
Sustainability Report 2017
Our highlights 



HighlightsWelcome

Our Greatest 
Asset

The Most 
Connected 

Communities
The Smallest 

Footprint
The Best 

Experience

Sustainability 
Framework

Material Aspects

Environment

People

Community

Marketplace

Welcome to our Sustainability 
Highlights for 2017.

We’ve made some significant 
progress, but we could not have 
made these achievements without 
innovation and partnership. 

We thank our customers, our people 
and stakeholders for partnering with 
us on our achievements to date and 
for our future ambitions.
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Our aim is to deeply embed sustainability in our culture, 
values, decision-making, operations, products and services 
to create a sustainable business that is positioned for  
long-term success.

We have a shared global sustainability strategy across 
Singtel Group, but we adapt our focus areas and programs 
in relation to local needs.
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Environment 
Highlights

Decommissioning  around 200 
racks of equipment resulting 
in an estimated reduction of 
7,884 GJ each year

We are recycling 
98.5% of our e-waste

Our Australian Packaging
Covenant (APC) score has
raised to 4.2 / 5

New SIM card packaging 
saving 50 tonnes of 
cardboard each year
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People 
Highlights

2016 Mental Health Matters 
Award for Best Mental Health 
Promoting Workplace NSW

Best Talent Development 
Program Award, 
Australian Institute of 
Training & Development

Award for Talent 
Management, Australian 
Human Resources Institute

Lowest number of 
workers’ compensation 
claims at 0.8 Lost Time 
Injuries per million hours 
worked, and only 12 
claims in total

Developed a new 3-year 
Diversity & Inclusion 
Strategic Plan

275,708 training 
hours for our people
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Community 
Highlights

$8.2 million invested 
in the community

16,420 volunteering 
hours in 1,841 skilled and 
unskilled volunteer roles

232 organisations 
supported through 
our CSR activities

55,140 students learned to 
be safer and more digitally 
savvy through our Digital 
Citizenship programs

17 Optus people volunteered 
to help with local community 
needs through our Overseas 
Volunteering Program in 
Thailand and the Philippines

738 students participated 
in student2student mobile 
reading program with The 
Smith Family, bringing our 
total to more than 1,750 
since 2010

7 organisations shared 
in $300,000 in our first 
Future Makers program

56 students completed 
our new Pathways to 
Employment program 
and 6 were offered roles 
at Optus
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Marketplace 
Highlights

Optus 4G network now 
reaches 96% of the 
Australian population

Our customers are more 
satisfied with the Optus 
Network than they have 
ever been

20th consecutive win 
for Optus in Netflix ISP 
Speed Ratings

$18M invested to address 
Australia’s cyber security 
skills shortage
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Environment
The smallest footprint
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+ Continue to increase 
   resilience across the 
   Optus network in response 
   to climate change
+ Advocating resilience
   through the Australian
   Business Roundtable

+ Reduce emissions intensity 
   for our customers through 
   green ICT solutions

+ Embed a carbon
   reduction plan
+ Building on our mitigation 
   efforts to improve efficiency 
   and carbon

+ Recycle rates of above
   95% for our own e-waste

+ Provide customer solutions 
   to recycle their e-waste 
   (incl. Mobile Muster)

+ Score above 4 for
    APC Action Plan

E-Waste

Packaging

The Smallest
Footprint

Climate & Carbon
Climate change: 

Reduce our impact and 
prepare for the future

Product Stewardship
Close the loop on e-waste,

packaging and products

Life Cycle 
Assessment

Science-
Based 
Targets
(SBTs)

E-Waste

Packaging

Resilience &
Adaptation

Renewables 
&

Energy
Efficiency

Green ICT

Leading with Science
Set the most ambitious 

targets using a robust and 
      scientific approach

+ Embed the LCA into  
    our strategies
+ Partner with suppliers to 
   minimise our Scope 3 impacts

+ Embed SBTs into our strategies
+ Do our part to keep climate 
    change below 2°C

Our ambition is to have The Smallest Footprint on the 
environment. Our approach is to understand, manage 
and minimise our environmental footprint across our 
value chain, including our business operations, suppliers 
and customers.
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Life Cycle 
Assessment
Life Cycle Assessments (LCA) analyse 
the environmental impacts at every 
stage of a product’s life, from cradle 
to grave. Instead of a traditional 
product LCA, we undertook an 
organisational LCA so that we could 
get a deep understanding of our 
direct and indirect impacts.

