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Our 2013 Sustainability Report provides a concise overview of all the actions and policies put in place to maintain  
as well as improve the social, economic and environmental sustainability of our organization. The purpose of this  
report is to illustrate to our stakeholders and other interested parties the inextricable link that sustainability has 
with the achievement of Zain’s long-term organizational goals. 

We believe that engaging communities to improve social and economic well-being in our markets and improving  
our environmental performance, ultimately leads to our organization being more successful and profitable. As such, 
we are committed to these objectives as well as fulfilling the obligations and expectations held by our employees, 
shareholders and our wider communities. 

Achieving greater sustainability in Zain places our goals in alignment with the expectations of our stakeholders, 
ultimately contributing to our bottom line. We will continue to uphold our commitment to being regional leaders  
in corporate sustainability and social responsibility, as this positive interaction with our stakeholders undoubtedly  
leads us towards greater organizational success. 

INTRODUCTION
ABOUT 
THIS REPORT
This is our third consolidated report about the sustainability performance for 
Zain Group. In this report, we have diligently reported, in an accurate and 
transparent manner, on the economic, social, and environmental impact  
of our operations in Kuwait, Bahrain, Iraq, Jordan, Lebanon, the Republic of 
Sudan, Saudi Arabia and South Sudan for the year ended December 31, 2013.

Our 2013 Sustainability Report is formally reviewed and approved by the 
Head of CSR, the CEO, the CFO as well as the Head of Risk at Zain Group.

This report underscores our commitment to sustainability and corporate 
responsibility, placing heavier emphasis on those issues which we believe  
to be the most material to our organization, while taking into account global 
trends as well as the local and regional contexts in which we operate. 

In preparing this report, we have been guided by the principles of materiality, 
inclusivity and responsiveness from the AA1000 AccountAbility Principles 
Standard. We have used the Global Reporting Initiative’s (GRI) G4 Guidelines 
– the leading international guidelines for sustainability reporting, utilizing  
the ‘In Accordance – Core’ option. 

In Morocco, we have a 15.5% equity stake in Wana Corporate S.A. However, 
Zain does not manage operations for Wana Corporate S.A., and as such this 
operation is not part of the scope of our Sustainability Report.

As this is the Zain’s third Sustainability Report, some information deemed 
significant that was provided in previous reports is repeated while information 
deemed redundant or unnecessary has been omitted to ensure the fluidity 
and clarity of the report. 

Situations where considerable changes have taken place within the 
organization over the annual period are reported with the necessary 
descriptions. 

Our 2013 Sustainability Report represents one of the many tools through 
which we engage our valued stakeholders. As such, we welcome any 
comments, feedback or questions regarding the content of this report.  
Please get in touch with us on Facebook (www.facebook.com/zain), 
Twitter (www.twitter.com/zain) or email csr@zain.com. 
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OUR 2013
HIGHLIGHTS



2013 GENERAL 
HIGHLIGHTS

Our prOduCts And CustOmers

In 2013, we…

•  Selected eServGlobal as our partner to provide mobile 
money solutions to our customers in Jordan, Iraq and 
Sudan, enabling greater financial inclusion to those that are 
unbanked.

•  Launched the Dary Line in Lebanon to provide those living  
in unconnected areas with affordable access.

•  Offered special voice and data rates to university students  
in Sudan through the Gam3ty package as part of our strategy  
to target the needs of the country’s youth segment.

Our COmmunities

In 2013, we…

•  Launched the Corporate Entrepreneurship Responsibility (CER) division  
to mobilize the support of Zain Jordan’s employees and devoted time  
and resources in order to promote entrepreneurial projects in the country.

•  Expanded enrollment in Zain Kuwait’s Taaleb E-Learning Program to 
422,958 users throughout the country.

•  Constructed six schools and renovated three already existing schools in 
Sudan so as to provide educational opportunities to the country’s youth.

Our peOple

In 2013, we…

•  Conducted a more comprehensive and inclusive Employee 
Engagement Survey to improve employee productivity and 
satisfaction across all our Opcos.

•  Hired the majority of our Senior Management (61%) from our 
local communities. 

•  Provided general and job-specific training programs to our 
employees throughout our operating countries, furthering 
their career development.

Our enVirOnment 

In 2013, we…

•  Conducted a Mobile Energy Efficiency study with the GSMA to benchmark our energy efficiency levels with those  
of our global peers and competitors.

•  Deployed 49 battery DG hybrid solutions in South Sudan to improve our environmental performance.

•  Planted 200,000 trees in Sudan in an effort to plant over  one million trees over a five year period and reduce our carbon footprint.

Our eCOnOmiC impACts

For 2013, we…

•  Distributed cash dividends of 50% (50 fils per share) to our shareholders.

•  Grew our customer base by 8%, from 42.7 million to 46.1 million.

•  Earned a consolidated net profit of USD $764 million.

Gam3ty package in Sudan

Employees in Zain Jordan volunteer to help 
needy children

Employees at Zain Iraq
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Schoolchildren in Iraq volunteer for Zain’s environmental initiatives
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COUNTRY 
HIGHLIGHTS

KUWAIT
Annual Revenues (USD m): 1,199.0

Customers (000s): 2,525

Full-time Employees: 1,089

Capital Investment in Network 
Infrastructure (USD m): 75.5

•  The Taaleb Educational Portal links students, 
teachers and parents through an online platform, 
which improves communication between the various 
parties, whilst also enhancing the learning experience. 
Spreading the portal to a wider segment of the 
population also led to an increase in users from 
118,353 in 2012 to 422,958 in 2013.

•  Zain supports local entrepreneurs through the 
“Zain Great Idea” Competition, which brought 
102 outstanding local students together in 2013, 
to present their startup ideas to a group of 
highly esteemed judges. The initiative took 
place in collaboration with Zain Kuwait, 
the IE Business  School in Madrid as well as 
Brilliant Lab and demonstrated our support for 
local youth development. 

•  Green Day was held in Zain Kuwait as a day of 
activities and education to raise environmental 
awareness on issues such as recycling and pollution 
among Zain’s employees.

IRAq
Annual Revenues (USD m): 1,744.1

Customers (000s): 15,882

Full-time Employees: 1,675

Capital Investment in Network  
Infrastructure (USD m): 283.0

•  Zain Iraq continues pursuing capacity-building projects 
for the Iraqi people, namely through its support for 
the Widows Development Center. This year, the 
Center provided training to more than 3000 women, 
empowering them to find jobs to support themselves 
and their families.

•  In 2013, 300 participants took part in the event 
sponsored by Zain Iraq, the “Together Let’s Lose the 
Race Campaign.” The training event brought Iraqis 
from different ethnic and religious backgrounds for 
the purpose of building communication and conflict 
resolution skills in order to promote national cohesion. 

•  The implementation of the Ruaya (meaning “vision”) 
Project transformed Zain Iraq’s compound into a 
cleaner, safer and more environmentally friendly space 
to improve the health, safety and satisfaction of our 
employees. By removing pollutants such as generators as 
well as beautifying the workspace, employees of  
Zain Iraq can enjoy a greener and more productive  
work environment.

BAHRAIN
Customers (000s): 772

Full-time Employees: 290

•  For its tenth year, Zain Bahrain continues to support 
local youth through the “Back-to-School” Initiative, 
distributing essential school supplies to 25,000 
students in the country.

•  Zain Bahrain provides support for the Bahrain Child’s 
Wish Society – an organization dedicated to raising 
awareness of the risk and impact of child harassment. 
By organizing a campaign to spread awareness and 
education on this pivotal issue, Zain Bahrain aimed 
to improve the safety and overall health of the 
children of Bahrain.

•  Bahrain’s “Go Green Campaign” encouraged events 
such as tree planting, art contests and walkathons, 
where over 350 students participated and were 
educated about various environmental issues such  
as recycling and pollution.

jORDAN
Annual Revenues (USD m): 494.3

Customers (000s): 3,900

Full-time Employees: 991

Capital Investment in Network  
Infrastructure (USD m): 102.0

•  The Future University Network was rebranded by  
Zain Jordan to Zain Al Shabab, meaning “Zain Youth”. 
Through the Zain Al Shabab program, Zain engaged 
members of the country’s youth by involving them 
in focus groups and debate forums. The program 
also provides ICT training and internships in Zain, 
developing the skills of 753 Jordanians who took  
part in the program.

•  Zain Jordan established five knowledge stations in 
partnership with the National Information Technology 
Center. The knowledge stations provide free access 
to essential ICT solutions in areas that lack such 
access, and are intended to provide capacity-building 
opportunities and accessibility to neglected sections of 
the population. Throughout the year, the stations were 
used by a total of 531 people. 

•  Zain Jordan established a call center in the Al Tafieleh 
governorate, an area that faces a degree of poverty. 
By building the call center in this area, Zain helped 
provide employment to 45 individuals.
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COUNTRY 
HIGHLIGHTS

LEBANON
Customers (000s): 2,048

Full-time Employees: 697 
(695 employees under Touch management contract)

•  Touch in Lebanon rebranded its safe driving campaign 
as “Don’t Text… Whistle and Drive” Campaign in  
collaboration with YASA. The campaign uses a positive 
tone to appeal to a wider segment of the population 
while also educating them on the responsible use of 
mobile phones. 

•  Touch is supporting the Lebanese Red Cross by 
helping them establish a Health Center in Batroun. 
The Health Center will include patient wards for young 
women, the elderly and emergencies; and  
will promote the health and safety of the population 
living in that area.

•  Touch collaborated with Terre Liban to measure 
its carbon footprint and plant trees to offset their 
negative environmental impact. Through its Carbon 
Neutral Project, Touch employees came together to 
plant a total of 13,246 trees in Lebanon.

SAUDI ARABIA
Annual Revenues (USD m): 1,799.5

Customers (000s): 8,461

Full-time Employees: 1,253

Capital Investment in Network  
Infrastructure (USD m): 229.3

•  The Shabab Tamouh, meaning “ambitious youth,” 
program targets the training and development of 
Saudi Arabia’s most talented and promising youth. The 
program brings them together to receive training on 
general and telecom-specific subjects as well as further 
their career development with Zain KSA.  
In 2013, 16 people took part in the initiative.

•  Zain KSA provided summer jobs to 70 exceptional 
university students and gave them training in specific 
functions within our organization. The offering 
of summer jobs and education promotes the job 
readiness of those students and impacts a crucial 
developmental priority for the country.

•  Zain KSA provides sponsorship of the “Startup 
Weekend” event, which brings together local 
entrepreneurs on a business platform to present their 
startup ideas as well as receive important feedback. 
One hundred and fifty students participated in this 
year’s event, showcasing their ideas to peers as well  
as industry professionals thus, furthering their 
aspirations and creating a more productive population.

SOUTH SUDAN
Customers (000s): 812

Full-time Employees: 61

•  Zain continued its collaborative efforts with the 
UNHCR and the Vodafone Foundation to provide 
mobile connectivity to the refugee camp in Yida, 
South Sudan. The Instant Network Initiative provides 
connectivity to more than 70,000 refugees and 3000 
UN personnel, providing them with essential access  
to telecommunications.

•  Zain South Sudan partnered with Ericsson, UNESCO 
and the Whitaker Peace and Development Initiative 
to form the Youth Peace Network (YPN) in the 
country. The YPN is a capacity-building initiative 
that brings together youth from around the country 
to form a youth network centered on peace-
building, vocational training and leadership skills 
development. Through training and activities, 
participants in the YPN can develop general and 
technical skills, which empower them to become 
more productive citizens of South Sudan.

REPUBLIC OF SUDAN
Annual Revenues (USD m): 623.0

Customers (000s): 11,702

Full-time Employees: 1,085

Capital Investment in Network  
Infrastructure (USD m): 95.8

•  Zain Sudan promoted the education of its population 
by continuing its Back-to-School Initiative. In 2013, 
a total of 20,000 students from orphaned and/or 
marginalized backgrounds were given essential school 
supplies, enabling them to enjoy a more fulfilling 
educational experience.

•  Zain Sudan collaborated with Mujadedoon 
Organization to provide 3000 needy students with 
meals during their stay at school. Through this 
initiative, Zain Sudan was able to provide positive 
encouragement to the students, improving student 
attendance by 76% as well as student performance  
by 30%.

•  In an effort to develop the capacity of marginalized 
segments of the population, Zain Sudan provided 
vocational training to 90 disabled people in 2013.  
The training allowed those who took part to improve 
their employment opportunities, enabling their 
economic inclusion as well as the country’s socio-
economic development.
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AWARDS

Zain was presented with multiple awards in 2013 in recognition of the ongoing success and achievements realized 
in prior years. The awards are an acknowledgement of both the exceptional quality of service Zain has provided 
its customers over the years as well as the substantial contributions Zain has made to promote the development 
and prosperity of its societies. Below is a list of the major awards presented to Zain in 2013:

•  Zain Group’s 2012 Annual Report, titled ‘Believing in the Power of Dreams,’ has been recognized and rewarded in five 
prestigious categories during the Annual Report Competition (ARC) Awards ceremony held in New York in October 
2013. The ARC Awards, which is organized by MerComm Inc., honors overall excellence in corporate annual reports 
across the globe.

      The 2012 Annual Report which was managed internally by Zain Group’s Investor Relations and Corporate 
Communications team was awarded in the following categories:

 grand winner Best of International

 gold winner Non-Traditional category - Telecom

 silver winner Interior Design category - Telecom Asia

 Honors winner Non-English category - Telecom

    Commenting on the award, Mohammed Abdal, Zain Group Director of Governance, Investor Relations 
and Corporate Communications, said: “As one of the largest companies listed on the Kuwait Stock 
Exchange, this prestigious award certifies our commitment to applying best practices in publishing financial 
information in a transparent manner, as well as to adhering to all the required financial reporting guidelines 
set by Kuwait’s Capital Markets Authority.”

    Abdal continued: “Constructive and transparent communication with shareholders and investors 
contributes significantly to an accurate valuation of the company, a critical element to enhance the 
reputation, efficiency and attractiveness of the Middle East capital markets.”

•  Zain Iraq was honored with the Middle East Operator of the Year award by CommsMEA, as well as the 
Telecom Operator of the Year award by the Arabian Business Achievement Awards in 2013. Both awards 
were given in recognition of the invaluable contributions of Zain Iraq to the Iraqi Telecom Sector, as well 
as the country's general economic development over the last ten years. Over this period, Zain Iraq has 
invested around $4.5 billion in the country, becoming one of Iraq’s leading organizations with more than 
15.9 million customers.

     Upon receiving the awards, Zain Iraq’s Chief Financial and Operating Officer, Wael Ghanayem stated,  
“It is enormously gratifying to witness the impact of our business on the economic and social development 
of so many Iraqis on a daily basis. Our numerous sustainable and corporate social responsibility programs 
across the country are just as important to Zain as are our commercial activities, and being identified as 
Middle East Operator of the Year is an added bonus.”

•  Zain Kuwait was declared the country’s Best Telecom Operator for 2013 by the region’s leading business 
magazine, ‘Arabian Business’ at a ceremony held in September 2013. The award was presented to Zain 
Kuwait in recognition of its operational excellence as the leading telecommunications provider in the 
country, as well as its exemplary customer service and community outreach. Upon receiving the award, 
Zain Kuwait CEO Omar Saud Al-Omar said, “This award recognizes the intensive efforts of all our people 
who are dedicated to bringing appealing telecommunications services to our customers. We also recognize 
and thank our 2.4 million customers for their trust in us and we promise to continue to provide them the 
best technologies and customer service available in the country.”

•  Zain Group’s Investor Relations Department was named the foremost Investor Relations team in Kuwait at an 
awards ceremony hosted by the Middle East Investor Relations Society (MEIR) in Dubai on November 20, 2013.

    The accolade was based on a global survey of investors and analysts conducted by the Middle East Investor 
Relations Society and Thomson Reuters Extel.

Zain received five awards for its 2012  
Annual Report

Zain was awarded for having the "Most Famous Arab Brand Worldwide"

Dr. Saad Al Hasani (left), Head of Media and PR in Zain Iraq, being presented with the 
Middle East Operator of the Year award
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AWARDS

•  Zain was awarded as the “Most Famous Arab Brand Worldwide” by the Arab Society for Intellectual Property in May 
2013. The award recognized Zain as the most identifiable Arab brand after surveying the public in 54 countries on 
200 of the most renowned Arab Brands. After receiving the award, Scott Gegenheimer, Zain Group CEO said, “We 
have always been proud to be viewed as a communications provider from the region and for the region, so this 
widespread endorsement among so many other respectable brands is really gratifying. The fact that respondents 
from countries in which we do not even operate identified Zain as the leading Arab brand is phenomenal.”

•  During the inaugural conference of the International Board on Books for Young People (IBBY) for the Region 
of Central Asia and North Africa (CANA) that was held in Sharjah in May 2013, Zain Group was honored for its 
production of “Qatoura” (meaning ‘drop of water’ in Arabic); a television commercial which teaches children the 
importance of water conservation. The honoring ceremony, organized by the Sharjah Media Corporation and 
attended by Sheikha Bodour bint Sultan Al Qasimi, Patron of the United Arab Emirates Board on Books for Young 
People (UAEBBY) and Sheikh Sultan bin Ahmed Al Qasimi, Chairman of the Sharjah Media Corporation, highlighted 
the CSR efforts of a number of companies and individuals who have contributed to enriching youth education. The 
“Qatoura” television commercial was produced 6 years ago and is considered to be one of the first initiatives 
implemented by a Middle East telecom operator to deal with the issue of water conservation.

    The “Qatoura” song, which has gone on to be adapted by many educational institutes, was written by the Kuwaiti 
writer, Heba Hammada. The commercial also attained remarkable viewership on YouTube, registering over 1.8 
million views to date.

•  Zain Group’s Ramadan television commercial, ‘Know your Friends,’ was ranked as the number one television advert  
in the United Arab Emirates during the month of Ramadan in 2013. The ranking, compiled by tview, the UAE’s 
television audience measurement system, bestowed the award based on factors including the number of insertions 
and the ratings assigned to it. Remarking on the award, Scott Gegenheimer, Zain Group CEO said, “We are proud 
to have our creativity and messaging appreciated by audiences across the region. It is even more gratifying to have 
them recognized in markets in which Zain does not even have a direct operational presence.”

•  For the second year in a row, Zain Kuwait was presented with the Gold Award for Excellence in Corporate Social 
Responsibility from the Arab Organization for Social Responsibility. The award was presented in recognition  
of the valuable impacts of Zain Kuwait’s many CSR initiatives such as Zain Great Idea, the Taaleb E-Learning  
Project, Zain Hospital and breast cancer awareness projects. This award, which honors the positive contributions  
of private organizations in Arab society, was given to Zain Kuwait over two consecutive years, and is a testament  
to the persistent success of the CSR department at Zain Kuwait in its eminent status to promote social, economic  
and environmental progress in the country.

Zain Group’s “Qatoura” Campaign

“Know your Friends” Campaign Zain Kuwait's Gold Award for Excellence in CSR
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CHAIRMAN
MESSAGE

On behalf of my fellow members of the Board of Directors, it is my honor to welcome readers to our third 
Sustainability Report highlighting our commitment to aligning the principles of sustainability with our core strategic 
goals. Our status as regional leaders in the telecommunications sector compels us to maintain a broad understanding 
of organizational success; one that takes into account not only our financial objectives, but also our ability to meet the 
socio-economic and environmental expectations of our valued stakeholders.

One way in which we have achieved our objectives in 2013 is through the expansion of our products and services 
to further enhance our ability to cater to the multiple segments of our markets, while specifically considering the 
inclusion of those segments within society that are economically or socially marginalized. Fulfilling this goal is in direct 
alignment with our core mission of creating a wonderful world.

After 30 years of operations, Zain is proud to have built a brand that is among the most valuable and recognizable 
in the region. Sustaining this success will require that we continue to address the necessities of our communities and 
of our environment, which vary immensely across our markets. As such, it is important that we continue to operate 
within the socio-economic and operational contexts of each of our markets and accurately assess the deficits for each, 
in order to create a profound and positive impact for the betterment of each community.

2013 marked an expansion in our collaborative efforts to reach out to those stakeholders that we deem most valuable 
to us, with the conviction that doing so improves both the effectiveness and the scope of our CSR initiatives, while 
meeting the expectations of the wider public. This year, we have also moved ahead with programs that improve  
our environmental performance in order to boost efficiency and sustain a more green operation.

Going forward, we will continue in our pursuit of enabling socio-economic development through both our core 
business and our corporate responsibility programs. Providing connectivity to our communities, creating thousands 
of jobs through our value chain, and supporting capacity-building through our social outreach, are just some of the 
ways in which we are achieving this. We are strong believers that the increased prosperity of our communities will 
directly contribute to our lasting organizational success.

I would like to extend my gratitude to His Highness the Amir of the State of Kuwait Sheikh Sabah Al-Ahmad Al-Jaber 
Al-Sabah; His Highness the Crown Prince Sheikh Nawaf Al-Ahmad Al-Jaber Al-Sabah; His Highness the Prime Minister 
Sheikh Jaber Mubarak Al-Hamad Al-Sabah and the members of our government for their continuing support, which  
has been invaluable to the sustained success of our organization.

Asaad Al Banwan
Chairman, Zain Group
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CEO
MESSAGE

It is with great pride that I present Zain’s third Sustainability Report covering the 
progress made in improving our organizational sustainability in 2013.

2013 marked Zain’s 30th year in operation, and the remarkable achievements  
of the organization and its staff over this period have resulted in the development 
of a globally recognized brand associated with exceptional service, quality and 
leadership in the telecom industry. Over this period, the mobile telecommunications 
industry has undergone vast and sweeping changes. In recent years, the maturity of 
the industry and the growing expectations of our stakeholders have highlighted the 
need for Zain to maximize the efficiency of our operations, while continually taking 
into account the socio-economic conditions of the markets where we operate. The 
situational context of our various markets require that we align our corporate 
strategy accordingly; committing to principles of inclusivity and accessibility within 
those communities that are economically marginalized, while emphasizing superior 
customer experience and quality of service in all our markets.

As stakeholders throughout the region and the world continue to expand their expectations of leading 
organizations such as Zain, it is necessary for us to not only excel in our industry as we have consistently done, 
but to also bolster our organizational sustainability by supporting and advocating developmental progress in 
our markets economically, socially and environmentally. These broadening expectations are typified by the 
more recent requirements put forth by regulators and government authorities that place heavy responsibilities 
on sustainability and which we have proactively been exceeding over the years.

The telecommunications sector is widely regarded in expert circles as an enabler of socio-economic 
development, providing the integration and access to information essential to creating an efficient and 
prosperous modern economy. This year, in celebration of Zain’s 30-year milestone, we commissioned a 
study in collaboration with PricewaterhouseCoopers, to be published in 2014, exploring the ways in which  
the Telecommunications Sector can influence overall development within our region. The report, entitled  
The Socio-Economic Impact of Telecommunications on the MENA Region, is a demonstration of our fervent 
desire to create and disseminate greater knowledge on this key issue, which underlines our position as 
“thought leaders” in the region.

Many of the projects and activities that we have undertaken during the course of this year have brought 
tangible benefits to the economic and social life of our countries of operation. We invested heavily in 
developing our IP and MPLS technology and communications infrastructure both independently and through 
our participation in the Middle East-Europe Terrestrial System (MEETS). These investments facilitate more 
efficient and effective collection and distribution of digital data at more attractive tariffs to everyone. 
Agreements to roll out other services to our customers, such as mobile money solutions, promise to empower 
large sections of our communities in countries such as Sudan, Jordan and Iraq that have significant segments  
of their populations without access to banking services.  

