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PEOPLE

We believe in investing in upskilling and reskilling our 

workforce to compete and win in the future marketplace, 

given the constantly changing market landscape. 

We invest in digital tools to better churn insights and 

intelligence from data, simplify work processes, empower 

decision making and enable seamless collaboration.

PROGRESSING OUR 
SOCIAL AGENDA

MATERIAL SUSTAINABILITY MATTERS

•	 Human Capital Development

•	 Human Rights

•	 Labour Standard and Practices

•	 Health, Safety and Security

RELATED PRINCIPAL RISKS

• 	 Human Capital

• 	 Health, Safety and Environment

• 	 Facilities Management

• 	 Security

5-YEAR SUSTAINABILITY ROADMAP (2019-2023)

Goal 2

Building an Agile, Inclusive and Sustainable 

Workforce in a VUCA (Volatility, Uncertainty, 

Complexity and Ambiguity) World

Human Capital Development 
•	 Skills and Capability Development
•	 Workforce Engagement
Human Rights
•	 Equality, Diversity and Inclusion 
•	 Women Empowerment 
•	 Non-Discrimination 
Labour Standard and Practices
•	 Employee Benefits and compensation 
•	 Responsible Employment
•	 Job Security
Health, Safety and Security
•	 Safety and Health Management 
•	 Security Management 
•	 Mental Wellness

Additionally, we continue to invest in providing the right 
environment for our people to thrive, and a conducive 
workplace that promotes well-being, diversity and inclusion 
(D&I). 

OUR ALIGNMENT TO THE UNSDGs

MAPPED TO OUR CAPITALS

E KP R

In this section



37

SUSTAINABILITY REPORT 2022

Skills and Capability Development

We tailor our talent development programs and interventions to 
suit business and employees’ needs and expectations, ensuring 
that our highly skilled and engaged talents are equipped to meet 
the needs of our stakeholders.

We continuously invest our energy and resources in upskilling 
and reskilling our employees to compete and win in the future 
marketplace, given the constantly changing market landscape.

Our employees’ development opportunities addressed their 
needs in technical and leadership skills. This enables us to retain 
talents over the long term and prepare them for their future roles.

During the year, we continue to promote self-directed learning 
to equip our employees with the essential and important skillsets 
for them to be able to function in today’s world and to adapt to 
new ways of working through various e-learning platforms such 
as LinkedIn learning, HMM and SWITCH. 

In supporting the Group’s Strategic Framework, we have initiated 
a capability inventory review to identify required skill sets and 
capability to build a performing organisation. Enhanced Leadership 
Competencies were introduced in response to the new behaviour 
and leadership requirement needed to thrive under the new ways 
of working. We aspire to build talent who can energise team and 
stakeholders, decide at pace, grow self, other and business, and 
execute for superior performance.

PEOPLE

FOCUS FOR THE YEAR
Our people are integral to our business and our success.  
Our ability to attract and retain a diverse workforce, 
characterised by equal opportunities and prospects for 
career advancement, is fundamental to our business 
operation.

We recognised that workforce expectations have evolved 
considerably over the past years and will continue to do 
so. Today’s talents are looking for growth, opportunities to 
shine, variety, flexibility, mobility and security. Increasingly, 
people want to work for an organisation that is purpose-
driven and where they can add value to society.

Our Group outlined its human capital strategies to cater 
for the evolving expectations of future generations of 
employees. We emphasised on innovation and digitalisation 
efforts towards institutionalised efficient and effective 
processes, systems and organisational capability. 

Our talent management is fundamentally based on 
performance management, leadership development, 
succession planning and employee capability building. It is 
implemented at all levels of the organisation in partnership 
with our leaders, business managers and operation teams, 
to support our business priorities and growth strategy.

As an equal opportunities’ employer, we strive to treat 
everyone fairly, as entrenched in our Code of Conduct and 
Business Ethics (CoBE), which sets out the requirements 
that protect people against discrimination in our workplace.

OUR APPROACH

Greater inclusivity and women empowerment

Safety and mental wellbeing of our people 
throughout the pandemic

Upskilling of our people to improve and enhance 
skillsets and capabilities

Promoting high performance culture by engaging and 
enriching our employees through work-life balance 
programmes in building an agile and empowered 
workforce 

HUMAN CAPITAL DEVELOPMENT
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TOTAL INVESTMENT ON TRAINING PER YEAR (RM)

Percentage of Employees Attended Training

Total Investment on Training (RM mil)

Total Training Hours

Average Investment Per Employee (RM)

Average Training Hours Per Employee

97%96% 20212022

2022

2022

2022

2022

2021

2021

2021

2021

1.04

26,790

1,079

28

0.6

11,243

650

12

PEOPLE
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PEOPLE

CAPABILITY DEVELOPMENT PROGRAMMES YEAR 2022

Performance Management
•	 Upskilled 95% of managers on employees performance management. They were equipped with tools for 

effective target setting and performance evaluation conversation

Training on “Effective Thought Structure” 
•	 Upskilled 85% managers on the methodology of effective thought structuring, enabling them to be 

wholesome thinker & equipped with problem solutioning skills

Learn Fest ’22 for hotel employees
•	 Provided access to an extensive learning library from LinkedIn Learning and the Go1 eLearning hubs for 

all employees
•	 Encouraged employees to explore relevant topics and resources for career development

Learning Friyays
•	 Weekly dedicated learning hours open to employees of the Group
•	 Provided access to on-line e-learning platforms (e.g. myLearningX) 

Talent Review and Assessment
•	 Assessed 405 talents to better understand their 

potential and strengths for career progression

“eCornell & LobsterInk” program for hotel employees
•	 Provided online learning modules to managers 

to upskill themselves on topics such as Managing 
Performance Development, Interviewing for Success 
etc
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Workforce Engagement

The well-being of our employees is reflective of how happy 
and healthy they are at the workplace. We continue to maintain 
consistent and regular employee engagement during these 
challenging times focusing on their health and emotional 
wellbeing. These engagements are intended to inspire them 
to greater commitment, and to motivate them to perform 
productively and efficiently.

The engagements held throughout the year, provided our 
employees with the opportunity for their voice to be heard and 
foster a positive and inclusive workplace. We engage our people 
in the business culture transformation initiatives, encourage 

ENGAGEMENT FOR THE YEAR

ENGAGEMENT DETAILS AND BENEFITS

CEO Engagement •	 Three physical CEO’s engagement sessions were held to communicate the Group’s 
business performance, business strategy, direction and way forward. The session 
provided opportunities for all employee to seek information and give feedback to the 
CEO

Leadership engagement 
through Leaders Develop 
Leaders (LDL) 

•	 An engagement series by leaders to coach and inspire the staff towards achieving 
business results, and leadership excellence

KLCC Group Induction for
Newcomers

•	 Induction program to introduce to new employees, the Group’s Statement of Purpose, 
shared values, cultural beliefs, HSE values, employee benefits, human resource related 
matters, and Code of Conduct and Business Ethics

KLCC Sports and Recreation 
Club (KSRC) Activities

•	 KSRC organised Bowling Tournament and White Water Rafting Cave Exploration in 
2022. These activities provide time and space for employees of all levels to know each 
other, cultivate team bonds and create sense of belonging

MOcomp Complimentary 
stays for all employees around 
the world

•	 A program to appreciate our hotel employees’ hardwork and effort. Employees can 
enjoy well-earned downtime, with complimentary room nights and buffet breakfasts, 
discounts on F&B, spa treatments and more

Quarterly Townhall by the 
Chief Executive Officer 
(Retail)

•	 A platform to welcome new employees, present staff awards and celebrate small 
successes

Step Challenge for Suria KLCC •	 A fitness activity not just to encourage a healthy lifestyle but also to cultivate team 
bonds and sense of belonging

PEOPLE

them to share their ideas, and suggestions via various channels 
such as townhalls, briefings and leadership sharing sessions. 
Likewise, our leaders engaged closely with their respective team 
to cascade messages and business performances. 

In promoting work-life integration, our Sports and Recreation 
Club, KSRC, organised several programmes for its members 
which included Bowling Tournament, White Water Rafting and 
Cave Exploration. We provided Digital Health online platform, 
wellness talks as well as health check campaign, to encourage 
employees to embrace a healthier lifestyle and improve their 
wellbeing.
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As a responsible business we are committed to generate mutual 
stakeholder benefits, and ensure that we do not infringe on the 
human rights of others. We recognise that our employees are 
crucial to the on-going success of our business and to how 
the Group is regarded by the wider market. Furthermore, we 
believe that all employees should be treated fairly and with 
respect.

HUMAN RIGHTS

Whilst we recognise that the Government has the primary 
responsibility to protect and support human rights, we also 
embrace the important role we play as a business. Within all 
our business activities and partnerships, we are dedicated to 
consider our impact to social, environment, and address any 
human rights issues.

Equality, Diversity and Inclusion

Advancing our culture of inclusion belonging continues 
to be a priority. We took significant steps to strengthen our 
approach by incorporating it in our human capital strategies. 
We are committed to a culture in which everyone has access 
to opportunities for career development in which everyone 
can reach their potential without barriers. Furthermore, we 

recognise that with the diversity of our workforce, we are 
able to leverage the different skills, mindsets, knowledge and 
experience of our employees. Ensuring our environment is one 
where everyone feels they belong and can bring their potential 
to the fullest will drive our collective ability to innovate and 
deliver to all our stakeholders.

Malay

Below 30

60 aboveChinese

30-39

Indian

40-49

Others 50-59

73.19% 25.67%

16.56%

75.03%

15.84%

31.88%

25.67%

14.57%

4.55% 0.21%

4.49%

6.42%

5.91%

2022 2022

19.17%

18.84%

34.61%

27.05%

0.33%

20212021

Workforce by Ethnicity Workforce by Age Group

PEOPLE
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62.42%

61.01%

65.93%

54.88%

37.58%

38.99%

34.07%

45.12%

Women Empowerment

Equal opportunities for women remain a key focus for the 
Group. We recognise the positive impact of gender diversity 
on the performance of teams and the business. Therefore, 
increasing female representation in leadership supports our 
business strategy. In 2022, women accounted for 38 percent 
of our total workforce and 41 percent of our management.  

Male Female

2022

Workforce by Gender

2022

New Hire for the year

Top Management 

1.76%

1.42%

9.83%

16.54%

50.83%

43.04%

0.93%

0.77%

7.25%

11.50%

29.40%

26.73%

Senior Management 

Other levels 

2022

Employee Position and Gender 
Profile

2021 20212021

PEOPLE

Male Female

Women representation in the Boards is 50 percent in line with 
the Board Diversity Policy which seeks to ensure that the mix 
and profiles of our Board members, in terms of age, ethnicity 
and gender, provide the necessary range of perspectives, 
experiences and expertise required to achieve effective 
stewardship.
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Non-Discrimination

The Group values and respects individual 
differences. We believe in creating an 
environment where our teams feel they 
are valued; where they can bring their 
differences to work each day and where 
they feel able to make their own unique 
contribution. We believe everyone 
deserves the right to be treated equally 
and should not be discriminated against 
because of their differences. The Group 
is committed to treating all its employees 
equally based on their merits and abilities 
to do their jobs.

