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We place our consumers’ needs at the heart of every product 
and service we design and develop. We constantly listen to our 
customers’ suggestions and concerns, and incorporate their 
feedback into our product and service innovations. In 2019, we 
continued to provide our customers with a suite of high-quality 
digital services in voice, video and data that were delivered to 
consumers and businesses reliably and securely. Our innovative 
offerings serve all our customer markets with a variety of 
flexible products and services that are enhanced to deliver an 
Unmatched Personalised Experience.

Providing High Quality Digital Access through Home Fibre 
and Prime
The digital revolution sweeping across Southeast Asian 
countries is transforming societies in ways previously 
unimaginable. Personal, social and business digital footprints 
are growing at exponential rates as individuals, families 
and businesses make the most of opportunities that a more 
connected world offers. Today, Southeast Asia’s 260 million 
Internet users comprise the world’s fourth-largest Internet 
market.

To ensure that Malaysia keeps pace with the adoption of digital 
technologies, the Government has outlined its plan to make 
affordable broadband connections more easily available to all 
Malaysians. To contribute towards these national aspirations, 
Maxis has been encouraging broadband take up through our 
Maxis Fibrenation campaign.

On the back of a very successful campaign in 2018, we were 
able to focus on delivering even faster and higher quality 
broadband to our consumers. Our success was largely due to 
the introduction of our new Superfast Broadband plans, with 
speeds of up to 800Mbps starting from RM149. As a value-
added service, our 500Mbps and 800Mbps plans are bundled 
with free Mesh WiFi devices, while our 300Mbps subscribers 
are given the choice of opting in for a marginal sum. Mesh WiFi 
helps maximise our customers’ WiFi coverage in their homes 
and offices, a technology that is superior to ordinary WiFi range 
extenders.

Our MaxisONE Prime customers are able to enjoy unlimited 
mobile Internet at no extra cost for all family members. The 
product also features a 4G wireless Internet back up for an 
always-on home Internet that never fails.

The value-add features we have integrated into our home fibre 
and MaxisONE Prime products are providing our customers 
with an easy and affordable alternative to adopt high quality 
broadband that is unmatched in the market. The success of 
our converged mobile and fibre offerings have exceeded all 
expectations, testament of the value Maxis has been able 
to create for our customers. Our 2020 plans are focused on 
providing our customers with even better service and new 
possibilities to surpass their expectations, especially with our 
highly anticipated 5G service offerings.

B u s i n e s s  R e v i e w
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Enabling Digital Lifestyles through Postpaid Mobile
We offer family-focused products and have enhanced our MaxisONE 
Share offering to include all the latest smartphones. A first-of-its-kind 
in Malaysia, MaxisONE Share provides every line easy access to the 
latest devices via Maxis Zerolution. 

In line with increasing data demand, we have increased the data 
quota for everyone in the family by refreshing our Share Lines 
feature to 20GB per line, of which 10GB is shareable with all lines 
within the account. Moving forward, we will continue to connect 
more devices to allow our customers a seamless and worry-free 
digital experience. 

Maxis’ core offering, our Postpaid mobile plans, focus on a tailor-
made mobile experience to suit our individual customers’ needs. 
With this in mind, we introduced our new Maxis Postpaid Tablet 
and Maxis Postpaid Watch plans in December 2019 in our quest to 
innovate in connectivity beyond smartphones. With these new plans, 
customers can now purchase an Apple iPad and Apple Watch with 
zero upfront fees via Maxis Zerolution, for worry-free usage.  

As consumers become increasingly tech savvy, new devices such as 
wearables are becoming the norm. With the Maxis Postpaid Watch 
plan, they can now share their mobile number, voice, SMS, and data 
quota with their Apple Watch for only RM18/month. Customers can 
enjoy using their smart devices, whilst enjoying the reliability of the 
Maxis network’s always-on connectivity for a truly connected and 
digital lifestyle. 

Creating Value via Hotlink Postpaid Flex
For customers seeking greater flexibility in their Postpaid plan, 
we revamped our Hotlink Postpaid Flex to offer users even more 
value for their money. Starting from RM30, customers get unlimited 
calls and SMS to all networks, and up to 20GB high-speed data. 
We continue to expand our range of devices via Hotlink Flex Plus. 
Hotlink Postpaid Flex customers will also continue to be rewarded 
with new deals and rewards, including the availability of more 
exciting new Internet passes and value-added services such as 
Maxis TV. 

Providing Affordable Mobile Services through Hotlink Prepaid
Maxis believes that the market is not a “one size fits all” proposition, 
with a large portion of consumers who prefer a prepaid option. This 
is where our Hotlink Prepaid comes in. As with any prepaid product, 
there is a genuine fear amongst consumers of overspending or not 
having enough data.

This is not the case with Hotlink Prepaid. Our prepaid plans offer our 
customers a worry-free, non-stop high-speed Internet experience. 
Both Hotlink RED and Hotlink Superrr packs are priced at RM10 
each and come with RM5 of preloaded airtime. While RED gives an 
additional 10GB of high-speed data dedicated for Facebook, Superrr 
is catered to YouTube, with high-speed 10GB data quota. All these 
options have been designed bearing in mind our customers’ digital 
needs. 

For both plans, customers can choose from a wide variety of add-on 
Mobile Internet passes for their daily, weekly or monthly usage. 
To keep up with the ever increasing demand for data, we will 
continue to enhance our propositions by providing more innovative 
and relevant digital services and products aimed at enriching our 
customer’s mobile digital experience.

Driving Customer Engagement through Hotlink Rewards
Everyone loves rewards. Knowing this, and with our focus firmly on 
our customers’ needs, we have put simplicity and convenience at 
the heart of our Hotlink Rewards proposition, offering our customer 
easy ways to earn points in their daily interactions via the app. 

In 2019, Hotlink Rewards continued to drive the increased 
engagement and adoption of the Hotlink RED App, with more than 
half of our prepaid base now active app users. While we continue to 
offer exclusive deals from over 200 brands, we have also introduced 
exciting campaigns where lucky customers can walk away with free 
items such as smartphones, action cameras, gaming consoles, cash 
vouchers and more, on a daily basis. We will continue to drive even 
more meaningful engagement and value for our Hotlink customers 
in the coming year.

Celebrating Malaysia’s Multi-Cultural Diversity through Our 
Mega Seasonal Marketing Campaigns
As a multi-cultural nation, Malaysia benefits from its diversity.  
A clear indicator of our diversity is the various annual festivals that 
Malaysians celebrate together. For each festival held throughout 
the year, we take the opportunity to celebrate together with our 
customers and reward them through differentiated campaigns. On 
the heels of the success of 2018’s Merdeka Day GIGA sale promo 
on HotlinkMU, in 2019 we launched a series of seasonal promotions 
such as the CNY 88GB, Raya 44GB and brought back the Merdeka 
Day 62GB GIGA Sale. Hotlink customers who purchased selected 
mobile Internet packages were able to enjoy additional free high-
speed mobile Internet on top of their personalised Internet deals. 
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2019 was a breakthrough year for Enterprise, with several 
established milestones, we are clearly in the race to be the leader 
in the industry for Enterprise solutions. We have been accelerating 
our convergence journey through our full suite of solutions across 
fixed and mobile for businesses. We had a strong performance in 
Business Fibre and launched a range of new converged offerings 
which has been well received by our customers. We also remain 
committed to active development of partnerships and co-creation, 
collaborating with local and global technology players to elevate 
our Enterprise capabilities in fibre, IoT, cloud, and Managed 
Services, as well as working with Government in driving the Smart 
Cities agenda. We have scaled up our Enterprise team, built talent, 
capacity and capabilities in key areas to support and accelerate 
the business and to deliver even more value to our customers. 

