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From mobile provider to 
converged solutions provider 

Malaysia’s No. 1 network.
Trusted since 1995.

2018 >
Launches  
Hotlink Flex,  
the easiest way  
to go postpaid

2018 >
1st in Malaysia: 
Maxis Business  
NB-IoT service

2018 >
Launches 
MaxisONE Retail,  
an innovative suite  
of digital solutions

2019 >
1st in Malaysia: 
5G township  
initiative

2019 >
Launches  
5G live trials

2020 >
Launches our  
new purpose  
‘Always Be Ahead’

2013 >
1st in Malaysia: 
4G mobile service 
and smartphones

2014 >
Launches  
MaxisONE Plan  
and MaxisONE 
Business, the first 
unlimited text and  
talk plan

2015 >
Introduces  
Zerolution, and 
innovative way to  
own devices

2016 >
Introduces  
Maxperts,  
specialist services  
for home fibre

2016 >
Introduces  
eKelas, a unique 
community outreach 
programme to bridge 
digital learning

2017 >
Introduces  
NeXT, smartphones 
made for Malaysians

1998 >
Moves in to  
Menara Maxis

1995 >
Maxis journey  
begins

1999 >
Hotlink Prepaid 
launches

2000 >
Serves  
1,000,000  
customers

2002 >
Enables mobile 
Internet access  
with GPRS

2003 >
1st in Malaysia:  
MMS service

2009 >
1st in Malaysia: 
iPhone 3G

2011 >
Serves  
households with 
Maxis Home Fibre

2011 >
1st in Malaysia: 
GPRS data roaming 
to Bridge Alliance 
countries

2012 >
1st in Malaysia: 
Uptime Institute  
Tier III-certified  
data centre

2008 >
1st in Malaysia: 
10,000,000 
customers

2004 >
1st in Malaysia: 
Caller ringtones



2020 wi l l  go down in history as 
COVID-19 posing an unprecedented 
chal lenge in al l  aspects of 
l i fe.  With staying and working 
from home ampli fy ing the need 
for  technology to keep us al l 
connected,  i t  wi l l  a lso be the year 
remembered for  profound changes 
in communicat ion behaviour.

As we navigate through our transformation journey, 
we are committed to deliver the best experience 
to our customers through our range of worry-free, 
flexible and personalised mobile and broadband 
connectivity solutions, such as Cloud and Internet 
of Things (IoT) services, smart city solutions, smart 
homes and many more. We are empowering our 
consumers to adapt and navigate their lifestyles in 
an increasingly digital world. Our ongoing efforts 
to transform ourselves digitally also prepared our 
employees to seamlessly transition to work from 
home remotely.

We are passionate about creating a positive, 
long-term impact and value for the communities in 
which we serve, and society-at-large. We do this 
by through our passion for education and bringing 
greater digital awareness among underserved 
communities through our various outreach 
programmes and minimising our impact on the 
environment. 

We recognise that our people are our greatest 
strength and we are constantly reshaping 
our culture and values. In 2020, we did this 
by embedding the language of commitment, 
performance and possibilities that embody us.  
We will continue to embrace an innovative and 
digital mindset, which will help us realise our 
potential and raise our game to create amazing 
products and services for our customers.

We celebrated our 25th anniversary simultaneously 
with our new brand purpose. Over 25 years, Maxis 
has grown from strength to strength and has come 
a long way from being a telecommunications 
company, to the leading converged solutions 
provider. We made a commitment to bring together 
the best of technologies to enable people, 
businesses and the nation to Always Be Ahead in 
a changing world. Maxis’ journey is a story worth 
sharing with our customers, businesses,  
the Government and nation at large.

This Integrated Annual Report can  
also be downloaded as a PDF file or  
viewed in an interactive version at  
https://maxis.listedcompany.com/ar.html

We Are Maxis
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Integrated Reporting

Welcome to Maxis Berhad’s (Maxis) Integrated Annual Report 
(IAR) 2020. This IR marks the second year of our three-year 
integrated reporting journey. This report outlines our efforts 
in creating value for our business and our stakeholders 
through the efficient management of our Six Capitals and 
key resources during the year. Our end goal is to create 
sustainable and impactful outcomes that are attributable to or 
associated with our key stakeholders.

Prepared with reference to the International Integrated 
Reporting Council’s (IIRC) Framework (January 2021), this 
report communicates our unique value creation activities and 
outcomes to our key stakeholders in 2020. Our key activities 
and value creation model are defined on pages 38 to 39. 
Through this IR, we are providing them with the information they 
require to make an informed assessment of our performance 
and future prospects. We strive for full transparency and 
accountability in all our communications with our stakeholders. 

Our Reporting Scope and Boundary 

Our report covers the financial period beginning 1 January 
2020 till 31 December 2020 for Maxis Berhad. It includes 
information pertaining to both our financial and non-financial 
performance and the internal and external factors that affected 
their performance. The report indicates all business operations 
of Maxis including our subsidiaries.

Materiality

Bearing in mind our vision of becoming Malaysia’s Leading 
Converged Solutions Company, we have developed a strategic 
plan which takes into account the material matters which 
affect our business, as well as the risks and opportunities we 
have identified. Our report provides information on matters 
that could significantly affect our ability to create value over 
the short, medium and long-term, as well as our outlook in 
relation to these.

Our Reporting Suite 

The following publications comprise our Integrated Reporting 
Suite, and the reporting frameworks and disclosure 
requirements they adhere to.

About This Report

Navigation

This report employs the use of icons in linking our strategy 
and material matters to our activities and outcomes.

Forward-Looking Statements

This IR contains forward-looking statements that involve 
known and unknown risks, uncertainties and other factors 
which may cause future performance, outcomes and results 
to differ materially from those expressed or implied in 
such forward-looking statements. Such forward-looking 
statements are based on numerous assumptions and reflect 
Maxis’ current views with respect to future events and are 
not a guarantee of future performance. Undue reliance 
shall not be placed upon such forward-looking statements 
as they are not guarantees of our future performance and 
these statements are not externally assured.

6 Capitals

Financial 
Capital

Our financial capital enables 
value creation with the other  
5 capitals through availability and 
management of our funds

Intellectual 
Capital

Innovation and technology has 
always been Maxis’ core focus to 
enhance our brand value

Manufactured 
Capital

Our physical assets, such as our 
network infrastructure and data 
centres, are important source of 
our competitive advantage

Natural  
Capital

We make conscious efforts to 
minimise our environmental footprint 
impacted by our value chain

Social and 
Relationship 
Capital

Our strong and lasting relationship 
with our key stakeholders is 
created through mutual trust, 
partnerships, and value-added 
products and services

Human  
Capital

Our people are our most
critical asset. We invest in
our people’s passion, hence 
creating our MaxisWay culture

Our MAX Strategy

Be the Leading Converged Solutions Company in Malaysia

Feedback 
We welcome your feedback on our report which is 
available to all stakeholders on our website,  
www.maxis.com.my

For further information and feedback, please contact:
Paul Anthony Zaman 
Head of Investor Relations
Tel : + 603 2330 7000
Fax : + 603 2330 0555
E-mail : ir@maxis.com.my

Reporting 
Suite Reporting Framework 
Integrated 
Annual 
Report 
2020

• IIRC Integrated Reporting Framework  
(January 2021)

• Bursa Malaysia Securities Berhad Main Market 
Listing Requirements (MMLR)

• Bursa Malaysia Sustainability Reporting 
Guide (2nd edition) - with reference to Global 
Reporting Initiatives (GRI) Standards

• United Nations Sustainable Development 
Goals (SDGs)

• Malaysian Code on Corporate Governance 2017
• Companies Act 2016

Financial 
Statements

• Malaysian Financial Reporting Standards (MFRS)
• International Financial Reporting Standards (IFRS)
• Companies Act 2016

Assurance and Approval

The Board acknowledges its responsibility for the integrity of 
Maxis’ IAR through good governance practices and internal 
reporting procedures. The Board has oversight and approved 
the IAR on 9 March 2021.

Our financial statements were prepared and assured in 
accordance with MFRS, IFRS and the Companies Act 2016. 
Please refer to pages 112 to 235 for the audited financial 
statements and our independent auditor’s report. We have not 
sought external assurance for our non-financial information.

Note:
(1) UPE - Unmatched Personalised Experience 
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Group Corporate Structure
as at 26 February 2021

Notes:
* This structure reflects Maxis Berhad’s subsidiaries only. Please refer to page 178 of this report on the other interests held by the Group.
(1)  Incorporated in Malaysia (registered under the Labuan Companies Act 1990).

Maxis International 
Sdn. Bhd.

Maxis Mobile
Sdn. Bhd.

Maxis Mobile (L)
Ltd(1)

Maxis Broadband 
Sdn. Bhd.

Maxis Mobile Services 
Sdn. Bhd.

UMTS (Malaysia) 
Sdn. Bhd.

Advanced Wireless Technologies
Sdn. Bhd.

Maxis Collections
Sdn. Bhd.

M A X I S  B E R H A D
Maxis Berhad Group of Companies*
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Share Registrar
Boardroom Share Registrars 
Sdn. Bhd. 
[Registration No. 199601006647 
(378993-D)]
11th Floor, Menara Symphony 
No. 5, Jalan Prof. Khoo Kay Kim 
Seksyen 13 
46200 Petaling Jaya
Selangor Darul Ehsan  
Malaysia
Tel : + 603 7890 4700
Fax : + 603 7890 4670
E-mail : BSR.Helpdesk@
   boardroomlimited.com
Website : www.boardroomlimited.com

Stock Exchange Listing
Main Market of Bursa Malaysia
Securities Berhad
Listed since 19 November 2009
Stock Code : 6012

Company Secretary
Dipak Kaur
SSM PC No. 201908002620
LS 5204

Senior Independent Director
Tan Sri Mokhzani bin Mahathir
E-mail : mmokhza@maxis.com.my

Auditors
PricewaterhouseCoopers PLT
(LLP0014401-LCA & AF 1146)
Level 10, 1 Sentral
Jalan Rakyat
Kuala Lumpur Sentral
50706 Kuala Lumpur
Malaysia
Tel : + 603 2173 1188
Fax : + 603 2173 1288

Registered Office
Maxis Berhad
[Registration No. 200901024473 
(867573-A)]
Level 21, Menara Maxis
Kuala Lumpur City Centre
Off Jalan Ampang
50088 Kuala Lumpur
Malaysia
Tel : + 603 2330 7000
Fax : + 603 2726 8946
Website : www.maxis.com.my

Corporate Information

Board of Directors

RAJA TAN SRI DATO’ SERI ARSHAD  
BIN RAJA TUN UDA
Chairman/ 
Independent Non-Executive Director

TAN SRI MOKHZANI BIN MAHATHIR
Independent Non-Executive Director

ROBERT ALAN NASON
Non-Executive Director

DATO’ HAMIDAH NAZIADIN
Independent Non-Executive Director

ALVIN MICHAEL HEW THAI KHEAM
Independent Non-Executive Director

MAZEN AHMED M. ALJUBEIR
Independent Non-Executive Director

MOHAMMED ABDULLAH K. ALHARBI
Non-Executive Director

ABDULAZIZ ABDULLAH M. ALGHAMDI
Non-Executive Director

LIM GHEE KEONG
Non-Executive Director

Head of Internal Assurance
Shafik Azlee bin Mashar

Investor Relations
Paul Anthony Zaman
Tel : + 603 2330 7000
E-mail : ir@maxis.com.my

Customer Service
Tel : 1800 821 123
E-mail : customercare@maxis.com.my

Investor Relation and Corporate 
Governance website link
https://maxis.listedcompany.com/
home.html

https://maxis.listedcompany.com/
corporate_governance.html
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Directors’ Profiles

Board Committees:

 Chairman 
 Member

N  Nomination Committee G  Government and Regulatory Affairs Committee S  Share Issuance Committee
A  Audit and Risk Committee R  Remuneration Committee B  Business & IT Transformation Committee

MAZEN AHMED M. ALJUBEIR

N R

ABDULAZIZ ABDULLAH M. ALGHAMDI

B

LIM GHEE KEONG

R B G

DATO’ HAMIDAH NAZIADIN

R A N

ALVIN MICHAEL HEW THAI KHEAM

B N

MOHAMMED ABDULLAH K. ALHARBI

A

RAJA TAN SRI DATO’ SERI ARSHAD BIN RAJA TUN UDA

N G A R

TAN SRI MOKHZANI BIN MAHATHIR

A N R G

ROBERT ALAN NASON

B A GS

SS
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Directors’ Profiles

Qualifications
He is a Fellow of the Institute of Chartered 
Accountants in England and Wales, and 
a member of the Malaysian Institute of 
Accountants. He is also a member of the 
Malaysian Institute of Certified Public 
Accountants and served on its council for  
24 years, including three years as its 
president.

Working Experience/Occupation
Raja Arshad is currently the Chairman of 
Binariang GSM Sdn. Bhd., Ekuiti Nasional 
Berhad, Icon Offshore Berhad, Yayasan 
Amir and Yayasan Raja Muda Selangor and 
a Director of Yayasan DayaDiri and Maxis 
Berhad Group. He is also the Chancellor 
of University Selangor and a member of 
Council of Royal Court, Selangor. 

He was formerly a Director of 
Khazanah Nasional Berhad. He was 
also formerly Executive Chairman of 
PricewaterhouseCoopers (PwC) Malaysia, 
Chairman of the Leadership Team of 
PwC Asia 7, Chairman of the Malaysian 
Accounting Standards Board and Danamodal 
Nasional Berhad. His previous international 
appointments include being a member 
of the PwC Global Leadership Team, the 
PwC Global IFRS Board and the Standards 
Advisory Council of the International 
Accounting Standards Board.

His previous public appointments 
include being a member of the Securities 
Commission, the Malaysian Communications 
and Multimedia Commission, the Investment 
Panel of the Employees Provident Fund and 
the Board of Trustees of the National Art 
Gallery.

Directorship in other public 
or listed companies 
Ekuiti Nasional Berhad, Icon Offshore 
Berhad, Yayasan Raja Muda Selangor, 
Yayasan DayaDiri and Yayasan Amir

Qualifications
He is a qualified petroleum engineer. 
He pursued his tertiary education at the 
University of Tulsa, Oklahoma in the USA, 
where he graduated with a Bachelor of 
Science in Petroleum Engineering.

Working Experience/Occupation
He began working in 1987 as a wellsite 
operations engineer with Sarawak Shell 
Berhad. In 1989 he left Shell to pursue 
business opportunities in Kuala Lumpur. 
Over the course of 5 years, he ventured into 
the plastics and electronics components 
manufacturing, oil and gas, finance and 
healthcare sectors. He held positions as 
the Group CEO and Executive Chairman in 
several public listed companies in Malaysia 
and Singapore, including Tongkah Holding 
Berhad, Pantai Holdings Berhad and 
Goldtron Limited. Following the 1998 Asian 
Financial Crisis, he undertook a divestment 
exercise which saw him relinquish all 
positions and equity in these companies. 
By 2001, he replenished his portfolio of 
investments to include businesses in IT, oil 
and gas support services, structural steel 
engineering and fabrication, the automotive 
sector and property development. He was 
Group CEO of Kencana Petroleum Berhad 
and later non-independent Executive Vice-
Chairman and Director of SapuraKencana 
Petroleum Berhad, up to 4 March 2015. He 
was also the Chairman and Chief Executive 
Officer of Opcom Holdings Berhad up to  
1 June 2019.

Through his family office, Kencana Capital 
Sdn. Bhd., he maintains investments in IT, 
property, agriculture and food industry and 
the automotive sector. He was Chairman of 
Sepang International Circuit Sdn. Bhd., for 
13 years until 2017. He is currently President 
of Motorsports Association of Malaysia, 
governing body for all FIA, FIM and CIK 
sanctioned events in Malaysia.