Over the year, we have engaged with 
experts in Europe on developing 
science-based targets to understand 
how we can align our business with 
the Paris COP21 agreement to keep 
global warming below 2°C.

Indirect
Key impacts Key causes

 + Energy use in production 
and distribution of mobile 
handsets and tablets

 + Energy use required for  
our support services  
and functions

 + Customer support 
 + Production of mobile 

handsets and tablets
 + Customer devices

Direct
Key impacts Key causes

 + Carbon and GHG emissions  + Energy using fossil fuels
 + Fixed and Mobile network
 + Corporate office
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Cradle to grave

Raw
materials

Raw materials

Raw materials

Raw materials

Manufacturing Distribution Installation Use/Maintenance/Repair Deconstruction Waste/Reprocessing

Waste/ReprocessingDeconstruction
Use
/Maintenance
/Repair

InstallationDistributionManufacturing

Waste/Reprocessing
Use
/Maintenance
/Repair

Manufacturing Distribution Installation Deconstruction

Waste
/Reprocessing

Use
/Maintenance
/Repair

DeconstructionSaleDeliveryManufacturing

Network equipment

Business Unit B

Product A

Mobile phone

Key environmental hotspots
+  Fixed and Mobile Network
+  Corporate Office

Key environmental indicators
+  Climate change
+  Fossil fuel depletion

Main driver of the footprint
+  Production and combustion of fossil fuels for energy
+  Corporate Office

Key environmental hotspots
+  Customer devices
+  Support activities

Mobile Phones & Tablets
+  Production phase is the main driver of the environmental footprint

Support
+  Energy consumption is the main driver of the footprint

Direct key findings Indirect key findings

Organisation

Indirect impacts

Direct impacts

These findings have further driven our Sustainable Supply Chain Management program.
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Leading with 
Science Science-Based Targets

Science-Based Targets are one of the 
latest developments in Environmental 
best practice and uses climate science 
to set Greenhouse Gas Emissions 
reduction targets. 

While not finalised, our work on the 
Science-Based Targets assessment is 
well advanced and the assessment will 
inform and guide our strategy.

Energy performance 
and efficiency 
In FY2017, over 95% of our total 
emissions came from electricity use. 
Therefore, improving energy efficiency 
and minimising overall consumption 
and dependence on non-renewable 
energy sources are key areas of action 
in our environmental strategy. 

Our total energy use and energy 
intensity increased to 1.7 million GJ 
and 194 GJ/AUD$ million revenue in 
FY2017 respectively.
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The LCA and SBT will drive and inform 
our strategies, targets and program 
focus across Environment.

While our energy consumption grew 5% YOY, 
we continue to deliver better data and carbon 
efficiency on our networks where we achieved 
a 27% YOY improvement in our intensity 
measure of tCO2e/TB. 

While we are well ahead of our original 
target of reducing our carbon emission 
intensity of kWh/TB by 30% between 
2015 and 2030, it is our intent to develop 
additional Science-Based Carbon Targets.
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We’re working to reduce our impact on climate 
change and prepare for the future. We continue 
to address the threat of climate change through 
mitigation and adaptation efforts.

Climate 
Change 
and Energy 
Management Carbon reduction plan

Our carbon reduction plan identified a number of 
significant energy efficiency projects across our operations. 
We’ve made good progress this year; we are beginning to realise energy 
efficiencies and the projects are now in place to achieve long-term 
improvements and carbon reduction.
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Climate change resilience 
We have developed a climate change adaptation 
plan, looking at long-term solutions to adapt to the 
impacts we are seeing from climate change.