This year, we also took steps to ensure that ethical business practices are being adhered to across our value 
chain. Codes of conduct that relate to specific labor, human rights and environmental standards that Zain and 
our key suppliers and partners have always abided by are now formally codified for the purpose of ensuring 
greater accountability. We also addressed the issue of corruption, conducting Group-wide assessments on  
the risks and mitigation of corruption within key areas of our organization. We will continue to espouse ethics 
as a key sustainability theme that permeates all areas of our business activities. 

Furthermore, Zain also advanced its progress in improving environmental performance. In addition to our 
initiatives, which engaged communities to increase environmental awareness, we continued our mandate of 
reducing emissions and developing energy efficiency. In alignment with this mandate, we remain committed 
to expanding our solar and hybrid power solutions whenever feasible. 

Zain continues to pursue the triple bottom-line by advocating economic, social and environmental prosperity 
within our organization and our wider communities. Throughout our 30 years of operation, we have achieved 
organizational success and market leadership. But most importantly, we have served as ardent advocates, 
through both our core business and our sustainability strategy, in creating a more wonderful world for all  
our communities. 

Scott Gegenheimer
CEO, Zain Group
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COMPANY
OVERVIEW

Zain, formerly Mobile Telecommunications Company (MTC), was established in 1983 by an Amiri decree in Kuwait. 
MTC was the first mobile telecommunications company to be launched in the Middle East. In 2007, MTC was re-
branded as Zain, which became the Group’s corporate brand. The Zain brand and its promise – a wonderful world – 
capture the energy, inspiration and diversity of the Group’s customers, employees and other stakeholders.

Zain has enjoyed continuous growth and innovation since its inception, reaching a footprint at one point in 23 countries 
across the Middle East and Africa. In 2010, in a strategic move to refocus on the company’s core region, Zain divested 
15 of its African operations to Bharti Airtel for an enterprise value of USD 10.7 billion. In 2011, as a result of the split 
of Sudan into two countries – Sudan and South Sudan – Zain successfully completed the separation of the respective 
networks, and Zain South Sudan formally became an independent operating company in January 2012.

As a leading telecommunications operator in the region, Zain provides mobile voice and data services to 46.1 million 
active customers as of year end 2013. Our commercial presence extends across eight countries, with operations in 
Kuwait, Bahrain, Iraq, Jordan, The Republic of Sudan, Saudi Arabia and South Sudan. In Lebanon, Zain manages the 
Touch operation on behalf of the Lebanese state. In Morocco, Zain has a 15.5% stake in "INWI" through a joint venture.

Zain is headquartered in Kuwait and is listed on the Kuwait Stock Exchange (KSE) as a publically traded company, with 
no restrictions on shares as the company’s capital is 100% free float. Our largest shareholder is the Kuwait Investment 
Authority, which has an equity stake of 24.2%.  Zain Group owns a 37% stake in Zain Saudi Arabia (formally Mobile 
Telecommunications Company Saudi Arabia), which is traded on the Saudi Stock Exchange as a Saudi joint stock 
company. No major changes in the location of operations, facility openings, closing or expansions took place during 
the reporting period.

Zain is a member of the Global System for Mobile Communications Association (GSMA), which represents the 
interests of the worldwide communications industry. The GSMA has taken a leadership role to outline guidance and 
standards regarding many topics related to sustainability and CSR. For example, Zain collaborated with the GSMA in 
the development of Mobile Privacy Principles, which describe the way in which mobile consumers’ privacy should be 
respected and protected. Zain also partnered with the GSMA by its inclusion in the GSMA’s Mobile Energy Efficiency 
initiative – an endeavor that aims to assist mobile operators on improving their efficiency by benchmarking them with 
other operations from around the world.
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IN REVENUES

$ 764
MILLION IN
NET INCOME

46.1
MILLION
ACTIVE
CUSTOMERS

3700
OUTLETS
IN JORDAN

$ 1.9
BILLION IN
EBITDA

LONG TERM
EVOLUTION (LTE)
 IN KUWAIT,
SAUDI ARABIA
AND BAHRAIN

IN KUWAIT,
LEBANON,
IRAQ, SUDAN,
SOUTH SUDAN,
AND JORDAN

11.7
MILLION
CUSTOMERS
IN SUDAN

MARKET
SHARE IN
KUWAIT AND
JORDAN
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MATERIALITY 
ASSESSMENT

In preparing our third Sustainability Report and in order to align with the G4 guidelines of the GRI, we have included 
a materiality assessment section demonstrating our rationale for the Report content indicating what was selected and 
excluded. Zain’s Materiality Assessment factors issues that are the most relevant to the organization and our major 
stakeholders. Based on those issues deemed most relevant to both the organization and our stakeholders, we have 
reported on their corresponding Aspects. 

determining mAteriAlity tO ZAin

The determination process of issues material to Zain is carried out through a stringent analysis of the company’s 
industry and sustainability context and the company’s strategic goals and direction. 

identifying mAjOr stAkeHOlders

The identification of our major stakeholders is a necessary component to determining materiality in a manner that  
is inclusive and accurate. Zain defines stakeholders using the definition provided by GRI:

“Stakeholders are entities or individuals that can reasonably be expected to be significantly affected by the 
organization’s activities, products and services; and whose actions can reasonably be expected to affect the ability  
of the organization to successfully implement its strategies and achieve its objectives.”

Using the above definition, Zain identifies its key stakeholders for the purposes of this report as:

The Matrix on the previous page reveals the themes most material to Zain and its stakeholders. Emphasis 
within this report was given to those Aspects given a ‘Very High’ materiality level, followed by ‘High’ and 
‘Medium.’ Those Aspects not mentioned were either not applicable to Zain’s business or were deemed  
to have a ‘Low’ materiality level. Based on this cross-evaluation, the material Aspects selected for inclusion 
in the Sustainability Report 2013 are:

• Strategy and Analysis

• Governance

• Ethics and Integrity

medium High
• Strategy 
• Emissions 
• Anti-Corruption 
• Market Presence

Very High
• Governance 
• Ethics and Integrity 
• Economic Performance 
• Employment 
• Occupational Health and Safety 
• Customer Health and Safety 
• Market Communications 
• Customer Privacy

low medium
• Procurement Practices 
• Biodiversity 
• Environment: Product and Services 
• Energy Consumption

High
• Employee Training and Education 
• Indirect Economic Impacts 
• Diversity and Equal Opportunity 
• Equal Remuneration between Men and Women 
• Labor Practice Grievance Mechanisms 
• Human Rights

• Local Communities

low medium
• Grievance Mechanisms for Impacts on Society

im
p

A
C

ts
 O

n
 Z

A
in

CAtegOry: eCOnOmiC

• Economic Performance

• Market Presence

• Indirect Economic Impacts

• Procurement Practices

CAtegOry: enVirOnmentAl

• Energy

• Biodiversity

• Emissions

• Products and Services

• Compliance

• Overall

CAtegOry: lAbOr prACtiCes 
And deCent wOrk

• Employment

• Occupational Health and Safety

• Training and Education

• Diversity and Equal Opportunity

•  Equal Remuneration for Women 
and Men

•  Labor Practices Grievance 
Mechanisms

CAtegOry: HumAn rigHts

• Investment

• Non-Discrimination

CAtegOry: sOCiety

• Local Communities

• Anti-Corruption

•  Grievance Mechanisms  
for Impacts on Society

CAtegOry: prOduCt 
respOnsibility

• Customer Health and Safety

• Product and Service Labeling

• Market Communications

• Customer Privacy

• Compliance

• Shareholders

• Employees

• Customers

• Suppliers and Business Partners

• Local Communities

• Regulators

• Investors and Equity Analysts

Through internal and external engagement processes such as investor meetings, the Employee Engagement Survey, 
dialogue with regulatory bodies and customer/community polling; the report content was identified using the matrix below:

impACts Our stAkeHOlders
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CORPORATE
GOVERNANCE

Effective corporate governance is essential for maintaining the accountability and transparency consistent with 
Zain’s values and leadership position. To achieve this, Zain is continuously evolving and strengthening its corporate 
governance strategy and policy to maintain alignment with the standards and regulations set by the Ministry of 
Commerce and Industry (MOCI), the Kuwait Stock Exchange (KSE) and the Capital Markets Authority (CMA). Zain’s 
Board of Directors (BOD) is the organization’s highest governing body, responsible for approving the company 
strategy, goals, purpose, values and mission statement as developed by the CEO and Executive Management. 

The BOD is made up of eight Board Members, with one member of the Board appointed by the Kuwait Investment 
Authority (the investment arm of the Kuwait Government and Zain’s largest shareholder), with the remainder representing 
other shareholder groups (individuals and companies). The BOD consists of members that are independent and 
hold no major equity in the company, nor hold any control or influence on the Executive Management. As per CMA 
regulations and the new commercial law, the Board Chairman is a non-executive officer and all management functions 
are independent. Board Members are non-executive and matters of concern that might create conflict of interest are 
discussed by the Board where appropriate actions are taken. Of the eight Board Members, one is female. Nomination 
and selection of the BOD take place every three years and the process is in accordance with the new commercial law, 
No. 97/2013. Upcoming elections for the BOD are set to take place in Q1 2014. Policies regarding conflict of interest are 
disclosed to all stakeholders and are managed by the Group Internal Audit Department. 

A total of seven Board meetings were held over the course of 2013. Meetings between Zain’s Executive Management 
and the BOD take place on both a periodic and ad hoc basis. The BOD delegates authority to Executive Management 
on economic, social and environmental issues based on the pre-defined responsibilities of each Senior Executive. 
Regarding issues pertaining to sustainability, delegated authority is with the Head of CSR, who coordinates with all 
relevant stakeholders as well as with international organizations. Similarly, the socio-economic and environmental 
impacts of Zain are reported regularly to the BOD and to Executive Management by the Head of CSR through tools 
including periodic reports such as the Quarterly Performance Reviews and the annually published Sustainability Report. 
Executive Management works collectively with Board Committees to ensure all critical concerns, news and information 
are communicated in a timely manner to regulatory bodies and shareholders in compliance with the disclosure 
regulations and guidelines provided by the CMA. These disclosures are shared with the CMA and KSE in compliance 
with corporate governance requirements concerning transparency. Executive Management also oversees, through 
the Investor Relations and Corporate Communications functions, the use of various media tools to communicate 
critical information such as newspapers, the official Zain website and direct correspondence with CMA officials and 
other regulatory bodies. In 2013, no violations were reported against Zain, a solid testament to the organization’s 
compliance with transparency and disclosure requirements in particular, and corporate governance in general. 

Processes for evaluating the performance of the BOD with respect to governance of economic, environmental and social 
topics take place collectively between the BOD, Executive Management and existing Board Committees, which address all 
corporate governance requirements through disclosure, Board meetings and record keeping. Such tools also ensure that all 
guidelines of transparency and efficiency are applied for the best interest of shareholders. Moreover, Zain’s Chief Corporate 
Affairs Officer oversees regulatory compliance from the Group level. Our Corporate Governance and Human Resources 
teams are currently working closely with Ernst & Young to implement further evaluation tools to continue to improve 
transparency and maximize shareholder value. Corporate Governance and Ernst & Young are also working to review and 
improve remuneration policies for the BOD in order to be compliant with new CMA regulations set to take effect in 2014. 

Zain takes very seriously all concerns regarding unethical or unlawful behavior. Such concerns and behaviors are 
shared with all members of the organization through the Code of Conduct publically accessible on the company's 
website. Our Corporate Governance team is also working closely with Ernst & Young to establish and improve policies 
consistent with CMA requirements such as but not limited to those related to conflicts of interest, related party 
transactions and whistleblowing. 

The BOD has four specialized Committees including: Legal, Investment, Strategy and Internal Audit. As 
new CMA regulations require amendments to the current committee structure, Ernst & Young and the Zain 
Corporate Governance team are working together to revise the current Committees´ structure and ensure 
alignment with these regulations. 

members Of tHe bOArd 
Of direCtOrs:

mr. Asaad Ahmed Al banwan Chairman

mr. Abdulaziz yaqoub Al nafisi Deputy Chairman

mr. bader nasser Al kharafi Board Member

mr. waleed Abdullah Al roudan Board Member

ms. shaikha khaled Al bahar Board Member

mr. Abdul-mohsen ibrahim Al fares Board Member

mr. jamal Ahmed Al kandary Board Member

mr. jamal shaker Al kazemi Board Member

lü
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ENTERPRISE
RISKS

• financial and investment risk: Financial risks arise primarily from liquidity, credit, currency and interest rate risk.

•  mitigation: Zain’s activities are focused on counterparty risk management and in particular the protection and availability 
of cash deposits and investments. Exposures in relation to liquid Group investments have been reviewed and actions 
have been taken to reduce counterparty limits with certain financial institutions and to convert a significant proportion of 
Zain Operations local currencies denominated holdings and deposits into Sterling and US Dollar investments.

•  foreign exchange risk: Foreign Exchange risk is derived from the fact that many of Zain’s operations 
generate revenues in currencies other than Zain’s functional currency which also differs from the currency 
of two of its major obligations. A large portion of the company’s indebtedness is in USD, and the bulk of its 
equipment is priced in USD. The majority of the currencies that Zain operates in do not have functioning long 
term forward markets, which preclude traditional financial hedging.

•  mitigation: 

    -  A proportion of Zain’s loans are in Kuwaiti Dinars and other local currencies.

  -  Zain works to pay suppliers in local currencies.

  -  Zain plans its foreign exchange purchases to minimize risk.

•  industry trends and Competition: Industry trends such as the steady decrease in revenues from voice can present risks,  
if not adequately addressed. Increased competition can also create adverse effects, if not appropriately addressed.

•  mitigation: Continuously improving Zain’s customer experience by providing exceptional product and service quality, 
promoting the Zain brand and factoring industry trends and forecasts into the corporate strategy. 

•  privacy, security and resilience: Security and privacy of customer data is a top priority for Zain. Instances may arise 
which results in a loss of confidential customer data or a loss in our critical systems availability. 

•  mitigation: Zain critical infrastructure has been designed to prevent unauthorized access and reduce the likelihood 
and impact of a successful attack. Zain maintains a high level of information security by complying with international 
standards and best practice such ISO27001, ITIL and COBIT protocols. Information security policies, business continuity 
and crisis management plans are in place to cover residual risk that cannot be mitigated. 

•  political risk: Regional uncertainty from a political standpoint can adversely affect operations and investment opportunities.

•  mitigation: Zain updates its risk register periodically with regular reports submitted to our Executive Committee by 
the Risk Management Department. Network disaster recovery plans are in place and linked to Zain’ s overall business 
continuity. Crisis management plans are also in place with a clear review and update process. A crisis management 
team and clear escalation process and procedures are in place within Zain operations all the way up to Zain Group 
management level, and are based on Zain’ s standardized business continuity management process.

Organizational sustainability for Zain is attained in part by identifying and addressing the major risks that we face. 
Doing so allows us to mitigate, control and prevent certain risks from occurring, and be prepared if certain foreseeable 
or unforeseeable scenarios arise. The BOD has responsibility for the establishment and oversight of the Group’s Risk 
Management framework., and develops and monitors the Risk Management policies of the organization in close 
cooperation with the Group’s operating units. The Group’s Risk Management policies are established to identify and 
analyze the risks faced by the Group and to set appropriate risk limits and controls. Risk Management policies and 
systems are reviewed regularly to reflect changes in market conditions and Group’s activities. The Group, through 
its training and management standards and procedures aim at developing a disciplined and constructive control 
environment in which all employees understand their roles and obligations. The Group’s Board Committee oversees 
how management monitors compliance with the Risk Management policies and procedures, and reviews the adequacy 
of the risk management framework in relation to the risks faced by the Group. The Board Committee is assisted in its 
oversight role by the Internal Audit and the Group Risk Management Department. Currently, the BOD schedules an 
annual meeting to review major organizational risks and opportunities with ad hoc meetings taking place as needed. 
Corporate Governance and Risk Management are working to institute changes to this process in compliance with new 
CMA regulations. 

The following are the major risks as identified by Zain Group’s Risk Management team using the matrix above,  
and a brief description of our processes for mitigation:

3. lOw risk AreA

2. medium risk AreA 1. HigH risk AreA

likeliHOOd

impACt

freQuent

likely

pOssible

rAre

minOr mOderAte HigH Very HigH
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•  technical infrastructure risk: This refers to the risk of technical infrastructure outages or disruptions that may result 
in revenue losses or increased costs.

•  mitigation:  Zain has built in effective back-up and resilience equipment into our network, and we maintain the ability 
to replace strategic equipment quickly in the event of failure. Zain also maintains service level agreements with our 
strategic partners. Network disaster recovery plans are in place and linked to Zain’s overall business continuity and 
crisis management plans.  

•  regulatory decisions and Changes in the regulatory environment: Uncertainty over regulators’ approaches 
and any sudden decisions made by governments could affect our business and revenue.

•  mitigation: Zain Group monitors political developments in its operating countries closely and maintains frequent 
contact and a collaborative relationship with relevant regulatory bodies.

•  Health and safety risk: This risk arises mainly through the potentially challenging duties of some employees such 
as the installation and maintenance of technical equipment or the construction of base station towers. 

•  mitigation: Zain maintains a global health and safety policy that includes standards for radio frequency fields that 
are mandated in all our operations. Zain has also developed Security and Safety guidelines which are designed 
to give practical advice on safety and security to Zain’s employees and partners. 

•  Procurement Risk: Delivery bottlenecks, price increases and changes in prevailing economic conditions can pose 
potential risks for Zain.

•  mitigation: Zain maintains a clear procurement framework, policies and procedures to mitigate such risks. 

•   tax dispute risk: Misunderstandings or disagreements over the amount of tax due can create potential 
challenges for Zain. 

•  mitigation: Zain maintains constructive and robust engagement with tax authorities and relevant government 
representatives and engages advisors and legal counsel over tax legislation and principles, when needed.  
Zain also has a clear corporate tax risk strategy and policy. 

Zain also conducts audits in line with the Institute for Internal Auditors guidelines to assess the risks of corruption and 
to address or prevent against them. In 2013, Zain Group's Internal Audit Department conducted reviews in each of our 
operating countries with the exception of Iraq and Sudan, in key areas where corruption is most likely to exist, and no 
such cases of corruption were identified over the period.
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A MessAge froM 
the heAd of Csr

We at Zain Group are delighted to present our third Sustainability Report through which we communicate to our 
stakeholders and the wider public the inroads we have made in the areas of corporate responsibility and sustainability 
throughout the year 2013. Sustainability for us is an ongoing journey; one in which we are wholly committed to and 
from which we will not waiver. For this year’s report, we took the bold approach of jumping right in and embracing the 
adoption of the G4 reporting guidelines developed by GRI. We firmly believe that reporting in-depth on the issues that 
we consider most material to our stakeholders and ourselves adds considerable value and is important for both our 
growth and for advancing sustainability as a whole. 

This year, one of our main points of emphasis was to illustrate the role of stakeholder engagement as a cornerstone 
of our sustainability strategy. Throughout this report, we have provided examples that highlight the ways in which 
our stakeholder engagement has impacted the business. The Zain Technology Conference is one such example, 
where our existing and potential technology partners were engaged successfully, leading to improvements in synergy 
and the aligning and sharing of technology and development strategies. Our Investor Relations function is also 
dedicated to upholding an effective stakeholder engagement process, managing critical stakeholder groups such 
as financial analysts that directly impact our share value. The impact of successful strategic stakeholder engagement 
is also illustrated in our operations in South Sudan, where Zain Management took a position of actively engaging 
policymakers and the wider public in order to change perceptions and make inroads on the role of telecommunications 
as a catalyst for development; thus resulting in growth for our business. 

In this report we also stress on the importance of risk management to our organization and stakeholders. The 
economic, social and environmental sustainability of Zain is enhanced when organizational risks and mitigation 
strategies are developed and communicated openly and transparently to our stakeholders. In this sense, effective risk 
management makes up an integral component in the ethics of doing business. 

Our sustainability journey necessitates an understanding of the situational context in which we operate. From a 
regional standpoint, we are truly living in very interesting times. The situation in Syria and its resulting geopolitical 
impacts affect everyone across the region. The socio-economic and political ramifications that this disastrous situation 
is having cannot be disregarded; and we have taken steps in recent years to address them through our core business 
and community outreach activities. 

It is very sad that South Sudan has similarly entered a period of turmoil and hardship. Now more than ever, it is 
fundamentally important that the South Sudanese people have access to telecommunications to facilitate their socio-
economic development and subsequently ease the prevailing political conflicts. This is a challenge that we at Zain are 
actively and continuously trying to meet. 

The socio-economic development of our communities remains a fundamental part of our ethos, and to uphold it, we 
will continue to promote sustainability as a driver for innovation and growth. Going forward, we remain focused on 
building the national innovation capacity in our operating countries, where we will nurture creativity, talent and the 
entrepreneurial spirit to achieve a successful triple bottom-line for Zain. Furthermore, we recognize the importance 
of what the achievement of the Millennium Development Goals (MDGs) can have for socio-economic development. 
Tackling poverty, empowering women and facilitating access to basic education make up basic tenets of our 
community engagement strategy throughout our operations. 

In 2014, we will be developing a sustainability scorecard that will help us measure in a solid and concrete manner 
the sustainability impact of the organization. Accurately measuring the direct and indirect socio-economic and 
environmental impacts of our activities will allow us to take steps to maximize our efforts and achieve all that we 
can in pursuit of our wider organizational and societal goals. We take pride in the prominence that corporate social 
responsibility and sustainability holds within our overall corporate strategy, as we believe this has undoubtedly 
contributed to the 30 years of growth and success that Zain has enjoyed to date. 

Jennifer Suleiman
Head of Corporate Social Responsibility
Zain Group
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ENGAGING
OUR
STAKEHOLDERS
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STAKEHOLDERS
ENGAGEMENT 
PROFILE
Zain maintains a transparent, collaborative and proactive engagement process with our 
stakeholders. The corresponding table illustrates the ways in which we engage with our 
various stakeholders and our responses to their priorities. Zain pursues its sustainability 
strategy by continuing to be responsive to their needs. 

