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§ €€ _don't forget what a wonderful heritage of traditional

music you have. It has been passed down through
hundreds of years, and
it is vital that we do whatever we can
to make sure we never lose any of it. in many countries around the world,
it is sad to see that people are letting these traditional art forms
die away. Fortunately, there are many others who are trying

their best to keep them alive.”
DiGi Yellow Mobile Music Mania, Alor Setar
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Chairman’s statement / Penyata pengerusi

“In a year marked by challenges
and intense competition, DIGi
has successfully strengthened its
position as a leading player and
iIndustry innovator within the mobile
communications sector in Malaysia.

Dear shareholders,

On behalf of the Board of Directors of
DiGi.Com Berhad (“DiGi”), | am pleased
to present to you the Annual Report and
Financial Statements of the Group and the
Company for the financial year ended 31
December 2002.

In a year marked by challenges and
intense competition, DiGi has successfully
strengthened its position as a leading player
and industry innovator within the mobile
communications sector in Malaysia. At a
time when the industry saw significant
consolidation, DiGi has increased both
market share and revenue.

Last year, | mentioned that with
Telenor ASA’s support as a majority
stakeholder, DiGi would concentrate
its resources on providing high-quality
mobile communications services for
our customers.VWe have made strong
headway towards this objective in 2002
by leveraging on Telenor’s strengths in

Pemegang saham sekalian,

Bagi pihak Lembaga Pengarah DiGi.Com
Berhad (“DiGi”), saya sukacita untuk
membentangkan Laporan Tahunan

dan Penyata Kewangan Kumpulan dan
Syarikat bagi tahun kewangan berakhir
31 Disember 2002.

Walaupun menghadapi pelbagai
cabaran dan persaingan sengit dalam
tahun yang dilaporkan, DiGi telah berjaya
memperkukuhkan kedudukannya sebagai
salah satu peserta utama dan pelopor
industri dalam sektor komunikasi mudah-alih
di Malaysia. Dalam suasana penggabungan
dalam industri, DiGi telah berjaya meningkatkan
bahagian pasaran dan juga hasil.

Pada tahun lepas, saya menyatakan
bahawa dengan sokongan pemegang saham
maijoriti, Telenor ASA, DiGi akan menumpukan
sumbernya untuk membekalkan perkhidmatan
komunikasi mudah-alih bermutu tinggi bagi
para pelanggan kami. Kami telah mengorak
langkah untuk mencapai objektif ini pada
2002 dengan mengambil kesempatan daripada
kekuatan Telenor dalam bidang komunikasi
mudah-alih serta pengalaman dan pengetahuan
DiGi dalam arena komunikasi tempatan
untuk memperkenalkan beberapa perkhid-
matan inovatif serta nilai untuk wang bagi
memenuhi keperluan pelanggan. Langkah
ini disokong oleh usaha bersungguh-sungguh




mobile communications and DiGi’s
experience in and knowledge of the local
communications environment to introduce
a number of innovative and value-for-money
services to meet customer needs. Coupled
with this was a concerted effort to widen
market recognition of the DiGi brand.

All these activities have contributed to

the satisfactory performance achieved

by the Group.

During the financial year ended 31
December 2002, the Group saw its
revenue increase to RM1,289.6 million
from the RM747.0 million registered in
the preceding 8-month financial period.
The higher revenue achieved was mainly
contributed by higher mobile revenue
which registered a 54% growth in its
subscriber base as well as strong demand
in mobile data services, particularly short
messaging services (SMS). Earnings before
interest, taxation, depreciation and amorti-
sation (“EBITDA”) improved to RM485.4
million with a margin of 37.6% for the
financial year as compared with the 34.2%
margin achieved for the preceding 8-month
financial period.

The Group’s profit after taxation,
however, was affected by higher depreciation
and amortisation expense and deferred
taxation expense as compared with the
preceding financial period, following
a decision to increase the depreciation
rates for telecommunications network
and computer systems with effect from

DiGi.Com Berhad (425190-X)
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| July 2002, based on a periodic review of
the estimated useful lives of property, plant
and equipment. Consequently, profit after
taxation for the financial year under review
was lower at RM100.9 million from the
RM158.9 million achieved in the

preceding 8-month financial period.

Current challenges

During the year under review, DiGi

made a strategic decision not to bid for
the 3G spectrum based on its leverageable
strengths and the 2G/3G evolutionary
process. Instead, DiGi will play a vital

role in the 3G arena in two ways. Firstly,
we will deliver advanced and affordable
mobile multimedia products and services
on the existing 2.5G network to meet initial
demand. Secondly, we will progressively
deliver the full range of mobile multimedia
products and services by purchasing capacity
from 3G network operators. In relation

to this, DiGi has already taken the lead

in educating consumers about the exciting
prospects of next-generation mobile
communications services.

kewangan sebelumnya, berikutan keputusan
untuk meningkatkan kadar susut nilai bagi
rangkaian telekomunikasi dan sistem komputer
yang berkuatkuasa | Julai 2002. Peningkatan
kadar ini dibuat berdasarkan penilaian
berkala jangka hayat anggaran bagi

harta benda, loji dan peralatan. Justeru

itu, keuntungan selepas cukai bagi tahun
kewangan yang dilaporkan adalah lebih
rendah, iaitu RM[00.9 juta berbanding
RM158.9 juta yang dicapai pada tempoh
kewangan 8 bulan sebelumnya.

