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Chairman’s 
Message

When we set out on our Digicel adventure 

back in 2001 in Jamaica, we could not have 

imagined that we would grow our footprint  

to cover 25 markets across the Caribbean  

& Central America with a combined 

population of 23 million.

As we moved through the Caribbean to 

the Pacific and Central America, we had 

a singular aim; to democratise mobile 

communications and make sure that 

everyone, everywhere had access to best in 

class affordable communications services. 

Importantly, we also made sure to understand 

and honour the rich and unique cultures in 

each of these countries and to do our best 

to give back to our communities as they 

accepted us as a part of theirs. 

All of this has by no means been an easy 

feat. Many operators have shied away from 

the markets that we have embraced deeming 

them too challenging or too niche. But where 

others see issues, we see opportunities. 

Indeed that word opportunity would very  

well sum up our approach to everything.  

We understand the transformational benefits 

that access to world class communications 

services provide and passionately believe 

that access to be a basic human right. 

As we have built our business, our approach 

to Environmental, Social and Governance 

(ESG) matters has always been central to 

our ambitions for ourselves, our customers 

and our communities. An investment in 

ESG is an investment in humanity. As the 

Board sponsor of our ESG activities, hugely 

supported by our active, engaged and 

highly experienced Board Members, our 

commitment is to enable our customers 

to operate at the forefront of the global 

knowledge economy and help to bridge 

the digital divide. We do this via ubiquitous 

access for all to our superfast sustainable 

networks; building education and special 

needs capacity and advocating for inclusion 

in our communities and in our workplace.

From our technology choices and “no 

harm” environmental approach, our Digicel 

Foundations which to date have benefited 

more than 2.2 million people through social 

impact investments of over US$125 million 

to the ethical way we run our business and 

nurture and grow our corporate culture, 

everything we do is grounded in the belief 

that wherever we are in the world – we must 

leave a positive footprint. 

This first report gives insights into some of 

this work and showcases our commitment 

to our customers, our communities and to 

each other. Behind those three core areas 

of our ESG approach sit a host of affirmative 

actions, programmes, initiatives and policies 

all designed to deliver our Better Together 

brand and simply more promise. These are 

brought to life and into action each day by 

our amazing staff across our 25 markets who 

are all driving towards the creation of a future 

that is better than our today.

Thank you.

Denis O’Brien

Denis O’Brien 
Chairman
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CEO’s 
Message

Our Environmental, Social, and Governance 

(ESG) report sets out our efforts and 

achievements during calendar year 2021 – 

whilst also plotting a path to a sustainable 

future. ESG is an inextricable part of how 

we do business; it’s who we are and who we 

have always been. 

In terms of an assessment of where we are 

and recognising the importance of ESG, 

we are proud of our Social achievements in 

relation to our people, our customers, our 

suppliers, and our communities as giving 

back has always been core to our business. 

Our Governance is strong and this permeates 

throughout the organisation from our 

fantastic Board right through to our front line 

employees. Our focus for 2022 and beyond 

needs to be on enhancing our environmental 

commitments and activities which we have 

work to do in developing, whilst building on 

our other strong foundations.

Successful ESG strategies are recognised as 

being significant drivers of value creation in 

terms of driving growth, boosting productivity 

and maximising investments and inputs. It’s 

a point of pride therefore that our approach 

today mirrors our founding core intent and 

purpose of connecting the unconnected 

while making a positive contribution to our 

communities from our launch back in 2001.

It’s imperative that we think about ESG and 

act in a proactive way keeping true to our 

core values – and that becomes even more 

pressing as our stakeholders from all walks 

of life increasingly turn their attention to 

matters of sustainability and responsibility. 

We are fortunate that our 5,000 employees 

embrace and embody our ESG vision and 

work day in, day out to turn that vision into 

tangible benefits for our customers and our 

communities. 

Along with our day to day business 

activities and imperatives, that intent is 

brought to life powerfully in so many other 

standout ways from dealing with natural 

disasters to making sure our customers 

realise how special they are.

Right at the start of 2021 – on New Year’s 

Day in fact – our Business Continuity 

team kicked off our immediate response 

to the volcanic activity in St. Vincent and 

the Grenadines with the dual purposes of 

protecting lives and protecting our network, 

moving at pace to establish secure housing, 

organise feeding programmes, and use our 

communications channels to educate people 

on how to stay safe.

Our first-ever Customer Day on 12 May 

was perhaps my favourite ever workday 

in my decades-long career. The energy, 

enthusiasm and passion that shone through 

as our people united around a single aim – 

to put the “US” in customer, with everyone 

carrying out customer-facing activities – was 

a joy to be a part of and reminded us all, 

once again, how unique this organisation is. 

My sincere thanks to all of our employees for 

their efforts that day, and indeed every day. 

As an organisation we always show up for 

each other and for those around us and we 

always want to leave a positive footprint, 

no matter the circumstances. It is the pride 

we all feel as part of the Digicel family that 

drives us and elevates us. We are indeed 

Better Together.

Thank you.

Oliver Coughlan

Oliver Coughlan 
CEO
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About  
Us

Through our world-class LTE and fibre 

networks, together with our suite of apps 

spanning sports (SportsMax), music 

(D’Music), news (Loop), local radio and 

podcasts (GoLoud), TV streaming (PlayGo), 

enhanced messaging and marketplaces (BiP), 

cloud storage (Billo) and self-care (MyDigicel 

app), we’re the only operator in our markets 

that can deliver that.

As a Digital Operator, we’re in the 

business of delivering powerful 

digital experiences 1440 minutes of 

each day to customers – that’s every 

minute, all day, every day. 

Proudly serving consumer and business 

customers in 25 markets in the Caribbean 

& Central America, we have invested over 

US$5 billion in building our business and our 

communities. Meanwhile, our commitment 

to our communities through our Digicel 

Foundations in Haiti, Jamaica and Trinidad & 

Tobago has contributed to positive outcomes 

for over 2.2 million people to date.

With our Better Together brand, we have a 

promise of simply more to our customers and 

communities. And our 5,000 plus amazing 

employees worldwide work together to make 

that a powerful reality day in, day out. 

CAYMAN ISLANDS

TURKS AND CAICOS

BRITISH VIRGIN ISLANDS ANGUILLA

ANTIGUA AND BARBUDA

GUADELOUPE

DOMINICA

MARTINIQUE

SAINT LUCIA

SAINT VINCENT AND
THE GRENADINES

BARBADOS

GRENADA

TRINIDAD AND TOBAGO
SURINAME 

ARUBA
CURACAO

BONAIRE

FRENCH
GUIANA

GUYANA

JAMAICA

HAITI

SAINT KITTS AND NEVIS
MONTSERRAT

BERMUDA

EL SALVADOR

CENTRAL AMERICA CARIBBEAN

Panama is not included in the Caribbean & Central America Markets.
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Our Business 
at a Glance
From a Pure Mobile Operator to a Digital Operator

US $1.5b+

Numbers related to Caribbean & Central American operations excluding Panama.

LTE & 4G
In All Markets

#1
in 16 Markets

5,129
Cell Sites

3,100km
Subsea Fibre Network

14 Markets
Fibre Broadband

US $5b+
Total Invested Revenue

10m+
Customers
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Our Core 
Strategy
Our People, our Customers and 
our Communities are the things we 
care about most; ensuring we do 
our best for them is what gets us up 
and at it every morning.

As a Digital Operator, we’re all about keeping our customers connected to the people 

and things they love most. We do that by providing world-class superfast networks and 

services that provide our customers with the ability to operate at the forefront of the global 

knowledge economy. Right where they belong.

And to ensure that our customers know that we set ourselves high standards –  

we’ve made them five promises:

Give speedy easy 24/7 access to Customer Care 
and do our utmost to answer chat queries 
in 10 seconds and calls in 20 seconds

02.

No hidden charges 
No tricky terms and conditions 
No leaving customers hanging

03.

Bring the best apps and content, 
with the most generous data allotments 
around, so our customers can do digital 
1440 minutes a day – all day, every day

04.

Always act on our customers’ feedback 
and reward them for being 
part of our Digicel family

05.

01. Provide you with the best LTE
and broadband network experience
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Back in the day, developing markets weren’t seen 

as viable investment locations and mobile phones 

were only for the wealthy. Those customers that 

could afford connectivity were forced to suffer 

poor customer service, high prices, inferior 

networks and lack of choice. 

Digicel set out to change all that democratising 

communications across the Caribbean & Central America  

and ultimately bringing our promise of best network, best 

value and best service to 25 markets while working to  

become a part of the fabric of those societies. 

Evolving from our beginnings as a pure mobile operator, 

we have added broadband connectivity and content to 

our portfolio as we moved first to become a full service 

communications provider serving consumer and business 

customers and then, with the addition of our suite of apps, to 

forge a more diverse relationship with our customers through 

our Digital Operator strategy.

With research showing that a 10% increase in broadband 

penetration correlates with a 1.4% increase in GDP 

in developing countries, we are keenly aware of the 

transformational benefits that our products, services and 

presence have on the markets in which we operate.(1) 

Today, our state-of-the-art networks are ubiquitous and 

industry-leading. Our ambition to ensure that everyone has 

access everywhere sees our customers spending more and 

more of the 1440 minutes they have each day with us thanks 

to our suite of apps which offer all the entertainment and 

engagement our customers need and want. 

All of this connectivity translates to opportunities for 

economic empowerment for the countries, governments, 

businesses and citizen consumers we are proud to serve. 

And that commitment is further bolstered by our social impact 

initiatives conceived and delivered by our colleagues across 

the globe as we work to be “Better Together”. 

Our Core 
Strategy

(1) World Development Board: Explaining the relativity between broadband and economic growth.
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ESG...
The Digicel Way
Our approach to ESG powers our purpose and is central to our ambitions for 

ourselves, our customers and our communities. It’s all about leaving a positive 

footprint and enabling our customers to operate at the forefront of the global 

knowledge economy. That means we exist to bridge the digital divide. 1
Via Ubiquitous Access For All to  

Our Superfast Sustainable Networks

2
Through Building Education  
and Special Needs Capacity

3
By Advocating for Inclusion in  

Our Communities and in Our Workplace

We approach this in three ways:

10
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Access All Areas

Operating Responsibly

Business Continuity Management
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Access
All Areas
With our focus on providing ubiquitous access to all to our superfast 

sustainable networks and doing our part to bridge the digital divide, we’ve 

been hard at work delivering on that. Through an ongoing programme of 

network upgrades and launches, we’re ensuring our customers can live their 

digital lives to the fullest.

We’re known for rolling out services in geographically and topographically challenging 

locations that other operators shy away from, so part and parcel of our approach is ensuring 

that our rollouts are carried out to best impact communities and least impact our environments. 

That includes how we select the appropriate technology for the location, how we transport 

network equipment to cell sites, how we blend our cell sites into the natural habitats and how 

we power our cell sites.
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More in More Places

Fundamental to a digital lifestyle is a great 

network experience. And as our customers 

spend more and more of the 1440 minutes 

they have in their day enjoying our suite 

of apps, so we must move to ensure that 

we meet their growing data demands. 

That appetite for more data has seen us 

completing wireless upgrades in 18 markets 

during 2021 to deliver on our speed, 

coverage and capacity commitments.

Connecting More Places

Delivering on our access for all ambition 

means employing a range of technologies 

dependent on the environment. During the 

course of 2021, we carried out island-wide 

TDD-LTE deployments in Bonaire, Curaçao 

and Suriname taking advantage of its 

strength in spectrum efficiency to deliver 

robust coverage beyond our existing  

LTE footprint.

Our Mobile 
Network
We offer 4G-LTE in all our markets through our network of 5,129 cell sites, 

3,809 of which are LTE-enabled. 2021 saw the culmination of our five-year 

network modernisation project through which we upgraded our network 

to deliver enhanced speeds, quality and coverage. One key feature of this 

programme was that we deployed network equipment that is 30% more 

power efficient across our networks.

Currently our renewable usage across our cell sites stands at 17.6% through a combination 

of hybrid and solar solutions. Hybrid power solutions have been implemented at 15% of 

our total cell sites, predominantly in Haiti, providing us with 13 hours per day of power from 

batteries and resulting in a 30% reduction in diesel fuel consumption. Likewise, some of the 

energy generated from our solar solutions in Jamaica is used to provide energy savings for 

our switch buildings in-country. Of our 5,129 sites, 106 (2%) are using solar power as their 

renewable source of energy.

