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Leading Change 
EMPOWERING IMPACT

“Leading Change, Empowering Impact” is more than a statement for Mobily. It is a living journey that 
intertwines innovation with responsibility. Firmly positioned as a market leader in sustainability, the 
Company embraces a visionary approach that infuses every facet of its operations with a commitment 
to safeguarding the planet, meticulously enhancing the marketplace and customer experiences while 
firmly establishing itself as a responsible employer and an accountable enterprise. Through thoughtful 
investments in advanced digital solutions that optimize resource efficiencies, Mobily transforms 
traditional telecommunications into a model of sustainability and progress. Every initiative, whether 
reducing carbon emissions or pioneering clean technology, reflects a mindful fusion of cutting-edge 
innovation and heartfelt dedication to environmental stewardship.

Beyond technology, Mobily is devoted to nurturing positive community impacts and fostering a culture 
where every individual thrives. As a champion of inclusivity and employee growth, the Company cultivates 
a dynamic environment that empowers its workforce and enriches local communities. By forging 
strategic partnerships and engaging with diverse Stakeholders, the Company creates a ripple effect that 
transcends its immediate operations and inspires broader social change. In every strategic decision and 
deliberate action, Mobily weaves a narrative of transformative progress and responsible leadership that 
reverberates through every market it serves, nurturing a legacy of lasting impact for future generations.
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This Sustainability Report outlines the Company’s 
environmental, social and governance (ESG) strategy and 
performance. The Report focuses on Mobily’s impact, both 
positive and negative, on Stakeholders and the natural 
environment. 

Reporting Scope and Boundary 
The Sustainability Report includes the ESG-related impacts 
of Mobily’s operations across Saudi Arabia for the fiscal 
year from 1 January to 31 December 2024 in alignment 
with its annual financial reporting cycle. Unless otherwise 
stated, financial data is expressed in Saudi Riyals (%). 

Target Audience
This Sustainability Report is intended to inform both 
current and potential Stakeholders by providing insight into 
how Mobily creates, sustains and safeguards value for its 
key Stakeholder groups, including employees, customers, 
regulators and the broader society

Materiality
As part of the reporting process, Mobily conducted a 
comprehensive double materiality assessment to identify 
and prioritize the most important sustainability issues for 
the Company and its valued Stakeholders. These material 
issues guided the disclosures in this report. 

The Company’s performance is presented according to 
the following strategic themes from Mobily’s sustainability 
framework and strategy. Each theme is explored in a 
dedicated chapter, where the corresponding material 
topics are addressed in the context of the Company’s 
operations and Stakeholder expectations:

View Mobily’s materiality assessment process and 
outcomes here [Materiality assessment]

Reporting Standards
The Company considered both local and international 
frameworks in the writing of this document, including 
the priorities of the ambitious Saudi Vision 2030 and 
Saudi Green Initiative (SGI), the ISO 26000 Guidance 
on Social Responsibility, the AA1000 Accountability 
Principles Standard and the Global System for Mobile 
Communications Association (GSMA) ESG metrics.

The report is compiled in accordance with the Global 
Reporting Initiative (GRI) Sustainability Reporting 
Standards and the Sustainability Accounting Standards 
Board (SASB) standards. It is also informed by the IFRS S1 
and S2 standards, reflecting the Company’s commitment to 
aligning with these frameworks in the upcoming reporting 
cycles.

Feedback
Mobily always appreciates feedback from its valued Stakeholders. Should you have any comments or questions about the 
information contained in this report, please email IRD@mobily.com.sa or phone +966560314099. 

As a proud signatory to the United Nations Global Compact 
(UNGC), Mobily is committed to upholding its Ten Principles. 
This document also serves as a Communication on Progress 
(CoP) for the UNGC. 

Forward-Looking Statements
This report contains forward-looking statements pertaining 
to Mobily’s sustainability goals and targets in the short, 
medium and long-term. While every effort was made to 
ensure the accuracy of these statements, the future is 
inherently unpredictable. Changing markets, environmental 
or regulatory factors may affect the actual outcomes 
and performance of the Company. The forward-looking 
statements in this report have not been audited and 
Stakeholders are urged to exercise caution when relying on 
these statements as indicators of future performance. 

Etihad Etisalat Company (“Mobily” or “the Company”) is one of the 
fastest-growing telecommunications brands in the region, listed on the 
Saudi stock exchange since its establishment in 2004. The Company 
offers market-leading mobile, fixed and digital services to individual and 
business customers in Saudi Arabia. 
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This report can be read in conjunction 
with the Company’s 2024 Annual 
Report, available here

Previous 
Sustainability 
Reports can be 
accessed via Mobily’s 
Sustainability 
webpage,  
available here

ABOUT THIS REPORT

The Annual Report provides more 
information about Mobily’s corporate 
strategy, as well as financial 
performance metrics and important 
governance disclosures 
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About Mobily
Mobily, established as Etihad Etisalat 
Company in 2004, is a foremost 
integrated telecommunications 
service in Saudi Arabia. The Company’s 
wireless network, which is one of the 
largest by coverage in Saudi Arabia 
and the Middle East, as well as its 
extensive fiber network and major 
data center system, services both 
individual, corporate and carrier 
customers. 

The Company’s comprehensive 
information and communication 
technology (ICT) offering includes: 
•	 Communications services
•	 IT services
•	 Managed services
•	 Cloud services
•	 Marketing, development, design, 

installation, management and 
distribution of content

•	 Data center services
•	 Big data
•	 Digital services
•	 E-commerce

•	 Devices
•	 Software
•	 Applications
•	 Cybersecurity
•	 Information security
•	 Artificial intelligence (AI)
•	 Internet of Things (IoT)

Mobily listed on Tadawul in October 
2004. The Company’s share capital 
has amassed a % 7,700 million as 
at financial year-end, with Emirates 
Telecommunication Corporation (e&) 
as the major shareholder owning 
27.99% of the Company’s shares. 

Geographic Footprint
The Company’s network footprint is one of the most extensive in the region, servicing both metropolitan and rural areas. As 
Mobily expands its services and geographic reach, customers have greater access to both local and international services. 

Mobily’s International Gateway
Mobily partners with a range of international 
partners, with its overland and submarine cables 
to international gateway destinations in the Middle 
East, the wider Asia Pacific region, the USA and 
Europe. In 2024, Mobily signed a cooperation 
agreement with Telecom Egypt to land the first Saudi 
submarine cable linking Saudi Arabia and Egypt. This 
Mobily-owned cable enables expansion into Europe.

MOBILY AT A GLANCE
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Mobily’s Saudi Fiber Network
Mobily reaches customers through a total of 422 exclusive channels (67 flagship stores and 355 fully branded outlets), 
along with 1,629 non-exclusive channels (third-party retailers POS). 

61

816

60,993 km

422

1,629 

+6,600

807

174

of network – including long-
distance, metropolitan and 
fiber infrastructure

exclusive stores 
and outlets

third-party retailers

5G network sites

new 5G sites 

new fiber sites 

cities covered with 5G

new 4G sites *�based on Saudi Arabia’s 
7 main cities

2024 Expanding 
Footprint
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4G
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3G
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DAMMAM

DUBAI
FUJAIRAH

SINGAPORE
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•	 Launched Multi SIM service and SMS 
Plus service

 •	 Developed 5-year strategy: “Growth, 
Efficiency, Differentiation (GED)”

2010

•	 Launched 4G services
•	 Introduced eco-friendly SIM cards

2011

•	 Launched cloud server for 
customers, with self-service and 
on-demand features

•	 Created growth partnerships with 
leading international companies to 
spearhead transformation to ICT 
environment

2012

•	 Announced 3-year RISE strategy 
•	 Received a unified license that 

allows Mobily to offer a full range of 
telecommunication services

2017

•	 Implemented brand refresh
•	 Began the process of implementing 

a national call center and national 
customer care center

2018

•	 Started 5G network testing
•	 Launched Saudi Arabia’s first joint 

ICT Academy

2019

•	 Received the Communications and 
Information Technology Commission 
(CITC)’s Best User Experience Award 
for 2021

•	 Received SIP Trunk Service Provider 
Award from Cisco Interoperability 
Portal

•	 Received Frost & Sullivan’s Saudi 
Arabian Internet of Things (IoT) 
Enabling Technology Leadership 
Award

•	 Implemented smart meter system 
to measure Mobily’s power 
consumption

2021

•	 Implemented ESG strategy for ESG 
performance excellence

•	 Established an Environmental Policy
•	 Formed a centralized environmental 

team to oversee environmental 
impacts

•	 Launched fintech arm, Mobily Pay, for 
all users

•	 Won 2 Ookla Speedtest Awards at 
the 2022 Mobile World Congress 
(Top Rated-Mobile Network and Top 
Rated-Fixed Line Network in Saudi 
Arabia)

