


The world is at the crossroads of momentous 

change. Our collective experience of the year 

just gone by is indicative of how sweeping this 

change could be. As the world turned inwards 

to brace the onslaught of a raging pandemic, 

businesses migrated with the help of 

advanced technology. Only those enterprises 

which had prepared themselves to take the 

leap, coped easily, underlining for others 

an imperative they had only been gradually 

waking up to.

At Tata Communications, we are always 

keeping a close eye on such paradigm shifts. 

By being agile and aware of possibilities, 

by being adaptive to new demands, new 

environments, and by staying ahead of the 

curve through our innovation capabilities. As 

a global digital ecosystem enabler, we are 

constantly adapting to change and enabling 

our customers to plan and prepare for the 

challenges of tomorrow.

Agile by nature
We have equipped ourselves with the 

necessary infrastructure and knowhow to 

support our customers navigate the dynamic 

industry scenario in communications, embrace 

disruptive technologies that enhance their 

data intelligence and smoothen their path 

towards seamless digital transformation.

Read more

Adaptive by choice
We adapt quickly as technology evolves 

to changing software delivery models and 

internet technologies. As an organisation, we 

are continually reinventing ourselves to deliver 

future industry expectations while upholding 

our values and our responsibility towards 

people and our planet.

Read more

 

Ahead, together
Future-focused, we are always thinking ahead 

and equipping ourselves with the latest 

knowledge and skills. Through our fast-paced 

innovation and by embracing best practices 

and capabilities our partners have to offer, 

we think ahead for a better collective future. 

We will do right with the opportunities for our 

people and the communities we interact with.

Read more

For us, digital transformation is not only an 

engine for growth through new processes 

and new systems, but also a pathway towards 

a sustainable future. Evolved technology 

solutions enable us to minimise our cost to 

the environment and help us manage our 

resources more effectively and efficiently. 

While we transform ourselves, keeping 

sustainability at the heart of our journey, we 

are helping others make the same transition. 
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The report outlines our approach in 

integrating sustainability into policies, 

structure, management and operations, 

sustainability journey, and provides insights 

into our strategies. It also includes aspects 

that are most material to our stakeholders  

and our business, with a focus on 

Environmental, Social and Governance (ESG) 

issues. Through this report, the aim is to 

share our sustainability commitment and 

progress towards material aspects with our 

various stakeholders, including employees and 

contractors, investors, customers,  

business partners, suppliers, the community, 

and Government.

Reporting boundary
The report includes data and information of 

the Company and its directly held subsidiaries 

(as referred to in our Annual Report).  

For all the material topics as per our 

materiality chart, the scope boundary shall 

include our global operations (America, 

Canada, Europe, India and Asia Pacific), 

exceptions being the performance disclosures 

on water, waste, labour management 

relations, indirect economic impacts and local 

communities that pertain to our operations in 

India only. All these aspects are material for 

our Indian geography only.

Reporting period and principles
The Sustainable Development Report for 

FY 2020-21 is an annual publication and 

provides material information relating to our 

sustainability strategy, operating context, 

material aspects, performance, prospects and 

governance, covering the financial year 1 April 

2020 to 31 March 2021.

This Report has been prepared in accordance 

with the Global Reporting Initiative (GRI) 

Standards: Core option following the 

principles of stakeholder inclusiveness, 

materiality, sustainability context and 

comprehensiveness. The Report presents 

the engagement process and key aspects 

identified by different stakeholder groups. 

By engaging with all the key stakeholders, 

we identify the material issues that impact 

our ability of value creation. Based on these 

Approach to reporting
About the report

Participation in Sustainability 
and ESG indices
We are proud to have our efforts in 

sustainable development recognised by 

industry-leading rating and ranking agencies.

• Carbon Disclosure Project (CDP) 
– Received ‘A-’ leadership score 

for implementing best practices in 

sustainability for climate change. Score is 

higher than the global average of ‘C’ and 

higher than the Asia regional average of 

‘D’. Tata Communications is among the top 

34% companies globally to have received 

the leadership score for best practices 

out of 9,600+ companies that reported 

environmental disclosures this year.

also places us among the top 25% of 

companies assessed by EcoVadis.

• Achieved a competitive score of 85 in the 

EdCast Learning Health Index (LHI) 2021, 

as compared to the cross-industry average 

benchmark score of 66 and telecom 

industry score of 63. EdCast is a leading 

global organisation that assess companies 

in India across industries on their 

Learning Health.

• EcoVadis - Awarded a Silver medal in 

recognition of sustainability achievement. 

We have obtained a score 55/100 with a 

72nd percentile (means our score is higher 

than or equal to the score of 72% of all 

companies rated by EcoVadis). This result 

In our journey of transforming towards a sustainable future, we consider it 
imperative to share insights into our progress, milestones, challenges and 
prospects with all our valued stakeholders on an annual basis.

Feedback
Your feedback will help us in further 

improving our reporting, please email your 

suggestions, views and opinions to

EOHS@tatacommunications.com

CDP India

material issues we present the associated 

performance for the reporting year. We 

endorse and adhere to United Nations Global 

Compact (UNGC) principles, Global Reporting 

Initiative (GRI), United Nations Sustainable 

Development Goals (UN SDGs), Indian 

National Voluntary Guidelines, Tata Group 

Sustainability Policy and UK Modern Slavery 

Act. Wherever necessary, we have explained 

the assumptions and/or exceptions while 

reporting on the GRI indicator standards.

Assurance
We safeguard the quality of information 

contained in this Report through a robust 

internal and external assurance carried out 

by M/s DNV, an independent third-party 

assurance provider.

Assurance Report
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Dear Stakeholders,

Hope you and your families are safe and healthy.

As we embark on reimagining a ‘new’ world together, shared 

trust, purpose and brands for good are becoming the new 

paradigm. The power of businesses, behaviours and brands 

are enabling the development of new ecosystems—natural and 

others. In this midst, leading from the front for environmental 

protection, social impact and economic viability is pivotal for 

the long-term sustenance of our planet.

Our planet, our responsibility! 
I believe embedding sustainability into the fabric of our 

business is proving to be beneficial to us, our customers, 

partners, employees and suppliers, alike. As we drive digital 

transformations for enterprises enabling digital ecosystems for 

them, sustainability is now intrinsic and integral to our ethos 

and engagement.

Strengthening our sustainability efforts, we are driving 

commitment towards greater transparency, deeper 

engagement, and stakeholder management. Having aligned 

our Sustainable Development Report to Global Reporting 

Initiative (GRI) standards, we are upscaling our sustainable 

journey to a completely new level especially with technology 

becoming a life pivot.

Technology: A sustainability partner 
Technology has played the critical enabler role for humanity 

to sustain – in continued essential services, access to 

healthcare, education, and entertainment amidst lockdowns. 

Our prompt actions, ensuring the safety of our employees 

while implementing virtualised work protocols even before 

they were mandated, have gained us tremendous goodwill. 

We are adaptive and responsive to the technology-driven 

sustainable transitions that are becoming the new world order 

for everyone everyday.

 

Agile, Adaptive, Ahead
To be ahead in these uncertain times, agility and adaptability 

are vital. Through the ages, we have observed how technology 

has always been a key global growth enabler. But today, the 

digital economy is creating a unique opportunity for the world 

to transition towards a sustainable future. Agile, adaptive and 

always thinking ahead, are the enormous potentials of digitally 

enabled communications for accelerating positive collective 

transformation. As a global digital ecosystem enabler, we are 

proud to be at the forefront of this profound shift enabling 

the digital economy of today and the future. Our objective 

is to leverage technology for creating new efficiencies and 

sustainable growth via judicious natural resources usage. Our 

recent study highlights how company’s low carbon products 

and services enable our customers to cut down their Green 

House Gas (GHG) emissions by almost three times.

Shared value for our ecosystem
Our GHG emissions reduction will take us a long way in 

driving shared value for our ecosystem. As supporters of the 

United Nations Sustainable Development Goals (SDGs), we 

are focusing on reducing our carbon footprint and dedicating 

our reach and technology to help our customers transform 

their businesses while conserving resources and harnessing 

our digital enablement expertise, to drive community 

development. We are establishing a position in protecting 

the environment by reducing our dependencies on natural 

ecosystems, enhancing our ability to produce goods and 

services that yield economic, environmental, and social 

benefits. I firmly believe, our collective human effort is the 

need of the hour.

At the same time, Environmental, Social and Governance (ESG) 

principles are our guiding force for our actions, are helping 

us create sustained value for our stakeholders. As we helped 

organisations this year with digital transformation solutions, we 

are realising these are enabling our customers to reduce their 

Shared trust for the
‘new value-driven world’

Message from MD & CEO

Amur S. Lakshminarayanan
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carbon footprint, giving us a greater opportunity to scaling 

beyond our identified sustainability targets. This progress is 

motivating and encouraging us to further drive sustainability 

as a culture within the organisation globally.

Sustainability as our culture
Embedding sustainability into the fabric of the organisation has 

been a personal charter for me. For this, we are introducing 

a training e-module on “Sustainability and its Business 

relevance” for employees. This module builds awareness 

about driving business sustainability in the Information and 

Communication Technologies (ICT) sector, including climate 

change issues and other environmental challenges as well as 

our Company’s sustainability approach and strategy.

For our business operations, we have developed and adopted 

evolved systems and technology for monitoring and governing 

energy, water efficiency, waste management with the intent 

of inspiring behavioural change. Advocacy and sensitisation 

are a part of this drive, and we appreciate the hard work put 

in by the organisation towards this. We were thus excited 

and happy on being recognised by the renowned global 

environmental non-profit organisation, Carbon Disclosure 

Project (CDP), which accorded us a distinguished ‘A-‘ for 

our sustainability initiatives. The score, which is higher than 

the global average of ‘C’ and higher than the Asia region 

average of ‘D’, acknowledged our role in climate change 

governance, value chain management and energy efficiency.  

These initiatives have borne us good results. We sourced 

approximately 23 million kWh (14%) of renewable energy 

globally and implemented emission reduction initiatives that 

resulted in energy savings to the tune of 4.3 million units. Our 

employees collaborated, learned and participated in digital 

and physical awareness activities on sustainability during the 

Tata Sustainability Month (TSM) in June. A global tools down 

day, ‘DRIVE week’ enabled employees to take up community 

action. This year we had 7,572 employees volunteering 

31,000+ hours helping ~0.4 million beneficiaries. Currently, we 

are implementing 17 projects in education, employability and 

sustainable livelihood promotion and healthcare.

Our increased diversity and inclusion quotient 
Sharpening our human resource management abilities, we 

endeavour to provide an open, inclusive and enabling work 

environment to our employees. The Tata Communications 

Learning Academy (TCLA), the one-stop-shop for learning at 

Tata Communications, enables employees to skill, upskill and 

reskill using world-class learning channels for personal and 

professional development to nurture their career trajectory. 

Driving enhancements in diversity and inclusion is a key focus 

for us. This focus is reflected in the increased number of 

female colleagues from 16% in FY 2013-14 to 22% at the end 

of FY 2020-21. These results serve as a testimony of a 

disciplined governance rigor. As part of our sustainability 

culture, our teams also embark on upskilling, diversity and 

inclusion activities.

Our governance 
We aspire to follow global best practices in all our business 

functions and are governing ourselves through Company’s and 

the Tata group values as well as the Tata Code of Conduct. 

These principles inspire and empower us to take action with 

integrity, maintaining high ethical standards, and respecting 

fundamental human rights. I would also like to share that; 

we have also completed our Human Rights assessment. We 

have trained 92% of our employees on Human Rights through 

trainings on ‘Business Code of Conduct’ and ‘Dignity at the 

Workplace’. Like every year, this year too, we participated in the 

Tata group ‘Ethics Week’ through activities and communication 

drives to create awareness on the importance of ethics. We 

continue to strive in making a difference to our world.

Our commitment 
We remain committed to our strategy of improving our 

people engagement, driving higher resource conservation, 

promoting renewable energy, supporting our customers and 

caring for the community for progressing towards a better 

world together. We will continue to support the United Nations 

SDGs, strive to perform better on our own goals and evolve 

in our sustainability disclosures. We are aiming for technology 

and connectivity benefiting everyone and are useful in tackling 

some of the world’s biggest challenges; embracing empathy, 

prosperity for a kinder, cleaner world, and continuing to focus 

on social responsibility and environmental sustainability.

It has been a tremendous year that has tested the resilience 

of people and the planet. We have a sense of satisfaction for 

the value we have co-created with you and our stakeholders. 

I take this opportunity to thank all our stakeholders for being 

an integral part of this journey and our extended family. 

We reaffirm our resolve towards the People, Planet and 

Communities as we reimagine tomorrow, today.

Regards,

Amur S. Lakshminarayanan
Managing Director & CEO
Tata Communications Limited

Shared trust for the 
‘new value-driven world’

Message from MD & CEO
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Vision 
Deliver a New World of Communications TM 

to advance the reach and leadership of its 

customers.

Driving digital transformation
Who we are

Tata Communications is a leading digital ecosystem enabler for 
multinational enterprises and service providers across the world. 
We Deliver a New World of CommunicationsTM for our customers, 
enabling them to grow exponentially, and responsibly.

• Integrity - We will be fair, honest, 

transparent and ethical in our conduct; 

everything we do must stand the public 

scrutiny

• Responsibility -  We will integrate 

environmental and social principles in 

our businesses, ensuring what comes 

from people goes back to the people 

many times over

• Pioneering - We will be bold and 

agile, courageously taking on challenges, 

using deep customer insight to develop 

innovative solutions

• Unity - We will invest in our people and 

partners, enable continuous learning 

and building, caring and collaborative 

relationship-based trust and mutual respect

• Excellence - We will be passionate about 

achieving the highest standards of quality, 

always promoting meritocracy

Mission 
To enable enterprises to succeed in the new 

world of digital (technologies and business 

models) by being borderless and always 

available (to our customers and partners).

FY 2020-21 key highlights

US$ 2,303 mn
Revenue  

(INR 17,100 crore)

Leader
In Gartner’s Magic 

Quadrant for Network 

Services (Global) 2020 

for 8 years in a row  

4 out of 5
Mobile subscribers 

around the world 

directly covered by our 

network/connectivity 

solutions

37+
Diverse nationalities

US$ 574 mn
EBITDA  

(INR 4,261 crore)

~7,000+
Customers (including 300 

of the Fortune 500)

World’s largest
wholly owned subsea fibre 

network which underpins 

the internet backbone and 

powers around 30% of the 

world’s internet routes

50+
Entities across the globe

24.6%
RoCE

12,000+
Employees worldwide

80%
Cloud giants are 

connected to 

businesses through us

80 points
Top percentile of 

NPS®/for customer 

satisfaction 

Strategic priorities

Core values
‘Leadership with Trust’ is our guiding principle. As part of the Tata group, honesty and 

integrity are our core values. Strong governance is a reflection of our culture, values, beliefs 

and commitments. Inspired by the legacy of transparent and ethical governance of the Tata 

group, we ensure we live up to the responsibilities that have been articulated in the Tata 

Code of Conduct.

Delivering 

superior customer 

experiences

Focusing from 

products to 

platforms

Having the right 

team and culture

Sustainability, 

innovation and AI 

at the core

1 2 3 4
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Technology-driven 
customised solutions

Service offerings

Voice and data services 
We are one of the world’s leading wholesale 

providers of data, IP and mobile signaling 

services. The Tata Global Network (TGN) and 

our investments in multiple group submarine 

cables enable us to provide smooth global 

connectivity services across all major business 

hubs. Leveraging the shift to cloud-first, 

internet-first strategies, we are innovating 

across our portfolio to offer solutions that are 

tailored to this new digital-first world.

In voice, we are the world’s largest wholesale 

voice provider, carrying over a billion 

minutes a week. Through our 1,600+ telecom 

partnerships, our network handles 1 out of 

every 10 international calls and connects 

more than 70% of the world’s mobile carriers. 

We also offer a comprehensive portfolio 

of high-quality transport and termination 

services, including Voice Direct Transit and 

HD Voice.

Platforms, solutions and services 
With a solution-oriented approach, recognised 

managed service capabilities, and cutting-

edge infrastructure, we drive the next level 

of intelligence powered by our platforms, 

solutions and services, enabling our customers 

to stay ahead of the competition by adopting 

digital transformation and deploying cutting-

edge technology.

NetfoundryTM

Voice

At Tata Communications, we develop innovative strategies and solutions to ensure 
our customers gain competitive advantage in a dynamic world.

Platforms and 
experience

Mobility and IoT

Cloud, Edge 
and Security

Next generation 
connectivity

Collaboration
During FY 2020-21, we launched our SCDx 

proposition, which is intended to meet the 

growing, worldwide demand for new ways of 

operating, which includes far higher levels of 

working from home, rising security risks, a shift 

to digital commerce and more contactless 

experiences for employees, customers and 

supply chain partners. This will help companies 

currently relying on short-term fixes, such as 

consumer grade applications or employees’ 

home broadband connections, by providing 

holistic, secure, enterprise-level digital 

solutions that address current challenges 

and are fit for the long term. Our promise R&D and Innovation

Digital platforms – Secure Connected Digital 
Experience (‘SCDx’)

of a Secure Connected Digital Experience 

is focused on delivering agile, sustainable 

and efficient experiences across devices, 

machines and geographies, powered by data 

and global connectivity in a secure, fast and 

reliable manner. We are focused on helping 

our customers future-proof themselves while 

building agile, future-ready businesses. This 

will be enabled through seamless, secure 

digital workplaces that deliver rich and 

productive customer engagements online.
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Planet

14%
of electricity used is from 

renewable sources (wind 

or solar)

3:1
GHG emissions reduction 

for customers via Green 

and low carbon products 

and services

33%
of non-hazardous waste 

recycled

100%
All major facilities in 

India are ISO 14001:2015 

certified

A-
Leadership score in CDP 

2020 assessment

19%
Decrease in water 

consumption Y-o-Y led 

by water conservation 

efforts and work from 

home policy*
Read more

Sustainability highlights

CommunityPeople

ISO 45001 
certification
15 major facilities 

(India-10, Canada-3, 

Singapore-2)

~0.4 mn
Community outreach 

(84% Y-o-Y increase)

Great Place 
to Work
Certification achieved 

in five countries (India, 

Hong Kong, USA, Canada 

and Australia)

31,000+
Volunteering hours

112,782
Learning person days

US$ 1.59 mn
Investment towards 

societal initiatives  

(INR 11.84 crore)12%
Reduction in lost time 

injuries (w.r.t. last year)

66,600+
COVID-19 beneficiaries

3,722+
Certifications completed by 

employees with minimum 

of 16 hours of effort

7,572
Employee volunteers

1:3.5
Female to male ratio

300+
Touchpoints with 

investors and analysts

Read moreRead more

Optimising resources to 
deliver value

*19% saving includes total water 

savings (including customer 

requirement at our facilities) 

compared to last year. Tata 

Communications water savings 

stand at 9%.
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In 2020, the world faced an unprecedented 

crisis from the novel coronavirus (COVID-19). 

Ensuring the safety of our employees, their 

families, and communities in the regions where 

we operate has historically been our number 

one priority. Our strong teamwork, years of 

experience to act quickly under pressure, and 

investment in the processes, systems and 

infrastructure enabled us to ensure the health 

and safety of our people while maintaining 

business continuity, customer support and 

supply chain integrity.

In March 2020, Tata Communications 

deployed a Business Continuity Core Team 

of 23 members – overseen by 6 Global 

Service Management Centres (GMCs) – for 

central monitoring.  This taskforce enabled 

an organisation-wide response to the 

fast-evolving situation and government 

orders, leading to efficient management of 

risks with minimal impact. The team also 

ensured, through proactive actions, that we 

were prepared for all possible scenarios that 

emerged in the context of the pandemic.

Responding to COVID-19 
with agility

Business continuity

Protecting our employees
In this health crisis, our first priority was 

and continues to be the safety of our 

employees and their families. As soon as the 

impact of the COVID-19 began to manifest 

in March 2020, we switched to a Business 

Continuity Management (BCM) mode, 

and enabled all employees to work from 

home, with the exception of some essential 

work that needed to be conducted from 

office or any location that needed critical 

network maintenance.

Work from Home (WFH) was enabled for 

all non-essential employees (~95%) with the 

required infra support and 24x7 IT support 

and augmentation of VPN infrastructure, so 

that our employees enjoyed a convenient 

work environment while working from home. 

This was done ensuring all safety protocols. 

For the first time, a number of new joinees 

were onboarded virtually via mobile and 

personal laptops. As the situation evolved, 

more essential roles were identified at critical 

facilities, leading to the formation of the  

‘Next Group-In’ from July 1, 2020. 

With the COVID-19 outbreak around the 

world, Tata Communications had put in place 

several measures to support employees 

inflicted with COVID-19 infection. The medical 

treatment and expenses related to COVID-19 

are being covered within the existing health 

insurance policy. We also introduced ‘Corona 

Kavach’ plan to provide additional insurance 

coverage over and above the Group Health 

Insurance Plan at subsidised rates. The 

benefits of the additional plan include the cost 

of treatment for COVID-19, the associated 

cost and pre-existing conditions, home care 

treatment expenses, etc. As most of our 

employees continue to work remotely, we 

provided guidance on how they can maintain 

a healthy work-life balance and look after 

their physical and mental well-being.

Initiatives to engage employees who are 

working from home were also kick-started, 

beginning with live mindfulness sessions.

8,500
employees engaged in live mindulness 

sessions globally

The TCare programme helped our employees 

build the right skills and internalise wellness 

habits. To uplift employee experience and 

to facilitate employee learning and self-

development, we launched EVA, an all-in-one 

app that provided relevant information on 

COVID-19 related while allowing employees to 

attend their learning sessions.

TCare programme

COVID-19 response

Since its launch in October 2020, more than 

36% of our employees (i.e. over 4,300+ 

non-unique employees) reached out to the 

various initiatives by TCare. More than 25% 

of employees (i.e. overall 3,000+ employees) 

attended the learning webinars with an average 

attendance of 300 employees per webinar. 

Tata Communications also introduced the 

Employee Assistance Program (EAP) that 

provides employees with immediate and 

confidential help for any work, health, or life 

concern. Under EAP, we have specialists who 

can offer expertise on work-life strategies or 

recommend reliable self-help resources to help 

employees for addressing their issues. This 

service is provided in a completely confidential 

manner, at no cost to the employee.
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Supporting our  
customers 
E-passes and authorisation letters were 

sourced to ensure the mobility of essential 

employees, materials and supplies basis the 

permissions granted and/or processes laid 

down by relevant government authorities 

under the regulations and notifications issued 

by them from time to time. Critical staff 

worked at site under the ROTA system and 

arrangements for accommodation were made, 

limiting exposures and minimising impact on 

critical business deliverables.

We took quick action to support our 

customers on the frontlines of the pandemic 

response and activated business continuity 

management plans to stay in close contact 

with our suppliers to manage the supply chain.

• We expanded National Long Distance 

(NLD) core into a multi-Terabit core 

(backbone) and metro network (last mile) 

into top 10 cities including a 400G line rate 

deployment in Metro network. 

• We launched 100G and Optical Transport 

Network (OTN) technology backbone NLD 

core network as well as 100G Metro core 

network connecting key Tier-1 cities which 

provides additional capacities for 

our customers.

As a digital ecosystem enabler, we play 

a key role in providing holistic digital 

solutions to organisations globally for 

their business continuity. We are ensuring 

smooth operations of their businesses in 

these uncertain times. One such customer 

is Tata Consultancy Services (TCS).

The challenge 
TCS has a diverse talent base with over 

4 lakh employees working across 46 

countries. With the pandemic hitting the 

entire world, TCS was keen to ensure that 

its employees are able to work from home 

amidst lockdown. The work from home 

solutions also needed to be compliant 

with the end-customer security policies. 

The win 
It was a tough competition as all major 

global telcos and managed security 

services providers presented their 

solutions to TCS. We explained that our 

vUTM/GSIGS solution along with the 

added layer of authentication provided 

by the mAuth (2FA) solution would 

allow project users operating from their 

homes to remotely and securely access 

the data and applications by using the 

Tata Communications MPLS network. 

TCS had multiple projects, each with 

a different use case and compliance 

requirement. Our Service Assurance 

(SA) teams across regions worked with 

these projects and stitched the solution. 

Right from the solution design by the SA 

team to execution by the service delivery 

team and handover to assurance teams 

- everything was seamlessly managed. 

TCS also came up with the request for 

additional features which were developed 

and delivered within days. We have 

onboarded nearly 18,000 users of TCS in 

the last two months and are continuously 

working to onboard the remaining users. 

Helping build a secured and connected 
workplace  

Tata Communications did a splendid 
job in enabling a secure way of 
connecting to our customer network 
through Two factor authentication 
(2FA). With 2FA, 80 of our 
associates are logging in on a regular 
basis without any hiccups. A huge 
thanks to Tata Communications 
team who helped us in creating 
this solution, bringing in wonderful 
cohort and partner relationships, 
with which we are supporting our 
customer and environment with 
ease 24x7 - the same we did for our 
offices. We are thankful that Tata 
Communications made it so simple 
for us.

Rajeshwari Balaraman
Service Delivery Manager, TCS

Responding to COVID-19 
with agility

Business continuity
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Helping our communities
The fast-spreading COVID-19 pandemic 

created health risks and threats to life around 

the world. Thus, we stepped up quickly to 

help the local communities. Our response 

was three-pronged - extending digital 

infrastructure support, bolstering healthcare 

services, and providing relief goods. Together 

with two Tata group companies, and our 

long-term partners, we undertook relief 

measures by distributing ration kits and 

hygiene supplies. In Mumbai, we supported 

the Brihanmumbai Municipal Corporation 

and Tata Trust to cater to patient needs 

while using our digital capabilities to support 

schools to reach out to access content online 

during the lockdown.

Reaching out to
our partners 
To ensure business continuity and the safety 

of our third-party logistics partners and our 

extended family at our pan-India warehouses, 

the following measures were taken by the 

supply chain management.

• Prompt distribution of hygiene accessories, 

including masks, sanitisers, and 

enforcement of strict protocol of physical 

distancing

• Business continuity letters arranged for 

logistics partners by the legal team, which 

enabled their freedom of movement during 

the lockdown 

• Vehicle or fuel reimbursement provided to 

third-party logistics partners wherever and 

whenever possible

• Corona Kavach insurance coverage 

extended to all warehouse members for 

FY 2020-21

• Each warehouse member provided with 

one time remuneration/bonus for the 

period they attended warehouse operations 

during complete lockdown (March end – 

June 2020)

• Constant interaction and motivation with 

the warehouse members by the compliance 

team (online and offline) to build 

confidence 

In addition to these initiatives, the 

management also absorbed the late delivery 

penalty clause applicable to delayed 

deliveries for the period where POs were 

placed to vendors from January-June 2020. 

This significantly helped vendors as the 

penalty amount would have been substantial 

otherwise during restrictions.

