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ABOUT
INTROdUcTIONTHE REPORT

Our 2015 Sustainability Report is the fifth 
consolidated report detailing the sustainability 
performance and related achievements of 
Zain Group. The report provides transparent, 
in-depth reporting on the economic, social 
and environmental impacts of our operations 
for the year ended December 31, 2015. 
Deloitte & Touche has provided independent 
limited assurance on the 2015 Sustainability 
Report, details of which are included in the 
Independent Assurance Report on page 116.

The 2015 Sustainability Report is formally 
reviewed and approved by the Head of CS, 
the CEO, the CFO, and the Head of Risk at 
Zain Group.

The publication of our Sustainability Report 
on an annual basis underscores our dedication 
to sharing our growing commitment to 
sustainability and social responsibility with  
our valued stakeholders and the wider public. 
Emphasis on content within the report is 
determined based on materiality to both Zain 
and its stakeholders, as well as the operational 
context within which Zain operates.

The information within the report covers 
all the countries where Zain operates, 
including: Bahrain, Iraq, Jordan, Kuwait, Saudi 
Arabia, Sudan and South Sudan. The report 
also includes Lebanon, where Zain Group 
manages ‘Touch’ on behalf of the Lebanese 
Government. In Morocco, Zain has a 15.5% 
stake in Wana Telecom, now branded ‘INWI’, 
through a joint venture. However, as Zain does 
not manage operations for Wana Telecom, 
this operation is not part of the scope of our 
Sustainability Report.

In preparing this report, we have been guided 
by the principles of materiality, inclusivity 
and responsiveness from the AA1000 
AccountAbility Principles Standard. We have 
used the Global Reporting Initiative’s (GRI) 
G4 Guidelines, the leading international 
guidelines framework for sustainability 
reporting, utilizing the ‘In Accordance’ core 
option. Zain’s Sustainability Report contents 
are also aligned with the United Nations 
Guiding Principles (UNGP) on Business and 
Human Rights Reporting Framework that was 
launched in February 2015. 

As this is our fifth Sustainability Report, some 
information deemed significant that was 
mentioned in previous reports is repeated, 
while information deemed redundant, 
unnecessary or available in publically 
accessible documents may be omitted, to 
ensure the fluidity and clarity of the report.

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

Zain’s 2015 Sustainability Report highlights 
the sense of accountability that we have to 
our stakeholders, and represents one of the 
many forms through which we engage with 
them. We welcome any comments, feedback 
or suggestions regarding the content of 
this report. Please get in touch with us on 
Facebook (www.facebook.com/zain), Twitter  
(www.twitter.com/zain), or by email (csr@zain.com)

Zain’s 2015 Sustainability Report shares with 
its stakeholders and other interested parties 
the internal and external achievements, 
policies and future targets of the Company on 
issues related to sustainability and corporate 
responsibility. The report is the embodiment 
of our commitment to positively impact 
the socio-economic and environmental 
sustainability of our communities.  
Transparent and accurate reporting represents 
a fundamental theme in organizational 
sustainability, and as such, Zain remains 
determined to further develop its Sustainability 
Report every year, and share information 
about issues deemed most material to the 
organization and its key stakeholders.

Zain’s dedication to creating ‘A Wonderful 
World’ stems from the belief within the 
organization that contributing to the  
socio-economic development of our operating 
countries, improving our environmental 
performance, and developing our employees 
will ultimately lead to a more successful 
and profitable organization. Our actions to 
promote the well-being and prosperity of 
our communities take place across all of our 
operations, by utilizing our core business 
activities to achieve this goal.

Our Executive Management remains 
determined to exceed the expectations of  
our shareholders, employees and the wider 
public in developing our sustainability agenda. 
Our socio-economic and environmental 
engagement elevates the vested interest 
of our operating markets towards the 
organizational success of Zain. As such,  
we will continue to strive towards improving 
the lives of those around us and remaining 
regional leaders in corporate sustainability 
and social responsibility.



Zain Sustainability Report 20156

04
About the Report

05
Introduction

09
Our 2015 Highlights

20
chairman Message

22
cEO Message

24
About Zain

44
Materiality Assessment

48
A Message from the Head of cS

50
Our Operating context

54
Engaging our Stakeholders

58
Our Economic Impacts

65
Our Products and customers

72
Our Network

74
Our People

80
Our communities

106
Our Environment

114
Looking Forward

116
Independent Assurance Report

118
Appendix

134
contact List

TABLE OF
cONTENTS



Zain Sustainability Report 20158 Our 2015 Highlights

OUR 2015
HIGHLIGHTS



Zain Sustainability Report 201510 Our 2015 Highlights

2015 GENERAL
HIGHLIGHTS

In 2015, we…

Earned a consolidated net income  
of USD $513 million.  

Completed a strategic investment with Wamda 
Capital – a leading early and growth-stage 
venture capital fund which targets support for 
promising technology startups in the region.

Established a membership with the World 
Economic Forum (WEF) as a Strategic Partner 
Associate and committed to helping achieve 
the “New Vision for Arab Employment 
Initiative” which aims to equip 100,000 
people for job readiness in the MENA 
region by 2017.

In 2015, we…

Developed a strategic partnership with the 
leading regional smart city advisory and 
consulting service provider, neXgen Group,  
in order to collaborate on the development  
of smart city solutions across the region.

Partnered with the International Rescue 
Committee in South Sudan to develop the 
“Respect and Respond: We Can End Violence” 
Campaign that empowers women facing 
gender-based violence. 

Launched Al Tawasol Line in Lebanon, a prepaid 
package offering discounted connectivity 
rates to Syrian refugees residing in Lebanon. 
Within just one month of launch, Al Tawasol 
accumulated more than 50,000 subscribers. 

In 2015, we…

Provided more than 129,000 hours of training  
to Zain employees.

Continued to engage employees through the 
Employee Engagment Survey, enabling us to 
track their perceptions and priorities on a range 
of key organizational themes such as leadership 
and training. 

Strengthened the communication of our 
innovation agenda through the development  
of Zainiac, an internal Group-wide newsletter. 

In 2015, we…

Deployed 223 solar and battery hybrid base 
stations, an increase of 59% from 2014. 

Installed 247 small sized generators in Iraq to 
improve energy efficiency. 

Implemented an internal environmental 
awareness campaign, encouraging 
employees to improve their environmental 
stewardship by saving electricity and other 
resources when possible.  

In 2015, we…

Continued to implement the Zain Great Idea 
(ZGI) Program which, in collaboration with 
Brilliant Lab, aims to develop and assist tech 
entrepreneurs in Kuwait to cultivate and fulfill 
their entrepreneurial ambitions. In 2015, 12 
Kuwaiti entrepreneurs were involved in the final 
stages of the startup competition, receiving 
support and exposure to potential investors. 

Developed two more Mobile Maintenance 
Centers in Jordan, bringing the total number 
to five. The centers provide Jordanians with 
the skills necessary to repair and restore mobile 
phones, offering them an opportunity to 
receive technical employment opportunities. 
Since 2008, 444 people have been trained at 
these centers.

Implemented the Zain Sudan Jafeel Water 
Project, an initiative that directly provides clean 
water to three villages in the North Kordofan 
State via the construction of a water tunnel. 
The Jafeel Water Project enables more than 
7,000 people receive reliable access to clean 
drinking water, greatly reducing the villagers’ 
vulnerability to waterborne diseases. 

OUR EcONOmIc ImpAcTs OUR pRODUcTs AND cUsTOmERs

OUR pEOpLE
OUR ENvIRONmENT

OUR cOmmUNITIEs
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cOUNTRy
HIGHLIGHTS

Annual Revenues (USD m): 191
Customers (000s): 795
Full-time Employees: 250
Capital Investment in Network 
Infrastructure (USD ‘000): 25,731

The Back to School Program has assisted public 
school students in Bahrain since 2003 through 
the distribution of essential learning materials 
across the country. Every year, around 20,000 
students receive essential school supplies 
through Back to School. Since the program was 
launched, a total of more than 240,000 students 
have benefited from the program. 

In 2015, Zain Bahrain organized a series of 
knowledge forums intended to promote 
education and capacity in ICT-related fields.  
The knowledge forums involved more than 
5,000 students, and are part of a drive by Zain 
Bahrain to promote the country’s transition 
towards a knowledge-based economy. 

Zain Bahrain’s Future University Network 
(FUN) Program develops the job readiness 
and employability amongst local Bahraini 
youth. In 2015, the FUN Program was 
expanded to include three training sessions 
per month over the year, in which a total of 
113 students took part.

Annual Revenues (USD m): 1,219
Customers (000s): 11,093
Full-time Employees: 1,375
Capital Investment in Network 
Infrastructure (USD ‘000): 171,803

In 2015, Zain Iraq continued to support 
the Widows Development Center through 
which Iraqi widows are being empowered 
with the skills necessary to help them obtain 
gainful employment and improve their socio-
economic circumstances. Throughout the 
year, a total of 1,700 widows were trained at 
the Center, with 425 receiving jobs directly 
after undergoing training. 

In order to address the country’s ongoing 
crisis of internally displaced people (IDPs), 
Zain Iraq developed a comprehensive IDP 
Assistance Project, an initiative targeting 
alleviation of the plight currently being faced 
by millions of IDPs in Iraq. Through the IDP  
Assistance Project, Zain Iraq installed 
housing units and managed the distribution 
of essential supplies such as food and 
clothing. In total, more than 19,700 IDPs 
were impacted through the project. 

In an effort to promote the innovative capacity 
of young Iraqis and empower aspiring local 
entrepreneurs, Zain Iraq collaborated with 
the UNDP to launch the Innovation for 
Development Program. Through advanced 
training and education, Iraqi entrepreneurs 
receive assistance in converting their startup 
concepts into business plans, and compete with 
one another for seed money. A total of 170 
entrepreneurs took part in the Innovation for 
Development Program, with 17 reaching the 
final stages of the competition. 

Annual Revenues (USD m): 459
Customers (000s): 4,070
Full-time Employees: 1,077
Capital Investment in Network 
Infrastructure (USD ‘000): 44,768

In 2014, Zain Jordan established the 
Corporate Entrepreneurship Division (CER) 
in a bid to support entrepreneurship and 
innovation and drive the country’s transition 
towards a knowledge-based economy. 
Through the CER, Zain Jordan established 
the Zain Innovation Campus (ZINC) – a space 
dedicated to cultivating the local startup 
community – and Zain Al Mubadara –  
a startup competition through which local 
entrepreneurs compete to receive seed 
money. In 2015, a total of 25,000 people 
participated in ZINC, while a total of 12 
startup businesses received seed money 
through Zain Al Mubadara. 

The launch of the Smart School Project in 
three Jordanian public schools represents 
part of Zain Jordan’s effort to promote 
educational quality through the use of smart 
solutions. Implemented in collaboration with 
Integrated Technology Group (ITG) and the 
Modern Scientific and Electronics Company 
(MOSECO) the project entails the integration 
of ICT and other advanced solutions into the 
educational curriculum. To date, the pilot 
phase of the project has impacted more than 
830 students.

Zain Jordan established its Mobile Clinic 
for Children in 2002 in order to improve 
accessibility to essential health services for 
children at the bottom of the socio-economic 
pyramid. The Mobile Clinic offers free health 
care to those most in need, and since its launch 
has treated more than 175,000 children across 
the country, with 10,000 treated in 2015 alone.

Annual Revenues (USD m): 1,858
Customers (000s): 11,888
Full-time Employees: 1,509
Capital Investment in Network 
Infrastructure (USD ‘000): 432,692

In 2015, Zain KSA undertook a 
comprehensive effort to raise local 
awareness about the issue of breast cancer. 
The campaign, launched in collaboration 
with the Zahra Breast Cancer Association, 
utilized Zain KSA’s social media platforms 
to reach more than 52,000 people. Internal 
educational programs within Zain KSA also 
attracted around 15 female employees.

The Zain KSA Community Program, launched 
in partnership with the Ekhaa Orphan Charity 
Association, was a Ramadan campaign 
that enabled employees to donate money, 
clothes, books and other materials towards 
needy orphans in the country. Through 
the Program, a total of 12,000 Saudi 
Riyals (around $3,190 USD) was raised by 
employees for the charity. 

As part of its policy of encouraging 
knowledge-creation amongst Saudi youth, 
Zain KSA organized a program to honor 
Saudi Arabia’s successful delegation that 
took part in the annual Intel International 
Science and Engineering (ISEF) Competition. 
The 18-member delegation achieved 4th 
place in four categories, and 1st place in one 
category, and were all rewarded by Zain KSA 
with Mac laptops, MiFi and a one-year free 
data subscription. 

BAHRAIN IRAq

JORDAN KINGDOm OF sAUDI ARABIA
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Annual Revenues (USD m): 1,074
Customers (000s): 2,918
Full-time Employees: 1,076

Capital Investment in Network 
Infrastructure (USD ‘000): 117,927

Zain Kuwait and Injaz continued their 
strategic partnership which was established 
in 2005 to develop youth employability 
through job shadowing and training. The 
partnership is intended to elevate Kuwait’s 
local human capital pool and prepare young 
locals for gainful employment in the private 
sector. A total of 612 students received 
training through the program in 2015. 

The Taaleb E-Learning Program, established 
in 2012 in collaboration with the Ministry 
of Education, offers public schools with 
an electronic platform through which 
communication between students, parents 
and teachers is streamlined – ultimately 
benefiting the educational experience of 
students. The integration of ICT into the 
public school system through Taaleb creates 
improvements for all stakeholders, and to 
date a total of 577 schools and more than 
651,000 individuals are subscribed to 
the Program.

During the month of Ramadan, Zain Kuwait 
organized a meal distribution initiative to 
promote greater inclusivity in Kuwaiti society. 
Through the Iftar Meals Distribution Initiative, 
Zain Kuwait provided 1,400 free meals 
everyday over the entire month, helping feed 
more than 45,000 individuals in most need 
across the country.

Customers (000s): 2,273
Full-time Employees: 630*
* Includes 628 Touch employees under 
Management Contract

In 2015, Touch partnered with the Children 
Cancer Center of Lebanon (CCCL) to 
develop an innovative platform through 
which people could donate money through 
their mobile handsets directly towards the 
CCCL. The innovative Light a Candle app 
facilitates public donations towards cancer 
treatment in Lebanon – and to date a total  
of 770,000 people have subscribed to the 
app and donated more than $50,000 USD.

Touch continued its partnership with the local 
NGO YASA to educate the public about the 
responsible use of mobile phones. The “Text 
if You Can” Campaign, launched in alignment 
with Zain Group’s Drive Zain campaign, uses 
humor and creativity to clearly articulate 
the importance of responsibly using mobile 
phones. Text if You Can ads were broadcast 
through a variety of local TV channels as 
well as through social media, where they 
achieved more than 13 million views on 
YouTube alone.

The Innovation and Development of 
Academic-Industry Partnership through 
Efficient Research Administration in Lebanon 
(IDEAL) Business Competition was launched 
by Touch in collaboration with the American 
University of Beirut in order to support the 
Lebanon’s startup ecosystem.  Through 
the competition, young Lebanese aspiring 
entrepreneurs competed for seed money 
and networking opportunities, where Touch 
distributed a total of $30,000 USD to the 
most promising applicants.

Annual Revenues (USD m): 717
Customers (000s): 11,869
Full-time Employees: 1,061
Capital Investment in Network 
Infrastructure (USD ‘000): 207,279

In 2015, Zain Sudan completed the construction 
of the Suba Hospital Intensive Care Unit (ICU),  
a fully equipped ICU estimated to serve 
between 600-800 patients every year. 
Construction of the Suba ICU facility is part of 
Zain Sudan’s commitment to providing inclusive 
access to healthcare and support overall human 
development in the country.

Zain Sudan has consistently supported 
universal educational opportunities in 
the country through the construction and 
rehabilitation of schools around the country. 
Ongoing since 2009, the school construction 
and rehabilitation project focuses on 
impoverished areas in Sudan where access 
to education is most needed. In total, Zain 
Sudan has built ten schools and rehabilitated 
29, impacting more than 114,000 students.

The Kiosks Project was launched by Zain 
Sudan to empower the country’s socio-
economically marginalized segments through 
microfinance opportunities. Through the 
project, Zain Sudan provided and funded 
the establishment of kiosks to 1,000 people 
that were either from low-income, disabled, 
widowed, or orphaned groups. The Project 
provides employment and economic self-
sufficiency in a sustainable way to those in 
most need. 

Annual Revenues (USD m): 67
Customers (000s): 728
Full-time Employees: 67
Capital Investment in Network 
Infrastructure (USD ‘000): 7,799

In 2015, Zain South Sudan continued its 
collaboration with Huawei to divert energy from 
Zain’s base stations towards nearby schools in 
order to power computer stations and provide 
students with vital access to connectivity. 
Through the project, a total of 3,000 students 
receive access to ICT and are able to broaden 
their educational potential.

Zain South Sudan continued its support for the 
Youth Mobile Training Initiative which provides 
local youth, particularly women, with invaluable 
skill development opportunities. The initiative, 
which was established by Zain in partnership 
with UNESCO, the Dev School in Kenya 
and the College of Computer Science and 
Information at the University of Juba, includes 
a total of 43 participants from the University of 
Juba. Students taking part in the initiative are 
offered training in app development and other 
knowledge-based fields. 

Zain South Sudan continued with its 
partnership with Ericsson, UNESCO and 
the Whitaker Peace and Development 
Initiative in supporting the Youth Peacemaker 
Network (YPN). The YPN is a capacity-
building initiative that brings together youth 
from around the country to form a network 
centered on peace-building, vocational 
training and leadership skills development. 
In 2015, the WPDI renovated three solar-
powered Community Learning Centers 
through which young South Sudanese could 
further their education through ICT access.

KUwAIT LEBANON REpUBLIc OF sUDAN sOUTH sUDAN
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AwARDs

Zain received multiple awards and honors for its achievements in 2015. Below is a list 
of the major awards bestowed upon Zain throughout the year.

csR INITIATIvE OF THE yEAR, ZAIN GROUp – cOmmsmEA AwARDs

Zain Group was presented with the CSR Initiative of the Year Award at the CommsMEA Awards 
for its implementation of the Family Reconnection Project in Jordan and later in South Sudan. 
The initiative, launched in partnership with Ericsson, Refunite and the International Rescue 
Committee in South Sudan, utilizes a simple yet innovative digital platform to enable families 
that are separated by displacement to reconnect with one another. The initiative is launched  
as part of Zain’s effort to address the challenge of human displacement in its operating markets 
resulting from ongoing regional conflicts. 

BEsT TELEcOm BRAND AwARD, ZAIN GROUp – TELEcOm wORLD mIDDLE 
EAsT AwARDs

Zain Group was awarded the Best Brand Award for the second consecutive year by the Telecom 
World Middle East Awards. Zain’s brand image is bolstered by tangible developments in network 
quality, innovative services and successful CS activities, all of which position Zain as amongst  
the most recognizable and well-regarded brands in the region.

BEsT NETwORK AND BEsT cUsTOmER ExpERIENcE, ZAIN JORDAN  
– TELEcOm wORLD mIDDLE EAsT AwARDs

Zain Jordan was the recipient of two awards at this year’s Telecom World Middle East Awards. 
The award for ‘Best Network’ was bestowed upon Zain Jordan for its successful rollout of 4G 
LTE. Zain Jordan was also recognized for consistently exceeding customers’ expectations, 
receiving the ‘Best Customer Experience’ award. 

cONsUmER INNOvATION AwARD – GLOBAL TELEcOms BUsINEss AwARDs

Zain Kuwait, Zain Jordan and Zain Bahrain were presented with the Consumer Innovation Award 
at the Global Telecoms Business Awards 2015 for their Direct Operator Billing service that was 
launched in partnership with SLA Mobile. Direct Operator Billing enables Zain customers to pay 
for digital and virtual content from third-party providers by charging the transaction to their 
monthly mobile bill or by using their prepaid credit. 

BEsT INDUsTRy sERvIcE, ZAIN 
JORDAN – cOmmsmEA AwARDs

Zain Jordan was presented with the award 
for Best Industry Service at the CommsMEA 
Awards for its Zain Innovation Campus (ZINC). 
The award comes in recognition of ZINC’s 
success in serving as a space to cultivate and 
accelerate entrepreneurial projects in the 
country; part of Zain Jordan’s company-wide 
strategy of driving knowledge creation and 
innovation in the country. 

BUsINEss sERvIcE INNOvATION 
AwARD, ZAIN JORDAN – GLOBAL 
TELEcOms BUsINEss AwARDs

Zain Jordan was presented the Business 
Service Innovation Award for the success 
of its Zain Innovation Campus (ZINC). ZINC 
was established in 2014 as a hi-tech startup 
incubator and is recognized today as the 
leading hub for all digital innovation being 
developed in the country. 
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cONsUmER INNOvATION AwARD, TOUcH LEBANON – GLOBAL TELEcOms 
BUsINEss AwARDs

Touch Lebanon was the recipient of the Consumer Innovation Award at the Global Telecoms 
Business Awards for its ‘Leb Keys’ service. ‘Leb Keys’ is a simple and innovative mobile app 
offered by Touch that facilitates the use of a Latin-letter keyboard for typing Arabic words.

BEsT mARKETING cAmpAIGN, TOUcH LEBANON – cOmmsmEA AwARDs

The Tawasol Service was launched in Lebanon to support connectivity for Syrian refugees in  
the country. Touch’s success in effectively marketing the service within refugee camps and 
across the country was recognized at the CommsMEA Awards, where the company was 
presented with the Best Marketing Campaign of the year. Tawasol offers discounted rates on 
international calls, SMS and data to the more than 1 million Syrian refugees currently located  
in Lebanon. 

FIRsT pLAcE: sOcIAL REspONsIBILITy AwARDs, ZAIN sUDAN

In 2015, Zain Sudan was awarded First Place at the Sudan Social Responsibility Awards, 
organized by the Sudanese Government. The award recognizes Zain Sudan as the foremost 
private company in promoting sustainable development in Sudan through social, economic  
and environmental activities that benefit the public. Zain Sudan’s CS activities have enabled 
thousands of people, particularly youth, to receive education and jobs, and have significantly 
improved the health and wellbeing of the Sudanese community. 

EmpLOymENT GENERATION AwARD, ZAIN JORDAN – mENA csR  
ExcELLENcE AwARDs

Zain Jordan was presented with the Employment Generation Award at this year’s MENA 
CSR Excellence Awards. Zain Jordan’s extensive CS programs such as its Corporate 
Entrepreneurship Division and its Mobile Maintenance Training Centers have achieved notable 
success in promoting job creation and employment opportunities for Jordanians.

Our 2015 Highlights
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cHAIRmAN
MESSAGE

“ Given the difficult 
regional challenges that 
we face, it is important 
that we maintain our 
position as drivers of 
social, economic and 

environmental change.“

On behalf of Zain’s Board of Directors, I am pleased to announce the publication of our 2015 
Sustainability Report. Over its 32 years of operation, Zain has implemented a triple bottom line 
approach that aligns economic, social and environmental considerations with the company’s 
goals. On a regional level, the pressures of conflict, a demographic youth bulge and persistent 
economic downturn make it fundamental for any leading multinational organization such as Zain 
to put in place a strong and thorough sustainability strategy that supports organizational growth 
while also ensuring greater socio-economic wellbeing for societies. Addressing and adapting to 
these ongoing challenges remains at the core of Zain’s sustainability strategy, which this report 
highlights in detail. 

Given Zain’s operational context, the urgency for the organization to enable tangible positive 
impacts on the ground has never been higher. As more people become displaced through 
conflict, Zain must continue its comprehensive efforts to address this growing problem through 
both its commercial offerings as well as its outreach activities. Information and communication 
technology (ICT) can play an invaluable role in assisting displaced people, and Zain has leveraged 
its core business effectively to serve this purpose and support thousands of people across  
its footprint. 

