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Letter from
Our CEO

As with everything we do, we have approached our sustainability 
journey with humility, knowing we have much to learn, gaps 
we need to close, and a long way to go. In truly understanding 
and appreciating how far we have come, who we serve, and the 
impact of our company and ecosystem on our communities and 
the environment, we can now combine humility with intention, 
dedication, and fierce resolve. An intention to do right by those 
we sought to help from the very beginning, solving real challenges 
that Indonesians face on a daily basis. A dedication to achieving 
our Three Zero goals that permeates our organization and drives 
everyone in our company to aim for the best in everything they do. 
A resolve to do everything we can to decarbonize our operations 
and our broader ecosystem, build a completely circular platform, 
and invest in the growth of our employees and partners to become 
a truly inclusive company and ecosystem.

We know we cannot do this alone. This report is a reflection of 
just one part of a much longer journey, which we hope everyone, 
including you, will share with us so we can truly go far together.

Andre Soelistyo
CEO, GoTo

2021 was a momentous year for us as we embarked on an 
incredible journey to form GoTo Group. This union between Gojek, 
Tokopedia, and GoTo Financial led to the creation of the largest 
digital ecosystem in Indonesia. It was the culmination of months of 
hard work across all organizations, driven by our collective mission 
to empower progress and create long-term value for everyone in 
our ecosystem, and supported by our shared values.

Our stakeholders, including driver-partners, merchants, 
consumers and employees, are the engines driving our company 
and ecosystem forward. It is because of them, in addition to our 
shareholders, that we are committed to transparent and consistent 
reporting, disclosing our performance annually on the material 
environmental and social issues that have the greatest impact on 
their lives and livelihoods.

GoTo’s first Sustainability Report demonstrates how we have 
integrated ESG considerations and opportunities into the way our 
company operates and grows. We could not have done this so 
effectively if positive impact had not already been part of our DNA 
from the beginning. 

Prior to the formation of GoTo Group, Gojek and Tokopedia sought 
to serve the millions of partners and users across Indonesia and 
this region, creating value and meaningful impact for them as well 
as our shareholders. It was not just part of our business model – it 
is our business model – and today, we continue creating value for 
the long term in even more systematic, credible, and meaningful 
ways as Indonesia’s leading technology ecosystem.
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Letter from
Our Group 
Head of
Sustainability

This report is a milestone marking a year’s worth of the progress 
we have made, and will continue to build upon. It discloses our 
key performance indicators, aligned to our Three Zeros by 2030 
commitments and global reporting standards. The Three Zeros 
continue to serve as our North Star; now we have actionable, 
concrete and year-by-year roadmaps to help direct us there. 
Underlying all of our efforts are the millions of people across our 
ecosystem, driving us to do better and with the urgency each 
challenge deserves. 

To our driver-partners, merchants, and users: we will continue to 
serve and to take action in your best interests, as the heart of our 
ecosystem. To our partners – from our Advisory Council members 
to the many sustainability-driven ventures and advocates who 
support us and ensure we remain in line with industry and global 
best practices: thank you. To our leaders who steward our efforts 
to shift how we operate, invest and plan towards our Three Zeros: 
thank you. And finally, to our GoTroops and Nakama who are the 
driving force of both our company and every single initiative and 
step we take in achieving our Three Zero targets: progress, we will!

Tanah Sullivan
Group Head of Sustainability, GoTo

Every year, sustainability becomes increasingly mainstream.  
It is now a prevalent theme, surfacing on everything from board 
meeting agendas, corporate planning sessions, and investor 
pitches, to panel discussions, white papers, and government 
roadmaps. Today, there is no shortage of discussions and 
commitments relating to sustainability.

However, we rarely see the “face” of sustainability: the human side. 
These are the people at the very heart of it all; the driving force 
of why companies, governments or leaders should be pursuing 
a sustainability agenda at all. We have to act more urgently on 
climate change because up to 3.6 billion1 people are vulnerable 
– their livelihoods, homes and communities to be impacted 
gravely by the effects of global warming. We have to respond 
more urgently to the systemic disparities dividing our societies – 
whether it is driven by wealth, gender, or other factors – because 
progress is not progress unless it is for us all. 

At GoTo Group, we consider the human side of our ecosystem – 
our millions of driver-partners, merchants, users, and employees 
– in everything we do. It drives more than our business; because 
of how and why we were founded, the success and progress we 
make as a company is closely linked to the progress of each and 
every person in our ecosystem. It is both why our mission is to 
Empower Progress and why we act with such urgency, leveraging 
technology to amplify our impact and reach beyond what we could 
have ever envisioned. 

1  “Climate Change 2022: Impact, Adaptation and Vulnerability” (2022, pg. 13); 
Intergovernmental Panel on Climate Change (IPCC). 
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About this
Report

Report Scope and Boundary
This report focuses on the ESG topics material to our company, as informed by extensive consultations with GoTo’s internal and external stakeholders. 
Building on the materiality assessment conducted last year for Gojek, we expanded it in 2021 to include stakeholder perspectives from Tokopedia and GoTo 
Financial to ensure it is representative of all of GoTo Group. 

The materiality assessment was designed and conducted with the following considerations:

Based on the latest materiality assessment, we finalized 15 high priority ESG topics material to our business and stakeholders. The process of engaging with 
our stakeholders does not stop with the materiality assessment; we engage with our key stakeholders throughout the year so we can continuously update and 
iterate our strategy, approach and progress.

  Universe of ESG topics

We identified a list of 28 ESG topics considered 
most relevant to industries in which our products 
and services are categorized. To create this list, 
we:
a. Assessed global ESG standards provided by 

the Sustainable Accounting Standards Board 
(SASB) and Global Reporting Initiative (GRI),

b. Identified ESG topics considered relevant 
to our industries by rating agencies such as 
Morgan Stanley Capital International (MSCI), 
and

c. Benchmarked against global peers and 
industry leaders through their publicly 
available sustainability reports.

  Voice of our stakeholders

We identified the stakeholders who rely on GoTo 
Group or on whom GoTo Group relies for its long-
term success. For the materiality assessment, 
we engaged with investors, employees, 
users, partners (drivers and merchants), and 
civil society organizations (NGOs, academia, 
think tanks and multilateral institutions). We 
consulted and gathered input from stakeholders 
via bilateral interviews, focus group discussions, 
and online surveys to assess the degree to which 
identified ESG material topics are important  
to them.

  Impact on our business

We worked closely with GoTo Group’s senior 
leadership to assess the impact of identified 
ESG topics on our business. To ensure a 
balanced and representative view, we engaged 
with senior leadership from diverse functions 
and international offices.

Since the inaugural Sustainability 
Report for Gojek in 2021, we have 
since formed a union between 
Gojek, GoTo Financial and 
Tokopedia to form PT GoTo Gojek 
Tokopedia Tbk (referred to as 
GoTo or the Company).

This is the first Sustainability Report of GoTo 
and its subsidiaries (which in this report is 
referred to as GoTo Group), covering the 
environmental, social and governance (ESG) 
performance of all three of the group’s 
companies. This report, and every report 
thereafter, allows us to periodically share our 
sustainability commitments, targets, and 
progress in a transparent and measurable way 
with all of you – our stakeholders.  

01 02 03

https://lelogama.go-jek.com/Gojek_Sustainability_Report_30-04-2021.pdf
https://lelogama.go-jek.com/Gojek_Sustainability_Report_30-04-2021.pdf
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Our Material ESG Topics
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We have used the results from our latest materiality assessment3 to frame GoTo’s 2021 
Sustainability Report. While this report highlights our approach and plans for the 15 material 
topics, we have several initiatives in response to other ESG topics that may not be considered as 
highly material to our company. A summary of all relevant initiatives can be found in Appendix A.

L
O

W

Employee Health and Wellbeing

COVID-19 Response

Employee Development

Partner Health and Safety

User Privacy

Climate Action

Diversity, Equity and Inclusion

Packaging Use and Disposal

Governance Structure

Business Ethics

Data Security

Air Quality

Compliance with Laws and Regulations

Socio Economic Development

Sustainable  Livelihood of Drivers

Selling Practices and Product Labelling

Waste associated with GoTo offices

Public Policy

Transparent Disclosures

Critical Incident Management

Product R&D and Innovation

Employment Practices

Customer Welfare

Stakeholder Engagement

Water Consumption

Traffic Congestion

Community Safety and Well-being

This report covers the following 
operations and countries:

We have a technology support office in India, 
for which information is also included in this 
Sustainability Report where applicable. We 
discontinued our operations in Thailand in 
August 2021, and as such, our disclosures do 
not include any information for Thailand. 

Entity2 Countries covered

Gojek

Tokopedia

GoTo 
Financial

Indonesia, Singapore, 
Vietnam, India

Indonesia, India

Indonesia, Singapore, 
Vietnam, India

2  The list of entities included in the organization’s 
consolidated financial statements but not covered in this 
report is mentioned in Appendix G.

3  This is the first materiality assessment for GoTo Group. In 
2020, a materiality assessment for Gojek was conducted; 
using the findings as a baseline, two new high priority 
material topics have been added: 1) Employee Development, 
and 2) Employee Health and Well Being.
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Reporting Timelines Reporting Standards External Assurance

Feedback Channel

Reporting Period

Unless otherwise stated, the ESG disclosures 
contained in this report pertain to the period 
from January to December 2021. Where 
relevant, we have supplemented the data and 
information for 2020 to provide more context.

Reporting Cycle

We are committed to publishing our 
Sustainability Report on an annual basis.

Global Reporting Initiative (GRI)

We selected the GRI Standards to prepare our 
Sustainability Report as they not only provide 
guiding principles on report content and quality, 
but also recommend specific performance 
disclosures relevant to our material ESG topics. 
Additionally, the GRI Standards are widely 
adopted among peers and cross-industry 
players, making it a global best practice to use 
them in sustainability reporting. Our report 
has been prepared in accordance with the GRI 
Standards (Core option). Please refer to the index 
on pages 72 to 77 to understand how different 
GRI disclosures are presented in this report.

Sustainability Accounting 
Standards Board (SASB)

To enhance the comprehensiveness of our 
sustainability disclosures, we have also adopted 
SASB standards – 1) Road Transportation and 2) 
E-commerce. These standards provide sector-
specific guidance on sustainability KPIs based 
on financial materiality. Please refer to the index 
on pages 78 to 79 for the specific disclosures 
that are covered in this report in accordance with 
SASB guidelines.

We have engaged with KAP Tanudiredja, 
Wibisana, Rintis and Rekan (the Indonesian 
member firm of the PricewaterhouseCoopers 
global network) to undertake a limited 
assurance engagement for select sustainability 
information in our report. The details of 
assurance engagement can be found in the 
Independent Limited Assurance Report on page 
70. Sustainability indicators covered by the 
assurance report have been marked in the GRI 
index (pages 72 to 77).

Your feedback is important to us. Please 
reach out to us with your comments 
or questions on this report and our 
sustainability performance.

sustainability@gotocompany.com



Key
Highlights

Key InitiativesOur Scale4

Became a signatory of the World Economic Forum’s Stakeholder 
Capitalism Metrics, a global effort to consolidate industry-agnostic 
ESG reporting standards alongside its partner organizations, to more 
accurately and credibly disclose how companies create long-term value 
for all stakeholders.

Transitioned our Gojek, Tokopedia, and GoTo Financial headquarters to be 
powered by 100% renewable energy.

Launched Electrum through a joint venture with PT Karya Baru TBS to 
accelerate the transition towards a cleaner, electric mobility system in 
Indonesia. In 2021, we commenced a pilot in Jakarta, commencing with 
500 EV bikes, to work towards our target of transitioning to 100% EVs  
by 2030.

Completed a comprehensive assessment of our waste and emissions 
inventory for all of the GoTo Group ecosystem.

