


Though COVID-19 has created an unprecedented economic and humanitarian crisis, it will also be                    
remembered as a period when governments, businesses, NGOs and citizens rallied together behind the 
common cause of saving lives and livelihoods. In that sense, there is a story of hope and there is evidence of 
Bangladesh’s remarkable resilience in the face of adversity. During this most unusual and difficult year in 
living memory, the people of Robi demonstrated courage, determination, tenacity and commitment. They 
adapted very fast and worked extremely hard to ensure connectivity, which became most vital during the 
pandemic. On our part, our response was to do everything possible to protect the health, safety and               
wellbeing of our employees, while showing solidarity with the community through several meaningful    
citizenship initiatives. 

SUSTAINABILITY REPORT 2020
GRI Standards

Standing together in our fight against COVID-19 
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strategy
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Fostering a purposeful
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Robi is amongst the top-2 
digital telecommunications 
company of Bangladesh with 
a base of 50.9 mn subscribers 
(as on 31 December 2020) 
and focused on taking 
Bangladesh forward through 
digital empowerment.
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SUSTAINABLE
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future generations

We are focused on achieving
our priorities in green 
telecom, comprising the key 
pillars of energy efficiency, 
sustainable electrification 
and electricity access.
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contributing to society

- Responding to the COVID-19 pandemic
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We are focused on creating 
meaningful and long-lasting 
transformation that fosters a 
step-change impact in the 
lives of everyone we touch, 
including our communities, 
our people and our                
customers.
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Unleashing the power of 
digital, we engage in 
responsible organisational 
stewardship, thus playing 
our role in Bangladesh 
staying on course in its 
developmental journey.
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At Robi Axiata Limited, we have always believed that the future of our business is inexorably linked with 
national sustainability challenges. Thus, our sustainability strategy is premised on our institutional ability 
to target areas where our solutions can make the biggest contribution to the widest community in the 
shortest possible time.

This strategy is founded on our long-standing commitment to conduct ourselves in a responsible, ethical 
and honest way, and to reduce environmental impacts across our value chain. This has enabled us to build 
credibility as we engage with partners to help create more sustainable societies, especially after the              
debilitating effects of the COVID-19 pandemic.

We firmly believe that Robi is well-positioned to contribute to sustainability in the key areas of promoting 
digitally-enabled economic development that facilitates the creation of a low-carbon society. Our products and 
services can help to deliver the step-change in efficiency needed to achieve these national objectives.

Thus, at Robi, the outcome of all our sustainability initiatives and actions is anchored on fostering the most 
essential societal impact.

Nurturing shared value.

NURTURING SHARED VALUE.
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About the
Report

INTRODUCTION

Our reporting suite

We publish a suite of complementary reports, some wholly voluntarily, intended to provide our stakeholders with the 
information they need to assess our performance on a more holistic basis. Our sustainability report for 2020 provides a 
balanced, accurate and accessible overview of our sustainability strategy and performance relating to the most material 
economic, environmental, social and governance impacts of our operations on Bangladesh’s society.

Report profile

In principle, the content relates to Robi Axiata Limited. “Robi” refers to Robi Axiata Limited, unless otherwise noted. The 
criteria for indicators/information presented in the report is the GRI (Global Reporting Initiative) Standards and this report 
conforms to the same. The disclosures are in accordance with the ‘Core’ option prescribed by GRI. The information in this 
report relates to the fiscal year 2020, that is from 1 January 2020 to 31 December 2020.

The Sustainability Report 2020 is framed in the context of Robi’s activities from a sustainability perspective. This report is 
about how we do business responsibly and profitably with a view to maximising sustainable value creation for society. The 
report complements Robi’s Integrated Annual Report 2020, which presents our business and financial results for the year 
and outlines the Company’s strategy and priorities.

Together with the Integrated Annual Report 2020, the Sustainability Report 2020 fulfills the requirements of reporting by 
accounting for our activities relating to social responsibility and also reporting on activities in the realm of human rights, 
labour rights, diversity, environment, anti-corruption and climate change.

This Sustainability Report 2020 has been prepared and published in English. The report is also made available on our 
website: www.robi.com.bd  
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http://www.robi.com.bd 



Data compilation methodology

Data has been collected through various internal reporting systems for inclusion in the report. The reporting systems are, 
for the most part, different from those applicable to financial information presented in our financial statements (please refer 
to the financial statements in the Integrated Annual Report 2020).

We have employed systems and practices in place for regular, reliable and verifiable tracking of various sustainability 
performance data. We have pointed out any significant limitations in the information presented in the report, wherever 
applicable. We reserve the right to change our internal guidelines regarding the inclusion of data in the Sustainability 
Report.

Suggestions and feedback

In the interests of improving and advancing our commitment to sustainability, we would be happy to receive your feedback 
on our Sustainability Report 2020. Please send your comments or suggestions to: sustainability@robi.com.bd

http://sustainability@robi.com.bd
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Our sustainability
actions impact the



OUR APPROACH TO SUSTAINABILITY

Our sustainability vision is to create and protect shared value for Robi and all our stakeholders 
through responsible economic, environmental and social actions and practices.

Our approach

Our sustainability framework comprises three pillars, around which this report is structured. Our framework goes beyond 
traditional models of focusing on environment, social and governance (ESG) matters to also include economic value that is 
shared with our stakeholders, which in turn provides broader socio-economic benefits to society, which is the key purpose 
of our approach to sustainability and the fundamental intent of publishing this report.

Sound corporate governance, ethical conduct, robust risk management and regulatory compliance represent the                  
foundations of our shared-value and long-term sustainability approach.

The three pillars of our sustainability strategy comprise the following:

Our focus on digital innovation 
helps transform lives and 

livelihoods in society

Addressing barriers to digital 
inclusion by ensuring robust 
pan-Bangladesh network 
coverage, affordable digital 
products and services, and other 
innovative digital measures

Ensuring universal access to 
quality digital learning resources 
through Robi-10 Minute School 
(Robi-10MS)

Offering a wide range of digital 
and financial solutions that help 
close the digital-financial divide

Providing reliable and 
cutting-edge digital enterprise 
solutions befitting the Industrial 
Revolution 4.0 era

Economic Social & governance Environmental
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Sustainable economic value:

Our focus on fostering               
community vibrancy and 

prosperity

Embracing ethical conduct and 
transparency at all times

Customer safety through privacy 
and data security

Inspiring workplace that thrives 
on innovation

Nurturing people skills and talent 
through certified programs

Investments in communities that 
strengthen the pillars of digital 
society

Responsible supply chain 
management with fair and 
ethical practices and zero 
tolerance to corruption

Sustainable social value:

Our focus on reducing our 
environmental impact

Determined approach towards 
implementing our overarching 
philosophy of fostering ‘green 
telecom’ thinking and practices

Increasing focus on sustainable 
electrification of our telecom 
network through net metering 
initiative, etc.

Contributing to climate resilience 
and alternative energy                   
investments (like solar) to   
reduce greenhouse gases

Nurturing green offices with 
increasing focus on digital 
technologies to reduce natural 
resource consumption

Growing focus on reducing 
waste to landfill

Sustainable ecological value:



FOREWORD BY OUR CHAIRMAN

Overview

With every passing day, mobile is accelerating and facilitating nothing short of a revolution in access to education, financial 
services and healthcare for tens of millions of people in Bangladesh, offering those living in some of the country’s poorest 
communities the opportunity to break free from a cycle of endemic poverty.

In the context of this, at Robi, being sustainable means creating social and economic value through the digital revolution, 
while protecting society and the environment. In short, having a net positive impact.

The world is waking up to the impacts of climate change and we have a deeper and more meaningful role to play in                   
mitigating and adapting to climate change risks. Globally, there is a heightening sense of shared responsibility towards 
each other and the environment, especially after the devastating effects of the COVID-19 pandemic. By contributing to the 
prosperity of Bangladesh, I take pride in Robi’s profound role in society, which truly came to the fore in challenging times 
such as these.

Robi’s role in society

Our digital networks, including 4G-powered broadband and IoT solutions, are transforming businesses of all shapes and 
sizes, helping them to operate more efficiently and contributing to the ‘Digital Bangladesh’ vision of the government. 
Sustained investments in modernising our network and digital infrastructure has enabled us to provide our customers, their 
families, communities and businesses with the means to connect, learn, share and advance their ambitions, especially 
during mobility and social restrictions imposed to curb the spread of the virulence in 2020.

Enabling positive social outcomes is integral to what we do, and our approach to sustainable business ensures that we are 
committed to aligning our business goals with delivering wide-ranging societal benefits.

Our sustainable business strategy is anchored on our efforts in areas where we believe Robi can make the greatest impact: 
learning, innovation, skills development, jobs creation and, most importantly, promotion of digital entrepreneurship among 
the youth in particular. We have long-term goals in place for each of these areas and our impact here is articulated across 
the pages of this report.
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Robi plays a fundamental role in 
the daily lives and livelihoods of 
over 30% of the population of 
Bangladesh. Hence, to make an 
impact on meeting the SDGs by 
2030, I have often reflected on 
the role of Robi as a major force 
for good.”

“

“

- Thayaparan Sangarapillai, Chairman



Climate change remains a critical global challenge and we recognise, as a significant consumer of electricity, that we 
have an important role to play as part of the global effort to limit temperature rise. Thus, we view our sustainable 
non-conventional electrification efforts as not only a means to offset our carbon footprint, but also to partnering with 
the government in ensuring electricity access in backward areas.

Within Bangladesh, youth unemployment is one of the most significant social and economic challenge. New technologies 
are replacing semi-skilled roles as well as creating new career pathways. We are not only looking at accelerating talent 
development at our own Company, but are also creating platforms like bdapps for young developers to showcase their 
talent and build new-age careers for themselves and create employment for the country.

Building back better for all

We believe we have good reason to be optimistic and excited about the future as the digital economy drive societies 
forward, yet we recognise that the world continues to face a number of significant challenges. The Sustainable                      
Development Goals (SDGs) set out a series of global ambitions to tackle these. We believe we can have the greatest impact 
on 9 of the 17 SDGs through the delivery of our sustainable business strategy, and have highlighted our progress and 
contribution in this report.

The year 2020 and COVID-19 go hand-in-hand. Indeed, the disease created a tremendous health challenge with               
significant impact across all parts of society. While we are not out of the woods yet with second and even third waves of 
the virus causing a devastating loss of lives and livelihoods across the world, the focus now must be on recovery, and the 
only economic reboot that makes sense is one that is green and sustainable. The green agenda drives jobs and growth, in 
addition to sustainably addressing climate change. In other words, it will help us create a sustainable future. We are already 
in the first year of the decade of action. At Robi, we are doing everything possible to ramp up this action.

Finally, I would like to thank the many stakeholders – including employees, customers and shareholders – whose opinions 
and insights help us to accelerate our efforts to build and grow a purpose-driven and more sustainable Robi.

Looking ahead to 2021 and beyond, I relish the prospect of our business playing an increasingly important role in building 
a better today as well as an exciting future for us and the planet.

Sincerely,

Thayaparan Sangarapillai
Chairman 
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MESSAGE FROM OUR MD & CEO

Dear friends,

2020 was a year unlike any other, when communities around the world faced unprecedented challenges as a result of the 
COVID-19 pandemic and the subsequent disruption. Families were separated, businesses of all sizes were forced to find 
new ways of working, schools were closed, and life as we knew it underwent intense change. The spread of COVID-19 led 
to a seismic shift in the consumer and business landscapes. Individuals and institutions rushed to embrace digital             
technologies to enable human connections. This stimulated the need for access to reliable and affordable digital services.

Thus, 2020 was a year when our promise of enriching the digital lives of our customers was tested and took on a              
completely new level of relevance. For organisations that required significant numbers of employees to work from home, 
Robi’s robust network provided a vital lifeline to ensure business continuity and productivity. For schools and universities, 
Robi’s services enabled education to continue online. Communication between families and friends migrated to video 
chats, made possible by the hard work of our engineers who ensured robust network efficiency and uptime. Even                
entertainment options took on heightened importance, with our rich portfolio of content providing a welcome distraction 
during the difficult times.

At Robi, we acted swiftly to address the challenges at hand, prioritising our people, customers and communities, as well as 
looking after our business. Our focus on digital inclusion took a leap during the pandemic as we stood by millions of people 
with our digital network, including students by providing them with unparalleled learning opportunities through Robi-10 
Minute School; entrepreneurs, especially women, through bdapps; our retail universe through digital onboarding platforms 
and cash-less transactions; and businesses of various scales and sizes through digital enablement. I am also particularly 
proud of how we leveraged our big telco data analytical capabilities to assist the government in helping control the               
transmission of the virus through our crowd sourcing-based AI and cutting-edge geo-fencing solutions.
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Indeed, for many, digital lives became the most vibrant part of a
daily routine during the pandemic.“ “

The pandemic highlighted the 
need for businesses to take a 

critical role in addressing 
societal needs and deepening 

inclusion.

“ “

We were fortunate to turn many of the challenges brought on by
the pandemic into useful solutions.“ “



We are hugely grateful to our leadership team, our people and our partners for the creativity, collaboration and                    
professionalism that enabled Robi to enhance our networks and update our services to meet heightened demand during 
2020. The foundations we have built over time supported not only the introduction of new digital services, but also 
ensured that people stayed connected and engaged throughout this turbulent period.

Evolving our strategy in support of sustainability, we want to solve problems that matter. However, we cannot do this alone 
and understand that we must work in partnership with others to build a new, more resilient future. Looking ahead, we see 
success not only in being a leading telco, but in advancing the digital society, partnering for socio-economic progress and 
defining our ESG issues more clearly. In this growth phase, we will continue to leverage our diverse and inclusive culture to 
achieve our strategic ambition of leading digital solutions for ensuring Bangladesh’s collective progress, leaving no one 
behind.

Building a digital platform to drive digital transformation across Bangladesh is pivotal to serving societies’ interests. The 
digital revolution is a powerful agent for transforming society for the better and, conversely, a lack of access to digital 
creates wider social and economic disparities.