Overall, the year marked our strong momentum towards our 
ambition to be the No. 1 converged ICT solutions partner for 
Enterprise, Government and SMEs, and we are on track to grow 
exponentially in the next 5 years.

This progress has been driven by our commitment to champion 
Industry 4.0 initiatives in the country in line with the government’s 
digital economy agenda, and empowering Malaysian businesses 
to adapt to the accelerating changes in the business landscape. 
Our vision is to help businesses of all sizes across key segments 
succeed by simplifying and improving the way they work. Our 
converged offerings in voice and data are backed by our No. 1 
converged 4G mobile and fixed network in Malaysia that ensures 
an unrestricted and worry-free experience which can be enjoyed 
as a service. 

Expanding our Fibre Footprint
The National Fiberisation and Connectivity Plan (NFCP) launched 
by the Government in 2019 was an important agenda in the 
development of Malaysia’s digital economy. With our important 
role in driving higher broadband adoption nationwide, we 
continued to expand our fibre footprint in both Peninsular and 
East Malaysia through collaboration with access providers, as we 
commit to deliver the best fibre connectivity to benefit the people 
and businesses in Malaysia. 

In 2019, we extended our fibre footprint into several key areas in 
Peninsular Malaysia, namely Bangsar South in the Klang Valley, 
Cyberjaya and Jasin in Melaka. This expansion was made possible 
through our partnership with Allo Technology (Allo), a wholly-
owned subsidiary of Tenaga Nasional Bhd, enabling is to offer our 
affordable fibre broadband plans to more people and businesses 
in these locations. In East Malaysia, we inked an agreement with 
Celcom Timur (CT Sabah) in November to provide greater access 
to fibre connectivity to people and businesses in Sabah via full 
access to CT Sabah’s fibre optic network. 

These partnerships complement our existing broadband footprint 
from our own fibre as well as from our previous partnerships 
with TM and Sacofa, giving us access to now over 3.7 million 
premises, higher than any other operator in the market in offering 
nationwide commercial services to homes and businesses. 

        CEO’s Statement

M

S o l u t i o n s
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Superfast Business Fibre and Voice Connect
On the back of the successful launch of our Business Fibre 
solution in 2018, we introduced our “Superfast Business Fibre” 
service in April 2019, with speeds of 300Mbps, 500Mbps or 
800Mbps. This comprehensive two-in-one package not only 
offers enhanced connectivity to our business customers but 
also an advanced voice solution aimed at driving productivity 
and future-proofing their operations. The service also provides 
the option to activate Voice Connect, a complete enterprise-
grade Internet Protocol (IP) voice service which is 100% cloud-
based. It also offers lower voice rates that could reduce their 
overall call spending by as much as 60%. 

Developing a Strong IoT Ecosystem 
Over the years, Maxis has been reinforcing its IoT agenda, 
shaping and accelerating the benefits of IoT adoption in 
Malaysia as well as building a stronger ecosystem of partners, 
developers and customers. 

In April 2019, we launched the first commercial NB-IoT service 
in Malaysia, activating our NB-IoT networks in selected 
areas within key IoT market centres including Cyberjaya, 
Penang, Kuching, Putrajaya, Johor Bahru and KLCC. It was an 
opportunity for businesses to deploy industrial IoT applications 
to form new data streams, enabling actionable insights by 
connecting simple devices such as sensors. We also leveraged 
our existing collaboration with Vodafone as our preferred 
IoT partner in Malaysia to deliver market-proven technology 
for businesses looking to implement NB-IoT services in their 
operations. 

Following this successful launch, we collaborated with 
Malaysia Digital Economy Corporation (MDEC) to promote the 
ecosystem development of IoT solutions among companies. 
The first initiative from this collaboration was our Maxis IoT 
Challenge, an exciting platform for untapped talent to think 
about new ways to solve real life business problems using 
smart solutions, particularly in NB-IoT – whether it was to 
make cities safer, improve yield efficiency for plantations, or 
improve manufacturing processes. The campaign received 
an overwhelming response, inspiring innovative and forward 
thinking Malaysians.

We also remained committed to being a strong partner to 
the government through our network leadership, digital 
services and connectivity solutions. In helping the state of 
Sarawak advance its digital economy agenda, we entered 
into a partnership with Sarawak Multimedia Authority for smart 
connectivity solutions, focusing on developing expertise 
and knowledge in the applications of IoT and NB-IoT. The 
relationship is aimed at fostering the design, development 
and implementation of IoT solutions especially for the State’s 
anchor sectors such as agriculture and manufacturing.

Paving the Way for a 5G Future
Taking progressive steps towards future-proofing its townships, 
renowned property developer Gamuda Land appointed Maxis 
as their preferred connectivity and solutions provider in 2019 to 
create Malaysia’s first Maxis-delivered 5G township for Gamuda 
Cove when 5G is eventually launched in the country.

Through our partnership, we will be providing and deploying 5G 
network infrastructure and services in Gamuda Cove in the future. 
We are also excited to be exploring smart city and smart retailing 
solutions across their townships in Malaysia, while working with 
them to fibre up parts of the development with our high-speed 
broadband connectivity. This is an important partnership that sets 
the foundation to provide total connectivity solutions for entire 
communities.

Journey to the Cloud
Cloud technology is becoming an increasingly important in 
business strategy, especially with its incredible benefits – from 
reduced costs, increased flexibility to better scalability – key 
ingredients for digital transformation and business agility. 

In September, we teamed up with global technology leader, 
Cisco, to jointly deliver a wide range of market leading 
technologies for businesses in Malaysia. The first of many 
planned joint offerings from this partnership was the Managed 
Software-Defined Wide Area Network (SD-WAN) solution for 
business, to empower enterprises in embracing the significant 
benefits of next generation network solutions in a digital, cloud 
and data driven world.

Meanwhile, to help accelerate cloud adoption in Malaysia and 
empower businesses to be better equipped for Industry 4.0, 
we signed a partnership with Amazon Web Services (AWS), 
the world’s most comprehensive and broadly adopted cloud 
platform, for industry leading cloud technologies and access 
to best-in-class cloud solutions, together we launched the 
new Maxis Cloud Practice which at December 2019 had the 
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largest pool of certified and accredited experts in the country 
whose sole purpose is to assist Malaysian businesses with their 
journey to the cloud. 

Helping Businesses to be equipped for Industry 4.0
Through our partnerships, Maxis has helped many 
organisations during the year in technology adoption for 
businesses, and driving digital transformation initiatives. 
Recognising the urgent need for this, we gathered over 650 
local and international business leaders across Corporate, 
Government and large SMEs nationwide at our inaugural Maxis 
Business SPARK Summit 2019 in Kuala Lumpur. The goal was 
to provide a platform for partnership opportunities and spark 
conversations for future breakthroughs. 

The Summit provided an in-depth look on the advancement in 
technology and disruptive innovation for businesses in areas 
such as IoT, Cloud, 5G, Big Data and AI, mobility, network 
and security. Participants also had a glimpse of the future 
through a Smart Solutions showcase covering Smart Office, 
Smart City, Smart Retail, Smart Factory and Smart Farming. 
The overwhelming response that we received from the 
summit demonstrated a shared mindset in accelerating digital 
transformation. 