Cabaran semasa

Pada tahun yang dilaporkan, DiGi telah
membuat keputusan strategik untuk tidak
mengemukakan tawaran bagi spektrum

3G, berdasarkan kekuatannya yang boleh
dimanfaatkan dan proses evolusi 2G/3G.
Sebaliknya, DiGi akan memainkan peranan
penting dalam arena 3G menerusi dua cara.
Pertama, kami akan membekalkan produk
dan perkhidmatan multimedia mudah-alih
yang canggih dan berharga-patutan menerusi
rangkaian 2.5G yang sedia ada untuk memenuhi
keperluan awal. Kedua, kami akan secara
beransur-ansur membekalkan rangkaian
penuh produk dan perkhidmatan multimedia
mudah-alih dengan membeli kapasiti daripada
pengendali rangkaian 3G. Dalam perkara

ini, DiGi telah memulakan langkah mendidik
pengguna tentang prospek menarik perkhid-
matan komunikasi mudah-alih generasi

akan datang.

Secara keseluruhannya, matlamat DiGi
adalah untuk menjadi penyedia perkhidmatan
komunikasi mudah-alih pilihan dengan mem-
bekalkan tahap dan piawaian kualiti dan
perkhidmatan yang diharapkan oleh pelanggan,




Overall, DiGi’s goal is to become the
mobile communications service provider
of choice by delivering to our customers
the levels and standards of quality and
service they have a right to expect, and
to our shareholders the long-term value
that is anticipated from being at the
frontline of the mobile communications
revolution. During the year under review,
four main areas were prioritised in order
to improve performance and create
benefits for our customers.This essentially
involved:

* Fostering core competitiveness by
strengthening network quality and
capacity, and expanding geographical
coverage.We have already achieved
significant improvements in network
performance as reflected in the results

of recent Consumer Satisfaction Surveys

on mobile services and the Extensive
Endpoint Service Availability Testing
(EESAT) on mobile network quality

conducted by the Malaysian Communica-

tions and Multimedia Commission
towards the end of the reporting
year, and these efforts will continue.

* Opening new points of leverage for
short- and longer-term growth in terms
of innovative mobile communications

lifestyle solutions. In 2002, we introduced

several innovative services which have
been well-received by customers as

indicated by the growth in revenue from

mobile communications services. There
are also several plans in the pipeline to
expand our existing customer base by
delivering a new generation of mobile
communications services over our
existing 2.5G network.
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the pipeline to
deliver innova-
tive services
such as MMS
over DiGi's
2.5G network.
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* Putting in place targets and action plans
to enhance customer service levels to
best-in-class.We have conducted a
number of surveys to help us evaluate
our service levels, and the year under
review saw the implementation of
service enhancement programmes
to address the specific customer
needs identified in the survey.

* Developing win-win partnerships that
create benefits for our customers. DiGi
has always been willing to collaborate
with other industry players in the inter-
ests of the customer and the industry.
Clear evidence of this collaborative
stance is seen in our strong support
of the Government’s efforts to avoid
duplication of infrastructure and optimise
capacity. In fact, the new financial year
could see DiGi working closely with
other service providers on infrastructure
sharing and domestic roaming arrange-
ments, as well as with content providers,
application developers and technology
enablers on the delivery of innovative
mobile multimedia products and services
across DiGi’s network.

Clearly, our mobile business has
strengthened significantly over the year
under review, as reflected in our healthy
subscriber growth to date.This encouraging
growth trend has been the direct result

of our increased focus on the mobile
communications segment, which we are
confident is the right direction to take as
we move forward. In line with this emphasis,
a strategic business decision has been made
to phase out our Fixed Network business
gradually in 2003. From a business per-
spective, it is vital that we recognise our
areas of strength and consolidate these in
order to remain competitive and profitable
within the challenging market.



Going forward, we are confident that the
market for mobile communications lifestyle
solutions will grow steadily. Existing con-
sumer demand in terms of DiGi’s mobile
data services is buoyant, with approximately
60 million SMS messages being sent per
month. In 2003, DiGi will maintain its focus
on profitable, easy-to-use services that add
value for the user. Although we expect the
market to remain challenging and competi-
tive, we are committed to building returns
and improvements across every aspect

of our business.

