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BT has been ranked as the world’s number
one telecommunications company in the
Dow Jones Sustainability Indexes for four
years running. 

BT is ranked third of the 132 companies
that took part. 

As a communications company our aim is to help everyone benefit from improved
communications. Doing this in a responsible way is what our corporate social
responsibility (CSR) work is all about.

BT’s Social and Environmental Report covers our policies, programmes and performance
across a full range of social, environmental and economic issues, including targets for
improvement.The full report is available online at www.bt.com/betterworld

About our Social and Environmental Report
This is a summary of our online Social and Environmental Report. It covers the financial
year ending 31 March 2005.

Our Social and Environmental Report is assured against the AA1000 Assurance 
Standard, which requires our report to reflect the interests and concerns of stakeholders.
It is in accordance with the 2002 Global Reporting Initiative (GRI) guidelines.
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Highlights
• Connected 5 million UK customers to broadband – 

meeting our target a year early
We are on target to make broadband available to
exchanges serving 99.6% of UK homes and businesses 
by summer 2005.

• Became the world’s biggest user of green energy 
We now source nearly all our UK electricity needs from
environmentally friendly sources, such as hydro, wind and
combined heat and power plants. Since 1996, we have
reduced carbon dioxide emissions by 53%. Our green energy
contract, signed in October 2004, equates to an additional
325,000 tonnes of carbon dioxide emissions savings a year,
equivalent to those produced by approximately 100,000 cars.

• Provided online and telephone donation facilities 
to the Disasters Emergency Committee (DEC) after 
the Asian tsunami disaster
We set up a temporary call centre at the BT Tower 
in London and provided DEC with facilities to 
process telephone and online donations quickly, 
securely and efficiently. 

Performance snapshot

“The actions of leading companies such as BT are
living proof that significant cuts in greenhouse
gas emissions need not come at the cost of
economic growth.” Tony Blair, UK Prime Minister 

• Reviewedandimprovedourkeyperformance indicators (KPIs)
- Included a measure of our sickness absence rate for the

first time
This helps identify health issues early so that we can
reduce the number of people taking time off sick. The
implementation of our company-wide mental health
programme in our customer contact centres has 
reduced stress by 24% and saved £500,000 in sick pay.

- Developed an Ethics Performance Measure
For some time we have measured awareness of our
Statement of Business Practice, The Way We Work. 
The development of an Ethics Performance Measure takes
us away from a purely perception-based measure towards
a performance-based one.

• Reduced the amount of waste sent to landfill by 8%

• Improved our safety record – Lost Time Injury rate 
was 23% better 

• Invested £9.1 million in community projects and
provided £11.7 million support in kind
We are committed to give a minimum of 0.5% of our 
UK pre-tax profits to direct activities in support of society
and a further 0.5% via in-kind activities. 

• Achieved certification for BT Ireland’s environmental
management system to ISO 14001
Our experience in Ireland is the model we will use as we
extend certification to other countries where we operate.

• Followed up 100% of actions identified through our
supply chain risk assessment process
As part of our commitment to high standards in our supply
chain we ask all new suppliers to complete a risk
assessment questionnaire. Where we identify areas for
improvement we take appropriate action within three months. 

Lowlights
• Missed two key diversity targets 

While we met our objective on the number of ethnic
minority employees, the number of women in BT fell 
by 0.3% last year, and although the number of disabled
employees increased, we fell 0.3% short of our disabled
employees target.

• Undershot our customer satisfaction target
We reduced customer dissatisfaction by the equivalent of
23% per annum over three years against our target of 25%.

Please see our online report for further details. 
All our KPIs are shown on page 20.

We connected our five millionth
customer to broadband –
meeting our target a year early



Chairman’s introduction

Helping our customers to benefit from improved
communications and increased connectivity
continues to be at the heart of BT. 
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Achieving this responsibly and in a way which contributes to society is
important to us. This year there have been a number of accomplishments 
that demonstrate this commitment. 

For example, broadband. We are confident that we will connect virtually every
UK community during 2005, which is a vital part of the role we play in
spreading the benefits of broadband. And we have made real progress with our
digital inclusion initiative, Everybodyonline, which is working to help deprived
communities enjoy the benefits of broadband technology and develop new skills. 

I am particularly proud of our efforts in response to the Asian tsunami which 
struck on 26 December 2004. Our knowledge and expertise, together with 
the commitment of our people, enabled us to work alongside the Disasters
Emergency Committee to ensure the largest ever volume of online and
telephone donations were taken quickly and securely. We also had 16
volunteers who went out to the region to assist in the rebuilding of local 
and international communication links.

Our Corporate Social Responsibility programme has a key role to play 
in meeting our stakeholders’ expectations and encouraging them to invest 
in us, buy from us or work for us. Full details of the programme and our
performance in the last year are available in our online Social and
Environmental report.

We endeavour to manage our social, ethical and environmental issues 
to grow shareholder value and I am always pleased when we achieve external
recognition for our attempts to do this. 

This year we maintained our position as the top telecommunications company
in the Dow Jones Sustainability Indexes for the fourth year running, which
recognises our work in a wide range of areas from business principles, ethical
supply chain management and work–life balance to customer service and
corporate governance.

For the year ahead, business transformation is critical to delivering growth 
to our business. This will bring new challenges for our Corporate Social
Responsibility programme, which I am confident it will meet.

Sir Christopher Bland
Chairman
18 May 2005
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Chief Executive’s message

I am convinced that being a responsible
company through living our values (trustworthy,
helpful, inspiring, straightforward and heart)
brings us business advantage.

Our major business and government customers are increasingly concerned about
our corporate social responsibility (CSR) performance. Growing stakeholder, legal
and regulatory pressures mean our customers expect us to provide the solid CSR
credentials that help them provide a trusted service to their own customers. 

Our performance
We publish 12 non-financial key performance indicators. These provide a
snapshot of our performance on the key measures that underpin our financial
performance. Our progress on these measures includes: reducing customer
dissatisfaction; connecting the majority of UK communities to broadband;
maintaining a motivated, diverse and secure workforce; minimising ethical risks 
in our supply chain; and massively reducing our carbon dioxide emissions.

The UK is committed to take action on climate change. As one of the country’s
largest users of electricity we have a responsibility to help make that happen. 
This year we became the world’s largest purchaser of green energy and now 
meet almost all our UK energy needs from environmentally friendly sources. 
In carbon dioxide emissions savings it equates to an additional 325,000 tonnes
each year on top of the considerable savings we have already made in the last 
ten years. This is a substantial contribution to tackling climate change. 