Helping to Grow the SME Segment
Small and Medium-sized Enterprises (SME) continue to be the 
bedrock of our nation. With this in mind, our ONEBusiness 
Smart 2.0 was created specifically to address the growing 
needs of the micro SME segment, enabling them with all the 
essential converged services to kickstart their businesses. 
With unlimited calls and unlimited data during work hours, 
the solution providing complete flexibility and worry-free 
connectivity both at home and abroad thanks to the monthly 
roaming pass. 

During the year, we also struck a partnership with AmBank, 
with whom we will be working to create a roadmap of digital 
solutions for SMEs that will enable easy access to solutions for 
their financial and technology needs. The solutions created as 
part of this partnership will also provide a faster, more seamless 
experience with Maxis’ ‘Always On’ and ‘Highly Secure’ 
connectivity and via a single touch point, offering SMEs a better 
digital customer experience and value from joint offerings.

Serving Beyond Businesses
With the government sector and society-at-large also 
experiencing the benefits of a fully digitalised ecosystem, our 
aim is to make connectivity and digital services accessible 
to everyone. This is why we introduced exclusive postpaid 
offerings for individual employees in the corporate and 
government sector by providing affordable and value-for-
money connectivity services and devices. For the government 
sector, we created specific SD-WAN offerings via our Maxis 
Business’ Managed Internet for Government (MIG), which offers 
network solutions aimed at boosting productivity and efficiency 
amongst government agencies.

A New Identity: Maxis Business
The approach to how we transformed ourselves began with the 
reimagining of a new narrative, which sought to sharpen our 
focus on our customers and effective outcomes. This approach 
features success stories and testimonials from our customers 
to showcase real outcomes and benefits of our propositions. 

Our participation in industry forums to discuss trends and the 
changing business landscape further amplified our role as a 
thought leader and business partner to many organisations.  
We also launched our new digital channels such as Maxis 
Business Insights and the Maxis Business LinkedIn channel to 
further strengthen our digital presence in an increasingly digital 
world.

2020, the Road Ahead
We see 2020 as an exciting year full of opportunities and 
breakthroughs in technology, which will continue to transform 
the way businesses work, operate and communicate with 
their customers. Technologies like 5G, cloud and IoT will play 
a fundamental role in challenging the status quo, revolutionise 
existing business models and give way to smarter, more 
efficient and secure ways to drive business growth. We believe 
Maxis Business is well equipped to serve our customers so that 
they can leverage the right technology and solutions to always 
stay ahead.
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Our customer service is focused on creating differentiated 
service channels to provide the market with an “Unmatched 
Personalised Experience” (UPE). We strongly believe our 
approach contributes towards the creation of a digital 
society in Malaysia, one that is empowered to make the 
most of opportunities for socioeconomic progress that digital 
technologies provide. In 2019 we unveiled the new Maxis 
Concept Store which incorporates cutting edge technology, 
as part of our continuous customer-centric digital service 
proposition.

Unmatched Personalised Experience
Our UPE philosophy is premised on delivering a customer-
focused experience that proactively anticipates our customers’ 
needs to bring about a worry-free experience for them. 

UPE remains the mainstay of all our services and solutions. It 
brings together the best of technology in the delivery of our 
solutions and services that are most relevant to our customers’ 
digital lifestyles, to ensure they obtain the best value through 
personalised offers, services and experiences.

Our UPE proposition is substantiated by our capabilities in 
fixed as well as our superior mobile connectivity catering to 
rapidly evolving digital lifestyles. Above all, it is supported by 
our leadership in technology and advanced customer analytics 
tools to enhance the value of our converged offerings for 
individuals, homes and businesses.

We place great emphasis on timely responses to our customers 
and fully digitise real-time insights to elevate the customer 
experience, putting them at the heart of all our efforts in order 
to help them to Always Be Ahead. Our sustained efforts have 
resulted in Maxis achieving touchpoint Net Promoter Score  
(TP-NPS) of +56 in 2019.

Serving the Increasingly Digitally-Savvy 
Without doubt, digital channels are becoming the preferred 
choice of interaction for our customers. Understanding this, 
we constantly strive to give our customers a great unmatched 
digital experience.

Towards this end, we have expanded our customer touch-
points as part of our ongoing digitalisation strategy and in line 
with our UPE philosophy. We strive to provide our customers 
with easy to access and convenient digital channels. Currently, 
about 50% of our customers use our self-serve MyMaxis and 
Hotlink RED App, which reflects the demand for convenient 
digital services. 

In tandem with this, we have enhanced these apps by 
introducing new features and capabilities such as the Fibre 
self-diagnostic tool. This tool allows our customers to receive 
trouble shooting guides and diagnostic support, thus offering 
them convenience at their fingertips. 

We also rolled out our new visual Interactive Voice Response 
(IVR), which features a visual menu instead of a voice IVR. The 
IVR will be offered across all our digital channels so that our 
customers can access it anywhere, anytime, thus providing 
them a seamless omnichannel experience. 

A

O u r
C u s t o m e r s
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On top of this, we piloted the Maxis WhatsApp customer 
engagement channel, where customers can choose to 
communicate with our customer care consultants using the 
cross-platform messaging app. Our future plans are centred on 
evolving this service into a more advanced form of automated 
customer service, by integrating it with the chatbot.

We are particularly proud of our new Maxis Concept Store 
as it elevates our customer service experience. We launched 
two stores in 2019. In May 2019, we opened one store at The 
Gardens Mid Valley and in November 2019 at Sunway Pyramid. 
Our new concept stores are the first-of-its-kind in Malaysia. 
Representing a quantum leap in our convergence journey, the 
store offers state-of-the-art digital experiences that allow our 
customers to experience a fully immersive journey. Please refer 
to our side bar for a deeper understanding of how our new 
Concept Store elevates customer experiences.

At the same time, we recognise that not everyone can access 
our Maxis Concept Store nor do they want to interact in a 
purely digital way. Thus, we have also focused on upgrading 
our vast network of bricks-and-mortar touch points totalling 
370 stores nationwide. Our self-service kiosks at these stores 
provide greater convenience for customers to perform basic 
transactions. We will continue to expand and digitalise our 
customer touch-points to expand and enhance our customers’ 
access to our services. 

Driving A Customer First Culture
We have embedded a “Customer First” culture in our ways 
of working, placing emphasis on all our frontliners to put our 
customers at the heart of everything they do. We empower our 
customers and guide them to navigate the world of technology, 
and work with them to find solutions that best suit their needs. 
At Maxis, we are invigorated by the exciting possibilities 
technology offers our customers, and are firmly committed 
to continuously delivering on our promise to offer them an 
unmatched personalised experience throughout their journey 
with us.

Maxis’ First-of-its-kind Concept Store

Our new Concept Store embodies our vision of becoming 
Malaysia’s Leading Converged Solutions Company, in line with 
our MAX Plan strategy of expanding and enhancing customer 
touchpoints. 

It is no longer merely a place for customer transactions, but has 
transformed into a venue to engage in meaningful customer 
conversations, where we help them explore further possibilities 
through our technology and digital offerings. Here are six 
different ways we are doing this at our Concept Store:

• Maxis Interactive Retail Assistant (M.I.R.A.) – a first-of-its-kind 
web app that gives customers a peek into Maxis promos, 
customised offers and more. All customers need to do is scan a 
QR code on a digital screen to set off their journey.

