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INTRODUCTION

This report is intended to provide Zain’s stakeholders and other interested parties with a summary  
of the organization’s performance in addressing its sustainability issues and concerns. In an effort 
to ensure our long-term success, we at Zain have conducted our second annual sustainability report 
as a means to illustrate how we view our roles and obligations within the markets that we operate 
in, and to provide a progress report on our notable achievements to our various stakeholders.
To work towards greater sustainability, Zain commits itself to maintaining its profitability 
and to fulfilling its commitments to its employers, to the environment and to our communities.  
We at Zain pride ourselves on setting the bar high when addressing these issues, believing strongly  
that doing so reduces costs, opens new revenue streams and contributes to the overall socio-economic 
development of our region; thus enabling our continued success. 

This is our second consolidated report on the sustainability performance for Zain Group. We have endeavored to report 
accurately and transparently on the economic, social and environmental impacts of our operations in Kuwait, Bahrain, Iraq, 
Jordan, Lebanon, the Republic of Sudan, Saudi Arabia and South Sudan for the year ended December 31, 2012.

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) G3.1 Guidelines – the leading 
international guidelines for sustainability reporting and self-declare that this report meets the criteria for Level B Application Level.

In this report, we emphasize those issues that we believe are most material to our business, taking into account global trends 
in sustainability and corporate responsibility, as well as the regional and local contexts in which we operate.

In Morocco, we have a 15.5% equity stake in Wana Corporate S.A. 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 second Sustainability Report for Zain, some information deemed significant that was provided in the 2011 Report 
is repeated here, while information deemed redundant has been omitted for the purpose of maintaining clarity for the reader. 
In cases where substantial changes have taken place over the annual period, necessary descriptions are provided within the 
Report as needed.

As our 2012 Sustainability Report serves as a channel to communicate our performance to our stakeholders, we welcome 
any comments, feedback or questions regarding the contents of this report. 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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2012 HIGHLIGHTS 
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OUR ENvIRONmENT 

In 2012, we…

•  Measured our carbon emissions for the year, allowing us to use the measurement as a baseline to target 
ambitious reductions by 2020 across all our operations.

•  Deployed a total of 83 battery hybrid solutions and 9 solar hybrid solutions across our operations. 

•  Achieved reductions in greenhouse gas emissions totaling 6,793,546kg in Kuwait and 4,380,000kg in Iraq.

•  Installed 1,081 diesel generators in Iraq, Saudi Arabia, Sudan and Bahrain using the ‘right sizing’ concept, 
leading to less fuel consumption by the generators. 

•  Undertook an ambitious reforestation program in Sudan as part of its partnership with the National Forestry 
Corporation, planting 220,000 trees throughout the country.

OUR PROdUCTS ANd CUSTOmERS

In 2012, we…

•  Became the first operator in Kuwait to launch nationwide  
LTE technology

•  Launched the Al Basmeh Line in Zain Jordan, offering free video 
call minutes and free local SMS for our deaf and mute customers. 

•  Began offering the Me2U service in South Sudan, allowing 
customers to share, sell and transfer airtime between one another; 
providing accessibility to those in remote areas without access 
to outlet stores. 

•  Began the Better than Free campaign in Bahrain which offers 
bill discounts to customers subscribing to long-term contracts. 

•  Expanded Zain Sudan’s Electronic Voucher Distribution project. 
The EVD project significantly improves accessibility for our 
customers in rural areas, while boosting efficiency and eliminating 
paper use for dealers.

OUR ECONOmIC ImPACTS

In 2012, we…

• Achieved 6.1% customer growth from 2011

• Earned USD 902.0 million in net profits

• Reached USD 5,662.6 million in shareholders’ equity

•  Trained 3,150 women through the Zain-supported Widows Center 
in Iraq in technical and soft skills, boosting their employability 

•  Provided telecommunication training to 60 youths in Saudi Arabia 
as part of the Shabab Tamouh Program, training them within Zain’s 
offices in order to build their capacity to potentially work within 
the sector in the future

• Markaz Zain la Siyana al Hawatif

OUR PEOPLE

In 2012, we…

•  Conducted our annual Employee Engagement Survey to measure our employees’ priorities and improve 
job productivity and satisfaction

•  Established the Zain El Khair Fund in Jordan, an internal program in which Zain managers are awarded  
a monthly fund for social investments. Through the initiative, our managers were able to assist the launch 
of five family businesses in Jordan. 

• Provided a total of 267 hours of training for employees at the Group level through our Zain Academy. 

•  Launched our first CSR Survey, measuring the general outlook and priorities of our employees and other 
stakeholders towards CSR and specific issue areas such as worker’s rights, the environment and supplier relations. 

lte ad

lte ad

ENGAGING OUR COmmUNITIES

In 2012, we…

•  Launched the Mobile Children’s Museum initiative in Jordan, 
bringing the museum experience to 45,521 children living 
in impoverished areas who would have difficulty visiting the 
main museum in Amman 

•  Began negotiations with the Vodafone Foundation and UNHCR 
to provide the refugee camp in Yida, South Sudan, with network 
connectivity. The initiative will be launched in 2013 and will 
provide network access to around 73,000 refugees and aid agencies

•  Started the Zain Excellence Training Program in Iraq, a six-month 
capacity-building initiative targeting 29 exceptional graduates 
from around the country for training in technical and soft skills

•  Collaborated with BreastCare Kuwait in organizing 
an event geared towards boosting breast cancer awareness  
and providing free consultations and information on the issue  

•  Distributed 100,000 meals across Mecca and Medina 
in Saudi Arabia during the Holy Month of Ramadan

• Adopting Schools 8

lte ad
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COUNTRY HIGHLIGHTS
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kuwait
Annual Revenues (USd mn): 1,186.7

Customers (000s): 2.252

Full-time Employees: 1.197

Capital Investment  
in Network Infrastructure 
(USd mn): 161

HIGHLIGHTS
a.  Zain Kuwait partnered with Microsoft to sponsor the 

Imagine Cup 2012, in which 40 students participated. 
This year the Cup, which is the world’s premier student 
technology competition, had a theme centered on 
seeking technological solutions to tackle the world’s 
toughest problems. 

b.  In 2012, Zain Kuwait established its Taaleb E-Learning 
Project, an online portal linking students, parents and 
teachers across the country. By the end of the year after 
expanding throughout the Hawally Governorate, Taaleb 
had 118,353 registered users.

baHrain
Annual Revenues (USd mn): 202.0

Customers (000s): 616

Full-time Employees: 290

Capital Investment  
in Network Infrastructure  
(USd mn): 34

HIGHLIGHTS
a.  Zain Bahrain expanded its handset recycling initiative 

in 2012, sending a total 4,500 handsets over two years  
to the environmental waste disposal company, 
Enviroserve, for reuse. 

b.  In 2012, Zain Bahrain launched its ‘Go Green’ initiative 
with the purpose of increasing environmental awareness 
and education to schoolchildren. The initiative, which 
educates students on practice and benefits of recycling, 
also promotes the use of E-invoices among Zain customers 
for the purpose of reducing waste. The initiative involved 
a total 450 students across 50 schools. 

iraq
Annual Revenues (USd mn): 1.732.6

Customers (000s): 13.707

Full-time Employees: 1.228

Capital Investment  
in Network Infrastructure 
(USd mn): 152

HIGHLIGHTS
a.  Zain was able to negotiate improved terms for Zain’s 

local employees in Iraq to provide them with insurance 
coverage, a practice which is not the norm in the country. 
Zain is currently negotiating with insurance providers to 
include life and disability insurance, also covering death 
or injury from passive war and terrorism. 

b.  Zain continued its support for the Amar Foundation, 
which through Zain funding, is able to provide over 
50,000 patient consultations per month in its health 
facilities and literacy training for 2,000 illiterate men 
and women per month.

jOrdan
Annual Revenues (USd mn): 509.3

Customers (000s): 3.489

Full-time Employees: 986

Capital Investment  
in Network Infrastructure  
(USd mn): 32

HIGHLIGHTS
a.  Zain Jordan signed an agreement with the National Center 

for Information to establish five ‘knowledge centers’ around 
the country in order to provide free training in ICT to those 
living in underprivileged areas. The centers are projected 
to provide training to an estimated 7,620 people. 

b.  In collaboration with the Vocational Training Corporation, 
Zain Jordan launched its third Mobile Maintenance Training 
Center in the Tafileh area with the aim of providing free 
training in mobile maintenance to those living in the area. 
The Center conducts three sessions per year with a capacity 
of 16 students per session. Also, the launch of the Center led 
to the creation of 16 jobs, 11 of whom were women. 

lebanOn
Customers (000s): 1.953

Full-time Employees: 555

HIGHLIGHTS
a.  Touch in Lebanon started its ‘e-touch’ initiative in 2012, 

providing rooms equipped with computers, printers and 
other relevant materials to a total of 2,500 students across 
eight civic associations that assist less fortunate children 
around the country. 

b.  In 2012, Touch launched its ‘Avoid Distracted Driving’ 
campaign an adaptation of Zain’s ‘Drive Zain’ initiative 
which aims to promote responsible use of mobile phones 
while driving. The campaign was awarded the Social 
Economic Award from First Protocol for 2012. 

rePubliC  
Of sudan
Annual Revenues (USd mn): 864.2

Customers (000s): 12.535

Full-time Employees: 1.138

Capital Investment  
in Network Infrastructure  
(USd mn): 201

HIGHLIGHTS
a.  Zain Sudan constructed five schools and distributed school 

supplies to over 200,000 students across the country 
as part of its Back to School initiative.

b.  In 2012, Zain Sudan carried out several water projects 
in the Red Sea State, using alternative energy and solar 
powerto provide areas with high infant mortality with 
access to clean water. The project benefitted an estimated 
1,528,550 people in 2012.

saudi arabia
Annual Revenues (USd mn): 1.707.8

Customers (000s): 7.495

Full-time Employees: 1.095

Capital Investment  
in Network Infrastructure  
(USd mn): 315

HIGHLIGHTS
a.  Zain KSA gives charitable organizations access to short codes 

that allow them to spread their outreach messages to between  
70,000 and 600,000 people across the country.  

b.  On World Diabetes Day, Zain KSA set up a booth in Ghernata 
Mall with the aim of spreading information to the general 
public on the dangers of diabetes and how best to avoid the 
condition. Among those that attended were officials from the 
Ministry of Health and around 300 members of the public.

 

sOutH Of sudan
Annual Revenues (USd mn): 51.0

Customers (000s): 667

Full-time Employees: 52

 
 
 
HIGHLIGHTS
a.  Zain South Sudan partnered with Ericsson, UNESCO, 

the PeaceEarth Foundation and others in 2012 to establish 
the Youth Peacemaker Network. The Network’s mandate 
is to provide workshops and training in conflict resolution 
and capacity-building for the country’s youth. Phase 1 of the 
Project began in the state Jonglei, one of the most 
conflict-ridden states in the country.

b.  The Me2u Service launched in South Sudan allows customers 
to share, sell or transfer airtime between one another, 
facilitating the use of mobile phones in remote urban 
areas and thus improving telecommunications access.
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  Zain Kuwait was awarded in December 2012 by the Arab Organization for Social Responsibility as having the country’s 
best CSR program.

•  Zain in Lebanon (branded Touch) was awarded the Social Economic Award for 2012 from First Protocol for its ‘Avoid 
Distracted Driving’ awareness campaign which was jointly organized with YASA and is an adaptation of the ‘Drive Zain’ 
campaign that was adopted in other countries.

•  Zain Group’s Fikra Ramadan television commercial voted best television commercial in Kuwait to appear during Ramadan  
by the renowned online marketing magazine Tasaweek.

•  Zain Jordan was awarded the following at the ‘Telecoms World Middle East Awards 2012’ held in Dubai - the “Best Telecom 
Operator Network” for the continuous development and upgrade of its infrastructure and network; and the “Best Operator 
VAS” for both its Zain Roaming Plus Service and its Zain E-Mal Service in cooperation with Tamweelcom.

•  For the second year in a row, Zain Kuwait received the highest rating among all mobile operators for having the best 
quality of service in the country.

•  Zain Jordan was awarded “Best Place to Work” at the World Communication Awards 2012 organized by Total Telecom in London.

•  Zain Bahrain’s ‘Zain on the Move’ campaign, which reached out to about 150,000 blue-collared Asian workers and allowed 
them to communicate with their families back home through live TV and radio feeds, received the Bronze Award at the Dubai 
Lynx Awards ceremony and also received special mention at the prestigious MENA Cristal Festival. 

•  Zain Jordan was given the “Most Innovative Services of the Year” award at the CommsMEA Awards ceremony held in Dubai. 
CommsMEA is the leading industry magazine in the region.

ZAIN sustAINAbIlIty REPORt I 2012
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CHAIRMAN’S MESSAGE
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In an effort to continue to push the agenda of sustainability, we at Zain have proudly completed our second sustainability 
report for 2012. There is a recognition within the organization that we are experiencing a rapidly evolving market landscape, 
where expectations of greater transparency and accountability are increasingly becoming the norm. In committing ourselves 
to working towards a more sustainable business model, our organization has taken proactive measures to adapt to our 
changing world, becoming regional leaders not only through our products and services, but through effective governance 
and social awareness. By publishing our second sustainability report, we are seeking to embed the sustainability agenda into 
our corporate strategy, believing firmly that doing so will provide us with a vital competitive advantage while at the same time 
greatly benefitting the communities we inhabit. In doing so, we aim to continue to be ahead of the curve in our interactions 
with our stakeholders, continuously setting new standards for community engagement.

It is incumbent upon us as regional telecommunication leaders to find ways to incorporate our products, services and access 
to technology for the purpose of confronting the difficult challenges facing our region. We are therefore steadfastly committed 
to finding effective ways of empowering the region’s upcoming generation, helping to provide them with the means and tools 
required to be productive and industrious citizens. We are also continuously seeking to expand our coverage to those who 
remain without network access, as doing so will help enable economic and social development. And we are also taking steps  
to promote greener operations at Zain, employing more fuel-efficient and alternative energy solutions wherever possible.

Several key milestones were reached by Zain in 2012 that will positively impact our stakeholders. Our newly-formed strategic 
partnership with Vodafone will provide a wider array of services to all our customers. The successful launch of nationwide 
LTE technology in Kuwait, after its deployment in Saudi Arabia was achieved in 2011, helps to reinforce our market leadership 
position in the country. Our leadership position was also maintained in six out of our eight operations.

Zain’s sustainability drive comes with the firm conviction that such a pursuit will only strengthen our market leadership 
position in the future. Maintaining and improving responsiveness to the needs of all of our stakeholders will undoubtedly 
put us in a position to succeed in the long-term. We hope this report will reflect our resolve to achieving this goal.

I would like to express 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 enduring support, which has been an critical 
element to our continued success.

