








KPN Sustainability report 2009

Making contact possible for all

People connected



KPN Sustainability report 2009 www.kpn.com





People connectedKPN Sustainability report 2009

KPN wants social contact to be possible and 
natural for all. Through the Mooiste Contact 
Fonds KPN employees are working on 
reestablishing the links to the outside world for 
people in danger of falling into social isolation. 

People connected

5.2 Social contact for all 
KPN’s function as a communications services provider 
means that it brings people together, but some people  
may find themselves left out and become socially isolated.

KPN employees volunteer to work on projects of the 
Mooiste Contact Fonds designed to help people who are 
lonely or in danger of losing contact with the people around 
them. KlasseContact, ComputerPlusBus and Resto VanHarte 
are three projects coming under the Mooiste Contact Fonds, 
a foundation set up by KPN. KlasseContact is a project 
that allows chronically ill children to reestablish contact 
with their class at school thanks to a webcam, an internet 
connection and a screen. The Mooiste Contact Fonds makes 
equipment and volunteers available.

The ComputerPlusBus travels through the Netherlands to 
introduce senior citizens to the internet; hundreds of KPN 
staff travel on the bus and so come into contact with senior 
citizens. KPN volunteers also work in local Resto VanHarte 
restaurants where people living in disadvantaged districts 
make contact with each other over a meal.

In 2009 a total of 1,623 KPN employees were involved 2,083 
times on voluntary projects. The number of volunteers 
amounted to 12% of KPN’s labor force in the Netherlands. 
Their enthusiasm to join in exceeded our expectations. 
Organizing the projects turned out to be more of a 
challenge than finding the volunteers.

5.1 Summary: Objectives and Results

Result 2008 * Target 2009 * Result 2009 ** Target 2010 and beyond **

Motivating employees Over 800 volunteers 1700 volunteers 1623 KPN staff lent a hand 2083 

times on voluntary projects

KPN volunteers lend a hand 

2000 times on Mooiste  

Contact Fonds projects

- 80% of employees know of  

the Mooiste Contact Fonds  

and 60% are positive

86% of employees know of  

the Mooiste Contact Fonds  

and 97% are positive

-

Reaching the  

target group

80 new children connected Connect 80 new children 164 new children connected 175 children with IT set•	

90 autistic children •	

participate in 

sociaalbijdehand.nl

5000 senior citizens in 

ComputerPlusBus

2500 senior citizens in 

ComputerPlusBus

3400 senior citizens in 

ComputerPlusBus

3500 senior citizens in 

ComputerPlusBus

- - - Develop tools to measure  

effect amongst Mooiste 

Contact Fonds’ target groups

* KPN Nederland
** KPN Nederland and Getronics Nederland combined





KPN Sustainability report 2009 www.kpn.com

People connected

KPN companies support a large number of other initiatives, 
including School Online, the program that offers schools 
free internet access, Mijn Kind Online, the foundation that 
promotes a safe internet environment for kids, the Malteser 
Hilfsdienst that helps people in deprived circumstances 
out of their isolation and the Belgian Kinderkankerfonds 
devoted to child cancer.

KPN’s CSR Steering Committee directs the operations of the 
Mooiste Contact Fonds and the various initiatives that are 
part of the People connected pillar. As the People connected 
Program Director, the Mooiste Contact Fonds Director sits 
on the CSR Steering Committee. 

The Mooiste Contact Fonds is a separate foundation with 
four board members, one of whom is KPN Management 
Board member Baptiest Coopmans. All Mooiste Contact 
Fonds board members sit on KPN’s CSR Steering  
Committee. The fund applies the following criteria  
when choosing projects: 

social contact is the central theme;•	
collaboration with individual, reputable partner •	
organizations;
existing, successful and small projects that deserve  •	
to be scaled up;
a local character, across the whole of the Netherlands; •	
and
possibility of deploying many KPN volunteers.•	

 
Project execution is in the hands of a project team chaired 
by the Mooiste Contact Fonds Director. KPN Nederland’s 
Corporate Communications Department recruits volunteers 
using existing means of communications such as the 
company’s intranet, Dagkrant and the in-house magazine. 
The Mooiste Contact Fonds also uses its own means of 
recruitment such as a Hyves page and participation in  
staff days and celebrations.

KPN received positive feedback for its social initiatives 
during the stakeholder dialog sessions. Our employees 
took the view that KPN needed to give priority to initiatives 
targeted outside the Company such as projects of the 
Mooiste Contact Fonds and to place less emphasis on 
in-house programs targeted at issues such as customer 
satisfaction and employee involvement.

5.3 2009 initiatives 
In 2009 the Mooiste Contact Fonds worked on scaling up 
the initiatives the foundation supports. This was possible 
because the number of KPN people volunteering rose. In 
2010 we will expand the existing projects and add one 
new one. This will expand the number of participating 
volunteers and we can give more people the chance of 
feeling connected.