Our stakeholders How we engage stakeholder priorities Our response

Customers: 46.1 
million customers

•  Provide professional assistance  
in all our retail stores and outlets

•  Serve customers through call centers
•  Send text messages
•  Conduct surveys (customer satisfaction, 

store experience, and brand tracker)
•  Provide information on Zain websites
•  Interact on social media channels
•  Maintain customer service teams
•  Communicate via media outlets

•  Reliable service
•  Innovative service
•  Affordable service
•  Accessible service
•  Customized services (products  

and services that fit different needs  
and lifestyles)

•  Ease, clarity and transparency  
of billing

•  Information security and data protection
•  Fast and efficient complaint resolution
•  High quality customer care

•  Invest in networks
•  Provide customers with access to the latest technology
•  Launch tailored products in each market with options 

for prepaid and postpaid customers  
for both voice and data

•  Offer long-term commitment deals at discounted 
monthly rates

•  Offer bundled packages that lump  mobile data  
and service packages with other products

•  Offer support through customer care teams
•  Provide online services and billing options
•  Operate call centers with different language options

Shareholders and 
Investors: Largest 
shareholder is the 
Kuwait Investment 
Authority (24.2%)

•  Communicate through Investor  
Relations department

•  Issue quarterly financial statements
•  Issue quarterly earnings releases
•  Provide investor relations presentation
•  Issue annually audited financial 

statements
•  Host Annual General Meeting

•  Strong return on investment
•  Transparency
•  Clear communication regarding 

company strategy
•  Management excellence

•  Remain profitable
•  Increase customer base
•  Provide frequent updates through Investor  

Relations department
•  Increase transparency
•  Maintain Revenue Assurance department

Employees: 6,600 
employees

•  Distribute internal communications 
(e-mail, posters, SMS)

•  Conduct performance appraisals
•  Execute Employee Engagement Survey
•  Hold employee town hall meetings

•  Job security and satisfaction
•  Employee benefits
•  Opportunities for development, growth 

and skills development
•  Competitive salary
•  Working for a company that upholds 

their values
•  Access to international conferences  

and networking opportunities

•  Offer competitive benefits package
•  Deliver training programs
•  Encourage open door policy
•  Provide various volunteer opportunities  

and host employee events

General Public 
and Community 
Institutions: 
Neighborhoods 
near base stations, 
media, NGOs and 
advocacy groups, 
charities, associations, 
foundations, schools, 
universities, and 
medical institutions

•  Hold face-to-face and phone meetings
•  Attend meetings and conferences
•  Participate in community events and 

make presentations
•  Distribute health and safety information
•  Provide information on Zain websites

•  Minimal visual and noise disruptions
•  Commitment to upholding health  

and safety standards
•  Address priority community needs  

(such as education, health,  
and economic development)

•  Commitment to reducing waste and 
emissions and to uphold environmental 
standards

•  Support locally relevant CSR activities
•  Engage with neighborhoods in site selection 

 and increased transparency
•  Provide information about health and safety  

of network base stations
•  Upgrade generators to models with silencers
•  Install camouflage solutions for base stations,  

where applicable
•  Install hybrid and solar generators where feasible
•  Explore possibilities for site-sharing and implement 

the ‘right-sizing concept’
•  Implement e-waste recycling and reuse initiatives
•  Comply with ESMP regulations
•  Set long-term carbon emission reduction targets

Business Partners: 
Suppliers, contractors, 
and distributors

•  Interact through professional meetings
•  Communicate through e-mail
•  Discuss and negotiate contracts and 

terms
•  Provide guidelines for performance, 

including health and safety and 
environmental management, when 
appropriate

•  Favorable terms
•  Timely payment
•  Job opportunities for individuals and 

small-medium sized businesses

•  Encourage discussions with relevant departments, 
including procurement and sales

•  Conduct periodic evaluations
•  Improve our processes, when necessary

Government and 
Regulators: Kuwait 
Stock Exchange 
(KSE), Capital 
Markets Authority 
(CMA), National 
Telecommunications 
Regulators, and 
Ministries of 
Communication

•  Publish Annual Report
•  Hold face-to-face meetings
•  Participate in advisory committees
•  Participate in conferences
•  Release official letters
•  Attend meetings and presentations

•  Access to telecommunications services 
for citizens

•  Taxation revenue
•  Compliance with regulations such 

as health and safety and consumer 
protection

•  Compliance with new CMA regulations

•  Comply with laws and regulations
•  Publish annual reports
•  Maintain open direct channels with public officials

Industry Peers and 
Associations: GSMA 
and International 
Telecommunication 
Union

•  Attend meetings and conferences
•  Participate in working groups
•  Collaborate on community outreach 

projects

•  Collaboration among industry peers
•  Advancements in telecommuncations 

industry, including access 
•  Wider reach and higher quality of 

product and service delivery
•  Well-coordinated and mutually 

advantageous partnerships

•  Participate in GSMA Green Power Working Group
•  Joined the GSMA Mobile Alliance against Child 

Sexual Abuse Content
•  Collaborated with GSMA on development  

of Mobile Privacy Principles
•  Participate in projects to assist refugees in  

several operating countries
•  Launch issue-based campaigns
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STAKEHOLDER 
ENGAGEMENT CASE STUDY
ZAin teCHnOlOgy COnferenCe (ZtC)

Below is an interview of Zain Group’s Director of Governance, 
Investor Relations and Corporate Communications 
Mr. Mohammed Abdal, who outlines his strategy for engaging 
our stakeholders through the Investor Relations function.

Q1: HOw dO yOu mAnAge yOur stAkeHOlders?

We have very specific stakeholders groups.  Our primary stakeholders are: Kuwaiti investors (individuals and 
institutions), regulating government bodies (CMA, KSE, MOCI), institutional investors, and international investors, 
including financial wires and media; both local and international.

We are committed to providing our stakeholders with high levels of transparency.  Our communication channels 
include in-person visits, telephone, and online media.

Q2: wHAt strAtegy dO yOu HAVe in plACe fOr stAkeHOlder engAgement?

Our strategy focuses on having a balanced mix of shareholders, including international versus local and long-term 
versus short-term, in order to achieve stable share price and liquidity levels.

Q3: wHAt meCHAnism dO yOu HAVe in plACe?

We use Reuters Knowledge tools as well as Zawya Investors tools plus we use an internal financial model to 
monitor the shareholders trade movement on a daily basis.  In addition, we conduct an informal perception study 
with the support of Zain’s top analysts.

On a quarterly basis, we participate in major conferences organized by international banks/financial institutions, 
mainly in London, Dubai and Abu Dhabi.

In 2013, the IR team started the analysts’ call attended by the CEO, CFO and CSO in order to share with this key 
stakeholder group the Company’s strategy and performance (operational/financial) on a quarterly basis.

Q4: HOw HAs stAkeHOlder engAgement fACilitAted/benefitted tHe business?

In the last 18 months, we refocused our communication strategy to have a proactive approach.  This has resulted in 
increased engagement with the regulating bodies. Furthermore, we actively reconnected with foreign stakeholders 
ranging from analysts to investors, fund managers, asset management firms, portfolio managers, hedge funds 
managers and government investment entities.  

This has resulted in an increased media presence and in an active trading of Zain shares.  We have also increased the 
level of awareness to the various stakeholders on the company’s direction and plans going forward.  

As a result, Zain is considered a role model in the Kuwaiti market due to its great levels of transparency and 
implementation of corporate governance regulations and principles.

Q5: HOw HAVe yOu been Able tO mitigAte risks in yOur AreA ViA stAkeHOlder engAgement?

Due to our proactive approach and regular contact with analysts/institutions, we have been able to exceed the market 
performance in terms of corporate governance and transparency levels which catered for protecting shareholders’ 
rights and maintaining the company’s reputation.  

Lastly, as we are in daily contact with the financial wires and media, we are confident that these channels will take a 
more precise and accurate approach to their reports.

Below is an interview with the Director of Strategy and Support, 
Zain Group Technology, Ms. Khawla Al Jaber, about the Zain 
Technology Conference in 2013 which illustrates the importance 
the conference plays in engaging with specific stakeholder groups.

Q1: wHAt is tHe ObjeCtiVe Of ZtC?

The main objective of Zain Technology Conference is to bring together Senior Zain Management and 
Executives with technology providers and vendor representatives from across the telecom value chain, 
reflecting Zain’s commitment to partnership and innovation.

One of the main focus points was to fully align our technology suppliers with Zain’s strategy in order to 
deliver the right solution for Zain, and ensure that Zain Group’s view of our future is better understood 
by our suppliers and partners.

The highly informative conference incorporated very interactive sessions, presented by Zain’s global 
technology providers exchanging views and ideas to Zain technology and commercial personnel 
of the advancement and future of the telecom sector.

ZTC also acts as a networking platform by hosting an exhibition showcasing Zain’s technology partners, 
offering them the opportunity to display their latest innovations, products and solutions. It can be described 
as a “hub of activity and mutual information exchange.”

Q2: HOw did ZtC deVelOp?

ZTC is the only event of its kind in the region and is developed out of Zain with the mandate of wanting to establish 
synergy amongst our operating companies, whilst simultaneously aligning with our technology partners. It 
started in 2009 with a network only event with the main suppliers and now it is Zain largest technology conference 
with 600 participants and 63 partners in 2013. Given its success, it is anticipated that in the near future, 
other networks operators in the region will follow Zain and develop their own technology conferences.

Q3: HOw mAny yeArs HAVe yOu been running ZtC, HOw did it eVOlVe? 

It was first launched in Bahrain in 2009 and was mainly focused on main network vendors.  We paused 
in 2010/11, and in 2012 we re-engaged with the merger of IT.  In 2012, we reintroduced the event with 
the network and IT merger in Zain and began sharing our strategic directions and roadmaps with the 
technology partners, as well as have them mutually share their latest technology. We have further 
revamped the conference in 2013 with a themed approach based on innovating the customer experience. 
The conference also incorporated more than 80 interactive sessions, presented by Zain’s Global Technology 
Partners exchanging views and ideas with Zain technology and commercial personnel on the advancement 
and future of the telecom sector.  

In addition to formal gatherings, many numerous team-building activities took place in which Zain  
personnel from across all its operations participated.

Zain also brought in leading telecommunications experts for our ZTC main keynote speeches. Ovum analyst 
in 2012 spoke about telecoms at a crossroads while Detecon in 2013 brought an international speaker  
from Silicon Valley that spoke about an interesting subject, titled: “Telecoms Guide To Crash Innovation”.  
The presentation was well received by the whole audience and was considered an eye-opener in redefining 
what innovation is, and how to successfully approach it.

STAKEHOLDER 
ENGAGEMENT CASE STUDY



Zain Sustainability Report 2013 I Engaging our Stakeholders I 40 41-

Q4: wHO Are tHe mAin stAkeHOlders?

Our main stakeholders are the technology partners both in networks and IT areas , potential partners, Zain Opcos, 
including their Technical and Commercial teams. Group participants included, Strategy, Commercial, Business 
Development, Carrier Relations and technology teams.

Q5: HOw HAs tHis engAgement meCHAnism benefitted/impACted tHe business?

It has resulted in ideas and agreements being concluded and realized due to the conference. Case studies have been 
presented with greater insight for the organization. Real case studies from international telecom players and Zain 
Operations have been also presented with the related impact of better delivery timelines or optimized offerings to 
name a few.  It has allowed for greater alignment between the Opcos and the Group as well. The conference has 
proven to be an excellent platform for sharing Zain’s strategic direction and technology roadmaps to a larger audience. 

Q6: in yOur View, HOw dOes ZtC COntribute tOwArds deVelOpment And innOVAtiOn?

In Zain, we have learned that innovation is knowing what happens before it happens. We wanted to translate this to 
better understand our customers’ wants and needs, knowing when such demands will happen, and equally important, 
who can support us in making it a working reality defining the right customer experience. 

As customer experience is becoming the main differentiator in this era of hyper-competitiveness, we have tried 
reflecting the above and applying it at ZTC. We started by sharing our strategy and exchanging the same with our 
technology partners and vice-versa. We also explored with our suppliers on how to make it happen and materialize 
it into products and solutions that satisfy our customer needs. In addition, we strived to use our existing and newly 
developed technical and organization tools to analyze and better understand Zain customer related performance  
indicators and further assess the right time to avail the products and solutions to them. 

As part of our conference innovation activities, we introduced a Hackathon – a mobile app competition open to  
various stakeholders, including specialized app enterprises, students, individuals and teams.

The story of Hackathon:

As part of Zain’s continuous effort to connect and engage with the youth segment, we launched a Direct Operator 
Billing (DOB) Hackathon to coincide with the 2013 Zain Technology Conference in Dubai. DOB service is a one-click 
payment experience which allows Zain customers to buy apps from the leading app stores and/or in-app purchases 
without the need to have a credit card. Instead, the total amount of the purchased app will be charged directly to their 
mobile bills/credit.  

The key objective of this developers’ competition was to help discover innovative region-specific apps and services 
in Zain operating countries. Social media was used as a key channel to promote this event.  Other channels, such as 
developer communities, were also utilized to help spread the awareness about the Hackathon.

We had three judges with extensive experience in app development and localized customer app behavior. Two 
judges were internal from Zain Kuwait and Jordan, and the third judge was the head of Google chapter in Kuwait. 

Although this was Zain’s first Hackathon, and limited to selected countries we operate in, it attracted 203 participants. 
The Hackathon was a 7-days app development competition, from downloading the development kit to submitting the 
app to Zain.

The participants developed interesting apps that covered various categories such as INFOtainment, Games and 
Utilities, to name a few.

The awards were split into the following categories:

One of the main incentives was that Zain will assist the first winner to commercialize their app giving  
the opportunity for a fast track time to market. The Hackathon also demonstrates Zain’s commitments  
to development and innovation within its various markets.

The Hackathon event proved to be a very successful channel for promoting innovation in our various 
markets. Positive feedback was received from various parties and more awareness on the event was 
requested for similar future events.

In 2014 we will widen the scope and explore new options in order to expand the target audience.

best App/serViCe –  
All rOund best App, 
reAdy fOr mArket.

mOst prOmising  
App/serViCe – fOr Apps 

tHAt HAVe A gOOd 
business mOdel,  

but reQuire pOlisHing.

ZAin CApe CinemA 
tiCketing App.

dOnAte- CHArity  
At tHe pAlm  

Of yOur HAnd,  
ClOser tHAn eVer.

mOst innOVAtiVe  
App/serViCe – fOr Apps 
tHAt intrOduCe new 
wAys Of using dOb  

Or serViCe.

 ZAin wAllet- mObile 
pAyment serViCes.
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OUR ECONOMIC 
IMPACTS

finAnCiAl perfOrmAnCe: direCt eCOnOmiC VAlue generAted And distributed

                2013               2012

 (mn kd) (mn usd) (mn kd) (mn usd)

Revenues  1,240  4,376  1,282  4,584

Cost of Sales (352) (1,241) (366) (1,308)

Operating Costs (351) (1,237) (345) (1,235)

Operating Profit  343  1,211  378  1,351

Net Profit  216  764  252  902

Retained Earnings  509  1,804  490  1,745

Dividends Paid (194) (682) (253) (910)

Dividends paid to non-
controlling interests (3) (12) (19) (67)

Payroll (sum of wages, social 
security costs and ESOP) (89) (314) (89) (317)

Finance Costs Paid (37) (129) (21) (74)

Proceeds from/(repayment 
of) bank borrowings (net)  101  357  103  367

Income Tax Payments (14) (50) (36) (131)

Kuwait Foundation  
for Advancement  
of Sciences Paid

(5) (18) (5) (18)

National Labor Support  
Tax and Zakat Paid (5) (16) (5) (18)

impACting sOCiO-eCOnOmiC deVelOpment

Strong correlations have been established linking a robust telecommunications industry with national 
development. The infrastructure investments undertaken by Zain improve the quality and range of services 
which we can provide our customers with, but also feeds into the social and economic potential of the 
state, allowing their populations to more effectively reap the benefits linked with having efficient, safe and 
secure access to telecommunication services. This is most clearly evident in Iraq, where Zain’s investments 
in the telecommunications industry over the last ten years amounted to around USD $4.5 billion, helping to 
provide basic services essential to national development of the society and economy. Similarly, in Sudan, 
Zain has invested around USD $599 million over the last three years. Going forward, we aim to spend 
USD $5.5 billion over the next five years to develop high-speed mobile broadband services across our 
operations; an investment that will invariably facilitate greater economic opportunities within our markets.

Zain indirectly contributes to economic growth through the employment opportunities that are generated 
within our value chain. Integrated into our business model are various distributors, franchises and outlets 
through which we are able to sell our products and services to customers. Below is a table outlining these 
figures and providing an indication of our indirect job creation in the countries where we operate. 

the Challenge in 2013, we…

•  The MENA region has among  
the highest unemployment rates  
in the world.

•  Mobile phone penetration in South 
Sudan is one of the lowest in the  
world at around 37%.

•  Recent studies show that investing 
in telecom infrastructure contributes 
directly to overall national economic 
growth.

•  Supported job creation through the incorporation into our value 
chain of 23,000 outlets in Iraq and 29,985 outlets in Sudan. 

•  Increased the number of our customers in South Sudan by 22%; 
from 667,000 in 2012 to 812,000 in 2013. 

•  Accumulated an investment total of around $4.5 billion in Iraqi 
infrastructure over the previous ten years.

Despite the maturity of the telecom sector and fluctuations in regional stability, Zain, by focusing on providing quality 
service to its customers, continued to achieve a solid financial performance in 2013.  The impact of our business 
creates clear value for our shareholders and investors, but also stimulates economic growth indirectly through national 
infrastructure development and job creation. The GSMA recently concluded that the mobile ecosystem in the Arab 
World could potentially result in an increase of US$108 billion in GDP and the creation of 5.9 million full-time jobs over 
the next 12 years. At Zain, we recognize this potential, and take steps to broaden the boundaries of our economic 
impacts to include not only our shareholders, but our value chain and local communities as well. 

finAnCiAl perfOrmAnCe

The continued financial success of Zain has direct positive implications for our employees, shareholders and the 
national economies where we operate. It is also the central basis of our sustainability as an organization and a key 
standard by which we measure our organizational success. In 2013, the Group achieved a consolidated net profit of 
USD $764 million. Despite the growth of our customer base from 42.7 to 46.1 million, intense competition and adverse 
currency fluctuations in some of our operating countries resulted in a decrease from the 2012 net profit of USD $902 
million. Additional financial details are available below.

On February 20, 2014, the day of the General Assembly Meeting, Zain declared a cash dividend of 50% (50 fils per share) 
to registered shareholders. This is in keeping with our ongoing commitment to rewarding our shareholders. 

lü



Zain Sustainability Report 2013  I Our Economic Impacts I 48 49-

KUwAIT BAhRAIN IRAq JoRDAN KSA SUDAN

# of Outlets 163 2400 23,000 3700 3000 29,985

# of Distributors 18 5 18 6 6 48

# of Franchise shops 74 14 56 26 180 63

# of Flagship and Zain-owned stores 7 8 27 20 12 12

Furthermore, our procurement function supports local suppliers whenever feasible, through which, more local jobs  
and economic activity are created. Below is a table showing the proportion of spending on local vs. foreign suppliers  
in some of our operating countries.

opERATIoN
pERCENT oF SpENDINg 

oN LoCAL SUppLIERS
pERCENT oF SpENDINg 
oN FoREIgN SUppLIERS

Jordan 45% 55%

Lebanon 31% 69%

Iraq 70% 30%

KSA 45% 55%

Sudan 31% 69%

South Sudan 91% 9%
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OUR PRODUCTS 
AND SERVICES

prOduCt And serViCe initiAtiVes 

innOVAtiVe CustOmer-CentriC spend mAnAgement

In 2013, Zain agreed to a partnership with Ericsson on the provision of an innovative billing solution 
that would provide Zain customers with increased choice and an improved customer experience. The 
convergent Charging & Billing in One (CBIO) service deployed by Ericsson and Zain would establish a 
converged management system of all users and their services, allowing for the unification of payment 
methods across all services. Customers of Zain would benefit from packages and promotions tailored to 
their specific needs and a single bill for all of Zain’s telecommunication services as well as real-time control 
over their spending on mobile services. The consolidated billing system is initially being deployed in Kuwait, 
Bahrain and KSA, and will provide our customers with greater flexibility and control consistent with the 
expectations of Zain’s quality services.

eAsy And COnVenient purCHAsing fOr tHe unbAnked

Zain also developed a Direct Operator Billing service for its customers, being among the first in the region 
to do so. The Direct Operator Billing service, also known as Carrier Billing, was deployed in partnership 
with the prominent mobile solutions provider, SLA Mobile, and will enable Zain’s customers to pay for 
digital goods from a third-party content or service provider by charging the transaction to their monthly 
mobile phone bill or by using prepaid credit. Direct Operator Billing will significantly improve the overall 
experience of Zain customers, providing them with the ability to easily and safely purchase apps from 
leading global app stores across the various operating platforms such as Android, Windows Phone and 
BlackBerry and charge to their bills or their credit balance in case of prepaid, all without a requirement 
for a credit card. 

finAnCiAl inClusiOn ViA mObile mOney

In 2013, Zain also announced the selection of eServGlobal as its partner for the provision of an end-to-end 
mobile money solution. The service that Zain will gradually roll-out across its operations and offer to its 
customers encompasses a complete mobile money platform, providing services such as electronic top-up, 
mobile wallets, mobile banking, online payments, salary disbursements, peer-to-peer money transfer, micro 
finance, airtime top-up, bill payment and payment at a merchant. The provision of such comprehensive 
mobile money solutions contributes to financial inclusion within society especially for less affluent segments, 
as is the case in several of our operating countries, such as Sudan and South Sudan, where large portions 
of society are without access to banking services. Zain’s mobile money solutions have the potential to have 
significant socio-economic impacts, materially contributed to greater development and mobility.

the Challenge in 2013, we…

•  In the MENA region, 82% of the 
population is ‘financially excluded,’ 
meaning they have no account in a 
formal financial institution.  

•  Broadband infrastructure in the MENA 
region lags behind other regions 
despite the potential of improved 
broadband quality to foster sustainable 
economic development, job creation 
and poverty reduction. 

•  More than 500,000 Syrian refugees 
currently reside in camps in Jordan, 
often without the most basic necessities.

•  International benchmarking exams 
in subjects such as Mathematics 
and Reading reveal significant 
shortcomings in the quality of 
education in the MENA region. 

•  Established a framework for rolling out comprehensive Mobile 
Money Solutions to our markets.

•  Led in conceiving and developing the Middle East-Europe 
Terrestrial System (MEETS) to provide higher quality bandwidth 
to the GCC region.

•  Continued to provide unique service offerings enabling refugees 
to more easily communicate with the outside world.

•  Established our first Mobile Education (M-Education) service in 
Kuwait, providing university students with the opportunity to 
access hundreds of online learning resources to improve their 
educational experience. 

At Zain, we strive to both meet and exceed the expectations of our customers by providing quality and innovative 
products and services that deliver an ideal and optimal customer experience. We believe that by focusing on an 
inclusive approach that delivers on the needs of all segments in society, we can be at the forefront of regional telecom 
leadership. As supporters of the value of inclusivity, it is our aim to continuously expand the reach of our services 
to cover those that may lack accessibility, and provide specific services to accommodate sections of the population 
that have special needs or face some form of marginalization. This expansion and diversification of our products and 
services as well as the improvements in our quality of service has allowed us to maintain our growth in recent years, 
despite the saturation of many of our markets.

To ensure we are on the right track, we also continuously engage with and listen to our customers in order to measure 
their satisfaction with our performance and offerings. Below is a selection of the results of our customer satisfaction polls:

MEASURINg CUSToMER SATISFACTIoN 

Country poll results (out of 10)

Jordan 8.2

Bahrain 8.6

Sudan 8.9

lü
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prOteCting Our CustOmers’ priVACy

Zain complies with the GSMA Mobile Privacy Principles; ensuring best practice is followed on issues related to 
customer privacy and confidentiality. We take the protection of our customer data very seriously and take all 
prudent measures to avoid data leaks, theft and/or loss. We also aim to respond to such issues with extreme 
precaution and diligence. Zain complies with all laws and regulations related to the protection of customer 
privacy and data. In 2013, there were no substantiated cases related to breaches of this nature. We consider 
the protection of our customers’ privacy to be paramount and as such take the necessary measures to protect 
this information at all times.

lOCAlly releVAnt prOduCts And serViCes

Improving customer experience through innovation, quality and targeted offerings remains a strategic 
priority for Zain. We maintain our leadership position in most of our markets by exceeding the 
expectations of customers and ensuring the unique needs of society are met by the diversity of our 
products and services. Broadening our inclusivity, improving connectivity and narrowing the digital 
divide are fundamental pillars used to achieve this goal. Below are some of the unique products and 
services offered that target the specific needs of our customers throughout our operating countries.  

tACkling tHe digitAl diVide: building inCreAsed speed And CApACity fOr tHe gulf regiOn

The involvement of Zain in conceiving and developing the Middle East-Europe Terrestrial System (MEETS) is a good 
demonstration of the organization’s ceaseless determination to provide world-class service to its customers. MEETS will 
be built by a GCC-wide telecoms consortium involving Zain, Du, Vodafone and Zajil. Zain’s collaboration with industry 
peers to provide greater value to customers and facilitate a reduction in the region’s digital divide is consistent with 
its sustainability agenda. Through MEETS, a state-of-the-art 100G optical transport network (OTN) will be built on top 
of a 1,400km terrestrial fiber optic cable to sustain the growing bandwidth demand of the region. MEETS will cater to 
regional and international ICT companies, meeting their wholesale capacity needs, while at the same time providing 
connectivity for new areas and customers. It will also enable a terrestrial route to Europe for reduced latency and higher 
reliability. MEETS will have an initial capacity of 200Gbps and be carried over an Optical Ground Wire associated with a 
regional high-tension electricity network – reducing the risk of cable cuts. The system will be managed by a 24/7 Network 
Operating Centre (NOC). The involvement of Zain in rolling out MEETS to the Gulf region illustrates its mission of 
meeting present and future societal needs which invariably include access to high speed connectivity to data and content. 