Asaad Ahmed Al-Banwan

Chairman, Board of Directors

12 13
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CEO’S MESSAGE 
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It is with great pleasure that I present the 2012 Sustainability Report for Zain. We recognize that achieving greater sustainability 
is an ongoing process with the potential to reward both our organization and its many stakeholders. This report is a demonstration 
of Zain’s overall strategy to continuously engage our stakeholders, whether they be shareholders, customers, employees, government 
authorities, media and the wider community, in a manner that is ultimately mutually beneficial to all. Throughout its 29 year history, 
Zain has always sought to position itself as a regional telecommunications leader and innovator. One way in which we seek 
to achieve this goal is through our commitment to share, on an annual basis, the role that we see Zain playing across all facets 
of society, beyond our financial goals. We believe that setting a new regional and industry standard for transparent reporting 
on our achievements and challenges as related to sustainability places us in a stronger position to succeed, but more importantly 
will lead to higher standards for Zain and other corporate entities to achieve.
 
COmmITmENT 
Today, sustainability forms a core component of our overall strategy for achieving long-term success, allowing us to position 
ourselves as leaders in our communities and as socially and environmentally-conscious global citizens. It is with this in mind 
that we have worked throughout 2012 to embed policies on the group and operational level that make us more socially, 
environmentally, and financially sustainable in the long-term; holding ourselves accountable to the needs and concerns 
of our stakeholders. 
Our commitment to these values stems from a recognition that widening the reach of our telecommunications services to rural 
and marginalized segments within our operating countries enables their development by narrowing the digital divide, which 
in turn drives growth. The young demographic character of the region in which we operate presents a unique opportunity for 
us to empower youth by enabling them to access knowledge and share ideas. The construction of Mobile Maintenance Training 
Centers, sponsorship of technology-related student competitions, multiple scholarship programs and e-learning portals are just 
some of the steps taken across Zain’s operations in 2012 to realize this goal. In addition, the notable success of affordable telephony 
and data packages rolled out across several operations provide testament to this commitment. 

Commitment to our communities also extends to our own employees, where we are continuing our pursuit to remain 
an ‘employer of choice’ in the region. In 2012, Zain maintained its target of compensating employees at above the 75th percentile 
of regional, industry averages. We have also remained committed to capacity-building, providing comprehensive training 
and career development programs to nurture our talent. Lastly, we have been working on creating a standardized set of business 
processes that guarantee human rights, that address International Labor Organization (ILO) standards and that are in line 
with national environmental and corruption requirements.
 
CUSTOmER FOCUS 
Enhancing customer satisfaction and providing innovative solutions on quality networks is core to Zain. This has been 
exemplified by the many technological deployment and network upgrades across all our markets, underscored by being 
the first operator in Kuwait to provide nationwide 4G LTE technology, following the earlier launch success of 4G LTE by Zain 
Saudi Arabia. We are planning to roll out 4G LTE in Bahrain during 2013 and upgrade our 2G and 3G networks across all 
other operations. The availability of such state-of-the-art networks undoubtedly provide many economic and social benefits 
to the many enterprises and customers we serve.  

In August 2012, Zain entered into a non-equity partnership agreement with Vodafone. This agreement will add great value 
to Zain’s customer experience through access to more innovative products and services while at the same time allowing 
our employees to tap into the technical and commercial expertise of our new partners. Additionally several newly signed 
roaming deals with operators worldwide highlights our strategy of enhancing the customer experience; in this case by allowing 
us to capitalize on the growing customer demand of maintaining data connectivity when travelling abroad.
 
RESPONSIBILITY 
On January 1, 2012, our operation in South Sudan officially became an independent entity. Apart from fulfilling our social 
responsibility to its citizens, capacity-building in areas such as conflict resolution is regarded as having a direct impact 
on Zain’s ability to leverage its long-term growth. One example of how we are doing this is through our partnership with 
PeaceEarth, UNESCO and Ericsson to provide the youth of the war-torn state of Jonglei with training in conflict resolution, 
mediation, and leadership skills to enable them to become more productive citizens.

14 15
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Furthermore, in partnership with the Vodafone Foundation Instant Network Program, Zain is in the process of rolling out 
mobile telecommunications coverage to the United Nations Refugee Agency (UNHCR) refugee camp at Yida, South Sudan. 
The establishment of mobile communications services at the refugee camp will go some way to easing the plight of more 
than 70,000 Sudanese refugees in South Sudan and will allow for better coordination of food and medical supplies along 
with other critical communications responsibilities undertaken by UNHCR. It will also allow refugees to contact their loved ones 
and provide thousands of children living in refugee camps far from home with access to educational programs that cannot 
be delivered through any other means.

The vigor with which we are addressing this situation has already started to be replicated in our operating countries of Jordan 
and Lebanon, where political turmoil in their surrounding areas has also led to human tragedy.

Finally, Zain is gradually undertaking the challenge of implementing greener, more efficient policies within our operations. 
In 2012, 83 battery hybrid solutions and nine solar hybrid solutions were deployed across Zain’s operations in Kuwait, Jordan, 
Saudi Arabia, Sudan and South Sudan. Moreover, greater efficiency and cost reductions are being obtained by implementing 
‘right-sizing concepts,’ with the potential for greater savings in the future by implementing site-sharing. The expansion of our 
handset-recycling programs also offers great promise to our commitment to minimize e-waste and our overall environmental 
footprint. Most importantly, Zain has set two ambitious targets for emission reductions by 2020; 5-10% for operations with 
reliable commercial power availability and 15-25% for those where it is unreliable. Together, these initiatives will allow 
us to significantly reduce carbon emissions.

Through our commitment to continuously adopt responsible initiatives and through collaborative engagement with our stakeholders, 
we can truly work towards our ultimate goal of creating a wonderful world for us all.

M. Scott Gegenheimer

Zain Group CEO

16 17
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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 founding, establishing at one point a commercial presence 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 
separation 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 of 2012.

As a leading telecommunications operator in the region, Zain provides mobile voice and data services to 42.7 million active 
customers. Our commercial presence extends across eight countries, with operations in Kuwait, Bahrain, Iraq, Jordan, Lebanon, 
The Republic of Sudan, Saudi Arabia and South Sudan. Zain manages the Touch operation in Lebanon, which is owned 
by the Lebanese State.

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.

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 which endeavors to assist mobile 
operators to improving their efficiency by benchmarking them with other operations around the world.
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(mn KD) (mn USD) (mn KD) (mn USD)

 1,322  4,791  1,282  4,584 

Revenues  (354)  (1,283)  (361)  (1,291)

cost of sales  (368)  (1,332)  (350)  (1,252)

Operating costs  430  1,557  378  1,351 

Operating Profit  285  1,033  252  902 

Net Profit  516  1,856  490  1,745 

Retained Earnings  (774)  (2,804)  (253)  (910)

dividends Paid  (8)  (28)  (19)  (67)

dividends paid to non-controlling interests  77  279  89  317 

Payroll (sum of wages, social security costs,  
share-based payments)  (28)  (101)  (21)  (74)

finance costs Paid  318  1,154  103  367 

Proceeds from/(repayment of) bank borrowings (net)  (38)  (138)  (36)  (131)

Income tax Payments  (2)  (7)  (5)  (18)

National labor support tax and Zakat  (7)  (25)  (5)  (18)

20122011
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CORPORATE GOVERNANCE 
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Through effective corporate governance, Zain is able to maintain accountability and transparency with our shareholders 
and other stakeholders. Zain’s Board of Directors are tasked with setting the corporate strategy and conveying the organization’s 
broad mission to shareholders and the wider public, and do so both openly and regularly. In 2012, a total of seven Board 
meetings were held, well above the minimum legal requirement of four. As one of the largest publically traded company 
on the Kuwait Stock Exchange (KSE), Zain not only abides by the standards required by the KSE, the Ministry of Commerce 
and Industry and the Capital Markets Authority (CMA), but maintains its high degree of transparency by issuing quarterly 
reviews, annually audited financial statements, quarterly earnings releases, analyst conferences and investor relations presentations. 
Indicative of our sound corporate governance is the various due diligence undertaken by international financial institutions, 
including the International Finance Corporation (IFC). As we intend to continue achieving the highest levels of transparency, 
in 2013 we will be making our Code of Conduct available and readily accessible to the public. This commitment ensures 
adherence and accountability of our high ethical and moral standards is maintained at all times.

Going forward, discussions are underway within the CMA to establish new, stringent regulations for companies. 
We recognize that the CMA regulations will mark an important step to improving compliance and transparency in Kuwait,  
and have worked to remain ahead of the trend in this regard.

The Board of Directors is made up of eight Board Members, seven males and one female. One member of the Board 
is appointed by the Kuwait Investment Authority (the investment arm of the Kuwait Government and Zain’s largest shareholder), 
while the remainder represent other shareholder groups. Five members of the Board are independent with no major equity 
in the company or control or influence on the executive management. The Board Chairman is a non-executive officer and all 
management functions are independent. Board members are non-executive and any matters of concern that might create 
conflict of interest are discussed by the Board and appropriate actions are taken.

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

The Board has four committees that oversee Audit, Executive, Legal and Investment issues. Each committee is headed 
by different members. Board remuneration, which is based on business performance, is determined and granted 
at the Annual General Meeting and disclosed in the Annual Report. 

Zain has an Investor Relations department to facilitate communication between shareholders and the Board. 
Shareholders are able to provide feedback to the Board through its committees and at the Annual General Meeting. 
Shareholders also have access to the Chairman for grievance resolution if all other mechanisms are exhausted. 

The Board of Directors oversees how management monitors compliance with risk management policies and procedures 
and reviews the adequacy of the risk management framework in relation to these risks. The Board is assisted in its oversight 
role by the Internal Audit and the Group Risk Management departments. 

Our sustainability as an organization stems largely from the ability to identify and mitigate the various forms of risk that impact 
or have the potential to impact our operations across the region.

Zain’s presence in eight markets allows us to reduce our exposure to the potential financial risks that could arise, such as 
foreign exchange fluctuations. For example, while rising inflation in the Republic of Sudan in 2012 may have adverse effects 
on the purchasing power of our consumers, this is offset by positive growth in other markets. 

At Zain we maintain close cooperation with all our stakeholders, including government regulators and other relevant 
government bodies. In doing so, we are able to work towards minimizing the regulatory risks that present themselves to us. 
The mobile telecommunications industry is typically heavily regulated and organizations can be highly affected if changes 
occur at the regulatory level. Key to establishing efficiency is having an independent regulatory body to oversee the 
telecommunications sector. Kuwait has historically held a pioneering role in the telecommunications sector (the establishment 
of MTC in 1983, later renamed Zain, was a regional first) but has yet to establish an independent regulatory authority. While 
the telecommunications industry has managed consistent growth despite this fact, liberalizing the sector would undoubtedly 
benefit consumers and the industry as a whole. And although several countries in the region have considered taking steps 
away from liberalization with potential implications for consumer privacy, Zain maintains committed to upholding the Mobile 
Privacy Principles which we have established in collaboration with the GSMA. 

Within our organization and in our dealings with suppliers and business partners, Zain applies stringent code of conduct 
measures to minimize exposure to corruption. The value of such measures is especially high for Zain, considering several  
of our operating countries rank less favorably in international corruption indexes.   

In recent years, Zain’s steady adoption of solar and hybrid solutions were undertaken both to minimize our carbon emissions 
and to mitigate our exposure to risks in oil price fluctuations. Sudan is one case where unsteady oil supplies resulting from 
strained ties with neighbors have adversely affected prices. 

As Zain is also exposed to several industry-specific risks such as those related to health and safety, supply chain and others; 
we prioritize the maintenance of high standards of ethics and comprehensive community engagement as a means of mitigating 
such exposure. Our Environmental and Social Management Plan (ESMP), devised in 2006 and revised in 2009, was designed 
to minimize potential social, cultural and environmental impacts that could result from the expansion, operation and maintenance 
of our cellular telecommunications networks. The ESMP codifies environmental and safety procedures and sets guidelines 
on how to monitor resource use for the purpose of improving efficiency. The plan also specifies stakeholder consultation 
as a key component in the site selection process to minimize safety risks to the public. 

As Zain operates in a politically dynamic region, we recognize the risks associated with regional volatility. Our response to such 
risk exposure is to prioritize the safety of our employees during times of crisis and to continue to promote the economic 
and social wellbeing of our communities and their empowerment through education. 

In order for Zain to effectively identify, assess and manage these and other risks, a Risk Management Steering Committee 
was established at the Group level to assist and advise the risk management activities of Zain and its subsidiaries.  
The goals and responsibilities of the Committee, which is made up of several Group-level directors, are:
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SUSTAINABILITY RISKS 

1.  To periodically review the enterprise risk management framework of Zain, including but not limited to: 
• The risk governance structure 
• The risk competencies of Zain 
• The risk tolerance of Zain 
• The risk management strategy and associated risk management initiatives and how both support the business 
   strategy and business model of Zain  
• The coordination of risk management activities of Zain

5.  To assess the Company’s monitoring, prioritizing and reporting frameworks to support effective management of risks.

6.  To periodically review and assess the adequacy of this Charter and recommend any proposed changes  
to the Management for approval.

7.  To carry out any other responsibilities and duties delegated to it by the Management from time to time related 
to the responsibilities outlined above.

8.  To report to the Management on a regular basis and make such recommendations with respect to any of the above 
or other matters as the Committee deems necessary or appropriate.

9.  To evaluate its own performance annually and report its findings and recommendations to the Management.

2.  To review Zain’s risk exposure as it relates to capital, earnings and market consistent value at risk and compliance 
with Company risk policies covering all risks of Zain including but not limited to: 
• Strategic Risk 
• Market Risk 
• Credit Risk 
• Underwriting Risk 
• Operational Risk 
• Liquidity Risk

3. At least annually, receive reports from Risk Management Director on:

• Management’s communication of risk management policies throughout the organization 
• The structure for the assignment of responsibility for risks 
•  The management of Zain’s risks from the perspective of relevant constituencies, including rating agencies,regulators, 

customers, distributors, labor unions, employees and others.

4.  Review, assess and discuss with the General Counsel, the Chief Financial Officer and the Company’s Independent 
Auditor any significant risks or exposures, management’s risk assessments, steps management has taken or should 
consider taking to minimize such risks or exposures, and the Company’s underlying policies with respect to risk 
assessment and risk management.

The Zain Group Risk Management Department also conducted Risk Assessment and Business Impact Analyses in 2012  
to identify threats and vulnerabilities related to Zain’s operations, business functions and systems. These risk assessments 
assist in evaluating performance and progress in developing and maintaining an effective Risk Management capability.

Risk Assessment identifies key operational risk exposures which could affect critical operations, thus providing a high level 
exposure profile. It also identifies key strategic risks related to Zain operations’ market, political and economic environments.

For each and every risks category, a list of generic risks has been elaborated (Risks Register). Risk scenarios are identified 
using the risk register and assessed in terms of impact and likelihood considering a specific (worst-case) scenario.