Examples of our energy efficiency 
projects include:

Decommissioning ~200 
racks of equipment resulting 
in an estimated reduction of 
7,884 GJ each year

New cooling systems which 
are 15% more efficient than 
the replaced systems

Piloting the use of 
lithium ion batteries 
in facilities to reduce 
cooling requirements and 
improve our infrastructure 
resilience

Energy-efficient mobile 
base stations
Improved efficiencies in our base stations 
during low data traffic times, with preliminary 
results indicating a potential annual reduction 
of up to 7,200 GJ when implemented across 
the mobile network.
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The November 2016 outlook from 
the Australian Bureau of Meterology 
(BoM) forecast these anticipated 
weather conditions:

On the 
front foot

To prepare our network and ensure we were in the best position to serve 
our customers, Optus operational staff went through a rigorous process to 
prepare for what BoM predicted. These actions included:

 + Critical documentation updated (i.e. Disaster Management Plans)
 + Critical sites cleared of risks
 + All SATCATs tested with new SATCATs to be added to the current pool
 + Site preparation – Generator fleet reviewed and ready to go, all sites 

with generators inspected and refuelled
 + Review of where key materials were allocated (i.e. air conditioning  

spares reviewed nationally, review of site equipment spares conducted)

Above average rainfall in 
northwest WA

Increased high temperatures 
(Above 400C and heatwaves)

Below average rainfall across 
most of eastern Australia

Increased risk of bushfires

HOME



Product 
Stewardship
Closing the loop on e-waste, 
packaging and products.

E-waste
E-waste contains a 
combination of valuable and 
reusable raw materials as 
well as materials that are 
toxic. We have a two-pronged 
approach to e-waste;

 + Recycling our own e-waste
 + Providing solutions for customers 

to recycle their e-waste

Our target is to maintain 
recycle rates above 95% 

We are currently 
recycling 98.5% of 
our own e-waste
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Previously, SIM card packaging included welcome and 
instructional information, but most customers have the 
SIM card activated and inserted in their phones in store so 
they didn’t need instructions. 

Case study

Changes to our SIM 
card packing has 
saved 50 tonnes of 
cardboard. Customer Experience confirmed 

“It was clear that we could help 
the environment and make 
things easier for our people by 
minimising packaging.”

New SIM packaging has now been rolled out to 
Yes Optus stores and other retailers with great results.

“This initiative highlights the positive changes we can make 
when we take a new approach,” Lynne Kavanagh, Director 
Retail Operations.

New SIM packaging 
saves 50 tonnes
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People
Our greatest asset
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Our people are our greatest 
asset, which is why we take care 
of people not just physically,  
but emotionally and mentally. 
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We further advanced our Wellbeing 
program with a new program 
specifically tailored to our retail 
teams. Happy People built on the 
success of our existing program, 
Happy Bodies.

Wellbeing Happy People: Using tech to 
improve wellbeing
Our wellbeing program, Happy Bodies was designed 
for our people based in offices. But our retail team 
has completely different wellbeing needs and 
working environments. 
We developed a bespoke resilience program to meet the wellbeing and 
accessibility requirements of our people in our fast-paced store environment. 

The Happy People program was born. The program is app based, providing 
strategies focusing on energy, mood, stress and sleep. Over four weeks, Happy 
People was delivered to 1,300 people.

The program had encouraging results and we are planning to roll it out to the 
rest of the business.

We continued to equip our people leaders to better 
support their team members through the Healthy Minds 
Psychological Capability Training program. Over 900 
leaders have now received training and we’re aiming for all 
1,200 people leaders to complete the program.
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We’ve achieved our lowest number of 
workers’ compensation claims with 0.8 
Lost Time Injuries per million hours worked 
and only 12 workers’ compensation claims.

Employee 
Health & 
Safety – OHS

Every reduction we’ve made means that another 
one of our people has gone home from work safely.
Geoff Hoad
Director OHS

While we remain focused on prevention, in the unfortunate 
event of a workplace injury, we provide a wide range of 
holistic support to help the person to return to work. For 
the fifth consecutive year, we have achieved 100% success 
rate of Rehabilitation and Return to work. 

Predicting a safer future
Using analytics such as incident and accident data 
has helped us to make both our workplace and 
people safer than ever. While we have achieved our 
best ever results, we weren’t going to stop there! 
To take our prevention programs to the next level, we are analysing potential 
risks though predictive analytics. Reviewing only our own data limits us 
to issues that have already occurred in our business. Predictive analytics 
compares data from internal and external sources. It gives us insights into 
emerging trends from other industries, and even issues by postcode. 