Another major challenge that the region collectively faces is youth unemployment, which at 
27% is the highest in the world. Zain pursues a holistic approach to tackling this issue. Over 
the year, the organization emphasized strong support for innovation and a regional transition 
towards a knowledge-based economy. Zain’s innovation agenda includes the establishment of 
strategic partnerships with venture capital funds and the launch of targeted initiatives that assist 
and cultivate regionally-based startups with promising potential. Support for entrepreneurship, 
skill development and capacity-building amongst youth are all key enablers for sustainable, 
inclusive growth in the region and comprise a major component of Zain’s socio-economic 
outreach programs. 

Given the difficult regional challenges that we face, it is important that we maintain our 
position as drivers of social, economic and environmental change. The responsibilities of Zain 
extend towards all of its key stakeholders, and maintaining a process of inclusive stakeholder 
engagement in major decision-making ensures our approach will remain holistic. 

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

Asaad Al Banwan 
Chairman, Zain Group



Zain Sustainability Report 201522 CEO Message

and through it we developed strategic 
partnerships and investments in promising 
venture capital funds in the Middle East and 
Europe that support further growth of the 
business. Additionally, we are investing our 
resources internally to nurture and assist 
technology startups, as is the case with the 
Zain Innovation Campus (ZINC) in Jordan 
and the Zain Great Idea (ZGI) competition 
in Kuwait. Our partnership with the 
Massachusetts Institute of Technology (MIT) 
through the MIT Enterprise Forum Pan Arab 
Startup Competition included the participation 
of 12,000 entrepreneurs from across 21 Arab 
countries and resulted in the distribution of 
more than $100,000 USD in seed money  
to the winners of the competition. 

We owe a great measure of our success to  
the integration of sustainability into our 
business decisions, taking into account social, 
economic and environmental considerations  
at the highest levels of decision-making.  
Today, Zain is the market leader in most of its 
markets, providing high quality connectivity  
and ICT services to more than 45.6 million people 
across eight countries. Our hope and ambition 
is to ensure that we continue to provide 
profitability and value to our shareholders 
while at the same time addressing critical 
areas of development throughout our markets. 
If Zain maintains its collaborative and inclusive 
approach, I am confident that it can remain  
a major contributor to the realization of 
greater human development for the people  
of our region. 

CEO, Zain Group 
Scott Gegenheimer

cEO
MESSAGE

It is with great pleasure that I announce the 
publication of our 2015 Sustainability Report. 
This report highlights the continued progress 
of our sustainability journey and our success 
in fostering an organization that is responsive 
to all of our stakeholders, ranging from our 
shareholders and customers to the public at large. 

The growth and impact of mobile 
communications remains an unprecedented 
global phenomenon. Between 2004 and 
2014, the number of people with mobile 
subscriptions grew from 20% of the world 
population to 50%. By 2020, an extra one 
billion individuals are expected to gain 
mobile connectivity. As a regional telecom 
leader, it is important that we continue 
to meet the challenge of providing high 
quality connectivity to the populations of our 
operating countries, and by doing so, enable 
communities to gain vast socio-economic 
benefits related to education, health and 
economic inclusion. At Zain, we have taken 
significant steps to ensure that our core 
business is leveraged in ways that address  
the distinct deficits facing our region, 
especially in light of the current regional 
challenges. In 2015, we focused much of our 
efforts on activities that empower and develop 
youth, promote education, build capacity,  
and ease the plight of those that are displaced 
by conflict. Over the year, we expanded our 
commitments to driving job creation and 
socio-economic development through several 
key partnerships. One example is our pledge 
to align our goals with those of the Business 
Backs Education Framework, a multilateral 
campaign committed to directing businesses 
towards impacting the state of education 
worldwide. We also signed up for membership 
with the World Economic Forum (WEF)  

as a Strategic Partner Associate, an affiliation 
of considerable importance given the 
foundation’s commitment to enabling positive 
and lasting changes on a global scale. Through 
our partnership with WEF, Zain committed 
to helping achieve the “New Vision for Arab 
Employment Initiative,” the chief objective 
for which is to enable 100,000 people for job 
readiness throughout the MENA region by 
2017. The significance of achieving this target 
cannot be overstated, as our region currently 
struggles with a youth unemployment rate of 
27%, the highest in the world. 

As several of our markets currently endure 
dangerous levels of conflict, it is important 
that we remain adaptable, maintain business 
continuity and safeguard the safety and security 
of our personnel. Furthermore, given the 
ongoing regional strife, we see it as part of 
our duty as regional leaders to assist in easing 
the plight of the roughly 10 million displaced 
people that reside throughout our countries 
of operation. One way we have done this is 
by using ICT to reconnect displaced people 
with their loved ones through the Family 
Reconnection Project that was launched 
in Jordan in collaboration with Refugees 
United and Ericsson. In Iraq, our launch of a 
comprehensive Displaced Persons Assistance 
Project resulted in the delivery of support  
to more than 19,700 internally displaced 
people (IDPs). 

In recent years, Zain placed innovation  
at the core of its corporate strategy.  
Since then, the company has taken decisive 
action to promote innovative activities within 
the company and to support a regional  
transition towards a knowledge economy.  
Last year, we developed the Zain Digital 
Frontier and Innovation Unit (ZDFI),  

“ We owe a great  
measure of our success to  

the integration of sustainability 
into our business decisions, 
taking into account social, 

economic and environmental 
considerations at the highest 

level of decision-making.”
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cOmpANy
OVERVIEW

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

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

As a leading telecommunications operator in the region, Zain provides mobile voice and data 
services to 45.6 million active customers as of year-end 2015. Our commercial presence extends 
across eight countries, with operations in Bahrain, Iraq, Jordan, Kuwait, Republic of Sudan, 
Saudi Arabia and South Sudan. In Lebanon, Zain manages the Touch operation on behalf of the 
Lebanese state. In Morocco, Zain has a 15.5% stake in “INWI” through a joint venture.

Zain is headquartered in Kuwait and is listed on the Kuwait Stock Exchange (KSE) as a publically 
traded company with no restrictions on shares as the company’s capital is 100% free float.  
Our largest shareholder is the Kuwait Investment Authority, which has an equity stake of 24.6%. 
Zain Group owns a 37% stake in Zain Saudi Arabia (formally Mobile Telecommunications 
Company Saudi Arabia), which is traded on the Saudi Stock Exchange as a Saudi joint stock 
company. No major changes in the location of operations, facility openings, closing  
or expansions took place during the reporting period.

Zain is a member of the Global System for Mobile Communications Association (GSMA), which 
represents the interests of the worldwide communications industry. The GSMA has taken a 
leadership role to outline guidance and standards regarding many topics related to Corporate 
Sustainability (CS). For example, Zain collaborated with the GSMA in the development of 
Mobile Privacy Principles, which describe the way in which mobile consumers’ privacy should 
be respected and protected. Zain also partnered with the GSMA by its inclusion in the GSMA’s 
Mobile Energy Efficiency initiative, an endeavor that aims to assist mobile operators on 
improving their efficiency by benchmarking them with other operations from around the world. 
In addition, Zain leveraged its membership with the GSMA to partner with Child Helpline 
International (CHI) and provide toll-free communications channels for abused children to 
contact child helplines in several operating countries. 

As an organization committed to promoting sustainable development, Zain aligns its business 
activities and CS strategy with the Post-2015 Sustainable Development Agenda.
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OUR
STRATEGY

In 2014, Zain outlined its 5-year strategy to create a strong and sustainable platform for growth 
against a backdrop of higher mobile penetration, increasing competition, unique externalities, 
challenging operational performance, and accelerating adoption of over-the-top (OTT) solutions. 

Our 5-year strategy has the vision of building 
a sustainable digital communications company 
serving consumers and enterprises with a rich 
lifestyle experience.

OUR sIx TRANsFORmATIONAL INITIATIvEs

Building a sustainable digital
communications company serving 
consumers and enterprises with a 

rich lifestyle experience.

3
vALUE 

mANAGEmENT
Establishing thE 

building blocks to 
crEatE morE valuE

1
cUsTOmER 

ExpERIENcE
Putting thE customEr 

at thE hEart of 
EvErything wE do

2
OpERATIONAL 

EFFEcTIvENEss
Enhancing thE 

bottom linE through 
oPErational EfficiEncy 

initiativEs

6
TALENT 

DEvELOpmENT
insPiring EmPloyEEs 

to achiEvE 
ExcEllEncE through 

EngagEmEnt

4
B2B

lEading thE ict markEt 
in thE middlE East, 
dElivEring a world 

class EntErPrisE 
sErvicE

5
DIGITAL 

FRONTIER AND 
INNOvATION

bEcomE a rEgional 
trEndsEttEr in 

thE digital sPacE

AcHIEvEmENTs IN 2015:
In 2015, we made significant progress in furthering our corporate strategy through  
the execution of our six transformational initiatives.

cUsTOmER ExpERIENcE

Putting the customer at the heart of everything we do.

We continued our concerted efforts to enhance customer experience across all touch 
points in the customer journey by utilizing customer feedback, developing a thorough 
understanding of customer needs, and by linking frontline performance with rewards to drive 
relevance, simplification, optimization in all customer interactions. 

Across our footprint, we continued to broaden the scope of our transactional net promoter 
score (TNPS) and Voice of the Customer (VoC) platforms to provide real-time monitoring 
and analytics of customer feedback. We standardized Customer Effort Score (CES) and 
Customer Satisfaction (CSAT) metrics across all markets and now utilize a broad range  
of metrics including first call resolution (FCR), average holding time (AHT) and next best 
action (NBA) to assess the effectiveness of channels.
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DIGITAL FRONTIER & INNOvATION

Become a regional trendsetter in the digital space.

Zain Group established its Zain Digital Frontier and Innovation unit (ZDFI) tasked with cementing 
the position of the group within the digital space. ZDFI focuses on the areas of innovation, digital 
services, corporate venturing and smart cities. 

ZDFI’s mandate is to undertake the following:

• Determine innovative trends to lead regional implementation

• Exploit new digital opportunities in key verticals

• Participate in regional IcT venture capitalist funds focused on early stage companies

• Leverage vc capabilities to navigate the digital ecosystem

• Build smart cities eco-system and develop go-to-market approach

Ultimately, ZDFI aims to identify new business areas, value-adding strategic partnerships,  
accretive acquisition opportunities and synergistic corporate venturing investments which, 
collectively, will create new revenue streams to fully exploit the group’s high-speed broadband 
networks, customer assets, network intelligence and payment and billing frameworks.  
Within the digital services and innovation space, ZDFI is focused on identifying opportunities  
in the m-advertising, m-health, OTT communications m-payments and financial-technology 
services domains. The ultimate goal of ZDFI is to drive the organization towards innovation, 
agility and adaptability, aiming to build an innovation culture both within Zain and within the 
communities we serve and to be one of the trendsetters in the digital revolution engulfing  
the region.

TALENT DEvELOpmENT

Inspiring employees to achieve excellence through engagement.

Our goal related to Talent Management is to continue our success in aligning our people practices 
with our company strategy and to enable a higher performance environment with trusted 
leadership in order to maximize positive employee experiences. 

To achieve this goal, we embarked on the following initiatives in 2015:

• Developed and implemented a ‘Caring’ engagement and retention strategy

• Built efficient and timely measurements of organizational health, such as Pulse Surveys

• Established Group-wide processes and frameworks for Human Resources excellence

• Undertook learning, development and reskilling activities to improve our innovation culture

vALUE mANAGEmENT

Establish the building blocks  
to create more value.

Today, Zain is the market leader in five 
markets – Kuwait, Sudan, Jordan, Iraq and 
Lebanon – both in terms of value share and 
market share. Our objective is to continue 
to sustain our leadership position and 
to counter market erosion threats from 
OTT players and aggressive competition 
from operators present in our markets. 
Zain is utilising its business intelligence 
platforms to build a strong customer value 
management framework premised on  
well-defined customer segments in each  
of its markets. Data monetization is another 
key area for the company and initiatives 
are underway to implement data centric 
pricing in our markets. 

B2B

Leading the ICT market in the 
Middle East, delivering a world  
class enterprise service.

Zain’s ambitions within the B2B space 
focuses on building scale in enterprise 
mobility, fixed-mobile convergence 
solutions, connectivity, machine-to-machine 
(M2M) as well as hosted and managed 
services including personal and corporate 
cloud services and applications. Zain is 
also expanding its wholesale infrastructure 
to support content delivery networks. 
This portfolio of services and assets is to 
be offered to governmental customers and 
verticals including oil and gas companies, 
automotive, transportation and logistics 
businesses, utilities and banking.

In 2015, through a strategic partnership with 
Vodafone, Zain deployed M2M services in 
Kuwait with plans to launch similar services 
in Bahrain and Saudi Arabia in 2016. 
Applications include telemetry systems,  
smart metering, wireless security, cameras  
and fleet management.

OpERATIONAL EFFEcTIvENEss

Enhancing the bottom line through operational efficiency initiatives.

Our goal is to become one of the most cost efficient providers globally. We are focused 
on reducing total cost of ownership (TCO) through a broad range of OPEX and CAPEX 
optimization initiatives combined with enhanced procurement processes. These will help  
to drive efficiencies and maintain our healthy EBITDA margins. 

Optimizing TCO is the main lever for net income sustainability: with service revenues under threat, 
lower mobile data ROI, TCO optimization is the primary means of guaranteeing sustainable 
net income. In pursuit of operational effectiveness and excellence, in 2015, Zain sustained several 
initiatives covering operational alignment, revamped procurement processes, optimized and  
value-based CAPEX planning and cost optimization in each of the operating companies.
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Corporate
Governance 

Zain is committed to operating in the interests of its key stakeholders, including its shareholders, 
investors, employees and the broader community. Effective corporate governance is achieved 
through the implementation of transparent company policies and accurate, timely disclosures.  
It is a principal that is continuously promoted by Zain to maximize shareholders’ value and ensure 
that the organization remains accountable to its stakeholders. Zain has maintained its alignment with 
the standards and regulations set by the Ministry of Commerce and Industry (MOCI), the Kuwait 
Stock Exchange (KSE), the Capital Markets Authority (CMA), the Communication & Information 
Technology Regulatory Authority (CITRA), the Ministry of Finance (MOF), the Anti-Corruption 
Authority (KANCOR), the Competition Protection Authority (CPA), and other regulatory entities.  
In 2015, Zain strengthened its corporate governance policies in accordance with the new CMA 
guidelines. Changes made over the year ensure that Zain is compliant with all CMA guidelines 
prior to the 2016 deadline. In accordance with the highest standards of transparency, Zain 
managed to include a full disclosure archive – covering past announcements to the KSE up 
to five years ago – on its official website.  This section was created in accordance with the 
corporate governance regulations issued by the CMA to deliver a public and convenient source 
of company information to all stakeholders.

Zain’s Board of Directors (BOD) is the organization’s highest governance body. The responsibility  
of the Board extends to the approval of the organization’s policies, guidelines, Key Performance 
Indicators (KPIs), strategy, goals, purpose, and values, as developed by the company’s CEO  
and Executive Management. The BOD consists of eight Board Members, with one member 
 of the Board appointed by the Kuwait Investment Authority (the investment arm of the Kuwait 
Government and Zain’s largest shareholder). The remaining Board Members represent other 
shareholder groups (companies and individuals). Members of the BOD maintain independence  
and hold no major equity in the company. The Chairman of the Board is a non-executive officer.  
This is in accordance with CMA regulations and the commercial law. Zain Group has an official 
set of policies related to whistleblowing, protection of conflicts of interest, stakeholders’ rights 
protection, related party transactions, and board committees’ charters. Zain’s Code of Conduct is 
reviewed by Executive Management in coordination with the Corporate Governance Department 
and approved by the BOD in compliance with laws and regulations. 

The BOD is comprised of seven males and one female. Nomination and selection for the BOD 
takes place every three years, the latest of which took place in February 2014. The process 
for nominating and selecting Board Members takes place in line with the newly approved 
Nomination and Remuneration Committee Charter and the rules for selecting Nomination 
Committee Members as stipulated by the MOCI in Laws No. 97/2013, 25/2012, and 7/2010  
and its bylaw; as well as the CMA executive bylaw and its related 16 modules. Information 
regarding the composition of the new BOD Members is available below.

A total of five Board Meetings were held in 2015. Meetings between Zain’s Executive 
Management and the BOD take place on both a periodic basis and as required. Authority 
regarding economic, social and environmental issues related to Zain are delegated by the 
BOD to members of the organization’s Executive Management based on the pre-defined 
responsibilities of each Senior Executive.  
Issues related to sustainability, including the socio-economic and environmental impacts  
of Zain, are delegated to the Head of Corporate Sustainability (CS), who develops the company 
strategy related to sustainability issues and coordinates with relevant stakeholders to  
communicate key issues both internally and externally as necessary. Impacts and other issues  
pertaining to these themes are reported to both Executive Management and the BOD by 
the Head of CS through a variety of tools that include periodic reports such as quarterly 
performance reviews and the annually published Sustainability Report.

Executive Management works collectively with Board Committees (BCs) which were established 
in compliance with the requirements of the CMA. Zain’s BCs ensure that all critical concerns, 
news and information are communicated in a timely manner to regulatory bodies and shareholders 
in compliance with the disclosure regulations and guidelines developed by the MOCI, CMA 
and KSE pertaining to transparency. Zain’s BCs include: Corporate Governance, Audit, Risk, 
and Nomination and Remuneration. All BCs maintain communication with the CEO, CFO 
and executives from related functions within the Group. The Corporate Governance, Risk 
and Internal Audit functions report directly to their respective board committees to ensure 
compliance with CMA regulations regarding independence of control functions. 
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MeMbers of the board of direCtors:

In 2015, Zain developed a comprehensive remuneration policy for the BOD in alignment with 
CMA regulations. The Nomination and Remuneration Committee is tasked with implementing 
this policy and compensating Board Members based on an evaluation matrix that factors 
aspects related to ethics, expertise and other key performance indicators (KPIs). Independence, 
expertise and the rights of shareholders’ and stakeholders’ are all emphasized as part of 
the committee’s charter, and the rules for selecting nomination members. These documents  
are based on rules and regulations issued by the CMA and MOCI. 

In addition, Executive Management oversees, through the Investor Relations, Corporate 
Governance and Corporate Communications functions, the communication of relevant 
information to its stakeholders. Such information is communicated through various media tools 
including newspapers, the official Zain website and direct correspondence with officials from  
the KSE, CMA or other regulatory bodies. 

The BOD, Executive Management and existing Board Committees work collectively to address 
all requirements related to corporate governance including those that pertain to economic, 
social or environmental topics through disclosure, board meetings and record keeping.  
Such tools are used to evaluate the performance of Board Members and Executives to ensure 
all guidelines and standards of transparency and efficiency are applied for the best interest  
of shareholders. In an effort to uphold this standard, Zain Group, in collaboration with external 
consultants, is further developing its official evaluation tools and policies related to the BOD 
and Executive Management. The Corporate Governance and Human Resources departments 
are collectively working to establish awareness sessions and a training and development policy 
for the BOD and Executive Management to formalize and articulate the Company’s position  
in this regard.

Zain’s procedures for handling unethical or unlawful behavior are documented in the Company’s 
whistleblowing, Code of Conduct, conflict of interest, and stakeholders and shareholders’ 
rights protection policies. Our whistleblowing policy covers the mechanism of reporting any 
misconduct internally and investigation of suspicious activities. The whistleblowing policy was 
approved by the BOD in 2015. Policies and procedures for employees related to handling 
unethical or unlawful behavior are shared with all members of the organization and are available  
in the HR Policy Manual, internally accessible to all employees. In 2015, no violations were reported 
against Zain regarding its disclosure and transparency practices, providing a solid testament to its 
alignment with the best international practices in effective corporate governance.

Mr. Asaad Ahmed Al Banwan 
CHAIRMAN

Mr. Abdul Mohsen Al Faris  
BOARD MEMBER

Mr. Abdul Aziz Al Nafisi 
BOARD MEMBER

Mr. Bader Nasser Al Kharafi 
DEPUTY CHAIRMAN

Mr. Waleed Abdullah  
Mishary Al Roudan 
BOARD MEMBER

Ms. Shaikha Khaled Al Bahar 
BOARD MEMBER

More information about Zain’s BOD and Executive Management is available  
on the official Zain website: http://www.zain.com/about-zain/zain-management/ 

Mr. Jamal Al Kandary 
BOARD MEMBER

Mr. Jamal Shaker Al Kazemi 
BOARD MEMBER
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ENTERpRIsE
RISk MANAGEMENT

In line with the 2013 Capital Markets Authority’s (CMA) fifth rule of the Regulation  
No. (25), Zain realigned the organization’s Risk Management function as an independent 
function reporting directly to the Board Risk Committee. The action, in line with global best 
practices, enables Zain to leverage enhanced administrative competencies while ensuring 
fairness and transparency across its operations.

Zain Group, through its training and management standards and procedures, aims at 
developing a disciplined and constructive control environment in which all employees 
understand their roles and obligations. The Group’s Board Risk Committee oversees how 
management monitors compliance with the risk management policies and procedures, and 
reviews adequacy of the risk management framework in relation to the risks faced by the 
organization. Along with Group Risk Management, the Board Risk Committee is assisted 
in its oversight role by Zain’s assurance functions such as the Internal Audit and Corporate 
Governance departments. This ensures that the tone at the top serves as a guiding direction  
for the rest of Zain to embrace leading risk management practices.

TONE AT
THE TOP

SUCCESSFUL
ERM

COMMITMENT

JUDGMENT

TRAINING
AND

COMMUNICATION
ROLES AND

RESPONSIBILITY

ACCOUNTABILITY

SUSTAINABILITY

Zain’s 2015 ERM Focus aREas

Review of the organization’s risk management policies and procedures were carried  
out to assess their continued suitability and adequacy.

Conducting comprehensive risk assessments of the financial risks and instruments used 
to mitigate the identified risks.

Continuously evaluating emerging risks through horizon scanning and preparation  
of the appropriate mitigation plans to address the shifting risk landscape.

Zain continues to mitigate against any potential negative impacts of country risk by 
continuously monitoring its risk exposure, updating its risk register and implementing 
mitigation actions where needed. Zain has also initiated an integrated enterprise wide 
business continuity program maintaining network disaster recovery plans and crisis 
management plans to ensure business continuity.

To mitigate against health and safety risk, Zain maintains a global health, safety and 
environment (HSE) policy that are mandated in across all operations. Zain has also  
developed Security and Safety guidelines which are designed to give practical advice  
on safety and security to Zain’s employees and partners. No functions within Zain include 
high risk occupational activities or activities that have a likelihood of leading to disease.

                                                        

The success of risk management depends on the effectiveness of the management framework 
providing the foundations and arrangements that are embedded throughout the organization 
at all levels. The framework assists in managing risks effectively through the application of the 
risk management process at varying levels and within specific contexts of Zain. The framework 
ensures that information about risk derived from the risk management process is adequately 
reported and used as a basis for decision making and accountability at all relevant levels of Zain.