•	 The Platinum sponsor of the Saudi 
Games 2022

•	 Launched energy-generating tower 
using eco-friendly sources

2022

•	 Recognized as the Fastest Growing 
Telecommunications Brand in the 
Middle East by Brand Finance

•	 Achieved highest revenues, EBITDA 
and net profit in a decade

•	 Covered over 84% of residents in 
the Kingdom’s 7 main cities with 5G 
network

•	 Won Best Customer Experience 
Award 2022 at the ICT Indicators 
Forum, hosted by the CST

•	 Won Best CEO - Labor Awards; 
presented by the Minister of Human 
Resources and Social Development

2023

•	 Achieved AA in MSCI ESG ratings
•	 Received the Best Infrastructure 

and Service Innovation in Fiber-
to-the-Home Award from SAMENA 
Telecommunications Council

•	 Earned Best Workplace Facilities in 
Saudi Arabia 2024 from Best Place 
to Work 

•	 Won the Disability-Friendly Work 
Environment Award from the 
Ministry of Human Resources and 
Social Development

2024

•	 Participated in Tata Global Network 
(TGN) Gulf Cable System

2009

•	 Joined a consortium for global 
expansion to the Saudi National 
Fiber-Optic Network (SNFN)

•	 Acquired Bayanat Al-Oula Company 
and Zajil International Network for 
Telecommunication Company, and 
invested in Holool Aloula Company

2008

•	 Launched Elite Graduate program 
(see page 126)

•	 Opened first Tier IV certified data 
center in Asia, Middle East and North 
Africa

•	 Launched program to train 
Saudi females in smartphone 
programming and maintenance

2013

•	 Invested in National Company for 
Business Solutions (United Arab 
of Emirates) and Mobily Ventures 
Holding (Bahrain)

•	 Offered 4G data roaming services – 
a world first

2014

•	 Received the Gulf Cooperation 
Council (GCC)’s Award for the Best 
Gulf Public Joint Stock Company

2007

•	 Incorporated as Etihad Etisalat 
Company and first IPO

•	 Awarded Saudi Arabia’s first 3G and 
second GSM licenses

•	 Commenced building out Mobily’s 
GSM network

2004

•	 Launched “Mobily” as the customer-
facing brand

•	 Began commercial operations

2005

•	 Launched Saudi Arabia’s first 3.5G 
services

•	 Signed partnership agreement 
with Integrated Telecom Company 
(ITC) to build advanced fiber-optic 
network

2006

•	 Announced 1-year Turnaround 
strategy

•	 Implemented diverse initiatives to 
build the next generation of human 
capital in Saudi Arabia

2015

•	 Announced 1-year Way Forward 
strategy

•	 Embarked on a transformative 
journey of aligning with Saudi 
Vision 2030 and the National 
Transformation Plan 

•	 Launched “QYADY” program for 
senior staff

2016

•	 Announced 3-year GAIN strategy
•	 Rolled out eSIM services across Saudi 

Arabia
•	 Completed first 5G Voiceover New 

Radio (VoNR) in the Middle East
•	 Installed energy efficient air 

containment systems, reducing 
consumption by up to 40%

•	 Received ISO certification for 
Business Continuity Management 
(BCM) system; the first 
telecommunications company in the 
Middle East and North Africa (MENA) 
to achieve this

2020

MOBILY’S STORY
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VISION

VALUES

Leadership in enriching your digital world

Mobily’s 2023-27 strategy is dedicated to delivering innovative products and exceptional customer 
experiences. By driving sustainable revenue growth and creating lasting value for our shareholders and 
Stakeholders, we are accelerating our evolution into the TMT company of the future - a vision enabled by 
our dynamic corporate culture and shared core values:

ASSOCIATIONS AND MEMBERSHIPS

Cullen 
International

Global System for  
Mobile Communications 

(GSMA)

International  
Telecommunication 

Union (ITU)

SAMENA  
Telecommunications 

Council

Asia-Africa-Europe 1 
(AAE-1)

United Nations  
Global Development 

Program

United Nations Global 
Compact (UNGC)

Digital Cooperation 
Organization

National Network of IP 
Support Centers (SAIP)

TM Forum

AGILE CARINGCOURAGEOUS CLEAR
We are open, 
flexible and make 
every second count

We are brave enough to take 
bold steps and determined to 
see them through

We keep things 
black and white

We treat you as an individual 
and value diversity in thought 
and perspective

MOBILY’S CHARTER
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As Saudi Arabia diversifies its economy, 
especially in non-oil sectors, we are 
proud to sustain our contribution 
to the local technology, media and 
telecommunications (TMT) industry, 
renowned for its relentless innovation 
and transformative progress. Saudi 
Arabia advanced by 25 positions on 
the United Nations E-Government 
Development Index, securing the top 
regional ranking and the second-highest 
spot among G20 nations.

Our active engagement in national 
giga projects affirms our commitment 
to sustainable urban development 
and economic diversification, and 
further enhances our brand value in a 
competitive market. In tandem, Mobily 
has forged strategic partnerships to 
harness leading-edge technologies 
and develop large-scale solutions 
that support essential government 
projects, further solidifying our role as 
a key enabler of the Kingdom’s digital 
transformation.

Our sustainability approach is evidenced 
by our strategic investments in a diverse 
digital infrastructure that includes 
high-efficiency data centers, advanced 
5G networks, international submarine 
cables and expansive fiber networks. 

By integrating internet of things (IoT) 
and artificial intelligence (AI) capabilities 
aimed at reducing energy consumption 
and minimizing environmental impact, 
we meet the growing demand for 
innovative yet eco-friendly technology 
solutions. We are also partnering with 
global leaders to expand our offerings 
and enhance operational efficiency, 
while internally leveraging emerging 
technologies to streamline services, 
improve financial performance and 
elevate customer satisfaction. This 
comprehensive strategy delivers ultra-
fast connectivity while driving strong 
long-term financial performance. 

Transparent governance and responsible 
leadership underpin Mobily’s commitment 
to sustainability. We have implemented 
a rigorous sustainability framework with 
increased focus on ESG related risks and 
opportunities that supports responsible 
practices and aligns with Saudi Vision 
2030 and the Saudi Green Initiative 
sustainability targets and international 
sustainability standards.  

Beyond technology and infrastructure, 
Mobily is committed to nurturing local 
talent and empowering communities 
through sustainable initiatives, as 
demonstrated by the Company’s Great 
Place to Work 2024 recognition. We 
work closely with local stakeholders and 
government authorities to shape smart 
cities and enable an inclusive digital 
future that benefits all segments of 
society. Our collaborative initiatives with 
national and global partners are designed 
to turn technological innovation into 
tangible societal progress, reinforcing 
our role as a catalyst for sustainable 
economic development.

Building on our strong momentum, 
we are confident that 2025 will deliver 
accelerated growth and further cement 
our leadership in Saudi Arabia’s TMT sector. 
By leveraging emerging technologies, 
we are poised to capture prospects 
in both core and adjacent markets, 
delivering sustainable value that benefits 
our shareholders and reinforces our 
competitive market position.

To achieve this vision, we are committed 
to continuous innovation and 
development of new digital solutions 
and services that generate sustainable 
revenue streams and enhance our 
connectivity market share. Our strategy 
involves introducing advanced products 
and services, forging key partnerships 
with technology leaders such as Amazon 
Web Services, particularly to drive growth 
in the B2B segment, and deepening 
our participation in giga projects and 
national development initiatives. 

Acknowledgements
On behalf of the Board, I extend 
my sincere thanks to our Executive 
Management team for their exemplary 
leadership in 2024, which delivered 
another year of success and growing 
returns. I also appreciate the steadfast 
support of our strategic partners and 
shareholders, whose contributions have 
been key to our achievements.

Most importantly, we express our deep 
gratitude to The Custodian of the Two 
Holy Mosques and His Royal Highness, 
The Crown Prince, whose visionary 
leadership continues to drive Saudi 
Arabia toward its ambitious Saudi Vision  
2030 goals.

Together, we are building a digitally 
connected, greener future, that creates 
enduring value for the Kingdom and its 
people.

Mobily stands at the forefront of Saudi Arabia’s digital transformation while 
driving the Kingdom’s move toward a sustainable future. In alignment with 
Saudi Vision 2030, our strategy is built on transformative investments in 
digital infrastructure and advanced technologies that promote economic 
growth, energy efficiency, and responsible resource management. As part of 
our international contribution, Mobily is proud to support initiatives aligned 
with UN Global Compact (UNGC) and its sustainable development goals 
(SDGs), to ensure an ethical and valuable contribution to our stakeholders. 

MESSAGE FROM THE CHAIRMAN

We are proud to present Mobily’s 2024 Sustainability Report, 
outlining Mobily’s award-winning performance across all 
segments of our Sustainability Framework as we shape an 
impactful future for Mobily and Saudi Arabia as a whole.