Directorship in other public 
or listed companies 
Yayasan Tun Dr Siti Hasmah

Qualifications
He holds a Bachelor of Business (Honours) 
from the Royal Melbourne Institute of 
Technology. He is a fellow of CPA Australia 
and a member of the Australian Institute of 
Company Directors.

Working Experience/Occupation
Robert is currently a Non-Executive Director 
of Maxis since 1 May 2019. He is also the 
Chairman of the Business & IT Transformation 
Committee and a member of the Audit and 
Risk Committee, and the Government and 
Regulatory Affairs Committee since 1 May 
2019. Prior to the current position of Non-
Executive Director, Robert was the Interim 
Chief Executive Officer of Maxis from 1 April 
2018 to 30 April 2019. Prior to that, he was a 
Non-Executive Director from 2 to 31 March 
2018. Robert was an Independent Director 
from 7 March 2016 to 1 March 2018 and 
Chairman of the Audit and Business & IT 
Transformation Committees from 20 April 
2016 to 1 March 2018.

He retired from Telstra Corporation in 
September 2015 after five-and-a-half 
years leading a major transformation of its 
operations. His role at Telstra involved regular, 
active participation in the company’s Business 
Unit Performance Review Committee, 
Strategy Committee, M&A Committee, Capital 
Investment Management Committee, Growth 
Committee, Customer Advocacy Committee 
and Risk Committee. He was the Chairman 
and Director of Foxtel Pty. Ltd. from 2012 until 
February 2017. He was a Director of various 
companies/Boards in Australia and elsewhere 
from 2003 to 2017. Robert is presently an 
independent consultant and sits on the 
Advisory Board of AT Kearney

His international experience includes living 
and working in the US and UK together 
with extensive experience in transformation 
projects for many companies in Asia, Europe, 
and North and South America.

Directorship in other public 
or listed companies 
Nil

RAJA TAN SRI DATO’ SERI ARSHAD 
BIN RAJA TUN UDA
Chairman/
Independent Non-Executive Director

TAN SRI MOKHZANI BIN MAHATHIR
Independent Non-Executive Director/ 
Senior Independent Director

ROBERT ALAN NASON
Non-Executive Director

Age: 60 Nationality: Malaysian
Date of Appointment as Director of Maxis: 
16 October 2009
Tenure as Director: 11 years 
Number of Board Meetings attended during the year: 
100% (5/5)

Age: 74 Nationality: Malaysian
Date of Appointment as Director of Maxis: 
16 October 2009
Tenure as Director: 11 years
Number of Board Meetings attended during the year:  
100% (5/5)

Age: 66 Nationality: Australian
Date of Appointment as Director of Maxis: 
7 March 2016
Tenure as Director: 4 years
Number of Board Meetings attended during the year: 
100% (5/5)
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Directors’ Profiles

Qualifications
She holds a Bachelor of Laws from the 
University of Wolverhampton and a 
Certificate in Personnel Management, 
Malaysian Institute of Personnel 
Management.

Working Experience/Occupation
Dato’ Hamidah Naziadin has more than 
31 years of extensive strategic human 
resources (HR) and leadership experience in 
the financial services sectors across Malaysia 
and ASEAN.

Dato’ Hamidah was formerly the Group Chief 
People Officer of the CIMB Group a position 
she held up to October 2020. 

During her tenure with CIMB Group, she led 
people strategies to attract, develop and 
retain talent, cultivated an agile workforce to 
prepare for the future of work, and enhanced 
the end-to-end employee experience via 
technology innovation. Her key achievements 
included strategising the resource integration 
in successful mergers and acquisitions 
over the years, within Malaysia and across 
ASEAN and APAC regions, and implementing 
strategic HR programmes that had earned 
peer and industry recognition through 
numerous awards.

She was also the CEO of CIMB Foundation 
from May 2016 to Oct 2020 and member of the 
Board of Commissioner, PT Bank CIMB Niaga, 
Indonesia from 2010 to September 2014. 

Dato’ Hamidah is currently an Independent 
Non-Executive Director of Maxis Berhad and 
Nestle (Malaysia) Berhad. She also sits on 
the Board of Majlis Sukan Negara Malaysia. 
Dato’ Hamidah is active in mentoring and 
coaching young talent and women at various 
formal and informal settings.

Directorship in other public 
or listed companies 
Nestle (Malaysia) Berhad

Qualifications
He holds undergraduate degrees from 
Queen’s University, Canada and an MBA 
from INSEAD France. He is certified with 
the Canadian Securities Institute and has 
attended executive programmes at IMD, 
Stanford, USC and UCSF.

Working Experience/Occupation
He is currently the Group Managing Director 
of Southgate Ventures, a private equity 
owned education platform company with 
eight international schools in Indonesia.

His 31 years of corporate experience covers 
private equity at The Abraaj Group; financial 
advisory and private equity at H2O Capital; 
commercial banking at TD Bank; investment 
banking at Lancaster Financial; business 
development and marketing at P&G in 
Switzerland, Vietnam, Southeast Asia and 
Australia; and top management and regional 
board experience at L’Oreal where he was 
President of its companies in Malaysia and 
Taiwan. He served on the boards of the 
European Chamber of Commerce in Taipei 
from 2006-2009 and Taipei American 
School from 2011-2014.

In 2004, he was conferred the title of 
Chevalier de l’Ordre Nationale du Merite 
by French President, Jacques Chirac, in 
recognition of his business achievements.

Directorship in other public 
or listed companies 
Petronas Dagangan Berhad

DATO’ HAMIDAH NAZIADIN
Independent Non-Executive Director

ALVIN MICHAEL HEW THAI KHEAM
Independent Non-Executive Director

Age: 57 Nationality: Malaysian
Date of Appointment as Director of Maxis: 
30 August 2012
Tenure as Director: 8 years
Number of Board Meetings attended during the year: 
100% (5/5)

Age: 57 Nationality: Malaysian
Date of Appointment as Director of Maxis: 
01 February 2014
Tenure as Director: 7 years
Number of Board Meetings attended during the year:  
100% (5/5)

Qualifications
Mazen earned his MBA with highest 
distinction from Harvard Business School, 
where he was designated a George F. 
Baker Scholar. He earned his A.B. with 
honours in Economics from Harvard 
College, where he received the John 
Harvard and Harvard College Scholarships 
for academic distinction.

Working Experience/Occupation
He is a private investor based in Riyadh, 
focused on investing in and actively 
supporting the development of SMEs 
and growth companies in Saudi Arabia 
and the United States. His portfolio of 
companies span a range of industries 
including technology, retail, education 
and wholesale distribution. Alongside his 
investment activities, Mazen serves as 
an independent member on the boards 
of prominent government organisations, 
public corporations, private companies and 
social enterprises.

Previously, Mazen was an Executive Vice 
President of Amwal AlKhaleej, a Middle 
Eastern private equity firm, and earlier in 
his career, was a consultant with McKinsey 
& Company, based in its Washington, D.C. 
office, where he advised several Fortune 
500 companies on operations, strategy 
and organisation, often in the context of 
major transformations and turnarounds.

Directorship in other public 
or listed companies 
Maxis Communications Berhad

MAZEN AHMED M. ALJUBEIR
Independent Non-Executive Director

Age: 44 Nationality: Saudi Arabia
Date of Appointment as Director of Maxis: 
8 September 2016
Tenure as Director: 4 years
Number of Board Meetings attended during the year:  
100% (5/5)
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Qualifications
He holds a Bachelor of Business 
Administration degree, majoring in 
Finance, from the University of Hawaii at 
Manoa, USA.

Working Experience/Occupation
He has more than 30 years of 
experience in finance, treasury and credit 
management. Prior to joining the Usaha 
Tegas Sdn. Bhd. (UTSB) Group in 1995, he 
was attached to General Electric Capital 
Corporation in the USA and Ban Hin Lee 
Bank in Malaysia.

He is a Director and Chief Operating 
Officer of UTSB and serves on the boards 
of several other companies in which 
UTSB Group has interests, such as Astro 
Malaysia Holdings Berhad (listed on Bursa 
Malaysia Securities Berhad) and Bond 
Pricing Agency Malaysia Sdn. Bhd., a 
bond pricing agency registered with the 
Securities Commission Malaysia. He is 
also a Director of Paxys Inc. (listed on the 
Philippines Stock Exchange).

Directorship in other public 
or listed companies 
Astro Malaysia Holdings Berhad

LIM GHEE KEONG
Non-Executive Director

Notes:
1.  None of the Directors have any family relationships with any directors and/or major 

shareholders of the Company.
2.  None of the Directors have any conflict of interests with the Company.
3.  None of the Directors have any convictions for offences within the past five years (other 

than traffic offences, if any).
4.  None of the Directors have any public sanctions and/or penalties imposed on them by any 

regulatory bodies during the financial year ended 31 December 2020.
5.  Robert Alan Nason, Mohammed Abdullah K. Alharbi and Abdulaziz Abdullah M. Alghamdi 

are standing for re-election as Directors of the Company. The Nomination Committee and 
Board of Directors have considered the assessment of the three Directors and collectively 
agree that they meet the criteria of character, experience, integrity, competence and time to 
effectively discharge their respective roles as Directors, as prescribed by Paragraph 2.20A 
of the MMLR.

Qualifications
He holds a M.S. Certificate in Engineering 
Management from the University of Missouri, 
USA. He also holds a B.S. in Systems Engineering 
- Industrial Engineering and Operations Research 
from the King Fahd University of Petroleum and 
Minerals, Saudi Arabia.

He has attended multiple executive and 
professional courses at leading business 
schools of the world including Harvard, 
Euromoney, Columbia Business School, INSEAD, 
Wharton and Kellogg School of Management.

Working Experience/Occupation
He is currently the General Manager of Mergers 
& Acquisitions (M&A) at Saudi Telecom Company 
(STC) responsible for leading overall M&A 
activities with a focus on international expansion 
and strengthening STC’s local position in the 
digital age through in market consolidation. He 
has always been involved in STC’s key strategic 
decision-making on M&A opportunities.

He represented STC on the Boards of PT Axis 
Indonesia, Public Telecommunications Company 
Ltd. (BRAVO), Saudi Arabia, Aircel Limited, India, 
Cell C (Pty) Ltd. and 3C Telecommunication (Pty) 
Ltd., South Africa.

He has led the process of identifying synergies 
and developing synergy realisation programmes, 
implementing greenfield operations and 
major acquisitions of STC, which include the 
acquisition of 25% shares in Binariang GSM 
Sdn. Bhd., Malaysia, acquisition of 35% stake 
in Oger Telecom Limited, successful bidding 
of Kuwait and Bahrain greenfield mobile 
licenses, increasing STC’s stake in VIVA Kuwait, 
divestment of PT Axis Telekom Indonesia, 
increasing STC’s stake in Intigral, an end-to-
end solutions provider focused on delivering 
digital media content services to regional 
telecommunications operators in the Gulf, and 
STC’s recent divestment from Careem (the ride 
hailing company).

He has always been an integral part of STC’s 
investment related activities. Prior to joining 
STC in 2003, he worked in senior positions 
at Al Salam Aircraft Company and Advance 
Electronics Company.

Directorship in other public 
or listed companies 
Maxis Communications Berhad

MOHAMMED ABDULLAH K. ALHARBI
Non-Executive Director

Age: 50 Nationality: Saudi Arabia 
Date of Appointment as Director of Maxis: 
29 May 2015
Tenure as Director: 5 years
Number of Board Meetings attended during the year: 
100% (5/5)

Qualifications
Abdulaziz received his Master’s degree 
(M.Sc.) in Human Resources Management 
from the University of Westminster, 
London, United Kingdom in 2012. This 
degree was preceded by a B.Sc. degree in 
Computer Information Systems from King 
Saud University, Saudi Arabia, in 2006.

Working Experience/Occupation
Abdulaziz is an executive with 15 years 
of progressive experience in the telecom 
industry. Throughout his career in Saudi 
Telecom Company (STC), the largest 
telecom company in the Middle East, 
Abdulaziz has shown consistent success 
in maximising corporate performance, 
driving growth, ensuring adherence to 
good governance, and enhancing value 
especially at the subsidiaries level in both 
local and international markets where STC 
is a significant player. He is the chairman of 
Etihad Sale, one of STC’s local subsidiaries.

Abdulaziz joined STC in 2007 and is 
now General Manager of Investment 
Performance and Operations. In this 
capacity, he oversees the complex 
strategic choices and business plans of 
12 subsidiaries of STC, both local and 
international entities. In addition, he is 
responsible for the delivery of STC’s 
Investments Long Range Planning 
including strategic, operational and 
financial performance forecasts. Prior to 
this role, Abdulaziz was the Director of 
Subsidiaries Governance where he was the 
director required to manage the corporate 
governance of different subsidiaries.

Directorship in other public 
or listed companies 
Maxis Communications Berhad

ABDULAZIZ ABDULLAH M. ALGHAMDI
Non-Executive Director

Age: 38 Nationality: Saudi Arabia 
Date of Appointment as Director of Maxis: 
04 September 2018
Tenure as Director: 2 years
Number of Board Meetings attended during the year: 
100% (5/5)

Age: 53 Nationality: Malaysian 
Date of Appointment as Director of Maxis: 
08 May 2014
Tenure as Director: 6 years
Number of Board Meetings attended during the year: 
100% (5/5)

Directors’ Profiles
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Maxis Management Team

Gokhan joined Maxis in September 2018 as 
the Chief Operating Officer (COO). He first 
focused on strengthening the core operations 
of the business to deliver innovative products 
and services in an ever increasing competitive 
core mobile market. In April 2019, Gokhan had 
moved into the CEO position, driving Maxis’ new 
ambition to be Malaysia’s leading converged 
solutions provider.

Prior to Maxis, Gokhan ran his own consultancy 
firm based in Istanbul, Turkey; offering 
management and marketing consultancy services 
in Europe and the Middle East. Before that, he 
was with Vodafone Turkey from 2009 to 2016, 
where he held senior roles – his first position 
as Chief Marketing Officer, rising to become the 
Chief Consumer Business Officer in 2011 and 
eventually the Chief Executive Officer of the 
company between 2013 and 2016. 

Before Vodafone, Gokhan was in senior 
marketing as well as general management 
roles with a number of large and well-known 
companies like Danone and Procter & Gamble, 
holding positions that had domestic and global 
responsibilities in Turkey, US and France. 

Gokhan has an Industrial Engineering degree 
from the Bogazici University of Turkey, as well as 
an MBA from the University of Illinois at Chicago.

Wayne’s career covers over 30 years of 
increasingly senior roles in telecommunications, 
technology, media, professional services and 
investment banking. He has vast experience in 
transforming complex businesses to improve 
their competitive position and to focus them 
on delivering outstanding customer service. 
His 20-year career at Telstra included global 
scale strategic, commercial and leading roles 
particularly in Telstra’s Initial Public Offering and 
secondary market offering valued at over A$30 
billion. Wayne has also played key roles in driving 
major transformation programmes at Telstra. 

Before joining Maxis, Wayne held a number of 
senior finance roles including Chief Operating 
Officer and Chief Financial Officer of KPMG 
Australia, where he led the transformation of 
KPMG’s business model in the country. He 
was also a key member of KPMG’s Global & 
ASPAC Committees and its Global IT Steering 
Committee. 

Wayne is a graduate of Harvard Business 
School’s Advanced Management Programme. 
He holds an MBA from the University of 
Melbourne as well as a Master’s degree in 
Practicing Accounting from Monash University 
and Bachelor of Architecture (Hons) degree from 
Deakin University. He is a Fellow of Certified 
Public Accountant (CPA) Australia, a Fellow 
of the Financial Services Institute of Australia, 
a Certified Management Accountant (CMA) 
Australia and a Member of the Australian 
Institute of Company Directors. 

Mariam is responsible for Corporate Affairs 
for the organisation, providing strategic 
communications counsel to the Management 
Team and overseeing implementation of all 
internal and external communications strategies, 
policies and procedures, including media 
management, employee volunteerism and 
sustainable corporate responsibility activities. 
She also delivers a coordinated effort in 
managing stakeholder relations across the 
Regulatory and Government Engagement 
functions of the organisation.