Strengthened our efforts on income generation with two thirds of 
merchants on GoTo seeing an income increase in 2021, and 60% making 
their first digital transaction with GoPay. For our GoFood merchants, 33% 
became first-time digital entrepreneurs.

annual transacting 
users

MSME partners who 
are building world-
class brands

driver-partners as 
part of GoTo Group’s 
ecosystem

Gross transaction value 
in 2021

new merchants have 
joined GoTo Group 
since the pandemic 
began5

Gross revenue in 2021

of Indonesia’s 
GDP

GoTo Group 
ecosystem 
encompasses

59.3 M 15.1 M

2.6 M

IDR 461,602 B

5.3+ M

IDR 17,007 B

2%

4 The scale is based on the proforma figures had Tokopedia been consolidated January 1, 2021.
5 4.8 million+ merchants joined Tokopedia platform and 0.5 million+ merchants joined Gojek 
platforms
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Total assets & liabilities
(in IDR million)

Net loss
(in IDR million)

Net revenue
(in IDR million)

2021

2021

2021

2020

2020

2020

2019

2019

2019

Total assets

Total liabilities

155,137,033
  

16,112,589

22,429,242

4,535,764

30,108,570

9,309,191

16,735,217

3,327,875

21,393,001

6,529,365

24,081,642

2,303,897

Amidst the instability caused by the ongoing COVID-19 
pandemic, GoTo Group remained resilient with its diversified 
business model. Throughout 2021, the company was able to 
deliver strong performance by adapting to changing behavior 
and needs due to the prolonged impact of the COVID-19 
pandemic through several key areas:

 Focusing on product innovation by launching and 
scaling new products and services, as well as efforts to 
deepen adoption by and engagement with customers.

 Realization of key synergies through the merger and 
formation of GoTo Group, which saw strong early 
results for the integration of Gojek’s payments (GoPay), 
financial services (GoPayLater), and logistics (GoSend) 
products in Tokopedia.

 Solving problems and creating opportunities in our 
ecosystem by responding to the needs of consumers, 
merchants, and driver-partners.

The diversified efforts of GoTo Group 
have enabled it to maintain a financial 
performance in-line with targets.

Economic Performance



Recognition and Awards

HR Excellence Awards —

Tokopedia ranked

at the CX Asia Excellence Awards — 
Best Social Media Experience, Best 
Use of CX Technology, and Best Omni-
Channel Experience categories (2020)

Recognized by the National 
Alms Agency (Baznas) as the

Recognized as one of the

by the HR Asia Awards (2020)

for business contributions to 
meet essential needs during the 
pandemic (2020)

The only Indonesian company 
to be listed among the

Tokopedia awarded the

in the Excellence in Leadership 
Development category (2021)

for the Most Inspiring Technology 
Companies category by CNBC 
Indonesia (2021)

based on highest Gross Merchandise 
Value (GMV) by Euromonitor (2020)

in the 2020 Asia Pacific Technology 
Fast 500 index by Deloitte Touche 
Tomatsu (2020)

Awarded Gold

#1 top retailers in 
Southeast Asia

Bagged three golds

Best Online Zakat 
Collections Partner

Best Companies to Work 
For (2020)

8 fastest-growing firms in 
Southeast Asia by revenue

Best E-Commerce Award

on the CNBC Disruptor 50 
list for 2021

from Blackbox Research and 
Toluna for 2020

#18

BAZNAS Special Award 
GoPay as best financial 
technology (fintech) for Zakat 
collection partner Link (2020)

ALB Indonesia Law Awards 
GoPay as Financial Services in-
House Team of the Year winner 
(2021)

Favorite Indonesian Brand

Gojek’s 2020 Sustainabilty 
Report achieved a

in the 2021 Asia Sustainabilty 
Reporting Rating (ASRRAT)

Gold Rating

National Winner, 
Indonesia
UN Women 2021 
Asia-Pacific WEPs Award – 
Transparency and Reporting 
category

1st Runner Up
UN Women 2021  
Asia-Pacific WEPs Award – 
Transparency and Reporting 
category
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About Our Vision and Mission

On-demand Services Everyday Shopping Personal Finance

Our vision is to give 
everyone the opportunity 
to participate and succeed 
in the digital economy.

Our mission is to ‘Empower Progress’ for customers, 
including consumers, merchants and driver-
partners, in the digital economy. The Company 
leverages technology and innovation to fulfil the 
Company’s mission, namely empowering customers 
to connect with and help each other; as the Company 
always says, “go far, go together.”

Headquartered in Jakarta, GoTo 
is one of Southeast Asia’s leading 
digital ecosystems, offering 
technology infrastructure and 
solutions to facilitate access for 
everyone to the digital economy.

Our products and services are offered 
across the Gojek, Tokopedia and 
GoTo Financial platforms, providing 
consumers with convenient access to 
a wide variety of services, including 
on-demand transport, e-commerce, 
food and grocery delivery, logistics and 
financial services. GoTo was publicly 
listed on the Indonesia Stock Exchange 
on April 11, 2022.

GoTo

Payments 
and Loyalty

Payments 
and Loyalty Payments

Access to 
Banking

Food and 
Groceries

Digital 
Goods

Bills

Physical 
Good

Transport and 
Logistics

Consumer 
Lending

Live 
Shopping
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Through our technology, we connect 
consumers to driver-partners and 
merchants, empowering these groups 
to provide benefits for each other in a 
complementary and extensive way.

Our ecosystem enhances the way consumers 
access goods and services, enables our 
merchants – many of whom are small and 
medium sized entrepreneurs – to start and grow 
their business, and provides income-earning 
opportunities for driver-partners. Together with 
our driver-partners and merchants, we offer an 
unparalleled selection of goods and services that 
improve the daily lives of millions of consumers in 
Indonesia, Singapore, and Vietnam.

Singapore

Indonesia

Vietnam

13
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2021

Our Journey

Gojek and Tokopedia were both founded over a decade ago. Gojek 
began in 2010 as a call center in Indonesia, connecting consumers 
to delivery, courier and two-wheeler ride-hailing services, 
while Tokopedia started in 2009 as a consumer-to-consumer 
marketplace. Both have since unlocked the benefits of the digital 
economy for millions of people across Indonesia and Southeast 
Asia – including consumers, driver-partners, and merchants of 

all sizes. The two companies first worked together in 2015 to 
accelerate e-commerce deliveries using Gojek’s local network 
of drivers. With the synergies across operations of the two 
organizations, the union in 2021 brought together the strengths 
of two Indonesian champions and created a globally unique and 
highly complementary ecosystem combining e-commerce, on-
demand, and financial technology.

Gojek started 
commercial 
operations

Tokopedia started 
as a web commerce 
platform

Launched on-
demand services 
app in Indonesia

Launched the 
Tokopedia app

Launched GoPay

Started offering 
digital goods via 
the app

Entered Vietnam 
and Singapore

Launched B2C 
official store 
marketplace

Unified apps and 
brands across 
Southeast Asia

Gojek and Tokopedia 
unite to form the “go-to” 
ecosystem for daily life 
combining on-demand, 
e-commerce and financial 
technology

Launched rural 
commerce 
through the Mitra 
Tokopedia app

2010

2009

2015

2014

2016

2015

2018

2017

2020

2018
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We provide 25+ products and services across all our operating group companies and countries 

GoRide
Motorcycle taxi (Ojek) 
ride-hailing service

GoFood
Food delivery service that 
provides consumers with 
convenient access to the 
best food options

GoSend
C2C product that provides 
consumers with fast and 
hassle-free instant and 
same-day delivery services

GoCar
Car ride-hailing service

GoMart
On-demand delivery 
from grocery and 
convenience stores

GoShop
On-demand personal 
concierge service allowing 
consumers to shop for 
items and have them 
delivered within hours

GoTaxi
Metered taxi ride-hailing 
service working with the 
leading local taxi operator

GoBox
On-demand truck 
logistics service for large-
sized deliveries

GoCorp
Platform for corporate 
clients to easily access and 
monitor business-related 
trips for their employess

GoBlueBird
BlueBird taxi booking 
service

Dapur Bersama
Shared kitchens for preparation of delivery-only meals

GoKilat
A B2B2C delivery service 
offered spesifically for 
business partners

Marketplace
12 million registered mechants 
ranging from individual 
entrepreneurs to small and 
medium merchants, offering a 
broad assortment of physical and 
digital goods

GoPay
Seamless Payments

Midtrans
Payment Gateway

Iris
Disbursement Engine

GoPayLater
Credit facility

GoStore
Webstore builder

GoModal
Financing for 
merchants

GoBiz
Merchant partner app

GoSure
Purchase insurance 
via partners

Cloud based PoS

GoInvestasi
Invest in Gold and 
Mutual Funds
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Tokopedia Play
Live Shopping and 
short form videos

GoTransit
Multi-modal journey 
planner solution
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Tokopedia Now
Everyday essentials 
and groceries

R
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al
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Mitra Tokopedia
For Mom and Pop 
stores to access wider 
assortment of physical 
and digital goods



Our Core Values

Our core values 
ensure we 
are an agile, 
accountable, 
ambitious and 
responsible 
company.

We are currently developing a set of 
unified values for GoTo Group, which 
will represent what we stand for and 
serve as our guiding compass as we 
embark on our next chapter as one 
organization. 

Core Values

Shoot for 
Greatness

Communicate 
with Purpose

Criticism is a Gift

Collaborate with 
Compassion

Become a 
Scientist

Focus on 
Consumer Make it happen

Growth Mindset Make it together

Make it Happen
Make it Better Make it last

It is Not 
About You

Stand Up for What 
You Believe In

Always be 
Prepared

Be Fast and 
Fearless

Earn Your Title

Core Values Core Values
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The key to realizing this has been embedding sustainability into our company’s infrastructure – across our internal processes, 
governance structure, and mechanisms – so it continues to be a central facet of GoTo’s businesses, irrespective of the leaders at 
the helm. We take global and industry best practices, and apply them in the unique contexts and operational realities of the markets 
where we operate. Our systematic and strategic approach to sustainability has resulted in the impact disclosed in this report, 
demonstrating how our material issues are managed holistically and in support of long-term, comprehensive solutions.

To structure our approach to sustainability, we have our Three Zeros by 2030 commitments – Zero Emissions, Zero Waste, and Zero 
Barriers – each encompassing the material ESG issues identified by our stakeholders as most pressing and where GoTo would have 
the most impact.

Sustainability is at the core of how our 
company operates. We measure our 
company’s ESG performance with the same 
stringency as our financial performance 
because we believe we have a responsibility to 
our stakeholders to deliver value and impact 
that is meaningful, measurable, and credible.

Our Three Zero commitments and related efforts are supported by several key international frameworks and standards that we 
have identified as most relevant to our approach to sustainability, namely the World Economic Forum’s Stakeholder Capitalism 
Principles, of which we are a signatory, and the relevant global ESG standards we use for our annual reporting.

Our Approach to 
Sustainability

Zero Emissions Zero Waste Zero Barriers

Focuses on assessing the 
environmental impact of our ecosystem 
through comprehensive carbon 
accounting for Scopes 1, 2 and 3 
emissions, transitioning to electric 
vehicles, improving operational 
efficiency and integrating more 
sustainable business practices to 
achieve our carbon neutral goal.

Focuses on reducing and eliminating 
waste from our own operations and 
ecosystem activities, by working with 
upstream and downstream solution 
providers who can accelerate the 
repurposing, recycling and processing 
of waste.

Focuses on reducing barriers 
to growth and inclusion for our 
employees within our organization, as 
well as driver and merchant partners 
across our ecosystem through 
diversifying income opportunities, 
training and capacity-building.

“We are proud to have made strong progress and 

will continue to focus on how we can further improve 

the lives of all stakeholders in our ecosystem. This drive to 

make a positive impact on society is at the heart of our ‘Three 

Zeros’ commitments. Each of our operating companies have 

company-wide sustainability targets that ensure we are all moving 

in the same direction and defining and measuring progress in a 

consistent way. We hope that by deeply embedding our Group 

sustainability strategy into our day to day operations, that we can 

work towards running a truly sustainable business with people 

and planet at its heart.”

Patrick Cao
President, GoTo 
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Stakeholder Engagement

Stakeholder 
Group

Stakeholder 
Group

Method of 
Engagement

Method of 
Engagement

Frequency FrequencyEngagement Outcomes Engagement Outcomes

Engaging our stakeholders in a meaningful, continuous, and transparent way is fundamental 
to ensuring we respond to the ESG risks and opportunities most material to our company. 
We identify stakeholders relevant to our business depending on the impact we have on them 
and they on us. This helps us engage with our stakeholders in a manner that is purposeful 
and effective.

Employees Consumers

Driver-
partners and 
merchants 

• Quarterly CEO town 
hall sessions at the 
group level. 