A key enabler to make the enterprise risk management program a success has been to put 
in place an effective governance model across Zain. The governance model enables each 
operating company to take accountability for the risks it is facing and make the right judgement 
for the mitigation required to ensure that we are operating within our prescribed risk appetite. 
It also established open lines of communication to ensure that best practices within the Group 
are leveraged by all entities.
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AssEssING THE RIsKs OF cORRUpTION

Zain conducts audits in line with guidelines stipulated by the Institute for Internal Auditors in 
order to assess the risks of corruption and controls in place to prevent them. Building on the 
work done during Zain’s 2014 reviews, we covered all of our operations in 2015 in key areas 
where corruption is most likely to exist. Based on information reviewed, no cases of corruption 
were identified during such assessments over the period.
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ADDREssING KEy  
cHALLENGEs
TO HUmAN RIGHTs
ZAIN’S ALIGNMENT  
WITH THE UNGP ON 
BUSINESS ANd HUMAN 
RIGHTS REPORTING

In alignment with the United Nations Guiding Principles (UNGP) on Business and Human Rights 
Reporting Framework, Zain developed this section to communicate its engagement of human rights 
issues as they relate to the company’s activities and business relationships. The UNGP Business 
and Human Rights Reporting Framework was published in 2015 as the first comprehensive 
guidance for companies to report on its most relevant human rights issues. As an organization 
that recognizes the importance of human rights to overall organizational sustainability, Zain 
aligns its actions and reporting with the UNGP Framework.

cOmmUNIcATING ZAIN’s pOsITION ON HUmAN RIGHTs

Zain publically states its commitment to endorsing and complying with universal and local human 
rights obligations through its annually published Sustainability Report. The emphasis placed  
by Zain on human rights issues are on those that effect employees, that involve the company’s 
value chain and that impact the general public. Zain demonstrates the importance of adhering  
to human rights by articulating its commitments within its Corporate Sustainability (CS) Policy. 
Zain has also embedded human rights issues related to employee treatment and discrimination 
within its HR Policy Manual and its Employee Code of Conduct. Adherence to human rights 
principles across the company’s supply chain are articulated 1) within Zain’s Supplier Code 
of Conduct to which existing suppliers are held accountable, and 2) within Zain’s Supplier 
Registration Form through which potential new suppliers are screened by disclosing their human 
rights track record. Lastly, Zain ensures the safety of the general public from its activities through 
the policies stipulated in its ESMP Guidelines, which articulate Zain’s policy of protecting people 
from radiation and other potentially harmful impacts.
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publically available and is shared with all suppliers. Compliance of Zain’s suppliers to the 
Supplier Code of Conduct is mandatory. Zain’s policy of protecting its customers’ data privacy 
is articulated in the GSMA Mobile Privacy Principles, which Zain took part in developing and to 
which it maintains its adherence. Zain’s position on the non-disclosure of customer information 
and the protection of the confidentiality and privacy of all personal information is publically 
available on its website (http://www.zain.com/en/privacy-policy/). 

Zain engages its stakeholders when determining its human rights policies in relation to each 
relevant issue through the following:

1.  Labor rights, treatment and safety: The company’s HR Policy is communicated to and shared 
with all employees, and the company Code of Conduct is publically available.  
Periodic employee engagement forums and outlets enable employees to communicate  
their feedback regarding policies and as such the HR Policy remains a fluid document that  
is responsive to employee priorities. In addition, the Supplier Code of Conduct was 
developed in line with best industry practice and is communicated to all existing and 
prospective suppliers for the company. 

2.  Public safety in relation to company activities: Zain ensures that its activities, such as the 
establishment of base stations, are carried out in compliance with relevant regulatory bodies 
and after engagement with community representatives.

3.  Customers’ right to privacy: Zain’s protection of its customers’ personal data is 
communicated publically on its website and through publications that include 
the annually published Sustainability Report. 

Each human rights issue is given consideration in Zain’s decision-making processes and resulting 
action. Below are some of the ways each issue effects Zain’s policy:

1.  Labor rights, treatment and safety: Zain maintains and communicates multiple channels for 
employees to report any violations to their labor rights or mistreatment. In addition, Zain’s 
geographical expansion or entry into new revenue streams is preceded by human rights 
impact assessments that influence the company’s decision-making processes and resulting action. 

2.  Public safety in relation to the company’s activities: Zain maintains the policies specified in the 
ESMP Guidelines that safeguard against exposure to electro-magnetic fields (EMF), radiation 
and other potentially harmful exposures.

3.  Customers’ right to privacy: Zain maintains adherence with the GSMA Mobile Privacy 
Principles and is committed to protecting the personal information of its customers.  
The company applies all prudent measures to avoid data leaks, theft and/or loss.  
The Company also aims to respond to such issues with the utmost precaution and diligence.  
Zain complies with all laws and regulations related to the protection of customer privacy  
and data and takes steps to align with ISO certifications related to the matter.  

Zain tracks the effectiveness of its policies to protect human rights through frequent 
engagement of employees, suppliers, the general public and other stakeholders potentially 
impacted by such policies. Employees, for example, maintain several internal channels through  
which to communicate labor grievances. 

In cases where people are harmed by the company’s actions, effective remedies are stipulated 
within Zain’s HR Policy, its Supplier Code of Conduct and its ESMP Guidelines. Each document 
clarifies channels for impacted people to communicate their grievances to the company. 

ZAIN’s HUmAN RIGHTs IssUEs

The UNGP Framework defines salient human rights issues as, “the human rights at risk of  
the most severe negative impact through the company’s activities and business relationships.” 
Relevant human rights issues at Zain are determined primarily through high level interaction 
within the company, namely between the Head of CS and other senior executives including  
the Chief Executive Officer, the Chief Financial Officer, and the Board of Directors.  
These interactions take into consideration the input from stakeholders, determined through 
activities including but not limited to 1) the Employee Engagement Survey, 2) the CS Survey,  
3) the engagement of shareholders and key investors, 4) communication with local communities 
regarding site selection, 5) interaction with the general public through social media channels, 
and 6) human rights impact assessment studies prepared as part of the due diligence process 
for corporate investments, joint ventures and mergers and acquisitions.

Accordingly, Zain has defined its most salient human rights issues as:

1. Labor rights, treatment and safety 
2. Public safety 
3. The customers’ right to privacy

Any changes to the above are determined through regular high-level interaction within  
the company and take into consideration changes in local and international dynamics as 
well as the operational context. 

Zain’s focal geographies extend to all of its areas of operation which include Kuwait, Bahrain, 
Iraq, Jordan, Lebanon, Saudi Arabia, Sudan, and South Sudan. Also included in Zain’s scope  
is the company’s value chain, where human rights standards are upheld by Zain’s suppliers  
and partners through compulsory compliance with Zain’s Supplier Code of Conduct and through 
a screening process that takes place prior to the registration of new suppliers. Furthermore, 
in matters regarding geographical expansion or entry into new revenue streams through 
acquisitions of licenses or existing businesses, Zain pays particular attention to human rights 
impact assessments including race and gender equality, inclusiveness as well as fair and equal 
opportunity labor practices (child labor, compulsory labor, etc.).

Zain’s relevant issues cover all areas of concern regarding human rights during the reporting 
period and no severe impacts on human rights occurred which fall outside of this scope.

spEcIFIc HUmAN RIGHTs pOLIcIEs AT ZAIN

Specific policies that address human rights issues are articulated within the HR Policy, the 
Supplier Code of Conduct, the CS Policy, and the ESMP Guidelines. These policies are shared  
and readily available for viewing to all relevant stakeholders. The HR Policy, the CS Policy  
and the ESMP Guidelines are accessible to all employees. The Supplier Code of Conduct is 
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3.  Engagement through various corporate Functions such as Investor Relations, corporate 
Governance, Regulatory, Networks, customer Experience, and commercial Functions:

     Several Zain functions devote significant resources to maintaining frequent dialogue with 
stakeholders through investor and shareholder meetings, communication with regulatory 
bodies, meetings with partners, customer polling and other engagement processes related  
to each relevant function.

At Zain, we undertake a variety of activities to ensure that interactions with our customers are 
positive and productive. Customer Experience represents one of Zain’s key strategic pillars,  
and as such, a variety of engagement tools are used to track customer interaction and identify 
areas of potential improvement. Some of these activities include: 

• Follow-up surveys that track the experience of customers within our stores and call centers. 

•  Continuous tracking of customer sentiments through customer focus groups, interviews  
and phone surveys.

• Maintaining feedback and suggestion forums on all Zain websites. 

•  Remaining responsive to customer feedback given through channels such as social media  
and call centers. 

Im
pA

c
Ts

 O
N

 Z
A

IN Medium High

• Strategy 
• Emissions 
• Anti-Corruption 
• Market Presence 
• Supplier Assessments 
• Environmental Compliance

Very High

• Governance 
• Ethics and Integrity 
• Economic Performance 
• Employment  
• Occupational Health and Safety 
• Customer Health and Safety 
• Marketing Communications 
• Customer Privacy 
• Product Responsibility Compliance

Low Medium

• Procurement Practices 
• Biodiversity 
• Environment: Products and Services 
• Energy Consumption

 High

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

Low Medium

•  Grievance Mechanisms  
for Impacts on Society

Zain conducts materiality assessments in order to define the themes that are most material to 
the organization and its key stakeholders. Based on this materiality process, the organization 
determines the content of its Sustainability Report, and selects which Aspects to disclose from 
the Global Reporting Initiative (GRI) G4 Guidelines.

DETERmINING mATERIALITy TO ZAIN

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

IDENTIFyING mAJOR sTAKEHOLDERs

Zain defines stakeholders using the definition provided by GRI:

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

Based on this definition, Zain identifies its main stakeholders for the purposes of this report as:

• Shareholders     • Local Communities

• Employees      • Regulators

• Customers      • Investors and Equity Analysts

• Suppliers and Business Partners   • Banks and Financial Institutions

Zain carries out stakeholder engagement activities that enable the organization to meet the needs 
and expectations of its stakeholders. Stakeholder engagement activities include the following:

1. corporate sustainability and social Responsibility (cs) survey:

      The CS Survey engages Zain’s employees, its major business partners and the general public 
to identify which CS themes are most important to each stakeholder Group, and to also 
measure their familiarity of Zain’s related activities.

2. The Employee Engagement survey (EEs):

     The EES measures the sentiments and priorities of Zain employees on various issues such as 
training and development, compensation and corporate culture.

ImpAcTs ON sTAKEHOLDERs

mATERIALITy
ASSESSMENT
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The Materiality Matrix above reflects those themes which are determined to be most relevant 
to Zain and its stakeholders. Emphasis within the 2015 Sustainability Report is given to those 
Aspects categorized as ‘Very High,’ followed by ‘High’ and ‘Medium.’ Aspects excluded from 
the report are done so on the basis of their ‘Low’ materiality or their inapplicability to Zain’s 
operating context. Based on this cross-evaluation, the material Aspects selected for inclusion  
in the 2015 Sustainability Report are:

cATEGORy: LABOR pRAcTIcEs  
AND DEcENT wORK

a. Employment

b. Occupational Health and Safety

c. Training and Education

d. Diversity and Equal Opportunity

e. Equal Remuneration for Women and Men

f. Supplier Assessment for Labor Practices

g. Labor Practices Grievance Mechanisms

cATEGORy: HUmAN RIGHTs

a. Non-discrimination

cATEGORy: sOcIETy

a. Local Communities

b. Anti-Corruption

c. Grievance Mechanisms for Impacts on Society

cATEGORy: pRODUcT REspONsIBILITy

a. Customer Health and Safety

b. Marketing Communications

c. Customer Privacy

d. Compliance

cATEGORy: GENERAL

a. Company Strategy

b. Corporate Governance

c. Ethics and Integrity

cATEGORy: EcONOmIc

a. Economic Performance

b. Market Presence

c. Indirect Economic Impacts

d. Procurement Practices

cATEGORy: ENvIRONmENTAL

a. Energy

b. Biodiversity

c. Emissions

d. Products and Services

e. Supplier Environmental Assessment

f. Compliance

g. Overall

Materiality Assessment 



A Message from the Head of CS

and university students that participated in the 
ISEF Competition by rewarding the participants 
with Mac Laptops, MiFi and a one-year free  
data subscription.

Lastly, Touch in Lebanon in line with our direction 
that aims to promote entrepreneurship also 
launched the Ideal Business Competition in 
order to encourage students in six Lebanese 
universities to present their startup ideas with  
the selected finalists gaining professional advice 
and exposure to potential investors.    

As we move into 2016, the Zain Group Corporate 
Sustainability strategy will be  revised in order to 
have a greater emphasis in creating sustainable 
value for the organization and our various 
communities. The 2016 focus will be in achieving 
the desired convergence of value.

Challenges will continue to arise, but Zain 
remains committed to achieving its goals.

We encourage you to read the report and we  
welcome your comments, thoughts and feedback.

 

 
Head of CS 
Jennifer Suleiman

A mEssAGE FROm
THE HEAd OF cS 

2015 was a year filled with dualities ranging 
from great promise to immense human tragedy 
and suffering.  During the year, the world  
experienced devastating consequences from  
the war in Syria which impacted millions of 
people seeking a better life in other parts of  
the world. This was further compounded by  
the ongoing acts of terrorism and social unrest  
in Iraq, which precipitated the crisis and the mass 
migration of that symbolizes the breakdown of 
the essential fabric of life that binds us together.    

In addition to the various geo political pressures, 
our region witnessed a sharp decline in oil prices. 
The severe drop coupled with resulting foreign 
currency fluctuations caused material negative 
impacts on the economies in some of Zain’s 
operating markets.  

The slowed economic activity, regional political 
upheavals, prevalent youth unemployment, rigid 
regulatory environments, saturated markets 
and economic reforms in a number of markets 
in which we operate are shaping the operating 
context for Zain.  Alongside the various pressures,  
one of the most significant is the rapid evolution 
of technology.

Technological disruptions may be unsettling,  
but they also bring great promise.  As a mobile 
operator, the disruptions represent an 
opportunity for Zain to enter into adjacencies 
that could potentially catapult the organization 
into a unique playing field.  Our corporate 
strategy has continued to evolve in order  
to address the various opportunities necessary 
for us to fulfill our promise of delivering value  
for all. 

Throughout 2015, we were fully engaged with 
the World Economic Forum (WEF) through our  
Strategic Partner Associate membership. 

We consider this engagement significant for  
the organization and society as a whole.  
Our engagement aims at addressing youth 
unemployment, human capital, and skill 
development.  In addition, we are also working 
on the future of internet initiatives, which are at 
the center of the 4th industrial revolution.  

On a local level, our operating companies 
continued in their efforts of build better  
and more resilient communities.  With the 
evolving eco systems, many of the initiatives 
focused on fostering entrepreneurship. Zain 
Group’s partnership with MIT Enterprise Forum 
Pan Arab Start-up competition and Zain Kuwait’s 
Great Idea activity are examples of such. Zain 
Jordan, through its innovation campus (ZINC) is 
another representation of the company’s focus 
on playing an active role in the development of 
the Kingdom’s innovation ecosystem.  

Zain Sudan rolled out Kiosks that help small-
sized entrepreneurs establish their own 
businesses.  This is a positive step for Sudan 
as it encourages economic diversification 
by developing small businesses that have 
employment and growth potential.

Zain Iraq worked closely with the UNHCR in 
order to provide housing to internally displaced 
people.  This is important given the level of civil 
unrest that currently exists in the country. Zain 
Iraq has also continued to build skills for Iraqi 
widows; which is a significant positive step for 
the economic emancipation and financial well-
being of this demographic group of women.  
Zain Bahrain continued its efforts in developing  
a knowledge based society through its 
Knowledge Forums that brought together more 
than 5,000 students.

Zain Saudi Arabia recognized the achievements 
of the Saudi Arabian delegation of high school 

“ As we move into 2016,  
the Zain Group corporate 
Sustainability strategy will 

be  revised in order to have a 
greater emphasis in creating 

sustainable value for the 
organization and our  
various communities.”
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OUR OpERATING 
cONTExT

The operating context of Zain’s markets presents unique challenges for the organization and 
its sustainability agenda. Below are some of the most relevant socio-economic and political 
dynamics that affected Zain in 2015 and a description of the organization’s response. 

THE cHALLENGE:  
HUmAN DIspLAcEmENT

Conflicts within and 
surrounding Zain’s operating 
markets has created a calamity 
of human displacement across 
the region. Ongoing turmoil 
in Syria, Iraq and South Sudan 
has displaced more than 10 
million people within Zain’s 
markets to date.

sOmE FAcTs:

• 4.4 million people displaced in Iraq.

• 1.6 million people displaced in South Sudan.

• 630,000 Syrian refugees in Jordan.

• 1.08 million Syrian refugees in Lebanon. 

ZAIN’s REspONsE

1. services targeting the Displaced 

Family Reconnection Project in partnership with Ericsson and REFUNITE:  
Enables displaced people separated from their loved ones to reconnect with  
one another. Zain helped establish the service in South Sudan and Jordan.  
Impact: 1,200 people registered for the service in South Sudan.

Syria-Sim Service in partnership with UNHCR: Refugees in Jordan that subscribe 
to the service are connected with UNHCR representatives through a free hotline. 
Impact: 30,000 subscribers.

Tawasol Line: Refugees in Lebanon receive discounted rates for voice, data and 
particularly for contacting Syria. 
Impact: More than 50,000 subscribers.

2. Enabling our customers to Assist

SMS Shortcodes: In several markets, such as KSA, SMS shortcodes are provided 
that enable customers to easily donate money towards charities in Syria.  
Impact: More than $125,000 USD donated from Zain KSA. 

3. community Outreach programs

IDP Assistance Project: Zain Iraq established a comprehensive IDP assistance 
program through which basic food, medical and housing needs are provided  
to IDPs in Iraq. 
Impact: 19,700 IDPs assisted. 

ZN_WD_KEYN: Dimensions: A4 - 210mm x 297mm
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THE cHALLENGE: 
cURRENcy 
FLUcTUATIONs

Depreciation of financial 
currencies, namely the 
Sudanese pound (SDG),  
has adversely effected Zain’s 
financial position. Revenues 
for Zain Sudan are generated 
in SDG, while a large portion 
of the company’s overall 
indebtedness and equipment 
are prices in US Dollars. 
Depreciation of the SDG  
has therefore impacted Zain’s 
financial performance.

THE cHALLENGE: 
A REGIONAL 
yOUTH BULGE 
AND HIGH yOUTH 
UNEmpLOymENT

The MENA region is currently 
experiencing a large youth 
bulge, which has contributed 
to the world’s highest regional 
youth unemployment rate.

sOmE FAcTs:

•  Sudan’s inflation rate was 36.9% in 2014, and 
18.2% in 2015.

Note:  Inflation statistics obtained from the CIA 
World Factbook

sOmE FAcTs:

•  Youth unemployment in the MENA region  
is 27%.

•  40% of the region’s adult population  
is comprised of youth (ages 15-29) 

ZAIN’s REspONsE

Zain limits its exposure to currency fluctuation risks through the following actions: 

1. By issuing a proportion of its loans in local currencies.

2. By paying its suppliers in local currencies in certain cases where applicable.

3. By planning its foreign exchange purposes to manage risk. 

ZAIN’s REspONsE

1. supporting the startup Ecosystem

MIT Enterprise Forum (MITEF) Startup Competition 
12,000 entrepreneurs involved from across the region in 2015.  
$135,000 in seed money awarded to the competition winners

Zain Innovation Campus (ZINC) and Zain Al Mubadara 
$83,000 in seed money provided to promising Jordanian startups

Zain Great Idea: 
14 sustainable local startups established in Kuwait.

2. providing capacity-Building Opportunities for youth

School Construction and Renovation  
10 schools Built and 6 rehabilitated in sudan, impacting 114,000 students.

Academic Scholarships  
Fully-funded scholarships provided to 4 Bahraini students in science  
and technology-related fields. 

Smart Schools Development 
ICT incorporated into curriculum of 3 Jordanian schools,  
impacting 831 students
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ENGAGING 
OUR STAkEHOLdERS

Zain maintains a high level of transparency, collaboration and communication with all of its 
stakeholder groups. Through proactive engagement, Zain is able to effectively pursue its 
sustainability agenda and ensure that the organization addresses and remains responsive to 
the needs of each of its key stakeholders. The corresponding table defines each of Zain’s major 
stakeholder groups, and outlines the ways in which the organization engages and responds to 
their specific needs concerning the business. 

Our 
Stakeholders

Stakeholder Priorities Our Response

Customers: 45.6  
million customers

• Reliable and accessible service • Investments in our network quality and coverage

•  Review network performance through monthly 
and quarterly review forums with all operations

• Innovative service •  Provide customers with access  
to the latest technology

•  Continuously deploy higher-speed services 
through introduction of 4G/LTE or 3G networks

• Affordable service •  Launch tailored products and services covering 
different value segments and cater to the 
connectivity needs of customers for both voice 
and data

• Accessible service •  Provide our customers with both basic 
connectivity and value-added services at 
affordable prices

•  Ensure services are available through multiple 
channels (mobile app, online, retail outlets, 
and contact centers)

•  Stay informed about promotional offerings  
and relevant information

•  Communicate through direct messaging, 
social media and media outlets

• Provide updated information on Zain channels

•  Provide professional assistance in all of our 
retail stores, outlets and contact centers

•  Customized services (products and services  
that fit different needs and lifestyles)

•  Maintain ongoing engagement with customers 
to ensure an accurate understanding of 
customer needs (examples of engagement 
processes include customer research and 
collecting feedback within retail outlets and 
contact centers.)

•  Design and offer bundled packages that  
group mobile data and service packages with 
other products

•  Offer customized packages for particular 
segments such as youth, students, women, 
the underserved, refugees, and those at the 
bottom of the pyramid

Our 
Stakeholders

Stakeholder Priorities Our Response

• Ease, clarity and transparency of billing •  Offer support through contact centers and 
other accessible channels

• Offer simplified electronic billing options

• Information security and data protection • Provide online services and billing options

• Fast and efficient complaint resolution •  Operate contact centers and respective contact 
channels with different language options

• High quality customer care •  Continue to drive Customer Experience as a 
major strategic pillar

•  Maintain various channels to keep customers 
informed, receive feedback and measure 
performance (through customer satisfaction 
surveys, store experience surveys, contact 
centers, and brand trackers)

•  Track Net Promoter Scores – the degree 
to which customers would recommend our 
services to others – across operations

Shareholders and 
Investors: Largest 
shareholder is the 
Kuwait Investment 
Authority (24.6%)

• Strong return on investment • Remain profitable

• Increase customer base

• Maintain our Revenue Assurance Department

• Maintain management excellence

• Transparency •  Provide frequent communication and updates 
through our Investor Relations Department

•  Issue periodic reports (ie. Financial 
Statements, Earnings Release, Analyst Call 
Reports, and Audited Financial Statements)

• Conduct analyst calls quarterly

•  Provide a fair understanding of the  
company’s strategy and business to  
potential and actual investors

•  Provide frequent updates through Investor  
Relations department

•  Issue periodic reports (ie. Financial 
Statements, Earnings Release, Analyst Call 
Reports, and Audited Financial Statements)

• Conduct analyst calls quarterly

•  Host an Annual General Assembly  
Meeting (AGM)

• Management excellence • Increase transparency

•  Encourage more investors to be interested  
in the company’s shares to improve the 
number of buyers and sellers and therefore 
improve the liquidity of the market 
which hopefully will improve the relative 
performance of the shares

•  Provide frequent communication and updates 
through our Investor Relations Department

•  Issue periodic reports (ie. Financial 
Statements, Earnings Release, Analyst Call 
Reports, and Audited Financial Statements)

• Conduct analyst calls quarterly

•  Provide investors and other stakeholder 
audiences with a clear, honest and accurate 
picture of the company’s past performance  
as well as its prospects for the future

•  Attend conferences to strengthen relations with 
both current and potential investors

•  Attended MENA Conferences in London and 
Dubai in 2015
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Our 
stakeholders

stakeholder priorities Our Response

Business Partners:  
Suppliers, 
contractors, 
and distributors

• Provide favorable terms •  Encourage discussions with relevant 
departments, including procurement and sales

• Discuss and negotiate contracts and terms

• Provide timely payments • Conduct periodic evaluations and assessments
• Maintain open channels of communication

•  Maintain opportunities for frequent interaction  
and engagement with Zain

•  Hold an annual Zain Technology  
Conference (ZTC)

• Maintain open channels of communication.