COVID-19 response to communities

Responding to COVID-19 
with agility

Business continuity

Approach to value creationIntroduction Environment Social Governance Annexures
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Won the prestigious Customer Experience 

Excellence Award at Carrier Community 

Global awards ceremony in Berlin, an 

exclusive global industry-networking platform 

for wholesale telecom service providers

Recognised in the Roaming and Consulting 

Company (ROCCO) annual A2P SMS 

Vendor Benchmarking Report 2020, as a 

‘Tier 1 provider’ in both the enterprise and 

MNO benchmark surveys

Awarded as the:

• Best Enterprise Service Provider

• Best Enterprise Network 

Transformation Provider 

• Best Enterprise Managed Security 

Services Provider 

Being recognised for excellence
Awards

Human Resources

Won three awards at Tata Young 

Expressions 2020, Tata group’s annual 

children’s competition

Tata Young Expessions 2020

ROCCO Vendor Benchmarking Report 

Carrier Community Global ET Telecom Awards 2020

Frost & Sullivan DSCI Excellence Awards 2020

Service Excellence

Awarded ‘NASSCOM DSCI Excellence 

Award for Cyber Security Services’ at the 

DSCI Excellence Awards 2020; for the 

second consecutive year we have been 

recognised for our cybersecurity services

Great Place To Work®

In FY 2020-21

• Certified as ‘Great Place to Work’ 

by Great Place to Work Institute in 

India, Hong Kong, Canada, the USA, 

Australia.

• Recognised as ‘Best Workplaces’ by 

Great Place to Work Institute in India 

and Canada.

• Tata Communications (Hong Kong) 

has been recognised as ‘Best 

Workplaces in Asia’.

• Tata Communications recognised 

as ‘Best Workplaces for Women’ 

in Canada.

Recognised by Frost & Sullivan India for 

being a service provider with best-in-class 

people, processes and technologies to cater 

to customers’ digital requirements; won 

eight awards under ‘Company of the Year’ 

category – the highlight being the Enterprise 

Data Service Provider of the Year award, 

which we have received for the 11th time

AVTAR Group and Working Mother 
Media’s ‘2020 - 100 Best Companies’ list 

For the fifth year in a row, featured in the 

AVTAR Group and Working Mother Media’s 

‘2020 - 100 Best Companies for Women in 

India (BCWI)’ list; we have been on this list 

every year since its inception in 2016 every 

year since its inception in 2016

KINCENTRIC
Best Employers

Secured a coveted spot in Kincentric Best 

Employers - India 2020 (formerly known 

as Aon Best Employers) for the fifth year 

in a row

For more information on awards,  

refer to our Annual Report 2020-21 

Approach to value creationIntroduction Environment Social Governance Annexures
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Sustainability approach 
The global crisis brought about by the 

pandemic has brought businesses to a 

standstill, making agility and resilience critical 

for business survival and sustainability. 

Our operations are built for maximum 

flexibility ensuring swiftness in adopting new 

collaborative approaches. Throughout this 

crisis, our top priority has been the safety 

of our employees and business continuity 

for our customers and partners. It goes 

without saying that changes across the 

world in working practices, attitudes towards 

travelling, commuting and consumption will 

unlock opportunities to drive reduced carbon 

footprints. This alone presents a window of 

competitive advantage for businesses that are 

agile in their approach, to stay relevant to the 

changing needs of the new world. 

At Tata Communications, sustainability is built 

on the premise that positive economic results 

are possible when we effectively manage 

our Environmental, Social, and Governance 

(ESG) activities. We take responsibility for the 

impacts of our internal operations by:

• Choosing approaches that are least likely to 

impact the environment

• Providing an inclusive and equitable 

workplace for our employees

• Actively volunteering and engaging with 

our communities

• Committing to ethical business behaviour

Linking People, Planet and Profit
Approach & strategy

While ‘Delivering a New World of Communications’, we have embedded 
sustainability at the core of our business strategy. By linking everyone to a 
digital ecosystem, we are using the enabling power of technology to minimise 
environmental harm, to help our customers optimise their resources and to 
empower communities by extending capabilities. 

Aligning our strategy with the UN Sustainable 
Development Goals (UN SDGs)
The UN SDGs provide an ambitious, urgent call-to-action, and a practical framework for 

businesses to chart their sustainability journey. Our sustainability strategy is closely aligned 

with the SDGs to contribute toward a meaningful change around the world. We have been 

progressing well on all these goals and you will find out more information on all goals we 

contribute directly and indirectly to, and further information on our key initiatives in this 

direction are included in this Report. 

Note:

Risk mitigation: These SDGs outline risks areas in which negative impacts can be reduced, mitigated, or eliminated through the 

business activities conducted by Tata Communications.

Opportunities for enhancement: The SDGs in which Tata Communications can seize the business opportunities to create a direct 

and indirect impact on its overall value chain.

UN-SDGs mapping for Tata Communications
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Our sustainability strategy sits and 

corresponds to three key pillars – People, 

Planet and Community, centred by robust 

Corporate Governance.

Shaping tomorrow’s actions 
Approach & strategy

At Tata Communications, our Vision is “To create a long-term stakeholder value and sustainable 
growth for our business by managing risks and embracing opportunities, implementing robust 
governance practice and optimisation of the economic, environmental and social performance.”

Technology as a driver for 
positive change 
We believe that access to communication 

is a basic human need and that responsibly 

developed and deployed technology has the 

ability to improve people’s lives. Technology  

and digitalisation not only can aid and 

diffuse societal barriers but can also create 

opportunities for improving our planet. We 

have confidence that digital technology and 

environmental sustainability go hand-in-hand 

as it not only brings proficiencies and growth 

with considered utilisation of resources, while 

changing the ways in which we develop and 

use technologies.

Sustainability governance
Our sustainability governance acts as 

an anchor to our sustainability strategy 

and targets. Our objective is to maximise 

economic value while living up to 

environmental and social expectations. 

Thus, strong profitability is crucial to continue 

investing in environmental and social aspects, 

which in turn contribute to long-term 

value creation.

At Tata Communications, we already have 

in place different functional committees 

to ensure that our Corporate Social 

Responsibility, H&S, Environment, Customer 

Satisfaction, Human Resources and Supply 

Chain management aspects are appropriately 

reviewed on a continuous basis, with 

mechanisms to promote shared learning 

across the different geographies and thus, 

facilitate performance improvements.

Board and Leadership
• The Board is responsible for overseeing 

and monitoring the effectiveness of Tata 

Communications sustainability strategy and 

its implementation

• MD & CEO chairs the Global Management 

Committee (GMC) every quarter comprising 

his direct reportees

• The committee reviews the organistaion’s 

strategy and business risks and 

opportunities along with key performance 

areas including sustainability

Sustainable Development 
Committee (SDC)
• The Sustainable Development Committee is 

headed and participated by our MD & CEO, 

GMC members and invited cross-functional 

representatives

• The role of the SDC is to advise the 

Company and its Board in meeting its 

responsibilities in relation to matters of 

sustainable development

• The SDC meets quarterly and provides 

overall guidance along with reviewing and 

integrating sustainability priorities and 

commitments with the business strategies, 

risk and opportunities

Sub-Committee of Sustainable 
Development Committee
• It involves cross functional representatives 

from EOHS, HR, CSR, Customer service, 

Product, Supply Chain, International 

Operations and more

People

Corporate 
Governance

Community Planet

• The Sub-Committee oversees the progress 

on business sustainability and aspects 

related to community development, health & 

safety, environment such as climate change 

and resource conservation, employee 

engagement & development, supply chain 

management, customer requirement & 

compliances, and human rights

• The committee reviews and assess the 

progress of objectives and targets related 

to sustainability performance, outlining 

initiatives required to institutionalise a 

sustainability culture through involvement 

of the employees at all levels

TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021
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Adapting to emerging needs 
Megatrends

We operate in a rapidly changing industry where innovation and scale are key 
to business success.

Present times offer a world of opportunities 

for digital service providers as businesses 

move closer to embrace emerging and 

disruptive technologies — from Artificial 

Intelligence (AI), blockchain and quantum 

computing. Our customers depend on our 

unique capabilities, industry experience, and 

expertise to navigate this complex landscape.

Digital transformation
With anywhere operations becoming central 

and core to businesses, managing the 

technology ecosystem is becoming vastly 

complex. Enterprises are continuously working 

to effectively manage and maximise the 

technology value to drive business agility. 

Despite macroeconomic headwinds, offerings 

that support or deliver public cloud services 

are experiencing tremendous growth. Most 

people now connect to the cloud wirelessly 

through their smartphones and tablets, 

indicating the emergence of connected 

devices and the crosslinking of cloud and 

mobile technologies. 

As more organisations seek cloud solutions 

to reduce their IT workloads, opportunities 

for cloud-focused technology services 

companies are likely to expand. According 

to GlobeNewswire, in the next five years, 

the cloud computing industry is expected 

to grow from US$ 371.4 billion in 2020 to 

Cybersecurity awareness
As the digital world continues to grow, so will 

the unavoidable cyber threats. The increased 

cyber attacks in today’s digital era is a cause 

of serious concern. This has led to increased 

focus on cybersecurity with security 

measures held at paramount importance for 

both businesses and individuals alike. The 

cybersecurity drift will affect everyone in the 

future. Businesses that operate online must 

effectively protect both themselves and their 

customers. 

Our response
Our cyber security response centres help 

enterprises stay one step ahead of ever-

evolving threats not only to their customers 

– but also to their reputation.

Data privacy and IP infringement 

section and Annual Report 2020-21 

for more details

US$ 832.1 billion by 2025, at a CAGR of 17.5%. 

AI is already affecting work operations in 

every industry, from healthcare to marketing 

to human resources consulting. Other 

disruptors, such as blockchain and quantum 

computing have the potential to further 

transmute technology. The stride of digital 

transformation has the potential to create 

new opportunities for technology services 

companies to see what’s coming and prepare 

themselves by finding, training and employing 

candidates who have the skills of tomorrow.

Our response
IZOTM Cloud platform and services help build 

an agile IT ecosystem with hybrid multi-cloud 

environments for all digital infrastructure 

requirements.  Our MOVE™ Global IoT Solution 

provides seamless, cross-border cellular 

connectivity to deliver international IoT 

services effectively and efficiently.

Annual Report 2020-21 for more details
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Adapting to emerging needs 
Megatrends

Better collaboration for
a remote workforce 
Working from home has become a new 

reality. Real workplace digitisation is about 

leveraging mutual intelligence achieved from 

mobile interfaces, analytics, and other sources 

to mechanise processes and facilitate anytime, 

anywhere access to real-time insights. In 

such a situation, it is crucial to assemble IT 

operations into a highly automated unified 

command centre. The scope of automation 

shifts from individual distinct tasks to 

knowledge work that leads to more dynamic 

experiences and, in the long run, better 

business outcomes.

Our response
Our NetFoundry services, with level micro-

segmentation for superior security and 

compliance, enable users to access their 

corporate resources from any location, on 

any device, using an existing/home internet 

connection. It is supported by a clear 

command and control matrix, with effective 

backup from a global emergency response 

team that also helps governments and health 

authorities function with best practices in 

place. Our new SCDx proposition is designed 

to meet the growing, worldwide demand for 

new ways of operating, and more contactless 

experiences for employees, customers and 

supply chain partners.

Climate change
The impact of climate change and the 

transition towards a low-carbon society are 

arguably the most important challenges 

facing our generation. Our industry is focusing 

on adapting products to help improve the 

resilience of the built environment to the 

physical impacts of climate change. 

Our response
Tata Communications is recognised as a 

Leader in the CDP 2020 Climate Change 

Report for moving towards climate neutrality 

through constant and sustainable innovations. 

We are continuously increasing our renewable 

energy footprint and have completed our 

Renewable Energy Assessment to further 

increase our use of renewable energy. Our 

low-carbon technologies, products and 

services reduce our GHG emissions.

Business continuity, R&D & innovation, 

Customer experience & loyalty sections

Environment

TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021
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At Tata Communications, stakeholder engagement plays a critical role in our innovation 

investments. It also helps us understand our role and the areas where we can maximise our 

impact. We have identified our stakeholders as those persons, groups or organisations who 

are directly impacted by our activities, as well as those foreseen to be reasonably impacted. 

We continuously engage with them to identify and address the issues that have a material 

impact on our long-term value creation abilities. A planned system of engagement exists to 

ensure the timely communication of accurate and relevant information to, and interaction with, 

each stakeholder group in a consistent manner.

Sustaining our relationships
Stakeholder engagement

Customers
Customer feedback, or as we call it, the Voice of Customer, 

is key to process improvements, quality enhancement, 

service performance and cost optimisation

Key concerns

• Investments and capabilities in digital technologies

• Data privacy and security 

• Ethical behaviour 

• Customer growth and transformation opportunities 

• Fair business practices 

• ESG practices 

How we engage and frequency

As needed: Targeted customer interaction, feedback 

sessions, CXO connect, bid review process, sales and 

account manager feedbacks, Gartner peer insights, mailers

Continuous: Website, social media platforms

Annual: Customer satisfaction survey, customer connect

Value created

Our strategy is devised with the key principle of being 

customer centric. We constantly strive to provide our 

customers with value-added and competitive solutions 

that are tailored for and cater to the present and future 

demands of our customers’ end users

Employees
Our people are at the core of our business.

They are our biggest strength and differentiator

 

• Training and skill development 

• Capacity building 

• Safe work environment 

• Diversity 

• Employee friendly practices

 

 

As needed and continuous: Townhalls, webcast, project or 

operations reviews, video conferences, audio conference 

calls, GMC roadshows, newsletters and events

Quarterly: Coaching reviews

 

 

We conduct various programmes to develop the skill sets 

of our employees. We also focus on employee welfare 

by gauging employee expectations and conduct specific 

engagement events for different groups

Regulators
Key for ensuring compliance, interpretation of regulations 

and uninterrupted operations

 

• Compliance with corporate law

• Good governance 

• Ethical practices 

• Society/CSR expenditure 

• Transparent reporting 

• National and international agenda  

 

 

As needed and continuous: Statutory

compliances filings and meetings, new

engagement, HR, and labour compliances,

senior management and PR teammeetings

 

  

We focus on creating a business-friendly environment that 

supports overall industry growth

TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021
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Communities and NGOs
A harmonious relationship with the 

communities where we operate is key to our 

social license to operate; they are our partners 

in progress

• Job creation 

• Skill development 

• Volunteering 

• SDG implementation – health, school, 

poverty 

As needed and continuous: CSR team

and partner meets, volunteering,

engagement exercises like DRIVE

Week, baseline and benchmark studies

We believe in developing and steering 

long-term relationships with our local 

stakeholders across the globe

Sustaining our relationships
Stakeholder engagement

Media and analysts 
Improving the understanding of industry’s 

positive impact on sustainability and 

climate change and the drivers for further 

development

• Company news and updates 

• Business strategy, milestones, industry 

recognition

• Regulatory and governance issue 

• Public disclosure and transparent  

reporting 

• Future strategy, growth and new products/

service launches

As needed and continuous: Press releases and 

press conferences, media interviews, email 

advisories, exchange notifications, media or 

analyst events, analyst briefings, relationship 

building meetings, website and social media 

posts and updates

Quarterly: Financial statements and  

earnings call

Annual: Annual General Meeting,  

Annual Report

We strive to create cordial relationships with 

external media and similar organisations

Suppliers 
Our operations are closely linked with the 

timely availability of services that we source. 

These, in turn, have a material impact on the 

efficiency of our service delivery

• Continued relationship 

• Ethical practices 

• Payments 

• Human rights 

• Competitive pricing 

As needed: RFIs/RFPs, empanelment process

Continuous: Transactional meetings, periodic 

reviews, surveys

To ensure compliance applicable to  

environmental, social and governance 

standards, we engage closely with our 

suppliers for audits, training and knowledge

Investors and 
shareholders
As providers of capital, they are key to our 

growth and expansion plans

Key concerns

• Financial returns 

• Ethical business practices 

• Regulatory or governance issues 

• Environmental and social risks 

• Future strategy and growth

How we engage and frequency

As needed: Press releases and press 

conferences, email advisories, facility visits, in-

person meetings, investor conferences, non-

deal roadshows, conference calls

Quarterly: Financial statements, earnings call, 

exchange notifications and press conferences

Annual: Annual General Meeting, 

Annual Report

Value created

We strive to maintain profitability with cost 

management efforts for better efficiency and 

sustainable growth

TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021
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Understanding what 
matters in the long term

Materiality

To achieve long-term success as a responsible and sustainable business, 
it is important to understand and resolve the material issues impacting 
our business.

Material issues are those areas that have a direct or an indirect bearing on our 

ability to create, preserve or deplete economic, environmental and social value 

for our business, our stakeholders and the society at large. In the context of 

sustainability, we define materiality by identifying the issues and focus areas 

perceived to be the most significant to our organisation and our stakeholders. 

We identify our relevant stakeholders through profiling and mapping exercises.

Materiality process

Material issues

Identify
Material issues are determined through a 

wide range of inputs, including regulatory 

reviews, peer benchmarking and through 

stakeholder consultation

Disclose
The most material topics are mapped to 

the relevant GRI standards indicators and 

their progress is disclosed

Prioritise
Material issues are prioritised in terms 

of their potential impact on business, 

external operating environment and key 

stakeholders

Validate
Validate with the management
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Importance to the company

1. Data privacy and IP infringement

2. Customer experience, loyalty and privacy

3. Corporate governance, ethics and 

transparency

4. Human capital development

5. Climate change

6. Economic performance

7. Resource management and environmental 

conservation

8. Health, safety, and well-being

9. Community development

10. Supply chain management

11. R&D and innovation

12. Regulatory compliance

13. Human rights and labour compliances

14. Digital inclusion

15. Diversity and inclusion

Note: Material issues in circles represent new material ESG issues that have emerged of high/medium importance to the 

business and its stakeholders.
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Our sustainability roadmap was 
formulated last year on the basis of 
the inferences we gathered from the 
materiality assessment and stakeholder 
engagement processes. We are 
continuously updating our targets with 
far stretch ambitious goals as per our 
materiality matrix.

Sustainability roadmap
FY 2022-23 
We have identified and prioritised focus areas, 

along with the goals and targets for three 

years, the base year being FY 2019-20. We 

have also decided on long-term sustainability 

goals primarily towards energy and climate 

change, pioneering circular economy, nature 

and biodiversity. 

The roadmap clearly identifies our key targets 

mapped to our priorities, and we allocate 

resources to achieve the same.

Key pillars

Climate change 
and resource 
conservation

Resource 
conservation

Increase in use of renewable energy for India (FIM)
65% increase in consumption

Reduction in power consumption for India (FIM)
7% Y-o-Y

Low-carbon and green products
Identification and assessment of low-carbon and 

green products by FY 2020-21

New/updated target
Rolling out of framework for product and operation 

teams by FY 2022-23

Carbon Disclosure Project - Enhance band
From ‘C’ to ‘B’ Grade

New/updated target
Achieve ‘A’ band by FY 2022-23

Target achieved
Recognised with ‘A-’ band in CDP 2020

Target achieved
Study confirmed that low-carbon products and 

solutions enable approximately three times GHG 

emissions savings produced by Tata Communications 

operations for its customers

Target achieved
8% power consumption reduced (including business growth)

On target
41% (5.8 MU) RE increase achieved

FY 2022-23 targets FY 2020-21 performance

Planet

Reduction in water consumption (India)
15% reduction

On target
Achieved water saving of 19% compared to FY 2019-20*
*9% savings for Tata Communications water consumption only

Increase in water harvesting
20% increase by FY 2022-23

On target
Identification, pre-feasibility and feasibility of facilities 

for rainwater harvesting completed. Projects to be 

initiated in FY 2021-22

Waste minimisation
Ban on single-use plastic

Environment Management System (ISO 14001:2015)
All major facilities in India)

New/updated target
Sustenance of ISO 14001 certificate Y-o-Y

On target
Mapping and changes completed

Target achieved
14 facilities in India are certified

a) Target mentioned are till 

FY 2022-23 unless specified 

specifically

b) Base line is FY 2019-20

Delivering on our targets
Sustainability roadmap

* FIM - Facility Infrastructure Management
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Key pillars FY 2020-21 performance

Target not achieved
Two fatal accidents

Nurturing human 
capital

50% reduction in Lost Time Injuries by 
FY 2023

Health and Safety management system 
(ISO 45001:2018)
All major facilities

Increase in gender diversity
24% by FY 2021-22

New/updated target
23% gender diversity by FY 2021-22

Becoming Great Place to Work (all major 
geographies)
Six countries - India, Hong Kong, USA, 

Canada, Australia, Singapore

People development and skills 
enhancement
Average of 7 learning person-days/year*

On target
22% achieved

On target
Achieved certification in five countries 

- India, Hong Kong, USA, Canda and 

Australia

Target achieved
9.46 learning person-days/year achieved

On target
15 facilities certified - India (10), 

Canada (3), Singapore (2) certified

On target
12% decline in the Lost Time Injury rate 

(per million manhours worked)

Zero harm Zero fatal accidents

Note: *Updated targets remain the same 

People
a) Target mentioned are till 

FY 2022-23 unless specified 

specifically

b) Base line is FY 2019-20

Delivering on our targets
Sustainability roadmap

FY 2022-23 targets
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Key pillars FY 2022-23 targets FY 2020-21 performance

Empowering 
communities and 
volunteering

Beneficiary outreach (directly and indirectly)
Impacted one million lives between FY 2017-22

Increase in the percentage of women and young 
girls in the total outreach
75% by FY 2021-22

Increase in Tata Affirmation Action Plan (TAAP) 
- enhance band
Next band (current 400-425)

Carbon community offset
New/updated target
Pilot one community offset project by FY 2022-23

Increase in employee volunteers globally
10% Y-o-Y*

On target
Increase in percentage of women and young girls in the 

total outreach increased to 70% from 69%

On target
Assessment got deferred to FY 2021-22

Target not achieved
62% (7,572 employee volunteers) achievement of FY 

2020-21 target

On target
430,973 beneficiaries

Increase in volunteering hours
15% Y-o-Y

New/updated target  
10% Y-o-Y

Target not achieved
46% (31,013 employee volunteering hours) achievement 

of FY 2020-21 target

Increase in per capita volunteering hours to 6 
hours/volunteer by FY 2021-22
New/updated target
Increase in per capita volunteering hours to 3 

hours/volunteer

Target not achieved
2.6 hours/volunteer achieved

Communities
a) Target mentioned are till 

FY 2022-23 unless specified 

specifically

b) Base line is FY 2019-20

Delivering on our targets
Sustainability roadmap

*Updated targets remain the same.
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Environmental stewardship is a core value that we 
embrace as part of the Tata group. Digital technology 
and environmental sustainability go hand-in hand. We 
see them as two sides of the same coin, with a shared 
objective - to bring about efficiencies and growth with 
considered utilisation of resources, while adapting to 
the changes in which we develop and use technologies. 
We believe our commitment to environmental 
sustainability not only promotes the sustenance of our 
business and conservation of natural resources but also 
enhances our ability to create value for our employees, 
communities, customers and investors. 

Introduction 24

Climate change 25

Resource management and 31

environmental conservation

IN THIS SECTION

Adaptive Adaptive 
by choiceby choice

182,409 kgs
Waste recycled

167 mn kWh 
Energy consumption

640,348 kl 
Water withdrawal

Environment Social Governance
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As our business develops, environmental considerations remain a priority, and 
we are committed to reducing our operational impact. We have incorporated 
a precautionary approach towards risk identifications and continuously work 
on programmes to conserve natural resources and reduce our emissions. Our 
Environmental Management System ensures that we adhere to national and 
international standards and our own policy commitments.

Introduction

62%  
(8.9 mn kWh)
Renewable Energy (RE) 

enhancement globally

7.6 mn kWh 
(4%)
power consumption 

reduced globally due 

to energy conservation 

projects and imple-

mentation of business 

continuity plans

CDP 2020
received ‘A-’ 

leadership score 

for implementing 

best practices in 

sustainability for 

climate change 

23 mn kWh 
of RE usage globally

19% decrease
in water consumption 

due to water 

conservation efforts

We implement our environmental strategy 

through the Environmental Management 

System (EMS) that is in conformance to 

ISO 14001:2015 standard. As most of our 

international operation facilities are on lease 

and, house a smaller number of employees 

and infrastructure, we feel the need to 

minimise our environmental footprint to 

a greater extent in India. In this regard, 

all our 14 major facilities in India are ISO 

14001:2015 certified. Periodic review of the 

EMS to validate its certification ensures 

that our policy commitments are upheld in 

our operations with principles of continual 

improvement, and we are compliant with all 

relevant national and regional laws. During 

the reporting period, only one environmental 

incident of medium category was reported. 

No other instance of non-compliance with 

environmental laws and regulations was 

reported for FY 2020-21. 

We recognise climate change as one of the 

major challenges of our time. Protecting the 

environment from further deterioration and 

preserving our natural resources are the two 

most pressing needs of the hour. Information 

and Communication Technology (ICT) solutions 

hold out enormous possibilities to reduce carbon 

emissions globally and help the shift towards a 

circular economy. Increasing use of Internet of 

Things (IoT), Artificial Intelligence and Machine 

Learning is making it possible to monitor and 

mitigate climate change. As a digital ecosystem 

enabler, we are expediting these processes while 

doing everything possible to enhance resource 

conservation.

Our commitments towards environmental 

sustainability are elaborated in our Environment 

Policy and includes our aspirations as well.

Preparing for a low-carbon future

14
major facilities in India are 

ISO 14001:2015 certified

Environment Policy

Case study - Diesel spill

TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021

Approach to value creationIntroduction Environment Social Governance Annexures

TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021

Climate change Resource management & environmental conservationEnvironment Introduction

https://www.tatacommunications.com/wp-content/uploads/2019/12/Environment-Policy-Dec-2019.pdf


25

In order to combat climate change related 

issues, most of the nations in the world 

have agreed to Paris Climate Agreement 

which aims to substantially reduce global 

greenhouse gas emissions in an effort to 

limit the global temperature increase in 

this century to 2 degrees Celsius above 

preindustrial levels, while pursuing the means 

to limit the increase to 1.5 degrees.  Apart 

from governments, the private sector plays a 

key role in combatting climate-related issues 

and has taken ambitious climate targets for 

reducing their GHG emissions. Apart from 

reducing its GHG emissions, ICT sector has a 

unique opportunity to enable GHG emission 

reductions in other sectors. Despite having a 

smaller contribution of around 1.4% of total 

greenhouse gas (GHG) emissions globally, 

ICT sector holds the potential to abate around 

98% of global GHG emissions through low 

carbon products and solutions.1 This gives a 

great opportunity for ICT companies to invest 

more in renewable energy to decarbonise 

their business. Already today, many major 

ICT companies are investing significantly in 

renewables and taking action to reduce their 

footprints and that should expand. As per the 

International Telecommunication Union (ITU), 

the ICT industry can reduce greenhouse gas 

emissions by 45% by 2030.2

Our approach on energy use and climate 

change is informed by our Environment 

Policy, the Tata Code of Conduct and the 

Tata group’s climate change policy. Lowering 

carbon emissions and responding to climate 

change has been our mission for more than a 

decade now, and our actions have positioned 

us as an industry leader in addressing both 

the risks and the opportunities that energy 

transition presents. Our CDP 2020 submission 

is evidence that we have a full understanding 

of climate change and how it affects 

the Company.

Adopting positive change
Climate change

1. https://wedocs.unep.org/bitstream/handle/20.500.11822/30797/EGR2019.pdf?