• Monthly business-
specific town 
hall sessions and 
newsletters

• Biannual company 
performance reviews

• Annual employee 
experience 
surveys, focus 
group discussions 
(FGDs), email, Slack, 
webinars, Employee 
Resource Groups 
(ERGs), training 
and development 
courses, 
Whistleblower 
channel

• Social media 
listening and 
engagement

• CSAT survey
• Net Promoter Score
• FGDs and in-depth 

interviews
• Webinars and 

summits
• In-app 

engagement

• Webinars 
• Training sessions
• Social media 

outreach

Ongoing basis Ongoing basis

Ongoing basis

Multiple modes of engagement have been 
established to ensure confidential, clear channels of 
communication between employees, the organization, 
and its leadership. The primary outcome is ensuring 
employees feel engaged, valued, and safe at work; 
they are also able to escalate concerns, grievances, 
and recommendations for appropriate action. 
The impact of these efforts is monitored through 
a combination of annual employee engagement 
surveys, Q and A sessions from company town halls, 
input from employee resource groups (ERGs), and a 
dedicated whistleblower channel. 

We also hold regular forums to discuss business and 
organizational updates, celebrate our company’s 
successes, and hold sessions to reiterate and embed 
our company values and mission, all in the spirit and 
with the objective of providing ample opportunities 
for two-way, transparent communication between 
employees and leadership.

Multiple channels are used to ensure two-way, 
continuous communication and engagement with our 
users ranging from social media to in-app channels. 
This provides us with various ways to collect, identify, 
and take action on consumer experience and 
feedback with regard to the quality of our services, 
products and how we can continuously improve our 
offerings. Topic-specific webinars also allow us to 
learn and further improve or iterate upon our customer 
experience features and standards. 

We engage with our ecosystem of driver-partners 
and merchants to understand different challenges 
they may be facing in running their business on the 
GoTo platform. Accordingly, training programs and 
awareness campaigns  on social media provide 
supplementary methods for continuous, ongoing 
development and capacity building throughout  
the year. 
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Stakeholder 
Group

Stakeholder 
GroupFrequency FrequencyEngagement Outcomes Engagement Outcomes

Academia

Civil Society

Media

Government

Investors

• Bilateral meetings
• Topic-specific 

FGDs and 
webinars

• Discussion forum 

• Bilateral meetings
• Partnerships and 

collaboration
• Topic-specific 

FGDs and 
webinars

• Press conferences 
and media gathering 
(offline and online)  

• Media interview and 
queries handling 

• Key Opinion Leaders 
(KOL) gathering 
(offline and online)

• Program/Campaign 
Partnership

• Policy Discussion

• Continuous 
engagement, as 
relevant

Topic or 
project-
based

Topic or 
project-
based

Topic-based

Topic-based 
and by 
invitation 

Ongoing basis 
(monthly, 
quarterly or as 
needed) 

We engage with subject matter experts on specific 
topics for research, insights and project development. 
Through Gojek Temu Stakeholder (Gojek Meets 
Stakeholders), a virtual forum we host, where academia 
and NGOs are invited to discuss and provide input to 
Gojek’s approach, programming and strategy for its 
Three Zero commitments. 

This forum and the networking events also serve as 
a foundation for expanded research. One output 
from 2021 was research with Lembaga Demografi 
(Demography Institute) under the Faculty of Economics 
and Business at the University of Indonesia on Gojek’s 
impact to strengthen the resilience of MSMEs and 
driver-partners, and consumers’ productivity during 
the pandemic. We also engaged Lembaga Penyelidikan 
Ekonomi dan Masyarakat (Institute for Economic 
and Social Research) at the University of Indonesia to 
conduct a study on the impact of the formation of GoTo 
Group on Indonesia’s GDP. 

GoTo has established bilateral and multilateral channels 
to gather insights, discuss public policy and broader 
issues, and advance agendas in the interest of our 
stakeholders through public-private cooperation. 

Throughout the year, we engaged in partnerships with 
civil society organizations to jointly respond to shared 
challenges or objectives. We typically achieve this 
through partnerships, joint campaigns, or sponsorships. 
The key to success in these collaborations is continuous 
communication and engagement, as well as the 
common agenda and objectives we share with the 
respective organizations. 

One example in  2021 is our collaboration with UN 
Women and Pulse Lab Jakarta to better understand 
the challenges faced by women-owned MSMEs on 
GoTo’s platforms. We also partnered with UN Women 
to provide refresher training for the Gojek Emergency 
Unit Team. This training is intended to strengthen the 
standards and capabilities of the team in handling 
reports related to gender-based harassment or 
violence.

We have proactive mainstream and social media 
engagement activities at both the national and 
international levels, to raise awareness of GoTo’s 
priority initiatives, campaigns, and impact. We engage 
with media through a series of press conferences, 
editor and content creator gatherings, press release 
distribution, and interviews, as well as thought 
leadership program

We also have several initiatives to collaborate with 
and support government programs ranging from 
traditional market digitalization, accelerating energy 
transition and adoption of EVs, to various MSME 
campaigns and training courses.

We actively involve ourselves in the policy-making 
process for relevant key regulations to improve the 
regulatory environment in Indonesia.

We have continuous engagement and communication 
with investors to share business updates and other 
relevant information.

Method of 
Engagement

Method of 
Engagement
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SDGs Targets SDGs TargetsGRI and SASB 
Disclosures

GRI and SASB 
DisclosuresGoTo’s approach and key intiatives in 2021 GoTo’s approach and key intiatives in 2021

GRI 203-2

GRI 203-2,  
GRI 306-4

GRI 405-1

GRI 302-1. SASB 
TC-IM-130a.1, 
SASB TR-RO-
110a.3

GRI 203-2, GRI 
302-1, GRI 405-
1. SASB TC-IM-
130a.1, SASB 
TR-RO-110a.3

GRI 203-2

SDG 1 

No Poverty
Target: 
1.1
1.4

Target: 
7.2
7.3

Target: 
3.8
3.9

Target: 
8.2
8.3
8.4
8.5

Target: 
5.1
5.5

SDG 3 

Good health 
and well being

SDG 5 

Gender 
equality

GoTo’s contribution to the Indonesian economy is close to 2% of 
the country’s GDP. A large majority of our partners are small and 
medium-sized businesses and drivers who rely on our platform to 
earn income. By democratizing access to our platforms, increasing 
access to financial services, and helping vulnerable segments of 
society, we aim to provide access and opportunity for all to thrive in 
and benefit from the digital economy.

To promote the health and wellbeing of all in our ecosystem, we 
have established various policies, requirements and programming 
to support the mental, emotional and physical health of our 
employees, build a culture of safety within our organization and 
across our ecosystem, and enable user and driver-partner safety 
and awareness. 

We are committed to achieving gender parity within our organization 
and advancing gender equality and empowerment across our 
ecosystem. Our current efforts include establishing policies and 
programs to ensure equal access, setting targets to close gaps 
in pay and representation at all levels, providing the necessary 
support and resources for women employees to grow and develop, 
establishing relevant employee resource groups (ERGs) across all 
the companies, and continuing the Start Summit Women in Tech. 
These are all just a few of the key initiatives we have in place to 
support our efforts on Diversity, Equity and Inclusion (DEI).

Transitioning to clean and affordable energy is more of a necessity 
now than ever before. In 2019, our operating company Tokopedia 
participated in a Gerakan Nasional Sejuta Surya Atap (National 
Initiative for One Million Rooftop Solar Panels). Tokopedia is one of 
only 14 industry players to be a part of this initiative, and has installed 
rooftop solar panels at Tokopedia Tower in partnership with Xurya. 
In 2022 and beyond, we plan to further scale the use of renewable 
energy across our offices and workplaces.

With the union of Gojek and Tokopedia, our reach and ecosystem 
extends to even more merchants, drivers and consumers. As such,  
we are uniquely positioned as the region’s largest digital ecosystem  
to enable a meaningful, positive impact on the livelihoods of all those 
in our ecosystem.

We strive to reduce inequality and improve accessibility within our 
organization and across our ecosystem. We became a signatory to the 
United Nations Women’s Empower Principles (UN WEP) in 2020, as 
well as the Valuable 500 alliance for disability inclusion in 2021. This 
ensures our efforts on building an inclusive and equitable company 
and ecosystem are in line with globally recognized standards and 
frameworks. Across our ecosystem, we also facilitate access to financial 
services including credit, insurance, social protection schemes, and 
digital payment facilities to reduce economic inequalities. 

Advancing the Sustainable 
Development Goals (SDGs)

At GoTo, we use the United Nations’ Sustainable Development Goals (SDGs) to align our efforts to global 
targets, as well as measure how our company and ecosystem contributes to resolving society’s most 
pressing challenges. In ensuring the impact we have is measurable, accurate and relevant, we have 
mapped GoTo’s approach and management of our material ESG issues with the relevant SDGs and the 
corresponding reporting standard disclosures (GRI and SASB for this reporting period).

SDG 7 

Affordable and 
clean energy

SDG 8 

Decent work 
and economic 
growth

SDG 10 

Reduced 
inequalities

Target: 
10.4
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SDGs Targets SDGs TargetsGRI and SASB 
Disclosures

GRI and SASB 
DisclosuresGoTo’s approach and key intiatives in 2021 GoTo’s approach and key intiatives in 2021

GRI 302-1, GRI 
305-1, GRI 305-
2, GRI 305-3, 
SASB TC-IM-
130a.1, SASB 
TR-RO-110a.1, 
SASB TR-RO-
120a.1

GRI 302-1, GRI 
305-1, GRI 305-
2, GRI 305-3, 
GRI 305-7, GRI 
306-4, SASB 
TC-IM-130a.1, 
SASB TR-RO-
110a.1, SASB TR-
RO-120a.1

GRI 302-1, GRI 
305-1, GRI 305-
2, GRI 305-3. 
SASB TC-IM-
130a.1, SASB 
TR-RO-110a.3, 
SASB TR-RO-
110a.1

GRI 305-1, GRI 
305-2, GRI 305-
3. SASB TR-RO-
110a.1, SASB 
TR-RO-120a.1

GRI 305-1, GRI 
305-2, GRI 305-
3, GRI 305-7. 
SASB TR-RO-
110a.1, SASB TR-
RO-120a.1

SDG 11 

Sustainable 
cities and 
communities

SDG 12 

Responsible 
production 
and 
consumption

Target: 
11.2

Target: 
12.2
12.4
12.5

Target: 
14.3

Target: 
15.2

We continue to make progress on our commitment to reduce 
and eventually eliminate waste to landfill from our company 
and ecosystem. In May 2021, we partnered with Rekosistem to 
sustainably manage the waste generated from some of our GoFood 
operations. As a result of this partnership, 95% of waste generated in 
our GoFood cloud kitchen in Tebet, South Jakarta has been diverted 
from landfills. We also commenced our first waste inventory, which 
although is largely extrapolative due to the complexity and nature of 
our ecosystem, will inform our priorities and focus areas as it relates 
to building a truly circular platform and company.  In parallel, we also 
began scoping with public and private stakeholders to collectively 
respond to and invest in the right infrastructure, in order to realize 
our shared vision of more sustainable cities and communities across 
Indonesia and the region.

In line with our Zero Waste efforts, we have taken strategic steps 
towards providing merchants and consumers with sustainable 
options through our food delivery and e-commerce businesses, 
as well as to reduce and/or repurpose the waste generated from 
food packaging.  Part of this effort includes using shredded used 
cardboard as cushioning material for tertiary packaging,  instead 
of single-use bubble wrap and air pillows. In 2021, 10 tons of used 
packaging were shredded to be repurposed. We also introduced 
recycled used packaging into our fulfillment centers, as well as 
repurposed used packaging for pulp. For GoFood, we are supporting 
merchants’ shift to sustainable alternatives to single-use packaging, 
as well as reducing excessive packaging in their operations. In our 
offices, we have implemented a waste sorting system, started 
working with a waste management partner to ensure proper 
processing of waste generated, and begun to reduce waste from 
single-use items such as utensils and tableware by providing opt-out 
and reusable alternatives for consumers.

The bulk of our emissions footprint comes from the vehicles used to 
facilitate the movement of people and goods across our ecosystem. 
In 2021, together with TBS Energi Utama, we formed a joint venture 
called Electrum to accelerate the adoption of electric vehicles (EVs) 
in Indonesia. Electrum will be dedicated to provisioning EVs and 
battery swap stations for the GoTo ecosystem.  To date, we have 
already procured 500 units of 2-wheeled EVs and set up a battery 
swap station network in South Jakarta together with several industry 
partners. As part of our Zero Emissions commitment, we plan to 
transition our entire fleet to  EVs by 2030.

In 2021, we also purchased 361 Renewable Energy Certificates 
(RECs), equivalent to 361,000 Kwh from Perusahaan Listrik Negara 
(PLN). These RECs will help offset some of our carbon footprint and 
increase our contribution to renewable energy projects. These RECs 
are effective starting January 2022.