Accountability – challenges and opportunities
As we continue transforming our business we must maintain our vigilance on
matters of corporate social responsibility. For example, we are increasing our
international footprint, through the evolutionary growth of our global services
business, by making strategic acquisitions and through the rise in outsourcing
and in-sourcing as a key part of BT’s business model. Different approaches to
corporate governance and ethical issues in the countries where we operate
underline the importance of our CSR activity. In addition, our increasing sales in
networked IT services have highlighted the potential privacy implications of the
digital networked economy. 

The big opportunity is to use ICT products and services to promote sustainability,
not only in the way we run our own business, but by helping our customers to
benefit too. 

You can find details of how we are responding to these challenges and
opportunities in our online Social and Environmental report. The report has 
been prepared in accordance with the 2002 Global Reporting Initiative guidelines
and is independently verified. I commend it as a demonstration of how living our
values helps us deliver long-term shareholder value. 

Ben Verwaayen
Chief Executive
18 May 2005
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Who we are

BT Group plc is the listed holding company of 
an integrated group of businesses. We are one
of the world’s leading providers of communications
solutions, serving customers in the Americas,
Asia Pacific and Europe. 

In the UK we have over 20 million business and residential
customers. We provide a wide range of communications
products and services, including voice, data, internet and
multimedia services. We also offer a comprehensive range 
of managed and packaged communications solutions, 
and provide network services to licensed operators. 

During the 2005 financial year (ending 31 March), BT made 
two major acquisitions. These were Infonet, one of the world’s
leading providers of international managed voice and data
network services, and Albacom, the second largest
telecommunications operator in the Italian business market. 
The companies significantly enhance BT’s profile in the global
networked IT services market, as well as extending our reach
and presence in North America and Asia Pacific. 

Our traditional fixed-line telephony business in the UK faces
competitive pressures. We continue to maximise the potential 
of this business, but we are also pursuing profitable growth 
by introducing our customers to new wave products and
services, such as IT and networking, broadband, mobility 
and managed services.

BT consists principally of three lines of business: Retail,
Wholesale and Global Services. BT Retail and BT Wholesale
operate almost entirely within the UK, addressing the consumer,
business and wholesale markets, offering a broad spectrum 
of communications products and services. BT Global Services 
is our managed services and solutions provider, serving global
networked IT services needs.

We have over 20 million business and residential
customers. We employ approximately 102,100
people around the world, including approximately
90,800 in the UK.



BT Social and Environmental Report Summary and Highlights 2005 06

Our approach to CSR 

The key role of business in society 
is to generate wealth – providing
jobs, creating economic activity,
developing products and services
that people need and want. If
governments create the right economic
framework, businesses can work –
individually or in partnership with
others – to contribute to sustainable
development by acting in a socially
and environmentally sustainable 
way. We believe that businesses 
will gain from taking this approach,
as will society. 

We take a broad and comprehensive
view of our social responsibility and
the commercial benefits that flow
from this approach. On a practical
level, our responsibility is to identify,
understand and then manage our
social and environmental impacts 
as positively as possible. An integral
part of this is to develop good
relationships with our stakeholders,
lead by example, and be ethical,
transparent and accountable in 
our daily work. 

Our approach has evolved over many
years. For example, we produced
telephones for the deaf and partially
sighted as early as the 1930s. Our
stakeholder dialogue with customers
has been formalised for over 20 years
through our consumer liaison panels. 

We have identified a clear case 
for the business benefits that flow
from our CSR activities. At the core
of this is the role that values play in
the way we run our business. All
decisions are value-laden, whether it
is satisfying our customers, providing
a service to society, making a profit,
or respecting the natural world. We
always aim to act in a way that builds
stakeholder relationships based 
on trust, while recognising that we
can’t please all our stakeholders 
all the time. 

Dialogue with stakeholders
Our relationships with stakeholders 
are crucial to the way we do business.
The more positive and mutually
beneficial these relationships are, 
the more successful our business 
will be. Engaging with stakeholders
deepens our understanding of what
they expect from us and how we 
can meet and hopefully exceed 
their expectations. It challenges 
how we work and inspires new ways
of doing business. 

Our Statement of Business Practice,
The Way We Work, sets out the
aspirations and commitments that
apply in our relationship with each
stakeholder group. 

We regularly talk to customers,
employees, suppliers, communities,
partners and investors. Their views
inform and influence our policies 
and decisions.

Our online report shows how 
our key performance indicators 
were developed following 
stakeholder consultation.

We receive guidance from our
Leadership Panel, an independent
group of external experts that
encourages innovation and leadership
on sustainability and CSR in BT.
The Panel provides an annual
independent comment, available 
in our online report.

We are committed to making a positive difference
in society. For us, corporate social responsibility
(CSR) is how we as a company contribute to the
broader societal goal of sustainable development. 

We welcome your feedback on our 
report. Please email us your comments 
at yourviews@bt.com or contact 
Susan Morgan, Sustainability Manager, 
at susan.2.morgan@bt.com
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Business principles

Our Statement of Business Practice,
The Way We Work, defines BT’s
business principles that apply
worldwide, to all employees, agents,
contractors and others when
representing BT. It sets out specific
aspirations and commitments that
guide our relations with our customers,
employees, shareholders, partners,
suppliers and local communities.

An Ethics Performance Measure was
developed in the 2005 financial year.
This is helping us to move from a
perception-based measure to one 
that is based more on performance –
something our Leadership Panel 
has strongly encouraged.

We take robust action against anyone
abusing our business principles.
During the 2005 financial year, 132
employees were dismissed or resigned
because of unethical behaviour.

Corporate Social Responsibility
(CSR) governance framework
The BT Board discusses our CSR
strategy and performance at least
once a year. It is kept informed of 
our main CSR risks and opportunities,
along with key performance indicators
and strategic objectives.

Social, environmental and ethical
matters are included in the 
Directors’ induction programme, 
to support the integration of CSR 
into daily management.

A CSR governance framework helps 
us manage specific environmental 
and social issues and supervises the
CSR relationship between BT and
individual lines of business. The 
CSR Steering Group is responsible
for overseeing the implementation 
of all social and environmental
programmes across BT. The
Community Support Committee
oversees social investments and
establishes the strategy for maximising
our contribution to society.