Henri Kassab (second from the right), Managing Director of Wholesale and Roaming at Zain Group, alongside 
representatives from regional peers during the establishment of MEETS 

kuwAit: Online leArning

Cloud Campus Online Learning Service: Establishing Mobile Education (m-Education) services is one 
way Zain Kuwait can utilize its core business function in order to address a key developmental challenge 
in the country. By providing university students in Kuwait with mobile access to hundreds of online 
learning sessions, the Cloud Campus Online Learning Service is facilitating their attainment of educational 
resources. The Cloud Campus Service, established with the cooperation of the Hamdan Bin Mohammed 
E-University an d Global Learning, provides students who subscribe with access to online courses in areas 
of business, general academia and languages; enabling them to take advantage of the personalized and 
flexible nature of mobile online learning. In recent years, m-Education has emerged as a leading method 
for telecommunications companies to provide educational services to their communities. Cloud Campus, 
which has attained around 2,000 subscribers to date, represents an important first step for Zain 
Kuwait in embracing the potential of m-Education to impact youth development by aligning its core 
competencies of offering quality mobile telecommunication services with the need for enhanced 
educational services for the country’s youth. 

sudAn: Offering eXtrA VAlue tO students

Gam3ty Package: The Gam3ty Package (meaning “My University”) is the first and only package in Sudan 
to directly target college and university students in the country. The package provides location-based 
discounts, giving special rates to students that are on university campuses. By utilizing social media events 
such as forums where students competed by providing different advertising slogans, Zain Sudan was able 
to promote awareness of the offer to youth around the country and forge stronger brand loyalty to Zain. 
Gam3ty is one of many examples of delivering on the needs of Sudan’s youth through innovative 
products and services.

The Gam3ty package in Sudan targets 
university students
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kuwAit, ksA And sudAn: serVing tHe pHysiCAlly impAired

Several of our operating countries, including Zain Kuwait, Zain KSA and Zain Sudan offer unique packages targeting 
the needs of those in the community that face physical impairments such as deafness or blindness. In Sudan, those 
who are registered in the Deaf and Blind Union receive a 50% discount on SMS and on voice SMS, making it the lowest 
tariff in the country. Similarly, in Kuwait and KSA, those who are deaf, blind or mute can receive more favorable voice 
and video offerings.

Through such offerings, Zain hopes to demonstrate its commitment to inclusivity and embraces the distinct needs of all 
segments of our society.

International bundles for foreign laborers

ksA And lebAnOn: Helping fOreign wOrkers keep in COntACt witH tHeir lOVed Ones

Zain KSA and Touch both provided prepaid bundles targeting foreign laborers inhabiting their respective 
countries. In Saudi Arabia, foreign citizens from Egypt, Yemen or Sudan were offered discounted rates to call 
their home countries. Similarly, expats in Lebanon from Ethiopia, Bangladesh, Sri Lanka, Nepal, the Philippines, 
Egypt, and Syria were also offered reduced rates to call their loved ones back home. As foreign workers often 
face economic hardship due to relatively low incomes, these offers provide an opportunity for them to maintain 
contact with family and friends in their home countries at affordable rates. Zain strives to cater to all segments of 
society including the economically marginalized through targeted product and service offerings. 

Kuwait, KSA and Sudan offer unique packages for the blind, deaf and mute

Zain Jordan provides special rates for Syrian refugees

jOrdAn: COnneCting refugees witH tHe unHCr

Syria-SIM Service: In 2013, Zain Jordan collaborated with the UNHCR in providing a comprehensive package 
with the purpose of improving the plight of Syrian refugees residing in the country. Through the Syria-SIM 
Service, a hotline was established between both the UNHCR and the Syrian refugees, giving both sides 
access to unlimited minutes to contact one another. This service enables the maintenance of a real-time 
communications channel between both parties, allowing refugees to communicate their basic needs and for 
the UNHCR to better coordinate logistics for essential supplies. Zain Jordan also provides the organization with 
data on movement patterns and areas of concentration in order to enhance coordination. In just one month of 
offering the service, the Syria-SIM package received 40,000 customers. Zain Jordan is committed to tailoring its 
service offerings to improve living conditions for marginalized segments of society.
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AS oF DEC. 
31, 2013

owNERShIp 
(%)

ACTIvE 
CUSToMERS 

(000S) 
DEC. 31, 2013

ACTIvE 
CUSToMERS 

(000S) 
DEC. 31, 2012

Y-o-Y 
ChANgE

ACTIvE 
pREpAID (%) 

DEC. 31, 2013

MARKET 
poSITIoNINg

Bahrain 56.25% 772 616 25% 72% 1

Iraq 76% 15,882 13,707 16% 99% 1

Jordan 96.52% 3,900 3,489 12% 86% 1

KSA 37.05% 8,461 7,495 13% 94% 3

Kuwait 100% 2,525 2,252 12% 72% 1

Lebanon* MC 2,048 1,953 5% 86% 1

Republic of 
Sudan 100% 11,702 12,535 (7%) 99% 1

South Sudan 100% 812 667 22% 99% 1

*MC: Management  Contract

Zain added around 3.4 million new customers over the past year, representing an 8% increase as compared with 
2012, while maintaining its leading position in each of its markets with the exception of Saudi Arabia. As depicted in the 
below contribution chart, the Group customer base is dominated by the markets with the largest populations and 
highest potential for growth acquisition – namely Iraq, Republic of Sudan and KSA, in order of contribution.

South Soudan / 2%

Jordan / 9%Republic of Sudan / 25%

Lebanon / 4%

Bahrain / 2%

KSA / 18%

Iraq / 34%

Kuwait / 6%

The Dary Line offered by Touch in Lebanon provides accessibility to remote ccustomers

Eezee line in Zain Jordan
Zain Jordan provides free and  
cheap public wifi hotspots

OUR NETWORK
prOViding ACCess tO milliOns ACrOss tHe regiOn

lüjOrdAn: keeping Our CHildren sAfe

eeZee Line: The eeZee line is a package catering to the needs of parents who wish to protect and look after their 
children. Through the package, parents can manage both outgoing and incoming calls and SMS’. Restrictions can 
also be made on certain phone numbers and parental control of internet access is also available to limit exposure to 
undesirable web content. Through this package, Zain Jordan demonstrates the importance it places on supporting the 
protection of the country’s children.

jOrdAn: imprOVing ACCessibility

Wifi Public Hotspots: In its effort to provide greater connectivity access to the general public, Zain Jordan 
undertook a program to provide free or extremely low-cost internet access to specific areas of the country. 
The hotspots provided high quality broadband internet to areas such as universities, rural touristic areas, public 
facilities and other dense areas. Zain Jordan’s Wifi Hotspots are part of Zain’s strategy to narrow the digital 
divide and maximize ICT accessibility.

lebAnOn: eXpAnding ACCessibility

Dary Line: The Dary Line provided by Touch in Lebanon is a package that includes a SIM card and a compatible 
handset targeting people living in specific locations where normal Public Switched Telephone Network (PSTN) is not 
available. The package provides voice and data capabilities at landline rates, providing more affordable accessibility 
to areas where connectivity is difficult to obtain. Touch provides specific products and services targeting the 
narrowing of the digital divide in Lebanon.
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OUR 
PEOPLE

At Zain, we regard our staff as among our most valuable stakeholder groups. As such, we strive towards 
maintaining a professional, fair and rewarding work environment. Considering the current state of the 
telecommunications industry, where market leadership is increasingly based on quality of service, it is essential 
that the caliber of our employees remains high through constant career growth and development. Zain’s status as 
a regional leader is maintained largely from developing and attracting top quality employees with exceptional 
capabilities and a strong work ethic. Employees are in turn rewarded by the organization with a clear career 
path, remuneration above industry and local averages, quality training and development, as well as a safe  
and accepting work environment that embraces diversity and rejects gender or race-based discrimination.

VAlues 

The values promoted by Zain to its employees are a source of great pride for both the organization and 
its people. Zain’s values of Radiance, Belonging and Heart are reflected through both policy and practice 
and provide essential guidance towards achieving organizational excellence. Our Code of Conduct, which 
is communicated to all employees, guides them towards ethical behavior both internally and with our suppliers 
and partners. There are also codified policies and procedures towards reporting corruption and unethical 
behavior, with clear mechanisms in place for employees to report on cases of corruption or other similar 
circumstances through the organization’s Legal or Internal Audit departments. 

Zain demonstrates its value of belonging by exercising a strict policy of non-discrimination based on ethnicity, 
religion or gender. Our encouragement of diversity in the workplace contributes to our culture of openly 
expressing ideas and exploring imaginative solutions to our problems. This undoubtedly contributes to the 
innovation needed to maintain our market leadership position. We are also committed to upholding solid 
labor practices, and all of our labor standards are in alignment with local and international requirements.  
In 2013, a total of 74 labor grievances that were filed, 66 were resolved, 2 dismissed, and 6 still pending.  
Zain includes clauses within its Supplier Code of Conduct, which holds suppliers accountable to abiding by 
universal human rights and labor standards, a point that is extremely relevant in cases where contract workers 
are outsourced. In the future, we hope to develop effective supplier screening processes to ensure compliance 
with our human rights and labor clauses as part of what we deem our responsibility to enforcing ethical 
practices throughout our value chain. 

Last year, Zain identified gender disparity as a key challenge in achieving a more balanced work environment. 
Imbalances in hiring and retaining females are unfortunately ongoing in both the region and within the 
telecom sector. Yet Zain continues its policy of providing equal opportunities for both males and females in 
all aspects of employment, including remuneration and career growth and opportunity. Zain’s remuneration 
policy remains exclusively merit-based, and our Group-wide remuneration ratio of 94% suggests relative 
success in executing this policy. Progress has been made in increasing the overall ratio of female employees, 
which has grown steadily in most of our operations, including at the Group, in Iraq, Lebanon, KSA, Sudan 
and South Sudan. However, there remains space for improvement in the inclusion of women in Upper 
Management positions, where the ratio remains heavily weighted towards males. Furthermore, there were 
no reported incidents of discrimination across the Zain organization in 2013. Among our key challenges 
is the persistent gender disparity that exists at the Executive and Upper Management levels, and we will 
continue to strive to improve in this area. 

the Challenge in 2013, we…

•  Employers that do not effectively 
measure employee priorities and 
satisfaction levels suffer from reduced 
performance and retention rates.

•  Studies show that 56% of employees 
in the Middle East believe their 
salaries are lower than those of their 
counterparts in competing companies.

•  The MENA region ranks lowest in  
the world in overall gender disparity.

•  Undertook our revamped Employee Engagement Survey to more 
accurately and comprehensively measure the values and sentiments 
of our employees.

•  Conducted industry benchmarking studies in collaboration with 
Mercer in order to continue compensating our employees at levels 
above market and industry rates.

•  Increased the proportion of our female employees in most  
of our locations.

gENERAL EMpLoYEE INFoRMATIoN

group bahrain iraq jordan kuwait lebanon saudi 
Arabia  sudan south 

sudan
total/

Average

no. of full time employees 151 290 1,675 991 1,089 697 1,253 1,085 61 **6,683

no. of part time and temp. employees 0 129 840 456 341 0 50 975 0 2,791

no. of employees all contract types 151 419 2,515 1,447 1,430 697 1,303 2,060 61 10,083

no. of males (all contract types) 120 310 1,952 1,030 1,267 471 1,196 1,025 51 7,422

no. of females (all contract types) 31 109 563 417 163 226 107 1,035 10 2,661

% of males (all contract types) 79.5% 74.0% 77.6% 71.2% 88.6% 67.6% 91.8% 49.8% 83.6% 76.0%

% of females (all contract types) 20.5% 26.0% 22.4% 28.8% 11.4% 32.4% 8.2% 50.2% 16.4% 24.0%

no. of national employees 43 *259 2,470 1,447 *654 689 960 2,059 55 8,636

no. of expats 108 *31 40 0 *435 8 343 1 6 972

% of national employees 28.5% 89.2% 98.2% 100.0% 60.1% 98.9% 73.7% 100.0% 90.2% 82.1%

% of expats 71.5% 10.8% 1.6% 0.0% 40.0% 1.1% 26.3% 0.0% 9.8% 17.9%

no. of new hires 30 29 290 699 156 82 309 32 19 1,646

employee turnover - males 8 23 174 276 224 14 146 64 10 939

employee turnover - females 2 15 91 102 38 7 25 19 0 299

total turn over 10 38 265 378 262 21 171 83 10 1,238

rate of retention after  
maternity leave 100% 75% 88% 100% 85% 100% 98% 100% 100% 94%

rate of retention after paternity leave 100% 79% 98% 100% 88% 100% 100% 100% NA 96%

employee Age structure

Number of Employees Under 30 15 *101 1,143 616 *400 246 615 *70 16 3,222

Percentage Under 30 10% 35% 45% 62% 37% 35% 46% 6% 26% 39%

Number of Employees Aged 30-50 112 *183 1,308 339 *651 418 709 *980 42 4,742

Percentage Aged 30-50 74% 63% 52% 34% 60% 60% 53% 90% 68% 58%

Number of Employees Over 50 24 *6 64 36 *38 33 13 *35 3 252

Percentage Over 50 16% 2% 3% 4% 3% 5% 1% 3% 6% 3%

  * refers only to full-time employees
** Excludes 695 Lebanon employees (under Touch management contract), includes Mada Jordan (86 emp.)

lü
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g4-LA13: REMUNERATIoN RATIo 2013: FEMALES/MALES

group bahrain iraq jordan kuwait lebanon saudi 
Arabia  sudan south 

sudan
total/

Average

108% 89% 91% 88% 95% 95% 100% 89% NA 94%

*Figures reflect the average ratio of each employment level

emplOyees And tHe COmmunity 

The social sustainability of Zain is achieved in part by way of providing employment opportunities to the local communities 
in which we operate. While Zain does not discriminate based on race or ethnicity, our Human Resources Department 
ensures that whenever possible the organization hires its talent from within the local community. Many of the social 
deficits within our markets of operation are linked directly to employment and youth development. Accordingly, our 
employment policy targets the hiring of locals with the purpose of impacting these social circumstances. Attesting to 
this is the fact that the majority of our Senior Management in our countries of operation consists of locals. The hiring 
and subsequent development of local talent boosts the sustainability of our organization as it integrates Zain with its 
surrounding communities and invariably links our organizational success with the development of the national workforce.

remunerAtiOn

In order to acquire and retain the best and brightest from within our industry, Zain conducts annual market 
surveys and analyses across all operations and establishes remuneration levels based on market and 
industry best practices. Market surveys are undertaken both internally and through external consultants 
to ensure the most accurate data is collected. Remuneration scales vary across function and operation, 
but remain substantially higher than minimum wage requirements in each of our operating countries. 
Increases in remuneration over time are exclusively merit-based, and all full-time employees receive annual 
performance reviews that measure both professional and personal growth.  
In addition, full-time employees are provided with health insurance and additional benefits as well. Zain also 
supports employees through generous severance packages. Provisions for post-employment benefits as 
of 31 December 2013 amount to KD 29.532 million. Through its rewarding compensation packages, Zain 
fulfills its goal of remaining a preferred employment destination for exceptional job seekers. 

g4-EC6: pERCENTAgE oF LoCALS IN SENIoR MANAgEMENT*

bahrain iraq jordan kuwait lebanon saudi Arabia  sudan south sudan total/
Average

50% 32% 100% 77% 100% 36% 91% 0% 61%

*Senior Management defined as top two managerial levels.

Zain also seeks to promote active engagement between our employees and our local communities. We believe that 
doing so increases the sense of belonging and purpose with their social surroundings, which Zain employees take 
great pride in. As such, many of Zain’s CSR initiatives are undertaken with the involvement with employee volunteers. 
These include tree-planting initiatives in Jordan and Lebanon, and support for impoverished families in Iraq and Sudan. 
Zain Jordan’s Zain El Khair Manager’s Fund helped 79 Managers pool their resources to assist needy families in 2013. 
Zain also maintains a policy of hiring interns, part-time student workers and trainees from within local schools and 
universities. Doing so not only creates a pool of talent through which to recruit in the future, but also develops the 
skills and work-readiness of local youths who are on the verge of entering the job market. 

trAining And deVelOpment

Talented people are a critical element of Zain’s vision. It is, after all, the actions of employees that make 
an organization successful. We at Zain recognize this and have made people development a priority by 
supporting programs and processes that enable the identification, development and retention of future 
leaders who will continue to move the company towards achieving its goals. Zain is therefore developing 
a comprehensive talent management strategy consisting of several interrelated processes such as: 
recruitment, performance management, leadership development, succession planning and mobility. 
Ultimately, the goal of talent management is to maintain a high-performance, sustainable organization that 
meets its business objectives. 

The training and development of our employees is a key component of our human resources strategy. 
Zain undertakes effective career development by providing a variety of training programs across the 
organization spanning from Entry Level to Director Levels alike. Training courses are directed towards many 
areas of skill development, ranging from general interpersonal development to more specific vocational 
training. Nurturing the talent of our people ensures the maximization of their potential, which invariably 
reflects on the success of the organization. The table below highlights key training programs provided to 
our employees across some of our operations.

lü
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tArget emplOyee trAining prOgrAm

management 
(managers and directors)

• Managing @ Zain

• Leadership Boot Camp

• Zain Executive Effectiveness Program

• Outsource Management Training

• Inspiring Leaders Program

• Business Innovation Training

mid to entry level • Selling Skills (for Branch Salespeople)

• Customer Care Technical Infrastructure Workshop

• Time Management

• Future Leaders Course

• Key Account Management

• Customer Experience Training

• People Management Skills

• Team Building Training

• Project Management

general training • ISO Certification Training

• Specialized Certification (CMA, CPM, etc…)

• Communication Skills Training

• Emotional Intelligence and Negotiation Skills

• Conflict Resolution Training

• Presentation and Public Speaking Training

HeAltH And sAfety 

Zain has in place policies and procedures that ensure the adequate protection of the health and safety of all our 
employees. While there are no functions within Zain that include the involvement of workers in high risk occupational 
activities that have a high likelihood of leading to disease, Zain takes precautionary measures through training and 
awareness to inform employees on general risks. Several operations also include CPR and First Aid training courses 
to relevant employees. In the rare occurrence of accidents or fatalities in the workplace, Zain has in place processes 
for reporting and recording the incident and compensating the families of those affected in accordance with the law. 
Occupational injuries in 2013 were minimal with a total of 29 such cases reported in 2013, placing the injury rate at 
0.4% across all operations.
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CASE STUDY
emplOyee engAgement surVey

Zain Overall 2013
middle east 

telecommunication 
services

gCC 
telecommunication 

services Custom

middle 
east best 

employers

Brand 80% 76% 72% 86%

Work Tasks 66%

Talent & Staffing 64% 76%

Engagement 62% 56% 55% 81%

Collaboration 62% 82%

Diversity & Inclusion 60% 62% 86%

Supervision 58% 64% 62% 77%

Work/Life Balance 58% 51% 53% 68%

Career Opportunities 58% 74%

Communication 57%

Performance Management 57% 81%

Empowerment/Autonomy 56% 61% 59%

Senior Leadership 53% 80%

Enabling Infrastructure 52% 59% 57% 78%

Job Security 51%

Learning & Development 49% 80%

Rewards & Recognition 43% 50% 47% 70%

In 2013, Zain included a fourth Strategic Pillar in order to effectively contribute to the organization’s strategy 

With the introduction of our People Development Pillar, Zain successfully communicated the importance of aligning 
people practices with company strategy; thus, creating a high performing environment with trusted leadership 
resulting in a greater and positive employee experience, higher employer brand and strong business result. 

As such, in 2013 Zain revamped its Employee Engagement Strategy by developing greater emphasis on employee 
engagement, succession planning, job rotation and relevant initiatives so as to foster leadership and talent 
management within the organization. A comprehensive Employee Engagement Survey (EES) was conducted via an 
independent renowned third party consulting firm in order to not only identify employees’ expectations but also  
to record and measure the main priorities, values and areas of concern for our most valuable stakeholder group.

 Consequently, an aggressive internal campaign was launched in December 2013 to bolster awareness among a total  
of 6,683 Zain employees across all of Zain’s Operating Companies in 8 different countries, including Zain Group, 
resulting in the participation of almost 90% (6,015 out of 6,683) of all employees, making the survey extremely 
representative of this particular stakeholder group. Zain Iraq and South Sudan, topped the list with a response rate  
of 97% for both.

The EES constituted part of Zain’s ongoing strategy of improving stakeholder engagement throughout all functions  
of our business. The survey allowed Zain’s Executive Management to more accurately and effectively address the issues 
that employees identify most with and consider most relevant, while devoting less time on those issues deemed by 
them to be less significant. As such, the EES resulted in a more meaningful and fruitful process of stakeholder dialogue 
followed by an action plan aimed at improving the overall employee experience at Zain.

The EES measured several key indicators and compared them with regional industry standards as a benchmarking 
tool. Employees at Zain were more likely than their regional counterparts to recommend Zain to a friend seeking 
employment and speak positively about their employment at Zain, and were less likely to think about changing their 
current employment.

The survey also indicated that 62% of the overall employees at Zain were engaged in the organization while 38% were 
not engaged, having Lebanon and Jordan at the top of the list, with engagement scores of 76% and 71% respectively. 

In terms of areas of improvement, employees were satisfied with Zain’s work tasks, talent, staffing and the Zain 
brand. Areas that were lagging were in capacities of rewards and recognition, learning and development, enabling 
infrastructure and diversity and inclusion. After identifying these issues, management at Zain is now committed to 
addressing them through an action plan that will be carried out in 2014, followed by a subsequent Pulse Survey that 
will measure if these initiatives are making an impact on employee engagement or not. Based on the findings related 
adjustments will be made to on those actions that are not delivering the desired outcomes.

The following table indicates the key drivers of engagement (positive perceptions) in Zain in comparison with regional 
industry standards as a benchmarking tool.
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The more employees that are “Passively Engaged”, the easier and quicker it will be to convert the non-
engaged population to “Engaged” by focusing on key Action Priorities. 

We were also able to extract and generate Managers Scorecards that served Zain Executive Management 
as a tool to assess how mangers are performing from a People Management perspective.

Zain successfully completed the Managers Scorecards analysis phase and was able to have an insight on  
employees’ satisfaction with their direct manager’s managerial skills from setting targets to recognition 
to managing performance and feedback. This helped our managers identify the areas where they are 
performing well along with the improvement areas that they should focus on. Based on the findings, 
managers should identify few actions on improving areas that will guarantee an increase in employees’ 
satisfaction level. 

Being able to identify, measure and benchmark the engagement level of our stakeholders at Zain allows 
us to remain responsive and adaptable in order to continuously improve our organization. Improving the 
quality of the Employee Engagement Survey and the level of participation was a clear step in the direction 
of setting out an action plan that would address the key issues and challenges impacting employees in 
order to maintain our status as an employment destination in the region.