In 2021, we expanded our GoGreener offerings on the Gojek app 
by providing users the option of offsetting their GoRide or GoCar 
trips through our partner, Jejak.in, by planting mangrove trees in 
Indonesia. To date, through this we have planted and conserved over 
4,000 trees6 in 13 regions in the country.

Plans to roll this feature out across all of Gojek’s mobility products are 
being developed for 2022.

SDG 14 

Life below 
water

SDG 15 

Life on land

SDG 13 

Climate action
Target: 
13.2
13.3

6 Data as of December 31, 2021
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SDGs Targets GRI and SASB 
Disclosures GoTo’s approach and key intiatives in 2021

GRI 418-1, GRI 
205-3, GRI 206-
1, GRI 307-1, 
GRI 419-1. SASB 
TC-IM-203a 1-2, 
SASB TC-IM-
220a.1-3, SASB 
TC-IM-520a.1

In light of the formation of GoTo Group in 2021, we established 
a revamped governance structure to better serve the needs 
of all our companies in the group. Policies are developed at 
group-level where relevant, and cascade to company-level, to 
ensure consistency in our approach and management. These 
include policies on group-wide prevention of corruption, 
bribery or any unethical behaviour. Our ESG strategy and 
related targets are set at Group-level annually, and are an 
embedded part of each company’s budget and planning 
cycles. The centralized Sustainability Function works across 
GoTo’s senior leadership, with the Board of Commissioners 
and Board of Directors receiving regular updates and providing 
direction as relevant throughout the year.

Target: 
16.3
16.5
16.6

SDG 16 

Peace, justice 
and strong 
institutions



Our focus is on long-term value creation for all our 
stakeholders: we define and measure this value in line with 
how effectively we manage our material ESG issues, as 
well as the impact and outcomes of our efforts on all our 
stakeholders, not just our company. In ensuring this is a long-
term priority, we have embedded relevant ESG best practices 
into our governance structure and management processes. 
This provides us with the foundation to operate ethically, 
comply with relevant local laws and regulations, as well as 
ensure the highest levels of trust, safety, and transparency 
across our ecosystem.

Principles of
Governance
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Our Robust
Governance 
Structure

As one of the largest digital ecosystems 
in Southeast Asia, we believe we have a 
meaningful role to play in responding to and 
supporting solutions to some of the most 
pressing issues in the region. Our business, 
by its nature, is driven by collective growth 
and makes an inherently positive impact in 
the communities where we operate.

Since our inception, the reach of our platforms have helped fulfill the needs 
of over 55 million7 users annually. As our ecosystem continues to grow in 
size and impact, ensuring proper management and disclosures of ESG in 
our governance structure is of the utmost importance.

Ultimately, all of GoTo Group’s senior leadership are accountable for our 
ESG performance, including how effective we are at integrating it into our 
company’s operations. Our ESG strategy and priorities are set once a year 
and updated quarterly. The Board of Commissioners reviews the Group’s 
ESG performance at the start of every financial year (prior to the publication 
of the Sustainability Report), to sign off on our progress and disclosures.

“Our governance structure is designed to 
foster complete transparency, accountability 
and oversight from top to bottom. We have 
embedded ESG considerations into our overall 
enterprise risk management system, so it always 
lies at the heart of how we operate as a company.”

Amaresh Mohan
Chief Risk Officer, GoTo Group

7 Data as of 30 September 2021



ESG-linked objectives and key results (OKRs) are set annually at 
the Group level, during the company’s planning cycles. A quarterly 
business review ensures progress and updates on ESG-linked 
OKRs from business unit leaders are reported directly to our 
Group CEO, CEOs of the operating companies, and directors. A 
centralized Sustainability Function reports directly to the Group 
President. This structure extends through each group entity via 
senior leadership and our operational working groups.

The Sustainability Function is responsible for overseeing ESG-
related policies and strategy on all material topics, defining 
sustainability goals and targets, periodically reviewing the 
company’s performance, and providing recommendations 
to continuously improve the operationalization of ESG-linked 
roadmaps.

ESG is a key tenet in building and planning for our company’s 
longevity and resilience. The GoTo Group Risk Management 
Framework was established to identify key risks within the 
business, guide us to review our management of environmental 
and social risks the same way we do all material risks, and is in 
alignment with ISO 31000 on Risk Management. This ensures 
environmental and social risks are reviewed and managed with 
the same rigor as other key business risks; they are proactively 
identified, addressed, and reviewed with respect to the 
management approach on an ongoing basis. The respective 
business leaders are then held responsible for the implementation 
of risk management strategies, policies, and processes.
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Council members

Zero Emissions Zero BarriersZero Waste

Arfan Arlanda
CEO and Founder, Jejak.in

Beni Suryadi
Manager, ASEAN Climate Change and Energy 
Project (ACCEPT), ASEAN Centre for Energy (ACE)

Fabby Tumiwa
Executive Director, Institute for Essential Services 
Reform (IESR)

Richa Sahay
Transport and Industry Lead (Climate Action), 
Executive Office of the Secretary-General,  
United Nations

Dr. Isabel Cane
Head, Trust in Business Initiative, Organization for 
Economic Cooperation and Development (OECD)

Gayatri Murthy
Financial Sector Specialist, Consultative Group to 
Assist the Poor (CGAP), World Bank

Jamshed Kazi
Representative and Liaison to ASEAN, UN Women 
Indonesia

Dr. Turro Wongkaren
Head of the Demography Institute, Faculty of 
Economics and Business, University of Indonesia

Carlo Delantar
Founding Partner, Core Capital; Head of Circular 
Economy, Gobi Partners

Hidayah Hamzah
Manager, National Plastic Action Partnership, 
Indonesia

Justin Wood
Vice-President, Alliance to End Plastic Waste

Ke Wang
Platform for Accelerating the Circular Economy 
(PACE)

Maggie Lee
Regional Lead Asia Pacific, Verra

GoTo’s Sustainability Advisory Council guides 
our Three Zero commitments, ensuring our 
targets and efforts are aligned to global and 
industry standards. The Council comprises 
experts from various organizations including the 
World Bank, United Nations (UN), ASEAN Centre 
for Energy, and the University of Indonesia. The 
responsibilities of council members are:

 Provide input to and guidance on 
GoTo’s Three Zero 2030 targets and 
implementation strategies, and verifies 
them at the highest level to ensure 
alignment with local and international 
standards, frameworks, and best practices

 
 Review and provide feedback to 

the corresponding roadmaps and 
annual milestones for each Three Zero 
commitment

“In Southeast Asia, plastic waste is both a major 
environmental challenge as well as a huge economic 
opportunity. By building the systems to collect the 
waste, recycle it, and make it available for re-use, the 
Alliance aims to create thousands of jobs and unlock 
billions of dollars of value. Working with partners like 
GoTo to drive systems change for a circular economy 
is essential to achieving this vision.”

“The clock for irreversible climate calamities is ticking. 
Our planet needs urgent, long-term solutions to limit 
global warming to 1.5 degrees by 2030. This means 
a systemic overhaul across entire value-chains, 
sectors, and markets. Ecosystems such as GoTo 
where diverse stakeholders are bound by one goal: to 
create long-term value for all, are needed to accelerate 
decarbonization in carbon-intensive sectors.”

“GoTo’s unfettered commitment to sustainability 
shows how a technology company provides the 
building blocks to a sustainable world. Three 
Zeros commitment is a hallmark framework for a 
Circular Economy with GoTo leading the transition 
for ASEAN.”

“At CGAP, we believe that leveraging platforms and 
platform workers’ data holds promise for designing 
and delivering financial services that can meet the 
needs of platform workers. Through our participation 
in the GoTo council, we hope to support the platform 
ecosystem in the provision of responsible and 
meaningful financial services that can increase 
workers’ income generation opportunities.”

Justin Wood
Vice-President, Alliance to 
End Plastic Waste

Richa Sahay
Transport and Industry Lead (Climate 
Action), Executive Office of the 

Secretary-General, United Nations

Carlo Delantar
Founding Partner, Core Capital; 
Head of Circular Economy,  
Gobi Partners

Gayatri Murthy
Financial Sector Specialist, 
Consultative Group to Assist 
the Poor (CGAP), World Bank



Operating with
Ethics and 
Integrity

At GoTo Group, we strive to maintain the trust 
and confidence of our people, consumers, and 
partners, as well as other stakeholders affected 
by our operations and the public.

Key elements of our Code of Conduct

Create a work environment free from discrimination, 
harassment, and any form of violence.

Prevent unauthorized use of our intellectual property 
and use company equipment, tools, and other 
resources diligently.

Do what is best for the company and our 
stakeholders.

Ensure that the company finances are appropriately 
spent, and our financial records are complete and 
accurate.

Safeguard our own information and the information 
received from our consumers, drivers and merchant 
partners, or others under any non-disclosure agreement.

Do not give and receive bribes in any form (monetary 
and non-monetary).

Respect Each Other Protect Our Assets

Avoid Conflicts of Interest

Ensure Financial Integrity and 
Responsibility

Preserve Confidentiality

Follow Anti-Bribery Laws

“Operating our business with the 
highest levels of ethics and integrity 
is of the utmost priority for us. It’s not 
only in the way we operate and manage 
our company, but also in how we engage 
with our many partners, vendors, suppliers, 
and other stakeholders. We apply the same 
standards and expectations as we do 
ourselves, to collectively move towards a 
more accountable, transparent and ethical 
system and value chain.”

Pablo Malay
Chief Corporate Officer, GoTo

We have strong policies and systems in place to ensure ethical 
conduct in our company and the larger partner ecosystem. Our 
Code of Conduct embeds ethical business practices into the fabric 
of our organization. All our employees, board members, contractors, 
driver and merchant partners, consultants and others who may 
be associated with us to perform work or services are expected to 
follow the Code of Conduct and related policies.
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Our Board of Commissioners and Board of Directors provide 
the overarching strategic direction for the company and 
ensure that the interests of all stakeholders are considered 
for key business decisions. As stewards of our company, 
our board members play an active role in the establishment 
and implementation of sound enterprise risk management. 
The Board of Commissioners established (i) the Audit 
Committee to assist the Board of Commissioners with its 
oversight and supervision duties, especially in relation to 
the quality of our financial reports; and (ii) the Nomination 
and Remuneration Committee to assist the Board of 
Commissioners to effectively perform their supervisory 
function over nominations and remuneration.

Our Anti-Bribery and Anti-Corruption (ABAC) policy 
was updated in 2021 to keep up with the increasing scale 
of our business, the evolving regulatory landscape, and 
international best practices. The policy is aligned to the 
standards set by Indonesia’s Anti-Corruption Commission 
(KPK) guidelines, and the U.S. Foreign Corrupt Practices 
Act (FCPA). We keep our employees informed of our ABAC 
policy requirements through regular email communications 
and town hall meetings. Furthermore, it is mandatory for all 
employees to complete a detailed ABAC training program.

As part of our Code of Conduct, we have an explicit Conflict 
of Interest stipulation to ensure the decision making 
processes of our employees are not influenced by personal 
interests. The policy lists clear steps to be taken in case of 
any actual, potential, or perceived conflict of interest. 

Our Sponsorship and Donation policy provides clear 
guidelines and procedural requirements while entering any 
sponsorship or donation engagement with another entity. A 
thorough due diligence is conducted prior to entering any 
sponsorship or donation engagement, and all the parties 
involved must adhere to the prevailing laws and regulations 
throughout the course of the engagement.

Through our Whistleblowing Policy, we encourage all 
stakeholders at GoTo Group to be observant and play 
an active role in identifying and reporting any potential 
or actual violation of our Code of Conduct or related 
grievances, including (but not limited to) cases of workplace 
harassment, conflicts of interest, or criminal activities. We 
have set up a whistleblower channel for employees to 
report potential cases of violation of our Code of Conduct. All 
reports received are evaluated to determine their credibility, 
materiality, and verifiability to identify a legitimate basis for 
investigation and if further processing by the investigation 
team can be carried out. The identity of reporters is kept 
confidential, and they are protected against retaliation, such 
as unfair dismissal and discrimination in all forms. Where 
required, reporters will also be provided with any legal 
protection deemed necessary.