CSR health checks 
We check to see that CSR is embedded
in BT’s commercial operations. In the
2005 financial year, five ‘health-checks’
were conducted in Global Services on
major business change programmes –
covering customer service and
delivery, our values and organisational
culture, and the creation of a global
standard operating environment.

CSR risks
The Board takes account of significant
social, environmental and ethical
matters that relate to BT’s business. 
In the 2005 financial year, we identified

no social, environmental or ethical
(SEE) risks that would have a material
impact on our business. 

During the 2004 financial year, we
developed a CSR risk register, which
sets out our most significant SEE risks.
In the 2005 financial year, we further
developed our understanding of our
key risks: breach of integrity, climate
change, diversity, health and safety,
geography of jobs (offshoring) and
supply chain working conditions. 
We also added one additional key 
risk – privacy.

Public policy
BT is apolitical and has a strict policy 
of not supporting any political party. 

We engage with political parties,
politicians and civil servants on a non-
partisan basis to make them aware of
key issues, opportunities and trends in
technology and industry. 

We put forward our views on matters
that affect our business interests and
we make sure that those in government
are fully briefed on issues affecting 
BT’s activities. 

We interact regularly with the European
Commission and national and
international regulators.

Statement of Business Practice
We are committed to world-class standards 
of business integrity everywhere we operate.

Integrity Works Inc. – a consultancy that
helps companies design and implement
their business principles – undertook 
an ethical expression benchmark study
reviewing the business principles and 

implementation policies of a range 
of UK top 100 listed companies. 
BT came joint first. 

We raise awareness and educate our
people globally on business ethics and 
the BT Statement of Business Practice,
The Way We Work.

70%
Ethics Performance Measure – a new
indicator that measures awareness of
Statement of Business Practice, an external
ethics benchmarking survey and questions
from our annual staff attitude survey.
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Customers

Our extensive global network 
and strategic partnerships enable 
us to serve multi-site corporate 
and government customers in all key
commercial centres of Asia, Europe
and North America. In Europe, our
network links more than 250 towns
and cities across 19 countries.

Customer satisfaction
We set a target to reduce customer
dissatisfaction by 25% a year over the
three years to the 2005 financial year.
Although we have not met this target
– we achieved a 23% reduction – we
believe the improvements we have
made in our customer service have
been beneficial to all our customers. 

Looking after customers
We have taken action in response to
customers’ complaints about higher-
than-expected telephone bills caused
by inadvertent use of premium rate
services. Our actions include 
providing barring services and more
information on how these services
operate. We investigate individual
cases where customers feel they 
have been wronged.

BT voluntarily operates a Nuisance
Calls Bureau (NCB) to help and support
customers receiving malicious and
nuisance calls.

We have introduced CleanFeed, 
a filtering system that uses the 
latest technology to block access 
to websites black-listed by the 
UK Internet Watch Foundation. 

For many years we have offered a
wide range of products and services 
to elderly and disabled customers who
might otherwise find it difficult to
make the most of telecommunications.
One of our major commitments is
TextDirect, incorporating Typetalk, 
a national telephone relay service 
run by the Royal National Institute 
for Deaf People, helping deaf, blind 
or hard of hearing people to make 
and receive phone calls. BT has been
providing bills in alternative formats,
such as Braille and talking bills, since
1992. We also offer a variety of
telephones with more accessible
features, such as voice amplification. 

Broadband
We are committed to provide
broadband as widely as possible 
and have achieved five million
connections, meeting our target 
a year early. 

We are on target to have extended
coverage to exchanges serving 99.6%
of UK homes and businesses by the
summer of 2005. By 2007, the UK
economy could be boosted by up to

£7.5 billion through productivity gains
attributed to broadband, according to
the Centre for Economic and Business
Research. The UK is now leading the
way in broadband availability among
G7 countries, according to the
Organisation for Economic Co-
operation and Development (OECD).

Wireless communications and health
We have re-entered the market of
mobile communications and provide
mobile services that run on Vodafone’s
network. All the mobile phones we sell
conform to the international safety
standards on exposure to radio
frequency (RF) emissions set by the
International Commission on Non-
Ionising Radiation Protection (ICNIRP)
and the UK National Radiological
Protection Board.

We require that ICNIRP guidelines are
applied on all BT sites used by mobile
operators. BT is a signatory to the
industry code of practice on the
deployment of base stations, known
as the ten industry commitments. 

BT owns and operates one of the
largest Public Wireless LAN networks
in the UK (BT Openzone). Public
Wireless LANs use considerably less
power and consequently emit lower
radiation levels than GSM networks.

In the UK, we serve over 20 million business and
residential customers with around 29 million
exchange lines. We also provide network 
services to other operators. 

“We believe that everyone is entitled 
to an abuse-free online environment… 
By preventing access to that content, 
BT are protecting their services and 
their customers.” Peter Robbins, CEO,
Internet Watch Foundation

23%
Customer dissatisfaction – reduced 
by 23% on a compound annual basis 
over the past three years.
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Employees

We need to make sure that we
attract, select and retain the best
people. Our approach is to treat our
people fairly and responsibly, helping
them achieve their full potential, 
while respecting their personal and
community commitments.

Recruitment 
During the 2005 financial year, we
recruited 149 graduates and 258
modern apprentices in the UK, and
3,496 other new entrants. In the same
period, 5,523 people left BT by choice.

Training and development 
We seek to encourage and provide
opportunities for personal growth 
and professional development. 
During the 2005 financial year, BT
successfully achieved re-accreditation
as an Investor in People (IiP). 

People satisfaction
Our annual Communications and
Attitude Research for Employees
(CARE) survey gives all our people an
opportunity to express their views on 
a range of issues. In the 2005 financial
year 80% participated.

During the 2005 financial year, we
introduced an Employee Engagement
Index (see chart above), which replaces
the People Satisfaction Index. Employee
engagement is about ‘being proud to
work for BT, being committed to your
customers and gaining an overall sense
of satisfaction from your work’. The
new index helps us understand how
engaged (or disengaged) a team 
is and provides an overall score.
Examples of issues covered in the
index include: team working; senior
management and communication; 
reward and work–life balance.

Diversity
We seek to create an open, honest
and unprejudiced workplace that
allows all people to reach their full
potential. We want to develop and
sustain a diverse workforce where
everyone’s contribution is valued.