2.  https://www.itu.int/en/mediacentre/Pages/PR04-2020-ICT-industry-to-reduce-

greenhouse-gas-emissions-by-45-percent-by-2030.aspx

Climate strategy in action

Improving energy 

intensities for our 

facilities and data centres 

by pursuing continuous 

efficiency improvements

Developing carbon offset 

programmes

Tracking and reporting 

our efforts to reduce our 

energy use and carbon 

emissions

Improving our emissions 

intensities and increasing 

our renewable energy 

share in our energy mix

Integrating climate 

considerations into key 

business decision-making 

and managing related 

risks through our 

corporate enterprise risk 

management system

Developing low-carbon 

products and solutions 

for our customers

Taking an active and 

constructive role in 

evolving new climate 

change policy solutions 

with governments, 

industry associations, 

environmental 

organisations and 

communities

1

4

7

2

5

3

6
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In FY 2020-21, we consumed 167 million kWh in our operations 

across the globe. Our energy intensity* over the years 

has decreased to 79.28 mWh (per mn US$ revenue), a 5% 

reduction from FY 2019-20, as we have kept a keen focus 

on optimising our energy efficiency. We aim to continuously 

measure our energy consumption while also identifying any 

lacuna in our operating procedures. Last year, our Indian 

operations (FIM-India) identified a total of 70 opportunities 

involving projects related to Heating, Ventilating and 

Air Conditioning (HVAC), Switched Mode Power Supply 

(SMPS) and UPS efficiency enhancement/optimisation and 

consolidation, smart lighting (conversion of conventional 

lighting into LED), usage of IoT (Internet of Things) and 

reduction in State Electricity Board (SEB) contract demand. 

Out of these identified opportunities, 50 projects have been 

completed, and we have achieved cumulative savings of 

around 4.3 million kWh with annual savings of US$ 0.56 million 

(INR 4.15 crore). Further our all-Metro Area Network (MAN) 

and National Long Distance (NLD) teams completed 5 energy 

efficiency projects resulting in energy savings of 96,600 kWh 

with cost savings of US$ 0.01 million (INR 7.8 lakh). 

Energy efficiency improvement
Climate change

* Revenue considered for calculations of Energy and GHG 

intensity is US$ 2,104 million which excludes the subsidiaries 

businesses of Tata Communications

4.4 mn kWh
energy savings due to energy 

efficiency improvement projects

Small measures taken across our facilities saved energy 

and reduced costs while driving up energy efficiency.

Smoother operations: Replacement of UPS 
At VSB, Chennai, we decided to replace two 120 KVA 

UPS units that were installed in February 2007. The 

performance and efficiency of these units were reduced, 

given their age and lack of use. In their place, we brought 

in digital UPS units backed by the latest technology. The 

replacement has saved around 18,720 units/annum and 

saved US$ 2,236 (INR 1.68 lakh).

At our Greater Kailash-1 office, there were four Air 

Conditioning plants installed on the ground floor of ITMC 

(International Transmission Management Centre) area 

during the development of Next Gen building, but all 

PAHU (Precision Air Handling Units) were procured in 

2010 at Pune before being shifted to Next Generation 

(NXGT) in 2014. These were not working efficiently and 

after extensive audit of equipment, all four were replaced 

with PAC. We also installed two more PACs for greater 

comfort. This removed dependency of chilled water from 

STT BTU meter consumption besides leading to energy 

savings of 79,744 kWh in six months and higher efficiency.

The power of small

Promoting efficiency: Commissioning of 
Precision Air Conditioning (PACs)

Bringing temperatures down: PAC replacement at VSB 
Sanjay Nagar
At VSB, Bangalore, two PAC units had been installed in 

January 2009. Their efficiency was much reduced by their 

aging and their use resulted in huge energy consumption. 

Hence, it was replaced with energy efficient PDX units 

with latest technology. The replacement has saved 

108,972 kWh units and around US$ 17,778 (INR 13.20 lakh) 

per annum.

Energy saving initiatives at Mumbai region
• We installed variable frequency drive for 120 TR chiller 

cooling tower from spare and achieved 48% energy 

saving per day. Without VFD (Variable Frequency 

Drive), per day consumption was 98.4 kWh, which 

reduced to 50.4 kWh

• We changed tap setting at HT side of the transformer, 

leading to a saving of 200 to 300 units of power 

• We also optimised the cooling tower fan blade angle 

on a load basis and achieved 2.1 KW power saving at 

VSB Fort

Approach to value creationIntroduction Environment Social Governance Annexures

TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021

Climate change Resource management & environmental conservationEnvironment Introduction



27

Energy footprint
Climate change

Our main source is the indirect power supply 

(84%) from the national grid. The balance 

power comes from conventional sources 

and renewable energy (RE) sourced from 

third parties or in-house arrangements. We 

understand that our carbon footprint owes to 

the use of indirect energy, hence our primary 

focus is to reduce these indirect emissions. To 

do so, we are increasingly moving towards the 

use of renewable energy at our key locations.

In our operations across the globe, almost 14% 

(~23 million kWh) of the electricity used in the 

reporting period was procured from either 

wind or solar energy. Out of this, 20 million 

kWh were sourced for Indian operations while 

3 million kWh were sourced for international 

operations. Our RE sourcing has increased by 

62% globally compared to FY 2019-20.

Energy consumption (mn kWh)

14.7
14.4

23.2

12.5
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14%
of electricity used in FY 2020-21 

is from renewable sources

The major locations harnessing green energy 

through offsite Power Purchase Agreements 

(PPAs) in India are Delhi, Chennai, Bengaluru, 

Hyderabad and Pune. To meet the increasing 

energy demand for customer services 

as well as our own facilities, this year we 

commissioned 120 KW rooftop solar power 

plant at our Dighi, Pune locations making in-

house solar power generation capacity as on 

date amounts to 5 MW (on site). Our Spain 

facility (International operations) this year, 

signed and received 100% Renewable Energy 

Guarantee of Origin certificate from the power 

distribution company.

Reducing energy intensity
As we expand our business, the electricity 

demand is also growing. Given the increase 

in energy requirement, the efforts on 

energy savings have been accelerated. In 

comparison to FY 2019-20, our revenue 

has increased by 1%  while our energy 

consumption has also decreased by 4% 

improving our energy intensity to 79.3 mWh 

per million unit revenue in US$.

These numbers have been restated from previous years, considering the actual consumption. 

The previous disclosures included assumptions and extrapolated data and errors in data 

consolidation for one of our business divisions.

Energy intensity (mWh per mn 

US$ revenue)

Note: Revenue considered for calculations of Energy and GHG 

intensity is US$ 2,104 million which excludes the subsidiaries 

businesses of Tata Communications.

FY 2018-19

 Energy intensity  Revenue   Energy consumption

FY 2019-20 FY 2020-21
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The high demand for computation capabilities 

is fuelling the need for large data centres 

to manage both internet and business 

applications. The data centres manage 

thousands of servers that use a substantial 

amount of energy during operations, leading 

to GHG emissions. PUE is a metric used to 

determine the energy efficiency of a data 

centre. To calculate PUE, a facility’s total 

power delivered is divided by its IT equipment 

power usage level. The unit is expressed 

as a ratio. Overall efficiency can be seen to 

improve if the quotient decreases. At Tata 

Communications, we constantly upgrade our 

data centres with the latest technologies to 

enhance the PUE value of our facilities and 

achieve the industry benchmark of 1.82.

Our Facilities Infrastructure Management (FIM) 

team manages 26 critical networks/business 

locations where the current average PUE has 

improved from 1.8 to 1.7 since FY 2019-20. In 

FY 2020-21, Cold Aisle Containment (CAC) 

projects were implemented to improve PUE of 

data centres. CAC encloses the cold aisle with 

ceiling panels above the aisle between adjoining 

racks and with doors at the end of the aisle. This 

allows the cold air from the perforated floor 

tiles in front of the cabinets to be contained and 

delivered to the server equipment air inlets.

We have implemented CAC at VSB Chennai, 

Vashi Mumbai, and GK Delhi. The benefits 

include:

• Improved HVAC efficiency

• Consistent airflow and temperatures

• Prevention of cold air from mixing 

with warm air or being obstructed by 

surrounding equipment/sources before it 

reaches the servers

Our international operations team across the 

globe are also working to improve energy 

efficiency projects leading to achieving 

optimal PUE benchmarks for their regions. 

Teams have achieved about 3% power 

reduction as compared to last year. Various 

projects have been completed, including the 

replacement of 20-year-old chiller pumps with 

modern pumps that offer energy savings. In 

EMI, Japan, this resulted in annual savings of 

1,100 kWh. The average PUE for International 

data centres has improved to 1.95 compared 

to FY 2019-20. Further improvements have 

been achieved by modernisation of building 

management system, cooling gear at many 

sites going for the latest available efficient 

solutions such as fixed drive to variable drive 

chillers, energy efficient chillers, etc. Wherever 

possible we have implemented hot and cold 

isle containment and/or any logical solutions 

to better manage the equipment heat 

dissipation.

Climate change

Other interventions
Community offsets
To meet the twin objective of climate 

action and creating a positive impact 

on the communities, we will be working 

on carbon offset projects. To initiate the 

projects, thorough feasibility analysis will be 

conducted in FY 2021-22, including baseline 

and community-need assessment. Based on 

such assesments, projects will be identified, 

and these will go through both financial 

and operational validation. After approved 

validation by all stakeholders, their feasibility 

will be assessed and the finalisation of such 

projects will be completed by FY 2021-22.

1.82
Average PUE in FY 2020-21

Power Usage Effectiveness 
(PUE) enhancement

Advocacy and expert opinion
We are working to improve our advocacy 

relations to overcome regulatory and 

institutional challenges, especially on the RE 

front. With roadmaps envisioned by the teams 

on climate action, we have a lot of initiatives in 

the pipeline for which we are actively seeking 

partnerships and expert opinions. These 

interventions will help build capacity of the 

internal teams resulting in the expansion of 

our climate action.
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Reducing GHG emissions
Climate change

We understand the potential consequences of 

climate change caused by the GHG emissions. 

We are earnest in our attempt to reduce our 

carbon footprint at the operational level and 

have significantly improved our GHG intensity 

to 49.5 (metric tonnes of CO
2
 per mn US$ 

revenue), a 11% improvement in last two years. 

Our operations carbon footprint is closely 

linked to energy consumption and the source 

of energy.

We have established an accounting 

mechanism and calculated our GHG emissions 

i.e. Scope 1 (emissions from DG sets, energy 

and emissions from refrigerant gases, waste 

treatment in own facilities) and Scope 2 

(emissions from purchased electricity) 

emissions data in accordance with the 

GHG Protocol Corporate Accounting and 

Reporting Standard. For FY 2020-21, our 

Scope 3 emissions amount to 1,305 metric 

tonnes CO
2
e*  from business travel, employee 

commute, waste water treated in municipal 

facilities and waste recycled. 

In its sector, Tata Communications score 

is higher than the global average of ‘C’ 

and higher than the Asia region average 

of ‘D’. We have improved our rating as 

compared to the previous year and have 

scored highest rating in climate change 

governance, value chain management, 

energy efficiency, risk and opportunity 

disclosures in CDP 2020 reporting.

We are among the top 34% companies 

globally to have received the leadership 

score for best practices out of 9,600+ 

companies that reported environmental 

disclosures this year. The scores are 

attributed basis a comprehensive 

peer benchmarking and sustainability 

performance.

We are focused on an accelerated transition 

to low-carbon energy products, as well as 

pragmatic investment in renewable energy 

options to mitigate the ongoing large-scale 

combustion of coal, oil and gas. We have 

made some strategic shifts in implementing 

several energy efficiency measures, and 

this recognition reaffirmms our focus on 

sustainability. We completed Renewable 

Energy Assessment for all operations 

and are working towards increasing our 

renewable energy footprint in India by 65% 

in the next three years.

65%
Increase in renewable energy footprint 

in India (FIM) in the next three years

Tata Communications and CDP

*The data for private employee commuting has been taken through secondary research from the industry data. In the coming years, a 

representative data for the company will be considered.

(metric tonnes of CO
2 eq.

)Absolute
GHG emissions

Note: 

1.  Emission factors source: IPCC 2006, CEA V15, EPA 2018, DECC V1, NEA V1

2   Our refrigerant gases consumption for FY 2020-21 amounts to 2,518 kgs with break up as below:

  R-410 A consumption - 11, R-134 consumption - 30, R-22 consumption - 1,760, R-407 C consumption -716.5

3.  These numbers have been restated from previous years, considering the actual consumption. The previous disclosures included 

assumptions and extrapolated data.

FY 2018-19 FY 2019-20 FY 2020-21
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Climate change

Low-carbon and green 
products and solutions
As a digital ecosystem enabler, we aim at 

linking business, environment and society 

through innovative and low-carbon products 

and solutions. We believe in developing and 

delivering green solutions for our customers 

to help them enhance their competitiveness 

and to allow their supply chains to be 

environmentally friendly. We offer and are 

further developing a range of low-carbon 

products and services from our Network, IoT, 

MES, Cloud, Business Collaboration business 

streams so as to enable our customers to 

conserve energy and reduce GHG emissions.

As a sustainability-conscious company, this 

year we carried out a carbon value chain 

assessment to understand the environmental 

benefits provided by our low-carbon products 

and solutions at our customer/client end. The 

study included selective/sampled low carbon 

products and services from our Network, 

IoT, MES, Cloud, Business Collaboration 

streams deployed in FY 2019-20 and were 

mapped with our own operational GHG 

Emissions (Scope 1 and 2) in FY 2019-20. 

The study confirms that the potential GHG 

emission reductions through our low-carbon 

products and solutions was around 389,312 

metric tonnes of CO
2
e. This works out to an 

estimated carbon savings of three times the 

emissions produced by the operations of Tata 

Communications in FY 2019-20. The report 

was also certified by a third party.

Low-carbon products and solutions

3:1
Carbon emissions saved for customers 

with reference to its operational emissions 

in FY 2019-20

Products and solutions

• Fuel saving - efficient fleet management 

and route optimisation reduced vehicle 

fuel consumption

• Reduced paper usage - digital 

transformation of administrative process 

and global mobile connectivity has 

reduced usage of paper in airlines

• Avoidance of travel - instant efficient and 

hassle-free video collaboration reduces 

in-person meetings

• Energy savings-Reduced office energy 

consumption

• Fuel savings - avoidance of travel commute

• Fuel savings - avoidance of travel; 

instant, efficient and hassle-free video 

collaboration reduces in-person meetings

Mobility & MOVE
• Transport and logistics

• Aviation

• Telematics

Unified Communications
• CISCO-Video as a Service (VaaS)

• CISCO-powered solution-UcaaS

• Voice solutions

Cloud & Managed hosting
• Remote-working solution

• Managed cloud services

Media and Entertainment services 
• Remote production solutions

• Managed cloud services

Types of environment savings

• Energy savings - Advanced lighting 

controls (dimming/on/off) and 

behavioural change reduces electricity 

consumption of streetlights

• Fuel savings - avoidance of maintenance 

trips reduces fuel consumption of vehicles

IoT
• Smart streetlight

• Smart utility meter

• Smart energy monitoring
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Water is a necessary component in the operation of our facilities and an 
indispensable part of the daily life of our communities. Therefore, it’s critical to 
manage the resource carefully for our communities and operations, as well as for 
the future generations.

Water management
Resource management & environmental conservation

Although our operations are not as water 

intensive as manufacturing, water is essential 

to our operations and we consider it as a 

material aspect. We use water mainly for our 

office and catering facilities or in HVAC to 

support the cooling equipment. Since most 

of our international operations facilities are 

on leases or are located in regions that are 

abundant in water supply, we consider water 

as a material issue for our Indian operations 

only. We are working on the responsible 

sourcing practices to be incorporated with 

our overall water management strategy. 

During the reporting period, we withdrew 

(including requirement for our customers) 

nearly 640,348 kl of water of which 91% was 

from municipal facilities, 8% from third-party 

tankers and bottled water, and the remaining 

1% was accessed from rainwater harvesting 

and ground water. Water recycling accounts 

for 8% of the total water withdrawal. In smaller 

sites where recycling and treating installation 

is not feasible, the wastewater is discharged 

into the municipal drainage system after 

appropriate approvals from the authorities.

Water risk assessment
We conduct water risk assessment 

periodically to map the impact of water 

consumption in our direct operations. This 

year, we revisited the assessment exercise 

for all major facilities with the objective of 

identifying the consumption pattern, water 

related risk and opportunities (current 

and future) within the Indian facilities. The 

assessment results showed that most of the 

facilities were in the medium and low risk 

categories. However, for facilities mainly in 

southern region of India such as in Ambattur 

and VSB Chennai, risk factors such as drought 

conditions, inadequate municipal and private 

infrastructure could have extremely high 

impact on business continuity as witnessed 

in the past. In Delhi, the decreasing water 

surface level is a concern. Based on the 

assessment results, a few recommendations 

were proposed to reduce the impact of risk 

factors. These recommendations are being 

worked on and will be implemented by  

FY 2021-22.

Water management strategy
Keeping 3R’s (Reduce, Reuse and Recycle)

as a core strategy, we are committed to 

reducing our water footprint throughout our 

operations by optimising water consumption 

and increasing our recycling capacity.

Consumption, monitoring and awareness
• We continuously monitor our operation 

consumption through the ‘Resustain’ 

portal for any improvement in water 

consumption efficiency

• A monthly water report is generated for 

water tracking and monitoring is utilised 

to reduce our water footprint throughout 

our operations

• All the internal stakeholders are made 

aware about the importance of water 

sustainability within the organisation

Resource allocation
• Depending upon our water management 

goal, we determine the share of freshwater 

and reused water in our total water 

consumption whenever possible

Minimising waste
• To minimise water loss, regular checking of 

water lines and arresting leakages 

is undertaken

• Preventive maintenance (visual inspection) 

of water is undertaken to ensure the line 

has no water loss

• In facilities with IoT water meters, the 

water losses and any disruption in 

the water pressure is evaluated and, 

accordingly, actions are implemented to 

address such faults

1 Restatement - In FY 2019-20, the reported total water 

withdrawal was 4.62 lakh kl. However, the actual water 

withdrawal was 790,641 kl. The difference in figures is due to 

faulty meters by local authorities in two facilities which now 

have been replaced with new accurate ones and the values 

have accordingly been adjusted.

The above data includes customer requirements as well.

Groundwater
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19%
Water savings in FY 2020-21 in 

comparison with FY 2019-20 including 

water supplied to customers.
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Reduce
We optimise the use of water in our facilities 

primarily through technological interventions. 

Keeping track of water usage with the latest 

and innovative technology and equipment 

maximises water savings significantly. We 

have installed sensor-based water taps at all 

restrooms and cafeteria in our major locations 

to reduce water consumption.

To further account for our consumption at 

each activity level, we are automating and 

increasing water meter installations at all our 

facilities. Following the success of the pilot 

IoT water monitoring project at the Dighi 

campus, Pune, we are installing IoT meters in 

the rest of our major facilities. The project will 

be implemented in FY 2021-22. The project 

is expected to strengthen the monitoring 

of water loss and help in substantial water 

savings in the facilities.

Reuse
We utilise water treated at our sewage 

treatment plant with nearly 50,175 kl volume 

for processes such as landscaping and 

gardening. This has not only resulted in cost 

savings but also minimised the freshwater 

withdrawal to conduct such activities.

  

To maximise the rainwater harvesting 

capacity, we have conducted feasibility 

studies at six of our sites. Based on the results 

of the studies, we will increase our rainwater 

harvesting capability beginning FY 2021-22. 

The total rainwater harvesting capacity is 

expected to be 5,886 kl once the project has 

been implemented at the identified sites.

Recycle
In a water-stressed country like India, the 

recycling and efficient use of water is crucial. 

We have, thus, installed wastewater treatment 

plants at most of our facilities. During 

FY 2020-21, we recycled nearly 50,175 kl of 

water back into gainful use, totally nearly 8% 

of our total water requirement.

Water management
Resource management & environmental conservation

50,175 kl
Water recycled back into gainful use

Being one of the largest facilities with 

sprawling green spaces, Dighi, Pune 

renewed and rejuvenated its drip irrigation 

system. The key objective of the initiative 

is to ensure that the soil has enough 

moisture essential for plant growth, and 

the surrounding atmosphere is suitable 

for plant growth. Through this irrigation 

method, water and nutrients are delivered 

directly to plant roots. 

Benefits 
• Water is used at the maximum optimum 

level, resulting in 60% water savings as 

there is no evaporation, no runoff, no 

waste

• Crop/plant yield is maximum

• Ensures minimum operating cost and 

maximum water balancing compared to 

the conventional method

• Usage of water is controlled, and water 

can be used at controlled points, thus 

reducing manual efforts and man hours

• Energy cost is reduced as the process is 

operated at a lower pressure than other 

irrigation methods

Cooling the soil through 
drip irrigation
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We make focused efforts within the boundary of our operations to facilitate proper 
waste segregation and resource conservation by minimising waste generation.

Resource management & environmental conservation

Our waste management system includes 

waste segregation at source and disposal as 

per waste categorisation. We also practise 

efficient and environment-friendly end-of-life 

disposal methods to ensure that the impact 

of the waste generated is minimum. We also 

reduce waste that enters landfills.

Being a service-oriented company, we do not 

generate process and manufacturing waste. 

The products and service inputs we receive 

from our suppliers to support our operations 

are essentially based on business requirement. 

Therefore, we have minimal control over it. 

For our own operations, we are committed to 

reducing waste and expanding our recycling 

options wherever feasible. On the customer 

side, due to the nature of the business, waste 

generation is negligible since there is no 

tangible products being manufactured.

Waste footprint
In our operations, we categorise waste as 

non-hazardous and hazardous waste. Non-

hazardous waste mainly consists of municipal 

solid waste (paper, food, dry leaves, cartons, 

plastic and others) generated and can be 

easily recycled. Hazardous waste is generated 

mainly from the high-end equipment which 

are required to operate our facilities and 

require authorised treatment procedures. 

36,714 kgs
Food waste composted in-house

For both types of waste, recycling and 

disposal is done through authorised vendors.

Non-hazardous waste 
We dispose the non-hazardous waste generated 

at our facilities through various channels such 

as recyclers and the municipal corporation. 

For paper waste generated in the form of 

newspapers, printed papers, and cartons, we 

have tied up with various NGOs such as Green 

Yatra, that work towards recycling of waste 

while providing livelihoods. We have sent ~2,168 

kgs of paper waste for recycling.

Organic Waste Convertors (OWC) have been 

installed at all our major facilities to convert 

the food waste generated from our cafeterias 

into manure and reuse it within the facilities.

Our Corporate Services team organises 

regular awareness sessions for waste handlers 

within the facility to ensure proper waste 

management.

Non-hazardous waste 
generated and recycled

(kgs)

Waste generated Waste recycled

We implemented the ban on the use of 

plastic products in our pan-India offices to 

ensure zero plastic waste in our premises. 

We discontinued the use of plastic wraps 

to cover sterilised glass tumblers, and 

stopped using food grade PET water 

bottles, plastic coasters and other goods. 

We also initiated replacement of PVC 

waste bins with stainless steel ones, PVC 

indoor flowerpots with terracotta or 

equivalent products. To create awareness 

about the implementation, posters were 

displayed in the offices. 

Impact 
• Plastic waste generated has drastically 

reduced.

• Following the awareness drive, 

individuals are more conscious of their 

role in reducing plastic waste.

• The learnings from this step will help in 

developing more goals to strengthen 

the sustainability vision of the 

Company.

Banning single-
use plastic

Waste management

Food waste Paper waste Plant thrush Cartons and 
other waste
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Name of TC entity-Tata Communications 

International Pte Ltd./Laurentide Facility, 

Canada: As the delivery truck was emptying 

16,000 litres of diesel fuel at the facility 

the low temperature conditions and 

accumulation of ice in the vent pipe caused 

high pressure to build up, preventing the 

free flow of 100 litres of diesel fuel in the 

immediate environment.

Remedial and corrective action: Although 

the incident was small and localised, it 

still got reported to the local authorities. 

Within few hours of the incident, a 

specialised environmetal team removed 

the contaminated snow and soil from the 

location. Soil samples at various depths 

of the ground were collected and sent for 

further investigation. As for the source 

of the spill, ice build-up in the vent was 

removed along with raising the vent height 

by about 2 meters above the roof line to 

prevent a similar situation to reproduce 

again. Final reports are awaited which 

would confirm that the clean-up is effective 

and complete. The learnings from this 

step will help in developing more goals to 

strengthen the sustainability vision of the 

Company.

Business impact: We await reports 

from the insurance company, whether 

Tata Communications is liable for the 

remediation cost or the fuel delivery 

company is responsible for the 

remediation cost.

Hazardous waste 
Hazardous waste such as used oil, oil filter 

and oil-soaked cotton from DG sets, used 

batteries from energy utilities, and e-waste is 

generated from equipment such as desktop, 

laptops and other office and IT equipment. 

We ensure adequate storage with secondary 

containment during the collection and 

handling of such hazardous waste, and proper 

training for the waste handlers. We ensure 

that 100% of this waste is sent to authorised 

recyclers and processors through Metal Scrap 

Trade Corporation Limited and we ensure 

that all regulatory requirements of waste 

management and rules of regions or countries 

are followed in the process.

Waste management
Resource management & environmental conservation

Diesel spill incident

With the spread of COVID-19, it became 

imperative to arrange for the safe disposal of 

COVID-19 related waste such as PPE kits as per 

government guidelines in our pan India offices. 

This was necessary to ensure the safety of the 

workplace and the containment of the disease. 

It was also important to create awareness 

among internal and external stakeholders on 

the importance of safe disposal. Yellow bins 

were installed to collect such waste. We also 

implemented a process to store the collected 

waste in an enclosed area for 72 hours and 

subsequently cut/shred the waste in order to 

make it unfit for reuse. Stickers were pasted 

on foot-operated yellow bins marking them 

out for the disposal of bio-medical waste. 

Awareness was created amongst employees 

via virtual connect on the disposal process.

Impact 
• Yellow bins with yellow bin liners helped 

identify and segregate the waste during 

disposal process and contained the waste 

without contaminating the surroundings.

• This was a joint initiative to ensure 

environmental, social and workplace 

safety in times of a pandemic and helped 

create awareness on the safe waste 

management practices.

COVID-19 related  
waste disposal 
implementation

Hazardous waste generated
(kgs)

Batteries Hazardous liquid 

E-waste Hazardous solid 

107,071

14,127

5,271 513
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Our employees drive our business through their 
dedication and spirit of innovation, backed by a 
supportive and inclusive workplace. We remain 
committed to the welfare of the communities 
where we operate. Through our initiatives, we 
positively impact the lives of our customers, 
suppliers, people and the community at large, 
driving development and inclusion. At Tata 
Communications, we put our people, society and 
customers ahead of everything.

Human resource development 36

Diversity & inclusion 37

Learning & development 40

Health, safety & well-being 43

Human rights & labour compliances 47

Community development 49

Customer experience & loyalty 58

Supply chain management 64

IN THIS SECTION 1,200+
Employees registered in 
TCare Programme with 
encouraging feedback, 
reflecting in the overall 
programme

1:1 
Entry level wage parity 
for men and women

37.1
Average training 
hours per person

92%
Employees undertook 
training on Human Rights

66,600+
COVID-19 relief 
beneficiaries 

1,890+ 
Direct suppliers around 
the world 

Environment Social Governance

Ahead Ahead 
togethertogether
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Our constant focus on promoting innovation 

and enterprise has created an enabling 

workplace that delivers business value while 

keeping the team together, engaged and 

committed. 

Employee engagement and benefits
To develop robust processes, policies and 

initiatives, we actively solicit feedback of 

our 12,000+ employees. The employee 

engagement focus at Tata Communications 

begins from day one, with induction training 

being the first step. From thereon, we use 

a range of engagement methods including 

V Connect, GMC Roadshows, townhall 

meetings, newsletters and events. 