GoTo Group combats all forms of forced and child labor in 
accordance with the standards set by the International Labor 
Organization (ILO) and local regulations across all locations 
of our operations. It is our strong belief to uphold these 
commitments not just for ethical compliance, but to uphold 
the human rights of all.
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Some key elements of our Supplier Code of Conduct

Business Integrity

Fair Competition

Confidentiality

Anti-bribery and  
Anti-money Laundering

Appropriate Usage of 
Social Media

No Employment of Minors

No Discrimination

Free Association and Right 
to Enter into Collective 
Agreements

Health, Safety, 
Environmental, and 
Quality Regulations

We have robust governance 
mechanisms and zero tolerance for 
unethical behaviour.       We had zero 
confirmed incidents of corruption 
and zero new confirmed cases of 
anti-competitive behavior, antitrust 
or monopoly practices across any of 
our businesses in 2021.

As additional information, GoTo Group was identified as 
a participant in two cases8 related to late reporting of 
acquisition in 2017 and 2018 which were active in 2021. We 
have responded to all enquiries from the authorities in a timely 
manner to meet the expectations of the relevant regulator and 
both cases have been settled in 2021.

8 Details of the cases are included in Appendix B.

Independent limited assurance has been provided only over 2021 data 
marked with this symbol. PwC’s assurance statement can be found in 
this document.

Our Supplier Code of Conduct lays out clear guidelines to which all our suppliers are required to comply. It does not extend only 
to our direct suppliers, but also covers the suppliers’ employees, agents, assistants, and sub-suppliers.

AS

AS
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“Our compliance to all relevant 
local laws and regulations in every 
market where we have a presence serves 
as the basis for all our business decisions. 
Compliance is non-negotiable for every 
company in our group, and we maintain 
continuous, transparent and strategic 
engagement with regulators so we can plan 
well in advance for any regulatory changes 
or adjustments.”

Shinto Nugroho
Chief of Public Policy and 
Government Relations, GoTo

Compliance with
Laws and 
Regulations

At GoTo Group, our Legal and Compliance 
team acts as the gatekeeper in managing and 
ensuring our compliance with all applicable 
local, national, and regional regulations.

As a standard process, we monitor and track all applicable 
regulations relevant to our company and the business activities 
in each country where we operate with the relevant stakeholders. 
The company ensures it continues to hold and comply with all 
required licenses for its business and activities in each jurisdiction. 
Furthermore, we remain in close contact with relevant authorities 
and regulators to ensure we comply with the applicable regulations. 
The regular and constant review of regulatory developments and 
changes helps guide our existing business activities and ensures 
continuous and sustainable innovation within the regulatory 
constraints of local jurisdictions in which we operate.

The organization paid a total fine of IDR 3,300,000,000 in 2021 for 
the case related to the late reporting of PT Global Loket Sejahtera 
acquisition in the year 20179. There were no new cases of non-
compliance with any environmental, social, or economic laws and 
regulations during the reporting period.

Implement business 
models that support 

scalability, but do not 
pose regulatory risks to 

the company

Actively participate in 
open dialogues with 
relevant ministerial 

departments to shape 
key policy initiatives

Engage in healthy 
dialogue with regulators 

and partake in public 
consultation to keep 

abreast of the dynamic 
regulatory environment

Communicate our 
innovation and new 
products to policy 
makers to address 
unregulated areas

9 Details of the cases are included in Appendix B.

We have a relatively new business model, where regulations often 
evolve over time in line with industry innovations. Below are some 
of the necessary measures we take to proactively manage our 
regulatory environment.

Independent limited assurance has been provided only over 2021 data marked with 
this symbol. PwC’s assurance statement can be found in this document.

AS

AS

30



Building 
Trust with
Data 
Security 
and User 
Privacy
“We have a responsibility to ensure our 
platforms are trustworthy and the data 
of our users is protected, private and safe. 
To do this, we’ve built robust screening and 
testing processes in line with ISO standards 
and verifications, so as to protect our users first 
and foremost. Trust is at the core of everything of 
our team does, and we’re proud and humbled to 
be where we are today because of the trust we’ve 
built among our ecosystem.”

Herman Widjaja
Chief Technology Officer, Tokopedia

As we rely on users’ data to offer a customized 
and best-in-class user experience, we must 
ensure our users trust us to protect their personal 
data whenever they use our applications.

Our fundamental data management principles are guided by 
the applicable data protection laws to protect the privacy of 
our users. We have articulated these principles in the form of 10 
simple and actionable requirements, as part of our privacy policy.

Obtain the individual’s consent before collecting, using, or 

disclosing their Personal Data.

Retain Personal Data for no longer than we absolutely need it.

Ascertain individuals have access, correction, and erasure rights 

when it comes to how we handle their Personal Data.

Ask whether and to what extent the processing of Personal Data 

is necessary to achieve the intended purpose.

Prevent unauthorized or unlawful processing or distribution, as 

well as accidental loss, modification or destruction of Personal 

Data with suitable organizational and technical measures.

Consent

Retention

Access, Correction and Erasure

Data Minimization

Confidentiality and Data Security

Protect the privacy of the individual by collecting and 

processing their Personal Data in a legal and fair manner.

Ensure Personal Data is correct, complete and, where 

necessary, kept up to date.

Process Personal Data for the purposes defined in our 

Privacy Policy or as otherwise agreed with the relevant 

individual.

Communicate openly and transparently on all matters 

relating to privacy to ensure that the individual is informed 

of how their Personal Data is being handled.

Check that the right measures are in place before 

transferring Personal Data to another country.

Lawfulness and Fairness

Accuracy

Purpose Limitation

Openness

International Transfers
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Our privacy policy ensures users understand how we collect, store, use, 
process, retain, transfer, disclose and protect the personal data of all 
users of our applications, including our driver and merchant partners.

Providing a trustworthy ecosystem that proactively protects data is 
our number one priority. We use encryption protocols and software, 
and follow the best practices in the industry to deploy and operate 
our cyber security strategy. These tools include, but are not limited 
to, the guidelines set out by the National Institute of Standards and 
Technology, ISO27001, ISO27701, and PCI-DSS. Our Information 
Security Policy, Privacy Policy and Acceptable Use of Assets Policy 
lay down clear guidelines on how data should be used, protected, and 
managed. As part of our commitment in Data Security & Privacy, some 
of our operating companies have been awarded with ISO 27001 and ISO 
27701 certifications. We plan to continue extending these certifications 
as applicable to the remaining companies within the Group.

We have a dedicated team responsible for establishing, operating, 
monitoring, reviewing, and continually improving our Information Security 
and Management System.This team conducts a comprehensive Data 
Protection and Privacy Impact Assessment to evaluate our system 
and processes (including any security vulnerabilities and risks) as 
well as develop the proper mitigation plans across our platforms and 
organization.

We consistently take all necessary action to ensure that the right  
stakeholders are updated on the data security and user privacy 
requirements of our company. We also ensure they have access to the 
right tools and information to enable them to adhere to the same.

We implement this in practice through the various initiatives with our 
employees and with our ecosystem partners.

Biannual information security 
and data protection training 
and assessment –  
The topics of the training cover 
Phishing, Information Handling, 
and Data Protection (including 
topics such as consent and 
personal data handling).

Data Loss Prevention tools to 
detect suspicious or unusual 
activities such as massive data 
downloads or data sharing with 
external parties.

Mandatory Software Development 
Life Cycle (SDLC) learning with the 
following objectives: (i) conduct 
a Privacy Impact Assessment, (ii) 
implement “privacy by design and 
by default” in each development or 
initiative, and (iii) implement a risk-
based approach by considering the 
fundamental rights of applicable 
stakeholders.

An annual workshop for engineers on 
secure coding practices by referring 
to the latest Open Web Application 
Security Project (OWASP) Top 10 report. 
The report provides guidance, from 
security experts around the world, on 
remediation for the top 10 most critical 
web application security risks.

Periodic phishing drill to 
measure employee awareness 
regarding phishing emails. Such 
phishing drills are performed 
monthly, targeting two to three 
per month and biannually 
targeting all employees.

Email campaigns on various 
security topics such as 
Information labeling, secure 
storing and sharing of working 
files, prohibited use of Google 
Drive for desktop, secure internal 
communication channels, etc.

Initiatives with our employees
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We have seen measurable impact from our data security and user 
privacy initiatives, as detailed below.

There were no new substantiated complaints concerning 
breaches of customer privacy or identified cases of leaks, thefts, 
or losses of customer data during the reporting year11.

reduction in Account Takeover, from 197 cases per one 
million transactions (January 2020) to 8 cases per one 
million transactions (April 2021) on Gojek platforms.

reduction in account takeover, from 36.1 cases per 
one million transactions (January 2021) to 5.1 cases per 
one million transactions (December 2021) on Tokopedia 
platforms.

reduction in the number of Top-Up Scams from 100 
cases per month (January 2021) to fewer than 5 cases per 
month (July 2021).

of Gojek Business Partners feel more confident running 
their business with GoBiz after undergoing  the J.A.G.A10  
education program. The program helped raise our 
partners’ awareness on proper data management, and be 
more vigilant on potential data leakages.

96%

85%

97%

95%

Signed a Memorandum of Understanding with 
the Indonesian Ministry of Communication and 
Information regarding digital transformation 
and security in September 2021. Through this 
collaboration, the goal is to train and educate MSMEs 
and entrepreneurs on digital security governance, 
personal data protection, digital literacy, digitization, 
and supporting digital economy forums.

Conducted more than 17 training courses through 
interactive webinars and issued various Public 
Service Advertisements reaching more than 
300,000 people and MSMEs.

Rolled out the GoBiz super app to support 
ecosystem partners in running their businesses. 
The application is equipped with various security 
features, including pin verification and access 
control, to ensure a high level of security for user 
data being managed by ecosystem partners.

Created a microsite and a digital book for MSMEs 
to learn how to secure their personal and business 
data, as well as enhance safety to guard against 
digital fraudsters.

Initiatives across our ecosystem

10 J.A.G.A stands for:

Jangan transfer uang di luar aplikasi (Don’t pay or transfer money outside the app);

Amankan data usaha dan data pribadi seperti  # kode otp, 16 digit nomor kartu ATM/debit/kredit, 
CVV, kode PIN, dan lainnya (Secure business and personal data using OTP code, 16 digit ATM/debit/
credit card number, CVV, pin, and others);

Gunakan fitur peran pengguna  di GoBiz untuk melindungi data usaha Anda (Use the employee 
management feature on GoBiz to protect your business data);

Adukan hal mencurigakan lewat menu Bantuan pada aplikasi GoBiz (Report suspicious activities via 
the help menu on other pages through the GoBiz application)

11 The organization was identified as a participant in one case related to data security in 2020 which was 
active in 2021. Details of the case are included in Appendix B.

Independent limited assurance has been provided only over 2021 data marked with this symbol. 
PwC’s assurance statement can be found in this document.
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At GoTo, we are transforming how we do business to mitigate the 
environmental impact of our company and that of our broader 
ecosystem. In line with our goals of achieving Zero Emissions 
and Zero Waste across all our businesses by 2030, we will 
continue to collaborate with partners to credibly respond to 
our material environmental issues, which includes Climate 
Action, Packaging Use and Disposal, and Waste.

Protecting
Our Planet



Managing 
Emissions 
across Our
Ecosystem

As a company facilitating the transportation 
and mobility of people and goods every day, 
one of the most material environmental issues 
for our ecosystem is greenhouse gas (GHG) 
emissions.

We look at our emissions footprint 
holistically, continuously 
assessing and investing in ways 
we can become more efficient 
in our energy use and reduce 
dependence on fossil fuels.

We calculate and manage our emissions inventory in alignment with the Greenhouse 
Gas Protocol, quantifying the total GHG emissions attributed to our direct and indirect 
operational activities. Having an accurate, transparent, and regularly updated inventory 
allows us to understand the total impact of our ecosystem on the climate, and in 
turn develop viable emissions reduction strategies in order to reach our goal of Zero 
Emissions by 2030.

As can be seen in Graph 1 above, our Scope 3 emissions make up the bulk of our carbon 
footprint due to the use of products and services purchased on our platform.

SCOPE 1 SCOPE 2 SCOPE 3

PG&S 
and CG

0.18% 0.57% 0.18% 0.15%
4.52%

6.81%

87.59%

F and E T and D Use of 
SP

Others

PG&S and CG

F and E

T and D

Use of SP

Others

: Purchased Goods and Services and 
capital Goods (Cat 1 and 2)

: Fuel and Energy (Cat 3)

: Transportation and Distribution (Cat 9)

: Use of Sold Products (Cat 11)

: Cat 4, Cat 6, Cat 7, Cat 12

Reduce

Offset

We aim to reduce emissions by improving 
operational efficiency, increasing the share 
of renewable energy in the energy consumed 
across our offices, and accelerating EV 
adoption for our driver and delivery partners 
in every market where we operate.

