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Message from the President of Far EasTone



About Far EasTone

Corporate Vision

2011 Corporate Objectives

Brand Spirit
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Innovative Strategies

Acceleration of Network Infrastructure Construction

－

－

－

－

Provide Heartfelt Services that Address All Consumers Needs

－

－

－

－

Create Cross-Strait Cloud and M2M service for Commercial Opportunities in Integrated 

Information and Communication

－

－

－

Create Innovative Platforms and Expand Cross-Strait Markets

－



Primary Business Results for the Past Three Years 

Year 2009 2010 2011

Other Expenditures

Year 2009 2010 2011

2

Proportions of Consolidated Business

Year 2009 2010 2011

C o n s o l i d a t e d  R e s e a r c h  a n d 

Development Expenditures in Innovation 

Investments for 2009~2011
Year 2009 2010 2011

Market Share



Top          Far EasTone Projects

 Integration of stores network routes to provide all-encompassing services

 Omusic platform with environmentally fashionable concepts

 FET eBook Town creates cloud-based literary creativity platform

 FET S Mart increases Taiwan’s soft power



 Leading Android trends

 Introduction of smart mobile devices

 Entry into the tablet computer market

 Create new chapters in cross-Strait communications

 Far EasTone cloud series with zero-distance service



    

Corporate Social
 Responsibility
 Management

 Responsibility ResponsibilityCorporate Social
Responsibility Management

Facing rapid changes in the overall economy, environment, and industry, Far EasTone understands that moving with 

the times is necessary. In addition to responding to changes in consumer needs and providing more comprehensive 

outstanding services, we should also actively master and understand current trends and focus on input from all sectors 

sustainable corporate development.

Therefore, Far EasTone is utilizing its core corporate capabilities to not only enforce the spirit of its corporate governance, 

Committee” to act as the highest directing authority for long term strategic planning and discussion of CSR strategies. 

Furthermore, we continuously maintain various communication channels to enhance dialogue with stakeholders from 

corporate citizen.

CEO, and executive from all departments serve as committee members. A dedicated CSR secretariat also exists, while 

teams of experts are invited to provide professional consultation. Far EasTone CSR Committee holds one regular annual 

members are managers from all departments jointly promoting and executing Far EasTone’s 5 major CSR objectives, 

which include action plans for responsible governance, sustainable environment, social participation, digital inclusion, 

and a healthy workplace.



Organization of Far EasTone CSR Committee

Dual Themes of Corporate Social Responsibility in Far EasTone

Responsible InnovationEnvironmental Fashion 

CSR Committee

Chairman

CEO

President

Vice President 

Strategic and

Technical Director Secretariat

Expert Groups

Responsible 

Governance

Healthy

Workplace

Digital

 Inclusion

Sustainable

Environment

Core group (committee members)

Finance&

Shared 

Service

Sales &

Channel 

Mgt.

Product &

Service 

Delivery

Human

Resources

Legal &

Regulatory
Marketing

Information 

Technology

Network &

Technology

Social 

Participation



    

Communication and Dialogue with Stakeholders

Issue

Stakeholder

Key Issues Basic Response Issues

- Price and Quality of Products and Services

- Transparency of Product / Services / Sales

   Information

- Compensation Package

- Price Competitiveness

- Labor Environment Management within 

  Supply Chains

- Social Charity and Compensation

- Donations

- Industry and Business Development Trends

- Low Carbon Products and Services 

- Legal Compliance

2011 Far EasTone Issue Materiality Matrix



Category Targets
Issues of Concern

(Ranked)
Dialogue Method 2011 Accomplishments

Units

Far EasTone’s Response to Stakeholders



    

Corporate Governance

Company Organization

Mainland China Business 
Development Department

New Business
Development Department 

Smart City
Project Department



Operation of the Board of Directors

Invested Businesses

Far EasTone Telecommunications Co., Ltd.