All our workplaces are designed 

ergonomically, and with the comfort, safety 

and security of the workforce in mind. At 

most of our facilities, we also have medical 

rooms, resting places and visiting doctors’ 

services along with pantry areas, break-out 

areas and sports facilities. We have in place 

We meet and resolve challenges together. Ours is a meritocratic organisation 
and we treat our employees equally. We provide our people an open, safe and 
motivating work environment that fosters their abilities and helps them grow 
through self-learning and development.

Human resource development

First-ever global well-being 
days introduced
May 10th and June 7th, 2021, are 
declared two Global Well-being days 
as complete wind-down days for 
employees to take time off to relax 
and spend time with their families.

compensation and employee benefit practices 

that are designed to be competitive within 

the respective geographies of where we 

operate. The benefits vary across geographies 

and some of them include Group Medical 

Insurance, Group Term Life Insurance, 

Group Personal Accident Insurance, parental 

leave, awards for employees and retirement 

benefits for our full-time employees including 

Provident Fund, Gratuity, Medical and Pension 

Benefits in India and other geographies, as 

applicable. 

We also make sure we always adhere/exceed 

to wages and working hours’ standards. With 

regards to the Indian region, ratio of the entry 

level wage to the minimum wage stands at 2.3 

for both men and women.

COVID-19 employee initiatives

Delivering an enhanced 
employee experience
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As we strive to be an employer of choice, 

we are driven by five basic principles 

encapsulated in a one-word philosophy – 

DRIVE -

D - Drive

R - Responsive

I - Inclusivity

V - Venturing

E - Ethics

One of our main objectives as an organisation is 

to create a collaborative, inclusive and diverse 

environment—within Tata Communications, with 

our customers and among our business partners 

and suppliers. Diversity is something that we 

do not just incorporate, but actively seek out 

and harmonise with. We do this to improve the 

coherent strength of the business as it strives 

to create an inclusive culture for all, which while 

being inclusive is also rooted in performance, 

merit and potential. In addition, we ensure 

adherence to relevant statutory compliances 

across different regions of the globe while 

providing flexible working environment and 

respecting diversity and inclusion. We do 

not discriminate on any grounds, be it race, 

caste, religion, colour, ancestry, marital status, 

gender, sexual orientation, age, nationality, 

ethnic origin or disability. However, other things 

being equal, priority (positive discrimination) is 

given to people from Affirmative Action (AA) 

communities.

The representation of women in our Company 

has grown from 16% in FY 2013-14 to 22% at 

the end of FY 2020-21. This increase has been 

propelled by a supportive policy framework, 

focused efforts towards diversity hiring and 

inclusive talent management practices. The 

diversity mix among our new hires has increased 

from 19% to 27.3% over the same period.

At Tata Communications, we attract diverse talent from everywhere. We are proud 
to uphold diversity of thought and culture while making sure everybody feels 
equally valued.

Fair and collaborative
Diversity & inclusion

22%
Women in the workforce

1. The Winning Mix
At Tata Communications, we have created 

a strategic business imperative named the 

‘Winning Mix’, which is based on three pillars:

• Building an inclusive culture
• Creating a diverse talent pool
• Enabling policies and infrastructure

Since its inception, the Winning Mix 

programme has led to the adoption of many 

progressive practices.

Key initiatives

Flexi-work policies
The Flexible Policy Framework, at Tata 

Communications, is aimed at helping 

employees balance their personal needs and 

professional responsibilities at the same time. 

The ‘Work from Home’ policy was in place 

even before the pandemic, providing flexibility 

to our workforce and empowering them to 

choose a work arrangement as per their needs.

The Global Caregiving Policy provides all 

employees (irrespective of gender) the 

opportunity for family care. Any employee 

can take leave for family care in the following 

categories: primary caregiver leave, providing 

26 weeks of paid leave for childcare or 

adoption, child-care leave with 6 weeks of 

paid leave and a long-term unpaid leave to 

care of dependents. We intend to ensure that 

men can contribute equally to the needs of 

the family. To this end, employees who are 

not eligible for primary caregiver leave are 

entitled to two weeks of paid parental leave 

related to the birth of a biological child or 

adoption of a child.

Global Part-time Work Policy allows 

employees to choose reduced working 

hours to manage any personal or family 

commitments. This policy aims to support 

employees who may have challenges working 

as per company standard work arrangement/

working hours. The framework provides the 

option of 50% or more part-time work, while 

also ensuring that statutory guidelines are 

upheld in case the local law allows for 

more flexibility.

Read more
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Fair and collaborative
Diversity & inclusion

The replacement hire policy has 
helped my team ensure business 
continuity. The replacement 
provided was timely and we did 
not face any delays in meeting our 
customer commitments, which 
are extremely critical in the BFSI 
segment. A resource missing 
from this team for a long duration 
would have impacted our customer 
service level agreements. With a 
replacement hire available, it was 
business as usual. This has increased 
confidence in my team and enabled 
all of us to be more supportive of 
people going on long leaves.

Amitesh Ghatak
Deputy General Manager, GTNOG

Key initiatives (Continued)

2. LEAP (Life Event Assistance 
Programme)
It is a digital platform that offers support to 

employees during critical life events such as 

parenthood, and ensures their engagement, 

retention and talent management along with 

work-life balance. LEAP uses technology to 

help employees stay connected even while 

they are away from work. It is designed for 

primary/secondary caregivers, to support 

them throughout the parenting cycles. 

Additionally, the platform helps parents stay 

connected with the organisation during their 

long leave, ensuring a smooth transition back 

to work.

3. Programmes to promote 
inclusiveness
Hiring programmes focused on improving 
gender diversity:

• Aspirational diversity hiring targets

• AI-enabled masking tool in screening 

process: The tool masks the gender related 

information when an evaluator receives 

the resume for screening. Once a candidate 

is shortlisted for further evaluation (face-

to-face/telephonic), the details are made 

available to the evaluator in an 

‘unmasked’ resume.

Programmes that facilitate professional development and career progression of women 
employees:

Learning through role models

‘Aspire to Inspire’ is our monthly role 

model series featuring women employees 

across the organisation. Selected women 

employees are interviewed on their career 

graph and aspirations and their interviews 

are published in the Company’s newsletter, 

Yammer, LinkedIn, and others. It helps 

create role models that other women in the 

organisation can relate to and learn from.

This has been at the core of our ‘Winning 

Mix’ journey since the start. We have 

introduced multiple programmes and 

initiatives in order to mitigate unconscious 

biases and help employees overcome 

the same. The most recent one is the 

Inclusive Leadership Learning journey, 

which is available for all people managers. 

The webinar/e-learning module focuses 

on how to create a winning mix and 

leverage the power of diversity and 

innovation to optimise talent and employee 

experience, which are key enablers of both 

organisational and personal success.

To promote inclusion, one of our largest 

business units launched the #IncludeUs 

campaign that was designed to tap into 

individual talent and experience. This was 

done through a series of engagement 

activities that included thought-provoking 

communication to sensitise all employees 

through real-life examples of inclusion 

dilemmas faced at the workplace, enabling 

discussions and self-reflection regarding 

stereotypes and unconscious biases at the 

workplace.

Replacement Hire Policy allows temporary 

replacement hiring for new parents or 

employees going on long leave, thus 

supporting managers whose team member(s) 

are on a long duration leave to ensure 

business continuity. The cost of this additional 

resource is covered by the central D&I budget.

Mitigating unconscious biases
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Women leadership development

In order to ensure that we create a healthy 

pipeline of women leaders for the future, 

we launched a Women’s Leadership 

Development (UDAAN) programme 

for TCTS. The four-month programme 

comprises a two-day experiential learning 

workshop, virtual learning and action 

learning projects, designed to help 

participants understand, transform and 

challenge themselves.

We also introduced the Success DRIVErs 

programme that focuses on sharpening 

interpersonal skills and shaping future 

leadership capabilities among women 

employees at junior levels. In addition, a 

mentoring programme is also offered to 

women about to transition into the middle 

management level. These employees are 

mentored by middle- and senior-level 

employees within the Company.

Another initiative launched is the 

‘Women in tech’ initiative. It is aimed 

at increasing the gender ratio in favour 

of women employees, and creating 

and sustaining solutions for their 

empowerment, retention, personal and 

professional development. The pillars of 

this programme include talent attraction, 

retention and development. Some of the 

key outcomes of the programme were: 

(a) identification of open positions more 

likely to be staffed by women candidates; 

(b) reconnect with Tata Communication – 

monthly alumni mail of job opportunities 

within the business unit with direct links 

for each opening; and (c) customised 

learning intervention mailers (information 

on certifications, webinars and so on).

Programmes that facilitate professional development and career progression of women 
employees:

2020-BCWI (Best Companies 
for Women in India) Award 
by AVATAR group and 
Working Mother Media, for 
the fifth time in a row.

Notable recognitions received for 
diversity and inclusion practices

We were also 
awarded the 

Best Workplaces  
for Women: 
Canada by 
GPTW.

Key initiatives (Continued)

Fair and collaborative
Diversity & inclusion
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In times of the global pandemic, we stretched 

our learning and development approach 

by fully migrating to virtual learning with a 

focus on promoting the holistic well-being of 

our people. We have advanced our focus on 

capability development so that we can deliver 

on our business strategy while developing a 

robust talent pipeline. By building a virtual 

learning ecosystem, we have democratised 

learning opportunities that act as an enabler 

of talent and potential. In line with our 

Group’s philosophy to foster and nurture a 

culture of meritocracy and excellence, we 

undertake regular performance and career 

development reviews. We have a quarterly 

coaching performance review mechanism 

for our workforce, wherein feedback and 

identification of areas of improvement for 

further development are an integral part of 

the process.

Learning culture 
Our learning culture includes continuous, 

purposeful learning that develops employees 

to their full potential through top-notch 

learning programmes and exceptional 

development experiences. With technology 

and communications constantly evolving, we 

ensure our workforce remains in step with 

the latest best practices through a range 

Our success and market leadership can be attributed largely to the skills and 
capacity of our talented workforce. The leadership consistently provides effective 
skill development opportunities for employees through various learning and 
development programmes.

Looking beyond skill development 
Learning & development 

112,782
Total learning person days  

(35% higher than  

FY 2019-20)

9.46
Average learning 

person days

2,046
Total targeted 

skill development 

(38% higher than 

FY 2020-21 target)

84
Learning & 

Development-

Employee Engagement 

Survey Score

of learning and development programmes. 

Our innovative learning methods help our 

employees pivot their skills for a digital 

economy that is rapidly transforming ways of 

life throughout the world.

Key initiatives

1. Tata Communications Learning 
Academy (TCLA)
TCLA is a one-stop-shop for learning at Tata 

Communications, that enables employees 

to skill, upskill and reskill using world-class 

learning channels at their fingertips. They 

have access to digital courses, articles, 

videos, podcasts, books, as well as industry 

accreditations and customised learning. To 

enhance the learning experience at TCLA, we 

have brought together an amalgamation of 

the right tools, technology, and ecosystem in 

order to facilitate a self-paced and continuous 

learning process.

On-demand individual learning
• All employees – according to individual 

needs

• Across five skill categories - leadership, 

technical, functional, integral/behavioural 

and business
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to pursue relevant education programmes 

from reputed institutes that support future 

objectives of both the organisation and the 

individual.

4. TCare programme
To implement a virtual well-being programme 

to support employees’ wellness efforts during 

the COVID-19 pandemic, the TCare programme 

was launched as an umbrella for a host of 

wellness initiatives. The programme was 

made available to all employees across the 

organisation. 

• SKY happiness programme 
Curated in partnership with the Art of Living 

Foundation, the focus of this programme 

is to enhance the overall well-being of 

employees – physical health, mental and 

emotional resilience, breathing techniques, 

etc. – to effectively tackle situations.

• App-based guided exercises 
To encourage a guided daily exercise 

regime, we partnered with a leading fitness 

app, Sworkit, for a six-month membership to 

their virtual app-based exercise options. By 

availing this membership, employees could 

choose from various types of exercises to 

be done from the safety of the homes.

• Guided meditation 
We included meditation timing in our work 

calendar for interested employees, wherein 

they could park a separate time dedicated 

for meditation along with links to recordings 

1. TCLA (Continued)
Nomination-based current/future role-based 
skill development via
• Skill academies: holistic development 

for critical roles – technical, functional, 

behavioural skill assessment, application 

and project work

• Targeted skill-development or single-

domain skill development, based on 

immediate business requirements

Impact:
• Since its launch, TCLA has been adopted 

by 95% of new users and 73% of repeat 

users

2. Global certifications policy
A policy that enables employees to take 

up relevant certifications on their own and 

get reimbursed once certified, benefitting 

both the employees and the organisation. 

Several of our employees have availed of 

this opportunity, in accordance with their 

role requirements or current/future business 

needs, in a bid to upskill themselves.

3. Education assistance policy
A policy designed to assist employees to 

advance their careers by encouraging them 

Learning & development 

Looking beyond skill development 

3,722
Certifications completed in FY 2020-21

Key initiatives (Continued)

of guided meditation and mindfulness 

practices.

• Learning on wellness 
Learning pathways were made available 

on TCLA on various topics and webinars 

on topics related to health, nutrition, 

exercise and sleep were conducted where 

employees could interact live with an 

expert and get their queries answered.

Since its launch in October 2020, over 4,300+ 

employees (non-unique) reached out to 

the various initiatives by TCare. Apart from 

this, overall 3,000+ employees attended the 

weekly webinars. As per one of our survey 

analysis, the overall sense of well-being 

in employees post the SKY happiness 

programme was as high as 4.5/5. The overall 

TCare NPS consistently stood between 89-90 

for six months.

4,300+
Employees reached out to 

initiatives by TCare

Results of the Employee 
Satisfaction survey:
• ~90% of the employees reported 

that Tata Communications is taking 

appropriate efforts to maintain a 

safe environment at workplace/field/

location/Home Office

• ~78% of the Tata communication’s 

employees reported that the stress 

related to the COVID-19 situation is 

manageable for them.
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Learning & development 

Looking beyond skill development 

Developing business-critical skills
for deployment 
Role Skill Academies were

conceptualised as a one-stop-shop 

destination in TCLA where employees 

in key roles develop skills identified as 

business-critical for performing their 

present role/moving to the next level 

role. Six academies – Agile, Customer 

Success Management, Service Delivery, 

Services Wrap, Artificial Intelligence 

and Service Assurance – were set up in 

FY 2020-21 in partnership with business 

teams based on their importance in the 

value chain/contribution to the Company 

strategy, and urgency of upskilling to 

deliver results in key roles.

Role Skill Academies ensure that 

employees can perform, innovate, and 

grow in the business areas important 

to the Company. The academies focus 

primarily on developing behavioral, 

functional and technical skills together 

with relevant foundational skills for 

holistic development required for 

individual roles.

Academies integrate four forms of 

learning – micro, macro, community and 

on the job learning – on three pillars:

•  Business context: Business 

leaders identify key roles and skill 

development needs

•  Development design: Blended 

learning design approach consisting of 

knowledge, skill implementation and 

assessment

•  Outcome focus: To achieve 

role-readiness, target skill proficiencies 

for each role are identified and 

evaluated post-completion of learning

Since its launch in FY 2020-21, 1,600+ 

employees successfully started their 

journeys across the six academies that 

will continue for 18-24 months, depending 

on the role and skills involved. Four 

additional academies are set to be 

launched in FY 2021-22.

Role Skill Academies
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We are dedicated towards inculcating a 

safety-centric mindset in our workforce. 

The success of our Health and Safety (H&S) 

management systems and the capacity 

building programmes depend on how well our 

employees translate this mindset into action in 

daily operations. With these H&S management 

systems, we aim to eliminate or minimise the 

impacts and risks that come along with our 

activities covering all employees (including 

employees engaged by the sub-contractors) 

and other interested parties. We follow the 

Tata group’s safety principles and ensure the 

group’s mandatory standards are implemented 

in line with local laws and regulations.

Healthy mind and body have been our 

constant mantra through several years. Our 

wellness initiatives include wellness activities, 

counselling, ergonomic care, mental health 

awareness, advocacy on work-life balance, 

awareness on financial planning and so on.

H&S Management System 
implementation
By aligning to the Tata Group Health and 

Safety Management System, as well as ISO 

45001 Standard requirements, we at Tata 

Communications have successfully developed 

our H&S management system. During the year, 

we successfully completed the ISO 45001:2018 

certification audits for 10 of our major facilities 

(71%) in India. For the remaining facilities, 

we aim to be certified by FY 2022-23. For 

our international operations, two facilities 

located in Singapore and three facilities in 

Canada also got certified as per ISO 45001 

standard this year whereas our Australian 

operations are due for ISO 45001 certification 

in Q1 FY 2021-22.  As a part of management 

system implementation, we have defined 

organisational structure, responsibilities, 

procedures, processes and resources for 

developing, implementing, achieving, 

reviewing and maintaining the organisation’s 

OH&S policy and other commitments. The 

Company’s formal governance mechanism 

towards safety is its Global Safety Council 

(GSC) and Management Review Committee’s 

which reviews safety performance on a 

periodic basis.

With this system, we aim to eliminate or 

minimise the impacts and risks and explore 

new opportunities in operational activities and 

services that come along with our activities 

Our approach to occupational health and safety centres around proactive 
strategies that ensure the health and safety of our employees. We are leveraging 
technology and building partnerships to enhance our safety processes and safety 
standards. 

Creating a zero-harm 
environment

Health, safety & well-being 

Occupational health
Occupational health is not identified as a key 

material issue; however, all our workplaces 

are designed with ergonomic comfort, safety 

and security of the workforce in mind. We 

make sure that every workplace is hazard-free 

and maintain a healthy and conducive work 

environment by providing proper illumination, 

low noise levels, good ventilation systems, 

hygienic food and water. At most of our 

facilities, we also have medical rooms, resting 

places and visiting doctors’ services, along 

with pantry, break areas and sports facilities.

Tata Communications, being a labour-

intensive company, identifies more risks 

and hazards for its contract workforce 

working for field operational activities and at 

customer sites in comparison to managerial 

staff. Further, most of our international 

operational activities are taken up as planned 

activities, hence we consider health & safety 

management as a material issue, primarily in 

the Indian context.

and cover all employees (including employees 

engaged by the sub-contractors) and other 

interested parties such as visitors and 

neighbouring communities and stakeholders. 

The management system also provides 

an effective mechanism for our contract 

workforce to identify and report hazards 

along with free and informed consultation and 

participation process.
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Key safety focus areas
• Workplace safety

• Fire and health safety

• Electrical safety

• Road and employee transport safety

• Height safety

We identified key safety hazards, risks and 

workers in the high-risk category through 

safety audits, inspections and assessments 

of offices and field operation sites, as well 

as by engaging with business managers and 

vendor partners of field operations. We have 

adopted a multi-faceted approach towards 

safety management, wherein all non-routine 

and routine high-risk activities are governed 

properly. All non-routine high risk activities 

such as façade cleaning, project work, lift 

maintenance, hot work and confined space 

work are governed through a Work Permit 

(WP) programme whereas all routine high-risk 

activities like working at height for wireless 

work on tower/mast, maintenance work and 

fibre restoration etc. are additionally governed 

through Mandatory Safety Standards (MSS), 

which are our internal safety standards and in 

place since 2016.

Towards zero harm
We firmly believe that achieving ‘Zero 

Harm’ is possible, if we all strive for it. Work 

safety is a condition of employment at Tata 

Communications; a condition of engagement 

for all contractors and subcontractors 

and is not optional. Recording, reporting, 

investigating and learning from incidents are 

fundamental to our operations and we do not 

accept any deviation from it.  Further periodic 

training for all our contract workforce on high-

risk activities and on the job training is one of 

the key aspect by which we are driving safety 

culture within.

All the lead and lag incidents/occurrences 

are reported through an Incident Reporting 

System. The system has well-laid procedures 

for reporting incidents, investigation, the 

determination of corrective actions and 

improvements along with a no-reprisal 

mechanism for employees and the 

contract workforce to report incidents. 

Detailed investigation, conducted with the 

stakeholders concerned, is reported to the top 

management monthly, as well as discussed in 

the quarterly GSC meetings. 

4,323
Safety training sessions

Creating a zero-harm 
environment

Health, safety & well-being 

Our health and safety performance
The health and safety of all employees and 

contractors is a top priority for us. This year 

our employees and contractors reported 1,484 

safety observations (3,595 in FY 2019-20). 

To ensure ongoing improvement, the safety 

SPOCs carry out internal and external audits 

to suggest how technology, processes and 

behavioural safety can be best achieved.  As 

a critical element of this ongoing focus, over 

42,000 participants were trained in a total of 

4,300+ training sessions in FY 2020-21.

There has been an overall 12% declining 

trend in the lost time injury rate (0.22 in 

FY 2020-21), calculated per million manhours 

worked. Regrettably, however, we did 

experience two fatalities involving our 

contract workforce  in a single accident at 

Rohtak, India wherein two workmen died 

due to congestion owing to a sudden soil 

collapse in a 11-foot pit. As part of a detailed 

investigation both operational and functional 

root causes were identified, and action plans 

are put in place. While work has been done 

to address this, we will continue to improve 

through more rigorous training, scientific risk 

mitigation and constant reinforcement of our 

expectations, particularly by working closely 

with our contractors.

Safety statistics for FY 2020-21

Fatal incidents
Lost time injuries
HIPO 
(High Potential 

Incidents) 

LTIFR 
(per million manhours 

worked) 

0
0

0

0

2
14

0

0.36

KPIs Employee
Contract

Workforce
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Technology-enabled 
safety 
We leverage technology and follow various 

standards to address issues related to 

health and safety at the workplace. We have 

developed several IT-based solutions to 

ensure H&S compliance in our facilities:

• Permit to Work (PTW) tool for optical 
fibre activities: All fibre activities are now 

undertaken only with a valid work permit.

• E-safety passport for contract workers: 
The safety passport is issued, once 

applicable trainings are received by the 

workforce. Without an E-safety passport, 

our staff are not permitted to work on 

the field.

• Campus safety: Through ASDS (Automatic 

Speed Detetction System), we monitor 

overspeeding cases within campus. 

The deployment of an automatic speed 

detection system at Dighi Campus, Pune 

has helped ensure campus safety.

• Resustain Tool: An automated solution to 

aid business and corporate Environment, 

Occupational Health and Safety (EOHS) 

teams in automating HSE programmes, 

including incident reporting and 

investigation, audit management, reward 

Creating a zero-harm 
environment

and recognition and MIS system for the 

Company.

• Online work permit (iPad Tool): For 

international operations, an iPad tool 

was developed in 2018 to support work 

permit programme and ensure that 

hazardous activities (Work at Height, 

Electrical, etc) at the facilities are 

undertaken with a valid work permit. The 

iPad technology is currently deployed in 

the US, Canada, and UK regions. All HSE 

programmes, including work permits, are 

implemented through iPad tool and are 

also available under common (sharepoint) 

platform. Deployment of iPad tool at 

our International operations has led to a 

reduction in safety hazards and improved 

safe operations over the years. This year, 

the team has issued more than 1000 work 

permits carrying out various high-risk 

activities safely.

• 2W Safety app developed for TCPSL ATM 
officers: We developed the two-wheeler 

safety app, to provide a governance 

mechanism ensuring proper adherence 

to the safety measures and in turn overall 

safety risk reduction. The app monitors, 

over speeding, distance travelled and PPE 

usage. The use of the app has ensured a 

75%+ drop in speed burst.

Safety through greater automation 
We are moving towards greater 

automation of our programmes to both 

increase efficiency and increase worker 

safety. These automated safety solutions 

not only reduce risk in the workplace, 

but also promotes more standardised 

reporting, speeds up processing time 

of incident management, provide 

a comprehensive platform for data 

collection and analysis, and ensures 

greater transparency in the process.

As part of our robust HSE management 

system, we have launched an IT tool – 

Resustain - to ensure the reporting and 

collation of lead and lag indicators in an 

automatic manner. It consists of following 

phases:

• H&S Management Information System 

(MIS) and Environment MIS

• Mandatory Safety Standards (MSS) 

audits 

• Business audits 

• Incidents reporting and investigation 

including Unsafe observation and near 

miss reporting 

• Vendor Reward and Recognition (R&R)  

and Onroll Employees R&R 

The tool enables us to maintain historical 

data and analytical dashboards on the 

portal itself for the ready reference of 

everyone, including senior management. 

Easy comparisons can be made region 

wise, business function wise, month wise, 

and category wise. In FY 2020-21, we 

rolled out MIS, MSS Audit and Business 

Audit (Pilot) modules whereas rest are 

planned to be LIVE in the current 

financial year.

Resustain (HSE IT Implementation)

Health, safety & well-being 
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The Dighi campus is spread over 692 

acres and engages approximately 4,000+ 

employees. We provide our employees 

pick up and drop facility across Pune city. 

The total number of employees availing 

such facilities is about 2,200 and the 

total number of vehicles deployed for the 

purpose is 200+. 

The operation was at risk from frequent 

over speeding, safety breach as 

passengers on two-wheelers did not wear 

helmets, and those on four wheelers did 

not wear seat belts or frequently used 

the mobile phone while driving. There 

was also low safety awareness amongst 

transport drivers.

Among the safety initiatives undertaken 

at the campus are the following: 

• Construction of pedestrian pathway 

was constructed and road widening

• Additional speed breakers to control 

vehicles’ speed

• Regular safety awareness briefings for 

own drivers as well as those working 

for our vendor partners

• Introduction of Dighi safety standards, 

including laying down of speed limit, 

emphasis on use of helmet, safety belt 

and ban on mobile phone use while 

driving

• Deployment of Automatic Speed 

Detection System (ASDS), a video-

based monitoring system that tracks 

down any vehicle crossing the speed 

limit of 30 kmph. Deployment of ASDS 

has helped adherence to speed limits 

and safety risk reduction at the Dighi 

campus.

Ensuring a safe and secure  
campus at Dighi 

Creating a zero-harm 
environment

Health, safety & well-being 
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As stated in our Code of Business Conduct 

and Ethics, the Company has zero tolerance 

for illegal and immoral practices such as child 

labour, forced labour and modern slavery, 

including human trafficking.

We believe it is important to explicitly identify 

respect for human rights as a part of our 

policies, procedures, and ethics training so 

as to give top priority to the matter and make 

sure that it does not become an issue in the 

future.

Framework and policiesThe main 

framework that outlines our Company’s values 

and approach towards human rights is the 

Tata Code of Conduct (the ‘Code’). The Code 

addresses how we expect everyone in our 

work environment to be treated, and how we 

expect everyone in our workplace to treat 

others. It also describes our commitment to 

combating human trafficking and rejecting 

forced and child labour, while confirming our 

broader commitment towards the human 

rights of all our stakeholders, including 

freedom from slavery, servitude and forced 

labour. Tata Communications also expects all 

its contractors, suppliers and other business 

partners to adhere to the standards outlined in 

the Code. 

We, at Tata Communications, are committed to ensuring that the 
fundamental rights of people engaged in our operations across the value 
chain are never violated.

Human rights & labour compliances

Ensuring responsible 
business conduct

Our ‘Global Dignity in the Workplace 

Policy’ further elaborates the Company’s 

commitment to eliminating all forms of 

bullying, discrimination and retaliation in the 

workplace. This includes any action that could 

amount to human trafficking, forced labour, 

and/or any other behaviour deemed to be 

modern-day slavery and sexual harassment, 

under applicable laws. The policy applies to 

all workplaces, guests or visitors, employees, 

casual workers, contractors, probationers 

and apprentices of the Company. The policy 

also applies to all of the Company’s corporate 

offices and other Company workplaces.