Centralizing risk-related functions at the Group-level streamlines and standardizes processes, improving synergy 
and efficiency across our operations. 
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A MESSAGE FROM THE HEAD OF CSR

We at Zain Group are proud to present our second sustainability report. The 2012 report signifies the dedication to upholding 
our commitment to all our stakeholders in keeping them informed of our success and challenges concerning the goal of becoming 
a truly sustainable organization. Executing our sustainability strategy and abiding by what we feel are our obligations to our 
employees, the environment and our wider community is an ongoing process, but is an imperative that we feel will ultimately 
benefit our organization immensely. Our Corporate Social Responsibility (CSR) strategy centers on contributing to capacity-
building initiatives throughout our operating countries. This entails addressing the substantial regional deficits that we face, 
including youth empowerment, education, training and development, assisting marginalized population segments, narrowing 
the digital divide and reducing our carbon footprint. In 2012, we worked towards aligning Group functions and our dealings 
with suppliers to reflect human rights, ILO, environmental and anti-corruption best practices. We also set medium-term targets 
for emission reductions across our operations, placing ourselves ahead of the curve in fulfilling what we perceive are our 
environmental obligations. And in order to measure the priorities and perceptions of our employees and partners as they 
pertain to CSR, we established and distributed a comprehensive CSR Survey to all our employees and key business partners 
across  our operations.

In the years ahead, we plan to continue to broaden the size and scope of our CSR initiatives with the aim of becoming fully 
inclusive when addressing the needs and challenges of our various stakeholders.

We believe that leveraging the transformative potential of telecommunications to promote social and economic development 
provides us with an important opportunity to exact positive change on our region while strengthening our position as a 
regional leader in the industry.

We look forward to continuing this process for the foreseeable future. 

We welcome your feedback on this report and on our overall CSR activities. 
Please feel free to contact us at: csr@zain.com 

Sincerely,

Jennifer Suleiman

Head of Corporate Social Responsibility

Zain Group
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Our Stakeholders How We Engage Stakeholder Priorities Our Respsonse

Customers:  
42.7 million customers

• Assist in retail shops
•  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

• 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 home 
products with mobile data and service packages

•  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 • Increase profitability

Employees:  
6,509 employees

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

• Conduct performance appraisals
•  Execute Employee Engagement 

Survey
• Hold team meetings
• Execute CSR Survey

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

growth and skills development
• Competitive salary
•  Working for a company that matches 

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 hospitals

•  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
•  Set long-term carbon emission reduction targets

Business Partners: 
Suppliers, contractors, 
and distributors

•  Hold face-to-face  
and phone 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

•   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

• 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
•  Launch issue-based campaigns

 

STAKEHOLDER ENGAGEMENT PROFILE

Zain defines stakeholders as those who impact or are impacted by our business. This table provides a high level illustration  
of how we approach stakeholder engagement across our operations. Our Sustainability Report represents one of the ways 
we are responding to stakeholder priorities to increase transparency and communication.
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ADDRESSING THE FUTURE CHALLENGES 
AND OPPORTUNITIES OF OUR REGION

ZAIN sustAINAbIlIty REPORt I 2012

THE CHALLENGE IN 2012, WE…

•  Because of development challenges in Iraq that have significantly 
hampered capacity-building and socio-economic development, 
23% of the population lives below the poverty line

•  Unique mobile subscriber penetration rates in Sudan and South 
Sudan were measured at 40% and 17% respectively 

• One in every four adults in Saudi Arabia suffers from diabetes

•  Around 350,000 Syrian refugees have fled to neighboring countries

•  Our operating countries are among the most vulnerable in the 
world to climate change

•  Implemented the Zain Excellence Program in Iraq which provided 
29 exceptional students with extensive technical and soft training to develop 
their employability (see page 47)

•  Utilized USF sites and used site sharing in 237 base stations across our 
operations to increase feasibility for providing rural access (see page 56)

•  Launched a campaign in Riyadh to raise awareness about diabetes, 
reaching 134,000 through press publicity (see page 50)

•  Supported more than 41,000 Syrian refugees in the Zaatari Camp in Jordan 
by maximizing network coverage in the area (see page 45)

•  Measured greenhouse gas emission reductions totaling almost 
18.4 million kg (see page 57)

Our objective at Zain is to develop and maintain a truly sustainable organization that is responsive to the internal and external 
challenges that we face. We have committed ourselves to helping the world achieve the UN Millennium Development Goals  
by 2015, a deadline which only highlights the urgency with which governments and civil society need to take action. We believe 
that taking steps to improve the socio-economic and environmental problems that are prevalent within our operating countries 
will result in long-term returns for both us and especially our stakeholders. As each of our operations differ in circumstances, 
politically, economically, socially and geographically; so too does our methodology for engaging with our different stakeholders. 
Zain has set a broad, overarching CSR strategy geared towards capacity-building as a means to address the more challenging 
developmental issues. Our emphasis on capacity-building leads us to undertake initiatives that address issues such as youth 
empowerment and education, professional training, health and security and access to information and communication 
technology (ICT). Below is a summary of some of the specific deficits that exist within and across our operations as well as  
the various challenges and opportunities such deficits present to us as a sustainability-driven organization. 

THE YOUTH BULGE ANd UNEmPLOYmENT

At Zain, we take a proactive approach to addressing the regional youth bulge that exists by investing in and empowering future 
generations for what we believe will ultimately benefit our communities’ long-term growth. The Middle East region has 
among the youngest age demographics in the world. Kuwait is one case in point, where 60% of the population is below the age 
of 25. Investing in education and preparing our nations’ youth to confront future challenges has the potential to pay enormous 
dividends for national development. Doing so also combats unemployment, which is another societal deficit afflicting the 
region. In Saudi Arabia, for instance, where growth in unemployment among the country’s youth is taking place at a faster rate 
than the remaining population, we work with various stakeholders to implement CSR initiatives that target education as well as 
training and development. Our ongoing Shabab Tamouh Program, which this year provided 60 university students with training 
in our offices, is one such example. In Iraq, where severe barriers to development have impacted security, employment and poverty 
levels; we implemented and sponsored various training programs to create greater opportunities for socio-economic growth. 
We also work across our operations to develop the skills of our employees, while prioritizing the hiring of nationals whenever 
possible. At Zain, we tailor our initiatives to meet the unique conditions that exist within each specific country, in line with our 
core strategy of youth capacity-building (see the ‘Community Engagement’ section for more information on our various initiatives).

THE dIGITAL dIvIdE

As another fundamental pillar of our CSR strategy, we at Zain are continuously taking measures to narrow the digital divide 
and improve access to telecommunications within our markets; with the conviction that doing so promotes tangible socio-economic 
growth. The issue is particularly acute for our operations in Sudan and South Sudan, where the rural populations make up 67% 
and 82% of their respective totals. Our solutions to tackling this problem include the utilization of Universal Service Fund (USF) 
sites and cooperating closely with regulators to reduce the cost of operations in urban markets. To improve accessibility, 
we enable non-licensed distributors to sell Zain products and services, and promote programs that allow customers to share 
and sell airtime to one another (see the ‘Products and Customers’ section for more information).

THE HEALTH SECTOR

The goal for Zain in addressing the health challenges that our countries face varies depending on the each country’s particular 
deficits. In Sudan, where high infant mortality rates pose a developmental challenge, we have undertaken projects to provide 
clean water to specific rural areas that suffer from water-borne diseases. Meanwhile, initiatives in our more developed markets 
such as Kuwait center on improving awareness for breast cancer or diabetes, both of which occur at frequencies above  
the global average (more information on our health-related initiatives is available in the ‘Community Engagement’ section).  
The potential for the development of ‘m-health’ solutions is currently being explored by Zain, which could provide substantial 
opportunities to benefit societies across the economic spectrum.

REFUGEE CRISES

As 2012 witnessed the ongoing tragedy of an outpouring of refugees from Syria and Sudan into their neighboring countries, 
we at Zain continue to pursue initiatives that can help alleviate some of the hardships facing these refugees. By December, 
2012, the United Nations High Commissioner for Refugees (UNHCR) estimated that a total of 350,000 Syrians were displaced 
in neighboring countries. By leveraging our core functions, such as ensuring network connectivity and providing affordable 
services, we hope to ease the tragic circumstances of those refugees residing in our operating countries. 

CLImATE CHANGE

As an integral part of our dedication to creating a wonderful world, Zain is continuously pursuing ambitious plans to minimize 
our negative environmental impacts. As our region is among the most water scarce in the world, with some countries facing 
high per capita carbon emissions, we consider it an obligation to pursue avenues where we can reduce our carbon footprint, 
minimize waste and spread environmental awareness among our communities (see the ‘Our Environment’ section for details 
on our environmental initiatives).

Zaatari Camp, Jordan
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THE CHALLENGE IN 2012, WE…

•  The Middle East has among the world’s highest rates for driving-
related fatalities 

•  67% of Sudan’s population and 82% of South Sudan’s population 
live in rural areas

•  Economic hardships have increased for many of our operating 
countries, with GDP growth in Jordan declining from 3.5% 
in 2010 to 2.7% in 2012

•  Continued our Drive Zain campaign in Kuwait, while adapting the campaign 
in Lebanon as ‘Avoid Distracted Driving,’ which won the 2012 Social Economic Award

•  Sudan’s offering of EVD and South Sudan’s Me2U package provide increased 
accessibility to those in rural areas. Adoption of EVD as opposed to traditional 
scratch cards reached 56% by the end of 2012

•  The Super Zain Al Kul package offers a low tariff rate (2 p/min) with no subscription 
fees. Adoption of the package averaged 2,000 customers daily in 2012

The foundation of Zain’s success stems from our ability to provide quality products and services that meet the specific 
and diverse needs and wants of our customers residing across 8 operations. 2012 was characterized by continued rapid evolution 
of information and communication technology away from voice plans and towards mobile data access. This trend presents key 
growth opportunities that we aim to capitalize on by exceeding the expectations of our customers. 

As a regional leader and innovator, Zain strives to gain first-mover advantage when providing new services. Following its successful 
launch in Saudi Arabia in 2011, Zain successfully deployed nationwide 4G LTE technology in Kuwait, the first operator in the 
country to do so. In an effort to continue to provide convenience to our customers, plans are already in place to provide 
4G technology to prepaid customers in Kuwait and to roll out the technology in Bahrain. 

In 2012, Zain signed several key strategic partnership agreements with the goal of improving our delivery of quality products  
and services to our customers in a simplified way. 

In August, 2012, Zain signed a Partner Market agreement with Vodafone for the purpose of significantly expanding Vodafone's 
Partner Market presence in the Middle East, while providing Zain customers with greater support in Vodafone's global footprint. 
Our non-equity partnership agreement endeavors to provide greater benefits for all our customers, meeting their ever-growing 
expectations. Through the partnership, Vodafone will work with Zain companies in Kuwait, Bahrain, Iraq, Jordan and Saudi Arabia 
to provide customers with high quality communications services. The move will enhance both Zain and Vodafone's ability 
to meet growing demand among multinational businesses for sophisticated voice and data communications solutions as well 
as advanced roaming services within the Middle East. Zain will also gain access to Vodafone's devices and services in its home 
markets and become the preferred partner of Vodafone in respect of the agreed areas of cooperation. Both organizations will 
work together to provide customers with enhanced network coverage, harmonized roaming rates across multiple countries with 
greater cost efficiencies for customers while Zain will be able to leverage from the Vodafone brand when applicable.

Vodafone's multinational customers served by Vodafone Global Enterprise will benefit by being able to add the Zain countries 
to their existing contracts for international managed services, while continuing to be serviced via a single point of contact. Zain 
will similarly benefit from Vodafone's footprint. In addition, Vodafone plans to support multinational corporations by providing 
communications expenditure tracking and procurement services while introducing innovative mobile price plans across the two 
organizations' shared area of operations. And at the same time, Vodafone's commercial insights and technical expertise will 
translate into significant operational efficiencies for Zain over the long-term while it transition its networks to next generation 
networks and beyond.

An agreement was also signed in 2012 between Zain Group and iPass Inc. This agreement will serve to provide Zain customers 
with enhanced global Wi-Fi data roaming services. Zain customers will, through the agreement, have access to the iPass Mobile 
Network, the world’s largest commercial Wi-Fi network, at local rates. With customers able to connect to over one million 
premium Wi-Fi hotspots around the world, the agreement undoubtedly succeeds in enhancing business enterprise and customer 
convenience for Zain mobile subscribers. As the trend towards greater mobility continues, internet roaming has become all 
the more important for people to access data through their smartphones while on the move. Zain’s launching of the Zain Pass 
service meets this need, while making internet roaming more affordable, transparent and predictable. 

In 2012, Zain Jordan and Airport International Group (AIG) signed an agreement giving Zain management of the information  
and communication network of the new terminal at Queen Alia International Airport in Jordan.

As the exclusive telecommunication infrastructure and facilities operator, Zain Jordan will work to commercialize the entire 
information and telecommunications network at the new airport, eventually becoming the operator responsible for operation 
issues spanning support, maintenance and expansion of the infrastructure. 

Zain has also set an unwavering commitment to inclusivity. To achieve this, we strive to cater to all the segments of the societies 
in which we operate. With growing refugee crises in Lebanon, Jordan and South Sudan, as well as persistent poverty in much 
of the wider region, it is incumbent upon us to aim to provide customized plans that address rural and displaced peoples, 
as well as various issues such as affordability and disability.
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BUNdLING PROdUCTS ANd SERvICES FOR CONvENIENCE - BAHRAIN

Zain Bahrain’s bundling propositions launched in 2012 demonstrate a strategy of exploiting the current trends in the market  
to achieve customer satisfaction. The bundled options include an offering of home broadband with multiple discounted tablets 
and other devices. Bundled packages offer products and services through more affordable plans, widening Zain’s customer base. 

ACHIEvING AFFORdABILITY FOR ALL: SUPER ZAIN AL KUL - JORdAN

This product was launched in September 2012 to address the issue of heavy inflation and a generally slow economy in Jordan; 
among the most significant challenges facing the country.  The purpose of this offer is to provide the lowest tariff rate 
(2 p/min) without any subscription fees. The offer targeted the general public and its success was immediately apparent 
as it gained approximately 2,000 customers daily throughout 2012, making it one of the top 5 prepaid packages in Jordan.  

ACHIEvING AFFORdABILITY FOR ALL: BETTER THAN FREE – BAHRAIN

Zain Bahrain’s ‘Better than Free’ campaign was launched with the goal of incentivizing both the purchase of high-end 
smartphones and the commitment to long-term contracts by giving bill discounts to customers opting for two-year contracts.  
By promoting cost incentives, the Better than Free campaign is targeting greater affordability for Zain Bahrain’s customers. 

mEETING THE NEEdS OF THE dISABLEd: AL-BASmEH LINE - JORdAN

This product was launched in April 2012, the purpose being to target the deaf and mute segment of society with an appropriate 
product designed to fulfill their needs by offering free video call minutes, free local SMS and free mobile internet for a discounted 
monthly subscription fee of 3 Jordanian Dinars along with reduced tariff rates.

Targeted customers can get their lines by displaying their ID from one of the authorized deaf and mute centers. This product 
helps the deaf and mute in Jordanian society overcome some of the difficulties of their disability. Zain Jordan is the first operator 
in Jordan to launch a product targeting this segment, reaching a total of 1,000 customers by the end of 2012.