Then we are able to prepare targeted plans before the issue occurs in Optus. 
For example, if there has been a spate of thefts in a certain area, we can put 
a program in place in that local area to keep our people safe. 
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Optus believes in the importance of 
having a vibrant, diverse and inclusive 
workplace where our people can ‘be 
themselves at work’. 

Diversity and 
Inclusion

This year we developed a new 3-year Diversity & 
Inclusion Strategic Plan. 
In the year ahead we will be improving inclusion by implementing 
changes to our practices and policies, including our recruitment 
processes, implementing targeted programs and providing Inclusive 
Leadership training.
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“Be yourself at work”
Optus believes in the inherent strength of a vibrant, 
diverse and inclusive workforce where the 
backgrounds, perspectives and life experiences of all 
our people help us to forge strong connections with 
all our customers, innovate and make better decisions 
for our business.

Gender
diversity

Multigenerational
workplaces

Focus Areas

A Diverse &
Inclusive

Workplace

Multicultural
awareness

Differing
abilities

Multigenerational 
Workplace – building 
an inclusive workplace 
responsive to different 
age and life stages

Gender Diversity 
– increasing the 
representation of females 
in the workplace and; 
creating a culture where 
Lesbian, Gay, Transgender, 
Intersex (LGBTI) employees 
are confident to express 
themselves

Our Diversity & Inclusion 
strategy focuses on 4 key areas:

Multicultural Awareness 
– harnessing our cultural 
contributions and increasing 
our Indigenous workforce

Differing abilities – 
providing accessibility and 
inclusiveness for everyone
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We aim to have The Best Talent. This 
year we provided 275,708 training 
hours to our people, an average of 30.9 
training hours per employee. We’re 
thrilled that our innovative and cutting 
edge learning programs received a 
number of accolades this year.

Training & 
Education

 + Best Talent Development Program Award, Australian Institute 
Training & Development

 + Best Use of Technology for Learning, Australian Institute 
Training & Development

 + Platinum Winner Best Learning Project, Learn X
 + AHRI Award for Talent Management 
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Aspiring Leaders
Jol Alexander is a Senior Project 
Manager with an ambition to become 
a team leader. He worked closely 
with his manager on a development 
plan and Jol completed the Aspiring 
Leaders program. 
Each week, Jol and his manager Steve discussed Jol’s 
development and identified opportunities for him 
to gain experience in leadership. Jol shadowed his 
manager, took on additional assignments and learnt 
the HR responsibilities of people leaders.

Completing this course showed me the difference 
between being a manager and being a leader. 
It was practical and I feel equipped and ready 
to step up when the opportunity arises.
Jol Alexander
Senior Project Manager

Training our people 
to better serve our 
customers
To help us deliver The Best Experience 
for our customers, we trained our front 
line staff across all retail stores in how to 
respond to customer billing enquiries.

The Aspiring Leaders program built on a number of other 
learning programs Jol had completed and helped bring his 
other learning to life. During the program he also completed his 
Diploma of Project Management. 

Jol is now second in charge in his team, mentoring a number of 
staff and looks forward to gaining an opportunity to become a 
people leader. 

Help Me with My Bill was a digitally-led solution which resulted 
in increased first contact resolution and decreased the amount 
of double handling of a customer’s enquiry.

The project was awarded Best Use of Technology for Learning 
by Australian Institute Training & Development. 
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Community
The Most Connected Communities
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With our digital technologies and innovative 
programs, Optus is working towards the 
breakthrough moments that create a positive 
impact for vulnerable youth and in our broader 
community.

Our Community approach enables us to 
achieve our mission: To help vulnerable youth 
achieve, thrive and belong. We focus on the 
areas where we can create the biggest and 
lasting impact that builds better lives and 
brighter futures.

Our community programs are focused on: 
Education & Employability; Inclusion & 
Wellbeing; Digital Citizenship and Engaging 
our People. 

Our Mission
Our mission is to connect vulnerable youth 

to their potential through our digital 
technologies and innovative programs.