The below table shows the measure the behavior that make Zain succeed in comparison with regional industry 
standards as a benchmarking tool.

definitiOns:

Employees from Lebanon

Employee from Jordan

striVesAy stAy

engAged emplOyees  
tO HAVe An intense 

desire tO be 
 A member 

Of tHe OrgAniZAtiOn

engagement behaviors
Zain 

Overall 
2013

middle 
east 

telecom 
industry

gCC 
telecom 
industry

middle 
east 
best 

employers

Say

I would not hesitate to recommend Zain to a friend 
seeking employment 78% (11) 67% (12) 66% (-10) 88%

Given the opportunity, I tell others great things  
about working here 75% (12) 63% (11) 64% (-12) 87%

Stay
I rarely think about leaving Zain to work somewhere else 53% (6) 47% (6) 47% (-15) 68%

It would take a lot to get me to leave Zain 59% (6) 53% (7) 52% (-18) 77%

Strive
Zain motivates me to contribute more than is normally 
required to complete my work 54% (3) 51% (2) 52% (-23) 77%

Zain inspires me to do my best work every day 55% (-4) 59% (-4) 59% (-25) 80%
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OUR
COMMUNITIES
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OUR
COMMUNITIES

Integral to our sustainability strategy is the effectiveness by which we engage with our communities in order to 
alleviate the predominant socio-economic deficits that hinder development. Within each of our operating countries, 
Zain identifies and targets specific social and economic challenges with the aim of addressing them, thus promoting 
greater prosperity and growth. Across all of Zain’s operations, support for capacity-building, youth empowerment 
and job-readiness are consistent themes. As the youth segment forms a dominant segment in all of our operating 
markets, Zain remains committed to ensuring that a large portion of its outreach efforts are directed towards enabling 
their future success. Other pillars that make up our community outreach strategy include improvements in health 
and in alleviating poverty. Our vision for impacting the communities where we operate is consistent with both the 
Millennium Development Goals and the Post-2015 Development Agenda as articulated by the United Nations Social 
and Economic Council. Alignment with these and other global development principles such as the UN Broadband 
Commission’s Manifesto for Sustainable Development is demonstrative of the value we hold of operating within  
a wider framework aimed at contributing significantly to the socio-economic development within our communities. 
Support for social outreach arises from the conviction not only that it is a fundamental responsibility of a leading 
organization such as Zain but that it is also integral to our own long-term organizational success.  

bAHrAin

Promoting sustainable development in Bahrain rests mainly on supporting quality education as well as extending 
productive employment opportunities to the country’s youth. At around 30%, Bahrain’s youth unemployment rate is 
among the highest in the Gulf region. Gender disparity in the job market is another country deficit that, if improved, 
would result in overall socio-economic development. Achieving a more prosperous and affluent society in Bahrain 
therefore rests most significantly on ensuring an educated and economically empowered society with sufficient access  
to employment opportunities. 

In the area of health, Bahrain suffers a high rate of obesity which invariably leads to high incidences of other conditions 
such as diabetes. Spreading awareness and education on healthy lifestyle choices is therefore another key national 
agenda for Bahrain.

2. bAHrAin CHild’s wisH sOCiety:

Zain Bahrain considers the promotion of health and safety in the 
community to be a major pillar of its engagement strategy. To achieve 
this, Zain Bahrain provided valuable support to the Bahrain Child’s 
Wish Society, an organization dedicated to raising awareness on the 
risks and impacts of the harassment of children. Through the campaign 
slogan, “Our Childhood is a Gift,” a series of activities were launched 
throughout the year. Activities included public lectures given by experts 
on the different ways to protect children from harassment and the 
means of dealing with psychological impacts of sexual harassment. 
Physical abuse and harassment has the potential to stunt the mental 
development of a child. As Zain Bahrain regards youth development 
as an essential enabler of overall socio-economic progress of the country, 
support for institutions such as the Child’s Wish Society is directly in line 
with the organization’s mandate. Zain Bahrain will continue to support 
organizations that seek the betterment of those in their society suffering 
from abuse and harassment.

3. bAHrAin suppOrt fOr CHArities:

Every year, Zain Bahrain provides support to charitable initiatives that are 
achieving substantial impacts in critical areas of Bahraini society. In 2013, 
Zain Bahrain built on this success by supporting an interactive campaign 
during the Holy Month of Ramadan organized for young Bahrainis who were 
encouraged to come up with innovative charity ideas to be implemented 
in the country. Through public voting, three winners were selected based 
on their ability to effectively tackle the country’s key deficits, with each 
winner receiving subsequent support from Zain Bahrain. The telco leader 
also organized an event to support local charities called “Play for 
Charity.” Through the event, media guests that were invited to the Zain 
office were asked to compete in board games for charity stakes. The 
money was collected and matched by Zain Bahrain and donated to the local 
charities Cerebral Palsy Friendship Society and the Muharraq Social Welfare 
Centre. Through support for local organizations Zain Bahrain is able to 
target its support towards specific marginalized groups of the community.

the Challenge in 2013, we…

•  Sudan suffers from a high poverty 
level of around 47%.

•  The rate of fatalities as a result of 
breast cancer in Kuwait is higher than 
the global rate due to late detection 
and a lack of education on the issue.

•  Youth unemployment in KSA is 
estimated to be around 30%.

•  South Sudan currently has a literacy 
rate of around 27%.

•  Provided school meals to around 3000 impoverished students in 
order to support their school attendance, leading to improvements 
in attendance and performance by 76% and 30% respectively.

•  Continued our Breast Cancer Awareness Campaign in collaboration 
with Breastcare Kuwait by providing education on the issue to 
around 400 women.

•  Provided summer jobs to 70 aspiring university students, helping 
develop the job readiness needed for them to pursue a successful 
career after graduation.

•  Developed a plan in collaboration with Huawei to provide 
computer stations to around 3000 students in South Sudan, 
facilitating their access to modern information and communication.

1.  bACk tO sCHOOl bAHrAin:

In 2013, the Back-to-School Campaign in Bahrain marked its tenth year of 
delivering essential school supplies to public schools across the country. 
Since its inception, the campaign has distributed supplies to over 25,000 
students within the public schooling system, highlighting the value that Zain 
Bahrain places on education as a means to achieve effective socio-economic 
progress in the country. Bahrain has the oldest public schooling system in 
the Gulf region, and by supporting this vital national institution, Zain Bahrain 
is expressing its strong advocacy for the value of education as a catalyst for 
national development. 

lü
lü
lü
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irAQ

Iraq’s socio-economic conditions are largely the result of the conflicts that have mired the country over its recent history. 
This instability and the increased factionalism that has plagued Iraq’s communities over this period have led to an 
unstable public security situation that has impacted all other facets of Iraqi life and hindered the country’s ability 
to further its economic progress. While Iraq contains an abundance of natural resources such as oil, the economic 
stagnation that has resulted from instability and violence has contributed directly to high unemployment and poverty  
in the country.  Unemployment is most pronounced amongst Iraqi youth, where an estimated 35% are unemployed. 
The problematic circumstances in the country have also led to a brain drain, resulting in a situation where the local 
skilled labor is lacking. As a result, the country faces a dire need for programs that spread education and skills training  
in order to enable a more productive workforce to stimulate economic progress throughout the country. 

These severe deficits present marked challenges for Zain Iraq and the organization has taken great steps since its 
establishment to facilitate and enable positive development for the Iraqi people. Capacity-building remains at the core 
of Zain Iraq’s community outreach strategy, and many of the initiatives undertaken by the organization target poverty 
alleviation, job creation and skill development to achieve this end. Zain Iraq lends its support to organizations and 
programs that support economic inclusion for underserved and marginalized sections of society and that promote 
greater dialogue and understanding among Iraq’s various social groups.

1. ZAin eXCellenCe prOgrAm:

The Zain Excellence Training Program was a six-month capacity-building 
initiative that sought to educate exceptional Iraqi university graduates 
in both technical and soft skills. The training program targeted a variety 
of fields including: engineering (network, information technology, 
telecommunications, software and electrical), finance, business 
administration and public speaking presentation skills. The initiative, 
which began in September 2012, was completed successfully in 2013; 
and all 29 participants were provided with full-time employment at  
Zain Iraq. As Iraq continues to suffer from high unemployment due  
to the country’s difficult political circumstances, programs such as Zain 
Excellence seek to reward hard-working and talented youth with job 
opportunities within the company thus improving the socio-economic 
situation of the country.

2. pOVerty AlleViAtiOn:

Political tensions and social strife have contributed directly to a tragic rise 
in poverty in Iraq. Global organizations such as the World Bank estimate 
that 28% of all Iraqi families are currently living below the poverty line. 
Zain Iraq regards poverty and unemployment to be major inhibitors to 
national development, and for this reason an initiative was organized in 
2013 where Zain Iraq employees came together to donate supplies from 
their offices and homes towards these impoverished families. Through 
this initiative, more than 100 impoverished and orphaned Iraqis received 
supplies that eased their current plight. With around 9.5 million Iraqis 
living below the poverty line, much is needed by way of capacity-building  
and job creation to improve the socio-economic conditions of the country.  
Through initiatives that bring about positive interaction between employees  
and marginalized segments of the population, Zain Iraq is able to foster  
a communal feeling within the organization while at the same time easing 
the plight of the country’s less fortunate.

3. “tOgetHer let’s lOse tHe rACe” CAmpAign:

Zain Iraq sponsored the, “Together Let’s Lose the Race Campaign,” 
a training session involving 300 participants aimed at improving 
communication and understanding skills between different sectarian 
groups of Iraqi society. As Iraq remains mired in internal conflict, 
such initiatives provide opportunities for those within Iraq’s many 
communities to communicate their grievances peacefully and effectively, 
contributing to the establishment of a more harmonious society which  
is necessary for the growth and development of the country as a whole.

4. empOwering widOws initiAtiVe:

Zain Iraq continued its success in supporting capacity-building for 
widows in Iraq through the Widows Development Center. Estimates 
show that a total of 900,000 women in Iraq are widows. Many of 
these widows find themselves economically marginalized, lacking 
the skills necessary to find stable employment. Through the Center, 
widows receive a wide range of training courses in areas such as 
sewing, language lessons and computer science which will improve their 
employment prospects. The Center also assists the widows in finding 
relevant jobs within the country. The Widows Development Center 
trained more than 6000 women over the last two years, boosting 
their employability and providing them with economic and social 
empowerment. As circumstances in Iraq sometimes result in tragic 
situations for its people, Zain Iraq continues to provide support for 
institutions that help families overcome their hardships.

jOrdAn

Developmental priorities in Jordan constitute mainly the boosting of employment and reduction of poverty  
in the country. As a developing country lacking significant natural resources, Jordan faces a high dependency 
on foreign aid to maintain its current economic condition. As such, promoting sustainable development in 
the country entails greater job creation, as well as the training and development of the local population. 
As a country facing a high rate of poverty, providing job opportunities and enabling economic mobility can 
lead to substantial improvements in the living conditions of Jordanians. This is especially true for the youth 
segment of the population, as 25% of young males and 45% of young females are currently unemployed.  
Addressing this issue is a national priority for Jordan. Zain Jordan’s CSR emphasis is therefore directed 
heavily towards targeting youth in order to provide them with employable skills and to nurture their 
productive and innovative capacities. Many of the community engagement programs undertaken by Zain 
Jordan help young people improve their skills in areas relevant to employment such as ICT, or nurture their 
entrepreneurial aspirations.  

In addition, Jordan has faced throughout its history a large influx of refugees from various surrounding areas 
seeking safety and shelter. The arrival of more than half a million Syrian refugees to Jordan between 2011 
and 2013, compounded with the nearly 2 million Palestinian and an estimated 30,000 Iraqi refugees has 
created a humanitarian challenge that requires collective action to address. As an organization committed 
to the assistance of vulnerable groups, Zain Jordan has collaborated with the United Nations and others 
to ensure these refugees attain access to telecommunication services that are invaluable to their social 
well-being and safety.
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1. ZAin Al sHAbAb:

Promoting capacity-building in Jordan is among the foremost national 
development issues and as such makes up an indispensable part of Zain 
Jordan’s community outreach agenda. In 2013, Zain Jordan continued to 
capitalize on the immense success of its youth development initiatives, 
rebranding the successful “Future University Network” program as 
“Zain Al Shabab” (Zain Youth), an umbrella program that encompasses 
all youth development and internship providing initiatives. Of the 
estimated 50,000 students that graduate from universities in Jordan every 
year, only half of them are able to find jobs in the country. This is largely 
due to the disconnect between the priorities of the country’s youth and 
the realities in the country.  Under Zain Al Shabab, Zain Jordan engages 
the communities’ youth segment to address this issue by establishing 
focus groups to better understand their life priorities, and forums for 
debate and dialogue where various issues that impact their lives can 
be discussed freely. Measuring the sentiments of this demographic 
segment provides Zain Jordan with the information needed to establish 
more targeted initiatives that are aligned with the socio-economic 
priorities of those involved. In addition to forums, the Zain Al Shabab 
program also provides ICT training sessions and internship opportunities 
to young Jordanians. To date, the program has impacted around 753 
people across Jordan, with 5% of those involved in Zain Al Shabab 
receiving employment with Zain. Insecurity about future employment 
opportunities, primarily among the youth, is among the most significant 
concerns facing Jordanians today. The goal of Zain Al Shabab is to 
engage with local youth through dialogue and training  
in order to improve those prospects.

2. COrpOrAte entrepreneursHip respOnsibility diVisiOn:

In 2013, Zain Jordan became the first company in the Kingdom to 
establish a department dedicated solely to the development and support 
of startup projects being undertaken by the country’s young pioneers.  
In line with its goal of serving the needs of the community, the Corporate 
Entrepreneurship Responsibility (CER) division will seek to garner the 
support of Zain Jordan employees and designate resources specifically 
to back promising entrepreneurial projects in the country. The division 
will be tasked with helping develop, support and incubate the most 
promising and sustainable business ideas put forth by local youth. Youth 
in Jordan currently struggle with finding employment opportunities that 
match their long-term aspirations. The CER empowers the country’s youth 
by helping them develop the knowledge necessary to establish successful 
startups in the country that invariably contribute to the growth of the 
economy as a whole. Each year, the CER division targets support for  
18-20 local businesses.

3. knOwledge stAtiOns:

Providing access to modern means of communication and technology 
empowers people to more effectively obtain knowledge in order to 
develop their skills and employability. To achieve these ends, Zain 
Jordan, in collaboration with the National Information Technology 
Center, established five knowledge stations across the country in 2013. 
The knowledge stations, located in five separate governorates, provide 
free access for the public for essential ICT solutions such as computer 
and internet access, printers, scanners and projectors. These stations 
are intended to broaden public accessibility to such crucial resources 
and reduce the country’s digital divide, thus providing Jordanians with 
improved opportunities for education and employment. In 2013, the 
knowledge stations were used by a total of 531 people, demonstrating 
Zain Jordan’s success in exposing marginalized Jordanians to the tools 
needed to improve their economic situation.

4. bAitAk ZAin:

The Baitak Zain initiative provides employees of Zain Jordan with the 
opportunity to ‘adopt’ houses that are inhabited by impoverished 
families in the country. By ‘adopting’ a house, the employees gather 
 and donate funds that are put towards renovating the homes and 
providing them with new furniture and essential supplies. Through the 
wide support of this initiative, Zain Jordan was able to fully refurbish 
four homes in 2013, providing their inhabitants with substantially 
improved living spaces. By dedicating themselves to improving the  
lives of those less fortunate, employees that take part in Baitak Zain  
are instilled with values of integration with the community.
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5. Opening Of Al tAfelieH CAll Center:

As part of its efforts to target capacity-building and provide greater 
employment opportunities in areas of the country that face extreme 
poverty; Zain Jordan established a call center in the Al Tafelieh governorate 
in 2013. The call center provides 45 job opportunities, and targets the 
employment of youth within the governorate, thus contributing to an 
improved standard of living for those living in the area. Zain Jordan 
continues to provide avenues for employment for the Jordanian people 
to boost their socio-economic wellbeing.

kuwAit 

Kuwait is an affluent country containing large reserves of conventional energy supplies. With a majority of the local 
population below the age of 30, the country’s most significant socio-economic challenge is to educate and promote 
job-readiness among youth and new entrants into the workforce. As a country with an economy highly dependent 
on energy exports, skill development can lead to the economic diversification that is vital to creating a sustainable 
economy. The nurturing and development of general and vocational skills for youth helps boost the productivity of the 
workforce increases local involvement in the private sector. At Zain Kuwait, many of the initiatives undertaken target 
the achievement of these goals by providing young locals and expatriates with opportunities to develop their skills 
and cultivate their innovative and creative abilities. Capacity-building programs such as Zain Great Idea, PIN2 and the 
Future University Network have succeeded in training and developing many of the country’s young in order to achieve 
sustainable socio-economic progress in the country. 

Kuwait also faces deficits in public health due primarily to poor dietary and general lifestyle habits. These have directly 
contributed to the population as having one of the highest rates in the world for obesity and diabetes. Women in Kuwait 
also face one of the highest global rates of breast cancer. As such, Zain Kuwait devotes a significant portion of its 
community outreach programs to raising awareness and educating the public on the country’s relevant health issues.

1. tAAleb e-leArning prOjeCt:

Youth development in Kuwait is a primary concern in the country and is 
one of the main components in the country’s development strategy. For 
this reason, Zain Kuwait has remained a leading advocate in supporting 
greater education and capacity-building in the country. As part of this 
support Zain Kuwait established an online education portal in 2012 that 
links students, parents and teachers seamlessly in order to enhance 
the communication that takes place between the school and home 
environments and thus enable a more fruitful educational experience. 
By the end of 2013, the widespread adoption of the Taaleb Education 
Portal by schools around the country led to an increase in users from 
118,353 in 2012 to 422,958 in 2013. Improving the educational experience 
remains one of the main CSR targets for Zain Kuwait, as it targets the 
significant issue of increasing employability among the country’s youth. 
Going forward, Zain intends to build upon the promising success that 
Taaleb has demonstrated in integrating technology and education.

2. future uniVersity netwOrk (fun):

In line with Kuwait’s goal of developing a generation of Kuwaiti youth 
prepared for productive involvement in the country’s private job 
sector, The Future University Network (FUN) program implemented 
by Zain Kuwait seeks to establish greater employment readiness 
among university students in Kuwait through training across several 
Zain functions and by employing them as Brand Ambassadors. FUN 
participants represent Zain as brand ambassadors amongst their 
peers. By developing both their personal and professional skills, the FUN 
program has been successful in providing invaluable training and job 
experience to aspiring students while also promoting the Zain brand to the 
youth segment of Kuwait. In 2013, a total of 78 students put in a combined 
24,239 hours of training and work at Zain through the FUN program. 

3. tHe pin2 CHAllenge prOgrAm:

Exposing Kuwait’s youth to successful and elite business professionals 
is an excellent way to hone their skills and prepare them for a future 
as successful employees or entrepreneurs. To further this goal, Zain 
Kuwait continued its second year of collaboration with Price Waterhouse 
Coopers (PwC) in its support of the PIN2 Challenge, a competition 
involving bright and ambitious students from private schools across  
the country aimed at strengthening their entrepreneurial, critical 
thinking and creative skills. Through the PIN2 Challenge, students form 
groups and develop business proposals, working through a framework 
designed to develop a variety of vital business skills. The students are 
then judged on the promise of their proposal, with the winning team 
being rewarded with seed money to develop their idea. In 2013, more 
than 100 outstanding students from 16 private schools took part in the 
event, providing them with essential capacity-building tools. As Kuwait 
is a demographically young country, such initiatives contribute heavily  
to the prosperity of the country in the future.

4. tHe ZAin greAt ideA prOjeCt:

The development agenda of Kuwait necessitates the nurturing and 
guidance of young aspiring minds in the country in order to maximize 
their potential to contribute positively towards society and the economy 
in the future. Zain Great Idea is an initiative developed by Zain Kuwait, the 
IE Business School in Madrid and Brilliant Lab (a startup accelerator firm 
in Kuwait) for the purpose of empowering young Kuwaiti entrepreneurs 
hoping to establish successful local startup businesses. Through Zain 
Great Idea, students receive assistance in developing their proposals 
and are given the opportunity to present them to investors. This 
year, a total of 102 students took part in the initiative, with 35 of the 
most promising students successfully reaching the final stages of the 
competition. Supporting Kuwait’s talented youth is one way in which 
Zain Kuwait promotes the socio-economic growth of the country.
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5. prOmOting breAst CAnCer AwAreness:

In 2013, Zain Kuwait expanded its program of promoting breast cancer 
awareness to the public which has been ongoing since 2007. The 
program incorporates internal campaigns that target the involvement 
of employees and utilizes creative public engagement through social 
media to target a wider public impact.  As Kuwait has one of the highest 
breast cancer rates per capita in the world, it is imperative for Zain 
Kuwait to promote greater awareness on the value of routine checkups 
as well as the benefits of early detection. Public information booths set 
up in various public locations were used by an estimated 400 women 
throughout the year, complementing the successful collaboration that 
Zain Kuwait has had with the national breast cancer awareness organization, 
Breastcare Kuwait. Furthermore, internal competitions to raise education 
on the issue among Zain employees involved around 100 people. And 
guerrilla marketing tactics as well as aggressive social media campaigns 
achieved commendable success. The slogan #ZainGoesPink was 
retweeted over 400 times amongst  residents of Kuwait.

lebAnOn

In Lebanon, extended periods of instability both within the country and in the immediate surrounding region have largely 
hindered progress in the country’s socio-economic realm. These conditions have impacted poverty and unemployment 
levels, which make up some of the most significant developmental challenges in the country. Furthermore, the crisis in 
neighboring Syria has resulted in a growing refugee population in Lebanon facing limited access to basic necessities. 
Instability has also affected the tourism sector, traditionally the largest contributor to Lebanon’s GDP. 

Prevalent deficits in health and safety also impact the ability of Lebanon to improve their social and economic 
conditions. One example is through traffic, where high accident rates pose an ongoing threat to the safety of Lebanese 
in their daily lives. The estimated annual accident total of 350,000 cars is exceptionally high considering the country’s 
estimated number of cars is around 950,000. Traffic conditions also create health risks through congestion, which 
contributes to pollution levels that in turn harm human health. The rapid urbanization of Lebanon has resulted in 
deforestation, which along with the destruction of the natural ecosystem, also negatively impacts human health. 

The work of Touch in Lebanon to tackle the country’s socio-economic challenges include outreach initiatives that target 
improvements in the lives of those at the bottom of the pyramid, most significantly the impoverished and marginalized 
youth within society. Other community programs undertaken by Touch seek to improve education towards health 
issues and improvements to health related infrastructure. Lastly, an ongoing campaign organized by Zain and Touch 
to raise awareness on using mobile phones responsibly especially while driving has gained significant popularity in the 
country due to its social relevance. 

1. dOn’t teXt… wHistle And driVe CAmpAign:

Touch in Lebanon has consistently supported safe driving habits in order to 
promote the safety of its population. Driving in Lebanon remains a hazard. 
In 2012, around 900 people were killed and 18,000 injured in traffic 
accidents in the country. While no statistics are available for the Middle 
East, the global rate of traffic accidents related to mobile phones ranges 
is around 25%. The relevance of this issue is therefore extremely evident 
for Lebanon and the safety of its people. It is with this in mind that Touch 
in collaboration with YASA, launched the “Touch Don’t Text and Drive 
Campaign” in 2012. In 2013, Touch followed up on this success, launching 
Phase 2 of the campaign. The new phase utilizes a different slogan 
that effectively engages viewers through a positive message to raise 
awareness about the responsible use of mobile phones while driving. The 
new slogan, “Don’t Text… Whistle and Drive” alerts people to the dangers 
of unsafe or distracted driving. As this issue remains one of the core 
negative impacts of our industry, Touch continues to communicate with the 
public through traditional marketing as well as through social media in order 
to raise awareness and promote safer driving habits in the country.