The chart (right) shows the
percentage of our people who are
women, have declared themselves
from an ethnic minority background
or have declared a disability.

In the 2005 financial year, 13% of 
our new recruits came from ethnic
minority backgrounds while 25.9% 
of new recruits were women and 
0.5% people had a declared disability.

There were a total of 58 discrimination-
related litigation cases involving BT in
the 2005 financial year. Twelve were
withdrawn, 3 judged against BT, 25
settled and 18 judged in favour of BT.

Every such case is one too many. 
For this reason we carefully review our
own cases and use real-life examples
in our diversity training workshops.
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A measure of the diversity of the
BT workforce

We employ approximately 102,100 people around
the world, including approximately 90,800 in the
UK, where we are one of the largest employers.

In the 2005 financial year, BT Spain 
was ranked in the top 30 best companies
to work for by the Actualidad Economica
weekly business magazine, one of
Spain’s most prestigious listings.

Employee Engagement Index – 
measuring the overall success of BT’s
relationship with its employees
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Employees continued

Work–life balance
Because we want to provide a high-
quality service to our customers, the
working day for many BT employees
extends beyond normal hours. The
challenge is to reconcile good service
for customers with a healthy work–life
balance for employees, and we strive
to get the balance right.

Innovative communications technology
means that many more people can
work flexibly. At 31 March 2005, we
had approximately 5,100 part-time
employees, nearly 500 job sharers and
approximately 9,030 home-workers.

Employee relations
In the UK, BT recognises two trade
unions: the Communications 
Workers Union (CWU), which
represents over 59,000 BT people 
in non-management grades; and
Connect, which represents around
26,000 BT people, predominantly
managers and professionals. 
We maintain a positive working
relationship with both unions 
at local and national levels. 

The BT European Consultative Council
(BTECC) provides an opportunity for
transnational Group-wide dialogue
between management and employee
representatives across Europe.

In the 2005 financial year, no industrial
action was taken. The one case of legal
action against BT concerning the rights
of trade unions was withdrawn. One
hundred and forty Employment Tribunal
Cases involving BT were concluded in
the 2005 financial year: 41 were
withdrawn, 10 judged against BT, 42
settled and 47 judged in favour of BT.

Outsourcing and offshoring
Some of our support and transactional
operations are provided by external
contractors. For example, human
resources contracts are outsourced 
to Accenture HR Services, and finance
and accounting activities to Xansa.
Our agreement with the union
Connect outlines a joint approach 
to sourcing work outside the UK.

Health and safety
Caring for the health and safety 
of employees is one of our business
principles, and we have made a
specific commitment to promote 
a healthy lifestyle through our health
and wellbeing programme.

The Significant Incident Rate is a 
key performance indicator, with an
original target to reduce incidents 
by 25% by March 2005. We reached
the target two years early and doubled
the reduction target for 2005. We
achieved this in September 2004 and
also cut the rates of absence due 
to workplace accidents (down 56%
since 2001) and occupational ill 
health cases (down 64% since 2001). 

We met these challenging targets 
by aiming for zero avoidable accidents.
Our key measures are Lost Time
Incident Rate and Sickness Absence.

050403

0
.4

8
0

0
.6

2
00
.8

8
5

050403

2
.6

8
%

3
.0

6
%

3
.4

4
%

In the 2005 financial year, Business 
in the Community’s Race for Opportunity
announced that it had benchmarked 
BT at Gold Standard and the top overall
performing organisation in race equality.

H&S: Lost Time Injury Rate –
incident rate per 100,000 
hours worked

H&S: Sickness Absence Rate –
percentage of calendar days 
lost to sickness
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Investors

The BT strategy identifies eight
strategic imperatives: build on our
networked IT services capability;
deliver on broadband; create
convergent mobility solutions; defend
our traditional business vigorously;
drive for cost leadership; keep a
relentless focus on customer
satisfaction; motivate our people 
and live the BT values; and transform
our network for the 21st century. 

Our business case
Our CSR work is integral to the 
BT strategy, and affects business
performance in five key areas:

1. Risk management
We have undertaken CSR risk analysis
and management for several years.
Currently we identify no CSR risk
which is material to the future of 
the business. Our seven key risks are:
breach of integrity, climate change,
diversity, ethical issues in the supply
chain, health and safety, geography 
of jobs (offshoring) and privacy.

2. Reputation
When people trust a company they
effectively deliver a societal ‘license 
to operate’. This is reflected in the
company’s reputation which, in BT’s
case, we know directly affects
customer loyalty.

We estimate that BT’s CSR
performance accounts for over 
25% of the Image and Reputation
element of customer satisfaction. 
And our analysis shows that a 
1% improvement in the public’s
perception of our CSR activities
translates to a 0.1% increase in our
retail customer satisfaction figures.

3. Cost reduction
During the 2005 financial year, 
we commissioned the sustainable
development organisation, Forum 
for the Future, to develop our
understanding of savings from
environmental activities. First, by
creating a more robust methodology
for measuring our environmental 
cost savings each year, and secondly,
by widening the scope of the
environmental initiatives included 
in the calculation. 

Using the Forum model, our
environmental cost savings for the
2005 financial year were £410 million. 

4. Employee motivation
Working conditions and our
relationship with employees are
crucial to the success of our business.
For example, a proactive approach to
flexible working, personal involvement
in community initiatives, diversity,
learning and development all improve
employee satisfaction. In a recent
survey we found that 63% of
employees felt more proud to work 
for the company as a result of our 
CSR activities.

5. Marketplace innovation 
Increasingly we are being asked 
to address environmental and 
social issues when we bid for 
major contracts – £2.2 billion 
in the 2005 financial year. 

During the 2005 financial year, we
have been incorporating our CSR
messages into existing propositions
and bids to differentiate our
networked IT services. We also
engage with our clients to share
knowledge, experience and best
practice on CSR.

Long-term sustainability trends 
create new market opportunities. For
example, the use of teleconferencing
and flexible working reduce the need
to travel and provide more flexible
lifestyles (see Sustainability section).

Investors are increasingly interested in the ethical,
environmental and social dimension of business
performance, its relationship with business
strategy and how the company manages its risks
and opportunities to enhance shareholder value.
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BT was named one of the 
‘Global 100 Most Sustainable
Corporations in the World’. 