Mr. Abdulkarim Ibrahim Alnafie
Chairman

Earned Great 
Place to Work 
2024 certificate

Best Innovation 
in the Middle East 
and Africa Award 
in 2024
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Mobily delivered a strong financial 
performance in 2024, with % 18.2 
billion in annual revenue and a 39.2% 
surge in net profit to % 3.1 billion. 
Backed by a solid EBITDA and a net 
debt-to-EBITDA ratio of 0.89x, the 
Company demonstrated disciplined 
operations and a commitment to 
long-term sustainable success. This 
was underpinned by the continued 
expansion of our advanced 5G 
network, now exceeding 6,600 sites 
with over 87% coverage across key 
cities, enhancing nationwide digital 
connectivity while promoting a 
greener, more inclusive technological 
future. Strategic collaborations with 
Saudi Vision 2030 giga projects further 
underscore our role in driving national 
digital transformation and advancing 
environmental and social progress.

At the heart of Mobily’s evolution 
is its dedicated workforce. In 2024, 
the first cohort graduated from 
Mobily’s High-Potential Development 
Program. The Company also offers a 
comprehensive three-layered training 
platform offering access to over 
120,000 courses that underscores 
a deep commitment to workforce 
development and inclusive culture. We 
automated several human resource 
processes, streamlining workflows and 
improving the management of pay 
review cycles, including performance 
bonuses and merit increases. Mobily 
receiving an Inspiring Workplaces 
2024 Award for Middle East and 
Africa validates these achievements 
and reflects a culture built on 
respect, empowerment and constant 
improvement.

Customer experience has also been a 
pivotal driver of Mobily’s sustainable 
progress. Enhancements throughout 

the customer journey, from optimized 
billing and streamlined onboarding to 
refined complaint resolution pathways, 
delivered measurable benefits. 
These included a 40% increase in 
proactive incident detection and a 
32% boost in resolution efficiency. 
Improved digital support via advanced 
chatbots and self-service platforms 
has solidified customer engagement. 
Our commitment to customer 
experience best practices also earned 
us ISO certification for complaint 
management in 2024.  

We are also proud to have received 
the Best Customer Experience Award 
from the Communications, Space and 
Technology Commission (CST) for the 
third consecutive year. 

Mobily also advanced its environmental 
performance in 2024. By reducing 
overall energy use, the Company also 
achieved a drop in carbon emissions. 
We piloted full and hybrid solar 
solutions, upgraded generators to 
more efficient models, maintained zero 
waste-to-landfill and decreased water 
withdrawal. We remain proud of our 
robust Environmental Management 
System (EMS), aligned with ISO 
14001:2015, and of the climate-risk 
considerations embedded in our ISO 
31000 certified ERM framework. These 
help to weave sustainability into daily 
operations through structured risk 
management and emerging issue 
tracking.

At Mobily, strong governance is the 
cornerstone of our sustainability 
journey. In 2024, through a structured 
approach in the execution of our 
sustainability strategy, we achieved a 
notable milestone that reinforces our 
sustainability leadership by becoming 
the first telecom operator to achieve an 
AA rating from MSCI in the Middle East. 
This recognition reflects more than 
just progress, it reinforces our role as a 
trusted, responsible force in the market.

We remain steadfast in our 
commitment to a sustainable future, 
continuously refining our ESG practices 

and integrating globally recognized 
frameworks such as the UN Global 
Compact’s (UNGC) ten principles and 
the UN Sustainable Development 
Goals (SDGs) into every aspect of our 
operations. Mobily actively invests 
in energy-efficient technologies and 
digital innovation solutions that reduce 
environmental impact while advancing 
connectivity and operational resilience. 
By expanding strategic partnerships 
and embedding sustainable practices 
into decision-making, we prepare 
for a future where economic growth 
and environmental stewardship are 
intertwined. This long-term vision is 
supported by a robust governance 
framework, ensuring that sustainability 
is not merely an aspiration but a 
fundamental driver of industry 
leadership and stakeholder value.

As we move into 2025, Mobily will remain 
resolute in its commitment to delivering 
significant value to its customers and 
stakeholders while continuing to support 
shaping the Kingdom’s digital and 
sustainable future.

Acknowledgements
I extend my sincere appreciation to 
our Board of Directors for its visionary 
guidance, which played a pivotal role 
in driving another year of outstanding 
growth and success. I also recognize 
our Executive Management team for 
their exceptional execution of Mobily’s 
strategy, ensuring unyielding progress 
and continuous innovation. 

I am deeply grateful to our employees 
for their dedication, professionalism and 
relentless efforts. Your excellence has 
laid the foundation of our achievements, 
enabling us to surpass milestones with 
confidence. 

Over the past year we have demonstrated a steadfast commitment to 
sustainable growth and financial excellence, underpinned by pioneering 
ESG initiatives and integration with global sustainability frameworks. 
We set new industry and sustainability benchmarks, leveraging cutting-
edge digital transformation and a people-centric approach. 

MESSAGE FROM THE CEO

In 2024, Mobily advanced in every element of its five-pillar 
Sustainability Framework, setting new standards in digital 
innovation, environmental stewardship, social responsibility, 
customer excellence, and transparent governance.

Eng. Salman Abdulaziz Albadran
Chief Executive Officer

Disability-Friendly 
Work Environment 
Labor Award 2024

AA rating 
achieved in MSCI 
ESG Ratings
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YEAR IN REVIEW

•	 Maintained  

zero  
data and information security 
breaches 

•	 Increased TRI*M score to  

100.3
•	 Received the Best Infrastructure 

and Service Innovation in Fiber-
to-the-Home Award from SAMENA 
Telecommunications Council

•	 Received the Best Consumer 
Experience Award from the 
Communications, Space and 
Technology Commission for the 
third consecutive year

•	 Added 807 new 5G 
sites  achieving 87% across 
Saudi Arabia’s 7 main cities

•	 Increased Mobily Pay  
financial transactions by 

154%  and the number  

of active users by 73%

•	 Reduced Scope 1 emissions by 17% 
(compared to the 2022 baseline)

•	 Reduced Scope 2 emissions by 4% 
(compared to the 2022 baseline)

•	 Reduced energy consumption by 

13.8% 
•	 Reduced water withdrawal and 

consumption by 5.1% and water 
intensity per employee by  

6.8%
•	 Maintained zero  waste-to-

landfill across operations 

•	 Maintained zero  instances of 
non-compliance with environmental 
laws and regulations

•	 Conducted climate change risk 
assessment for physical and 
transitional risks

•	 Earned  

Great Place 
to Work  
2024 certificate

•	 Received  

Best 
Workplace 
Facilities in 
Saudi Arabia 2024 from 
Best Places to Work

•	 Maintained zero 
employee and 
contractor fatalities 

•	 Received Disability-
Friendly Work 
Environment Award 
2024 (Large and Giant 
Enterprises Category) 
from the Ministry of 
Human Resources and 
Social Development

•	 Achieved a Mobily 
Health Index (mHi) 
engagement score of 
86%

•	 Celebrated the 
graduation of  

18  High Potential 
(HIPo) program 
graduates

•	 Spent  

95%  
of total procurement 
spend on local 
suppliers

•	 Engaged 81 university 
students in the 
Cooperative Program, 
including 50 women

•	 Engaged 45 
participants in the 
Tamheer Program, 
including 30 women

•	 Engaged 38 graduates 
in the Elite Program, 
including 24 women

•	 Engaged 38 SMEs in 
Mobily ’s supply chain

•	 Partnered with Jood 
Eskan to encourage 
donations and 
provide housing for 
communities in need

•	 Achieved AA  in MSCI  
ESG Ratings, the 
highest in the regional 
telecommunications 
sector

• �+72,000  
combined hours of 
training for human 
rights, diversity, ethics 
and other areas 

•	 Digitized and automated  

86.6%  of internal 
and external processes 

•	 Attended 11 investor 
conferences to increase 
communication 
transparency and 
engagement

•	 Maintained zero 
legal action pertaining 
to anti-competitive 
behavior, anti-trust 
violation or monopoly 
practices taken against 
Mobily
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In 2024, Mobily was particularly pleased by the Company’s 
MSCI ESG Index rating, which was the highest score in the 
region’s telecommunications sector

RATINGS, AWARDS AND CERTIFICATES

Mobily’s sustainability ratings, as well as its awards and certificates, 
testify to the Company’s commitment to creating long-term value for all 
its Stakeholders. 

Sustainability Ratings
The Company’s sustainability ratings by international agencies have seen steady improvement across all major indicators 
since 2022. 