    

Establishment of the Remuneration Committee

Formulation of Behavioral Principles

http://www.fetnet.net/cs/Satellite/Corporate/coRegulationRule

●

●

●

Comprehensive Information Disclosure



Case - Shareholders' Input and Recommendation: Taiwan Corporate Governance Association
Case  

Excellent Investor Relations

Dialogue with Investors / Shareholders

●

●

●

●

●



    

Corporate Governance-Related Awards

◎ 

◎ 

◎ 

 Case  

Government Assistance Projects in 2011

Assistance Project Project Content Amount

Top ten A
+

Top ten A
+

st

st

Top ten A
+

The Asset

Top ten A
+

Top ten A
+

The Asset



Risk Management

Security Affairs Management

Section Responsible Unit Explanation of Controls

Protection

Risk Management Organization

Corporate Security Committee

Risk Management Organization 

and Roles in Far EasTone
Explanation of Authority and Responsibilities



Innovative Service

software. In November 2010, Far EasTone became the top ranked brand store after registering as an MM store-in 

-store in China Mobile Market Apps Store.

Award” at the 5th digital publications golden tripod awards held by the Government Information Office. We have 

successfully combined contents and mobile devices, made reading experiences more interactive and enjoyable, and 

created a new milestone for interdisciplinary cooperation on cultural innovation and lifestyle technologies. 

FET e-Book Town entered a strategic alliance with China Mobile’s reading site to introduce Taiwan’s digital 

publications to the mainland Chinese market. Omusic and the FET Video Store will also be introduced to the Chinese 

market. At the same time, we are expanding our global market share through our strategic alliance with Vodafone, 

facilitated through the Conexus alliance.

Far EasTone introduced eight major intelligent services, integrating and applying cloud and M2M technologies to 

campus-related industries, assisting corporations with creating comprehensive information and communications 

Innovative

services
Innovative ServiceInnovative Service



Far EasTone’s Four Major Applications



FET e-Book Town

FET SMart



Omusic Digital Music Platform

FET Video Store

Case Study: SMart, an Innovative Application for Mobile Services
Case  



FET Star App Award

    

Participating APP Numbers Awards Total Monetary Awards

2011 162 15 2,000,000



2010 Events

2011 Events

  

  

  

SMart Developer Conference

Campus App Contest

SMart Innovation Seminar

2010 Golden Penguin Contest

Sponsorship of the Mobile Hero of the Ministry of Economic Affairs

Cooperation for Store-in- Store with China Mobile

Yuan Ze University and Far Eastern Group engage in industry-academic cooperation on preliminary corporate research 

and development project plans

National Taiwan University Information Engineering App Development Achievements Exhibit

FET Star App Award

First Ever Cross-Cross Strait Android Apps Design Contest

GeoSMS

Taiwan User Experience Design Summit

App Industry Sharing Conference of the Information Service Industry Association

Golden Penguin Contest

App StarApp Star

National Taiwan University Information Engineering Exhibit for Mobile Platform Interface Design + Cloud Program Design

Yuan Ze Science Camp

FET Star App Award



Eight Intelligent Cloud Services

Medical Cloud

   



Transportation Cloud

Campus Cloud



Stores

Stores

Continuous implementation of Service Certification since 2006 and winning five consecutive Qualicert service 

Providing the most comprehensive educational training in the industry, including 80 hours of training classes for 

new employees, ranging from new hires to select special service personnel, as well as large scale foundation and 

advanced service training each year. Consumer evaluations on retail location services are also used as criteria for 

incentive rewards and disciplinary action for operations units to ensure service quality.

Industry Leading and Dedicated Service

1. 10-Minute Service Promise: Far EasTone pays  compensation of NT$ 1 for every minute that a customer has

 to wait in excess of 10 minutes for service.

2. Retail Location Appointment Service: specialized services requiring more time can be processed in one 

 phone call without waiting on the phone or in line.

3. Platinum members can enjoy maintenance and delivery services at locations of their choosing.

4. Automated fee paying machine services were introduced at stores to eliminate the inconvenience of waiting 

 at the counter.