•  Remain informed about Zain’s guidelines  
and standards regarding health and safety, 
environment and labor standards 

•  Communicate the Zain Supplier Code  
of Conduct

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

•  Access to information about the company 
including financial data, customer data and 
other relevant information

•  Publish Annual Report and issue other 
periodic reports

• Publish disclosure reports

•  Maintain open direct channels with  
public officials

•  Access to telecommunications services  
for citizens

• Maintain network quality and coverage

• Comply with laws and regulations

• Taxation revenue • Publish disclosure reports

• Compliance with regulations •  Ensure and oversee compliance through 
Corporate Governance Department and other 
relevant functions

•  Develop Board Committees in compliance 
with CMA regulations

•  Ensure compliance with the regulatory 
requirements in the countries where 
we operate

• Stakeholders’ Rights Protection •  Implemented through the Corporate 
Governance framework

•  A policy in this regards has been approved 
by the Board and is shared with Executive 
Management

•  Corporate Governance and Investor Relations 
departments work collectively to guarantee 
transparency and efficiency throughout 
operations

•  To develop the company’s reputation and 
provide an insurance against unforeseen events

• Invest in network quality and coverage

•  Maintain business continuity and  
contingency planning

•  Maintain insurance coverage for critical assets  
(such as data centers)

• Awareness of key organizational risks • Update the Risk Register

•  Maintain mitigation plans for all significant 
company risks that are communicated directly 
to the Board Risk Committee

Our 
Stakeholders

Stakeholder Priorities Our Response

Employees: 
6,700+ employees

•  Have multiple engagement channels with  
the organization 

• Annual Employee Engagement Survey

• Regularly held Pulse Survey

• Town Hall meetings

• Open door policy with Senior Management

• Job security and satisfaction •  Engage employees, maintain open 
communication channels and develop  
action plans based on employee feedback

• Employee benefits • Offer competitive benefits packages

•  Opportunities for development, growth  
and skills development

•  Developed a comprehensive training and 
development program that offers several 
opportunities to improve holistically.

•  Established succession management  
policies and employee guides to facilitate 
career growth

• Competitive salary •  Conduct annual benchmark exercises 
and salary surveys for similar regional and 
international organizations and implemented  
a salary scale 

•  Working for a company that matches  
their values

• Implement multiple engagement channels

•  Access to international conferences  
and networking opportunities

•  Enable employees to participate  
in conferences and forums

• Health and safety protection •  Maintain a Health and Safety policy  
for employees and temporary workers

• Maintain insurance coverage for all employees

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

• Stay informed of company activities •  Share information on website, social media  
and conventional media channels

• Publish Sustainability Report annually

• Minimal visual and noise pollution • Upgrade generators to models with silencers

•  Install camouflage solutions for base stations, 
where applicable

•  Commitment to upholding health and  
safety standards

•  Uphold ESMP Guidelines that include health  
and safety provisions

•  Address priority community needs  
(such as education, health, and economic 
development) and mitigate societal deficits 
(such as youth unemployment, human 
displacement and job readiness)

•  Support  and develop locally relevant CS 
activities and establish partnerships that 
further the CS agenda and that address 
prevalent societal deficits

• Conduct CS surveys

•  Uphold environmental standards, improve the 
efficiency of resource use and reduce emissions

•  Install hybrid and solar generators  
where feasible

•  Explore possibilities for site-sharing and 
implement the ‘right-sizing concept’

•  Implement e-waste recycling and  
reuse initiatives

• Comply with ESMP regulations

•  Set long-term carbon emission  
reduction targets

•  Benchmark energy efficiency progress with 
similar regional and global organizations

•  Engage Zain in relevant community events  
and forums

•  Participate regularly in relevant community 
events and forums
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Our EcOnOmic 
Impacts

The Challenge In 2015, we…

At 28%, the MENA region has the highest 
regional unemployment rate in the world. 

Committed to contributing to the achievement 
of the World Economic Forum’s “New Vision for 
Arab Employment Initiative” which is to enable 
job readiness for 100,000 people in the MENA 
region by 2017.  

The MENA region currently faces an 
innovation and startup deficit.

Established strategic investments with regional 
and global venture capital funds such as Wamda 
Capital and Middle East Venture Partners. 

4G connectivity improves economic efficiency 
and enables businesses in developing 
countries to compete globally.  

Became the first operator in Jordan to launch 
4G LTE services. 

Zain’s operations generate tangible positive economic impacts for its communities.  
Through business activities as well as strategic investments and partnerships,  
Zain is spurring region-wide job creation and innovation. 

The Information and Communication Technology (ICT) Ecosystem stimulates economic growth 
and development. Research findings reveal the extent to which ICT companies such as Zain 
impact the economic landscape:

ThE EcOnOmic POTEnTial Of icT

Globally

• Economies generate 80 new jobs for every 1.000 new broadband connections made.

• Increases in broadband penetration by 10% lead to 1% growth in sustainable GDP.

• The mobile ecosystem supports 24.8 million jobs worlwide.

• The mobile industry contributes more than $3 trillion USD to global GDP.

Regionally

• By 2025, the mobile industry could stimulate an increase in GDP of 108 billion USD.

• By 2025, the mobile industry can generate 5.9 million new full-time jobs.

financial Performance

Despite the growing maturity and saturation of the telecommunications sector as well as 
ongoing challenges linked to operational context, Zain managed to achieve solid financial 
performance in 2015. The table below illustrates the company’s financial results in 2015  
as compared to 2014.

financial Performance: Direct Economic Value Generated and Distributed

2015 2014

KD m US$ m KD m US$ m

Revenues 1,138 3,783  1,213  4,268

Cost of Sales  (288)  (958)  (336)  (1,182)

Operating Costs  (351)  (1,168)  (370)  (1,302)

Operating Profit 286 950  335  1,179 

Net Profit 154 513 194  685 

Retained Earnings 511 1,684  513 1,752

Dividends Paid  (156)  (522)  (195)  (694)

Dividends Paid to Non-Controlling Interests  (2)  (6)  (3)  (11)

Payroll (sum of wages, social security costs and ESOP)  (96)  (319)  (94)  (330)

Finance Costs Paid  (24)  (81)  (19)  (65)

Proceeds from/(repayment of) bank borrowings (net)  145  492  4  21 

Income Tax Payments  (15)  (49)  (15)  (51)

Kuwait Foundation for Advancement of Sciences Paid  (1)  (2)  (4)  (14)

National Labor Support Tax and Zakat Paid  (3)  (11)  (4)  (14)

The annual general meeting of shareholders for the year ended 31 December 2014 held on 24 
February 2015 approved distribution of cash dividends of 40 fils per share for the year 2014.
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*excludes employees from outlets

Our Economic Impacts

Supporting Job creation

A robust telecommunications industry is an essential driver for national development.  
Below is a list of some of Zain’s notable achievements over the year that will positively  
impact the socio-economic landscape. 

The Launch of 4G LTE in Jordan: In February 2015, Zain Jordan became the first mobile 
operator to launch 4G LTE services in Jordan. Zain’s 4G network covers all of Jordan’s 
governorates and will improve the country’s economic growth and efficiency. 

Mobile Connectivity Upgrades in KSA: In 2015, Zain KSA and Huawei agreed to upgrade their 
telecom network technology across the country. Using Huawei’s Lampsite solution, the network 
upgrade will improve mobile users’ experience through faster and more reliable coverage. 

Investments in Venture Capital Funds: In order to diversify revenue streams and support the 
drive towards greater innovation, Zain carried out a number of strategic investments in venture 
capital funds.

•  Middle East Venture Partners (MEVP): The Dubai based MEVF II fund, established by MEVP, 
will invest in early stage technology companies with proven traction in the MENA region and 
will focus its investment on three verticals: Web and mobile digital plays; e-marketplaces; and 
B2B companies.

•  Wamda Capital: Established by seasoned entrepreneur Fadi Ghandour, Wamda Capital is 
a growth-stage venture fund that provides long-term funding for early and growth-stage 
technology companies in the MENA region with potential for fast growth.

•  Digital East Fund: Managed by the venture capital specialist Earlybird, the fund invests in 
early-stage and growth-stage digital companies in Central and Eastern Europe as well as 
Turkey and has raised US$150 million since its inception in 2013.

Participation in the World Economic Forum: In 2015, Zain signed up for membership with the 
World Economic Forum (WEF) as a Strategic Partner Associate. In addition to its partnership 
with WEF, Zain is committed to helping achieve the “New Vision for Arab Employment 
Initiative.” The call of action’s overall objective is to equip 100,000 people for job readiness 
in the MENA region by 2017. Achieving this objective will entail investments in continuous 
learning, education and training, as well as collaborations with civil society, educational 
institutions and governments.

Zain’S EcOnOmic imPacT ThrOuGh ThE ValuE chain

Our Supply chain

OUTLETS

31,971141*4,25055,0002,600 31,500 14,000

6196163 48 16

25669275714 75 3**

20730257 6 8***

BAHRAIN IRAQ JORDAN KUWAIT KSA
SOUTH
SUDANSUDAN

2562565

DISTRIBUTORS

FRANCHISE 
SHOPS

FLAGSHIP AND 
ZAIN-OWNED 

STORES

*only includes official points of sale

**includes 2 franchise shops that are not in operation due to situations of conflict and security

*** includes 4 Flagship and Zain-owned stores that are not in operation due to situations of conflict and security

JOb crEaTiOn ThrOuGh Zain’S ValuE chain

KUWAITJORDANIRAQBAHRAIN KSA SUDAN

189
jobs

56,933
jobs

9,205
jobs

642
jobs

528
jobs*

71,000
jobs
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Economic activity across Zain’s value chain generates employment opportunities and 
contributes to national growth. The tables above quantify Zain’s added value on the overall 
national economies of its operating countries. 
Also supporting the national economies of Zain’s operating countries is the fact that the 
organization prioritizes the localization of its supply chain whenever feasible. The table below 
illustrates procurement spending for local vs. foreign suppliers. 

2015 Procurement Spending

BAHRAIN

IRAQ

JORDAN

KUWAIT

KSA

LEBANON

SUDAN

SOUTH SUDAN

28%

11%

60%

26%

17%

55%

37%

89%

72%

89%

40%

75%

83%

45%

64%

11%

% SPENDING
ON FOREIGN 

SUPPLIERS
OPERATION

% SPENDING
ON FOREIGN

S

% SPENDING
ON LOCAL
SUPPLIERS

a Sustainable Value chain

Zain’s supplier selection process ensures that for significant spending suppliers, major 
consideration is given to those with established and reputable policies regarding social 
responsibility, environmental considerations, sound labor practices and human rights records. 
Furthermore, Zain requires the abidance of its Supplier Code of Conduct as a precondition to 
establishing relationships with its suppliers and as a condition for an ongoing relationship with 
Zain, which includes policies requiring the adherence to specific criteria regarding human rights, 
labor practices and environmental performance.

If violations by existing suppliers of the Supplier Code of Conduct are detected, Zain takes 
appropriate action accordingly, including termination of the contract or blacklisting of the 
supplier. Zain also reserves the right to audit its suppliers to ensure their adherence to the 
Supplier Code of Conduct In 2015 the procurement department realigned all the supply chain 
processes aligning with international best practices. In 2016, Zain will implement screening 
targets to ensure greater oversight over compliance by suppliers of the Supplier Code  
of Conduct.  

major achievement by Zain Group Procurement during 2015

centralized at Group level the main global technologies in order to leverage on volumes 
across all Opcos, reaching a significant saving of $100 million uSD over three years.

Our Economic Impacts
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OUR pRODUcTs
ANd cUSTOMERS

The Challenge In 2015, we…

The number of Syrian refugees in Lebanon 
currently exceeds one million.   

Established the Tawasol service which offers 
discounted data and voice rates to Syrian 
refugees in Lebanon. 

Surveys show that approximately 41% of 
all women in South Sudan report to having 
experienced gender-based violence. 

Partnered with the International Rescue 
Committee to launch the “Respect and 
Respond Campaign,” which provides a free 
helpline for women to report abuse. 

More than 100,000 and 12,000 hearing 
impaired people reside in Saudi Arabia  
and Lebanon respectively.  

Continued to provide targeted packages  
that meet the needs of the hearing impaired 
in several markets including KSA, Kuwait  
and Lebanon. 

As a leading service provider, Zain continuously develops new services to enhance the 
experience of our customers and more effectively cater to their needs. With the recent 
expansion in the digital space into several aspects of daily life, it is important for us at Zain  
to maintain an innovative approach in order to fulfill and exceed our customers’ expectations.  
We remain committed to upholding inclusivity by ensuring that the products and services  
that we offer cater to the needs of all segments, particularly those that are the most 
marginalized. Continuous investments in network quality and coverage – which this year  
included the completion of an investment of $100 million USD to improve network quality and 
speed in Bahrain – ensure that we continue to bridge the digital divide and maintain accessible, 
affordable connectivity for our customer base.

Over the year, we developed significant services and partnerships that add value for our 
customers. Below are some of the most notable developments that have taken place across  
our operations:

pARTNERING wITH UBER TO OFFER pREFERENTIAL sERvIcE  
TO OUR cUsTOmERs 

2015 saw Zain partnering with Uber in a strategic partnership that will provide Zain customers 
in several markets with preferential and discounted rates when using the Uber platform. Uber’s 
innovative approach enables people to find a taxi, a private car or share a ride through the use 
of a mobile handset. The partnership will also open up doors for further economic growth in our 
markets. As part of the agreement, Zain also provides exclusive offers to Uber partner drivers. 

mOvING TOwARDs smART cITy 
sOLUTIONs: OUR pARTNERsHIp  
wITH NExGEN GROUp

In 2015, Zain announced the start of  
a strategic collaboration with neXgen 
Group, a leading regional smart city advisory 
and consulting services provider. The 
partnership will allow both Zain and neXgen 
to collaborate with the purpose of deploying 
smart city solutions across the region. The 
partnership is intended to position Zain as 
a major player in the regional integration of 
smart city applications. It will enable Zain to 
offer smart solutions in a range of sectors 
including education, health and security that 
benefit society through greater efficiency 
and productivity. The neXgen partnership is 
quite significant as it will help address several 
sustainability issues such as climate change 
and the development of communities in an 
inclusive manner. 

Later stages will include the enabling of 
mobile payments for Uber services as well 
as the provision of Wi-Fi in vehicles for Zain 
customers. The partnership was recognized 
by the global research company, Ovum, 
as the most innovative service due to the 
opportunities for mutual gain that it provides.
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LAUNcHING ZAIN pAy IN BAHRAIN: sImpLIFyING  
App pURcHAsEs IN A sEcURE AND INNOvATIvE wAy

This year, Zain Bahrain, in partnership with SLA Digital, launched the Zain Pay service; a direct 
mobile operator billing facility for global app stores such as Microsoft Windows Phone Store 
and Samsung Galaxy App store. The service enables Zain customers to pay for their app 
purchases without a credit card by directly charging to their monthly post-paid bill or prepaid 
account. By offering direct mobile payment options that do not rely on credit card or banking 
facilities, the Zain Pay service is making online commerce more inclusive in nature. 

ZAIN OFFERs GREATER EFFIcIENcy FOR pUBLIc vEHIcLEs IN JORDAN

Zain Jordan announced the implementation of a project to install a tracking system on public 
agencies’ vehicles. Through the initiative, Zain Jordan and its partners Traklink and General 
Computers and Electronics Co., aims to install tracking systems on 20,000 public vehicles.  
The project enables live monitoring of the vehicles, allowing for more effective control  
and management. This facilitates an increase in productivity, a reduction in operation costs,  
and more efficient fuel consumption. By use of Zain Jordan’s tracking system, the Jordanian 
government can expect to reduce vehicle maintenance costs by 15-20%, while at the same  
time substantially reducing carbon emissions in Jordan. 

ADDREssING sOcIAL DEFIcITs THROUGH OUR sERvIcEs

pROTEcTING AND EmpOwERING wOmEN IN sOUTH sUDAN:  
THE REspEcT AND REspOND cAmpAIGN 

This year, Zain South Sudan partnered with the International Rescue Commission (IRC) to 
develop the “Respect & Respond: We Can End Violence” campaign, which aims to empower 
women by raising awareness and changing behaviors towards the issue of Gender-based 
Violence (GBV) in the country. Studies conducted by the UN show that 4 out of every 10 
women in South Sudan report to having experienced GBV, and 7 out of 10 report to know 
someone that has experienced it. Furthermore, as conflict continues in the country, so too does 
the vulnerability of women and their likelihood to experience violence, particularly for those 
that are displaced. To spread its message, the campaign utilized multiple mediums to spread 
awareness and educate the public about the issue, including SMS messaging, informational 
programs, billboards, posters, and radio broadcasts. The campaign seeks to develop a 
collective approach towards addressing the problem by informing community-members 
about recommended courses of action to take in situations where they either witness or know 
someone that is experiencing GBV.  

In addition, Zain South Sudan and the IRC have established a helpline that will be operational 
in 2016 through which victims of GBV can officially report their situations. Surveys show that 
only 7% of women that experience GBV report it to the police. This is because many either fear 
repercussions or believe no action will be taken as a consequence. The helpline will provide  
a safe and secure channel for people to communicate situations of GBV. 

THE “REspEcT AND REspOND: wE cAN END vIOLENcE” cAmpAIGN - 
EmpOwERING AND pROTEcTING wOmEN IN sOUTH sUDAN

•  Utilizes SMS messaging, radio broadcasts, billboards, and posters to increase public 
awareness and education.

•  Provides a safe and secure helpline for people to report cases of GBV that they have 
experienced or witnessed.

prevalence of the problem

Only 7% of women that experienced Gender-based Violence report it to the police.

41%
OF WOMEN HAVE 

EXPERIENCED 
GENDER-BASED 

VIOLENCE

43%
DO NOT REPORT 
OUT OF FEAR OF 
REPERCUSSIONS 

THAT THEY  
MAY FACE

70%
OF WOMEN 

KNOW SOMEONE 
THAT HAS 

EXPERIENCED 
GENDER-BASED

VIOLENCE.

57%
DO NOT REPORT 
BECAUSE THEY 

BELIEVE NO 
ACTION WILL  

BE TAKEN
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ADDREssING THE pLIGHT OF REFUGEEs

The number of refugees in several of our operating countries continues to grow as people 
flee conflict in neighboring areas. We continue to take active measures so as to improve the 
circumstances of displaced people by offering specifically targeted services and packages that 
meet their needs and facilitate their access to connectivity.

Al Tawasol Line – Lebanon

With over one million Syrian refugees currently being hosted in Lebanon, Touch developed 
a prepaid package to enable connectivity for Syrians in Lebanon. The Al Tawasol line offers 
discounted rates for Syrians in Lebanon for voice, SMS and data, as well as discounts for calls 
and messages to Syria. Touch’s success in marketing the service was recognized at this year’s 
CommsMEA Awards, where it was awarded the Best Marketing Campaign of the Year for Al 
Tawasol. Within just one month of launch, the service accumulated an unprecedented number 
with more than 50,000 subscribers.

syria-sim service – Jordan

There are more than 600,000 Syrian  
refugees across Jordan. In 2013, Zain Jordan  
collaborated with the United Nations High 
Commissioner for Refugees (UNHCR) to 
develop the Syria-Sim service, providing 
unlimited minutes between refugees and 
the UNHCR in order to support greater 
coordination between the two parties. 
A great number of refugees remain unable 
to access basic information that can improve 
their circumstances, accordingly the service 
provides an ease of communication that can 
lead to an improvement in their welfare.  
The service continues to date, and has 
attracted more than 30,000 subscribers.

Enabling our customers’ Access to Expert Knowledge:  
Zain Kuwait’s partnership with Jawabkom

This year, Zain Kuwait developed a partnership with the Arabic language Q&A site Jawabkom, 
enabling Zain customers to directly subscribe to the service and post their questions to experts 
on Jawabkom directly through their handsets. Jawabkom is a service through which subscribers 
can submit questions to certified experts in a range of different fields. With over ten million users, 
the service allows people to post questions about topics as varied as mathematics, law, nutrition 
and marriage counseling. The popularity and rapid growth of the service highlights the need 
for Arabic-language knowledge services. By providing it on a mobile platform, Zain Kuwait is 
ensuring that all segments of the population have greater accessibility for the service. 

meeting the Needs of  
the physically Impaired

Several of our operating companies, including 
Zain Kuwait, Zain KSA and Touch in Lebanon, 
offer packages that cater to the needs of those 
facing physical impairments such as deafness 
or blindness. Zain KSA, for example, offers 
the hearing impaired free video calls on-net, 
free SMS’s on-net, and discounted rates for 
video calls. These offers enable the physically 
impaired to enjoy the benefits  
of connectivity.

Basma Line and Emergency Hotline – Jordan.

The Zain Jordan Basma Line offers specialized 
packages targeting the needs of the disabled 
in Jordan. Through the service, deaf and mute 
people are provided with preferential rates to 
communicate through streaming video over 
their mobile devices.

This year, Zain Jordan expanded the Basma 
Line to include a video-enabled emergency 
hotline through which the deaf and mute can 
communicate with relevant authorities during 
emergency situations via sign language.  
The emergency hotline, developed in 
partnership with the Higher Council for Affairs 
of Persons with Disabilities and the Jordanian 
Public Security Directorate, was awarded 
first place by the Zero Project Inclusive 
Education and ICT Award, which included the 
participation of contestants from 18 countries 
around the world. Services are considered 
for the award based on their ability to offer 
solutions for the disabled by leveraging 
innovation and technology. The first place 
ranking of Zain Jordan’s emergency hotline 
attests to the inclusive and innovative nature 
of the service and its success in delivering 
effective solutions for the disabled.

pROTEcTING  
cUsTOmER pRIvAcy
Adherence to the GSMA Mobile Privacy 
Principles continues to be of upmost 
importance for Zain. Compliance with these 
principles ensures that best practices are 
followed on matters related to the privacy and 
confidentiality of customer data. Protocols in 
place assure  the protection of customer data  
in order to avoid data leaks, theft and/or loss. 
Responses to related issues are done with the 
utmost precaution and diligence. The company 
complies with all laws and regulations related 
to the protection of customer privacy and data 
and takes steps to align with ISO certifications 
standards related to the matter. In 2015, 
there were no cases concerning breaches of 
customer privacy, data leaks, theft or loss. 
Protection of customer privacy is paramount 
for Zain, and as such, all necessary prudent 
measures will be developed on a constant 
basis in order to protect the customers’ data  
at all times.

عرض محدود

4O3O رسالة نصية إلى سوريادقيقة و
1OOMBباالضافة إلى              ودقائق ورسائل محلية

خّط التواصل
لبنانخّط التواصل في  للسورّيين 

بالشهر
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OUR NETwORK
PROVIdING AccESS  
TO MILLIONS AcROSS  
THE REGION

cUsTOmER cONTRIBUTION: 2015
Ownership (%)

Active Customers 
(000s)  

December 31, 
2015

Active Customers 
(000s)  

December 31, 
2014

Y-O-Y Change

Active Prepaid 
Customers (%) 
December 31, 

2015

Bahrain 55% 795 788 1% 73%
Iraq 76% 11,093 13,768 -19% 99%
Jordan 96.52% 4,070 3,849 6% 84%
KSA 37.05% 11,888 9,011 32% 94%
Kuwait 100% 2,918 2,665 9% 74%
Lebanon MC* 2,273 2,142 6% 86%
Republic  
of Sudan

100% 11,869 11,372 4% 99%

South Sudan 100% 728 692 5% 99%
*MC: Management Contract

Zain Group’s total customer base reached 45.6 million people by end of 2015, up 3% from 
the previous year. Increases in Zain’s overall customer base are mainly attributed to robust 
growth in the KSA market, as well as moderate growth in all other markets with the exception 
of Iraq, where political instability and ongoing conflict continue to effect business operations. 
The Group customer base remains dominated by the markets with the largest populations and 
highest potential for growth acquisition - namely the Saudi Arabia, the Republic of Sudan and 
Iraq, in order of contribution.

2%
South Sudan

26%
Replublic
of Sudan

26%
KSA

9%
Jordan6%

Kuwait

24%
Iraq

2%
Bahrain

5%
Lebanon



OUR
PEOPLE

The Challenge In 2015, we…

According to the World Economic Forum’s 
2014 Global Gender Gap Report, MENA 
countries are amongst the world’s lowest in 
economic participation and opportunities  
for women.  

Continued to measure gender disparity  
within the organization and continued  
our policy of merit-based growth based  
on non-discrimination. 

Studies indicate that organizations that 
neglect employee engagement have half the 
odds of success than those that embrace it.  

Maintained multiple channels for employees 
to communicate their points of view, including 
the Employee Engagement Survey, frequent 
Town Hall meetings and focused engagement 
meetings with the CEO.