Rating Unit 2024 2023 2022

Morgan Stanley Capital 
International (MSCI)

Ratings between AAA 
(leaders) and CCC 

(laggards)
AA A BBB

FTSE Russel ESG Index Score out of 5 2.6 2.6 1.9

ESG Invest Score out of 100 62 52 45

Dow Jones Sustainability World 
Index (S&P)

Score out of 100 47 33 25

CSR Hub Percentage 64% 52% 34%
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AWARDS

The Best Wholesale 
Company in the 
Middle East Award 
for 2024 - Telecom 
Review Leaders’ 
Summit

Best Consumer 
Experience Award 
- Communications, 
Space and 
Technology 
Commission’s 
Customer Experience 
Award (third 
consecutive year)

Best Investor Relations 
Telecom Company in 
the Kingdom 2024 
- Global Business 
Outlook Awards

Best Innovation 
in the Middle East 
and Africa 2024 
- Gartner Eye on 
Innovation Awards

One of the Top 5 
Innovations Globally 
2024 - Gartner Eye on 
Innovation Awards

Best Subsea 
Innovation Award - 
Global Connectivity 
Awards 2024

Disability-Friendly 
Work Environment 
Award 2024 
(Large and Giant 
Enterprises Category) 
- Ministry of Human 
Resources and Social 
Development

Best Investor 
Relations Film Award 
in the Middle East for 
2023 - MEIRA

Best Infrastructure 
and Service 
Innovation in 
Fiber-to-the-Home 
(FTTH) Award - 
SAMENA 

Leadership in 
Regulatory 
Compliance 
and Customer 
Experience 
Award - SAMENA

Inspiring Workplaces 
2024 Award for Middle 
East and Africa

Business Continuity Management 
(BCM) Team of the Year, BCM Program 
Manager of the Year 2024 (Private 
Sector) and BCM Newcomer of the Year 
- Business Continuity Institute Middle 
East Awards 2024

Best Printed Annual Report 
and second place for Best 
Digital Annual Report in the 
Middle East for 2023 - MEIRA

Great Place to Work 
2024-2025 

Best Use of 
Customer Insights 
2024 Award - 
XEBO.ai

Golden Award for 
Overall Excellence in 
Customer Experience, 
the Golden Award 
for Best Customer 
Experience 
Measurement and 
the Silver Award for 
Putting the Customer 
at the Heart of 
Everything - GCXA 
Awards 

MARKETPLACE AND CUSTOMERS RESPONSIBLE EMPLOYER ACCOUNTABLE ENTERPRISE
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CERTIFICATES

ISO CERTIFICATES

Best Workplace 
Facilities in Saudi Arabia 
2024 from Best Place to 
Work

Information Security 
Foundation (ISF) 
certification

Payment Card Industry 
Data Security Standard 
(PCI DSS) certification

Security Accreditation 
Scheme for Subscription 
Management (GSMA) 
Certificate

ISO 31022: 
Risk management 

ISO 9001: 
Quality management 
systems - Legal 
services

ISO 27018: 
Protecting personal 
data in the cloud

ISO 22301:2019: 
Societal security - 
Business continuity 
management systems

ISO 27001: 
Information security 
management

ISO 27032: 
Guidelines for 
internet security

ISO 10002: 
Quality management - 
Customer satisfaction 

ISO 27011: 
Information security, 
cybersecurity and 
privacy protection

ISO 37301: 
Compliance 
management systems

ISO 31000: 
Risk management 
systems

ISO 45001: 
Occupational 
health and safety 
management systems

ISO 27017: 
Information 
technology - 
Security techniques

ISO 22361: 
Crisis management

ISO 14001: 
Environmental 
Management System

ISO 50001: 
Energy Management 
System

Local Content Certificate
awarded by the Saudi 
Arabian Government for 
the fifth consecutive year

Hayyak Certificate
from the Saudi 
Standards, Metrology 
and Quality Authority 
(SASO)

CSA Security Trust 
Assurance and Risk 
(STAR) certification
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Chief 
Financial 

Officer

Mobily’s sustainability journey is driven by a deep-rooted commitment 
from leadership, ensuring that ESG considerations remain at the 
core of its strategic direction. This vision is embedded through a 
structured sustainability strategy and framework that integrates 
responsible business practices across all operational levels, fostering 
resilience, innovation and long-term impact. By proactively aligning its 
initiatives with emerging global standards and best practices, Mobily 
strengthens its ability to navigate evolving sustainability challenges 
while maintaining transparency and accountability.

SUSTAINABILITY 
GOVERNANCE MODEL

At Mobily, sustainability is 
overseen by the highest 
decision-making authority at 
the Company – the Board of 
Directors. 
Sustainability key performance indicators 
(KPIs) aligned to the sustainability strategy and 
framework are approved by the Sustainability 
Committee. This Committee, chaired by the CEO, 
monitors the Company’s performance against 
sustainability priorities every month. 

The practical implementation of Mobily’s 
sustainability initiatives is driven by the Investor 
Relations team, under the supervision of the 
Chief Financial Officer (CFO). Investor Relations 
also determines the Company’s sustainability 
direction and focus areas. 

Mobily’s sustainability champions motivate 
sustainability initiatives across various business 
areas and functions, with support from the 
Investor Relations team. 

Board of 
Directors

Sustainability 
Committee

Investor 
Relations 

Department

Sustainability 
Champions
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Mobily’s sustainability strategy, launched in 2022, aligns with its corporate strategy and local and international ESG 
standards. It is supported by Company-wide campaigns and training programs. Since 2023, Mobily has actively advanced 
sustainability awareness across the organization through targeted campaigns and training initiatives. Over 25 sessions 
have been conducted, engaging more than 550 employees, reinforcing the Company’s long-term commitment to 
embedding sustainability into its culture and day-to-day operations. The 5 key pillars of the sustainability strategy guide 
target-setting and performance and consist of the following: 

SUSTAINABILITY STRATEGY 
AND FRAMEWORK

Mobily’s approach is guided by an overall sustainability strategy and 
framework, ensuring that sustainability is prioritized and embedded 
across the Company. Mobily creates sustainable value by protecting 
the environment, supporting communities and employees, serving 
customers with excellence and maintaining high governance standards. 

SAFEGUARDING 
THE PLANET

MARKETPLACE 
AND CUSTOMERS

• Data Privacy and Cybersecurity
• Customer Experience and Satisfaction
• Innovation and Digitalization

POSITIVE COMMUNITY 
IMPACTS

• Digital Inclusion and Network Availability
• Community Engagement and Impact

• �Climate Change and GHG Emissions 
• �Waste and Circular Economy
• �Clean and Efficient Energy

ACCOUNTABLE 
ENTERPRISE

• Ethical Business Practices 
• Responsible Supply Chain
• Corporate Governance 
• Transparency and Reporting
• Human Rights
• Sustainable Economic Impact

RESPONSIBLE 
EMPLOYER

• Health, Safety and Well-being
• Diversity, Equity and Inclusion
• Talent Attraction and Retention 
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This comprehensive and tailored approach allowed the 
Company to identify and prioritize key issues that align 
with Stakeholder expectations and evolving national and 
international frameworks. Mobily reviews the materiality 
assessment annually to ensure continued relevance 
and responsiveness to emerging risks, opportunities 
and Stakeholder concerns. By embedding materiality 
into decision-making, Mobily strengthens transparency, 
enhances accountability and ensures that its sustainability 
initiatives contribute meaningfully to long-term corporate 
resilience and positive societal transformation. 

In line with best practices and aligned with global 
frameworks as well as national ambitions, the Company 
identified clear ESG priorities that underpin Mobily’s 
business strategy and Stakeholder engagement.

Materiality Assessment Process
The assessment was carried out through an independent, 
systematic approach, verified by a third-party provider and 
approved by senior management. It encompassed several 
key stages:

External Assessment
Mobily undertook a detailed benchmarking process through 
2 complementary activities:
• �Industry evaluation: Assessing the ESG practices of 

leading peers in the telecommunications industry to 
identify prevalent market standards

• �External insights: Reviewing key ESG focus areas 
from recognized frameworks, standards and national 
sustainability agendas to ensure that Mobily’s priorities 
were in line with broader industry expectations

Identification of Material Topics
Mobily conducted extensive research and market 
assessments to determine the relevant ESG topics. This 
involved an in-depth review of industry peers, guidelines 
from national and international Stakeholders, as well 
as sustainability standards and insights from ESG rating 
agencies. This process generated a comprehensive list of 
considerations, covering 10 environmental, 18 social and 14 
governance topics to be assessed and categorized in order 
to identify the final list of material topics. 

Filtration of Material Topics 
To ensure alignment and relevance, Mobily mapped these 
topics against the criteria recognized by leading peers 
and external Stakeholders. Utilizing a custom evaluation 
model that assigned weightages based on Stakeholder 
importance, the Company refined this extensive list to a 
preliminary set of 25 material topics for further internal 
engagement.