Cloud Audiovisual Service Assistance

‧

‧

Execution

Method

Retail Service Feedback Hotline

Phraseology and tone
Enthusiasm and

Compassion

Service Assistance Priorities

Customer Interaction

Establishment of Continuous Improvement Mechanisms



Recruitment and Training 

Phone

M13

Schedule of Annual Service Training Plan

Customer Service Satisfaction Surveys for Stores

Mar Apr May Jun Jul Aug Sep Oct Nov Dec

9.2

8.9

8.6

8.3

8.0

2011.Mar-Dec



Introduction of Dedicated and Innovative Services

1. 10-Minute Service Promise

2. Retail Location Appointment Service

3. Home Delivery  for Platinum Members

4. Automated Fee Paying Machine Services at Stores



Active Participation in Community Events

Community Volunteer Cleaning Event - Luzhu Renai Franchise Store

Personal Charity Action - Bade Gengliaojiao Franchise Store

Small things Deliver Warmth - Fengshan Zhongshanxi Franchise Store 

Daily Receipt Collections - Xizhe Zhongxiao Franchise Store

World Vision-30 Hour Famine - Taichung Dadun Special Franchise Store



Environmental Actions of Stores

Time
Volume Recycled

Cell Phones Parts Total

Total 3,875 3,909 7,784

Recycling of Obsolete Cell Phones and Batteries

Recycling Results Statistics of Unwanted Cell Phones and Parts(primarily battery chargers)



Customer Service

Customer
Service

Introduction of the only SMS billing service, which has reached 480,000 users by the end of 2011.

Key Customer Service Indicator Information 

2011



Internal Satisfaction Surveys

Customer satisfaction surveys through Interactive Voice Response (IVR):

Customer satisfaction surveys through auto dialer:

Personnel visits:

External Client Satisfaction Surveys

Customer Satisfaction Levels



Administrative issues

One Call Resolution

One Call Resolution Flowchart

Customer

Phone in

No

Yes

Survey Results and Subsequent Improvement Plans

Telephone Customer Service:

Store Service:

Billing:



Privacy Protection

Personal Information Management System

Educational Training for Personal Information Protection

External Information Communication and Connection

http://www.fetnet.net/cs/Satellite/FETnet/FnPrivacy



Instant Response to Customer Needs

Service and Operational Performance Management

Bill Format Revisions and SMS Billing Providing



Reduction of Impact from Telecommunications Services

Advertisement and Text Message Filtration

Far EasTone Antivirus Tool



Strategic Alliance

Strategic
Alliance
StrategicStrategic

Continuous deployment of competent networks across all of Taiwan and acceleration of 3G network upgrades and 

Wimax network expansion to provide users with the most timely and appropriate needs. In addition to laying cross-

strait undersea cables, we are also working with various international telecommunications companies to enhance 

international network connectivity.

Conexus Mobile Alliance, an Asian telecommunications partnership of which Far EasTone is a member, initiated a 

services with over 600 million users in alignment around the world.

Far EasTone is a founding member of Taiwan Telecommunication Industry Development Association (TTIDA), and 

has been giving long term advice to the government regarding consolidating telecommunications industry legislation 

and standards and industry environments.

About Conexus Mobile Alliance

www.conexusmobile.com



Interaction with Industry Associations

Participation in Major Industry Associations

Association Name Characteristics and Functions of Association

Secretarial (Chairman) or 

Supervisory (Supervisor) 

Positions

● ●

● ●

● ●

● ●



△

Participation in Public Telecommunications Policies

Telecommunications & Intelligent Transportation Technology 
Development Foundation

Foundation Organization

Far EasTone Education Center

Board of Directors

Chief Secretary

Administration

Team

Business

Execution 

Team

FET Lab



Operational Structure

● 

● 

● 

● 

Training

●

●

●

Transportation

(FETC)
●

Communication

(FET)

●

●

●

Long Distance Care Plans for Elderly Groups
Case  

Energy and Carbon Reduction and Intelligent Transportation Seminar
Case  



Employees

Employees

Enrolment in pre-job training and professional skill development training for all new employees for the entire year.