In situations where we cannot avoid or reduce 
our emissions, we will offset as we continue 
to decarbonize our operations.

Our approach to reaching 
Zero Emissions is two-fold: 
Reduce and Offset.

Total GHG footprint for GoTo in 2021

822,898 tCO2e

Graph 1
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A key part of our emissions reduction strategy is 
to shift all vehicles in our ecosystem to electric 
vehicles (EVs) by 2030, as most of our emissions 
are from the vehicles used to move people 
and goods across our ecosystem. Starting in 
Indonesia, a country with one of the highest 
motorbike usage in the world, we begin this 
journey with a focus on two-wheel EVs.

Accelerating the Adoption 
of Electric Vehicles

In order to find the most suitable go-to-market solution, we have collaborated with several key players across the EV value 
chain: Gogoro, Gesits, Mitsubishi Motors, Santomo, Pertamina, and and TBS Energi Utama (TBS). Early results have helped 
produced insights to support our ecosystem’s transition to EVs.

Battery swap infrastructure 
for two-wheeled EVs is 
preferred over charging 
stations to reduce time 
spent to recharge.

A rental model is preferred 
over outright purchase by 
driver-partners to keep 
upfront capital costs lower.

With certain vehicle financing schemes, driver-
partners can potentially save up to 30%, on their 
monthly vehicle-related expenses by adopting 
EVs instead of traditional vehicles with internal 
combustion engines.

Our roadmap to achieve our target of 100% EVs by 2030 features the following phases: 

2019-2021 2021-2022 2023

Understanding

• Research to understand 
the needs of the EV 
landscape in Indonesia

• Sourced 500 EV bikes 
and set up 14 battery 
swapping stations 
across seven locations 
in South Jakarta

• R&D for vehicle and battery technology most 
suitable for Indonesian market

• Scaling up EVs and battery swap ecosystems

• Converting 100% driver fleet to EVs by 2030

Piloting Scaling



In 2021, through our partnership with PT 
Karya Baru TBS, a subsidiary of PT TBS 
Energi Utama Tbk, we established a joint 
venture named PT Energi Kreasi Bersama 
(also known as Electrum) to accelerate the 
development of EVs in Indonesia. Electrum 
has already procured 500 two-wheeled 
EVs for GoTo and set up a battery swap 
station network with Pertamina for EVs in 
South Jakarta.

With the total cost of ownership (TCO) and availability 
of battery swap station infrastructure as the primary 
challenges, we are exploring opportunities related to the:

1. Assembly and manufacturing of more two-wheeled 
EVs domestically, to reduce costs and improve local 
expertise in the field

2. Building of new partnerships to expand the network of 
battery swap stations across Indonesia

“Key to our approach to climate action is shifting 
all vehicles in our ecosystem to electric vehicles. 
Why? We know the largest part of our emissions 
footprint as a company is from the mobility 
products and services on Gojek’s platform, and 
as such we are investing in ensuring the right 
infrastructure, support and resources are available 
for our ecosystem to make that shift. It’s also part 
of our commitment to help build a cleaner, more 
accessible and sustainable mobility system in 
Indonesia and the region.”

“Electrum is, at its very core, a company 
established to resolve one of our great 
visions for Indonesia: to build a cleaner, more 
sustainable mobility system for all. Through the 
partnership between Gojek and TBS, leveraging 
both our strengths and that of our partners, a clearly 
aligned mission and set of values and the sheer 
passion and dedication of our team, we know we’ll 
make credible impact in achieving that very vision. 
I’m personally so excited about what the future 
holds and bringing Electrum to scale.”

Shobhit Singhal
Head of Transport, Gojek

Pandu Sjahrir
CEO, Electrum
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Promoting the Use of 
Renewable Energy

Indonesia aims to achieve 
a 23% share of renewable 
energy in its national energy 
consumption by 2025, which 
is almost double the current 
level of 12%12.

Growing renewable energy investments and projects 
are already in the pipeline, reinforced by the country’s 
geographic features which provide a wide range of 
sources for renewable energy generation, including 
hydropower, tidal, solar, and geothermal energy. 
At GoTo Group, we are beginning to transition to 
renewable energy sources to power our offices and 
warehouses, with the aim of having 100% renewable 
energy power over the next few years.

In 2019, Tokopedia participated in Gerakan Nasional 
Sejuta Surya Atap (GNSSA), a national initiative to install 
one million rooftop solar panels. Tokopedia is one of 
only 14 companies to take part in this initiative, and 
has installed rooftop solar panels in our HQ with our 
partner, Xurya.

In addition to these efforts, as of January 2022 GoTo 
has purchased 361 Renewable Energy Certificates 
(RECs) from Perusahaan Listrik Negara (PLN), which is 
equivalent to 361,000 kWh of electricity consumption. 
These REC numbers will continue to grow to offset 
some of our carbon footprint and increase our 
contribution to renewable energy projects.

12 Publication titled “Harnessing renewable energy investment 
sector in Indonesia” by Indonesian Ministry of Investment 
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Enabling Our Consumers to 
Offset Their Carbon Footprint

GoCar/GoRide carbon offset feature

User-donated tree plantation

We introduced an in-app feature for carbon offsetting, for our GoCar 
and GoRide users. It needs to be activated only once and will be 
automatically applied for all subsequent trips for that user. There 
are plans to introduce this feature into our other mobility products 
moving forward. 

On Tokopedia’s platform, we provide users the option of donating 
funds to plant trees. This is done in partnership with Yayasan 
Konservasi Alam Nusantara (YKAN). The funds gathered throughout 
2021 were enough to support the planting of over 7,000 trees. The 
program also promotes community-based environmental action that 
improves the livelihoods of local communities.

In 2021 we took further action to offset 
the carbon emissions that we are currently 
unable to avoid. Across our various 
platforms, we have provided users with 
the ability to offset some of the carbon 
emissions from their use of our services. 
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How are the prices calculated  
for each user?

A fixed amount is charged to the users who have activated 
the GoGreener Tree Collective. The amount is calculated 
based on the number of trees needed to absorb the 
average emissions by a 2-wheel or 4-wheel vehicle on 
GoRide and GoCar respectively.

How are the planted trees maintained and 
monitored?

The trees are maintained in regulated conservation areas 
and monitored by Gojek and Jejak.in using a technology-
enabled monitoring system that helps to identify and 
analyze tree growth, soil and air quality, and the amount of 
carbon absorbed. These data points are shared with users 
through a dashboard, sent via email for a period of up to 
three years for each tree planted.

How does the program above help the 
environment?

Trees play an important role in the absorption of carbon 
dioxide emissions from the atmosphere, as well as the 
release of oxygen back to nature. The addition of new 
trees also expands green space which is vital for air 
quality and in mitigating the impact of the climate crisis. 

Different trees have different effects. Mangroves, the 
kind of tree selected for the start of the GoGreener Tree 
Collective,  also protects coral reefs from sedimentation 
and protects the coast from erosion caused by waves 
in addition to their high capacity for carbon absorption. 
They have been proven to significantly reduce wind 
speed and destruction from strong waves and tsunamis. 
Mangroves also serve as the natural habitat for a variety of 
terrestrial and marine ecosystems that include fish, coral 
reefs, and endangered species. 

Case Study –  
Carbon Offset Feature

Gojek users in Indonesia have the option to activate the 
GoGreener Tree Collective for each GoRide and GoCar ride taken 
in the app.

Activating the feature will seamlessly allow users to add a fixed 
amount to their total booking fee that will be sent to our partner, 
Jejak.in, who subsequently works together with relevant non-
governmental organizations to plant trees across the country.

The calculations for specifying the number of trees required to 
absorb the emissions from these rides are performed based on 
the best available scientific research and guidelines issued by 
the Indonesian Ministry of Environment and Forestry and the 
Intergovernmental Panel on Climate Change (IPCC).

User Dashboard
GoGreener



GoTo is a founding member of the World Economic Forum’s 
Alliance for Clean Air. As part of this alliance, we will be testing 
and refining the air pollutant emissions standard developed by 
the Climate and Clean Air Coalition and Stockholm Environment 
Institute. These guidelines will help companies measure the 
air quality impact throughout their value chain and take steps 
to reduce it. Alongside other alliance members, we will also 
advocate for better air quality in our cities with local governments 
and industry partners through practical science and data-based 
recommendations.

Uniting for Cleaner Air Quality

“This is my first time riding an electric motorbike 
through Gojek. It’s comfortable, doesn’t make a lot 
of noise and reduces air pollution. Knowing it’s better 
for the environment, I’d like to ride an electric motorbike 
from Gojek moving on in the future.”

GoRide Electric Consumer
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Reduce the amount of single use products 
and waste across our value chain, in terms of 
packaging, delivery, or operations.

Reuse or repurpose materials to their 
maximum potential, and ensure appropriate 
waste processing to divert as much from 
landfills as possible.

Having a clear understanding 
of our waste footprint helps 
us develop effective waste 
management strategies, of which 
we have two approaches:

GoTo Group’s e-commerce and on-demand services experienced 
significant growth in recent years, processing millions of orders 
across Tokopedia and Gojek platforms every day. Although this is 
positive from a growth and demand perspective, we understand 
the sheer number of e-commerce and food delivery orders 
going through our platforms every day generates a considerable 
amount of waste.

To tackle this, we embarked on our first ecosystem-wide waste 
accounting process in 2021. Although largely extrapolative (considering 
our decentralized network of merchants), this was an important step in 
gaining a baseline understanding of the composition and source of waste 
generated from us as a company and across our ecosystem. From there, 
we are able to identify where our company can produce the greatest 
impact in working toward our Zero Waste targets by 2030.

In order to understand our total waste footprint, we segmented waste 
into three broad categories: (1) waste generated at our office complexes 
(2) waste generated as part of our on-demand services, and (3) waste 
generated from our warehouses.

Based on our assessment, the estimated waste generated in each of the 
aforementioned categories is equivalent to:

Management
Waste

“As with everything GoTo does, we’ve looked at waste 
from a system-wide perspective, with the need to respond 
to both the upstream and downstream components of what’s 
contributing to the waste footprint of our entire ecosystem. 
That’s how we’ve come up with our Zero Waste priorities. At the 
same time, we’re raising awareness of what better consumption and 
waste management practices are, so everyone in our ecosystem - 
from our employees to our consumers and merchants - can also 
take meaningful action at an individual level.”

Catherine Hindra Sutjahyo
Director, GoTo
Head of Food and Indonesia Sales & Ops

Waste generated 
in our warehouses

Waste generated 
in our offices

Waste generated 
in our on-demand 
services

1,319 
metric tons

187 
metric tons

333,583
metric tons

Reduce

Reuse and Repurpose
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Reducing Our 
Waste Footprint

Reusing and Repurposing to 
Minimize Waste to Landfill

Segregation by waste treatment method
(in metric tons)13

In an effort to reduce waste generated directly from our operations, we 
have rolled out several initiatives including eliminating single-use utensils 
and packaging in our offices, raising awareness of sustainable in-office 
practices for our employees, and ensuring proper sorting and processing 
of our office waste with credible partners. Indirectly across our value 
chain, we have begun introducing recycled and repurposed packaging 
in facilities where we have direct control, and established guidelines on 
how our merchants can reduce excessive packaging (and therefore also 
reducing their expenses). This will scale as we move forward on our Zero 
Waste journey. 

In 2021, we partnered with Rekosistem to manage waste generated 
from a GoFood cloud kitchen in Tebet, South Jakarta. Waste is collected 
and segregated daily, and then treated via different methods such as 
composting, recycling, pyrolysis and gasification (carbon factory), and 
black soldier fly processing, as appropriate for each type of waste. No 
hazardous waste was generated in our cloud kitchens and the waste 
diverted from disposal were all offsite GoTo Group.

The different ways cloud kitchen waste has been treated is illustrated in 
Graph 2. Of the total waste generated,          95% was directed away from 
landfills. We plan to scale this program to all cloud kitchens in the next few 
years, in line with the expansion of our cloud kitchen network.

For our Dilayani Tokopedia14 facilities, we have 
started repurposing shredded cardboard boxes 
(which are unable to be used as packaging) as 
cushioning material for packaging orders, in 
order to reduce the use of plastic bubble wrap 
and air pillows. In 2021, over 10 metric tons 
of cardboard packaging was shredded and 
repurposed as cushioning material. In addition, 
over 113 metric tons of cardboard packaging 
was also recycled into pulp in partnership with 
PT Fajar Surya Wisesa Tbk.