We believe DiGi can achieve significant
growth in shareholder value over both the
short and longer terms. Asia, in general,

is expected to become a key region for
mobile communications. The International
Telecommunications Union (ITU) has
estimated that by 2010, half of a staggering
2.2 billion mobile subscribers will be in the
Asia Pacific region. The growth prospects
for Malaysia’s mobile communications and
multimedia industry look exciting. As new
generation technologies start to roll out
over the Malaysian communications land-
scape, and as the mobile communications
market matures and mobile users become
more sophisticated and discerning, there

DiGi.Com Berhad (425190-X)
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will be growth opportunities for the
mobile multimedia industry in this country,
with all forms of information available
literally anywhere, anytime. Towards this
end, DiGi is well-positioned to capitalise
on these opportunities.

Although continued consolidation
in Malaysia’s telecommunications industry
is inevitable, there is plenty of room for
growth and expansion in the mobile
communications services industry where
the penetration rate currently stands at
38%. In tandem with this, the industry is
benefiting from rapidly evolving technology
that unleashes expanded possibilities to
deliver highly-personalised targeted services
to specific market segments. For DiGi, this
offers fresh opportunities to make our
mark in the field of mobile content and
data services. Our long-term vision is firmly
focused on providing leading-edge services
in mobile communications, and staying
ahead of the competition in terms of
innovation, service and prudent management.

Future growth will depend increasingly
on delivering customised services that
directly address customer needs and
wants. This is an area where DiGi has
already established a strong competitive
advantage.We will continue to delight
customers with compelling mobile
content and mobile data services
that deliver immediate lifestyle and
workstyle benefits.



Over the longer term, new possibilities
will arise from the introduction of mobile
multimedia services. | believe DiGi will
benefit enormously from this as an
efficient channel to reach specialised
market segments. Taking a proactive
approach, DiGi has already begun to
put measures in place that will enable
it to offer innovative, customer-driven
voice and data mobile communications
services to its steadily expanding
subscriber base.

As a corporation, DiGi has looked at
towns, cities and communities across the
nation, as not just places where it rolls out
products and services, but as also providing
opportunities to interface with local
communities in a real and meaningful way.
Our ultimate objective is to build a DiGi
brand identity that Malaysians want to be
associated with: a creative and caring
mobile communications service provider
that invests in both creative products

and services, while it reaches out to
vulnerable communities.

DiGi.Com Berhad (425190-X)
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In 2002, DiGi launched its DiGi Yellow
Mobile community programme, which
enables underprivileged children in
Malaysia to have a unique learning
experience that would immerse them
in their rich cultural heritage, cutting
across barriers of race and religion.
To date, more than 500 orphans and
disadvantaged children in major cities
across Malaysia have participated in this
series of highly-interactive arts-based
workshops. These special children have
been joined in their journey of discovery
and learning by some of the country’s
well-known artists, musicians, dancers,
craftspeople and theatre personalities,
who have generously contributed their
time and effort towards the success
of the programme.

This community service effort
is reflected in the community relations
section introduced in this year’s
annual report.




On behalf of the Board of Directors,

| would like to pay tribute to the hard
work, drive and commitment of DiGi staff
at all levels. They have made it possible for
the company to turn in a highly creditable
performance. Many have also volunteered
their time to fly the DiGi flag in the
community through their involvement

in the various outreach activities.

My gratitude also goes to Telenor for
their full commitment to enabling a high
level of synergy in the areas of management,
technology and innovation.

| would also like to thank my colleagues
on the Board of Directors and members
of the Operating Committee. Their expertise,
knowledge and professionalism have been
vital in providing strong focus and direction
through the challenges we have faced in
the year under review.

The Ministry of Energy, Communica-
tions and Multimedia (MECM) and the
Malaysian Communications and Multimedia
Commission (MCMC) have created a con-
ducive regulatory and business environment
to enable the provision of world-class
infrastructure, products and services
in Malaysia.We would like to place on
record our appreciation for their vision,
clear-sightedness and support.

To our shareholders, financial partners,
industry partners, media and customers,
our grateful thanks for your faith in
DiGi.Your efforts and loyalty are deeply
appreciated and will continue to spur
us on to higher levels of performance
and achievement.

Tan Sri Dato’ SeriVincent Tan CheeYioun
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Operations review / Tinjauan operasi

“DiGi is determined
to build on its
strengths and
achievements to
date In order to
enhance share-
holder value.

As the company
moves into 2003,
the focus is very
much on improving
operational and
cost effectiveness...