The Group has in place its Code of 
Conduct and Business Ethics which 
details the steps taken should employees 
believe that their equality rights may have 
been breached. If an employee feels 

that an attempt at informal resolution is 
inappropriate given the seriousness of 
his/her complaint or if informal attempts 
have failed or been unsatisfactory, then 
a formal complaint may be made to the 
Human Capital (HC) Department. Upon 
submission of report, the Group ensures 
that the investigation is carried out as 
quickly as possible. If the findings disclose 
evidence of a possible disciplinary 
offence, then disciplinary proceedings 
will be commenced in accordance with 
our disciplinary policy. All members 
of the HC Department have received 
appropriate training in resolving equal 
opportunities and dignity at work issues. 
They will deal with any grievances raised 
with them under this policy in the strictest 
confidence.

Incidents of 
Discrimination and 

Grievance

ZERO

2022 2021 2020

Employee Benefits and Compensation

The Group continues to benchmark 
against similar industry players in order 
to remain competitive in attracting and 
retaining talents. During the year, the 
Group implemented the new grade 
structure and the new salary scale in 
its efforts to remain competitive with 
the market. Along with the new grade 
structure and salary scale, eligible 
employees of the group also experienced 
salary adjustments.

Responsible Employment

The Group expects everyone working 
with us or on our behalf to abide by the 
Malaysian Labour Laws, which include 
the Employment Act 1955, Trade Union 
Act 1959 and Industrial Relations Act 
1967. The Group has a zero-tolerance 
approach to modern slavery and child 
labour.

The prevention, detection and reporting 
of modern slavery or child labour in any 
part of our organisation and supply chain, 
is the responsibility of all those working 
for us or on our behalf. As part of our 
contracting processes, we reserve the 

LABOUR STANDARD AND PRACTICES

right to terminate our relationships with suppliers and other organisations working 
on our behalf if they do not comply with our Labour Standards.

All suppliers, contractors or business partners of the Group are required to comply 
with our Supplier Code of Conduct, which sets out our expectations for the treatment 
of workers and how suppliers are required to behave.

Permanent Employee

Contract EmployeeContract Employee

Outsourced Employee

Breakdown of 
Employees by 
Employment 

Category

Breakdown 
of Employee 

Turnover

72.37% 80.95%1.53%

26.09% 19.05%

Permanent Employee

PEOPLE
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Job Security

The Group is keenly aware of the health concerns and 
economic uncertainty weighing on the entire community. 
Whilst many organisations continue to lay off their employees 
during this uncertain economic period, we did not. 

The Group practiced no Covid-19 related layoffs for all 
employees. We assured our employees of their job security and 
there was also no salary cut despite the challenging business 
environment.

Safety and Health Management

FOCUS FOR THE YEAR
We provide healthy, safe and secure places for our 
stakeholders to live, work, shop and play, recognising that 
we can only achieve this through close collaboration with 
our partners, including our supply chain, investors and 
enforcing authorities. Our business activities are conducted 
in accordance with our KLCC HSE Policy and comply with 
the highest standards of occupational safety and health 
regulations. This is supported by our HSE Management 
System (HSEMS) and HSE Mandatory Control Framework 
(MCF) to strengthen HSE Governance within the KLCCP 
Stapled Group while providing clear requirements on 
operational safety, environment and health for, consistent 
and effective implementation.

We have also taken the opportunity to embrace innovative 
construction methods, to realise the full potential of health 
and safety benefits. This relates to both key design principles 
and on-site construction risks. We work with design teams 
to ensure our developments maximise desired operational 
outcomes while achieving our vision of providing healthy, 
safe and secure places.

OUR APPROACH

Shaping a Generative HSE Culture

Heightening Operational Discipline through “Jom 
Patuh & Tegur” approach

Security Management through comprehensive 
security and surveillance system

PEOPLE

HEALTH, SAFETY AND SECURITY

The Group has comprehensive Health, Safety and Security management systems and processes in place to ensure to the best 
of our ability and in line with industry best practice, the health, safety and security of anyone visiting our assets. We are fully 
committed to consistently achieve the highest standards of health & safety management and performance. Our record in this 
area is exemplary.

The Group continued providing pay and health and welfare 
benefits during this period that allow employees to care for 
themselves and their families as we look to support the Nation 
more effectively towards recovery.
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Shaping a Generative HSE Culture

At KLCCP Stapled Group, the safety and 
well-being of people are deeply rooted 
within our HSE strategy and management 
activities and are strengthened by the 
Group’s Generative HSE Culture which 
aims to create greater transparency and 
awareness. Through this Generative 
HSE Culture we will continue to drive 
efforts towards values, attitudes, goals 
and proficiency of the organisation’s 
health and safety. It aims to promote 
transparency and mindfulness in all HSE 
areas.

The Group was rated at Proactive Level in 
2021 Culture Maturity Survey, which saw 
us maintaining good HSE practices in 
every aspect of our work and operations. 

We strive to ensure strict adherence to 
safety standards and enforced safety 
culture, compliance and leadership 
among employees as well as our 
contractors.

We recorded zero fatalities but was very 
unfortunate to have two Lost Time Injury 
incidents during the year. Post incidents, 
investigation was carried out and root 
causes were identified. We ensure that 
lessons learnt from all incidents are 
shared with all employees, to prevent 
recurrence in the future.

5 
Key Focus Areas

PEOPLE

Reinforced HSE 
Leadership and personal 
accountability at all 
levels in amplifying 
HSE maturity towards a 
Generative Culture

Robust and effective
compliance to the 
established HSEMS and
procedures in a 
sustainable manner

Intensify Internal HSE
Capabilities to support 
and Sustain HSE 
Performance

Maximise HSE digital 
solution through 
transformation of 
reporting

Continuous contractor
management to improve 
operating discipline
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Our Leadership Team continues to be the force in accelerating the formation of the 
desired Generative HSE Culture across our businesses and operations. During the 
year, two members of the Group’s Leadership Team attended the HSE Generative 
Culture Leadership Training.

E-learning series on Generative 
HSE Culture was conducted to 
provide awareness on Generative 
HSE Culture, comprising three 
parts:
•	 What is Culture
•	 Understanding Generative  

HSE Culture
•	 How Do We Embrace 

Generative HSE Culture

Chemical Health Risk Assessment 
for PETRONAS Twin Towers and 
Menara 3 PETRONAS
•	 To identify the hazards, evaluate 

the degree of existing control 
measures and recommend 
further control measures

HSE walkabout at KLCC Precinct 
Project Site (Lot L, M and N)

KLCCUH walkabout for Merdeka 
and New Year Events

KLCCUH HSE ENGAGEMENT 2022 
– “Keeping It Green, What To Look 
For ?”
Annual HSE engaement for KLCCUH 
employees. The event focused on 
the safety aspect of using the EV 
chargers. The event also promoted 
awareness on reducing “Single-
Use-Plastics”

Noise Risk Assessment (NRA) –  
helped to identify the health 
hazards related to noise in the 
workplace. The assessment 
highlighted that all locations in 
PETRONAS Twin Towers are below 
noise threshold level

Functional Checklist Assurance by 
KLCCUH & KPM –  
A self-assurance program conducted 
to evaluate HSE compliance of day-
to-day activities 

Call to-action on Electrical Safety 
was a focused audit on electrical 
safety and to access compliance 
to Electrical Supply Act 1990 & 
Electricity Regulation 1994

KPM HSE Upskilling Training –  
Aimed to refresh and enhance 
understanding of Permit-
To-Work system processes, 
Incident, Accident Reporting, and 
Investigation

HSE Performance for Year 2022, 
compared with 2021 and 2020

Loss Time Injury Incidents

2022

2 0 1
2021 2020

LTI Frequency (LTIF)

2022

0.26 0 0.13
2021 2020

Fatalities

0
2022 2021 2020

Loss of Primary Containment 
(LOPC)

0

Major Fire

0

Percentage of Staff attended Health 
and Safety Trainings (%)

100

Percentage of Contractors/Suppliers 
attended Health and  
Safety Trainings (%)

100

HSE WALKABOUTS, INSPECTION  
AND ASSESSMENTS

KLCCUH Tier 1 Evacuation Exercise 
conducted at Menara Exxonmobil 
and Menara Dayabumi

PEOPLE

2022 2021 2020

2022 2021 2020

2022 2021 2020

2022 2021 2020

Basic First Aid Training for 
Employees at Menara Dayabumi

Life and Safety Briefing for 
Tenants at Menara Dayabumi

HSE TRAININGS AND WEBINARS

KGLT HSE walkabout at Menara 
Dayabumi
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PEOPLE

WE 
INTERVENE 

BECAUSE 
WE CARE

We continue our intervention programme to 
inculcate the Generative HSE Culture under the 
“Jom Patuh dan Tegur” or “Let’s Comply and 
Intervene” initiative. We endeavour for all our 
employees as well as that of our visitors and 
contractors to uphold and embrace the safety 
culture in all aspects of their work be it at site or 
offices as well as their daily lives.
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Digital HSE at KLCC

Evolution of HSE Digital Initiative brought us to the digital transformation in reporting. The Group’s Leadership Team is now able 
to monitor updated HSE Performance through Power BI Dashbords. The presence and availability of up-to-date data helps the 
leadership to be aware of the current HSE risk and status, thus enabling them to facilitate and make quick decision in HSE matters. 
We harness the power of HSE data to derive insights on HSE performance, trends, emerging risks and other important elements 
so that proactive interventions can be planned.