PROvIdING ACCESS: Evd PROJECT - SUdAN

With the objective of providing greater access to telecommunication services in Sudan’s population, 2012 witnessed the 
expansion of our Electronic Voucher Distribution (EVD) project. The EVD project makes it possible for Zain to reach populations 
in rural areas that otherwise might have been hindered by a shortage of distribution outlets. The project provides key benefits 
to Zain customers, namely: fast, simplified and flexible recharging; the elimination of recharge errors and the freedom to choose 
voucher values. For the dealers, some of the benefits are that it eliminates inventory, reduces logistics costs, simplifies and 
makes more flexible the transferring of credit, eliminates shortages and improves ability to monitor the financial behavior 
of dealers and merchants. The EVD project also has a beneficial environmental and cost reduction impact by eliminating the use 
of plastic and paper vouchers, as well as the cost of their production, distribution and storage. Zain Sudan is gradually working 
to have the vast majority of its distribution take place through EVD. By December, 2012, 56% of vouchers were purchased 
electronically, versus 44% for scratch cards; with this number set to increase in 2013. 

AddRESSING THE dIGITAL dIvIdE: mE2U SERvICE – SOUTH SUdAN

South Sudan is a predominantly rural country, with a large segment of its population facing economic hardships. For this reason, 
a wide digital divide exists in the country, with only a small minority of its population possessing the means to have access 
to ICT. In an effort to address this national deficit, the Me2u service was extended to Zain South Sudan in August, 2012, allowing 
customers to share, sell, or transfer airtime between one another. The Me2u service facilitates convenience, particularly in rural 
areas where outlet stores may not be present. The service is also commonly used as a means for money transactions. By rolling 
out innovative services that remove access barriers to telecommunication services among segments of the population, 
Zain is able to address the sizeable digital divide that exists in South Sudan. 
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ZAIN GROUP CUSTOmERS

CUSTOmERS CONTRIBUTION

Ownership 
(%)

Active  
Customers 

(000s)
December 

30, 2012

Active  
Customers 

(000s)
December 

30, 2011

Growth  
(%)

Active
Prepaid (%)
December 

30,2012

Market  
Positioning

bahrain 56.25% 616 508 21% 68% 2

Iraq 76% 13,707 12,435 10% 99% 1

Jordan 96.52% 3,489 2,751 27% 86% 1

KsA* 37.05% 7,495 7,567 -1% 94% 3

Kuwait 100% 2,252 2,103 7% 70% 1

lebanon** mc 1,953 1,839 6% 86% -

Republic of sudan*** 100% 12,535 13,060 -4% 99% 1

south sudan 100% 667 - - 99% 1

total - 42,714 40,263 6% 95%

*  The management has reinforced the 90 days policy for active customers and elimiated inactive customers to align with 
the industry standards and to avoid distortions resulting from transitory segment.

** MC: Management Contract

*** Numbers of active customers in Q4-2011, includes both Republic of Sudan and South Sudan.

Zain operations added around 2.5 million additional customers during 2012, representing a 6.1% increase as compared with 
2011, while maintaining its position as the market leader in each of its market with the exception of Bahrain and Saudi Arabia.

Iraq 
32%

Bahrain 
1%

Jordan
8%

KSA
18%

South Sudan
2%

Kuwait
5%

Lebanon
5%

Republic of Sudan
29%
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THE CHALLENGE IN 2012, WE…

•  Women make up 28% of the active workforce in our region, 
among the lowest in the world

•  The MENA region will require 100 million new jobs by 2020 
to meet growing demand

•  Studies show that 83% of executives from major companies 
believe employee involvement in CSR activities boosts 
job satisfaction

•  Maintained a policy of 1:1 salary ratios between males and females, 
reflecting our equal opportunity policy

•  Supported nationalization policies that prioritize hiring nationals at the 
operational level whenever possible, increasing our percentage of local 
employees in Saudi Arabia from 70% in 2011 to 78% in 2012

•  104 managers participated in Jordan’s Zain El Khair Fund, which provided 
92 families with funding to establish new businesses and helped establish 
5 successful businesses

At Zain we strive to leverage and nurture the skills of our employees in a way that reflects Zain’s core values and recognizes 
employees as the backbone of Zain’s success. Our Human Resources Department seeks to attract and maintain an extremely 
talented and dedicated workforce by offering compensation packages above the market industry average and by continuously 
developing employees’ skills through training and professional development. 

Some of the main deficits facing Zain’s operating countries are high unemployment and a lack of technical skills among  
the workforce. Zain addresses these issues by prioritizing the hiring of locals, searching internally to fill vacancies, ensuring 
high rates of retention after pregnancy, and developing employees through comprehensive training programs. Zain also offers 
employment benefits beyond what is required by national labor law. For example, Zain’s contract workers (cleaning  
and maintenance, security guards and messengers) have their salaries supplemented by Zain, are given two bonuses during  
the Islamic holidays of Eid al-Fitr and Eid al-Adha, and are given an end of year bonus.

Through the various programs and initiatives offered to its employees, Zain aims to provide a rewarding experience; one  
that fosters a performance-driven, people-oriented culture that prizes hard work, innovation and added value for the company.

Group Bahrain Iraq Jordan Kuwait Lebanon Saudi 
Arabia

Sudan South 
Sudan

Total/
Average

no. of full time 
employees

138 294 1226 824 1193 555 1089 1138 52 6509

no. of part time  
and temp. employees

0 106 1318 423 0 75 3 726 0 2651

no. of employees  
(all contract types)

138 400 2544 1247 1193 630 1092 1864 52 9160

no. of males  
(all contract types)

115 266 2049 880 1006 431 1009 1192 44 6992

no. of females  
(all contract types)

23 134 471 367 187 199 83 672 8 2144

% of males  
(all contract types)  
% of males 
(all contract types)

83.3% 66.5% 80.5% 70.6% 84.3% 68.4% 92.4% 63.9% 84.6% 77.2%

% of females  
(all contract types)

16.7% 33.5% 18.5% 29.4% 15.7% 31.6% 7.6% 36.1% 15.4% 22.7%

no. of national 
employees

35 364 2517 1240 691 622 856 1859 48 8232

no. of expats 103 36 27 7 502 8 236 5 4 928

% of national 
employees

25.4% 91.0% 98.9% 99.4% 57.9% 98.7% 78.4% 99.7% 92.3% 82.4%

% of expats 74.6% 9.0% 1.1% 0.6% 42.1% 1.3% 21.6% 0.3% 7.7% 17.6%

no. of new hires 35 29 336 276 106 182 413 46 9 1432

employee turn over 
- males

9 35 12 264 115 9 20 28 0 492

employee turn  
over - females

3 8 8 114 25 2 140 12 0 312

total turn over 12 43 20 378 140 11 160 40 0 804

rate of retention  
after maternity leave

100% 100% 94% 100% 100% 100% 100% 100% 100% 99%

rate of retention  
after paternity leave

100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

total no.  
of training hours

267 14580 21439 22446 20718 18220 14898 59640 64 172271.5

average no.  
of training hours

1.93  36.45  8.43  18.00  17.37  28.92  13.64  32.00  1.23  17.55

GENERAL INFORmATION OvERvIEW

OUR PEOPLE 
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Absence Type Female Male Total

Annual Leavee 538 538 2898

Compassionate leave 9 12 21

Hajj Leave 42 14 56

Marriage Leave 0 7 7

Maternity Leave 140 0 140

Mission Leave Days 0 12 12

Paternity Leave 0 2 2

Sick Leave 43 83 126

Sick Leave 
Hospitlization

16 7 23

Unpaid Leave 0 4 4

EmPLOYEE ABSENCE: ZAIN GROUP

PENSIONS ANd INdEmNITY POLICY

Zain provides all of its full-time employees with varying indemnities or pensions depending on the national requirements  
of each operating country. In Kuwait and at the Group level, indemnities are given in line with national law, meaning employees 
are given indemnities calculated as the average bonus over the last three years plus the full salary.

Zain Jordan pays 12.25% of the employees’ full salary to the Government as part of each employee’s pension fund. 
The amount can then be redeemed after the completion of service with Zain. 

Employees at Zain Bahrain are given both indemnities and pensions (although pensions are not required by national law). 
Employees can contribute between 5%-15% of their basic salary to the pension, with Zain contributing 5%. 

CAREER dEvELOPmENT AT ZAIN

Career development comprises a core element of Zain’s commitment to creating a mutually beneficial relationship between  
the company and its employees.

CREATING EmPLOYEE SATISFACTION 

Fundamental to Zain’s commitment to its employees is ensuring they operate in a safe and secure environment that encourages 
free and open dialogue. To this end, an annual Employee Engagement Survey as well as an annual performance career 
development review are conducted for all full-time employees in order to provide key indicators that help employees improve 
productivity and overall satisfaction. 

In order to guarantee that the needs and concerns of our people are continuously met, Zain also strives to maintain an Open 
Door Policy where communication across the organization is not restricted and whereby employees are encouraged to express their 
concerns to their superiors. Research shows that maintaining a flat, less rigid communication structure results in higher staff morale. 

Zain maintains its compensation packages at above the 75th percentile of market rates, and across all operating countries 
payment packages either meet or exceed basic minimum wage. The compensation packages at Zain are merit-based and do 
not discriminate on the basis of personal characteristics, race, beliefs, or gender. 

Zain academy

The purpose of Zain Academy is to centralize and standardize all of Zain’s training and development functions. 
Training and development form major components of Zain’s commitment to its employees. The various 
training programs offered at the Academy reinforce Zain’s diverse talent pool and support the career 
development aspirations of the employees. In 2012, a total of 267 hours of training was provided for 
employees at the Group level.
Below is a list of training programs offered to employees at Zain Academy:
• Orientation & On-Boarding
•  Managing at Zain I (HR for non-HR managers)
•  Managing at Zain II (based on Allen Management System, customized for Zain)
• Zain Way to Market
• The Extraordinary Leader 
• The Extraordinary Performer
•  Mobile Telecoms Explained (for non-technical staff)
• Internal Consulting & Coaching

Zain el Khair managers Fund Program in Jordan

One belief among employees at Zain is that involvement in CSR activities improves morale and productivity, 
Zain Jordan has established a program for its management team to direct funds on a monthly basis to assist 
families living in poor conditions become financially self-sufficient. Each manager at Zain Jordan receives an 
allowance of JD100 per month to be directed at the manager’s discretion towards a family in need, with the 
objective of helping them establish a sustainable business and give them financial security. Once the manager 
is successful with one family, he/she moves on to provide a similar opportunity for a new family. In 2012, 
104 managers took part in the Program, supporting 92 families and helping establish 5 successful businesses. 
Success stories – Hair Salon Project, Um Asad Mini Market.
Hair Salon Project was built at a cost of JD1400 generated from the Fund and is now a successful business.
Um Assad Mini Market was built at a cost of JD1200 and is running strong. 



40 41

09

OUR PEOPLE 

ZAIN sustAINAbIlIty REPORt I 2012

mEASURING PERFORmANCE ANd mAINTAINING ACCOUNTABILITY: OUR CSR SURvEY

In 2012, we conducted our first CSR Survey, measuring the CSR-related priorities of our internal stakeholders. 
The survey was distributed to Zain employees, partners and vendors; achieving a 57% total response rate. 

The survey measured overall outlook on several issue-areas, including: Worker Rights, Community Involvement, Human Rights, 
Environmental Impact, Ethics & Governance and Supplier Relations. The results and conclusions of the survey are highlighted below.

Worker rights Community Human rights

Environment Ethics and Governance Supplier Relations

Overall CSR Index

Zain Jordan 4.18

Zain Kuwait 4.16

Zain group 4.12

Zain lebanon 4.11

Zain sudan 4.09

Zain bahrain 4.03

Zain Iraq 3.91

Zain KsA 3.58

Average 4.04

The scale ranged from 1-5:

1 – Strongly disagree

2 – Disagree

3 – Neither agree nor disagree

4 – Agree

5 – Strongly agree

CSR PRIORITIES: BY OPERATION

caring For Zain emPloyees in iraq

Due to the high security risks associated with Iraq, few companies are willing to provide local employees with 
insurance coverage. However, Zain, in its commitment to its employees, was able to leverage its international 
insurance provider into rolling out insurance coverage to local full-time employees in April, 2012. Currently, 
Zain is undergoing negotiations with insurance providers to include life and disability insurance, also covering 
death or injury from passive war and terrorism. This policy is due to be implemented in 2013 and will represent 
an unprecedented benefit for Iraqi nationals employed at Zain. CSR PRIORITIES: BY STAKEHOLdER 

Worker Rights

Human Rights

Community 
Involvement

Environmental 
Impact

Ethics & 
Government

Supplier Relations

Partners Vendors Employees

JOB LEvELS AT ZAIN GROUP SPLIT BY GENdER

Job Level No. of Employees 
Female 

No. of Employees 
Male

Chief Officer 0 16

Director 4 28

ManagW 8 29

Specialist/ Team Leader 3 25

Team Member 9 9

Team Support - 7

Total 25 111
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The findings of the CSR Survey showed generally positive results, with those surveyed ranking Zain’s overall CSR effort at an 
average of 4.04, which translates into generally agreeable. The results also reflected a majority of employees valuing ethics 
and governance as their main CSR priority. And within specific issue-areas, most people surveyed valued initiatives that 
addressed the challenge of raising awareness on the dangers of texting while driving and also felt more could be done by Zain 
to address this issue. The gap between what participants felt was most important contrasted with what they felt was addressed 
most effectively is illustrated in the graph below. Here, it is shown that the largest gap exists on the issue of workers’ rights, 
suggesting survey participants felt that the amount being done to address this problem was below expectations.

The creation and distribution of the CSR Survey represents a great step in our ability to track and measure the priorities, values 
and expectations of our stakeholders on CSR-related issues. Doing so allows us to maintain responsiveness with expectations 
and align our values with those of our stakeholders. The goal for upcoming years will be to continue to survey stakeholders 
with higher rates of penetration.

Worker Rights Community 
Involvement

Human Rights Environmental
impact

Ethics & 
Governance

Supplier 
Relations

Extent 3.66 3.63 3.58 3.48 3.94 3.47

Importance 4.21 4.01 3.93 3.89 4.25 3.90

gap 0.55 0.38 0.35 0.41 0.31 0.43

FOSTERING dIvERSITY

At Zain, our uniqueness as an organization stems in great part from the diversity of our workforce, allowing us to maintain  
a broad spectrum of ideas, opinions and perspectives which help inspire creativity and innovation.

While maintaining a policy of non-discrimination, recruitment at Zain prioritizes the hiring of locals (nationals). Zain countries 
are for the most part facing rising unemployment, particularly amongst youth. As such, we at Zain consider the prioritization 
of hiring nationals as an important social contribution. This policy is often in line with and supports national strategies and 
policies created to increase the number of locals within the private sector, as is the case in Kuwait, Bahrain and Saudi Arabia.