Overview

While DiGi’s wholly-owned core operating
subsidiary company, DiGi Telecommunications
Sdn Bhd, has several licences to provide
full telecommunications services, its
primary focus is on delivering high-value
products and services to meet the needs
of the rapidly expanding mobile communi-
cations market in Malaysia. To date, DiGi
has seen tremendous mobile subscriber
growth, and is now a leading mobile com-
munications service provider in Malaysia.
DiGi’s overall strategy is to create
shareholder value by capitalising on the
bright outlook for value-added mobile
multimedia products and services. Mobile
data and content offerings are expected
to form the cornerstone for multimedia
communications, information and enter-
tainment, and DiGi is positioning itself
to take advantage of the exciting

Gambaran keseluruhan

Walaupun anak syarikat milik penuh DiGi
yang utama, iaitu DiGi Telecommunications
Sdn Bhd, mempunyai beberapa lesen untuk
membekalkan perkhidmatan telekomunikasi
lengkap, tumpuan utamanya adalah untuk
membekalkan produk dan perkhidmatan
bernilai tinggi bagi memenuhi keperluan
pasaran komunikasi mudah-alih yang sedang
pantas berkembang di Malaysia. Sehingga kini,
DiGi telah mencapai pertumbuhan mendadak
dalam bilangan pelanggan perkhidmatan
mudah-alih, dan kini merupakan antara
pembekal perkhidmatan komunikasi
mudah-alih yang utama di Malaysia.

Strategi keseluruhan DiGi adalah untuk
mencipta nilai bagi pemegang saham dengan
mengambil kesempatan daripada tinjauan
cerah bagi produk dan perkhidmatan mudah-
alih nilai tambah. Khidmat data dan kandungan
mudah-alih dijangka membentuk asas bagi
komunikasi multimedia, maklumat dan hiburan
dan DiGi sedang menempatkan dirinya untuk
mengambil kesempatan penuh daripada
peluang-peluang menarik untuk membekalkan
perkhidmatan yang lebih bernilai kepada
pelanggan dan meningkatkan hasil daripada
perkhidmatan komunikasi mudah-alih lanjutan.
Usaha DiGi untuk mengekalkan pertumbuhan
dan keuntungan tertumpu kepada komitmen-
nya untuk mencapai tahap kepuasan pelanggan
tertinggi menerusi peningkatan kualiti, liputan
dan kecekapan perkhidmatan.




opportunities to move further up the
value chain and increase revenue from
these advanced mobile communications
services. At the heart of DiGi’s efforts for
sustained growth and profitability is its
commitment to achieving the highest levels
of customer satisfaction through improved
quality, coverage and service efficiency.

During the financial year ended
31 December 2002, DiGi saw its revenue
increasing strongly to RM1,289.6 million
from the RM747.0 million registered in
the preceding 8-month financial period.
Compared against the annualised revenue
achieved in the preceding 8-month financial
period, DiGi recorded 15% revenue
growth for FY2002. These achievements
clearly reflect the 54% increase in DiGi’s
subscriber base and growth in demand
for mobile data services, particularly short
messaging services (SMS).The Group’s net
profit performance was affected by much
higher depreciation and amortisation costs
and deferred taxation expense for the
financial year.

The higher depreciation and amorti-
sation expense of RM281.0 million was
attributed to an increase in depreciation
rates with effect from | July 2002 for
telecommunications network and computer
systems based on a periodic review of the
estimated useful lives of property, plant
and equipment. There was a deferred
taxation expense of RM44.9 million
as compared with the deferred taxation
benefit of RM37.0 million recorded in
the preceding 8-month financial period.

DiGi.Com Berhad (425190-X)
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Consequently, profit after taxation for the
financial year under review was lower at
RM100.9 million from the RM158.9 million
achieved in the preceding financial period.

Nevertheless, the improvement in
DiGi’s performance was much stronger
than these results suggest, given that the
margin for earnings before interest, taxation,
depreciation and amortisation (“EBITDA”)
improved to 37.6% for the current financial
year as compared with 34.2% for the
preceding 8-month financial period. In fact,
the EBITDA margin for the final quarter
of FY2002 itself improved to 42.9%.

Opening the door to a greater range
of innovative, customer-focused services,
DiGi’s preferred option of service differen-
tiation will be the key to its success within
the mobile multimedia market.As a service
provider, DiGi is well-positioned to
respond to the challenges of fast-paced
mobile communications technology, in
providing rich multimedia content to
mobile phone users in Malaysia.

> People will
soon be able to
use mobile
phones to zap
graphics, pic-
tures, video,
music and

all kinds of
information to
other mobile
devices of
friends, family
or colleagues
in a matter

of seconds.




In a highly competitive business environment,
DiGi achieved strong growth in its mobile
communications business, averaging signifi-
cant monthly subscriber net additions and
maintaining its market leadership position
in the prepaid segment. Its overall subscriber
growth at 54% was well above the industry
average growth rate of 30%.

These improvements were driven by
a number of key initiatives aimed at growing
revenue, minimising churn and improving
efficiency across all DiGi operations.

A renewed focus on the prepaid business
saw the launch of DiGi’s Enhanced Prepaid
Plus service in line with the company’s
strategy to increase revenue while migrating
its customers up the value chain to more
advanced mobile communications services.
In tandem with this, DiGi continued to
invest in its network enhancement activities
in a highly-focused way, adhering to its
customer-centric strategy of providing
users with a positive mobile communications
experience.