GDCP

0
GDCM

0

PROCESS SAFETY EVENT
(T-1 PSE) 

HSE 
OPU/ JV/ Operator: Multiple selections

Select all Convex GDCM Impiana KLCCH … KLCCPH KLCCPSB KLCCUH KPM MOKL PjH Suria K… 

Year

All 

PERFORMANCE YTD 

Accident-Free Days

Data as of :
Monday, 13 February, 2023

Manhours Breakdown

2017 2018 2019 2020 2021 2022 2023

6.35M 6.76M
5.96M 5.42M

4.54M 4.84M

3.00M
3.05M

3.03M

2.52M

2.39M
2.77M

9.35M
9.80M

8.98M

7.95M

6.93M
7.61M

0.64M

Total Manhours (Contractors) Total Manhours (Staff)

Manhours Breakdown

15 December, 2022

Lost Time Injury

11

0

1

7

5

22

LTIF

2017 2018 2019 2020 2021 2022 2023

1.2

0.00.5

0.8

0.1
0.3 0.3

Major LOPC

2017 2018 2019 2020 2021 2022 2023

0 000 00 0

0 000 00 0

Major LOPC Major Fire/ Explosion

KLCC GROUP / KLCCPH

60Days

 SPILLAGE

00

MAJOR LOPC MAJOR FIRE

0

LTIF

0.30

FATALITY

FINES / 
PENALTY

0 Since 

PEOPLE

CASES TREND BY CATEGORYCASES TREND BY STATUS

KLCC Group COVID-19 Dashboard

KLCC COVID-19 Cases Overview

( Data as of : Sunday, February 12, 2023 )

Employment
category

Count of Employment
category
 

Service provider 3406

Employee 2139

Protege 48

Intern 4

Level 3

942
(+0 +0%)

KLCCPSB

PJH

KLCCUH

KPM

KLCCPH

GDCP

GDCM

KLCCH

2.91K

1.33K

0.43K

0.31K

0.22K

0.15K

0.14K

0.11K

Emplo… Intern Protege Servic…

Level 2

3125
(+0 +0%)

Level 1

1530
(+0 +0%)

Cumulative Cases

0K

5K

Jul 2020 Jan 2021 Jul 2021 Jan 2022 Jul 2022 Jan 2023

Total Case Total Cleared Total Active Total Demised

Total Cases
Growth

Cleared

5436
(+0 +0%)

Demised

3
: 3 (+0 +0%)

Daily Cases

0

500

2021 2022 2023

Level 1 Level 2 Level 3 New Case

CASES COUNT BY OPU

Cumulative Cases

0K

5K

2021 2022 2023

Level 1 Level 2 Level 3

Daily Cases

0K

2K

Jul 2020 Jan 2021 Jul 2021 Jan 2022 Jul 2022 Jan 2023

New Case Cleared Case Demise Case Total Active

Case Level

All 

OPU

All 

Employment

All 

3/18/2020 2/12/2023

Filter Selection
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Security Management

Ensuring a comprehensive 
security and surveillance 
system is essential to protect 
the iconic PETRONAS Twin 
Towers, maintaining an open 
and free access for visitors and 
controlling security incidents 
impacting other buildings within 
the precinct. The Integrated 
Security Operation Center (ISOC) 
that is empowered with digital 
technology acts as a security 
central nerve that monitors the 
security situation within the 
KLCC Precinct to support the 
new security modus operandi.

New Security Operating Model

Another security initiative 
introduced which started 
operations during the year was 
the New Security Operating 
Model, (NSOM) that transformed 
the security modus operandi 
from a “static zone-based 
security guards” to “Risk-based 
Intelligent Patrolling and Rapid 
Response Auxiliary Police”.
There is also close coordination 
between KLCC Precinct security 
and operators’ security team 
who are responsible for their 
respective area in managing 
security incidents. Dayabumi 
Complex has fully deployed 
PETRONAS Auxiliary Police 
to provide better service level 
in ensuring secured working 
environment for tenants and 
visitors.

Integration of CCTV Intrusion Detection

High-resolution IP CCTV Suspicious Incident Detection

Multi Camera Search and  
Video Synopsis

Automatic Number Place  
Recognition

SIX ADVANCED 
INTELLIGENT 
ANALYTICAL 

FEATURES@ISOC

PEOPLE

Security manning by Auxiliary Police

Intelligent Patrolling is supported by ICC and 
using Guard Tour

Integrated Command Center (ICC) as 
security central nerve

Rapid Response is stationed at four strategic 
locations (Esplanade, KLCC Park, between 
Menara ExxonMobil and Traders Hotel Kuala 
Lumpur and KLCC Parking Management office)

THIS NEW MODEL 
CONSISTS OF FOUR 

COMPONENTS WITH 
HEAVY RELIANCE 

ON DIGITAL 
TECHNOLOGIES
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Mental Wellness

PEOPLE

What is KLCC 
MyWellness 
Powered by

KLCC cares about employees’ wellbeing and has partnered up with Naluri, a digital 
health care platform, to provide comprehensive mental health support for all our 
employees. The MyWellness gives access to digital transformation tools and teams of 
professional coaches, and other additional support services that cater to everyone’s 
emotional wellbeing.

We provide a wealth of resources designed to raise 
awareness of wellbeing, reduce the stigma of mental 
health and encourage open, honest conversations.

A key message for employees throughout the pandemic 
has been that their health and wellbeing remain the 
Group’s utmost priority and this has been complemented 
by offering advice to employees on how to reach out for 
assistance.

Employees’ wellbeing is always the top priority and we 
realised that building employee’s resilience skills is a critical 
step to proactively manage positive mental health.

Hence, management took the initiative to provide a holistic 
solution to mental health. We embarked on the Employee 
Assistance Program supported by Naluri Life Sdn Bhd. 225 
managers and above attended the online CARE program, 
that provide understanding of the spectrum of mental 
fitness, build resilience, learn to work with people in 
distress and increase empathy in workplace.

The Group also enhanced its medical benefits which include 
pre hospitalisation admission, Covid-19 test coverage, 
Covid-19 hospitalisation treatment and mental illness 
treatment of staff and dependents.



51

SUSTAINABILITY REPORT 2022

SAFE SPACE 
@ SURIA KLCC

Suria KLCC is the 
first and only mall 
in Malaysia to take 

a mental health 
awareness campaign 
to the next level via 

the creation of a 
safe space for the 

community.

A fund of over 
RM20,000 was 

raised and donated 
to mental health-

related NGOs, such 
as Befrienders KL and 
the Malaysian Mental 
Health Association.

Automatic Number Place Recognition

Safe Space @ Suria KLCC was created and built as a 
platform for the community to converge and discuss 
mental health. It promoted engaging activities to educate 
community about the importance of mental health.

Suria KLCC has pledged to support NGOs championing 
mental health through monetary support from the sales 
of the Suria Ribbon Pin during festive campaigns. 

In conjunction with World Mental Health Month 
in October, Suria KLCC together with The Body 
Shop invited the public to be part of the change 
in de-stigmatising mental health problems in 
their month-long campaign - #YouMatter held 
from 20 October until 10 November 2022.

PEOPLE
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Climate Change

•	 Greenhouse Gas Emission

•	 Energy Management

•	 Renewable Energy

Environmental Management

•	 Water Management

•	 Waste Management

PLANET

MATERIAL SUSTAINABILITY MATTERS

• 	 Climate Change and Energy Management

• 	 Environmental Management

RELATED PRINCIPAL RISKS

• 	 Finance

• 	 Asset Management

• 	 Facility Management

•	 Health, Safety and Environment

• 	 Security

5-YEAR SUSTAINABILITY ROADMAP (2019-2023)

Goal 3

Combating Climate Change and Reducing

Environmental Impact

OUR ALIGNMENT TO THE UNSDGs

MAPPED TO OUR CAPITALS

N

Protecting the environment is an ongoing challenge for 
businesses of all sizes, in all industries, all over the world. 
KLCCP Stapled Group recognises that environmental 
impact is a material sustainability matter for our business. 

OUR APPROACH

In this section

F

Protecting the planet is a social, economic and ethical 

imperative. As a recognised corporate leader, we are 

committed to minimising our environmental footprint and 

delivering sustainable value to our society.

PROTECTING OUR 
ENVIRONMENT
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HSE Policy Statement 

We are committed to prevent environmental pollution and 
minimise the environmental risk in our business and operation 
activities, as stated in our HSE Policy. We aim to minimise 
disruption to the environment and its adverse impact to our 
community by reducing the environmental footprint of our 
buildings and to efficiently manage the use of energy, water and 
resources.

In 2022, the Group continued its efforts in preventing and 
minimising environmental impacts, and we achieved:

•	 33% reduction in carbon emission (from 2015 base year)
•	 30% reduction in water consumption (from 2015 base year)
•	 Waste diversion (1% for office, 10% for retail and 52% for 

Hotel)
•	 100% elimination of Single-Use Plastics at MOKL Hotel

ISO14001 Certified Environmental Management Systems

Our asset operators implement Environmental Management 
Systems that are certified to ISO14001:2015 standard. This 
assures that we have an adequate and effective management 
system that could identify and assess significant environmental 
impact and put in place environmental pollution prevention and 
mitigation plans. 

Environmental audits and compliance evaluations are 
conducted on our assets and operators, to assure compliance 
with the relevant environmental regulations and standards e.g. 
Environmental Quality (Scheduled Waste) Regulations 2005. 

We implement our environmental management governance in 
accordance to the Environmental Mainstreaming Directive by 
the Department of Environment, Malaysia. The Top management 
is the Chair of the Environmental Regulatory Compliance 
Management Committee which reviews the environmental 
compliance at least once annually.

Strategise our pathway towards achieving low 
carbon/net zero carbon emission

Assessment of disclosures against the 
recommendations of the Task Force on Climate-
related Financial Disclosures (TCFD)
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Current Management Approach that supports TCFD Recommendations

Thematic Pillar of the TCFD 

CLIMATE CHANGE AND ENERGY MANAGEMENT

Our approach to climate change supports the transition to a 
cleaner, more energy-efficient and sustainable global economy 
that is conscious of its use of limited natural resources. We 
recognise the complexity and urgency of climate change 
and consider the risks and opportunities that climate change 
presents to the global economy. As a large corporate entity, we 
believe we can make a meaningful impact in combating climate 
change.

We are mindful of the potential climate risks when the 
economy restarts after Covid-19 and therefore stand firm in our 
commitment to clean energy investments as they will make the 
new economy more sustainable.

Task Force on Climate related Financial Disclosures (TCFD) 
This year we have done an initial mapping of our current sustainability management approach actions against the four pillars of 
TCFD Recommendation, namely Governance, Strategy, Risk Management and Metrics and Targets. Our current Sustainability 
Governance Structure and Risk Management Process support the essential TCFD pillars, i.e. Governance and Risk Management, 
as illustrated in the table below. We plan to implement TCFD Recommendations in phases starting year 2023.

Governance

a.	 Boards’ Oversight of Climate-related issues

b.	 Management’s Role in assessing and managing climate 

related issues

•	 Our Boards are ultimately accountable for overseeing 

sustainability matters (including climate change) within 

the Group, supported by the Board Risk Committee 

which receives quarterly update from the CEO who 

in turn is responsible for strategies on sustainability 

matters

Risk Management

a.	 Processes for identifying and assessing climate related 

risks

b.	 Processes of managing climate risks

•	 The Group’s Enterprise Risk Management (ERM) 

Framework is a structured and holistic approach to 

identify, assess, treat and monitor risks. The aim is to 

reduce the likelihood and impact of all identified risks 

•	 Risk management has been embedded as part of the 

Group’s management processes and culture 

•	 Group-wide Risk Profiling Exercise is conducted 

annually to review and update material risks for the 

Group

PLANET

OUR CLIMATE 
CHANGE 
POSITION 
STATEMENT

We duly 
recognise our 
corporate 
responsibility as 
a player in the 
real estate sector 
in mitigating 
climate change 
impact and to 
add value to 
the community 
where we 
operate.
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2015

2016

2018

2019

2020

2021

2017

•	 Adopted digital technology in the pilot launch of the Integrated Building 
Command Center (IBCC) for facilities management to enable real-time 
operations and automation which contribute towards energy and overall 
performance efficiency

•	 Continued exploration on TCFD recommendations in reporting requirements 
and disclosures and the way forward

•	 Conducted an assessment on our readiness towards supporting the recommendations of the 
TCFD

•	 Conducted a workshop on Net Zero Carbon Emission (NZCE) in collaboration with GHSE, 
PETRONAS 

•	 Assessed the Group’s sustainability management against TCFD Recommendations
•	 Working towards aligning our carbon reduction with PETRONAS’ Net Zero Carbon Emission 

2050 target

•	 Discussed the recommendations by Task Force on Climate-Related Financial 
Disclosures (TCFD) with SSC in line with Bursa Malaysia’s support towards TCFD

•	 Established Energy Management Committee 
•	 Conducted a Climate Change Workshop in collaboration with 

GHSSE, PETRONAS 
•	 Disclosed our 3-Year Sustainability Roadmap on GHG emission and 

energy consumption target and results

•	 Developed a carbon inventory to establish emission baseline and monitor GHG 
emission

•	 Commenced reporting on GHG emission and energy consumption data

•	 Established a Climate Change Position Statement 
•	 Engaged with PETRONAS GHSSE to explore the 

recommendations of the TCFD and the way forward 
for the Group

2022

PLANET

OUR

JOURNEY

CLIMATE CHANGE
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Greenhouse Gas Emission

We strengthened our GHG emission accounting, according to “The Greenhouse Gas Protocol - A Corporate Accounting and 
Reporting Standard”. We report our GHG emission using the operational control approach, which is based on arrangement stated in 
our tenancy/lease and hotel management agreement.