KlasseContact
KPN was able to help more seriously ill children in 2009 than 
in the previous year. Thanks to KlasseContact we brought a 
total of 164 chronically sick children in the Netherlands into 
contact with their class. The expansion was made possible 
by the wide availability of volunteers. In 2009, 252 managers 
participated in these projects. The better the project was 
known, the greater the number of people registering. Two 
volunteers work with each child: one working with the sick 
child at home and the other in class. We have purchased 
additional IT sets. These IT sets are a combined camera 
and screen mounted on a kind of chair positioned in the 
classroom. The class and the sick child can see each other 
using a laptop with a webcam at home and a screen at 
school. The child uses a mouse to operate the camera in 
the class and can therefore decide what to see and whom 
to zoom in on. At the end of 2009, KlasseContact had more 
than 191 IT sets.

Working without charge, the Boston Consulting Group ran a 
study investigating where IT sets can be better used in terms 
of organization and logistics. This report has allowed us to 
surmount some of the obstacles hindering an expansion of 
the program.

As experienced by the volunteers themselves, it is clear that 
reestablishing contact in pictures and sound after a long 
period means a great deal to the sick child and to the class. 
The volunteers working on the KlasseContact program 
heard much positive feedback, not just from the sick 
children themselves but also from their family, friends  
and school teachers.
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the regulator announced that KPN would have to stop the 
project, to which KPN has lodged an objection. KPN argues 
that School Online serves a social interest.

While it awaits a judgment in the proceedings on the merits, 
KPN is examining possible alternatives together with the 
schools. Ideas include special lesson modules for junior 
schools advising teachers and students how best to use 
the internet. KPN is discussing the matter with a number of 
parties in the world of education. In spring 2010 we hope to 
come up with a definitive solution about how KPN can and 
may fulfill its role in society in terms of education.

Projects of KPN Mobile International
In 2009, KPN Mobile International’s business units played 
their part in different social activities. 

E-Plus Gruppe organized an essay competition for adults 
who had only recently learned to read and write. The 
competition was part of the support E-Plus Gruppe gives 
to the campaign against illiteracy run by Germany’s 
‘Bundesverband Alphabetisierung und Grundbildung’. 
In 2009, E-Plus Gruppe organized a stakeholder dialog in 
Berlin. In the presence of politicians and Bundesverband 
representatives the meeting’s purpose was to brainstorm 
about projects designed to teach illiterate adults to read  
and write. On E-Plus Gruppe’s initiative the sessions will  
be continued in 2010. In March 2010, E-Plus Gruppe will  
run a stakeholder dialog with NGOs and politicians  
about illiteracy.

E-Plus Gruppe organized a soccer tournament at which 
employees from companies such as Nokia, Samsung and 
Huawei participated to collect money for the German NCL 
Stiftung. NCL helps children suffering from neuronal ceroid-
lipofuscinosis, a serious neurological disease. E-Plus Gruppe 
donated a complete mobile communications package to 
the foundation. E-Plus Gruppe also supports the Malteser 
Hilfsdienst that helps take people in deprived circumstances 
out of their isolation. 

In the state of North Rhine-Westphalia E-Plus Gruppe 
supports a sports organization for handicapped people. 
Members of the organization can make calls at specially 
reduced rates.

Once again KPN Group Belgium made mobile  
phones and free transport available to employees  
of the Gasthuisberg Hospital in Leuven who look 
after chronically sick children. This Belgian mobile 
telephony provider pursued its partnership with the 
Kinderkankerfonds (www.kinderkankerfonds.be). KPN 
Group Belgium has been making special efforts to support 
a project that allows children with cancer to be more often 
at home with their families. Using its BASE brand KPN 

More duties for ComputerPlusBus volunteers
Working together with the Nationale Ouderenfonds the 
Mooiste Contact Fonds developed the ComputerPlusBus, 
a bus equipped with computers with internet and mobile 
telephones (and offering coffee and cake) that travels across 
the whole of the Netherlands. The bus parks for a day near 
a care home. Senior citizens are invited to come onto the 
bus, where they are met by KPN volunteers who introduce 
them to the possibilities of the internet. Interest in the bus is 
great. Many older people appreciate the fact that, without 
any stress, they can learn how to send e-mails to their 
grandchildren or friends. A further benefit is that a visit to 
the bus often results in remarkable encounters, both for  
KPN people and for senior citizens. 

In 2009, 3400 senior citizens visited the ComputerPlusBus 
where a total of 456 KPN volunteers explained to them how 
to navigate digital media. About 100 volunteers visited 
senior citizens in care homes. In 2010 the volunteers who 
are involved in the ComputerPlusBus will be offering more 
services in the care homes and not just on the bus.