Across the MENA region, a skills gap  
persists amongst youth, with many young 
adults inadequately prepared for the  
existing job market.  

Established Zainers 2.0, a graduate internship 
program where exceptional graduate 
students can receive on-the-job training with 
the potential for full-time employment.  

General Employee Information

Group Bahrain Iraq Jordan Kuwait Lebanon Saudi 
Arabia Sudan South 

Sudan
Total / 

Average

No. of Full Time 
Employees

175  250 1,375 1,077 1,076 630 1,509 1,061 67 6,592*  

No. of Part Time and 
Temporary Employees

- 99 1,041 200 - 81 - - - 1,421

No. of Employees  
all contract types

175 349 2,416 1,277 1,076 711 1,509 1,061 67 8,641

No. of Males  
(full time)

136 162 1,039 775 922 429 1,397 680 58 5,599

No. of Females  
(full time)

39 88 336 302 154 201 112 381 9 1,621

% of Males  
(full time)

78% 65% 76% 72% 86% 68% 93% 64% 87% 78%

% of Females  
(full time)

22% 35% 24% 28% 14% 32% 7% 36% 13% 22%

No. of New  
Hires - Males

32 12 38 47 136 17 206 53 5 546

New Hires % - Males 18% 5% 3% 4% 13% 3% 14% 5% 7% 8%

No. of New  
Hires - Females

7 4 23 12 19 21 56 15 0 157

New Hires % - Females 4% 2% 2% 1% 2% 3% 4% 1% 0% 2%

Total Number  
of New Hires

39 16 61 59 155 38 262 68 5 703

Total New Hire % 22% 6% 4% 5% 14% 6% 17% 6% 7% 10%

Employee Turnover  
- Males

11 33 141 66 162 10 138 58 4 623

Employee Turnover  
% - Males

6% 13% 10% 6% 15% 2% 9% 5% 6% 9%

Employee Turnover  
- Females

2 11 44 22 28 3 41 18 1 170

Employee Turnover  
% - Females

1% 4% 3% 2% 3% 0.5% 3% 2% 1% 2%

Total TurnOver 13 44 185 88 190 13 179 76 5 793

Total TurnOver % 7% 18% 13% 8% 18% 2% 12% 7% 7% 11%

Return to work rate after 
parental leave - males

100% 100% 100% 100% 97% 93% 100% NA 100%

Return to work rate after 
parental leave - females

100% 100% 100% 100% 90% 100% 100% NA 100%

* Total Full Time Employees Excludes 628 Employees Under Touch Management Contract as well as Employees from Mada Jordan, Mada 
Kuwait, Mada Bahrain, and NexGen.

Employee Age structure

GROUP BAHRAIN IRAQ JORDAN KUWAIT LEBANON KSA SUDAN SOUTH
SUDAN

AVERAGE

74%

12%

3%
5% 5% 7% 1% 4% 4%

69%

27%

3%

82%

15%

89%

7%

64%

35%

72%

21%

2%

57%
64%

31%
41%

70%

25%

14%

73%

24%

% Employees Under 30 % Employees Over 50% Employees Between 30-50

*Includes only Full Time Employees

** Lebanon includes 628 Employees under Touch Management Contract

Zain Sustainability Report 201574 Our People
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AcHIEvING REsULTs THROUGH ENGAGEmENT

At Zain, we recognize that employee engagement is an invaluable part of maintaining an  
honest and open corporate culture and of meeting the needs and expectations of all 
employees. In recent years, Zain established multiple engagement channels for employees to 
communicate their perspectives.

1. Employee Engagement survey

Zain’s annual Employee Engagement Survey (EES) tracks employee sentiment, priorities and 
overall satisfaction. 

The EES measures the position of employees related to a comprehensive set of themes.

Engagement Themes:

Employee 
Engagement

Mission, Vision 
and Strategy

Values
Senior 

Leadership
My Manager

My Job Communication Teamwork
Training and 

Development
Career Growth

Recognition
Rewards & 

Benefits
Performance 
Management

Innovation
Customer 
Centricity

Agility
Delivering 

Results

Corporate Social 
Responsibility & 

Ethics
Togetherness Behavior Change

To ensure Zain’s policies remain fluid and responsive, the company takes steps to ensure the 
EES results are translated directly into a continuous stream of Action Plans.

Our Engagement Lifecycle:

Step 1
Pre-Launch  
Action Plan

Step 2
Share results  

with all

Step 3
Conduct a 

Focus Group

Step 4
Record 
the plan

Step 5
Share &  

Implement 
the Plan

Step 6
Track & 

Communication

Step 7
Prepare for next 

 Survey Cycle

2015 EEs Highlights:

Through the EES exercise conducted in 2015, employees expressed their satisfaction related to key 
themes across the organization.  The scores were generated for each theme based on employee 
responses. The results enabled the organization to identify strengths and opportunities for improvement, 
and create a plan of action in order to address engagement gaps. The scores below highlight areas of 
improvement that took place between 2013 and 2015 as identified by Zain employees.

Group-wide Performance Results Across Key Themes

LEARNING & 
DEVELOPMENT

2015
55%

2013
49%

CAREER
OPPORTUNITIES

2015
65%

2013
58%

REWARDS & 
RECOGNITION

2015
55%

2013
43%

PERFORMANCE 
MANAGEMENT

2015
60%

2013
57%

COMMUNICATION

2015
71%

2013
57%

SENIOR
LEADERSHIP

2015
65%

2013
53%

EMPLOYEE
ENGAGEMENT

2015
76%

2013
62%

SUPERVISION

2015
65%

2013
58%

WORK
TASKS

2015
63%2013

66%

EES Response Rate: 90%”

2. Town Hall meetings

Zain’s Town Hall Meetings are open forums through which employees can share ideas and voice 
opinions in an open and honest setting. These meetings are held regularly, and employees are 
briefed on the latest developments about the company strategy and its implementation across 
various functional areas. Town Hall Meetings also provide a platform for open communication  
with Executive Management.

3. Breakfast with the cEO

During 2015 the Group introduced the Breakfast with the CEO weekly meetings where all the Group 
employees had an opportunity to engage with the CEO. The meetings further reinforced our culture  
of open- dialogue while reinforcing the open door policy. The meetings were held in an informal setting 
thus facilitating the flow of conversation across a wide range of issues.



4. Zainiac: strengthening and communicating our Innovation Agenda

The Zainiac newsletter was issued in 2015 to serve as a digital communication medium  
that helps keep employees aware about the progress of our innovation agenda. The internal 
newsletter will be published quarterly and will share information about all of Zain’s innovative 
initiatives. Accessible to all employees across our operations, Zainiac will ensure that our 
employees remain informed and engaged with key developments in the area of innovation 
that are taking place within the organization. Through our publication we are improving 
opportunities for synergy across the organization and are strengthening our culture  
of innovation. 

TRAINING AND DEvELOpING OUR pEOpLE

As talent development is one of Zain’s six core strategic pillar, training programs are offered to 
Zain employees based on developmental priorities as determined by the employees themselves 
as well as their line managers. Accordingly, employees from all levels and geographies of 
the organization have access to numerous training opportunities. In order to ensure that the 
required training and development is executed as per the required needs and is inclusive across 
the organization, Zain has implemented a comprehensive tracking mechanism for its training 
and development.

Developing Our Talent: Training and Development at Zain

1. Zainers 2.0 program – providing youth with Opportunities for Growth

This year, Zain Group launched the pilot phase of the Zainers 2.0 Program, a paid internship 
program established to provide job readiness and employment opportunities for young 
nationals. Through Phase I of the program, five interns are rotated across several functions over 
a period of one year, with the most exceptional offered the opportunity for employment at the 
end of the program. The selected graduates were given specific tasks in the area of Innovation 
as a starting point, as Zain recognizes the need to further push the innovation agenda within the 
youth segment.

2. supporting Local Talent

Zain continues to support local communities by prioritizing the hiring of local talent  
whenever possible. Although Zain does not discriminate based on gender, race or ethnicity,  
the organization exercises support for local capacity-building by seeking to hire employees from 
the community and encouraging their growth within the company. 

The table below indicates the percentage of Senior Management comprised by locals in each of 
Zain’s operating companies.

supporting Local Human capital: percentage of Locals in senior management

*Senior Management defined as top two managerial levels

ADDREssING GENDER DIspARITy

Addressing gender disparity is a key aspect of Zain’s sustainability agenda. To this end,  
Zain tracks remuneration ratios based on gender for each employee segment across  
the organization.

Gender Equality at Zain: Remuneration Ratio (females/males)

GROUP BAHRAIN IRAQ JORDAN KUWAIT LEBANON KSA SUDAN SOUTH
SUDAN

Average Hours of Training per 
Employee - YoY Growth

Avg. Hours of Training per year - Males Avg. Hours of Training per year - Females

49
9

23
26

10
13

24

14
18

24
20

16918
3121

7

47

13

20

20152014

GROUP BAHRAIN IRAQ JORDAN KUWAIT LEBANON KSA SUDAN SOUTH
SUDAN

Average Hours of Training per 
Employee - YoY Growth

Avg. Hours of Training per year - Males Avg. Hours of Training per year - Females

49
9

23
26

10
13

24

14
18

24
20

16918
3121

7

47

13

20

20152014

*Includes only Full Time Employees

** Lebanon includes 628 Employees under Touch Management Contract

Group Bahrain Iraq Jordan Kuwait Lebanon Saudi 
Arabia  Sudan South 

Sudan

Employee Level 1 62%  -  -  -  - 98%  - 82%  - 

Employee Level 2 86% 83% 94% 97% 106% 80%  - 82%  - 

Employee Level 3 108% 82% 85% 97% 80% 88%  - 99%  - 

Employee Level 4 83% 86% 95% 101% 100% 97% 88% 87%  - 

Employee Level 5 119% 96% 94% 98% 100% 95% 87% 89% 37%

Employee Level 6 64%  - 96% 98% NA NA 91% NA 121%

Employee Level 7 NA NA 95% 93% NA NA NA NA NA

Employee Level 8 NA NA NA 93% NA NA NA NA NA

Zain is committed to providing growth 
opportunities for women by applying  
merit-based assessments and enforcing a 
policy of non-discrimination based on gender. 
Women hold key positions throughout the 
company, and in 2015 Zain Kuwait’s Chief 
Regulatory Officer Mrs. Eaman Al Roudhan 
was honored as one of Forbes’ Top 100 
Most Powerful Arab Women. At the end of 
2015 Mrs. Eaman Al Roudhan was officially 
appointed as the CEO of Zain Kuwait.  Her 
appointment is a major step in the evolution 
of Zain, making her the 1st female CEO across 
our group of companies.

BAHRAIN IRAQ JORDAN KUWAIT LEBANON KSA SUDAN SOUTH
SUDAN

50%
63% 64%

100% 100%

76%
88%

100% 98%

38% 31%

96% 99%

0% 0%

35%

20152014 20152014 20152014 20152014 20152014 20152014 20152014 20152014
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Our Communities

OUR
cOMMUNITIES

The Challenge In 2015, we…

Conflicts across the region have resulted  
in the displacement of more than 10 million 
people throughout Zain’s operating markets.

Implemented programs to assist the displaced 
such as the IDP Assistance Project in Iraq that 
provided welfare to 19,700 displaced people.

Youth unemployment in the MENA region  
is 27%, the highest in the world. 

Expanded activities to support job creation 
and gainful employment prospects through 
programs such as the Zain Innovation Campus 
(ZINC) in Jordan and the Kiosks Project  
in Sudan. 

Poverty in Jordan is more widespread in rural 
areas, creating a shortage of access to basic 
healthcare. 

Continued to support the provision of 
inclusive healthcare to rural impoverished 
areas through the Mobile Clinic for Children 
which since 2002 has treated more than 
175,000 children.  

Zain operates with the firm conviction that the effective engagement of its communities 
translates into a more sustainable and ultimately successful organization. This section illustrates 
the major challenges and deficits facing Zain’s communities and highlights the key initiatives 
implemented and supported by the organization to address these deficits.

ZAIN’s REGIONAL cHALLENGEs

Communities across Zain’s footprint have suffered a heavy toll as a result of the socio-economic  
and political circumstances facing the Middle East and North Africa (MENA). Ongoing conflict  
in several countries has resulted in the displacement of more than 10 million people.  
It is estimated that current conflicts in the MENA region are also depriving more than  
13 million children from receiving access to formal education. 

Another challenge facing the region relates to the population’s youth bulge, and the 
related implications on employment. The MENA region currently holds the highest youth 
unemployment rate in the world at 27%, and many employers point to a persistent skills 
mismatch between the requirements of the job market and the skillsets available locally. 

Achieving sustainable growth will inevitably mean supporting and empowering the youth  
of the region. To encourage prosperity over the long term, societies should strive for greater 
inclusivity, addressing the needs of those that are most vulnerable.  Lastly, support for 
innovation can help create the conditions on the ground that will enable a transition to  
a knowledge-based economy and the development of the region’s human capital. Addressing 
these challenges necessitates support for education, capacity-building, skill development  
and the nurturing of entrepreneurship. This support can in turn spur job creation, innovation 
and socio-economic empowerment. 

ZAIN ADDREssEs cHALLENGEs By

Fostering Entrepreneurship and pushing the Innovation Agenda: mIT Enterprise  
Forum (mITEF) pan Arab startup competition partnership

In 2015, Zain began a three-year partnership with the MITEF Pan Arab Startup Competition and 
Abdul Latif Al Jameel Community Initiatives with the ambition so as to enable them to develop 
their startup concepts and convert them into viable businesses. The MENA region suffers a 
shortage of entrepreneurial activity, and contestants in the Pan Arab Startup Competition have 
opportunities to learn from industry experts and gain exposure to potential investors. With 
youth unemployment in MENA being the highest in the world, the goal of the competition is  
to create opportunities for growth that are based on innovation and value creation. 

The 2015 MITEF Pan Arab Startup Competition, in its eighth year, has grown steadily since 
its launch. This year, the competition received 4,275 individual and team applications – 
representing a record participation of over 12,000 entrepreneurs and an increase of more than 
12% from the previous year – from 21 Arab countries. Contestants are judged based on the 
quality of their ideas, their potential for success and their value to society. This year, winners  
of the competition shared total prize money amounting to $135,000 USD.

THE ESTABLISHMENT 
OF MORE THAN  

260 
KNOWLEDGE BASED 
AND TECHNOLOGY-
DRIVEN STARTUPS

Impacts of the mITEF pan Arab startup competition
Since its establishshment, the competition has resulted in:

THE GENERATION OF 

1,860 
JOBS THROUGH 

PROJECTS IMPLEMENTED  
BY THE  

COMPETITION’S  
ALUMNI

THE DELIVERY OF 
EXPERT TRAINING  
TO MORE THAN 

1,600 
REGIONALLY-BASED 
ENTREPRENEURS

THE DISTRIBUTION OF  

$550,000 
UsD 

IN SEED FUNDING 
TO COMPETITION 

WINNERS
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Improving quality and Access to Education in our Region:  
The Business Back Education (BBE) Framework

In 2015, Zain Group adopted the BBE Framework, an advocacy campaign that promotes 
collaboration within the private sector in order to improve the access and quality of education 
around the world. We recognize that education plays a pivotal role as a driver for development.  
For us at Zain, adopting the framework is a step in the right direction as our region currently 
suffers a direct mismatch between the skills attained through educational systems and the 
requirements of a modern knowledge economy. Our commitment to the BBE Framework 
is motivated by the belief that a multi-stakeholder approach that involves meaningful 
contributions from the private sector can foster the necessary changes for the region’s 
transformation into a well-balanced human capital pool leading to equitable socio-economic growth. 

The BBE Framework challenges the private sector to work towards a set of targets: 

1)  By 2020, commit at least 20% of corporate social responsibility (CSR) budgets towards education 
initiatives prioritizing countries and groups most in need.

2)  Collectively, try and double total global business CSR spending by persuading other business 
leaders to commit greater resources.

3)  Work with the public sector on core areas of education need such as access to quality education, 
21st century skills, global citizenship, and professional development of education professionals.

Zain will be closely tracking related segment development and report on the progress of the 
framework’s adoption.

protecting the Rights of children: Zain’s child Abuse campaign

This year, we launched a comprehensive effort to raise awareness about child abuse throughout 
our markets of operation. The purpose of our campaign is to protect the rights of children in our 
region and educate our communities about the risks faced by children today. This is in keeping 
with our commitment to assist and empower vulnerable segments of society. By developing six 
TV commercials and reaching more than 67,000 people through multiple social media channels, 
we were able to effectively inform our communities about the pressing issue. The campaign was 
recognized for its potential impact at this year’s CommsMEA Awards, where it was nominated 
for CSR Initiative of the Year. 

Leveraging IcT to Assist the Displaced: The Family Reconnection project 

Update: As the region continues to be mired by conflict, the unprecedented level of human 
displacement in our countries of operation presents an urgent challenge that we as an 
organization are committed to addressing. The Family Reconnection Project launched in 2014 
in collaboration with REFUNITE and Ericsson is one way in which we are addressing this pressing 
issue. The award winning project leverages ICT in a simple yet innovative way to help displaced 
persons in Jordan and South Sudan reconnect with their missing loved ones. Field analysis 
carried out by REFUNITE reveals that 80% of refugee families encountered in Jordan were 
looking for missing family members; highlighting the urgency of delivering the service.  
Over the course of the year, 1,200 individuals registered for the service in South Sudan,  
with growth expected in both countries as awareness about the service spreads. 

In addition to its awareness initiative, we also embarked upon a project to directly assist children 
facing situations of abuse. Zain is a member of the GSMA, and through this membership 
the company established a partnership with Child Helpline International (CHI) 
to establish representation for CHI in markets where they are not present.

In Sudan, Zain is cooperating with child helpline 9696 in Khartoum to improve the data 
security and organize training to the helpline counsellors. The training aims to develop 
counsellors’ knowledge and skills about mechanisms for call quality control bringing into 
house Zain experience in quality control at call centers.

In Saudi Arabia, Zain KSA supports Saudi Arabia Child Helpline, which is a member of 
CHI, by providing free-of-charge calls for both the children calling and the child helpline 
receiving the calls.

In Jordan, Zain announced its plan to provide technical support to Child Helpline 110, an 
entity run by the Jordan Foundation that is also a member of CHI. Zain provides technical 
support and will upgrade the helpline’s telephone system into Primary Data Interface (PDI).



ZAIN BAHRAIN

THE cHALLENGE

Bahrain has a history of success in supporting education. In 1919, it became the first country 
in the Arab Gulf to establish a public education system, and in 1928 became the first to enroll 
women.  The country currently boasts a 96% adult literacy rate, and Bahrain’s challenges today 
have subsequently shifted to those related to educational quality and modernity. Addressing 
these factors will greatly improve the country’s ability to prepare students for the needs of 
global knowledge economy. In the 2014 Global Innovation Index, Bahrain ranked 120 out of 
143 countries. Fostering job creation is another key challenge in Bahrain, with the country 
facing a youth unemployment rate of 30%, tied with Saudi Arabia as the highest in the region.

ZAIN ADDREssEs THE cHALLENGE By

Boosting the National science and Technology sectors: Zain Bahrain’s Knowledge Forums  
and scholarships program

Zain Bahrain organized several knowledge forums throughout the year centered on ICT.  
The knowledge forums brought together more than 5,000 students from around the country, 
providing education in science and technology-related fields. These forums are intended to 
support the country’s drive towards a knowledge-based economy, thereby reinforcing the 
ability of young, local Bahrainis to obtain non-exportable jobs in the private sector.

In conjunction with this effort, Zain Bahrain is providing internships to four exceptional Bahraini 
students that are pursuing degrees related to ICT; fields that will give the students  
the opportunity to attain knowledge-driven and technology-based jobs in the future. 

supporting Education: The Zain Bahrain Back to school program

Update: Launched in 2003, the Back to School Program is one of Zain Bahrain’s longest 
ongoing initiatives. Through the program, Zain Bahrain distributes essential school supplies  
for public school students across the country on an annual basis. Since Back to School was 
initially launched, supplies were distributed to 240,000 students, with 20,000 distributed  
this year.

Developing skills amongst Bahraini youth: The Future University Network (FUN)  
program Boost

Update: The FUN Program is an ongoing initiative that improves the job readiness of youth 
through job shadowing and training activities. The goal of the program is to enable young 
Bahrainis to receive valuable training and exposure to the private sector, which improves their 
potential to attain gainful employment and contribute to the economic growth of their country 
in the future. In 2015, Zain Bahrain broadened, or ‘boosted,’ its training programs, expanding 
them to three training sessions per month over the course of the entire year. 113 FUN 
participants took part in the Program Boost. 

ZAIN IRAq

THE cHALLENGE

The civilian costs of the ongoing conflict in Iraq are high, with an estimated 1.5 million women 
widowed and 3 million children orphaned. Iraq’s conflict with the Islamic State persisted 
throughout the year, and resulted in a growing crisis of internally displaced people (IDPs) within 
the country.  To date, an estimated 3.2 million people are displaced within Iraq and lack access 
to the most basic amenities such as food, shelter, electricity, and medicine. The spread of IS also 
impairs the people’s access to essential connectivity, as numerous cases exist where the former 
have shut down telecom networks and disabled broadband connections in areas under their 
control. Providing relief and basic necessities for impoverished, broken and displaced families 
is considered among the most pressing challenges currently facing Iraq. The country also faces 
the challenge of developing the productive capabilities of its population in order to provide 
them with the skills and capacity necessary to achieve gainful employment and contribute to 
overall socio-economic progress. 

ZAIN ADDREssEs THE cHALLENGE By

Improving conditions on the Ground for the Displaced: Zain Iraq’s Internally Displaced 
person (IDp) Assistance project

Persistent conflict in Iraq has resulted in the displacement of more than 3.2 million people 
across the country. Zain Iraq is devoting significant resources to deliver meaningful 
improvements on the ground for Iraqi IDPs. This year, Zain Iraq established the IDP Assistance 
Project, a multilateral approach aimed at providing relief and assistance to the displaced. The 
project was launched in Ramadan 2015 and has impacted a total of 19,700 IDPs. As part of 
this project, the Ahlna campaign was undertaken whereby 100 prefab Refugee Housing Units 
(RHUs) – each one capable of housing five people –  were installed to shelter IDP families.  The 
RHUs were designed collaboratively by the Refugee Housing Unit Company and the UNHCR, 
with the support of the IKEA Foundation. RHUs are innovative shelters that include a solar 
energy system that powers a lamp and telephone charger, and an anchoring system. Other 
aspects of the IDP Assistance Project included the distribution of food and clothing provisions, 
including food baskets for 2,500 people, 4000 iftar meals, 700 bottles of baby milk, 1000 sets 
of clothing, and 100 air coolers. The project also addressed the health concerns of IDPs through 
the collaboration with two specialized NGOs, Dary and Iraq Builder. Through this partnership, 
medical tents were established with the objective of providing medicine, medical consultancy 
and psychological care to IDPs.

The Zain Iraq IDp Assistance project

Assistance to 19,700 IDps

100 
PREFAB HOUSING  
UNITS DEPLOYED

2,500 
FOOD BASKETS 

DISTRIBUTED

1,000 
SETS OF CLOTHING 

DISTRIBUTED
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spreading Education Opportunities: The ‘we have to score 10’ Initiative in Iraq

‘We have to Score 10’ is an initiative developed by Zain Iraq to offer education opportunities 
for underprivileged children and orphans in the country. Through the initiative, children are 
educated in subjects including Math, Science, Languages and others. With more than 7 
million Iraqis living below the poverty line, delivering education to young impoverished Iraqis 
develops the country’s human capital on an inclusive basis. For Zain Iraq, spreading education 
to neglected social segments is significant, as it offers greater socio-economic mobility in Iraqi 
society and the potential to reverse cycles of violence. Over the course of the year, 40 children 
received education classes through the initiative.