Zain adheres to a strict policy of equal opportunity for both males and females. One of the key challenges for Zain going forward 
is addressing gender disparity within our organization. A large gender gap exists in the workplace both within the region 
and within the telecom industry as well. Zain strives to be ahead of the curve in addressing this issue. The MENA region has one 
of the highest employment gender gaps in the world. Tackling this issue requires a comprehensive approach that addresses 
maternity leave, salary ratios, working hour flexibility and the so-called ‘glass ceiling.’ Zain’s maternity and paternity leave policy 
is in line with or exceeds what is set by national law, and at the Group level, Zain maintains a 100% retention rate for employees 
who take maternity and paternity leave.  Zain also maintains a 1:1 salary ratio policy between genders. The table below reflects 
trends at the Group level at Zain. Between 2008 and 2012, Zain has maintained a percentage of female employees of around 21%. 
The percentage of females has had minor fluctuations over the measured time period, staying within a range of 15% to 28% 
of the total Group workforce. While an examination of gender ratios across the region as well as within the telecommunication 
industry in general can provide a more accurate reflection of where Zain stands compared to its peers, attracting and retaining 
a greater ratio of females within our organization remains a significant objective for Zain in the years ahead. 

“We will continue to challenge ourselves and set new performance standards by investing in the future 
of our people and seeking knowledge and innovation in order to exceed customers’ expectations 
and serve our community.” – Strategy Statement for Zain Sudan

TABLE: STATISTICS ON GENdER dISPARITY AT ZAIN (2008-2012)*

Total No. of Employees No. of Female Employees % of Female Employees

2008 2009 2010** 2011 2012 2008 2009 2010 2011 2012 2008 2009 2010 2011 2012

Executive 
management

21 18 10 6 7 3 3 2 1 0 14% 17% 20% 17% 0%

middle 124 146 41 26 34 41 46 22 18 14 33% 32% 54% 69% 41%

management  

lower 
management

259 283 86 74 61 16 18 14 8 7 6% 6% 16% 11% 11%

total 404 447 137 106 102 60 67 38 27 21 15% 15% 28% 25% 21%

*numbers reflect only the number of Group employees based in Kuwait

**the sale of Zain's African operations in 2010 resulted in considerable downsizing within the organization

Zain’s Female executives Win Big at commsmea toP 50 list

In September, 2012, CommsMEA, a leading telecommunications magazine within the region, presented  
a list of the Top 50 female telecommunications professionals across the region based on “those women who 
have shown the greatest level of innovation in tackling challenges they face and ensuring their companies 
survive and thrive.” 
A total of eleven female executives were chosen from Zain, the highest number of all the telecom operators 
on the list. Such cases are a source of pride for Zain and an inspiration for their colleagues. Their notable 
achievements and growth within our organization are a testament to the training and development Zain 
emphasizes for its employees.
Zain Group, Strategy & Support Director:  
Khawla Al Jaber, ranked 6
Zain Kuwait, Value Added Services Director:  
Nadia Al Saif, ranked 13
Touch Lebanon, Chief Technical Officer: 
Rola Abou daher, ranked 17
Zain Bahrain, Information Technology Director:  
Khawla Allan, ranked 19
Zain Jordan, Strategy and Project Management Office Senior Manager: 
mervette Al Shihabi, ranked 26
Zain Republic of Sudan, Customer Care Director:  
Wafaa Hamoudi, ranked 39
Zain Jordan, Marketing Director: 
Rana Srouji, ranked 41
Zain Jordan, HR and Administration Director:  
Rasha Barakat, ranked 44
Touch Lebanon, Finance Director:  
Najwa Zeidan, ranked 45
Zain Bahrain, Corporate Communications Manager:  
Samya Hussein, ranked 46
Zain KSA, Corporate Communications Director:  
Aziza Al Ahmadi, ranked 49
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ENSURING EmPLOYEE HEALTH ANd SAFETY

Zain is committed to the United Nations’ Universal Declaration of Human Rights and the core conventions of the International 
Labor Organization. These commitments are incorporated into our Code of Ethics and Conduct.

In addition, Zain is also in the process of revising our company-wide Supplier Code of Conduct, compelling all suppliers of goods 
or services to Zain to adhere to ESMP guidelines. The Supplier Code of Conduct also stipulates fair labor employment terms 
ensuring that: set work hours are in accordance to local law, minimum wage standards and overtime payments are provided, 
health and safety conditions are abided by - ensuring the effective health and well-being of workers as well as safety management 
regulations, contributions to health insurance and pension schedules and other legally mandated employment terms with regard 
to workers, and employees receive fair treatment in the workplace, free of harassment and unlawful discrimination. The policy also 
restricts forced labor of any kind, and ensures the minimum age of employment is in accordance with the country of employment.

Zain also takes steps to guarantee the safety of employees on-site. Microwave sites in Jordan, for example, are constructed 
in accordance with the approved regulations issued and monitored by the national Telecommunications Regulatory Commission 
(TRC) and also comply with national and international guidelines on exposure to radiofrequency fields. Zain also takes all necessary 
measures to ensure the health and safety of all its personnel; particularly field personnel involved in the installation, operation 
and maintenance of microwave sites, base stations and related infrastructure works. All outsourced works contracted by Zain 
are accompanied by authorized contractors who comply with the relevant health and safety safeguarding standards.

Zain has also taken steps to guarantee employee safety in case of natural disasters or political crises. Examples of this include 
the guidelines formulated by the Group Risk Management department outlining safety procedures during dust storms, 
earthquakes and political unrest.

ENSURING EmPLOYEE HEALTH ANd SAFETY

Regarding corruption, suppliers of Zain must comply with all local laws dealing with bribery of government officials. Zain adheres 
to stringent procurement procedures and guarantees transparent and equal opportunities for its suppliers, fostering competition 
where possible. Suppliers of Zain must comply with all relevant legislation and regulations, whether domestic or foreign, which 
govern the conduct of their business. Zain imposes a zero-tolerance policy on those suppliers and business partners that are found 
to violate these principles and prospective partners will automatically be disqualified from future agreements and partnerships.

44
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THE CHALLENGE IN 2012, WE…

•  Youth unemployment in our region is one of the highest 
in the world at 28%

•  The rate of fatalities from breast cancer in Kuwait are measured  
as one of the world’s highest

•  South Sudan hosts an estimated 150,000 refugees, presenting  
an urgent logistical challenge for providing humanitarian assistance

•  The infant-mortality rate is measured at 54 per 1000 births in Sudan

•  Created 16 employment opportunities with the establishment of the Tafileh 
Mobile Maintenance Training Center in Jordan

•  Continued our partnership with BreastCare Kuwait by jointly organizing 
awareness initiatives that also provide free consultations to the public

•  Established a partnership with the Vodafone Foundation to provide 
70,000 refugees in Yida, South Sudan with network connectivity 

•  Provided clean water facilities to select villages in the Red Sea State that suffer 
from high infant-mortality rates, impacting an estimated 1,528,550 people

We recognize that maintaining our role as a responsible member of the communities in which we operate creates tangible 
benefits for both Zain and its communities. Zain’s commitment to upholding its corporate values drives us to undertake 
substantial engagement initiatives in order to serve as a catalyst for positive change. The fact that the social, economic 
and health-related problems that exist across the region vary immensely from country to country presents unique challenges 
in addressing such problems in an effective way. We pride ourselves on our ability to identify and tackle the diverse set 
of challenges we face by engaging with our communities across several broad themes that include education, capacity-building, 
health and development. Maintaining an active role in positive community engagement helps to ensure Zain’s communities 
move towards greater prosperity.

We at Zain are dedicated to doing our part to help our communities align with the Millennium Development Goals by developing 
our CSR initiatives with broad goals of spreading universal education, promoting gender equality, improving health reducing 
child mortality rates and investing in overall development. These problems unfortunately exist in all of our operating countries 
and their prevalence varies in each of our operations. The pervasiveness of issues such as poverty differ markedly between each 
operation, For example, Kuwait’s per capita Gross National Income (GNI) contrasts sharply with that of South Sudan, the former 
calculated by the World Bank in 2010 at USD 44,730 and the latter USD 984.  Both Sudan and South Sudan suffer high rates 
of infant mortality, with the former recording a rate of around 54 deaths for every 1000 live births, and the latter (ranked as having 
the fourth highest child mortality rate in Africa) a rate of 70 deaths per 1000 live births.  Zain’s vision of improving education 
and empowering youth is made ever-more pressing by the young demographic nature of our region. The median ages for Kuwait, 
Iraq, Jordan and Saudi Arabia were listed in 2010 at 28, 18, 21 and 26 respectively; making them all youth dominated societies 
in need of capacity-building and empowerment to ensure future prosperity.  In South Sudan, more than half the population 
is below the age of 18, with only 27% of the adult population being literate. The approaches to addressing these key issues 
range depending on country-specific characteristics. They may entail conflict resolution training and capacity-building in Sudan, 
while in Saudi Arabia or Jordan it may involve technical training and support for innovation. Similarly, health-related initiatives 
in South Sudan will aim to tackle the country’s high child mortality rate, while Kuwait’s initiatives will emphasize creating 
and improving awareness for risks such as cancer or diabetes.

EdUCATION ANd CAPACITY BUILdING

Zain Sudan recognizes education as one of the major pillars of the nation's 
development and considers it a top priority. Many regions in Sudan have 
been affected by conflicts and wars, which has contributed to the country’s 
high rate of school dropouts and consequently its staggering 42% illiteracy 
rate. Zain Sudan aims to nurture and educate young minds, empowering 
them to contribute towards Sudan’s national development. In 2012, more 
than five schools were constructed and some were rehabilitated across 
low-income communities in an attempt to provide better educational facilities 
and opportunities for the inhabitants. Zain Sudan also has a significant annual 
initiative (Back to School), whose beneficiaries numbered 200,000 students 
across seven states in 2012. This program consists of the distribution  
of school seats, school uniforms, exercise books and pencils. Another  
initiative developed by Zain Sudan to promote education is the Zain's Daily 
Meals program, which targets 3,000 students per year with the aim  
of reducing school dropouts.

In 2012, Zain Iraq continued its sponsorship of the Widows Training  
and Development Center in Baghdad, training 3,150 women throughout  
the year. The Center provides Iraqi widows with free training in computer skills 
development, sewing and English. The Center also educates the women  
on Iraq’s social security system, personal status laws and legal rights of widows 
and divorcees in order for them to know more about their entitlements  
from their government. Given Iraq’s ongoing strife, the Center is providing  
an invaluable contribution for those who have suffered immense tragedy  
to develop their capabilities and improve their economic situation.  
To date, the Center has provided training to almost 8,000 women.

In December, 2012, Zain KSA provided support for two major educational events targeting the country’s local youth. 
The Mobile Applications Competition, set up by BADIR Program for Technology Incubators, a subsidiary of King Abdul Aziz City 
for Science and Technology, challenges tech developers to compete with one another in developing smartphone applications. 
A total of 60 students participated in this program. Zain Saudi Arabia also provided support for the Google Developers Event 
held in Eastern Saudi Arabia that was geared towards educating local women. The event included organized lectures 
and workshops focusing on improving the 40 attendees’ technical knowledge. 
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Zain Bahrain takes an active role in the Social Media Club, where it is among the 300 full-time members. We also sponsored 
the Organization’s annual Social Media Day for the second consecutive year. Our membership represents the conviction that 
social media can play an instrumental role in exchanging ideas and providing a platform for mobilizing different interest groups. 
The Social Media Club actively educates the public on the potential and promise of social media and how best to harness 
its usefulness. The involvement of Zain Bahrain in the Club forms a part of our strategy to facilitate youth empowerment 
by furthering education and awareness. 

The Shabab Tamouh Program (meaning ‘ambitious youth’), organized by 
Zain Saudi Arabia, is designed to address the country’s growing graduate 
unemployment rate by teaching Saudi youth skills that include marketing, 
branding and communication strategies and concepts. Every year, university 
students from the Shabab Tamouh Program receive special training at Zain’s 
offices. The objective of the Program, for which there were 60 attendees in 2012, 
is to address youth development and prepare the participants for productive 
employment in the future. Participants are given training in areas related to the 
telecommunications sector and in general business functions, developing their 
capacity for employment within several business areas. 

In 2012, Zain Jordan signed an agreement with the National Center for Information to establish five ‘knowledge centers’ 
 across the country. The goal of this initiative is to educate those living in underprivileged communities on the effective use  
of ICT. The centers provide those living in surrounding areas with the opportunity to learn computer skills and the ability  
to access ICT. Some of these knowledge centers include specific training to support soft and business skills devaining  
and education. The creation of ‘knowledge centers’ represents an effort to narrow the digital divide while tackling one 
of Jordan’s more pressing deficits of unemployment.   

Every year, Zain Kuwait undertakes several initiatives to help stimulate young 
minds in the country, developing their skills and ability to innovate. Support 
for such initiatives stems from the broader goal of fostering a productive 
knowledge economy in Kuwait. One example that took place in 2012 was 
the partnership between Zain Kuwait and Microsoft for the latter’s annual 
competition, the Imagine Cup, where Zain took charge of the mobile 
development segment of the competition. 40 students participated in this 
year’s competition (eight teams with five members per team). The Imagine 
Cup is the world’s premier student technology competition, with the theme  
for 2012 focusing on technological solutions that help solve the world’s 
toughest problems. Zain supported Microsoft in holding the first Imagine  
Cup Country Finals in Kuwait, with the winning team representing Kuwait  
in the Worldwide Finals in Sydney, Australia. 

2012 witnessed a large outpouring of refugees out of Syria and into Jordan, 
that latter which is already facing growing strain on its resources. The Zaatari 
Camp, established in Jordan to provide shelter for Syrian refugees, has been 
growing at a dramatic rate. Between September and November, 2012,  
the population of the Camp more than doubled, growing from 2,400 to 5,163 
tents and inhabiting around 41,000 people. To do its part to help ease  
the plight of these refugees as well as the strain on the Government  
of Jordan, Zain Jordan has maximized its network coverage of the northern 
regions of Jordan, specifically in the Zaatari Camp. Zain Jordan has also made 
sure dealers and subdealers are available in the Camp to sell products  
and services that allow refugees to contact their relatives. Zain Jordan’s low 
cost offers such as the Super Zain Al Kul package also cater to those refugees 
facing economic difficulties. Going forward, Zain continues to view its role 
in helping both the refugees and Jordanians overcome this crisis as both 
a moral and strategic imperative. 

Every year, Zain Kuwait undertakes several initiatives to help stimulate young minds in the country, developing their skills 
and ability to innovate. Support for such initiatives stems from the broader goal of fostering a productive knowledge 
economy in Kuwait. One example that took place in 2012 was the partnership between Zain Kuwait and Microsoft for 
the latter’s annual competition, the Imagine Cup, where Zain took charge of the mobile development segment of the 
competition. 40 students participated in this year’s competition (eight teams with five members per team). The Imagine Cup 
is the world’s premier student technology competition, with the theme for 2012 focusing on technological solutions that help 
solve the world’s toughest problems. Zain supported Microsoft in holding the first Imagine Cup Country Finals in Kuwait, 
with the winning team representing Kuwait in the Worldwide Finals in Sydney, Australia. 