She has over 25 years of experience and 
prior to joining Maxis in September 2010, she 
served as Vice President, Group Corporate 
Communications in Telekom Malaysia Berhad. 
Prior to that, she served as Head of Group 
Corporate Communications and Investor 
Relations in Amanah Capital Partners Berhad, and 
later as the General Manager of Group Corporate 
Communications in United Engineers (Malaysia) 
Berhad/UEM World Berhad.

Mariam holds a Bachelor of Business in Business 
Administration degree with Distinction from RMIT 
University in Melbourne, Australia and a Diploma 
in Public Relations from the Institute of Public 
Relations Malaysia (IPRM).

Age: 51 Nationality: Turkish
Date of Appointment: 
1 May 2019

Age: 57 Nationality: Malaysian
Date of Appointment: 
1 May 2019

Age: 65 Nationality: Australian
Date of Appointment: 
1 May 2018

GOKHAN OGUT
Chief Executive Officer & 
Acting Chief Marketing Officer

WAYNE TREEBY
Chief Financial Officer & 
Chief Strategy Officer

MARIAM BEVI BINTI BATCHA
Chief Corporate Affairs Officer
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Age: 59 Nationality: Malaysian
Date of Appointment: 
10 June 2013

Age: 55 Nationality: Australian
Date of Appointment: 
1 August 2018

Age: 41 Nationality: Malaysian
Date of Appointment: 
2 September 2019

Paul is responsible for the Enterprise and 
Wholesale Business (Maxis Business), servicing 
Maxis corporate, government, small and medium 
enterprise (SME), wholesale customers. 

He joined Maxis in August 2018 as the Head 
of Enterprise and comes with over 30 years 
of experience building multinational business 
units across Australia and Asia Pacific, within 
the telecommunications, IT outsourcing, and 
enterprise software sectors. Prior to joining 
Maxis, Paul was the Managing Director, of the 
Journey to Cloud Business with Accenture 
Australia and New Zealand, building the 
Accenture cloud migration, management and 
advisory services business in ANZ. 

Prior to Accenture, Paul spent eight years 
at Telstra as a member of the Telstra Senior 
Management team, leading during this time, a 
number of key businesses ranging in size from 
$1B-$4B Aus. He was tasked with re-igniting 
growth and transforming their underlying 
performance. During this time he also founded 
and successfully launched Telstra’s new Enterprise 
ICT and cloud services business, serving 
corporate and government clients initially in 
Australia and then later across Asia, overseeing 
exponential growth over 3 years and the business 
grow to become a $1.3B division with Telstra 
and the second largest ICT service company in 
Australia. Earlier experiences include executive 
and country leadership roles within global 
multinational companies such as EDS, PeopleSoft, 
Sun Microsystems, Siemens and Philips.

Paul holds a Higher National Diploma in Electrical 
& Electronic Engineering from the University of 
West Scotland.

PAUL MCMANUS
Chief Enterprise Business Officer

Natalia joined Maxis in September 2019. 
Natalia provides overall strategic leadership 
on people matters as the leader of the People 
& Organisation (P&O) Division in Maxis, 
which consists of Human Resources (HR) and 
Corporate Services (CS) teams. Her focus is on 
strengthening the P&O Division in Maxis as a 
key business enabler with strong foundations 
in people-related processes and policies, whilst 
attracting the right talent, building the right 
capability and engaging employees.
 
Prior to joining Maxis, Natalia was the Asia 
Pacific HR Leader for Micro Focus, a UK-based 
technology company. She has worked with  
Zaid Ibrahim & Co (ZICO Law), United Nations, 
CIMB and Hewlett Packard (HP).
 
She has played several integral HR leadership 
roles, including as Country HR Leader, Regional 
HR Leader and Global HR Business Partner 
where she led a number of HR transformation 
programs as well as global merger and 
divestiture deals. She also led successful labour 
relations negotiations across Asia Pacific and 
developed HR programmes including talent and 
employee relations programmes.
 
Natalia graduated from Staffordshire University 
in the UK with a Law Degree (LLB) and was 
admitted as an advocate and solicitor in Malaysia 
in 2004.

Lay Han leads a team focusing on Channel, 
Customer Service and Supply Chain 
Management.

Lay Han joined Maxis in October 1999 as Head 
of Sales and Distribution and was subsequently 
appointed as Head of Channel Distribution and 
Customer Service in February 2004, and later 
as Head of Consumer Marketing in September 
2006. In September 2009, he was appointed 
Head of Planning and in mid-2010, he took 
charge of the Business Transformation portfolio. 
On 10 June 2013, he was appointed as Head of 
Sales & Service.

Prior to joining Maxis, he was General Manager 
at Tanjong Golden Village Sdn. Bhd. (now known 
as TGV Cinemas Sdn. Bhd.). He was also involved 
in various business development projects for 
Tanjong Plc., including the establishment of 
the TGV business. He was previously with BP 
Malaysia Sdn. Bhd., where he held various 
marketing and operations positions during his 
nine years there.

Lay Han holds a Bachelor of Engineering from 
the Royal Melbourne Institute of Technology 
and a Master’s in Business Administration from 
Cranfield School of Management.

TAN LAY HAN
Chief Sales & Service Officer

NATALIA NAVIN
Chief Human Resource Officer

Maxis Management Team
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Maxis Management Team

Karim is responsible for the 
development, implementation, and 
operation of Maxis quality network 
leadership with pivotal focus on 
delivering unmatched customer 
experience.

Karim rejoined Maxis in January 2014 
as the Head of Network all the way 
from Bangkok, where he held Senior 
Vice President Network Services 
position in DTAC Thailand with 
primary role to support business while 
developing the local engineers. He 
has over 25 years of vast experience 
in both Network and IT system for 
Mobile and Fixed communication.

He was among the pioneers of 
Binariang team (later known as 
Maxis) who planned and built the 
2G network in 1994 before taking up 
DiGi’s role in 2002 as Senior Radio 
Frequency Manager, promoted to the 
Head of Network Planning and Head 
of Network Engineering in 2005 and 
2008 accordingly. His last position 
with DiGi prior to the Bangkok 
assignment in 2010 was Deputy Chief 
Technical Officer with additional role 
as Program Director in Celcom - DiGi 
sites infrastructure consolidation and 
fiber collaboration projects.

Karim graduated from University 
Malaya, Kuala Lumpur with First 
Class Honors bachelor’s degree 
in Electrical Engineering in 1994. 
He was the recipient of Rulers 
Education Award 1994 and Tunku 
Abdul Rahman Medal 1995. 

ABDUL KARIM FAKIR BIN ALI
Chief Network Officer

Other information in respect of Maxis Management Team (MMT):
1. The MMTs comprise the persons defined as key senior management under Para 4A, Appendix 9C MMLR, that is persons who are primarily 

responsible for the business operations of the Maxis Group’s core business and principal subsidiaries.
2. None of the MMT have any family relationships with any directors and/or major shareholders of the Company.
3. None of the MMT have any conflict of interests with the Company.
4. None of the MMT have any convictions for offences within the past five years (other than traffic offences, if any).
5. None of the MMT have any public sanctions and/or penalties imposed on them by any regulatory bodies during the financial year ended  

31 December 2020.

Age: 50 Nationality: Malaysian
Date of Appointment: 
1 December 2020

Morten is responsible for the 
development and operations of 
the Maxis telecommunications 
and IT networks. He brings over 
24 years of experience in the 
telecommunications industry with 
16 years in various network roles. 
In February 2014, he joined Maxis 
as the Chief Technology and 
Information Officer. 

Prior to joining Maxis, Morten was 
Senior Vice President for Network 
Planning and Build with TDC, 
Denmark, responsible for planning, 
designing and building mobile, fixed 
and coax networks. Prior to that, he 
held various roles in TDC, including 
Chief Information Officer, Head of 
Network Development and Strategy 
as well as Head of Market Support. 
Before TDC, Morten held several 
roles at Ericsson Denmark, Sweden 
and UK. Morten holds a Master in 
Mathematics and Economics from 
Aarhus University, Denmark. 

Morten was the Chief Technology 
and Information Officer (CTIO) for the 
better part of the year and as of  
1 December 2020, the CTIO’s portfolio 
was split between Rob Sewell, Abdul 
Karim and May Ching. Abdul Karim 
and May Ching were appointed as 
MMT on 1 December 2020.

MORTEN BANGSGAARD
Chief Technology &  
Information Officer

Age: 51 Nationality: Danish
Date of Appointment: 
3 February 2014 - 30 Nov 2020

NG MAY CHING
Chief Information Officer

May Ching is responsible for 
Digital, Data and Analytics, 
Cybersecurity and the development, 
implementation and operations of 
IT functions, Digital and Business IT 
transformation programmes in Maxis. 

Since joining Maxis in 2013, she 
has made significant contributions 
in business IT delivery where she 
was responsible for driving product 
and channels development, delivery 
across company wide information 
systems support, business support 
systems transformation, establishing 
the Center of Excellences for Digital, 
Big Data, Advanced Analytics 
and starting the Robotics Process 
Automation and Cloud practices in 
Maxis. She drives the transformation 
and digitalisation of customer 
experience through cloud at Maxis. 

Prior to joining Maxis, May Ching 
was the Managing Director in 
Accenture Malaysia for Client 
Service Delivery within ASEAN 
Technology Growth Platform 
& Communications Media and 
Technology for the Philippines and 
Malaysia. May Ching spent 19 years 
in Accenture and has extensive 
experience in technology delivery, 
IT transformation, business and IT 
solutions delivery and consulting 
for communications providers, and 
other cross-industry clients in the 
region for Accenture. 

May Ching graduated from Monash 
University in Melbourne, Australia, 
with First Class Honors bachelor’s 
degree in Electrical and Computer 
Systems Engineering

Age: 49 Nationality: Malaysian
Date of Appointment: 
1 December 2020

Rob leads the Technology Strategy 
Division which drives key strategic 
initiatives for Maxis, champions 
Innovation and guides Maxis 
network evolution to sustain and 
extend our leadership in technology, 
cost efficiencies and unmatched 
customer experience. 

Rob joined Maxis in August 2018 
as the Head of Corporate Strategy 
and was appointed to the Chief 
Digital and Transformation Officer 
role in May 2019. He brings over 
25 years of experience in the 
telecommunications industry, with 
experience in ‘incumbent’ as well as 
‘challenger’ operators and in leading 
strategy, delivery and operations 
across the full suite of IT and 
network technologies. 

Before Maxis, Rob held the position 
of Chief Information Officer (CIO) 
and Head of Network Planning in an 
Indian telecommunications company, 
driving major improvements in 
productivity. Prior to that, Rob was 
with Telstra Australia for 18 years, 
where he served as Director of Voice 
& Convergence and subsequently, 
Director of Architecture. 
His time in Telstra started in 
Research & Development before 
transitioning into delivery and then 
transformational engineering roles. 

Rob holds a Bachelor of Engineering 
(Hons) and a Bachelor of Science, 
from the University of Western 
Australia.

ROB SEWELL
Chief Digital & Transformation Officer/
Chief Technology Strategy Officer

Age: 47 Nationality: Australian
Date of Appointment: 
1 May 2019
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Maxis Senior Management Profiles

Dipa has over 27 years of experience in corporate secretarial and governance matters in various 
public listed and private companies, and is qualified to act as a Company Secretary under Section 
235(2) of the Companies Act 2016. As Company Secretary of the Maxis Berhad Group, Dipa provides 
active support to the Chairman, Directors, the Board, Board Committees and Management. She holds 
a Bachelor of Laws (LL.B) from the University of Leicester, United Kingdom, a Masters in Law (LL.M) 
from University Malaya, Certified Diploma in Accounting and Finance from the Association of Chartered 
Certified Accountants, Graduateship of the Institute of Chartered Secretaries and Administrators, 
Certificate of Legal Practice and is a non-practising Advocate and Solicitor of the High Court of Malaya. 
Dipa is a Graduate of the Australian Institute of Corporate Directors, Fellow of the Malaysian Institute 
of Chartered Secretaries and Administrators (MAICSA) and sits as a member of the respective Technical 
Compliance and Governance, and Thought Leadership Committees, and Corporate Governance Task 
Force of MAICSA.Age: 51 Nationality: Malaysian

Date of Appointment: 
7 August 2009

DIPAK KAUR (DIPA) 
Company Secretary

Shafik joined Maxis in April 2014 as the Head of Internal Audit, now known as Internal Assurance, 
responsible for leading the independent Internal Audit function that reports functionally to the Audit 
Committee and administratively to the CEO. 

Shafik brings more than 20 years of extensive work experience in various industries spanning 
telecommunication, IT outsourcing and fast moving consumer goods, in various roles covering 
telecommunications operations, project management and internal auditing. Shafik holds a Bachelor’s 
degree in Information Systems Engineering from Imperial College of Science Technology & Medicine, 
London and is a Certified Information Systems Auditor (CISA), Certified PRINCE2 Project Management 
Professional and Certified ScrumMaster (CSM) for Agile.

Prior to joining Maxis, he was the Head of Internal Audit at Robi Axiata Limited, a subsidiary of Axiata 
Group in Bangladesh. Prior to that, he was with various multi-national and local companies at varying 
regional and global leadership roles, responsible for operations and audit throughout his career.

Age: 45 Nationality: Malaysian
Date of Appointment: 
15 April 2014

SHAFIK AZLEE BIN MASHAR 
Head of Internal Assurance
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Financial Highlights

2020 2019(1) 2018
2020-2019 

YoY Change

FINANCIAL RESULTS
Financial Indicators (RM’m)
Revenue  8,966  9,313  9,192 -3.7%
Service revenue(2)  7,725  7,797  8,068 -0.9%
EBITDA(3)  3,759  3,891  3,799 -3.4%
Normalised EBITDA(4)  3,814  3,926  3,843 -2.9%
Profit Before Tax (PBT)  1,852  2,027  2,369 -8.6%
Profit After Tax (PAT)  1,382  1,512  1,780 -8.6%
Normalised PAT(5)  1,378  1,493  1,768 -7.7%
Profit attributable to equity holders of the Company  1,382  1,512  1,780 -8.6%

Financial Ratios
EBITDA margin (%) 41.9% 41.8% 41.3%
Normalised EBITDA margin on service revenue (%) 49.4% 50.4% 47.6%
PBT margin (%) 20.7% 21.8% 25.8%
PAT margin (%) 15.4% 16.2% 19.4%
Normalised PAT margin on service revenue (%) 17.8% 19.1% 21.9%
Interest cover ratio  4.6  4.7  7.0 
Earnings per share (sen)
- basic  17.7  19.3  22.8 
- fully diluted  17.7  19.3  22.7 
Dividends per share (sen)(6)  17.0  20.0  20.0 

FINANCIAL POSITIONS
Financial Indicators (RM’m)
Equity attributable to equity holders of the Company  7,050  7,001  7,149 
Total assets  21,932  22,323  19,805 
Total borrowings(7)  9,780  9,930  7,639 

Financial Ratios
Return on invested capital (%) 10.4% 12.1% 14.5%
Return on average equity (%) 19.7% 21.4% 25.3%
Return on average assets (%) 7.9% 9.1% 10.7%
Gearing ratio  1.28  1.34  0.99 
Net assets per share attributable to equity holders of the 

Company (RM)  0.90  0.90  0.91 

Notes:
(1) The comparative results were restated due to the adoption of International Financial Reporting Interpretations Committee Agenda Decision 

(IFRIC AD) - Lease.
(2) Service revenue is defined as Group revenue excluding device revenue and network income.
(3) Defined as profit before finance income, finance costs, tax, depreciation, amortisation and allowance for write down of identified network costs.
(4) Exclude below items for the respective years:

(a) Year 2020 - RM55 million comprising unrealised foreign exchange gains of RM5 million offset by upfront spectrum assignment fees 
charged out of RM60 million.