2. suppOrt fOr disenfrAnCHised And OrpHAned yOutH:

Poverty remains a core deficit in Lebanon and as such Touch is 
committed to supporting Lebanon’s marginalized youth and improving 
their quality of life. Every year including 2013, Touch staff volunteer  
their support for the Annual Summer Camp of St. Vincent’s Convent,  
a summer camp organized to provide educational and leisure activities 
to underprivileged children and orphans. 120 students were involved 
in the camp in 2013. Touch also supported an event in Ramadan 
in collaboration with KidsMondo which provided 500 orphans and 
deprived children with Iftar meals as well as gifts and leisure activities. 
Touch also extended its support for the annual walk organized by 
Al Younbouh Association for the seventh consecutive year, which is 
organized for the purpose of raising funds towards the integration of 
disabled students into society. Touch is dedicated to easing the plight 
of those at the bottom of the pyramid in Lebanon that often face 
difficult hardships in society.

3. lebAnese red CrOss:

Touch took steps in 2013 to establish the infrastructure needed to promote adequate health care to its citizens.  
The improvement of public health facilities in the country is paramount in supporting the socio-economic development  
of its people and Touch provided invaluable support for the Lebanese Red Cross in their project to establish a new 
health center in Batroun to achieve this goal. The medical center consists of wards for emergencies, for the elderly  
and a permanent dorm for females. Touch has consistently promoted the health and well-being of the Lebanese  
people as a means to promote their development and elevate their standard of living.
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republiC Of sudAn

A combination of poverty and unemployment make up a large part of the prevailing socio-economic deficits in 
Sudan. Sudan is a largely rural country, with only 33% living in urban areas. Consequently, a lack of access to modern 
infrastructure and clean water for a majority of the rural population has resulted in high incidences of diseases such as 
malaria and water-borne illnesses. Sudan’s challenges are made more urgent by the fact that the demographic nature 
of the country is tilted heavily towards the young, with 61% of the population under the age of 24. This context has 
contributed to the country’ stunted social and economic development, which is apparent considering an estimated 
47% of the population live below the poverty line.

Given these conditions, enhancing overall development of the country is therefore contingent largely on providing 
skills and jobs training and increasing employment opportunities, primarily for the country’s youth segment. Spreading 
literacy (currently at around 72%) and promoting capacity-building initiatives, lead directly to the achievement of these 
goals. Much of the social outreach undertaken by Zain Sudan is directed towards facilitating or enabling the spread 
of education in the country. Other capacity-building programs target the development of employable skills among 
specific population segments, or improved access to health facilities.

1. sCHOOl COnstruCtiOn And renOVAtiOn:

One of the Millennium Development Goals that Zain uses as general 
guidance for its community engagement strategy is to provide universal 
access to primary education. This is especially relevant in Sudan, where 
a majority of the Sudanese people is below the age of 24. Capacity-
building that targets the facilitation of educational opportunities for 
Sudan’s youth is therefore essential to enabling the development of 
the country as a whole. In 2013, Zain Sudan undertook the construction 
and renovation of several schools within impoverished areas across 
the country. Over the course of the year, a total of six schools were 
constructed and three partially renovated. Through this construction 
and development, an estimated 14,000 children that might not have 
had access to education will now be able to attend schools and attain 
the skills and knowledge needed to improve their economic conditions. 
Such programs contribute to Sudan’s overall national development 
agenda of establishing the infrastructure necessary to educate Sudan’s 
young population.

2. bACk tO sCHOOl prOjeCt:

In order to further the support Zain Sudan has given to the educational 
sector, 2013 marked a continuation of the successful ‘Back-to-School’ 
initiative. This initiative has been ongoing since 2006, providing students 
with essential school supplies in order to further their educational 
experience. In 2013, the ‘Back-to-School’ initiative emphasized the 
provision of school supplies to low-income students as well as orphaned 
children and those suffering from HIV. In total, around 20,000 students 
received school supplies through the initiative. Support for Sudan’s 
educational sector is a primary pillar of Zain Sudan’s CSR strategy, as this 
will allow for greater prospects in the future for the Sudanese population.

3. student meAl prOjeCt:

With a literacy rate of just over 70%, Zain Sudan prioritizes education 
highly from among its community outreach themes. As such, Zain Sudan, 
in collaboration with Mujadedoon Organization, sponsored the provision 
of school meals for 3,000 needy students across the country. Providing 
school meals is one key way in which Zain Sudan seeks to encourage 
greater school attendance and performance. Impact assessments of Zain’s 
annual Student Meal Project show that it improves student attendance  
by 76% and performance by 30%. Zain Sudan supports the attainment  
of education among Sudanese youth in an effort to empower their socio-
economic growth potential.

4. wOrld nO tObACCO dAy:

Touch took part in the “World No Tobacco Day,” which is observed 
around the world to raise awareness on the risks and dangers of 
smoking. To do its part, Touch launched an initiative targeting both its 
employees and customers at its offices and service centers, spreading 
information and raising awareness on the health concerns related to 
tobacco consumption. Touch has been at the forefront for promoting 
non-smoking in indoor and public spaces long before national legislation 
enacted the policy. As such, Touch has remained a pioneer in enforcing 
policies that protect the health of its employees and customers.

4. HeAltH eQuipment dOnAtiOns:

In a concerted effort to positively impact Sudan’s existing deficit in 
public health, Zain Sudan made several substantial contributions to the 
Sudanese health sector in 2013. Among the key equipment donated to 
health centers throughout the country are: an MRI machine donated to 
the National Hospital in the Red Sea State, a fully equipped ICU facility 
with a capacity for eight people at the Soba Hospital, an investigation 
lab provided for the Eledrissy Psychiatric Hospital, and the first ever  
blood bank in the Elhasaheesa-ElJazeera State. Zain Sudan also undertook 
a comprehensive campaign to raise awareness and improve treatment of 
breast and cervical cancer in the country by sponsoring the construction 
of a center for breast and cervical cancer detection and treatment 
as well as establishing an extensive awareness campaign. Through 
the awareness campaign, experts and academics would visit schools, 
universities and public venues across the country, conducting lectures 
and providing free medical examinations. In total, more than 500 
women received medical checkups through the campaign. Disease 
prevention and treatment is one primary way that Zain Sudan pursues 
capacity-building projects for the Sudanese people.
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5. 3sHAnkOm entO yA ZAineen:

The protection and development of our youth population is among the 
core principals guiding Zain’s CSR activities. To protect Sudanese youth, 
Zain Sudan organized several seminars and training sessions for medical 
staff across the country in issues of child pornography and sexual abuse. 
The initiative, undertaken in collaboration with the Ministry of Health in 
Khartoum, aims to improve the ability of medical personnel in protecting 
vulnerable children in the country. Through this initiative, 45 certified 
medical personnel received training on the issue of abuse, and over 600 
people were exposed to the awareness campaign. Zain Sudan is committed 
to inclusivity by supporting the safety of vulnerable members of society.

6. trAining peOple witH disAbility:

The efforts of Zain Sudan to promote inclusivity for Sudan’s marginalized 
communities included the execution of several training programs for 
people with disabilities. As a country with a history of conflict, those that 
were disabled as a result require assistance to reintegrate themselves  
in the economy. Promoting their economic inclusion through training  
in several relevant and employable skills is one way to build the capacity 
needed for them to become more productive members of society 
and to improve overall socio-economic development in the country 
as a whole. Through the program, around 90 disabled people were 
given vocational training, significantly improving their employment 
opportunities. Zain Sudan considers capacity-building for local Sudanese 
as an essential directive guiding many of its CSR initiatives.

1. rOwAd prOgrAm:

Zain KSA undertakes significant initiatives to improve job readiness 
and expand employment opportunities for the Saudi Arabian youth. 
Among those initiatives is the Rowad (meaning “pioneers”) Program 
which offers fresh university graduates with training and internship 
opportunities across Zain. Upon completion of the training and 
internships, exceptional participants will be offered a full-time job 
with Zain. Youth unemployment constitutes among the most vital 
developmental challenges in the country. Improving the job readiness  
of Saudi Arabia’s youth prepares them for productive roles in the private 
sector, where locals are a small minority. It can also facilitate greater 
economic diversification, another key challenge facing the country.  
The 2013-2014 Rowad Program involves 49 individuals and is scheduled 
for completion in early 2014. Zain KSA readily supports the training 
and development of local youth in order to contribute to the country’s 
medium and long-term socio-economic growth.

2. summer jObs:

With 50% of the population below the age of 25 and with 100,000 fresh 
graduates entering the employment market each year, it is important that 
Zain KSA strives to boost the employment readiness of Saudi Arabia’s 
young population, helping them attain productive jobs within the private 
sector that will develop their capacity and skills.  One way  
in which it undertakes this challenge is by offering summer employment 
opportunities for talented university students. Students receive summer 
jobs in areas related to their field of study in order to complement 
their educational experience. This year, Zain KSA provided a total of 
70 summer jobs to university students. Zain KSA continuously seeks 
to provide young local talent with employment opportunities and to 
develop both their vocational and general skill-sets.

sAudi ArAbiA

While the status of the Kingdom of Saudi Arabia as the world’s largest oil producer has allowed for the successful 
development of the country over a relatively short period, the country faces a high dependency on oil exports to 
maintain its economic growth, with it accounting for around 90% of the country’s GDP. KSA faces one of its most critical 
socio-economic challenges due to the age demographic of its local population, where around 47% of the population 
is below the age of 24. Employment of the young demographic in KSA has proved to be a developmental challenge 
in the country, as more than 30% of the local youth are unemployed. This problem is particularly acute in the private 
sector, where it is estimated that locals make up roughly 11% of the workforce. In this context, economic diversification 
and youth development make up two of the most critical necessities to achieving an economically and socially 
sustainable society in Saudi Arabia. Zain KSA works to reach these goals by organizing and supporting programs that 
boost job preparedness and that develop valuable skillsets. Other initiatives support capacity-building by guiding 
and nurturing the entrepreneurial ambitions of talented young individuals, which supports youth productivity in 
the economy and also contributes to economic diversification in the country. Zain KSA also targets gender-specific 
initiatives in order to increase female participation in the economy. As a large disparity exists within the KSA economy 
between females and males, programs that encourage the participation and empowerment of females as productive 
members of society will invariably increase overall economic growth. 

Rapid development has also had repercussions on people’s health in Saudi Arabia. The country is currently struggling 
with high rates of obesity and diabetes, due to a lack of awareness about such conditions and a lack of education on 
how to overcome them. Poor health can potentially harm development in a country and thus this condition presents  
a significant national challenge for KSA.

3. sHAbAb tAmOuH trAining:

As unemployment represents one of Saudi Arabia’s most critical societal 
challenges, the Shabab Tamouh (meaning “ambitious youth”) annual 
initiative targets the training of the country’s most promising youth. 
Through the initiative, training is provided to exceptional students in 
various general and telecom-specific subjects that are carried out by 
Zain’s Senior Level staff members. The program results in improved 
vocational and general expertise for the participants. A total of 16 
students took part in the initiative this year.
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4. stArtup weekend:

In 2013, Zain KSA sponsored the event, “Startup Weekend,” where 
aspiring entrepreneurs are provided with a forum through which to 
share their ideas and seek feedback on their entrepreneurial projects. 
Such events inspire and empower the next generation of Saudi Arabians 
to pursue their business aspirations while at the same time helping to 
develop the domestic economy. Young Saudi Arabians currently face  
a great challenge of integrating themselves professionally in the private 
sector. Events such as the Startup Weekend are important for fostering 
inclusiveness of young locals in productive sectors of society. Support 
for promising ideas also highlights Zain’s high prioritization of promoting 
innovation, a characteristic that can foster economic diversification  
in the country. Through the Startup Weekend, a panel of judges from 
different backgrounds took part in selecting the best idea from among 
the participants, with Zain providing telecom prizes for the winners. 
150 students in total participated in the event, receiving valuable 
exposure to the different ideas of their peers and the expertise of the 
experienced judges. Events such as “Startup Weekend” encourage Saudi 
youth to carry out their business ideas and provide them with access to 
professional guidance to achieve this goal.

sOutH sudAn

South Sudan faces many of the challenges experienced by underdeveloped nations such as low rates of 
literacy and educational attainment, a high rate of poverty and a lack of access to ICT. These challenges 
are exacerbated by tribal factionalism and regional conflicts that have severely damaged the country’s 
infrastructure and resulted in large refugee and internally displaced populations in the country. The fact that 
around 46% of the population in South Sudan is below the age of 14 and the literacy rate is around 27% 
creates an urgent need to enable access to education and skill development. Deficits in the country are 
therefore mainly centered on a need for capacity-building, community dialogue and reconciliation as well 
as increased access to ICT. The country remains predominantly rural, with only 17% of the population 
living in urban areas. This contributes to the country’s low mobile penetration rate, which at 35% by the 
end of 2013 is the lowest of Zain’s operating countries. In conjunction with working to spread ICT to all 
areas of the country, initiatives that educate, nurture skills and that prepare people for more productive 
roles in the economy can dramatically improve social and economic conditions and raise the standard 
of living of the South Sudanese people. In addition, providing youth with access to technology and 
connectivity provides the empowerment needed to attain a more prosperous life. The collaboration 
of Zain with the UNHCR to assist refugeesby providing them with ICT access facilitates improvements 
to their living conditions. Furthermore, work with the Whitaker Peace and Development Initiative has 
succeeded in bringing young community-members together to focus on promoting dialogue, reconciliation 
and peace-building skills to produce a more stable society. 

Hindrances to development also exist as a result of severe health deficits. South Sudan ranks amongst 
the highest in the world in both infant and maternal mortality rates. Inaccessibility to basic health tools 
and infrastructure as well as a lack of knowledge on disease prevention are among the greatest factors 
influencing this situation. High incidences of malaria also contribute to the health deficits that pose serious 
developmental challenges for the country. Educating the population on methods of disease prevention and 
providing basic services such as access to clean water and necessary infrastructure can dramatically improve 
conditions in the country and contribute heavily to improvements to the socio-economic circumstances of 
South Sudan.

1. yidA refugee CAmp unHCr prOjeCt:

In 2013, Zain successfully rolled out mobile telecommunications 
coverage to the United Nations Refugee Agency (UNHCR) refugee 
camp in Yida, South Sudan. The project, undertaken in partnership 
with the Vodafone Foundation’s Instant Network Program, provides 
the telecommunications access to the more than 70,000 refugees 
inhabiting Yida as well as the 3,000 UN personnel stationed there. 
Access to mobile communications in the camp helps to ease the plight 
of the refugee inhabitants, allowing them to communicate with their 
families and loved ones and to utilize mobile educational programs that 
may otherwise be inaccessible. Telecom access also improves the ability 
of aid workers in Yida to coordinate the delivery of essential food and 
medical supplies to the camp, allowing for an improvement in the living 
conditions of the refugees.

5. HAdAfi prOgrAm:

One of the major points of emphasis for Zain KSA’s CSR function is 
support for the inclusion of women in the economy, as this is seen as 
one of the key proponents for fostering socio-economic development 
as a whole. The Hadafi (meaning “my goal”) Program provides a forum 
for Saudi women to present their entrepreneurial ideas. Through the 
Program, five judges are presented with entrepreneurial ideas, with 
the winner being provided with prizes and seed money to carry out 
their project. Such initiatives that specifically target the facilitation 
of female inclusion in the economy are essential for developing a 
sustainable economy. Estimates place the inclusion of female nationals 
in the economy at around 15%. The exclusion of females from the 
economy hinders growth, as they undoubtedly have the potential to 
become productive members of society. Thus, providing aspiring female 
entrepreneurs with the guidance needed to successfully pursue their 
ambitions raises the overall proportion of locals in the economy, creates 
domestic job opportunities and encourages diversification away from 
the oil sector. Support for the Hadafi Program is also in line with Zain’s 
internal policy of addressing gender disparity and providing equal 
opportunity to both genders. In 2013, around 150 women participated 
in the Hadafi Program.
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2. tHe wHitAker peACe And deVelOpment initiAtiVe:

Zain South Sudan, in collaboration with Ericsson, UNESCO and the 
renowned actor and UNESCO Goodwill Ambassador for Peace and 
Reconciliation Forest Whitaker, embarked on an exceptional three-
year partnership with ‘The Whitaker Peace and Development Initiative’ 
to establish a Youth Peacemaker Network (YPN) in South Sudan. 
The YPN is comprised of youth from all 10 states of the country. In 
order to develop youth’s capacities in peace-building, the partners 
are working on (1) the formation of a youth network, (2) capacity 
development workshops and long-term support, (3) the establishment 
of a Youth Leadership Forum that will engage youth in policy dialogue 
relevant to the their own development. The program also aims to 
provide participants with capacity-building tools with respect to 
reconciliation, and peace building, as well as equipping them with the 
social and technical competencies required to undertake their activities 
effectively. These include basic computer training and development 
of negotiation skills. The project aims to draw on national pride and 
consolidate inter-tribal relations by bringing together youth from diverse 
educational, economic, religious, geographical and tribal backgrounds. 
The network is inclusive of disabled youth and will ensure a gender 
balance. Zain plays a critical role in this partnership, providing the 
workshops with data and voice connectivity. In a country mired with 
societal divisions due to inter-tribal differences, the efforts of Zain South 
Sudan to collaborate with relevant stakeholders and create avenues for 
reconciliation and understanding  while at the same time narrowing the 
digital divide are all the more important.

3. HuAwei COnneCtiVity prOjeCt:

In 2013, Zain partnered with Huawei on the establishment of a program to provide connectivity to schoolchildren in 
South Sudan. Through the Huawei Project, which will be launched in 2014, excess energy from Zain’s base stations 
will be diverted to four nearby schools in order to power computer stations that are being built in each school. These 
computer stations will serve around 3000 South Sudanese children. Zain’s role in the initiative will be to provide power, 
connectivity and dongles, while Huawei will equip, supply and maintain the computer labs while also providing basic 
computer training to the relevant personnel. The Project provides the schoolchildren with access to the modern means 
of obtaining information and knowledge, enabling them to build their capacity and further their development. As many 
young people in South Sudan lack such access, initiatives that aim to reduce the digital divide in the country form a 
critical component to achieving national development in the country.
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CASE STUDY

ZAin in sOutH sudAn: 
prOmOting sOCiO-eCOnOmiC deVelOpment tHrOugH ACtiOn And engAgement

When South Sudan gained independence in 2011, the world’s newest country faced the challenge of fostering a more 
stable, healthy and economically prosperous society. As it does across all its operations, Zain took the initiative in 
seeking ways through which it could target and positively impact the specific deficits of South Sudan; collaborating 
with a range of its stakeholders to understand how best to support the business while at the same time promoting 
socio-economic development in the country. Over the past two years, Zain South Sudan has worked with international 
and local organizations, industry peers and directly with the people of South Sudan to enable development by 
spreading mobile connectivity to previously unreached areas. They also helped foster a more unified and empowered 
society by providing reconciliation and training programs as well as improved their prospects for the future with 
the spread of educational support. As South Sudan is a country facing conflict and struggle, the role of Zain’s CSR 
programs in the country is more predominant than it is in its other operations.

South Sudan is a demographically young country that, due to recent conflicts, suffers from severe deficits in health, 
education, employment, and poverty. With 72% of the population below 30, empowering the nation’s youth through 
education, training and exposure to technology can yield substantial results for the future of the country. The fact that 
mobile phone penetration is only 59% in urban areas and 8% in rural areas (in a country where 83% of the population 
live in rural areas) and that broadband penetration is under 1% presents an opportunity for Zain to spread mobile 
connectivity to the public and facilitate a multitude of positive developmental implications that are correlated to it. 

COnneCtiVity

Even though Zain South Sudan already has the widest network coverage in the country, it has persisted in expanding 
its coverage in 2013, adding 50 new network towers throughout the year alone in order to provide mobile access 
to previously unconnected rural areas. South Sudan’s Minister of Information and Broadcasting, Dr. Barnaba Marial 
Benjamin, spoke of the beginning of a “new dawn” for the people of Uror County in the Jonglei State after its 
inhabitants were finally provided with mobile connectivity in June of 2013. Zain South Sudan also collaborated with  
the Vodafone Instant Network Foundation and the UNHCR to provide connectivity to the 70,000 refugees and 3,000 
aid workers residing in the Yida refugee camp, helping separated families contact one another and allowing aid 
workers to better coordinate their life-critical efforts. 

CApACity-building

The recent history of South Sudan is mired in tragic conflict, resulting in large deficits in skills and education for the 
country’s youth. Recognizing the need to address these issues, Zain South Sudan partnered with The Whitaker Peace 
and Development Initiative, Ericsson and UNESCO to establish a Youth Peacemaker Network (YPN) in the country that 
gathers young people from across all 10 states to develop peace-building and reconciliation skills. The YPN will also 
focus on developing ICT skills for the participants, empowering them by improving their employability.Forest Whitaker, 
renowned actor, UNESCO Goodwill Ambassador for Peace and Reconciliation, and founder of The Whitaker Peace 
and Development Initiative, remarked after the successful launch of the YPN that, “Zain South Sudan is an example 
of a company that looks beyond its business involvement in a country and considers how best to support the social 
development of the community. At The Whitaker Peace and Development Initiative, we support and sustain our peace 
initiatives with conflict-resolution training programs and methodology, grassroots efforts, access to experts, social 
media, technology, content, and 21st century communication tools, none of which would be possible without  
the assistance from organizations such as UNESCO, Zain and Ericsson.”

Within Zain South Sudan itself, support for developing the human capital of the population is reflected in its policy 
of employing as many locals as possible. Currently, almost 90% of the workforce in Zain South Sudan is local, and  
the company resolutely invests in their professional development through continuous training programs.  

tHe rOAd AHeAd

Going forward, Zain South Sudan will continue to promote socio-economic development by increasing  
its network coverage and supporting impactful initiatives throughout the country. While attending the 8th 
meeting of the UN Broadband Commission for Digital Development, CEO of South Sudan Wassim Mansour 
became a signatory to the Broadband Commission’s Manifesto for Sustainable Development, which 
considers the inclusion of ICT as a central pillar in the development agenda. Mr. Mansour remarked during 
his attendance that, “Sustainability is not just a theory for us in South Sudan. It is a real concept from which 
we require real results as we believe ICT development is one of the key and most effective ways in which  
to drive development in the country and improve the quality of living of all its inhabitants.”

The 2013 commercial campaign known as the ‘I AM’ campaign communicates an optimistic and uplifting 
message to the public to instill a sense of empowerment and future potential among the population. Other 
value-added services being planned for 2014 such as the launch of Zain Mobile Money will allow for much 
greater economic activity (noting that 90% of the population currently has no access to banking facilities) 
that will facilitate monetary transactions in an unprecedented manner. Zain South Sudan will continue to 
position itself not only as a market leader in quality and service, but as a proactive catalyst for social and 
economic progress within its community.

I am
the strength       
   of the nation

Enjoy the widest and    
 most reliable network

Renowned actor and UNESCO Goodwill Ambassador with then Zain South Sudan 
CEO Wassim Mansour
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OUR
ENVIRONMENT

oUR Co2 EMISSIoNS REDUCTIoN TARgETS FoR 2020

 Category 1 Category 2

Country sudan south 
sudan iraq bahrain kuwait jordan lebanon ksA

Target 25% 15% 20% 5% 7% 10% 5% 8%
 
Note: Category 1 Operations represent those countries where commercial power availability is relatively unreliable,  
and Category 2 Operations are those with stronger, more reliable power supplies. 