Empowering Iraqi Entrepreneurs: The Innovation for Development program

Zain Iraq collaborated with the UNDP to implement the Innovation for Development Program,  
a startup competition established with the purpose of cultivating the promising ideas of 
aspiring entrepreneurs. Through the Innovation for Development Program, entrepreneurs in 
Iraq are given training in advanced concepts of business development and in converting ideas 
into solid business plans. Contestants then compete with one another for seed money and 
exposure to potential investors, with participants being judged based on the innovativeness, 
creativity and societal benefits of their projects. By empowering Iraqi entrepreneurs, Zain Iraq 
is contributing to the establishment of a viable startup ecosystem in the country which in turn 
directly enables economic growth through job creation. This year’s competition involved 170 
entrepreneurs, with 17 of them reaching the final stages.

providing Education Opportunities for the Displaced: Zain Iraq’s  
child Friendly spaces Initiative 

This year, Zain Iraq worked alongside UNICEF to establish Child Friendly Spaces (CFS) that 
support the educational needs of displaced children in the country. It is difficult for displaced 
children to gain access to educational facilities. CFS’ goal is to provide opportunities for them 
to learn and develop in a safe and secure setting. Child Friendly Spaces consist of enclosed 
spaces for children comprising playgrounds and areas designated for learning. The children 
that attend CFS are aged between 3 and 17. They are given care, education, health awareness 
and psychological support for five days every week. Over the course of the year, more than 800 
children attended the CFS.

capacity-building for Iraqi widows: Zain Iraq continues its support for the widows 
Development center

Update: For its fifth consecutive year, Zain Iraq continued to support the Widows Development 
Center (WDC), an institution dedicated to developing the capacity of Iraqi widows. In 2015, the 
WDC trained a total of 1,700 women and enabled 425 of them to find jobs. Government figures 
in previous years placed the number of Iraqi widows at more than 1 million. Given the hardships 
currently experienced by Iraqis, it is important for Zain Iraq to empower vulnerable segments of 
the community such as widows – who often lack the skills necessary to achieve economic self-
sufficiency – with training and development that can lead to gainful employment.



Our Communities

Utilizing IcT to support Education: The ‘smart schools’ Initiative in Jordan

In 2015, Zain Jordan launched the pilot phase of its ‘Smart Schools’ initiative in three public 
schools located in less economically fortunate areas of the country. Developed in collaboration 
with Integrated Technology Group (ITG) and the Modern Scientific and Electronics Company 
(MOSECO), the goal of the ‘Smart Schools’ initiative is to adapt school curriculums to digital 
formats through the use of ICT and other advanced solutions. Incorporating ICT into education 
improves students’ innovative capabilities, enabling their eventual participation in the Information 
Age while helping transition their country towards a more diversified knowledge-based 
economy. As the leading telecom provider in the country, Zain Jordan is ideally positioned to 
leverage technology, particularly the use of ICT, for the purpose of modernizing and improving 
Jordan’s education curricula. The pilot phase of the project impacts a total of 831 students.

spreading Education Opportunities Across Jordan: The Zain Jordan mobile 
children’s museum

Update: Zain Jordan supports the Children’s Museum of Jordan (CMJ), an institute dedicated to 
providing learning and development opportunities for Jordanian children. An average of 13,000 
people visit the CMJ every month. In 2015, Zain Jordan established a virtual reality corner in 
the museum, an area that utilizes the latest innovative technology to spread education. Zain 
Jordan’s support for the CMJ also includes the Mobile Children’s Museum, an offshoot of the 
museum that targets children in less fortunate areas of the country, spreading the lessons of 
the museum to those that would otherwise be unable to access it. The Mobile CMJ promotes 
the spread of education on an inclusive basis, as it spreads the educational experience of the 
museum to children in areas that are less likely to be able to visit the regular CMJ.

To learn more about the CMJ and its activities, visit its website at: http://www.cmj.jo/

ZAIN JORDAN

THE cHALLENGE

Jordan’s most significant challenges are related to adequately preparing and providing its 
youth population with gainful employment and entrepreneurial opportunities. Jordan’s youth 
comprise the bulk of its population, with more than 55% of the country’s population currently 
below the age of 24. Youth unemployment at 29% remains almost double the global average. 
In a recent study, the International Fund for Agricultural Development (IFAD) identified a lack of 
vocational training centers as a significant job creation barrier in the country. Compounding the 
urgency of these challenges is the fact that 14% of Jordanians currently live below the poverty line. 

ZAIN ADDREssEs THE cHALLENGE By

A comprehensive Drive to cultivate Local startups: Zain Jordan’s corporate 
Entrepreneurship Responsibility Division

Update: The Corporate Entrepreneurship Responsibility Division (CER) was established by Zain 
Jordan as a department dedicated solely to the development and support of startup projects 
being undertaken by young, local pioneers. The CER highlights the importance that Zain 
Jordan places on taking an active role in promoting knowledge creation and entrepreneurship 
in the country. The relevance of empowering entrepreneurs cannot be overstated, as it 
addresses Jordan’s most pressing socio-economic challenges of youth unemployment and 
transitioning towards a knowledge-based economy. Through CER, Zain Jordan established its 
Zain Innovation Campus (ZINC) in 2014; a space dedicated to cultivating innovative ideas and 
startups. Events organized within ZINC attracted more than 25,000 attendees over the year. 
The CER also organized the Zain al Mubadara competition, where entrepreneurs compete 
for the funding of their initiative by Zain Jordan. Through the competition, 12 sustainable 
businesses received seed money and were subsequently established, generating a total of 61 jobs . 

Through CER, entrepreneurs such as Suha Tubakhi – a Zain Al Mubadara participant whose 
development of an electronic glove translates sign language into verbal language, allowing 
the deaf and mute to communicate with people unfamiliar with sign language – are given 
opportunities to develop their concepts and interact with mentors, experts and potential investors.
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providing capacity-Building Opportunities for Jordanians: The mobile maintenance 
Training centers

Update: The Mobile Maintenance Training Centers, first established in 2008, is one of Zain 
Jordan’s key marginal community outreach programs. The Centers provide the skills necessary 
for people to repair and restore mobile phones, thereby improving their opportunities for 
gainful employment. Mobile Maintenance Training Centers currently exist in Al Zarqa, Al Tafilah 
and Wadi Seer; and two more are currently being established in Karak and Irbid. To date, 444 
people were trained at Zain’s Mobile Maintenance and Training Centers. In addition, Zain 
Jordan developed two more Mobile Maintenance Training Centers – in Idlib and Karak – each 
with a capacity to train 36 people per year. Given Jordan’s high unemployment and youth 
bulge, training and development of the workforce improves the country’s prospects for growth 
and prosperity.

Encouraging creativity amongst students: The Zain Jordan shine Awards program

Update: In 2004, the Shine Awards program was developed by Zain Jordan to encourage 
aspiring students in the fields of music, academia, arts and sports. The program, which Zain 
Jordan implements in 22 private schools around the country, included the participation of 
67,000 students since its launch. The Shine Awards Program supports students’ pursuits in  
fields considered non-conventional, encouraging the development of a broader skill-set 
amongst the country’s youth. The initiative offers a unique dimension to improving educational 
quality for Jordanian students.

THE cHALLENGE

20% of Jordan’s population live in rural areas, out of which an estimated 19% are classified as 
poor. UNICEF determined that within the MENA region, the health and well-being of children 
is often determined not by what country they live in, but by their income and whether or not 
they live in an urban or rural area. Those in rural areas have much greater difficulty accessing 
various medical services. For these reasons, improving access to basic adequate medical care 
represents a major challenge to improving human development standards in the country.  

ZAIN ADDREssEs THE cHALLENGE By

providing Inclusive Healthcare: The Zain Jordan mobile clinic for children

Update: The goal of the Mobile Clinic for Children is to provide free access to health services 
for children in remote, rural areas around the Kingdom. Since its establishment in 2002, the 
Mobile Clinic for Children has treated more than 175,000 children around the country, with 
10,000 treated in this year alone. Our rationale behind establishing the Mobile Clinic for 
Children is to support inclusive healthcare, particularly for children marginalized geographically 
or economically, as improved general health is an essential enabler of human development in 
the country. 
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ZAIN KsA

THE cHALLENGE

Studies in Saudi Arabia indicate a significant 
increase in the prevalence of breast cancer 
amongst Saudi Arabian women. Today, the 
disease is the leading cause of cancer-related 
mortality in the country for women aged 
between 20-59. Despite its growing frequency, 
a stigma remains amongst many in the country 
against receiving regular checkups, hindering 
the capability to effectively detect and treat 
the disease. There remains a critical need to 
promote awareness and education about 
breast cancer in the country in order to avoid 
a continued increase in its national rate of 
occurrence amongst women. 

THE cHALLENGE

In recent years, Saudi Arabia has undertaken a national strategy aimed at boosting the national 
science and technology landscape. The country currently holds the largest number of research 
facilities in the region and boasts the highest number of patents issued. However, the challenge 
remains for the nation to diversify its economy and involve a larger number of its citizens in the 
private sector. Currently, private sector employees only make up 11% of the Saudi workforce. 

ZAIN ADDREssEs THE cHALLENGE By

Rewarding Achievements in science and Technology: Honoring saudi Arabia’s success  
at the Intel International science and Engineering Fair (IsEF) competition

Following the outstanding achievement of the Saudi Arabian delegation of high school and 
university students that participated in the ISEF Competition, Zain KSA rewarded all participants 
with Mac laptops, MiFi and a one year free data subscription. The Saudi Arabian delegation 
achieved 4th place in four categories and 1st place in one category. Zain KSA’s support for ISEF 
participants is in line with the country’s national agenda to promote their citizens’ proficiency in 
science and technology-related fields for the goal of achieving a more diversified economy built 
around innovation and knowledge-creation. In all, a total of 18 students received awards from 
Zain KSA.

ZAIN ADDREssEs THE cHALLENGE By

Offering vital Health Awareness  
and Education: The Zain KsA Breast  
cancer campaign

In 2015, Zain KSA collaborated with the 
Zahra Breast Cancer Association to launch a 
comprehensive Breast Cancer Campaign across 
the country. The campaign aims to increase 
awareness amongst the general public about 
the dangers of the disease and educate people 
about the importance of regular screening. 
Information about breast cancer and its 
prevention are essential in Saudi Arabia, as the 
rate of occurrence has been steadily increasing 
and is currently the most common form of cancer 
amongst women in the country. As part of the 
campaign, Zain KSA spread awareness messages 
through its social media channels, reaching an 
estimated 52,000 people. In addition, Zain KSA 
organized internal education lectures about 
breast cancer that were attended by 15 
female employees. 

ZAIN ADDREssEs THE cHALLENGE By

supporting a more Inclusive society: The 
Zain KsA community program

This year, Zain KSA partnered with the Ekhaa 
Orphan Charity Association to launch the Zain 
Community Program throughout the month of 
Ramadan. The Zain Community Program is an 
internal initiative that enabled employees at Zain 
KSA to directly assist orphans in the country 
through the donation of money, clothes, books, 
or toys. The program ensured that those within 
Zain KSA that were intent on providing support 
were able to do so reliably. The Zain Community 
Program also strengthens Zain’s corporate 
culture of inclusivity. Through the program, 
donations in excess of 12,000 Saudi Riyals 
(around $3,190 USD) were made by employees 
to the Ekhaa Orphan Charity Association. 

THE cHALLENGE

Certain sections of Saudi Arabian society 
currently endure socioeconomic exclusion. 
The Human Rights Commission in Saudi 
Arabia estimates that around 20% of children 
in the country are orphans, living either in 
orphanages or with foster parents. Many 
experience difficulties in accessing basic 
necessities and require external assistance to 
support their subsistence. 
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preparing young Kuwaitis for meaningful 
private-sector Employment:  
The Zain-Injaz strategic partnership

Update: In 2005, Zain established a strategic 
partnership with the local NGO Injaz to 
develop youth through job shadowing 
and training activities. The purpose of the 
collaborative effort is to strengthen the 
country’s human capital pool by adequately 
prepare young Kuwaitis for productive 
employment in the private sector, a relevant 
issue for Kuwait given the high national 
dependency on public-sector employment. 
The program also assists Zain Kuwait, as 
it provides an opportunity for the company 
to identify potential talent from amongst 
the young participants. Job shadowing and 
training programs that are implemented 
through the partnership are based on volunteers 
from Zain Kuwait. In 2015, 71 Zain employees 
volunteered to train and mentor 612 students.

ZAIN KUwAIT

THE cHALLENGE

A recent study found that Kuwait’s education system quality ranked 106 out of 148 countries 
around the world. Consequently, Kuwait has declared educational quality improvements to be 
a national priority for the country. Linked to this target are other strategic national priorities 
such as enabling greater job readiness, promoting innovation and supporting entrepreneurship. 
Kuwait ranks 69th out of 143 countries in the 2014 Global Innovation Index, a position with 
room for improvement considering the country’s high national income. Deficits in innovation, 
job preparedness and skill mismatch are symptoms of the fact that only 20% of working Kuwaitis 
are employed in the private sector. This creates heavy dependency on the public employment 
sector. Promoting educational quality and skill development are key challenges  
for Kuwait. 

ZAIN ADDREssEs THE cHALLENGE By

Driving Innovation and Entrepreneurship in Kuwait: The Zain Great Idea program

Update: Zain Great Idea (ZGI) is a program established by Zain Kuwait in 2010 in collaboration 
with Brilliant Lab aimed at developing and assisting tech entrepreneurs in Kuwait to cultivate and 
ultimately implement their innovative ideas. ZGI directly addresses prevalent socio-economic 
deficits in Kuwait, primarily the shortage of private sector involvement of nationals, an 
undiversified economy and an inactive entrepreneurial ecosystem. By providing comprehensive 
assistance to aspiring entrepreneurs ranging from mentorship to exposure to potential 
investors, ZGI is promoting innovation and skill development amongst local Kuwaitis.

Since its launch, ZGI has delivered notable assistance to Kuwaiti entrepreneurs. In 2011, ten 
ZGI participants qualified to receive a grant of 400,000 Kuwaiti Dinars ($1.32mn USD) from 
Kuwait Small Projects Development Company. In 2012, 35 participants were offered a two-
week entrepreneurship training course at the IE Business School in Madrid; and this year, 12 
participants were given an opportunity to attend a series of workshops and meetings with 
potential investors in Silicon Valley.

Past participants in ZGI have gone on to establish a total of 14 viable businesses. ZGI is 
undergoing its third successful year, and has selected 12 aspiring entrepreneurs to participate  
in the program.

More information about ZGI can be found at: www.zaingreatidea.com promoting skill Development for  
Kuwait’s youth: The Future University 
Network program

Update: The Future University Network (FUN) 
is a comprehensive training program launched 
by Zain Kuwait in 2008 to provide exceptional 
university students with the experience, 
knowledge and job readiness necessary for 
them to undertake productive private sector 
jobs in the future. In addition to receiving 
invaluable training, FUN participants serve as 
brand ambassadors for Zain and volunteer in  
a variety of community outreach initiatives. 
Since its inception in 2008, the FUN Program  

has benefited a total of more than 530 
students. Kuwait continues seek ways to 
encourage greater private sector participation 
for nationals, and the job preparedness that  
FUN offers helps achieve this goal.

Using IcT to Improve Learning and support 
Education: The Taaleb E-Learning program

Update: Zain Kuwait, in collaboration with 
the Ministry of Education, established the 
Taaleb E-Learning Project in 2012, an online 
education portal that links students, parents and 
teachers seamlessly in a manner that facilitates 
and enhances communication between each 
respective party for the purpose of improving 
the overall educational experience for students. 
By 2015, Taaleb was adopted by 577 schools, 
registering 651,741 individuals including: 323,731 
students, 276,941 parents and 51,069 teachers. 
The incorporation of ICT into Kuwait’s education 
system exposes youth to the role and benefits 
of modern technology and innovation at an 
early stage while at the same time enhancing 
the efficiency and quality of learning systems. 
Taaleb is a significant example of the successful 
application of technology to add tangible value.

Zain Sustainability Report 201594



Zain Sustainability Report 201596 Our Communities

FOR TEAcHERs

a.  Provides them with a platform to share 
their experiences with one another  
and with schools.

b.  Gives them the ability to distribute 
assignments electronically.

c.  Provides them with a platform to upload 
supplementary learning materials such as 
videos and other multimedia channels.

d.  Provides them with a a channel to directly 
communicate with parents.

FOR scHOOLs

a.  Providing a platform for collective dialogue 
between faculty, administrators and parents.

b.  Allowing them to collect accurate statistics 
such as student and teacher performance.

c.  Saving costs and saving time through 
a long-term reduction in administrative 
work that is needed.

The Benefits of the Taaleb E-Learning program

FOR sTUDENTs

a.  Gives them the ability to communicate 
and participate in online forums with their 
teachers, and share their opinions with them.

b.  Gives them access to electronic teaching aids.

c.  Allows them to view homework, tests, lesson 
plans, attendance and grades online.

FOR pARENTs

a.  Providing them access to view assignments, 
exams, grades, and the school schedule  
of events.

b.  Allowing them to interact with  
school teachers and administrators  
more effectively.

More information about Taaleb can  
be found at: www.taaleb.com

THE cHALLENGE

A report published in the Lancet Medical 
Journal in 2014 found Kuwait to be the fourth 
most obese country in the world, with over 
half of all women in Kuwait being overweight. 
Obesity increases various health risks such as 
the probability of contracting diabetes, heart 
disease, and high blood pressure. 

ZAIN ADDREssEs THE cHALLENGE By

Using Technology to spread Health 
Awareness: Rijeemy Health program

Rijeemy, sponsored by Zain Kuwait, is a daily 
walkathon that took place in Ramadan 2015 
and is recognized as the largest indoor mall 
athletic activity in the region. In order to 
ensure that the benefits of the program are 
inclusive, Zain Kuwait is also working with 
Rijeemy to develop an app that provides year-
round health initiatives, nutritional information 
and exercise guidance. The app will also track 
relevant statistical information to assist users in 
tracking their progress over time. The Rijeemy 
Health Program helps foster a healthier society 
in a way that is inclusive by changing behaviors 
and mindsets about health and wellbeing  
directly to the public.

More information about the Rijeemy Health 
Program can be found at: www.rijeemy.net

THE cHALLENGE

Meeting basic necessities such as the 
provision of food is a challenge that exists 
globally, including in Kuwait. The second goal 
of the Post 2015 Sustainable Development 
Agenda addresses the issue of global hunger, 
a prerequisite to ensuring sustainable growth 
in any community.

ZAIN ADDREssEs THE cHALLENGE By

promoting social Inclusion: Zain Kuwait’s 
Iftar meals Distribution Initiative 

Zain Kuwait distributed around 1,400 meals 
every day throughout the Ramadan month. 
The initiative helped feed more than 45,000 
individuals over the course of the entire 
month, and covered some of the most 
populous areas of the country. By providing 
food to individuals regardless of social and 
economic class, Zain Kuwait is promoting 
greater social inclusion in the country. The 
initiative was executed by volunteers from Zain 
Kuwait who took part in distributing the meals.



Our Communities

TOUcH LEBANON

THE cHALLENGE

Promoting health and safety in Lebanon is a crucial element for promoting the human 
development of its citizens. Challenges in the country such as the steady growth of new 
cancer cases in recent years make it important to seek new means for directing resources to 
assist those in need. Also threatening public wellbeing in Lebanon is road safety. In 2014, the 
Lebanese Red Cross reported that a total of 10,866 accidents took place which injured more 
than 14,500 people.

ZAIN ADDREssEs THE cHALLENGE By

Innovative solutions to Assist cancer patients in Lebanon: The Light a candle Initiative and 
the partner in Life Internal campaign 

This year, Touch implemented several initiatives in collaboration with the Children Cancer 
Center of Lebanon (CCCL) to raise awareness and increase fundraising for young cancer 
patients in the country. Light a Candle is an app developed by both Touch and the CCCL 
intended to facilitate public donations directly to the CCCL. Through the innovative concept, 
users of the app can donate through their smartphone by lighting a virtual candle. Light a 
Candle exemplifies both Zain and Touch’s strategy of supporting ICT solutions that offer social, 
economic or environmental benefits to society. With the rate of cancer cases in Lebanon rising 
by 5% annually in recent years, Touch is implementing a range of initiatives to enable more 
assistance and resources for cancer patients in the country. The Light a Candle app is relevant 
for the ease in which donations to the CCCL can now be made. It effectively democratizes the 
fundraising process, empowering anyone with a smartphone to donate money directly to the 
CCCL regardless of their physical location.

To further encourage donations, Touch agreed with the Ministry of Telecommunications to 
waive their revenue share of donations for the benefit of the CCCL. Since its launch, 770,000 
people subscribed to the app, raising more than $50,000 USD, the equivalent of funding full 
treatment for ten children.

In parallel with Light a Candle, Touch established the Partner in Life Campaign to raise 
awareness within the company about the growing number of cancer cases in the country.  
Under the slogan “Small Amount Big Difference,” employees are exposed to information about 
the issue and are encouraged to donate towards the cause. Through the campaign, Touch was 
able to raise $10,000 USD in internal fundraising for the year.

promoting the Responsible Use of mobile 
phones: Touch’s “Text if you can” campaign

Update: In 2011, Touch established a partnership 
with the local NGO YASA to educate the 
public on the responsible use of mobile phones. 
This campaign is in alignment with the Drive 
Zain campaign that was implemented in other 
Zain markets including Kuwait and Jordan. 
“Text if You Can” and Drive Zain address one 
of the negative consequences of our core 
business. Around the world, mobile phone 
use is responsible for around 25% of all 
traffic accidents. In Lebanon, campaigns to 
promote responsible phone use are extremely 
significant. Driving in the country remains 
a hazard, responsible for the death of 900 
people in 2012.  

The Touch campaign has evolved every year, 
using creative concepts to raise awareness 
about the issue in an engaging and original 
way. The 2015 “Text if You Can” campaign  
was broadcast on all local TV stations 
and promoted through social media, and 
involved a challenge made to various Lebanese 
celebrities to text while undertaking their famous 
profession in order to illustrate the difficulties 
of multitasking. Since its launch, the campaign 
has achieved significant traction through social 
media, accumulating more than 13 million views 
on YouTube alone.

THE cHALLENGE

Lebanon faces an economic challenge of 
generating sustainable, high skilled jobs 
for its workforce. The country currently 
underperforms in knowledge creation, 
scoring 4.56 out of 10 in the 2012 Knowledge 
Economy Index and 33.6 out of 100 in the 
2014 Global Innovation Index. The prevalent 
jobs mismatch in the country is resulting in an 
ongoing brain drain and a heavy reliance on 
remittances. In order for Lebanon to achieve 
long-term development, greater support for 
entrepreneurship and innovation is necessary.

ZAIN ADDREssEs THE cHALLENGE By

Touch supports Entrepreneurship in 
Lebanon: The IDEAL Business competition 

Undertaken in 2015 in collaboration with the 
American University of Beirut (AUB), the project 
is entitled, ‘Innovation and Development 
of Academic-Industry Partnerships through 
Efficient Research Administration in Lebanon’ 
(IDEAL). The IDEAL Business Competition 
encourages Lebanese entrepreneurs from 
six Lebanese universities to present their 
startup ideas, with selected finalists gaining 
professional advice and exposure to potential 
investors. Empowering entrepreneurs to 
implement their startup concepts is a direct 
driver for job creation and sustainable growth  
in Lebanon. By supporting IDEAL, Touch is in  
a position to identify innovative startup 
concepts in the country and leverage their 
resources to execute those with the most 
potential for success. Through the IDEAL 
Competition, Touch distributed $30,000 in  
seed money to support promising startup 
projects. As a key partner, Touch will be 
providing funding for project support and 
for top potential startups, as well as technical 
support through the Touch Cloud. 
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ZAIN sUDAN

THE cHALLENGE

As a developing country, Sudan faces a key challenge in providing health services to its people. 
Government health expenditure comprises 6.5% of the country’s total GDP, well below the 9% 
figure recommended by the World Health Organization (WHO). Moreover, the country only 
employs 3 doctors for every 10,000 individuals. These circumstances contribute to a situation 
whereby the average lifespan in Sudan at birth is 63 years, significantly lower than the global 
average of 71 years. 