(b) Year 2019 - RM35 million comprising unrealised foreign exchange gains of RM25 million offset by upfront spectrum assignment fees 
charged out of RM60 million.

(c) Year 2018 - RM44 million comprising unrealised foreign exchange gains of RM16 million offset by upfront spectrum assignment fees 
charged out of RM60 million.

(5) Exclude below items (after tax effects) for the respective years:
(a) Year 2020 - RM4 million unrealised foreign exchange gains.
(b) Year 2019 - RM19 million unrealised foreign exchange gains.
(c) Year 2018 - RM12 million unrealised foreign exchange gains.

(6) Dividends per share consist of interim dividends declared and proposed in respect of the designated financial years.
(7) Include derivative financial instruments designated for hedging relationship on borrowings.
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Group Quarterly Financial Performance

2020

In RM’m
First 

Quarter
Second 
Quarter

Third 
Quarter

Fourth 
Quarter

Year 
2020

Revenue  2,341  2,151  2,213  2,261  8,966 
Service revenue  1,940  1,900  1,940  1,945  7,725 
EBITDA  944  938  953  924  3,759 
Normalised EBITDA  962  946  967  939  3,814 
PBT  474  457  490  431  1,852 
PAT  357  342  364  319  1,382 
Normalised PAT  359  337  363  319  1,378 
Profit attributable to equity holders of the 

Company  357  342  364  319  1,382 
Earnings per share - basic (sen)  4.6  4.4  4.6  4.1  17.7 
Dividends per share (sen)(1)  4.0  4.0  4.0  5.0  17.0 

2019(2)

In RM’m
First 

Quarter
Second 
Quarter

Third 
Quarter

Fourth 
Quarter

Year 
2019

Revenue  2,232  2,206  2,285  2,590  9,313 
Service revenue  1,947  1,918  1,940  1,992  7,797 
EBITDA  982  978  986  945  3,891 
Normalised EBITDA  991  985  1,005  945  3,926 
PBT  542  536  480  469  2,027 
PAT  407  395  357  353  1,512 
Normalised PAT  402  389  360  342  1,493 
Profit attributable to equity holders of the 

Company  407  395  357  353  1,512 
Earnings per share - basic (sen)  5.2  5.0  4.6  4.5  19.3 
Dividends per share (sen)(1)  5.0  5.0  5.0  5.0  20.0 

2018

In RM’m
First 

Quarter
Second 
Quarter

Third 
Quarter

Fourth 
Quarter

Year 
2018

Revenue  2,237  2,246  2,264  2,445  9,192 
Service revenue  1,980  2,013  2,027  2,048  8,068 
EBITDA  1,023  989  1,025  762  3,799 
Normalised EBITDA  1,020  1,007  1,047  769  3,843 
PBT  693  635  677  364  2,369 
PAT  523  478  513  266  1,780 
Normalised PAT  510  480  518  260  1,768 
Profit attributable to equity holders of the 

Company  523  478  513  266  1,780 
Earnings per share - basic (sen)  6.7  6.1  6.6  3.4  22.8 
Dividends per share (sen)(1)  5.0  5.0  5.0  5.0  20.0 

Notes:
(1) Dividends per share consist of interim dividends declared and proposed in respect of the designated financial periods/years.
(2) The comparative results were restated due to the adoption of IFRIC AD - Lease.
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Property,  plant and equipment  
(RM’m)

4,931 2019: 4,922

Intangible assets  
(RM’m)

11,461 2019: 11,310 

Right-of-use assets  
(RM’m)

1,767 2019(1): 1,918

Receivables,  deposits and 
prepayments (RM’m)

3,020 2019: 3,573 

Deposits ,  cash and bank 
balances (RM’m)

735 2019: 582

Other assets  
(RM’m)

18 2019: 18

Total Assets

12,00010,0008,0006,0004,0002,0000

4,931 (22.5%)

4,922 (22.0%)

11,461 (52.3%)

11,310 (50.7%)

3,020 (13.8%)

3,573 (16.0%)

735 (3.3%)

582 (2.6%)

18 (0.1%)

18 (0.1%)

2020

2019
Deposits ,  cash 
and bank balances

Intangible assets

Other assets

Right-of-use assets

Receivables,  deposi ts 
and prepayments

Property,  p lant 
and equipment 

Group Statement of Financial Position

Note:
(1) The comparative was restated due to the adoption of IFRIC AD - Lease.

1,918 (8.6%)

1,767 (8.0%)
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Reserves
(RM’m)

4,503 
2019(1): 4,469

Share capital
(RM’m)

2,547
2019: 2,532

Payables and 
accruals (RM’m)

4,185
2019(1): 4,601 

Taxat ion and deferred 
tax l iabi l i t ies (RM’m)

439
2019(1): 325

Borrowings 
(RM’m)

9,763
2019(1): 9,924

Provis ions for  l iabi l i t ies 
and charges (RM’m)

456
2019: 438

Other l iabi l i t ies 
(RM’m)

39
2019: 34

Total Equity and Liabilities

10,0008,0006,0004,0002,0000

325 (1.5%)

439 (2.0%)

9,924 (44.5%)

9,763 (44.5%)

438 (2.0%)

456 (2.1%)

34 (0.1%)

39 (0.2%)

4,469 (20.0%)

4,503 (20.5%)

2.532 (11.3%)

2,547 (11.6%)

4,601 (20.6%)

4,185 (19.1%)

2020

2019
Borrowings

Share capita l Taxat ion and deferred 
tax l iabi l i t ies

Reserves

Provis ions for 
l iabi l i t ies and charges

Payables and accruals

Other l iabi l i t ies

Group Statement of Financial Position

Note:
(1)  The comparative was restated due to the adoption of IFRIC AD - Lease.
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Bringing the

Best of  
Technology  
and Solutions  
to empower businesses to  
Always Be Ahead
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Chairman’s Statement

As the leading converged solutions company in 
Malaysia, I am immensely proud to say that Maxis rose 
to the occasion and leveraged the power of technology 
to help families and loved ones stay in touch with one 
another, empower businesses, both large and small, 
to continue to function throughout 2020, as well as to 
equip our medical frontliners with the connectivity they 
needed to assist those who have been impacted during 
this COVID-19 pandemic.

I would like to record my heartfelt appreciation to all our 
employees who stepped up their efforts to adapt to the 
extraordinary demands, and particularly our frontliners 
who ensured that services remain uninterrupted for 
consumers and businesses across the nation.

We knew that we needed to continue functioning 
effectively and efficiently, while ensuring that our 
employees were able to work safely. Our robust 
Business Continuity Plan (BCP) which was activated 
immediately helped us to address the situation quickly. 
On the organisational front, we continued to build 
the right structure, culture and capabilities. We also 
redefined work by introducing new ways of working and 
operating in Maxis, spanning the entire organisation 
from Board level right down to our newest recruits. It 
was remarkable to see all our employees adapting to 
the new normal so rapidly and the transformation we 
experienced was phenomenal.

Dear Valued Stakeholders, 

2020 has been an extremely chal lenging 
year for  a l l  of  us as c i t izens of  the world. 
We l ive in unprecedented t imes as al l  of  us 
have been direct ly  or  indirect ly  af fected by 
COVID-19.  For many,  l ivel ihoods have been 
disrupted as economies have been upended 
beyond our expectat ion.  Thankful ly,  we 
l ive in an era where technology plays such 
a cr i t ical  role in our l ives and,  together 
with our digi ta l  mindset and capabi l i t ies , 
i t  helped us adapt and transi t ion into the 
new normal  quickly.  Whi le we could not 
have predicted what happened last  year, 
we were able to stay focused on execut ing 
our strategy and reaff i rm our commitment to 
providing the best  connect iv i ty  and solut ions 
for  our customers.

“The Board of Directors, the 
Management and employees 
of Maxis remain committed to 
Maxis’ ambition to be Malaysia’s 
leading converged solutions 
company. We are confident 
that this commitment as 
well as our focus on our 
growth strategy will 
enable us to emerge 
strongly in the year 
to come.”
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As the nation adjusted to the colossal shift in the way 
we worked, studied, and connected with one another, 
the critical role of technology and connectivity had 
accelerated. The formation of the National Digital 
Infrastructure Laboratory (NDIL) by the Government to 
create Jalinan Digital Negara (JENDELA) plan was timely. 
Together with our fellow industry players, we were 
intimately involved in these discussions to deliver better 
quality connectivity and coverage to all Malaysians.

Year in Review

As we look back, 2020 was also a momentous year 
for Maxis, as we celebrated our 25th anniversary. 
In conjunction with this and the 63rd Merdeka Day 
celebration in August, we launched our new brand 
purpose: To bring together the best of technologies to 
help people, businesses and the nation to Always Be 
Ahead in a changing world. 

This new brand purpose signifies the intertwining of 
Maxis’ and Malaysia’s past, present and future journey 
together in this rapidly evolving digital age. The spirit 
behind the brand purpose is about embracing change, 
growth, discovering and finding new ways of doing 
things through technology. 

We are pleased that, guided by our refreshed culture 
programme called MaxisWay 2.0, we continued to 
maintain high engagement scores, and that employees 
have continued to develop and upskill themselves 
throughout the year.

In terms of our performance, we have been resilient 
in 2020 despite the impact of COVID-19. We also 
managed to solidify our leadership in our core mobile 
business and saw continued growth in fibre. We 
introduced a slew of enterprise solutions to businesses 
through strategic partnerships with renowned players. 
We also made inroads in the use of big data analytics 
and enhanced our digital channels to improve our 
overall customer experiences. As a result of all these 
efforts coupled with our agility and prudence during a 
challenging year, we were able to ensure stability in our 
business performance and financials.

We were pleased to have been able to leverage the 
power of technology and connectivity to host our 
first ever virtual AGM in 2020, as a demonstration 
of our continued commitment to our shareholders in 
fulfilling our duty to them despite the unprecedented 
circumstances and importantly, in ensuring their utmost 
safety and wellbeing. We recognise the importance 
of dividends to our shareholders and the decision to 
reduce dividends in 2020 was not easy. Nevertheless, 
this reduction enabled Maxis to maximise its support for 
all individuals, businesses and communities in Malaysia 
and at the same time, preserve an optimal capital 
structure to ensure the sustainability of our business 
during this time of uncertainty.

Our Corporate Responsibility

In 2019, we introduced our 1% profit before tax (PBT) 
pledge for community and sustainability initiatives. This 
continued in 2020, where we committed to create a 
positive and sustainable impact for all our stakeholders 
while helping those who are truly in need.

Our passion in education is driven by our flagship 
community programme, eKelas, which continues 
to break the barriers to digital learning for rural 
communities through free access to quality education 
content based on the Malaysian School Syllabus. Maxis 
eKelas continues to see steady progress. There are 
26,000 students now connected to the programme via 
the eKelas portal, and we are proud to see it growing 
from strength to strength, with further expansion into 
schools already well underway. In 2020, we awarded 
the Anugerah Gemilang (student grant award) to 75 
most improved eKelas students, triple the number of 
recipients from the previous year.

As COVID-19 continued to take a toll on communities, 
Maxis stepped up to support the Government in many 
initiatives to combat the COVID-19 pandemic, as well 
as to ease the burden of the people and businesses 
in Malaysia. Working with the Ministry of Health and 
authorities, we provide connectivity services, and 
collaborated with State Governments to provide 
communications support especially for SMEs. Together 
with the industry, Maxis provided free daily 1GB of data 
to all customers who were also able to access important 
health websites, hotlines and education platforms for 
free. For our eKelas students, they were able to continue 
learning during the MCO with no data charges when 
using the eKelas portal at home or from their mobile. We 
also ramped up digital engagement through the portal, 
where students were able to interact with the portal’s 
Community Manager for guided learning. 

As part of an industry effort through the ‘To Malaysia 
With Love’ campaign, an initiative driven by MCMC, Maxis 
pledged RM1 million via the GLC/GLIC Disaster Response 
Network (GDRN) for COVID-19. Half of this amount was 
recently donated to Yayasan Kebajikan Negara (YKN) 
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to provide food aid in various phases to communities 
impacted not just by COVID-19 but also floods.

To provide a platform for our employees to give back 
to society, we continued to encourage volunteerism 
and active community service through our M Squad, 
especially in this COVID-19 pandemic environment. 
The programmes we undertook especially during the 
festive charities, not only had to meet the needs of the 
communities, but carried out under strict adherence to 
Standard Operating Procedures (SOPs) to ensure that 
our employees were protected at all times. 

We are extremely proud to have employees with a 
socially responsible mindset. They have continued 
to show dedication and passion in creating positive 
impact and giving back to the communities. I would like 
to thank our dedicated volunteers who sacrificed their 
time and energy for these initiatives.

In line with our promise and commitment to build tech-
savvy and forward-thinking leaders, I am pleased that 
we launched three new scholarships to support the 
aspirations of bright and deserving young individuals 
last year. The scholarships were Maxis Women in Tech 
Undergraduate; Maxis Tech Undergraduate; and the 
Maxis Young Leaders Undergraduate.

We remain in compliance with the Bursa Malaysia’s 
Listing Requirements and committed to the Malaysian 
Code of Corporate Governance (MCCG) 2017. On  
1 June 2020, the new provision on corporate liability 
for corruption offences under the Malaysian Anti-
Corruption Commission (MACC) Act 2009 (MACC 
Act) came into effect. In line with this, Maxis further 
strengthened its existing policies and procedures on 
anti-bribery and corruption by implementing the Maxis 
Anti-Bribery and Corruption (MABC) system based 
on the Guidelines of Adequate Procedures issued 
by the Prime Minister’s Department. To reinforce our 
commitment to conducting business professionally, 
ethically, with the highest standard of integrity, and in 
full compliance with all anti-bribery and corruption laws, 
the Board has endorsed an Integrity Pledge which sets 
out our stance against bribery and corruption. 

In 2020, we continued to follow the Integrated Annual 
Report (IAR) format first introduced in 2019. The aim 
was to provide a transparent disclosure of Maxis’ 
objectives, strategies and performance, one that 
described a clear picture of the value we had created 
over the course of the year.

Future Outlook

While Malaysia’s economic performance and recovery 
remains slow with a level of uncertainty, we believe 
that COVID-19 has accelerated the digital economy in 
Malaysia and is creating a real impetus for businesses 
to adopt digitalisation in an IR4.0 era. 

In this respect, the Board of Directors, Management 
and employees of Maxis remain committed to Maxis’ 
ambition to be Malaysia’s leading converged solutions 
company. We are confident that this commitment as 
well as our focus on our growth strategy will enable us 
to emerge strongly in the year to come.
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How Our 
Strategy Helped 
Our Business 
Growth during 
COVID-19

2020 Highlights

CEO’s Statement

The result is that global players have reached an inflection point in terms 
of finding a successful operating model from which to operate. In Malaysia, 
Maxis began 2020 by observing an increased interconnectivity between 
mobile and fixed players, commonly known as the convergence market. 
We also saw the rapid increase in digitalisation efforts in enterprises 
and a greater demand for increased speeds, wider coverage and stable 
connectivity.

COVID-19 is a global phenomenon that descended on all businesses 
so suddenly that its impact cannot be overstated. It intensified the 
pressure on the Malaysian economy as well as the challenge that the 
telecommunications industry faced as essential service providers. Despite 
the extraordinary circumstances, we remained focused on our growth 
strategy and commitment to bringing together the best of technologies to 
enable people, businesses and the nation to Always Be Ahead in a changing 
world. The collective will of our employees and our agility to respond to the 
circumstances enabled us to rise above this enormous challenge to bring the 
best network experience and connectivity to our customers.

From the onset of COVID-19, our robust Business Continuity Plan (BCP) 
was activated and enhanced, with the highest priority on the health, safety 
and wellbeing of our employees, customers and members of the public. 