Stakeholder Engagement
Engaging Stakeholders was central to the materiality 
process. Both internal voices (senior management 
and employees) and external perspectives (industry 
peers, regulatory bodies, international sustainability 
organizations and ESG rating agencies) played a pivotal 
role. Their collective insights informed the prioritization 
process, ensuring both strategic alignment and practical 
relevance.

Internal Stakeholder feedback was particularly critical. 
Mobily conducted focused workshops with senior 
management to capture insights into the financial 
materiality and impact materiality dimensions of each ESG 
topic, complemented by a detailed employee survey that 
ensured a broad representation across the organization.

Development of the Materiality Matrix
By applying the allocated weightages from the Stakeholder 
engagements and benchmarking activities, Mobily 
developed a prioritized preliminary list of 17 material topics 
based on their impact.

Following thorough analysis, the Company consolidated 
its findings into an ESG materiality matrix. This matrix 
categorizes and prioritizes Mobily’s material topics into 

3 tiers: Most Important, Very Important and Important. 
These classifications reflect each topic’s significance to 
Stakeholders and their alignment with both national and 
international sustainability frameworks.

By allocating Mobily’s material topics to the pillars of the 
strategic framework, the Company ensures that each issue 
is given due attention and reported properly in line with 
Stakeholder requirements. 

MATERIALITY ASSESSMENT

Environmental Social Governance
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Significance to Mobily

Most Important
	 1 	 Data Privacy and Cybersecurity 
	 2	 Climate Change and GHG Emissions
	 3	 Customer Experience and Satisfaction 
	 4	 Ethical Business Practices
	 5	 Innovation and Digitalization
	 6	 Diversity, Equity and Inclusion 
	 7	 Waste and Circular Economy

Very Important
	 8 	 Community Engagement and Impact
	 9	 Responsible Supply Chain
	 10	 Corporate Governance 
	 11	 Digital Inclusion and Network Availability
	 12	 Transparency and Reporting
	 13	 Health, Safety and Well-being
	 14	 Clean and Efficient Energy

Important
	 15 	 Talent Attraction and Retention
	 16 	 Human Rights
	 17 	 Sustainable Economic Impact

Materiality is a crucial element of Mobily’s sustainability strategy, ensuring 
that its efforts remain focused on the areas with the most significant impact 
on both business performance and societal well-being. By conducting a 
double materiality assessment in 2025, Mobily examined sustainability 
topics not only through the lens of financial and operational relevance but 
also in terms of their broader environmental and social implications.

Very Important

Important

Most Important
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MATERIAL ISSUES RELEVANT STRATEGY PILLAR HOW MOBILY MANAGES IT

1 Data Privacy and 
Cybersecurity Marketplace and Customers

Mobily strives for impenetrable cybersecurity 
infrastructure, supported by ongoing employee 
training in privacy protection. 

2
Climate Change 
and GHG 
Emissions

Safeguarding the Planet
The Company seeks to reduce its carbon 
footprint and GHG emissions in the fight against 
global warming. 

3
Customer 
Experience and 
Satisfaction

Marketplace and Customers

Exceptional customer experience 
through digital channels and leading 
telecommunications services, enhances 
customer satisfaction, making Mobily a leader in 
the sector. 

4 Ethical Business 
Practices Accountable Enterprise

Mobily embeds ethical business practices across 
its operations through robust communication 
campaigns, comprehensive policies and a 
whistleblower hotline. 

5 Innovation and 
Digitalization Marketplace and Customers

The Company continually adds new digital 
services and elevates its offerings through 
innovative solutions that attract new customers 
and enhance customer retention. 

6 Diversity, Equity 
and Inclusion Responsible Employer

Diversity, equity and inclusion are integrated 
into Mobily’s hiring and human resources 
practices to ensure a merit-based process, in 
which every employee is welcomed and valued, 
regardless of gender or physical ability. 

7 Waste and 
Circular Economy Safeguarding the Planet

Mobily minimizes its waste footprint by 
minimizing product waste and promoting 
recycling practices. 

8
Community 
Engagement and 
Impact

Positive Community Impacts

The Company values the community by 
sponsoring and donating towards causes that 
foster the community and align with Saudi 
Vision 2030. 

9 Responsible 
Supply Chain Accountable Enterprise

Mobily expects vendors and suppliers to 
uphold the same high standards in terms 
of environmental sustainability, social 
responsibility and robust governance as the 
Company itself pursues. 

MATERIAL ISSUES RELEVANT STRATEGY PILLAR HOW MOBILY MANAGES IT

10 Corporate 
Governance Accountable Enterprise

Good governance, supported by sturdy 
leadership structures and a vigorous 
governance framework, is the foundation for 
Mobily’s success. 

11
Digital Inclusion 
and Network 
Availability

Positive Community Impacts

The Company continually upgrades and expands 
its footprint and services to serve the nation, 
especially those who do not traditionally have 
access to good networks. 

12 Transparency and 
Reporting Accountable Enterprise

In the interest of transparency that builds trust, 
Mobily publishes comprehensive reports every 
year and maintains ongoing communication 
with its key Stakeholders. 

13 Health, Safety 
and Well-being Responsible Employer

Mobily implements several initiatives and 
projects to ensure the physical and mental 
health and well-being of its people, including the 
implementation of utmost safety measures and 
training, and celebration of personal milestones. 

14 Clean and 
Efficient Energy Safeguarding the Planet

Energy efficiency initiatives help to reduce 
Mobily’s carbon footprint as well as costs in the 
long-term. 

15 Talent Attraction 
and Retention Responsible Employer

Mobily attracts market-leading skills by 
engaging with universities and the talent 
market while ensuring that employees receive 
adequate training and feedback to advance 
their capabilities. 

16 Human Rights Accountable Enterprise

The Company supports human rights through 
its various policies, including policies that are 
applicable to employees, or those that require 
suppliers to uphold human rights. 

17 Sustainable 
Economic Impact Accountable Enterprise

Mobily’s approach to corporate governance, 
talent development, financial management 
and customer service all create an environment 
for long-term economic value creation for 
Stakeholders. 

MATERIALITY ASSESSMENT (CONTINUED)
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Mobily’s Top Material Issues 
Customer Experience and Satisfaction, Transparency 
and Reporting, and Talent Attraction and Retention have 
emerged as the top 3 material issues from an impact 
perspective in Mobily’s 2025 double materiality assessment. 
From a financial perspective, the most material topics 
identified were Data Privacy and Cybersecurity, Climate 
Change and GHG Emissions, and Customer Experience and 
Satisfaction. These areas reflect Mobily’s strategic focus 
on delivering exceptional Stakeholder value, ensuring 
operational resilience and driving long-term business 
sustainability.

These issues are critical for Mobily’s success as a leading 
telecommunications provider. Customer Experience and 
Satisfaction is foundational to retaining and growing the 
subscriber base in a competitive market. Transparency 
and Reporting reinforces trust with Stakeholders and 
supports compliance with evolving ESG expectations. Talent 
Attraction and Retention ensures Mobily maintains a high-

performing, innovative workforce. From a financial lens, 
robust Data Privacy and Cybersecurity measures protect 
customer trust and regulatory compliance, while addressing 
Climate Change and GHG Emissions reduces operational 
risk and aligns with national sustainability goals. Together, 
these topics highlight Mobily’s commitment to balancing 
Stakeholder impact and business performance as part of its 
sustainability strategy.

The following outlines each topic identified as a top 3 
material issue, presenting a summary of its actual and 
potential positive and negative impacts, both on external 
Stakeholders (impact materiality) and on Mobily’s financial 
performance (financial materiality). In addition, relevant 
strategic targets and progress updates are provided for 
all topics, with quantifiable output metrics included for 
impact materiality topics, as they help to tangibly measure 
Mobily’s external impact, while financial material issues 
are evaluated through financial statements and related 
performance measures.

As digital threats escalate, ensuring the privacy and 
protection of customer data is both a legal obligation 
and a business imperative. This issue is closely 
associated with products/services and operations, 
particularly IT systems and digital platforms. Mobily 
enforces a comprehensive Information Security 
Policy aligned with global standards (e.g., PCI-DSS, 
ISO27001 Family, CSA Star) and local regulations from 
the National Cybersecurity Authority (NCA) and the 
National Data Management Office (NDMO). Every 
stage of the information lifecycle is carefully protected 
through advanced security measures, aligned with 

Mobily’s Privacy Policy and RESILIENT cybersecurity 
strategy. The Company maintains robust protocols for 
breach prevention and incident response, supported 
by advanced technical systems and complemented by 
employee awareness efforts such as regular phishing 
email simulations. This multi-layered approach ensures 
threats are addressed at both system and human levels. 
Mobily has recorded zero data breaches since 2018. 
By safeguarding data, Mobily protects Stakeholder 
trust and mitigates financial and reputational risks, 
reinforcing its leadership as a trusted digital provider in 
both consumer and business services.