As an emerging market operator, addressing social challenges is an inherent part of our business. Truly, Robi can flourish 
only when the communities and ecosystems in which it operates are healthy. We strive to operate ethically, transparently 
and accountably by addressing concerns relevant to our stakeholders and balancing them, while still meeting our statutory 
obligations.

At Robi, our success is closely interlinked with inclusive socio-economic growth and development of Bangladesh. We 
provide the foundation for a modern connected life through our extensive and resilient network and a wide range of 
products and services tailored to the market needs. As one of the top-two digital operators of the country, we play a pivotal 
role in addressing considerable gaps in access to connectivity by driving mobile and internet adoption. Importantly, 
connectivity provides access to financial technology (fintech) and digital solutions that pave the way for participation in 
economic activities and education, enhancing lives and strengthening communities.

As we move forward towards a new normal, we will remain agile. Supporting our staff and communities remains essential 
to our progress as we recognise that our success is connected to their welfare and wellbeing.

With around 45% of the population still remaining outside of the digital network in Bangladesh, we foresee massive 
growth opportunity in the future. Robi is determined to approach this opportunity by continuing with the substantive 
investment it has been making to strengthen its digital network around the country. Besides, with our 4G network covering 
around 98% of the population, we are ready to facilitate digital transformation of the society. What is most imperative is 
for people to have the right kind of devices to hook up to the information super-highway we have created around the     
country. While we will strive to ensure the best quality digital experience, we urge the government to lessen the burden of 
taxation on the sector so that we can have the fiscal space to continue investing and ensuring a decent return for our    
shareholders at the same time.

In closing, I would like to emphasise my personal thanks to all Robi employees whose dedication made such a difference in 
our customers’ lives in this exceptional year.

Thank you and stay safe.

Mahtab Uddin Ahmed
Managing Director and CEO 

9 ADVANCING BANGLADESH

COVID-19 has exacerbated underlying economic and social inequalities; hence instilling 
sound ESG principles is fundamental to building resilience and a future-fit Robi.“ “

In 2021, we will continue to build our digital capabilities, embracing the spirit of 
collaboration and partnership, for ensuring accelerated digital inclusion.“ “



OUR LEADERSHIP TEAM 

Mahtab Uddin Ahmed
Managing Director and CEO

Md. Faisal Imtiaz Khan
Chief Human Resources Officer

Md. Adil Hossain Nobel
Chief Enterprise Business Officer

Mohammed Shahedul Alam
Chief Corporate & Regulatory Officer

Shihab Ahmad
Chief Commercial Officer

Dr. Asif Naimur Rashid
Chief Information Officer

Perihane Elhamy Ahmed Metaweh
Chief Technology Officer

M. Riyaaz Rasheed
Chief Financial Officer

Ruhul Amin
Chief Strategy Officer



THE WORLD OF ROBI

FOSTERING A PURPOSEFUL
DIGITAL ECOSYSTEM



THE WORLD OF ROBI

TRIPLE BOTTOM-LINE

Sustainable economic value Sustainable social value Sustainable ecological value

50.90 Subscribers
Up 3.9% YoY

Tk. 42.36 bn
Exchequer contribution

USD 665.3 mn
Investment in infrastructure

over the past 3 years

4.4% Reduction in
energy (indirect) consumption, 2020

35.9% Reduction in Scope
1 GHG (from fuel) emissions, 2020

8.1 MW Solar power capacity

9 SDGs impacted

1,920 No. of
female developers on bdapps

5mn+ Students benefitting from
digital education via Robi-10MS

54,686hours Total employee
online learning hours

13% Female employees
in the workforce
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Robi impacts 9 of the 17 UN SDGs!

OUR IMPACT ON THE UN SDGS 
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OUR IDENTITY

Robi is at the forefront of technological and digital transformation. Inspired by our belief 
that everyone deserves the benefits of a modern connected life for collective progress, we 
provide a wide range of digital solutions and services to customers from all segments of the 
society in Bangladesh.

As a digital service provider that is rooted in maximising customer benefit, we relentlessly focus on continuous innovation 
and providing an unmatched end-to-end experience. We have pioneered several initiatives that have enabled our              
customers to benefit from our network and infrastructure in myriad ways. We enable them to do more in an                               
always-connected and ever-interactive world, and take pride in connecting Bangladeshis to a constantly expanding 
universe of digital applications with the promise of offering new experiences in the lives of our customers.

Our beliefs and core values

We strongly believe that our values of “Uncompromising Integrity and Exceptional   
Performance” (“UI EP”) serve as the core and foundation of our operations, which enable 
us to provide agile, quality and reliable services, and conduct business with integrity, 
honesty and transparency. 

Uncompromising Integrity – Always doing the right thing and fulfilling promises 
made to earn the trust of our stakeholders. We are committed to upholding the 
highest standards of lawful and ethical conduct, and to demonstrating honesty, 
fairness and accountability in all our dealings.

Exceptional Performance – Always pushing ourselves to deliver outstanding 
performance. We are determined to be the winner, leader and the best-in-class in 
whatever we do. While we are tough with performance standards, we are 
compassionate with people – we call it “performance with a heart”.

Keeping pace with the ever evolving digital landscape in Bangladesh, we aim to establish 
ourselves as a leader in providing customer-centric data and digital services.

Our guiding principles

Keeping pace with the ever-evolving digital landscape of the country, we aim to establish 
ourselves as a leader in providing customer-centric data and digital services, with our four 
Guiding Principles acting as a beacon of light to pave the path.

Our guiding principles include the following:



BE
AGILE

INSPIRE TO
INNOVATE

COLLABORATE
TO DELIVER

DO
DIGITAL

 Encourage questions to gain clarity
 Value and share information and analytics to gain perspective
 Seek trends to spot opportunities and solutions
 Learn from failures for future success

Demonstrate respect for all you interact with
Build trust and transparency around communication
Cultivate diversity and inclusion
Collaborate and engage with all stakeholders to achieve results

Focus on customers to understand their problems and unearth their desires
Innovate to ensure customer satisfaction
Constantly improvise on processes to ensure speed to cater to customers
Create an authentic sense of purpose among people

Pursue employee ideas to develop entrepreneurial mindset 
Take financial risk to foster innovation
Learn from failures and identify learnings for future success
Demand consistent quality

Our ethical conduct

We understand that our business depends on the trust of our customers, vendors and partners, 
and we are committed to always conducting our business in a responsible, ethical and lawful 
manner. 

Robi endeavours to embed trust and confidence as a guiding principle to conduct its interactions 
with customers as well as with all other stakeholders. We make consistent efforts to make every 
important aspect of the customer experience delightful. We achieve this with the help of our 
governance tools, including our policies and processes, embedded at every level of our activity. 

Robi is fully committed to the highest standards of corporate governance whilst pursuing its 
corporate objectives to enhance shareholders’ value and its overall competitive positioning. The 
Board recognises the importance of governance and plays an active role in administering and 
reviewing the Company’s governance practices and framework to ensure its relevance and ability 
to meet future challenges. Our Code of Conduct, Anti-Bribery and Anti-Corruption (ABAC) policy, 
Gift, Donation and Sponsorship (GDS) Policy and Whistle-blowing Policy support and guide our 
decisions through an unbiased and highly ethical approach. 

Our governance framework was further bolstered with the adoption of the ABAC policy that was 
specifically put in place to ensure adherence to the Malaysian Anti-Corruption Commission Act 
that was recently enacted for companies operating inside Malaysia, as well as Malaysian-owned 
companies operating outside of the country. Hence, as a subsidiary of a Malaysian company, we 
are subject to the stringent enforcement of this act in the way we operate our business. Notably, 
this overarching anti-corruption framework has only further fortified our governance practices.

Making good progress in the year 2020, Robi achieved 100% ABAC training for all employees 
during the year, while also adopting the group’s Gift, Donation and Sponsorship (GDS) Policy for 
local operations. 

Today, Robi aims to establish itself as a leader in providing safe and effective working conditions 
for all its employees, offering exceptional customer services and maintaining ethics and values 
with all stakeholders in the conduct of its business operations. As a people-centric organisation, 
Robi sets itself as a beacon of light to pave the path for exceptional performance with high                 
integrity, embracing its four guiding principles that drive this agenda forward. 
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CREATING SHARED VALUE

Robi for individuals
and families Robi for communities Robi for the planet

Through offering a wide range of 
affordable and value-oriented 
innovative data and voice 
recharge packs and digital 
lifestyle solutions

Creating choice:

Through a dual-brand proposition
comprising Robi and Airtel

Through offering a seamless 
network experience, even across 
remote corners of the country

Promoting customer-first strategy:

Through Robi Innovation Lab, 
representing an incubation hub 

Through r-ventures, a digital 
entrepreneurship program

Through bdapps, a platform for 
the youth with innovative ideas 
to embrace entrepreneurship via 
a structured approach

Fostering entrepreneurship:

Through Robi-10MS, an award- 
winning, holistic and curated 
learning platform for all

Through e-libraries and Robi 
internet corners created in all 
divisional cities

Promoting digital learning:

Through implementation of 
“Connected Women” initiative of 
GSMA, comprising a platform to 
train women to become retailers 
for Robi, in association with 
CARE Bangladesh

Through enabling women to 
embrace a digital lifestyle with 
the help of a women-focused 
package named Ichchedana

Empowering women:

Through “333”, an open and 
accessible Government-public 
interface

Through Maya, a personal digital 
wellbeing assistance app

Through Robi BIMA, an 
insurance platform

Through #CommonSense, a 
program created to raise 
awareness on responsible use of 
mobile phone

Through safe drinking water 
plants commissioned at major 
railway stations

Facilitating public welfare:

Through the revolutionary net 
metering project that seeks to offer 
multiple benefits, including 
enhancing the share of renewable 
energy in the country’s total energy 
mix, ensuring proper utilisation of 
power to prevent outages for both 
mass as well as large consumers, 
and helping the country lower its 
overall carbon footprint

Through a project to achieve net 
zero emissions (in the pipeline)

Offsetting carbon emissions:

Through efforts in green 
telecom, including solar panel 
installation for sustainable 
electricity generation at our base 
station sites

Green thinking:

Through e-commerce platform, 
robishop.com.bd, and ticketing 
platform, bdtickets.com, we are 
offering a greener alternative to 
our customers to shop for their 
desired gadgets and avail tickets 
from mass transport operators 
without having to venture out of 
their homes, thus helping reduce 
our customers’ carbon footprint

Through wide scale adoption of 
work-from-home practices, the 
Company has helped its 
employees to reduce their 
individual carbon footprint 
significantly

Promoting a low carbon economy
via facilitating digital lifestyle:



SUSTAINABLE ECONOMIC VALUE

OUR SUSTAINABILITY
STRATEGY



MATERIALITY ASSESSMENT

At Robi, we stand committed to realising a sustainable society by upholding our core corporate 
values of Exceptional Performance and Uncompromising Integrity (EP-UI).

Materiality process

Understanding and fulfilling the needs and expectations of our stakeholders is essential for us to carry-out our socio-economic 
responsibilities as a leading telecommunications Company of Bangladesh. Thus, this report contains information that we deem 
to be of material significance to our ability to create value over the short-, medium- and long-term.

Our report’s materiality complements the material matters highlighted in Robi’s Integrated Annual Report for the year 
ended 31 December 2020. The Company’s approach in identifying, prioritising and responding to these matters is              
determined by considering factors that receive the most management and Board attention during the year. These themes 
take into cognisance priority interests of our key stakeholders and the impact of these on our strategy, the Company’s top 
risks and opportunities and the context in which we operate.

In addition to this approach, our sustainability report’s materiality identification and prioritisation approach factors the 
importance of material matters to key stakeholders, especially considering the outbreak of the COVID-19 pandemic during 
early 2020. This approach includes various stakeholder engagement initiatives, the sourcing of information from various 
assessments and through internal research and analysis.

Importantly, our materiality assessment provides us with better oversight on the internal and external factors which are 
material to us.

Review of our material sustainability matters

Aligned with Axiata, we reviewed and updated our material sustainability matters in response to changes in our business 
landscape, risk environment, internal policies, KPIs, emerging local sustainability trends, regulatory developments and 
stakeholder opinions.

Our materiality 
prioritisation 
matrix

(X-axis denotes 
“Material impact on 
Robi’s objectives; 
Y-axis denotes 
“Importance to our 
stakeholders”)
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Fostering digital inclusion by 
enabling affordable communica-
tion, information sharing and 
financial inclusion.                       
This matter comprises the 
cornerstone of economic 
growth and development in the 
modern connected world.

Providing customers with high- 
quality digital services to ensure 
new experiences in life.       
Customers expect relevant 
solutions that meet their needs 
and of the society at large.

Creating shared value through 
digital innovation with a focus on 
entrepreneurship and women 
empowerment.                              
We offer a wide range of digital 
solutions to address some of 
the major macro-challenges 
facing the country.

Collaborating with corporate 
enterprises to unlock new 
cutting-edge digital solutions.                                    
We support corporate 
enterprises of the country to 
adapt to the fourth industrial 
revolution by offering them a 
wide range of innovative digital 
solutions.

Sustainable economic value Sustainable social value Sustainable ecological value

Sharing our insights and 
knowhow with the Government. 
By doing so, we enable timely 
governmental support and 
benefits for holistic public good.

Managing a robust and rigorous 
approach to ethics.                    
We are sustaining our efforts to 
prevent fraud and bribery, while 
upholding our ethical values.

Driving an agile organisational 
strategy.                                           
Our drive to future-proof our 
workplace is being met by 
re-skilling, improved talent 
attraction and retention, and 
workforce transformation.

Meeting the health and             
wellbeing expectations of our 
people.                                          
We are doing everything 
possible to keep our people safe 
against the highly infectious 
coronavirus pandemic.

Acceleration of diversity and 
inclusion in our workplace.           
We are focused on ensuring a 
gender-diverse, inclusive and 
meritorious workplace environ-
ment.