As part of our commitment to minimising our environmental impact, we have integrated the 

use of environmentally friendly, renewable energy resources across 24% (6) of our markets  

in the Caribbean & Central America. We have successfully installed both solar paneling  

and wind turbine power solutions to convert natural energy for use to support connectivity 

and digital products and services to customers and communities.
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Our Fibre
Network
With home broadband and TV services in 16 Caribbean & Central America 

markets in 2021, we have made significant investments in Fibre-To-The-Home 

(FTTH) networks in Barbados, Bermuda, the British Virgin Islands, Dominica, 

Grenada, Jamaica, Montserrat, St. Lucia, St. Vincent & the Grenadines,  

Trinidad & Tobago and the Turks & Caicos Islands. Our subsea fibre network  

of 3,100 km connects 15 of our Caribbean markets with each other and with 

the United States. 

Our use of GPON technology for our fibre networks not only makes for a 

much more reliable technology delivering a better customer experience, it 

is more environmentally friendly when compared with legacy technologies 

like DSL (Digital Subscriber Loop) and HFC (Hybrid Fibre-Coaxial). With no 

need to power copper cables and no need for amplifiers or any other network 

equipment requiring power, power consumption with GPON is up to 80% lower. 

Fast Fibre in More Places 

2021 saw us taking our fast fibre broadband offering to more people in more places. With 

Digicel+ delivering a super slick, fast and reliable broadband and TV experience, new service 

launches saw customers in the British Virgin Islands, Grenada, Montserrat, St. Lucia and  

St. Vincent & the Grenadines joining the Digicel+ family and enjoying minimum speeds of  

100 Mbs in our basic packages and speeds of up to 1Gb for the super users – along with a  

full suite of TV and VOD services. 

In addition to those five new markets, we also completed upgrades to our existing Digicel+ fibre 

services in Curaçao, Dominica, Jamaica, Trinidad & Tobago and the Turks & Caicos Islands to 

satisfy our customers’ growing bandwidth demands.

Energy and Data Consumption

In 2021, our total electricity usage for sites 

and switch buildings across all markets 

was 651,635 GJ . Of this, 98.6% was from 

local Electricity Grids, while 1.4% was 

from renewable energy sources. We have 

implemented hybrid generator solutions 

saving 17.6% on fuel consumption.

Over this same period, our customers 

consumed 2,851 PB of data traffic using 

our networks. The takeaway is that we are 

serving far greater volumes of data to our 

customers with less power consumption.

As expansion into new locations within 

existing markets continues, the opportunities 

to roll out sustainable, renewable, energy 

resource solutions are identified and 

included in the build design. 

Kudos from Ookla 

We always want to deliver the best 

speeds, the best coverage and the 

most reliable network, but with the 

pandemic changing everyone’s 

work and life patterns, the resulting 

demands on our network have 

brought that mission into even 

sharper focus.

We’ve made good progress – and 

we’re happy to say that hasn’t gone 

unnoticed with Ookla®, the global 

leader in internet testing, data and 

analysis, singling out our fibre and 

mobile networks for their quality  

and speed.
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Officially opened in March 2013, our global headquarters building 

stands proudly on the waterfront in Kingston, Jamaica and is a physical 

representation of our “no harm” environmental approach and commitment 

to our communities.

When we set out to build this facility, two things guided the project – that 

we locate it in a place where our presence would have a positive halo effect 

and that we deliver a green facility.

“The Greenest Office Building
in the Caribbean”

Location, Location, Location

Historically the hub of commerce and culture, 

more recently downtown Kingston was seen 

as a “no go” area especially at night due to 

the crime and poverty rate there. That meant 

we deemed it the perfect location to bring our 

special brand of positivity in an effort to kick 

start the regeneration of downtown Kingston.

Today, many of Jamaica’s foremost companies 

and institutions have followed our lead and 

invested in downtown Kingston with the 

area now coming into its own as a cultural, 

entertainment and business destination.

Going Green

With environmental awareness and natural 

resource conservation as a priority, our 

headquarters building has been dubbed the 

“greenest office building in the Caribbean”  

and features:

-  Rooftop solar PV panels and four wind 

turbines to supplement power demand and 

reduce our grid power requirement in turn 

reducing CO2 emission to the environment

-  Absorption chiller plant utilising solar 

water heating to supplement our office air 

conditioning/cooling systems

-  Triple glazed glass curtain walls to optimise 

light intake (while limiting heat flow to the 

interior) and window shade louvres limiting 

direct sunlight onto the glass curtain reducing 

the cooling demand

-  Zonal control on air conditioning systems 

allowing use of cooling only where needed

-  Motion sensor controlled lighting systems 

-  Rain water harvesting used for cooling towers 

and lavatories

-  On-site well and reverse osmosis water plant 

supplying 97% of our water requirements

Speaking at the time of the opening, Prime 

Minister, the Most Hon. Portia Simpson 

Miller, commented that the project “clearly 

demonstrates that Digicel has caught both 

the vision of the redevelopment of downtown 

Kingston and the positioning of Jamaica as the 

ICT hub in the region.”
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Operating 
Responsibly
As we build, run and grow our 
business, we know that how we do 
it is as critical to value creation and 
long term success as it is to the 
environment in which we operate.
 

While we have always understood that it is our duty to work in tandem with our environment 

and any applicable environmental laws, there will be increased importance on our 

environmental journey as we shape it for the future.

Areas of focus for 2022 and beyond include the development of an environmental strategy 

and implementation of a tangible action plan. By creating a sustainable, safe and healthy 

environment that balances the triple bottom line of people, planet and profit, we are ensuring 

the safety and health of our people, our contractors and the wider public through our 

ecologically conscious approaches and our commitment to making every effort to guarantee 

that our operations do not negatively impact the environment.
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Since we’re all about digital, 

we have built a robust fully 

digital management system and 

implemented safeguards that 

account for the Occupational Health, 

Safety and Environmental risks that 

come with our operations. Likewise, 

we employ a variety of platforms 

to promote awareness, conduct 

e-training and automate our field 

submissions - all of which help us to 

assess and mitigate any threats to 

human life and the environment in a 

dynamic fashion.

We are pleased to report there have 

been no documented environmental 

breaches or major occurrences in 

the last year.

Responding to COVID-19

With the sudden onset of the pandemic, our 

dual priorities were to protect our staff and, 

as a provider of mission critical infrastructure, 

to ensure the seamless delivery of our 

services to customers. Speed of response 

was vital.

Our Safety team collaborated with our 

Procurement and HR teams and business 

continuity research to ensure that all 

personal protective equipment and standard 

operating procedures met the required 

international standards specified by the 

Ministries of Health across our markets and 

by the World Health Organisation. 

With Digicel’s Global Network Operating 

Centre (GNOC) serving as a significant 

distribution hub for network support, 

compliance and service assurance, our 

GNOC and Business Continuity Management 

teams collaborated at pace to develop a 

tiered, staged approach to protect operating 

engineers and provide resilience in the face 

of increasing network traffic.

This Took a Two Pronged Approach:  

1.   Providing quarantine accommodations and industry-approved personal protective  

equipment for staff, rotating them to ensure their safety when they returned to work.

2.   Facilitating all our employees to work from home immediately while preserving  

network stability.

Our Safety, Health and Environment team systematically reached out to our employee and 

contractor community across all markets to provide inductions on personal protective equipment 

and COVID-19 safety measures. This resulted in the use of new digital tools such as e-classroom 

allowing seamless remote learning.

So How Do 
We Do It?
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Our “No Harm” 
Approach
Taking a “no harm” approach, as 

a multinational organisation, our 

environmental teams take pride 

in identifying best practices and 

incorporating them into daily 

operations with the guidance 

of regulatory organisations and 

academic support.

Our ongoing assessment and projection of 

possible negative social and environmental 

impacts as part of an environmentally 

sound management programme establishes 

appropriate mitigation measures, which are 

frequently formalised in an Environmental 

and Social Management Plan (ESMP).

Environment and Disruptive Events

The La Soufriere volcanic activity in St. 

Vincent & the Grenadines saw us adapting 

our operating procedures to include ash 

management in our induction action plan; 

this was activated in St. Vincent & the 

Grenadines, Barbados and St. Lucia.

In 2021, the University of the West Indies 

Seismic Research Centre recognised 

Digicel as playing a crucial role in the 

setting up of the National Seismic 

Network in St. Vincent & the Grenadines. 

Given the complexity of firewall and 

rerouting to get access to the seismic 

stations, the UWI Seismic Research 

Centre (UWI-SRC) had to liaise with us to 

adjust the network settings to be able to 

receive data from all stations.

We also donated a hotspot to the 

Belmont Observatory, which was used 

by scientific teams in the field to be able 

to communicate simply and conveniently 

from remote areas.

In addition to technical support, we 

promoted virtual community meetings 

for Red and Orange Zone areas via 

nationwide SMS text blasts in lieu of face-

to-face meetings during the pandemic. 

Furthermore, we participated in an expert 

consultation as part of the UWI-SRC’s 

crisis communications evaluation which 

aimed to identify gaps and strengthen 

regional communication strategies for 

future events. 
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Marine and Environmental 
Interactions
We conducted repairs to the Antilles Crossing Cable from Barbados to St. Croix, which had been damaged early in 

the morning on New Year’s Day by a large anchor being dropped from a privately owned vessel. During the repair, 

the anchor was recovered and returned to the owner and the repaired cable was buried out of sight returning the 

environment to its pristine condition.

Cable initially laid over seagrass before burialWoodlands Beach, Montserrat Cable immediately after burial, the seagrass will grow 

back within a few months

Our “No Harm” Approach  
in Action

When a new cable was installed into 

Montserrat – the first in over twenty five 

years and the only cable connecting 

Montserrat after the Soufriere volcano 

erupted and destroyed the previous 

connectivity – the team went out of its way 

to stand over its “no harm” approach. The 

beach where the cable lands at Bunkum 

Bay is a popular spot, not only with the 

locals but also with turtles, so days before 

the installation started, a watch was set 

up to ensure that no turtles were nested 

in the affected area. The cable itself was 

buried about one metre into the seabed to 

ensure that it wasn’t a hazard to the local 

fishermen or yachts. 
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Formalised in 2017 in the aftermath of two category five hurricanes, Irma  

and Maria, which devastated a number of islands in the Caribbean, our 

Business Continuity Management (BCM) team are our “first responders”  

in times of threat or crisis.

Comprised of key stakeholders from across the business, the BCM is a key component  

of our risk management through an ongoing cycle of plan development, testing and 

maintenance, impact analysis and recovery strategies. 

Today the BCM operates an “always on” approach and has been singled out for praise  

by organisations like the GSMA and the Clinton Global Initiative for our approach to  

disaster preparedness and management.

Helping St. Vincent & the Grenadines

When St. Vincent & the Grenadines faced a humanitarian crisis during the La Soufrière 

volcanic activity which caused the mass displacement of over 30,000 people, we 

tackled the resulting food insecurity issue head on through a partnership with World 

Central Kitchen (WCK).

WCK is a nonprofit organisation that nourishes communities and strengthens 

economies in times of crisis and beyond. WCK served 8,000 meals daily over a four 

month period to over 50 locations in St. Vincent (circa 4,000 from their own kitchens, 

and 4,000 from restaurants) keeping dollars in the economy. They demobilised those 

efforts in August 2021.

Separately, we committed US$500,000 in cash and kind to the relief efforts in  

St. Vincent & the Grenadines.

Business Continuity
Management
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Our Business Continuity Management 

team is on standby year round and 

ready to roll when needed.

In 2021, we faced a number of disruptive 

weather events and natural disasters including 

seven hurricanes (four of which were 

classed as major hurricanes being category 

3 and above), 21 named storms, 21 tropical 

depressions, four earthquakes and one 

volcanic eruption. COVID-19 was of course 

also a feature of the year. The BCM team  

was fully activated for seven hurricanes and  

a volcanic threat.

Year-round the team also focused on upskilling 

the wider business to ensure that when 

needed, we can all rise to the challenge and 

act effectively. Activities included:

Playbooks
Business

Continuity Plans
Learning and
Development

22 plans were reviewed

using ISO 22301

then stress tested

Developed across the

business functions to 

ensure compliant and

seamless activation

Three table top kits

covering natural disasters

were developed and

provided to all markets

Six master classes and

seven microlearning

sessions conducted

Implementation

Managing Through 
Disruptive Events 
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Our  
People

Our culture and policies are all about Better Together.  