• Discovery app for all demo devices – Another first in 
Malaysia, this app allows customers to compare devices, 
pricing, plans and accessories through voice-activated giant 
screens for a fully immersive experience. 

• Fully immersive digital screens – The first retail store in the 
world with a combined giant LED screen and 11 units of 98” 
screens all in one setting. One of the features includes voice-
recognition screens, which allows Maxis personnel to share 
comparisons of different devices available in the store. 

• Retail analytics – A tool that enables Maxis to better 
understand customers for more personalised engagement, 
including customer demographics and sentiment, customers’ 
time in-store, customer journey and zonal engagement.

• Radio-frequency identification (RFID) – Through this 
technology, wireless security enables customers to truly feel 
free by self-browsing accessories of their choice, without 
having to worry about them being locked down by cables.

• Mobile Point-of-Sale (MPOS) and wireless biometrics – This 
technology enables Maxis personnel to serve customers 
anywhere in the store.
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2019 has been a transformative year for Maxis, from being just 
a telecommunications operator to become a fully converged 
solutions company that provides a suite of high-quality digital 
services encompassing voice, video, and data delivered to 
businesses, in a reliable and secure manner. In order to sustain 
our high standards of delivery, it is crucial for us to maintain 
our data network leadership through continuous upgrades and 
digitalisation. We have reengineered our advanced network to 
deliver the most innovative and reliable products and services 
in our quest to offer the best converged experience to our 
customers. In line with our capital expenditure growth strategy, 
about RM200 million was spent to enhance our Home Fibre and 
Enterprise solutions portfolio.

Sustaining Our Mobile Network Leadership
Underpinning our excellent performance are the stringent 
targets we have set for ourselves. We delivered consistent 
HD video streaming more than 95% of the time. The surge in 
video traffic over past years has seen a higher demand for high 
resolution video streaming and greater expectations from our 
customers, which includes minimal loading time and buffering. 
To address this, we have optimised our network for the best 
video experience as acknowledged by several independent 
companies’ benchmark. Our targets have kept us strictly on 
course to maintain our 4G leadership in the market in terms of 
quality and speed.

Maxis’ network superiority has been acknowledged by 
multiple independent and external moderators as well as 
the regulator Malaysian Communications and Multimedia 
Commission (MCMC). This was further strengthened with 
MCMC’s nationwide industry performance test, where Maxis 
was acknowledged as the top mobile service provider in the 
country. 

Over the past few years, our network traffic has grown 
exponentially. In 2019, more than 90% of data traffic on our 4G 
LTE Network as well as the average usage per subscriber per 
month increased to 15GB per subscriber compared to 10.9GB 
per subscriber in 2018. 

HD Video Streaming

95%
of time

We delivered consistent  
HD video streaming more 
than 95% of the time.  
Our targets have kept us 
strictly on course to 
maintain our 4G leadership 
in the market in terms of 
quality and speed.

A

O u r  N e t w o r k
a n d  S y s t e m s
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Despite the surge in data traffic, customers’ expectations were 
not compromised. Our customers were able to experience 
uninterrupted and high-speed Internet through our proactive 
intervention. These included efforts to upgrade our network’s 
capacity before congestion occurred, and the intelligent 
frequency spectrum allocation and planning undertaken by our 
competent technical staff. We have also optimised our peering 
and caching, allowing for faster content transactions resulting 
in a better customer experience.

Complementing these is our ongoing cooperation with 
MCMC to secure additional frequency spectrum, which will 
help us enhance our network and ease the cost of building 
new capacity sites. We have also taken steps to ensure that 
we future proof our network by upgrading our core network 
elements in anticipation of 5G, which is expected to arrive in 
2020.

Focusing on Enterprise Growth
Enterprises have always been a key focus for Maxis, and in 
2019 we honed in on providing businesses with solutions that 
would answer their specific needs. Small and Medium-sized 
Enterprises (SME) in Malaysia face particular challenges in 
leveraging on technological advancements to drive the growth 
of their business. In particular, they struggle to keep up with the 
rapid pace of the evolution of technology.

Maxis is addressing this need by putting in place platforms 
to help businesses succeed. In 2019, we introduced several 
products and platforms such as Software-defined Wide Area 
Network (SD-WAN), Voice Connect and Narrow Band Internet-
of-Things (NB-IoT). As a result of our diverse spectrum of 
Enterprise-driven solutions, we have become a more attractive 
proposition for SMEs. Moving forward, we will be rolling 
out more products and solutions that are in the pipeline, as 
we ready ourselves to scale up on our Managed Enterprise 
solutions in 2020.

Besides frontline Enterprise service solutions, we have also 
upgraded our backend and core network to support the next 
generation Internet Protocol (IP) network. To date, about 
two-thirds of our network are on this new platform enabling 
us to support high backend traffic capacity whilst reducing 
downtime. As around-the-clock business requires a highly 
reliable network, we continue to build redundant fibre networks 
close to our customers which improves network uptime to the 
expected level. Our network is also backed up by high speed 
4G network in case of fibre failure. 

We have also added various service capabilities to support our 
Enterprise customers. These include a full suite of managed 
services for our products and services, helpdesk, monitoring 
and surveillance for technical support.

To date, more than 90 customers and about 1,200 services 
are being managed by us. As a result of our sustained focus, 
our service management Net Promoter Score (NPS), rated by 
Enterprise Businesses, increased to +60 in 2019 from +47 in 
2018.

Heralding the New 5G Era
In 2019, China, South Korea, the United States and the United 
Kingdom rolled out their next generation 5G. Malaysia does 
not intend to be left behind in the 5G race, and trial runs were 
conducted during the year in line with this. 

In March 2019, Maxis was the first converged solutions 
company in Malaysia to conduct a live outdoor 5G trial 
in Malaysia. A month later, MCMC initiated a national 5G 
showcase in Putrajaya, and Maxis participated in this event 
to demonstrate multiple use cases of 5G capabilities. These 
included the use of holograms, control of robotic arms and high 
definition 8K television. We also demonstrated the ability to 
transmit about 6Gbps at this showcase. This was followed by 
various state level showcase events in Kuching and Langkawi, 
where Maxis illustrated other use cases for 5G, including using 
360 degree drones and IoT sensors for various industries such 
as agriculture and urban safety. 

In October 2019 Maxis entered into an agreement with Huawei 
Technologies (M) Sdn. Bhd. for the provisioning of a 5G 
network. This marks our commitment and readiness to be at 
the forefront of 5G rollout in Malaysia as soon as the necessary 
frequency spectra become available. 

Our service management Net 
Promoter Score (NPS), rated by 
Enterprise Businesses, increased to 

+60 
in 2019 from +47 in 2018.
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We have undertaken a number of preparatory steps for the 
impending arrival of 5G. We are rolling out our next generation 
IP network which is capable of supporting high transmission 
capacity. As well as that, we are expanding our fibre footprint 
nationwide. We are also working with chipset vendors on 5G 
device requirements to ensure that our network can support 
new devices that will be introduced into the market when 5G 
arrives. 

Enabling Innovations in Automation, Artificial Intelligence and 
Machine Learning 
As the fifth-generation of mobile Internet connectivity, 5G 
promises much faster data download and upload speeds, wider 
coverage and more stable connections. 5G is expected to 
deliver 10x higher speeds, 10x lower response times (latency), 
and 10x more connected devices compared with what 4G 
technology is able to provide today. It has great potential and 
can support many new services such as virtual reality, remote 
surgery and autonomous driving, to name a few. Most of all, 
businesses will benefit greatly when Maxis makes this service a 
reality soon.