Reducing our impact on the 
environment and on the societies 
in which we operate.                     
We are heightening our focus 
on all sustainability related 
matters and are focusing on 
resolving some of these by 
deploying digital technologies.

Focusing on sustainable 
electrification through initiatives 
in green telecom.                      
We are looking at enhancing 
solar power generation across 
our sites to progressively 
reduce grid linkages and 
dependance on petrol/diesel as 
fossil fuels.

Sustainably managing our 
environmental resources.           
We are looking at minimising 
our carbon footprint as much as 
possible by holistically embracing
green office guidelines.

Fostering industry collaboration 
for making ecological sustenance 
more widespread.

Robi is the first Bangladeshi 
telco to have introduced the 
concept of shared tower 
infrastructure for optimising 
resources, way back in the year 
2013.
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Identifying key material matters



Emergency and
business continuity

Employee health,
safety and wellbeing Resource management Regulatory risk

The matters which have increased in priority cover those related to the environment as well as 
our customers and customers’ and suppliers’ interests, especially in the realm of health,             
livelihood and welfare.

MATERIAL STAKEHOLDER MATTERS

New material matters

At Robi, our new material matters include those related to COVID-19 concerns on how we work and address emergencies 
and ensure business continuity. Judicious resource management and regulatory risks have also emerged as material, in line 
with developments in our operating environment during the year.

Emerging material matters

Top material issues for our stakeholders

Network quality and coverage We are constantly enhancing network quality and coverage and 
modernising our digital infrastructure.

Responding to climate change
We are actively pursuing various energy reduction and e�ciency 
programs and initiatives and are investing in renewable energy sources as 
part of our climate action and de-carbonisation response.

Anti-corruption and bribery
Robi has zero tolerance for any form of bribery and corruption. Further, our 
positions on anti- bribery and corruption, con�icts of interest, fraud management, 
gifts and whistle-blowing are enshrined in a range of comprehensive policies.

Cyber security, data safety
and privacy

We ensure protection of all data, information and intellectual property 
and safeguard them against any cyber security breaches through our 
robust and state-of-the-art tech infrastructure.

Employee safety, health and
wellbeing

We are providing for the health, safety and wellbeing of our employees in ways 
that address key challenges, especially in light of the coronavirus pandemic.

Community support
Our �nancial and non-�nancial contributions to support local communities 
and underprivileged and underserved groups, as well as intensi�cation of our 
e�orts with regards to COVID-19 disaster support in digital and other forms.
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FINANCIAL REVIEW

At Robi, while we generate direct economic value through our business operations, we also make 
significant indirect contribution to the socio-economic development efforts of Bangladesh.

FINANCIAL

75.64bn

Revenues (BDT)
(Up 1.11% YoY)

32.21bn

EBITDA (BDT)
(Up 11.81% YoY)

42.60%

EBITDA margin
(+4.1 percentage points YoY)

1.55bn

Net profit (BDT)
(Up 818.64% YoY)

0.33
Earnings per share (BDT)

(Up 812.53% YoY)

199.46bn

Total assets (BDT)
(171.97 bn in 2019)

2020

Our 2020 performance at a glance
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Key highlights of 2020

During the year 2020, Robi registered a revenue growth of 1.1% YoY, reaching BDT 75.6 billion (2019: BDT 74.8 billion). 
While revenue from voice services experienced a sharp YoY decline of 9.9%, primarily on account of high prices and drop 
in usage, data revenue soared by 26.0% during the year. The catalyst for such a surge fuelled a 12.7% growth in Robi’s 
active internet user base and 14.0% growth in data ARPU, driven by a steep rise in data usage per subscription.

Further, the Company demonstrated high operational resilience that helped limit the negative effects of the pandemic, even 
as it outperformed competition with positive subscriber growth of 1.9 million, corresponding to 3.9% YoY growth,     
exceeding the 50 million subscriber base-mark. This has been the highest annual subscriber addition amongst the major 
industry players.

By the end of 2020, Robi’s total active subscriber base reached 50.9 million, including 35.2 million active internet users. 
This essentially translates to 69.2% of Robi's total subscribers being active internet users, which consists of 16.6 million 
4G internet users, corresponding to 32.6% of the total subscriber base.

Despite the challenging market conditions, Robi's subscriber market share rose to 29.9% at year-end, which is 0.3   
percentage points higher than the previous year, representing a substantial feat in a subdued environment.

In 2020, Robi's profit margin stood at 2.1%, with profit after tax of BDT 1.55 billion (2019: BDT 0.2 billion). Profit before 
tax grew by BDT 1.7 billion on the back of respectable topline growth, prudent efficiency measures and enhanced              
utilisation of assets.

During the year, Robi invested BDT 20.9 billion (excluding payment for spectrum renewal) as capital expenditure (2019: 
BDT 14.2 billion) with a total capex-to-sales ratio of 27.7%. Key investment focus was to deliver superior data experience 
with the enrichment of 4G quality and coverage by rolling-out the required 4G sites and by activating higher spectrum in 
4G through network upgradation. Despite manifold constraints amidst the COVID-19 pandemic, Robi rolled-out as many 
as 4,263 new 4G sites, taking the total number of 4G sites to 13,173 in 2020, which resulted in expanded 4G population 
coverage to 97.4% (2019: 93%).

Outlook and financial priorities for 2021

Ensuring revenue recovery in the post-COVID era, while steering rapid organic growth 

Implementing further optimisation in cost structures to remain competitive and ensure profitability 
expansion

Expanding geographical footprint across the country, while ensuring the best data experience

Strengthening investment monetisation

Accelerating digitalisation and transformational initiatives, thus further driving operational efficiency 
and excellence

Continuing focus on digitisation of our distribution network, following the highest percentage of 
digital recharge (43%) among all the operating companies of Axiata Group Berhad

Accounting policies and estimation for preparation of financial statements

The financial statements of Robi have been prepared in accordance with the International Financial 
Reporting Standards (IFRS), the Companies Act, 1994, the Securities and Exchange Rules, 1987, relevant 
guidelines issued by the Bangladesh Securities and Exchange Commission (BSEC), Financial Reporting 
Act, 2015, and other applicable laws in Bangladesh.
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SUSTAINABLE SOCIAL VALUE

OUR BUSINESS
CONTRIBUTING TO SOCIETY
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RESPONDING TO THE COVID-19 PANDEMIC

We focused on leveraging the power of our digital know-how for mitigating the unprecedented 
impacts of COVID-19.

Emergency and disaster response through data analytics

At Robi, as part of our comprehensive digital transformation roadmap, we have put in place robust analytical infrastructure 
in the form of big data platform along with advanced analytical tools. Along with our technological specialisation, we have 
also created the best analytics team among all the operating companies of Axiata. Thus, our strong digital momentum 
emerged as foundational in helping us stand shoulder-to-shoulder with the government to ward-off the ill-effects of the 
coronavirus pandemic.

Hence, at the outbreak of the pandemic in early 2020, Robi approached the government’s ICT Division and extended its 
analytical support to constitute a national analytics taskforce incorporating relevant organisations in the public and private 
sector. 

Right at the onset of the pandemic, Robi showcased a crowd sourcing-based AI-powered solution to assist local health 
authorities to detect likely cases of coronavirus in advance. Synthesising data from multiple sources, the powerful data 
analytics solution aided the authorities and the local administration tremendously as they could devise a location-based 
strategy to combat the rapid spread of the virus. Robi’s state-of-the-art geo-fencing solutions were also critical to the local 
administration’s efforts in tracing possible super-spreader hot-spots around the country. The rest of the industry followed 
Robi’s lead in this innovative approach and made it into a truly collaborative drive.  

In addition to the national taskforce initiatives, Robi continued to develop different analytics-based models under three 
broad categories. 

Reduced peoples’ risk of exposure to the virus by:

Assisted customers to remain connected to the network by:

Dispatch of real-time messages to customers passing through high-risk zones. Everyday 0.6 million alert messages 
were disbursed in real-time to Robi customers. The solution was highly appreciated in multiple national and                      
international forums/publications.

COVID map was integrated into Robi self-care app and corporate portal so that customers could see proximate 
COVID high-risk zones. Daily, 10,000 hits were captured from customers on this digital solution.

Ensuring that customers had enough balance on their mobile phones to remain active on the network.

Assessing customer balance status and recommended available service points/channels to refill and thus avoid 
service discontinuation.

Customers who reached zero balance were provided emergency refill balance to keep them connected.

Customers with balance but no validity were recommended for validity extension.

Customers with balance but predicted to experience low balance soon were informed about the available digital             
channels to refill their balance.

In case customers didn’t have access to any digital channels, proximate regular channel/WICs were recommended to 
customers to avail refill, which was open as essential service under COVID lockdown impositions.
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Offered relevant personalised services to customers by:

Offering higher denomination products depending upon their data/voice needs

Offering for conversion of subscription to match their changed patterns

Reminding for repeat purchase

Retention by offering lower denomination products

Right through this journey, we embraced a holistic approach to alleviate challenges using AI/analytics and complex process 
automation, using cutting-edge real-time analytics involving multi-node integration, robotic process automation (RPA), 
geo-clustering, etc. Thus, thanks to innovative interventions, Robi managed to stand by the society at the moment of grave 
crisis using advanced data analytics solutions.
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Enabling our employees to stay safe

As the pandemic raged on in 2020, our employee engagement activities for the year focused on finding 
ways to maintain engagement and interaction and strengthen relationships virtually amid the heightened 
health and safety concerns.

Leveraging our expertise as a digital telco and digital service provider, our human resources department 
(HRD) adapted rapidly to embrace virtual engagements and communications with our workforce.                
Notably, our approach to employee engagement took an increasingly digital approach, with support, 
engagement and assistance offered to employees, at home and in their communities, without                      
compromising our peoples' ability to serve our customers.

Axiata also released guidance and ensured strict implementation of SOPs, including guidelines for            
working-from-home (WFH) and providing PPE and sanitisation kits. We also stressed on caring for 
employees’ physical and mental well-being. Establishing a holistic collaborative support system, some of 
the initiatives in this realm comprised the following:

Facilitating comprehensive COVID support

Advanced COVID-19 tracking and monitoring



Advanced COVID-19 monitoring and tracking systems

Extensive medical support for testing availability and access to healthcare services, equipment and support

Live sessions by guest speakers invited to share advice and support for mental resilience during the pandemic and 
challenges from lockdowns, such as parenting during work, fitness and health

Extensive COVID-19 awareness for new recruits

Issue of ‘Guideline for Home Office’ to assist employees with continuing to work effectively and safely from home

Analytics-driven decision-making

Sickness 
status

Total 
cases

Completely 
recovered

Recovering
(monitoring)

COVID positive 50 38 12

Hospitalisation required 05 05 00

Sickness
status

Total 
cases

Completely 
recovered

Recovering
(monitoring)

COVID positive 26 20 06

Hospitalisation required 02 02 00

One or more symptoms 478 434 44
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Providing community relief

As part of our broader community and citizenship initiatives, we offered extensive support to ensure relief and alleviation 
against the adverse pandemic effects.

We established an emergency COVID-19 fund composed of employees’ and Company’s contributions

We organised food donation drives to COVID-19 affected/vulnerable rural communities

We provided registered doctors of Directorate General of Health Services from across Bangladesh with 33GB data for 
free for a 6-month period
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BENEFITTING OUR CUSTOMERS 

As the leading digital service provider in Bangladesh, we are proud of our customer-centric 
initiatives and service standards that have contributed to the satisfaction and retention of 
our customers. 

Focused on dispensing high-quality customer service

At Robi, despite a truncated environment triggered by the pandemic, several initiatives were undertaken in 2020 to 
increase network coverage, specifically in rural areas.

Digitising customer experience

Some of the key achievements in this realm include the following: 

Further, in an important development during the year 2020, Robi was successful in receiving regulatory consent for 
spectrum renewal of 11.6 MHz under two bands for a 10-year period. 

LEAP (Learn, Engage, Advance, Perform) customer experience achievement of 4.51, representing a 40% increase 
YoY; LEAP is a holistic program run by our parent company, Axiata Group Berhad, across all its operating                 
companies spread all over Asia, with an aim to embed the culture and mindset required to be a Digital Champion. 
It exposes our employees to best-in-class functional training, while also promoting collaboration among the team 

My Robi app’s active user base witnessed a sharp growth of 155% YoY 

40 new features were incorporated in My Robi and My Airtel apps

Monthly chatbot unique users grew by 11%

Launched WhatsApp chatbot 

90% e-bill penetration ensured, representing a solid 17% YoY growth 

46% call reduction achieved (2019 vs. 2020)

Many processes were automated, which resulted in steep reduction in resolution timeframe for customer 
complaints, improved customer satisfaction, reduced manual errors and optimised human resources, which 
together contributed to improving the Customer Experience Digital Maturity Score under the LEAP program  

Seamless omni-channel experience delivered to our customers with 8 use cases across 11 channels, which 
means that they can buy a product from Robi from one channel and modify/manage the same from other channels 

1,800 new RF sites were rolled out in 2020 with increase in basic indoor population coverage expanding from 
82% to 86% nationwide 

3,700 new 4G sites were deployed to fortify our 4G network coverage, which raised indoor population coverage 
from 75% to 83% nationwide 

1,400 U900 to L900 technology transformation was delivered in Dhaka, which resulted in 24% 4G indoor             
population coverage improvement during the year 

Network availability/uptime improved by 0.21% for 2G, 0.34% for 3G and 0.41% for 4G in 2020 
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Creating value for our institutional customers 

At Robi, we are committed to deliver busines-enhancing solutions to our institutional customers and we do so by offering 
a range of dependable, flexible and personalised solutions, such as cloud, co-location and automation services, etc. Some 
of these are encapsulated below. 

Protecting human rights  

With growing accessibility, a lot more people worldwide have access to information, services and opportunities than ever 
before, with instant connections that transcend locations and borders. This has created significant opportunities for people 
to enhance their lives, transform their livelihoods and enjoy greater access to rights and opportunities than ever before. 