We are committed to Equality, Diversity and Inclusion and this drives  

who we are, and clearly outlines what we expect from our people.
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Our people are our greatest asset. We know that our people power our business (which 

is why we’re able to give the best service to our customers) so it’s important that we not 

only treat our people right, but also enable them to be better.

Since launching in 2001, we have led by example as an equal opportunity employer in 

the truest sense of the term. This means allowing people to be their authentic selves at 

work, encouraging diversity and embracing people no matter their colour, creed, race, 

religion, sexual orientation, political views or anything else that makes them unique.

This is shown directly in our headcount, a 5,456 Caribbean & Central America strong 

workforce. Gender balance is a point of pride with a fairly even split between male and 

female employees - 51% female to 49% male split; this remains consistent even at the 

CEO level with 52% of our CEOs male, and 48% female.

Our workforce is ever-evolving with our digitalisation, efficiencies and process 

improvements resulting in a 7% decrease in headcount. For any roles changing or 

opening up, efforts are made to promote from within, or hire locally, before turning to 

non-local hires or contractors. Currently 91% of our employees are permanent hires 

and 4% are expatriates. A small number of contractors and consultants work within the 

organisation who bring invaluable experience, that when added to our headcount only 

accounts for approximately 3% of the workforce. 

52%
Male

48%
Female

CEO Gender Ratio

Better Together
in Action

We Listen

We care what our employees think, and believe we can continually make positive changes. 

Allowing them to feel heard and supported within the Group, as well as providing the 

resources, tools and opportunities needed to succeed and grow with the business is always 

time well spent.

We regularly check in with our people to get an understanding of how they’re feeling about 

the business. Each one of our employees is sent regular surveys, to which they respond 

anonymously. Senior leaders and managers are able to view responses via a dashboard, 

which they then turn into actionable plans to address challenges as they come up.
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experience understanding the market 

and its customers. In 2019, he became 

Digicel Haiti’s Chief Commercial Officer 

and in early 2021, was promoted to Chief 

Operating Officer. Towards the end of 

2021, JP took over as Haiti’s CEO as the 

business focuses on commercial growth 

and our Digital Operator journey.

At the heart of who we are as a business is 

our Digicel DNA, and for those within the 

business who have that ingrained in them, 

there are no limits to what they can achieve. 

We have countless examples of people who 

have progressed and grown with us, starting 

out in Customer Care and even ending 

up as CEOs. We do our best to train local 

talent in our markets, preparing them for 

an international career on the world stage 

through continuous training and development 

opportunities.

Currently all employees have access to and 

must complete mandatory training modules 

through our employee portal including Cyber 

Security (100% completed), GDPR Essentials 

(100%), and our recently launched Code of 

Conduct to name a few. In addition to this, 

every employee has access to a database 

of more than 4,000 courses in Blue Ocean 

Brain, with more than 350,000 courses and 

over 10,000 hours of training performed in 

2021. We’ve invested millions of dollars in 

training and ensuring our employees are 

qualified to do their job, and believe that the 

learning never stops, with US$2 million  

spent in 2021. 

Celebrating 
Our Talent

Growing With Us

Jean Philippe Brun, also known as JP, is 

from Port-au-Prince, Haiti, and began his 

career in telecommunications in 2007 

as a Logistics Analyst with Voila, which 

was acquired by Digicel in 2012. He 

has held roles in Sales and Distribution, 

Mobile Financial Services and Regional 

Operations, where he’s gained priceless 

Our Professional Development Programme 
which ran throughout 2021 helped us 

invest in our people, by stepping up and 

providing financial assistance (up to 100%) 

to employees looking to pursue further 

education or training. Another initiative, the 

Digicel Graduate Programme, launched 

its full programme in 2021. This programme 

is designed to create a pool of candidates 

who are fully prepared to assume cross-

functional/multifunctional roles within two 

years. We offer tertiary graduates a truly 

global experience as they spend time in 

the various business areas, developing 

technical knowledge, a digital mindset, 

business acumen and leadership skills. 

This is done through a combination of real 

world, on-the-job experience, professional 

development, networking and mentorship. 

This supplements our Internship Programme 

which has been running for years and is 

constantly evolving, hosting multiple interns 

across our markets working in a range  

of functions.
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Championing 
Inclusion

A Person First

Daveanna-Kay Reid, fondly known as DK, is a Human Resources Executive at Digicel 

Jamaica. She suffered a severe spinal cord injury in a motor vehicle accident when she 

was just 19 years old, but hasn’t let that deter her from reaching her goals. DK has been 

an integral part of the Digicel family for more than six years and is one of many of our 

people with a disability. We think she put it best when she said; “It’s not the fact that 

we’re disabled, but it’s the situation we’re placed in that really makes us disabled.” Here 

she makes the point that often, the biggest obstacle to people with disabilities, is that 

others don’t think to make things accessible for them. At Digicel, she’s given a chance to 

feel like she is more than her disabilities; she’s given a chance to feel like a person first. 

Digicel is a place where people of all abilities are welcome and can thrive.  

In May 2021, we signed up with The Valuable 500, a global movement putting 

disability on the business leadership agenda, with all members making a 

public commitment to advance disability inclusion within their organisations. 

At Digicel, we’re already ahead of the curve because much of what The 

Valuable 500 stands for are practices we already live by. 

Our Valuable 500 Commitments Include:

-   Building capacity and opportunities for children with special needs through the 

establishment of special needs centres of excellence, special needs education 

programmes and specialist teacher training

-   Providing employment opportunities, an accessible workplace and inclusive 

workplace policies for people with disabilities

-   Advocating for and driving acceptance of people with disabilities through education 

and awareness programmes, partnerships and multi-stakeholder engagement

Many of these things are led through our Foundations, but in all our markets, we are 

known as champions of people with disabilities. 

26

Introduction        Environmental        Social        Governance        Appendix



As the world faced another hard 

year in the grip of the COVID-19 

pandemic, we were on hand providing 

assistance to help our people cope 

with the accompanying challenges. 

Some of the support given over the 

course of the year included: 

COVID-19 Awareness Sessions  
& Vaccine Drives

Across our markets, we reached out to 

experts to share information and answer 

questions on the COVID-19 virus and 

vaccines. These sessions were well received 

and aided people in making the right choice. 

In efforts to make access to vaccines 

equitable, many markets have held and/or 

supported vaccination drives, inviting our 

people and their loved ones to get vaccinated 

and even extending the opportunity to those 

in communities around us.

Caring for
Our Colleagues

Access to Vaccines

In support of the World Health Organisation’s vaccine stance, and to ensure that  

we are providing a safe space for our people and our customers, we requested that  

all our staff across the globe be vaccinated or provide a negative PCR test on a 

fortnightly basis.

With an ongoing strong education and engagement programme about the benefits 

of being vaccinated, plus a series of Vax Days across our markets, we also donated 

US$1 million to the Ministry of Health and Wellness in Jamaica to fund the purchase 

of COVID-19 vaccines. Today, upwards of 85% of our people have played their part in 

ensuring a safe space and are vaccinated.

Education Grants

As we wrap up two years of living with 

COVID-19, we know that things have been 

more challenging than ever before. We made 

it a priority to assist our people in making 

sure that education remained a priority for 

their children. While activations varied from 

country to country, in Jamaica, for example, 

the Digicel Scholarship Programme was 

geared at providing scholarships to cover 

tuition and/or books for students. 

Device Support Scheme

Established to support employees with  

their home schooling needs with remote 

learning being a feature of the pandemic  

and children needing to access resources 

online, we offered a salary advance to 

facilitate the purchase of new tablets and/or 

laptops at discounted rates from approved 

Digicel suppliers.
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Our 
Customers
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When we say we’re customer obsessed – 

that’s not just lip service. Our customers  

are our be all and end all. It’s our job to find 

new and direct ways to put them at the heart 

of what we do.

As a Digital Operator, we promise 1440 

minutes of interaction and engagement each 

day to our over 10.1 million mobile customers 

and 270,000 Digicel+ customers. Users of 

our suite of eight Digicel apps all benefited 

from major enhancements through 2021 

with a lot of focus put into further developing 

them, making them better than ever. 

Not only does our service reach parts of 

the countries that traditional broadcasters 

can’t, our customers are telling us they 

love the local content we deliver, alongside 

premium international content. As such, we 

continue to invest. We now have fifty local TV 

channels on PlayGo, 373 local radio stations 

on GoLoud, and 236 Discover Channels 

and over seven thousand User Generated 

Channels on BiP! 

We never stop innovating; MyDigicel app 

users saw a leap forward in interface and 

navigation, in parallel with a reduction in app 

installation size by c. 30mb to help preserve 

precious space on our customers’ phones, 

while the Loop app also saw a big upgrade 

to the UX/UI with version 4.0. These are just 

a couple of the changes we’ve made to give 

our customers the best value.

Our business customers are provided with 

end-to-end fully managed business solutions 

on our robust network, with expert resources 

and cutting-edge technology. These all 

work in synergy with one aim - efficiencies 

across businesses, large or small. Digicel 

Business’ consultative approach to customer 

engagement ensures the best possible 

solutions for all businesses.

Caring for Our 
Customers

“Hi Everybody, I’m Ruby and I’m Here to Help.” 

Who is Ruby? Well, she’s our Artificial Intelligence-powered virtual customer service 

representative…or simply put, she’s our Digital Customer Assistant. Ruby serves up 

answers to customers using digital channels on a vast range of queries, meaning our 

customers don’t need to make a call, don’t need to navigate the IVR and don’t need to 

speak to an agent - though they are welcome to do so if they wish of course! 

Ruby’s a bona fide workhorse, serving up a total 22 million responses in 2021 and 

achieving a containment rate of 39% (meaning customers queries were solved right 

there by Ruby without the need for an intervention from an agent).

Now here’s the kicker. The average customer spends two minutes and 34 seconds on 

one of those contained chats which is at least 50% less time than they would spend 

getting the same info via a live agent (not to say our agents aren’t speedy and efficient; 

of course they are! but in a “man versus machine” scenario, machines win). Put all 

together, that equates to a startling 527 operational hours saved by Ruby each week - 

which, without Ruby’s help, would have required 14 team members working full time.

In a nutshell, it’s all about providing customers with dynamic info and service digitally, 

meaning our Customer Care agents can focus on solving the more complex issues that 

our customers face. Net result, our customers’ time is not wasted and our agents’ time 

is put to good use. It’s a win-win with Ruby.

Welcome to the team Ruby!
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Customers tell us that they want to be 

heard and feel rewarded by us. Strategic 

workstreams are in place on a continuous 

basis to listen to our customers and build the 

Digicel Better Together brand, with them and 

for them. On an overall macro brand level, 

our brand relational NPS is +30. The key 

brand drivers for our customer promoters 

are: 1) perceiving Digicel as a relatable and 

trustworthy brand 2) experiencing reliable 

network service and 3) getting generous 

data allotments that enable our customers’ 

digital lifestyles. Brand Equity is measured at 

least annually across our (sub) brands in all 

markets by an independent partner using a 

standardised quantitative survey in nationally 

representative samples in each market. 

Supercharging our Customer 
Experience

Fundamental to our success is having a 

seamless customer experience to back 

up our fantastic products and services. 

Underpinning that customer experience are 

our five Customer Promises; they exist to 

hold us to a high standard, and when we fall 

short or simply want to thank our customers 

for being with us, our Customer Care agents 

Acting on 
Customer Feedback

are empowered to reward and gift them with 

free data, bundles or content.

We aren’t content to just sit back and relax 

but are driven by our desire always to act on 

feedback and are currently two years into 

our multi-year programme of transforming 

our customer service model to enhance 

the experience and drive advances in our 

products. Our transactional NPS (tNPS) 

score is showing how much our customers 

appreciate our efforts, and they are 

embracing our improved service offerings 

and digital tools. As a result, the volume 

of contacts into the contact centre has 

decreased by 38% and our tNPS score is 

improving and moving into positive territory 

reaching +9 points. It’s a work in progress, 

but our commitment is to continuous 

improvement and operational excellence. 

To assist us in gathering feedback, we 

rolled out a next-generation cloud-based 

Interactive Voice Response (IVR) solution 

from Genesys for 24 of our 25 markets. This 

enabled the centralisation of functions and 

more analytics to identify customer pain 

points, which offered us the flexibility to 

address the issues and deliver improvements.

