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1. Purpose  

The purpose of this Stakeholder Engagement Policy is to outline Yettel Bulgaria’s commitment to fostering 
transparent, inclusive, and meaningful engagement with stakeholders. This policy aims to enhance trust, 
improve decision-making, and align with the sustainability goals of Yettel Bulgaria (referred to as “the 
Company”).  
 
Stakeholder engagement enables the development of a comprehensive understanding of the company's 
broader impact on the economy, the environment, and society. This process will allow us to consider and 
address the diverse needs and expectations of all those affected by our business operations. 

This Stakeholder Engagement Policy aims to set a solid base for building constructive and positive 
relationships with all of the Company's  stakeholders, while ensuring that the interests and concerns of all 
relevant parties are considered, leading to sustainable and inclusive decision-making and long-term 
success. 

2. Scope of application 

The policy is еnacted for all operations of the Company and applies to all interactions between the 
Company and its stakeholders. Yettel Bulgaria’s stakeholders are categorized in two groups based on the 
nature of the relationship with stakeholders:  
 

• Primary stakeholders:  

o Employees; 

o Relatives and other employees’ family members; 

o Private customers and business customers; 

o Suppliers and contractors; 

o The government and regulators.  
 

• Secondary stakeholders:  

o General population and local communities; 

o Non-governmental organizations; 

o Media outlets; 

o Other relevant parties.  

The Policy addresses  all relevant and material impacts, risks, and opportunities (IRO), ensuring a 
comprehensive and consistent approach to their management. It encompasses key areas that influence 
the organization's strategic direction, operational resilience, and sustainability commitments. 
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Specific actions regarding the defined stakeholder groups, communication methods and purpose of 
stakeholder engagement regarding primary and secondary stakeholder groups have been detailed in 
Annex 1 and Annex 2. 

3. Relevant Standards and Requirements 

This policy is aligned with the following standards and frameworks: 

• The Directive on corporate sustainability reporting (CSRD) and the supplementary European 
Sustainability Reporting Standards (ESRS): ESRS S1 (Own Workforce), ESRS 2 (Workers in the Value 
Chain), ESRS S4 (Consumers and End-Users), and ESRS G1 (Business Conduct). 

• United Nations Sustainable Development Goals (SDGs). 

• Yettel Bulgaria’s Sustainability Strategy 2028. 

• Universal Standards of the Global Reporting Initiative (GRI 1,2,3)  

• Topical GRI Standards, including: 

o GRI 201: Economic Performance, GRI 203: Indirect Economic Impacts, GRI 205: Anti-
corruption; 

o GRI 302: Energy, GRI 305: Emissions;  

o GRI 403: Occupational Health and Safety, GRI 404: Training and Education, GRI 405: 
Diversity and Equal Opportunity, GRI 406: Non-discrimination, GRI 416: Customer Health 
and Safety, GRI 418: Customer Privacy. 

4. Roles and responsibilities 

• Policy Manager: Yettel Bulgaria’s ESG Manager is responsible for overseeing the implementation 
and  timely review of this policy. 

• Stakeholder Engagement Team: Yettel Bulgaria’s ESG team oversees the coordination of the 
stakeholder activities, collects feedback from the relevant departmental representatives, and en-
sures compliance with this policy.  

• Relevant Departmental Representatives: The policy will be enacted throughout different divi-
sions in Yettel Bulgaria depending on the stakeholder group. The following department 
representatives will be responsible for integrating stakeholder engagement practices within their 
respective functions: People and Culture, Sourcing, Business Sales and Marketing, Corporate 
Affairs, Corporate Communications, Brand and Marketing Communications and other relevant 
functions, if needed.  

To ensure accountability throughout the process, regular monitoring will be implemented. Progress will be 
reviewed periodically, allowing for timely adjustments and addressing potential issues which may arise. 
Evaluations will take place on a regular basis to ensure alignment with the overall objectives of the Policy. 
This approach ensures a continuous and adaptive process while maintaining sufficient oversight.  
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5. Policy Commitments 

5.1 Transparency 

• Provide clear, accurate, and timely information to stakeholders, including updates on corporate 
decisions, sustainability initiatives, relevant operational changes and other aspects, which can be 
affected by or influence one or more stakeholder groups. 

• Ensure regular reporting on stakeholder engagement outcomes. 

5.2 Respect and Inclusivity 

• Respect the interests and opinions of all stakeholder groups and treat all stakeholders in a fair 
manner, ensuring that all stakeholder groups feel able to participate in discussions, to express 
their opinions and to feel heard.  

• Identify and engage diverse stakeholder groups to ensure representation of all stakeholder groups 
which are affected by and can influence the Company, including vulnerable and/ or minority 
groups. 