At Robi, we believe in the rights of all our customers and people using digital communications to communicate freely and 
enjoy the right to privacy and information security, without interference. We are committed to respecting human rights and 
strive to respect and protect the rights of all people using our services. 

Notably, our response to human rights is underpinned by a sound policy framework, principles and risk assessment to 
respecting the digital rights of our customers in a manner that is consistent with internationally-recognised principles, while 
ensuring that we remain compliant with licensing conditions and legal obligations. 

Thus, we are committed to respecting human rights and remain vigilant of the risk of any human right infringements.

Robi Cloud Solution: A cost-effective, reliable and efficient platform to help our customers manage their IT needs

Robi Amar Hishab: A comprehensive retail business management software 

RMG Solution: An integrated ERP solution for the RMG sector 

Robi IoT: A bouquet of smart solutions for businesses 

Mobile Business Connect: A mobile hotline number solution 

Cloud Conferencing Solution: An effective multi-party call solution via cloud 

Robi Secure Connect: A secure connectivity solution with VPN IP-based network

Ensuring customer satisfaction and retention 

World’s No. 1 Socially Devoted Brand by Socialbakers for 3 consecutive quarters 

Launched ‘Elite’, a revamped customer loyalty program

Customer satisfaction score hit 82%, which is 15% higher than in 2019

96% complaint resolution as per Service Level Agreements, which is 7% higher than in 2019 

Highest app rating in the industry

Seamless service during COVID-19 through sanitised transport facilities and allowance for customer service 
representatives
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ADDRESSING WORKPLACE EXPECTATIONS 

At Robi, we are focused on embedding agility, diversity and inclusion across the organisation 
and talent development strategies and practices. 

Our approach

The fourth industrial revolution, together with such technologies as artificial 
intelligence, herald the transformation of the way in which people live, work 
and communicate with one another. We operate in a rapidly changing 
business environment and it is only natural that technologically-driven 
advancements also transform the world of work. 

Thus, it is essential for us to holistically comprehend change and build 
resilience by augmenting workplace skills, knowledge and attributes. 
Towards this extent, we have actively instilled an agile approach within our 
workforce, which has been vital to support business growth and meet the 
current and future business needs. We believe that agility encompasses 
flexibility and the ability to adapt, learn and re-skill at pace and scale, while 
encouraging sound judgement and decision-making. 

As an organisation rooted in the principles of fairness and meritocracy, we 
believe that diversity and inclusion are critical aspects of enhancing our 
competitive advantage. Our workforce must reflect the broader characteristics 
of our markets for us to succeed in a competition-intense sector.

EMPLOYEES

1,371
Number of employees (Group)

13%

Female employees

6
Women in leadership positions

28.05mn

Investments in training
(Up 82.26% YoY)

42hours

Online learning hours/employee
(average)

54,686hours

Total online learning hours

Fostering a culture of integrity 

Uncompromising Integrity and Exceptional Performance (UI-EP) are our core values, which underscore our strong                 
foundations in ethical principles and actions. We are committed to maintaining the highest standards of ethical conduct by 
demonstrating honesty, fairness and accountability in all our dealings, always doing the right thing and fulfilling promises 
made to earn the trust of our stakeholders. 

The Axiata Code of Conduct governs our behaviour within our multicultural environment and fosters respect and                   
consideration among all employees, regardless of gender, age, ethnicity, language, cultural background, physical ability, 
religious belief and lifestyle choice.

“Speak Up” hotline - Robi communicates in an open, transparent and honest manner without fear of repercussion or             
retaliation by adopting an Axiata Group-wide whistle-blowing channel, “Speak Up”. Some of the key facets of Speak Up 
include the following:

Facilitates reporting of actual or suspected misconduct and illegal or unethical behaviour 

Open to all stakeholders to whistle-blow on any employee across the organisation 

Available in local languages

Accessible via the web and a toll-free number

No risk of victimisation, retribution or retaliation
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Key initiatives of 2020 - Despite the year 2020 being a highly challenging one on account of the coronavirus pandemic, 
we remained resolute in our focus on instilling our UI-EP values, physically pre-pandemic and virtually after the lockdown 
restrictions were imposed in the country.

Strategy Week 2020 CEO Floor Visit
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Guiding Principles Champions 2020

Guiding Principles Champions Special Guiding Principles Champions

Top-down strategy communication

Rewarding exceptional performance
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Rewarding exceptional performance

Rewarding exceptional performance

Robi Champions

H2 Special Incentive

Axiata ChampionsDivisional Star Performers

Succession Planning

Gift for Special Performance Winner of Binge Referral Competition

Robi Accelerated Development Program Axelerator
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Promoting fair employment practices

Hiring and recruitment - At Robi, the objective of our hiring and recruitment policy is to ensure that people with the right 
talent, skills, knowledge and values are recruited using quality selection tools and procedures guided by our HR Division. 
Effective resourcing ensures the competency and high-quality performance of the whole organisation.

With a view towards ensuring placement of the right person at the right position, procedures in resourcing and selection 
starts at the beginning of the year, in accordance with the approved work plans and budget provisions. Multiple sourcing 
methods are embraced under talent acquisition, including:

After an incumbent is screened and selected, our business partner and resourcing team initiates the ‘Robi Right Start 
Process’ orientation by ensuring allocation of workspace, laptop and email address from day one itself.

Internal job watch 

External job advertisement 

Empanelled executive searches 

Personal and social networking 

Employee referral

Change in % of female hires

10%

2017

12%

2018

15%

2019

25%

2020

Talent retention - Our policies and practices are designed such that they help attract and retain the right talent. The             
principal objectives of our talent strategy include the following:

Ensuring gender inclusivity in recruitment and training - With a view to place added emphasis on gender diversity across 
the organisation, we are focused on driving efforts to enhance female hiring. The chart herewith reflects the outcome of our 
concerted efforts.

Ensure a diverse, capable and growing ‘leadership-population’ across the organisation 

Design and implement end-to-end talent management framework 

Allocate and invest necessary resources for the effective development of talent 

Ensure Robi’s talent management framework is aligned with the evolving organisational strategy 

Conduct regular reviews in talent management in view of best practices from leading organisations and Axiata Group 
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Further, with regards to training and development opportunities for our women employees, we focused on learning                
initiatives that ensured technical as well as digital knowhow, anchored on the following:

Favourable employment conditions - Our evolution to a digital operator is driving a shift in talent demand. We aim to      
leverage our people to increase productivity through improved talent attraction and retention. Our employees benefit from 
more fulfilling work and increasing opportunities, as they become multi-skilled and flexible. Further, as part of our talent 
management strategy, especially in the realm of retention, we offer a wide range of employment benefits (to full-time 
employees only), as expressed below.

AI, ML, Data Science,
Industry 4.0,

Agile Methodology and IoT

Holistic learning: Digital learning:

Agile Methodology, Upskilling 
Foundation, AAA Certification 

(Agile, AI, Analytics) and 
Digital Readiness

Life insurance
The Company provides coverage of life insurance under Group Life Insurance. The amount 
comprises 36 months of gross salary, or as per the rules of the insurance company.

Health insurance

Robi offers health insurance benefit to employees and their dependents (spouse and child) that 
includes OPD, IPD and maternity. In addition, it has also introduced a Health Care platform for all Robi 
employees and their families where they can update information and avail emergency support. A 
hotline to a doctor is also available for medical emergencies.

Parental leave
A female expecting employee is allowed 26-weeks leave with full pay during the pre- and 
post-natal period (13 weeks each). Male employees are sanctioned 5 working days of leave with 
pay, before or after childbirth. 

Pilgrim leave
Twenty consecutive days of paid leave is offered to employees going on pilgrimage (valid for an 
employee who has completed two years of service). 

Quarantine
leave

Quarantine leave is granted to those suffering from infectious diseases, such as COVID-19, 
chickenpox, eye diseases and hepatitis. 

Retirement
provision/gratuity

As a long-term financial benefit for employees, gratuity is payable at the time of leaving the 
Company upon completion of at least 5 years of service.

Stock
ownership

As part of its employee stock option plan, Robi had offered shares to eligible employees, and 
post-IPO listing of shares of the Company on the bourses in December 2020, allocated shares 
were transferred to respective employees’ BO account. 

Agility
Recognition

Program (ARP)

ARP is offered to employees who, by nature of their job, need to be on 24/7 stand-by or                   
additional duty in case of exigent/crisis situations.
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Nurturing diversity and equal opportunity 

Gender inclusivity

Advocating gender-inclusivity, a number of initiatives have been taken into consideration to ensure participation of both 
genders in the growth of the organisation, including the following:   

Maternal/paternal leave

Women welfare officer

Women’s rest room

Separate prayer room for women

Equal pay policy for all, regardless of gender

Celebration of Women’s Day/Mother’s Day/Father’s Day 

Gratitude week 

Learning sessions via RedTalks for females and males 

Robi Wonder Women Contest to promote and highlight women’s achievements at Robi

Through the #ChooseToChallenge campaign, Robi employees came up with constructive ideas to help foster 
a workplace that is not only kind and empathetic to the challenges women face, but also go above and 
beyond to challenge conventional societal norms and call out every conscious and unconscious bias women 
face every day

Celebrating International Women’s Day, 2020

At Robi, International Women’s Day always holds a special place as we celebrate the spirit of inclusion and 
diversity and uphold our pledge to make our workplace as gender-inclusive as possible. Despite the 
pandemic curtailing celebrations in 2020, we took the event fully online with the following interesting 
features: 

In relation to providing a superlative experience to our women employees, we have made sound progress, evident in the 
following:

- Nayma Haque
First female fighter pilot of Bangladesh 

- Dr Rubana Huq
First female president of Bangladesh Garment Manufacturers and Exporters Association (BGMEA)

Appointment of a Female Welfare Officer, the first-of-its-kind in the corporate landscape of the country,               
demonstrating the management’s commitment to make female employees feel comfortable in the workplace 

Separate resting area for pregnant and lactating mothers

Only Company Day Care that provides learning based on early childhood development

Self-defense workshops for women and spouses of our male employees 

Inspiration drawn from the community through workshops and sessions with female change-makers and industry 
professionals such as:
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Further, Robi is also a part of Inspirit, a cross-industry collaboration that envisages fostering a meaningful impact in             
diversity and inclusion. Inspirit works as a diversity council with participation from leading organisations of Bangladesh, 
such as, Unilever, Nestle, Grameenphone, Standard Chartered Bank, HSBC. Mentors have been identified from these 
organisations to guide women mentees selected from these organisations on a wide range of issues pertinent to them. 

Young talent recruitment program (Graduate Trainee)

Internship program

Extensive employer branding program

Extensive initiatives for industry-academia collaboration

Age diversity 

At Robi, our balanced workforce in terms of the energy and enthusiasm of our youth, and experience and insights of our 
senior employees make us an ideal talent factory. As such, to ensure participation of youth alongside the regular                         
recruitment process, we have instituted the following: 

Specialised learning initiatives in the areas of IoT, blockchain, AI, etc.

Agile learning initiatives

Continuous initiatives to prepare subject matter experts

Customised learning initiatives for individuals

Robust succession planning

Upskill digital readiness by ensuring “AAA” (Analytics, AI and Agile for All) Foundation Certification for 75% of FTEs 
to ensure a common digital understanding across the entire organisation

Groom 100 Experts in the ‘big four’ areas of AI, BC, IOT and analytics 

Groom 100 certified Agile Practitioners (CSM, CSPO, Agile Coach, etc.)

Skills diversity

At Robi, all employees undergo a continuous process of learning and development throughout their tenure at the Company. 
Some of our key talent initiatives focused on driving skills diversity include the following: 

Healthcare app

24/7 medical support

Day Care Center  for employees with young children

Emergency transportation support

COVID treatment and hospitalisation coverage

Engagement/fun initiatives for all members of the family 

Employees with families

We consider extended family members as part of our organisation and, especially during the pandemic, we reinforced our 
commitment to ensure the health and safety of our people and their family members. Some of the key benefits extended 
include:
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Celebration of Int’l Women’s Day

Celebration of Kaizala Week

Modern
Organisation 

Going Digital
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Father’s Day

Celebration of Mother’s Day

Celebration of Father’s Day

Mother’s Day



New Born
Babies

Celebration of new born babies

Innovative engagement – Events at the Day Care Center
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Facilitating employee wellbeing and engagement 
At Robi, we believe that one of the most critical areas for organisational success is employee experience. As such, we strive 
to continuously provide exceptional experience through innovative engagement approaches throughout the year. Some 
examples include:

Further, we measure the effectiveness of our engagement initiatives through numerous surveys, such as eNPS and 
feedback surveys (including a third-party EEI survey by Kincentric). 

96%
Sustainable Engagement Score achieved 

One-dish meet and greet with the CEO

Hybrid breakfast session with CEO

Celebration of Pohela Falgun (first day of spring)

Digital Pohela Boishakh (Bengali New Year) celebrations 

RedTalks (an internal platform to share ideas and interests)  

Robi Family Music Fest (including participation of family members)

Events at Day Care Center

Robi Family Digital Connect (Digital Family Day)

Digital Townhall

Innovative engagement - Digital event celebrations

Digital Pohela Boishakh RedTalks Robi Digital Family Connect

Celebration of Pohela Falgun Robi Family Music Fest Event at The Day Care Center



Innovative engagement

IT Town Hall HR Town Hall EB Town Hall

CEO Meet With Central Cluster One-Dish Meet & Greet With CEO ChatMC

Innovative engagement – Gratitude Week

Faith is Powerful!
Md. Faisal Imtiaz Khan, our CHRO is thankful for your confidence in the 
management. We have been able to protect our people with revamped 

compension during the pandemic.
Join the conversation in Kaizala today!