Customer Day Puts the “US”  
in Customer

Shared aims, shared passions and 

shared interactions all made for a 

powerful reminder on why we do what 

we do. Customer Day was Better 

Together in action. 

Our first-ever global Customer Day on  

12 May saw everyone in Digicel, 

everywhere across all markets, all 

functions and all teams dedicating an 

entire day to all things customer. Whether 

it was partnering with a Customer Care 

agent to take customer calls, responding 

to customers on web chat, going on 

a truck roll with the Digicel+ technical 

and installation teams, attending to 

customers in-store or at meetings with 

corporate customers – every one of 

our non-customer facing employees 

partnered up with our customer-facing 

employees to serve customers.

Commenting on the drive to put 

customers at the centre of everything the 

organisation does, Digicel CEO, Oliver 

Coughlan, said; “Truth be told, without 

our customers, we don’t have a business. 

We take that responsibility to serve them 

very seriously and we always want to 

do better and be better for them. So our 

Customer Day was a chance to walk 

in the shoes of our amazing customer-

facing employees, learn from them and 

from our customers – and thank them. 

This was all about putting the ‘US’ in 

customer and I could not be more proud 

and thrilled at how our people worldwide 

responded to the challenge. The energy 

and enthusiasm was sky high and it was 

such a success that we will be making it 

a regular thing.”
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At the centre of it all sits our drive to provide customers with what they want 

and allow them to engage with their preferred method of communicating, 

which is ever-increasing digital solutions.

Through the MyDigicel app, our customer self-care destination, customers can manage their 

accounts and complete all their Digicel transactions in just a few easy steps, ultimately saving 

them time and effort. From activating a Digicel Prime Bundle, plan or subscription; paying 

Digicel bills via debit or credit card; buying Top Up or sending it to family and friends and 

checking bill balance and data usage, to winning amazing prizes with Shake to Win or getting 

help – the MyDigicel app spells convenience for customers. 

Our Customer 
Experience Universe

COVID-19 and Educating  
Our Customers

Through 2021, we continued to prioritise 

customer wellbeing through the extension 

of our COVID-19 response and management 

protocols introduced in 2020. These included 

enhanced cleaning routines, sanitising 

stations, protective screens, maximum store 

occupancy and social distancing. 

We extended our programme to maximise 

the availability of our self-serve kiosks, 

placing them in atriums, situating them 

externally, or even fully relocating them as 

well as continuing to invest in our digital 

service channels and education to provide 

further options for safe and convenient 

access for our customers. 

This year also saw enhancements of our 

tablet-based POS system, pilots of “stores 

on wheels”, and a Group-wide deployment 

of smart cameras to inform optimal decision 

making on everything from store opening 

and key staffing hours, to customer journey 

improvements and store locations – all 

with one goal in mind, to better serve our 

customers, when and where they  

need us most.

Data Doctors on Call

Since we want the best for our 

customers, it makes sense to 

have our Data Doctors on hand to 

help them get the best out of their 

smartphones and data experience. 

On call from 8am to 8pm daily and 

showing up at stores and key high 

traffic locations, our Data Doctors 

help customers understand the 

features of their smartphone, 

how to use the right settings for 

their devices to operate at peak 

performance while using data or how 

to select the best mobile data plan to 

suit their lifestyle and budget.
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Access to
Education

With the pandemic throwing the digital divide into even greater focus, we 

went to work to ensure that children, parents and teachers could access 

online educational resources. We did this by partnering with governments 

and Ministries in all our markets to “zero rate” access to key public 

information and education websites meaning users can access them for 

free and without using mobile data.
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In a world where a cyber attack can devastate organisations, having a robust 

cyber and information security programme and implementing the necessary 

governance and technical measures to safeguard our information and protect 

our customers is more important than ever. Our goal is to ensure that we 

responsibly and transparently collect, protect and use information provided 

by our customers, employees and contractors while continuing to build and 

maintain their trust and confidence.

We pride ourselves on employing the highest standards of security to protect personal data 

and are dedicated to recognising and respecting privacy rights while complying with the 

applicable data protection and privacy laws and regulations in all the countries where we 

operate. As our markets continue to develop and introduce new data protection regulatory 

regimes, our objective is to stay ahead of these developments and thereby ensure our 

customers have nothing to worry about.

Data Privacy 
and Security

ISO 27001 Certification

In May 2021, we were officially awarded ISO 27001 certification after our systems and 

processes were extensively audited, demonstrating our strong commitment to providing 

the highest internationally recognised standard in information security. This certification 

spans multiple business functions and operations including IT, HR, Finance, Legal, 

Procurement and Facilities - as well as the operations run out of our data centre site 

located in Jamaica. We continuously assess the cyber threat landscape and update our 

cyber defence mechanisms, and this solidifies the hard work, effort and resources we 

devote to digital security. 

To that end, we are building a Global Privacy & Data Governance Programme, which will 

introduce Group-wide standards and guidelines in 2022. This programme will provide 

organisational accountability for privacy, stewardship of the data we use to operate our 

business and consistent global privacy practices and standards that encourage privacy-by-

design and ensure adequate levels of protection for all personal information processed. 

Partnering and sharing critical knowledge to improve business sustainability is part and parcel 

of who we are and what we care about. In tandem with ongoing education and awareness 

efforts, in October 2021 we marked Cyber Security Month to promote a security-first culture 

internally. With staff mandated to complete an annual information security training programme 

ensuring that awareness is up to date and top of mind and for 2021, compliance was 100%. 

With a clear Information Security Policy in place, we are able to address the need for all of our 

employees to secure, maintain and responsibly control company data - as well as the data 

entrusted to us by our customers. 

33

Introduction        Environmental        Social        Governance        Appendix



Our
Suppliers

We understand that our suppliers are at the core of our ecosystem and 

therefore require our support. We must work together to ensure that  

our planet is protected and that we uphold the highest standards.
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So that our customers receive top 

notch care and best in class service, 

we must ensure that our suppliers 

commit to the same high standards 

and quality conduct. Increasing 

scrutiny of supply chains means that 

we understand our duty to step up to 

the plate and do our part. The great 

thing about Digicel is we already 

approach our business processes in 

a holistic, agile and sustainable way, 

supporting local communities.

Positive Supplier 
Engagement

Our Supply Chain

Our supply chain is truly global and deals 

with many markets in inaccessible places, 

making the process a complex one. We 

deal with thousands of suppliers, from the 

individual local business owner to corporate 

conglomerates. Incorporated in the supply 

chain are activities from logistics, sales 

and support functions delivering design, 

materials, information and labour resources. 

Our central in-house team oversees sourcing 

and contracting, keeping abreast of the 

constantly evolving world conditions and 

demands. This ensures transparent and 

collaborative relationships that last; built  

on a foundation of trust.

Supply Chain Management

In 2020, our Procurement Management team 

implemented Wrike Project Management 

software to manage our procurement 

process. This allows us to capture the status 

of each sourcing activity, budget and savings, 

bidders’ information and all supporting 

documents to guarantee the audit trail is 

easily accessible and all our criteria are met. 

By maintaining all this data, we adhere firmly 

to our Sourcing Policy and ensure fairness is 

at the centre of our choices.

Wrike hosts its mission-critical servers in 

dedicated cages within data centres in the 

United States and the European Union. Its 

primary data centre in the US is ISO 27001, 

SOC1 and SOC2 compliant. Its primary 

European data centre is specifically isolated 

for EU customers and their data; they are 

compliant with ISO 27001 as well as ISAE 

3402 standards (an equivalent to SSAE 16).

The disaster recovery infrastructure resides 

in Google’s Cloud Platform with scalability 

and security with SSAE16 / ISAE 3402 Type 

II, ISO 27001, FedRAMP, PCI DSS and HIPAA 

and other certifications.

Value-Driven and Sustainable 
Partnerships

The quality of the products and services that 

we offer to our customers are the reason we 

are the number one provider in 16 Caribbean 

& Central America markets and have over 

50% market share in 14. Careful supplier 

selection is key.

We evaluate our partners on key criteria:  

1) quality 2) capability to deliver 3) cost  

4) health and safety and 5) adherence to 

rules and regulations. 

All of these are measured and tracked in our 

Decision Matrix Supplier Scorecard. Once 

assessed and approved, suppliers are placed 

on a pre-approved list, reducing the lead time 

and facilitating a more efficient process. Our 

pre-approved list is periodically audited to 

remove those suppliers no longer adhering  

to our stringent requirements.
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Partnering Through The Pandemic

COVID-19 has impacted supply chains around the globe with high profile issues surrounding 

chipset shortages and freight delays, and while this has impacted our builds, it hasn’t stopped 

us. We have had to diversify, moving to alternate suppliers where necessary, and work on 

equipment management to ensure that we keep an appropriate buffer. Having successfully 

rolled out TDD-LTE in Bonaire, Curaçao and Suriname during 2021, this stands as a testament 

to our resiliency and management.

Local Partners

At Digicel, our customers love the local aspect of our entertainment offering and keep asking 

for more. So not only do we get to provide amazing content, but we get to work with some 

awesome local talents and give them a chance to get their content out there, gaining notoriety 

and exposure. This explosion augments our killer international line-ups in SportsMax, D’Music, 

GoLoud and PlayGo. Some examples of this in practice which we recommend our readers 

check out are Protoje’s Live concert in Jamaica on D’Music, Suriname’s new cookery show on 

PlayGo, Trinidad’s carnival celebration podcasts on GoLoud, TCI’s film festival across PlayGo 

and GoLoud, Jamaican Schoolboy Football live in SportsMax, and Haiti’s BAY ATIS OU LOV! 

campaign that gave local musicians a bigger profile in collaboration with D’Music.

Positive Supplier 
Engagement

Microsoft Gold Partner Status

Solidifying our commitment to work with like-minded partners during 2021, we were 

awarded Gold Partner status in Microsoft’s Partner Network programme. Digicel 

Business received Gold Partner status for Azure Cloud Platform, Cloud Productivity 

and Small and Midmarket Cloud Solutions. 

Microsoft’s Partner Network Programme is competency-based and is designed to 

demonstrate a specific proven skill set that meets customers’ needs and is easily 

recognisable to prospective customers. 

“As the first telco in the English-speaking Caribbean region to achieve this level 

of accreditation, Digicel has cemented its position as a key strategic partner for 

Microsoft. By offering transformative managed services to governments and 

businesses of all sizes, Digicel is helping to position the region as a place to  

invest and innovate.”  

- Claudia Monteiro, Microsoft Commercial Partner Leader.
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Our 
Communities
Global Footprint… Local Impact 

We always want to leave a positive footprint and sow the seeds of courage, 

quality of life, access to education and self-reliance. Building sustainability 

through technology and experiences that make a difference, we are working 

with our communities and our partners to help create a world where no one 

gets left behind. 

With programmes spanning education, community development, special needs 

and entrepreneurship, we’ve invested over US$125m in Jamaica, Haiti and 

Trinidad & Tobago in 2,430 projects benefiting 2.2 million people to date.
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Armed with the belief that where 

Digicel grows, so too must 

our communities, the Jamaica 

Foundation was the first to be 

launched. Over the last 17 years, 

thanks to the amazing loyalty 

of our customers, partners and 

people, we have completed 

1,385 projects directly impacting 

709,560 lives. 

We’re all about developing 

sustainable programmes in our 

chosen areas of special needs, 

education and community 

development that impact 

key social and economic 

development markers. 

Digicel Jamaica 
Foundation
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727
Community Grants  

Funded Directly  

Impacting 213,810 Lives

Invested in  

COVID-19 Relief

US $2m

US $42m
Total Cumulative  

Investment

394
Parents and  

Caregivers Trained

Special Needs Centres 

Constructed/Renovated 

Benefiting over 1,000 Students

10 

Primary School  

Enrichment Rooms for  

Literacy and Numeracy

231

Key Partners

Digicel Jamaica 
Foundation
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“I want to thank Digicel Foundation for its leadership, for its inspiration, and for its steadfast focus.  

Most of all, perhaps, I am thankful for the way in which the Foundation continues to transform Jamaican lives –  

whether it’s a backyard farmer in St. James, a special needs student in St. Thomas or a budding musician in Kingston.”

T H E  M O S T  H O N O U R A B L E  A N D R E W  H O L N E S S 

ON, PC, MP Prime Minister of Jamaica

In 2021, the Foundation remained focused on its global mission to help create a world where no one gets left behind. 