Dear Stakeholders, 

Without doubt ,  2020 wi l l  be remembered as one of  the 
most chal lenging years for  us in our history.  Global ly, 
the telecommunicat ions industry had already been under 
pressure due to increased competi t ion.  Many players 
exper ienced f lat  or  decl in ing revenues whi le having to boost 
investments to grow their  network footpr int  and introduce 
new services to the market .

Areas We Doubled Down

• Accelerated home broadband 
connectivity

• Positioned Maxis Business
• Expanded and prioritised 

digital channels, while 
maintaining our network and 
technology leadership

• For our employees, we 
continued to nurture and 
cultivate a strong MaxisWay 
culture

COVID-19 Business 
Continuity Plan 

Managing the Crisis and 
Business Reconfiguration. 
• We prioritised the safety of our 

people, our customers, and 
their communities

• Focused on providing 
reliable connectivity and an 
unmatched personalised 
experience for our customers

“Despite the extraordinary 
year, we remained focused 
on our growth strategy and 
commitment to bringing 
together the best of 
technologies to enable people, 
businesses and the nation 
to Always Be Ahead in a 
changing world.” 

Financials 

Revenue

RM8,966 million

million

EBITDA

RM3,759

million

OFCF

RM3,639
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Following the announcement of the first Movement 
Control Order (MCO) by the Government, we stepped 
up our measures to mitigate the impact. As Maxis 
is listed under the essential services category, we 
continued with full operations although our BCP 
included the requirement for employees to work 
from home. As such, we ensured that they were well 
equipped with support and collaboration tools to 
continue business as usual and to meet the needs of 
our customers.

Meanwhile, our frontliners with customer facing and 
critical office functions who continued to perform their 
jobs with split shifts and/or locations where possible, 
were given full support with all necessary precautions 
to minimise any risks, including providing face masks, 
hand sanitisers, increased sanitisation at all Maxis 
Centres and temperature screening at entrances of all 
our premises. 

For our customers, we helped them stay connected safely 
at home. Measures were put in place to ensure that our 
fixed and mobile networks remained uninterrupted so 
that we could meet the dramatically increasing needs of 
people and businesses in the country.

We launched several key initiatives under our 
#KitaSapotKita campaign, including free daily 1GB 
Internet for our customers Along with this, we provided 
zero-rated calls and free access for important hotline 
numbers and selected websites, as well as free trials on 
collaboration tools and mobility solutions to help with 
business continuity. As mentioned by our Chairman,  

we ensured that our eKelas students were able to 
continue learning from home with zero data charges for 
use of the eKelas portal.

Free access to Hotlink Postpaid plans for healthcare 
frontliners were also made available. Meanwhile, we  
co-created hundreds of business and entertainment 
content in collaboration with key influencers and 
business owners. Webinars were organised where we 
shared tips and strategies to help SMEs pull through 
this time of economic difficulty.

Working with the Ministry of Health, we equipped 
two hospitals with devices and connectivity, while 
we provided the Selangor State Government with 
communications support for its e-Bazaar initiatives for 
small businesses during Ramadan. 

During the MCO, Maxis Stores nationwide continued 
to operate, adhering to the Government’s Standard 
Operating Procedures (SOPs) and guidelines from our 
own BCP. However, we encouraged our customers to 
continue to access our digital services via the Maxis, 
Hotlink and Hotlink Postpaid apps for transactions 
and access to content, while our customer service call 
centres remained active with SOPs in place. 

As people stayed, learnt and worked from home, 
we experienced a huge surge in data traffic driven 
mainly by increased activities around browsing, 
video streaming, instant messaging and collaboration 
tools. This sudden shift put the entire national 
telecommunications infrastructure under enormous 
strain. The Government, together with all industry 
players, had to come together to address the new 
normal by rolling out a national plan to provide 
improved quality of broadband and digital services. 

As a result, the National Digital Infrastructure Lab (NDIL) 
was formed, which then led to the creation of Jalinan 
Digital Negara Plan (JENDELA) with aspirations to deliver 
seamless digital connectivity for all Malaysians. Together 
with the industry, we participated alongside MCMC in the 
NDIL to develop a comprehensive digital infrastructure 
plan to pave the way for high quality broadband service 
coverage, as well as prepare the country for a steady 
transition into 5G technology deployment. 

We will continue to work with the Government in its 
ambition towards becoming a globally competitive, 
robust, resilient and an enriched digital society, 
demonstrated by the launch of the MyDIGITAL 
initiative and Malaysia Digital Economy Blueprint. 
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Also, continued engagement with the Malaysian 
Communications and Multimedia Commission (MCMC) 
to get more details on the Government-owned 5G 
Special Purpose Vehicle and how we can contribute 
to move forward in the right direction on our shared 
ambition for a 5G-connected Malaysia.

Financial Performance

Despite COVID-19, Maxis performed relatively well due 
to our agile and prudent response. We focused on cash 
management and a credit collections programme in 
place using data analytics. 

Despite market challenges, we recorded an underlying 
service revenue of RM7,725 million. We delivered a 
normalised EBITDA of RM3,814 million, with a solid 
normalised EBITDA margin on service revenue of 49.4%. 

No doubt, the COVID-19 pandemic saw Maxis 
experiencing higher pressure on prepaid and roaming 
revenues as well as lower traffic to its retail points, 
but also stronger demand for connectivity as a result 
of work from home arrangements and accelerated 
digitalisation by enterprises. Mobile data traffic surged 
with a blended average of 20.75GB a month, an 
increase of 38.42% year-on-year. 

Please refer to our Management Discussion and 
Analysis on pages 40 to 46 of this IAR for a more 
detailed analysis of our financial performance.

Strategy Update

In 2019, we introduced our long-term strategy called  
MAX Plan, which clearly charts focus areas within three 
strategic pillars to guide us towards our vision of being 
Malaysia’s Leading Converged Solutions Company. 
 

CEO’s Statement

M
MAXIS FOR ALL

A
ACHIEVE UPE(1)

X
MAXIS WAY 

Our MAX Strategy

Our MAX Strategy 

Be the Leading Converged Solutions 
Company in Malaysia

Given the extraordinary year we had in 2020, we 
doubled down our initiatives and efforts in key 
areas under the MAX Plan. We accelerated home 
broadband connectivity and target the enterprise 
market specifically to spur revenue growth. To do 
this effectively, we positioned Maxis Business as the 
preferred technology partner for Malaysian businesses.

We also expanded and prioritised our digital channels 
such as sales, services and distribution, while 
maintaining our network and technology leadership.  
For our employees, we continued to nurture and 
cultivate a strong MaxisWay 2.0 culture through our 
change roadmap.

Our strategy in 2020 also included our efforts to 
manage and minimise the impact of COVID-19 through 
a two-part BCP framework: Managing the Crisis and 
Business Reconfiguration. We learnt very quickly 
this year that we needed to be agile in a rapidly 
changing environment and reacted quickly to ensure 
everyone had the support they needed. We prioritised 
the safety of our people, our customers, and their 
communities, and kept laser-focused on providing 
reliable connectivity and an unmatched personalised 
experience. We kept our commitment to being key 
partners to enterprises to help them recover from the 
effects of the COVID-19 pandemic. Most importantly, we 
doubled down on our convergence, fibre and Enterprise 
strategy so we can continue to create value for our 
stakeholders and stay on track towards our ambitions.

Please refer to pages 28 to 29 for further details on our 
COVID-19 Strategy and Response Plan.

Business Review

In conjunction with our 25th anniversary, we launched 
our new brand purpose - bringing together the best 
of technologies to enable people, businesses and the 
nation to Always Be Ahead in a changing world. With 
this brand purpose came a new corporate identity Note:

(1) UPE - Unmatched Personalised Experience 
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and values that Maxis as a company and its people 
embodied, steering us towards our ambition to be 
the Leading Converged Solutions Provider in the 
country. We made a commitment to all Malaysians, 
from individuals and families, to businesses and 
entire communities, that Maxis will be their digital 
enabler and coach to help them leverage the best 
technologies on our network so that they can always 
be ahead. Our brand refresh is reflected in our entire 
range of products, namely our prepaid, postpaid, fibre 
and enterprise propositions, including digital lifestyle 
offerings such as our apps and Maxis TV.

Becoming the No. 1 Technology Partners for Businesses

On the enterprise front, we have gained strong 
momentum through solid partnerships with leaders 
in their respective fields including Ambank, Petronas 
Dagangan, AWS, Cisco, Google and Microsoft. These 
partnerships will enable us to provide comprehensive 
and relevant best-in-class solutions to our Enterprise 
customers, such as cloud, Internet of Things (IoT) and 
modern workspace solutions. 

During the year, we were proud to be identified as a 
Technology Solutions Provider by the Malaysia Digital 
Economy Corporation (MDEC) for the SME Digitalisation 
Grant under Budget 2020. This allowed us to facilitate 
and quicken the application process for SMEs through 
digital onboarding, single touchpoint and access to the 
widest range of cost-effective digital solutions. We were 
also the first telco to deliver Digital Marketing and Cloud 
Point-of-Sale (POS) solutions to SMEs and became a 
committed partner in enabling SMEs to digitalise and 
leverage technology to meet current challenges.

In our bid to continuously build our talent capacity 
and capabilities, we undertook two major acqui-
hires in 2020. The first was with Malaysian-based 
Microsoft Gold Partner and cloud solutions company, 
Infrastructure Consulting and Managed Services 
(ICMS) to augment our talent pool of cloud specialist 
professionals. We followed up with a second 
acqui-hire of Audeonet, a Malaysian-based unified 
communication and voice cloud solutions company. 
Our newly enhanced capabilities will further accelerate 
our momentum in becoming a trusted converged ICT 
solutions provider for businesses of all sizes.

Commitment to the Best Network Experience

We are continuing to strengthen our 4G network 
coverage and deliver the best network experience.  
We built more than 150 new sites and completed 
upgrades at more than 5,500 sites in key market 

CEO’s Statement

centres across the country, as well as continue to 
expand our fibre footprint with more than 6,500 
premises passed in 2020. This means that we 
completed 100% of our own 2020 targets for JENDELA 
for which we have commitments in both mobile and 
fixed rollouts.

In providing quality digital experiences, we activated 
our Voice over Long-Term Evolution (VoLTE) in October. 
VoLTE is an advanced technology that delivers lifelike 
sound over voice calls, across the Maxis network, with 
ultra-clear voice quality, reduced background noise, and 
the ability to surf at 4G speeds even while on a call with 
VoLTE on our 5G-ready network. This is an important 
development as we, together with the industry prepare 
for the eventual retirement of the 3G network. 

Our continuous investments in our network have 
enabled us to stay ahead and maintain our leadership 
position in the Network Performance Report 2019 by 
MCMC for four consecutive years, as well as other 
independent reports.

Being 5G Ready

We have long prepared our next-generation IP network 
to be 5G-ready, conducting successful trials, including 
conducting the first 5G live trials in the country in 
2019. We have been bringing new and innovative 5G 
use cases to educate the public on the technology’s 
potential and capabilities, via the 5G Demonstration 
Projects (5GDP) and industry showcases. These include 
5G in education via our eKelas VR use case, Smart 
Security, Smart Agriculture and Fixed Wireless Access 
applications. Meanwhile, have also been progressing 
well on our TechCity initiative together with Huawei, 
with a focus on increasing 4G capacity and user 
experience, enable fast 5G deployment, and achieve 
optimisation of existing network resources.
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Retail Transformation

To help us better understand the needs of our 
customers and to provide them with more value, 
we continued to push digitalisation, big data and 
personalised offers by using advanced analytics. 
We continued to enhance our sales and distribution 
by widening the use of digital channels, which has 
been particularly critical in serving and engaging our 
customers amidst movement restrictions.

Supporting Our People

As always, our people are our greatest asset and they 
have been integral in overcoming the many challenges 
we faced in 2020. Despite every twist and turn that 
came our way, everyone at Maxis adapted, persevered, 
and delivered. Their dedication and tireless efforts 
have enabled families to stay in touch, students to 
continue learning and businesses to keep serving their 
customers.

Our vision to deliver not only the best network 
performance but the best customer experience at every 
touch point has been embedded in our culture and 
approach. In 2020, we embarked on a culture refresh 
known as MaxisWay 2.0, to further accelerate our 
transformation and long-term ambitions while building 
talent and capabilities to deliver growth. 

Our Year Ahead

We remain focused on our ambition and continue to 
be guided by our solid growth strategy and our brand 
purpose. We will accelerate our efforts to meet the 
needs of the growing digital lifestyles of everyone, 
and reshape Maxis with an enhanced operating model, 
complemented with new ways of working to stay ahead 
of the industry. We will continue to innovate in new 
areas of opportunities beyond our core business.

I would like to extend my sincere gratitude to the 
Board of Directors for their guidance; our partners 
and shareholders for their continued confidence and 
support in our strategy; our customers, for their trust 
in us to serve them; and our employees, thank you all 
for your agility, dedication, commitment and tenacity 
during this extraordinary year. A special tribute to all 
frontliners across the nation who have shown great 
dedication and commitment to keeping our nation safe 
and connected. 

I could not be prouder of how our employees have all 
lived up and embodied our Maxis Values, especially this 
year. We look forward to a rapid recovery in 2021, as we 
continue to serve the people, businesses and the nation.

Gokhan Ogut

CEO’s Statement
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Our MAX Strategy

Our long-term strategy, the MAX Plan, articulates our commitment as Malaysia’s Leading Converged Solutions 
Provider. Our strategic value creation plan was developed with our purpose of connecting people, businesses and 
the nation to Always Be Ahead in a changing world, by bringing together the best of technology and services to 
our customers.

Vision: Malaysia’s Leading Converged Solutions Provider

MAX Plan - Double Down Strategy

DOUBLE DOWN

Accelerate fibre 
penetration through 
Breakthrough Team 
approach

Expand Digital
channels for sales, 
distribution and 
service

XLR8
by building critical capabilitities to ensure 
results are sustainable

Enterprise
as the digitalisation 
partner for Malaysia 
businesses starting  
with SMEs

Maintain Leadership
in network and 
Technology

• Evolve the organisation
• XLR8 the velocity of change
• Elevate Maxis as a highly influential 

Corporate Citizen
X

MAXIS WAY 

• Enhanced customer value and 
seamless omnichannel experience

• Maintain Network Leadership
• Digital and Mobile First

A
ACHIEVE UPE

M
MAXIS FOR ALL

• Win in consumer Mobile
• Mainstream fibre and home 

connectivity
• Be #1 ICT Solutions Provider

Short-term Disruptors

Accelerated Trends

Industry Shifts

COVID-19 started as a health crisis, which quickly evolved 
into a global economic crisis at an unprecedented speeds. 
The impacts, specifically for the telecommunications sector, 
took form in three distinct categories: 

• Short term shocks such as the drop in device sales 
and roaming revenue; and

• However we do not expect any long-term impact to 
these trends as it will revert to normal levels as the 
economy starts to recover and the health crisis is 
adequately managed.

• Step change in the adoption of digital channels and 
consumption of online entertainment; and 

• Convergence becoming ever more business critical, 
highlighted by the fact our key competitors are 
making moves into this space.

• Foundational disruptors in the way telco and the 
wider economy operates and functions with changing 
business and operating model to remain competitive.

• The prolonged economic hardship could potential 
leave a lasting impact on consumer spending 
behaviour and trends.

• Operational shift to remote working is here to stay 
within many organisations.

These impacts further solidified our convergence and 
growth strategy as we focused on doubling down on 
Convergence, Fibre, and Enterprise and accelerating in 
the following areas:

• Putting the health of our people first;
• Maintaining our leadership in core mobile business; 
• Offering more digital services and converged 

solutions to individuals, homes, and businesses;
• Developing new Enterprise solutions and 

broadband offerings;
• Achieving differentiated and unmatched 

personalised experience;
• Maintaining the health of our network and IT systems 

and delivering performance leadership; and
• Focusing on cash management, liquidity and 

productivity being equitable and fair to our 
shareholders and people. 