Robi
Gratitude Week

Shihab Ahmed, our CCO is thankful for the tenacity of 
our frontliners. Join the conversation in Kaizala and let 

us know what are YOU great for! Robi
Gratitude Week
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Hardwork always pays!
Our CSO, Ruhul Amin is grateful for Robians’ 

unquenchable  thirst for success. Join the conversation 
in Kaizala and share your thoughts.Robi

Gratitude Week

Our CCRO, Mohammed Shahedul Alam is thankful for your 
contribution to overcoming the challenges over the years. 

Check out Kaizala today and share how you feel.
Robi
Gratitude Week

Family comes first!
Our CEBO, Md. Adil Hossain is grateful to our families for their 
unconditional love and support. Join the conversion in Kaizala 

and spread the love.

Agility is everywhere.
Perihane Elhamy Ahmed Metaweh, our CTO is thankful for the 

amazing agility of Robians when it comes to network management. 
Join the conversation in Kaizala and share what are you grateful for. 

Robi
Gratitude Week

Robi
Gratitude Week



Pulse-checks & surveys

eNPS

eNPS Survey EEI Survey Kaizala Quick Polls Mentimeter Pulse-Checks

MC Chat CEO Floor Visit Skip Level Meeting Feedback Post Event
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Wellbeing Digital experience Employer branding Diversity & inclusion

Going forward, our focus will be on four major areas
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Extensive awareness campaign broadcast through multiple channels on COVID-19-appropriate behaviour 

Floor-wise awareness sessions on COVID-19 preparedness and safety

Safety training sessions for vulnerable frontline workers, including cleaners, office-boys and security guards 

Healthcare app to capture daily health status of employees 

Automated emergency button for swift response 

Special COVID awareness sessions for all new recruits 

Frequent health check-ins with employees via personal phone calls

24/7 medical support

Creating awareness around COVID-19

At Robi, the health and wellbeing of our employees is of paramount importance. Thus, at the outbreak of the coronavirus 
pandemic, we initiated a number of measures to raise awareness and keep our people safe, healthy and engaged, while 
striving to foster positivity and optimism. 

We have taken a plethora of initiatives in light of the pandemic to ensure all-round employee wellbeing. Some of these 
include:

Extensive awareness on COVID-19



Occupational health and safety  

At Robi, our occupational health and safety standards are guided by our safety policy and health and safety management 
systems. Some of the responsibilities in this regard include the following:

Ensure proper implementation of safety standards and policies

Mitigate hazards and report incidents to improve the workplace environment

Provide directions to enhance workplace safety

Design and run awareness programs and training sessions

Report hazards via an online platform

Track mitigation initiatives of reported hazards

Fire safety 

Hazard identification

Workplace safety 

Personal hygiene

Safety training for drivers

Crisis (natural and manmade) management

Installation of touchless hand sanitisers at the access point of disinfection tunnel 

Archway metal detector 

Thermal screening camera for temperature measurement 

Facial recognition access control system 

Touchless lift buttons

Sensor based/touchless water faucets

AI-enabled facial recognition-based access control

AI and IoT-enabled security systems

IoT-enabled utilities management, including light, ventilation, water supply, etc. 

IoT-enabled parking solutions

Cashless cloud cafeteria

Towards a contactless office environment  

With COVID-19 triggering a radical change in the worker-workplace equation, at Robi, we were early in recognising key 
trends with the result that we have achieved rapid progress in our vision of fostering a contactless office environment. 
Some of the key initiatives in this regard include the following: 

Further, primary focus areas for training on health and safety include the following:

Further, in preparing for a touch-free and seamless office, we have made good progress in digital facilities management, 
evident in the following: 
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Touchless bins

Touchless soap dispensers

Touchless coffee machines 

Hand driers for washrooms

Some of the other initiatives in the pipeline include:

Promoting online safety for employees

Under this program, an online training platform focusing on the basics of cyber security and privacy was introduced,             
covering major cyber security risks, like phishing, social engineering, malware, insecure web browsing and mobile device 
security. For training on privacy, the content addressed the major pillars of our privacy framework, policies and best             
practices to uphold privacy in the organisation.  

Notably, all crown jewel admins and >=95% of all employees (including new employees) and all third-parties managing 
crown jewels completed this mandatory training by end-November 2020.

47Learning hours
completed by

females (avge.) 42 Learning hours
completed by
males (avge.)



CATERING TO OUR SUPPLY CHAIN

Creating a wide range of innovative solutions to ensure livelihood assistance for our             
business partners.

Empowering businesses

At Robi, we are focused on offering accessible, effective and economical digital services and solutions to small businesses 
and micro-businesses to help facilitate their day-to-day requirements across the facets of payment transactions,               
marketing, sales, skills training, risk management and financing.

Digital distribution: Improving convenience for retailers

Program objective
The program, launched in September 2020, intends to positively disrupt the current telecommunication distribution system 
by removing layers of distribution, thereby allowing retailers to directly buy recharge from Robi. Previously, there was no 
end-to-end digital solution for transferring mobile recharge from distributors to retailers. Distributor sales representatives 
(DSRs) had to physically visit retailers to collect cash and transfer the recharge amount. This created problems when DSRs 
could not physically visit the market due to exigent situations or if markets were in remote areas. As a result, it hampered 
the daily business of retailers. Thus, with the help of mobile financial service (MFS) providers, the Company has introduced 
a new solution through which retailers can buy recharge digitally from distributors without having to depend on DSRs, thus 
greatly reinforcing their ability to serve customers. 

Measuring program effectiveness
The program’s effectiveness is evaluated according to the number of digital distributors who have been onboarded as well 
as the total contribution of recharge through digital distribution, vs. regular recharge.

66

Digital
distributors
onboarded

5,178 

Retailers
onboarded 26,379 

Retailer
transactions
conducted via
digital distribution
automated system

21,172,175 

Total easy load
lifting amount
(in BDT) from Robi
by onboarded
retailers
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Notably, retailers are now able to serve more customers and that too for a longer period, as they face lower stock-out             
situations. As a test case, a closer analysis of retailers of Dhanmondi area in Dhaka revealed that 61% of retailers have been 
onboarded in this program and they were quite happy with the service as they no longer needed to wait for DSRs to 
provide the recharge. Although some of them preferred the human interaction with DSRs, most retailers gladly accepted 
the service and were rapidly adapting to it. 

Campaign Box: A retailer-facing app to enable more effective business stewardship

Program objective
The Campaign Box program enables our retailers with an e-commerce platform to participate in a sales campaign where 
they can pick from various campaign choices to design their own campaign based on their ambition. The objective is to 
uplift retailer engagement and business acumen/RoI, while familiarising and enabling them to onboard the digital                  
ecosystem. It also helped marginalised retailers to enhance the scale of their business. 

Measuring program effectiveness

27% 
Increase in retailers’
participation in
Campaign Box 

131% 
Increase in target (avge)
by retailers, as per their
capacity and ambition
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Digital distribution process

Physical supply chain dependency
Large number of partners

Human engagement dependency

Digital infrastructure (ordering, delivery, payment system etc.)
Few partners

Reduced human interaction

 vs Physical distribution 

Local distribution Dist. Sales Rep Retail Digital distribution Retail

Trade Campaign
Enrollment & Update

of regular trade
with fixed KPIs & targets

can be done from here

Message & Information
All kind of

messages, trade letter,
campaign mortality will be

accessible from this module

Customizable Campaign
Environment & Updates of
Customizable campaign, that allow
retailers to decide on different variables
of campaign, can be done from here

Achievement
Individual retailer's campaign
wise achievement list along with
 gift delivery status and will be
visible from here

User
018177888268

†UªW K¨v‡¤úBb B‡”Qg‡Zv K¨v‡¤úBb

Z_¨ I evZ©v Avgvi AR©b

Campaign Box : Homepage



Enabling seamless recharge during the COVID-19 pandemic

Program objective
Empowering customers to complete their particular recharge by their own selves through a user-friendly digital platform. 
This ensured smooth operations of the business and proper services to customers during the pandemic, while adding to 
customer convenience as well.  

Measuring program effectiveness
The program yielded cost savings and business sustainability, even as the regular distribution channel was impacted 
during the unprecedented situation.

Financial inclusion ensured for Robi customers:

Program objective

Close on the heels of the revenue-generating partnership with one of the leading digital financial service providers of the 
country, Robi made way for the smooth onboarding of its customers onto the digital financial platform through a simplified 
customer acquisition process. This allowed the Company to offer financial inclusion opportunity to all customers.

61% 
YoY digital refill
amount enhancement 

1.3bn  

Cost savings
achieved (in BDT) 
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Regular Process

Process for Robi Users

KYC
Form

Required
Docs

Submit to
Agent

Account
OpenReview

Measuring program effectiveness

3.3mn

Customers acquired 

61mn

Revenue achieved (in BDT)

Launch of sales academy to close the digital skills gap

Program objective
We launched a sales academy under the Digital Guru platform to empower our salesforce with different digital platform 
usage guidelines, while also taking them through a journey to make learning interactive and fun. 

Digital Guru Sales Academy enables our sales representatives/regional salesforce with an e-learning platform to upskill via 
videos and assisted training. They are also notified of all products and campaigns through the Digital Guru app, which they 
can refer to from their smartphone. In addition, a chatbot (Shobjanta) has also been introduced to help answer any product 
or campaign-related queries. The initiative affords the following benefits: 

Dial
*167# Set PIN

Account
Opened



Digital adoption via an engaging tech-savvy approach

Upskilling for enhancing sales 

Real-time product and campaign Information accessibility on smartphone
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Measuring program effectiveness

90% 

DSRs active on
the platform

95%

of Robi’s
management
(sales team) active
on the platform

22,000+ 

User base 

300+ 

Customised/
curated content

60

Surveys and
quizzes



DIGITAL INNOVATION FOR PUBLIC BENEFIT 

Offering a host of innovative digital products and services that benefit the masses in myriad 
ways.

333 National
Information

Center

5mn+ Citizens
served 
so far 20k+ Remedial

solutions
offered for
various
social
problems

40k+ Calls
fielded on
disaster
management

Overview
“333”, an award-winning platform, serves as the National Information Centre for the citizens of Bangladesh. It is equipped 
to provide any government service-related information at any time to citizens from anywhere in Bangladesh. Citizens can 
also notify and complain against various social problems and get response from the Deputy Commissioners and Upazila 
Nirbahi Officers. 

Being a key component of the “Digital Bangladesh” vision, Sajeeb Ahmed Wazed Joy, ICT Affairs Adviser to the Hon’ble 
Prime Minister, had inaugurated the 333 service at the Prime Minister’s Office in April 2018. The service had been                  
operating on pilot basis since 2017 though. In partnership with Aspire to Innovate (a2i) of the Government’s ICT Division, 
Robi and Genex Infosys Ltd are providing technical assistance to operate the call centre.

2,094
Cases of Govt. property 

misappropriation 
addressed

1,867
Cases of illegal drugs 

distribution racket 
busted

5,547 
Cases of child 

marriage stopped

1,269
Cases of environmental 
pollution investigated

1,087
Cases of education 

information provided

600
Types of services 

available under 333

1,370
Cases of women 
persecution and 
dowry stopped
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Government services and procedures (passport, NID, E-tin information, birth certificate, BRTA-related info, etc.)

Contact information of public representatives and government officials

Grievance registration, where citizens can complain and get remedy for various social issues, such as early marriage, 
dowry, drug dealing, gambling, environmental pollution, food adulteration, etc. 

Tourism-related information

e-Tin information and solution of all e-Tin related problems

Weather information

Medicine authenticity checks

Global and local recognition for 333
A basket of unique features have earned 333 the recognition of being the best citizen engagement project in Asia in 2019 
by GovInsider, an international organisation that promotes innovation in the public sector. Besides, 333 also received the 
National ICT Award 2019 for championing sustainable inclusion and community service.

Re-modelling 333 for fight against the COVID-19 pandemic 
During the COVID-19 pandemic, the National Information Centre emerged as the national health line. The platform had 
stepped up to address issues ranging from relief assistance to telemedicine services. In addition to medical service and 
doctor’s advice, it helped people to access emergency relief, medicines and grocery at their doorstep, especially during the 
nation-wide shutdown. 

The profound magnitude of 333’s contribution during the pandemic is manifest in the numbers below. 

It is indeed an honour for Robi to be the only telecom operator to have had the opportunity to collaborate and work closely 
with the government in effectively dealing with the coronavirus pandemic through 333.

Some of the major services accessible under 333 include the following: 
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6,71,793 Coronavirus-related queries handled

4,44,162 Calls answered by doctors

32,890 Prescriptions given through SMS

6,857 Quarantine requests addressed

286 Coronavirus test positive calls forwarded

67,603 Ma-Telehealth calls addressed in response to
women facing medical issues

“333”
as a lifeline
during the

coronavirus
pandemic

4,07,904 Emergency relief calls addressed

80,935 Ekshop calls fielded (doorstep medicine
service during lockdown)



Robi-10 Minute School (Robi-10MS): Excellence in digital education

Overview
Robi-10MS is widely regarded as the largest digital school of Bangladesh. Be it urban, semi-urban or even rural/mofussil 
areas, this digital school reaches out to students residing in every corner of the country. 

As a result, Robi-10MS over the years has emerged as the most effective platform of the country to ensure inclusive and 
equitable quality education and promote lifelong learning opportunities for all, as enshrined in the SDG#4. In this context, 
Robi-10MS is making significant contribution towards the society through excellence in one of the key foundational 
components of sustainable development – digital education!

All classes on Robi-10MS are held in the native language to reduce language barriers. Such unique features have helped 
create the largest student community on Facebook, with over 1,718,246 students in our largest student group. Moreover, 
students engage with Robi-10MS instructors and among themselves to solve problems. Over a million learners take 
lessons every day from its Facebook page.

Robi-10MS (www.robi10minuteschool.com) leverages digital technology to teach students from primary to tertiary school 
levels and beyond. It has over 22,000 tutorials on academics, software and other employability-based skills to ensure 
students from all over the country have access to quality education and skills training. Further, Robi-10MS promotes 
self-learning and regular assessment of competency levels through more than 49,530 quiz questions available on the 
platform.