THE cHALLENGE

The average Sudanese child completes only seven years of schooling, leaving many children 
without the necessary skills to grow and lead meaningful lives. With secondary school 
enrollment rates at 41%, major opportunities exist to facilitate school attendance and support 
the national education sector. In a country where more than 60% of the population is under 
the age of 24, investments in education can generate substantial returns in socio-economic 
development.

ZAIN ADDREssEs THE cHALLENGE By

Enabling the provision of Essential Health services: Zain sudan’s Establishment  
of the suba Intensive care Unit 

In 2015, Zain Sudan completed the construction of a fully equipped Intensive Care Unit (ICU)  
in Suba Hospital, a hospital serving 16,000 patients per year, covering all medical specialties. 
Zain Sudan contributed towards the physical construction of the unit, and provided the ICU  
with all necessary equipment and beds. By contributing to the construction of the Suba ICU, 
Zain Sudan is supporting the provision of inclusive healthcare. Obtaining quality healthcare is 
difficult for many Sudanese, and helping provide health services to those that cannot access 
them is directly supporting Sudan’s human development agenda. The ICU will serve 600-800 
patients per year and will also enable the hospital to increase number of surgeons while 
providing training opportunities to medical staff.

ZAIN ADDREssEs THE cHALLENGE By

Improving school Attendance and 
performance: The Zain sudan student  
meals project

Update: In 2015, Zain Sudan continued its 
initiative of providing 3,000 school meals per 
day for needy children across the country 
through the Zain Student Meals Project.  
This ongoing initiative achieves notable 
success in promoting greater inclusivity in 
education by supporting thousands of children 
that would otherwise not attend schools 
or perform well due to a lack of adequate 
supplies of food. Impact assessments 
conducted by Zain Sudan reveal that 
implementation of the Zain Student Meals 
Project increases student attendance by 76% 
and improves performance by 30%.  
The project runs throughout the entire school 
year, and 1.92 million meals were distributed 
to children since the project was launched in 2011. 

strengthening Inclusive Education:  
The Zain sudan Back to school project

Update: Zain Sudan’s Back to School project 
has been in place since 2006, providing 
students across the country with essential 
school supplies that improve their educational 
experience. In recent years, the emphasis 
of Back to School in Sudan shifted to an 
emphasis on supplying students in low-income 
areas, orphaned children, or those suffering 
from HIV. In 2015, Zain Sudan was successful 
in distributing essential school supplies to 

more than 20,000 students. By evolving the 
Back to School Program in Sudan to target 
marginalized segments of the community,  
Zain Sudan is promoting greater inclusivity  
in education provision. Since the launch of  
the program, more than 180,000 students 
across Sudan have received school supplies.

Helping sudanese youth Attend school: 
The Zain sudan school construction and 
Rehabilitation program

Update: Every year since 2009, Zain Sudan 
has funded the construction and rehabilitation 
of primary and secondary schools in 
impoverished areas across the country. Over 
the six years, a total of ten schools were built 
and 29 were rehabilitated. The investments 
made by Zain Sudan over the years through 
this initiative enable around 114,000 students 
to attend schools and further their education 
every year. This year, Zain Sudan constructed 
three schools and rehabilitated two, impacting 
a total of 2,216 students. 
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THE cHALLENGE

The prevalence of poverty in Sudan represents a significant impediment to the country’s 
growth. With 46.5% of the population living below the poverty line and an unemployment rate 
of 20%, the challenge of fostering development in the country rests partially on job creation 
and increasing employment opportunities for the general public and particularly amongst 
marginalized segments of society.  

THE cHALLENGE

Inclusivity is a core determinant of a country’s ability to develop sustainable development 
opportunities. In Sudan, the Central Bureau of Statistics reports that more than 1.8 million 
people in the country live with some form of disability, more than 16,000 of which are 
unemployed. A national challenge exists in providing greater employment opportunities for  
this group that will enable their economic inclusion.

ZAIN ADDREssEs THE cHALLENGE By

Economic Empowerment through 
microfinance: The Zain sudan Kiosks project

In 2014, Zain Sudan embarked on the Kiosks 
Project as a means to provide marginalized 
Sudanese with gainful employment opportunities 
through effective microfinance. Zain Sudan 
provided and funded kiosks around the country 
for low income families, disabled persons, 
widows, orphans, and other marginalized groups, 
empowering them with the means to become 
economically self-sufficient. Zain Sudan created 
1,000 jobs for Sudanese through the Kiosks 
Project, and all kiosks remained operational in 
2015. By enabling people to establish their own 
businesses, Zain Sudan is not only creating jobs, 
but enabling a large number of individuals to 
become economically self-sufficient. This has 
a multiplier effect on the rest of the economy, 
stimulating growth on a wider scale.

ZAIN ADDREssEs THE cHALLENGE By

Enabling Inclusive Employment: call center 
Job Training for the physically Impaired

Update: For its fourth consecutive year, Zain 
Sudan continued its initiative of training fresh 
graduates and the physically impaired at a 
specifically designated call center. The call 
center training enables participants to either 
gain employment opportunities directly with 
Zain Sudan or with other organizations that 
require similar skills. Since its launch in 2009, 

5,079 individuals were trained through  
the initiative, including 30 disabled people.  
25 disabled individuals were directly employed 
with Zain Sudan following their training at the 
call center. Through training and development, 
Zain Sudan is strengthening economic inclusion 
in Sudan, particularly amongst marginalized 
groups. The Call Center Job Training Program 
for the Physically Impaired offers capacity-
building for excluded segments, thus enabling 
inclusive employment opportunities in society. 

providing clean and Affordable Drinking 
water: The Al Jafeel water project

One of the most significant challenges that 
many Sudanese face is reliable access to 
clean drinking water. The lack of access to 
potable water results in a high incidence of 
waterborne diseases in the country such as 
hepatitis A and E, as well as typhoid fever and 
others. The North Kordofan State in particular  
is an extremely arid region with limited access 
to safe groundwater. In order to address this 
significant challenge, Zain Sudan implemented 
the Al Jafeel Water Project, an initiative in 
North Kordofan that establishes a water 
tunnel linking three villages that lack direct 
access to clean drinking water via an artesian 
well located eight kilometers away. Through 
the project, clean potable water is transported 
safely and sustainably to the villages, where  
it is used by more than 7,000 people, enabling 
them to overcome severe health risks and 
benefit in a myriad of other ways.

The significance of the Al Jafeel water project 

Facts:

•  Over 1.3 million people - 53% of the 
population - in the North Kordofan State 
do not have access to safe drinking water.

• I n Sudan, the issue of unsafe water and poor 
sanitation ranks third amongst the nation’s 
top 20 most pressing health issues.

potential Impacts:

Through the Al Jafeel 
water project,  
7,000 people receive 
direct access to  
clean water.

This considerably reduces susceptibility  
to waterborne diseases:

•  More than 5 million people in Sudan, 
mostly children, require treatment for 
schistosomiasis, a disease spread by drinking 
unclean water.

•  There is a high prevalence of Hepatitis A  
in Sudan and its surrounding areas, with  
27% of children between ages 1-4 at risk  
of contracting the disease.

The Al Jafeel Water Project also directly 
improves the welfare and productivity of 
women and children:

•  Prior to its implementation, villagers had to 
travel more than 8 km to collect their water.

•  Studies in North Kordofan villages show that 
68% of the time, women bear responsibility 
for collecting the water for their families, 
which they do mostly by hand.

•  In addition, 28% of the time, it is the  
children that are responsible for water 
collection. This is mostly carried out in 
the morning, which directly affects school 
attendance and performance.



Our Communities

ZAIN sOUTH sUDAN

THE cHALLENGE

Internal conflict, poverty and underdevelopment are among the most pressing challenges 
facing South Sudan today. With more than half of the country’s population living below the 
poverty line, many South Sudanese families lack access to the most basic necessities. Ongoing 
conflict has worsened this situation, and to date an estimated 1.65 million people remain 
displaced within the country. South Sudan is a youth-dominated country, with more than 65% 
of the people below the age of 24. Enabling greater education, skill development, job creation 
and social reconciliation are valuable catalysts for socio-economic growth in the country. 
With only 17% of the population having access to the internet and 25% having mobile phone 
subscriptions, enabling connectivity is an essential component to furthering development in 
South Sudan.

ZAIN ADDREssEs THE cHALLENGE By

The whitaker peace and Development 
Initiative

Update: The Whitaker Peace and Development 
Initiative (WPDI) was established in 2012 as a 
collaborative effort between Zain South Sudan, 
Ericsson, UNESCO, and the renowned actor 
and UNESCO Goodwill Ambassador for Peace 
and Reconciliation Forest Whitaker to promote 
peacebuilding, reconciliation and capacity-
building. In a society mired by internal conflict, 
programs such as the WPDI offer pathway 
towards reaching a sustainable solution.  
By involving youth from around the country, the 
WPDI is supporting education and interaction for 
the goal of promoting peace and development 
in South Sudan.

In 2015, the WPDI expanded its reach by 
educating 11 trainers, who went on to train 
17 Peace Ambassadors that are based across 
the country. Each of the Peace Ambassadors 
will then go on to train an average of 12 
more Peace Ambassadors, bolstering the 
sustainability of the initiative and its ability 
to continuously influence communities 
throughout South Sudan. To further computer 
literacy and access to ICT, the WPDI renovated 
three Community Learning Centers across the 
country in 2015. The centers are powered by 
solar energy, ensuring sustainable and reliable 
access to electricity, and offer young people 
the opportunity to improve computer literacy, 
access ICT and gain access to learning and 
development tools. 

Testimonials from WPDI Students

• Gai Awan (Student – 18 years old) 
“  The center has made it possible for me to 

interact with people from other ethnic groups, 
they have become good friends to me now.”

• Artha Akoo Kaka (Student – 16 years old) 
“  I am very happy to be able to access any 

information that I need any time and this  
is possible because of this center.”

• Moga Martin (ICT Tutor – 22 years old) 
“  The students I am training are very good; they 

are developing very fast, and they are happy to 
acquire knowledge about computers. It is not 
only for them that it is true, but for me as well.”

Testimonials from WPDI Trainers

• Taban Oliver William, Pageri Administrative area 
“  I would like to express my appreciation 

to Forest Whitaker, UNESCO, Ericsson, 
and Zain South Sudan for their support in 
developing my mediation and ICT skills, 
which have helped me to overcome my 
situation in a way I never would have been 
able to do without the training.”

• Peter Locale Nakimangole, Chukudum,  
   Budi County 
“  On behalf of my colleagues, I would like to 

convey my deep thanks to the WPDI for offering 
invaluable leadership skills and knowledge. 
Honestly, I feel empowered to face the world 
without fear. The training gave me a chance to 
develop as a leader, and I now I have the skills 
and ability to transfer the same knowledge to 
other young men and women in South Sudan.”

Zain Huawei connectivity project

Update: In 2014, Zain South Sudan partnered 
with Huawei to establish a program that provides 
connectivity to schoolchildren in South Sudan. 
The ongoing project utilizes the energy from 
Zain’s base stations, diverting it to nearby 
schools where it powers computer stations 
that continue to serve around 3,000 children. 
Connectivity is a key enabler for socio-economic 
development and an essential driver of the 
knowledge economy. By leveraging Zain’s core 
business, the Zain-Huawei Connectivity Project  
is offering connectivity on a sustainable basis.  
This is particularly relevant given that only 17%  
of the population have access to the internet.

youthmobile Training Initiative

Update: The YouthMobile Training initiative was 
established in 2014 in partnership with UNESCO, 
the Dev School in Kenya, and the College 
of Computer Science and Information at the 
University of Juba. Through the initiative, young 
South Sudanese, particularly women, are offered 
training in the development of locally-relevant 
apps. The first phase of the YouthMobile Training 
Initiative took place in the University of Juba 
between 2014 and 2015, and benefitted a total 
of 43 participants. Through this initiative, young 
locals are better enabled to contribute positively 
to the improvement of the socioeconomic 
conditions of their society. YouthMobile 
empowers young South Sudanese to utlize 
ICT to improve conditions on the ground. 
Social entrepreneurship can spur tangible 
improvements on the ground, and programs 
such as YouthMobile are significant in 
developing the skills necessary for youth to 
engage in such pursuits.

Zain Sustainability Report 2015104



Zain Sustainability Report 2015106 Our Environment

OUR
ENVIRONMENT

The Challenge In 2015, we…

The private sector accounts for a significant 
portion of global carbon emissions.  
A transition to renewable energy by the 
private sector alone could reduce global 
emissions by 15%.

Maintained our commitment to achieving 
carbon emission targets in each of our  
operating countries by 2020. 

Of the 41.8 million tons of e-waste that was 
generated in 2014, with only 6.5 million tons 
(less than 16%) were formally treated.

Organized internal environmental awareness 
campaigns at the Group and in Saudi Arabia  
to encourage greater efficiency of resource use 
and to promote more environmentally conscious 
behavior amongst employees.

Emissions produced from the Information 
and Communications Technology (ICT) sector 
are growing rapidly. The sector is responsible 
for producing 2% of annual global CO2 
emissions – more than 830 million tons –  
with projections to double by 2020.

Continued to upgrade our base stations with 
the aim of improving energy efficiency and 
lowering emissions, resulting in emissions 
reductions in several of our operations. 

At Zain, we continue to take concrete measures to improve energy efficiency in order to 
optimize costs and simultaneously reduce our carbon footprint. In 2012, Zain set ambitious 
emissions reduction targets to be met by 2020.  To date,  the organization remains committed 
towards achieving those objectives. Our ongoing progress in improving environmental 
performance is aligned with the principles of the landmark deal that was agreed at the 2015 
UN Global Climate Change Conference (COP21) held in Paris this year. The COP21 was 
a historic milestone for the international community with stakeholders that included both 
national governments as well as private sector organizations came together in agreement on 
a framework to reduce the harmful effects of climate change and slow the process of global 
warming. Ongoing climate change and its impacts are having severe consequences for the 
world and for the MENA region in particular. Approximately 20% of the land in MENA is 
threatened by continued desertification, the results of which could potentially impact human 
welfare by leading to famine and displacement. An integral part of Zain’s sustainability strategy 
is to minimize the organization’s negative environmental activities while at the same time 
promoting greater environmental awareness and stewardship amongst the general public. 

The tables below show the 2020 emissions reduction targets set by Zain in 2012, and highlight 
the reductions achieved by the organization over the course of the year.

Zain decreased its emissions from the previous year primarily through three mechanisms:

• The installation of Diesel Generator (DG) Battery Hybrid and Solar Hybrid solutions.

• The implementation of energy efficiency and site optimization upgrades to our infrastructure. 

• An increase in the number of towers shared with industry peers. 

Our 2020 Emissions Reduction Targets

Zain’s cO2 Emission Reductions (2014 - 2015)

cATEGORy 1

cATEGORy 2

sOUTH sUDAN

KUwAIT LEBANON
Note: Category 1 operations represent those countries where commercial power availability is relatively unreliable, and Category 2 operations are those with 
stronger, more reliable power supplies.

sUDAN

BAHRAIN

15%

5%

25%

7% 5%

IRAq

20%

JORDAN

10%

KsA

8%

JORDAN

6%

KsA

5%24%

sUDAN

2%

sOUTH
sUDAN
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2015 Energy consumption and cO2 Emissions by Operation

Descriptions Units Iraq Jordan KSA Sudan
South 
Sudan

Total Fuel 
consumption -  
Direct

Liters 52,587,167 287,582 43,653,624 23,968,851 4,320,432

Total Electricity 
consumption -  
Direct

KWh 132,531,549 61,344,106 399,150,312 22,627,378 10,224,392

CO2 emissions per 
base station

Kg 63,561 16,962 60,941 29,493 56,436

Year-on-Year 
Decreases/ 
Increases  
in emissions  
per base  
station

% 8.9% 
increase

6.4% 
decrease

4.7% 
decrease

23.6% 
decrease

1.6% 
decrease

Notes

Zain Bahrain Zain iraq

In 2015, Zain Bahrain achieved substantial 
improvements in tracking energy consumption. 
This is partly attributable to the installation of 
smart meters in all 15 of its new sites. All future 
site installations will include smart meters, 
further optimizing the company’s ability to track 
consumption and emission levels.

2015 energy consumption increases for Zain 
Iraq are attributable to the resumption of 
operation for sites that were temporarily out 
of service around the country in 2014 due to 
ongoing conflict in the country. 

Zain Jordan Zain KSa

Zain Jordan continues to achieve progressive 
reductions in CO2 emissions annually. 
Ongoing success in undertaking energy 
efficiency initiatives during the year resulted 
in a 6.4% decrease in emissions in 2015. 

In 2015, Zain KSA undertook several energy 
efficiency initiatives – such as the installation 
of 939 outdoor BTS/Power solutions – that 
ultimately resulted in a 4.7% reduction in 
emissions over the year. 

Zain Kuwait touch LeBanon

Zain Kuwait continues to take steps in 
optimizing its data collection and accuracy 
procedures. Going forward, the company will 
improve data collection processes to ensure 
inclusion in future sustainability reports. 

The exclusion of Touch Lebanon is on account 
of the continued strikes in the public energy 
sector that prevent the collection of accurate 
data related to the company’s electricity 
consumption.

Zain Sudan Zain South Sudan

Zain Sudan achieved significant reductions in 
emissions per base stations between 2014-
2015. Success in driving emissions reductions 
during the year is largely the result of the 
installation of 207 DG Battery Hybrid and Solar 
Hybrid solutions. 

Despite the challenging operating context 
in South Sudan, Zain continues to drive 
operational efficiency in the country through 
the development of several energy efficiency 
solutions. The effectiveness of these solutions 
resulted in an annual emissions reduction of 1.6%

HyBRID sOLUTION INsTALLATIONs

sUDAN

DG-BATTERY 
HYBRID SOLUTION

188

SOLAR HYBRID 
SOLUTION

19

JORDAN

DG-BATTERY 
HYBRID SOLUTION

0

SOLAR HYBRID 
SOLUTION

11

sOUTH sUDAN TOTAL TOTAL

DG-BATTERY 
HYBRID SOLUTION

5

SOLAR HYBRID 
SOLUTION

0

193

223

30
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ANNUAL INcREAsEs IN OUR BATTERy  
AND sOLAR HyBRID sOLUTIONs

ImpROvEmENTs TO ENERGy EFFIcIENcy  
AND sITE OpTImIZATION (UNITs)

Operating  
Countries

Smaller Size 
Generators

Outdoor  
(BTS/Power) Solution Free Cooling System Smaller Shelters 

(≤2.5m x 2.5m)
DG Sites converted 
to Grid Connections

Sudan 0 618 0 0 34

Kuwait 0 5 0 0 11

Saudi Arabia 0 939 0 24 232

Iraq 247 57 0 0 64

Jordan 0 143 400 0 0

South Sudan 0 5 0 0 0

Total 247 1,767 400 24 341

2013:   212

2014:   381

2015:   604

80% Increase YoY

59% Increase YoY

DRIvING OpERATIONAL EFFIcIENcy:  
OUR sITE (TOwER) sHARING pROGRAm

Zain Sharing 
Others Sites

Others Sharing 
Zain Sites

Kuwait

7

14

Iraq

6

4

Jordan

9

5

Saudi 
Arabia

200

48

Bahrain

3

14

Total

225

85

Total

310

Estimated 
Cost Savings 

(USD)

$15.4 
million
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ADHERING TO GLOBAL 
ENvIRONmENTAL sTANDARDs

At Zain, our environmental standards are 
aligned with global best practice through our 
adherence to the Zain Environmental and 
Social Management Plan (ESMP) Guidelines.  
ESMP Guidelines were developed in 2006 to 
minimize our potentially harmful environmental 
impacts and to protect the safety of our 
surrounding communities. Included in the 
guidelines are processes that protect both 
site workers and the public from possible 
exposure to Electro-Magnetic Fields (EMF). 
In accordance with the ESMP Guidelines, 
Zain’s equipment is tested regularly in order 
to ensure compliance is maintained with the 
International Commission on Non-Ionizing 
Radiation Protection (ICNIRP) exposure 
guidelines for occupational public exposure  
to electric and magnetic fields, and to 
guarantee that the public is protected and 
made aware of EMF zones by restricted 
access and appropriate signage of Antenna 
propagation zones that exceed the ICNIRP 
maximum public level.

In addition, Zain undergoes a comprehensive 
process prior to site selection in order to 
ensure that base station locations do not:

• Harm biodiversity in or around the site location.

•  Does not negatively impact historically  
or culturally significant areas (such as  
UNESCO sites).

•  Does not lead to or make it necessary for 
people to become displaced or to resettle 
in a different location.

Zain’s operating companies coordinate with 
their respective environmental protection 
agencies and pursue certification related to 
environmental performance individually based 
on their specific needs and requirements. 
In 2015, Zain Kuwait maintained its 
environmental management standards, 
allowing it to obtain recertification of the 
ISO 14001:2004 related to Environmental 
Management Systems.

Furthering the Recycling Agenda: Zain 
KsA’s Green workplace program

In 2015, Zain KSA launched an internal 
campaign to encourage Zainers to improve 
their environmental awareness and 
performance by encouraging them to use 
less paper and to increase their recycling. 
Recycling companies in KSA offer financial 
incentives, and the funds received by Zain 
KSA from recycling – which totaled more than 
2,000 Saudi Riyals ($530 USD) – were donated 
to the Saut Charity Organization to support 
people with disabilities. The Green Workplace 
Program successfully engages employees to 
improve the environmental performance of the 
company, strengthen environmental awareness 
amongst employees and reduce costs.

ENvIRONmENTAL OUTREAcH AcTIvITIEs 

Zain undertakes initiatives to address environmental awareness, deforestation, waste and pollution. 
Environmental stewardship is a major pillar of Zain’s Corporate Sustainability (CS) strategy,  
and below are some of the activities undertaken by the organization to address this pillar.

Educating Employees about the value  
of Environmental stewardship:  
Zain Group’s Internal Environmental 
Awareness campaign

In 2015, Zain undertook an environmental 
awareness campaign to promote environmentally 
conscious behavior amongst employees and 
improve the environmental performance of the 
company. The campaign communicated various 
actions and habits through which employees 
could play their part in conserving resources, 
such as using the stairs rather than the elevator, 
and switching off the lights when leaving  
an office. 

ONGOING pROcEssEs TO ImpROvE 
ENERGy EFFIcIENcy 

The mobile Energy Efficiency  
Benchmarking Initiative  

In previous years, Zain collaborated with 
the GSMA in order to perform the Mobile 
Energy Efficiency (MEE) Benchmarking 
Initiative, a service offered by the GSMA 
whereby aspects of Zain’s energy efficiency 
are benchmarked against more than 90 leading 
telecommunications organizations to  
identify potential areas of improvement.  
By undertaking the initiative, Zain was able to 
identify and quantify – from both an  
emissions and monetary aspect – areas  
for the organization to improve its 
performance. Performed for five of our 
operations – Bahrain, Iraq, Kuwait, Sudan, 
and South Sudan – the MEE Benchmarking 
Initiative offers a solid baseline through  
which Zain can improve its energy efficiency 
going forward in order to optimize costs  
and improve environmental performance.

The Installation of smart meters 

In 2015, Zain Bahrain undertook an  
initiative whereby all new sites installed  
throughout the year were equipped  
with smart meters. Smart meters enable 
more accurate measurements of energy 
consumption, and provides opportunities  
to enhance efficiency by reducing waste  
and improving the management of 
consumption. The installation of smart  
meters is part of Zain’s overall adoption  
of smart technology in areas that can  
improve operational effectiveness.  
Over the course of the year, smart 
meters were equipped on a total of 
15 sites throughout the country. 
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LOOKING
FORWARd

One major goal for the years ahead is to further our sustainability agenda by continuing  
to create value for both the organization and our stakeholders. We remain committed 
to advancing the existing alignment between our company’s business activities and our 
sustainability principles by maintaining a triple bottom line approach and upholding principles 
of ethics and transparency. It is important that we maintain and broaden efforts to address the 
regional context in which we operate and persist with activities to assist the displaced, foster 
inclusive and sustainable socioeconomic development and promote a more viable innovation 
ecosystem in the region. The table below outlines some of our major short and medium-term 
sustainability targets.