BT is included in 
the UK, European 
and World 
FTSE4Good Indices.
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Suppliers

At every stage of our dealings with
suppliers – from selection and
consultation to recognition and
payment – we are committed to
behave according to the principles 
of fair and ethical trading. 

In April 2004, we gave our suppliers
the opportunity through an online
survey to give their views on how 
well BT lives up to these commitments
and principles.

A total of 213 suppliers responded,
with 94% stating that they had a
good working relationship with BT. 
Following the results of the survey we
sent suppliers our booklet ‘The Way
We Work’ to help them become more
aware of our business principles.

Payment 
BT’s policy is to use its purchasing
power fairly and to pay promptly
according to supplier agreements. 
BT has a variety of payment terms.
Our standard terms are 42 calendar
days from date of invoice.

Human rights
We want to ensure the working
conditions under which the products
and services we purchase meet the
standards of the Universal Declaration
of Human Rights and the International
Labour Organisation Conventions.
Through our supply chain initiative,
Sourcing with Human Dignity
(SWHD), we seek to ensure that our
suppliers meet these internationally
accepted standards.

Buyers’ awareness training 
It is critical that our buyers have 
the awareness, knowledge and the
skills required for the successful
implementation of the SWHD standard. 

We provide a half-day face-to-face
training session. Any BT buyer 
who cannot attend has to complete 
a computerised course, which includes
an online assessment. The package
introduces our buyers to the rationale
behind the SWHD initiative, its key
features and their role in ensuring 
its successful implementation.

2005 assessments
We ask our suppliers to complete a
risk assessment questionnaire. For
those identified as medium or high
risk, we follow up to determine what
further action is needed. This may
involve an audit of the supplier’s own
facilities or that of a subcontractor. 

In the 2005 financial year, we
completed 11 on-site assessments 
to find out how well our suppliers 
met our SWHD standard. 

Eight of the assessments took place 
in China and Thailand and were of 
facilities not previously assessed. 
The assessments were done in 
those areas where there was a 
high risk of suppliers falling short 
of our standard – they should not 
be taken as a representative sample 
of our supply chain. 
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Through the Global e-Sustainability
Initiative (GeSI), BT is working with other
ICT companies and the UN to develop a
supplier questionnaire to be used across
the ICT sector.

Ethical Trading – 
number of risk assessment questionnaires
completed all with 100% follow-up

We buy products and services – such as IT
equipment, cables, software, design and disposal
services – from thousands of suppliers worldwide.
In the 2005 financial year, we spent over £4billion
on procurement. 
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Community

Sixteen BT engineers, specialists in
satellite, radio communications and 
under-sea cables, went as volunteers 
to the region affected by the Asian
tsunami disaster to help re-establish local
communications and international links.

In France, BT sponsors La Fondation 
pour l’Enfance, an organisation which
fights against child abuse. It focuses 
on providing helplines and removing 
child abuse from the internet.

In Germany, BT organised auctions 
among employees, Christmas and 
other fundraising events in support 
of Kinderdorfer, a charity providing
disadvantaged children with a normal 
family environment. 
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We want to make a positive difference
to society by helping everyone benefit
from improved communications.

We are committed to give a minimum
of 0.5% of our UK pre-tax profits
directly to activities that support
better communications. In the 2005
financial year, we invested £9.1
million (£68.9 million since 2000).

BT operations provided a further
£11.7 million in funding and support
in kind in the 2005 financial year.

We also encourage our people to
volunteer in the community because
of the mutual benefits this brings. 

Charities and fundraising
ChildLine, a UK charity, answers
2,300 calls every day but hundreds
more go unanswered. We are working
with ChildLine on a campaign to
ensure that every child’s call for 
help is answered. 

We manage entire telephone networks
for major national charitable events
such as Children in Need and Comic
Relief. BT provides call centres and
online services to take donations. 

Fundraising for Asian tsunami relief 
In the UK, BT played a key role 
in managing the public response to
the Disasters Emergency Committee
(DEC) Asian tsunami earthquake
appeal. We set up a temporary call
centre at the BT Tower in London and
provided the DEC with telephone and
online secure payments facilities. BT
made a one-off donation of £500,000
and provided volunteers and equipment
to restore vital communications.

Education
The BT Education Programme is one
of the UK’s most significant corporate
investments in the education sector.

We are committed to help children
develop the communication skills that
will help them get more out of their
lives and future careers. We provide
online and classroom learning
resources on speaking and listening
skills for schools. 

A touring roadshow is one major
initiative. It provides drama-based
workshops to help children improve
their communication skills. Since
2000, more than two million children
have been involved in the education
programme and the roadshow has
visited more than 11,000 schools.
Over 2,000 BT volunteers regularly
visit schools to help implement this
extensive programme.

Arts and heritage
We want to make arts available to
everyone through our Arts for All
programme. BT sponsors Tate Online
– the UK’s most visited Arts site with
over 650,000 visitors every month.
This website helps to make one 
of the largest art collections in the 
world easily accessible. We work 
with the National Theatre, the British
Film Institute and the Philharmonic
Orchestra to make theatre, film 
and music more readily available,
particularly to schoolchildren. 

BT is helping to protect and promote
telecommunications heritage through
www.connectedearth.com. This
website, in partnership with key
museums across the UK, makes 
the story of the huge advances in
technology over the last 100 years
accessible to everyone.

Community contribution – 
investment in society through 
funding and support in kind



BT’s 6,500 telephone exchanges, satellite earth stations,
offices and depots are using environmentally friendly energy,
such as wind, solar, hydroelectric power and energy from
combined heat and power plants. 
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Environment

Telecommunications is seen as an
environmentally friendly technology.
But as one of the UK’s largest
companies with expanding international
operations, we have an inevitable
impact on the environment. 

We have Environmental 
Management Systems (EMS) in 
the UK, Spain and Ireland. Each 
is certified to the international
management standard ISO 14001.

Energy and fuel 
We are one of the largest single
consumers of commercial and
industrial electricity in the UK. The
growth of broadband is increasing 
our electricity use – up by 3.1%
during the 2005 financial year.

Since 1991 we have reduced our
energy-related emissions by 71%.
This has been achieved through 
our energy management and
efficiency programme, investing 
in energy-efficient plant and
equipment, reducing waste 
and buying green energy.

In the 2005 financial year, we signed
a three-year contract with npower 
and British Gas that will see nearly 
all of BT’s UK electricity supplied 
by environmentally friendly energy.
This makes us the world’s largest
purchaser of green energy.