1,718,246  Largest student community on Facebook engaging with the platform every day

1,500,000+  Learners on Bangladesh’s largest educational channel

2,000,000+  App downloads (in under 2 years), making us the largest educational app in Bangladesh  
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Robi-10MS in numbers: 

MS
Robi-10MS on the internet 

Robi-10MS has also been imparting free live classes on Facebook since 2016 and, till date, it has organised 1,220 live 
classes covering academics and skill development-based topics. These live classes have been viewed over 40,676,811 
times. Robi-10MS’s online Facebook community is the largest student Facebook group in Bangladesh, with over 1,718,246 
members engaging with the platform every day.

MS
Robi-10MS on Facebook

The Robi-10 Minute School Live group, with over 1,718,246 members, is the largest online educational community of 
Bangladesh and perhaps the world, where learners engage with each other and learn from each other daily. The group has 
the highest number of user-generated academic content in Bangladesh. Instructors are active in this group where they 
answer all kinds of student queries and help them on a one-to-one basis as well. 

MS
Robi-10MS on Facebook Live 
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Robi-10MS curates a signature program titled “MasterClass”, where it invites tenured professionals from industry to impart 
live classes on the platform for students, free of cost. These master classes help students gain a first-hand understanding 
on what it takes to pursue a certain profession. 

MS
Robi-10MS and its signature “MasterClass” program 

Robi-10MS is the largest educational channel on YouTube in Bangladesh, reaching out to over 1.5 million learners every 
day with its 5,610 videos viewed over 90,253,460 times

MS
Robi-10MS on YouTube 

Robi-10MS app is the largest educational app in Bangladesh, with over 2 million app downloads in less than 2 years. The app 
is positioned to be a complete learning partner for a student, right from primary school to a university-going student to a 
job-seeker, covering every important phase of a learner's life. The app provides 22,000+ academic videos covering the entire 
national curriculum syllabus of Bangladesh. It also houses comprehensive university admission test preparatory courses to 
help students prepare for the competitive university admission tests after grade 12. The app also has university courses to 
help students tackle the challenging academic curriculum in university and contains 20+ specialised skill development    
courses to help students prepare for jobs. More than 1.5 million students receive skills training everyday through the app.

With over 49,000+ quizzes, 22,000+ videos, 900+ educational SmartBooks, 1,000+ educational blogs and over 20+ skills 
courses, the Robi-10MS app aims to be a holistic and one-stop learning partner for everyone in the country looking to 
enhance and enrich their learning needs.

MS
Robi-10MS on app 



International
Education Award
in the E-learning

Organization
of the Year
category

Queen’s
Young Leader
Award won by

the platform’s CEO

BRAC Manthan
Award for

Digital Innovation

Three
awards at the

Digital Marketing
Award

Social Innovation
Award bestowed
by Bangladesh

Innovation
Conclave 

Daily Star
ICT Award 

APICTA
AWARD

GSMA Glomo
award for the Best

Mobile Innovation for
Education and Learning

at the Mobile World
Congress (MWC)

2017

AWARDS
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During the coronavirus pandemic, education witnessed a massive shift online in Bangladesh, just like the rest of the world. 
Being the largest digital school of the country, it was natural for Robi-10MS to have a massive impact on students during 
the pandemic.  

Robi-10MS arranged live classes for SSC and HSC students to help them improve their exam preparations during the 
pandemic through a project named ‘Lockdown Live’. The project, spanning 3 months, was able to impart 358 online            
classes. The average number of views was 1,200,041. Each class was viewed by at least 3,300 students

Robi-10MS also collaborated with the Ministry of Education by conducting ‘Government Live’ initiative to help the students 
during the lockdown. Classes were based on the academic content of grades 1-12. The project covered the curriculum of 
Madrasah and vocational training as well. The duration of the project was 6 months. The classes got 7,699,300 views in 
total. Each class was attended by 18,073 students on average.  

During the pandemic, students’ interests in grooming themselves for the job market and learning new skills also increased 
noticeably. Considering the needs of the learning enthusiasts, Robi-10MS launched several e-books and online courses, 
with the primary focus of improving soft skills, such as speaking in English, design, photography, communication, corporate 
grooming, etc. 95,870 copies of the e-books were sold within 2 months after the launch. 

MS
Robi-10MS’s contribution during the COVID-19 pandemic:

Robi-10MS has won several awards in recognition of its contribution towards SDG#4.

MS
Awards conferred on Robi-10MS 
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Other key digital inclusion initiatives in education

Provided exclusive offers for students and online community to conveniently continue with their class/meetings/ 
learning activities from home in times of COVID-19

As many as 100,000 subscribers purchased the offers daily 

Robi-Airtel YOLO POP launched for students, providing them the freedom to plan, create and purchase their own 
data and voice deals 

Our EB team engaged many public and private universities by offering low-cost data packs to support and sustain 
seamless online education

bdapps ‘Women Community Leadership Program’

Overview
Female inclusion in Bangladesh’s ICT sector is miniscule. Despite pursuing education in tech, young women are yet to 
actively participate meaningfully in the national mainstream digital workforce. It is thus evident that access to digital 
employability is a substantial challenge for women, and in response to address the challenge of helping close the digital 
access gap for women, we launched ‘Women Community Leadership Programme’ in August 2020 to encourage women 
to participate in opportunities in digital sphere using Robi Axiata’s telco API platform, bdapps. 



The objective of the programme was to select key women community leaders across the country to support, encourage 
and lead the way for women and girls to step forward in the exciting new-age field of app development. 

Women achieving 
financial independence 

through revenue 
generation via bdapps

Female developers 
active on bdapps as a 

percentage of the total 
number of app develo-
pers on the platform, 

higher than the industry 
average of 16%

YoY participation 
growth by female 

developers on bdapps 

Measuring program effectiveness

The success of bdapps Women Community Leadership Program can be gauged by the societal shift it has triggered since 
its launch. Within 6 months of its inception, the program has started driving incremental change, evident in the fact that 
the 18 women community leaders selected have already recruited 20-60 female developers each under them and are 
upskilling them in app development, while also helping them to monetise their skills through bdapps. 

500+ 20%175%

Empowering women through Robi Ichchedana

The vision of Digital Bangladesh cannot be realised fully without women playing their due role in it. However, when it 
comes to connecting women to the Digital Bangladesh vision, we need a lot more attention. Identifying this vital missing 
link, Robi came up with the first ever women-focused digital lifestyle package in the country, Ichchedana, that ensures 
ultimate convenience for women to join the rapidly expanding digital community in Bangladesh.
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Overview

Robi Ichchedana is a comprehensive service pack for women in Bangladesh and a first-of-its-kind initiative in Bangladesh’s 
telecom industry. With safety and privacy being the most important concerns of women, all the features included in this 
service are centered around women’s safety and privacy. The key objectives of the program comprise the following:  

Ensure digital inclusion 

Increase connectivity for women

Address vital needs of women

Further, the program also envisages minimising the gender gap in accessing mobile, while ensuring easy access to the 
internet through customised offerings as well as bringing forth products and services especially for less digitally literate 
users. Some of the key features of Robi Ichchedana include: 

Emergency location tracker: One-of-a-kind benefit to share own location with trusted friends and family, aiding quick 
response and safety in case of emergency.

Private recharge: Customers can generate a PIN for their mobile number and can recharge privately by sharing that 
PIN and not the actual mobile number.

Free emergency minutes: Unique benefit of availing free minutes on demand in case of emergency.

Connectivity: Customers can stay connected with trusted near and dear ones through lower friends and family call 
rates and special Facebook data pack designed only for Ichchedana customers.

Online medicine and home delivery: Customers can order medicines and receive the same at their doorstep without 
going to a pharmacy.

Health and nutrition information and tips: A plethora of health and nutrition tips are made available through Health 
Plus app in the form of blogs and daily tips, etc. 

Nearby health services’ location: Nearby location of pharmacies and hospitals, including emergency ambulance 
services. 



Measuring program effectiveness
RGB, or the revenue generating base, expanded by 15% despite COVID-19 impact, taking the base to 1.5 million                    
customers by end 2020, vs. 1.3 million at the beginning of the year.

Providing universal access to healthcare via telemedicine

Doctor Uberisation: LifePlus

When COVID-19 hit Bangladesh and a lockdown was imposed in the country, a gulf appeared between doctors and 
patients. This led to patients not being able to receive proper treatment, while doctors were cut off from their livelihood. 

The concept of Doctor Uberisation took form under Robi’s app, LifePlus. The app, envisaged to cater to the healthcare 
needs of the public during the emergency, onboarded medical professionals across all specialisations to offer end-to-end 
digitised medical services, including:

Consultation

Diagnosis

Prescriptions 

Measuring program effectiveness
Launched in May 2020, LifePlus was conceptualised out of the need to rapidly resolve the issue of connecting patients with 
healthcare professionals digitally when movement control orders were imposed during the pandemic. We believe this is a 
surefooted step in the inevitable transformation of healthcare delivery, and the concept of doctor uberisation is certain to 
catalyse bringing the future of healthcare to the Bangladeshi market.

100+
Medical professionals
onboarded by LifePlus

1,500+
Downloads garnered by
people seeking medical services
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Innovation to accelerate digital penetration

Robi Phone Loan
Even though the global adoption of smartphones has grown at an extraordinary clip, Bangladesh is still lagging in terms 
of its uptake. Smartphone penetration is around 20%, which reflects how a large portion of the population is still digitally 
excluded. 

Thus, to bring forth acceleration of smartphone adoption, Robi launched a ‘Phone Loan Program’, representing a handset 
financing campaign under which the Company offered loans to eligible customers considering their creditworthiness and 
leveraging alternate credit scoring (ACS). The scoring mechanism used consumer telco data of Robi that was converted 
into a credit score. 

Measuring program effectivenes
The Phone Loan Program is a spin-off from the underlying ACS technology. In terms of effectiveness, we hope to            
progressively achieve a large-scale movement that goes beyond just handset financing and instead empowers unbanked 
individuals through unique digital solutions. 
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100+
Smartphones sold over
the 2.5-month duration
of the program
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#CommonSense: Campaign to raise awareness around responsible mobile phone usage 

The freedom afforded by social media in most cases impact common sensical behaviour. Thus, Robi’s #CommonSense 
campaign aimed to trigger behavioural changes among people through creative endeavours. The campaign has so far 
concentrated on awareness-oriented content focusing on short videos warning people of the impending dangers of 
crossing the streets and driving while on the phone, taking pictures of individuals without their consent and irresponsible 
sharing of fake news.  

42,000
Online community
membership under the
#CommonSense platform
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OUR MAJOR CITIZENSHIP PROGRAMS 

Impacting the SDGs

At Robi, we aim to link our sustainability strategy and the activities in the individual focus areas ever more closely with 
achievement of the Sustainable Development Goals (SDGs). While our activities and actions impact a total of 9 SDGs, we 
have shortlisted and identified four strategic focus areas where we endeavour to generate the maximum impact. 

These include the following: 

Focusing on enhancing our community impact through our citizenship programs benefitting 
all members of society. 

Strategic focus areas SDG prioritisation for 2030

De-carbonisa�on

Circular economy

Supply chain
responsibility

Innova�on and workforce
transforma�on

Drinking water plants at major railway stations 
Maya app, a personal digital wellbeing assistance service 
Robi BIMA 
“333” - short code for accessing public service in Digital Bangladesh

Promote healthy 
living and ensure 
wellbeing for all 

ROBI IMPACTS
9 OF THE 17 SDGs! 

On a general basis, the 9 SDGs we impact are articulated below. 
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Robi-10 Minute School
Robi internet corner located in divisional cities 
E-library
#CommonSense, a social awareness program
Robi Innovation Lab

Maya, a personal digital wellbeing assistance app 
Connected Women, a women empowerment platform in association 
with CARE Bangladesh
Ichchedana, a women-focused digital lifestyle package

Water treatment plant under ‘Nirapod Pani Shushtho Jibon’

Net metering project that seeks to offset our carbon emissions

Health and safety awareness sessions
Talent development
Benchmark compensation standards

r-ventures, a digital entrepreneurship program 
333 helpline with the government’s a2i program 
bdapps, creating entrepreneurship opportunities for youth in
innovative mobile applications

Net metering project 

Robi-10 Minute School
Water treatment plant under ‘Nirapod Pani Shushtho Jibon’, in 
collaboration with Bangladesh Railway and WaterAid Bangladesh 
Robi free internet corners across parts of the country 
333 helpline initiative with the government’s a2i program 
Established innovation labs in partnership with leading academic 
institutions of the country

Ensure inclusive 
and quality 
education for all 
and promote 
lifelong learning

Achieve gender 
equality and 
empower all 
women and girls

Ensure access to 
water and 
sanitation for all

Ensure access to 
affordable, reliable, 
sustainable and 
modern energy
for all

Promote inclusive 
and sustainable 
economic growth, 
employment and 
decent work
for all

Build resilient 
infrastructure, 
promote sustainable 
industrialisation and 
foster innovation

Take urgent 
action to combat 
climate change 
and its impacts

Revitalise global 
partnerships for 
sustainable 
development



67 Robi Axiata Limited I Sustainability Report 2020

Providing safe drinking water to railway passengers

Ensuring access to safe drinking water is one of the key facets of a robust public health system. The Government has been 
putting a lot of efforts in ensuring that the country achieves the targets of SDG#6: "Ensure availability and sustainable 
management of water and sanitation for all". 

Keen to contribute to governmental efforts in this realm, Robi established 10 water plants across as many of the busiest 
railway stations of Bangladesh, with technical support from WaterAid Bangladesh. 

Robi’s water projects are carried out under the slogan: “Nirapod Pani, Sushtho Jibon”, in association with Bangladesh 
Railway and WaterAid Bangladesh. The water plants have been set up at the following railway stations: 

Notably, each plant has a separate corner for males and females. Further, considering the special needs of the physically 
challenged, the plants have ramps for their convenience. There is also a separate corner for ablution (wudu) at each plant.