Target: 
Maintain zero data breaches in 2024

Progress: 
Achieved – Zero data breaches recorded in 2024

Financial negative impact on 
the business (if neglected): 
Fines and penalties, customer churns and 
business disruptions from cyberattacks 
and regulatory sanctions

Financial actual positive 
impact on the business: 
Preserves customer trust, protects 
sensitive data, ensures safe digital 
environments

Data 
Privacy and 

Cybersecurity

MATERIALITY ASSESSMENT (CONTINUED)
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Climate change presents a profound challenge, with 
extreme weather conditions increasingly threatening 
telecommunications infrastructure and service reliability. 
This issue primarily involves business operations and 
supply chain elements such as energy usage, facility 
infrastructure and procurement practices. In response, 
the Company remains committed to reducing its carbon 
footprint in line with national sustainability goals, 
integrating renewable energy, upgrading technology, 
refining energy management practices and deploying 
energy-efficient solutions such as LED lighting, 
smart cooling systems and energy-saving appliances 

across its facilities. Mobily also engages employees 
in conservation awareness, monitors energy usage 
through national utility data and aligns its practices 
with ISO 50001 Energy Management Standards. Mobily 
continues enhancing its workspaces with greenery while 
transitioning hundreds of diesel generators to national 
grid power or more efficient or renewable alternatives 
and integrates advanced environmental controls in data 
centers, curbing emissions. Solar energy trials at select 
sites in 2024 reinforced Mobily’s dedication to expanding 
renewable solutions, ensuring a more resilient and 
environmentally responsible future. 

Target 1: 
Reduce GHG emissions relative to the baseline 
year (2022) by 2050

Target 3: 
Replace all existing bulbs/fluorescent lights 
with LED lights by installing a total of 23,330 
LED lights by 2025

Target 2:
Achieve zero waste-to-landfill rate in 2024

Progress: 
In progress – Mobily reduced its Scope 1 emissions 
by 17% and Scope 2 emissions by 4% as of 2024, 
compared to the 2022 baseline

Progress: 
In progress – Mobily installed an additional 4,615 
LED lights in 2024, reaching a 96.3% completion 
rate (Breakdown: 2022 - 11,430; 2023 - 6,432; 2024 
- 4,615; remaining - 853 LED lights)

Progress: 
Achieved – Mobily recorded zero waste-to-landfill 
across its operations in 2024

Financial negative impact on 
the business (if neglected): 
Higher OPEX from inefficient energy use, 
increased regulatory risk and reduced 
attractiveness to ESG-focused investors 
and partners

Financial actual positive 
impact on the business: 
Reduced utility costs from energy-
efficient infrastructure, access to 
sustainability-linked financing, improved 
procurement terms from ESG-aligned 
suppliers, stronger investor appeal and 
enhanced brand reputation

Climate Change 
and GHG 

Emissions 

Target 4:
Replace energy-saving/smart inverter air 
conditioners by installing a total of 199 HVAC 
units by 2025

MATERIALITY ASSESSMENT (CONTINUED)

Progress: 
In progress – Mobily installed an additional 74 
units in 2024, reaching a 98% completion rate 
(Breakdown: 2022 - 53; 2023 - 68; 2024 - 74; 
remaining - 4 units)
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External impact on Stakeholders metric measure: 
Mobily achieved an 11.1% increase in Roaming Customer 
Satisfaction Scores (CSAT), a 5.0% rise in Social Media 
Transactional CSAT (T-CSAT), and an improvement in 
TRI*M Overall Satisfaction from 99 to 100.3. Retail 
satisfaction increased from 89.2% to 90.75%, and 
first-call resolution (FCR) improved from 86.0% to 

86.35%, indicating stronger service consistency and 
support efficiency. Additionally, Mobily maintained a 
100% resolution rate for customer complaints and its 
Mystery Shopper assessment score increased to 95, 
demonstrating its commitment and direct social impact 
of its efforts to deliver high-quality, customer-centric 
experiences across all touchpoints.

Customer experience is central to Mobily’s value 
proposition. By delivering personalized, efficient 
and accessible services, Mobily creates meaningful 
experiences and positive outcomes for customers and 
builds brand loyalty, shaping the Company’s commitment 
to delivering exceptional service and long-term value 
for all Stakeholders. This issue is primarily linked to 
products/services and business operations, particularly 
customer support, service design and digital platforms. 
Mobily was recognized for delivering top-rated customer 
experience, cutting-edge products and operational 

excellence, becoming one of the most recognized 
brands in Saudi Arabia. The Company’s ever-growing 
brand value, up 151% since 2019, is a clear reflection of 
this success. Mobily continuously enhances its service 
offerings and supports mechanisms based on customer 
feedback to ensure high satisfaction and reduce churn. 
In parallel, strategic investments in infrastructure such 
as submarine cables, data centers and 5G network 
expansion continue to elevate customer experience and 
strengthen Mobily’s competitive positioning.

Target 1: 
Enhance Mobily’s digital maturity index score 
to 3 out of 5 by 2024

Progress: 
Achieved – 3 out of 5 in digital maturity index score in 2024

Financial negative impact on 
the business (if neglected): 
Customer loss, increased acquisition costs 
and lower revenue

Financial actual positive 
impact on the business: 
Revenue growth, reduced churn, higher 
cross-selling potential and increased 
brand value

External negative impact on 
Stakeholders (if neglected): 
Reduced service satisfaction, weakened 
customer trust and engagement, and negative 
word-of-mouth and reputational damage

External actual positive 
impact on Stakeholders: 
Improved service accessibility, enhanced 
satisfaction and trust, and long-term 
engagement

MATERIALITY ASSESSMENT (CONTINUED)

Customer 
Experience and 

Satisfaction

Customer 
Experience and 

Satisfaction

Target 2:
Digitize and automate 72% of internal and 
external processes by 2024 and 100% by 2025

Progress: 
In progress, exceeding 2024’s target - 86.6% of internal and 
external processes were digitized and automated in 2024
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Transparency and accountability in corporate reporting 
are essential for building Stakeholder trust. This issue is 
closely related to business operations, especially Corporate 
Governance, Compliance and Investor Relations. Mobily 
commits to open and honest communication regarding 
its performance, sustainability practices and governance. 
It maintains regular dialogue with shareholders through 

diverse communication channels and continuously 
enhances its investor reporting suite to provide deeper 
insights into its operations. The Company’s Sustainability 
Report adheres to the Global Reporting Initiative (GRI) 
standards, reflecting Mobily’s commitment to ESG 
transparency and regulatory compliance while reinforcing 
its ethical accountability to Stakeholders.

External negative impact on 
Stakeholders (if neglected): 
Loss of Stakeholder trust, inability to make 
informed decisions, damaged reputation and 
rating/scores in sustainability rankings and indices

External actual positive 
impact on Stakeholders: 
Investor confidence, brand reputation, 
informed Stakeholder decisions

External impact on Stakeholders metric measure: 
Mobily published its 2023 Sustainability Report with 
100% alignment to GRI and SASB Standards, including 
a complete GRI Content Index reviewed by GRI Services. 
The Company expanded its Annual and ESG reporting 
suites, disclosed ESG data across more than 15 material 
topics and engaged with 5 key Stakeholder groups 
during its materiality assessment. These efforts 
culminated in Mobily achieving an industry-leading AA 

rating category in the MSCI ESG Index - making it the 
first telecommunications company in the Middle East to 
receive this distinction. To strengthen Stakeholder trust 
and accessibility of information, Mobily maintained 
active investor engagement through quarterly earnings 
calls, participation in 10 investor conferences and held 
over 110 meetings in 2024. This increased interest and 
confidence in Mobily’s future led to a 29.4% increase in 
the average target share price in 2024.

Target 1: 
Conduct 4 earnings calls per year with Mobily’s 
analysts and investors in 2024 and 2025 to 
transparently communicate the Company’s 
investment case

Target 2:
Attend 5 investor conferences in 2024, to 
increase communication transparency and 
engagement, and 6 conferences in 2025

Progress: 
Achieved – 4 earnings calls were conducted in 2024, 
with participation from C-level management

Progress: 
Achieved, exceeding 2024’s target – 10 conferences were 
attended by Mobily in 2024

Target 3:
Conduct a materiality assessment in 2024 and 
a double materiality assessment at least once 
in 2025, and publicly report the mechanism 
and results

Target 4:
Track the ESG strategy’s achievements and 
accomplish 100% alignment with GRI and 
SASB standards in reporting the achievements 
in the Company’s 2023 Sustainability Report 
published in 2024

Progress: 
Achieved – A materiality assessment was conducted 
in 2024, and a comprehensive double materiality 
assessment was conducted in 2025, the process and 
results of which are included in this report

Progress: 
Achieved – Mobily’s 2023 Sustainability Report, 
published in 2024, follows 100% alignment with 
GRI and SASB standards

MATERIALITY ASSESSMENT (CONTINUED)

Transparency 
and Reporting
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Mobily’s ability to attract and retain top talent underpins 
its capacity for innovation and service excellence. This 
issue is directly tied to business operations, including HR 
policies, training and workplace culture. Mobily invests in 
professional development, engagement and inclusion, 
and offers competitive remuneration to position 
itself as an employer of choice. The Company delivers 
comprehensive leadership development programs 
across all organizational levels to build a strong 

internal talent pipeline for strategic roles. Employee 
well-being is a core priority, supported by initiatives 
such as the iCare program, the Happiness Guideline 
and the Change Ambassadors program, which together 
enhance the overall employee experience. In 2024, 
Mobily was recognized for its people-first approach 
and employer excellence. The Company delivered over 
72,000 structured training hours and expanded its youth 
development initiatives to build future-ready talent.