Encouragement of effective positive dialogue with employees through Lantern Legend Project Management and 

harmonious labor-employer relations.

Employees are eligible for biennale health inspections, which exceed legal requirements. We also work with 

government agencies and community medical agencies to conduct various health seminars and well-being 

promotion events.

counseling sessions annually.

Hiring of visually impaired massage therapists to alleviate work-related stress for employees, while also creating job 

opportunities for visually impaired individuals.

Department of Health of Taipei City Government” since 2009.



Employee Training and Career Development

Professional
Employees

Entry Level
Managers

Middle Managers
Upper

Management

● ●

● ●

● ●

Priority Personnel:

Management Personnel:

Professional Personnel:

Employee Hiring Process



2011 Personal Development Plans Female Male Total 

5

112

454

Total 179 392 571

Average Training Hours

Gender Female Male
Total Average 

Training HoursPersons Persons

2011 140,908 3,855 36.55 85,073.1 2,921 29.12 33.35

Foundational Training

Professional Skill Development

Leadership Training

Regular Assessments and Career Development Reviews



Labor-Employer Relations

Prevention of Sexual Harassment



Employee Dialogue Channel Target Participants Frequency

Employee Opinion Surveys

Anti-Bribery Measures

Transparent Bilateral Dialogue Channels



Subsidies Paid (NT$)

Retirement System



Occupational Well-Being



Occupational Safety and Health

Disaster Response and Training Promotion

Labor Safety and Health Committee

Security Personnel Employment Conditions

●

st

●

●

●

●

●

Pre-Job Training Location Training
Skill Training Records

Management

Skill Training for Security Personnel



Human Resources Statistics

Manpower Employment Situation

Employee Statistics by Nationality

Nationality

Taiwan Sweden Singapore Malaysia Indonesia Thailand Vietnam South Korea

2

2011 4,931 1 1 1 3 1 1 1

Year 2010 2011

Total Employees  4,072  4,940

4,931

2,337

2,594

9

5

4

4,940

2,342

2,598

4,936

2,339

2,597

4

3

1



Number of Handicapped Persons Employed

2011

Persons
29

Employee Turnover Rates

2011

Male Female Male Female

2

Total 798 928

Maternity Leave Applications and Job Resumption Rates

2011

Male Female Total

Job Resumption Rate

Ratio of Male and Female Managers

Managers 

or 

Assistant 

Managers

Managerial 

Assistants

Vice 

Presidents 

or

Higher 

Positions

Total

2011

2010



Green
TelecommunicationsTelecommunications

power street light installation, water tower frequency adjustments, etc. Thereafter, energy conservation rates for the 

Competition of Taipei Neihu Technology Park”.

In 2011, Far EasTone was selected by the Ministry of Economic Affairs’ Bureau of Energy to undertake demonstration 

to be achieved in early 2012.

Autonomous establishment of Far EasTone’s own data centers based on the international standards of data centers.

2 of 

energy consumption indicators from the previous year.

to the carbon absorption of 270 Daan Forest Parks.

Establishment of fuel cell demonstration sites for 2 base stations in 2011. Operation tests are expected to last for two 

years to verify the viability and cost-effectiveness of replacing traditional batteries / generators.

power consumption for each station installed.

Green procurement tracking mechanisms will be incorporated into the new procurement system that went online in 2012.