The electricity will be supplied from
renewable sources and combined 
heat and power (CHP) plants.

This initiative will reduce our carbon
dioxide emissions by a further
325,000 tonnes a year, equivalent 
to that provided by approximately
100,000 cars.

We are looking at ways of using
renewable technology, such as wind
turbines, within our own buildings 
and network and are testing a small
vertical axis wind turbine at one of 
our telephone exchanges in Cornwall. 

Emissions to air 
We monitor the emissions to air 
of a number of substances that
impact adversely on the environment,
through their contribution to climate
change or ozone depletion.

Compared with our 1991 emissions
level, in the 2005 financial year our
energy and transport programmes saved
1.4 million tonnes of carbon dioxide.

Our emissions savings exceed 
the UK Government target to 
reduce greenhouse gases emissions
by 20% by 2010.

During the 2005 financial year, 
our ozone-depleting emissions
(measured in CFC-11 equivalents) 
increased slightly, from 221 kg 
to 254 kg.

Waste
We produced around 110,000 tonnes
of waste in the 2005 financial year. 
Of this, we recycled 37,000 tonnes
(around 8% more than last year) 
and sent 73,000 tonnes to landfill 
(8% less than last year). 

Our facilities management supplier,
Monteray, works with contractors 
to collect and recycle large amounts
of office paper. The paper is sent to
processing plants where it is graded
according to colour, weight and
quality – this determines what end
product it can be used for. The best
quality paper can be turned into
photocopy paper, while the rest 
is recycled as hand wipes, kitchen
towels or toilet paper.

In the 2005 financial year, 
we introduced a new type of
environmentally friendly copier 
and printer paper, 70% of which 
is made from post-consumer waste. 
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Global Warming CO2 emissions –
expressed as a percentage of our
1996 emissions level

Waste to recycling –
percentage of total 
waste recycled
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Environment continued

Transport
We run a commercial fleet of 31,969
vehicles, managed under contract by
our wholly-owned subsidiary, BT Fleet. 
In the 2005 financial year, we 
reduced both our commercial fleet –
still one of the largest in the UK – 
and our fuel consumption by 2% 
and 3.5% respectively. 

BT’s company car policy supports the
key objectives of the UK Government’s
emissions-based company car taxation
initiative. This includes: 

• Increased allowance to employees
who choose to opt out of company 
car ownership

• Improved tax efficiencies for employees
who opt for lower-emission cars

• Improved advice and communications
to company car drivers, encouraging
users to choose lower-emission cars. 

The company car fleet size has
reduced by 8% (932 vehicles)
compared with the previous year. 
This reflects the downward trend 
in the fleet size and mileage, with 
a reduction of over 12 million miles
compared with the previous year.

Product stewardship
BT’s business relies heavily on
electrical and electronic equipment
(EEE). We buy vast amounts of the
equipment to run our own business
and to serve our customers. This,
combined with the legislation on 
EEE, means it is crucial we improve
the way we manage the equipment. 

We supported the introduction of 
two EU directives, the Waste Electrical
and Electronic Equipment (WEEE) 
and the Restriction of the use of
certain Hazardous Substances (RoHS).
The directives aim to encourage the
reuse of materials and to minimise
both the use of hazardous materials 
in electrical and electronic equipment
and the amount of hazardous waste
going to landfill.

We have a company standard that
selects products which comply with
EU legislation and favours more
sustainable items. Suppliers to BT
must provide information about 
their products and how they propose
to comply with EU legislation.

Procurement
As one of the UK’s largest purchasers,
we have an environmental influence
that extends well beyond that of our
own staff and workplaces.

We seek to influence our suppliers 
and contractors through our
environmental purchasing policy. 
We have specific objectives to ensure
appropriate supplier environmental
data is collected, and to encourage
improvement of poor performers 
in significant risk areas.

We use two supplier questionnaires 
to enable us to identify risk and take
appropriate action if needed. 

“BT’s initiative is globally significant and sends out a
message that the purchase of green electricity is no 
longer a niche market – it has now gone mainstream.” 
Steve Howard, CEO, The Climate Group 



Digital inclusion 

Lifelines India is a project being developed in rural villages in 
India where farmers will be able to use a telephone to seek
experts’ advice on issues such as agriculture or animal husbandry.
It is run by One World South Asia in partnership with BT and Cisco
to help communities benefit from ICT. 
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Access to Information and
Communications Technology (ICT) can
improve people’s lives and open doors
to education, entertainment, jobs and
personal contacts. But many people
do not yet have the opportunity, or the
necessary skills, to use the technology.

We helped establish the Alliance for
Digital Inclusion (ADI), an industry body
working to tackle digital inclusion and
promote the use of ICT for social benefit.

We want everyone to participate in
the digital revolution. We promote
digital inclusion in three ways –
connectivity, content and capability.

Connectivity: Provide greater access
to communications technology
We provide a range of different
connections, from home dial-up 
lines to internet kiosks and high-
speed broadband, which promotes
social inclusion.

We have now connected our five
millionth customer to broadband,
meeting our target a year early, and we
are on track to meet our target to make
broadband available to exchanges
serving 99.6% of UK homes and
businesses by the summer of 2005. 

Broadband is a critical factor in the
success of the UK economy, but its
wider benefits are constrained by the

rate at which people make use of the
technology. The solution is to work in
partnership with others and to provide
the online facilities that people need. 

Content: Encourage 
communication and its use 
for social and economic benefit 
The amount of information on the
internet is vast, but there is still a
great need for content that brings
benefits to communities, small
businesses and individuals. This is why
we work with others to promote new
content. Here are some examples: 

• Charities: We have teamed up with
ik.com, a business providing specialist
internet solutions, to make free,
simple-to-build websites available to
UK charities and community groups.
This is an extension of our existing
work with UK schools.

• UK National Council for Voluntary
Organisations: The Council’s website
provides a comprehensive online
resource for voluntary organisations. 

• BT Resource Bank: We provide
resources for teachers, parents and
children on communication skills,
including animated tutorials, quizzes
and classroom activities. 

Capability: Help groups and
individuals use technology 
Our digital inclusion campaign
demonstrates how communications
can help improve society.

A key element is the Everybodyonline
programme, supported by BT and
Microsoft. The project is run by
Citizens Online, a UK-based charity
promoting the use of Information 
and Communications Technology 
for all members of the community. 