This emphasis has resulted in strong
customer recognition of DiGi’s leadership
role in terms of introducing innovative
ideas, technologies and services to Malaysian
mobile subscribers. During the year under
review, DiGi continued to build on its
presence as an industry-leading mobile
communications service provider.

The following stand among its notable
achievements during the reporting year:
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> DiGi plans

to grow and
retain its
subscriber
base by deliv-
ering innovative
services and
the highest
levels of cus-

tomer service.
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It became the first local mobile commu-
nications service provider to introduce
Automatic International Roaming on its
prepaid platform when it launched its
enhanced DiGi Prepaid Plus service.
This new service enables DiGi Prepaid
Plus customers to make and receive
calls when they travel to countries with
which DiGi has roaming agreements.
The list of DiGi’s international roaming
partners grew steadily during the year,
enabling DiGi’s prepaid subscribers to
roam in over 50 countries.

It became the first operator to launch

a customer loyalty programme, Your DiGi,
for both postpaid as well as prepaid
mobile subscribers throughout the
country.

DiGi introduced its General Packet
Radio Service (GPRS), based on a “pay
as you use” charging mechanism.With
the availability of GPRS on its network,
DiGi became the first mobile communi-
cations service provider in Asia to offer
GPRS services on both the prepaid and
postpaid platforms.

DiGi introduced the RM30 prepaid
reload denomination, in addition to
its existing RM50 and RM100 reload
options, to address the needs of its
various prepaid subscriber profiles.
In addition, DiGi’s prepaid customers
can enjoy greater value from the
increased validity periods of 30, 50
and 100 days respectively for each
reload denomination option.



* |t pioneered the online prepaid °
reload system in partnership with
MOL AccessPortal Bhd. This established
an e-commerce milestone for Malaysia,
enabling DiGi customers to replenish
their prepaid mobile airtime credit and
purchase chatz, DiGi’s International
Calling Card, at MOLs website. Customers
can now access these services on their
own computers at anytime and from
anywhere around the world.

* In partnership with Citibank, DiGi
once again broke new ground when
it introduced the country’s first auto
reload facility for its DiGi Prepaid Plus
customers. This enables customers to
reload their mobile airtime automatically,
using their credit cards.

Clearly, DiGi’s proven strategy for renewed
growth and profitability in the postpaid
business has been to target business users
by focusing on value-added mobile content
and data services and providing outstanding
customer service for both corporate and
individual customers in Malaysia.
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DiGi memperkenalkan pecahan isian
semula prabayar RM30, selain daripada
pecahan nilai RM50 dan RM 100 untuk
memenuhi keperluan pelanggan mudah-
alihnya yang pelbagai. Di samping itu,
pelanggan prabayar DiGi boleh menikmati
nilai hebat daripada tempoh sah lebih
lama yang ditawarkan, iaitu 30, 50 dan
100 hari bagi setiap pecahan nilai isian
semula tersebut.

Merintis sistem isian semula prabayar
dalam talian dengan kerjasama MOL
AccessPortal Bhd. Ini merupakan satu
mercu tanda e-dagang di Malaysia, yang
membolehkan para pelanggan DiGi mengisi
semula kredit masa udara mudah-alih
prabayar dan membeli chatz, Kad Panggilan
Antarabangsa DiGi, di laman web MOL.
Para pelanggan kini boleh menggunakan
kemudahan-kemudahan ini menerusi
komputer mereka pada bila-bila masa

di mana-mana sahaja di dunia.
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DiGi’s mobile Internet service sustained
growth during the year through innovative
programmes and promotions to raise
awareness and interest. Two new services
were launched in the year under review,
namely Master Djuice, allowing subscribers
to check their Chinese horoscope at
anytime, and Stock Tracker, which gives
them access to stock prices on the Kuala
Lumpur Stock Exchange. Additionally,
SMS-based contests were also run in
collaboration with popular TV programmes
aired on ntv7, to promote mobile data
services to a highly-targeted consumer
group, while the VAS Messaging Culture
Campaign and the World Cup Sponsorship
Programme helped drive SMS usage.

DiGi also introduced dDate, an SMS dating
service via private SMS chatrooms, made
available to users in Malaysia, China,
Thailand and Singapore.

* Melalui kerjasama dengan Citibank,
DiGi sekali lagi menjadi perintis apabila
memperkenalkan kemudahan isian semula
automatik yang pertama di negara ini
bagi para pelanggan DiGi Prepaid Plus.
Pelanggan boleh mengisi semula masa
udara mudah-alih mereka secara
automatik, menggunakan kad kredit.