We have built great momentum towards achieving 
our vision of being the nation’s Leading Converged 
Solutions Company. We remain confident in 
our convergence strategy, driven by our strong 
differentiated network and the resilience of our people 
despite the unprecedented social and economic 
challenges brought by COVID-19.

Full details of our strategic outcomes and value created 
for our stakeholders can be found in the Business 
Review section and the Value Creation model of this 
Integrated Annual Report.
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COVID-19 Strategy and Response Plan

As a provider of critical telecommunications and 
technology solutions, our role in keeping consumers 
and enterprises connected has taken on new 
importance in a time of social distancing. Since the 
COVID-19 outbreak, we have moved swiftly to protect 
the health of our employees and customers, while 
activating our business contingency plan to avoid 
disruption to our services. Here is our strategy and 
response plan to COVID-19.

MAXIS COVID-19 RESPONSE PLAN

We conducted multiple scenario analysis based on 
economic forecasts built on information and insights 
from the Malaysian Government, Malaysian Central 
Bank, respected economists and discussions with local 
and global peers. We adopted an approach which 
would allow management to be flexible, reserve cash 
and continue to execute their convergence vision and 
growth strategy. The focused plan involved: 

1. Putting People First 

 We seamlessly transitioned most of our employees 
to “working from home”, powered by Microsoft 
Teams which allowed all employees to stay 
connected and maintaining efficiency. The field 
maintenance and sales employees are supplied 
with appropriate protective equipment and training 
to stay protected while at the front line of the 
business. Our Employee Engagement team focused 
on improving employees’ wellbeing and boosting 
their morale through an array of webinars, virtual 
competitions and e-learning modules. 

2. Stabilising Our Operations

 It was important for us maintain our network and 
technology leadership to deliver an “Unmatched 
Personalised Experience” to customers and ensure 
the network experience was uncompromised. The 
implementation of the Movement Control Order 
(MCO) in mid-March 2020 resulted in increased 

demand for data and home connectivity. Thus, we 
accelerated our network spend to maintain network 
leadership and worked closely with peers in the 
industry to support the nation. Our retail stores 
were closed during this period. As a result, we 
increased digitalisation initiatives to make available 
services and products through Maxis mobile apps, 
e-Commerce sites and virtual retail stores.

3. Keeping Up Engagement with Stakeholders 

 We noted the importance of communicating 
with customers and increased discussions and 
engagement with the Government, Enterprises, 
SMEs and local communities. We continued to 
keep an open communication and continuous 
engagement with our investors and lenders on 
crisis management plans. 

4. Rigorous Review of All Lines of Business 

 “Bottom up” and “top down” reviews were 
conducted to identify risk and opportunities for 
each business line. Every marketing and investment 
plan was reviewed and decisions made to prioritise 
certain investments, halt some and accelerate 
others.

5. Liquidity and Risk Management

 Pre-COVID-19, we had focused initiatives to 
enhance working capital and liquidity. We 
established a dedicated cash and working capital 
program which served well in current times. 
Following the COVID-19 outbreak, we used big 
data analytics to monitor and identify trends early 
enough to inform action. 

 We exercised prudence in managing the financial 
health of the business as we sought to understand 
the lasting impacts the pandemic will have on our 
business. We used our Enterprise Risk Management 
framework to test the scenarios and got an 
independent review of assessment to ensure it had 
covered all necessary aspects of the risk review. 

6. Reprioritisation of Strategic Opportunities 

 We accelerated our focus on our customers’ digital 
experience as we see a shift in demand for online 
services and self-help. All product offerings for the 
year were restructured to ensure the business is 
well-positioned to support the consumers’ growing 
demand for data and we partnered with local 
businesses to assist in their digitalisation process. 

Recovery and Business 
Reconfiguration

Protect and Secure 
Our Core

Liquidity and Risk 
Management

Reprioritisation 
Strategic Opportunities

Managing the  
Crisis

Putting  
People First

Stabilising Our 
Operations

Engaging Our 
Stakeholders
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COVID-19 Strategy and Response Plan

60% 
of telesales and customer service 
front l iners to work from home (WFH)  with 
strict guidance and adherence to Maxis 
Group Privacy Notice, which is in accordance 
with the Personal Data Protection Act, when 
handling customer information.

~90% 
of  our 
employees 
worked from 
home.

~88% 
of our workforce 
agree they remain 
productive and 
collaborative as 
they were in the 
office.

Maintained 
strong employee 
morale and 
wel lbeing with 
webinars,  v i r tual 
compet i t ions, 
and e- learning 
modules.

Our Employees

Our Customers

~RM850k
for  provis ion of  protect ive 
gear and hand sanit isers 
for  to a l l  retai l  employees.

10x increase in digital 
sales with Maxis Onl ine 
Store and e-Commerce 
retai l  partners.

Upgraded Maxis’  websi te to be a v i r tual  retai l 
s tore with 164% increase in Maxis Onl ine 
Store product v iews through enhanced 
customer exper iences and assistance guides.

250%  more interact ions handled v ia 
digi ta l  channels and expanded digi ta l  mobi le 
reloads by 35% for  our prepaid customers.

Safety measures undertaken  at  a l l  s tore with c lear 
demarcat ion l ines for  social  d istancing,  temperature 
checks,  and standardised protocols with check- in 
procedures for  contact  t racing.

Our Consumers and Enterprises

Our Frontliners and National Organisations

Our Core

#KitaSapotKita campaign 
• Collaborate with top t ier Malaysian inf luencers and art ists to provide entertainment to spread posit ivi ty 

and inspirat ion during the MCO.
• Reached 14mn Malaysians  with over 880k video views  with proceeds generated to benefit  the 

homeless, underprivi leged communit ies nationwide, and Yayasan Kebajikan Negara.
• Extended the #KitaSapotKita  campaign to Enterprise customers with 100 educational videos and art icles 

co-created with SMEs to provide t ips and hacks to help businesses maintain business health and 
operations amidst the chal lenging t imes. 

Collaborated with the Selangor 
Government’s investment arm 
to promote Platform Selangor 
(PLATS) e-Bazaar init iat ive to 
help small  businesses and 
bazaar hawkers digital ise 
and operate  during the CMCO 
period. 

Free access to 
learning management 
systems on all 20 
Malaysian public 
universities domains 
for the duration of 
MCO and 3 months 
post-MCO. 

RM1 million Pledge 
for COVID-19 
relief, channelled 
through the 
Government 
Disaster Response 
Network.

Aided over 27,000 
eKelas students with 
free and unl imited 
access  to the eKelas 
portal  to a l low 
cont inued learning 
dur ing MCO from their 
homes and mobi le. 

Whitel ist ing of  the National  Cr is is 
Preparedness and Response Centre (CPRC) 
hotl ines,  State Health Departments,  Nat ional 
Secur i ty  Counci l  Off ices,  as wel l  as cr i t ical 
news and government websi tes to support  the 
community.

Supported the Ministry of  Health with free 
connect iv i ty  at  Sungai  Buloh Hospita l  and Kuala 
Lumpur Hospita l  wi th wireless broadbands,  as wel l 
as Hot l ink Prepaid Flex SIM cards and devices 
to enhance communicat ion capabi l i t ies and 
requirements dur ing the MCO.

Mobile Traffic
Increase of  mobi le data 
demand of  +43% due to 
increased remote working, 
learning,  and demand for 
onl ine home enterta inment .

FTTH Traff ic
Increase of  f ixed broadband 
data demand of  +41%  due to 
increased remote working, 
learning,  and demand for 
onl ine home enterta inment .

Network Capacity
• RM256m accelerated network 

capacity upgrade.
• 175 of f ield engineers on standby 

24/7  to ensure minimal connectivity 
disruptions during the COVID-19 
pandemic.
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Our Top Material Matters

Note: 
For further details on our approach and materiality matrix, please refer to page 72 of our Sustainability Statement.

Government & Regulators CommunityCustomers Suppliers & PartnersShareholders & Investors Employees

Material Matters Stakeholder Affected StrategyDefinition

Customer 
Experience & 
Satisfaction

The quality of customer experience from 
our products and services including Maxis 
driven engagement to better understand 
and meet customers’ expectations.

Technology Enhance product differentiation/capabilities 
through infrastructure and enablers such as 
network, IT and digitalisation.

A

Regulatory & 
Compliance

Sound governance and compliance practices 
to the government and regulators. X

Employee 
Development

Commitment towards succession planning 
and employee development of skills for 
future needs.

X

Sustainable 
Business

Financial value created and distributed to 
our stakeholders. M

Data Privacy & 
Protection

Measures we implement to manage our 
stakeholders’ data privacy and protection.

Occupational 
Health & Safety

The anticipation, recognition, evaluation 
and control of hazards arising in or from the 
workplace that could impair the health and 
well-being of employees.

A X

A XInnovation New ideas to create value for an organisation 
which includes new design, technology, 
services or processes.

Ethical Business 
Practices

The way we govern and conduct our 
business with full compliance to relevant 
laws and regulations, and our commitment 
to be transparent. X

AM

A

AM

Material matters for us are economic, environmental and social issues and opportunities that may affect our ability 
to create value in the short, medium and long term. We assess materiality based on two dimensions: the impact to 
Maxis and importance to key stakeholders. The top nine high priority matters form the focus of this report. 
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Key Business Risks and Opportunities

The COVID-19 pandemic has impacted and will continue to have an impact across our entire risk landscape. In 2020, 
apart from enhancing our ERM framework, we also reviewed the alignment of our principal risks and material matters 
by integrating our risk assessment parameters into our materiality assessment. The convergent pathways and/or 
integration points between the Group’s business risks and material matters are illustrated in the figure below.

The table in next page our principal business risks for 2020. We have in place mitigation actions and identified 
opportunities arising from these risks. We also defined our key risk indicators and trends, denoting where the risk 
is estimated to increase, decrease or remain stable in the foreseeable future. These principal risks are mapped to 
our MAX Plan and Six Capitals.
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Key Business Risks and Opportunities

1. Pandemic Risk (COVID-19)

COVID-19 pandemic may have far-reaching 
adverse impact to our employees, operations, 
suppliers and customers. 

The outbreak could lead to reduced demand 
and sales activities, including diminishing mobile 
roaming revenue and lower customer acquisition/
renewal, for both Mobile and Enterprise customers. 

Disruption to our ability to deliver product/
services due to movement control order, supply 
shortages and/or key employees loss could have 
adverse impact on customer delivery and quality. 

The resultant economy downturn and the chain-effect 
of rising bad-debts, subdued spending and loss of 
employment could further dampen our business.

Risk Owners
CFSO, CTIO, CCAO, CEBO, CSSO, CHRO

Strategy

Capitals Affected

Mitigation Action
We managed the crisis by putting people first where health of our 
employees and customers are our utmost concern. A Management 
Committee meet regularly to identify risk exposures, define 
pertinent mitigation actions and evaluate effectiveness. Various 
Health and Safety measures are implemented to protect our 
employees and customers; measures are continually evaluated and 
refined to adapt to changing situation and to align with guidelines 
issued by Malaysian Government and World Health Organisation.

We stabilised our operations by deploying measures to strengthen 
network capabilities; constant dialogues with our critical suppliers to 
ensure sufficient inventory; accelerate digital adoption for customer 
service and uphold Data Security and Privacy. 

We focused on recovery and business reconfiguration to bring in-
year revenue.

Opportunities
• Take advantage of the significant boost in digital activity
• Scan for organic growth opportunities
• Consider structural options or M&A opportunities to accelerate 

recovery
• Plausible recovery in second half 2021 with effective monitoring 

and availability of the vaccine. 
• Optimising business operations by identifying traffic hotspots 

due to Movement Control Order (MCO)

Key Risk Indicators
• COVID-19 cases world-wide, regional and local

M A X

Trends: New

Intensifying market competition leading to 
existing and new players providing innovative 
and overlapping services to cater to demand for 
intelligent and converging connectivity. 

With a high number of players within the 
saturated market, it creates fierce competition for 
the company. 

Potential market consolidation as the main driver 
to achieve network efficiency and better network 
return. 

Risk Owners
CMO, CSSO, CTIO, CEBO

Strategy

Capitals Affected

2. Competition Risk

Mitigation Action
We are leveraging industry-leading LTE network and fibre 
connectivity to be Malaysia’s leading converged solutions company.

We are driving efficiencies and innovation, via new technologies, 
products and services, processes and business models to provide 
customers with Unmatched Personalised Experience.

Opportunities
• Revenues from innovative services and effective strategies 

focused on key segments
• Improved agility and operational efficiency 
• Investment in skills 

Key Risk Indicators
• Service Revenue Share
• Mobile Network Portability
• Net Promoter Score
• Productivity Improvement 
• Customer acquisition/contract renewal

M A

Trends: Increase
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Key Business Risks and Opportunities

3. Economic Risk

Geopolitical and macroeconomic uncertainties 
could impact local economic growth and influence 
consumer’s purchasing power.

The COVID-19 pandemic has unprecedented 
impact to the global and local economy. The 
resultant MCO lockdown from the pandemic 
saw contractions to our Mobile and Enterprise 
businesses, partially offset by connectivity 
products. 

Risk Owners
CFSO, CMO, CEBO, CSSO

Strategy

Capitals Affected

Mitigation Action
Our immediate focus was to minimise impact to business from the 
government imposed movement control order, specifically on the 
Gross Adds, increase in churns via rebuilding channel confidence 
and drive digital channel acquisition 

We continue to accelerate our cost optimisation programme to drive 
improvement in cost structures, with a dedicated team. 

Opportunities
• Economic growth
•  New source of financing 
•  Budget 2021 with focus on Rakyat’s wellbeing and business 

continuity will have positive impact to businesses and 
consumers

Key Risk Indicators
•  Consumer Confidence Index
•  Domestic Consumption
•  Household spending

M X

Trends: Increase

4. Operation Risk

Failure to deliver growth while optimising 
cost and providing Unmatched Personalised 
Experiences could impact our reputation and 
capabilities in delivering our strategy.

Travel restrictions and government imposed 
movement control order could disrupt physical 
customer service delivery due to closure/ 
limited access to touch-points and availability of 
employees/partners.

Restricted access to network sites could also 
delay network failure restoration. 

Risk Owners
CMO, CEBO, CSSO, CTIO, CHRO

Strategy

Capitals Affected

Mitigation Action
We continuously identify talents with the skills and capabilities to 
deliver new solutions/services. 

The Project Management Office integrates change management, 
by identifying, evaluating and managing changes throughout key 
projects’ lifecycle. 

As a response to COVID-19, we accelerated digital channels to drive 
acquisition through non face-to-face methods. We worked closely 
with authorities to carry out preventive maintenance on our network 
infrastructure.

Opportunities
•  Business stability and continuity
•  Innovative products and services by strategising cost 

optimisation 
•  Increase agility and market competiveness through cloud, 

Digital and Data/Analytics assets and digitalisation efforts

Key Risk Indicators
•  Net Promoter Score
•  Number of non-billing complaints
•  Progress of implementation of new systems to support new 

services/products

A X

Trends: Increase
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5. People Risk Trends: Stable

As we grow our business beyond the core, 
recruiting, developing and training the best talent 
remains a challenge.

Specialised skills to drive digital transformation 
strategies is scarce due to intense competition. 

Leadership succession plans enable us to 
maintain our competitive market advantage.

Resource cost optimised with strong initiatives to 
respond to COVID-19 impact while continuing to 
build capability in growth areas.

Failure to safeguard the health, safety and 
wellbeing of our employees and the public, 
especially in light of COVID-19 related exposures, 
with potential breaches of health and safety laws 
and regulations.

Risk Owner
CHRO

Strategy

Capitals Affected

Mitigation Action
We are continuously building capabilities via up-skilling of our 
existing workforce, recruiting new talents and strategic merger and 
acquisitions.

In order to develop and retain talent, we conduct regular 
skills assessment into critical business areas, with structured 
developmental roadmaps to fill gaps identified. 

We develop our talent through formal learning, coaching and 
mentoring, and providing critical experience through rotations and 
special projects.