We look forward to receiving your thoughts and feedback on this report. Kindly send us your 
comments and/or questions to csr@zain.com.

Target met comments

Broaden the scope and 
effectiveness of our stakeholder 
engagement. 

Ongoing We will continue to identify and pursue improvements 
to our stakeholder engagement processes and  
maintain open communication channels with our  
major stakeholders. 

Further the alignment of Zain’s 
business and CS activities 
with the Post-2015 Sustainable 
Development Agenda

Ongoing Our sustainability values are consistent with those of the 
Post-2015 SDGs, and we will continue to explore new 
avenues through which to further the alignment of our 
activities with the Global Goals. 

Develop and measure supplier 
screening targets.  

Ongoing Zain is in the process of developing supplier screening 
targets that will ensure greater oversight of suppliers’ 
compliance with our Supplier Code of Conduct. 

Launch the Zain Academy  
at a Group-wide level.

Ongoing In 2016, Zain will formally implement the Zain Academy, 
a training and development function dedicated to  
long-term employee growth within the company. 

Maintain our commitment to 
achieving the 2020 emissions 
reduction targets. 

Ongoing Zain continues to improve the energy efficiency and 
operational effectiveness of its infrastructure in a bid to 
drive lower costs and reduce emissions. 

Expand cooperation with  
the GSMA. 

 

Ongoing In 2015, Zain successfully collaborated with the 
GSMA and Child Helpline International to implement 
a comprehensive campaign to protect the rights of 
children in our operating markets. 

We will continue to seek new opportunities for even 
greater cooperation with the GSMA.

Refine governance policies 
and strategy to maintain 
compliance with CMA 
regulations.

Ongoing Zain continues to review its governance policies and  
is collaborating with external consultants to achieve  
this target. 

Enhance relationships  
with regulatory bodies, 
customers, suppliers and 
solutions partners

Ongoing Zain’s business functions remain dedicated to 
maintaining channels for effective dialogue with  
all major stakeholders. 

Continue to optimize  
the company’s risk 
management practices.

Ongoing Zain’s Risk Management and Internal Audit functions will 
continue to coordinate with the Board Risk Committee 
to continuously improve the organization’s effectiveness 
in identifying and mitigating organizational risks.

Further the organization’s 
Innovation Agenda.

Ongoing A core pillar of Zain’s corporate strategy is to transform 
the organization into a regional leader and trendsetter 
in the digital space. In line with this goal, Zain will 
continue to support and develop its innovation agenda 
through strategic activities and partnerships.  

Continue to address  
gender disparity.

Ongoing Zain maintains its policy of non-discrimination based 
on gender and continues to track progress in achieving 
parity in areas such as access to growth opportunities 
within the company.

Continue to improve  
customer experience.

Ongoing Part of Zain’s corporate strategy is to put the customer 
at the heart of all business activities. Zain’s target is to 
therefore continue to capitalize on opportunities to 
enhance and measure customer experience.
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INDEpENDENT
ASSURANcE REPORT

To Mobile Telecommunications Company KSCP

We have been engaged by Mobile Telecommunications Company KSCP (hereinafter referred to as “Zain” or ’the Group”) to 
perform an independent limited assurance engagement on Zain’s 2015 Sustainability Report (the “Report”), for the year ended 
31 December 2015.

scope of our work

We planned and performed our work to obtain the evidence we considered necessary to reach our limited assurance conclusions 
on the Selected Information. The scope of work was limited to the following Selected Information for the year ended 31 
December 2015 and does not extend to information in respect of earlier periods or to any other information in the Report except 
for the Selected Information assured by us for previous reports. 

1. “Highlights” and 2015 key realizations under the following sections of the report:   
• Our 2015 Highlights 
• Chairman Message 
• CEO Message 
• About Zain 
• A Message from the Head of CS 
• Our Operating Context 
• Looking Forward

2. Selected social, environmental, and economic data, under the following sections of the report:• About the Report 
• About the Report 
• Introduction 
• Materiality Assessment 
• Engaging our Stakeholders 
• Our Economic Impacts 
• Our Products and Customers 
• Our People 
• Our Communities 
• Our Environment 
• Our Network 
•  Disclosed indicators reported in full or partially in the GRI Content Index (“Appendix”), as follows: 

• General Disclosures: G4-9, G4-11, G4-17, G4-20, G4-21, G4-22, G4-23, G4-29, G4-51, G4-52, G4- 56, G4-57, G4-58 
•  Specific Disclosures: G4-EC2, G4-EC3, G4-EC7, G4-EN13, G4-EN29, G4-EN31, G4-LA10, G4-LA16, G4-HR3, G4-SO1, G4-

SO11, G4-PR7, G4-PR9

The assured data appears in the GRI Content index of the report (on p. 118-133), and are indicated under the External  
Assurance column.

3.  Application of GRI G4 Guidelines – Zain’s declaration in the “About this Report” section that it has applied the ‘in accordance 
– Core’ option in following GRI G4 Guidelines.  

Reporting Guidance

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

professional standards applied and Level of Assurance

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

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

Reporting and measurement methodologies Limitations

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

work performed

We performed the following procedures:

•  Interviewed selected Executive-level employees at the corporate level with operational responsibility for issues covered in  
the Report to understand sustainability data management and reporting;

•  Reviewed formal documents and internal communications received by the Group Corporate Sustainability and Social 
Responsibility Department to validate the accuracy of information reported;

• Made inquiries of relevant Zain management;

•  Analysed and reviewed on a sample basis the key structures, systems, processes, procedures and controls relating to  
the collation, aggregation, validation and reporting processes of the Selected Information performance indicators;

• Carried out analytical procedures over the Selected Information; and

• Assessed the disclosure and presentation of the Selected Information.

Zain’s responsibilities

The responsibility for the preparation and presentation of Zain’s Sustainability Report 2015, the development of its content, 
including the choice of Key Performance Indicators (KPIs), is that of Zain’s management.  

Our responsibilities

Our responsibility is to independently express conclusions on the Selected Information as defined in the Scope of Work above for 
the year ended 31 December 2015. We do not accept or assume responsibility to anyone, other than to Zain, for our work, for 
this report or for the conclusions we have formed.  

Our conclusions

Based on the limited assurance procedures we performed as described in this report, nothing has come to our attention that 
causes us to believe that the data assured, as specified in the Scope of our work section above in Zain’s 2015 Sustainability 
Report, is not prepared in all material respects in accordance with Zain’s Reporting Guidance.

 

Talal Y. Al-Muzaini 
License No. 209A 
Deloitte & Touche 
Al-Wazzan & Co.

Kuwait, May 27th 2016
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AppENDIx

AppENDIx: GRI cONTENT INDEx

Standard Disclosure Section Comments
External 

Assurance?

Strategy and Analysis

G4-1

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

Chairman Message, 
CEO Message, 
Message from the 
Head of CS

Yes

G4-2

Provide a description  
of key impacts, risks,  
and opportunities. 

Enterprise Risk 
Management,  
Our Operating 
Context

Yes

Organizational Profile

G4-3
Report the name  
of the organization.

Company Overview
Yes

G4-4
Report the primary brands, 
products, and services.

Company Overview
Yes

G4-5
Report the location of the 
organization’s headquarters.

Company Overview
Yes

G4-6

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

Company Overview

Yes

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

Company Overview
Yes

G4-8

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

Company Overview

Yes

Standard Disclosure Section Comments
External 

Assurance?

G4-9

Report the scale of the 
organization, including:

• Total number of employees

• Total number of operations

•  Net sales (for private 
sector organizations) or net 
revenues (for public sector 
organizations)

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

•  Quantity of products  
or services provided

Our People, 
Company Overview

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

Yes

G4-10

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

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

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

Report the total workforce 
by region and gender.

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

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

Our People

Yes

G4-11

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

84% of employees 
in Lebanon are 
covered by Collective 
Bargaining Agreement 
as they are legally 
considered employees 
of the Lebanese 
state. (Zain manages 
the Touch operation 
on behalf of the 
Lebanese state). 

Yes
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Standard Disclosure Section Comments
External 

Assurance?

G4-12
Describe the organization’s 
value chain.

Our Economic Impacts
Yes

G4-13

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

•  Changes in the location of, 
or changes in, operations, 
facility openings, closings, 
expansions

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

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

Company Overview

Yes

G4-14

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

Enterprise Risk,  
Our Environment

Yes

G4-15

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

Company Overview, 
Materiality Assessment, 
Addressing Key 
Challenges to Human 
Rights, Corporate 
Governance, Enterprise 
Risk Management,  
Our Environment 

Yes

G4-16

List memberships of 
associations (such as industry 
associations) and national 
or international advocacy 
organizations in which  
the organization:

•  Holds a position on the 
governance body

•  Participates in projects  
or committees

•  Provides substantive  
funding beyond routine 
membership dues

•  Views membership  
as strategic

This refers primarily to 
memberships maintained  
at the organizational level.

Company Overview, 
Corporate Governance, 
Enterprise Risk 
Management,  
Our Environment

Yes

Standard Disclosure Section Comments
External 

Assurance?

Identified Material Aspects and Boundaries

G4-17

List all entities included in the 
organization’s consolidated 
financial statements or 
equivalent documents.

Report whether any entity 
included in the organization’s 
consolidated financial 
statements or equivalent 
documents is not covered  
by the report.

The organization can 
report on this Standard 
Disclosure by referencing 
the information in publicly 
available consolidated 
statements or equivalent 
documents.

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

Yes

G4-18

Explain the process for 
defining the report content 
and Aspect Boundaries.

Explain how the organization 
has implemented the 
Reporting Principles for 
Defining Report Content.

Materiality 
Assessment

Yes

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

Materiality 
Assessment Yes

G4-20

For each material Aspect, 
report the Aspect Boundary 
within the organization,  
as follows:

•  If the Aspect is not material 
for all entities within the 
organization (as described 
in G4-17), select one of the 
following two approaches 
and report either:

   •  The list of entities or 
groups of entities included 
in G4-17 for which the 
Aspect is not material or

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

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

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

Yes
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Standard Disclosure Section Comments
External 

Assurance?

G4-21

For each material Aspect, 
report the Aspect Boundary 
outside the organization,  
as follows:

•  Report whether the  
Aspect is material  
outside the organization

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

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

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

Yes

G4-22

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

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

Yes

G4-23

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

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

Yes

Stakeholder Engagement

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

Materiality Assessment, 
Engaging Our 
Stakeholders

Yes

G4-25
Report the basis for 
identification and selection 
of stakeholders with whom 
to engage.

Materiality Assessment, 
Engaging Our 
Stakeholders,  
Our People

Yes

G4-26

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

Materiality Assessment, 
Engaging Our 
Stakeholders,  
Our People

Yes

G4-27

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

Our Operating 
Context, Engaging 
Our Stakeholders, 
Our People

Yes

Standard Disclosure Section Comments
External 

Assurance?

Report Profile

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

About this Report
Yes

G4-29

Date of most recent 
previous report (if any).

Zain publishes its  
Sustainability Reports  
on an annual basis.  
The 2014 Sustainability  
Report was published 
in Q2 2014.

Yes

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

About this Report
Yes

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

About this Report
Yes

G4-32

Report the ‘in accordance’ 
option the organization  
has chosen.

Report the GRI Content 
Index for the chosen option 

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

Materiality 
Assessment, 
Independent 
Assurance Report

Yes

G4-33

Report the organization’s 
policy and current practice 
with regard to seeking external 
assurance for the report.

If not included in the assurance  
report accompanying the 
sustainability report, report 
the scope and basis of any 
external assurance provided.

Report the relationship 
between the organization 
and the assurance providers.

Report whether the highest 
governance body or senior 
executives are involved  
in seeking assurance for  
the organization’s 
sustainability report.

Independent 
Assurance Report

Yes

Governance

G4-34

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

Corporate Governance

Yes
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Standard Disclosure Section Comments
External 

Assurance?

G4-35

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

Corporate Governance

Yes

G4-36

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

Corporate Governance

Yes

G4-37

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

Corporate Governance

Yes

G4-38

Report the composition 
of the highest governance 
body and its committees by: 

•  Executive or non-executive 

•  Independence 

•  Tenure on the  
governance body 

•  Number of each individual’s 
other significant positions 
and commitments, and the 
nature of the commitments 

•  Gender 

•  Membership of under-
represented social groups 

•  Competences relating to 
economic, environmental 
and social impacts 

•  Stakeholder representation 

Corporate Governance

Yes

G4-39

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

Corporate Governance

Yes

Standard Disclosure Section Comments
External 

Assurance?

G4-40

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

•  Whether and how diversity  
is considered 

•  Whether and how 
independence is considered 

•  Whether and how expertise 
and experience relating  
to economic, environmental 
and social topics  
are considered 

•  Whether and how 
stakeholders (including 
shareholders) are involved 

Corporate Governance

Yes

G4-41

Report processes for the 
highest governance body  
to ensure conflicts of interest 
are avoided and managed. 
Report whether conflicts  
;of interest are disclosed  
to stakeholders, including,  
as a minimum:  

• Cross-board membership 

•  Cross-shareholding with 
suppliers and other 
stakeholders  

•  Existence of controlling 
shareholder  

• Related party disclosures 

Corporate Governance

Yes

G4-42

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

Corporate Governance

Yes

G4-43

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

Corporate Governance

Yes
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Standard Disclosure Section Comments
External 

Assurance?

G4-44

Report the processes for  
evaluation of the highest 
governance body’s 
performance with respect 
to governance of economic, 
environmental and social 
topics. Report whether such 
evaluation is independent or 
not, and its frequency. Report 
whether such evaluation is  
a self-assessment. 

Report actions taken in 
response to evaluation of 
the highest governance 
body’s performance with 
respect to governance of 
economic, environmental 
and social topics, including, 
as a minimum, changes 
in membership and 
organizational practice.

Corporate Governance

Yes

G4-45

Report the highest 
governance body’s role in 
the identification and 
management of economic, 
environmental and social  
impacts, risks, and 
opportunities. Include the 
highest governance body’s 
role in the implementation 
of due diligence processes.

Report whether stakeholder 
consultation is used 
to support the highest 
governance body’s  
identification and 
management of economic, 
environmental and social  
impacts, risks, and 
opportunities.

Corporate Governance

Yes

G4-46

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

Enterprise Risk 
Management

Yes

G4-47

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

Corporate Governance

Yes

G4-48

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

About this Report

Yes

Standard Disclosure Section Comments
External 

Assurance?

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

Corporate Governance

Yes

G4-50

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

Corporate Governance

Yes

G4-51

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

•  Fixed pay and variable pay: 
Performance-based pay 

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

recruitment incentive 
payments 

• Termination payments 
• Clawbacks 
•  Retirement benefits, 

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

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

Currently our Corporate 
Governance team is 
working closely with our 
consultants and internal 
related parties to finalize  
and approve the 
remuneration policy  
for the BoD and 
Executive Management 
in compliance with 
Corporate Governance 
requirements as per 
the CMA. In 2015, Zain 
formed the required 
Board Committees 
among which is the  
remuneration Board  
Committee. This 
committee is 
responsible for 
evaluating the 
compensation of the 
Board and Executive 
Management with 
regards to the long-
term objectives of Zain 
Group. It is considered 
as part of the overall 
Corporate Governance 
Framework of Zain 
Group, taking into 
consideration the CMA 
Corporate Governance 
rules and other 
regulatory requirements

Yes

G4-52

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

In order to acquire 
and retain the highest 
caliber of talent within  
the region and industry,  
Zain takes measures 
to ensure that its 
employees are 
compensated at levels  
consistent with similar  
organizations. 
Adjustments to 
remuneration take 
place based on regular 
performance reviews. 
All of Zain’s full-time 
employees receive 
annual performance 
reviews through 
which the employees’ 
attainment of key 
performance indicators 
are measured, and 
areas of weakness or 
potential growth are 
identified. Increases 
to remuneration are 
exclusively merit-based, 
and Zain exercises 
a policy of non-
discrimination based on 
gender and race.

Yes
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Standard Disclosure Section Comments
External 

Assurance?

G4-53

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

Our People

Yes

Ethics and Integrity

G4-56

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

Our People A description of Zain’s 
values, principles, 
standards and norms  
of behavior are 
available internally via 
the HR Policy Manual 
and in the Code of 
Conduct available 
online.  
https://www.zain.com/
media/upload/code_
of_conduct.pdf

Yes

G4-57

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

Mechanisms for 
seeking advice on 
ethical and lawful 
behavior as well as 
helplines and reporting 
lines are available 
internally via the HR 
Policy Manual and in 
the Code of Conduct 
available online.
https://www.zain.com/
media/upload/code_
of_conduct.pdf

Yes

G4-58

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

Mechanisms for 
seeking advice on 
ethical and lawful 
behavior as well as 
helplines and reporting 
lines are available 
internally via the HR 
Policy Manual and in 
the Code of Conduct 
available online. 
https://www.zain.com/
media/upload/code_
of_conduct.pdf

Yes

Economic: Economic Performance

G4-EC1
Direct Economic Value 
Generated and Distributed

Our Economic 
Impacts Yes

Standard Disclosure Section Comments
External 

Assurance?

G4-EC2

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

Our Environment In 2015, Zain invested 
around $25 million USD  
for sites optimization 
and energy efficiency 
improvements that 
directly resulted  
in improvements 
to the company’s 
environmental 
performance and 
emissions reductions. 

In addition, investments  
of around $24 million 
USD were made by  
Zain in 2015 that 
indirectly resulted 
in improvements 
for the company’s 
environmental 
performance and 
reduced emissions.

Yes

G4-EC3

Coverage of the organization’s  
defined benefit plan obligations 

Our People Provisions for post-
employment benefits 
as of December 31, 
2015 amounted to 
32.554 million 
Kuwaiti Dinars.

Yes

Economic: Market Presence

G4-EC6

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

Our People

Yes

Economic: Indirect Economic Impacts

G4-EC7

Development and impact of 
infrastructure investments and 
services supported

Our Economic 
Impacts

More information 
about capital expenses 
among which include  
infrastructure 
investments are 
available in Zain’s 
Financial Reports 
section of the 
Company website.  

Yes

G4-EC8
Significant indirect economic 
impacts, including the extent 
of impacts

Our Economic Impacts, 
Our Communities,  
Our Environment

Yes

Economic: Procurement Practices

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

Our Economic Impacts

Yes
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Standard Disclosure Section Comments
External 

Assurance?

Environmental: Energy

G4-EN3 Energy consumption within 
the organization

Our Environment Yes

Environmental: Biodiversity

G4-EN13

Habitats protected or 
restored

Information about 
habitats that were 
restored by Zain,  
such as through the 
establishment of the 
Zain Forest in Jordan, 
are mentioned in 
previous Sustainability 
Reports. However, no 
significant restorations 
were completed in 
2015, given the more 
urgent regional context 
that the company faces.

Yes

Environmental: Emissions

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

Our Environment Yes

Environmental: Products and Services

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

Our Environment
Yes

Environmental: Compliance

G4-EN29

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

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

Yes

Environmental: Overall

G4-EN31

Total environmental 
protection expenditures 
and investments by type

Our Environment In 2015, Zain invested 
around $25 million USD 
for sites optimization 
and energy efficiency 
improvements that 
directly resulted 
in improvements 
to the company’s 
environmental 
performance and 
emissions reductions. 

In addition, 
investments of around 
$24 million USD were 
made by Zain in 2015 
that indirectly resulted 
in improvements 
for the company’s 
environmental 
performance and 
reduced emissions.

Yes

Standard Disclosure Section Comments
External 

Assurance?

Environmental: Supplier Environmental Assessment

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

Our Economic Impacts
Yes

Social: Labor Practices and Decent Work – Employment

G4-LA1

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

Our People

Yes

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

Our People
Yes

Social: Labor Practices and Decent Work – Occupational Health and Safety

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

Our People
Yes

Social: Labor Practices and Decent Work – Training and Education

G4-LA9

Average hours of training 
per year per employee by 
gender, and by employee 
category

Our People

Yes

G4-LA10

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

At Zain, we provide 
employees with a 
range of technical 
and general training 
programs that assist 
in employees’ career 
development and 
overall life skills. 

Yes

G4-LA11

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

Our People

Yes

Social: Labor Practices and Decent Work – Diversity and Equal Opportunity

G4-LA12

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

Corporate 
Governance,  
Our People

Yes

Social: Labor Practices and Decent Work – Equal Remuneration for Women and Men 

G4-LA13

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

Our People

Yes
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Standard Disclosure Section Comments
External 

Assurance?

Social: Labor Practices and Decent Work – Supplier Assessment for Labor Practices

G4-LA14
Percentage of new suppliers 
that were screened using 
labor practices criteria

Our Economic Impacts
Yes

G4-LA15

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

Our Economic Impacts

Yes

Social: Labor Practices and Decent Work – Labor Practices Grievance Mechanisms

G4-LA16

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

Yes

Social: Human Rights – Non-Discrimination  

G4-HR3

Total number of incidents 
of discrimination and 
corrective actions taken

No such cases 
reported in 2015.

Yes

Social: Society – Local Communities  

G4-SO1

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

All of our operations  
include local community 
engagement and 
development programs

Yes

G4-SO2

Operations with significant 
actual and potential 
negative impacts on local 
communities

Our Environment 

Yes

Social: Society – Anti-Corruption  

G4-SO3

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

Enterprise Risk 
Management

Yes

G4-SO4

Communication and training 
on anti-corruption policies 
and procedures

Corporate Governance

Yes

Standard Disclosure Section Comments
External 

Assurance?

Social: Society – Grievance Mechanisms for Impacts on Society  

G4-SO11

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

Social: Product Responsibility – Customer Health and Safety  

G4-PR1

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

Our Products  
and Customers

Yes

Social: Product Responsibility – Marketing Communications  

G4-PR7

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

Iraq: 2 cases  
(see G4-PR9) 
Sudan: 1 case

Yes

Social: Product Responsibility – Customer Privacy  

G4-PR8

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

Our Products  
and Customers

Yes

Social: Product Responsibility – Compliance  

G4-PR9

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

Information available in 
the Zain Annual Report 
2015, Note. 27

Yes

Bahrain

Iraq

Jordan

KSA

Kuwait

Sudan

Note: Excludes Lebanon (MC)  
and South Sudan

0

4

1

1

0

14

1

4

0

2

1

0

4

0

2

11

4

0

Filed  
in  

2015

Resolved  
in  

2015

Ongoing  
from  

Previous  
Years

Bahrain

Iraq

KSA

Kuwait

Sudan

Note: Excludes Lebanon (MC)  
and South Sudan

1

23

3

1

13

0

16

2

1

12

1

0

0

1

0

Filed  
in  

2015

Resolved  
in  

2015

Ongoing  
from  

Previous  
Years
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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

TOUcH LEBANON

touch bldg.,  
charles helou avenue, 
P.o.box 175051 beirut, 
lebanon 
tel: +9613792000 
fax: +9613792020

www.touch.com.lb

ZAIN KUwAIT

P.O.Box 22244, 
13083 Safat, 
Kuwait City, Kuwait 
Tel: +96524644444 
Fax: +96524641111

www.kw.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 BAHRAIN

Seef District, 
P.O.Box 266, 
Manama, Bahrain 
Tel: +97336031000 
Fax: +97317581117

www.bh.zain.com

ZAIN sAUDI ARABIA

Arcade Centre, 
King Fahad Highway, 
P.O.Box 295814, 
Riyadh 11351 
Kingdom of Saudi Arabia 
Tel: +96612161800

www.sa.zain.com

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

cONTAcT
LIST



P.O. Box 22244 
13083 Safar, Kuwait 
Tel: +96524644444 
Fax: +96524641111 
Email: info@zain.com

www.zain.com 
www.facebook.com/zain 
www.twitter.com/zain 
www.youtube.com/zain 
www.instagram.com/zaingroup 
www.linkedin.com/company/zain