Working with local governments,
communities and service providers,
Everybodyonline aims to ensure 
that those people disadvantaged by
location, lack of skills or economic
factors do not miss out on the
benefits of new technology. 

Everybodyonline is being piloted 
in several small disadvantaged
communities in the UK. The
communities are the size of an
electoral ward and have been chosen
because they have below-average
household Internet connectivity. They
rank among the most disadvantaged
communities in the UK and progress
to date on internet use is encouraging.
For example, a 14% increase in St
Stephens in Cornwall since 2002, 
and a 24% increase in Audley in
Staffordshire in the same period.
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Human rights

We base all our relevant BT policies
and procedures on the principles 
set out in the United Nations
Universal Declaration of Human
Rights, which sets a common
standard of achievement for 
all peoples and all nations.

We are committed to protect and
enhance the human dignity of every
BT employee and everyone who has
dealings with us. BT is a signatory to
the UN Global Compact, an initiative
that strives to motivate business 
and industry around ten principles 
on corruption, environment, labour
and human rights.

Supply chain 
We monitor the working conditions
under which the products and services
we purchase are produced. We want
them to meet the standards of the
Universal Declaration of Human
Rights and the International Labour
Organisation Conventions. Through
our supply chain initiative Sourcing
with Human Dignity (SWHD), we seek
to ensure that the working conditions
in our supply chain meet internationally
accepted standards.

We ask our suppliers to complete 
a risk assessment questionnaire. For
those identified as medium or high
risk, we follow up to find out more
information and determine what

further action is needed. In some
cases, an on-site assessment will be
agreed with the supplier which may
involve an audit of the supplier’s own
facilities or that of a subcontractor. 

Privacy
Privacy is not a new challenge. 
We have recognised for many years
that privacy is important to all our
customers, including those online. 
BT complies with, and is registered
under, the Data Protection Act in the
UK, and we take all reasonable care 
to prevent any unauthorised access 
of personal data.

But developments in ICT, such as 
the ability to tailor services to meet
personal needs, have created fresh
dilemmas. One of these is to find a
balance between offering tailored
customer service while protecting the
privacy of our customers. We address
trade-offs between advancements in
networked technologies and the risks
to personal privacy rights in our most
recent Hot Topic – Privacy in the
Digital Networked Economy.

We are developing guidelines 
on how to manage the new risks and
challenges to privacy posed by the
Digital Networked Economy, such as
radio frequency identification (RFID)
tagging and the location registration
of mobile communication devices.

Freedom of expression 
vs child protection
A key challenge is to balance the 
right to freedom of expression with
the need to protect children online. 

BT is a board member of the Internet
Content Rating Association (ICRA),
which aims to “protect children from
potentially harmful material; and to
protect free speech on the internet”.
Our own programme, BT Safe Surf,
gives detailed information for parents
and provides user-friendly training 
for children. 

BT acts on complaints about content
hosted on our servers. We sit on the
funding council of the UK Internet
Watch Foundation, which notifies 
us of illegal content stored on our
servers and webspace. We have
contributed to the work of the
Independent Committee for the
Supervision of Standards of Telephone
Information Services (ICSTIS).

We have established a Country Risk website to help our people fulfil 
our commitments to human rights around the world. The website, 
which includes a summary of key risks and a human rights score for 
each country, is designed to help our people implement our principles
through sales, purchasing, joint venture operations, employment 
and outsourcing. 
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Economics 

Direct impacts
Our direct impacts can be measured
using traditional financial indicators
such as turnover, spend with suppliers,
dividends, employee costs and taxes
paid. For the 2005 financial year,
these are: 

• BT turnover of £18,623 million 
(total turnover is boosted to £19,031
million when our share of associates’
and joint ventures’ turnover (£408
million) is added)

• Total expenditure on employees: 
£4,451 million

• Total spend with suppliers: 
over £4,000 million 

• Total capital expenditure: 
£3,011 million 

• Total dividend paid to shareholders:
£883 million

• Total taxes paid to governments: 
£523 million.

Indirect impacts
Indirect economic impacts arise 
from the income and employment
created in businesses that supply
goods and services to BT. Figures 
for BT’s indirect economic impacts 
have been produced by DTZ Pieda
Consulting based on BT’s figures 
for the 2003 financial year.

For example our expenditure in 
the UK provides £2.6 billion of 
income for suppliers and supports 
the employment of almost 
135,600 people.

There is a further indirect impact 
on the economy when incomes
created directly and indirectly 
by BT are spent. This has been
estimated by DTZ Pieda Consulting 
to be £3.4 billion of income 
and 174,000 employees.

ICT sector contribution to growth
and productivity
We contribute to economic growth 
by helping to improve the productivity
of enterprises, industrial sectors and
the wider economy. The Organisation
for Economic Co-operation and
Development (OECD) cites evidence
that those sectors that have invested
most in ICT, such as financial services,
health and business services, have
experienced more rapid growth in
productivity than those that have not.

The European Union established a
strategic goal in 2000 to become 
“the most competitive and dynamic
knowledge-based economy in the
world… regaining the conditions for
full employment and to strengthen
social cohesion.” In the mid-term
review of the Lisbon Strategy, 
the European Union re-emphasised
the role of ICT in economic growth
and job creation. 

BT is one of the world’s leading providers of
telecommunications solutions and a significant
economic force in its own right. Every year, we
buy goods and services worth billions of pounds;
employ thousands of people; and provide services
and products that make our national and global
economies work better. 

Total expenditure on employees: 
£4,451 million

Total spend with suppliers: 
over £4,000 million 

Total taxes paid to governments: £523 million 
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Sustainability

ICT sustainability impacts 
ICT is changing the way business is
done, especially through the internet,
broadband and wireless technologies.
This benefits not only business, but
the people doing business. 

ICT can support social and economic
development by transforming
communication and access to
information, helping to bring about
the powerful social and economic
networks needed to bring sustainable
development to emerging economies. 

However, for the economic growth
from the ICT sector to contribute
directly to sustainable development 
it must be managed in the right way.
If not, it will lead to further inequalities
and greater consumption.

This is a challenge facing Europe 
in its attempt to refocus the Lisbon
agenda on actions that promote
growth and jobs in a manner that is
fully consistent with the objective 
of sustainable development. 