Proactive review of our talent retention strategy to ensure it is 
applicable to the current needs to mitigate the risk of attrition of 
top value and niche roles. 

Monitoring potential COVID-19 impact on our colleagues and 
complying with global and government public health guidelines and 
measures. 

Opportunities
• Talent diversity through innovative talent attraction and 

retention strategies
• Healthy workforce

Key Risk Indicators
• Voice of Maxis (VOM) Score
• Vacant time for critical roles 
• COVID-19 cases among employees

X

Key Business Risks and Opportunities

6.  Regulatory Risk Trends: Increase

AAs a result of stricter regulations, telcos need 
to effectively respond to new and revised 
legislations. 

Regulated spectrum resources are limited, yet 
critical to maintain competitiveness, growth and 
cost strategies.

Political landscape (locally and globally) is 
factored in the business directions for telco 
companies to be responsive and agile in ensuring 
business resilience.

Risk Owners
CFSO, CCAO, CTIO

Strategy

Capitals Affected

Mitigation Action
We closely monitor new developments and engage with regulators 
and the industry, to propose changes and provide feedback on 
regulatory reforms and industry developments.

We are committed to conduct business ethically and in compliance 
with applicable laws and regulations. We have completed the Anti-
Bribery and Corruption Policy programme to comply with Corporate 
Liability Provision of Malaysian Anti-Corruption Commission Act 2018.

Opportunities
• Revenues from the coverage and quality of the networks 

deployed 
• Costs of priority network access for established operator and/or 

the challenger 
• Participating in government initiatives 

Key Risk Indicators
• Fines received from regulators
• Perceived amount of spectrum to be awarded 

M A
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Key Business Risks and Opportunities

7.  Information Technology Risk 

Cyber security threatens the resilience and 
integrity of our network infrastructure and support 
systems, with potential cyber-attacks leading to 
reputational damage, litigation or penalties.

Work from home arrangement due to COVID-19 
could introduce additional cybersecurity 
vulnerabilities. 

Most of the threats’ landscape have an increasing 
trend, mainly driven by external factors. 

Risk Owner
CTIO

Strategy

Capitals Affected

Mitigation Action
Our Cybersecurity Management (CM) unit, conducts Security 
Planning/Projects, Security Operations, Security Forensics, Threat 
Intelligence and Assurance, to monitor and resolve security threats 
both internally and externally. 

In view of the increase in cybersecurity vulnerabilities from remote 
working due to COVID-19, security of remote access system (VPN) is 
enhanced.

During the year, approach on cyber security risk management 
has also been enhanced with identification of cyber-threat as risk 
drivers and key business scenarios. 

Opportunities
• Cyber security services for business customers
• Development of cyber defense activities 
• Consolidation of internal expertise
• Security by Design to support increasing compliance on 

governance

Key Risk Indicators
• Percentage of Maxis critical system not covered by advanced 

protection system 
• Percentage of security incidences exceeded SLAs for 

containment 

A

Trends: Increase

8.  Data Privacy and Protection Risk

We prioritise protecting our customers’ and 
businesses’ data privacy amidst rising concerns 
of data breach, theft, loss and misappropriation of 
information. 

Failure to do so could adversely impact customer 
confidence, and lead to significant fines, business 
disruption and reputational damage. 

During COVID-19, we observed an increase 
in cyber threats targeting customers through 
phishing, social engineering, and malicious or 
insecure apps and services. Work from home 
arrangement for staff and 3rd party contact staff 
could increase risk on customer data leakage. 

Risk Owners
CTIO, CFO

Strategy

Capitals Affected

Mitigation Action
We established a data privacy and protection governance 
framework, encompassing security policies, procedures, 
technologies and tools to minimise the risk of privacy breaches and 
ensure customers’ data privacy.

We also established an escalation process for major incidents, 
including security breaches, for timely internal and external 
responses, to minimise impact.

Various measures to prevent and detect customer data leakages 
are further enhanced, including implementation of data leak 
monitoring tools, to address the increased exposure of data 
leakage from remote working.

Opportunities
• Cybersecurity services for business customers
• Strengthening the trusted third party role
• Increase efforts in promoting awareness internal and external 

on data privacy, management and protection

Key Risk Indicators
• Progress on implementing data protection and privacy 

programme
• Number of data breaches 

A X

Trends: Increase
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Key Business Risks and Opportunities

9.  Vendor/Supply Chain Risk

Our business is increasingly dependent on 
strategic third-party relationships, including 
vendors and their extended supply chain. A 
critical failure on their part may lead to system 
and network interruptions, that may adversely 
impact our operational efficiency and ability to 
deliver quality services.

COVID-19 pandemic could disrupt global supply 
chains of network equipment, devices and SIM-cards. 

Also, geopolitical conflicting matters do 
contribute to the impact of such risk.

Risk Owners
CFSO, CMO, CEBO, CTIO

Strategy

Capitals Affected

Mitigation Action
Periodic vendor performance evaluation is a key part of our supply 
chain risk management, to identify improvements and corrective 
actions for deficient performance. 

We have optimised processes and technology tools in our Source 
to Contract framework, enabling online supplier collaboration 
throughout onboarding, tendering and contracting, for transparency 
and proper audit trails.

To ensure on-time delivery and sufficient supplies in the midst of 
global outbreak, we maintain constant dialogue with our critical 
suppliers, plan in advance and explore and secure alternative 
supplies as necessary. 

Opportunities
• Purchase price reductions through volume 
• Co-developing solutions with suppliers 
• Increase alternative preferred suppliers 

Key Risk Indicators
• Net Promoter Score
• Number of non-billing complaints 
• Timely delivery of goods and supplies

Trends: Stable

XA

10.  Technology Risk

Failure to advance with evolving technological 
and digital capabilities, in order to maintain our 
leading edge in technology and innovation, could 
hinder our ability to transform to meet stakeholder 
expectations, and render our infrastructure and 
systems obsolete ahead of their expected useful 
life.

Risk Owner
CTIO

Strategy

Capitals Affected

Mitigation Action
We continue to invest in upgrading, modernising and equipping our 
systems with new capabilities to deliver innovative and relevant 
services to our customers.

Opportunities
• Cost reductions
• Convergence and new services
• Reduction of network equipment and maintenance costs 
• Service differentiation/customisation (e.g. UPE)

Key Risk Indicators
• Delay in meeting key milestone on new technology 

implementation
• Customer non-billing complaints (Technology related)

Trends: Stable

XA
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Key Business Risks and Opportunities

11.  New Business Risk

The competitive operating landscape and 
stakeholder demands, require us to diversify our 
product and service offerings beyond the core to 
create additional revenue streams through Pay 
TV, managed cloud services, cyber security and 
ICT. 

These new growth areas expose us to significant 
liabilities should they be unsuccessful.

Risk Owners
CFSO, CMO, CEBO, CHRO

Strategy

Capitals Affected

Mitigation Action
We are continually updating our organisation structure, talent 
management and development, policies and processes, and 
investing in new technologies, to meet the demands of new 
businesses on people, processes and systems.

Liabilities are also transferred to insurance and with optimum 
coverage and premium.

Opportunities
• Revenues from new business uses (5G, IoT)
• Convergence and new services 
• Transferred risk (e.g. Insurable risk)

Key Risk Indicators
• Progress in transforming people, process and technology to 

meet demand of new businesses

Trends: Increase

M A X

12.  Network Failure Risk

Disruptions to the reliability of our high-quality 
networks and systems, through malfunctions, 
losses or damage to our network infrastructure 
from natural disasters, insufficient preventative 
maintenance or malicious attacks, could 
profoundly impact our operations and reputation.

COVID-19 pandemic could impact network quality 
due to surge in traffic. 

The imposition of movement control order on a 
nationwide or at a district level in the country, 
could lead to network site access constraints to 
rectify network failure. 

Risk Owner
CTIO

Strategy

Capitals Affected

Mitigation Action
To prevent disruptions, we continuously enhance our networks’ 
resilience, and review processes. 

We have an effective communication process for timely updates to 
our stakeholders during any incidents and/or crisis. 

Our crisis management and escalation process enables our 
CEO and senior management to respond to emergencies and 
catastrophic events in a timely manner. 

We also have business continuity plans and insurance policies in 
place.

In response to traffic surge from movement restriction, we deploy 
measures to strengthen our network capabilities. We also work 
closely with Government authorities and contractors to enable 
effective network failure rectification and maintenance. 

Opportunities
• New customers (extended network coverage) and new  

service opportunities

Key Risk Indicators
• Net Promoter Score 
• Progress of BCP reaching targeted level
• External party scoring indicator

A

Trends: Increase
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Capitals Input

• ~RM1.2b total capex invested
• Short-term borrowings
• Cash and cash equivalents

Financial

• New brand purpose
• Refreshed and refined leadership team to 

support convergence ambition
• Skilled, technical and expert teams in all fields 
• Rights and licenses for mobile and spectrum
• Big data and analytics 

Intellectual

• 588 vendors engaged
• Proactive engagements with stakeholders 

especially with the government and community 
due to COVID-19 

• Enterprise and industry partnerships 
• Technology solutions partner (TSP) with MDEC 
• 9.7m mobile subscribers
• 369k broadband connections

Social and 
Relationship

• ~10,000 mobile sites
• 93% 4G LTE population coverage
• ~RM256m spent on network as part of 

RM1b capex growth investment

Manufactured

• 3,748 employees (including acqui-hire  
2 companies)

• MaxisWay 2.0 culture rollout
• ~RM8m invested in learning and 

development, and employee 
engagements activities

Human

• Radio spectrum (900, 1,800, 2,100, 
2,600MHz)

• Average energy consumption of 36.2MWh 
per BTS

Natural

Value Creation Model

Strategy + Business Activities

M
MAXIS FOR ALL

Differentiator: 
Innovative and the first to market best 
products and services to customer

A
ACHIEVE UPE

Differentiator: 
The quality of our network, IT 
technology and our customers’ digital 
and personalised experience as  
our top priorities

X
MAXIS WAY 

Differentiator: 
World-class and efficient organisation 
that creates new and effective ways 
of working

Double down in 5 areas:

•  Accelerated fibre penetration 
through Breakthrough Team 
approach

•  Enterprise as a digitalisation 
Partner for Malaysian businesses 

•  Expand Digital channels for sales, 
distribution and services

•  Maintain leadership in Network 
and Technology

•  Accelerate by building critical 
capabilities to ensure results are 
sustainable

Enabled by M&A

Supported by COVID-19 plan
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Strategy + Business Activities

• Revenue: RM8,966m
• EBITDA: RM3,759m
• Cash generated from operations
• Market Capitalisation: ~RM39.5b

• Expert solutions to Enterprise customers with 
major technology partners & acquisitions 

• High app penetration rate by +58.1% of 
MyMaxis and +73.2%% of our Hotlink  
RED App

• RM356m of tax contribution
• RM2.075b spent on vendors/suppliers
• Delivered social benefits through CSR 

activities
• Flagship eKelas programme reached out to 

over 26k students in rural communities in 
Malaysia via online portal

• Quantitative information on COVID-19 
related community aid programmes (e.g. 
donated food packages for 300 families 
during COVID-19)

• 15 scholarships awarded to support 
individuals on their academic aspirations 

• 3.5k SMEs assisted through the MDEC grant

• 91% 4G LTE population coverage 
• 90% 4G LTE speed >3Mbps
• ~4m homes have access to fibre services
• ~19k touchpoints with customers (include 

modern trade, etc.)
• Tailored products and solutions to all our 

customers 

• Remove energy consumption
• 237k tonnes of CO2 emissions
• 442kg office waste recycled

• Diverse, skilled and engaged workforce
• Benefits and remunerations for employees
• ~68,000 of training hours taken by 

employees
• Ambassadors of culture and leadership 

transformation
• 291 employee engagement activities 

organised

Value Creation Model

Output Outcomes

Shareholders & Investors
• Revenue growth of -3.7% 
• Dividend of RM0.17

Customers
• Touchpoint Net Promoter Score of +1% YoY
• Enhanced customer’s experience
• Improved engagement with customer to facilitate their 

growing digital appetite

Employees
• Seamless WFH transition
• 86% Employee engagement and 93% of employees feel 

productive in remote working conditions 
• 93% of employees understand and embrace Maxis’ culture 

and values
• Health and wellbeing of employees throughout the COVID-19 

pandemic

Community
• 20 local universities provided free access to learning systems 

during lockdowns
• 14m Malaysians reached via #KitaSapotKita campaign to 

spread positivity and inspiration during the MCO
• 37k GB of Internet data provided for free access to critical 

websites combating COVID-19
• 4 months of free connectivity to support 2 major public 

hospitals during the pandemic
• RM500k contributed to YKN for food distribution to 

communities impacted by the floods
• 195m GB of free mobile Internet data for customers during 

the pandemic, in line with the Government Stimulus Package
• Improved engagement and positive relationship with 

stakeholders 
• Empowered rural communities with digital learning

Government & Regulators
• JENDELA contributions/targets: >150 new sites; >5.k site 

upgrades
• Fibre expansion to >6.5k premises

Suppliers & Partners
• Promoting the development of the local ecosystem 

Maxis
• Mobile network leadership 
• Largest converged fixed and mobile network
• Highest Return on Equity over three years by The Edge 

Billion Ringgit Club 2020
• Recognised as Specialist Agency of the Year and Local Hero 

at the A+M Agency of the Year and MARKies Awards 2020
• First Malaysian telco to achieve accreditation as an Amazon 

Web Services (AWS) Advanced Consulting Partner
• Telco of the Year (including Best 4G coverage and Best 

Enterprise Telco) by PC.com for Best Product of the Year 2020

Key UN SDGs 
Contributed
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Throughout 2020, the unfolding COVID-19 pandemic 
continued to raise concerns and impacted our 
business and the Malaysian economy. It has been 
hard to reliably predict the impact COVID-19 had on: 
the Malaysian and global economy; the impact on 
the demand for the services and solutions and the 
Group’s business operations throughout the various 
categories of Movement Control Order (MCO). Given 
these uncertainties, the Group withdrew its previously 
advised 2020 guidance in April 2020. Nevertheless,  
we are still pleased with our overall performance in 
2020. Our results showed that through a challenging 
period Maxis continued to deliver for our customers, 
support our people and our community, while 
generating long-term shareholder value.

Overall, the COVID-19 pandemic accelerated the 
digital lifestyles of consumers, and the importance 
of digitalisation for businesses, especially SMEs. The 
everyday role of information technology has been 
amplified with increased use of video conferencing, 
learning tools and e-Commerce, and been a key driver 
in the surge in internet traffic. With e-Commerce, the 
cloud computing services and high-speed connectivity 
being more pervasive than ever before, it’s clear that 
we are heading towards a more digital world. 

For Maxis, millions of our customers use our Maxis 
and Hotlink mobile apps on a regular basis which have 
also enabled us to offer relevant content and provide 
online customer service direct to our customer via 
their smartphone. Core products and services are now 
available on our webstore and third-party e-Commerce 
sites. Self-serve functions are available on our website 
including online chat assistance, balancing Artificial 
Intelligence (AI) technology and human interaction to 
optimise customer engagement and deliver on our 
promise of Unmatched Personalised Experience.

Financial Performance

We are pleased with our overal l  performance 
in 2020 as we demonstrated great  agi l i ty  and 
overcame many aspects of  an enormously 
chal lenging year for  everyone -  for 
governments,  businesses,  communit ies,  and 
for  a l l  of  us as indiv iduals .  The emotional , 
mental  and economic stresses as a resul t 
of  the COVID-19 pandemic and necessary 
restr ict ions have been profound.

We stand firm in our commitment to be Malaysia’s 
Leading Converged Solutions Provider through our 
converged services and enterprise growth strategy. 
We believe that 2020 is a crossroad, where due to 
the acceleration of digitalisation, we move from the 
ambition to being the Leading Converged Solutions 
Provider as demonstrated in our operational and 
financial statistics as reported. 