The Group continue to monitor our GHG emission and track our progress via our 5-Year Sustainability Roadmap. This year we 
adjusted the emission reporting boundary to categorise emission from our leased assets and investment as Scope 3 emission.

O
p

er
at

io
n

al
 C

o
n

tr
o

l
N

o
 O

p
eratio

n
al C

o
n

tro
l

Emission
Reporting

Menara 
ExxonMobil

PETRONAS Twin 
Towers

Mandarin Oriental 
Kuala Lumpur 
Hotel

Menara 
Dayabumi

Menara 3 
PETRONAS

Suria KLCC

Direct Combustion
(Natural Gas and 

Diesel Consumption)

Scope 1

Indirect Combustion
(Electricity and Chilled 
Water Consumption)

Scope 2

Category 13 
Emission from 

Downstream Leased 
Assets and Investment

Scope 3

PLANET
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During the year, we recorded a 17% increase in total GHG emission from 83,095 mtCO₂e in 2021 to 96,939 mtCO₂e in 2022 as a 
result of increased occupancy and more business activity in our offices, carpark and retail during the year. 

PERFORMANCE FOR THE YEAR

Total Greenhouse Gas Emission (mtCO₂e)

2022 2021 2020

Scope 1 834 1,578 2,662

Scope 2 3,275 81,517 103,214

Scope 3 (Leased Assets) 63,348 - -

Total 96,939 83,095 105,876

*	 Retail includes Suria KLCC and retail podium Menara 3 PETRONAS
*	 In 2022, emission from assets not under operational control is disclosed as Scope 3 Emission (Category 13) 

Greenhouse Gas Emission by Segment (mtCO
2
e)

Office and Car Park Retail Hotel

2022 2022 20222021 2021 20212020 2020 2020

6,261

5.00

11.00

52,572
51,136

71,015

10,836

58,773 27,330 10,83651,141 22,897 9,05771,026 26,089 8,761

26,496

834

8,060

99722,321

576

24,577

1,512

7,622

1,139

PLANET
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Energy Consumption

Our overall energy consumption during the year increased 15% from 86,193 MWh in 2021 to 99,076 MWh in 2022. This was due to 

the increase in economic activities when business resumed in our hotel and retail businesses post pandemic. Tenants of our office 

spaces have also resumed working in office.

Office and Car Park Retail Hotel

GHG EMISSION INTENSITY (kgCO
2
e/sq meter) BY SEGMENT

PERFORMANCE FOR THE YEAR

2022 2021 2020

99,076 86,193 88,531

Energy Consumption by Segments (‘000 kWh)

78,317

69,865

10,712

11,153

10,047

68,572

10,954

6,667

7,513

2018 2019 2020 2021 2022

250

100

200

50

150

0

The GHG emission intensity for our assets is 83, 163 and 120 kgCO₂2/m2 for office, retail and hotel segments respectively.

Office and Car Park Retail Hotel

PLANET
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INTEGRATED BUILDING COMMAND CENTRE (IBCC) 

The Integrated Building Command Center 
(IBCC) was launched in April 2021. The IBCC 
provides a centralised monitoring, control, and 
command base to coordinate points of visibility 
via a centralised dashboard that shows real-time 
overall building performance.

The IBCC features a centralised command center, 
complete with digital and intelligent facilities, that will 
allow efficient energy management, reduce labour 

intensity, allow efficient schedule of maintenance man-
hours, and reduce the cost of managing buildings.

The real-time monitoring of Building Management 
Systems such as chilled water systems, alarm systems and 
Building Energy Index at the PETRONAS Twin Towers and 
Menara 3 PETRONAS, will contribute towards our effort in 
reducing our carbon footprint.

In 2022, IBCC operation transitioned from command 
into control mode to increase the efficiency of facility 
management in the buildings.

Integrated Building 
Command Centre 

(IBCC)

KEY FUNCTIONAL 
STRUCTURE 

•	 Focal point for all 
inquiries, channeling to 
respective departments

•	 Complaints and 
Request Centre for 
building services - 
work order raised

Tenant card (PETRONAS Twin 
Towers & Menara 3 PETRONAS)

Monitor, command, 
and control through 
an integrated building 
ecosystem

Provide insights and 
decision-making in 
supporting incident 
responses based on real-
time data

Centre to coordinate 
points of visibility via 
centralised dashboard 
showing real-time overall 
building performance

Gather and process all 
the information required 
to manage incidents and 
situational awareness 
promptly, efficiently and 
effectively
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PETRONAS Twin Tower 1

Menara Dayabumi

MOKL Hotel

PETRONAS Twin Tower 2

Menara ExxonMobil

Menara 3 PETRONAS

Suria KLCC

BUILDING ENERGY INTENSITY BY BUILDING (kWh/m2/yr)

2018 2019 2020 2021 2022
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Building Energy Intensity

The Building Energy Intensity in our assets ranges from 64 to 213 kWh/m2/yr in 2022, declined from the pre-pandemic levels of 99 
to 264 kWh/m2/yr in 2019. This is achieved through various initiatives including the renovation of the PETRONAS Twin Towers into 
GBI Gold Rating Building and Menara 3 PETRONAS into GBI Silver Rating Building in 2019 under Non-Residential Existing Building 
(NREB) category. The commencement of operation of the Integrated Building Command Centre in April 2021 has helped to reduce 
the energy consumption in our office buildings, through increased efficiency in operation and maintenance activities.

Energy conservation initiatives for Year 2022

Office Retail Hotel

•	 Installed LED lights on the 
PETRONAS Twin Towers’ external 
facade, VIP parking, lift motor room 
and lift pit

•	 Optimised the chilled water supply in 
Menara 3 and Menara ExxonMobil

•	 Replaced perimeter’s lightings to 
energy saving lightings

•	 Upgraded Building Control System

•	 Closed floors during low occupancy 
and shut off individual units in 
unoccupied areas

•	 Shut off or maintained minimum 
room temperatures by resetting 
thermostats

•	 Closed floors during low occupancy 
and shut off individual units in 
unoccupied areas

•	 Shut off or maintained minimum 
room temperatures by resetting 
thermostats
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Renewable Energy

Reducing our environmental impact is vital to both the Group and our customers. We take a practical approach in managing natural 
resources which include promoting the use of renewable energy at our mall. At Suria KLCC, the photovoltaic system, located at its 
rooftop has contributed to the mall’s electricity saving of approximately 17.2 million kWh since 2014, equivalent to a total saving of 
RM2.0 million.

SOLAR ENERGY PERFORMANCE

Energy Generated from Solar (kWh) Savings (RM)

415,241

470,770

472,978

194,757

222,279

220,090

2022

2021

2020

PLANET
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ENVIRONMENTAL MANAGEMENT

Our mission focuses on providing the highest quality 
commercial office space while bringing responsible 
environmental solutions and innovative energy 
saving strategies to our tenants and the communities 
where we operate. We know a cleaner future cannot 
be delayed, thus our commitment to reduce waste, 
save energy, and manage our resources responsibly 
across our portfolios. 

We closely manage our environmental performance through 

green building best practice, industry sustainability benchmarks, 

and internal reviews. As the performance of our assets improves 

through enhanced operations and capital investments, so 

too our baseline, there by continuously raising the bar on the 

sustainability performance of our buildings.

Water Management

Our water consumption is relatively low compared to other 

industries. Our primary use is in our office buildings, retail malls 

and hotel facility, where we use it for drinking, sanitation, and 

food preparation. We have in place various initiatives that support 

our goal of monitoring and minimising the amount of water we 

consume across our operations. We assess water consumption 

and installations and make site-specific recommendations for 

water efficiency improvements.

During the year, we recorded an increase of 53% in water usage 

contributed by the increase in business activities post pandemic. 

We recorded a two-fold increase in our hotel occupancy and 

footfall to the malls in 2022. 

PERFORMANCE FOR THE YEAR

2022 2021 2020

1,062.8 693.2 947.7

Water Consumption by Segments (‘000 m³)

490.2 455.9

422.4
374.3

150.1

311.2

303.8

78.2

117.5

PLANET

Office and Car Park Retail Hotel
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Water Conservation Initiatives

WATER CONSUMPTION INTENSITY BY SEGMENT

2018 2019 2020 2021 2022

2.50

3.50

1.00

2.00

0.50

3.00

4.00

1.50

0

•	 Water Efficient Fittings 
•	 Metering and Leak 

Detection System

•	 Rainwater harvesting 
project in collaboration 
with PETRONAS’ Malaysian 
Petroleum Management 
(MPM) at Masjid As Syakirin 
in KLCC Precinct. The 
rainwater collected is 
used for irrigation and 
floor cleaning purposes 
around the area. Since 
its implementation in 
December 2020, it has 
achieved a collection of 
4500 litres/month at its 
highest

•	 Monitoring of water 
leakages issues 
throughout the mall

•	 Installation of filter to 
reduce brownish water 
and reducing periodic 
water flushing

•	 Daily water consumption 
monitoring 

•	 Effective maintenance 
work carried out by 
engineering or external 
contactor

•	 Effective preventive 
maintenance of 
dishwasher with Ecolab

•	 Effective maintenance of 
tunnel washer at laundry

Annual water consumption (m3) per square meter net floor area

Common Facility Office and Car Park Retail Hotel

PLANET

Office and Car Park Retail Hotel
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Waste Management

The waste generated by the Group comprised municipal waste 
produced during operations from our buildings by users and 
occupants, food waste from our eatery outlets, and hazardous 
waste from operation and maintenance of the buildings. 

We continued our effort to reduce waste and strive to reuse 
resources in 2022. 

Diversion of Non-hazardous Waste from Disposal

Our operations in office, retail and hotel embarked on plastic 
and paper waste recycling, food waste recycling and composting 
practices etc. This practice supports the UNSDG12 on Responsible 
Consumption and Production. The waste diversion rates recorded 
in 2022 were 1%, for office, 10% for retail and 52% for hotel. 