• Foster an environment of open dialogue and active listening to ensure stakeholders feel heard 
and valued. This is accomplished through facilitating accessible channels for communication and 
feedback. 

5.3 Responsiveness 

• Act on stakeholder feedback to improve policies, practices, and initiatives. 

• Evaluate stakeholder needs and expectations on a regular basis. 

• Take a proactive approach and try to anticipate potential needs for information and/ or potential 
issues before they occur and offer opportunities to facilitate open, two-way dialogue with stake-
holders. 

5.4 Responsibility and Accountability 

• Practice responsible business conduct, ensuring that the Company’s products and services are 
safe and that the Company upholds the interests and well-being of our stakeholders, including the 
environment and society. 

• Take accountability and accept responsibility for impacts associated with company operations.  

• Maintain records of engagement activities and their outcomes (e.g. survey results, summaries of 
results, etc.). 

• Include stakeholder engagement metrics in sustainability reports. 
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6. Implementation of the Policy 

Stakeholder Mapping: Identifying key stakeholders and categorizing them based on their influence, level 
of interest, and impact on company objectives. Based on the mapping, appropriate channels for 
engagement of each stakeholder group are also defined. 

Engagement Channels: The Policy governs stakeholder engagement activities across all operational and 
strategic levels. Yettel Bulgaria implements this policy through a diverse set of initiatives, aimed at 
different stakeholder groups. Example activities under this policy include employee surveys, regular 
updates, grievance mechanisms, and events. Specific stakeholder engagement initiatives include the 
following:  

• Engagement initiatives for employees of Yettel Bulgaria: 

o Recruitment satisfaction survey after each placement and surveys on the 1st, 3rd and 6th 
month after the employee’s date of employment. In the case of employees returning from 
long-term leave, the Company has also put in place reboarding surveys on the 1st and 6th 
month; 

o Monthly 16 – a monthly employee engagement survey focused on gathering data on 
employee satisfaction and engagement; 

o Annual DEI survey - aimed at gathering feedback regarding diversity, equity and inclusion 
in the workplace, assessing individuals’ experiences, perceptions and suggestions for 
creating a more inclusive and supportive environment;  

o Focus groups, hosted by Yettel Bulgaria’s People and Culture division with internal 
stakeholders on specific topics (e.g. needs of employees in different life cycles, employee 
engagement before, during or after parental leave);  

o Employee resource groups (e.g. Balance crew, ESG crew, Health and Safety committee) or 
another created per need/ project; 

• Engagement initiatives for suppliers, contractors, B2B clients and other relevant business partners 

o ESG Connect – a series of in-person events organized by Yettel Bulgaria. ESG Connect 
sessions typically focus on relevant topics to the stakeholder group(s) and offer additional 
information, insights and if relevant – actionable recommendations; 

• Engagement initiatives for the general population: 

o ESG social research – a general ESG Research aimed at generating insights regarding the 
Bulgarian population’s awareness of ESG topics, mainly focusing on use of devices, end-of-
life of devices, packaging and awareness of a variety of ESG terms; 

o Digital skills and online safety survey – "The Digital Life of Children and Their Parents” 
survey is an annual initiative by Yettel Bulgaria aimed at children (7-12 years old), 
teenagers (13-19 years old) and their parents. The survey covers questions related to 
internet use, online threats and problems faced by adolescents, as well as their attitudes 
towards advancement of their digital skills. 
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The engagement initiatives tailored for the general population are designed to provide comprehensive 
coverage of some of the Company’s key impacts, risks and opportunities, including the topics of 
responsible use of electronic devices, online safety, and digital literacy. 

Feedback Mechanisms: Yettel Bulgaria has established a structured process for stakeholders to provide 
input and raise concerns.  
 
All Yettel Bulgaria employees have the opportunity and are encouraged to raise concerns or report  any 
suspicion of a breach of the Code of Ethics, all other internal rules of the Company, and applicable legal 
regulations. Anyone can raise a concern or report a potential violation to the Compliance Team via email 
to compliance@yettel.bg. The Company has also set up an online form used to receive signals for 
discovered or suspected violations of laws or the Company’s Code of Ethics. Signals can be provided by 
both internal and external stakeholders and the form is available on Yettel Bulgaria’s official website 
through this link.  
 
In addition to the aforementioned feedback channels, stakeholders may share their experiences through 
various external channels (e.g. customer satisfaction surveys and feedback through social media 
platforms). If feedback received through those channels or by any stakeholders within the organization 
concerns environmental, social or governance topics, it should be promptly forwarded to the ESG team as 
the designated team for review and decision on appropriate actions. 

