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Dialogue with stakeholder groups and strategic priorities

Swisscom fosters dialogue with its most important stakeholder groups via electronic media, the
phone, surveys, information events, business meetings, road shows, conferences, as well as in cus-
tomers’ homes and in the Swisscom Shops. In 2011 Swisscom addressed stakeholder concerns
directly in concrete projects. Stakeholder management at Swisscom is decentralised to ensure
proximity and ongoing contact with the various stakeholder groups. The following eight groups
have the biggest influence on Swisscom’s business strategy:
> Customers: Swisscom systematically consults residential customers in order to identify their

needs. Customer relationship managers, for example, gather information on customer needs
directly at the customer touch points. The Corporate Business segment conducts quarterly sur-
veys that include questions on sustainability. Swisscom also maintains regular contact with
consumer organisations in all language regions of Switzerland, runs electronic forums and
writes blogs, including an environmental blog launched in 2006, and a corporate responsibility
(CR) blog launched last year. The overall picture gained is that customers expect attractive pric-
ing, market transparency, responsible marketing, comprehensive network coverage, network
stability, low-radiation technologies and sustainable products and services.

See
www.swisscom.ch/

CRblog

> Employees: Once a year Swisscom conducts an employee survey and also organises round-table
discussions with employee representatives. All employees are asked to report any irregularities
that they come across in the course of their work. The Board of Directors’ Audit Committee is
the internal office responsible for handling whistleblowing cases. Employee concerns fall into
the following areas: social partnership, training and development, diversity, health and safety
in the workplace.