Jelas bahawa strategi terbukti DiGi untuk
mencapai pertumbuhan dan keuntungan
berterusan dalam perniagaan pasca bayar
dilaksanakan dengan menyasarkan pengguna
perniagaan menerusi tumpuan kepada
perkhidmatan kandungan dan data mudah-
alih nilai tambah serta membekalkan
perkhidmatan pelanggan unggul bagi para
pelanggan korporat dan individu di Malaysia.
Pertumbuhan berkekalan perkhidmatan
Internet mudah-alih DiGi pada tahun yang
dilaporkan dicapai menerusi program dan
promosi inovatif untuk meningkatkan minat
dan kesedaran. Dua perkhidmatan baru telah
dilancarkan pada tahun yang dilaporkan, iaitu
Master Djuice, yang membolehkan pelanggan
membaca horoskop Cina pada bila-bila masa,
dan Stock Tracker, yang memberikan mereka
akses kepada harga-harga saham di Bursa
Saham Kuala Lumpur. Di samping itu,
pertandingan-pertandingan berasaskan
SMS turut dianjurkan dengan kerjasama ntv7
berdasarkan rancangan-rancangan TV popular
mereka, untuk menggalakkan penggunaan
perkhidmatan data mudah-alih di kalangan
kumpulan pengguna sasaran. Sementara itu,
Kempen Budaya Pesanan VAS dan Program
Tajaan Piala Dunia telah membantu meng-
galakkan penggunaan SMS. DiGi juga telah
memperkenalkan dDate, perkhidmatan
berkenalan menerusi SMS menggunakan
bilik perbualan SMS yang disediakan kepada
pengguna di Malaysia, China, Thailand
dan Singapura.



DiGi.Com Berhad (425190-X) 65

In May 2002, DiGi introduced the Content “UriaEzR

. . . programme,
Provider Access (CPA) concept in Malaysia content
in line with its commitment to delivering providers wil
customer satisfaction and growing the haelalshiols

q Q A A point of access
mobile content industry in Malaysia. 0 mobi

0 mobile

The CPA concept, a Telenor initiative, communications
will see mobile communications service Cuslomers)

providers opening up the value chain

to content providers, giving them access
to their subscriber bases. It offers

a win-win business model, with highly
favourable revenue-sharing mechanisms.
Content providers benefit from a single
point of access to mobile communications
customers while maintaining full control
over how their content and services are
managed, charged, promoted and used.
DiGi has already signed up more than 25
content providers under this programme.

As part of its commitment to providing
the best quality and coverage in areas

it serves, DiGi placed high priority on
stabilising its network. Significant enhance-
ment efforts put in place during the year
pushed network availability to above 99%.
The company undertook a complete
audit of the network, with most sites
being upgraded to new civil, power

and transmission standards. This also
helped improve the quality and reliability
of the network.
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Customer recognition of DiGi’s good
network quality, capacity and steadily
expanding coverage has been consistently
reflected in the series of Consumer Satis-
faction Surveys on mobile services conducted
by the Malaysian Communications and
Multimedia Commission (MCMC) during
the review period. Overall, the company
has shown a strong performance across
a number of categories, where surveyed
consumers have identified key areas of
DiGi’s strength, namely improved network
quality, capacity and coverage, particularly
in terms of clarity, reduced congestion and
minimal dropped calls. Subscribers also
acknowledged DiGi’s steadily expanding
geographical coverage and attested
to experiencing the least number
of difficulties with DiGi as compared
with other service providers.
Underscoring this achievement is
the fact that the ability of its customers to
make and complete calls without network
congestion, noise or disruption is of para-
mount concern at DiGi, and continuous
optimisation, upgrades and enhanced
features are in place to ensure this.
DiGi’s consistent results in the MCMC’s
independent Extensive Endpoint Service
Availability Testing (EESAT) for mobile
network performance, which benchmarks
the Quality of Service (QoS) for mobile
networks within the industry, clearly
reflect DiGi’s commitment to maintaining
high standards of network quality. DiGi
achieved impressive industry performance
results, particularly in the EESAT test

> Today’s mobile

B categories of signal strength and quality,
are counting as well as minimal dropped call and
0 ERELET congestion rates.
connectivity
and flexibility

to enhance
productivity.




Towards the end of the year under review,
DiGi strategically invested in implementing
a new network monitoring centre, DiGi’s
Network Automated Management Informa-
tion Control System or DiINAMICS.

The system enables DiGi to have a real-time
end-to-end view of its entire 1800 MHz
GSM network infrastructure throughout
the country, allowing the proactive monitoring
of the network, as well as facilitating

an immediate and effective response.

This innovative technology not only provides
a consolidated view of the network, but
will also support future business requirements
in DiGi’s delivery of mobile multimedia
products and services, thus ensuring
ongoing superior network quality and
reliability towards enhancing service
excellence.