Resto VanHarte grows
Resto VanHarte facilities are restaurants in underprivileged 
Dutch districts where people from the neighborhood can 
meet each other over a meal. The restaurants are run by 
volunteers. Our cooperation with Resto VanHarte began 
at the end of 2008. About 500 KPN volunteers, from senior 
executives to fitters to call center staff, served for an evening 
in the restaurants or helped out in the kitchen.

Partially thanks to the support of KPN people, Resto 
VanHarte has been able to increase the number of sites 
it operates. At the end of 2009 there were nineteen 
restaurants, six more than at the beginning of the year.  
Since April 2009, KPN people have been running Resto 
VanHarte’s reservations center. 

Mijn Kind Online 
Mijn Kind Online is a Dutch knowledge centre about kids 
and media set up by KPN and Ouders Online. Mijn Kind 
Online wants to make a positive contribution to ensuring 
that children can surf the web in safety. It offers ‘Mybee’, 
a free browser for children. In 2009 this browser was 
downloaded 46,500 times. The figure for 2008 was  
28,000 times.

School Online
School Online is KPN’s offer of free internet to Dutch 
schools. Over 6,000 locations at both primary and secondary 
schools currently use a free internet connection KPN makes 
available. OPTA rules forbid KPN from continuing to offer 
this service at no charge after 1 September 2010. OPTA has 
taken the view that offering the service at no charge serves 
a commercial purpose and hampers competition. In 2009 
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Group Belgium sponsored a Belgian TV program called 
‘Hart voor mekaar’ that shines a spotlight on people who 
make outstanding contributions to helping the family, 
friends or neighbors and supports them. BASE supported 
collection drives for various good causes. One of them 
involved facilitating the texting of donations to ‘WASH’, a 
UNICEF campaign designed to ensure that as many people 
as possible in the Third World have access to clean drinking 
water and sanitary facilities. 

Donations 
KPN donated a total of €15.3 million in 2009. KPN Nederland 
supported the Mooiste Contact Fonds with €2.9 million. In 
addition, KPN Nederland donated a total of €12.2 million 
to various social organizations including Samenleving en 
Bedrijf, Nederland Bereikbaar, School Online, Meldpunt 
Kinderporno and Madurodam. 

Lead sponsor for skating
In October 2009 KPN Nederland announced that as from 
summer 2010 it would be the lead sponsor of the Koninklijke 
Nederlandsche Schaatsenrijders Bond (KNSB, the Dutch 
skating association). We have negotiated a four-year 
agreement with the KNSB. Skating is an important sport in 
the Netherlands that suits who we are and the values we 
stand for. Working with the KNSB, KPN Nederland wishes 
to support every level of skating, from top performers to 
simple recreational skating such as touring. As a service 
provider we want to get even closer to our customers. 
Skating connects many, whether in front of the television 
set, on the rink or on natural ice. Our role as sponsor 
brings us high visibility. The Corporate Communications 
coordinates cooperation with the KNSB. 

Sponsoring art
Every year KPN supports a cultural event with money and 
resources to make art and culture accessible to a wide 
public. In 2009 we chose to work together with the Van 
Gogh Museum and were the lead sponsor of the ‘Colors 
of the Night’ exhibition. This exhibition was held between 
February and June 2009 at Amsterdam’s Van Gogh Museum 
and attracted over 500,000 visitors.

In 2009, KPN became a sponsor partner of Amsterdam’s 
Rijksakademie van Beeldende Kunsten, a fine arts college. 
This collaborative effort allows KPN to support talented 
young artists in the Netherlands. KPN refreshes its in-house 
art collection with works by young Dutch artists. A total of 
1200 works were sold to employees via an Art Cash & Carry.
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6.1 Other core environmental data

 2007 * 2008 ** 2009

Materials usage

Length of cable network x 1000 km 313.2 316.7 331.3 ***

Paper consumption Tons - - 7,636

Percentage of recycled/FSC paper. % - - 13

Energy

Natural gas m3 5,787 9,287 8,764

Heating purchased GJ - 84,900 57,900

Cooling purchased GWh - - 1.88

Diesel for emergency power generators x 1000 liters 130 125 283

Diesel for permanent power generators x 1000 liters - - 1,088 ****

Total energy directly consumed TJ 746 1,327 1,280

Total energy indirectly consumed TJ 3,892 4,141 4,505

Total energy consumed TJ 4,638 5,467 5,785

Ozone-depleting potential of coolants CFC-11 equivalent 0.032 0.057 0.040

Waste

Recycled waste Tons 2,877 3,631 3,276

Residual waste Tons 3,037 2,658 2,357

Rubble and other demolition waste Tons 208 499 732

Total non-hazardous waste Tons 6,122 6,788 6,365

Total hazardous waste Tons 48 45 101

Total waste Tons 6,170 6,833 6,466

Percentage of recycled waste % 47% 53% 51%

* KPN Nederland energy consumption in TJ inc. E-Plus Gruppe and KPN Group Belgium
** KPN Nederland and Getronics Nederland, energy consumption in TJ inc. E-Plus Gruppe and KPN Group Belgium. 
*** excl. KPN Group Belgium and E-Plus Gruppe 
**** KPN Group Belgium consumption 
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6.2 Other core social data