Renovated the Special Olympics Jamaica 

training grounds, positively impacting 85 

people with special needs through sports 

development.

Partnered with our retail team to celebrate 

Digicel’s 20th anniversary in Jamaica with 

20 grants focused on youth development 

to community-based organisations across 

every parish.

Continued with our COVID-19 recovery 

programme, Operation SAFE Mode, with 

a donation of US$1 million to the National 

Health Fund in April to purchase vaccines for 

approximately 100,000 Jamaicans bringing 

the total investment in Sanitising, Advocating, 

Feeding and Enabling Jamaicans to US$2.1 

million since March 2020.

Opened the Colm Delves Centre at the 

Alpha Institute in Kingston which now houses 

Jamaica’s premier school of music for young 

men in the inner city.

Digicel Jamaica 
Foundation
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Launched in 2007, we are all about 

ensuring a better future by investing 

in sustainable development projects 

focused on improving access to 

quality early childhood and primary 

education.

In 2021, we transformed the learning 

environment of over 2000 students 

with five modern earthquake and 

hurricane resistant schools – as 

well as partnering with the Ministry 

of Education to provide training to 

support 68 school communities in 

setting up grassroots participatory 

structures to build capacity and 

improve school performance, also 

funding 53 of the 68 schools to 

implement a revenue-generating 

activity for the purchase of 

educational materials and other  

basic needs.

Digicel Haiti 
Foundation
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53
Financed School 

Social Enterprises

US $78m
Total Cumulative  

Investment

1719
Trained School 

Directors and Teachers

Schools Constructed 

Benefiting over 

62,000 Students

187 

Community Grants  

Funded Impacting  

1.3 Million Beneficiaries

Trainers Certified

28820

Key Partners

Digicel Haiti 
Foundation
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In addition, we invested in practical and sustainable community development projects across the country. This year we:

Approved 31 grants primarily to support 

initiatives such as access to water, shelter, 

special needs support and interventions, 

economic and community development, 

computer literacy and marine life 

protection. 

Gave grants to two local hospitals to assist 

with the second wave of the pandemic and 

the horrific 14 August earthquake that left 

over 12,000 people injured. 

Committed US$1m toward school 

reconstruction following destruction 

caused by the earthquake.

Reached new heights with our Digicel 

staff engagement activities organising 

31 volunteer days across the country in 

which over 300 employees participated. 

These activities included tidy towns, 

mobile clinics, hygiene kit distributions 

and tree planting.

“Few are the commercial institutions engaged in elaborate and directed activities for the benefit of communities.  

However, Digicel is clearly a company that assumes social responsibilities to the population through its Foundation  

by getting involved in areas such as education and community development.”

N E S M Y  M A N I G AT 

Minister of National Education and Professional Training in Haiti

Digicel Haiti 
Foundation
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Launched in 2012, our focus is on 

improving opportunities for persons 

with disabilities and empowering 

communities to implement 

transformational change. Strategic 

stakeholder partnerships are central 

to accomplishing our goals. 

In 2021, the highlight in our Special 

Needs portfolio was the conclusion 

of the ‘Preparing You!’ programme 

equipping students and teachers 

in ten special schools in disaster 

preparedness.

Meanwhile our community 

development activity saw us issuing 

over 150 grants worth a total of US 

$178,148 in transformative projects 

targeting marginalised areas and 

providing computer labs, refurbished 

community spaces and social 

enterprise investments.

Digicel Trinidad & Tobago 
Foundation
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Key Partners

Digicel Trinidad & Tobago 
Foundation

388,640
COVID-19 Relief  

Food Relief and  

Digital Devices

Students at 18 Schools 

Received Safety Equipment 

and Evacuation Plans

1,500

US $6m
Total Cumulative  

Investment

2,800
Athletes, 240 Coaches Trained 

in Special Olympics Community 

Training Programme

Centres of Excellence – 

Renovations of Special Needs 

Facilities, Impacting 790 Students

9

Community Grants Impacting 

59,544 Persons Directly

152
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Other activities we were proud to bring to our communities in 2021 were:

Designing the ‘Masters of Prep’ 

app advanced our work in disaster 

preparedness and emergency evacuation 

for persons with disabilities. The app helps 

them to prepare for disasters in a safe 

virtual environment. 

Staging the “Girls Power Tech 2021” event 

showcasing influential speakers, tech 

demonstration booths and a hackathon. 

Using Microsoft Teams and AltspaceVR, 

participants used immersive technology 

to participate in the event with the goal 

of inspiring young women to consider 

careers in tech.

Partnering with ten NGOs to provide 

US$100,000 worth of much-needed food 

relief to 1,350 families most affected by 

the pandemic. 

Annually, we provide opportunities for 

our people to connect to our causes. 

#ShareMore provided 12 team members 

with an opportunity to spread community 

joy this Christmas.

“Together, the UN and the Foundation are helping the Government accelerate implementation of the Convention on the Rights of Persons 

with Disabilities—and, crucially, supporting persons with disabilities in becoming their own agents of change. Digicel is a company that 

strives to grow in a way that causes the communities it serves to grow as well. This is the foundation of sustainable business.”

M A R I N A  W A LT E R 

United Nations Resident Coordinator

Digicel Trinidad & Tobago 
Foundation
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Caring for Our Community, 
Everywhere
While Jamaica, Haiti and Trinidad & Tobago, three of our major markets in the Caribbean & Central America, have Foundations that lead on the 
social impact front, in the rest of our markets, our people lead in giving back to their communities.  
 
Here is a snapshot of the work done in a few of our markets this year:

COVID-19

Digicel Barbados staged two vaccination 

drives at its headquarters as part of ongoing 

efforts to support the Government through 

the pandemic and to contain the spread of 

the COVID-19 virus across the island. Digicel 

employees, and others from nearby business 

and in the surrounding areas, were able to 

benefit from the drive with more than 500 

people receiving first or second shots of  

the vaccine.

Environment

Digicel Dominica partnered with the 

Dominica Solid Waste Management 

Corporation on their ‘Be the Solution, 

Stop Pollution’ campaign. The aim of the 

campaign was to educate the public on 

how to handle different kinds of waste and 

to increase awareness on proper waste 

disposal methods. As part of the campaign, 

Digicel participated in the ‘Clean a Mile’ 

initiative, anti-litter competition and the waste 

disposal seminar. Seven schools, 31 partner 

organisations and 11 communities were 

positively impacted.

Community Development

In Suriname, in addition to the challenges 

that COVID-19 brings, the country is also 

facing significant economic hardships with 

the dramatic devaluation of its currency. 

With this in mind, Digicel Suriname donated 

food packages to a number of impoverished 

families in various parts of the country; in all 

instances, the breadwinners of these families 

had lost their jobs. 

Special Olympics

Digicel is a major supporter of Special 

Olympics organisations in all our markets, 

and Digicel Curaçao is no different. This 

year, in addition to Digicel Curaçao’s annual 

sponsorship support of the organisation 

covering rent, materials, training and 

transportation, we got the community 

involved by staging a movie night, proceeds 

from which go to the local Special Olympics 

Foundation.
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Governance

At Digicel, we believe that effective corporate governance allows us to stand proud as the leading operator in the  

region. Our Governance structure ensures we stay true to our principles and values, while guaranteeing the long-term 

health of the company, in compliance with all laws and regulations. In building our corporate governance structure,  

we acknowledge that how we conduct our business, with honesty and integrity, has a bearing on the world around us.  

Our policies and procedures are foundational to how we operate.
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Board 
Overview
The Digicel Group is governed through its Board of Directors and three Committees of the Board. These three committees are the Audit Committee, 

Remuneration Committee and Nominating Committee. Board meetings convene monthly, with active participation from the Group Senior Leadership Team  

and market CEOs. The Board of Directors and the Committees of the Board are supported by the Group Company Secretary and Compliance Director.

The Audit Committee drives the values of governance 

through its charter, ensuring that the policies and procedures 

of the business are consistently applied across the Group. 

This includes the financial management of the company, 

policies and practices with respect to risk assessment/

management and legal requirements. The Audit Committee 

is supported by External and Internal Audit, with both having 

a direct functional reporting line to the Chairman of the 

Committee in order to maintain independence.

The Remuneration Committee governs senior leadership 

recruitment, organisation structure, succession planning 

and compensation and benefits for the Group Companies. It 

oversees the company’s remuneration and benefits policies, 

evaluates executive officers’ performance, reviews the 

company’s management succession plan, oversees and sets 

compensation for the company’s directors (including the 

Chairman of the Board) and its Chief Executive Officer and 

Chief Financial Officer.

The Nominating Committee, comprising three Board 

Members, is governed by its charter and is responsible 

for recommending Director nominees and Directors 

for appointment to Board Committees. In addition, this 

committee is responsible for annual Board Member 

evaluations and making recommendations to the Board  

as to the determinations of director independence. 

F U L L  B O A R D A U D I T R E M U N E R AT I O N N O M I N AT I N G  A N D  G O V E R N A N C E

Corporate Strategy ●

Legal and Regulatory ●

Risk Management ● ●

Financial Management ● ●

Privacy and Data Security ● ●

Environment ● ●

People ● ●

Inclusion and Diversity ● ●

Succession Planning ● ● ●

Governance ● ● ● ●
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Board 
Members
Our Board consists of a group of 

experienced and highly skilled 

individuals who are focused on the 

long-term strategic direction of 

the business, living and breathing 

our Digicel principles. In 2021, our 

Board had eight members, all of 

whom, except our Chairman, are 

independent from management 

running the business. One Board 

Member was onboarded in 2021.

Denis O’Brien  Founded Digicel in 2001 and 

has served as Chairman of the Board since the 

company’s inception. Denis has focused on 

bringing modern communications technology to 

underserved and remote communities around 

the world. As Chairman, he continues to push for 

new ways that Digicel can help customers around 

the world with unique, competitive telecom 

technology. He holds board memberships for 

several non-profit organisations.

Seamus Lynch  Director since 2004 having 

previously been the CEO of Digicel Jamaica. 

Seamus has 30+ years of telecoms experience, 

including licencing and sales, and is currently  

the Chairman of the Remuneration Committee.

Lawrence Hickey  Joined the Board in 2020 

having previously held several financial and 

operational positions within the Digicel Group 

including Group Chief Financial Officer from 

2006-2017. He is Chairman of the Audit 

Committee and a qualified Chartered Accountant.

Kaan Terzioğlu  Joined the Digicel Group 

board in 2019 after serving as Turkcell’s Chief 

Executive Officer from 2015-2019. Kaan has 

vast experience in telecommunications and 

successfully transformed Turkcell from a 

telecoms provider to a digital operator, receiving 

the GSMA Outstanding Contribution to the 

Mobile Industry Award for his contribution.

Lucy Gaffney  Joined the Digicel Group Board 

in 2001 having held senior leadership roles 

in telecoms. Lucy has broad experience in 

telecoms, as well as retail, banking, media and 

nonprofit sectors.

Sir Julian Horn-Smith  Director since 2006 

having stepped down from the Board of 

Vodafone. Sir Julian is a vastly experienced 

executive and was awarded a Knighthood by Her 

Majesty the Queen in 2004 in recognition of his 

services to international telecommunications.

Dominique Mielle  Joined the Digicel Board in 

2020 with over 25 years of experience on Wall 

Street. She was a Partner and Senior Portfolio 

Manager at Canyon Partners LLC, where 

she was responsible for all wireless telecom 

investments.

Conor O’Dea  Joined the Digicel Board in 2021. 

Conor is a qualified chartered accountant 

with extensive Caribbean and global financial 

services experience both in practice and 

industry, previously holding directorships with 

NYSE-listed bank, N.T. Butterfield & Son Ltd.
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Risk 
Management
Strategic Risk Governance and Strategy

The nature of our business means that rapid technological 

advances create opportunities for us to provide better 

services for our customers. What this increasing opportunity 

means is that we need to remain agile, cognisant of all risks 

and mitigation activities open to us. Digicel’s approach 

reduces risk and avoids negative impacts through effective 

planning, controls and management. The Digicel risk strategy 

is driven by the Audit Committee with the belief that the entire 

organisation has a responsibility to do the right thing. Our 

risk approach looks at identification, prevention, mitigation 

and management. Management identifies the various risks 

within the business, and each team looks at the risks within 

their business areas, with Group overseeing and reporting to 

the Audit Committee. An assessment of the risk determines 

the magnitude of any error and the likelihood of occurrence. 