Direct Cash 
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& Skills
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We believe that innovation can be 
harnessed to increase or extend our 
community impact.

Innovation

Donate your Data is a great example of 
how we’re innovating and using our tech 
to create game-changing experiences 
with lasting community impact.
Tim Cowan
VP Mobile Products

Donate Your Data: Innovating 
for Community Impact
In 2017, Optus launched a new initiative with charity 
partner, The Smith Family to provide a solution 
to digital exclusion – which many disadvantaged 
families and young people face.
Optus Donate Your Data enables eligible customers to donate their unused 
data to disadvantaged families with The Smith Family. For our customers, 
donating unused data is an easy and convenient way to support charity 
without making a financial donation. 

During the pilot program, The Smith Family students received more than 1.5 
GB of data, which they used to complete more online research for studies, 
keep up to date with classes and stay connected. In the next phase, more 
than 1,400 customers can donate data to 429 students with families from 
The Smith Family.
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Future Makers makes 
futures brighter for 
disadvantaged youth
In 2016 we launched Optus Future 
Makers to support innovative 
technology solutions that help 
address social issues faced by 
disadvantaged young people.
Future Makers bridges the gap between innovation, 
social enterprise and the community sector. It 
enables better outcomes for disadvantaged youth 
in ways that are only possible through technology 
solutions. 11 finalists joined our intensive 4-month 
Accelerator Program where they developed their skills, 
received mentoring support and critical connections, 
with 7 groups sharing in the $300,000 community 
investment fund.

The program is inclusive by design; charities, social 
enterprises and entrepreneurs are eligible, which means 
that the program addresses the tech needs across 
multiple sectors. 

Awarded projects from 2016 included a telepresence 
robot for kids with cancer to allow them to be remotely 
present in school classes; and gamifying student 
lessons to engage and support students where 
traditional teaching methods are not effective.
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This year, 55,140 
students learned 
how to be more 
responsible online

As the distinction between our online 
and offline world become increasingly 
blurred, it’s vital we give younger 
generations the skills and knowledge 
to navigate these worlds seamlessly 
and successfully. 
Digital Thumbprint brings digital education programs 
to secondary aged students in a fun, interactive and 
accessible way, with an aim to create empowered and 
responsible digital citizens who thrive in today’s world 
of technology.

Digital 
Citizenship

Digital technology provides new opportunities to access information and 
create connections all across the world. However, when young people are 
not equipped to safely and responsibly navigate the internet, it can also 
have unintended negative consequences. That’s why since 2013, our Digital 
Citizenship programs have helped over 177,000 students have safe and 
positive online experiences.

As a leading provider of communications technology, 
our Digital Citizenship strategy is designed to create 
empowered and responsible digital citizens who 
thrive in today’s world of technology.
Helen Maisano
Associate Director Community
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We believe that digital literacy is just 
as important as teaching young people 
about other safety concerns, such as 
stranger danger and road safety.
Through our Digital Thumbprint strategy, Optus provides 
free Digital Education programs to students in a fun, 
interactive and accessible way. 

Optus’ Digital Education programs equip students with 
tools and facts to combat issues including;

 + Cyber bullying
 + Cyber safety
 + Online gaming & addiction
 + Privacy & security
 + Exposure to inappropriate content
 + Exclusion & confidence

Our programs are free of charge to schools, cater to the 
needs of each age group, are curriculum-aligned and are 
certified by the Office of the eSafety Commissioner.
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Promotions

ProductsPromotions

Parents and
the public

Parents and
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The vulnerable
and at risk

Our Mission
Create empowered, 
responsible digital 

citizens who thrive in 
today’s world of 

technology 

Who we help

Optus Digital Thumbprint

Our audiences

How we create change
Our actions

+ Retail toolkit

+ Face-2-Face 
   in-class workshops

+ Coming soon

+ E-safety
  commissioner
  accreditation

+ Primary Kids Helpline
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Students, customers &
employees involved

Schools engaged
Behaviours changed &
benchmarks improved

How we measure
Our impact

+ Digitisation of
   content

Our Digital Citizenship 
Framework
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Digital Education for Primary Schools
Launched in July 2016, Kids Helpline @ School Digital is an 
early intervention program that uses Optus technology to 
bring qualified Kids Helpline Counsellors into classrooms to 
teach primary students about positive digital citizenship. 
We offer 8 sessions covering topics such as digital safety and the positive 
use of technology and the program has already reached 9,647 students 
across the country. 