Where our services require us to handle hazardous waste, we 
dispose them responsibly, in accordance to the Environmental 
Quality (Scheduled Waste) Regulations 2005, not causing risk to 
our people, the environment or local communities.

Generation of Non-hazardous Waste

During the year, we have generated a total of 4,768 metric tonnes 
of non-hazardous waste, compared to 2,885 metric tonnes in 
2021. 69% of the waste generated comes from the retail segment, 
this is due to the increased footfall to the mall post pandemic. 

NON-HAZARDOUS WASTE GENERATED (METRIC TONNES)

2022 2021 2020 2019

4,768

830 

3,291

647

2,885

232 

1,879

774 

7,689

2,330

4,541

818

3,242

482

2,251

509

Our hotel segment recorded a relatively high diversion rate of 52%.  
The hotel has composted a total of 270 metric tonnes of food 
waste and turned them into garden waste and recycled a total of 
66 metric tonnes of other wastes in 2022. The waste intensity per 
room is 1 metric tonnes per room per year.

WASTE DIVERSION RATE BY SEGMENT

2022 2021 2020

10

1

10

52

4

11

64
60

PLANET

Office and Car Park Retail Hotel

Office and Car Park Retail Hotel
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HAZARDOUS WASTE GENERATED (kg) HAZARDOUS WASTE DISPOSED (kg)

2022 20222021 2021

3,372 2,5903,505 1,168

2,790

490

1,690

1,180

360

360

292
318

1,390

1,410

355

Office Retail Hotel

•	 Ongoing 3R campaign at all office 
buildings in collaboration with 
PETRONAS 

•	 Encouraged contractor to use 
friendly material - green product for 
chemical and biodegradable plastic

•	 Encouraged internal contractors to 
participate in the recycle program

•	 Implemented waste sorting program 
to separate recyclable and non-
recyclable items 

•	 Carried out food waste recycling 
program for Level 2 Food Court 
tenants. The food waste collected 
was used to feed for the Black 
Solder fly larvae, which in turn was 
converted as animal feed

•	 Continued enforcing waste 
segregation at source

•	 Conducted training on Waste 
Management 

•	 Conducted online awareness training 
for employees on diligent practices of 
segregations and smart purchasing

•	 Eliminated 100% Single-Use Plastics 
in the operations mainly from guest 
rooms, Food Food and Beverage, 
Kitchen, and Spa

•	 Introduced QR code in guest room 
for digital access to hotel information, 
as a paperless initiative

•	 Provided an avenue for employees 
to donate their pre-loved items for 
resale in the “Waste Not Want Not 
Annual Sale” event

Waste Management Initiatives in 2022

Hazardous Waste Management

Our operators manage the hazardous waste according to the 
Environmental Quality (Scheduled Waste) Regulations 2005.  
A Competent Scheduled Waste Manager is employed at every 
asset to ensure compliance to this regulation.

Hazardous wastes generated in our assets include used light 
bulbs and electronic wastes. The quantity generated in 2022 is 
3.3 metric tonnes, lower than 3.5 metric tonnes in 2021.

PLANET

Office and Car Park Retail Hotel
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PEACE

MATERIAL SUSTAINABILITY MATTERS

• 	 Corporate Governance

• 	 Business Ethics

• 	 Cyber Security and Data Privacy

RELATED PRINCIPAL RISKS

• 	 Market

•	 Finance

• 	 Asset Management

• 	 Security

OUR ALIGNMENT TO THE UNSDGs

MAPPED TO OUR CAPITALS

Sound corporate governance underpins our values, culture, 
processes, functions and organisational structure. 

We have a strong culture of entrenched values, which form 
the cornerstone of our behaviour towards stakeholders 
and against which, we measure practices and activities to 
assess the characteristics of good governance. Directors 
and employees are required to conduct themselves with 
integrity, consistently and uncompromisingly displaying 
moral strength and behaviour that promote trust. 

This commitment to good corporate governance is 
reflected in the CoBE, our foundation in fulfilling our 
business obligations with utmost integrity and transparency. 
Our culture of openness, transparency and accountability 
are strengthened with the adoption of the No Gift Policy 
and Whistle Blowing Policy and our adherence to the Anti-
Bribery and Corruption Policy and Guidelines (ABC manual). 

In managing the risk, the Group has a robust KLCC 
Resiliency Model which provides an integrated view on our 
overall strategy in managing risks. 

Corporate Governance 

•	 Corporate Governance and Compliance 

•	 Risk and Crisis Management 

•	 Board Diversity 

Business Ethics 

•	 Integrity and Corruption Management

Cyber Security and Data Privacy 

OUR APPROACH

K R

In this section

F

At the core of everything we do, and the way that we 

do it, lies our commitment to the highest standards of 

governance excellence. It is not enough for us to deliver 

world class assets; we must do so while upholding 

standards of integrity and ensuring risks are managed at 

acceptable levels.

EMBODYING GOOD 
GOVERNANCE
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Surveillance Audit by SIRIM to evaluate compliance of 
the Group’s Anti-Bribery Management System to the 
requirements of ISO 37001:2016

CORPORATE GOVERNANCE

Review of the Risk Appetite to provide 
comprehensiveness to the current risk appetite 
statement in ensuring the risk exposure and type of risk 
to be pursued or retained by KLCCP Stapled Group in 
achieving its strategic objectives are properly defined

Corporate Governance and Compliance

At the highest governance level, the Boards have the ultimate 
responsibility to monitor that the Group is operating as a 
responsible organisation. This includes considerations around 
climate-related risks and opportunities when reviewing the 
group’s strategy. Principal and emerging risks are identified 
through robust assessments by the Boards and the various sub-
committees. The Boards recognise that a balanced board is vital 
for sustainable value creation and that competency skills are 
adequately represented within the Board Committees. The Boards 
composition is both qualitatively and quantitatively balanced in 
terms of skills, gender, experience, tenure and independence. 
The Boards regularly review its own effectiveness and therefore 
undertakes a formal evaluation of its performance and that of its 

committees and individual directors once in three years. 

INITIATIVES 
FOR THE YEAR

The Boards of 
KLCCP and KLCCRM 
reconstituted their 

respective board 
composition with  

63%  
independent  

directors

Undertook the  

ISO 37001 
SURVEILLANCE 

Audit exercise to 
evaluate continued 
compliance of the 

Group’s Anti-Bribery 
management system to 
the requirements of the 

standards
Representation of 
women directors 

on the Boards 
achieved  

50%
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Stakeholder Engagement

Our Board is committed to continuous improvement in our 
corporate governance principles, policies and practices, and 
does so by remaining abreast of evolving regulations and best 
practices. This is further enhanced through engagement with 
regulators and industry bodies, and through seeking regular 
feedback from other stakeholders. 

We establish and maintain proactive dialogue with all our 
stakeholders and recognise that stakeholder needs are dynamic 
and that we need to be responsive to the evolving stakeholder 

Tenure Gender Age profile

Board Diversity

<60 years

60-70 
years

<5 years 100%

62.5%

Female

Male

50%

50%

Composition

Non-Executive 
Chairman

Executive  
Director

Non-Independent 
Non-Executive 

Director 

Independent  
Non-Executive 

Director

1 1 1 5

PEACE

landscape. We manage our stakeholders’ needs and expectations 
by taking into consideration their viewpoints towards more 
tangible business value creation.

Our Stakeholder Management framework, as set out on page 
16 to 17 of this report demonstrate how we engage and create 
values for our diverse group of stakeholders. Communication 
with stakeholders is imperative in understanding and managing 
their expectations and provide new perspectives in generating 
positive impact to the organisation.

37.5%
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Enterprise Risk Management

The application of the ERM Framework is a structured and holistic approach to identify, 
assess, treat, and monitor risk aimed to reduce the likelihood and impact of all identified 
risks to enhance ability to achieve strategic objectives. 

The ERM Framework is aligned to the ISO 31000 and is designed to manage risks 
in an integrated, systematic, and consistent manner. The ERM Framework sets out 
the six key elements comprising Governance, Context Setting, Risk Assessment, 
Risk Treatment, Risk Monitoring and Review and Continual Improvement. 

Elements of the ERM Framework

The risk profiling exercise is carried out to provide a balanced view for informed decision 
making through richer risk conversations and considerations of risk reward trade-offs.

KLCCP Stapled Group utilises the INTERISK system as a risk tool to effectively manage 
and monitor risk profiles. It embeds the industry standard risk management process of 
ISO 31000. The INTERISK system drives active risk conversation/analysis monitoring 
through a dashboard, reinforces effective risk governance and assurance practices and 
provides a seamless flow of information and processes along the risk management 
value chain.

•	 Risk Policy
•	 Organisation and 

Structure
•	 Roles and Responsibilities

•	 Risk Treatment Strategy
•	 Risk Treatment Plan

•	 Risk Reporting and 
Monitoring

•	 Risk Information 
System

•	 System Monitoring 
and Review

•	 Risk Assurance
•	 ERM Capability

•	 Risk Identification
•	 Risk Analysis
•	 Risk Evaluation

•	 External Context
•	 Internal Context
•	 Risk Appetite
•	 Risk Criteria

Identify, assess and 
document material 

risks, corresponding key 
controls and mitigating 

measures 

Consolidate and review 
material risks and 

associated controls

Material risks and 
associated controls 
presented to Risk 

Management Committee, 
Board Risk Committee, 

and KLCCP and KLCCRM 
Boards

RISK AND CRISIS MANAGEMENT

Enterprise
Risk Management

Crisis
Management

Business  
Continuity Management

ERM 
FRAMEWORK

Annual Group-wide Risk Profiling Exercise

Governance

Context 
Setting

Risk
Assessment

Risk
Monitoring 

and 
Review

Continual
Improvement

Risk
Treatment

Risk management is an integral 
part of KLCCP Stapled Group’s 
business at both strategic and 
operational levels. An effective and 
sound risk management system 
is important for the Group to 
achieve its business strategies and 
objectives. The Group leverages 
on the KLCC Group Enterprise 
Risk Management Framework (the 
ERM Framework) which sets out 
the risk policy, risk governance 
and structure, risk measurement, 
risk operations and system. The 
ERM Framework is central to 
ensure the Group’s strategic and 
operational activities are within 
strategic mandates, risk appetites 
and corporate objectives.

KLCCP Stapled Group is committed 
to provide overall reasonable level of 
confidence that risks and their associated 
controls are adequately, effectively, 
and safely managed through assurance 
programs.

To support the above, there is an 
established Risk Management Oversight 
Structure encompassing the Boards, 
Board Risk Committee (BRC), and the 
Risk Management Committee (RMC). 
This structure assigns responsibility for 
risk management whilst facilitating the 
assessment and communications of risk 
matters from the operational levels to the 
Boards. The KLCCP and KLCCRM Boards 
developed the KLCC Resiliency Model 
that essentially covers the following three 
key areas to provide an integrated view 
on the overall strategy. 

PEACE
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Annual Review of Risk Profile

Annual Review of Risk Appetite

•	 Governance, Risk and Assurance Department reviewed the risk appetite to provide comprehensiveness to the current risk appetite 
statement in ensuring the financial and non-financial risk exposure and type of risk to be pursued or retained by KLCCP Stapled 
Group in achieving its strategic objectives are properly defined. The annual review is crucial to reflect the threshold during this 
transitional period to the endemic phase.