Composition of employees by age  
(in % of total number of employees)

 2008 2009

KPN NL 16-24 2.8 5.7

25-54 82.1 78.4

55-65 15.1 15.9

KPN Group Belgium 16-24 - 5.7

25-54 - 93.5

55-65 - 0.9

E-Plus Gruppe 16-24 - 11.2

25-54 - 86.6

55-65 - 2.2

Getronics 16-24 - 5.7

25-54 - 86.6

55-65 - 7.7

Other subsidiaries 16-24 - 14.1

25-54 - 82.1

55-65 - 3.8

KPN Group 16-24 - 7.2

25-54 - 83.0

55-65 - 9.8

Composition of employees by full-time and part-time and  
type of contract (in % of total number of employees) 

Spread of KPN employees by region  
(in FTE and number, both as % of total)

 2009

The Netherlands FTE 63.7

Number 63.9

Belgium FTE 4.3

Number 4.1

Germany FTE 20.7

Number 21.3

Great Britain FTE 3.9

Number 3.7

Switzerland FTE 0.7

Number 0.7

Spain FTE 0.1

Number 0.1

Hungary FTE 0.8

Number 0.8

Central and  

South America

FTE 4.1

Number 3.9

Asia FTE 1.6

Number 1.5
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6.3 GRI reference index

GRI code Core or
Additional
indicator

Indicator Response/reference in GRI Index

Standard information

Profile

Strategy and Analysis

1.1 Statement from the most senior decision maker 

about the relevance of sustainability to the 

organization and its strategy

Foreword by the CEO, pp. 12 – 13

1.2 Key impacts, risks and opportunities Foreword by the CEO, pp. 12 – 13

Paragraph 1.2, p. 17

Paragraph 1.3, pp. 18 – 19

Organizational profile

2.1 Name of the organization KPN

2.2 Primary brands, products, and/or services Annual Report, chapters entitled ‘KPN's 

Operations’ and ‘Group at a glance’, p. 14 and p. 5

2.3 Operational structure Annual Report, chapter entitled  

‘Organizational structure’ and  

‘Other information, legal structure’, p. 12

2.4 Location of headquarters The Hague

2.5 Number and names of countries where the 

organization operates

Annual Report, in ‘Note 34, Segment Reporting, 

Geographical information’, p. 5

2.6 Nature of ownership and legal form Annual Report, chapter entitled ‘General notes to 

the Cons. Fin. Stmts’ and ‘Corporate governance, 

Legal structure of the Company’, p. 44

2.7 Markets served Annual Report, chapter entitled  

‘KPN's Operations’ p. 14

2.8 Scale of the organization ‘Financial key figures’, pp. 5 – 6

2.9 Significant changes during the reporting period 

regarding size, structure, or ownership

Annual Report, p. 12 and Sustainability  

Report p. 25

2.10  Awards received in the reporting period Paragraph 1.4, p. 21

Report Parameters

Report profile

3.1 Reporting period 2009

3.2 Date of most recent previous report 23 February 2009

3.3 Reporting cycle Annual

3.4 Contact point for questions regarding  

the report or its contents

mvo@kpn.com
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Report scope and boundary

3.5 Process for defining report content Paragraph 1.4, p. 20

3.6 Boundary of the report Paragraph 1.9, p. 25

3.7 Limitations on the scope or boundary of the report Paragraph 1.9, p. 25

3.8 Basis for reporting that can significantly  

affect comparability

Paragraph 1.9, p. 25

3.9 Data measurement techniques and the bases  

of calculations

Paragraph 1.9, p. 25

Footnotes and information  

under the tables and charts.

3.10 Effect of any re-statements of information 

provided in earlier reports

Paragraph 1.9, p. 25

Footnotes and information  

under the tables and charts.

3.11 Significant changes from previous  

reporting periods in the scope, boundary  

or measurement methods

Paragraph 1.9, p. 25

Footnotes and information  

under the tables and charts.