External impact on Stakeholders metric measure: In 
2024, Mobily reinforced its status as an employer of 
choice by advancing a human capital strategy centered 
on engagement, development and well-being. The 
Company achieved official recognition as a “Great Place 
to Work”, supported by a significant rise in its culture 
score from 71% in 2023 to 91%, and an mHi engagement 
score of 86%, surpassing internal targets. A 2% increase 
in total workforce and a drop in turnover further 
reflected Mobily’s success in attracting and retaining 

talent. Central to this progress was the implementation 
of a comprehensive training and development strategy, 
including a Company-wide Training Needs Analysis (TNA), 
the launch of 17 development tracks and access to over 
120,000 courses via 3 new digital learning platforms. 
Mobily also expanded its Cooperative program, hosted 
over 10 internal knowledge transfer workshops and 
introduced its High-Potential (HiPo) program to develop 
future leaders.

External negative impact on 
Stakeholders (if neglected): 
Declining employee morale and engagement, 
increased employee turnover, erosion of 
internal culture and brand, and reduced 
contribution to national employment and 
human capital development

Target 1: 
Increase engagement score (Mobily Health 
Index (mHi) to 81% in 2024

Target 2:
Train 80 trainees under the Cooperative program 
in 2024, and 90 in 2025

Target 3:
Reduce employee turnover rate in 2024

Progress: 
Achieved, exceeding 2024’s target - An 86% mHi 
engagement score was achieved in 2024

Progress: 
Achieved, exceeding 2024’s target - 81 participants 
were enrolled in the program in 2024

Progress: 
Achieved – Turnover rate decreased from 10% in 
2023 to 9% in 2024

External actual positive 
impact on Stakeholders: 
Empowered workforce, enhanced 
innovation, economic contribution 
through employment

MATERIALITY ASSESSMENT (CONTINUED)

Talent 
Attraction and 

Retention
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•	Regulators
•	Board of Directors
•	Shareholders
•	Suppliers

•	 Ethical Business Practices 
•	 Responsible Supply Chain
•	 Corporate Governance
•	 Transparency and Reporting
•	 Human Rights
•	 Sustainable Economic Impact

ACCOUNTABLE 
ENTERPRISE

Mobily integrates sustainability at the corporate level while striving for 
transparency, integrity and good governance in line with international 
best practices. The Company achieves sustainable growth by contributing 
to a thriving Saudi Arabian economy, through direct economic activities, 
infrastructure, platforms and digital services.

•	 Diversity, Equity and Inclusion
•	 Health, Safety and Well-being
•	 Talent Attraction and Retention

RESPONSIBLE 
EMPLOYER

•	Employees

The Company ensures high levels of employee 
motivation and satisfaction, understanding that Mobily 
has a duty to protect its employees and contractors 
from harm in the workplace. All employees should have 
the same opportunities and receive fair and equal 
treatment. It is also important for employees to relate 
to Mobily’s sustainability goals. 

Mobily enables rapid societal development through well-
designed and executed digital platforms and services that 
support customer satisfaction with excellent customer care. 
The Company must ensure the privacy and security of customer 
data, as well as responsible marketing practices. 

•	 Data Privacy and Cybersecurity
•	 Customer Experience and Satisfaction
•	 Innovation and Digitalization

MARKETPLACE 
AND CUSTOMERS

•	Customers

•	Government
•	Communities 

The Company supports local communities, making a positive social 
impact by working with communities to address issues of opportunity, 
access, knowledge and skill in relation to using technology. 

•	 Community Engagement and 
Impact

•	 Digital Inclusion and Network 
Availability

POSITIVE COMMUNITY 
IMPACTS

Mobily looks after the environment by combating climate 
change through its contribution to clean energy and the SGI, 
leading the way to a sustainable future for Saudi Arabia. The 
Company follows international best practices to safeguard 
shared resources.

SAFEGUARDING 
THE PLANET

•	Government 
•	Communities

•	 Climate Change and GHG Emissions
•	 Waste and Circular Economy
•	 Clean and Efficient Energy

Mobily nurtures a diverse, highly 
skilled workforce, within a work 

environment that is safe, healthy 
and productive. Engaged and 

motivated employees, with the tools 
to function at their best at work, 

ensure that Mobily delivers the best 
services to customers.

The Company’s success in the 
market, through its digital 

innovation initiatives and industry-
leading networks, support a healthy 

balance sheet and cashflow that 
enables Mobily to give back to the 

community through community 
investments, donations and 

sponsorships. The Company’s 
growing footprint also advances 

national digital access goals. 

Mobily’s community engagement 
drives the Company’s environmental 

initiatives by motivating for a 
healthy natural environment in 
which communities can thrive. 

Mobily therefore pursues climate 
change, waste management and 

water management initiatives that 
safeguard natural resources for 

future generations. 

Saudi Vision 2030, various 
corporate governance 

frameworks and national 
regulations all support 

Mobily’s dedication to the 
best environmental practices. 

Long-term, environmental 
sustainability also increases 
Mobily’s economic viability.

By upholding the highest 
standards of good governance, 

including privacy protection, 
ethics and responsible supply 

chain practices, Mobily creates 
a work environment in which 

employees are empowered to do 
the right thing. 

DRIVING SUSTAINABLE PROGRESS
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INTERNAL 
STAKEHOLDERS

(Board of Directors, 
executive management 
and employees)

•	 Emails
•	 One-on-one and 

group meetings
•	 Face-to-face 

engagement
•	 Intranet 

•	 Remuneration: Mobily’s goal is to offer competitive, equitable pay and benefits 
to all staff members.

•	 Employment satisfaction: Mobily uses surveys and other communication 
channels to keep track of employee sentiment and ensure swift responses to 
staff member concerns. Employee engagement initiatives include teambuilding 
events, mental health and wellness initiatives, and robust training programs. 

•	 Training and skills development: The Company’s training and development 
initiatives support a capable workforce with market-leading skills that drive 
Company success. Skills gap and training assessments ensure that Mobily 
provides relevant upskilling programs. 

•	 Diversity and inclusion: It is important for all employees, no matter their 
background, to feel included and safe at work. Mobily’s policies ensure non-
discrimination at work, with deliberate initiatives to advance female and 
disabled employees in the workplace. 

•	 Transparency: Employees value openness and transparency around Mobily’s 
performance and operations, a need fulfilled by open communication channels. 

For more about how Mobily serves its employees, please see page 112 
(Responsible Employer)

REGULATORS •	 Ad hoc face-to-face 
engagement

•	 Electronic 
communication

•	 Compliance: Mobily must ensure consistent, high-quality compliance with all 
regulatory and legislative requirements in order to keep operating in Saudi 
Arabia. The Company’s Compliance teams ensure that Mobily remains up to 
date with regulatory changes. 

•	 Market insight: The Company contributes to the development of the sector by 
providing insights into shifts in customer needs and expectations that support 
effective policymaking in the nation. 

For more about how Mobily ensures regulatory compliance, please see page 162 
(Accountable Enterprise)

GOVERNMENT •	 Official channels
•	 Responses to 

official requests for 
engagement

•	 Saudi Vision 2030: The Kingdom is united in its drive to achieve a vibrant 
society, a thriving economy and an ambitious nation by 2030. Mobily 
contributes to the goals and targets outlined in the Vision through its 
operations and activities. Telecommunications, as a sector, supports many of 
the key sectors outlined in Saudi Vision 2030, including commerce, medicine 
and education.

•	 Compliance: Mobily prioritizes the highest standards of compliance with all laws 
and regulations.

•	 Contribution to the national fiscus: Mobily has zero-tolerance for any 
corruption or unethical behavior.

For more about how Mobily supports Saudi Vision 2030, please see page 50  
(Aligning with National and International Priorities)

COMMUNITIES •	 Social media
•	 Community events 

and engagements
•	 Community initiatives

•	 Mobily’s community investments: Communities look to Mobily as a major 
corporation to give back to socioeconomic development through its CSR 
initiatives. The Company’s CSR strategy guides the donations and sponsorships 
that advance social well-being. 