Against child and forced labour
Our human resource policies also ensure 

that our employees and contractors are 

hired and treated fairly and humanely 

during their employment or contract with 

Tata Communications. When recruiting and 

offering employment, the Company does 

not use fraudulent, misleading or coercive 

practices. Nor does it use recruiters who act 

in contravention of labour laws or charge 

recruiting fees to the workforce in countries 

where it is against the law. None of our 

operations and suppliers across geographies 

are considered to have a  significant risk for 

incidents of child labour or forced labour.

Freedom of association and 
collective bargaining
Employees are entitled to join associations or 

involve themselves in civic or public affairs as 

per the law of the land. They must confirm to 

the management team on the formation of 

unions at the workplace, as per the ‘Conflicts 

of Interests’ clause in our Code of Conduct. 

We encourage active, open communication 

and dialogue with our employees and/or 

their representatives. We understand how 

important collective bargaining can be in 

avoiding industrial disputes and maintaining 

peace, and we encourage trade unions at all 

our locations. Where required, the Company 

also ensures that employment agreements 

and other relevant employment documents 

are drawn up the employee’s local language 

and advises them of their rights and remedies 

under the applicable laws.

With respect to any change in service and 

employability conditions, prior discussions 

with Employee federation and union 

representatives are undertaken. All such 

changes and impact are then assessed 

and accordingly final changes are 

communicated to employees with a sufficient 

timeframe of 2-3 weeks before the changes 

are implemented.
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Awareness and training 
We have produced a range of human 

resources policies, including the 

Whistleblower Policy, Sexual Harassment 

Charter (India), Leave Policy – India, and 

Global Work from Home Policy. All these HR 

policies, including the Code, are reviewed 

and revised based on the feedback received 

through various communication forums, and 

evaluated against industry benchmarks and 

best practices.

Report concerns 
Anyone who suspects or is aware of any 

violations of the Code and other Tata 

Communications’ policies can raise their 

concerns through one of the various channels 

outlined in the Company’s Whistleblower 

Policy. This includes the ability to report 

concerns confidentially and, if desired, 

anonymously, to our third-party-run 

Whistleblower hotline is available in multiple 

languages. Concerns can be raised both to 

internal points of contact as well as to 

external parties.

Assessment and results 
We periodically review all our operations 

and assess our business teams and supply 

partners on human rights aspects through the 

implementation of the Whistleblower Policy, 

Dignity at Workplace Policy, and Sexual 

Harassment Charter (India). Last year, we 

conducted human rights due diligence for 

all our functions to confirm our adherence 

with the Tata Group draft Tata Business and 

Human Rights Policy (TBHRP).

To assess the risk, we developed a Human 

Rights Assessment (HRA) diagnostic tool, 

which was designed to help business functions 

understand and identify potential human 

rights violations caused by the effect of 

their operations on employees, residents 

and other stakeholders, including suppliers 

and customers. The tool was designed to 

understand the existing frameworks in place 

(policy, process, governance, reporting 

and disclosure mechanism), to manage the 

identified potential human rights aspects.

The results confirmed that all these aspects 

are relevant, but the risk had minimal to 

low impact for Tata Communications given 

our adherence to established policies and 

processes. This year we will revisit the Human 

Rights Assessment with reference to Tata 

Business & Human Rights Guidance note.

Percentage of employees covered by 
collective bargaining agreements

India

America and Canada

Europe

APAC

MENA

11,110

411

339

411

45

229

34

46

0

0

2%

8%

14%

0%

0%

Number of 
employees 
covered under 
collective 
bargaining 
agreement

Total number 
of employees 
as reported in 
GRI 102-41

Percentage 
of employees 
covered under 
collective 
bargaining

92%
Employees undertook training 

on Human Rights followed by an 

assessment

Governance

Ensuring responsible 
business conduct

Human rights & labour compliances
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US$ 1.59 mn
CSR spend 

(INR 11.84 crore)

We recognise our responsibility to 

leverage our scale and expertise to 

deliver positive change. We engage 

with local groups and associations to 

implement targeted programmes that 

focus on promoting good health, quality 

education, sustainable livelihoods and 

employability. Our CSR policy has been 

formalised as per the requirements of 

Section 135 of the Companies Act 2013 

and derives inspiration from Tata group’s 

philosophy ‘to improve the quality of life 

of the communities we serve globally 

through long term stakeholder value 

creation based on leadership with trust’. 

We have adopted the Tata Affirmative 

Action Programme (TAAP), a Tata 

group level initiative which aims to 

At Tata Communications, we leverage our expertise as a digital ecosystem 
enabler to unlock the potential and opportunities that the disruptive force 
of technology offers to society. By connecting people and delivering 
meaningful and sustainable social impact through our targeted CSR 
initiatives, we are empowering under-privileged communities through our 
community-engagement opportunities.

Community development 

66,600+
COVID-19 relief 

beneficiaries 

430,973
Number of 

people benefited 

100%
Need and impact assessment 

of community projects

31,000+
Volunteering 

hours 

Enhancing choices 
and capabilities

FY 2020-21 highlights

address structural and social inequities 

in India by providing equal opportunities 

and inclusive growth to historically 

marginalised social groups, namely the 

Dalits and Tribals. We have aligned 

our CSR initiatives with the UN SDGs, 

prioritising five SDGs (SDGs 3,4,8,10 and 

17) which we promote through our social 

impact programmes. Our programmes 

are designed to improve the capabilities, 

quality of life of underserved sections 

of the community, particularly women, 

young girls and youth. 

CSR Policy
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Governance
CSR at Tata Communications is directed 

by the CSR Committee, which oversees 

the Company’s social responsibilities. The 

Committee engages in periodic reviews 

on policy objectives, while also offering 

guidance on enhancing the scale, quality and 

impact of the programmes. Additionally, the 

Company’s Global Management Committee 

(GMC) takes complete ownership of all CSR 

interventions and offers guidance on how 

to improve impact on ground. CSR forms 

To know more about CSR committee, 

please refer to the Annual Report 2020-21

Community development 

Enhancing choices 
and capabilities

Tata Affirmative Action Programme
In FY 2020-21, 51% of the total CSR budget 

– US$ 0.80 million (INR 6 crore) was spent 

on Affirmative Action projects.

Of the 17 projects in India being supported 

under CSR, two projects are 100% AA, 

two have significant AA focus (70-90% 

or more) and seven have partial AA focus 

(less than 70%).

51%
of total CSR budget for FY 2020-21 

was spent on Affirmative Action 

projects

part of the quarterly report to the CEO, 

who also reviews and guides CSR from time 

to time. Furthermore, the function head 

conducts annual reviews of all CSR projects 

in conjunction with the project partner. 

These reviews entail in-depth discussion of 

deliverables, milestones achieved, challenges, 

budget utilization and way forward.

Our CSR projects are underpinned by robust 

monitoring and evaluating mechanisms. 

Our regular M&E efforts include, conducting 

governance calls (weekly, monthly and 

quarterly) with project partners, sharing of 

utilisation certificates, progress and annual 

project reports by NGO partners. 

All our projects get evaluated by independent 

agencies for detailed impact assessments 

to ensure that they are relevant and 

responsive to the needs of the communities 

and document best practices. This year, we 

conducted an independent impact assessment 

on one of our education projects - ‘A New 

Education Worldview (ANEW)’. ANEW 

facilitates holistic school reformation in 110 

government schools across Gurugram District 

(Haryana) by equipping teachers with evolved 

teaching practices, integrating technology 

into the curriculum of first-generation learners, 

improving learning levels of students, reducing 

dropout rates, and enhancing community 

ownership. The study adopted Organisation 

for Economic Cooperation and Development’s 

(OECD) Development Assistance Committee 

(DAC) framework and mixed methods 

approach to understanding the relevance, 

effectiveness and impact of the programme 

both quantitatively and qualitatively.
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Priority areas
The five SDGs we have decided to champion 

provide an overarching framework to our 

global CSR mission across three priority areas: 

Education, Employability and Sustainable 
Livelihoods and Healthcare. 

Projects
We are currently implementing 17 projects 

across the three priority areas enumerated 

above. We implement community projects in 

partnership with different NGO partners while 

supervising, monitoring interventions, and 

addressing challenges. Our formal grievance 

process is through an online form available 

in the Sustainability section (community 

sub-section) of the Tata Communications 

website. This helps in better tracking through 

recording and resolving grievances.

Community development 

Enhancing choices 
and capabilities

The Global Employee Volunteering Program 

(GEVP) at Tata Communications was 

formally initiated in 2017 which is a key pillar 

of our culture. The GEVP motto – for a better 

world and workplace – requires the 12,500 

strong workforces from 40 nationalities to 

go ‘beyond business’ and contribute to the 

social advancement of communities.

The new way of volunteering
And what rose from the crisis was a new 

volunteering strategy and the launch of the 

very first virtual volunteering campaign in 

May 2020. The campaign invited employees 

to step up and volunteer their time and skills 

during COVID-19 to reach out to people and 

communities in the hour of the crisis. 

Working with our volunteering partner, 

Goodera, we curated completely virtual 

activities, that did not require the volunteers 

to step out during the pandemic. The 

objective was to create meaningful 

volunteering experiences despite the 

changed scenario. The unchanging 

COVID-19 situation made it clear that virtual 

volunteering was no longer a stop-gap 

solution but a new way of volunteering.

Employee volunteering

Collaboration
During Tata Volunteering Week 14, in 

September, we extended our volunteering 

initiatives to other Tata Group companies. 

Around 400 employees from 12 group 

companies participated in various 

activities, amongst them Tata Chemicals, 

Tata Steel, Tata Power, Starbucks, Croma, 

Air Asia, Tata Coffee, Tata Power Delhi 

Distribution Limited, Tata Consulting 

Engineers Limited, Voltas Limited, 

Amalgamated Plantations being some of 

the companies.

4th edition of DRIVE WEEK, a one of its 

kind global volunteering campaign for 

community action organised virtually for 

the very first time to unite all the on-roll 

employees to volunteer for a cause 

of their choice for a better world and 

workplace.

During the reporting period, we have 

had 133 volunteering events, resulting in 

31,013volunteering hours contributed by 

7,572 volunteers with a per capita average 

of 3 hours per volunteer

*Note: National Cancer Grid (year of initiation and funds disbursement-2016) – INR 2.5 crore, Assam Cancer Grid (2018)- INR 5 

crore and Dhristi (2020)- 70.15 lakh

Empowering youth and women with relevant 

skills and enabling them to be industry-ready 

by equipping them with the right attitude 

and values to enhance their living conditions 

and contribute actively to the economy. 

Training youth for the telecom sector is a 

prime focus area. 

CSR Investment:  US$ 0.86 mn 

(INR 6.40 crore)

Lives touched: 101,592

Employability and 
Sustainable Livelihoods 

We seek to transform the education system 

using digital enablement, educators’ 

empowerment and youth engagement to 

create exponential social, economic and 

environmental impact.

CSR Investment:  US$ 0.53 mn  

(INR 3.96 crore)

Lives touched: 37,872

Education

Ensuring access to healthcare to 

underserved communities especially 

adolescents, women, children and the 

elderly. Facilitating collaborative basic, 

translational and research in healthcare and 

promoting mobile health services. 

CSR Investment:  US$ 1.1 mn* 

(INR 8.20 crore)

Lives Touched: 30,245

Healthcare 
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Key initiatives
• A New Education Worldview (ANEW) 

– It is a transformative initiative that 

is reforming primary education in 110 

government schools in Gurugram by 

equipping teachers with evolved teaching 

methods and practices, integrating 

technology into the curriculum, improving 

learning outcomes among students, 

reducing dropout rates, and enhancing 

community ownership.

• Samarth – It is a rolling scholarship-cum-

mentorship programme extending financial 

assistance and guidance to undergraduate 

students from socially and economically 

marginalised sections around Pune. 

• Kreeda aur Shiksha – This is a holistic 

programme that seeks to provide quality 

education to first-generation learners 

in Bengaluru by leveraging innovative 

teaching techniques and digital content 

to develop their skills making them more 

confident about their application.

• Global Citizenship Education using ICT 
– This programme combines the power 

of technology-enabled education and 

critical appreciation to instil the habit of 

independent, critical thinking in primary 

and secondary grade learners in Bengaluru.

• School Enrichment Programme – The 

initiative seeks to improve the academic 

performance of children from low-income 

schools in Mumbai through innovative 

learning methods and by creating a 

network of community educators as skilled 

para-teachers who can contribute towards 

conducive classroom teaching for children. 

• Foundation for Academic Excellence 
and Access Scholarship (FAEA) – This 

scholarship is a Tata group initiative 

that seeks to extend equal opportunity 

to meritorious undergraduate students 

by supporting their tuition and living 

expenses. 

• Schools in Action for the Planet – This 

initiative provides education to young 

students and teachers with a focus on 

sustainability through specially curated 

modules on ecological, social and cultural 

aspects of sustainable development and 

field-based learning in 10 schools 

in Chennai.

As many as 17 community learning centres 

have been set up at venues granted by local 

village councils to extend regular learning 

support and mentorship to children while 

giving them a safe space where they can 

express their thoughts and interact with other 

children. The emphasis on technology-enabled 

learning is intended to improve the quality 

of learning and, thereby, enhance student 

experience along with improving student 

learning outcomes. An inter-linked objective 

is to familiarise young learners from resource-

poor backgrounds with digital developments 

to inspire confidence and a sense of comfort 

in using technology.

Education
From offering children scholarships to building 

the capacity of the teachers, and engaging 

with them, we endeavour to promote access 

to quality education while encouraging 

life-long learning. We are working with our 

non-profit partners to help create sustainable 

and inclusive technology-based solutions in 

Haryana, Maharashtra, Karnataka and Tamil 

Nadu across 136 schools and 7 colleges.

Community development 

Enhancing choices 
and capabilities

17
Community learning centers
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International CSR activities
Tata Communications has expanded its CSR 

footprint globally. The international CSR 

activity is over and above the requirements of 

the Companies Act, 2013. 

Tata Communications have been working 

with the Evergreen Secondary School through 

the ‘Network for Teaching Entrepreneurship 

(NFTE)’ programme in association with 

Halogen Foundation, Singapore. It was 

initiated in 2016, with the desire to help 

resolve some of the fundamental concerns 

of the community we serve, by empowering 

youth with the relevant skills that will allow 

them to be industry-ready, as well as have 

the right attitude and values to enhance their 

future prospects.

NFTE programme annually benefits 

37 students. The programme targets 

students of socio-economically underserved 

background to instil an entrepreneurial 

mindset through experiential activities, regular 

work sessions with corporate volunteers and 

various other activities. The programme has 

helped them to move out of their current 

situations by improving their social mobility, 

self-esteem and skills in Mathematics 

and English.

Community development 

Enhancing choices 
and capabilities

Environment-focused education
Tata Communications partnered with 

Auroville Foundation to implement a 

robust education programme to create 

future leaders who are ecologically 

aware and are attentive to the principles 

of sustainability. The project equips 

school going children with the right 

knowledge and skillsets required to 

become solution-oriented stakeholders 

of their local environments. Launched 

in March 2020, the project was adapted 

for delivery through online format, 

following the mobility restrictions 

induced by COVID-19. 

Adopted methodology
The online modules make young 

learners aware of the complex 

interconnections in the natural world, 

by enabling learners to engage with 

environment through a range of 

interactive hands-on methods. The 

education modules are designed to 

make space for mutual appreciation, 

intellectual and mental growth and 

facilitate engagements with family 

members and neighbours. 

Skits: The skits delivered information 

on topics such as organic farming 

and solid waste management along 

with humour and hyperbole to make 

it more accessible and relatable. Each 

skit was followed by a Q&A session 

and a discussion to assess and further 

facilitate the understanding of the topic 

introduced.  

Online games and puzzles: Games 

such as Scavenger hunt (used to help 

learners know more about plastics) 

and puzzles (such as putting pictures 

together to know more about an insect, 

bird or an animal) were followed by a 

summation which brought together all 

the individual learnings. 

Bamboozle: A rapid hunt where 

children fetched different items 

displayed on the screen. The primary 

objective was to point out how many 

of those items were in fact made out of 

plastic.

Quiz: Different forms of quizzes 

were used to help the children take 

ownership of their learning and to 

display their comprehension of it. The 

modules were also designed to foster 

an atmosphere of trust, co-learning and 

collaboration. They were structured 

as spaces where the students felt the 

freedom for self-expression without 

being judged and where they received 

appreciation for their contributions, 

skills and abilities.

Outcome
• Imparted values, skill sets and 

knowledge needed for sustainable 

development to 1,500+ individuals 

• Heightened environmental 

consciousness

• Skill building with improved spoken 

English skills. 

• Built critical thinking and 

collaboration competencies

Schools in action for the planet

Approach to value creationIntroduction Environment Social Governance Annexures

Diversity & inclusion Human rights & labour compliancesLearning & developmentHuman resource development Health, safety & well-being Community development Customer experience & loyalty Supply chain management



TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021 54

Employability and 
sustainable livelihoods
We drive sustainable livelihood generation 

with a belief that a society of empowered 

individuals who enjoy a decent standard of 

living, can create overall prosperity and help 

develop a nation.

Employability

• 15 training centres were operational, 

supported with rent and maintenance, 

along with one training centre within 

the Tata Communications campus in 

Pune. However, in light of the COVID-19 

pandemic and the subsequent lockdown, 

the centres were closed down and the 

training shifted to an online format. Post-

relaxation of restrictions, nine centres 

were operational in a limited capacity. 

• The centres have been set up to extend 

the personal and economic freedom of 

women from underserved communities 

by skilling them in income-generating 

activities and providing them with 

financial literacy and awareness.

Initiatives under the umbrella 
include:

1

2
Sustainable Livelihoods

• Adapted climate-smart technologies for 

high-value agriculture promotion (148 

acres) through drip installation (70 acres) 

and high-tech nurseries.

• A Package of Practice (PoP) was 

created with step by step instructions 

for vegetable cultivation, livestock 

management and small business in 

vernacular languages.

Community development 

Enhancing choices 
and capabilities

Employability Highlights

5,818 adults
(>5,300 women) imparted vocational skills

353 women
trained in nine batches of Women 

Entrepreneurship Development Programmes 

(WEDP), post-training one-year assistance 

helped them to leading to the formation of 58 

enterprises from the batches of WEDP in  

FY 2019-20

393
adult learners gainfully employed after 

training with an annual average salary of  

~US$ 1,875 (INR 139,200)

~35%
of adults in income-generating activities

490 women
sensitised through ten entreprenership 

awareness camps

• Adult literacy training has improved the 

income level of the family and enhanced 

efficiency by improving life-skills, digital 

and financial literacy. This has enabled 

them to use digital applications for 

both personal and professional benefits. 

Thereby reducing information gaps, 

reducing travel time for services which can 

be remotely availed and enabling better 

monitoring of agriculture and livestock.

• Promoted 567 Village Institute members 

through Yahamogi Farmer Producer 

Company (FPC), heading 36 Village 

Institutions with more than 1,400 

shareholders to create a sustainable 

impact; Provided doorstep crop inputs to 

1,800 tribal farmers in lockdown during 

the pandemic 

• Supported 2,196 households for goat 

rearing and improving buck breeding 

through the introduction of 30+ quality 

Osmanabadi bucks

• Ran a health and nutrition programme 

with 3,000 tribal households in 41 villages 

to reduce mother and child malnutrition.

• Provided safe and adequate drinking water 

to 120 households residing in hilly terrain

• 1,130 mobile phones were distributed 

to project participants to enable access 

to agricultural support services and 

improved animal management.

• Tailoring and beauty care equipment 

was procured for all centres. These 

training centres have been set up to 

extend personal and economic freedom 

in women from undeserved communities 

and providing trainings on life skills as 

well as financial literacy and awareness. 

The trainings were shifted to a blended 

learning format to adhere to the 

COVID-19 rules and regulations.

• Through life skills trainings – participants 

have also learned financial management, 

skills to assess the quality of raw 

materials used, stress management, 

negotiation skills, emotional resilience, 

along with leadership skills.
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Creating their own fortunes 
One of our flagship projects that is 

implemented in partnership with Collectives 

for Integrated Livelihoods Initiatives (CInI) 

in the only tribal-majority (>60%) district in 

Maharashtra with an extremely low Human 

Development Index value. This holistic 

intervention is enabling 7,500+ tribal women 

farmers (98% tribal households, 45,000+ 

beneficiaries) in 41 villages in Dhadgaon block 

of Nandurbar, Maharashtra to craft their way 

out of poverty and enhance their quality of life 

and life choices.

Adopted methodology 
Water conservation and irrigation 
development: Restoration of traditional 

water harvesting structures, building lowland 

group wells (17), deepening existing wells 

(02) to share resources between farmers.  

Additionally, lift irrigation performed seven 

times through the year in places where check 

dams may not be feasible. 

Community development 

Enhancing choices 
and capabilities

Lakhpati Kisan - Smart Villages

Agricultural cluster development: Promotion 

of climate-smart technologies like drip and 

mulch-based precision farming for high-value 

agricultural produce along with encouraging 

diversification of crops. Setup 7 high-tech 

nurseries producing 1.4 mn+ disease-free 

sampling, hence generating an average annual 

income of US$ 2,260 (INR 167, 860) for 

1,680 families.

Livestock development: Promotion for 

income diversification amongst farmers 

living in uphill villages with lesser avenues of 

income generation, the component focuses 

on introducing quality bucks, increasing the 

herd size of farmers, improving feed sources, 

bettering goat management practices 

and introducing paid, shared veterinary 

management support. 

Digital inclusion initiatives: Improving 

literacy through an integrated approach 

to technology in education, awareness of 

and access to health-related government 

schemes (particularly for pregnant and 

new mothers along with children) through 

a community-based nutrition initiative and 

making safe drinking water available for all by 

strengthening sources and enhancing access 

to potable drinking water through paid, shared 

drinking water stations.

Trainings: Conducting regular agricultural 

-training and veterinary camps to build 

capacity and awareness of farmers 

on improved agriculture and livestock 

management practices. Skilled manpower for 

advanced agriculture practices by conducting

three training sessions on leadership for 

Farmer Producer Company, 100 training 

sessions on livestock management practices, 

136 training sessions on high-value farming, 

11 training sessions for Village Institution’s 

members, six pre-season training for 

community resource persons.

Outcomes
• Enabled prosperity for the tribal women 

farmers; 28% of the 7,500+ households  

are now earning more than  

US$ 1,346 (INR 1 lakh) per annum

• Provided quality vegetable seedling to 

2,483 farmers round the year to enable the 

rapid promotion of vegetable/high-value 

farming, leading to an average annual 

income of US$ 1,845 (INR 1,37,000) 

• Strengthened irrigation facilities in the 

region; area under irrigation has grown 

by 9%

• Marked decline in rural-urban migration, 

which has gone down by 80% 

• Goat mortality rate has gone down to 

4% from 55%

• 4 solar-power driven drinking water 

schemes are providing potable water

• 1,300 students are accessing ITE 

based education in 9 government and 

ashram schools
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Healthcare
Our key focus is improving access to quality 

healthcare services for people belonging to 

the underserved sections of the society, with 

emphasis on prevention and care of non-

communicable diseases in rural areas.

Assam Cancer Care Programme
We focus on reducing the disease burden 

of cancer in rural Assam by facilitating early 

diagnosis. Through the installation of scanners, 

we are promoting the ‘telepathology’ 

infrastructure for diagnostics in cancer care 

in remote locations of Assam. This would 

enable pathologists to view and report the 

cancer stage in a timely manner and reduce 

travel time for patients from remote areas to 

bigger hospitals in other cities for preliminary 

consultation.

National Cancer Grid
The project aims to bridge the training gap 

observed among healthcare workers in the 

cancer screening programme and improve the 

effectiveness of the cervical cancer screening 

programme across India. Introduction of 

patient navigators in the project hospitals to 

assist patients’ access to hospital facilities

Implementing a larger vision
Launched in 2020, Drishti is our first 

initiative in the state of Bihar which has 

the lowest Human Development Index 

(HDI) value amongst all the states of 

India. For Drishti, we partnered with the 

Akhand Jyoti Eye Hospital to support their 

ambitious goal of eradicating bilateral 

blindness in Bihar through employment-

linked education and preventive eye care.

Adopted methodology
Developing leaders: E-MBA and advanced 

leadership training sessions, including 

soft skills along with aptitude-specific 

skills training for senior resident girls to 

prepare them for leadership positions in 

the eye hospital.

Technology for healthcare: Development 

of a data-capturing smart phone and 

integrated web application to centrally 

store and digitally capture patient data 

from screening initiatives.

Community development 

Enhancing choices 
and capabilities

Drishti

Healthy and productive lives: Vision 

screening for 50,000 young learners 

in government run schools/anganwadi 

centres to address vision loss in childhood. 

Identified children in need of spectacles or 

corrective eye surgeries are provided the 

same free-of-cost.

Enabling young girls: Employment and 

life-skills linked residential education to 

50 underserved young girls from rural 

Bihar to develop them as future leaders 

and change makers in the domain of eye 

care. A blended programme of classroom 

trainings, use of IT platform and exposure 

to leadership and prepares participants 

to undertake professional study in 

optometry. The initiative creates shared 

value as upon successful completion 

of professional studies, these girls are 

absorbed and deployed into the hospital 

system where they earn stable livelihoods 

while contributing to the larger goal of 

blindness eradication.

Outcome
The onset of COVID-19 in 2020 affected 

the larger rollout of this initiative.

• 17 girls were enrolled in the E-MBA 

course; all of them had completed their 

professional qualification in Bachelor of 

Optometry

• A comprehensive app – called 

Navigator - has been developed for 

capturing patient data; the application 

has been deployed in outreach vans 

and vision camps and has already 

supported the screening and referral of 

6,000+ individuals
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Our efforts in the context of COVID-19 were guided by a response framework 
aimed at leveraging our strengths to support communities under three significant 
areas: extending digital infrastructure support, bolstering healthcare services and 
providing relief.

Response to COVID-19
Community development 

Key activities

1
Partnered with Tata Power Delhi Distribution 
Limited (TP-DDL)
to provide ration kits and hygiene supplies to 

1,000 underserved families from the Jhuggi-

Jhopri (JJ) cluster in Delhi; Moreover, 55 

underprivileged women were supported to 

gain livelihood through mask-making which 

led to income generation during the 

lockdown period.

2
US$ 30,424 (INR 22.59 lakh) contributed in 
partnership with Tata Motors 
to support the impacted, including migrant 

workers, nomadic tribes, health workers, 

through Sumant Moolgaokar Development 

Foundation (SMDF) in Pimpri Chinchwad 

Municipal Corporation (PCMC) area, 

Pune, Maharashtra.

3
Initiated a global employee donation 
with a dollar-to-dollar match by the Company; 

contributed more than US$ 102,357 (INR 76 

lakh) to Tata Community Initiative Trusts 

towards supporting distressed families.

4
Distributed 6,500 handmade masks 
to communities located in Bhosari, 

Panchasheel Nagar, Vaiduwadi, Malwadi at 

Pune; women supported to gain livelihood 

through mask-making.

5
Ensured the well-being of communities 
by extending our support to four of our 

long-term partners in Haryana (1,000+ 

beneficiaries), Mumbai (500 students and 

their families for 15 days) and Bengaluru 

(1,500 students and their families) during 

the pandemic.