We remain committed to maintaining our leadership 
in our network and core mobile business as well as 
growth of our fibre base, as we strive to deliver our 
brand promise of Unmatched Personalised Experience.

Financial Review

-0.9%

7,7257,797

1,992 1,9451,940

4Q19 202020194Q203Q20

-2.4%

+0.3%

Service Revenue
(RM’m)

+0.3%

4Q19 202020194Q203Q20

1,978 1,930 1,937

7,661 7,682

-2.1%

+0.4%

Service Revenue (excluding wholesale)
(RM’m)
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Our service revenue increased slightly by 0.3% 
quarter-on-quarter yet there was an overall decrease 
of 0.9% year-on-year, mainly due to the termination 
of a network sharing agreement, decline in mobile 
termination rate and lack of international roaming 
income. However, service revenue excluding 
wholesale grew in 2020 compared to 2019 by 0.3% 
due to growth in fibre and enterprise segments, in 
line with our convergence ambitions. We closed 2020  
with a relatively stable total revenue generating 
subscriber (RGS30) base excluding machine-to-
machine (M2M) of 9.59 million subscribers. Our total 
blended ARPU stood at RM56 per month, down 5.1% 
year-on-year from RM59.

Normalised EBITDA and EBITDA margin on service 
revenue declined to RM3,814 million and 49.4% 
respectively. We recorded normalised Profit after 
Tax (PAT) of RM1,378 million in 2020 compared 
to RM1,493 million in 2019. EBITDA and PAT 
were impacted mainly by the temporary loss of 
international roaming income, termination of a 
network sharing agreement and higher impairment 
made to receivables.

9,585
9,698

9,469

4Q19 4Q203Q20

59
56 56

Subscriptions 
excluding M2M (‘000)

Blended ARPU  
(RM/month)

Total RGS & Blended ARPU

-7.7%

1,378
1,493

342 319363

4Q19 202020194Q203Q20

-6.7%

-12.1%

Normalised Profit After Tax
(RM’m)

Note: 
The comparative results for 2019 were restated due to the adoption 
of IFRIC AD - Lease

Note: 
The comparative results for 2019 were restated due to the adoption 
of IFRIC AD - Lease

-2.9%

3,8143,926

945 939967

4Q19 202020194Q203Q20

-0.6%

-2.9%

Normalised EBITDA

47.4%
49.8%

48.3%

Normalised EBITDA 
(RM’m)

Normalised EBITDA Margin 
on Service Revenue (%)

50.4%
49.4%

Capex & Operating Free Cash Flow

Return on Average 
Assets (%)

Capex (RM’m) Operating Free Cash Flow (RM’m)

+2.6%

1,245

3,511

20202019

3,639
+3.6%

7.9%

9.1%

1,213
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The COVID-19 pandemic has impacted the Group’s 
full year 2020 performance where travel restrictions 
impacting international roaming revenue, decline in 
foreign workers and reducing disposable income from 
increasing unemployment impacting Prepaid segment, 
decreased retail traffic due to MCO impacting Postpaid, 
fibre and device sales and increased data consumption 
impacting network capacity investment. 

Capital expenditure (Capex) in 2020 was RM1,245 
million, an increase of 2.6% from 2019. As part of our 
growth strategy, the capex growth is in line with the 
market guidance of RM1,000 million for core business 
and about RM1,000 million over 3 years to fuel the 
growth strategy. 

Operating Free Cash Flow (OFCF) grew by 3.6% to 
RM3,639 million mainly due to our focus on working 
capital initiatives mainly through collection analytics 
and higher collections from Universal Service 
Provision (USP) projects and other regulated projects 
boosting the OFCF. 

Return on Average Assets (ROAA) decreased to 7.9% 
due to the temporary lack of international roaming 
income, termination of network sharing agreement 
and an increased impairment made to receivables 
caused by COVID-19 pandemic.

Net debt to EBITDA remained stable at 2.4x. 

Postpaid

Product Performance Review

3,5083,4513,372 3,4053,420

4Q19 4Q203Q202Q201Q20

90
86 85 84 83

Postpaid RGS30 (‘000) Postpaid ARPU (RM/month)

Postpaid Subscription & ARPU

Debt (RM’m)

Deposit, Cash & Bank 
Balances (RM’m)

Net Debt (RM’m)

20202019

2.40 2.41

Net Debt to EBITDA

Net Debt to EBITDA

-1.5%
+0.9%

-2.2%
-1.5%

+1.2%
+1.5% 3,837

3,802

974 959945

4Q19 202020194Q203Q20

989 956 967

Exclude wholesale (RM’m) Include wholesale (RM’m)

Postpaid Revenue
(RM’m)

3,939 3,881

Note: 
The comparative results for 2019 were restated due to the adoption 
of IFRIC AD - Lease.

9,930 9,780

582 735

9,348 9,045
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Overall Postpaid revenue declined by 1.5% largely 
due to the temporary lack of international roaming 
income, mobile termination rate (MTR) reduction and 
termination of a network sharing agreement. Our 
Postpaid subscriber base continued to grow, from 3.37 
million at the end of 2019 to 3.51 million at the end of 
2020. This was driven mainly by our MaxisOne Plan and 
Hotlink Postpaid attributing to the successful pre-to-
post migration. MaxisOne Share and Hotlink Postpaid 
continue to attract entry level Postpaid subscribers 
and increase pre-to-post migration. Postpaid ARPU 
saw a drop to RM83 at the end of 2020, on the back of 
temporary loss of roaming income starting March 2020 
due to MCO and dilution effect from Hotlink Postpaid. 

Data usage has risen to an average 23.3GB per month, 
compared to 15.4GB in 2019. The increase was largely 
driven by the MCO and the stay-at-home and work-
from-home requirements. This also led to the increase 
in MyMaxis app penetration, adopted by 58.1% of our 
Postpaid primary account holders in 2020. Prepaid service revenue for 2020 declined by 

RM353 million, that is 11.1% to RM2,813 million. The 
Group’s Prepaid subscription base was lower by 276 
thousand, that is a 4.4% reduction in 2020 to 5.95 
million as compared to 6.23 million in 2019. This 
was due to continued SIM consolidation, successful 
migration to the Hotlink entry point Postpaid service 
and lower foreign worker base. Prepaid ARPU saw a 
drop to RM39 per month as a result of the reduction 
in MTR.

Prepaid data usage per month saw a spike in 2020 
as the country continues to adapt to the new normal 
arising from the MCO and the stay-at-home and work-
from-home requirements.

Although the Prepaid market continues to be 
competitive and declining in market size, yet we were 
again innovative in our products and distribution.

Prepaid

5,9515,908
6,227 5,9755,883

4Q19 4Q203Q202Q201Q20
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39 40 40 39

Prepaid RGS30 (‘000) Prepaid ARPU (RM/month)

Prepaid Subscription & ARPU

23.3

20.2

15.4

18.6
16.7

4Q19 4Q203Q202Q201Q20

49.0%
52.9%

57.8% 57.4% 58.1%

Data Usage (GB/month) MyMaxis App Penetration

Data Usage & MyMaxis App Penetration

19.319.1

14.7

22.5

16.9

4Q19 4Q203Q202Q201Q20

63.5%
67.6%

73.4% 73.6% 73.2%

Data Usage (GB/month) Hotlink Red App Penetration

Data Usage & Hotlink Red App Penetration

-11.1%-11.1%

-2.9%
2,813

3,166

783 696717

4Q19 202020194Q203Q20

Prepaid Revenue
(RM’m)

Prepaid Revenue (RM’m)
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Our total fibre revenue grew from RM427 million in 2019 to RM545 million in 2020, approximately 27.6% 
increase year-on-year. 

We are proud of our fibre connections growth, for both Home and Business Fibre, from 369,000 in 2019 to 
444,000 connections in 2020. 

We are also pleased to arrest the decline in Home Fibre ARPU as it improved in 4Q20 on the back of healthy 
adoption of MaxisONE Prime converged packages and on-going upselling campaign to our existing customers 
to upgrade to higher speed packages.

Fibre Connectivity

Fibre Connections & Fibre ARPU

+4.7%
+20.3%

444424

369
411392

4Q19 4Q203Q202Q201Q20

107 108
105

102

107

Total Fibre 
Connections (‘000)

Home Fibre ARPU (RM/month)

The Company views Prepaid as a great success due to the execution of our new sales and retail strategy to 
target underserved markets, and the new focus on the Prepaid Youth market and the new unlimited Prepaid 
plan launched in June 2020.

It is worth to note that even with the ongoing trends of Prepaid market contraction and SIM consolidation and 
our successful migration of Prepaid to Postpaid, Hotlink Prepaid is still resilient.

ARPU remains healthy at RM39. Through our Hotlink Red App and use of data analytics, we are able to value 
add through our personalised promotions.

+27.6%+18.0%

+4.3%
545

427

122
144138

4Q19 202020194Q203Q20

Fibre Revenue
(RM’m)

Fibre Revenue (RM’m)
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Investor Relations

Creating Long-Term Shareholder Value 

Maxis is committed to creating long-term value for its 
shareholders and has been providing consistent cash 
returns through the declaration of dividends. For the 
financial year 2020, Maxis rewarded its shareholders 
with RM1.33 billion cash dividends comprising four 
interim dividend each of 4.0 sen per share with an 
additional special interim dividend of 1.0 sen per share 
in the fourth quarter. The total dividend payout of 17.0 
sen per share represents a dividend yield of 3.4% 
based on the closing share price of RM5.05 as at the 
end of December 2020. The proposed dividend payout 
is aligned with our dividend policy and policy of active 
capital management.

Dividend Policy 

Our full dividend policy, as stated in our IPO Prospectus 
dated 28 October 2009, is reproduced here for 
reference: “The declaration of interim dividends and 

the recommendation of final dividends are subject to 
the discretion of the Board and any final dividend for 
the year is subject to shareholders’ approval. It is the 
Company’s intention to pay dividends to shareholders 
in the future. However, such payments will depend 
upon a number of factors, including Maxis’ earnings, 
capital requirements, general financial condition, the 
Company’s distributable reserves and other factors 
considered relevant by the Board. 

Maxis intends to adopt a dividend policy of active 
capital management. The Company proposes to pay 
dividends out of cash generated by its operations after 
setting aside necessary funding for network expansion 
and improvement and working capital needs. As part of 
this policy, the Company targets a payout ratio of not 
less than 75% of its consolidated PAT under Malaysian 
Generally Accepted Accounting Standards (GAAP) in 
each calendar year, beginning financial year ending  
31 December 2010, subject to confirmation of the Board 
and to any applicable law, license and contractual 
obligations and provided that such distribution would 
not be detrimental to its cash needs or to any plans 
approved by its Board. Investors should note that 
this dividend policy merely describes the Company’s 
present intention and shall not constitute legally binding 
statements in respect of the Company’s future dividends 
which are subject to modification (including reduction or 
non-declaration thereof) at the Board’s discretion.

As the Company is a holding company, its income, and 
therefore its ability to pay dividends, is dependent upon 
the dividends and other distributions that it receives 
from its subsidiaries. The payment of dividends or other 
distributions by the Company’s subsidiaries will depend 
upon their operating results, financial condition, 
capital expenditure plans and other factors that their 
respective board of directors deem relevant. Dividends 
may only be paid out of distributable reserves. In 
addition, covenants in the loan agreements, if any, for 
the Company’s subsidiaries may limit their ability to 
declare or pay cash dividends.” 

The payout ratios in the financial year 2018, 2019 and 
2020 were 87.7%, 103.6% and 96.0% respectively. 

2020
RM'm

2019(1)

RM'm
2020

%
2019(1)

%

Value distributed

To Employees  670  651 13% 12%

To Government  905  1,127 18% 22%

To Providers of Capital  1,819  2,086 36% 40%

Retained for Future 
Reinvestment and Growth  1,710  1,365 33% 26%

Total Distributed  5,104  5,229 100% 100%

Value generated

Revenue  8,966  9,313  -  - 

Less: Operating Expenses  (4,220)  (4,346)  -  - 

Operating Profit  4,746  4,967 93% 95%

Government Grants and 
Other Income  274  191 5% 4%

Finance Income  84  70 2% 1%

Total Value Added for 
Distribution  5,104  5,228 100% 100%

Note: 
(1) The comparative results were restated due to the adoption of 

IFRIC AD - Lease.
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Communicating with our Shareholders

Maxis is committed to maintaining high standards of 
corporate disclosures and transparency. Our disclosure 
policy is based on these three key principles: 
i) Maintain open and regular communications with all 

shareholders;
ii) Disseminate financial and strategic updates in a 

timely and transparent manner; and
iii) Ensure equal treatment and protection of 

shareholders’ interests. 

We actively communicate with our shareholders 

We maintain active dialogues with our shareholders 
throughout the year, through a planned investor 
relations programme which includes corporate days 
and investment conferences which were held virtually. 
In addition, we respond to ad-hoc meeting requests and 
queries from shareholders as well as the investment 
community. Our investor-focused programmes are 
further supplemented by a dedicated Investor Relations 
website, a key resource for corporate information, 
financial data, stock exchange announcements, 
quarterly results, annual reports, upcoming investor 
events, shares and dividend information, and investor 
presentation slides. Our Investor Relations website is 
available at 

Management Discussion & Analysis

http://maxis.listedcompany.com/home.html

Notes: 
1. The Chairman’s and CEO’s statement, Our MAX Strategy, Our Top Material Matters and Value Creation Model sections should be read together 

with the Management Discussion & Analysis section.
2. This report by Maxis Berhad (Maxis) contains forward-looking statements. Forward-looking statements can be identified by the use of 

forward-looking terminology such as the words “may”, “will”, “would”, “could”, “believe”, “expect”, “anticipate”, “intend”, “estimate”, “aim”, 
“plan”, “forecast” or similar expressions and include all statements that are historical facts. These statements are based on assumptions and 
reflect Maxis’ current views with respect to future events and are not a guarantee of future performance and does not take into consideration 
unforeseen circumstances and factors beyond Maxis’ control. As such, Maxis provides no representation or assurance in respect of these 
statements and disclaims all liability whatsoever (whether in negligence or otherwise) for any loss, damage, costs or expenses however arising 
out of or in connection with these statements and this report.

We believe in the constructive use of our Annual 
General Meetings (AGM) and other general meetings. 
These meetings are attended by our Board of Directors 
and the Management Team. A comprehensive 
review of the Company’s performance is shared and 
any shareholder present can query the Board and 
Management Team at these meetings. Our external 
auditors are also present to answer any questions 
on the auditing, preparation and content of the 
independent auditors’ report.

Our stakeholders, especially institutional investors, 
place great emphasis on how we manage our Economic, 
Environmental and Social (EES) matters and create value 
from our operations. Being cognisant of this, we have 
embarked on a value creation journey to fully integrate 
our annual report in accordance to the IIRC Framework 
to form a holistic view of our strategy and growth 
plans as well as manage key risks and opportunities in 
order to build and reassure confidence and improve 
our future performance. Also, we have been listed 
on the FTSE4Good Bursa Malaysia Index since 2015. 
Valued by our shareholders and other stakeholders for 
benchmarking our corporate responsibility practices, we 
intend to maintain and further improve our position on 
this index in the future.

Feedback and enquiries

We welcome feedback on our Investor Relations 
initiatives and other information we have provided. 
Queries about and requests for publicly available 
information, comments and suggestions to the 
Company can be directed to ir@maxis.com.my. We look 
forward to continued and effective engagements with 
our shareholders.

We meet regularly with major institutional investors 
in virtual investor meetings as we adapt to the new 
normal. We also hold regular sessions with financial 
analysts to discuss business performance and 
strategies. These meetings are typically hosted by 
the Head of Investor Relations and attended by the 
appropriate mix of senior management including our 
Chief Executive Officer and Chief Financial & Strategy 
Officer.
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Keeping families,  
businesses and individuals

Connected  
during unprecedented times