In a highly challenging business environment,
DiGi’s International Services continued

to sustain its performance, recording
RM193.5 million in revenue at the end

of the reporting year. The main contribution
to this revenue came from IDD traffic in
terms of both transit and inbound terminating
minutes. Despite intense competition from
global and domestic carriers which pushed
rates and margins lower, however, DiGi
still registered a positive increase in terms
of revenue.
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International Carrier Services continued
to strengthen its market position through
its emphasis on providing quality and reliable
voice circuits at lower cost. By the year-end,
it had more than 50 direct partnerships
with foreign correspondents and an
expanding global network.The ISC-3,
equipped with state-of-the art facilities,
was commissioned as a third international
gateway in December 2002 to complement
the existing ISC-1 and ISC-2, and to provide
additional switching and capacity requirements
for new routes.

During the financial year under review,
DiGi made substantial progress in strength-
ening its position for more customer-focused
services through investments in next-gen-
eration Voice over Internet Protocol (VolP)
technology. This will allow the delivery of
traditional and value-added voice services
using packet-based technologies to meet
the increasingly complex requirements
of the marketplace. As such, DiGi’s
International Carrier Services will be
able to provide premium voice quality
and more advanced voice features to meet
the demands of different customer segments.

In support of the Government’s efforts
to establish a cutting-edge telecommunica-
tions infrastructure in Malaysia, DiGi’s
International Carrier Services also continued
to work closely with licensed Application
Service Providers (ASPs), allowing them
communications access to the rest of the
world. Collaborative efforts such as this
clearly underscore DiGi’s commitment in
spearheading greater growth and synergies
within the industry.

The reporting year also saw strong
growth in sales of chatz, DiGi’s International
Calling Card. chatz has gained immense
market popularity through its attractive
call rates, and DiGi has enhanced the
service by introducing chatz Load, a top-up
service, in addition to its earlier launched
chatz International Toll Free Service (ITFS).



Delivering the appropriate levels of customer
service is a pivotal part of DiGi’s strategy
to retain and grow its subscriber base.

In a proactive action plan, the Customer
Service Division increased operational
efficiency by leveraging on available
technology. An example of this is the
Division’s Integrated Contact Centre
project, expected to deploy a new, more
intuitive call-centre management system
that is designed to forecast and assess
customer requirements across all points
of contact and match these to the
consultants available.

In view of the upcoming launch
of the integrated Customer Interaction
Centre in 2003, the current PABX/ACD
and the existing Customer Management
System were upgraded, with a new Work
Force Management System installed to
more effectively utilise the time and skills
of customer care consultants.To complement
this, training and development programmes
were initiated to enhance staff skills and
product knowledge, as well as improve
professionalism.

In an important step towards building
DiGi’s customer loyalty, the Division’s
Customer Relationship Management (CRM)
unit had earlier implemented a centralised
customer information system, giving staff in
all business units a comprehensive insight
into customer behavioural trends. During
the year under review, the success of this
information system was reflected in higher
customer loyalty trending. With this in
place, the CRM unit launched Your DiGi,

a Customer Loyalty Programme which
leverages on all available customer data and
communications as a means of remaining
relevant to customers’ needs, interests
and lifestyles.
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> This concept
device conceals
a keyboard
behind a fold-
away video
screen. Today’s
generation is
willing to pay
for games
software, foot-
ball and stock
market results
as well as
other financial
information
and news.
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> Mobile data
services will
have a tremen-
dous impact on
profitability as
businesses see
the need for
solutions that
exploit available
bandwidth and
reduce costs.
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Your DiGi became the first loyalty
programme in the industry to address

both postpaid and prepaid mobile customers.
As an umbrella programme, Your DiGi
offers DiGi mobile subscribers hard benefits
such as free airtime or reload bonuses, and
soft benefits such as DiGi Guarantees, SIM
Guard and Birthday Bonus. Unique lifestyle
benefits have now been made available
through downloadable DiGi Vouchers,
entitling DiGi customers to exclusive

and special offers and discounts at a

wide variety of participating outlets.

The Customer Service Division
continued with efforts to gain more
in-depth customer insights through
the launch of a customer lifestyle
survey during the year to build a better
customer profile for more personalised
and differentiated services. In addition, the
year also saw the introduction of My DiGi,
a user-friendly facility on DiGi’s website
which gives customers several self-service
capabilities in handling enquiries, adminis-
tration and transactions including bill
payment and prepaid reloads at their
convenience via a 24-hour secure
Internet link.

A key factor in the provision of quality
service is the timely identification of
customer needs and the subsequent
provision of appropriate, customised
solutions. In this, DiGi has continued to
optimise Information Technology (IT) and
its capabilities in meeting the challenges
of a competitive business environment.
The year under review saw a deeper
reliance on IT in supporting product
development and distribution, particularly
in terms of DiGi’s prepaid mobile services,
in view of the upcoming migration to the
new Intelligent Network (IN).




Billing flexibility was enhanced through

an upgrading of supporting information
structures, providing new billing strategies
to support changing customer needs.