Water coming through purifying units (membrane and UV filter) has already earned the trust of commuters. Regular 
maintenance of the plants and ensuring the quality of the water are done by ongoing testing in laboratories of BUET, 
CUET, KUET, SUST and PWD.

Kamalapur
Dhaka Airport
Chittagong
Sylhet
Khulna
Rajshahi
Mymensing
Mohanganj
Feni 
Cumilla 

ROBI
WATER POINT
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10
Potable water plants
installed by Robi across
the busiest and high-footfall
railway stations of the country

1.2 mn litres 
Pure and safe drinking water
dispensation capacity per day 

Creating opportunities for women’s employment

Robi and CARE Bangladesh (a renowned global NGO), jointly organised a day-long ‘Mobile Retailer Training’ for 50 young 
women in Kurigram district to create 100 adolescent female retailers from the area. 

Under this joint initiative, CARE provides smartphones and seed-capital to the girls so that they find it easy to start their 
career selling talk-time, data packs, SIM cards, mobile financial services and other value-added services on behalf of Robi. 

Importantly, Robi has taken up this project as part of its “Connected Women” initiative championed by GSMA, the global 
association of mobile operators. The social initiative is expected to offer a way forward in reducing the gender gap in the 
use of digital technology across the country.



SUSTAINABLE ECOLOGICAL VALUE

PRESERVATION FOR
OUR FUTURE GENERATIONS



DE-CARBONISING THE TELECOM SECTOR

Embracing an innovative approach to sustainably de-carbonising the sector and the broader 
economy via green telecom.

Power generation harnessing solar energy 

At Robi, serving over 50 million people across the length and breadth of Bangladesh with more than 13,000                               
telecommunication network tower sites, powering the network in a sustainable way is a natural concern. 

Being the primary source of power, the country’s national grid has long been powering the telecommunications network 
across the nation. However, due to regular and unpredictable power outages, petrol and diesel have become major back-up 
sources to keep the telecom network up and running during these outages. 

While petrol and diesel are significant contributors to CO2 emissions, so is the grid itself. Thus, at Robi, solar power                
generation was thought of as a breakthrough solution that could holistically address emissions from all the three sources. 

Inspired by the Company’s focus on innovation in this major facet of business, the management decided to commission a 
bold experiment to assess solar power powering the network. Thus, in 2020, Robi organised a solar solution trial across a 
BTS (base station) site in Keraniganj, Dhaka. The experiment’s result was far beyond expectations, as it resulted in 100% 
of the consumed electricity being netted-off through the net metering scheme allowed by the power authority under the  
current Net Metering Policy, 2018. 
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Glimpses of the trial

Splendid outcome of the trial: 100% of the grid power consumed was compensated through net metering, thus also    
reducing monthly electricity bills!

Power consumption and net metering scenario
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Solar Charge Controller 1
Max Capacity 4.68KWp

Solar Charge Controller 2
Max Capacity 4.68KWp

On Grid Inverter
Max Capacity 10.92KWp

1 2

3

0...

41.20

Power consumed
from grid (KWh)

Soler energy
feeded to grid (KWh)

Delta per day
(KWh)

40.60



Turning towards the sun for sustainability

Buoyed by the overwhelming success of the trial, Robi launched a project to generate 8.1 MW solar power across 400+ 
sites with the vision of netting-off as much as 13 million units of electricity every year. Once the project is fully                            
operationalised by Q2’21, the Company will be able reduce around 5,361 tons of carbon emissions annually, which is 
equivalent to the preservation of  64,332 trees.

Policy impetus

According to “Vision 2021”, the Government has pledged to ensure access to electricity to every citizen. Thus, increasing 
power generation has been prioritised, while a target has also been set for generating 10% of the total electricity from 
renewable sources by the year 2020. 

Regrettably, statistics on electricity generation mix reveal that a mere 3.21% of the electricity generated is from renewable 
sources. Installed capacity for renewable energy stands at 715.81 MW, against total power generation capacity of 22,281 
MW, whereas it should be 2,228.1 MW as per the 10% criteria, thus leading to a deficit of a substantive 1,512.29 MW 
(Source: Sustainable and Renewable Energy Development Authority website).

At Robi, with a view to bridge this wide gap in renewable energy generation, we are focusing on exploring the concept of 
utilising free spaces available on our greenfield BTS sites to generate solar-based energy under the current Net Metering 
Guidelines 2018 (amended on 14 November 2019).

Key drivers of the green initiative

While the outcome of the trial boosted confidence for embracing green telecom through solar, what also provided a further 
impetus was favourable regulations to scale the initiative. Some of the key ways in which our project alleviates many 
challenges include the following: 

Alleviating environmental concerns: The scope of massive carbon footprint reduction represented a key motivation 

Ensuring network availability and energy efficiency: Going green has also opened-up a highly feasible solution to 
network availability challenges caused by frequent power outages, while also enabling the Company to circumvent 
the use of petrol and diesel

installed across
400+ sites 

Solar power panels of

8.1MW

units of electricity 
yearly…

…has the scope of netting-off

13mn

of carbon emissions 
annually

…thus reducing an estimated 

5,361tons
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Innovation in alternate
power solutions

Reduce dependency on
usual power sources: commercial

power and generator

Green energy
generation

Collaboration
with government
for net metering

Leveraging public-private partnership for common good: Robi’s objectives in green energy dovetails harmoniously 
with the government’s vision of enhancing the share of renewable power in the country’s energy mix. The                 
collaboration also creates opportunity for :

Bangladesh Rural Electrification Board (BREB) to sustainably electrify large swathes of rural areas as electricity 
demand from Robi would progressively decline

Enable the Government to better manage power demand-supply dynamics

Resultantly, mass consumers could be relieved of frequent power outages

Industrial consumers could be certain of power availability, thus assisting in their capacity expansion plans  

Maximising cost efficiency: Electricity bills constitute 4% of Robi’s revenues and hence optimising this cost also 
represents a pressing business case. Further, using green energy to do so also helps enhance the green credentials 
of the Company 

Supporting the SDGs: As a responsible corporate citizen, Robi is a key proponent of the Sustainable Development 
Goals (SDGs). Thus, our vision in green energy allows us to contribute to five of the 17 SDG goals
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STRATEGIC GOVERNANCE

RESPONSIBLE STEWARDSHIP
IN COMPLEX TIMES

#

$

$
DONATE



BUSINESS ETHICS AND COMPLIANCE 

Our approach to ethical conduct 

It is a priority for us to strengthen our risk and regulatory structure and culture to preserve and create sustainable value for 
all by implementing a more robust and rigorous approach to ethics. At our Company, this has steadily gained traction, 
galvanised by an exemplary tone from the top. Our leaders are proactive in their responsibilities and hold accountability and 
ownership. Further, we actively nurture a working environment where all employees are encouraged to consider our ethics 
framework as they execute our strategy and their day-to-day responsibilities.

Our Anti-Bribery Anti-Corruption (ABAC) policy

Statement on ABAC 
Robi, a member of Axiata Group Berhad, takes pride in being one of the largest mobile network operators in Bangladesh, 
serving more than 50 million subscribers. We are committed to being a pioneering leader in telecommunications and digital 
services through our innovative customer-facing products and solutions. 

Robi strongly believes that meeting stakeholder expectations is fundamental to the successful pursuit of its business goals. 
The Company relentlessly upholds its beliefs and core values of “Uncompromising Integrity and Exceptional Performance”. 
Aligned with Axiata Group Berhad, Robi is committed to zero tolerance to any form of bribery and corruption in the course 
of its business. Robi believes that no one business opportunity or relationship is valued more than our brand, reputation or 
stakeholder trust. 

Robi rigorously prohibits receiving or giving any bribes and strictly restricts participation in any acts or situations that may 
lead to or be perceived as a bribe. All stakeholders are also required to adhere to Robi’s ABAC Governance Instruments 
(Framework, Policies and Procedures, Code of Conduct), which is governed by Robi’s dedicated Risk & Compliance 
Division. 

The recent adoption of ABAC policy in the Company is a step towards ensuring compliance with the Malaysian Anti 
Corruption Act enacted in Malaysia recently. As a Malaysia-owned subsidiary, Robi is under legal obligation to comply with 
this Malaysian enforcement. In this context, the ABAC policy has taken our governance framework up by more than a few 
notches. 

Further, to keep abreast of current developments, Robi ensures timely updation of policies and any other governance 
instruments. It takes necessary action consistent with the Company’s governance instruments against individuals who do 
not comply with our norms, including, but not limited to, terminating work or business relationships. 

Robi communicates in an open, transparent and honest manner without fear of repercussion or retaliation by adopting an 
Axiata Group-wide whistle-blowing channel, “Speak Up”. Retaliation and discrimination against anyone who reports in 
good faith incidents of non-compliance or violation(s) of Robi’s policies is not tolerated.

ABAC eLearning program conducted in 2020
Being committed to upholding compliant practices in business conduct with integrity is at the heart of our organisational 
DNA. With a view to demonstrate our seriousness in this realm, during 2020, we introduced a digital training program on 
compliant business practices, including anti-corruption and anti-bribery for all employees. Notably, we extended the ABAC 
training to cover 99% employees during the year. 
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At Robi, we remain steadfast in our efforts to ensure a strong ethical culture within and 
across our organisation. 



Our emphasis on data privacy

Overview
Data privacy is a prioritised focus area at Robi. In accordance with the laws and regulations of Bangladesh and Malaysia 
where our parent company is headquartered, we have adopted a zero-tolerance policy guided by the “TRUST” principle to 
protect the personal information of our subscribers. 

Furthermore, under Axiata’s Privacy Council, Robi has established a well-equipped Data Privacy Office with the CEO and 
Data Protection Officer comprising the governing body and custodian of the local policy and process execution. Data             
Privacy Office is entrusted with the mandate of supporting the Group Privacy Council in planning, executing and                      
operationalising privacy and data protection strategies.

Progress achieved in 2020 
During the year 2020, Robi took several steps to strengthen data privacy practices across the organisation. For example, a 
Company-wide data privacy week was organised to raise awareness among employees regarding privacy practices.       
Moreover, a 3-year roadmap was also approved by the management, which shares the ambition of achieving a privacy 
maturity score of “3” by implementing several technical and administrative controls across all functions of the organisation.

Fortifying our cyber security practices

Overview  
Over the past few years, Robi’s management has concertedly supported cyber security as one of the critical business 
functions of the organisation. The Company has adopted the ISMS (Information Security Management System) governance 
framework, with the Robi Risk and Compliance Committee (RRC) comprising the governing body. The following represent 
the roles and responsibilities of RRC:

Establish roles and responsibilities in connection with information security 

Ensure that the defined roles are assigned at all levels by appointing the resources necessary to implement, operate, 
monitor and review Robi’s ISMS 

Advise the ECS (Enterprise and Cyber Security) and Compliance teams on all matters relating to the protection and 
use of information assets 

Review major information security update presented by ECS/Compliance team during management review meetings 

Coordinate and validate any external, security-related corporate communications plans and activities (e.g., in the 
event of a high-profile, publicised security breach)

Monitor the effectiveness of ISMS through results of performance evaluation

Make decisions on how to handle non-compliance

Effectively promote information security through appropriate education, training and awareness throughout the 
organisation

Thus, according to the framework, Robi has well-defined policies, procedures and plans for cyber risk management, hence 
indicating complete preparedness to thwart any potential cyber security attacks on its systems.

Progress achieved in 2020
Towards enhancing data security and business continuity, Robi has implemented a web application firewall and volumetric 
DDOS (Distributed Denial of Service) protection system (anti-DDOS). These ensure that hackers cannot compromise 
Robi’s services, while enabling the Company to protect customer data at all costs.
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RISK AND OPPORTUNITIES

Integrated risk governance 

At Robi, risk governance is the responsibility of the Board for establishing the necessary organisational structure for the 
management and oversight of risk, defining the risk profile in terms of the risk appetite and the risk tolerance levels, and 
institutionalising a strong risk culture. 

Applying best practices in corporate governance to risk management, Robi’s Board of Directors has established an 
integrated and robust risk governance structure comprising Board committees, executive functions and executive                
committees through which authority is exercised and decisions are taken and implemented. It facilitates accountability for 
risk at all levels of the Company and across all risk types the Company faces, enabling a disciplined approach to managing 
risk. Given the highly specialised nature and also in the interest of an integrated and consistent approach, decision-making 
on risk management is centralised to a greater extent in several risk management committees. 

Further, as part of Robi’s integrated risk and compliance governance structure and with a view to ensure a structured 
approach to managing all its risk exposures, the Company has developed an overarching risk management framework 
based on the “Three Lines of Defence” model. Underpinned by rigorous organisational structures, systems, processes, 
procedures and industry best practices, such a comprehensive risk management structure takes into account all possible 
risks and uncertainties the Company is exposed to. The Three Lines of Defence model, which is the international standard, 
enables Robi to have specific skills for managing risk and guides its day-to-day operations with the optimum balance of 
responsibilities.

Internal control framework 

Risk management is integral to Robi’s strategy and achievement of long-term goals. The Company recognises the                    
importance of sound risk management practices and internal controls to safeguard shareholders’ interests. The Robi Board 
Audit Committee (BAC) oversees the management of risk and internal controls, including the review of the establishment of 
an appropriate control environment and framework, as well as its adequacy and integrity. 

Robi has implemented a principles-based integrated internal control system to mitigate identified enterprise and operational 
risks that could impair the effectiveness and efficiency of operations. This control system represents a subset of the              
Company’s Risk Control Framework and is based on international standards established by the Committee of Sponsoring 
Organisations of the Treadway Commission (COSO). Internal controls at Robi are an integral part of the organisation’s overall 
corporate governance structure and are embedded in its business processes and systems affecting financial reporting. 