We received international recognition from United Nations 
agency, the International Telecommunication Union, for our 
longstanding partnership with Kids Helpline for ‘Good Practice 
of collaboration between child helplines and telecom operators’.

Digital Education for 
Secondary Schools
We reached an additional 45,493 high school 
students with digital education through our 
Optus Digital Thumbprint program in the past 
year. The program is a series of three face-to-face 
workshops, curriculum-aligned and tailored to 
the needs of specific age groups. 

Kids Helpline @ School has 
reached 9,647 students in 
121 schools across the country

The program honed in exactly to the world of the 
students; the issues they are confronted with every 
day and their interests. A very successful program 
in every aspect.
Teacher
Ave Maria College VIC
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Measuring our impact
After 3 years of Digital Thumbprint, we’ve evaluated the 
effectiveness of the program and identified areas for future 
development. 
The Digital Thumbprint Evaluation Report will be released later this year 
and, so far, the results are encouraging. 96% of students agree they 
learned information they could apply and 98% of teachers agree their 
students learnt something important. The Evaluation Report also includes 
recommendations of how we can make the program even more impactful 
going forward.

Mobilising students to read
93% of students improved their reading through 
the student2student Mobile reading program with 
The Smith Family. 
The program matches students with older students and the pair read 
to each other over the phone 2-3 times each week for 18 weeks. 

Optus provides the mobile phones, connectivity and credit to 
enable the program’s success. 

This year, 738 student pairs participated in the program with a 
75% successful completion rate. 16% of the students identify as 
Aboriginal and/or Torres Strait Islander. 

Since 2010, more than 1,750 students have developed their 
literacy skills through the student2student mobile program. 

96% of students agree 
they learned information 
they could apply

Education & Employability
Our education and employment support programs help 
vulnerable youth achieve better educational outcomes 
and improved employability skills.
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Volunteering 
We encourage our people to volunteer their time to support 
a wide range of community groups by providing 1 paid day 
volunteer leave and through our workplace giving, 
fundraising and volunteering portal, yes4Good.
This year our people contributed a total of 16,420 volunteer hours during 
company time in 1,841 volunteer positions.

Helping ABCN students achieve
Our longstanding partnership with Australian Business 
and Community Network (ABCN) continues to evolve to 
increase education and employability skills with students 
from high needs schools. 
During the year, Optus people across the business once again gave their time 
and skills to support more than 600 ABCN students. We volunteered in 479 
mentoring roles and contributed 3,496 volunteering hours in company time.

Volunteering in the Philippines was an 
incredible and grounding experience. I am 
so grateful for the opportunity.
Olivia Goldstrong
Optus Overseas Volunteer in 2016

Overseas Volunteering Program
Our annual Overseas Volunteering Program provides 
our people with an opportunity to contribute to 
communities overseas, and enhance their volunteering 
experience in a developing world context. 
In the Overseas Volunteering Program, Optus people unite with our 
colleagues from Singtel in Singapore, AIS in Thailand and Globe in the 
Philippines to contribute to communities across the region. 

17 of our people volunteered in community development projects and in 
English conversation skills programs in Thailand and the Philippines. 

This year, 
our people 
contributed 
a total of 
16,420 skilled 
and unskilled 
volunteer hours 
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ABCN students become 
Optus employees 
through Pathways to 
Employment
Optus people are passionate supporters 
of ABCN’s mentoring programs, such 
as the Interview 2 Impress program, 
providing practical post-school 
employment skills to students.
The program provides students the knowledge, confidence 
and skills through realistic interview workshops where 
they can practise their learnings to help them prepare for 
future job opportunities. The only thing missing were the 
job opportunities. 

So Optus decided to give these students the chance to 
join the Optus retail team and pioneered Pathways to 
Employment with 6 positions committed for students 
completing the program.

56 students across VIC, NSW and QLD participated in 
our pilot, a tailored program for retail roles developed in 
collaboration with ABCN.