The strongest business case for reducing energy consumption and emissions can be found in Iraq, and 
in 2013 we were successful in bolstering our efficiency and reducing our emissions per base station in 
the country. In Sudan and South Sudan, the lack of strong commercial power availability makes a strong 
business case for pursuing battery DG hybrid and solar solutions. In our other markets, stable commercial 
power availability and in some cases, inexpensive energy costs make a stronger case for pursuing efficiency 
rather than alternative energy solutions. Data on our alternative energy deployments and other key 
environmental indicators for our countries of operation can be found below.

descriptions units
iraq bahrain ksA* south 

sudan jordan kuwait* lebanon

2013 2013 2013 2013 2013 2013 2013

Total Fuel 
Consumption -
Direct

Liters 56,308,890 348,654 40,560,000 7,664,000 291,562 7,224,440 12,660,425

Total Electricity 
Consumption -  
Direct

KWh 216,489,000 30,454,250 276,480,000 52,560 57,812,546 53,769,600 11,133,628

Total CO2  
Emissions Kg 298,986,301 27,429,590 317,996,160 20,558,179 34,890,788 66,141,051 41,912,750

CO2 Emissions  
per Base Station Kg 76,117 76,406 54,405 77,578 21,120 39,160 42,123

 
* The reliability of data for Kuwait and KSA are less certain than for our other countries due to some figures that were not obtained.

Note: Information on Sudan needs to be refined. We remain committed, however to working towards our target of reducing 
average emission per base station by 25% by 2020.

the Challenge in 2013, we…

•  The Middle East faces an extremely 
high vulnerability to the harmful  
effects of climate change.

•  Zain has the potential to significantly 
reduce annual CO2 emissions through 
energy efficiency programs.

•  1.5 million sq. km of the world’s forests 
was lost between 2000-2012 through 
human activities.

•  Continued pursuing our 2020 carbon emissions reduction targets 
for each of our operations.

•  Steadily reduced our emissions per base station in Kuwait and 
Lebanon since the previous year.

•  Organized tree planting initiatives in Sudan, Jordan and Lebanon.

The improvement of our environmental performance constitutes an essential element in our drive to achieve 
sustainability as an organization. At Zain, we not only strive to minimize the harmful environmental impacts of our 
operations, but take active steps to foster a cleaner, healthier environment and promote education and awareness 
on the issue within our communities. As our region is amongst the most vulnerable to climate change, we consider 
it imperative, as responsible members of our community to steadily reduce our carbon footprint in a way that is 
manageable and that supports our long-term business goals. Taking proactive measures to achieve greater energy 
efficiency and reduce negative environmental impacts contributes to a more sustainable organization while at the 
same time bringing down mid to long-term operating costs in key areas of our business. 

COmpliAnCe

Zain follows international best practice through compliance with its corporate Environmental and Social Management 
Plan (ESMP) guidelines to ensure minimal harm is made to our environment and surrounding communities. When 
it comes to our base stations, Zain takes the necessary precautions to protect our site workers and the public from 
potential Electro Magnetic Field (EMF) exposure. Base station equipment must be tested on a regular basis to ensure 
compliance to the ICNIRP (International Commission on Non-Ionizing Radiation Protection) exposure guidelines for 
occupational public exposure to electric and magnetic fields, and the public must be protected and made aware of 
EMF zones, by restricted access and appropriate signage of Antenna propagation zones that exceed the ICNIRP 
(International Commission on Non-Ionizing Radiation Protection) maximum public level. 

Furthermore, Zain follows stringent policies regarding site selection to make certain our base station locations do 
not use land that harms: historical or culturally significant areas (e.g., UNESCO sites) or biodiversity; and that do not 
require the economic or physical displacement and/or resettlement of people. 

emissiOns

The majority of Zain’s environmental impacts relate to the installation, operation and maintenance of our base stations. 
In 2012, Zain recorded a baseline level of the salient environmental indicators of our organization such as direct fuel 
consumption and CO2 emissions at an accuracy level of 60-90% (excluding South Sudan, Bahrain and KSA). We also 
put in place ambitious emissions reduction targets for each of our operations to achieve by 2020.  This year, we refined 
our baseline accuracy level to 75%-90% for most of our previously reported operating countries, and were also able 
to obtain baseline figures for KSA, South Sudan and Bahrain which we were not able to do in 2012. We also remain 
optimistic on fulfilling our 2020 emissions reduction targets and continue to work incrementally towards achieving them. 

lü
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oUR DEpLoYMENT oF BATTERY AND SoLAR hYBRID SoLUTIoNS IN 2013

Operating Country battery Hybrid deployments solar Hybrid deployments

Bahrain 0 0

Jordan 1 0

South Sudan 49 0

Sudan 5 16

Iraq 0 0

Kuwait 0 0

KSA 0 0

total 55 16

Our progress in reducing emissions will continue unabated into the future, with the clear aim of achieving substantial 
reductions that will diminish both our carbon footprint and our operating costs. In more volatile markets such as Iraq 
and Sudan, reducing conventional fuel dependency by improving energy efficiency and constructing more hybrid 
battery and solar base stations combines cost-saving with energy security concerns as well.

strAtegiC initiAtiVes

Zain continues to integrate environmental performance into its overall development strategy, allocating further 
investments in order to continue to deploy renewable and power hybrid solutions and improve energy efficiency 
levels. In 2013, Zain began two Group-wide strategic initiatives: a site optimization and modernization initiative, and 
an initiative to deploy renewable and hybrid technology in all of our operating countries. Zain devoted an amount of 
USD $3.48 million during the year for this purpose, and will continue to allocate funds to further our progress. The 
risks posed by climate change can manifest themselves in several ways including from a regulatory aspect (as countries 
evolve their policies and regulations to address the issue) or from an infrastructure safety aspect (as extreme weather 
cases increase). As such, our Risk function is working with other functions towards integrating climate change into its 
risk management strategy. 

One other initiative was Zain’s partnership with the GSMA in undertaking the ‘Mobile Energy Efficiency’ (MEE) study; 
among the first in the region to do so. Through taking part in the study, the energy efficiency of Zain’s networks was 
compared with more than 200 other telecom providers around the world. Zain’s operations in Bahrain, Iraq, Jordan, 
KSA and Sudan, all participated in the MEE study; and results showed that in 2012 our organization had the potential 
to achieve considerable energy and cost savings per annum if it improved its efficiency performance to the top 
quartile. In the future, Zain is working towards achieving greater efficiency along the lines of this benchmark study. 

141
SOLAR AND

POWER HYBRID
SOLUTIONS
IN 2012

ENERGY
EFFICIENCY
PROGRESS

212
SOLAR AND

POWER HYBRID
SOLUTIONS
IN 2013

•  795 right-sized 
generAtOrs 
deplOyed

•  457 outdoor 
CAbinet sites  
insteAd Of sHelters 
were deplOyed

•  135 sites shared  
in 2013

irAQ

Zain continues to comply with its corporate ESMP guidelines which were developed in 2006 and revised 
in 2009. Furthermore, Zain has added specific clauses in the Supplier Code of Conduct obliging suppliers 
to abide by certain environmental standards, and performs selective screenings to ensure compliance with 
those clauses. 

enVirOnmentAl initiAtiVes tHrOugH COmmunity And emplOyee OutreACH

Our CSR function engages both our employees and the community in organizing and executing 
environmental initiatives. These initiatives are designed to promote awareness as well as produce a cleaner 
environment. Below is a list of some of the activities Zain’s operating countries undertook to further our 
environmental stewardship. 

bAHrAin

gO green bAHrAin:

Part of ensuring that future generations meet the challenge of reversing 
the negative trends harming our environment is by developing youth 
awareness and education on the issues as well as informing them about 
the dangers of their actions. Zain Bahrain is doing its part to support 
this initiative by promoting environmental awareness and the positive 
values of ‘going green’ to schoolchildren in various schools across the 
country. Through a series of events such as tree-planting, art contests 
and walkathons, over 350 students were educated on the importance of 
many environmental issues such as recycling, pollution and preservation. 
The environment remains a central theme for Zain Bahrain’s CSR and 
it continues to promote awareness among the country’s youth to 
encourage improved environmental performance among the public

ruAyA:

Zain Iraq implemented a significant internal project in 2013 named 
the Ruaya Project (meaning “vision”). This ambitious undertaking 
was completed for the purpose of providing Zain employees with a 
cleaner, safer and more hospitable working environment in order to 
improve the health and morale of our staff. The Ruaya Project involved 
employee volunteers and entailed removing all pollutants and carbon 
emitting structures such as electricity generators to safe distances 
from the staff. The project also involved a large-scale beautifying and 
branding scheme. Ruaya Project succeeded in improving the health and 
wellness of Zain employees as well as the wider community. Zain Iraq 
is committed to improving working conditions for its employees as it 
recognizes them as among their most valuable stakeholders.
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ksA

krg enVirOnmentAl trAining:

In order to spread education on the various environmental challenges 
facing Iraq, employees at Zain Iraq’s Environment Department 
conducted environmental awareness training sessions for officials from 
the Kurdistan Regional Government (KRG). During the sessions, Zain 
employees introduced officials to the GSM service and its challenges, an 
explained the various ways that Zain Iraq abides by and supports high 
ecological and environmental standards in the country. Training was 
provided to a total of 42 KRG officials. The aim of such training sessions 
is to communicate the value of environmental protection among Iraq’s 
decision-makers and the leverage their support for future action.

esmp COmpliAnCe prOjeCt:

In its drive to become the leading operator in the country with regards 
to environmental performance, Zain Iraq pursued an ambitious plan to 
have all of its networks base stations compliant with Zain Group, ESMP 
guidelines and local Ministry of Environment standards by 2014. This 
proactive approach received such success that the Ministry consequently 
imposed similar standards on other operators in the country. Over 
the course of 2013, ESMP compliance was achieved for 3,926 or 
65% of Zain Iraq sites resulting in significant improvements to our 
environmental protection standards. The environmental performance of 
Zain Iraq’s operation continues to be a focal issue in establishing a more 
sustainable organization.

jOrdAn

fOrest AdOptiOn in jerAsH:

Air pollution and deforestation constitute significant environmental 
challenges for both Jordan and the entire world. Planting and 
protecting trees is one way in which people can improve air quality 
and mitigate the detrimental processes urbanization has on natural 
ecosystems. This is why, in 2013, employees at Zain Jordan continued to 
support the Jordanian Tree Protection Society through the endorsement 
of the ‘Zain Forest.’ The ‘Zain Forest’ is an area of 120 dunums in the 
Jerash governorate where Zain employees plant and preserve trees 
throughout the area every year. Active support for the ‘Zain Forest’ in 
Jerash over the last 5 years reflects Zain’s dedication to preserving our 
natural environments and improving air quality. 

OffiCe reCyCling:

Zain KSA has taken great steps to improve environmental performance 
and awareness within its own working spaces in order to promote 
more environmental friendliness. Improving the efficiency of resource 
use through recycling and reuse is a key component in environmental 
sustainability, and Zain KSA has tackled the issue in recent years in 
order to reduce its own environmental impacts. Over the last two 
years, recycling bins were placed throughout the workspace, along with 
banners and flyers that spread information and public awareness about 
the benefits of recycling and environmental protection. Zain KSA staff 
members have also begun to measure the amount of office waste being 
used at the office in order to benchmark reduction over the coming years.

kuwAit

green dAy:

Environmental degradation in Kuwait is a challenge that requires a 
collective effort by the community in order to reverse. Issues such as 
increased air pollution, littering and damage to the natural ecosystem 
are all growing problems in the country. To raise public awareness about 
how best to tackle these issues, Zain Kuwait organized an internal day 
of activities involving employees with the purpose of creating awareness 
about the most urgent environmental issues effecting Kuwait. The event 
included information and activities related to recycling, deforestation, 
pollution and waste management. Zain Kuwait organizes initiatives to 
encourage more responsible environmental stewardship both internally 
and externally.
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lebAnOn

bAAbdA’s prOteCted fOrest And CArbOn neutrAl prOjeCt:

Due to the growth of the population and the spread of urban areas, 
more than 35% of Lebanon’s forests were lost over the last 40 years. 
In line with its commitment to the environment and in order to reverse 
this trend, Touch has undertaken two major initiatives involving the 
participation of its employees in order to reduce the carbon footprint 
of the organization and protect Lebanon’s scenic natural habitats. 
The Touch Carbon Neutral Car Project is an initiative undertaken in 
collaboration with Terre Liban Association whereby an effort was 
undertaken to completely offset the emissions of Touch employees 
by planting and protecting trees throughout the country’s forests. 
Through the project, a total of 13,246 trees were planted and protected 
by Touch. Touch employees also volunteered in taking part in helping 
preserve Baabda’s famed and protected forest. The initiative, also in 
partnership with Terre Liban Association, involved 100 employees, with 
each successfully planting one wild evergreen tree in order to contribute  
to the preservation of Lebanon’s natural habitat.

tree plAnting:

In an effort to reverse the destructive processes of deforestation 
and overgrazing in Sudan and to improve the company’s carbon 
footprint, Zain Sudan undertook an ambitious five-year initiative in 
2012 to plant over 1 million trees in the country. This initiative is of 
global importance, as it contributes to reversing global trends of 
environmental degradation that have resulted in climate change and all 
of its associated negative impacts. Yet, it is also significant for Sudan in 
a local sense, as most of Sudan’s forests were located in what is today 
South Sudan. After the independence of South Sudan, the percent of 
Sudan’s land covered by forest was reduced from 29% to 11%. In 2013, 
Zain Sudan continued its undertaking to plant 1 million trees, planting 
more than 400,000 trees throughout the country over the last two 
years. This, along with other environmental initiatives demonstrates the 
commitment of Zain Sudan to environmental sustainability.

sudAn 
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LOOKING
FORWARD

target met? Comments

Expand the recording of baseline emission 
measurements to include all operating countries. Ongoing

Baseline measurements were obtained for 
Bahrain and South Sudan, with a target to 
obtain measurements for Sudan in 2014. Other 
baselines were refined during the year.

Hold second CSR Survey and achieve higher 
response rate. Ongoing In 2014, Zain will re-launch its CSR Survey with  

a more active engagement strategy.

Identify and address gender disparity at Zain. Ongoing
Zain maintains its policy of non-discrimination 
based on gender and improved its gender ratio 
in most operating countries.

Refine governance policies and strategy  
to maintain alignment with CMA regulations. Ongoing

Zain is reviewing its governance policies in 
collaboration with external consultants from 
Ernst and Young to develop this area.

Continue to update Zain’s Risk Register to 
address and mitigate existing and potential risks 
more effectively. Work towards incorporation  
of climate change in risk analysis.

Ongoing

Zain continues to update its Risk Register 
by conducting risk assessments and 
communicating them to Executive 
Management and the BOD.

Create standardized Code of Conduct and 
Code of Ethics principles to be applied across 
the organization and to suppliers, contractors 
and other business partners.

Yes

Zain’s Code of Conduct and Code of Ethics are 
available on Zain’s website, and clauses related 
to ethical business conduct are included in the 
Supplier Code of Conduct. 

Ensure the financial sustainability of Zain 
by focusing on growth across all segments, 
generating innovative new products and 
data services, increasing data services and 
transforming towards convergence.

Ongoing

Zain continues to roll out new products 
and services and undertook several major 
endeavors to improve the quality and range  
of its services to customers.

To enhance relationships with regulatory 
bodies, customers, suppliers and our  
solutions partners.

Ongoing

Zain emphasized stakeholder engagement in 
2013 and will continue to support the business 
functions dedicated to maintaining continuous 
dialogue with our stakeholders.

Our goals for 2014 involve a continuation of our sustainability strategy as well as an improvement in the performance 
of our organization by providing greater quality, accessibility and inclusivity to our customers. Zain has always 
measured its success through the triple bottom-line by incorporating economic, social and environmental 
considerations into our major business decisions. We will continue to work towards making sure that sustainable 
practices permeate all of the critical functions of our organization in order to progress towards becoming a more 
economically, socially and environmentally impactful company. 

2013 marked a year in which Zain placed greater emphasis on stakeholder engagement. Through effective dialogue, 
appropriate response mechanisms that address the concerns of both Zain and key stakeholders can be carried out in 
the future. We will continue to engage our key stakeholders for the purpose of understanding their most significant 
priorities. Doing so will allow us to improve our responsiveness to those needs and will ultimately translate to greater 
success for Zain. 

Going forward, we will also continue to measure our emissions and strive to reduce them by combining improved 
efficiency with greater adoption of environmentally friendly technology. While the economic context of each of our 
operating countries restricts us from developing a balanced approach to solar and hybrid solutions, we will continue  
to pursue such solutions in those markets where the business case is strong. 

Furthermore, gender disparity remains a core priority within our organization. Although our remuneration and 
employment policies stress equal opportunity for both genders, improvements are needed in fostering a more 
equitable gender ratio. Targeting meaningful, yet achievable goals for 2014 in this area is important for Zain so as  
to improve its organizational inclusivity. 

Zain will maintain its successful policy of addressing the key challenges of our societies in a collaborative and effective 
manner. Capacity-building, women’s empowerment and youth development remain among the most fundamental 
components of our community outreach strategy, and we will work in 2014 to make certain that Zain’s impact in these 
areas continues to lead regional best practice. 

In 2014, we will also maintain our efforts to address socio-economic deficits through our core business activities. The 
offering of handset recycling and refurbishment to our customers is a target for 2014 and will provide an opportunity 
to create a more environmentally sustainable value chain while at the same time providing an improved customer 
experience and greater loyalty to our brand. 

We look forward to receiving your thoughts on this report. Kindly send your comments and/or questions regarding  
the report, sustainability and CSR to csr@zain.com.

tArgets fOr 2014

•  Develop comprehensive employee training, development and talent management programs. 

•  Incorporate human rights awareness and training into our employee development program.

•  Execute action plan following the Employee Engagement Survey.

•  Continue to address gender disparity within company.

•  Maintain alignment of CSR goals with those of UN Millennium Development Goals and Post-2015 Development Agenda.

•  Work towards meeting the standards needed to join the UN Global Compact.

•  Undertake our second CSR Survey and achieve a higher response rate.

•  Expand cooperation with the GSMA.

•  Work towards achieving the 2020 emissions reduction targets.

•  Measure a baseline emissions level for KSA and continue to refine accuracy of measurements for our other operations.

•  Improve energy efficiency through base station modernization and optimization. 

•  Roll out handset refurbishment and recycling programs across operations.

lü
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INDEPENDENT 
ASSURANCE 
REPORT 

independent AssurAnCe repOrt
tO mObile teleCOmmuniCAtiOns COmpAny ksCp

We have been engaged by Mobile Telecommunications Company KSCP (hereinafter referred to as
"Zain" or "the Group") to perform an independent limited assurance engagement in respect of Selected
Information in Zain's 2013 Sustainability Report (the "Report"), for the year ended 31 December 2013.

sCOpe Of Our wOrk

We planned and performed our work to obtain the evidence we considered necessary to reach our
limited assurance conclusions on the Selected Information. The scope of our work was limited to the
Selected Information for the year ended 31 December 2013 and does not extend to information in
respect of earlier periods or to any other information in the Report.
The Selected Information marked with the (ü) as set out in the Sustainability Report consists of the
following data or sections for the year ended 31 December 2013:

1. General Highlights (full section)

2. Country Highlights (information id entified with the tick mark(ü)

3. Company Overview (page 22)

4 . Corporate Governance (full section)

5. Enterprise Risks (full section)

6. Our Economic Impacts (full section)

7. Our Products and Services (full section)

8. Our People

 8.1 Executive summary (identified with the tick mark(ü) (page 62)

 8.2 Remuneration section (page 65)

9.   Our Communities

 9.1 Executive Summary (identified with the tick mark(ü) (page 74)

10. Our Environment (full section)

11. Looking Forward

 11.1 Targets Met identified with the tick mark(ü)

12. Relevant Sections of the GRI Index as identified with the tick mark(ü)

Member of Deloitte Touche Tohmatsu Limited

Deloitte & Touche
AI-wazzan & Co.

Ahmed AI-Jaber Street. Sharq
Dar AI-Awadi Complex, Floors 7 & 9
P.O. Box 20174, Safat 13062 or
P.O. Box 23049 Safat 13091
Kuwait
Tel : +965 22408844, 22438060
Fax: +965 22408855, 22452080

www.deloitte.com
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repOrting guidAnCe

Zain's reporting guidance for the Selected Information is disclosed in the Materiality Assessment
section, within the Sustainability Report (Reporting Guidance).

prOfessiOnAl stAndArds Applied And leVel Of AssurAnCe

We carried out the limited assurance engagement in accordance with the International Standard on
Assurance Engagements 3000 (ISAE 3000). A limited assurance engagement is designed to give similar
level of assurance to that obtained in a review of interim financial information. To achieve limited
assurance ISAE 3000 requires that we review the processes, systems and competencies used to compile
the areas of the Report on which we have been asked to reach a limited assurance conclusion. 
It does not include detailed testing of source data or the operating effectiveness of processes and 
internal controls.

Our team complied with Deloitte's independence policies, which cover all of the requirements of the
International Federation of Accountants (IFAC) Code of Ethics and in some cases are more restrictive.  
To comply with those standards, our work was carried out by an independent and multidisciplinary team
of sustainability and assurance specialists.

repOrting And meAsurement metHOdOlOgy limitAtiOns

The process an organisation adopts to define, gather and report data on its non-financial performance is
not subject to the formal processes adopted for financial reporting. Therefore, data of this nature is
subject to variations in definitions, collection and reporting methodology with no consistent, accepted
standard. This may result in non-comparable information between organisations and from year to year
within an organisation as methodologies develop.

wOrk perfOrmed

We performed the following procedures:
•   Interviewed selected Executive-level employees at the corporate level with operational responsibility 

for issues covered in the Report to understand environmental management and reporting;
• Reviewed formal documents and internal communications received by the Group Corporate Social
 ResponsibiIity Department to validate the accuracy of information reported;
• Made inquiries of relevant Zain management;
• Carried out analytical procedures over the Selected Information; and
• Assessed the disclosure and presentation of the Selected Information.

ZAin's respOnsibilities

The responsibility for the preparation and presentation of Zain's Sustainability Report 2013, the development 
of its content, including the choice of Key Performance Indicators (KPIs), is that of Zain's management.

Our respOnsibilities

Our responsibility is to independently express conclusions on the Selected Information for the year. We
do not accept or assume responsibility to anyone, other than to Zain, for our work, for this report or for
the conclusions we have formed.

Our COnClusiOns

Based on the limited assurance procedures we performed, as described in this report, nothing has come
to our attention that causes us to believe that the Selected Information in Zain's 2013 Sustainability
Report, identified by the tick mark (ü), is not prepared in all material respects in accordance with Zain's
Reporting Guidance.

talal y. Al-muzaini
License No. 209a
deloitte & touche
Ai-wazzan & Co.

23 september 2014
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STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

STRATEGY AND ANALYSIS

G4-1

Provide a statement from the 
most senior decision-maker of the 
organization (such as CEO, chair, 
or equivalent senior position) about 
the relevance of sustainability to the 
organization and the organization’s 
strategy for addressing sustainability. 

16-17, 
18-19

lü

G4-2 Provide a description of key impacts, 
risks, and opportunities. 

28-31 lü
ORGANIZATIONAL PROFILE

G4-3 Report the name of the organization. 22-23 lü
G4-4

Report the primary brands, products, 
and services.

22-23 lü
G4-5

Report the location of the 
organization’s headquarters.

22-23 lü

G4-6

Report the number of countries  
where the organization operates,  
and names of countries where either 
the organization has significant 
operations or that are specifically 
relevant to the sustainability topics 
covered in the report.

22-23

lü

G4-7
Report the nature of ownership  
and legal form.