Where an evaluated risk requires addressing, management 

mitigates that risk to reasonable levels. Strategies pursued in 

order of priority are: 1) elimination/prevention 2) minimisation 

and 3) detection. Managing risks includes observing the 

controls and reporting any deficiencies.

Financial Risk Management and Internal Controls

Our financial risks are managed throughout the business, 

with all finance members trained to report instances, monitor 

for concerns, and perform day to day controls and reviews 

within the business. Additionally, we have two dedicated 

Group teams focused on supervision – our Internal Audit and 

Business Risk teams. Our Internal Audit team assesses the 

integrity of the financial information, internal controls, and risk 

management processes, while also focusing on compliance 

with policies, procedures, laws and/or regulations. 

Our Business Risk team concentrates on identifying, 

mitigating and preventing revenue leakage, operational 

business fraud (internal and external) and any legal 

disclosures of customer records. Revenue leakage and  

fraud/abuse incidents impacting our revenue and costs are 

reported to the relevant leadership team monthly and reflect 

concerns related to the products and services we provide. 

Fraud investigations involving employees, contractors or 

suppliers are reported to the Group CFO for inclusion in 

monthly reports to the Audit Committee, while individual 

investigation and detailed reports are sent to Human 

Resources and Directors/Heads of Department (to whom the 

person of interest reports). Incidents are typically identified 

via existing controls, internal reports or customer complaints. 

The Audit Committee meets, at a minimum, bi-monthly and all 

teams present any critical matters which may have arisen.

Disaster Risk Management

Operating throughout the Caribbean & Central America, 

Digicel is exposed to multiple natural disasters each year; 

how we manage these crises is vital to all our stakeholders 

as it can mean the difference between life and death. Our 

Business Continuity Management team prepares for the worst 

and makes sure that we can be there when needed, each and 

every time, with minimal service disruption. In order to avoid 

service interruptions, a Business Contingency Plan is put in 

place and reviewed on an ongoing basis, with updates made 

when necessary. Our fantastic Engineering and Technical 

teams are also trained for fast and efficient fixes even in the 

worst conditions.
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Ethics, Compliance 
and Business Conduct 
Our stakeholders put a lot of trust in us, and we want to live up to those expectations. We 

believe that by doing the right thing, in the right way, we can provide a winning service that 

operates on responsible business practices and in compliance with all laws and regulations. We 

want to build long-lasting relationships, and ensure that we do it in an environmentally-friendly, 

socially-responsible and accountable way. 

Our people are trained to do the right thing, all the time. Our Code of Conduct speaks to our 

core values, and we embrace creativity and innovation with a drive for results, but all with 

transparency and veracity. We believe in corporate social responsibility and accountability, 

while retaining effective relationships built on integrity. We pride ourselves on our reputation 

as a responsible corporate company and our actions, through various community involvement 

activities, demonstrate our long-standing passion for the communities in which we live and 

work. For us, corporate social responsibility means achieving business success in ways that 

demonstrate respect for people and the planet and uphold the values and high standards of 

ethics expressed in our principles and our policies.

Should anyone, anywhere, have any concerns about the way our employees, our vendors, our 

suppliers or our customers operate, they can bring it to our attention, so it can be addressed 

without fear or favour. We condemn threats or acts of violence and abuse in any form. We 

encourage people to raise any concerns through our Whistleblowing policy, where all members 

of our team have direct access to the Chairman of the Audit Committee. The Code of Conduct 

and the Whistleblowing policy are included in onboarding for all new employees, in addition to 

compulsory refreshers conducted annually for employees in situ.

Compliance 

Digicel is compliant with all laws and regulations in the countries where  

we operate. Our Code of Conduct includes specific training on key topics 

around compliance.

Anti-Money Laundering 

Digicel is committed to combatting any attempted money laundering and we have introduced 

measures to reduce any instances within our business, through services, products or facilities.

Anti-Corruption 

In conducting business anywhere in the world, Digicel, all affiliates, employees, officers and 

directors of Digicel, must comply fully with applicable anti-corruption laws and refrain from any 

improper action intended to obtain a business advantage. Our employees are trained to identify 

potential corruption with significant restrictions on gifts. Should it be identified, immediate 

escalation to Senior Management is expected as we do not tolerate corruption at any level.

Anti-Trust and Competition 

At Digicel, we believe in open competition and comply with all anti-trust and competition laws. 

Employees are taught proper communication with competitors to ensure compliance, which 

includes no correspondence around price, terms, production levels or any submission of  

bids/tenders.

Political Donations 

Any political contribution made by or on behalf of Digicel must be lawful. Employees have the 

right to participate or not participate in any political processes, but this should be done outside 

the office. Our employees can make political contributions in their own capacity.
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Stakeholder 
Management
As part of our Customer Promises, 

we pledge always to listen to 

customers and act on their 

feedback. In fact, we take a 

similar approach with all of our 

stakeholders. With a large and 

diverse group of stakeholders, 

with whom we engage on an 

ongoing basis, we proactively 

share our progress, foster open 

dialogue and capture feedback. 

While our approach varies by 

stakeholder group, in all cases, the 

feedback is taken with a view to 

making the required changes and 

enhancements. 

Customers

Since we’re all about taking feedback and 

acting on it, we implemented our experience 

management platform, Qualtrics, which 

allows us to collect and then act on customer 

feedback through multiple touchpoints 

like surveys, distribution processes, data 

collection, analytic dashboards and callback 

processes. This is in addition to engaging 

with our customers via focus groups, 

websites and social media, our contact 

centres, live chats or in-store. 

 

Communities

Recognising the role we play in our 

communities, we foster close relationships 

through direct engagement, local giving, 

volunteerism, outreach, advocacy and media 

relations. Our Foundations do an excellent 

job of communicating how we improve the 

lives of millions of people and our staff do an 

amazing job of knowing which projects will 

have the most impact.

Employees

Our people make us who we are, so hearing 

from them and engaging with them is 

fundamental. We do this in myriad ways 

including virtual town halls, weekly bulletins, 

presentations, quarterly Peakon surveys, 

workshops, drop-in sessions, one-on-ones, 

volunteer days, team activities and social 

engagements.

Suppliers

A key part of the success of our Sourcing 

Policy is proactive supplier engagement 

from the onboarding process and continuing 

through the relationship via ongoing 

meetings, site visits, surveys, audits and 

scorecards. Any large contract goes through 

a tender activity wherein there is a clearly 

defined process which is communicated to 

the bidding parties.

Investors

We proactivley engage with investors 

throughout the year. Key channels include 

direct engagement, investor conferences, 

quarterly earnings calls, financial reports 

and press releases. Our investor portal 

is available to all our investors and we 

regularly update the Investor Relations 

section of our website. 
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Better Together 
For The Future
We believe that a focus on ESG  
is fundamental to us being Better 
Together, and better for the future. 
 

While proud of our achievements to date, we are committed to building on our strong 

foundations to effect greater, deeper and more widespread transformational change  

to drive value for our stakeholders with ESG as an intrinsic part of our strategy  

moving forward. 

Embedding ESG across our organisation will never stop as we continue to innovate 

and progress. 2022 sees us working so that each and every one of our employees can 

contribute to the realisation of a future that is indeed Better Together.

Our focus on ESG is simply a further expression of who we are as a business, what we 

value as people and what we want to be recognised for by our peers, our customers and 

our communities.
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About 
The Report
Reporting Year 

This report covers the Caribbean 

& Central America region for the 

calendar year 2021 activities, 

unless otherwise noted. This is 

the period from 1 January to 31 

December, inclusive. All references 

to a year throughout the report 

refer to calendar year, unless 

“financial year” is specified. Where 

financial year is stated this will run 

from 1 April to 31 March, inclusive.

Data and Assurance

Certain figures in this report, including 

financial data, are rounded. Accordingly, 

corresponding calculated figures, including 

totals and percentage changes, in certain 

tables may not be an exact arithmetic 

presentation of the corresponding figures 

in the table. Data in this report may also 

reflect management assumptions and 

extrapolations using methodologies and 

estimates thought to be accurate and a true 

representation of outputs. Those factors 

including assumptions, extrapolations 

and methodologies may change due 

to subsequent developments or new 

information. Currently no external or third-

party assurance has been sought for this 

report, this may change in future versions as 

we seek to improve our Environmental, Social 

and Governance reporting. 

Forward-Looking Statements

The report does not cover all information 

about our business. This release contains 

forward-looking statements within the 

meaning of the federal securities laws of the 

United States. Certain other jurisdictions may 

have analogous concepts. Such forward-

looking statements reflect, among other 

things, management’s current expectations, 

plans and strategies and anticipated results, 

all of which are subject to known and 

unknown risks, uncertainties and factors 

that may cause our actual results to differ 

materially from those expressed or implied 

by these forward-looking statements. Many 

of these risks are beyond our ability to 

control or predict. Because of these risks, 

uncertainties and assumptions, you should 

not place undue reliance on these forward-

looking statements. Many factors, including 

but not limited to changing government 

regulations, our expansion into new products, 

services, technologies, and geographic 

regions may result in failure to meet stated 

goals, objectives, and/or execute our 

strategies. Furthermore, forward-looking 

statements speak only as of the date they are 

made. We do not undertake any obligation to 

update or review any such forward-looking 

information, whether as a result of new 

information, future events or otherwise.

Alignment to Frameworks

We have used two sets of reporting 

frameworks and standards as a guide in the 

development of our Environmental, Social, 

and Governance report and associated 

index. We have included an easily identifiable 

table with the metrics of the standards 

we have used to guide us. What we report 

and how we report will be reviewed on a 

continuous basis to ensure we add value for 

our stakeholders.
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SASB 
Sustainability Standards
The table below sets out our full compliance with the SASB Standard for the Telecommunications industry, which most closely aligns with our business operations as per the SASB 

industry classification system. Any metrics currently not available are being worked on for the future with expected full disclosure in subsequent years.

SAS B C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E

TC-TL-130a.1 Environmental Footprint  
of Operations

Total Energy Consumed  

Percentage Grid Electricity 

Percentage Renewable

651,635 GJ

98.6%

1.4%

Total energy consumed includes usage for operations of the sites and switch buildings within  
Caribbean & Central America region.

TC-TL-220a.1 Data Privacy Description of policies and practices relating to 
behavioural advertising and customer privacy

We adopt a responsible advertising approach and have designed our behavioural advertising policy around the 
belief that all forms of communication should follow what is right for our customers. This includes educational 
efforts, complete transparency, obtaining consent, data security and full accountability on customer information. Our 
customers love that we are trustworthy as demonstrated by our brand relational NPS score of +30 and that’s because 
we engage with them and ensure our messages and offerings are transparent and provide real value while clearly 
disclosing information on what type of data we collect and how it is used. Each person who benefits from our services 
has the freedom to be able to exercise their choice in changing the collection and use of their data preferences that 
would suit their own specific circumstances at any time. Our Privacy Policy is available on our website and can be 
viewed by any of our stakeholders.

TC-TL-220a.2 Data Privacy Number of customers whose information is used for 
secondary purposes

We publicly disclose our privacy policy as we believe in transparency and want our customers to feel comfortable 
with the use of their data. The number of customers whose information is shared is dependent on choices made by 
our customers, and this varies as people change their preferences or behaviour. If any customers opt in to the sharing 
of their data, they can be confident that our business partners receive no personally identifiable data and any third 
parties must in all cases agree to a strict duty to keep all personal information confidential and to use it only for the 
purpose for which it was obtained. Due to the variation in data we have opted not to disclose  
this metric.

TC-TL-220a.3 Data Privacy Total amount of monetary losses as a result of legal 
proceedings associated with customer privacy

We take our customers’ privacy extremely seriously and comply with all directives on customer privacy, publishing our 
policy to all our stakeholders for full transparency and accountability. We work closely with regulators to ensure that 
our customers can feel confident they are in safe hands.
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TC-TL-220a.4 Data Privacy Number of law enforcement requests for customer 
information

Number of customers whose information was requested

Percentage resulting in disclosure

We receive law enforcement requests from across all our markets. Unsurprisingly, each country has their own 
independent legal system which means that, before we respond to any legal demand, we check for authenticity and 
confirm the type of information requested, ensuring it is in compliance with the law for that country and appropriate 
for the type of data requested. If the requesting party has failed to adhere to the legal requirements, then the request 
will be rejected. Only those which pass the scrutiny of our legal team are disclosed with no additional information 
outside the scope. At this time, we are choosing not to disclose due to the varied nature of the requests and the lack of 
consistency across legal jurisdictions as to what would constitute disclosure.