Building on the findings from our 2021 waste 
inventory, we will continue to develop and find 
increasingly effective ways to reduce waste 
both across our value chain and in our offices.

Reusable delivery bags distributed to 
delivery partners as of 2021

75,000+

14 Dilayani Tokopedia are Tokopedia’s fulfillment centers, 
formerly known as TokoCabang.

13 The data is for the period covering 6 May, 2021 to October 8, 2021 and 1-31 December, 2021 
as the partnership with Rekosistem started from 6 May, 2021.

Graph 2

Independent limited assurance has been provided only over 2021 data marked with this 
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Our employees, partners and users are at the heart of our 
company, driving us and our ecosystem forward. As such, 
GoTo is committed to ensuring our employees and the 
millions of partners across our ecosystem are engaged, 
valued, safe and supported, with equal opportunities no 
matter who they are or where they are from. 

Empowering
Our People



Developing Our
Human Capital
Our employees are the cornerstone of our company’s success, 
bringing our vision to life and leading our efforts to continue 
delivering innovative, high-quality and impactful solutions for 
all our users. We know in order to attract the right talent, with the 
minds, hearts and commitment to help deliver our mission and 
drive impact across our ecosystem, we have to establish the 
necessary support system and channels for our employees to 
continuously grow and thrive.  

Percentage of employees 
receiving performance and career 
development reviews15

“We are continuously asking ourselves: do we 
have the right talent, organisation, capabilities and 
culture to achieve our business ambition? At the core 
of the responses to these questions is our people. Our 
employees are our greatest asset, and we want to ensure 
every single person in our organization has access to the 
resources they need to be their best selves, doing their best 
to make positive impact and empowering progress, as part 
of our company’s mission.”

Nanang Chalid
Vice President, People, Tokopedia

Graph 3
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15  Expatriates are considered as contract employees in Indonesia due to local 
regulations. In other countries, expatriates can be permanent employees as well. 
However, GoTo treats Indonesian expatriates as their permanent employees for 
all internal processes. To maintain consistency in reporting across countries, the 
number of employees considered here includes all active permanent employees in 
all countries and active expatriates in Indonesia.

Independent limited assurance has been provided only over 2021 data marked 
with this symbol. PwC’s assurance statement can be found in this document.

94.69% 82.24%

Senior 
management

Other 
employees

83.90% 82.60%

Male Female
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Enabling fair and transparent 
recruitment, to attract the best talent.

Talent Attraction: We follow a clear 
Recruitment and Onboarding policy to 
eliminate bias and ensure sourcing channels 
do not discriminate applicants, either directly 
or indirectly. Any official recruitment posts 
with clearly defined job descriptions are 
coordinated by a dedicated Recruitment 
team to ensure quality, be clear about 
expectations for candidates, and prevent 
fraudulent applications. All submitted 
applications are tracked by our Applicant 
Tracking System. 

Recruitment: Our recruitment team 
alongside hiring managers and employees 
with relevant subject matter expertise, 
partake in candidate interviews and 
screening, using the established evaluation 
criteria. Further, upon confirming an offer, 
our Payroll and People Information team 
begins the onboarding process to integrate 
new employees into GoTo Group systems.

Our efforts in 2021 led to a significant  
growth in our teams across countries, 
with the recruitment of 3,030 permanent 
employees across all levels.

Providing an environment where all employees have 
equal opportunities for personal and professional 
growth.

Performance Evaluation Policy: Our People and Culture teams 
have detailed performance review procedures, which includes 
360-degree feedback, and standard evaluation frameworks to 
assess employee performance. This ensures comprehensive, 
objective and transparent reviews of our employees’ 
contributions to the company, and supports identifying the right 
tools and opportunities for talent development.

Talent BENCH: A Tokopedia talent succession program 
providing end-to-end development for the top 1% of performers.

Leadership Development Program: A program to develop 
Tokopedia leaders through a series of modules on “Critical 
Practices for Leading a Team”. 

NXCoach Ecosystem: A coaching support network to equip 
our leaders with the necessary tools and skills to better coach 
their teams. This consists of a Leaders’ Coaching Academy to 
provide the supply of coaches to support the program, Circle 
Meetup (refresher), and myCoach, which enables matchmaking 
and scheduling on an app. As of 2021, Tokopedia onboarded 
more than 90 internally certified coaches alongside 4 certified 
professional coaches. On an average, a satisfaction score of 4.45 
out of 5 was received from employees who were part of these 
coaching sessions.

Delivering targeted learning and development programs for all GoTo Group employees.
 

Mandatory Training: We ensure all the mandatory training is completed by employees, coordinated and 
managed by the People and Culture teams, and supported by a Learning Management System (LMS). 
Mandatory training includes IT Security, Code of Conduct, Anti-Bribery and Anti-Corruption, and Health 
and Safety. 

Learning Lab Platform (LLP): LLP is a one-stop learning platform available to all full-time employees and 
direct contractors of Gojek. Launched in early 2020, it has been a core pillar in supporting our employees’ 
learning journeys, especially during the pandemic. The platform has self-paced training courses focused 
on developing technical skills, and covers subjects ranging from communication, leadership, sustainability 
and much more. 

Linkeding Learning (LiL): LiL was launched in August 2021 and is available for all GoTo Financial and Gojek 
employees to enable micro and on-demand learning programs.

Work Fun Home Learning Series: This is a series of monthly webinars intended to disseminate topic-
specific information and knowledge including managing personal finance, improving self-motivation, 
personal development and others.

TALENT Pathway: A soft-skills development program available for all Tokopedia employees.

Functional Academy: A set of learning programs focused on technical skills, with the aim of serving 
Tokopedia business units to standardize and improve their capabilities. In 2021, we expanded the offerings 
by more than 50% to ensure we covered technical subjects relevant to all business units within Tokopedia.

External Training: GoTo Group holds webinars and sessions with external guest speakers and subject 
matter experts for all employees on a broad range of topics. 

Attracting the right talent Developing the right skills Accelerating growth



Diversity, Equity 
and Inclusion

Championing In line with our Zero Barrier commitments, we strive to build an organization 
and ecosystem where everyone is supported, safe, engaged and valued, 
no matter who they are. As such, we have implemented relevant diversity, 
equity and inclusion (DEI) standards within our company and for our 
ecosystem, to ensure all our stakeholders - internal and external -  know 
their perspectives matter and that they have meaningful contributions to 
the future of our company.

Building a Diverse and  
Inclusive Workforce within GoTo

Our people are at the heart of what we do, and we believe that creating 
a diverse, equal, and inclusive culture makes us a more innovative, 
productive, resilient, and responsible company. To foster an inclusive and 
engaging workplace, we have integrated our DEI principles into recruitment 
and onboarding processes, to embed these principles into all we do in 
terms of employee recruitment, development and support.  In 2021, we also 
launched training programs to raise awareness of DEI-related issues, such 
as eliminating unconscious bias, ways to be a supportive ally, and promoting 
inclusive practices in every part of our organization.

Specifically on gender, GoTo is a signatory to the United Nations Women’s 
Empowerment Principles (UN WEP), which serves to promote gender 
equality in the workplace, marketplace and community. We have integrated 
these principles into our relevant processes and programs, particularly 
as it relates to how we achieve gender parity within our organization in 
representation and equal pay, and across our ecosystem to provide equal 
opportunities for female partners and entrepreneurs.

“Diversity, equity and inclusion (DEI) values are at the 
core of our organizational culture; we want everyone 
in our company to be engaged, valued, supported and 
themselves no matter who they are. This is non-negotiable for 
us; we measure and set objectives with full accountability across 
the company to ensure we are all working towards the same DEI 
goals, we invest in the right resources and programs to support 
integrating DEI best practices, and we ensure every GoTroops, 
Nakama and GTF Makers knows their rights and responsibilities 
as we all have a role to play in building a truly inclusive company 
and ecosystem.”

Melissa Siska Juminto
Director, Chief Human Resources Officer, GoTo
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Employee Diversity by Gender across Management Levels, 
Functional Groups and Countries17

MALE FEMALE OTHERS

0% 25% 50% 75% 100%

We are committed to achieving gender parity across GoTo Group, 
and have identified priority indicators we will use for measuring 
our effectiveness in achieving parity in both representation and 
pay. At the time of this report’s publication, we have begun our 
first pay audit, with the aim of achieving equal pay certification in 
the next few years, as well as continuing to invest in initiatives to 
understand and close gender gaps across different functions and 
levels in our organization.

Employee Resource Groups (ERGs)

Our employees come with varied life experiences, backgrounds, 
and characteristics. ERGs provide a way to leverage existing 
diversity to build a collective voice on DEI. ERGs are positive, 
safe, and respectful spaces, and ensure employees feel valued, 
engaged, and supported regardless of their unique identities. These 
voluntary, employee-led groups help to drive change, foster a more 
inclusive culture at work, and give the company an opportunity 
to learn what issues are affecting employees from different 
perspectives, and jointly find inclusive, long-term solutions.

As of 31 December 2021, GoTo Group engages a total of 9,099 permanent employees. Gender diversity 
across management levels, countries, and operating groups are showcased in the graphs below.

We will strive to achieve and eventually 
exceed regional and industry standards for 
gender parity in leadership positions, which 
currently stands at an average of 28%16.

Throughout this report, employees who have 
chosen not to disclose their gender have been 
classified as “others”.

GoTo

Gojek

Tokopedia

GoTo Financial

Swift

Indonesia

Singapore

Vietnam

India

Senior Management

Other Employees

Governance 
Board Composition*
(by gender)

MALE

84.6%
FEMALE

15.4%

Graph 4

Graph 5

16 “Why Tech Still Needs More Female Leaders?”, Forbes, 17 March 2022

17 Expatriates are considered as contract employees in Indonesia due to local 
regulations. In other countries, expatriates can be permanent employees as well. 
However, GoTo treats Indonesian expatriates as their permanent employees for 
all internal processes. To maintain consistency in reporting across countries, the 
number of employees considered here includes all active permanent employees in 
all countries and active expatriates in Indonesia.

*) Governance Board refers to GoTo’s Board of Commissioners and Board of 
Directors. 
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2,344 1,460 0

1,149 607 1

251 118 0

4,503 2,897 3

208 107 3

46 90 0

1,032 210 0

614 215 0

5,175 3,089 6

Independent limited assurance has been provided only over 2021 data marked with this symbol. PwC’s 
assurance statement can be found in this document.
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https://www.forbes.com/sites/forbestechcouncil/2022/03/17/why-tech-still-needs-more-female-leaders/?sh=408066717c8f
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Zero Tolerance of 
Harassment

GoTo Group condemns all kinds of 
harassment – not just of our employees, 
but of our partners and users as well. We are 
bringing together a group-wide workplace 
anti-harassment policy and the supporting 
mechanisms to ensure all our employees 
are protected, no matter where they are. For 
our partners and users, we are committed 
to raising awareness on different types of 
harassment, and ensuring our ecosystem 
has the right protective mechanisms to 
eliminate it altogether. We have incorporated 
this in our Code of Conduct to strengthen 
our zero tolerance policy toward harassment 
in the workplace.

Fair Pay and Equal Rights

None of our employees are paid below the 
applicable minimum wage in all the locations 
of our operations, and every employee at the 
lowest level has the same rights as all other 
employees.

Women’s Empowerment 
at GoTo Group

 Our first ERG was Women@Gojek, 
a group of more than 250 GoTroops 
focused on supporting and unlocking 
the skills and leadership potential 
through connection, mentorship, 
collaboration, and discussion.

 
 Under Tokopedia Academy, 

we created the Women in Tech 
community to strengthen the bond for 
employees in Technology, Data, and 
Product functions. In 2021, several 
sessions were held to build a sense of 
community for women in technology 
sectors, as well as provide a forum to 
discuss sector-specific challenges 
and opportunities, as well as broader 
gender equality, empowerment, 
growth and development.

 In November 2021, GoTo Group hosted 
a virtual one-day conference, START 
Summit Women in Tech. Through the 
conference, we provided a sharing 
platform for leaders in the sector to share 
their experiences breaking barriers and 
closing gaps in different organizations, 
as well as advice and insights on how 
to improve gender equality in the 
technology sector. The event also 
provided the opportunity for attendees 
to interact with and build network 
connections across the sector.

 
 Swift Women Leaders 2022 is an 

initiative focused on women at one 
of our subsidiaries, to support their 
growth and development specifically 
in the e-commerce logistics space. 
The initiative offers knowledge sharing 
sessions, awareness raising campaigns, 
and programs to provide training and 
skills development.
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Building an Inclusive 
and Accessible
Platform for All
Our Zero Barriers commitment means 
removing all barriers to access, growth, and 
opportunity, not just for our employees but  
for all our stakeholders, users, driver-partners,  
and merchants.