6
Distributed dry ration 
to 1,100 families of migrant labours at 

Nandurbar, Maharashtra.
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Our service philosophy is ‘Whatever it takes’ 

and this has helped us establish a unique 

connect with our customers with our well-

differentiated services in a highly competitive 

market. The customer centric culture within 

our organisation is driven through multiple 

facets, which also reflects in our vision 

and mission. To be on top of the game, we 

constantly assess customer satisfaction so 

that we can make improvements where 

necessary and achieve greater retention and 

customer loyalty. 

Despite the ongoing pandemic, we have 

excelled in delivering customer experience and 

our efforts have received appreciation both 

from the industry and from our customers who 

have lauded our responsiveness and sense 

of responsibility. At Tata Communications, 

we have put up various customer listening 

processes to capture customer feedback and 

understand their needs across the customer 

journey. We gather our insights by identifying 

key interactions or ‘moments of truth’ that 

have maximum impact on driving customer 

success. This insight is analysed and based on 

it, action is taken by the relevant stakeholders.

For us customer-centricity not only means providing best-in-class services, but 
constantly pushing the boundaries leveraging the latest technology to give our 
customers an unparalleled experience while continually assessing ourselves 
against set benchmarks gearing ourselves for the future.

Customer experience & loyalty

Listening and learning 
go hand-in-hand

Leader in Gartner Magic 
Quadrant for Network 
Services, Global 2021 
(8th year in a row)

Won the Customer 
Experience Excellence 
Award at CC Global     
awards 2020 
held in Berlin

Won Enterprise Data 
Service Provider of the Year 
for the 11th time

Certified TL 9000 in India, 
Singapore and Sri Lanka
since 2006 by DQS

7,000+ 
active customers

94% 
of our customers have 

given us a 4+ rating

The backbone applications of 
the Shriram Group of companies 
are connected on the Tata 
Communications network. 
Availability and quality of link 
were the two major parameters 
considered while choosing 
connectivity for critical applications 
and Tata Communications offers 
the best experience. Moreover, the 
transparency and accountability 
of the team is commendable. 
The team always goes the extra 
mile to ensure its customers are 
happy. Recently, the connectivity 
(MUX) room in one of our Group 
companies caught fire and cables 
were burnt. Tata Communications 
quickly sent its team and the links 
were restored in less than 12 hours. 
It was a great relief for us. I am 
happy with the overall experience 
they created for us.

V Sendil  Kumar
VP-IT, Shriram Group Ltd
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Our approach to providing quality 
customer experience:

Listen
We listen to our customers to understand 

the challenges they face and their pain points 

through targeted customer interaction, 

review and feedback mechanisms. We also 

‘Listen and learn’, with the listening process 

being extended to our analysts, vendors and 

competitors in order to gauge the external 

environment impacting our business. 

Identify
Half the job is done if we are able to identify 

the priorities of our customers. This helps us 

to narrow down our areas of intervention and 

deliver timely solutions to our customers. 

Measure
Customer satisfaction is measured once the 

pain points and priorities are identified and 

addressed. We map the customer experience 

and satisfaction against the priorities 

identified previously. To ensure the process 

is both smooth and transparent, we have 

employed internal and external assurance 

teams to measure customer satisfaction. The 

outcomes are then deliberated over by our 

Global Management Committee (GMC) and 

shared with the process owners to address the 

scope for improvement.

Measuring our 
performance
We have a number of customer listening 

processes designed to come up with 

solicited feedback that can be implemented. 

Among these processes are: Net Promoter 

Score (NPS) survey, real time feedback and 

balanced scorecard, win-loss analysis, 

Request for Proposals (RFPs) and early 

customer engagement, engagement with 

industry analysts and partners, forums and 

events, and customer effort score. All of these 

ultimately feed a Customer Action Planning 

meantto close the loop and improve the 

customer experience.

1
NPS Survey
We measure customer experience using 

Net Promoter Score (NPS). It is based on a 

survey conducted by an external organisation, 

which gives a net score on the willingness 

of customers to recommend our services 

to others. It is conducted annually globally 

by a third-party vendor in order to maintain 

neutrality. NPS score has been seeing an 

increasing trend and we are above the 75th 

percentile against the benchmark.

VOC from various sources
(Structured as well as unstructured)

VOC Analytics Platform

Customer-focused 
culture

New customer 

engagement 

model (CSM & 

CST Launch)

New product/Offerings/

Network roll out

Functional process fixes

Automation/Digitisation

Detractor management

Advocacy programmes

Account level service 

Improvement plans

Strategic/Functional CX 
initiatives

Tactical 
initiatives

Customer experience & loyalty

Listening and learning 
go hand-in-hand

2
Real time feedback and balanced scorecard
We have put in place a process to get real 

time feedback by measuring customer 

effort score immediately after a transaction. 

We are now planning to make this part 

of the digital sales journey in FY 2021-22. 

Additionally, we are also planning to launch 

an automated process of having a monthly/

quarterly Balanced Score Card (BSC) based 

on customer feedback. Given our ongoing 

engagement with most of the Fortune 1000 

customers, this real time feedback is of crucial 

importance to us.

3
Win/loss analysis
We also listen and learn from our wins and 

losses by analysing the reasons by talking 

to customers and internal stakeholders. The 

output of the win/loss analysis is used for 

driving necessary changes/improvements to 

enable higher win rates.
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Measuring our 
performance (Continued)

4
RFPs and early customer engagement
Complex RFPs are analysed by the sales, 

solutions, product and service wrap teams 

to devise and build new platform solutions 

and features as per the customer and market 

needs. For example, the SCDX platform, which 

resulted from an understanding emerging 

customer needs through early engagements 

and RFP analysis. 

6
Forums and events
Information and Communications Technology 

and Media and Entertainment forums and 

events provide both formal and informal 

opportunities to understand the prevalent 

and future technology trends that are being 

considered by our customers, partners 

and competitors.

5
Engagement with industry analysts and 
partners
Product, Corporate Strategy and the 

marketing teams engage regularly with 

leading industry analysts (e.g., Gartner, IDC, 

Omdia, Frost & Sullivan and others) to apprise 

them of our product strategies and roadmaps, 

and simultaneously seek their insights and 

feedback on the market trends. In addition, 

we encourage customers to provide feedback 

through the Gartner Peer Insights portal.

7
Customer effort score
We regularly conduct feedback surveys 

across different customer touchpoints. These 

surveys undertaken by various teams in sales, 

service delivery, billing and service assurance 

enable us to understand the viewpoints of 

customers. ‘Ease of doing business’ emerged 

as the top priority for our customers during 

the last annual NPS survey (FY 2019-20). 

Keeping that in mind, the Company rolled 

out the ‘Customer effort score’ to understand 

the customer perspective across several 

touchpoints in the customer life cycle.

Customer experience & loyalty

Listening and learning 
go hand-in-hand

Customer Effort Score
 Total number of respondents who 

rated ‘Agree’ or ‘Strongly agree’

Total number of respondents

Dedicated, even in times of distress
We have been working with a leading 

Indian bank for over 10 years. Their 

services were hit when Cyclone Amphan 

made landfall in the eastern coast of India 

in May 2020. Branch operations, ATMs, 

cheque processing services came to 

a standstill. 

Our team responded with a proactive 

approach in restoring operations in the 

affected places. We kept the customer 

updated with latest facts on the ground 

and information about the power status 

and health of equipment. We were in 

constant touch with the bank’s team, 

troubleshooting with the help of 

video conferences. 

We were successful in restoring four of 

their sites within the first day after the 

cyclone. All other sites were restored 

within a week. Not only did we manage 

to finish the work within the stipulated 

time, we also increased our revenue by 

migrating our services from off net to on 

net. We are committed to serving our 

customers in every situation to the best 

of our capabilities. 

Cyclone Amphan in India

8 awards
at the Frost and Sullivan ICT Awards 

2020 under the ‘Company of the 

Year’ category
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Innovation on the go
As a global digital ecosystem enabler, we 

are dedicated to leverage innovation to 

help our customers deliver extraordinary, 

transformative experiences to their clientele. 

Working alongside our customers across 

industries and around the world, we are 

building future technologies that boost 

virtually every aspect of life. We constantly 

upgrade our services and offerings, driven by 

our vision to advance the reach and leadership 

of our customers.

New portfolios launched in  
FY 2020-21

• Secure Connected Digital Experience 

(SXDx) – a thematic solution to enable 

digital-first strategies and businesses 

• Managed Public Cloud Security – Azure 

– new service to monitor and manage 

security aspects of Azure cloud services 

• Virtual Desktop as a Service (VDAAS) 

– In the current pandemic conditions, 

organisations want to secure their 

employee access through enhanced 

security and accessibility through virtual 

desktops where limited access is given to 

users while the centralised system is built 

on Tata Communications cloud platform

• Focused solutions to enhance our portfolio 

to be more agile, dynamic, secure, scalable 

and cloud driven; expansion of internet 

presence to the newly developed data 

centres to be near our customers for 

delivering world-class internet experience 

to them

• All customer contracts backed by Service 

Level Agreements (SLAs); services 

managed on the basis of industry-leading 

benchmarks to ensure great customer 

experience

We strive to provide:

Efficient and quick service delivery 
through automation and self-
servicing

Performance monitoring tools for 
network services

Up-to-date and fresh technology to 
streamline user experience 

Service-focused on delivering 
customer business needs

Wide spectrum of choices by adding 
more technology vendors

Automation of services for 
transforming the customers business 
journey

Customer experience & loyalty

Listening and learning 
go hand-in-hand

We have developed products, services, 

platforms and thematic solutions to serve 

both our current and potential customers. 

These are taken to our customers using the 

defined segments/Route to Market (RTM).

Enhancing customer 
engagement

1
We adopted a ‘deeper with fewer’ strategy 

with a focus on the top 1,000 customers. We 

intend to deepen our relationship with our top 

customers across multiple touch points and 

customer hierarchy. Our Senior leadership 

team engages with our Top Enterprise & 

Over-the-Top (OTT) segment accounts from 

time to time to get the first hand pulse of 

the customer. The executive sponsorship 

programme is one such initiative we have 

taken with an objective to drive advocacy, 

deepen relationships, expand share of wallet 

and drive best-in-class customer experience.

2
For our Large Enterprise customers, we 

simplified and refined our engagement model 

focusing not only on customer experience but 

also on customer business outcomes with the 

help of a designated customer success team 

(CST) that proactively listens, engages and 

problem solves across the customer life cycle. 

The programme was launched in FY 2020-21 

and will be refined further in FY 2021-22 with 

major interventions across people, process 

and automation support
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How Customer Success 
Team (CST) functions:
• The Account Manager understands the 

customer’s business needs and anchors 

the overall relationship. Along with 

solution architect, he works closely with 

customer stakeholders during pre-

sales and sales cycle to ensure that we 

provide a fit-for-purpose solution

• The Programme Manager understands 

the customer’s delivery needs and 

engages with relevant customer 

stakeholders throughout the 

delivery period

• A Customer Success Manager (CSM) 

helps the customer harness the 

full potential of products. The CSM 

conducts regular reviews, manages 

escalations, and works across 

functions internally to ensure customer 

requirements are met 

Land
Sales and solutions 

engagement to 

meet customer 

business requirement

Nurture
Proactive lifecycle 

management to meet service 

quality parameters with time, 

value and event- 

based engagement

Renew
Be customer’s advisor to 

explore best fit solutions/

alternate technology/during 

the renewal process

On board
Guide the contractual and 

operational alignment with 

all the stakeholders to meet 

business outcome

Adoption
Recommend consumption 

plan, best practices to help 

customers realise desired 

business value

CUSTOMER’S PARTNER IN SUCCESS

CSM supports customers across 
their journey with us

Point of contact throughout the journey

Customer experience & loyalty

Listening and learning 
go hand-in-hand

Enhancing customer 
engagement (Contd.)

3
For some of the top enterprise customers, 

we have established an Off-Shore Customer 

Success Management model based out of 

Pune which works on the follow-the-sun 

model, which is similar to how the regional 

CSMs work across the customer life cycle.

4
We have a dedicated sales team for the prime 

segment accounts, which are beyond the 

top 1,000 accounts. We follow the FIGITAL 

(Field + Digital) model for these accounts 

with separate roles for hunting and farming of 

accounts and automation support.

5
For the digital customers segment, we have 

a CRM desk which manages the customer 

relationship virtually and manages the life 

cycle of the customer across the 

customer journey.
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Customer Testimonials

Customer experience & loyalty

Listening and learning 
go hand-in-hand

The outbreak of COVID-19 and 
subsequent work-from-home 
imperatives have led to the 
requirement of a strong and reliable 
network. Tata Communications 
played a pivotal role in setting up 
a proactive business continuity 
plan to ensure we scaled our 
network connectivity in an agile 
manner without any bandwidth 
constraints. Moreover, I would like 
to acknowledge that the network 
availability during the crisis has 
been commendable. In a recent 
incident, the Tata Communications 
team highlighted temperature 
issues with one of our MUX devices 
for two locations. Despite the 
lockdown, they immediately sent 
a field engineer to ensure services 
were restored in no time. They have 
helped us set up a solid foundation 
upon which we run our network.

Pramod Maharana
Consultant, Atos Syntel

Indian Power Corporation Limited (IPCL) 

is a leading energy company offering 

power generation, distribution, and 

renewable energy as a one-stop shop.

Facing technical and commercial loss in 

distribution, IPC considered smart grid 

introduction a critical commercial focus. 

It would cover the major components 

such as distribution transformers (DT), 

Internet of Things (IoT) and smart meters 

in transformers and raise efficiency. 

Our IZOTM Private Cloud accepts inputs 

from IoT devices that are tested and 

installed by the IPCL team. It uses SIM-

based GPRS connectivity to transfer data 

to the IZOTM Private Cloud. Engineers 

use laptops to monitor distribution 

transformers parameters, while SMS 

messages inform them of parameter 

deviations so that they can take action 

before an outage. 

In the first phase of the rollout, IoT 

devices at DT levels, extending to smart 

meters in DT and consumers, have been 

installed in the IPCL grid. This smart grid 

solution takes pre-emption action before 

an outage can occur. Hence, aggregated 

loss has dropped and power outages 

have reduced by 15-20%. Engineering 

productivity has significantly increased. 

The experience with IPCL can led to the 

installation of similar smart grids in other 

regions of India. 

Private cloud as innovative 
smart grid

15-20%
Reduction in power outages along 

with lesser aggragated loss
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Criteria for supplier selection
All our equipment suppliers and service 

providers are required to adhere to the Tata 

Code of Conduct and MSS requirements 

as applicable from time to time. The code 

requires that suppliers act with integrity and 

comply with laws and sets forth the following:

Suppliers must share Tata Communications 
commitment to human rights and must 
prohibit and prevent the use of any form of 
forced labour or child labour

Suppliers must recognise and protect 
employees’ freedom of association

Suppliers must maintain a healthy and safe 
working environment for their employees 
and representatives and adhere to applicable 
health and safety laws

Suppliers must comply with all environmental 
laws and representatives and adhere to 
applicable health and safety laws

All the above highlighted requirements 

are fully adhered. Over and above this, our 

suppliers are required to include regular 

operational mandates and features relating 

to quality, product specific requirements, 

occupational health and safety as well as legal 

and ethical compliance. While choosing a new 

supplier or continuing a relationship with an 

existing supplier, we assess each supplier’s 

compliance with our rules on health, safety 

and responsible behaviour in conjunction with 

our assessment of commercial factors such 

as quality, cost and ability to deliver on time. 

Suppliers of passive infrastructure are also 

regularly evaluated for their environmental 

performance. This is an important criteria for 

the selection of a supplier, along with other 

commercial aspects.

Supply chain management

Staying committed to 
responsible sourcing

We consider our suppliers an integral part 

of our business success and we understand 

that a reliable and sustainable supply chain is 

critical to sustaining our growth as an efficient 

and responsible business. Our supplier 

base consists of 1,890 suppliers across our 

locations, subject to our local sourcing norm, 

and our code of conduct and human 

rights philosophy. 

Our operations rely on Indian and international 

supply chains that span across multiple 

tiers. We procure our supplies from original 

equipment manufacturers, either directly 

or from their authorised distributors. For 

general services, we depend on contractors 

who undertake end-to-end responsibility for 

projects. All our suppliers are expected to 

meet and comply with our environmental, 

ethical and social requirements as detailed 

in our contracts, and as mentioned under 

the Tata Code of Conduct and Mandatory 

Safety Standards (MSS). We also hold our 

suppliers accountable for managing risks in 

their operations and expect them to hold 

their suppliers accountable to the same 

high standards.

We believe that responsible supply chain management is critical to sustaining our 
commitment to our avowed values, to mitigating financial risk, and acting as a
good corporate citizen.

Supplier coverage and spend 1  
Our spend is spread across various categories 

based on business and customer needs:

• Network equipment and services spanning 
303 suppliers

• IT equipment and spend spanning 281 
suppliers

• Managed services (standard and non-
standard purchases for customers) 
spanning 323 suppliers

• Access (last mile off-net and backbone) 
spanning 233 suppliers

• Services procurement (includes purchases 
for OSP [Outside Plant Procurement], 
corporate services and purchase of passive 
infrastructure) spanning 982 suppliers

1 Tata Communications’ total supplier base is 1,892 suppliers. 

However, the same supplier supplies to multiple categories 

based on product applicability. Tata Communications has 182 

such suppliers
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We spend US$ 1,88,966 (INR 2,545 crore) for 

the procurement of equipment and services, 

with over 1,890+ direct suppliers around the 

world3 to support our operations and meet 

customer needs:

9%
Category A

53%
India

21%
Category B

18%
Europe

70%
Category C

17%
America

12%
AMEA

Supply chain management

Staying committed to 
responsible sourcing
We also categorise our suppliers based 

on their wallet share of spend in Tata 

Communications. Suppliers are divided into 

three categories2, where the % of supplier in 

each category is:

2ABC analysis is used to place suppliers in 3 categories. 

Where suppliers covering 80% of spend are considered in 

Category A, spend between 79% to 65% are considered in 

category B and the balance in Category C.

3Tata Communications’ total supplier base is 1,892 suppliers. 

However, the same supplier supplies to multiple regions. Tata 

Communications has 88 such suppliers

Sustainable supply chain framework   
Our ability to identify, assess and mitigate 

supply chain risks plays a vital role in 

developing sustainable supply chains. Risks in 

supply chain may disrupt operations, which 

ultimately reduce organisational performance 

to serve its customers.

In FY 2020-21, we conducted a pilot (Tier 1) 

HSE supplier assessment to analyse our 

supply chain partners’ database and to find 

out if they can be classified as responsible 

partners having effective HSE processes and 

controls deployed in their organisation. Results 

confirmed that more than 90% of suppliers 

were responsible suppliers.

This year we are in a process to roll out a 

comprehensive Sustainability Supply Chain 

Framework for our operational teams by 

integrating the all-encompassing sustainability 

parameters of our supply chain and 

formulating a framework that comprises three 

tools of implementation: 

• Sustainable supply chain policy

• Supplier Code of Conduct

• ESG checklist for suppliers

The framework seeks to identify, assess, 

control and report potential risk exposure 

to supply chain performance as part of pre-

contract and evaluation, contract execution, 

Supporting small businesses
We recognise our role and responsibility 

to support and encourage smaller, local 

companies as well as those under-represented 

in the industry. Though our main suppliers are 

multinationals, we aim to create sustainable 

livelihoods through our operations by 

emphasising on local procurement of goods 

and services and by creating a diverse 

supplier base. In the reporting year, we 

spent US$ 1,88,966 (INR 2,545 crore) on 

orders, out of which procurement spend in 

the Indian region made up 53% of the total 

procurement budget.

ongoing and post-exit stages. Apart from 

the existing emphasis on H&S, labour 

compliances, and business ethics and integrity 

we are integrating Environment, Social and 

Governance policies and practices into the 

supply chain framework.  

We expect our suppliers to uphold the 

sustainability vision endorsed in the 

Company’s sustainable supply chain policy 

and follow our core principles on labour 

and human rights, H&S, environment, anti-

corruption and anti-bribery, ethics and 

transparency, and information protection 

by consenting to adhere to our policy and 

Code before commencing business with us. 

Once rolled out, we will screen our suppliers 

and contractors on ESG parameters as part 

of our due diligence procedure and will  

strengthen our monitoring mechanisms in 

place to rigorously audit their sustainability 

performance and establish impact created as 

a result of subsuming sustainability policies 

and practices. 

We are in the progress of pilot testing the 

incorporation of these tools in our supplier 

onboarding and engagement processes, 

specifically in our main business functions in 

India. We are aiming to complete the pilot 

project by the second quarter of FY 2021-22, 

following which we will implement the 

Sustainable Supply Chain Framework 

Company-wide progressively.

53%
Of total procurement budget on 

sourcing local goods and services
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US$ 410.7 mn
Employee wages and benefits 
(INR 3,049.1 crore)

Annual
training on  
anti-corruption for all 
employees

US$ 0.18 
(INR 14 per share)
highest-ever dividends 
since 2002

Zero 
significant fines or non-
monetary sanctions for 
non-compliance

Zero
cases of corruption

Zero
breaches of customer 
privacy issues
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Our reputation as an ethical and transparent 
organisation has enabled us to build a strong 
foundation of trust with our stakeholders, on which 
we aspire to propel a sustainable future.
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Our persistent pursuit to achieve higher standards in governance sets us apart. 
We believe good governance is the cornerstone of a sustainable business, with 
an unwavering commitment to integrity, fairness, equity, transparency, and 
accountability.

Integrity underpins our strategy
Corporate governance 

Our reputation as an ethical and trustworthy 

Company is our most important asset. We 

believe that consistently focusing on good 

governance and applying the highest ethical 

practices in all our activities enables us to 

uphold the trust of our stakeholders.

At Tata Communications, Corporate 

Governance is about meeting our strategic 

goals responsibly, while being accountable 

to our stakeholders. We have deployed a 

robust governance framework that takes 

into account the long-term interests of 

every stakeholder. The framework lays down 

procedures and mechanisms for enhancing 

leadership for smooth administration and 

productive collaboration among employees, 

value chain, community, investors, and the 

government.

Board of Directors 
The Board, among other functions, provides 

oversight on Tata Communications’ long-

term business objectives, organisational 

strategy and risk management, and 

overseeing stakeholders interests. The 

Board, through a well-defined responsibility 

framework, is instrumental governing the 

affairs, operations, strategy and performance 

of the Company. As of 31st March 2021, the 

Company had six directors-one executive and 

five non-executive. Two of the Company’s 

directors were independent directors and two 

were nominees of the Government of India.

Board Experience

Board age profile

Board diversity

> 20 years

Board of Directors (Above 50 years)

Board of Directors

Global Management Committee

Global Management Committee

Board Committees 
The Board has constituted certain 

committees which focus on specific areas 

of governance including financial reporting, 

stakeholder relationship and corporate 

social responsibility amongst others. 

These committees review and evaluate 

matters placed before them and make 

recommendations to the Board for its 

consideration and approval. The Statutory 

Committees constituted by the Board of Tata 

Communications Limited are:

• Audit Committee

• Nomination and Remuneration Committee

• Corporate Social Responsibility (CSR) 

Committee 

• Stakeholders’ Relationship Committee 

• Risk Management Committee 

For more information on committees,

Annual Report 2020-21 

100%

100%

11%

89%

83%

89%

11%

17%

Male

30-50 years

Female

Above 50 years

Board of Directors
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Integrity underpins our strategy
Corporate governance 

Ethics and transparency
At Tata Communications, adherence to legal 

and ethical behaviour is non-negotiable. We 

have an established compliance framework 

and ethics are embedded in the culture of the 

organisation. We have adopted a full suite 

of compliance policies intended to ensure 

the highest standards of compliance with 

applicable laws.

Ethics and integrity 
We believe in conducting ourselves with 

honesty and integrity, both within and outside 

the workplace. Strong governance ensures 

the hardwiring of ethics and integrity into 

our system. It is a reflection of our culture, 

values, beliefs and commitments. Inspired by 

the 150-year-old legacy of the Tata group, we 

always strive to live up to the Tata Code of 

Conduct. The Tata Code of Conduct (TCOC) 

and the Leadership of Business Ethics (LBE) 

framework remain the cornerstones of the 

group’s collective commitment to ethical 

business conduct to protect and strengthen 

the brand. We continued to participate in 

the Annual Ethics Survey conducted by 

the group. Owning to the strong ethics 

and integrity practices implemented in the 

company, we scored highest rating- Advanced 

for all the four pillars of the LBE framework 

namely, Leadership, Compliance Structure, 

Communication & Training, and Measurement of 

Effectiveness for FY 2019-20 and FY 2020-21.

Policies and standards
We have developed policies for our 

businesses aligned with our Group policies, 

values and principles. The overall effect of 

these governance policies is to ensure a 

consistent legal and ethical behaviour across 

the organisation. Our policies continuously 

evolve with the prevailing regulation and 

through interactions with stakeholders.

Some of the key policies we have 
devised include:

Anti-corruption policy
As with any multi-national company, operating 

on a global scale, Tata Communications may 

be exposed to corruption risks from time 

to time. We have comprehensive policies 

and procedures in place addressing anti-

corruption, anti-bribery and the prohibition 

of facilitation payments. Such policies and 

procedures are applicable to the Company, its 

subsidiaries, all employees, and third parties. 

Our anti-corruption policy and procedures 

are communicated to the Board, all Global 

Management Committee (GMC) members and 

business partners across the globe. 

We also have a due diligence process in place, 

which outlines the screening and awareness 

process that we must follow before engaging 

any third-party intermediary. In FY 2020-21, 

zero cases of corruption were reported or 

came to our notice. Further 92% of full-time 

employees undertook training on Tata Code 

of Conduct and Dignity at Workplace followed 

by an examination.

92%
Employees undertook training on Tata Code 

of Conduct and Dignity at Workplace

Policies

Compliance 
Our Board of Directors and senior 

management work assiduously to 

ensure regulatory, statutory and legal 

compliance in our processes, systems and 

operations. We abide by all applicable 

international and national laws and uphold 

the global standards of transparency 

and accountability. During the reporting 

period, no significant fines or non-monetary 

sanctions for non-compliance were imposed 

on the Company; nor have there been any 

legal actions regarding anti-competitive 

behaviour or violation of anti-trust or 

monopoly legislation.
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Global Dignity in the Workplace Policy
Our policy to ensure respect for all individuals 

without any bias is applicable across borders. 

For more details on the policy, refer the Human 

Rights section on page 47 in this report.

Global Competition Policy
An essential part of the ethics framework is 

the Global Competition Policy that provides 

a broad overview of competition laws and 

guidance on the types of situations that 

employees need to be aware of from a 

competition law perspective.

Integrity underpins our strategy
Corporate governance 

Advocacy and 
public policy 
We engage with governments and regulators 

in public policy discussions to share our views 

and the perspectives of our clients, employees 

and communities on issues relevant to our 

business. We aim is to provide the industry 

with highly specialised knowledge and key 

insights. 

We participate in stakeholder consultations 

with the Department of Telecommunications 

(DoT) (India), Telecom Regulatory Authority 

of India (TRAI) and also interact with industry 

associations like Federation of Indian 

Chambers of Commerce and Industry (FICCI) 

and Internet Service Providers Association 

of India (ISPAI) and relevant ministries. This 

year, DoT sought opinions from stakeholders 

with respect to its draft guidelines for the 

registration process of M2M Service Providers 

(‘M2MSP’) and WPAN/WLAN Connectivity 

Provider for M2M Services in April 2021. We 

have, accordingly, submitted our response. 

Anti-corruption policy (Continued)
We also have a Corporate Hospitality & Gifts 

(CH&G) policy. Any exchange of benefits 

under the CH&G Policy requires approvals 

from senior management and there are 

specific thresholds and caps on the amount 

that requires strict adherence.