With the advent of 5G, businesses will be in a prime position 
to embrace new technologies such as automation, artificial 
intelligence (AI) and machine learning as the new normal. 
Considering that Maxis began our own journey exploring these 
technologies two years ago, we have various insights which we 
can share with our Enterprise customers. 

We have embarked on a progressive initiative to digitalise our 
network, operations, processes and procedures in line with our 
aim to become a fully digitalised converged solutions company. 
This is enabling us to leverage on efficiencies gained, to 
provide our customers with technologies that they can benefit 
from as well.

In improving our AI and 5G ready network, we are continuously 
adopting and developing in-house AI and Robotic Automation 
initiatives where we have significantly ramped up the 
development of use cases internally and with our global 
technology partners who are leaders in these domains. 
Among the technologies these initiatives are incorporating 
are robotic process automation (RPA), digital and automation 
tools, AI, machine learning, and business intelligence analytics. 
The benefits we expect from these initiatives will allow us to 
improve our customer experience, save costs, increase our 
operational efficiency, leverage actionable intelligence from 
the data we have, and improve the quality of service to our 
customers.

In undertaking these initiatives internally at Maxis, we are also 
developing our people’s capabilities by equipping them with 
digital skills and encouraging them to embrace agile ways of 
working. Through hands-on experience and exposure, we will 
be able to develop subject matter experts in their respective 
fields to champion our future initiatives beyond 2020.
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Developing Organisational Culture and Capabilities for Strong 
Customer Focused Execution and Innovation
In 2019, we continued to focus on developing our employees 
by making sure they stay ahead with the latest knowledge 
on digital technologies and solutions through our MAX Talk 
Series, which focused on tech-centric topics as well as other 
programmes. We conducted technology centric talks delivered 
by internal Subject Matter Experts to Maxis employees on 
topics including Robotic Process Automation (RPA), Build-A-Bot 
Workshop, Augmented Reality (AR) and Virtual Reality (VR), Kick 
starting Your Data Literacy Journey and also Containerisation 
101. We have also promoted digital ways of working and ignited 
conversations through talks on the Future of Work Economy 
and Digital Workdesk Transformation. Furthermore, as part of 
our initiative to increase Artificial Intelligence (AI) and Machine 
Learning (ML) capability in the company, we introduced Python 
and SQL learning journeys.

We continue to equip our teams to deliver Unmatched 
Personalised Experience by rolling out various programmes 
aimed at imbuing a customer-first mindset. Employees were 
trained with a new way of experiential selling through Excite, 
Play, Inspire, Capture (EPIC) approach. For continuity, we also 
have employees who are trained as EPIC Customer Experience 
Coaches. In 2019, we also designed and rolled out an in-
house training, Maxis Customer First training to train leaders 
to effectively communicate the importance of Unmatched 
Personalised Experience and coached their people through 

Our People, Our Purpose 
At Maxis, we deeply believe that the key element to our 
success has always been our people. Embedded within our 
shared vision is the aspiration to remain positive, passionate 
and collaborative in our effort to deliver not only the best 
network performance but also the best customer experience at 
every touch point.

The culture and approach to realising our vision is called “The 
MaxisWay.” In 2019, we embarked on a journey to refresh 
our company’s culture and values, in line with our vision of 
becoming a RM10 billion company and leading the way as 
Malaysia’s Converged Solutions Company. 

The leap we are taking to become Malaysia’s Leading 
Converged Solutions Company is a significant shift. For us to 
affect this change successfully, we must first speak the right 
language as culture lives in our conversations. In 2019, we have 
started to change the way we converse with each other within 
the company by embedding the language of commitment, 
performance and possibilities which will embody our refreshed 
culture, i.e. MaxisWay 2.0. There are three core values that we 
will be focusing on in this cultural journey. They are: “Customer 
First,” “What’s Possible” and “I am Maxis.” 

We have trained ambassadors who will play an integral part 
to roll out MaxisWay 2.0 in 2020 and to ensure that every 
employee understands and embodies these core values.

X

O u r
P e o p l e
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change towards delivering Unmatched Personalised Experience. 
We have also partnered with Vodafone to conduct a 7-month 
long programme to up skill Account Managers through Vodafone 
Sales Transformation training. To ensure more effective business 
partnerships with Cisco, AWS, Microsoft and other technology 
partners, we conducted certification programmes to enhance 
credibility of our employees. Our Enterprise Business clients have 
also been invited to experience Co-creation workshops with our 
employees which helps to further understand our clients’ needs.

At Maxis, we encourage collaboration and the best way we 
do this is by building internal expertise. We have developed 
Maxis managers through our Coach-the-coach workshop. As a 
technology company we want to ensure we constantly develop 
and improve our products and services by having employees 
trained to facilitate Design Thinking workshops, and in-house 
co-creation sessions.

Other than classroom training and sharing sessions, learning is 
accessible to our employees anytime, anywhere. With LinkedIn 
Learning we have created personalised learning experiences 
and customised learning content for every Maxis learner on 
any device they choose. In addition to having the convenience 
of learning anytime, Maxis employees also have to option 
of learning through video, micro-learning, bite-size digital 
learning, books and many more.

Total Training Hours 2017 2018 2019

Online 7,069 7,694 8,995 
Classroom 55,683 52,882 59,086 
Total 62,752 60,576 68,081 

Total Learners (Unique) 2017 2018 2019

Online 2,233 3,665 5,181 
Classroom 1,987 1,826 1,962 

As a Converged Solutions company, we are keen to provide 
meaningful opportunities for young talents to experience 
work at Maxis. In this respect, we have increased the number 
of young talents hired, through internships and graduate 
programmes. 

To sustain engagement and effective growth among fresh 
graduates, our graduate programme is now more targeted. 
We launched two new graduate programmes – the Sales Area 
Manager Graduate Programme and the Technology Graduate 
Programme. These programmes run for a year, and young 
talents will be rotated within the division to provide exposure 
and experience. They will also be given projects to work on 
within teams, which will also contribute in the improvement of 
our business processes.

We have participated in a number of University and career 
fairs such as United Kingdom and Eire Council (UKEC), Monash 
and Taylor’s University. We have also developed partnerships 
with local Universities such as our partnership with Asia Pacific 
University (APU) as part of our collaboration to support the 
industrial and academic development of young talents in 
Malaysia in technological and digital capabilities. We will also 
leverage on existing partnerships with technology companies 
to attract more young talents into Maxis.

In 2019, Maxis embraced a new style of recruitment and for the 
first time ever organised an in-house Career Fair, which was 
held in July. We sought to think out of the box to create a form 
of interaction that enables prospective employees to visit our 
specially curated showcases of innovative and digital solutions 
developed in-house and offered to customers. Visitors to our 
Career Fair were treated to a number of sharing sessions to 
get a sense of Maxis’ ambitions for the next five years. This also 
enabled potential candidates to meet our recruitment team and 
hiring managers. The idea behind this is to match the ambitions 
of the candidates and discover if there is a fit between Maxis 
and potential hires. The Career Fair which was fun, interactive 
and engaging, attracted the young graduates as they enjoyed 
the participative approach of the fair. 

We continue to retain and engage our young talents by 
organising young talent engagement sessions, where these 
talents are able to network with others from various divisions 
within Maxis and learn from one another.