Number of Users for the Taaleb E-Learning 
Program in 2012

total faculty 
& staff

14,023

total Parents 
& guardians

38,833

total  
student body

65,497

total users  
on tAAlEb Portal

118,353
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2008
AL ZARQA 
CENTER 

180 GRADUATES 
OVER 4 YEARS

CAPACITY:  
16 STUDENTS 
PER SESSION

2012
AL TAFILEH 

CENTER

CAPACITY: 
16 STUDENTS 
PER SESSION

Plan 
For 2013

WADI ALSEER 
TRAINING COLLEGE 

(WITH UNRWA)

CAPACITY: 
10 STUDENTS 
PER SESSION

Touch in Lebanon, managed by Zain, announced in 2012 the start of a new 
sustainable initiative called ‘e-touch’ that addresses the digital divide 
by providing eight civic associations that take care of less fortunate children  
with rooms equipped with computers, printers and other relevant materials 
and furniture. In this way, Touch can help guarantee these children have access 
to the modern means of obtaining knowledge and an education. The facilities 
developed through the e-touch initiative are used by an estimated 2,500 
children every year. 

With the increasing need for mobile equipment maintenance services in a booming national telecommunications market, 
and with the goal of furthering its contribution to tackling youth unemployment challenges, Zain Jordan collaborated with 
the Vocational Training Corporation (VTC) to establish a Mobile Maintenance Training Center in Al Tafilah area. The Center 
in Al Tafileh aims to build on the success of a similar center which was established in Zarqa in 2008, from which 125 students 
have graduated. Considered the first training center of its kind in Jordan, the Center in Zarqa was equipped with the latest  
in equipment and technology along with well-qualified trainers to make certain that those being trained obtained a high quality 
education in mobile maintenance and were well-prepared to pursue professional employment opportunities. The Al Tafileh 
Center began its operation in November, 2012, providing 16 employment opportunities to the public, 11 of which are women. 
Each training center conducts an average of three sessions per year, with the capacity for the Al Tafileh Center being 16 students 
per session. Zain Jordan is currently conducting follow-up surveys with all the graduates of the training centers to collect feedback 
on the program and measure its direct and indirect benefits. The aim is to publish findings on the improved employability 
of those who have graduated from the centers, as well as their social and economic impacts. 

In September, 2012, Zain Group launched its Zain Excellence Training Program 
for Zain Iraq, a six-month capacity-building initiative targeting exceptional Iraqi 
graduates for training in technical and soft skills. Under the Zain Excellence 
Training Program, 29 graduates from various disciplines were selected for their 
outstanding qualities for intensive training by Zain employees and external 
training agencies on a broad range of skills including the fields of engineering 
(network, information technology, telecommunications, software and electrical), 
finance, business administration and public speaking and presentation skills. 
Iraq has undergone many years of social and political strife that has led to 
a severe unemployment challenge and a deterioration of the means for the 
youth to build their educational capacity. The Program represents a significant 
commitment on the part of Zain to develop a more employable youth capable 
of contributing towards Iraq’s socio-economic development. 

In addition to the continued support and sponsorship of the Children’s Museum 
in Jordan, the largest such museum in the region, Zain Jordan began its support 
for the Mobile Children’s Museum initiative in 2012. The initiative aims to bring 
the Museum’s experience to children, particularly those from underprivileged 
areas, who may otherwise not be able to visit the main museum in Amman. 
The goal behind the Museum is to increase educational awareness and enabling 
access to resources to children who otherwise would not have been able 
to receive such exposure. In 2012, the Mobile Children’s Museum welcomed 
a total of 45,521 visitors, with plansto continue operating in 2013.

Zain Jordan also supports the ‘Our Trip to the Children’s Museum’ initiative, 
in partnership with the Ministry of Education and The Jordan Express Tourist 
Transportation Company (JETT). This initiative offers free transportation 
to the Children’s Museum for children from underprivileged areas, providing them  
with educational experiences they may have found difficult to enjoy otherwise.  
The initiative helped a total of 1,409 students in 2012. 

In December, 2012 Zain South Sudan embarked on a partnership with Ericsson, 
UNESCO and the PeaceEarth Foundation to establish the Youth Peacemaker 
Network (YPN). The aim of the YPN is to nurture a new generation of leaders 
committed to reconciliation and conflict prevention. Doing so can help the 
younger generation transition their country towards greater development 
and cooperation. The first workshop, held in the UNESCO headquarter in Juba, 
brought young South Sudanese aged between 17-30 from the State of Jonglei, 
the largest and most conflict-affected state in South Sudan, for training in areas 
of leadership, community-building, conflict resolution, mediation and basic ICT. 
Zain plays a vital role in its partnership with YPN, providing the workshops with 
data and voice connectivity. Plans for 2013 include an expansion of the YPN 
both in size and geographical scope.

Academy Award-winning actor and founder  
of the PeaceEarth Foundation, Forest Whitaker,  
speaks at the workshop held in Juba, South Sudan.



52 53

10

ENGAGING OUR COMMUNITIES

ZAIN sustAINAbIlIty REPORt I 2012

In 2012, Zain Iraq continued its support of Amar's public health and education programs, 
which provide over 50,000 patient consultations per month at Amar’s fully-equipped 
Health Care Facilities. Zain's funding sustains an education program providing adult 
literacy classes for 2,000 previously illiterate men and women. Zain also supports Amar’s 
Health Education in Schools program, which reaches over 15,000 children every week. 
Providing basic information and advice, the program is tailored to give children the 
best chance to keep in good health and avoid preventable illnesses. In so doing, Zain 
is helping to address the longstanding need for basic health care and education after 
several decades of neglect and deterioration of Iraq’s health and education systems. 
In Iraq, poor health and education infrastructure hinder the ability to find employment 
and to form sustainable communities. Zain’s support for the delivery of primary health 
care and education services thus brings a distinct and positive impact to the stability 
of the country.

On World Diabetes Day, Zain Saudi Arabia organized an awareness campaign in Ghernata Mall in Riyadh. The team set up  
a kiosk in the mall, providing information on diabetes and how best to avoid the condition. As the percentage of those  
with diabetes is higher in Saudi Arabia than in most other countries, Zain Saudi Arabia views raising awareness on this issue 
as addressing a key national health deficit. Among those that attended were members from the Saudi Ministry of Health  
and around 300 members of the public. 

In Saudi Arabia, we leverage our core functions for the purpose of giving charitable 
NGOs the capabilities to interact with a much wider segment of the population. 
Zain Saudi Arabia offers short codes to such organizations for them to present their 
outreach messages to Zain subscribers, reaching between 70,000 and 600,000 
of our customers depending on the needs of each campaign. In this way, we facilitate 
the ability for organizations such as those raising money for cancer, Alzheimer’s 
disease and Down syndrome to reach much larger group of people. 

In November of 2012, the Jordanian government lifted its fuel subsidies, leading to significantly higher fuel prices  
and consequently more hardship for those in the country who are economically marginalized. In response to these increases, 
Zain Jordan announced the launch of a fund dedicated to helping poor families meet their fuel needs. Through the initiative, 
set up in December, 2012, Zain Jordan identified 1,200 needy families in collaboration with the community division 
of the Jordanian security forces, and will distribute fuel coupons to them in three phases throughout 2013. 

During the Holy Month of Ramadan, Zain Saudi Arabia took part in the spirit 
of the month by distributing 100,000 meals to needy people in Mecca and Medina. 
Zain Saudi Arabia remains committed to this annual initiative in support for our value 
of maintaining inclusivity.

HEALTH ANd SAFETY

Breast Cancer Partnership: In 2012, Zain Kuwait continued its partnership  
with BreastCare Kuwait to promote public awareness about breast cancer 
among women. The partnership aims to encourage a change in behavior among 
women in support of conducting regular checkups, as well as dispensing general 
information about breast cancer. At an event organized on October 4 at 360 Mall, 
a booth was set up bringing medical staff, breast cancer survivors and volunteers 
together to provide women with free consultations and general information on 
the issue. Raising awareness for breast cancer in Kuwait is an urgent challenge, 
as statistics collected in 2012 suggest the death rate for breast cancer patients in 
the country is the highest in the world, due primarily to a lack of early detection. 
Zain also partnered with Kuwait’s Ministry of Health and the American Heart 
Association to contribute their five year national target of training 10% of the 
local population in Cardiopulmonary resuscitation (CPR), starting with our own 
employees. In 2012, a total of 58 employees and 40 security personnel (contract 
employees) were trained in CPR.

Zain’s Sudan operation has carried out several water projects in the Red Sea 
State, targeting those areas with the highest infant mortality rate. By providing 
the targeted areas with access to potable water, Zain aims to reduce  
the likelihood, primarily among children, of contracting water-borne diseases 
such as tuberculosis, night blindness and vitamin A deficiency. Zain estimates 
that a total of 1,528,550 will benefit from these projects, which provide the 
clean water by way of solar and other alternative energy sources, thereby 
avoiding adverse environmental impacts. The success of these projects has 
led to plans for Zain Sudan to expand the project to the states of Southern Darfur, 
the Northern State, Kassala and Northern Kordofan before the end of 2013. 

In 2012, Zain Kuwait continued its campaign to target unsafe driving habits, 
specifically texting while driving, through its ‘Drive Zain’ campaign. As 
driving accidents and fatalities are extraordinarily high in the country, Zain 
Kuwait remains committed in 2013 to continuing this initiative, working with 
relevant government bodies to maximize awareness on the issue. Promoting 
the responsible use of mobile phones is vital for Zain, as it addresses one 
of the core negative impacts that result from our industry. For this reason, 
campaign material for Drive Zain has circulated around the region, even 
in countries where Zain does not operate, as the organization views this 
harmful byproduct of its industry as a core regional challenge. 
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THE CHALLENGE IN 2012, WE…

• 11% of all mobile devices purchased in 2010 were recycled

• Forest coverage in Sudan declined from 29% to 11% by 2012

•  Kuwait and Saudi Arabia are among the world’s top 15 highest 
per capita carbon emitters

• Expanded our handset recycling program, totaling 4,500 recycled phones 

• Planted 220,000 trees, in line with our 5-year target to plant a total of 6 million trees 

•  Measured baseline emission levels in most of our countries in order to set  
and meet tangible reductions by 2020

As a globally conscious, forward-thinking organization, Zain is committed to maximizing its environmental sustainability. Doing 
so requires an environmental strategy that embraces reductions of emissions and waste, energy efficiency, recycling and public 
awareness campaigns. The Middle East and North Africa (MENA) region is amongst the most vulnerable regions in the world 
to climate change. In most countries where Zain operates, pursuing alternative or more efficient sources of energy produce 
immediate benefits in cost reduction. However, many of Zain’s operating countries, such as Kuwait and Saudi Arabia, have cheap 
fuel prices, creating a large disincentive to invest in cleaner or more efficient equipment, or to promote conservation. Some 
of these countries have among the highest carbon footprints in the world (Kuwait and Bahrain respectively rank 4th and 5th 
in the world in carbon emission), making the issue ever more pressing.  In recognizing the potentially grave implications that 
environmental damage and climate change can have on human populations and natural habitats, Zain is committed to be ahead 
of the curve in addressing the issue, setting ambitious targets and positioning itself up as a regional environmental leader within 
the telecom industry.

As a telecom provider, Zain’s environmental impacts stem mainly from the installation, operation and maintenance of its 
base stations. Zain has taken steps to address this issue by pursuing hybrid and alternative energy solutions and site sharing 
when possible for its base stations. Zain has also implemented a policy of conducting comprehensive environmental impact 
assessments and consulting with multiple stakeholders when selecting base station sites. Other sources of our environmental 
impact are derived from our office buildings. Here, improvements in the efficiency of water, electricity and supplies (such as 
paper) consumption can create sizeable improvements in environmental sustainability.

Indicator (KPI)
Operations

Category 1 Category 2

Total CO2 
emission 
reductions (%) 
by 2020

Sudan South
Sudan 

Iraq Bahrain Kuwait Jordan Lebanon

25% 15% 20% 5% 7% 10% 5%

Indicator
Operations

Kuwait Sudan Iraq Jordan 

Category 2
Lebanon

Total CO2 emission (tons) 87,124 75,702 296,291 32,577 63,630

Average CO2 emission 
per base station (tons)

55 34 76 20 83

TARGETS

Zain has established two sets of carbon emission reduction targets, segregating operating countries into those with reliable 
commercial power availability, and those without. Category 1 Operations represent those countries where commerical power 
availability is relatively unreliable, and Category 2 Operations are those with stronger, more reliable power supplies. Zain has 
set the ambitious target of achieving emissions reductions of 15% - 25% of total CO2 emissions by 2020 for our Category 
1 Operations, and 5% - 10% by 2020 for Category 2 Operations; assuming there is little or no change in the availability 
of commercial power over this period. Below is a breakdown of those targets.

CARBON FOOTPRINT REdUCTIONS

One key objective set by Zain for 2012 was to set a baseline for the organization’s energy consumption, in order to effectively 
measure performance and improvements in efficiency over the coming years. Although a work in progress, reliable data 
was compiled for five operations in 2012 with 60%-90% accuracy, with our targets for 2013 to include the three remaining 
operations, Saudi Arabia, Bahrain and South Sudan, as well as improving the reliability and accuracy of the overall data.

To achieve the objective of becoming more environmentally sustainable, Zain continues to abide by its Environmental and Social 
Management Plan (ESMP) that was developed in 2006 and revised in 2009. The ESMP sets specific guidelines and procedures for 
activities such as general operations, site acquisition, site design and construction and site operation; as well as health and safety 
guidelines for employees. Other issues addressed in the Plan include resource consumption (such as paper, water, electricity and 
energy), protection of biodiversity and the disposal of waste. Certain operations, such as Kuwait, Jordan and Lebanon continue 
to meet high environmental expectations by abiding by Environmental Management Systems that are certified by the International 
Organization for Standardization (ISO)14001:2004, a standard which assists an organization in identifying and controlling 
its environmental impacts and for setting environmental targets and objectives.
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SIZING OF dIESEL GENERATORS

In 2012, 1,081 diesel generators have been deployed in Saudi Arabia, Iraq, Sudan and Bahrain following a ‘right sizing concept.’ 
The implementation of the ‘right sizing concept’ led directly to substantial savings in fuel consumption and reductions  
in carbonemissions from the operations of the base stations. 
 
OUTdOOR CABINET SHELTERS

1,471 outdoor cabinets were deployed in 2012 across Iraq, Jordan, Saudi Arabia and Sudan in an effort to further reduce energy 
consumption from our base stations. 

NOTE ON THE ExCLUSION OF SAUdI ARABIA, BAHRAIN ANd SOUTH SUdAN

Saudi Arabia: Data for this entity is not complete at present due to restructuring of the organization including top management. 

Bahrain: The energy consumed by the base stations in Bahrain is paid for as part of the rent. Therefore, obtaining accurate data 
on energy consumption has not been forthcoming for 2012. 

South Sudan: South Sudan is a newly formed separate entity for Zain as of January, 2012. Obtaining reliable data for the year 
was difficult to achieve in the required timeframe. 