The timely upgrading of the Interconnect
Billing and Settlement System (IBSS) during
the financial year has also enabled DiGi to
provide flexible tariff management and
control. In addition, an IT blueprint was
developed to upgrade the company’s
information systems, enhancing the

quality of service provided to customers.

DiGi’s employee emphasis is on attracting
and retaining people who take responsibility,
are proactive, quality-conscious and deliver
value in carrying out their respective job
functions. During the year under review,
priority was given to improving internal
communication across all divisions. One
such initiative is the quarterly employee
newsletter, DiGi@work, which has proved
to be an important communication channel,
working in tandem with the company’s
intranet, also called DiGi@work, to keep
staff updated on both internal and external
developments.

The professional and personal devel-
opment of staff is very important at DiGi,
and the year also saw focused training for
targeted groups, aimed at enhancing skills
and knowledge. As part of ongoing efforts
to position DiGi as an employer of choice,
an Employee Satisfaction Survey was
conducted in the reporting year to obtain
feedback and comments from employees
on overall work- and company-related
issues. This has helped track employee
morale and identify key areas for improve-
ment. A Corporate Values Survey was also
carried out to identify and develop a set
of core principles to reflect and build a
healthy employee culture at DiGi.
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DiGi is determined to build on its
strengths and achievements to date

in order to enhance shareholder value.

As the company moves into 2003, the
focus is very much on improving operational
and cost effectiveness, and investing wisely
in high growth value-added services that
meet customer needs. In order to drive
profitable growth in mobile communications
services, a strategic decision has been
made to introduce Intelligent Network
(IN) technology, which supports prepaid
mobile services, by the first quarter of
2003 to cope with the anticipated growth
in DiGi’s prepaid business. By migrating

to IN functionality, DiGi will be able to
differentiate itself in the marketplace and

> DiGi is the

D maximise its profits by opening the door
allow GPRS for to a greater range of new and innovative,
rlpeseEld customer-driven mobile multimedia products
and prepaid

e and services for its subscribers.

and it offers The roll-out of data- and content-driven
the widest mobile offerings will provide strong growth
opportunities for DiGi, through its delivery
of highly-personalised and innovative mobile
communications services to its steadily
growing subscriber base. DiGi recognises
that alongside high-quality voice services
and enhanced geographical coverage, it will
be critical to meet the growing demand
for more advanced and sophisticated
entertainment, information and communica-
tions services across a diversified customer
base. As such, it will continue to build on

coverage

nationwide.




existing strengths, and forge partnerships
that generate a competitive advantage.
Based on extensive market studies on
voice and data mobile communications
services, DiGi will continue to optimise
and expand its existing infrastructure to
deliver advanced and affordable mobile
multimedia services, and hold to its
network-sharing commitment with
other operators within the industry.
Compelling mobile content and data
services are expected to generate strong
revenues from the rapidly growing mobile
generation. DiGi is already putting innovative
mobile multimedia products and services
across its network, and will continue to
source value-added offerings which will
increase revenue and see continued
profitability. Mobile data services will have
a tremendous impact on profitability as
businesses see the need for solutions that
exploit available bandwidth and reduce
costs, as well as discover that they can
deliver and manage corporate content
on their mobile devices. The successful
introduction of mobile data services
offers many challenges, and DiGi is clearly
well-positioned in terms of having in place
plans and strategies that will enable it to
take the lead in this critical area.

DiGi.Com Berhad (425190-X)

Perkhidmatan kandungan dan data yang
menarik dijangka membawa pertumbuhan
yang kukuh daripada generasi pengguna
mudah-alih yang semakin pantas bertambah.
DiGi sudah mula menyediakan produk dan
perkhidmatan multimedia mudah-alih yang
inovatif dalam rangkaiannya, dan akan terus
mencari perkhidmatan nilai tambah yang
akan meningkatkan hasil dan meneruskan
keuntungan. Perkhidmatan data mudah-

alih boleh memberi kesan besar terhadap
keuntungan. Ini kerana perniagaan-perniagaan
dapat melihat betapa perlunya penyelesaian
yang mengambil kesempatan daripada
kelebaran jalur yang sedia dan yang mampu
mengurangkan kos. Mereka juga mendapati
bahawa mereka boleh membekalkan dan

menguruskan kandungan korporat menggunakan

alat mudah-alih mereka. Pelbagai cabaran

bakal dihadapi dalam usaha memperkenalkan

perkhidmatan data mudah-alih yang berjaya,
dan DiGi berada pada kedudukan yang baik
kerana mempunyai rancangan dan strategi
yang akan membolehkannya menerajui
bidang penting ini.
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> In the not too
distant future,
users will

be able to
‘connect

with anyone,
anytime,
anywhere’

at speeds
faster than
conventional
wireless data
communications.
Full motion
video images,
music and
games, and the
voice transmis-
sion quality on
these mobiles
will be on par
with fixed line
phones.