GRI Content Index

3.12 Table with GRI content index Appendix 6.3, p. 58

Assurance report

3.13 Policy and current practice with regard to  

seeking external assurance for the report

Appendix 6.4, p. 67

Paragraph 1.9, p. 25

Governance, Commitments and Engagement

Governance structure

4.1 Governance structure Annual Report, chapter on  

‘Corporate Governance’, p.44

Paragraph 1.7, pp. 23 – 24

4.2 Function of the Chair of the highest  

governance body

Annual Report, chapter on  

‘Corporate Governance’, p. 44

4.3 Number of members of the highest  

governance body that are independent  

and/or non-executive members

Annual report, chapter on  

‘Corporate Governance’, p. 44

4.4 Mechanisms for shareholders and employees  

to provide recommendations or direction to  

the highest governance body

Annual Report, chapter on  

‘Corporate Governance’, p. 44

4.5 Linkage between compensation for members of 

the highest governance body, senior managers and 

executives and the organization’s performance 

(including social and environmental performance)

Annual Report, ‘Remuneration and  

Organizational Development Report’, p. 56 

Paragraph 1.3, pp. 18 – 19

4.6 Processes in place for the highest governance  

body to ensure conflicts of interest are avoided

Annual Report, chapter on  

‘Corporate Governance’, p. 44

4.7 Process for determining the qualifications  

and expertise of the members of the highest 

governance body

Annual Report, chapter on  

‘Corporate Governance’, p. 44  

http://www.kpn.com/corporate/en/Company-

profile-1/company-1/Management.htm
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4.8 Statements of mission or values, codes of  

conduct and principles relevant to economic, 

environmental, and social performance

Paragraph 1.3, pp. 18 – 19

Paragraph 1.6, pp. 21 – 23

Paragraph 4.3, pp. 44 – 50

http://www.kpn.com/corporate/en/ir-3/ 

Corporate-Governance/Company-Code.htm

4.9 Procedures of the highest governance body  

for overseeing the organization’s identification 

and management of economic, environmental, 

and social performance

Annual Report, chapter on  

‘Risk Management’, p.32

Paragraph 1.7, pp. 23 – 24

4.10 Processes for evaluating the highest governance 

body’s own performance, particularly with  

respect to economic, environmental, and  

social performance

Annual Report, chapter entitled Remuneration  

and Organizational Development Report, p. 56

Commitments to external initiatives

4.11 Application of the precautionary principle Annual Report, ‘Risk Management’, p. 32

Paragraph 4.3, pp. 44 – 49

4.12 Externally developed economic, environmental 

and social charters, principles or other initiatives 

to which the organization subscribes or endorses

Paragraph 1.5, p. 21

http://www.kpn.com/corporate/en/Corporate-

Responsibility/Social-themes/Human-rights.htm

4.13 Memberships in associations and/or national/

international advocacy organizations

Paragraph 1.5, p. 21

http://www.kpn.com/corporate/en/Corporate-

Responsibility/CSR-policy/Memberships.htm

Stakeholder engagement

4.14 List of stakeholder groups engaged by  

the organization.

Paragraph 1.4, p. 19

4.15 Identification and selection of stakeholders Paragraph 1.4, p. 19

4.16 Approaches to stakeholder engagement. Paragraph 1.4, p. 19

Paragraph 2.3, p. 31

Paragraph 4.3, p. 48

4.17 Key topics and concerns that have been raised 

through stakeholder engagement, and how  

the organization has responded 

Paragraph 1.4, pp. 19 – 20

Paragraph 2.3, p. 31

Paragraph 4.3, p. 48

Performance Indicators

Economic performance indicators

Management approach Annual Report,  

‘financial and operating review’, p.69

Economic performance

EC1 Core Direct economic value generated and distributed Financial key figures’, pp. 5 and 6 + p. 55

EC2 Core Financial implications and other risks and 

opportunities for the organization’s activities  

due to climate change

Paragraph 4.2, pp. 43 – 44

https://www.cdproject.net

EC3 Core Coverage of the organization’s defined  

benefit plan obligations

Annual Report, note 22,  

financial statements, p. 69

EC4 Core Significant financial assistance received  

from government

KPN does not receive any significant  

financial assistance from government.
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Market presence

EC5 Additional Range of ratios of standard entry level wage 

compared to local minimum wage at significant 

locations of operation

KPN operates primarily in countries of  

Western Europe (94% based on a FTE  

calculation) and complies with the legal  

minimum wage requirements.

EC6 Core Policy, practices, and proportion of spending  

on locally-based suppliers at significant locations 

of operation

This indicator is not reported. KPN is a service 

provider. KPN has nowhere any operations that 

impact significantly on the local economy.

EC7 Core Procedures for local hiring KPN has no specific procedures for local hiring.

Indirect economic impacts

EC8 Core Development and impact of infrastructure 

investments and services provided primarily  

for public benefit

KPN operates primarily in countries of Western 

Europe (94% based on FTE coverage) and is a service 

provider. This indicator is therefore not material.