In 2012, Zain also began to record baseline data for water and energy consumption from within certain operations. Saudi Arabia’s 
headquarters in Riyadh, for example, reported the consumption of 7,044 liters per year and 53,693 kilowatt hours per year (KwH/yr). 
Such baselines can be used as benchmarks for measuring improvements in the coming years. Figures for the electricity consumption 
of Zain’s Kuwait operation have been recorded since 2010, with steady improvements illustrated in the table below.

SOLAR ANd HYBRId SOLUTIONS

As part of efforts to meet its carbon reductions target, Zain is continuously seeking to deploy battery and solar hybrid solutions 
wherever possible. In 2012, 83 battery hybrid solutions and 9 solar hybrid solutions were deployed across Zain’s operations 
in Sudan, Kuwait, Jordan, Saudi Arabia and South Sudan. Zain’s total battery and solar hybrid deployments up to and including 
2012 are indicated in the table below:

Electricity Usage –total amount of electricity used per kilowatt hour (KwH)

Usage (kwH) 2010 2011 2012

20379390 19106540 18854510

Usage (Kwd) 40758.78 38213.08 37709.02

Solutions Sudan Jordan Iraq KSA Bahrain Kuwait South 
Sudan

Total 

Solar Hybrid 
system

39 1 0 0 0 0 0 40

Solutions Sudan Jordan Iraq KSA Bahrain Kuwait South 
Sudan

Total 

Battery hybrid 
system

63 24 0 0 0 1 72 160

INFRASTRUCTURE SHARING

Zain continued to improve its energy efficiency in 2012 by implementing infrastructure/site sharing for 237 base stations across 
Saudi Arabia, Kuwait, Sudan, Jordan and Bahrain. Site sharing creates economies of scale which allows an organization to improve 
efficiency and reduce costs, and Zain aims to continue to increase its site sharing policy across its operations. 
 
ZAIN’S INvOLvEmENT WITH GSmA FOR mOBILE ENERGY EFFICIENCY

GSMA has created an initiative called Mobile Energy Efficiency (MEE) that aims at providing a tool for Mobile Network Operators 
(MNOs) to manage their energy consumption more effectively through a benchmarking approach. In this exercise, Zain Jordan 
and Zain Sudan have been benchmarked against 87 other MNOs in order to see how they perform in terms of energy consumption. 
Going forward, this initiative will be extended to Bahrain, Iraq and Jordan. The next step of this initiativewill lead to the GSMA 
Mobile Energy Efficiency Optimization whichaims at developing action plans for MNOs based on the outputs of the MEE study. 
 
RECYCLING 

Promoting recycling of phones and supplies is a commitment by us to support greater 
environmental awareness. Initiatives for recycling handsets were first started in Bahrain 
and Jordan in 2011 and expanded in 2012.

In Bahrain, around 4,500 handsets were recycled over the two year period, with high 
expectations for future growth of the initiative in 2013. Phones can be discarded at any 
of the Zain Experience stores in exchange for a raffle ticket for a new handset. Used handsets 
are then shipped to the environmental waste disposal company, Enviroserve, for reuse. 
Other operations, such as Kuwait, are exploring similar initiatives such as handset reuse 
in order to reduce their e-waste.

Across our operating countries, our head offices are beginning adopt recycling programs for general office waste. Our recycling 
initiative in Saudi Arabia’s Zain offices, for example, which is executed in cooperation with the Saudi Recycling Company, leads 
to approximately 1200 tons of paper being recycled every year. 
 
REFORESTATION ANd HABITAT PROTECTION

In 2012, Sudan undertook an ambitious initiative to increase the amount of forest coverage in their country. The separation 
of South Sudan in 2011 severely reduced Sudan’s forest coverage, from around 29% to 11%, as most of the forests are located 
in the south. In order to address this deficit, in 2012, Zain Sudan engaged in a partnership with the National Forestry Corporation 
and successfully planted 220,000 trees. In conjunction with this initiative, the partnership also included several awareness activities 
under the Student Tree Project aimed towards educating Sudanese students on the value of their forests. Zain Sudan’s target 
for 2013 is to continue to build on this success and plant a further 200,000 trees across Sudan. 
 
OTHER INITIATIvES ANd PUBLIC AWARENESS

Zain’s Bahrain operation undertook a ‘Go Green’ initiative in 2012, both to incentivize the use of E-invoices and to increase 
awareness and education on recycling among schoolchildren. To promote the use of E-invoices among Zain Bahrain’s customers, 
the operation started an initiative whereby customers who opted to receive E-invoices rather than paper invoices were enrolled 
in a raffle to win exciting prizes. Among schoolchildren, the Zain Bahrain organized, as part of the ‘Go Green’ initiative, several 
seminars educating students on the need to reduce, reuse and recycle; followed by an exercise to segregate items into different 
containers for paper, plastic and glass. The initiative involved a total 450 students across 50 schools. 

In 2012, Zain Saudi Arabia took part in Water Day and Earth Hour by executing initiatives to raise awareness on environmental 
issues. During Earth Hour, which took place on March 31, Zain’s headquarters in Saudi Arabia turned off all of its lights in solidarity 
with the global movement aimed at raising awareness about climate change. To commemorate Water Day on March 22, 
Zain Saudi Arabia broadcast messages to its customers about the value of water conservation, and distributed water conservation 
tools to employees. As Saudi Arabia is a water scarce country with per capita emissions above most other countries, efforts 
to raise awareness on both issues is in line with addressing the country’s most pressing environmental concerns. 
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description details Unit Kuwait Sudan South 
Sudan

Bahrain Iraq Jordan Lebanon Saudi 
Arabia

Materials used  
by weight  or volume

Material type 1 m3 260,000 260,000

Material type 2 kg 128,765 128,765

Percentage of 
materials used that 
are recycled input 
materials

Material type 1 % 0 0

Material type 2 % 0 0

Direct energy 
consumption by 
primary energy source

Energy consumption 
from Diesel Generator

Liters 6,600,000 22,696,091 91,776,000 288,000 14,839,630

Energy consumption 
from Commercial Power

KwH 25,500,000 41,906,745 73,584,000 46,887,912 33,277,808

Indirect energy 
consumption by 
primary source

Energy consumption 
from Diesel Generator

Liters 0 34,000

Energy consumption 
from Commercial Power

KwH 54,312,000 6,864,000

Energy saved due 
to conservation 
and efficiency 
improvements

Energy saved from 
Diesel Generator 
operation

Liters 1,927,200 1,322,864 8,000

Energy saved from 
Commercial Power 
utilization

KwH 638,498 0

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

KwH 10,800

Liters 193,158 24,750

Initiatives to reduce 
indirect energy 
consumption and 
reductions achieved

KwH 638,498

Total water withdrawal 
by source

m3 14,177

Total direct and indirect 
greenhouse gas 
emissions by weight

kg 87,124,440 75,702,419 32,576,588 63,630,397

Other relevant indirect 
greenhouse  
gas emissions  
by weight

Initiatives to reduce 
greenhouse gas 
emissions and 
reductions achieved

kg 6,793,546 7,101,592 4,380,000 94,142

Initiatives to mitigate 
environmental impacts 
of products and services,  
and extent of impact 
mitigation

Total environmental 
protection 
expenditures  
and investments  
by type

USD 140,000 2,183,116    7,434,899 210,000

Number and 
percentage of stand-
alone sites, shared 
sites, and sites on 
existing structures

site 1,577 2,217 174 358 3,887 1,595 766 6,314

ENvIRONmENTAL INdICATOR TABLE
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In 2013, Zain is committed to continue reporting on its sustainability initiatives with honesty and transparency, highlighting both 
the achievements and challenges that we face. We will continue to take concrete steps in favor of promoting capacity-building 
within our operating countries and within our organization; in the belief that doing so will improve our strategic advantage as 
a telecommunications company. Measuring our performance will continue to be a major priority. A more accurate baseline for 
carbon emissions and waste consumption across all our operations is only one example where we are targeting more accurate 
measurement goals. Doing so will allow us to measure reductions and to meet long-term targets. 

2013 will also be a year where we will continue to take steps towards meeting the expectations of our stakeholders. Providing 
a greater experience to our customers across our operations will entail expanding our LTE coverage beyond Saudi Arabia and 
Kuwait to include other operating countries as well. Continuing partnership agreements with global organizations that can 
provide enhanced Wi-Fi coverage for our customers travelling abroad is one of our objectives whereby customers will benefit 
tremendously. We will also expand our network coverage to rural areas that are currently inaccessible, through collaborations 
similar to our partnership with the Vodafone Foundation to bring coverage to refugees in South Sudan. As one of the 
fundamental pillars of our CSR strategy is to remain inclusive in meeting our challenges, we will continue to set initiatives 
and campaigns that target vulnerable segments within our communities.

In an effort to improve functions across all our operations, Zain will continue to set processes and policies at the Group level; 
standardizing best practices and procurement policies that ensure compliance with human rights standards, ILO requirements, 
environmental safety policies and anti-corruption practices.

As the sustainability report is an annual fixture for Zain, we encourage your feedback on this report. Please feel free to send  
your comments and/or questions to csr@zain.com

Target met? Comments 
to establish baseline energy use data for 
Zain, and set targets for energy reduction 
through network harmonization and 
green technology innovation

Ongoing baseline energy data was collected for five of our operating countries,  
and targets for emissions reductions were set for 2020

to invest in network harmonization and 
green technology innovation initiatives 
to conserve resources and reduce costs

Ongoing Zain continues to invest in hybrid and solar generators and to undertake 
recycling and reuse initiativess 

to continue building our employees' 
capacity in functional, behavioral 
and leadership skills

yes Zain continues to nurture the talent of our employees through 
comprehensive training and development programs

to support a healthy organization 
by measuring employee engagement 
and ensuring a caring culture 
and work-life balance

yes In 2012 Zain undertook both its annual human Resource survey as well  
as its first annual csR survey in order to measure the priorities and values 
of our employees

to remain a financially competitive 
employer, ranking in the top quartile 
for total reward across the markets 
we operate in. 

yes Zain continues to rank at the 75th percentile as compared to industry 
and market peers

to exceed nationalization requirements 
and associated local laws.

yes Zain continues to adhere to and exceed its nationalization requirements

to establish baseline data and key 
performance indicators for revenue losses 
across Zain operations. Once the baseline 
is established we commit to setting 
targets for loss reduction

yes Zain set a target to remain below the gross loss to revenue industry standard 
of 2%. we achieved a gross loss to revenue ratio of 0.44% in 2012

to ensure our financial sustainability 
by focusing on growth across all segments, 
generating innovative new products and 
data services, increasing data services and 
transforming toward convergence

Ongoing In 2012 Zain rolled out several new products and data services catering 
to unique needs of customers. ltE technology was made available to Zain 
Kuwait customers

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

Ongoing  several business functions within our organization are committed 
to maintaining continuous dialogue with key stakeholders 

to update Zain operating companies' Risk 
Register by conducting the Annual Risk 
Assessment and business Impact analysis

yes Zain continues to update its Risk Register by conducting annual Risk 
Assessments and business impact analyses

to improve Zain operating companies' 
business continuity Plans and crisis 
management Plans

Ongoing  committees and training courses to inform employees of potential crises 
continue to set policies and meet regularly

TARGETS SET IN 2012

TARGETS FOR 2013 
 
Expand the recording of baseline emission measurements to include all operating countries. 
 
Widen reporting of waste and consumption data across all operating countries. 
 
Hold second CSR Survey and achieve a higher response rate. 
 
Identify and address potential issues leading to gender disparity at Zain. 
 
Improve our methods for measuring the social and economic return on investment of our initiatives.  
 
Continue to align our CSR goals with the UN Millennium Development Goals 
 
Meet the standards required to join the UN Global Compact 
 
Receive external assurance for our 2013 Sustainability Report 
 
Expand handset recycling or establish reuse programs across our operations 
 
Steadily expand cooperation with the GSMA in programs such as the Mobile Energy  
 
Efficiency initiative to include all operations 
 
Create standardized Code of Conduct principles to be applied across the organization and to suppliers, 
contractors and other business partners.
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GRI CONTENT INdEx

Indicator description Reported Explanation Location

1.1 statement from the most senior 
decision-maker of the organization 

yes p. 19, 21

1.2 description of key impacts, risks, 
and opportunities. 

yes p. 20, 26

2.1 Name of the organization. yes p. 1

2.2 Primary brands, products, 
and/or services.

yes p. 16

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

yes Page 97 in 2012 
Annual Report

2.4 location of organization's 
headquarters.

yes p. 16

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

yes p. 16

2.6 Nature of ownership and legal form. yes p. 16, 18

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

yes p. 16, 18, 28-32

2.8 scale of the reporting organization. yes p. 16

2.10 Awards received in the 
reporting period.

yes p. 8

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

yes Inside front cover

3.2 date of most recent previous report 
(if any).

yes Inside front cover

3.3 Reporting cycle (annual, biennial, etc.) yes Inside front cover

3.4 contact point for questions. yes Inside front cover

3.5 Process for defining  
report content.

yes Inside front cover

Indicator description Reported Explanation Location

3.6 boundary of the report 
(e.g., countries, divisions, subsidiaries, 
leased facilities, joint ventures, 
suppliers). see gRI boundary 
Protocol for further guidance.

yes Inside front cover

3.7 state any specific limitations 
on the scope or boundary of the 
report (see completeness Principle 
for explanation of scope). 

yes Inside front cover

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

yes Inside front cover

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

yes Inside front cover

3.10 Explanation of the effect of any 
re-statements of information provided 
in earlier reports, and the reasons 
for such re-statement (e.g., mergers/
acquisitions, change of base 
years/periods, nature of business, 
measurement methods).

yes Inside front cover

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

yes Inside front cover

3.12 table identifying the location 
of the standard disclosures 
in the report. 

yes gRI content Index

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

yes Zain did not seek external assurance 
for this report

4.1 governance structure of the 
organization, including committees 
under the highest governance body 
responsible for specific tasks, 
such as setting strategy 
or organizational oversight. 

yes p. 18

4.2 Indicate whether the chair 
of the highest governance body 
is also an executive officer.

yes p. 18
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Indicator description Reported Explanation Location

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

yes p. 18

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

yes p. 18

4.5 linkage between compensation for 
members of the highest governance 
body, senior managers, 
and executives.

yes p. 18

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

yes p. 18

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

yes p. 18

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

yes p. 1, 20

4.9 Procedures of the highest 
governance body for overseeing 
the organization's identification 
and management of economic, 
environmental, and social 
performance, including relevant risks 
and opportunities, and adherence 
or compliance with internationally 
agreed standards, codes of conduct,  
and principles. 

yes p. 18, 20

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

yes p. 18

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

yes p. 20

Indicator description Reported Explanation Location

Ec2 financial implications and other 
risks and opportunities for the 
organization's activities due 
to climate change. 

yes p. 20

Ec3 coverage of the organization's 
defined benefit plan obligations. 

No

Ec4 significant financial assistance 
received from government. 

yes Zain did not receive financial 
assistance from the government

Ec5 Range of ratios of standard entry level 
wage by gender compared to local 
minimum wage at significant locations  
of operation.