The use of BT’s own products and
services is enabling us to reduce our
consumption of finite materials and to
improve the work–life balance of our
people. We achieve this through the
use of phone and video conferencing,
flexible working and e-business.

We worked with the South West
Regional Development Agency
through the partnership Actnow to
help spread broadband to remote
rural areas in Cornwall. Nearly 45,000
broadband connections have been set
up since the project began in 2002.

Raising awareness
We want to understand our 
impacts and stimulate debate 
on sustainable development 
and corporate responsibility. 

We do this, for example, by
participating in industry bodies 
and being involved in public policy
development. BT currently chairs 
the Global e-Sustainability Initiative 
of ICT service providers and 
suppliers, with the support of 
the United Nations Environment
Programme and International
Telecommunication Union. This
initiative promotes technology that
fosters sustainable development.

We have produced a number of
occasional papers which explore the
complex relationship between
companies and society. 

BT is a signatory to the UN 
Global Compact, an initiative that 
strives to motivate business and 
industry around ten principles on
corruption, environment, labour 
and human rights.

Sustainable development has increasingly come to represent a new 
kind of world, where economic growth delivers a more just and inclusive
society, at the same time as preserving the natural environment and 
the world’s non-renewable resources for future generations.

Achieving sustainable development requires a degree of international
consensus and a great deal of multi-institutional support. 
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Key performance indicators and targets

Category Indicator 2005 2004 2003 Target 2006

Customers Customer Dissatisfaction – 23% 29% 37% To increase the number 
against an objective of compound compound compound of extremely and very 
reducing the number of reduction* reduction* reduction* satisfied customers by 5%†

dissatisfied customers by 25%
per year over three years

Employees Employee Engagement Index – 65% 64% Not available‡ To achieve 66% by 
a measure of the overall March 2006
success of BT’s relationship
with its employees

Diversity – a measure 22.4% Women 22.7% Women 23.8% Women To maintain or improve 
of the diversity of the (22.1% of senior) (21% of senior) (20% of senior) on the figures for the
BT workforce 9.2% Ethnic Minority 8.9% Ethnic Minority 8.2%Ethnic Minority 2005 financial year

(8.1% of senior) (7.6% of senior) (7.0% of senior)
2.2% Disabled 2.1% Disabled 2.0% Disabled
(0.7% of senior)

H&S: Lost Time Injury Rate – 0.480 cases 0.620 cases 0.885 cases Reduce to 0.41 cases
rate of Lost Time Injury per 100,000 per 100,000 per 100,000 per 100,000 hours during
Incidents expressed as a rate working hours working hours working hours the 2006 financial year
per 100,000 hours worked
on a 12-month rolling average

H&S: Sickness Absence Rate – 2.68% calendar 3.06% calendar 3.44% calendar Reduce to 2.57% calendar
percentage of calendar days lost days lost to days lost to days lost to days lost due to sickness
to sickness absence expressed sickness absence sickness absence sickness absence absence during the 2006
as a 12-month rolling average financial year

Suppliers Supplier Relationships – Not available‡ 94% Not available‡ To repeat a measure in the
a measure of the overall 2006 financial year and
success of BT’s relationship achieve more than 90%
with its suppliers

Ethical Trading – 240 risk 242 risk 31 risk To achieve 100% follow up
a measure of the application assessments assessments assessments within three months for all 
of BT’s supply chain with 100% with 100% with 100% suppliers identified as high
human rights standard follow-up∆ follow-up∆ follow-up∆ or medium risk∆

Community Community contribution – £20.8m in £18m in £26.1m in Maintain a minimum
a measure of our investment funding and funding and funding and investment of 1% of
in society support in kind support in kind support in kind pre-tax profits

Environment Global Warming CO2 53% below 42% below 40% below Cap 2010 CO2 emissions 
emissions – a measure of  1996 levels 1996 levels 1996 levels at 25% below 1996 levels
BT’s climate change impact

Waste to landfill 73,201 tonnes 79,677 tonnes 89,878 tonnes By 31 March 2006,
and recycling – to landfill (66%) to landfill (74%) to landfill (76%) we will increase the
a measure of BT’s 37,408 tonnes 27,626 tonnes 27,809 tonnes waste recycled by 5%
use of resources recycled (34%) recycled (26%) recycled (24%) (recorded in tonnes)

Digital UK Addressable Broadband 95% UK More than 67% UK Broadband available
Inclusion Market – a measure of the homes and 85% UK homes and to exchanges serving 

geographical reach businesses homes and businesses 99.6% of UK homes and 
of broadband businesses businesses by summer 2005

Integrity Ethical Performance 70% Not available‡ Not available‡ To achieve 71% 
Measure – a measure of our by March 2006
progress in acting with integrity

* revenue weighted
† this is a revenue-weighted measure and is combined with a target to limit the levels of dissatisfaction to March 2005 levels
‡ measure not used that year – see archived reports for earlier measures
∆ risk assessments are based on completed questionnaires
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Hot Topics

Using selection criteria approved by our
Leadership Panel, we consider BT’s stakeholder
consultations (such as our Consumer Liaison
Panels), the results of various opinion polls 
and press coverage to identify the topical 
issues of concern to BT and society.

Our Hot Topics cover our more controversial
social and environmental impacts. They have
been written by independent, external authors.

Our Hot Topics seek to interest, engage
and educate the reader and provide
food for thought on topical issues.
The views expressed in them are 
those of their authors, and do not
necessarily represent those of BT. 
Hot Topics include: 

Privacy in the Digital 
Networked Economy
Our most recent Hot Topic, written by
Polly Courtney, Charlotte Lacey and
Rebecca Nash of the Henley Centre,
addresses trade-offs between
advancements in networked
technologies and the risk to 
personal privacy rights.

Abuse of the Internet
Solitaire Townsend of independent
consultancy Futerra considers the
issue of abuse of the internet – such
as hate crime online, offensive and
extreme adult pornography and the
dangers to children online.

Good Migrations?
Judy Kuszewski and Kavita Prakash-
Mani of SustainAbility consider the
relationship between offshoring,
corporate social responsibility and 
the geography of jobs.

Virtual Vice
James Wilsdon and Paul Miller 
of Demos examine BT’s approach 
to internet activities of concern 
such as hacking, copyright
infringement and spam.

Modern Communications 
and the Quality of Life
Written and researched by the 
Future Foundation, this examines the
impact of modern communications
technology on our daily lives.