Retaining the Best Talent in Their Fields
In 2019 our employees continue to grow in their jobs 
through job rotations and promotions. We recognise our 
employees’ capabilities and strive to further develop them to 
their maximum potential by challenging their status quo and 
providing continuous development. 

To recognise & acknowledge the efforts of employees 
contributing to Maxis success, we refreshed our performance 
bonus structure plan to include more compelling & structured 
performance measures. This Performance Bonus plan provides 
exciting opportunities for everyone as it provides clear measures 
and distinguishes individual performance. Additionally, it also 
demonstrates how much an employee’s efforts can contribute to 
the overall success in driving Maxis’ success.

Every year, we continue to roll out our “Voice of Maxis” survey 
where we measure engagement levels and find out ways to 
improve how we do things. 
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In 2019, our survey showed that 96% of employees who 
responded indicated that they are proud to work for Maxis. 
This has resulted in a high engagement score of 88% (+1% 
from 2018). Meanwhile 95% of employees understand and 
embrace Maxis’ culture and values and 86% of respondents felt 
confident in Maxis’ senior leadership team. 

Other than performance, ethical conduct is just as important, 
and we have developed interactive in-house online Code of 
Business Practice (CoBP) assessment module. 

The situation-based assessment is aimed at increasing awareness 
and ensuring that employees are equipped to manage situations 
relating to ethical issues. 100% of employees have completed the 
training. This will be carried out on an annual basis.

Health, Safety & Environment

Health, Safety & Environment (HSE)

As a leading technology-driven company with a large field 
force working with many different partners, Maxis is committed 
to implementing the best health, safety and environment 
(HSE) practices within the company. We are committed to help 
protect people and the environment and towards this end, we 
have a comprehensive HSE Policy and CoBP for employees as 
well as partners and contractors. 

We have also implemented and strictly adhered to a robust 
Occupational Safety and Health Management System 
(OSHMS). In Feb 2019, we have also successfully completed 
the 1st surveillance audit on our OSHMS using Occupational 
Health and Safety Assessment Series (OHSAS) 18001 as 
well as the Malaysian Standard on Occupational Health and 
Safety Management Systems (MS 1722) certifications for our 
Menara Maxis corporate office. Complementing this, we have 
implemented various company-wide measures and initiatives 
to cultivate an HSE-first culture and to continuously improve 
our HSE platform. These efforts focus on the most significant 
risks in the field and engineering/operational roles.

We are sensitive to the needs of our people, none more so 
than to our large field force and that is why we have equipped 
our employees with 4-wheel Drive Defensive Driving training 
(DDT), which improves our drivers’ ability to drive defensively 
and avoid accidents where possible. On top of that, we have 
trained designated staff at our main locations in occupational 
first aid skills such as cardiopulmonary resuscitation (CPR) 
and the use of the automated external defibrillator (AED). 
Additionally, designated employees at our premises have also 
been provided with basic first aid response knowledge in order 
to manage emergencies until professional medical assistance 
arrives. For those working on towers and rooftops, we have 
provided Working-At-Height (WAH) training, which covers safe 
work techniques using the safe climbing and work techniques 
practices. Apart from the general on-boarding HSE induction, 
we have also introduced a new specialised HSE induction 
program for all field/engineering work related matters.

In today’s world, we realise we cannot do it alone and our 
HSE policy also covers working closely with our partners 
and contractors. Our initiatives in this area include work-safe 
training programmes, system and documentation audits of 
contractors, and half-yearly communication sessions with our 
main contractors’ safety and health officers.

2017 2018 2019

Number of employees 3102 3211 3,559
Employee engagement 88% 87% 88%
Women in Senior Leadership 

Team (SLT) 32% 31% 28%
Women in Maxis 

Management Team (MMT) 0% 0% 29%

Voice of Maxis

96%
In 2019, our survey showed 
that 96% of employees who 
responded indicated that 
they are proud to work for 
Maxis.

Creating an inclusive and transparent organisation
We are committed to being diverse and inclusive in everything 
we do, and this begins at the top where we have introduced 
two new, strong women leaders in the Maxis Management 
Team: Natalia Navin, Chief Human Resource Officer (CHRO) 
and Mariam Bevi Batcha, Chief Corporate Affairs Officer 
(CCAO). 

Internally, our employees created the “Woman at Maxis” 
community. It aims to equip women at Maxis and equip Maxis 
for women through numerous talks by internal and external 
speakers with topics ranging from women’s agenda to 
managing finances. 

By Gender

By Location

43%
Female

57%
Male

Central (82%) Northern (5%)
Sabah & Sarawak (6%)

Southern (4%)

East Coast (3%)
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HSE Performance

We take monitoring and work practice/condition compliance 
seriously and in 2019, the major non-compliance rate has improved 
basing on HSE inspections conducted.

Fatality - Vehicle Related Accidents
We deeply regret to report the loss of life of two Maxis contractors 
in a road accident this year while travelling between work sites. 
Authority investigations & the official findings are still in progress 
while internal investigations indicate that the accident was not due 
to our contractor’s negligence.
 
All accidents are formally discussed at the most senior 
management level for relevant and effective action plans. In our 
continuous pursuit to ensure the safety of our drivers and fleet, 
we continue to enhance our digitalised fleet vehicle tracking and 
safety system, called mDrive, with the following:
• Monitoring vehicle real-time geo location, utilisation and auto 

reporting for speed violation (SV), hard-acceleration (HA), hard-
braking (HB), distance travel & fuel consumption monitoring;

• Lifeline S.O.S - Panic trigger to be sent back to a centralised 
monitoring centre at the Security Operating Centre (SOC) and 
Network Fleet in emergency situations; 

• Tagging journeys made, such as planned and unplanned 
events;

• Idling alert for eliminating safety risk while vehicle is stationary;
• Flip and roll over detection and alert triggers; and
• Dashcam (front & rear).

Employees - Lost-Time Injury (LTI)*
Office/Site - There were four office/site accidents resulting in an 
LTIFR of 0.56.
• One employee sustained a back injury due to a fall at a site 

cabin door;
• One employee sustained a leg injury due to a slip in the office;
• One employee sustained a knee injury while manually handling 

items in the office store; and
• One employee diagnosed with Carpal Tunnel Syndrome.

Vehicle/road related - There were two road accidents involving 
Maxis’ 4WD company vehicles resulting in an LTIFR of 0.28.
• One employee sustained chest discomfort when his vehicle 

skidded while travelling for site work; and
• One employee sustained a shoulder injury while another 

employee was given a day off to rest when their vehicle 
was struck in the front by another vehicle. Our vehicle and 
employees were travelling for site work.

Contractor - Lost-Time Injury
Office/Site
• One contractor sustained a back injury due to a fall from ladder 

while performing work at site; and
• One contractor sustained a leg injury while performing 

unloading at work site due to being hit by a vehicle (parked at 
slope) which slid.

* Lost-Time Injury (LTI) is the term used when a Maxis employee 
is injured while conducting a work-related task and is unable to 
perform his or her regular duties for a period of time after the 
incident).

 Lost-Time Injury Frequency Rate (LTIFR) is the number of lost 
time injuries occurred while conducting work-related task for 
Maxis, per 1 million hours worked.

Maxis always consider any accident and LTI seriously. We will 
continue to educate and strive to enhance employees’ and 
partners’ skills, improve awareness in safe work practices.