22-23 lü
G4-8

Report the markets served (including 
geographic breakdown, sectors served, 
and types of customers and beneficiaries)

22-23

lü

G4-9

Report the scale of the organization, including:
•  Total number of employees
•  Total number of operations
•  Net sales (for private sector 

organizations) or net revenues  
(for public sector organizations)

•  Total capitalization broken down  
in terms of debt and equity 
(for private sector organizations)

•  Quantity of products or services                                                           
provided

22-23, 
46-47, 
62-63

Relevant information 
on Net Sales and Total 
Capitalization available in 
Consolidated Financials 
of the Financial Reports 
section on the Zain 
website.
http://www.zain.com/
investor-relations/
financial-reports/

lü

APPENDIX

STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

G4-10

•  Report the total number of 
employees by employment contract 
and gender. Report the total number 
of permanent employees by 
employment type and gender.

•  Report the total workforce by 
employees and supervised workers 
by gender.

•  Report the total workforce by  
region and gender.

•  Report whether a substantial 
portion of the organization’s work 
is performed by workers who are 
legally recognized as self-employed, 
or by individuals other than 
employees or supervised workers, 
including employees and supervised 
employees of contractors.

•  Report any significant variations 
in employment numbers (such as 
seasonal variations in employment in 
the tourism or agricultural industries).

62-63

G4-11
Report the percentage of total 
employees covered by collective 
bargaining agreements.

62-67

G4-12
Describe the organization’s value 
chain.

Inside Front 
Cover, 
22-23, 46-49 lü

G4-13

Report any significant changes during 
the reporting period regarding the 
organization’s size, structure, ownership, 
or its supply chain, including:
•  Changes in the location of, or 

changes in, operations, facility 
openings, closings, expansions

•  Changes in the share capital 
structure and other capital 
formation, maintenance, and 
alteration operations (for private 
sector organizations)

•  Changes in the location of suppliers, 
the structure of the supply chain, 
or in relationships with suppliers, 
including selection and termination

22-23

lü
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STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

G4-14
Report whether and how the 
precautionary approach or principle  
is addressed by the organization.

96-99

lü

G4-15

List externally developed economic, 
environmental and social charters, 
principles, or other initiatives to which 
the organization subscribes or which 
it endorses.

22-23,
52-57,
96-103

lü

G4-16

List memberships of associations 
(such as industry associations) and 
national or international advocacy 
organizations in which  
the organization:
•  Holds a position on the governance 

body
•  Participates in projects or 

committees
•  Provides substantive funding beyond 

routine membership dues
•  Views membership as strategic
This refers primarily to memberships 
maintained at the organizational level.

22-23,
26-27,
96-99

IDENTIFIED MATERIAL ASPECTS AND BOUNDARIES

G4-17

List all entities included in the 
organization’s consolidated financial 
statements or equivalent documents.
Report whether any entity included in 
the organization’s consolidated financial 
statements or equivalent documents is 
not covered by the report.
The organization can report on this 
standard disclosure by referencing 
the information in publicly available 
consolidated statements or equivalent 
documents.

Relevant information 
available in Consolidated 
Financials of the Financial 
Reports section on the 
Zain website.
http://www.zain.com/
investor-relations/
financial-reports/

lü

G4-18

Explain the process for defining the 
report content and Aspect Boundaries.
Explain how the organization has 
implemented the reporting principles 
for defining report content.

24-25

G4-19 List all the material Aspects identified in 
the process for defining report content.

24-25

STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

G4-20

For each material Aspect, report 
the Aspect Boundary within the 
organization, as follows:
•  If the Aspect is not material for all 

entities within the organization (as 
described in G4-17), select one of 
the following two approaches and 
report either:
-  The list of entities or groups of 

entities included in G4-17 for which 
the Aspect is not material or

-  The list of entities or groups of 
entities included in G4-17 for which 
the Aspects is material

•  Report any specific limitation 
regarding the Aspect Boundary 
within the organization

Aspect Boundaries are 
explained throughout the 
Report in sections relevant 
to each corresponding 
material Aspect

G4-21

For each material Aspect, report 
the Aspect Boundary outside the 
organization, as follows:
•  Report whether the Aspect is 

material outside the organization
•  If the Aspect is material outside the 

organization, identify the entities, 
groups of entities or elements for 
which the Aspect is material. In 
addition, describe the geographical 
location where the Aspect is material 
for the entities identified

•  Report any specific limitation 
regarding the Aspect Boundary 
outside the organization

Aspect Boundaries are 
explained throughout the 
Report in sections relevant 
to each corresponding 
material Aspect

G4-22
Report the effect of any restatements 
of information provided in previous 
reports, and the reasons for such 
restatements.

Significant information is 
restated for the purpose 
of maintaining the report’s 
consistency and legibility 

G4-23

Report significant changes from 
previous reporting periods in the 
Scope and Aspect Boundaries.

No significant changes 
have taken place in 
the scope and Aspect 
Boundaries over the 
reporting period

STAKEHOLDER ENGAGEMENT

G4-24
Provide a list of stakeholder groups 
engaged by the organization

24-25 lü
G4-25

Report the basis for identification  
and selection of stakeholders with 
whom to engage.

24-25
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STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

G4-26

Report the organization’s approach 
to stakeholder engagement, 
including frequency of engagement 
by type and by stakeholder group, 
and an indication of whether any of 
the engagement was undertaken 
specifically as part of the report 
preparation process.

24-25, 
26-27, 
36-37, 
46-49

G4-27

Report key topics and concerns that 
have been raised through stakeholder 
engagement, and how the 
organization has responded to those 
key topics and concerns, including 
through its reporting. Report the 
stakeholder groups that raised each 
of the key topics and concerns.

26-27, 
36-37

REPORT PROFILE

G4-28
Reporting period (such as fiscal 
or calendar year) for information 
provided.

Inside Front 
Cover lü

G4-29
Date of most recent previous report 
(if any).

Inside Front 
Cover lü

G4-30
Reporting cycle (such as annual, 
biennial).

Inside Front 
Cover lü

G4-31
Provide the contact point for questions 
regarding the report or its contents.

Inside Front 
Cover lü

G4-32

Report the ‘in accordance’ option the 
organization has chosen.
Report the GRI Content Index for the 
chosen option.
Report the reference to the External 
Assurance Report, if the report has been 
externally assured. (GRI recommends 
the use of external assurance but it is 
not a requirement to be ‘in accordance’ 
with the Guidelines.)

Inside Front 
Cover, 
24-25

lü

G4-33

Report the organization’s policy and 
current practice with regard to seeking 
external assurance for the report.
If not included in the assurance report 
accompanying the sustainability report, 
report the scope and basis of any 
external assurance provided.
Report the relationship between the 
organization and the assurance providers.
Report whether the highest governance 
body or senior executives are involved in 
seeking assurance for the organization’s 
sustainability report.

Zain has obtained external 
assurance for this Report. 
The assurance report is 
included describing the 
scope and basis of the 
assurance provided.
Deloitte is an external entity 
hired by Zain for the purpose 
of providing assurance for 
this Report.
Senior executives in 
Zain are involved in 
seeking assurance for its 
Sustainability Report.

STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

GOVERNANCE

G4-34

Report the governance structure of 
the organization, including committees 
of the highest governance body. 
Identify any committees responsible 
for decision-making on economic, 
environmental and social impacts.

26-27

lü

G4-35

Report the process for delegating 
authority for economic, environmental 
and social topics from the highest 
governance body to senior executives 
and other employees.

26-27

lü

G4-36

Report whether the organization has 
appointed an executive-level position 
or positions with responsibility for 
economic, environmental and social 
topics, and whether post holders 
report directly to the highest 
governance body.

26-27

lü

G4-37

Report processes for consultation 
between stakeholders and the highest 
governance body on economic, 
environmental and social topics. If 
consultation is delegated, describe to 
whom and any feedback processes to 
the highest governance body.

26-27

lü

G4-38

Report the composition of the highest 
governance body and its committees by: 
•  Executive or non-executive
•  Independence 
•  Tenure on the governance body 
•  Number of each individual’s 

other significant positions and 
commitments, and the nature of the 
commitments 

•  Gender 
•  Membership of under-represented 

social groups 
•  Competences relating to economic, 

environmental and social impacts 
• Stakeholder representation 

26-27

lü

G4-39

Report whether the Chair of the 
highest governance body is also an 
executive officer (and, if so, his or 
her function within the organization’s 
management and the reasons for 
this arrangement).

26-27

lü
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STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

G4-40

Report the nomination and selection 
processes for the highest governance 
body and its committees, and the 
criteria used for nominating and 
selecting highest governance body 
members, including: 
•  Whether and how diversity 

is considered 
•  Whether and how independence 

is considered 
•  Whether and how expertise and 

experience relating to economic, 
environmental and social topics 
are considered 

•  Whether and how stakeholders 
(including shareholders) are involved 

26-27

lü

G4-41

Report processes for the highest 
governance body to ensure conflicts 
of interest are avoided and managed. 
Report whether conflicts of interest 
are disclosed to stakeholders, 
including, as a minimum: 
•  Cross-board membership 
•  Cross-shareholding with suppliers 

and other stakeholders 
•  Existence of controlling shareholder 
•  Related party disclosures 

26-27

lü

G4-42

Report the highest governance body’s 
and senior executives’ roles in the 
development, approval, and updating 
of the organization’s purpose, value or 
mission statements, strategies, policies, 
and goals related to economic, 
environmental and social impacts.

26-27

lü

G4-43

Report the measures taken to 
develop and enhance the highest 
governance body’s collective 
knowledge of economic, 
environmental and social impacts.

26-27

lü

G4-44

Report the processes for evaluation 
of the highest governance 
body’s performance with respect 
to governance of economic, 
environmental and social topics. 
Report whether such evaluation is 
independent or not, and its frequency. 
Report whether such evaluation is a 
self-assessment.
Report actions taken in response to 
evaluation of the highest governance 
body’s performance with respect to 
governance of economic, environmental 
and social topics, including, as a 
minimum, changes in membership and 
organizational practice.

26-27

lü

STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

G4-45

Report the highest governance 
body’s role in the identification 
and management of economic, 
environmental and social impacts, 
risks, and opportunities. Include 
the highest governance body’s 
role in the implementation of due 
diligence processes.
Report whether stakeholder 
consultation is used to support 
the highest governance body’s 
identification and management of 
economic, environmental and social 
impacts, risks, and opportunities.

26-27

lü

G4-46

Report the highest governance 
body’s role in reviewing the 
effectiveness of the organization’s risk 
management processes for economic, 
environmental and social topics.

26-27, 
28-31 

lü

G4-47
Report the frequency of the highest 
governance body’s review of 
economic, environmental and social 
impacts, risks and opportunities.

26-27, 
28-31 lü

G4-48

Report the highest committee 
or position that formally reviews 
and approves the organization’s 
sustainability report and ensures that 
all material Aspects are covered.

Inside Front 
Cover

lü

G4-49
Report the process for communicating 
critical concerns to the highest 
governance body.

26-27

lü

G4-50

Report the nature and total 
number of critical concerns 
that were communicated to the 
highest governance body and the 
mechanism(s) used to address and 
resolve them.

26-27

lü
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STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

G4-51

a. Report the remuneration policies 
for the highest governance body and 
senior executives for the below types 
of remuneration: 
•  Fixed pay and variable pay: 

Performance-based pay 
•  Equity-based pay 
•  Bonuses 
•  Deferred or vested shares 
•  Sign-on bonuses or recruitment 

incentive payments 
•  Termination payments 
•  Clawbacks 
•  Retirement benefits, including the 

difference between benefit schemes 
and contribution rates for the 
highest governance body, senior 
executives, and all other employees 

b. Report how performance criteria in 
the remuneration policy relate to the 
highest governance body’s and senior 
executives’ economic, environmental 
and social objectives.

Currently our Corporate 
Governance team is 
working closely with 
our consultants and 
internal related parties to 
finalize and approve the 
remuneration policy for 
the BoD and Executive 
Management in compliance 
with Corporate Governance 
requirements as per the 
CMA. Moreover, Zain is 
in the process of forming 
the required Board 
Committees among which 
is the remuneration Board 
Committee. This committee 
is responsible for evaluating 
the compensation of 
the Board and Executive 
Management with 
regards to the long-term 
objectives of Zain Group. 
It is considered as part 
of the overall Corporate 
Governance Framework 
of Zain Group, taking into 
consideration the CMA 
Corporate Governance 
rules and other regulatory 
requirements

lü

G4-52

Report the process for determining 
remuneration. Report whether 
remuneration consultants are involved 
in determining remuneration and 
whether they are independent of 
management. Report any other 
relationships which the remuneration 
consultants have with the 
organization.

65

lü

G4-53

Report how stakeholders’ views 
are sought and taken into account 
regarding remuneration, including 
the results of votes on remuneration 
policies and proposals, if applicable.

62-67

ETHICS AND INTEGRITY

G4-56

Describe the organization’s values, 
principles, standards and norms of 
behavior such as codes of conduct 
and codes of ethics.

A description of Zain’s 
values, principles, standards 
and norms of behavior are 
available in the Code of 
Conduct available online. 
http://www.zain.com/media/
uploads/news/Zain_Group_
Code_of_Conduct.pdf

lü

STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

G4-57

Report the internal and external 
mechanisms for seeking advice on 
ethical and lawful behavior, and matters 
related to organizational integrity, such 
as helplines or advice lines.

Mechanisms for seeking 
advice on ethical and 
lawful behavior as well as 
helplines and reporting 
lines are available in the 
Code of Conduct available 
online. http://www.zain.
com/media/uploads/news/
Zain_Group_Code_of_
Conduct.pdf 

lü

G4-58

Report the internal and external 
mechanisms for reporting concerns 
about unethical or unlawful behavior, 
and matters related to organizational 
integrity, such as escalation through 
line management, whistleblowing 
mechanisms or hotlines.

Mechanisms for seeking 
advice on ethical and 
lawful behavior as well as 
helplines and reporting 
lines are available in the 
Code of Conduct available 
online. http://www.zain.
com/media/uploads/news/
Zain_Group_Code_of_
Conduct.pdf

lü

ECONOMIC: ECONOMIC PERFORMANCE

G4-EC1
Direct economic value generated 
and distributed

46-49 lü
G4-EC2

Financial Implications and Other 
Risks and Opportunities for the 
Organization’s Activities Due to 
Climate Change

28-31

lü
G4-EC3

Coverage of the organization’s 
defined benefit plan obligations 

65 lü
ECONOMIC: MARKET PRESENCE

G4-EC5
Ratios of standard entry level wage 
by gender compared to local 
minimum wage at significant locations 
of operation 

62-67

G4-EC6
Proportion of senior management 
hired from the local community at 
significant locations of operation

62-67

ECONOMIC: INDIRECT ECONOMIC IMPACTS

G4-EC7
Development and impact of 
infrastructure investments and 
services supported

46-49

lü
G4-EC8

Significant indirect economic impacts, 
including the extent of impacts

46-49

lü
ECONOMIC: PROCUREMENT PRACTICES

G4-EC9
Proportion of spending on local suppliers 
at significant locations of operation

46-49 lü
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STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

ENVIRONMENTAL: ENERGY

G4-EN3
Energy consumption within  
the organization

96-97 lü
ENVIRONMENTAL: BIODIVERSITY

G4-EN13 Habitats protected or restored 96-97

ENVIRONMENTAL: EMISSIONS

G4-EN15
Direct greenhouse gas (ghg) emissions 
(scope 1)

96-97 lü
ENVIRONMENTAL: PRODUCTS AND SERVICES

G4-EN27
Extent of impact mitigation of 
environmental impacts of products 
and services

96-99 

lü
ENVIRONMENTAL: OVERALL

G4-EN29

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

Zain incurred no 
significant fines or non-
monetary sanctions for 
environmental non-
compliance

lü
ENVIRONMENTAL: OVERALL

G4-EN31
Total environmental protection 
expenditures and investments by type

98-99 lü
ENVIRONMENTAL: SUPPLIER ENVIRONMENTAL ASSESSMENT

G4-EN32 Percentage of new suppliers that were 
screened using environmental criteria

96-99

SOCIAL: LABOR PRACTICES AND DECENT WORK – EMPLOYMENT

G4-LA1
Total number and rates of new 
employee hires and employee turnover 
by age group, gender and region

62-63

G4-LA2
Benefits provided to full-time 
employees that are not provided to 
temporary or part-time employees, by 
significant locations of operation

62-63

G4-LA3 Return to work and retention rates 
after parental leave, by gender

62-63

SOCIAL: LABOR PRACTICES AND DECENT WORK – 
OCCUPATIONAL HEALTH AND SAFETY

G4-LA6

Type of injury and rates of injury, 
occupational diseases, lost days, and 
absenteeism, and total number of 
work-related fatalities, by region and 
by gender

66-67

STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

G4-LA7
Workers with high incidence 
or high risk of diseases related 
to their occupation

66-67

SOCIAL: LABOR PRACTICES AND DECENT WORK – TRAINING AND EDUCATION

G4-LA10

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

66-67

G4-LA11
Percentage of employees receiving 
regular performance and career 
development reviews, by gender and 
by employee category

64-65

SOCIAL: LABOR PRACTICES AND DECENT WORK –
DIVERSITY AND EqUAL OPPORTUNITY

G4-LA12

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

26-27, 
42-43

SOCIAL: LABOR PRACTICES AND DECENT WORK –
EqUAL REMUNERATION FOR WOMEN AND MEN

G4-LA13
Ratio of basic salary and remuneration 
of women to men by employee 
category, by significant locations of 
operation

64-65

SOCIAL: LABOR PRACTICES AND DECENT WORK –
SUPPLIER ASSESSMENT FOR LABOR PRACTICES

G4-LA14

Percentage of new suppliers that were 
screened using labor practices criteria

While Zain does not 
screen suppliers for 
labor practices criteria, 
specific clauses included 
in the Supplier Code of 
Conduct oblige suppliers 
to abide by universal and 
local labor practices. The 
Supplier Code of Conduct 
is available online. http://
www.zain.com/media/
uploads/news/Zain-
Group-Supplier-Code-of-
Conduct.pdf 

lü

G4-LA15
Significant actual and potential 
negative impacts for labor practices 
in the supply chain and actions taken

62-67
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STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

SOCIAL: LABOR PRACTICES AND DECENT WORK – 
LABOR PRACTICES GRIEVANCE MECHANISMS

G4-LA16
Number of grievances about labor 
practices filed, addressed, and resolved 
through formal grievance mechanisms

62-63

SOCIAL: HUMAN RIGHTS – INVESTMENT

G4-HR2

Total hours of employee training on 
human rights policies or procedures 
concerning aspects of human rights that 
are relevant to operations, including the 
percentage of employees trained

64-67

SOCIAL: HUMAN RIGHTS – NON-DISCRIMINATION 

G4-HR3 Total number of incidents of discrimi-
nation and corrective actions taken

62-63

SOCIAL: SOCIETY – LOCAL COMMUNITIES 

G4-SO1
Percentage of operations with 
implemented local community 
engagement, impact assessments, 
and development programs

All of our operations 
include local community 
engagement and 
development programs

lü

G4-SO2
Operations with significant actual 
and potential negative impacts on 
local communities

74-91, 
96-103 

SOCIAL: SOCIETY – ANTI-CORRUPTION 

G4-SO3
Total number and percentage of 
operations assessed for risks related 
to corruption and the significant 
risks identified

30-31

lü
G4-SO4 Communication and training on anti-

corruption policies and procedures
62-63

SOCIAL: SOCIETY – GRIEVANCE MECHANISMS FOR IMPACTS ON SOCIETY 

G4-SO11

Number of grievances about impacts on 
society filed, addressed, and resolved 
through formal grievance mechanisms

In Iraq, a total of 147 cases 
were filed of which 108 were 
settled either in Zain's favor 
or settled amicably. 29 cases 
were ruled against Zain, and 
10 cases are still pending. 
Breakdown of case issues:
- Regulatory: 17
- Site Management: 78
- Finance: 35
- Security: 4
- Sales: 5
- Corporate Affairs: 4
- Human Resources: 4

lü

In Kuwait, one case 
was filed regarding 
the erection of a 
communication tower 
beside a residential area. 
The case is still pending.

STANDARD DISCLOSURE PAGE COMMENTS EXTERNAL 
ASSURANCE?

SOCIAL: PRODUCT RESPONSIBILITY – CUSTOMER HEALTH AND SAFETY 

G4-PR1
Percentage of significant product 
and service categories for which 
health and safety impacts are 
assessed for improvement

96-99

SOCIAL: PRODUCT RESPONSIBILITY – PRODUCT AND SERVICE LABELING 

G4-PR5
Results of surveys measuring 
customer satisfaction

52 lü
SOCIAL: PRODUCT RESPONSIBILITY – MARKETING COMMUNICATIONS 

G4-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

Jordan: legal plea to 
stop implementation of 
origination (reference 
interconnection offer) –
(ongoing)
Jordan: Price control 
(Kawar Ruling) legal case – 
(Ongoing)

SOCIAL: PRODUCT RESPONSIBILITY – CUSTOMER PRIVACY 

G4-PR8
Total number of substantiated 
complaints regarding breaches 
of customer privacy and losses of 
customer data

54

lü
SOCIAL: PRODUCT RESPONSIBILITY – COMPLIANCE 

G4-PR9

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

Fine of 301,449,000 
Saudi Arabian Riyals 
(SAR) in KSA issued by 
the Communication and 
Information Technology 
Commission (CITC) for the 
following: 
•  non-compliance 

with subscriber ID 
registration

•  promotional offers 
violations

•  undocumented  
SIM cards



CONTACT LIST

ARCADE CENTRE,
KING FAHAD HIGHWAy
P.O.BOx 295814
RIyADH 11351
KINGDOM OF SAuDI ARABIA
TEL: +9661216 1800

www.sa.zain.com

ZAIN  
SAUDI ARABIA

P.O.BOx 22244,
13083 SAFAT,
KuWAIT CITy, KuWAIT
TEL: +96524644444
FAx: +96524641111

www.kw.zain.com

ZAIN KUWAIT

TOuCH BLDG. 
AvENuE CHARLES HELOu
P.O.BOx 175051 BEIRuT, 
LEBANON
TEL: +9613792000
FAx: +9613792020

www.touch.com.lb

TOUCH 
LEBANONHEAD OFFICE BLDG.

P.O.BOx 22244,
13083 SAFAT,
KuWAIT CITy, KuWAIT
TEL: +96524644444
FAx: +96524641111

www.zain.com

ZAIN GROUP

SEEF DISTRICT,
P.O.BOx 266, 
MANAMA, BAHRAIN
TEL: +97336031000
FAx: +97317581117

www.bh.zain.com

ZAIN BAHRAIN

ARAB CO. 
FOR LIvE STOCK
DEvELOPMENT BLDG,
MOGRAN, ALGHABA ST,
P.O.BOx 13588,
KHARTOuM, SuDAN
TEL: + 249912397601
FAx: + 249912397608

www.sd.zain.com

ZAIN REPUBLIC 
OF SUDAN

BLDG. 47, STR. 14, 
DISTRICT 605 HAy  
AL MuTANABI, AL MANSOOR
BAGHDAD, IRAq
TEL: + 96415410840
FAx: + 96415418611

www.iq.zain.com

ZAIN IRAq

P.O.BOx 940821
AMMAN 11194, JORDAN
TEL: +96265803000
FAx: +96265828200

www.jo.zain.com

ZAIN jORDAN

THE SOuTH SuDANESE  
MOBILE TELEPHONE  
(ZAIN) CO. LTD
P.O.BOx 518 GuDELE, 
HAI-JEBEL, MuNDRI ROAD,
PLOT NO. 997, BLOCK 9
JuBA, SOuTH SuDAN
TEL: + 211912320000

info@ss.zain.com 

ZAIN  
SOUTH SUDAN
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