The program was an outstanding success with 6 students 
successfully securing roles with Optus and one being 
offered a permanent position. 

It taught me how to be a role model and effective 
leader. It’s been an amazing, amazing experience. 
I feel proud to be part of the Optus team.
Masooma
Optus Parramatta retail team member
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Marketplace 
& Customers
The Best Experience
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Our customers are at the heart of 
everything we do. We want to provide 
customers with great service and great 
products they can rely on.

We love our 
customers

Endless Entertainment without 
data worries
More than ever, customers want to access 
entertainment through their mobile and 
tablet devices. So Optus offers TV, movie 
and music streaming without using data 
on selected plans. 
Customers can stream a range of TV, movie and music 
apps including Yes TV by Fetch, Stan, Netflix, Pandora 
and Spotify data-free. No data and no worries.

Winning the race
Optus wins again in Netflix ISP Speed Ratings, marking the 
20th consecutive win for Optus since the Speed Ratings 
started in Australia.1

Our continued leadership and 20th consecutive 
wins speaks volumes about how we have worked to 
improve our network and provide the best content 
experience for our customers.
Ben White
MD Customer

1. Netflix ISP Speed Index, April 2017
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Our challenge is to bring innovation into 
everything we do. That’s why ‘innovation’ 
is not the responsibility of one area, but 
woven into the fabric of Optus.

Innovation
We have established a number of teams dedicated to innovating:

 + The Yes Lab focuses on innovative new products for our customers
 + The Customer Experience Lab focuses on innovating our customers’ 

experience
 + ThinkBig embeds innovation at Optus and supports our people to 

innovate
 + ThinkSpace helps organisations to collaborate, discover and innovate
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Since launching in 
2014, ThinkSpace 
has facilitated over 
250 engagements 
across government, 
corporate, private 
businesses and non-
profit organisations, 
100 in the last year 
alone.

ThinkSpace is another way we are 
providing a great customer experience 
and helping Australia innovate. 
The market has changed, customer expectations have 
changed. The game has changed. But driving change 
and new thinking in established organisations can be 
challenging. ThinkSpace helps businesses think differently 
and enrich their customer experience. 

ThinkSpace is a purpose built customer workshop facility, 
allowing businesses to collaborate, discover and innovate. 
Facilitators guide organisations through a creative thinking 
process that takes a people-centred approach to business 
planning and problem solving.

Unlike other business consultancies or coaching groups, 
ThinkSpace is provided as a value-add, free of charge and 
is available to any organisation of any size. Many of the 
workshops are not related to technology at all. 

Case study

ThinkSpace
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Cyber security
Our aim is to become a security leader in Australia and globally and we’ve 
made some significant investments to achieve it:

 + Investment in the Advanced Security Operations Centre
 + A co-investment of $10 million with Macquarie University to 

establish a multi-disciplinary Cyber Security Hub to tackle 
Australia’s cyber skills shortage

 + Partnering with Data61 on its Cyber Security and Innovation Hub 
in Melbourne

 + An $8 million partnership with La Trobe University to establish 
industry-focused cyber curriculum

 + Optus Digital Thumbprint – an education program in Australian 
schools focused on developing cyber aware online users

To ensure that we have the strongest Cyber Security teams, we are 
upskilling our technical experts in Cyber Security through specialised 
training with Macquarie University. 

We are not only increasing our own capabilities, but investing to elevate 
skills and talent in Australia. Our investments in Macquarie University and 
La Trobe University will help create strong local practitioners and meet 
future needs by upskilling students and Optus people. 

The best defence is a strong offence
To help protect our customers and business 
clients, we’ve made our Cyber Security 
stronger than ever.
Cyber security threats and cybercrime is now one of 
the greatest risks to the Australian economy, costing an 
estimated $17 billion annually.2 This is not just an issue for 
business and government – anyone can fall prey to attack 
including customers, individuals and small to medium 
businesses. 

2. https://cybersecuritystrategy.dpmc.gov.au/assets/img/PMC-Cyber-Strategy.pdf
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In partnership with LifeJourney, the program will deliver 
one of Australia’s first free online national cyber security 
education courses.