Environmental Performance Indicators

Management approach Paragraph 4.2, pp. 43 – 44

Materials

EN1 Core Total amount of materials used by weight and 

volume

Appendix 6.1, p. 56

EN2 Core Percentage of materials used that are composed  

of waste from external sources

Appendix 6.1, p. 56

Energy

EN3 Core Direct energy consumption by primary  

energy source

Appendix 6.1, p. 56

EN4 Core Indirect energy consumption by primary source Paragraph 4.3, p. 45

Appendix 6.1, p. 56

EN5 Additional Energy saved due to conservation and efficiency 

improvements

Paragraph 4.3, p. 45

EN6 Additional Initiatives to provide energy-efficient or  

renewable energy-based products and services, 

and reductions achieved

Paragraph 4.3, pp. 44 – 49

EN7 Additional Initiatives to reduce indirect energy consumption 

and reductions achieved

Paragraph 4.3, pp. 44 – 49

Water

EN 8 Core Total water withdrawal by source This indicator is not material for KPN. KPN is a 

service provider and only uses piped water for  

its office activities and does not consume any 

substantial volumes of water.

Biodiversity

EN11 Core Location and size of land owned, leased, managed 

in, or adjacent to protected areas and areas of high 

biodiversity value outside protected areas

KPN’s operations are assessed for their possible 

impact on biodiversity. This analysis shows that most 

of KPN’s operations have either no impact or only a 

negligible impact on biodiversity. Where an impact 

may be expected KPN takes measures to reduce their 

impact. If KPN undertakes operations in or close to 

vulnerable ecosystems, their impact on biodiversity  

is part of the legal procedure.

EN12 Core Description of significant impacts of activities, 

products and services on biodiversity in protected 

areas and areas of high biodiversity value outside 

protected areas
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Emissions, effluents and waste

EN16 Core Total direct and indirect greenhouse gas emissions 

by weight

Paragraph 4.3, p. 46

EN17 Core Other relevant indirect greenhouse gas emissions 

by weight

KPN's operations do not cause any  

significant emissions or other greenhouse  

gases of importance.

EN18 Additional Initiatives to reduce greenhouse gas emissions  

and reductions achieved

Paragraph 4.3, pp. 44 – 49

EN19 Core Emissions of ozone-depleting substances  

by weight

Appendix 6.1, p. 56

EN20 Core NO, SO, and other significant air emissions by  

type and weight

KPN's operations do not cause any  

significant emissions of these gases.

EN21 Core Total water discharge by quality and destination Given its office orientation KPN does not use any 

significant volumes of water and hence does not 

generate any significant volumes of waste water.

EN22 Core Total weight of waste by type and disposal method Appendix 6.1, p. 56

EN23 Core Total number and volume of significant spills This indicator is not material for KPN. KPN  

is a service provider with primarily an office 

orientation. KPN's operations do not cause any 

significant leakages that might damage the 

surrounding area.

Products and services

EN26 Core Initiatives to mitigate environmental  

impacts of products and services, and extent  

of impact mitigation

Paragraph 4.3, pp. 44 – 49

Paragraph 3.3, pp. 38 – 39

EN27 Core Percentage of products sold and their packaging 

materials that are reclaimed by category

Paragraph 4.3, pp. 44 – 49

Compliance

EN28 Core Monetary value of significant fines and  

total number of non-monetary sanctions  

for non-compliance with environmental laws  

and regulations

Paragraph 1.6, p. 22

Transport

EN29 Additional Significant environmental impacts of transporting 

products and other goods and materials used for 

the organization’s operations, and of transporting 

members of the workforce

Paragraph 4.3, pp. 46 – 47

Labor Practices and Decent Work  
Performance Indicators

Management approach Paragraph 2.3, pp. 30 – 32

Employment

LA1 Core Total workforce by employment type,  

employment contract and region

Annual Report, FTE count in  

‘Group at a glance’, p. 2

Paragraph 2.2, p. 32 

Appendix 6.2, p. 57

LA2 Core Total number and rate of employee turnover Paragraph 2.2, p. 33
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Labor/Management Relations

LA4 Core Percentage of workers covered by a collective 

bargaining agreement

Paragraph 2.2, p. 33

LA5 Core Minimum notice period(s) regarding  

operational changes

In cases of significant organizational changes  

KPN tries to give people proper advance notice.  

If this is set down within KPN, notice varies 

between 1 and 6 weeks.