TC-TL-230a.1 Data Security Number of data breaches

Percentage involving personally identifiable information 
(PII)

Number of customers affected

Data security is one of our highest priorities and we value the trust that our customers place with us. What is 
considered a data breach varies across our markets based on regulatory guidance. Where we have a data breach, the 
relevant customers and regulatory bodies are notified as required by law. Our Data Security team provides continuous 
oversight and periodic testing. Any security incidents will comply with our internal processes and policies, escalating 
through our governance structure as appropriate. We do not publicly report this number due to concerns for our 
customers’ privacy.

TC-TL-230a.2 Data Security Description of approach to identifying and addressing 
data security risks, including use of third-party 
cybersecurity standards

To demonstrate how seriously we take our data security, we received ISO27001 accreditation in 2021, the gold 
standard for information security management systems. In order to achieve accreditation, we were externally audited 
by an independently authorised expert who assessed our conformity to the standards. Our policies and processes 
continually evolve and are kept up to date, managed by our senior IT leadership. We assess risks and develop our 
Information Security Management System in line with our requirements. Our systems are audited at a minimum of once 
per year. In addition, mandatory Security Awareness training is conducted each year with all of our employees having 
completed this in 2021, with a 100% compliance rate.

TC-TL-440a.1 Product End-of-life 
Management

Materials recovered through take back programs

Percentage of recovered materials that were reused, 
recycled, and landfilled

Whilst we encourage our customers to reuse and recycle where possible and support environmental efforts 
throughout the communities in which we operate, we do not currently have the required data to report on this metric. It 
is our intention to review internally and assess our policies and offerings for customers.

TC-TL-520a.1 Competitive Behaviour &  
Open Internet

Total amount of monetary losses as a result of legal 
proceedings associated with anti-competitive behaviour 
regulations

We take our customers’ privacy seriously and anti-competitive behaviour forms part of our Code of Conduct training 
which must be completed by each employee annually. Our policies and procedures ensure that we stay  
in compliance and do not breach any regulations. Should anyone have any concerns, our Whistleblower programme 
can be used to escalate for investigation. See our Ethics, Compliance and Business Conduct Section for more detail.

TC-TL-520a.2 Competitive Behaviour &  
Open Internet

Average actual sustained download speed of:
(1) owned and commercially-associated content
(2) non-associated content

We do not currently restrict content or favour traffic in exchange for monetary gain. Our performance metrics 
regarding download speeds are dependent on the customers’ chosen plan and requirements. We cater to all our 
customers including those who want lots of data at superfast speeds. One of our five promises to customers is to 
provide the best LTE and broadband network, and if we fall short, our customers can seek recompense through our 
Customer Experience department. In 2020 and 2021, we won the Ookla SpeedTest awards for Fastest Fixed Network, 
Best Mobile Network and Best Mobile Coverage. See our Access All Areas Section.

SAS B C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E
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TC-TL-520a.3 Competitive Behaviour  
& Open Internet

Description of risks and opportunities associated with 
net neutrality, paid peering, zero rating, and related 
practices

Our views on the risks and opportunities associated with net neutrality are widely known and circulated. The 
investment required to build out the broadband networks of the future runs into billions of dollars. Restrictive net 
neutrality rules impact the ability of operators to make these investments and, far from protecting the interests of 
end users, they undermine them. A more sophisticated response is required in the Caribbean & Central America, one 
which intervenes no more than it needs to and allows sufficient flexibility for the markets to respond to the changing 
supply of services and the demands of consumers. It is our view that the priority in the Caribbean & Central America 
should be setting policies that encourage the unconnected to become connected. This is why we have worked with 
Governments and ministries in all our markets to “zero rate” access to key public information and education websites 
meaning users can access them for free and without using mobile data.

TC-TL-550a.1 Managing Systemic Risks 
from Technology Disruptions

System average interruption frequency

Customer average interruption duration

System interruption periods are always on our radar and minimising this impact is core to delivering on our promises. 
Due to the environments in which we operate, this metric can fluctuate significantly depending on any large disruption 
including natural disasters which unfortunately befall many of our markets. Our team is extremely experienced 
in ensuring our customers are back and connected as fast as possible. Due to the variability and natural disaster 
propensity in our markets, we do not disclose this data.

TC-TL-550a.2 Managing Systemic Risks  
from Technology Disruptions

Discussion of systems to provide unimpeded service 
during service interruptions

We understand the impact that service interruptions can have on our customers, our people and our communities. We 
therefore build and maintain our infrastructure to be as resilient as possible. During our build process, we make sure to 
take into account the environment in which we operate and make use of advances in technology to ensure we are at 
the forefront of technology.

Our Business Continuity Management team is key to our success in keeping our systems running 24/7 regarding 
those large scale unpredictable events like natural disasters or widescale outages. Our team is made up of a cross-
section of the business, including Networks, IT, HR, Procurement, Customer Experience and Communications to 
ensure a cohesive strategy using our gold standard disaster preparedness playbooks when things happen outside 
of our control. Our teams take preventative action to ensure that all our people are trained and drilled should the 
unexpected happen and a suite of playbooks are used to cover high risk scenarios and eventualities. Each interruption 
is different, so each solution is tailored to the situation and follows our approach of 1) assess the impact 2) study 
recovery strategies 3) develop the plan and 4) implement, test and maintain. All of this has been proven time and 
time again in real life situations when our teams get services back up and running in record speed after a natural 
disaster. Our team reports any critical risks to the Board and Audit Committee during a service interruption, and Senior 
Management are continuously briefed on status and solution implementation timelines. 

TC-TL-000.A
TC-TL-000.B
TC-TL-000.C
TC-TL-000.D

Activity Metric Number of Wireless Subscribers 

Number of Wireline Subscribers

Number of Broadband Subscribers

Network Traffic

10.1 million wireless subscribers which are deemed to be our mobile subscribers

0.3 million wireline subscribers which are deemed to be customers who receive a wired connection to their property 
excluding business customers

0.3 million broadband subscribers which are deemed to be our Digicel+ customers

2,851 PB

SAS B C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E
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Global Reporting Initiative 
(GRI) Standards
The table below references our compliance with all relevant GRI indicators as part of our 2021 ESG report.  

We have been guided by the GRI standards rather than opting for full compliance. 

G R I C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E

2-1 Organisational Details Legal Name
 
Nature of Ownership and legal form
 
Location of headquarters
 
Countries of operation

Digicel Group Holdings Limited

Privately owned for profit entity

Kingston, Jamaica (registered in Bermuda)

Countries of operation covered in this report are included within the ‘About Us’ section and listed in Note 1.

2-2 Entities included in the 
organisation’s sustainability 
reporting

Entities included in sustainability reporting
Difference between publicly available audited  
financial statements and entities included in 
sustainability reporting

Approach used for consolidating entities

See Note 1
As a privately owned company, we do not publish our audited annual financial statements. Entities for our sustainability 
report include all our consolidated markets and entities that are within the Caribbean & Central America regions.
 

We are in full compliance with local accounting standards within each of our markets as required by country 
regulations. Our Group consolidated financial statements are in full compliance with International Financial Reporting 
Standards.

2-3 Reporting period, frequency 
and contact point

Reporting period and frequency of sustainability 
reporting

If it does not align with the period for its sustainability 
reporting, explain the reason for this

Publication date of the report or reported information

Specify the contact point for questions about the report 
or reported information

Calendar year 2021 - annually 

We currently have a financial reporting year end of 31 March. Our sustainability reporting runs for the calendar year. As 
such, there is a three month disconnect driven by the availability of metrics and seasonality experienced.

23 February 2022

ESG@digicelgroup.com

2-4 Restatements of Information Restatements of information from previous  
reporting periods

No restatements made from previous reporting periods.
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2-5 External Assurance Policy and practice for seeking external assurance 
 

If the organisation’s sustainability reporting has been 
externally assured

Our ESG reporting is sponsored by our Chairman and our Board of Directors with our Senior Management team 
heavily involved throughout. At this time, whilst we have involved relevant experienced consultants in the creation of 
our report, we have not sought external assurance.

We have not sought external assurance for our sustainability reporting criteria.

2-6 Activities, value chain  
and other business 
relationships

Sector

Value chain activities, products, services, and markets 
served; 

Report other relevant business relationships; 

Significant changes in the company’s supply chain

Telecommunications

Our value chain activities range from logistics, sales, and support functions delivering design, materials, information 
and labour resources. This supports products across all our markets from connectivity products to our new digital 
apps providing the best content across the Caribbean & Central America.

Our relevant business relationships are defined in our audited financial statements as required under accounting 
standards.

Our supply chain has had to adopt to the new normal. COVID has impacted every business and we have adapted to 
ensure our processes remain relevant and allow us to deliver for those that rely on our products and services. In order 
to continue implementing our strategy, we have diversified, moved to alternate suppliers where necessary and worked 
on our equipment management to ensure that we keep an appropriate buffer. Chipset shortages and freight delays 
didn’t stop us and we delivered for our millions of customers. Whilst we adapted we did not change our requirements 
from suppliers regarding tendering, expectations, or controls that ensure we receive value for money.

2-7 Employees Total number of employees and subsequent categories 
 

Methodologies and assumptions 

Significant fluctuations in the number of employees

At 31 December 2021 we had a total number of 5,456 employees in the Caribbean & Central America. The average 
headcount for the period from 1 January 2021 to 31 December 2021 was 5,659. Further details of our employees by 
region and working status are provided in Note 2. 

Employees are defined as those persons with Digicel employment contracts. Headcount refers to the number of 
employees irrespective of working hours whilst Full Time Equivalent (FTE) numbers are adjusted based on contract 
hours. Full-time and part-time employees are determined by the number of hours worked per week as set out in their 
contract which is then assessed against the relevant local market legislation. Averages are calculated as the opening 
of the period plus the closing of the period divided by two.

There was a 7% decrease in the number of full time equivalent employees. This reduction was driven by digitisation, 
efficiencies, process improvements and natural attrition without replacement. Efforts are made to promote from within, 
or hire locally, and where a current role may change or evolve that employee is assessed for other roles within the 
business.

G R I C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E
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2-8 Workers who are not 
Employees

Total number of workers who are not employees and 
whose work is controlled by the organisation 
 
 

Methodologies and assumptions

Significant fluctuations in the number of workers who 
are not employees

We put our people first always, but we acknowledge that sometimes we need a particular set of skills which requires 
outside help and experience. In those instances, we seek people who have the specific skillset and share our values 
and embrace our culture and expectations. Due to contractors being needed for specific ad hoc projects, the 
number can fluctuate significantly throughout the year. As such, we have chosen not to disclose so as not to provide 
misleading data.

N/a

N/a

2-9 Governance Structure and 
Composition

Governance structure, including committees of the 
highest governance body;

Committees responsible for decision making and 
overseeing the management of the organisation’s 
impacts on the economy, environment, and people;

Composition of the highest governance body

The Digicel Group is governed through its Board of Directors and three Committees of the Board. These three 
committees are the Audit Committee, Remuneration Committee and Nominating Committee.

Please see our Board Overview section.

 
 
Currently our Board consists of eight members, seven of which are non-executive and independent directors.  
Our Chairman of the Board is heavily involved within the business and therefore not considered independent. We have 
a mix of tenure on the Board with some members having 20 years’ experience and others who have recently joined. 
This provides both in-depth knowledge and fresh perspective. Our Board consists of 25% female representation. An 
overview of each Board Member is included within the Board Members section of our report. As Digicel is a privately 
owned company, our largest shareholder sits as Chairman of the Board.

2-10 Nomination and Selection of 
the Highest Governance Body

Nomination and selection processes for the highest 
governance body and its committees;

The Nominating Committee is responsible for recommending Director nominees and appointments to Board 
Committees. For each new Director position appointment, a range of criteria is assessed, including but not  
limited to skillset, experience and leadership qualities. We believe good governance requires having an array of 
skillsets to enable strong leadership and effective decision making. We closely assess the composition of our 
committees to ensure that the experience of our Board Members is appropriate and can bring significant value  
to our sub-committees.

2-11 Chair of the Highest 
Governance Body

Report whether the chair of the highest governance 
body is also a senior executive in the organisation;

if the chair is also a senior executive, explain their 
function within the organisation’s management

Our Chairman of the Board does not hold a senior executive position within the Caribbean & Central America region. 
However, due to the strong oversight and governance of the Group, we do not claim independence as our Chairman 
provides strong leadership and strategic direction.