Students experience a day in the life of Optus’ cyber 
experts to understand the skills and activities involved 
in a cyber-attack, and the critical importance in helping 
Australian organisations combat the growing volume of 
cyber threats.

New program 
to bridge 
skills gap
Prior to publication, we launched the 
Optus Cyber Security Experience, an 
online cyber education program for 
secondary schools, TAFE and universities.
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To provide cyber-security protection 
for Australian organisations, we’ve 
launched a $10 million Advanced 
Security Operations Centre (ASOC).
The ASOC is a state-of-the-art, highly secure facility that 
delivers customer service, advanced threat detection, 
threat intelligence, incident response and security device 
management to strengthen cyber-security defence and 
enable innovation.

Because cyber-security threats can originate anywhere in 
the world, the ASOC combines Optus’ network security 
capabilities with a globally federated network. 

Case study

Advanced Security 
Operations Centre

ASOC has many strengths:

It is built on top of the 
carrier network so it’s 
closer to where the 
issues are happening

In-country forensic 
capabilities and incident 
response provide proactive 
threat management

Access to best of breed 
cyber security technology 
partnerships – such 
as FireEye, Palo Alto, 
Checkpoint and Akamai

Global threat intelligence 
from 8 federated security 
operations centres around 
the world, managed in 
real-time within our ASOC
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Our customers are 
more satisfied with 
the Optus Network 
than ever before

Optus 4G network 
now covers 96% of the 
Australian population

Our network is 
better than ever
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We are committed to collaborating with transparent, 
ethical, as well as socially and environmentally 
responsible suppliers. Our preference is to procure 
from vendors who are responsible and sustainable 
companies or are working towards it.
As part of our Sustainable Supply Chain Management (SSCM) 
program for FY2017, we built a supplier self-assessment 
questionnaire based on industry best practices to gather inputs  
from our key suppliers. The questionnaire addressed 8 key 
environmental, social or governance (ESG) categories. The results 
gave us in-depth insights into the practices of our key suppliers. 

Going forward, we are looking at auditing suppliers using a  
risk-based approach: our top 50 suppliers that make up 75% of 
our total procurement spend and other suppliers in locations which 
we considered have high ESG risks. Also, we have undertaken risk 
analysis across our categories and sub-categories to provide a lens 
of where there may be risks deeper in our supplier base. We have 
also overlaid other risk lenses to help tease out higher risk suppliers 
outside of the category risk analysis. So far no major ESG issues 
with our suppliers have been identified. 

In addition, all new suppliers from FY2017 were assessed against 
social and environmental criteria through our sustainability 
questionnaire as part of their on-boarding tender process. This is 
applied to tenders above $200,000. 100% of such new suppliers 
were assessed against both criteria during the year.

The responsibilities in our SSCM were identified through our  
Life Cycle Assessment.

Sustainable Supply Chain 
Management (SSCM)

Our insights from the supplier 
questionnaire are as follows:

58% responded to 
the assessment

42% undertook 
due diligence
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Level of satisfaction for our supplier 
performance in the 5 material areas*:

Very Satisfied with 100% 
of suppliers surveyed

Very Satisfied with 100% 
of suppliers surveyed

Very Satisfied with 58% 
of suppliers surveyed

Very Satisfied with 75% 
of suppliers surveyed

Very Satisfied with 100% 
of suppliers surveyed

Satisfied with 42% 
of suppliers surveyed

Satisfied with 25% of 
suppliers surveyed

Data Privacy & 
Cyber Security

Workplace Safety 
& Health

Electromagnetic Energy

Environment & 
Energy Management

Conflict Minerals
*Based on supplier responses, information provided and our own policy desktop review.
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Our supplier categories of 
greater concern:

Suppliers that carry out 
labour intensive work, 
such as network rollout 
and construction

Suppliers with a high 
interaction with the 
environment, directly 
or indirectly

Suppliers that manufacture 
products with electromagnetic 
energy and/or conflict mineral 
components

Suppliers that have access 
to our company data and 
security processes

We have followed up with those suppliers identified to carry a 
higher risk in their supply chain based on our assessments, and 
are satisfied with their mitigation measures for such risks. 
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