HSE Training 

(DDT, WAH & CPR to Maxis Employees)

sessions
14

attendees
172

Workforce Participation (WSC)/Awareness Programme

(general and specialised induction during Culture Day, 
Safety and Security Day, planned & ad-hoc briefing for 
partners or vendors)

sessions
77

attendees
1,637

HSE Inspections/Investigations

inspections
285

investigations
18

Partners HSE System Audit

audits
5
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now expand eKelas beyond the Pusat Internet. As part of the pilot 
programme “eKelas @ School”, we directly engaged with schools 
to deliver eKelas English drama and essay writing competitions. A 
total of 20 schools around the country were selected to be part of 
this programme.

Improving Students’ English Language Levels through Drama and 
Essay Writing Competitions
As part of the MOE’s HIP initiative, eKelas conducts national-level 
English drama and essay writing competitions. In 2019, more 
than 400 students participated in the drama competition, a 100% 
increase from 2018. Guided by MOE’s rubric for speaking tests, 
the judging criteria included creativity of play, coordination and 
performance, as well as speech and language. As part of the 
competition, students recorded their performance on mobile 
phones and submitted their videos to the eKelas portal. 

Meanwhile, the eKelas essay writing competition saw the 
participation of approximately 1,800 students, who were supported 
by lesson modules available on the eKelas portal which covered 
the essentials of essay-writing such as sentence structure, format 
and vocabulary. 

As a digital enabler, we reach out to help communities leverage 
the power of technology and the Internet to bring a positive, 
long-lasting impact to their lives. In doing this, we focus on three 
pillars: Education & Community Empowerment, Festive Charity and 
Humanitarian Relief.

Enabling Greater Access to Digital Learning 
Maxis eKelas is our flagship community programme which 
champions digital learning for students in rural areas, with the 
aim to improve their academic performance. It is an after-school 
initiative for students from Primary 6 to Form 5, bringing learning 
enrichment in a fun and vibrant way and providing access to quality 
education content in line with the Malaysian School Syllabus. 

Focusing on Science, Mathematics and English, Maxis eKelas is 
conducted through live tutorials by experienced teachers based in 
Kuala Lumpur via video conferencing, and a repository of quality 
education content on the eKelas portal for self-paced studies. To 
motivate and keep students engaged, the programme employs an 
activity-based learning approach with projects, competitions and 
rewards as part of its core curriculum.

Now in its fourth year, eKelas is being delivered at 72 Pusat 
Internet (Internet Centres) under Maxis’ care across 10 states, 
with more than 13,000 students connecting with us through the 
programme.

In 2019, we achieved a milestone when eKelas was recognised by 
the Ministry of Education (MOE) as an initiative under MOE’s Highly 
Immersive Programme (HIP). This means that eligible students can 
collect co-curricular marks through their participation in eKelas. Our 
partnership with MOE is particularly significant as we are able to 

Number of students impacted by eKelas

13k
2019

6.4k
2018

1k
2017

X

O u r
C o m m u n i t y



60

OVERVIEW OUR STRATEGY AND 
VALUE CREATION OUR PERFORMANCE

B u s i n e s s  R e v i e w

Helping Students Fulfil Their Educational Potential
In August 2019, eKelas held its first ever exam clinic to help 
students prepare for the critical exams, UPSR, PT3 and SPM, with 
the support from experienced teachers. As part of eKelas’ “Hebat 
Dalam Exam” (Great in Examinations) campaign, the clinics offered 
free online revision materials for the three examinations. 

Some 250 SPM students from Sekolah Menengah Kebangsaan 
Suai and Sekolah Menengah Kebangsaan Taman Tunku in Sarawak 
participated in the clinics. During these sessions, students were 
given tips on how to write various formats of English essays and 
taught techniques on how to quickly solve mathematical problems, 
all presented in a manner which would be easy for them to 
remember and apply during their examinations. 

Building Quality Education Content through Co-Creation
In 2019, Maxis collaborated with Universiti Kebangsaan Malaysia 
(UKM) to co-create digital learning video content for Science, 
Mathematics and English, aligned with the Malaysian School 
Syllabus. Our aim was to combine our industry knowledge with 
UKM’s academic expertise to create relevant and high quality 
educational content that would benefit students.

Teaming up with UKM’s Faculty of Education, we conducted four 
content co-creation workshops in 2019 and produced 40 learning 
videos for the eKelas portal. Through these efforts, experts in 
various fields were able to share their wealth of knowledge via 
videos, offering students impactful learning experiences which 
students can access at their own time and pace. 

Rewarding Most Improved Students
In 2017, Maxis introduced the Anugerah Gemilang (Brilliance 
Awards), a student grant award scheme aimed at motivating 
eKelas students to achieve their academic goals and to unlock 
their full potential. To qualify for the award, students must achieve 
a minimum of one grade improvement in at least two or all 
three subjects taught in eKelas. The Award comes in the form of 
cash allowance which is deposited into the students’ National 
Education Savings Scheme, as well as school starter packs. In 
2019, 25 eKelas students received the Anugerah Gemilang for their 
academic achievements. 

Motivating Students through Engagement Sessions
In 2018, we introduced our #MaxisMotivates sessions, where our 
employees share their life and work experiences with students 
in an effort to expose them to real life examples of values such 
as resilience and teamwork. #MaxisMotivates is based on the 
“Learning by doing” education concept, a hands-on educational 
approach that encourages students to interact with their 
environment in order to adapt and learn. 

In 2019, we completed eight #MaxisMotivates sessions which reached 
out to approximately 400 students at various Pusat Internet. During 
these sessions, we also conducted digital literacy and online safety 
workshops in partnership with Google, complementing MCMC’s well 
established “Klik Dengan Bijak” (Click Wisely) initiative that advocates 
positive and responsible Internet use. 

Measurements

Improvement in
subjects taught in 

eKelas

Student participation 
in English drama 

competition

Indicators

Number of Anugerah 
Gemilang student grant 

award recipients

Number of video
submissions for 

English drama 
competition

2017 11 award winners  
– three improved in 

all three subjects and 
eight improved in two 

subjects

50

2018 24 award winners  
– three improved in 

all three subjects and 
21 improved in two 

subjects

54

2019 76 award winners  
– 36 improved in all 

three subjects and  
40 improved in  

two subjects

125
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Digitally Upskilling Micro-Entrepreneurs to Help Them Grow Their 
Business
Our community initiatives also include programmes that empower 
local entrepreneurs from cottage industries with digital skills 
to enable them to expand their business through our Inspiring 
Entrepreneurs programme. These comprise digital training 
workshops on social media, content creation, photography and 
basic accounting effectively. In 2019, we delivered this programme 
to local communities residing in Kampung Chengal, Kelantan, and 
Projek Perumahan Rakyat (PPR) Intan Baiduri, Selangor, during the 
Hari Raya and Deepavali festivals respectively.

Engaging with Communities in Need During Festive Seasons
We also engaged with the community during the Chinese 
New Year (CNY) and Christmas festive seasons. During CNY 
celebrations, we brought cheer to the residents of Pusat Penjagaan 
Warga Usia Emas Tong Sim, and Pusat Jagaan Parameswary Old 
Folks Home and Mother Care, both located in Seremban, Negeri 
Sembilan. Working with local businesses within the community, we 
helped clean up the homes and replaced old doors, glass window 
panels, dining tables and chairs, as well as spruced them up with 
CNY decoration. 