Whistle-blower policy 
Our whistle-blower policy enables employees, 

customers and third-party intermediaries to 

disclose complaints related to violation of 

the Tata Code of Conduct and any unethical 

behaviour confidentially and anonymously 

without any fear of retaliation, discrimination 

or any other adverse effect on their 

employment. In FY 2020-21, we received 48 

complaints (includes 22 complaints which 

are under investigation) out of which 13 

complaints found to be valid and duly acted 

upon.

Prevention of sexual harassment charter
We have zero tolerance for sexual harassment 

and have adopted a charter on prevention, 

prohibition and redressal of sexual harassment 

in line with the provisions of the Sexual 

Harassment of Women at Workplace 

(Prevention, Prohibition and Redressal) 

Act, 2013. In FY 2020-21 (as on March 31, 

2021), the Company received four sexual         

harassment complaints of which three 

complaints were redressed with appropriate 

actions. Investigation for one complaint, 

received in February 2021, is in progress as of 

March 31, 2021.
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Rigorous systems ensure 
organisation-wide protection

Risk management

We take adequate measures and steps to mitigate risks covering all our business 
operations. A holistic risk management framework ensures rigorous systems are in 
place to identify and deal with any impact on our operations.

Being a digital ecosystem enabler, operating 

in a complex and competitive environment 

across diverse markets and geographies, 

Tata Communications is exposed to multiple 

threats and risks, from both internal and 

external sources. 

Internal control systems and their adequacy
We have robust internal control mechanisms, 

and our financial authority is clearly defined at 

the appropriate management levels. Technical 

and financial operations are controlled by 

state-of-the-art technology and systems. 

We have well-defined risk management 

policies and procedures to identify and 

assesses critical risks.

The Company’s key risks are regularly 

discussed with the members of the Risk 

Management Committee and the Board of 

Directors. The Risk Management Committee 

monitors and assesses critical risks to the 

organisation’s performance and strategic 

delivery. After identifying and assessing 

the risk under categories such as strategic, 

financial, operational and compliance, the 

Company defines control measures aimed 

at reducing the likelihood of its occurrence 

and the potential impact. The responsibility 

for effective and efficient implementation 

and maintenance of the risk management 

system rests with the Global Management 

Committee, which comprises the CEO, CFO 

and key business and operations heads. The 

Company’s risk management procedures are 

subject to a continual improvement process.

Enterprise Risk Management (ERM)
To manage risks, the Board of Directors has 

established an Enterprise Risk Management 

(ERM) process. This comprises the necessary 

organisational rules and procedures for 

identifying risks at an early stage and taking 

proactive steps to manage the risks inherent 

in any commercial activity. 

ERM risk assessments are a key input for 

the annual internal audit programme, and 

cover the Company’s various businesses 

and functions. In addition to internal audit, 

the Company also continues to conduct a 

detailed review and testing of the key internal 

controls related to financial reporting. This 

approach provides adequate assurance to 

the management and the Audit Committee 

regarding the effectiveness of the internal 

control procedures defined and implemented 

by the Management.

Business excellence
For us, business excellence is aimed 

at developing and strengthening our 

organisation’s key management systems 

and processes to continuously improve our 

performance and create greater value for 

our stakeholders. To achieve this, we have 

leveraged the Tata Business Excellence 

Model (‘TBEM’) which is drawn up on the lines 

of Malcolm Baldridge Business Excellence 

Framework. 

TBEM has provided us a framework for 

improving our business processes across 

various areas of the organisation covering 

leadership, strategy, customer, measurement, 

analysis and knowledge management, 

workforce, operations and business results. 

Management of various quality management 

systems of the organisation, such as 

TL9000, ISO27000, CMMI to name a few, 

are emphasised as part of TBEM. A rigorous 

assessment is undertaken every two years 

under the model and this has helped us 

achieve higher levels of excellence. 

During 2019 and 2020, we undertook two 

deep dive assessments – one in the area of 

Data and Analytics Operations using DATOM 

(Data and Analytics Target Operations Model) 

and the second for evaluating our strategy 

planning processes to understand and bridge 

the gaps in our business strategies. Both have 

helped us immensely in improving 

our services.

For more information on action plan, 

refer Annual Report 2020-21 
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Creating shared value
Economic performance

Our sustainability strategy is fundamental to achieving our long-term vision. By 
embedding sustainability in our business strategy, we can balance risk and deliver 
strong growth while creating a positive impact on people and the environment.

Adding economic  
value to stakeholders
Financial stakeholders
We are committed to doing business the 

right way, by adopting best practices and 

continuously assessing our performance on 

financial as well as non-financial parameters. 

In FY 2020-21, our revenue grew by 0.2% 

Y-o-Y to US$ 2,303 million (INR 17,100 crore). 

Our EBITDA for the year stood at US$ 573.8 

million (INR 4,261 crore), witnessing a Y-o-Y 

growth of 29.5%, with a margin expansion 

of over 560 basis points. Profit after tax 

is at US$ 168.4 million (INR 1,251 crore) as 

compared to a loss of US$ 11.58 million (INR 

86 crore) last year. Strong profits have helped 

us face unique challenges this year. Our net 

worth is now positive, and the debt levels 

are in a comfortable range. The business is 

generating adequate cash flows to fund future 

business growth, and hence, the Board has 

recommended a dividend of US$ 0.18 (INR 

14) per share. This year, due to COVID-19 

concessions, we received US$ 11.24 million 

(INR 820 crore) financial assistance from 

various governments across the globe. The 

Company has not made any political donation 

in this financial year.

Economic value contribution (INR values in crore, US$ values in mn)

Unit FY 2020-21 FY2019-20 FY 2018-19 FY 2017-18

Direct economic value generated

Revenues* INR 17,256.9 17,137.7 16,585.2 17,031.4

US$ 2,324.1 2,417.5 2,372.3 2,641.6

Economic value distributed:

Operating costs
INR 11,955.2 12,969.4 12,761.9 13,180.9

US$ 1,610.1 1,829.5 1,825.4 2,044.4

Employee wages 

and benefits

INR 3,049.1 3,039.1 2,959.7 2,977.5

US$ 410.7 428.7 423.3 461.8

Payments to 

providers of capital

INR 535.4 623.7 550.6 550.4

US$ 72.1 87.9 78.8 85.4

Payments to 

government by 

country

INR 503.5 309.1 370.1 455.5

US$ 67.8 43.6 52.9 70.7

Community 

investments

INR 11.8 15.7 16.5 17.1

1.6 2.2 2.4 2.7

Economic value retained

Direct economic 

value generated 

less economic 

value distributed

INR 1,201.8 180.6 -73.6 -150.1

US$ 161.9 25.5 -10.5 -23.3

Fx conversion rate 74.25 70.89 69.91 64.47

At Tata Communications, we focus on 

delivering sustainable value to our customers 

and the wider fraternity of stakeholders, 

despite challenges such as industry volatilities 

or economic hardships. We take a longer view 

of the business and evolve an appropriate 

roadmap to strengthen the core fundamentals 

of our business.

*Includes other income

US$ 2,303 mn
Gross Revenue 
(INR 17,100 crore)  

US$ 53.7 mn
of proposed dividend payout 
(41.45% of standalone net profit) 

24.6%
RoCE 
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Creating shared value
Economic performance

*Conversion rate (US$ to INR): FY2020-21 - 74.25,  

FY 2019-20 - 70.80, FY 2018-19 - 69.91

Employees
We create value for our employees by 

providing them with a robust and supportive 

stimulating work environment and making 

sure they benefit from working for us. Our 

compensation and employee benefit practices 

are designed to amplify motivation and 

satisfaction.

Community
We believe in the collective development of 

all our stakeholders. A business creates true 

economic value only when it creates societal 

value. We are committed to responding to the 

changing needs of the society and proactively 

addressing those needs. We are involved in 

CSR activities across all our global operations. 

(INR values in crore, US$ values in mn)

Coverage of the 
organisation’s defined  
benefit plan obligations

Currency FY 2020-21

Economic value distributed:

Salaries and wages 
INR  2,933 

US$ 395

Defined contribution 

pension scheme costs 

INR 38

US$ 5

Defined benefit pension 

scheme costs 

INR 78

US$ 11

Share based payment 

charge 

INR 0.00

US$ 0.00

Total INR 3,049

US$ 411

Communities

Human Resources Development

FY 2020-21 - 9,919 (in INR crore) 

FY 2019-20 - 9,447 (in INR crore) 

FY 2018-19 - 9,110 (in INR crore)

FY 2020-21 - 4,260 (in INR crore) 

FY 2019-20 - 3,288 (in INR crore) 

FY 2018-19 - 2,744 (in INR crore)

FY 2020-21 - 2,839 (in INR crore) 

FY 2019-20 - 1,692 (in INR crore) 

FY 2018-19 - 880 (in INR crore)

FY 2020-21

FY 2020-21

FY 2020-21

1,
3

3
5

.8
5

7
3

.7
3

8
2
.3

FY 2019-20

FY 2019-20

FY 2019-20

1,
3

3
2
.6

4
6

3
.8

2
3

8
.6

FY 2018-19

FY 2018-19

FY 2018-19

1,
3

0
3

3
9

2
.5

12
5

.8

Net Revenue*

EBITDA*

Free Cash Flow (FCF)*

(US$ mn)

(US$ mn)

(US$ mn)

US$ 1,335.8 mn
FY 2020-21 net revenue
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An integrated  
response to breaches 

Data privacy & information security

Security is essential to protecting our customers’ privacy. By keeping our 
networks secure, we are helping to keep their personal information and private 
communications safe from increasingly sophisticated cyber-crimes like phishing, 
malware and hacking.

We realise that data privacy and information 

security not only form an integral part of our 

responsibility towards ensuring compliance 

with applicable regulations, but they are also 

crucial for our customers to continue to keep 

their faith in our business and to sustain their 

trust in Tata Communications.  

 

Adhering to the strictest standards of 
data privacy  
At Tata Communications, we value privacy 

and seek to comply with all applicable privacy 

laws and apply stringent standards across 

all our operations, even where not expressly 

required to do so under applicable local 

laws. The standards set out in the European 

Union’s General Data Protection Regulation 

(GDPR), which came into force on 25 May 

2018, brought sweeping changes to the data 

protection framework in the European Union 

and Tata Communications strives to apply 

such standards across its business operations. 

Our approach is continuously reviewed and 

adapted in light of emerging laws such as 

California’s privacy legislation (CCPA) and 

India’s anticipated Personal Data Protection 

Act to name a few.   

At Tata Communications, we are committed 

to ongoing review and vigilance over all 

matters within the scope of GDPR and 

equivalent data privacy laws and information 

security standards. Additionally, we have 

and continue to actively strengthen our data 

protection policies, procedures, controls 

and security measures to enhance our data 

privacy framework, adopting technology and 

automation where appropriate to increase our 

levels of assurance.

As such, we make our data subjects aware of 

their privacy rights through various channels 

such as privacy policy, contractual clauses, 

notifications and consents (as and when 

applicable) and also provide them with a user-

friendly platform to submit their preferences, 

requests and/or concerns regarding the 

processing of their personal data such 

as correction, access, erasure, restricted 

processing, etc.

This platform can be accessed through a web 

link embedded in our privacy policy available 

on the Company website. We have received 

data subject requests in the past year and 

have addressed them in accordance with 

statutory requirements.

Further, all Tata Communications group of 

entities have signed an intra-group agreement 

applicable to transfer of personal data within 

and outside of the EU or to jurisdictions which 

do not provide adequate levels of protection 

for personal data under applicable laws. This 

agreement is based on the EU Commission’s 

standard contractual clauses (and which 

therefore contractually impose a standard of 

protection for the personal data transferred 

that is equivalent to that offered within 

the EU). This way we ensure that adequate 

protections are in place for the security of our 

customers’ personal data when we transfer it 

to one of our affiliates, wherever they may be 

located in the world. 

When we share personal data with third parties 

unrelated to the Tata Communications Group, 

we require all such third parties to respect the 

security of that personal data and to treat it 

in accordance with applicable data protection 

laws. Where we engage third-party service 

providers to process our customers personal 

data on our behalf, we do not allow them to 

use that personal data for their own purposes 

and only permit them to process it for our own 

specified purposes and in accordance with our 

instructions. When initiating such processor 

relationships, we ensure that adequate 

safeguards are in place for our customers 

personal data using the data transfer 

mechanism most appropriate to the personal 

data and the countries within or to which the 

personal data may be transferred. 

Privacy policy 
We have adopted and continue to enhance 

and expand accountability and governance 

measures (including privacy by design and 

privacy by default) to raise awareness of 

and promote compliance with our data 

protection obligations and responsibilities. 

The policy also provides insights on the use 

of cookies, tracking mechanisms, third-party 

ad networks, while also outlining the purposes 

for which user information might be shared 

with third parties. We have and continue to 

develop safeguards and security measures 

for identifying, assessing, investigating and 

reporting personal data breaches.
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and improve the security posture of Tata 

Communications and to define and drive the 

implementation of Tata Communication’s 

information security policies, procedures and 

standards.

CDOC (Cyber Defence Operations Centre) 
is an endeavour to strengthen our resolve to 

tackle the new generation of cyber threats 

to the business and improve our vigilance 

around protection of our critical information 

and data assets. 24/7 real-time monitoring 

by CDOC is done for our digital ecosystem’s 

critical infrastructure security posture for 

incident identification and curated response 

management activities. System is reviewed 

periodically along with internal security audits 

in line with ISO 27001 standard requirements 

and external certification process as per 

standard requirements. Also, we have been 

engaging third party for Network security 

audits annually as per regulatory security 

requirements. 

An integrated  
response to breaches 

Data privacy & information security

Privacy policy (Continued)

We provide a user-friendly interface through 

which data subjects can exercise their data 

privacy rights such as request personal data 

correction, access or erasure, restricted 

processing and transferring personal data, 

erasure as well as submit data processing 

objections. A form for such a request can be 

accessed through our privacy policy available 

on Tata Communications website. We have 

not received any substantiated complaints 

regarding breaches of customer privacy in the 

past year.

Data and information security 
Tata Communications is committed to a 

robust implementation of Information Security 

Management. The Company is certified for ISO 

27001:2013, Information Security standard, 

with a scope of services covering Information 

Security Management System, service delivery 

and support operations of ‘Enterprise IT 

Services, IT Data Centre Operations and 

Global Information Security Group’. The 

principles applicable to all the physical 

and electronic information assets of Tata 

Communications are defined in Information 

Security Policy, which is formulated in line 

with ISO 27001 Information Security standard. 

The Policy is applicable to all employees, 

direct and indirect wholly owned subsidiaries 

and all suppliers including contractors, 

sub-contractors, auditors, consultants as 

well as customers who have access to Tata 

Communications’ information systems, 

directly or indirectly. 

The objective of our policy and processes is:  

• Protection of confidentiality of sensitive 

information from unauthorised access

• Maintenance of integrity by 

ensuring accuracy and completeness of 

information

• Make sure that users are aware of and 

comply with all current and relevant legal, 

regulatory and contractual requirements

• Ensure that all users understand their 

own responsibilities for protecting the 

confidentiality and integrity of the data 

that they handle

• Provide the principles by which a 

safe and secure information systems 

working environment can be 

established for all authorised users

• Respond to changes in the context of the 

organisation as appropriate and initiate a 

cycle of continuous improvement

Led by Chief Information Security Officer, we 

have an Information Security organisation 

structure in place to ensure security of 

information and information systems, to 

provide an overall direction to sustain 
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Creating a knowledge 
ecosystem through innovation  

R&D and innovation

Our innovation strategy combines the power of ideas with curiosity, creativity, 
and technology-forward approaches to find new ways to meet client challenges, 
increase efficiency, improve profitability, and push the horizons of knowledge 
and learning.

At Tata Communications, our approach is 

not merely to use innovation to enhance 

operational excellence but to create a robust 

knowledge system through collaboration 

with external technology players so that we 

can offer our customers the best and most 

advanced solutions and services. Apart 

from internal capability building, we partner 

with a wide range of ecosystem players 

from Venture Capital (VC) firms such as 

Andreessen Horowitz, Blume Ventures and 

others, to corporate innovation teams like 

Verizon Ventures, Intel Capital, Tata Steel 

and so on; disruptive start-ups such as Versa 

Networks, NS1; universities such as Harvard, 

UPenn, etc.; accelerators (NUMA, Cisco 

Launchpad, etc.,) and industry bodies (CII, 

NASSCOM, Telecom Council and others) 

to leverage innovation. Collectively, we are 

pushing the boundaries of innovation by 

combining our global scale and expertise 

with the enterprise and industry of young 

researchers, innovators and entrepreneurs.

Within the Tata Communications’ Corporate 

Strategy team, the Corporate Venturing 

and Innovations Group (CVIG) looks after 

the Open Innovation process. The team has 

identified 49 innovation initiatives, along 

with 36 AI initiatives, with a strategic focus. 

The idea is to create capabilities (products, 

services, processes and people) to serve 

the needs of the future – that is, emerging 

customer needs, new consumption models, 

new markets, platforms and others. The 

CVIG team works with multiple business 

stakeholders across all products and functions 

as well as our external partners.

Partnership-led innovation
We continuously explore multiple innovation 

themes that are aligned to our short-term 

as well as long-term business and customer 

priorities. Innovation themes are derived 

from the CVIG’s interactions with start-ups, 

VCs and accelerators to identify ideas with 

potential as well as leads given by Business 

Units (BU) on product and operation 

capability transformation. While the CVIG 

team manages the start-up scouting and 

partnership process, the technical and 

business evaluation process is taken up by 

product and functional teams.

We follow a methodology that has been 

specifically designed to manage engagement 

with start-ups and includes contracting, 

evaluation, Proof of Concept (PoC) and 

commercialisation through an AGILE NPI 

process with a focus on iterative market fit 

and scaling. The programme has created 

34 strategic partnerships (including both 

customer-facing and internal deployments).

‘Shape the Future’ programme
Our ‘Shape the Future (STF)’ programme 

encourages out-of-the-box thinking within the 

organisation. We organise employee start-up 

competitions within Tata Communications 

and for the winning ideas we go the whole 

length – from incubation, acceleration, funding 

and scale up in order to create an IP-led new 

disruptive product or business for 

the Company. 

We first assess customer needs before 

sourcing ideas from our global employee base. 

These ideas are then put through multiple 

rounds of evaluation by a cross functional 

panel comprising the CVIG leadership, key 

product heads and external advisors before 

going to the top management. 

This programme was rebranded as STF 

Disrupt in FY 2020-21 and will now run once 

in 2-3 years to source high-quality disruptive 

innovative ideas. So far, 12 ideas from such 

internal challenges have received incubation 

support from among the 975+ ideas produced 

by our global employee base.

STF Think-A-Thon Programme
In FY 2020-21, we launched the STF Think-

A-Thon programme under the broader 

Shape the Future programme. This was 

to encourage customer-facing teams to 

share their customers’ unmet needs and 

emerging use cases (problem statements) 

that the current solutions or processes at 

Tata Communications don’t address. The 

programme was initiated with the goal of 

being proactive about addressing customer-

centric problems and encouraging a culture of 

problem-solving within a defined time frame 

so that the customer could be benefited.
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Creating a knowledge 
ecosystem through innovation  

R&D and innovation

STF Think-A-Thon Programme 
(Continued)
The problem statements are deliberated upon 

by a team of Leadership Forum jury members 

and if the problems concern incremental 

features of an existing product or products 

in the pipeline, the actionable insights 

gained from the brainstorming sessions are 

forwarded to the respective teams for follow 

up. For problems that require cross-functional 

and cross-innovation capabilities and have 

a multiplicative effect on customers, they 

are picked up for STF Sprints. Teams are 

identified that can address the requirements 

highlighted by the problem statement.

Tata Communications InnoVista
Tata Communications InnoVista is a unique 

platform for recognising and celebrating the 

innovative spirit within the organisation. It 

tests the ability of our teams to solve real 

business problems with innovative solutions 

with a focus on creating visible impact.

The InnoVista award is given out to innovative 

projects in the following categories:

Implemented
innovations

Sustainability
impact

innovations

Dare to
try

Design
honour

Piloted
technologies

Most 
impactful

innovations

Most
innovative

partner

• Implemented innovations: Aims at 

recognising innovations that have 

been implemented successfully with 

demonstrated results and have created 

an impact on the company’s key 

business metrics

• Piloted technologies: Recognise global/

industry first technologies (in the form of 

products, services, or processes) that have 

been developed, patented and tested/

piloted successfully

• Most impactful innovations: Aims 

at rewarding projects delivering 

disproportionately higher benefits 

compared to the initial forecast pursued for 

a longer time

• Most innovative partner: Recognises 

partner-led innovations

• Sustainability impact innovations: Awards 

innovation projects with sustainable 

impacts

• Dare to try: Recognise failed innovations 

but that has helped the team gain crucial 

insights in the learning journey

• Design honour: Aims to award projects with 

innovative architecture designs

University partnerships
We work extensively with various universities 

such as IIT Delhi, IIT Mumbai, Johns Hopkins, 

Harvard and University of Pennsylvania, to 

name a few, to access the domain knowledge 

and expertise of researchers. We share our 

research briefs with the alliance managers 

at these universities and work with them to 

identify researchers who are working in the 

identified domains. We also work closely 

with the legal team to ensure a smooth 

contracting process and for sorting out issues 

related to IP protection, data transfer or data 

sharing protocols and data security. The CVIG 

programme managers constantly review the 

progress of the project engagements.

The number of problem statements resolved, 

number of POCs done, contracts signed and 

time taken to close the project form the basis 

on which we measure the success of the 

external partnership. Terms of order book, 

revenue generated customers won and a 

number of internal use cases are taken into 

account post-implementation to evaluate 

the partnership.
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Internal build 
Requirements of the customer/partner or a 

product determine internal build. Product-

led initiatives are for enhancing an existing 

product offering/features or for the launch of 

completely new products and platforms, and 

these are driven by the product roadmap or 

emerging market needs. We gain awareness 

of these needs through our engagement 

with our customer or partner. Requests for 

Proposal (RFPs) or Requests for Information 

(RFIs) or workshops point towards gaps in 

our offerings. There are many examples of 

these across various BUs. For example, BUs 

can glean requirements from partners such as 

Microsoft, CISCO or strategic customers that 

require working with our Original Equipment 

Manufacturer (OEM) partners and internal 

engineering teams in order to enhance the 

capability of our products and solutions.

Digital inclusion 
In an increasingly dynamic and interconnected 

world, technology has an enormous 

capacity to create and support social and 

environmental change. Digital technology 

disrupts traditional operating models and 

helps society respond to major issues in 

a an agile and scalable way. It helps from 

managing the threat of climate change and 

supporting the transition to a lower carbon 

future to making healthcare, education and 

R&D and innovation

Creating a knowledge 
ecosystem through innovation  

employment more universally accessible. 

By encouraging innovation, investing in our 

community and developing the digital skills 

of our customers, there is great potential for 

our business and us as individuals to move 

towards a cleaner, more empathetic and 

inclusive future for all.

Secure Connected Digital Experience (SCDx)
COVID-19 has changed the world as we know 

it. The way we work, shop, stay in touch with 

our friends and family - so much more has 

transformed since the onset of the pandemic. 

Understanding this power of digital,  

Tata Communications has launched a new 

proposition - Secure Connected Digital 

Experience (SCDx), to provide holistic,  

secure, enterprise-grade solutions to help 

businesses adapt to the post-COVID world 

and be future-ready.

The SCDx proposition consists of three 

offerings:

• Enables enterprise employees (those 

typically working from the office as well 

as those working in the field), to work 

seamlessly and securely from anywhere 

through industrialised, scalable and high-

performance remote workplace solutions 

for complete workplace readiness

• Digital customer experience platform 

recreates the in-store experience online for 

B2C companies, with the next generation 

of enterprise commerce and video 

collaboration solutions for superior digital 

customer engagement

• As supply chains become increasingly 

digital and transparent, SCDx will enable 

the supply chain ecosystem with secure 

access to enterprise core applications and 

significantly improved performance for 

third parties

SCDx builds on our focus on platforms and 

solutions for customers. The proposition 

leverages our managed service capabilities 

and infrastructure and aims to drive 

intelligence across next generation 

connectivity; collaboration; cloud, edge and 

security; NetFoundry; voice, and more.

SCDx enables the supply chain ecosystem 

with secure access to enterprise core 

applications and significantly improved 

performance for third parties
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Performance table Independent assurance statement GRI content index

Performance table
Annexures

Environment

GHG intensity*
(metric tonnes CO

2
 per mn US$ revenue)

*GHG intensity does not account Scope-3 emissions

Note: Revenue considered for calculations of Energy and GHG intensity is US$ 

2,104 mn which excludes the subsidiaries businesses of Tata Communications

FY 2018-19

55.8
55.2

49.5

FY 2019-20 FY 2020-21

Energy consumption (kWh)

FY 2018-19

DG sets energy  3,187,879  3,251,632  2,768,066 

 156,339,950  156,678,561  140,761,625 

 12,479,044  14,379,903  23,232,665 

 172,006,873  174,310,096  166,762,356 

Purchased electricity

Renewable energy

Total

FY 2019-20 FY 2020-21

Scope 1 and 2 emissions trend (metric tonnes)

Tonnes of CO
2
 eq. FY 2018-19 FY 2019-20 FY 2020-21

Scope 1 emissions 5,442 6,360 5,561

Scope 2 emissions 108,174 108,908 98,453

Total 113,616 115,268 104,012

Category-wise breakup of emissions

Scope 1 Tonnes of CO
2
 eq. Operational Boundary Emission factors source

DG sets 1134 Global 2006 IPCC Guidelines for National Greenhouse 
Gas Inventories and IPCC AR5

ODS 4425 Global IPCC AR5

Solid waste treatment 1.18 India WBCSD GHG Protocol and IPCC AR5

Waste water treatment 0.9 India 2006 IPCC Guidelines for National Greenhouse 
Gas Inventories and IPCC AR5

Scope 2

Purchased electricity 98453 Global CEA v15, EPA 2018, DECC V1, NEA V1

Scope 3

Business travel by air 228 Global 1.    Emission Factors from Cross-Sector Tools, 
Greenhouse Gas Protocol, March 2017

2.   UK Government GHG Conversion Factors 
for Company Reporting

Employee commuting 906.56 India 2006 IPCC Guidelines for National Greenhouse 
Gas Inventories and IPCC AR5

Solid waste disposal 123.44 India 2006 IPCC Guidelines for National Greenhouse 
Gas Inventories and IPCC AR5

Waste water disposal 47.04 India 2006 IPCC Guidelines for National Greenhouse 
Gas Inventories and IPCC AR5

TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021

Approach to value creationIntroduction AnnexuresEnvironment Social Governance

TATA COMMUNICATIONS LIMITED: SUSTAINABLE DEVELOPMENT REPORT 2021



7979

Performance table Independent assurance statement GRI content index

Total number of permanent employees by employment type 
(full-time and part-time) and gender

Number of 
employees

Male 9,501

2,685

0

0

9,501

2,685Female

Full-time Part-time 
(as per the 
company 
policy and 

national laws)

Total

Social
Employees (break-up by employment contract, gender, region and type)

Employees hired from underprivileged background under Tata Affirmative 
Action Programme

(Number)

Total number of employees by employment contract 

(temporary and permanent) and gender

Total number of employees by employment contract 
(permanent and temporary), by region

Number of employees

Region

Male

Permanent

9,501

2,685

5,798

970

15,299

3,655Female

Permanent Temporary Total

11,110

6,760

281

0

411 384

1 7Temporary

India APAC Americas EMEA

Employee diversity

Category

Top management

Senior management

Middle management

Junior management

Non-executives

Age group

<30

XX

XX

XX

32%

XX

Male

95%

96%

90%

77%

77%

Female

5%

4%

10%

23%

23%

30-50

23%

67%

85%

65%

34%

>50

77%

33%

15%

3%

66%

Gender

*Tata Communications Group does not identify with the term Minority group for any of its employees

*Data as of 31 March 2021

Percentage (%)

Annexures

Performance table

FY 2018-19 FY 2019-20 FY 2020-21

Total workforce 10,736 12,079 12,135

SC 245 291 331

ST 19 20 21

No. of SC new recruits 53 104 74

No. of ST new recruits 4 4 4

Total AA employees 321 (2.98%) 419 (3.43%) 430 (3.54%)
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Annexures

Social (Continued)

Rate of new hires and details (by gender, category, age, group, region)

1. New joinees

Top 
management

Nos.