N/a

G R I C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E
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2-12 Role of the highest 
governance body in 
overseeing the management 
of impacts

Developing, approving, and updating the organisation’s 
purpose, value or mission statements, strategies, 
policies and goals related to sustainable development; 
 

Overseeing the organisation’s due diligence and other 
processes to identify and manage the organisation’s 
impacts on the economy, environment and people 
 
 
 

Reviewing the effectiveness of the organisation’s 
processes

Our Board is heavily involved in the development and rollout of our corporate strategy including those items related to 
sustainability. Board sign-off is provided for considerable changes in strategic direction including our purpose, values 
and policies. Our three pillar ESG strategy was approved by the Board and has been in operation for several years, 
whilst giving back to our communities through our Digicel Foundations goes back to 2004. Sustainable development 
has been at the core of our business-led from the front by our Board Members.

Our governance structure requires significant reporting requirements from Senior Management into the Board and 
its committees. This provides robust oversight and the effective leadership required to run a large organisation. Our 
economic impact is reported monthly at our full Board of Directors meetings, with our Audit Committee meeting 
at a minimum of six times per year. Our environmental reporting is completed through our Networks team with our 
Business Continuity Management team on standby all year round to deal with any eventuality, rising to the occasion 
when needed the most, reporting to the Board Members with action plans and status updates.

Please see our Risk Management section.

2-13 Delegation of Responsibility 
For Managing Impacts

Delegation of responsibility for managing the 
organisation’s impacts on the economy, environment 
and people 
 

Process and frequency for senior executives or other 
employees to report back to the highest governance 
body on the management of the organisation’s impacts 
on the economy, environment and people

Our Senior Management team has responsibility to drive the organisation’s economic, environmental and human 
impacts on a day-to-day basis with Board oversight through the Governance process. As a result, ownership is 
allocated based on the specific requirements of an objective or requirement, but delegation can be broadly classified 
as the CFO for finance, CTO for environment and CPO for people. There are significant cross -functional workflows 
across all team members and updates to the Board on a frequent basis.

Please see our Board Overview section which outlines our Board structure, charters and frequency of reporting 
requirements. In addition to our structured reporting, there is continuous communication throughout the year with our 
Board Members as appropriate.

2-14 Role of the Highest 
Governance Body in 
Sustainability Reporting

Responsible for reviewing and approving the reported 
information, including the organisation’s material topics

Our Board has approved the use of telecoms SASB and GRI standards to guide our reporting. We have elected to 
focus our attention on the GRI general disclosures (GRI2) only. Both sets of standards ensure we are providing key 
information to our stakeholders. We continue to assess our reporting needs and requirements and may elect to add 
GRI Material Topics at a future date, at which point our Board would be involved in sign-off.

2-15 Conflicts of Interest Processes to ensure that conflicts of interest are 
prevented and mitigated; 
 
 

Conflicts of interest are disclosed to stakeholders

Our Nominating Committee performs significant due diligence on all prospective Board Members prior to offering a 
position on the Board. This includes looking into potential conflicts of interest and, should a conflict of interest occur, 
discussing and disclosing to the committee for review. Any mitigating action once a conflict is identified is driven by 
the choices and potential mitigations in place; each issue is therefore assessed individually. Ongoing reviews are 
performed to ensure issues are identified.

Related parties are identified and disclosed in our annual audited financial statements.

G R I C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E
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2-16 Communication of Critical 
Concerns

How critical concerns are communicated to the highest 
governance body

Management raises critical concerns through our well-defined Governance structure. All Senior Management are 
required to report to the Board monthly at a minimum. This allows for any critical concerns to be raised and discussed 
in a formal setting. Each management team member also has significant interactions with members of the Board 
throughout the month which allows for informal discussions to be escalated and flagged as early as possible. Should 
anyone in the business have a critical concern, it can also be raised directly to the Chairman of the Audit Committee 
through our whistleblowing process. The Audit Committee Chair can then investigate and raise it with the full Board.

2-17 Collective Knowledge of the 
Highest Governance Body

Measures taken to advance the collective knowledge, 
skills, and experience of the highest governance body 
on sustainable development

Having begun our ESG shortly after incorporation, many of our Board Members have been involved in Digicel’s 
sustainable development for over 20 years. Our Board Members are very experienced and experts in their fields, 
some being members of professional bodies requiring continuous professional development. Our Board has strong 
cross-functional and relevant skillsets, but our members recognise the value of learning and seek outside counsel 
when more knowledge or experience is needed.

2-18 Evaluation of the Performance 
of the Highest Governance 
Body

Processes for evaluating the performance of the highest 
governance body in overseeing the management of the 
organisation’s impacts on the economy, environment, 
and people

Actions taken in response to the evaluations

Our Board is evaluated based on the ESG strategy as defined by the three criteria outlined in the ESG … The Digicel 
Way section. Each objective is measured independently and using different methods. KPI performance is searched 
and reported within the the Board report each month and followed by detailed discussions. 

No concerns were raised during the 2021 evaluation process, negating any remedial actions.

2-19 Remuneration Policies Remuneration policies for members of the highest 
governance body and senior executives

Our Remuneration Committee sets out the policies and practices to be implemented.  
Please see our Board Overview section.

2-20 Process to Determine 
Remuneration

Process for designing its remuneration policies and for 
determining remuneration

Report the results of votes of stakeholders (including 
shareholders) on remuneration policies and proposals.

Our Remuneration Committee follows best practice regarding setting remuneration policies across the Group, 
ensuring fairness and helping set expectations throughout our markets.

As a privately held company, this metric is not applicable.

2-21 Annual Total Compensation 
Ratio

Ratio of the annual total compensation for the 
organisation’s highest-paid individual to the median 
annual total compensation for all employees

Report the ratio of the percentage increase in annual 
total compensation for the organisation’s highest-paid 
individual to the median percentage increase in annual 
total compensation for all employees

Report contextual information necessary to understand 
the data and how the data has been compiled

As a privately held company, our management team salaries are not publicly available. To respect their privacy, we are 
opting not to disclose particulars of remuneration.

G R I C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E
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2-22 Statement on Sustainable 
Development Strategy

Statement from the highest governance body or most 
senior executive of the organisation about the relevance 
of sustainable development to the organisation and its 
strategy for contributing to sustainable development

Please see our messages from the Chairman of the Board and CEO. Both messages explain the importance of 
sustainability to our Senior Management team.

2-23 Policy Commitments Policy commitments for responsible business conduct

Policy commitment to respect human rights

Links to the policy commitments if publicly available

Policy commitments approved within the organisation

Extent to which the policy commitments apply to the 
organisation’s activities and to its business relationships

How the policy commitments are communicated to 
workers, business partners, and other relevant parties

Our policy commitments are not available publicly.

2-24 Embedding Policy 
Commitments

Embedding each of its policy commitments for 
responsible business conduct throughout its activities 
and business relationships

Our policy commitments are not available publicly.

2-25 Processes to Remediate 
Negative Impacts

Commitments to provide for or co-operate in the 
remediation of negative impacts

Approach to identify and address grievances
 

Other processes by which the organisation provides for 
or cooperates in the remediation of negative impacts

How the stakeholders who are the intended users 
of the grievance mechanisms are involved in the 
design, review, operation, and improvement of these 
mechanisms

Organisation tracks the effectiveness of the grievance 
mechanisms and other remediation processes

At Digicel, we have different commitments for different stakeholders ranging from our customers and our  
people to our suppliers.

Our approach to any grievance is to listen first and foremost. The nature and source of the grievance will determine 
the approach taken. 

No other processes to identify.
 

Please see our Stakeholder Management section regarding how we engage with our stakeholders.

 
 
 
Currently each grievance is dealt with on an individual basis and this data is not collected. Effectiveness is measured 
through a review of how the remediation is working based on ongoing discussions and performance  
to KPIs.

G R I C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E
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2-26 Mechanisms for Seeking 
Advice and Raising Concerns

Mechanisms for individuals to seek advice on 
responsible business conduct and raise concerns  
about the organisation’s business conduct

Our employees have access to all our policies and practices through our internal portal. Key policies and practices, 
such as compliance regulations, are included in our employee mandatory training and each employee is required to 
complete Code of Conduct training on an annual basis. Our Security Awareness training received 100% compliance 
across the organisation, showing the importance that Senior Management and our employees place on making sure 
they are up to date with the latest laws and regulations. We encourage people to raise any concerns through our 
Whistleblowing policy and all members of our team have direct access to the Chairman of the Audit Committee.  
The Code of Conduct and the Whistleblowing policy are included in onboarding for all new employees, and  
accessible online.

2-27 Compliance with Laws and 
Regulations

Total number of significant instances of non-compliance 
with laws and regulations during the reporting period

Total number and the monetary value of fines for 
instances of non-compliance with laws and regulations 
that were paid during the reporting period

Significant instances of non-compliance

How it determines significant instances of  
non-compliance

We strive to be compliant with all laws and regulations in all countries were we operate. Our legal team is on hand 
to advise any of our markets were there may be a concern. Our employees are trained extensively and our Code of 
Conduct speaks to our core values, whilst covering key topics like anti-money laundering, anti-competitive behaviour 
and anti-corruption. If an instance of non-compliance is identified, it will be dealt with swiftly reported to the relevant 
regulatory bodies immediately.

2-28 Membership Associations Industry associations, other membership associations, 
and national or international advocacy organisations

We belong to The Valuable 500, a global movement putting disability on the business leadership agenda, aligning 
with our ESG strategy of advocating for inclusion in our workplace. Our Foundations also work closely with many 
partners in our markets advancing education and special needs capacity through sponsorship of Special Olympics 
programmes. We encourage you to check our key partners within Our Communities section.

2-29 Approach to Stakeholder 
Engagement

Approach to engaging with stakeholders Please see our Stakeholder Management section.

2-30 Collective Bargaining 
Agreements

Percentage of total employees covered by collective 
bargaining agreements

Each market in which we operate has its own unique labour laws and regulations that we must comply with and 
these differences across markets significantly drive the choices of our employees regarding collective bargaining 
agreements. Where our employees have opted into collective bargaining agreements, we comply with the rules and 
regulations. As a result, our percentage varies significantly across markets.

G R I C O D E C O D E D E S C R I P TI O N D E S C R I P TI O N R E S P O N S E
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Note 1: Overview of the Countries of Operations 
included in this report

1. Jamaica
2. Haiti
3. Trinidad & Tobago
4. French Guiana (French West Indies)
5. Guadeloupe (French West Indies)
6. Martinique (French West Indies)
7. El Salvador
8. Bermuda
9. British Virgin Islands
10. Cayman Islands
11. Dominica
12. Turks & Caicos Islands
13. Grenada

14. St. Lucia
15. St. Vincent & the Grenadines
16. Antigua & Barbuda
17. Anguilla
18. St. Kitts & Nevis
19. Montserrat
20. Aruba
21. Bonaire
22. Curaçao
23. Guyana
24. Suriname
25. Barbados

Note 2: Regional Employees  
By Gender and Working Status

Numbers as of 31 December 2021

HEADCOUNT

E M P LOY E E S BY WO R K I N G STAT U S TOTAL FULL-TIME PART-TIME

Major Markets 4,087 3,699 388

Atlantic Markets 279 277 2

West Indies 439 426 13

South Caribbean 591 534 57

Other 60 59 1

Total 5,456 4,995 461

Percentage Split 100% 92% 8%

HEADCOUNT

E M P LOY E E S BY G E N D E R TOTAL FEMALE MALE

Major Markets 4,087 2,097 1,990

Atlantic Markets 279 113 166

West Indies 439 226 213

South Caribbean 591 341 250

Other 60 14 46

Total 5,456 2,791 2,665

Percentage Split 100% 51% 49%

Notes
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Stay in Touch
With Digicel
Visit our Website  

DigicelGroup.com 

 

Visit our Global Foundations Website  

DigicelFoundation.org 

 

Thoughts? 

We welcome your comments and/or questions about this report. 

Please contact:  

ESG@digicelgroup.com 

 

 
 
 
 
Please consider the environment before printing this report.

Note: All images appearing in this presentation are the property of their respective copyright owners and are being used for informational 

purposes only. Any reproduction, retransmission, distribution or republication of all or part of any of these images is expressly prohibited, 

unless the copyright owner of the image has expressly granted its prior written consent. All other rights reserved.
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