No At Zain, we aim to set employee 
compensation at the 75th percentile 
of market rates

p. 34-42

Ec6 Policy, practices, and proportion 
of spending on locally-based suppliers 
at significant locations of operation. 

Partial Zain follows labor regulations for 
hiring of national and expatriate 
employees

p. 34-42

Ec7 Procedures for local hiring and 
proportion of senior management 
hired from the local community at 
significant locations of operation. 

yes p. 34-42

Ec8 development and impact of 
infrastructure investments and 
services provided primarily for 
public benefit through commercial, 
in-kind, or pro bono engagement.  

yes p. 44-50

Ec9 understanding and describing 
significant indirect economic 
impacts, including the extent 
of impacts. 

yes p. 28, 44, 52, 20

EN1 materials used by weight 
or volume. 

Partial p. 52-56

EN2 Percentage of materials used 
that are recycled input materials.

Partial p. 52-56

EN3 direct energy consumption 
by primary energy source. 

Partial p. 52-56

EN4 Indirect energy consumption 
by primary source.   

Partial p. 52-56

EN5 Energy saved due to conservation 
and efficiency improvements.

Partial p. 52-56

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

yes p. 52-56
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Indicator description Reported Explanation Location

EN7 Initiatives to reduce indirect 
energy consumption and 
reductions achieved. 

Partial p. 52-56

EN8 total water withdrawal by source.      Partial p. 52-56

EN9 water sources significantly affected 
by withdrawal of water.

No

EN10 Percentage and total volume 
of water recycled and reused. 

No

EN11 location and size of land owned, 
leased, managed in, or adjacent to, 
protected areas and areas of high 
biodiversity value outside 
protected areas.                                                                            

No

EN12 description of significant impacts  
of activities, products, and services 
on biodiversity in protected areas 
and areas of high biodiversity value 
outside protected areas. 

No

EN13 habitats protected or restored. yes p. 52-56

EN14 strategies, current actions, 
and future plans for managing 
impacts on biodiversity.

yes p. 52-56

EN15 Number of IucN Red list species 
and national conservation list 
species with habitats in areas 
affected by operations, 
by level of extinction risk. 

No

EN16 total direct and indirect greenhouse 
gas emissions by weight. 

Partial p. 52-56

EN17 Other relevant indirect greenhouse 
gas emissions by weight. 

No

EN18 Initiatives to reduce 
greenhouse gas emissions 
and reductions achieved.

yes An initiative to reduce carbon 
emissions by a set target by 2020 
was set in 2012

p. 52-56

EN19 Emissions of ozone-depleting 
substances by weight. 

No

EN20 NOx, sOx, and other significant air 
emissions by type and weight.                                            

No

EN21 total water discharge by quality  
and destination. 

No

Indicator description Reported Explanation Location

EN22 total weight of waste by type  
and disposal method. 

Partial we report on the number of handsets  
we have collected for recycling 
and reuse

p. 52-56

EN23 total number and volume 
of significant spills. 

yes Zain did not have any significant 
spills in 2012

EN25 Identity, size, protected status, 
and biodiversity value of water 
bodies and related habitats 
significantly affected by the 
reporting organization's discharges 
of water and runoff. 

No

EN26 Initiatives to mitigate environmental  
impacts of products and services, 
and extent of impact mitigation.

yes p. 52-56, 28-32

EN27 Percentage of products sold 
and their packaging materials 
that are reclaimed by category. 

yes Zain does not actively claim products 
sold or packaging materials

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

yes Zain did not receive any significant 
fines or have any non-monetary 
sanctions for noncompliance with 
environmental laws and regulations

EN29 significant environmental impacts 
of transporting products and other 
goods and materials used 
for the organization's operations, 
and transporting members 
of the workforce. 

No

EN30 total environmental protection 
expenditures and investments 
by type.

Partial p. 52-56

lA2 total number and rate of new 
employee hires and employee 
turnover by age group, gender 
and region. 

Partial we report on the number and rate 
of new employee hires and employee 
turnover by gender and region but 
not by age group

p. 34-42

lA3 benefits provided to full-time 
employees that are not provided 
to temporary or part-time employees, 
by major operations. 

No

lA15 Return to work and retention rates 
after parental leave, by gender.

yes p. 34-42
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Indicator description Reported Explanation Location

lA4 Percentage of employees covered  
by collective bargaining agreements.

Not App. Zain does not have formal agreements 
with trade unions

lA5 minimum notice period(s) regarding 
significant operational changes, 
including whether it is specified  
in collective agreements. 

yes At our operating companies in 
bahrain, Iraq, Kuwait, and saudi 
Arabia, any major changes to the 
organization are communicated 
within minimum notice period 
of at least 30 days. In other operating 
companies, the notice period may 
vary, depending on the type of 
change occurring and the local 
regulatory requirements

lA6 Percentage of total workforce 
represented in formal joint 
management-worker health and 
safety committees that help monitor 
and advise on occupational health 
and safety programs. 

No

lA7 Rates of injury, occupational 
diseases, lost days, and absenteeism, 
and number of work-related fatalities 
by region and gender.

Partial p. 34-42

lA8 Education, training, counseling, 
prevention, and risk-control 
programs in place to assist 
workforce members, their families, 
or community members regarding 
serious diseases.

yes Information sessions were provided to 
employees in Zain Jordan on hepatitis 
A, b & c, flu. In Zain bahrain, first aid 
and fire safety training were provided 
to employees. 

p. 34-42, 20

lA9 health and safety topics covered 
in formal agreements with 
trade unions. 

Not App. Zain does not have formal agreements 
with trade unions

lA10 Average hours of training 
per year per employee by gender 
and by employee category. 

yes p. 34-42

Indicator description Reported Explanation Location

lA11 Programs for skills management  
and lifelong learning that support  
the continued employability 
of employees and assist them  
in managing career endings. 

yes p. 34-42

lA13 composition of governance bodies 
and breakdown of employees per 
employee category according to 
gender, age group, minority group 
membership, and other indicators  
of diversity.

Partial Information on the employee 
composition by gender, nationality, 
and employment category at the 
group level are provided in the 
'Our People' section

p. 34-42

lA14 Ratio of basic salary of men 
to women by employee category. 

yes As salary scales differ from country 
to country, salaries by gender are 
given at the group level

p. 34-42

hR1 Percentage and total number 
of significant investment 
agreements and contracts 
that include human rights clauses 
or that have undergone human 
rights screening. 

Partial before making significant investments, 
Zain conducts due diligence analysis. 
we examine an organization's human 
resources performance and any human 
rights violations would be identified 
in our report

hR2 Percentage of significant suppliers, 
contractors, and other business 
partners that have undergone 
human rights screening and 
actions taken.

yes Zain does not have a policy of 
screening suppliers, contractors, 
and other business partners for 
human rights performance. None 
of our significant suppliers, contractors 
and other business partners have 
undergone human rights screening

hR3 total hours of employee training 
on policies and procedures 
concerning aspects of human rights 
that are relevant to operations, 
including  the percentage 
of employees trained. 

yes As Zain does not have any specific 
training related to human rights issues, 
there are 0 hours of relevant employee 
training on this topic

hR4 total number of incidents 
of discrimination and corrective 
actions taken.

yes there were 
no recorded incidents 
of discrimination
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Indicator description Reported Explanation Location

hR5 Operations and significant suppliers 
identified in which the right to 
exercise freedom of association 
and collective bargaining may be 
at significant risk, and actions taken 
to support these rights. 

yes Zain has not identified any operations 
or significant suppliers where these 
rights are a significant risk

hR6 Operations  and significant suppliers 
identified as having significant risk 
for incidents of child labor, and 
measures taken to contribute 
to the elimination of child labor. 

yes Zain has not identified any operations 
or significant suppliers where these 
rights are a significant risk

hR7 Operations and significant suppliers 
identified as having significant risk  
for incidents of forced or compulsory 
labor, and measures to contribute  
to the elimination of all forms 
of forced or compulsory labor. 

yes Zain has not identified any operations 
or significant suppliers where these 
rights are a significant risk

hR8 Percentage of security personnel 
trained in the organization's policies 
or procedures concerning aspects of 
human rights that are relevant 
to operations. 

No

hR9 total number of incidents of violations 
involving rights of indigenous 
people and actions taken.

yes there were no recorded incidents 
of this nature

hR10 Percentage and total number of 
operations that have been subject  
to human rights reviews and/or  
impact assessments.

No

hR11 Number of grievances related 
to human rights filed, addressed, 
and resolved through formal 
grievance mechanisms.

yes Zain has not had any greivances related 
to human rights

sO1 Percentage of operations with 
implemented local community 
engagement, impact assessments, 
and development programs.

yes 100% of our operating companies have 
local community engagement and 
development programs

sO9 Operations with significant 
potential or actual negative impacts 
on local communities.

yes p. 52, 44

sO10 Prevention and mitigation measures 
implemented in operations with 
significant potential or actual 
negative impacts on 
local communities.

yes p. 52, 44

Indicator description Reported Explanation Location

sO2 Percentage and total number of 
business units analyzed for risks 
related to corruption. 

yes p. 34-42

sO3 Percentage of employees trained 
in organization's anti-corruption 
policies and procedures. 

No

sO4 Actions taken in response 
to incidents of corruption.

yes p. 34-42

sO5 Public policy positions and 
participation in public policy 
development and lobbying. 

yes Zain is a member of the gsmA 
industry association which has several 
initiatives related to public policy. Each 
of our operatig companies works with 
their national governments

sO6 total value of financial and in-kind 
contributions to political parties, 
politicians, and related institutions 
by country.

No

sO7 total number of legal actions 
for anti-competitive behavior, 
anti-trust, and monopoly practices 
and their outcomes. 

yes there were no such incidents

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

Partial Zain follows industry standards and 
regulatory requirements regarding 
health and safety topics in the 
selection and construction 
of network sites

p. 52-56

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

No
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Indicator description Reported Explanation Location

PR3 type of product and service 
information required by procedures, 
and percentage of significant 
products and services subject to 
such information requirements. 

No

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

No

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

Partial Zain does not currently measure 
customer satisfaction in a consistent 
manner across its operating companies 
but we report on our broader approach 
to customer service

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

yes Zain's approach to marketing 
communications is based on regulatory 
requirements and industry standards 
developed by the gsmA

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. 

No

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

No

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

No

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

yes p. 6

 

Indicator description Reported Explanation Location

IO2 Net costs for service providers 
under the universal service  
Obligation when extending 
service to geographic locations 
and low-income groups, which  
are not profitable. describe  
relevant legislative and  
regulatory mechanisms.

No

IO3 Practices to ensure health and 
safety of field personnel involved 
in the installation, operation 
and maintenance of masts, base 
stations, laying cables and other 
outside plant. Related health 
and safety issues include working 
at heights, electric shock, exposure 
to Emf and radio frequency fields,  
and exposure to hazardous chemicals.

yes p. 34-42

IO4 compliance with IcNIRP 
(International commission on 
Non-Ionising Radiation Protection) 
standards on exposure 
to radiofrequency (Rf) emissions 
from handsets

No

IO5 compliance with IcNIRP 
(International commission on 
Non-Ionising Radiation Protection) 
guidelines on exposure 
to radiofrequency (Rf) emissions 
from base stations.

No

IO6 Policies and practices with respect 
to specific Absorption Rate (sAR)  
of handsets.

No

IO7 Policies and practices on the siting 
of masts and transmission sites 
including stakeholder consultation, 
site sharing, and initiatives to 
reduce visual impacts. describe 
approach to evaluate consultations 
and quantify where possible.

yes p. 24, 52

IO8 Number and percentage 
of stand-alone sites, shared sites, 
and sites on existing structures.

yes p. 52-56
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Indicator description Reported Explanation Location

PA1 Policies and practices to enable the 
deployment of telecommunications 
infrastructure and access to 
telecommunications products 
and services in remote and low 
population density areas. 
Include an explanation of business 
models applied. 

yes p. 26, 28-32

PA2 "Policies and practices to overcome 
barriers for access and use 
of telecommunication products 
and services including: 
language, culture, 

yes Zain is a member of the gsmA industry 
association which has several initiatives 
related to public policy. Each of our 
operatig companies works with their 
national governments

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

yes p. 28-32

PA4 quantify the level of availability 
of telecommunications products 
and services in areas where the 
organisation operates. Examples 
include: customer numbers/
market share, addressable market, 
percentage of population covered, 
percentage of land covered.

yes p. 6

PA5 Number and types of 
telecommunication products and 
services provided to and used by 
low and no income sectors of the 
population. Provide definitions 
selected. Include explanation of 
approach to pricing, illustrated with 
examples such as price per minute 
of dialogue/bit of data transfer 
in various remote, poor or low 
population density areas.

yes p. 28-32

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

yes p. 28-32, 26, 44-50

Indicator description Reported Explanation Location

PA7 "Polices and practices to 
manage human rights issues 
relating to access and use of 
telecommunications products 
and services. for example:

yes p. 52-56

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

No

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

yes p. 28-32

tA1 Provide examples of the resource 
efficiency of telecommunication 
products and services delivered.

yes p. 28-32

tA2 Provide examples 
of telecommunication products, 
services and applications that have 
the potential to replace physical 
objects (e.g. a telephone book 
by a database on the web or travel 
by video conferencing)

No

tA3 disclose any measures 
of transport and/or resource 
changes of customer use of the 
telecommunication products 
and services listed above. 
Provide some indication of scale, 
market size, or potential savings.

No

tA4 disclose any estimates 
of the rebound effect (indirect 
consequences) of customer use 
of the products and services listed 
above, and lessons learned for 
future development. this may 
include social consequences 
as well as environmental.

yes p. 28-32

tA5 description of practices relating 
to intellectual property rights 
and open source technologies.

No
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ZAIN GROUP 

Head OffiCe bldg.
P.O.bOx 22244,
13083 safat,
kuwait City, kuwait
tel: +96524644444
fax: +96524641111

www.zain.com

ZAIN JORDAN

P.O.bOx 940821
amman 11194, jOrdan
tel: +96265803000
fax: +96265828200

www.jo.zain.com

ZAIN BAHRAIN

seef distriCt,
P.O.bOx 266, manama, baHrain
tel: +97336031000
fax: +97317581117

www.bh.zain.com

TOUCH LEBANON

tOuCH bldg. 
avenue CHarles HelOu
P.O.bOx 175051 beirut, lebanOn
tel: +9613792000
fax: +9613792020

www.touch.com.lb

ZAIN SOUTH SUDAN

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 SAUDI ARABIA

arCade Centre,
king faHad HigHway
P.O.bOx 295814
riyadH 11351
kingdOm Of saudi arabia
tel: +9661216 1800

www.sa.zain.com

ZAIN IRAq

bldg. 47, str. 14, 
distriCt 605 Hay al mutanabi, 
al mansOOr
bagHdad, iraq
tel: + 96415410840
fax: + 96415418611

www.iq.zain.com

ZAIN REPUBLIC OF SUDAN

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 KUWAIT

P.O.bOx 22244,
13083 safat,
kuwait City, kuwait
tel: +96524644444
fax: +96524641111

www.kw.zain.com
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