Occupational Health and Safety

LA7 Core Rates of injury, occupational diseases, lost days 

and absenteeism, and number of work-related 

fatalities by region

Paragraph 2.2, p. 33

LA8 Core Education, training, counseling, prevention, and 

risk-control programs in place to assist workforce 

members, their families, or community members 

regarding serious diseases

Paragraph 2.3, p. 32

Training and Education

LA10 Core Average hours of training per year per  

employee by employee category

Paragraph 2.2, p. 33

LA11 Additional Programs for skills management and  

lifelong learning

Paragraph 2.2, p. 32

Diversity and Equal Opportunity

LA13 Core Composition of governance bodies and breakdown 

of employees per category according to gender, 

age group, minority group membership

Paragraph 2.2, p. 31

Appendix 6.2, p. 57

LA14 Core Ratio of basic salary of men to women by 

employee category

Paragraph 2.3, p. 32

Human Rights Performance Indicators

Management approach Paragraph 4.3, pp. 48 – 49

Investment and procurement practices

HR1 Core Percentage and total number of significant 

investment agreements that include human  

rights clauses or that have undergone human 

rights screening

Paragraph 4.3, pp. 48 – 49

HR2 Core Percentage of significant suppliers and  

contractors that have undergone screening  

on human rights and actions taken

Paragraph 4.3, pp. 48 – 49

Non-discrimination

HR4 Core Total number of incidents of discrimination  

and actions taken

Paragraph 1.6, p. 22

Freedom of association and collective bargaining

HR5 Core Operations identified in which the right to exercise 

freedom of association and collective bargaining 

may be at significant risk, and actions taken to 

support these rights

KPN operates primarily in countries of Western 

Europe (94% based on FTE) where freedom of 

expression is protected under the Works Council  

Act and the right to trade union membership.
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Child labor

HR6 Core Operations identified as having significant risk  

for incidents of child labor, and measures taken  

to contribute to the elimination of child labor

Paragraph 4.3, pp. 48 – 49

Forced and compulsory labor

HR7 Core Operations identified as having significant risk  

for incidents of forced or compulsory labor, and 

measures to contribute to the elimination of  

forced or compulsory labor

Paragraph 4.3, pp. 48 – 49

Community Performance Indicators

Management approach Paragraph 5.2, pp. 52 – 53

Community

SO1 Core Nature, scope and effectiveness of any programs  

and practices that assess and manage the impacts  

of operations on communities, including entering, 

operating and exiting.

This indicator is not relevant to KPN as KPN has  

no significant impact on any local economies as  

a consequence of its operations.

Corruption

SO2 Core Percentage and total number of business units 

analyzed for risks related to corruption

Paragraph 1.6, p. 22

In 2009 a fraud risk assessment was carried  

out at 64.1% of KPN’s business units. This was 

carried out at 86% of Getronics’ business units,  

at 14% of E-Plus Gruppe’s business units and  

at 100% of the business units of KPN Nederland 

and KPN Group Belgium.

SO3 Core Percentage of employees trained in organization’s 

anti-corruption policies and procedures

Paragraph 1.6, p. 22

SO4 Core Actions taken in response to incidents of 

corruption

Paragraph 1.6, p. 22

Public policy

SO5 Core Public policy positions and participation in  

public policy development and lobbying

Paragraph 1.4, p. 21

Paragraph 1.5, p. 21

Paragraph 3.3, p. 38

Paragraph 4.3, pp. 48 – 49

Anti-Competitive Behavior

SO7 Additional Total number of legal actions for anticompetitive 

behavior, anti-trust, and monopoly practices and 

their outcomes

Paragraph 1.6, p. 23

Compliance

SO8 Core Monetary value of significant fines and total 

number of non-monetary sanctions for 

noncompliance with laws and regulations

Paragraph 1.6, p. 23

Product Responsibility Performance Indicators

Management approach Paragraph 1.6, pp. 21 – 23

Paragraph 2.2, pp. 28 – 30
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Customer health and safety

PR1 Core Life cycle stages in which health and safety  

impacts of products and services are assessed  

for improvement, and percentage of significant 

products and services categories subject to  

such procedures.

KPN is a service provider. The products linked to our 

services do not pose any significant health or safety 

risks and comply with all safety rules set by law. 

Although no explicit concerns were raised on the 

subject of the health effects of transmission masts 

during our stakeholder dialogue sessions, reference 

is hereby made to our policy on the subject to 

be found on http://www.kpn.com/corporate/en/

Corporate-Responsibility/Social-themes/ 

Telephones-masts-and-health.htm.

Product and service labeling

PR3 Core Type of product and service information required 

by procedures, and percentage of significant 

products and services subject to such information 

requirements

Paragraph 4.3, p. 48

PR5 Additional Practices related to customer satisfaction, 

including results of surveys measuring  

customer satisfaction

Paragraph 2.2, p. 29

Marketing communications

PR6 Core Programs for adherence to laws, standards,  

and voluntary codes related to marketing 

communications, including advertising, 

promotion, and sponsorship.

Paragraph 1.6, p. 23

PR7 Additional Total number of incidents of non-compliance  

with regulations and voluntary codes concerning 

marketing communications, including advertising, 

promotion and sponsorship.

Paragraph 1.6, p. 23

Customer privacy

PR8 Additional Total number of substantiated complaints 

regarding breaches of customer privacy and  

losses of customer data

Paragraph 2.2, pp. 29 – 30

Compliance

PR9 Core Monetary value of significant fines for 

noncompliance with laws and regulations 

concerning the provision and use of products  

and services

Paragraph 1.6, p. 23

IT Sector Supplement

Provision of Access

Access to telecommunications  
products and services

PA1 Additional Strategy and activities for implementation of the 

telecommunications infrastructure and access 

to telecommunications products and services in 

remote and thinly-populated areas

This is not a relevant indicator for KPN as KPN  

has nationwide coverage in the countries where  

it operates.