For our Christmas outreach initiative, residents of Bukit Harapan 
in Menggatal, Sabah, a shelter home for orphans, differently-abled 
individuals and victims of domestic abuse, got a much deserved 
refurbishment to their amenities. Maxis employees also contributed 
gifts to the residents.

Supporting Humanitarian and Disaster Relief Efforts
Humanitarian relief in the aftermath of natural disasters is a big 
part of our community outreach efforts. During these events, stable 
network connectivity is even more crucial for the community as 
they seek to contact friends and family members as well as the 
relevant authorities for help. Maxis continues to work extensively 
to prepare for severe weather seasons to keep our customers 
connected. 

For preparedness in 2019, we activated our disaster relief team 
to monitor the flood season between October to December. Our 
priorities included assisting emergency services organisations 
with their connectivity requirements, restoring services to our 
customers as well as assisting in clean-up efforts in these areas. 
Where necessary, we provide temporary mobile base stations 
to boost coverage for emergency services and relief centres. 
As part of our post-flood initiative, we help our dealers restore 
their businesses and affected communities rebuild their lives and 
prepare for the future. There was no major flood recorded in 2019.

Empowering Our People to Play Their Part 
We believe that empowering our employees to get involved in 
community outreach activities and events is rewarding, not just 
for us as an organisation but for the individuals who are involved. 
To provide our employees with a platform for them to do their 
bit for society, we have in place a robust employee volunteerism 
programme, called M Squad. All our community initiatives continue 
to be supported by M Squad, who have shown dedication 
and commitment to both our corporate goals as well as social 
contributions.
 
Apart from involvement in all community outreach initiatives, 
they also get to contribute in areas they are passionate about. In 
2019, we organised a Maxis Charity Jogathon to raise funds and 
awareness for the National Cancer Society of Malaysia (NCSM) 
in conjunction with World Health Day. In doing our part in the 
fight against cancer, our employees successfully raised over 
RM15,000 which the company matched to bring total funds raised 
to RM30,000.
 
During the year, M Squad logged in 2,185 hours, which reflects our 
continuous high level of employee volunteerism. The total number 
of hours for the year translate into a value of close to RM100,000 
based on our Volunteering Value calculation formula as follows:

Total value of volunteer hours is calculated as follows:
Volunteering Value = Average Hourly Rate x Total Maxis 
Volunteering Hours

Year 2017 2018 2019

Yearly volunteer hours 2,435 2,962 2,185

Cumulative volunteer hours 2,435 5,397 7,582

For 2020, we are looking at several key initiatives that will provide 
many opportunities for our employees to volunteer, including exam 
clinics, holiday camp and drama and writing workshops organised 
for eKelas students. Apart from what we do for our flagship eKelas 
programme, we also play an active role in bringing cheer to 
communities in need during festive seasons, where our employees 
take great pride in participating in these initiatives as volunteers.

“My friends and I like to perform and it’s definitely easier to 
learn when you’re having fun. We read the script together, and 
understand it so that we can speak correctly. We also use the 
right tones and expressions. Even if we’re shy, it’s more fun to be 
involved in a group project and do things together.”

- John Mackwin’s face lights up when he talks about 
his experience in putting up a performance for 
the eKelas English drama competition. John 
is a Form Two student 
from Kampung Taee, 
Serian in the outskirts of 
Kuching, Sarawak, who 
participates in 
the eKelas 
initiative.
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• Enhance cooling System at BTS site using DC/Inverter 
Aircond

• Convert comfort air-conditioners to free cooling unit 
(FCU) technology.

• Deploying hybrid solutions which utilise a combination 
of diesel generators and batteries that reduce diesel 
usage

• Reducing Carrier Power for RAN share sites

• Swapping existing Remote Radio Unit (RRU) single band 
to Wide Band

• Shutting down one 3G carrier

Key initiatives at BTS include:Key initiatives at TOC include:

• Optimisation of the Cooling System through design 
customisations such as introducing cool and hot isles 
to maximise the cooling efficiency in the Switch Rooms 
and Data Centers at our TOCs nationwide

• Using the existing high precision air conditioning system 
as standby units and introducing row-cooling systems to 
reduce the ambient temperature of our computer rooms 
with more energy-efficient models

• Installing Low Voltage Energy Optimise Systems (EOS) 
to modernise the power system and leverage on new 
technology, as well as to minimise harmonic and energy 
losses

We are continuously looking into how we can mitigate our impact on the environment. Key priorities are improving our energy 
efficiency and reducing greenhouse gas (GHG) emissions across our network. Beyond this, we are also addressing the need to 
efficiently utilise resources in terms of effective office and mobile e-waste management.

Energy Use and Efficiency 
With continuously drive energy efficiency across our Network Services and Data Center by adopting innovative latest technology 
and energy efficient equipment. This was preliminary carried out at our Technical Operations Centers (TOC) and Base Stations 
(BTS).

X

O u r
E n v i r o n m e n t
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B u s i n e s s  R e v i e w

In 2019, the average energy consumption per base station 
increased by 14.6 %, compared to 9.1% in 2018. This increase was 
mainly due to more population base stations site built and network 
capacity upgrades for core and transmission networks. However, 
the increment is relatively low compared to high traffic growth in 
network. 

On positive note, key initiatives at both TOC and BTS had 
contributed total amount savings of RM1.5m.

Average Energy Consumption per BTS (MWh/BTS)

FY18 FY19

Note: Combined figures for direct and indirect energy usage.

14.6% 

Managing Our GHG Emissions
Our largest source of emission is electricity consumption. This 
accounts for 95% of our total GHG emissions with our network 
sites being the largest consumers of electricity. In 2019, our total 
emissions increased by 23.7% mainly due to Network Capacity 
Upgrades such as mobile, enterprise services and home traffic.

Total Emissions (CO2 Tonnes)

Scope 1 - Direct emissions e.g. from 
fuel and gas usage 2018 2019

Network & Technology 5,469 9,097

Scope 2 - Indirect emissions e.g. 
from electricity consumption 2018 2019

Network & Technology 192,593 236,670

Building Electricity Consumption 2,294 2,171

Subtotal 194,887 238,841

Total Emissions (CO2 tonnes) 200,356 247,938

Paper Usage at Maxis

Our transition towards an agile and digital work environment has 
seen continuous improvement in paper usage. In 2019, we further 
reduced our paper usage by 4%.

Year 2018 2019

Total (reams) 6,219 5,996

Total Waste Recyclable

20
18

20
19

2,700

31.6

36.2

2,400

2,200

1,600

Building Energy Consumption 
Whilst decreasing equipment energy consumption directly reduces 
our impact on the environment, a more subtle but significant 
contribution comes from our employees. With this in mind, we 
undertook two specific efforts to further reduce our impact on 
the environment: The first was the consolidation of workspace by 
15% via the relocation of employees from Plaza Sentral to Menara 
Maxis; while the second was to educate employees of the need to 
optimise lighting and after-office hour usage of air conditioning at 
Menara Maxis. These efforts have resulted in a reduction of 9% in 
power consumption in 2019 compared to the year before.

Green Up at Maxis

We are now in our fourth year of partnership with the NGO, 
Pertubuhan Kebajikan Masyarakat Melalui Kitar Semula (CRC), in a 
bid to recycle our office waste. Funds collected from our recycling 
efforts are donated to charity. Through this effort, we registered an 
almost 20% reduction in total waste collected in 2019 compared to 
the year before. 

Office Recycling (kg)
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