•	 The updated risk appetite statement, risk tolerances and risk threshold were presented to the Risk Management Committee, 
Board Risk Committee and the KLCCP and KLCCRM Boards.

•	 The risk appetite covers five main areas:

•	 Governance, Risk and Assurance Department facilitates and coordinates the risk profiling exercise to review, assess and update 
the principal risks to safeguard KLCCP Stapled Group’s investment and key business activities. This is to ensure the risk exposures 
are relevant and up to date taking into account emerging risks and transitional period to the endemic phase.

•	 The updated risk profiles were presented to the RMC, BRC and the KLCCP and KLCCRM Boards.

Financial

Operational

Reputational

Measures the 
degree of variability 
in investment 
returns and capital 
efficiency that the 
Group is willing to 
take in ensuring 
achievement of 
business objectives.

Measures capital, 
profitability and 
liquidity position 
in pursuing the 
Group’s business 
objectives.

Measures the 
direct or indirect 
loss resulting from 
inadequate or failed 
internal processes, 
people and systems 
or from external 
events which affect 
the achievement of 
Group’s business 
objectives.

Measures the 
risk of failure to 
meet stakeholder 
expectations as a 
result of any event, 
behaviour, action 
or inaction of the 
Group that may 
form a negative view 
towards the Group 
by stakeholders.

Measures the risk 
of non-compliance 
with prevailing laws 
and regulations 
governing the 
business.

Strategic
Legal and Regulatory 
Compliance

PEACE
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Testing and Exercising for Crisis Management Plan

During the year under review, KLCCP Stapled Group conducted 
the following activities to ensure readiness in responding to 
crisis:

•	 Tabletop incident command structure exercise at Menara 3 
PETRONAS for tenants, floor safety managers and emergency 
management team.

•	 Emergency evacuation and fire drill exercise with floor safety 
managers and tenants at Kompleks Dayabumi and Menara 
Exxonmobil.

•	 Communication of Initial Action Plan on natural disaster 
namely flood to Hotel operator’s HSE team.

•	 Basic First Aid, Cardiopulmonary Resuscitation (CPR) and 
Automated External Defibrillator awareness with floor safety 
managers and tenants at PETRONAS Twin Towers.

•	 Testing and exercising for all identified credible scenarios 
other than HSE, via walk through sessions with all risk owners 
in KLCCP Stapled Group.

Based on the above exercises, employees and tenants were 
trained for their respective roles and responsibilities in the event 
of crisis.

Crisis Management

KLCCP Stapled Group has in place a comprehensive set of processes towards preparing the organisation to respond and manage a 
crisis event in order to protect and save people, environment, assets, and reputation.

The Crisis Management Plan (CMP) encompasses:

The CMP addressed the credible scenario in HSE and areas 
beyond HSE which are Finance, Human Capital, Digital, Facility 
Management, Legal and Regulatory in managing crisis.

Objective and scope of emergency/crisis 
management plan

Strategies and actions for responding to pre, during 
and post emergency/crisis

Emergency/crisis team structure with roles and 
responsibilities

Work flow and process for escalating relevant 
emergency/crisis information to potential impacted 
parties within KLCCP Stapled Group and resource 
requirement during emergency/crisis

Activation thresholds and protocols

Communication process with updated contact 
numbers and integration with relevant parties - 
government authorities and relevant stakeholders

The testing and exercising for CMP is conducted annually to 
ensure the readiness and effectiveness of the communication 
process and the recovery action plan in responding to the crisis. 
From this exercise, risk owners are aware of their roles and 
response preparedness in the event of emergency/crisis.

Crisis Management 

KLCC Stapled Group has established a Business Continuity Plan 
(BCP) as part of its Business Continuity Management to manage 
any interruptions arising from any incidents affecting ICT, 
business supply chain, assets and people. The BCP is designed 
to provide guidance in resuming key business functions in the 
event the CMP is unable to contain a crisis event that may have 
a major or catastrophic impact on the business in terms of 
financial, operation and reputation.

The BCP is reviewed annually to meet changing needs by 
conducting Business Impact Analysis (BIA) for all divisions, 
departments and OPUs in accordance with BCM framework. 
Results are presented to the Risk Management Committee and 
the Approving Authority. The BIA ensures that critical business 
functions are identified, the impact of unavailability of the 
functions over time are ascertained, as well as prioritisation of 
timelines for resumptions of activities and specifying Minimum 
Resources Requirements. People, equipment, assets, facilities, 
technology, vital record, interdependencies are to be allocated 
to recover and resume these functions following prolonged 
business disruptions.

The testing and exercising for Call Tree Verification exercise 
to validate that phone numbers and contact lists of relevant 
personnel and stakeholders are accurate and up to date, 
was conducted twice this year to ensure the effectiveness 
of communication to Critical Business Function (CBF) staff 
upon activation of BCP. This is to ensure that the CBF staff are 
contactable to carry out their designated roles accordingly. 
Based on the call tree verification exercises, CBF staff were 
trained to respond promptly to the activation of BCP. 

PEACE
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BUSINESS ETHICS 

Integrity and Corruption Management

KLCCP Stapled Group is mindful of the threats of corruption and 
bribery to its operations. The risks vary across different landscapes 
including jurisdictions, business sectors, people and transactions. 

The Group’s continuous effort in managing integrity risks within the 
organisation reflects our commitment to conduct business with 
high integrity and in support of the Group’s zero tolerance against 
all forms of bribery and corruption.

KLCCP’s Policy Statement on Anti-bribery and Corruption 
has been reviewed and endorsed by the CEO. The policy states 
our commitment to comply with applicable laws and regulations, 
which include the CoBE, the Anti-Bribery and Corruption Manual.  
Consequence Management will be implemented on employees 
who failed to comply. The Group provides channels for employees 
and public to disclose improper conduct in the Group.

Anti-Bribery Management System 

KLCC Property Holdings Bhd and its subsidiaries, are certified to 
ISO 37001:2016 Standard. The Group passed the surveillance audit 
conducted by SIRIM in November this year. The Surveillance Audit 
assures the adequacy and effectiveness of the Group’s management 
systems. 

The Group governs its ABMS through a structure which 
encompasses:

i.	 Governing Body (the Boards) who has the ultimate responsibility 
and oversight of the ABMS

ii.	 Top Management, comprising Chief Executive Officer and Head 
Divisions, who ensure that the ABMS is implemented adequately 
to address the Group’s bribery & corruption risks, and

iii.	 Compliance Function, who is dedicated to oversee the 
implementation of ABMS, review and report the ABMS 
performance to the Governing Body and Top Management

We implement our ABMS based on the MACC Act 694 T.R.U.S.T. 
Principles i.e. Top Level Commitment, Risk Assessment, Undertake 
Control Measures, Systematic Review, Monitoring & Enforcement, 
and Training & Communication.

T R SU T Principle

Top 
Level 
Commitment 

Risk 
Assessment 

Undertake 
Control  
Measures 

Systematic 
Review, 
Monitoring and 
Enforcement

Training and 
Communication 

T R U S T

PEACE
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Implementation of the ABMS action plan is monitored by the Governance, 
Risk and Assurance Department via a digital dashboard, the “TRUST-T”. 
‘TRUST-T’ is a digital tool that track, monitor and automate reminders to 
the OPUs to implement their planned programs. TRUST-T dashboards 
create insights on the overall ABMS implementation status in the Group.

ABMS performance has improved over the years, evidenced by the 
zero Non-Conformance Report (NCR) and the declining number of 
Opportunities for Improvement (OFI) from SIRIM audits.

Actions taken in 2022 

•	 Endorsed the Policy Statement on  
Anti-bribery and Corruption in 
September 2022 

•	 Reinforced importance of integrity 
with Head of Divisions and operating 
units setting Tone from the Top during 
‘Leaders’ Time Out’ with respective 
constituents 

•	 Conducted risk assessment on bribery 
and corruption 

•	 Endorsed the Bribery and Corruption 
Risk Profiles for all entities 

•	 Risk Mitigation Owners are responsible 
to implement the controls 

•	 Continued implementing the No Gift 
Policy 

•	 Continued implementing the 
Whistleblowing Policy 

•	 Conducted the due diligence check 
during pre-employment for high-risk/
sensitive positions 

•	 Obtained Integrity Pledge by all 
employees 

•	 Conducted due diligence on business 
associates 

•	 Obtained asset Declaration by 
employees 

•	 Continued implementing Limit of 
Authority 

•	 Conducted Compliance Function 
Review 

•	 Conducted internal audits in September 
•	 Conducted Surveillance Audit by SIRIM 

in November 
•	 Conducted Top Management Review in 

December 
•	 Conducted Governing Body Review in 

November 

•	 Conducted engagement on Corporate 
Governance and Integrity for 
Governance Body 

•	 Conducted integrity awareness 
induction for new employees 

•	 Conducted internal audit training for 
ABMS internal auditors 

•	 Conducted refreshers on ABMS for all 
employees 

•	 Communicated ABMS and related 
policies to third parties and service 
providers 

•	 Conducted competency training for 
Compliance Function 

•	 Communicated monthly Integrity 
Message to all employees

Percentage of 
employees who 
have received 
training on  
anti-corruption

Percentage of 
operations assessed 
for corruption 
related risks 

Confirmed incidents 
of corruption and 
action taken 

2022

2021

100 100

0
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CYBER SECURITY AND DATA PRIVACY 

Safeguarding the data within our stewardship throughout its 
lifecycle and ensuring ongoing compliance with data protection 
regulations globally remain a key priority for the Group. Our IT 
infrastructure is fully supported by Group Digital, PETRONAS. 
Through the cyber security alerts and other initiatives, we 
continue to educate and create awareness among employees 
on cyber threats. 

As our employees are the first line of defence in keeping the 
organisation secure, it is important for them to understand 
the threats and be equipped with the necessary cyber 
security knowledge. We continue to create greater awareness 
and compliance on cyber security, via awareness training 
programmes. In dealing with external parties, we make 
transparent the Data Privacy Policy, requiring strict adherence 
such as incorporating Non-Disclosure Agreement (NDA) into 
Vendor Contract Agreements to prevent unauthorised usage 

and leakage of confidential data. We have in place a series 
of system controls to provide further protection assurance, 
including robust validation of system access and obligations on 
external parties who may have the data access. 

Our cyber security efforts are guided by the Enterprise Cyber 
Security Governance Framework (ECSGF) which aim to protect 
our systems and data from malicious attacks such as Ransomware 
and Phishing. The Enterprise Cyber Security Governance 
Framework, defines the guidelines, standards, policies and 
procedures required to ensure our risks are effectively managed 
and mitigated. In 2020, we developed the Cyber Security 
Action Plan in our effort to mitigate cyber security crime and 
to strengthen the existing system and procedures to address 
the root causes of cyber security issues resulting from poor 
enforcement, weak internal control, and acceptance culture.