Nos.

Nos.

Nos.

Nos.

12,186

14.5%

Category Unit Gender Age group Region

Senior 
management

Middle 
management

Junior 
management

Executives

Total 
manpower in 
FY 2020-21

Rate of new 
hiring

<30Male

3

8

50

1,225

4

-

3

7

472

-

-

-

-

869

-

2

8

52

808

3

1

3

5

20

1

3

7

46

1,609

1

-

1

5

28

1

-

-

2

11

-

-

3

4

49

2

Female 30-50 >50 India Americas APAC EMEA

(Number) (Number)

Employee turnover and details (by gender, category, age group, region)

2. Employee turnover

Top 
management

Nos.

Nos.

Nos.

Nos.

Nos.

Category Unit Gender Age group Region

Senior 
management

Middle 
management

Junior 
management

Executives

<30Male

1

26

118

1,098

16

1

4

26

373

1

-

-

-

528

-

-

16

102

878

1

2

14

42

65

16

1

15

74

1,200

14

1

3

28

80

3

-

1

19

81

-

Female 30-50 >50 India Americas APAC

-

11

23

110

-

EMEA

Performance table
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Annexures

Social (Continued)

Parental leaves

Performance and career development review

Percentage (%)

Percentage (%)

Female

2,685 22 20

100%

48%

76%

89%

24 91% 75%

Male

9,501 287 284

100%

38%

70%

89%

262 99% 87%

Female Female

Male

Female Female FemaleMale Male

Female

Male Male Male

Number of 
employees 
entitled to 
parental leave

Category

Top management (GMC & B8-1)

Senior management (B6-1 & B7-1)

Middle management (B4-2 & B5-1)

Junior management (upto B4-1)

Performance review

Performance review

Performance review

Performance review

Number of 
employees 
that took 
parental leave 
in FY 2020-21

Units

Number of 
employees 
who returned 
to work after 
parental leave 
ended in  
FY 2019-20

Coaching conversion rate

Number of 
employees 
who returned 
to work after 
parental 
leave ended 
who were still 
employed 12 
months after 
their return

Return to 
work of 
employees 
that took 
parental 
leave

Retention 
rates of 
employees 
that took 
parental 
leave

Learning and development performance

Total training in person hours/days by employment category and gender

Top management

Senior management

Middle management

Junior management

Non-executives

Total

Number

Number

Number

Number

Number

Average hours-37.1

Manhours

Manhours

Manhours

Manhours

Manhours

Days-9.46

Category Unit Male Female

21

175

780

8,223

196

35.4 hours

3.7 days (average)

6.8 days

8.1 days

9.2 days

-

8.86 days

10.5 days (average)

10.6 days

7.8 days

10.5 days

-

10.18 days

1

8

89

2,499

59

40.72 hours
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Independent assurance statement
Annexures

Scope and Approach
DNV GL Business Assurance India Private 

Limited (DNV), has been commissioned by 

the Management of Tata Communications 

Limited (‘Tata Communications’ or ‘the 

Company’, Corporate Identity Number (CIN) 

L64200MH1986PLC039266) to undertake 

independent assurance of the Company’s 

Sustainable Development Report 2021 in 

its printed and online format (‘the Report’) 

including references to the Annual Report 

2020-21.

The sustainability disclosures in this Report 

have been prepared based on material topics 

identified by the Company and related 

performance disclosures based on the Global 

Reporting Initiative (‘GRI’) Sustainability 

Reporting Standards (‘GRI Standards’) and 

its Core option of reporting, together with 

the Company’s protocols for how the data 

was measured, monitored, recorded and 

reported. The reporting scope and boundary 

focusing on environmental, social and 

governance issues and performance of Tata 

Communications’ operations, as brought out 

in the Report in the section ‘About the Report’ 

for the activities undertaken by the Company 

during the financial year 1st April 2020 – 31st 

March 2021.

We performed a limited level of assurance 

based on DNV’s VeriSustainTM1, which 

is based on our professional experience, 

international assurance best practices 

including International Standard on 

Assurance Engagements 3000 (ISAE 3000) 

Revised* and the GRI Principles for Defining 

Report Content and Quality. Our assurance 

engagement was planned and carried out 

during May 2021 – August 2021. The intended 

user of this assurance statement is the 

Management of Tata Communications.

Responsibilities of the Management 
of Tata Communications and the 
Assurance Provider
The Management of Tata Communications 

Limited has the sole responsibility for the 

preparation of the Report and are responsible 

for all information disclosed in the Report as 

well as the processes for collecting, analysing 

and reporting the information presented in 

the printed Report as well as maintaining 

the integrity of online versions of the Report 

and related references made to the Annual 

Report and website. In performing this 

assurance work, DNV’s responsibility is to 

the Management of the Company; however, 

this statement represents our independent 

opinion and is intended to inform the outcome 

of the assurance to the stakeholders of Tata 

Communications.

We did not provide any services to Tata 

Communications, which in our opinion, would 

have constituted a conflict of interest with this 

assurance work. Our assurance engagements 

are based on the assumption that the data 

and information provided by the Company to 

us as part of our review have been provided in 

good faith and are free from misstatements.

Basis of our Opinion
As part of the assurance process, a multi-

disciplinary team of sustainability and 

assurance specialists planned and performed 

assurance work to obtain evidence through 

remote assessments to provide a basis for our 

opinion while considering the requirements for 

a limited level of assurance as per VeriSustain. 

We adopted a risk-based approach, that 

is, we concentrated our verification efforts 

on the issues of high material relevance to 

Tata Communications’ business and its key 

stakeholders. We undertook the following 

activities:

•  Reviewed the approach to stakeholder 

engagement and materiality determination 

process and its outcomes, as well as 

mechanisms for implementing the 

Company’s sustainability related policies 

as brought out in this Report. We did not 

have any direct engagement with external 

stakeholders;

•  Interviewed selected senior managers and 

other representatives at the Company, 

including data owners and decision-

makers from different functions of the 

Company to validate the disclosures made 

in the Report. We were free to choose 

interviewees and interviewed those 

with overall responsibility to deliver the 

Company’s sustainability objectives;

•  Reviewed the performance disclosure 

of identified material topics and related 

GRI Topic-specific Standards; that 

is, carried out a remote assessment 

of the processes for gathering and 

consolidating performance data related to 

identified material topics and, for chosen 

samples, checked the processes of data 

consolidation to assess the Reliability 

and Accuracy of performance disclosures 

reported based on GRI’s Topic-specific 

Standards. We examined and reviewed 

supporting evidence such as documents, 

data and other information made available 

by the Company related to the disclosures 

made in the Report;

•  Reviewed sustainability disclosures for 

selected sites through remote assessments: 

78 Udyog Vihar and NSEZ POP in MAN 

category, Bhopal and Jaipur sites in the 

NLD category and Dhighi, VSB Kolkata 

and LSVB Mumbai in the non-IDC 

category for the Indian operations, and 

Walls in the Americas, Toyohashi in the 

APAC and Stratford in EMEA regions for 

offshore sites, as well as the overall data 

aggregation and consolidation by the 

various teams at the Company’s Corporate 

Office;

• Evaluated the Report’s adherence to the 

requirements of the GRI Standards: Core 

option of reporting.

1The VeriSustain protocol is available on www.dnv.com

* Assurance Engagements other than Audits or Reviews of 

Historical Financial Information.
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Considering the COVID-19 pandemic and 

related travel restrictions, we carried out 

remote assessments as per DNV’s remote 

audit methodology to review the processes 

and systems for aggregating site level 

sustainability information, as one-to-one 

discussions and onsite assurance was not 

feasible.

During the assurance process, we did not 

come across limitations to the scope of the 

agreed assurance engagement. The reported 

data on economic performance, expenditure 

towards Corporate Social Responsibility (CSR) 

activities, and other financial data are based 

on audited financial statements issued by the 

Company’s statutory auditors which is subject 

to a separate audit process. We were not 

involved in the audit of financial information 

within the Report.

Opinion and Observations
On the basis of the verification undertaken, 

nothing has come to our attention to suggest 

that the Report together with referenced 

information does not properly describe Tata 

Communications Limited’s adherence to the 

GRI Standards: Core option of reporting, 

and the GRI Principles for Defining Report 

Content including requirements related to 

the GRI 102: General Disclosures 2016, GRI 

103: Management Approach 2016 and the 

disclosures related to the following GRI 

Standards:

GRI 201: Economic Performance 2016 – 201-1, 

201-3, 201-4;

GRI 202: Market Presence 2016 – 202-1;

GRI 203: Indirect Economic Impacts 2016 – 

203-1, 203-2;

GRI 204: Procurement Practices 2016 – 204-1;

GRI 205: Anti-corruption 2016 – 205-1, 205-2, 

205-3;

GRI 206: Anti-competitive Behavior 2016 – 

206-1;

GRI 302: Energy 2016 – 302-1, 302-3, 302-4;

GRI 303: Water and Effluents 2018 – 303-1, 

303-2, 303-3;

GRI 305: Emissions 2016 – 305-1, 305-2, 305-3, 

305-4, 305-5, 305-6;

GRI 306: Effluents and Waste 2016 – 306-2, 

306-3;

GRI 307: Environmental Compliance 2016 – 

307-1;

GRI 308: Supplier Environmental Assessment 

2016 – 308-1;

GRI 401: Employment 2016 – 401-1, 401-2, 

401-3;

GRI 401: Labor/Management Relations 2016 – 

402-1;

GRI 403: Occupational Health and Safety 2018 

– 403-1, 403-2, 403-3, 403-4, 403-5, 403-7, 

403-8, 403-9;

GRI 404: Training and Education 2016 – 404-1, 

404-2, 404-3;

GRI 405: Diversity and Equal Opportunity 

2016 – 405-1, 405-2;

GRI 406: Non-discrimination 2016 – 406-1;

GRI 407: Freedom of Association and 

Collective Bargaining 2016 – 407-1;

GRI 408: Child Labor 2016 – 408-1;

GRI 409: Forced or Compulsory Labor 2016 – 

409-1;

GRI 412: Human Rights Assessment 2016 -  

412-1, 412-2;

GRI 413: Local Communities 2016 – 413-1,  

413-2;

GRI 415: Public Policy 2016 – 415-1;

GRI 418: Customer Privacy 2016 – 418-1.
Note: Tata Communications monitors and discloses Scope 

3 emissions related to business travel, employee commute, 

wastewater treated in municipal facilities and waste recycled, 

and solid waste disposal through municipal facilities.

Observations
Without affecting our assurance opinion, we 

provide the following observations against the 

principles of VeriSustain and GRI reporting 

principles:

Materiality
The process of determining the issues that 

is most relevant to an organization and its 

stakeholders.

The Report describes the process of 

identification of material issues that impact 

the Company’s ability to create long-

term value and focus areas perceived as 

most significant to the Company and its 

stakeholders. This was carried out through 

a process of identification of issues through 

benchmarking with peers and stakeholder 

inputs, followed by prioritization of 

issues considering their potential impacts 

on stakeholders. Those material topics 

which were validated by the Company’s 

management, were further mapped to 

relevant GRI Standards and have been 

disclosed within the Report.

Nothing has come to our attention to 
suggest that the Report does not meet 
the requirements related to the Principle 
of Materiality, considering the Tata 
Communications’ business and the overall 
sustainability context.

Stakeholder Inclusiveness
The participation of stakeholders in 

developing and achieving an accountable and 

strategic response to Sustainability.

The Report brings out details of stakeholder 

groups identified as significant (investors 

and shareholders, communities and NGOs, 

media and analysts, customers, employees, 

regulators and suppliers), as well as details 

of the key concerns, engagement modes 

and frequency of planned engagement 

mechanisms, and value created for each 

stakeholder group who are considered to be 

impacted by Tata Communications’ activities, 

as well as those foreseen to be reasonably 

impacted.

Nothing has come to our attention to 

suggest that the Report does not meet the 

requirements related to the Principle of 

Stakeholder Inclusiveness.

Responsiveness
The extent to which an organization responds 

to stakeholder issues.

Annexures
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The Report brings out Tata Communications’ 

responses to key material issues and describes 

how the Company engages with stakeholders 

to identify and address issues which have 

significant impacts on stakeholder groups, 

sustainable development and long-term 

value creation, that is, through focused 

and consistent channels for disseminating 

information to and interacting with 

stakeholders. Further, the Report includes 

descriptions of the Company’s policies, 

strategies and management systems, and 

key performance indicators for the identified 

material topics using selected GRI Topic-

specific Standards.

Nothing has come to our attention to 
suggest that the Report does not meet the 
requirements related to the Principle of 
Responsiveness.

Reliability
The accuracy and comparability of information 

presented in the report, as well as the quality 

of underlying data management systems.

The majority of data and information 

verified through remote assessments with 

the management teams and data owners 

at the Corporate Office and sampled 

operations were found to be accurate. Some 

of the data inaccuracies identified during 

the verification process were found to be 

attributable to transcription, interpretation 

and aggregation errors. These identified 

errors were communicated and responses 

from the Company were reviewed, including 

corrections that were made to the reported 

data and information.

Nothing has come to our attention to suggest 
that the Report does not meet the principle 
of Reliability and Accuracy.

Completeness
How much of all the information that has been 

identified as material to the organisation and 

its stakeholders is reported?

The Report articulates Tata Communications’ 

performance on environmental, social and 

governance topics considering the chosen 

topic boundaries for reporting identified as 

being material for its operations across the 

globe (America & Canada, Europe, India and 

Asia Pacific). Further, the Report incorporates 

disclosure requirements considering the 

Principle of Completeness as defined in 

GRI 101: Foundation 2016 and brings out 

descriptions of the strategies, management 

approach, performance indicators and 

initiatives related to its identified material 

topics for the reporting period.

Nothing has come to our attention to suggest 
that the Report does not meet the Principle 
of Completeness with respect to scope, 
boundary and time.

Neutrality
The Report brings out disclosures related 

to Tata Communications’ sustainability 

Annexures

Independent assurance statement
performance including key concerns and 

challenges faced during the reporting 

period in a neutral tone, while applying 

due consideration to not unduly influence 

stakeholders’ assessments made based on the 

reported disclosures.

Nothing has come to our attention to 
suggest that the Report does not meet the 
requirements related to the Principle of 
Neutrality.

Statement of Competence and 
Independence
DNV applies its own management standards 

and compliance policies for quality control, 

in accordance with ISO IEC 17021:2015 - 

Conformity Assessment Requirements for 

bodies providing audit and certification 

of management systems, and accordingly 

maintains a comprehensive system of quality 

control including documented policies and 

procedures regarding compliance with ethical 

requirements, professional standards and 

applicable legal and regulatory requirements.

We have complied with the DNV Code of 

Conduct2 during the assurance engagement 

and maintain independence where required 

by relevant ethical requirements including 

the ISAE 3000 (Revised) Code of Ethics. 

This engagement work was carried out 

by an independent team of sustainability 

assurance professionals. DNV was not 

involved in the preparation of any statements 

or data included in the Report except for 

this Assurance Statement and Management 

Report highlighting our assessment findings 

for future reporting. DNV maintains complete 

impartiality toward stakeholders interviewed 

during the assurance process.

DNV GL Business Assurance India (Private) Limited is part of DNV – Business Assurance, a global provider of certification, 

verification, assessment and training services, helping customers to build sustainable business performance. www.dnv.com

 
 
 

 

 
Project No: PRJN-245153-2021-AST-IND  Page 4 of 4 

Neutrality 
The Report brings out disclosures related to Tata Communications’ sustainability performance including 
key concerns and challenges faced during the reporting period in a neutral tone, while applying due 
consideration to not unduly influence stakeholders’ assessments made based on the reported 
disclosures. 
Nothing has come to our attention to suggest that the Report does not meet the requirements 
related to the Principle of Neutrality. 

Statement of Competence and Independence  
DNV applies its own management standards and compliance policies for quality control, in 
accordance with ISO IEC 17021:2015 - Conformity Assessment Requirements for bodies providing 
audit and certification of management systems, and accordingly maintains a comprehensive 
system of quality control including documented policies and procedures regarding compliance with 
ethical requirements, professional standards and applicable legal and regulatory requirements.  

We have complied with the DNV Code of Conduct2 during the assurance engagement and maintain 
independence where required by relevant ethical requirements including the ISAE 3000 (Revised) 
Code of Ethics. This engagement work was carried out by an independent team of sustainability 
assurance professionals. DNV was not involved in the preparation of any statements or data 
included in the Report except for this Assurance Statement and Management Report highlighting 
our assessment findings for future reporting. DNV maintains complete impartiality toward 
stakeholders interviewed during the assurance process.  

For DNV GL Business Assurance India Private Limited 
 
 
 
 
 
 

 
 

Kiran Radhakrishnan 
Lead Verifier  
DNV GL Business Assurance India Private 
Limited, India. 

Vadakepatth Nandkumar 
Assurance Reviewer  
DNV GL Business Assurance India Private 
Limited, India. 

2nd August 2021, Bengaluru, India. 
 
------------------------------------------------------------------------------------------------------- 

DNV GL Business Assurance India (Private) Limited is part of DNV – Business Assurance, a global provider of 
certification, verification, assessment and training services, helping customers to build sustainable business 
performance. www.dnv.com  
 

 
2 The DNV Code of Conduct is available on request from www.dnv.com 
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#
GRI Standard 
Number

GRI Standard Title
Disclosure 
Number

Disclosure name
Reference
(Page no. of the Sustainable Development Report 
2021)

1 GRI 102 General Disclosures 102-1 Name of the organization Front Cover, Pg 1

2 GRI 102 General Disclosures 102-2 Activities, brands, products, and services 6, 7

3 GRI 102 General Disclosures 102-3 Location of headquarters
Annual Report, https://www.tatacommunications.
com/about/offices/

4 GRI 102 General Disclosures 102-4 Location of operations
Annual Report, https://www.tatacommunications.
com/about/offices/

5 GRI 102 General Disclosures 102-5 Ownership and legal form Annual Report

6 GRI 102 General Disclosures 102-6 Markets served Annual Report

7 GRI 102 General Disclosures 102-7 Scale of the organization 6, Annual Report

8 GRI 102 General Disclosures 102-8 Information on employees and other workers 79

9 GRI 102 General Disclosures 102-9 Supply chain 64, 65

10 GRI 102 General Disclosures 102-10 Significant changes to the organization and its supply chain No Change, Annual Report

11 GRI 102 General Disclosures 102-11 Precautionary Principle or approach 13, 14, Annual Report

12 GRI 102 General Disclosures 102-12 External initiatives 3

13 GRI 102 General Disclosures 102-13 Membership of associations 69, 75

14 GRI 102 General Disclosures 102-14 Statement from senior decision-maker 4, 5

15 GRI 102 General Disclosures 102-16 Values, principles, standards, and norms of behavior 3, 6

16 GRI 102 General Disclosures 102-18 Governance structure 14, 67

17 GRI 102 General Disclosures 102-40 List of stakeholder groups 17, 18

GRI content index
Annexures
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Annexures

GRI content index
#

GRI Standard 
Number

GRI Standard Title
Disclosure 
Number

Disclosure name
Reference
(Page no. of the Sustainable Development Report 
2021)

18 GRI 102 General Disclosures 102-41 Collective bargaining agreements 47, 48

19 GRI 102 General Disclosures 102-42 Identifying and selecting stakeholders 17, 18

20 GRI 102 General Disclosures 102-43 Approach to stakeholder engagement 17, 18

21 GRI 102 General Disclosures 102-44 Key topics and concerns raised 17, 18

22 GRI 102 General Disclosures 102-45 Entities included in the consolidated financial statements Annual Report

23 GRI 102 General Disclosures 102-46 Defining report content and topic Boundaries 3

24 GRI 102 General Disclosures 102-47 List of material topics 19

25 GRI 102 General Disclosures 102-48 Restatements of information 27, 29, 31

26 GRI 102 General Disclosures 102-49 Changes in reporting No Change

27 GRI 102 General Disclosures 102-50 Reporting period 3

28 GRI 102 General Disclosures 102-51 Date of most recent report Aug-20

29 GRI 102 General Disclosures 102-52 Reporting cycle 3

30 GRI 102 General Disclosures 102-53 Contact point for questions regarding the report 3

31 GRI 102 General Disclosures 102-54 Claims of reporting in accordance with the GRI Standards 3

32 GRI 102 General Disclosures 102-55 GRI content index 85-90

33 GRI 102 General Disclosures 102-56 External assurance 82-84

34 GRI 103 Management Approach 103-1 Explanation of the material topic and its Boundary Each chapter, wherein material topic is discussed
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#
GRI Standard 
Number

GRI Standard Title
Disclosure 
Number

Disclosure name
Reference
(Page no. of the Sustainable Development Report 
2021)

35 GRI 201 Economic Performance 201-1 Direct economic value generated and distributed 71

36 GRI 201 Economic Performance 201-3 Defined benefit plan obligations and other retirement plans 72

37 GRI 201 Economic Performance 201-4 Financial assistance received from government 71

38 GRI 202 Market Presence 202-1
Ratios of standard entry level wage by gender compared to local 
minimum wage

36

39 GRI 203 Indirect Economic Impacts 203-1 Infrastructure investments and services supported 51-56

40 GRI 203 Indirect Economic Impacts 203-2 Significant indirect economic impacts 51-56

41 GRI 204 Procurement Practices 204-1 Proportion of spending on local suppliers 65

42 GRI 205 Anti-corruption 205-1 Operations assessed for risks related to corruption 68

43 GRI 205 Anti-corruption 205-2
Communication and training about anti-corruption policies and 
procedures

66, 68

44 GRI 205 Anti-corruption 205-3 Confirmed incidents of corruption and actions taken 66, 68

45 GRI 206 Anti-competitive Behavior 206-1
Legal actions for anti-competitive behavior, anti-trust, and monopoly 
practices

68

46 GRI 308 Supplier Environmental Assessment 308-1 New suppliers that were screened using environmental criteria 64

47 GRI 401 Employment 401-1 New employee hires and employee turnover 80

48 GRI 401 Employment 401-2
Benefits provided to full-time employees that are not provided to 
temporary or part-time employees

36

49 GRI 401 Employment 401-3 Parental leave 81
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#
GRI Standard 
Number

GRI Standard Title
Disclosure 
Number

Disclosure name
Reference
(Page no. of the Sustainable Development Report 
2021)

50 GRI 402 Labor/Management Relations 402-1 Minimum notice periods regarding operational changes 36

51 GRI 403 Occupational Health and Safety 403-1 Occupational health and safety management system 43, 44

52 GRI 403 Occupational Health and Safety 403-2 Hazard identification, risk assessment, and incident investigation 43, 44

53 GRI 403 Occupational Health and Safety 403-3 Occupational health services 45

54 GRI 403 Occupational Health and Safety 403-4
Worker participation, consultation, and communication on 
occupational health and safety

44, 45

55 GRI 403 Occupational Health and Safety 403-5 Worker training on occupational health and safety 44

56 GRI 403 Occupational Health and Safety 403-7
Prevention and mitigation of occupational health and safety impacts 
directly linked by business relationships

44, 45

57 GRI 403 Occupational Health and Safety 403-8
Workers covered by an occupational health and safety management 
system

44

58 GRI 403 Occupational Health and Safety 403-9 Work-related injuries 44

59 GRI 404 Training and Education 404-1 Average hours of training per year per employee 81

60 GRI 404 Training and Education 404-2
Programs for upgrading employee skills and transition assistance 
programs

40, 41

61 GRI 404 Training and Education 404-3
Percentage of employees receiving regular performance and career 
development reviews

81

62 GRI 405 Diversity and Equal Opportunity 405-1 Diversity of governance bodies and employees 67

63 GRI 405 Diversity and Equal Opportunity 405-2 Ratio of basic salary and remuneration of women to men 36

64 GRI 406 Non-discrimination 406-1 Incidents of discrimination and corrective actions taken 69
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Annexures

GRI content index
#

GRI Standard 
Number

GRI Standard Title
Disclosure 
Number

Disclosure name
Reference
(Page no. of the Sustainable Development Report 
2021)

65 GRI 407
Freedom of Association and 
Collective Bargaining

407-1
Operations and suppliers in which the right to freedom of association 
and collective bargaining may be at risk

47

66 GRI 408 Child Labor 408-1 Operations and suppliers at significant risk for incidents of child labor 47

67 GRI 409 Forced or Compulsory Labor 409-1
Operations and suppliers at significant risk for incidents of forced or 
compulsory labor

47

68 GRI 412 Human Rights Assessment 412-1
Operations that have been subject to human rights reviews or impact 
assessments

48

69 GRI 412 Human Rights Assessment 412-2 Employee training on human rights policies or procedures 48

70 GRI 413 Local Communities 413-1
Operations with local community engagement, impact assessments, 
and development programs

51

71 GRI 413 Local Communities 413-2
Operations with significant actual and potential negative impacts on 
local communities

50-56

72 GRI 415 Public Policy 415-1 Political contributions 71

73 GRI 418 Customer Privacy 418-1
Substantiated complaints concerning breaches of customer privacy 
and losses of customer data

73

74 GRI 302 Energy 302-1 Energy consumption within the organization 78

75 GRI 302 Energy 302-3 Energy intensity 27

76 GRI 302 Energy 302-4 Reduction of energy consumption 27

77 GRI 303 Water and Effluents 303-1 Interactions with water as a shared resource 31, 32
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#
GRI Standard 
Number

GRI Standard Title
Disclosure 
Number

Disclosure name
Reference
(Page no. of the Sustainable Development Report 
2021)

78 GRI 303 Water and Effluents 303-2 Management of water discharge-related impacts
31, 32,
We are not discharging any effluent in water 
bodies or anywhere in the environment.

79 GRI 303 Water and Effluents 303-3 Water withdrawal 31

80 GRI 305 Emissions 305-1 Direct (Scope 1) GHG emissions 78

81 GRI 305 Emissions 305-2 Energy indirect (Scope 2) GHG emissions 78

GRI 305 Emissions 305-3 Scope 3 78

83 GRI 305 Emissions 305-4 GHG emissions intensity 78

84 GRI 305 Emissions 305-5 Reduction of GHG emissions 78

85 GRI 305 Emissions 305-6 Emissions of ozone-depleting substances (ODS) 29

86 GRI 306 Effluents and Waste 306-2 Waste by type and disposal method 33, 34

87 GRI 306 Effluents and Waste 306-3 Significant spills 34

88 GRI 307 Environmental Compliance 307-1 Non-compliance with environmental laws and regulations 24
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