Green Telecommunications



Climate Change Risk Management

Overview of Far EasTone’s Responses to Climate Change

2001

2004

2005

2009

2010

2011



Organization of Emergency Response Decision Centers for Data Centers

IT Emergency Operation Center

Executive Vice President of IT

IT Emergency Operation Center

Manager

Directors from relevant IT

units

IT Service Recovery Team

Lead

Organization of Execution Teams for Service Recovery Procedures

IT Service Recovery Team

IT Service Recovery Team Lead

AP Testing Team
System Resources Recovery 

Team

Communications Network 

Recovery Team

Data Center Operation Team

Non-Core Billing Systems

Team
Database Systems Team Telephone Networks Team

Core Billing Systems Team
Hardware and Administration 

Systems Team
Data Networks Team

Service Continuity Plan for Prepaid Services
 Case  



Organization of Far EasTone Energy Management Committee

Chairman Executive Vice President

Management Representative Managerial Assistant

Committee Member:

Public

Relations 

Department

Committee Member:

Facility

Management 

Department

Committee Member:

Administrative 

Management 

Department

Committee Member:

Internet

Technology 

Department

Committee Member:

Procurement 

Management 

Department

Committee Member:

Procedural 

Management 

Department

Energy Audit TeamExecutive Secretary

Far EasTone Response System Framework for Prepaid Cards

Primary Disaster 

Recovery Services
Domestic 

Phone Billing

Banqiao Data Center(Disaste ecovery Data Center)Banqiao Data Center(Disaster Recovery Data Center)

Tape Storage
Rack

Tape Storage

Rack

Neihu IDC (Primary Data Center )

International 

Phone Billing

Short Message 

Billing

IVR-User Inquiry 

for Balance

Recharge for 2G/3G

Prepaid Cards

Synchronous Data Transmission

Optical FiberNetworkiberNetworkOptical FibeSystem Data 
Network

Internal IP 
Network

System Data 
Network

Prepaid Card 

Billing System

Prepaid Card 

Billing System

Middleware 

System Service

Middleware 

System Service

Make Call Test

Voice Message Application 

System Service

Voice Telephone

Recharge Test

Voice Message Application 

System Service

Real-Time Call

Control

Internal IP 
Network



Energy Control Analysis

Reduction of System Energy Consumption

Environmental Monitoring System

Using Clean Energy

Far EasTone’s Energy Conservation Objectives

2

Phase 1:
F o c u s i n g  o n  a t t r a c t i n g 

employee's participation and 

beginning on tracking energy 

usage conditions.

Phase 2:
Focusing on improvement 

including promoting paper-free 

environments, establishment 

of environmental monitoring 

systems, etc.

Phase 3:
Focusing on core activities 

o f  c l e a n  e n e r g y,  w e l f a r e 

promotion, inspection systems, 

and utilization of technologies 

to reduce resource depletion.



Power

Elevators

Lighting

Buildings

Air 

Conditioning

℃ ℃ 

℃

Water



Construction of World Class Data Centers

Referencing and Introducing TIA-942

Separation of Cooling Channels in Data Centers



Cold Channels in Data Centers

Heat emission Heat emission

Right side of the temperate Left side of the temperate

Rapid and able to open

Fan Module A
humidity

Heat aisle

Temperature probe

Air conditioning
cold aisle

Aluminum framed and
tempered glass door

Fluorescent lightingNetwork cable rack Network cable rack

Cellular

Insulation layer

Power line rackPower line rack

Hot air Slight hot air Slight cold airWarm air Cold air



Energy Conservation in Data Centers

Merger of Data Centers

Server Consolidation

Moving towards Cloud and Virtualization Strategies



Energy Conservation Strategies in Base stations

Reductions in Base Stations

 Base station co-location

Base station co-build

Network optimization

Procurement of High Performance Base Station Equipment

2

Reduction in Air Conditioning Electricity Use

Reduce Usage Time of Air Conditioning Conditioners

Procurement of High Performance Air Conditioners

Invest in Heat-Insulating Materials to Lower Air Conditioning Electricity Usage



Green Procurement

Future Directions and Objectives

Solar Power Demonstration Stations

Fuel Cell Demonstration Sites

Non-air conditioning BTS sites

Relevant Environmental Awards

●

●

●

●

●

●



Supplier Management

2

0

4.5

3

7.5

1.5

Waste Management

Dialogue Channels with Suppliers

● 

● 

● 

● 



Introduction to 

ISO50001 ISO50001

Beautiful Taiwan 

Photography

Lighting Exhibit

Environment Concept 

Promotion

Second Hand Goods 

Donations



After Replacement

Energy Consumption

231 157

Replacement of Fire and Emergency Escape Lighting with LED Lighting

After Replacement

40W 10W 1,800

26W 3.9W 7,757

16W 2.5W 11,313

Environmental Data

centers / base stations / directly operated stores)