PEACE

3.58%  
Phishing Test  

Failure Rate

Average  

6.7  
learning hours 

per employees on 

Cyber Security

Zero  
Cyber Security 

Incidents

Completed Cyber 

Security Business 

Impact Assessment 

on  

90%  

of applications used 

in the Group

Achievement 
in 2022
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CYBER SECURITY RISK MANAGEMENT INITIATIVES FOR THE YEAR

•	 Implemented PETRONAS Zscaler Internet Access (ZIA) to ensure secured browsing particularly by users on Work From 
Home (WFH) mode. 

•	 Developed the Digital Project Management Framework (DPMF) that governs all IT and Operational Technology (OT) 
System processes for the Group’s ICT Business As Usual (BAU) and Digital projects.

•	 Reviewed the KLCC Group Cyber Security Risk Profile to make it current and reflect latest cyber threats together with 
Group Risk Assurance team. 

•	 Conducted Call Tree Testing to assess the effectiveness of communication amongst Division/Department Head, BCM 
Coordinator and CBF Staff in the event that a crisis occurred due to system disruption.

•	 Implemented Monthly Phishing Test and reported the Phishing Test Failure Rate to the Management. 

•	 Conducted Cyber Security – Business Impact Analysis (CS-BIA) and Legal Regulatory Assessment (LRA) to assess the 
impact of system disruption in terms of Confidentiality, Integrity and Availability and Maximum Acceptable Outage (MAO). 
This is done during the Project Initiation stage of any ICT BAU and Digital Projects.

•	 Assessed on all critical Third Party vendors’ applications to ensure Disaster Recovery (DR) and Backup Restore Procedure 
are incorporated into these applications.

CAPABILITY BUILDING FOR EMPLOYEES

•	 Organised the Global Cyber Security Month for the Group to raise cyber security awareness and adoption level to greater 
heights.

•	 Tracked and reported users’ overall completion of cyber security training on SWITCH and MyLearningx PETRONAS 
e-Learning platforms.

•	 Conducted regular cyber security and Phishing Awareness Training for users (physically and virtually) targeted at users who 
failed the Phishing Test and not completed training materials on SWITCH and MyLearningx.

DATA SECURITY MANAGEMENT

•	 Enforced the Personal Data Protection Act (PDPA), General Data Protection Regulation (GDPR) and Payment Card Industry, 
and Data Security Standards (PCI DSS) to ensure compliance by vendors.

•	 29 Enterprise Content Management System Representatives and Document Records Management Focals were upskilled 
on the best practices to support the principle of information Security and Risk Management; 

-	 Participants acquired the awareness on the importance of Enterprise Information Management in maintaining 
information Confidentiality, Integrity, and Availability. 

-	 Adherence to the Document Ownership Matrix and Information Classification Matrix will help the organisation prevent 
or reduce the likelihood of unauthorised access to data or record, and minimise the risk of critical data disclosure.

PEACE
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PROSPERITY

MATERIAL SUSTAINABILITY MATTERS

• 	 Financial Sustainability

• 	 Supply Chain Management

• 	 Customer and Tenant Management

• 	 Corporate Social Investment

RELATED PRINCIPAL RISKS

• 	 Finance

• 	 Market

• 	 Asset Management

• 	 Facilities Management

• 	 Supplier

OUR ALIGNMENT TO THE UNSDGs

MAPPED TO OUR CAPITALS

We constantly look to strengthen our portfolio to ensure 
it meets the changing needs of our customers and 
communities. We always bring social, economic, and 
environmental benefits to the areas where we operate. 
Great design increases efficiency, encourages people to 
spend time in our spaces and enables buildings to adapt to 
changing customer needs. We design with long-term value 
in mind. We design our buildings to support wellbeing and 
productivity. From office occupiers to brands and shoppers, 
we aim to provide our customers with exceptional 
experiences – creating value for our shareholders. 

Financial Sustainability 

•	 Delivering and Adding Value 

•	 Digitalisation 

Customer and Tenant Management 

Supply Chain Management 

Corporate Social Responsibility 

•	 Investment in Local Communities 

•	 Charity and Donations  

OUR APPROACH

F P

5-YEAR SUSTAINABILITY ROADMAP (2019-2023)

Goal 1

Building a Smart, Safe and Sustainable KLCC Precinct

In this section

We are committed to sustainable social and economic 

development across our business, operations and 

communities. We seek to share prosperity through our local 

hiring, investments in our operations and infrastructure, 

and contributions to non-profit organisations that 

help communities thrive and promote inclusive social 

development.

ADVANCING 
ECONOMIC 
RESILIENCE
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PROSPERITY

FINANCIAL SUSTAINABILITY 

DELIVERING AND ADDING VALUE

In 2022, our total revenue amounted to RM1.46 billion. From 
this, about 22% went to purchasing costs and other operating 
expenses. The remaining RM1.14 billion were distributed to our 
employees, shareholders, and other providers of capital, paid in 
taxes to government, or retained in the company.

Prosperity Goes Beyond Profit

What Gets Measured Gets Done

The Group has adopted the definition of prosperity from 
the WEF Stakeholder Capitalism Metrics framework: 
“An ambition to ensure that all human beings can enjoy 
prosperous and fulfilling lives and that economic, social, 
and technological progress occurs in harmony with nature.” 
Prosperity for us highlights the importance of prosperous 
societies and the role of businesses in fueling economic 
growth, innovation and shared wealth.

Transparency through measurement is our key tool in 
running an accountable business. We use metrics from 
both reporting standards and ratings and have set up a 
system of establishing internal ownership of indicators in 
order to allow for systematic follow-up and improvement 
against best practices. We take guidance from the WEF 
Stakeholder Capitalism Metrics, with disclosures focusing 
on people, planet, prosperity, and principles of governance, 
as we support improved approaches on how to measure 
and drive sustainable performance.

Strengthening business resilience and continuity 
through close monitoring of our cash flow and cost 
optimisation

Enhancing customer and tenant communication in 
building trust and elevating experience 

Progressing social agenda through community 
programmes for the needy and underprivileged

FOCUS FOR THE YEAR
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VALUE GENERATION

RM1.4 billion

Revenue

Operating Cost

RM322.7 million

Value Distribution

Our Direct Economic Generated in 2022 is RM1.46 billion, which RM322.7 million went to Operating Costs and Expenses

TO SHAREHOLDERS

was paid to shareholders. We aim 
to be an attractive investment for 
shareholders

RM660.5  
million

TO EMPLOYEES

was paid in employee wages and 
benefits

RM132.8  
million

TO GOVERNMENT

in income taxes was paid to the 
government

RM70.2  
million

TO BANKS

was paid in interest expenses to 
banks

RM105.8  
million

TO COMMUNITIES

was paid in donations, 
sponsorships, and rental assistance. 
RM15 million went to our retail 
tenants in 2022

RM17.0  
million

TO KLCCP STAPLED GROUP

was retained in the company

RM87.4  
million

PROSPERITY



79

SUSTAINABILITY REPORT 2022

COMBINING 
PROFIT AND 
PURPOSE

CREATING 
A FAIR 

WORKPLACE

SUPPORTING 
LOCAL 
COMMUNITIES

TAX POLICY

The Group’s purpose goes beyond profit. We apply 
knowledge to address business challenges so that 
when we succeed, society succeeds. Sustainability is 
deeply embedded in our strategy, priorities and actions. 
We strongly believe that long-term shareholder value 
creation is best optimised through a holistic approach 
in which we help people and the planet thrive, while 
maintaining or increasing prosperity.

We aim to create shared value for the Group and 
society. We engage in community projects such 
as through charity, donations fundraising and 
community services.

PROSPERITY

We create safe and secure jobs for our employees 
and through innovative projects and initiatives we 
also create jobs for future generations. We inculcate 
the “Speak Up” culture to ensure that all employees 
are heard. The Group implements fair and transparent 
compensation and reward practices.

DIGITALISATION 

The world around us is changing at a great pace and we are 
in continuous dialogue with our customers as we strive to 
understand and prepare to meet the longer-term trends within 
our industry. By doing this we are able to ensure that our portfolio 
continues to meet the needs of, and play an integral part in, our 
customers' operations, and that our business remains relevant.

We have embedded a culture of continuous improvement 
within the Group and are constantly questioning how and why 
we do things while pushing ourselves to do better. This means 
we are constantly refining not just our existing portfolio but also 
how we design, plan and build our assets, with sustainability and 
technology at the heart of our thinking.

The creation of our Digital Roadmap (2020-2023) was an 
important part of this process, reflecting our belief that we 
should consider investments in data and technology in the same 
way that we consider investments in physical assets.

The industry within which we operate offers significant 
opportunities to make changes that not only help improve 
efficiencies, but also help us make better and more informed 
decisions. Key to this is a focus on enhancing operational 
excellence in the areas of project management, facilities 
management and safety and security.

The Group’s Tax Policy is approved by the Boards and 
executed by the Management. Within the framework 
of tax laws and regulations, the Group optimises the 
tax cost in the same way as it does other costs. We 
seek open and transparent interaction with the tax 
authorities and policy makers. Our approach to tax 
risks are based on the Group’s overall risk strategy 
with continuous reviews to ensure control and risk 
mitigation as needed. We report in line with local 
regulations and our Code of Conduct and Business 
Ethics.
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Digital Project Management Framework (DPMF)
•	 Set a standard reference for digital project procedures 

in guiding the Business Units and Operating 
Performance Units with the DPMF phases and process 
for accommodating any new digital request

KLCC Digital DiReq
•	 Launched the Service Request Management system 

(DiReq @Digital Requests) to better manage and 
organise KLCC Group employees’ requests for Digital 
related services 

	 DiReg ensures requests from internal 
customers are managed, systemised 
and organised. Requests are 
categorised by workflows, 
therefore better tracked. 
Dashboard reports 
were built in for 
M a n a g e m e n t 
reporting

MOKL Hotel – Paperless Initiatives
•	 Introduced QR Code in all guestrooms’ TV. The service 

allows guests to access latest information of the Hotel, 
Digital Map, In-room Dining and Minibar menu, Shop 
MO and Digital Library

KLCC Parking Alternative Cashless Payment Method
•	 Collaborated with Setel Ventures Sdn Bhd (SVSB), 

a petrol epayment solution in Malaysia, to deliver a 
cashless and seamless parking payment experience for 
its customers with Setel mobile application

•	 KPM Converted 16,000 visitors into Setel users in 2022 
•	 About 98% of customers paid their parking fare using 

digital solutions

KLCC Parking Management Solution (PMS 2.0)
•	 Completed assessment of current KPM network, 

application and server infrastructure and provided 
full report including system High Availability (HA) and 
Disaster Recovery (DR) requirements on PMS adopting 
to PETRONAS and Industry standard 

	 PMS 2.0 will enhance the efficiency of the Parking 
System in ensuring operations will run smoothly in the 
event of emergency and improve customers experience

PROSPERITY

INITIATIV
ES

 FO
R

 T
H

E YEAR
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Hot Desking Management System via PUSPA
•	 In the new ways of working, it is not necessary that 

employees are desk bound or permanently assigned to 
a specific desk

•	 PUSPA allows staff to make reservations on specific 
dates when there is a need to be in the office and a desk 
is made available. PUSPA is able to show available desks 
where a staff can reserve for use over a specified period 
of time

Enterprise Information Management
•	 Established foundation for data governance across 

the Group
•	 Raised Data Management capability through 

upskilling to ensure continual data quality 
improvements in the organisation

•	 Built high quality Enterprise Data Hub and high-
quality Enterprise Content Management

•	 Facilitated Digital Transformation journey through 
the provision of insights generated from connected 
network of information across functional business 
operations

KLCC Parking Management Operations Dashboard
•	 Created a reporting dashboard to track parking 

operations within KPM
•	 The dashboard provides real time monitoring 

and assist in decision making by leveraging on 
data analytics from multiple points within parking 
operations

KLCC Group Procurement Integrated Dashboard
•	 Created an integrated dashboard which displays real time status of procurement 

related requests 
•	 This has replaced an existing manual system which requires several rounds of 

verification to ensure accuracy

PROSPERITY

KLCCP Stapled Group believes in building a strong and trusting relationship with our customers and 

tenants as we continue to engage with them even during the difficult times. We value their patronage 

and take into consideration their feedback in our effort to expand our outreach and in building a shared 

sense of responsibility and progressing societal development. We conducted extensive engagements 

via numerous communication channels to promote social betterment, and to build strong tenant 

relationship, to meet the evolving customer behaviour and expectations. 