Robi’s 3 Lines of Defence model 

Our “3 Lines of Defence" risk model aims to create and foster a robust governance foundation backed by clear demarcation 
of roles and responsibilities. Our risk model is aligned with the architecture prescribed by the IIA (Institute of Internal 
Auditors).

At Robi, risk management is a fundamental component of our corporate lines of defence 
model, which aims to create a robust, integrated and inclusive risk governance framework 
that reinforces the foundations of our long-term sustainability.
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Major roles played at each of these lines of defence to holistically address any risk at Robi is expressed in the table below: 

78 Robi Axiata Limited I Sustainability Report 2020

The Three Lines of Defence Model

Governing Body / Board / Audit Committee

Senior Management

Senior Management 2nd LineDefence 3rd LineDefence

Management
Controls

Internal
Control

Measures

Financial Control

Internal
Audit

External A
udit

R
egulator

Security

Risk Management

Quality

Inspection

Compliance

Adapted from ECIIA/FERMA Guideline on the 8th EU Company Law Directive, Article 41

1st Line of Defence:
Internal Control Measures

Incorporate appropriate 
internal controls and embed 
policies and processes on 
systems to run operations 
with efficiency and effective-
ness.

Assume ownership of 
controls. 

Assess the overall risk 
environment and prepare a 
detailed plan for ensuring 
monthly, quarterly, half 
yearly and annual compli-
ance testing.

Accountable for identification 
and efficient management of 
risk, including guidance and 
training.

Audit effectiveness of risk 
management and control 
framework.

Provide independent 
assurance to the Audit 
Committee and the Board.

• Assist the Board in 
evaluating the adequacy of 
governance & internal control 
framework
• Assure the Board that 
financial records are 
complete, financial 
statements reflect true and 
fair view of the Group 
financial position based on 
International Financial 
Reporting Standards (IFRS) 
and Bangladesh Financial 
Reporting Standards (BFRS) 
and are free from 
misstatements.

Ensure consistent operation-
al control at all times and 
across all systems and 
processes and provide 
extensive training to 
employees.

Perform key control tests in 
line with policies and 
procedures, and advise the 
management on necessary 
action plans.

Constructively challenge 
thinking, stimulate scenarios, 
engage in stress-testing and 
issue appropriate 
recommendations.

Monitor control effectiveness 
and related performance, 
and advise the Board 
accordingly.

Provide guidance, advice, 
support, training, and share 
best practices. 

2nd  Line of Defence:
Compliance and Risk Management 

3rd Line of Defence:
Internal Audit

Oversight Body –
 Board Audit Committee (BAC) 



OUR NATIONAL CONTRIBUTION 

Our role in national development

GVA (Gross Value Added) contribution
Robi’s substantial operations and investments in Bangladesh contributed significantly to the nation’s economic growth 
profile. 

With a total operating expenditure of USD 511 million and capital investment of USD 248 million, Robi contributed USD 
1,310 million to the economy of Bangladesh in 2020, accounting for 0.4% of national GDP. 

Further, the Company’s operations directly contributed USD 423 million, accounting for 32% of total GVA contribution. 
Another USD 395 million was indirectly generated through expenditure by Robi’s suppliers. Interestingly, for every USD 1 
Robi directly added to Bangladesh’s economy, it generated just under another USD 1 indirectly from local suppliers. 

Productivity improvements contributed USD 211 million, accounting for 16% of the total GVA. Capital investment contrib-
uted a further USD 281 million, representing a share of 21% of the total GVA. 

Economic contribution over the last five years
Robi’s total GVA contribution grew at a CAGR of 1.1% from USD 721 million in 2016 to USD 1,310 million in 2020,              
representing 0.4% of the national GDP in 2020. This arose due to 5.5% fall in national mobile subscription from 134 million 
in 2015 to 126 million in 2016. 

Appraising a six-year period from 2015 to 2020, Robi’s total GVA contribution grew at a CAGR of 1.1% from USD 1,253 
million to USD 1,310 million. 

The year 2016's total GVA contribution of USD 721 million was a sharp drop compared to the 2019 contribution of USD 
1,253 million. This was mainly due to the fluctuation of mobile penetration rate in Bangladesh. 

As a pioneer in innovative and new digital solutions, Robi contributes to Bangladesh in 
several ways, thus accelerating the pace of the nation’s socio-economic development. 
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Contribution to Gross Value Added

USD 1,310 MILLION (0.4% OF THE NATION’S GDP)

Productivity GVA:Operational Indirect 
& Induced GVA: 

Operational
Direct GVA:

USD 423 million

Capital Investment GVA:

Robi’s total Gross Value Added (GVA) contribution to Bangladesh's economy reached USD1,310 million, accounting for 0.4%
of total national GDP in 2020.

Robi’s operations directly and indirectly contributed USD818 million, accounting for 62% of total GVA contribution.

Capital investments contributed USD283 million with a share of 21% of total GVA.

GVA contribution due to productivity improvement was USD211 million, accounting for 16% of the total GVA.

USD 395 million USD 281 million USD 211 million



GVA contribution to national economy over a 5-year period 
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GVA by capital investment

Operational indirect and induced GVA

Productivity

Operational direct GVA

As a % of total GDP

721

2017

1,707

2018 2019

1,448
1,408

2020

1,310

2016

0.3%
0.7%

0.4%0.5% 0.4%

Direct Employees

TOTAL 1,371 STAFF 

Total Jobs Supported

TOTAL 117,830 JOBS

Female:

13%

Bangladeshi:

99.9%

1371 staff were directly employed by Robi in 2020.
13% of total employees were women.
Bangladeshi citizens accounted for 99.9%
of total employees.

Operational Indirectly 
Supported:

71,545

Directly Employed:

1,371
Supported by Capital 
Investment:

44,913
Overall, Robi supported 117,830 jobs in 2020 through its
operations and capital investments.
Robi’s operations directly and indirectly supprted 71.545 jobs.
Robi’s capital investment supported 44,913 jobs.

Operating Expenditure:Capital Expenditure:

USD 248 million

Robi’s total Capital and Operational Expenditure reached USD759
million in 2020, with Capital Expenditure recorded at USD 248
million (33%) and Operational Expenditure at USD511 million
(67%).

USD 511 million

Every USD1
spent on capex 

USD 5.3 GVA
Contribution 1

Capital + Operating Expenditure

USD 759 MILLION

translates 
to

For every USD1 
Robi spent in
Bangladesh 
through its capital
investment,
it added
USD6.1 GVA to
Bangladesh’s
economy in 2020.

Notes:
1 Including GDP contribution from market penetration related productivity impact
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70,756
Operational 
indirectly supported

47,830
Supported by 
capital investment

1,518
Directly 
employed

50%

1%

40%

120,104
Jobs Supported 1

Total employment impact, 2020 

1.1%
of total tax revenue of the
government of Bangladesh²

Robi contributed USD501 million in total tax and fees to the government,
accounting for 1.1% of total tax revenue of the government of Bangladesh².

Contribution to Public Finance 

USD 501 MILLION

 of total tax revenue of the government of Bangladesh
to

Total tax and fees paid to the government

As a % of total government revenue

U
SD

 m
ill

io
n

356

2017

1.5%

263

2016

1.2%

501

2020

1.2%

2019

0.8%

327

2018

1.1%

367

Notes:
1 Including GDP contribution from market penetration related productivity impact
2 Total government tax revenue was BDT3.78 trillion (USD44.7 billion). (Source: Ministry of Finance, Bangladesh)



Awards
received in

2020

Robi became the “Axiata AI Maturity Champion” in 2020 for the second time in a row. This is one 
of the highest-ranked recognitions within the TM Forum global maturity index, which recognises 
Robi as one of the leading global mobile operators enabling AI for digital transformation.

Robi also bagged two awards from “Leap now 2020”. While one of them is “LEAP C-1”, the other is a special award 
bestowed for the best use of analytics and AI/ML. This award was in recognition for the use case of connecting customers 
in the new normal, highlighting the urgency and sensitivity with which we addressed customer concerns and preferences 
during the pandemic. This use case was built upon a holistic customer-centric approach. It also solved customer problems 
using AI/analytics and complex process automation. 

LEAP competitions are organised by Axiata Group to recognise outstanding digital initiatives undertaken by its operating 
companies.
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Best Axiata
OpCo Overall
Performance

Award

Best Axiata
Financial

Performance
Award

Best Axiata
People

Management
Award

Axiata’s
Most Improved

Finance Performance
Award

Champion in
AI Maturity in

2020 among all
Axiata entities including

digital and ICT
business units

CommunicAsia 2020
Award in the Telecom
Service Innovation in

response to the
COVID-19 category

Global Best
Employer Brand 2020

endorsed by World
HRD Congress

World’s Best
Socially Devoted

Brand award from
the globally

renowned online analytics
organization, Social Bakers

for three consecutive
quarters in 2020
(Q1, Q2, and Q3)

Robi recognised
as 2020 Bangladesh

Mobile Service
Provider of the Year
by Frost & Sullivan

“Connect Customers
in new normal” project

won the LEAP
award for the Best

Use of Analytics
& AI category

The
aforementioned
project also won

the 2nd runner up
award under the

LEAP NOW
category

Robi’s youth
focused brand,

Airtel’s DYNAMO
campaign won Digital
Marketing Award in

Best Use of
Facebook category 

Robi’s youth
focused brand,

Airtel’s single app,
My Airtel won the
Digital Marketing

Award in Best App
Marketing category 

Robi won the Digital
Marketing Award in

Best Use of
Mobile category for

the Corona Dashboard
campaign

Robi won the
Digital Marketing Award in
Best Use of Data and Data

Analytics category
for the Driven App

Marketing My
Robi App campaign

N.B: Digital Marketing Award was organised by Bangladesh Brand Forum- a leading local organisation that promotes branding in different spheres of society

Awards
received in

2020
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Page No.GRI Standard Disclosures Reference Section

COMPANY PROFILE AND IMPACT

102-1
Name of the organisation

102-2
Activities, brands, products

and services

102-3
Location of headquarters

102-7
Scale of the organisation 

102-8
Information on employees

& other workers 

102-9
Supply chain 

102-10
Significant changes to the organisation

and its supply chain 

102-12
External initiatives

102-14
Statement from senior decision-maker 

102-15
Key impacts, risks and opportunities

102-16
Values, principles, standards and

norms of behaviour

102-18
Governance structure

CORPORATE STRATEGY

ETHICS AND INTEGRITY 

Cover page

The world of Robi  

Back cover

Triple bottomline 

Addressing workplace expectations

Catering to our supply chain

About this report 

Digital innovation for public benefit 

Foreword by our Chairman

Risk and opportunities

Our identity and our beliefs

Business ethics and compliance 

Cover page

12

Back cover

12

31

48

3

54
 

6

77

14

75

GOVERNANCE 
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GRI index 

GRI Standards: Core Option

(General Disclosures 2016) 



STAKEHOLDER ENGAGEMENT 

REPORTING PRACTICE

GRI 201: ECONOMIC PERFORMANCE 2016

GRI 204: PROCUREMENT PRACTICES 2016

102-43
Approach to stakeholder engagement

 

102-44
Key topics and concerns raised 

102-45
Entities included in the consolidated

financial statements 

102-46
Defining report content and topic

boundaries 

102-47
List of material topics 

102-49
Changes in reporting 

102-50
Reporting period 

102-51
Date of most recent report 

102-52
Reporting cycle 

102-53
Contact point for questions regarding

the report 

102-54
Claims of reporting in accordance

with GRI standards 

102-55
GRI content index 

201-1
Direct economic value generated

and distributed 

204-1
Proportion of spending on

local supplier 

Materiality assessment 

Material stakeholder matters 

About this report 

About this report 

Material stakeholder matters  

About this report 

About this report 

About this report 

About this report 

About this report 

About the report 

GRI index 

Financial overview 

Our national contribution

18

20

3

3

20

3

3

3

3

3

3

84

21

79
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GRI 300: ENVIRONMENTAL 

GRI 302: ENERGY 2016

GRI 401: EMPLOYMENT 2016

GRI 403: OCCUPATIONAL HEALTH AND SAFETY, 2018 

GRI 404: TRAINING AND EDUCATION 2016

207-1
Approach to tax

 
Tax governance, control and

risk management
 

103-1
Explanation of the material topic

and its boundary 

103-2
The management approach and

its content 

302-1
Energy consumption within the

organisation 

401-1
New employee hires and employee

turnover 

401-2
Benefits provided to full-time

employees that are not provided to
temporary or part-time employees 

403-1
Occupational health and safety

management system 

403-3
Occupational health services 

403-4
Worker participation,

consultation and communication on
occupational health and safety 

403-5
Worker training on occupational

health and safety 

404-1
Average hours of training per employee 

404-2
Programs for upgrading employee

skills and transition
assistance programmes

Our national contribution 

Our national contribution 

De-carbonising the telecom sector 

De-carbonising the telecom sector 

De-carbonising the telecom sector 

Addressing workplace expectations 

Addressing workplace expectations 

Addressing workplace expectations

Addressing workplace expectations

Addressing workplace expectations

Addressing workplace expectations

Addressing workplace expectations 

Addressing workplace expectations 

79

79 

70

70

70

31

31

31

31

31

31

31

31

GRI 207: TAX 2019
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GRI 413: DIVERSITY

GRI 416: CUSTOMER HEALTH AND SAFETY 2016

405-1
Diversity of governance bodies

and employees

413-1
Operations with local community

engagement, impact assessments and
development programmes 

416-1
Assessment of the health and safety

impacts of product and service categories

Addressing workplace expectations

Addressing workplace expectations 

Digital innovation for public benefit 

31

31

54

GRI 405: DIVERSITY AND EQUAL OPPORTUNITY 
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Safety

Anti-
corruption

Employee
relations

Responsible
tax

Disaster
response

Diversity &
inclusion

Responsible
procurement Human rights

Robi
supports



Robi Axiata Limited
   Robi Corporate Office, 53 Gulshan South Avenue,

Gulshan-1, Dhaka-1212, Bangladesh

www.robi.com.bd
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