Lighting Replacement

2 2



24.451

Banqiao Mechanical

Water Usage Statistics

Tapwater (1,000m3)

2011

24.451

13.443

4.367



/ base stations / directly operated stores)

2

main data centers across Taiwan)

Watts of Electricity Used

Electricity Conservation Ratio

Watts of Electricity Conserved 3,326,011

Reductions in Total CO2 Emissions (KG) 2,072,105

Watts

of 

Electricity 

Used

43,795,1922011

Watts

of 

Electricity 

Used



Social Care

Social
Care

Far EasTone has long been committed to helping abandoned and orphaned children. Since 2006, we have worked 

with the Child Welfare League Foundation for five consecutive years. We promoted active cash donations and 

on domestic child care.

communications infrastructure construction, the activation of the Disaster Prevention Communications Platform 

microwave networks, and satellite transmission systems, and also provides mobile audiovisual systems with instant 

video, audio, and data, which allows for deep access into disaster areas and instant video transmissions.

Responding to the Far Eastern Group, we continue to care for teachers and students affected by Typhoon Morakot, 

inviting 235 teachers and students to Taipei’s Flora Expo to understand the importance of environmental work. We 

further hope to enable students to understand the importance of caring for the Earth through education.

innovative artistic inspiration to the Taiwanese people with consummate performances, and establishing 

internationally connected artistic foundations for the nation’s future owners.



Joining Hands with Child Welfare League Foundations and 
Devoting Long Term Care to Children’s Issues

of the Child Welfare League Foundation

Year Donations (NT$) Number of Children Helped Content

Total 10,849,202 4,588



Compassionate Donations, Charity Sales and Caring for 
Minority Groups

External Donation Statistics between 2009~2011 (donations besides those made to the Child 

Welfare League Foundation and for the Typhoon Morakot disaster)

Year 2009 2010 2011

Far EasTone Caring for Disaster Areas, Collecting Donations, 
and Delivering Compassion to Disaster Areas



Targets and of Donations Amounts for the August 8 Floods

Organizations Assisted by Far EasTone’s Social Care Activities in 2011 and Resources Invested

Organization Assistance Project
Amounts 

Donated  (NT$)
Donation Content

Organization Assisted Event Name Donation Amount



Echoing Far Eastern Group’s Charity and Continuing to Care 
for Typhoon Morakot’s victims



Setting Precedents for Charitable Responsibilities and 
Creating Charitable Values with Core Values

Distance-free Love and Compassion Sent Abroad for the 
Japanese Earthquake



Disaster-Resistant Communications Platform in Namaxia Township



Artistic Connection with International Performance – Project 
to Introduce Cirque du Soleil Performances to Taiwan



SGS Assurance Statement





●

●

●

●

●

●

●

●

◎

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

GRI G3.1 Index



●

●

◎

●

◎

Presence

20 ●

●

●

●

●

●

●

●

○

◎

●

●

●

●

●

●

●

●

●

●

●

◎

○

◎

●

●

●

◎

●

●

●



●

●

○

●

●

○

●

●

◎

●

●

●

●

◎

◎

●

●

●

●

●

◎

●

●

●

○

◎

●

◎

●

◎

◎

●

○

●



●

●

○

○

○

○

●

◎

○

●

●

●

43 ◎

○

◎

●

●

◎

●

●

●

「 」

● ◎ ○