•	 Local supply chain: Supporting local businesses, especially small 
entrepreneurs, feeds directly into the economy. The Company prioritizes local 
content in its supply chain. 

For more about how Mobily supports the community, please see page 142  
(Positive Community Impacts)

STAKEHOLDER GROUP COMMUNICATION CHANNELS KEY ISSUES AND RESPONSES STAKEHOLDER GROUP COMMUNICATION CHANNELS KEY ISSUES AND RESPONSES

CUSTOMERS •	 Social media
•	 Mobily application and 

website
•	 Customer care 

omnichannel
•	 SMS’s

•	 Reliable, accessible and affordable products and services: In a competitive 
sector such as telecommunications, customers seek value-for-money, high-
quality services. Mobily offers leading accessibility, with its Neqaty loyalty 
program providing a wide array of exclusive benefits. 

•	 Digitization: Digitalization supports customer convenience, allowing for 
services anywhere and anytime. Mobily’s Digital Center enables digital 
transformation to serve customers better. 

•	 Data privacy: With cyberattacks growing increasingly sophisticated, customers 
are concerned about the safe and correct treatment of their data and 
privacy. Mobily’s extensive cybersecurity measures and various international 
accreditations attest to its commitment to safeguarding customer privacy. 

•	 Customer care and experience: Customers shift to companies where they 
feel valued and receive seamless services. Mobily is consistently enhancing and 
updating its services in response. 

For more about how Mobily serves its customers, please see page 82  
(Marketplace and Customers)

SHAREHOLDERS •	 General Assembly 
Meetings

•	 Mobily IR phone, 
email, application and 
webpage

•	 Results 
announcements

•	 One-on-one meetings 
and correspondence

•	 Local and 
international 
conferences

•	 Transparency and communication: Mobily fosters value-added relationships 
with investors by prioritizing clear communication, tailored engagement and a 
seamless investor experience. 

•	 Sustainable financial performance: Shareholders expect long-term viability 
and financial growth of the Company. Mobily’s financial governance measures, 
as well as Company growth initiatives, ensure that the Company continues to 
prosper beyond the short-term, while a strengthened ESG focus in 2024 ensures 
long-term financial and non-financial returns. 

•	 Dividends and return on investment (ROI): Mobily understands that 
shareholders entrust the Company with hard-earned finances and aim to 
deliver satisfactory ROI and tangible financial benefit.

For more information about Mobily’s financial performance, please refer to 
the Annual Report. A summary is available on page 196 (Sustainable Economic 
Impact)

SUPPLIERS •	 Email
•	 Contracts and service 

agreements

•	 Sustainable financial performance: The Company’s growth and prosperity 
transfers directly to suppliers through on-time and sustainable payment 
schedules. The Mobily Supplier Code of Conduct helps to ensure long-term 
financial returns by contributing to good governance that supports growth. 

•	 Local supply chain: Communities expect Mobily to support the local community 
by sourcing products and services from local vendors as far as possible. The 
Company prioritizes these entities in its approach to the supply chain. 

For more about how Mobily serves its suppliers, please see page 192  
(Responsible Supply Chain)

NATURAL 
ENVIRONMENT*

•	 Engagement with 
environmental 
organizations

•	 Tracking through 
international research

•	 Initiatives to limit 
water, waste and 
carbon impacts

•	 Climate change and emissions: Climate change is a global threat, along with 
the loss of biodiversity. Mobily mitigates its carbon footprint by pursuing green 
energy solutions and minimizing energy consumption that leads to carbon 
emissions. 

•	 Water stewardship: Saudi Arabia is located within a water-scarce region. 
The Company implements water-saving initiatives to ensure the long-term 
sustainability of this precious resource. 

•	 Waste and biodiversity: Waste, especially hazardous and non-renewable 
waste, directly impacts biodiversity. Mobily minimizes waste at its operations 
while seeking environmentally friendly options in its products. 

For more about Mobily’s environmental initiatives, please see page 54 
(Safeguarding the Planet)

Stakeholders are instrumental to Mobily’s ongoing drive to generate long-term 
value. Each department communicates with its relevant Stakeholders, ensuring 
optimal engagement for each Stakeholder group. 

Mobily’s overarching goal is to facilitate constructive dialogue aimed at fostering 
enduring relationships. The Company maintains robust feedback mechanisms 
and ensures that Stakeholder concerns are addressed timeously. 

* Although the natural 
environment is not a 
traditional Stakeholder 
group, Mobily values the 
earth and actively seeks 
to minimize negative 
impacts on biodiversity.

STAKEHOLDER ENGAGEMENT
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In pursuit of ever 
increasing social 
and environmental 
sustainability, 
underpinned by strong 
governance, Mobily 
is guided by national 
priorities, notably Saudi 
Vision 2030. 

The Company’s products and 
services contribute directly and 
indirectly to many of the Vision’s 
goals and targets, including 
digital transformation, economic 
diversification and environmental 
sustainability. The Company is ever 
mindful of the local context and 
unique perspective, with modern ESG 
frameworks such as the UNSDGs and 
UNGC, balanced with a respect for 
culture and tradition. The following 
table outlines how the Mobily 
sustainability framework supports 
these priorities.

ALIGNING WITH NATIONAL AND 
INTERNATIONAL PRIORITIES

•	 Reduce all types of pollution 
(e.g. air, sound, water, soil)

•	 Safeguard the environment 
from natural threats

•	 Grow contribution of 
renewables to national 
energy mix

•	 Ensure sustainable use of 
water resources

•	 Maximize recycling Waste 
Electrical and Electronic 
Equipment (WEEE)

•	 Ensure ICT runs on renewable 
energy in smart cities

•	 ICT companies to commit to 
Science-based Targets (SBTi)

•	 Prioritize investment in 
technology innovation 
supporting progress on SDGs

Saudi Vision 2030

7, 8, 9
UNGC

1.1a, 1.1b, 1.2a, 1.2b, 1.3a, 1.3b, 
1.4a, 1.4b, 1.4c, 1.5a

GSMA

301, 302, 303, 305, 306, 308
GRI

CST Strategy

SAFEGUARDING 
THE PLANET
Page 54

SDGs

•	 Build a life-long learning 
journey

•	 Develop its brightest minds in 
priority fields

•	 Increase women participation 
in the labor market

•	 Enable integration of people 
with disabilities in the labor 
market

•	 Enable ICT labor 
diversification and inclusion

•	 Prioritize investment in 
technology innovation 
supporting progress on SDGs

Saudi Vision 2030

3, 4, 5, 6
UNGC

-
GSMA

401, 402, 403, 404, 405, 406, 413
GRI

CST Strategy

RESPONSIBLE 
EMPLOYER 
Page 112

SDGs

•	 Improve the access to 
healthcare services

•	 Increase public participation in 
sports and athletic activities

•	 Improve equity of access to 
education (especially in rural 
areas)

•	 Improve readiness of youth to 
enter the labor market

•	 Grow SME contribution to the 
economy

•	 Encourage volunteering
•	 Enhance businesses’ focus 

on the sustainability of the 
economy

•	 Empower non-profit 
organizations to create a 
deeper impact

Saudi Vision 2030

1, 2
UNGC

2.1
GSMA

202, 203, 414
GRI

•	 Achieve regulatory excellence 
and enhance organizational 
effectiveness

•	 Prioritize investment in 
technology innovation 
supporting progress on SDGs

CST Strategy

POSITIVE COMMUNITY 
IMPACTS
Page 142

SDGs

•	 Improve quality of services 
provided in Saudi cities

•	 Improve the access to 
healthcare services

•	 Develop and diversify 
entertainment opportunities 
to meet the population’s 
needs

•	 Enhance ease of doing 
business

•	 Develop the digital economy

Saudi Vision 2030

9
UNGC

3.1a, 3.1b, 3.1c, 3.1d, 3.2
GSMA

201, 207, 416, 417
GRI

•	 Protect consumers
•	 Enable KSA digitalization
•	 Promote an inclusive digital 

future for all
•	 Increase national digital 

coverage including 
underserved customers

•	 Prioritize investment in 
technology innovation 
supporting progress on SDGs

CST Strategy

MARKETPLACE AND 
CUSTOMERS
Page 82

SDGs

•	 Improve quality of services 
provided in Saudi cities

•	 Ensure the formation of an 
advanced capital market

•	 Develop the digital economy
•	 Develop promising local 

companies into regional and 
global leaders

•	 Nurture and support 
the innovation and 
entrepreneurship culture

Saudi Vision 2030

1, 10
UNGC

4.1a, 4.1b, 4.2a, 4.2b
GSMA

2, 204, 205, 206, 418
GRI

•	 Protect consumers
•	 Promote investment and 

competition
•	 Achieve regulatory excellence 

and enhance organizational 
effectiveness

CST Strategy

ACCOUNTABLE 
ENTERPRISE
Page 162

SDGs
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