We are also committed to provide the best customer experience and endeavour to exceed guests’ 

expectations, through personalised services that cater to individual needs. We curated loyalty programmes 

to suit our guests and provide them with the best experience whether they are in offices, at our retail mall 

or during their stay at our hotel. 

CUSTOMER AND TENANT ENGAGEMENT

INITIATIV
ES

 FO
R
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H
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PROSPERITY

INITIATIVES FOR THE YEAR

HOTEL

PARKING MANAGEMENT

Customer loyalty program - Fans of MO
• 	 Benefits varies for members during and between stays includes complimentary wifi, dining benefits, and welcome amenity 

48,000 guests signed up for the program this year
• 	 52% of the customers are repeat long-term guests

“Jump Card” service at NWD Car Park
•	 Introduced “Jump Card” to customers to ease exit from the car park

Guest engagement platform - helloMO
•	 helloMO is a guest messaging platform that MOKL 

Hotel uses to engage with guests prior, during and after 
their stay via instant messaging

• 	 The helloMO is a centralised, intelligent messaging 
platform designed for leading luxury and resort 
properties around the world

Digital communication and marketing
• 	 Collaborated with influencers/KOLs (Key Opinion 

Leader) for them to post on their stay or dining 
experience at MOKL Hotel to attract guests

•	 Performed social media campaigns on Instagram and 
Facebook, highlighting the hotel’s offerings such as 
room, dining or spa experiences

Little Explorer Club/Tatler House
• 	 Launched Little Explorer Club on 29 October, featuring 

key parenting influencers Lily Shah and Happy Go KL who 
specialise in family-child oriented content

• 	 Venue sponsorship for Tatler cover page photoshoot

Communication with parkers on Car Park Operation 
Updates
•	 Released notifications via email, website and signages on 

car park operation updates
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Customer Experience and Satisfaction

Hotel Parking Office 

•	 Customer Satisfaction - 86% (online 
review and survey)

•	 Scored 84% on questions related to 
sustainability practices 

•	 Customer Feedback / Evaluation 
Survey - 90%

•	 Customer Satisfaction Survey (First 
half 2022 - 81%, Second half 2022 - 
85%)

•	 Tenant Satisfaction - 88%

CUSTOMER SATISFACTION IN 2022

SUPPLY CHAIN MANAGEMENT 

Sustainable Procurement and Supply Chain plays a significant 
role in our sustainability practices. Recognising that we are in a 
position to influence our suppliers to adhere to our principles 
and values, we included in all our contracts with our contractors, 
consultants and suppliers (suppliers), the provisions requiring 
them to comply with our CoBE. We also promote transparent 
and fair practices by our supplier by including a provision on 
supplier code of conduct in the contract’s terms and conditions 
on fighting corruption, maintaining business ethics and 
prioritising HSE practices.

By doing this, we promote our sustainability standards beyond 
our own business, causing a ripple effect of change that we 

hope will affect the way that suppliers deal not only with us, 
but with their other customers and their own suppliers as well. 
We believe procurement is one of the biggest levers to drive 
sustainability in our economy.

We are committed to doing business with other companies that 
share our values and beliefs. For effective sustainable supply 
chain management, we must secure buy-in from our suppliers 
to uphold our high standards.

In promoting sustainable procurement practices, we have a 
robust procurement process that covers every element of our 
value chain.

Sustainable Supply Chain and Ethical Behaviour Supplier Audits

Suppliers’s Code of Conduct Purchasing Policy and Scope

Suppliers Diversity and Local Procurement Green Procurement

Established Procurement Principle

•	 To secure “Best value for money” in procurement of goods 
and services while adhering to good governance and 
transparency

Due Diligence

•	 Due diligence is one of the Third-Party Risk Management 
(TPRM) Tools. It refers to process of researching and 
verification of pertinent information before entering into a 
contract with a third party

•	 In 2022, the Group conducted due diligence checking on all 
our suppliers

Supplier Performance Management

•	 Supplier Performance Management is a process where 
the performance of suppliers is monitored, evaluated (via 
Contractor/Consultant Performance Appraisal (CPA) and 
reported to the management

•	 The CPA is conducted twice yearly, i.e. January to June and 
July to December cycles

Procurement System and Application

•	 Evaluation of end-to-end digital procurement systems such 
as SMART by GEP or other end to end system

Category Management

•	 Maximising value by having a category-driven procurement 
e.g. stationery, Personal Protection Equipment (PPE), panel 
contractor, panel consultant

Implementation of Digital Tender and Contract Document

•	 Replaced the current conventional practice of printed/
hardcopy tender and contract document with Digital Tender 
Document (eTD) and Digital Contract Document (eCD)

Implementation of Go-Anywhere Managed File Transfer

•	 Implemented the Go-Anywhere Managed File Transfer 
(GMFT), a service to facilitate the exchange of large files 
between staff and external parties in managing submission 
of tender documents

•	 Folders can be shared to other users via browser
•	 GMFT enables transfer of files above 5MB which also reduces 

cost and save time

INITIATIVES FOR THE YEAR

PROSPERITY
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CORPORATE SOCIAL RESPONSIBILITY

KLCCP Stapled Group embraces 
social responsibility and 
maintains active engagement 
with our diverse group of 
stakeholders who have a 
direct or indirect impact to 
our business, reputation and 
our purpose in creating a 
sustainable future for all. We 
continue to establish mutually 
beneficial relationships through 
impactful communications and 
initiatives that suit the different 
needs of our stakeholders.

As a responsible corporate citizen, 
we recognise that we will be more 
enriched when those around us 
thrive. We have a duty to maintain 
the highest standards of social 
responsibility and integrity as an 
employer, a developer, a landlord 
and a solutions partner. We are aware 
that our buildings are part of the local 
community and of our city. 

We strive to make our spaces better 
places to live and work in for our 
communities and recognise we can 
only do this if we foster and maintain 
strong community relationships, and 
listen to our stakeholders about what 
matters to them. Our community 
programmes are designed to ensure 
we make a positive contribution to 
the society in which we operate. 
We support our communities via 
projects such as fundraising events, 
community development and 
partnership in creating a conducive 
environment for all.

Through our community engagement 
initiatives, we ensure that we support 
local issues and, in particular, help 
the underprivileged and the needy.  
This year, we invested a total of 
RM17 milion corporate social 
initiatives which cover infrastructure 
maintenance, donation and 
sponsorship, and rental assistance to 
our retail tenants.

We maintain infrastructure that ease connectivity for public and community. These 
infrastructure comprise the KLCC Park, pedestrian bridges and tunnels surrounding 
KLCC Precinct and Menara Dayabumi. 

CORPORATE SOCIAL INVESTMENT (RM ‘mil)

Infrastructure Maintenance Donation and Sponsorship

Rental Assistance for Tenants

2022 2021 2020
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INITIATIVES FOR THE YEAR

Charity and Donations

MOKL Hotel actively supported the Blood 
Donation Campaign with the National 
Blood Bank team consisting of doctors 
and nurses on 23 September 2022
• 	 35 donors from MOKL Hotel 

participated in the initiative

PROSPERITY

Feed the Homeless with Reach Out 
Malaysia
MOKL Hotel continued to support Reach Out 

Malaysia program donating of 30 packets 

of food to feed the homeless on Mondays, 

Thursdays and Fridays to be distributed in 

various areas of Kuala Lumpur 

• 	 630 packets of food were donated 

between May and December this year for 

the homeless in Kuala Lumpur area

Community Tree Planting at Kuala 
Langat Forest Reserve
On 24 September, the Global Environment 
centre, in collaboration with the Selangor 
State Forestry Departent and Sahabat 
Gambut Asli Temuan of Malaysia carried 
out the tree planting activity at the Kuala 
Langat North Forest Reserve
• 	 14 volunteers from MOKL Hotel 

participated in the Initiative
• 	 About 450 Tenggek burung (Melicope 

lunu-ankenda) trees were planted at 
FC 6

Flood Relief by Suria KLCC
• 	 Suria KLCC participated in a flood relief 

initiative in December 2022
• 	 Donated food items and other self-

care worth RM20,000 to the flood 
victims at Hospital Kuala Lumpur and 
Putrajaya

CHARITY/
DONATION DRIVES/
FUNDRAISING/
COMMUNITY SERVICE

Waste Not Want Not - Mini Charity Sale at 
MOKL Hotel
Pre-loved items were sold and proceeds given 
to helping the community 
• 	 Reduced environmental waste in the long 

run by diverting items from the landfill

Contribution towards Badan Kebajikan Kakitangan Melayu Dewan Bandaraya 
Kuala Lumpur (BKMDBKL) Welfare, Building and Educational Fund
• 	 Financial support of their employees in need

Contribution towards Polis Diraja Malaysia (PDRM) Police Administrative and 
Civilian Staff Union Welfare Fund 
• 	 Contributed financial assistance for the administrative and civilian staff of PDRM 

through their educational and welfare fund

Contribution towards Ibu Pejabat BOMBA dan Penyelamat Malaysia: Firefighters’ 
Welfare, Building and Educational Fund
• 	 Sponsored Persatuan Sukan, Kebajikan dan Kebudayaan (PSKK) Ibu Pejabat BOMBA 

dan Penyelamat Malaysia via participation in Charity Movie Screening

Contribution towards Yayasan Universiti Teknologi PETRONAS (UTP)’s 
Scholarships Fund through participation in Tapestry of Colour Charity Dinner 
• 	 Boosted the university’s growth and helped underprivileged UTP’s deserving 

students

Contribution towards the Malaysian Aids Foundation (MAF) Post-Flood Relief 
Fund
• 	 Provided Emergency post-flood relief assistance for HIV/AIDS community situated 

at the one-stop support centre: shelter home in Kuantan, Pahang