7. Stakeholder Engagement Policy Strategy and Objectives 

The objectives of the Policy are: 

• Strengthening relationships with stakeholders through regular and meaningful dialogue. 

• Integrating stakeholder perspectives into decision-making processes. Decision-making within the 
organization is not limited solely to business and financial considerations. It also encompasses 
environmental and social factors, ensuring a balanced and responsible approach to corporate 
governance. 

• Enhancing transparency and trust in Yettel Bulgaria’s operations. 

8. Annual Approach and Definition of Measurable Targets  

Annual plans will be developed based on the outcomes of stakeholder engagement. By incorporating 
feedback and insights gathered from key stakeholders, Yettel Bulgaria will ensure that strategies and ob-
jectives are aligned with the needs and expectations of relevant parties. This process will help prioritize 
actions and set clear, measurable goals for the year ahead.  
 
Following the formulation of annual plans, specific actions will be outlined to address key issues raised 
during stakeholder consultations. This includes identifying key initiatives, establishing timelines, and as-
signing responsibilities to relevant teams. Any necessary adjustments will be made based on ongoing 
stakeholder feedback and Yettel Bulgaria’s objectives, ensuring the company remains responsive and ac-
countable throughout the year. 

mailto:compliance@yettel.bg
https://forms.office.com/Pages/ResponsePage.aspx?id=T72bFlRAzUmlxwJEqyPjqKT9C7EpephBsVVYr1ct8U5UNktJTFUzTTJHUTZENjY3V0JYV1FZOUtDTyQlQCN0PWcu


 

 

 

Local Policy Stakeholder Engagement 
 
 

Page 7 of 8 

Company Internal 

9. Reporting and Disclosure  

• Yettel Bulgaria will include stakeholder engagement metrics and key insights in its annual ESG 
Report. 

• Yettel Bulgaria will ensure that stakeholder engagement outcomes are taken into account during  
decision-making processes and taking relevant actions. Stakeholder input will be systematically 
gathered and assessed to identify key concerns, expectations, and opportunities for improvement. 
Activities taken based on stakeholder engagement outcomes (e.g. based on approach and results) 
will be documented and reported through established internal and external reporting 
mechanisms. 

Reports will align with regulatory standards and requirements, ensuring consistency and transparency. In 
order to ensure transparency and accessibility of information, the Policy shall be made publicly available 
on the Company's external website and will also be accessible to all employees via Yettel Bulgaria’s 
Intranet page. 

10. Training and awareness 

• Conducting training for relevant employees (e.g. departmental representatives mentioned in 
Point 4 of this Policy) on effective stakeholder engagement techniques. 
 

• The Company is committed to raising awareness among stakeholders about their role in 
contributing to Yettel’s sustainability goals through internal and external communication. Some 
examples of awareness raising initiatives include: 

o Internal trainings for new employees on the topic of ESG and sustainable development at 
Yettel Bulgaria;  

o Internal ESG-themed initiatives for employees all year round (e.g. E-waste challenges, vis-
iting recycling facilities, etc.);  

o External communication regarding key ESG themes incl. but not limited to tackling e-
waste, DEI and others through a variety of marketing communication channels (e.g. TV 
advertisements on the topic of e-waste and green energy, digital campaigns focused on 
sharing tips and tricks for a more sustainable lifestyle, influencer campaigns on the topics 
of digital skills and online safety and physical installations highlighting main concepts of e-
waste and DEI).  

11.  Policy Review and Update 

This Policy is a living document and Yettel Bulgaria reserves the right to update and amend the document 
whenever necessary. 

If there are no explicit needs of amending the Stakeholder Engagement Policy, this document will be 
reviewed on an annual basis or as needed to incorporate changes in stakeholder priorities, internal or 
external audit recommendations, regulatory requirements, or corporate objectives. Updates will be 
documented in the change log. 
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12. Reference Documents 

• Yettel Bulgaria Sustainability Reports from 2022 onwards 
• CSRD Delegated Act and ESRS Standards 
• GRI Universal Standards and Topical Standards 
• Yettel Bulgaria’s Sustainability Policy 
• Yettel Bulgaria’s Sustainable Sourcing Policy 
• Yettel Bulgaria’s Responsible Marketing Policy 
• Yettel Bulgaria’s Circular Economy Policy 
• Yettel Bulgaria’s Climate Change Policy 
• Yettel Bulgaria’s People Policy 
• Employee Listening and Engagement Manual  
• Yettel Bulgaria’s Code of Ethics 

13. Change Log 

Ver 
no 

Revision category  
(new requirement, update, 
wording) 

Placement 
(chapter) Description of main revisions Date  

1 Policy creation and approval All New policy 16.06.2025 
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