PA2 Additional Strategy and activities to remove obstacles to 

access and use of telecommunications products 

and services

Paragraph 2.2, p. 29

Paragraph 5.3, pp. 53 – 55
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Customer relations

PA8 Additional Strategy and activities for communicating over 

issues related to electromagnetic fields

http://www.kpn.com/corporate/en/ 

Corporate-Responsibility/Social-themes/ 

Telephones-masts-and-health.htm 

PA9 Additional Total investments made in research programs  

and activities relating to electromagnetic fields

http://www.kpn.com/corporate/en/ 

Corporate-Responsibility/Social-themes/ 

Telephones-masts-and-health.htm 

PA11 Additional Initiatives to inform customers about options  

of products and applications that promote 

sustainable, efficient and environmentally  

friendly use

Paragraph 3.3, pp. 38 – 39

Paragraph 4.3, pp. 44 – 49

Technical Applications

Efficiency

TA1 Additional Examples of economical telecommunications 

products and services that are supplied

Paragraph 3.3, pp. 38 – 39

Paragraph 4.3, pp. 44 – 49

TA2 Additional Examples of telecommunications products, 

services and applications that can take the place  

of physical objects

Paragraph 3.3, pp. 38 – 39
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6.4 Independent assurance report 

To the readers of the Royal KPN Sustainability Report 
We were engaged by the Board of Directors of Royal 
KPN N.V. (‘KPN’) to provide assurance on the information 
in the Sustainability Report 2009 (‘The Report’). The 
Report, including the identification of material issues, is 
the responsibility of the company’s management. Our 
responsibility is to issue an assurance report on The Report.

What was included in the scope of  
our assurance engagement? 
Our engagement was designed to provide the readers 
of The Report with limited assurance on whether the 
information in The Report is fairly stated. Procedures 
performed to obtain a limited level of assurance are aimed 
at determining the plausibility of information and are less 
extensive than those for a reasonable level of assurance. 
To obtain a thorough understanding of the financial 
results and financial position of KPN the reader should 
consult the KPN audited financial statements in the KPN 
Annual Report for the year ended 31 December 2009. We 
do not provide any assurance on the achievability of the 
targets, expectations and ambitions of KPN. 

Which reporting criteria did KPN use?
KPN applies the Sustainability Reporting Guidelines (G3) 
of the Global Reporting Initiative (GRI) for The Report 
as detailed on page 25 of The Report. The information 
in The Report should be read in conjunction with this 
explanatory information. 

Which assurance standard did we use? 
We carried out our engagement in accordance with 
Standard 3410N ‘Assurance engagements relating to 
sustainability reports’ of the Royal Netherlands Institute 
of Register Accountants. This Standard requires, amongst 
others, that the assurance team possesses the specific 
knowledge, skills and professional competencies needed 
to understand and review the information in The Report, 
and that they comply with the requirements of the  
IFAC Code of Ethics for Professional Accountants,  
including independence.

What did we do to reach our conclusions? 
We carried out the following work: 

A media analysis and internet search on environmental, •	
safety and social issues for KPN in the reporting period, 
in order to deepen our insight in relevant sustainability 
issues and questions in the reporting period.
Interviews with members of the CSR Steering •	
Committee responsible for the implementation of 
the CSR strategy and other staff at corporate level 
responsible for providing the information in The Report.
A review of the systems and processes for information •	
collection and processing, including the aggregation  
of the data for information in The Report.
A review of internal and external documentation to •	
determine whether the information in the Report is 
supported by sufficient evidence;
Checking the consistency of the reported  •	
information with external information such as  
the Annual Report 2009. 

During the assurance process we discussed necessary 
changes in The Report with KPN and reviewed the  
final version of The Report to ensure that it reflects  
our findings.

What is our conclusion? 
Based on our work, as described above, nothing came to 
our attention to indicate that the Report is not unfairly 
stated, in all material respects, in accordance with the  
G3 Guidelines of the Global Reporting Initiative.

What else did we observe? 
Without affecting the conclusions presented above,  
we draw the readers’ attention to the following: 

In 2009 KPN further developed the monitoring and •	
reporting of its CSR strategy. The focus of some parts 
of the strategy is on activities in the Netherlands 
which impacts, amongst other things, the coverage 
of business units for the (quantitative) information 
in The Report. This complicates the monitoring of 
progress and the corresponding communication. We 
recommend KPN in 2010 to clarify the priorities in 
relation to business units and/or countries within each 
of the pillars and report in line with the selected scope.

Amstelveen, 23 February 2010

KPMG Sustainability
W.J. Bartels (partner)
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