In 2021, we became a signatory of the Valuable 500 initiative to 
advance disability inclusion across our company and ecosystem, 
in line with global best practices. As part of this commitment, 
we have established multiple initiatives to ensure our platforms, 
products, and services are accessible and inclusive.

There are also several channels to ensure continuous 
communication and engagement with our employees, users, 
driver-partners, and merchants who have disabilities. We engage 
with users with disabilities to understand their pain points while 
using the GoTo Group platform apps and introduce new features, 
such as the screen reader for logging in and home screen flow, to 
create human-centered and contextual experiences on and off 
the screen. We believe technology should be accessible to all, and 
we are committed to providing equal opportunities and access for 
users and partners with disabilities joining our platform.

Through the Bengkel Belajar Mitra (BBM) program, we 
provide training to our driver-partners on safe driving 
practices. One of the BBM training materials related to 
people with disabilities is a sign language class, which has 
been held in several major cities in Indonesia.

We display information regarding partners with 
disabilities on the app in an effort to provide users with an 
understanding of our driver-partners’ conditions.

Independent driver-partners’ communities for people 
with disabilities, with the aim of fostering a safe and 
supportive group of fellow driver-partners and the exchange 
of best practices to improve their experiences as well as the 
users’.

Our initiative Nakamate: Audio Books is a volunteer 
program which engages Tokopedia employees as narrators 
to develop audio books for people with disabilities.

Tokopedia launched the Voice Over feature on its iOS 
app in 2021. This feature makes it easier for people with 
disabilities (particularly those with visual impairments) to 
use the Tokopedia platform. Through this feature, users 
will receive information in audio form from their device 
that describes the contents in the Tokopedia application. 
This includes product descriptions, prices, ratings, and 
reviews. We are working toward extending the feature to 
our Android app as well. 

In our offices, we are continuously improving our 
facilities to ensure they are accessible for all, including 
people with disabilities. This includes special walkways, 
vertical platform lifts, handrails, as well as customized 
toilets and prayer rooms.

In addition to our regular merchant education programs, 
Tokopedia also provides training and knowledge sharing 
sessions for MSMEs on Tokopedia products and how 
best to promote products sold online. These sessions are 
particularly focused on MSMEs led by women, those from 
underprivileged backgrounds, people with disabilities and 
other marginalized or underrepresented groups. In 2021, 
there were more than 1,000 MSMEs participating in our 
e-commerce education programs, some of whom were 
also provided with more intensive mentoring and business 
support. 

Together with Migrant Care, Tokopedia provided 
workshops, mentoring, and business support for 
merchants from ex-migrant communities and targeted 
MSMEs. These programs benefited more than 230 women 
from 10 villages in West Java, East Java, and Central Java. 



Promoting Safety in
Our Organization
As the world continues to grapple with COVID-19, 
our employees put tremendous effort into delivering 
our services safely whilst continuing to serve and 
cater to our consumers’ demands. We understand 
our employees’ ability to perform their jobs well 
depends on their physical safety and mental 
wellbeing, and our priority is to ensure all employees 
feel safe, supported and well.

“Workplace safety is the utmost priority for us - our 
GoTroops, Nakama and GTF Makers are what keep our 
organization going, and we want to make sure they feel safe 
and supported while they’re at work, no matter where that is. 
Especially during the pandemic, we made sure everyone had all 
the information, support and resources needed to ensure their 
safety and wellbeing.”

Ensuring Physical Safety

GoTo Group manages the physical safety of employees across four main categories, in all locations where we operate.

We cover all our employees with comprehensive health insurance. 
They worked  36,835,92018 hours in 2021. However, due to the impact 
of the COVID-19 pandemic, our employees largely worked from home. 
Consequently, workplace-related injuries and fatalities were kept to zero.

Governance

Training and mock drills

Periodic maintenance 
and inspection

Incident handling and 
reporting

Our Workplace Management team provides 
guidance to ensure that facilities meet or 
exceed safety requirements, promote safe 
work practices, and support compliance with 
applicable health and safety legislations.

The Occupational Health and Safety 
supervisory committee (part of the Workplace 
Management team) reviews workplace 
management and safety policies at least once 
a year to make necessary changes.

Our Health, Safety, and Environment, Security, 
and Building Maintenance teams go through 
regular safety training to provide suitable 
guidance to our employees.

Keeping employees safe requires planning for 
emergencies. We therefore conduct regular 
safety drills to prepare for such scenarios.

We have created an online portal for our employees 
to report any safety incidents or hazards which may 
cause safety incidents.

Our Health, Safety, and Environment team conducts 
appropriate investigations, documentation, and 
root-cause analyses of safety incidents, followed by 
proposals for suitable mitigation steps to avoid such 
incidents in the future.

Our Facilities Management team ensures that 
office areas are regularly cleaned and disinfected 
as per COVID-19 guidelines.

Our security teams conduct regular inspections 
and maintain documentation of workplace safety 
measures followed at GoTo Group offices.

Virna Nainggolan
Head of Office Management, Tokopedia

18 The total number of hours worked has been estimated 
by taking the total number of working days in a year, 
subtracting public holidays and any company-wide 
holidays, and assuming an average of eight working 
hours per day. Since the majority of the workforce worked 
from home in 2021 due to the pandemic, this estimation 
methodology was used to calculate working hours.
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Kids’ Funtivities

NakaParents Class

NakaParents Virtual Playdate

NakaParents Privilege

NakaParents Community Group

Tokopedia Positive Talks

Ngobrol asik sore-sore (NGASO)

WFH Book Club

Employee Assistance Program

Purpose Wellness Workshop

Well-being Kit

Online educational program for the children of our 
employees.

An online class on a range of parenting topics, run by 
internal and external practitioners.

Playdate event for NakaParents and their kids to 
boost their bonding, quality time, and children’s 
development.

Special discounts for NakaParents across various 
merchants and child immunization at home.

A targeted WhatsApp group for NakaParents 
working at Tokopedia to share information about 
programs, sessions with subject matter experts 
(including child psychologists), build a sense of 
community and support one another.

Monthly sessions for employees, dedicated to 
sharing health-related updates, including on 
COVID-19. We held more than 10 webinars in 2021, 
with an average net promoter score of 3.85 of 4.

Casual online talk show with internal speakers 
discussing a range of non-work-related topics.

Online book clubs led by internal and external sources.

An employee benefit program that aims to provide 
preventive and supportive assistance to employees 
and their families on a range of personal and/or 
work-related issues and challenges that may have 
a significant impact on overall well-being and 
productivity. 

Employees and their family members gain access to 
counseling support from professionals on diverse 
issues. The services are free, confidential, and can be 
accessed 24/7.

Through these self-learning modules and sessions, 
employees are guided by Purpose Coaches to learn 
more about themselves (strengths, values, and 
finding the appropriate balance in their personal 
and professional lives). In 2021, We delivered eight 
workshops which attained an average NPS 3.7 out of 4.

A well-being kit is a simple and effective digital tool  
to improve the well-being of GoTo Group employees. 
With this kit, employees can gain insights and learn 
practices for stress management, how to start a 
gratitude journal, and other relevant topics through 
various worksheets and learning material based on 
credible sources.

Home Workouts

Fruitful Friday

GoTalk Friday

Online workout programs every weekday, offering 
Yoga, Zumba, Pilates, Barre, Ultimate Combat, 
Bootcamp, and Dance.

Online meditation sessions, led by both internal 
and external practitioners, to alleviate the stress of 
working from home.

Informal online interview with internal and external 
guest speakers, covering a range of topics.

Promoting Mental Health  
and Wellness

As our employees continued to work from home 
in 2021, we placed an even greater focus on 
mental health. We offered several programs 
throughout the year to assist employees in 
managing their own health and wellbeing, as 
well as that of their family members.



Keeping Our
Ecosystem
Safe
The safety of our stakeholders is integral 
to the success of our platform. We have 
developed safety protocols as well as 
designed in-app safety features and 
emergency response mechanisms to build 
a culture of safety and protect our driver-
partners, users, and the community. 

“The priority we place on safety 
extends across our ecosystem 
too. We have estabilshed exclusive 
channels for driver-partners and users 
to flag any issues or emergencies, which is 
available 24 hours a day, 7 days a week. This 
make sure we can respond to emergencies 
in a timely and urgent manner.”

Fajar Putra
Head of Field Intelligence & 
Crisis Response, Gojek

Building a culture of safe driving

Safety is not just core to our organizational culture, but also to how our platform operates. As we work with numerous driver-partners (using their own 
vehicles), we conduct comprehensive risk assessments to identify potential hazards in our driver-partners’ working conditions, and engage them in 
safe driving training and practices throughout their time working with us. 

We also ensure educational and training materials are available on our platform for users’ reference, and run awareness campaigns in collaboration 
with the government, international organizations, and NGOs on a range of personal safety-related topics. In addition, users are provided travel 
insurance coverage when using our transport services.

Onboarding Training Medical Care and 
Health insurance

Upfront and clear communication of the 
code of conduct and driver handbook 
guidelines.

Conducting validity checks of necessary 
documents such as their driving license, 
private vehicle for hire license, vehicle 
insurance, and road tax during the 
onboarding process.

Drivers are required to operate a vehicle no 
older than eight years.

Ensuring weekly compliance checks for the 
expiry of documents and traffic offenses.

Conduct annual safety inspections and 
preventive maintenance for driver vehicles.

Equipping partners with training programs 
on safe driving practices and first aid 
techniques. 

In-app notifications to all drivers as 
reminders to maintain vehicle quality, follow 
traffic rules, take care of personal health, 
take a break after four hours of continuous 
service, stop after eight hours of service, etc. 

Online training to promote professional and 
appropriate behavior, how to identify and 
respond to all kinds of harassment, and 
improving order completion processes.

Drivers must complete a safety training video 
tutorial which is validated by the National 
Police Traffic Unit. 

Vaccination drives to make COVID-19 
vaccines available to over 138,000 drivers in 
2021.

24/7 ambulance support is available to 
drivers and consumers via Gojek call center 
in case of any emergency. No additional fee is 
charged from drivers and consumers for this. 

Providing insurance covering accidents, 
death, and long-term disability, as well 
as reimbursement for first aid fees and 
ambulance costs.

Access to health insurance with income 
protection, critical illness coverage, and 
complementary annual health screenings 
to driver-partners and their dependents at a 
subsidized premium. 
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Enabling safety through 
technology

To manage health and safety risks, we 
have designed in-app safety features to 
educate and protect our driver-partners, 
users and the community on general 
safety. In case of any injury, accidents, or 
harassment, drivers can press the SOS 
button on their app to alert our call centers. 
The incident response team then mobilizes 
our dedicated ambulance and task-force 
teams, who are certified to perform medical 
procedures, to take necessary steps and 
ensure the appropriate medical treatment 
is provided to drivers.

To support our drivers in their day-to-day 
operations, we are expanding our Help 
Center and Automation platform and team 
(Driver Care Unit). The platform and the 
team facilitate drivers to report cases of 
harassment from consumers or fictitious 
orders, as well as conduct thorough 
investigations and take appropriate action 
where relevant (including sanctions and any 
steps we can take to avoid recurrences).

We have a system in place to track and 
monitor safety incidents, to ensure 
appropriate monitoring and management of 
all safety-related incidents for our  
driver-partners:

Gojek SHIELD technology

Incident Support

Safety Metrics for driver-
partners

Verification of drivers’ faces

Route sharing capabilities for users

Two-way number masking to protect the 
privacy of both users and drivers

Emergency button/link connected to a  
24-hour emergency response unit

Account features such as OTP login and 
single-device login

Capability to communicate user feedback 
during active trips, in real-time

The number of fatalities resulting 
from work-related injuries

The number of high-consequence 
work-related injuries (excluding 
fatalities)

The number of recordable work-
related injuries

Total number of hours driver-
partners were online on our platform

Rate of fatalities due to work-related 
injuries19

Rate of high consequence work-
related injuries (excluding fatalities)

Rate of recordable work-related 
injuries

174

3

7,046

955 million 
hours

0.036

0.0006

1.47

Deployment of partners trained to respond 
and intervene in cases of harassment

24-hour customer care centers and 
emergency units 

Designated Safe with Gojek zones, based on 
research conducted by UN Women and Pulse 
Lab Jakarta

19 Rate of fatalities and injuries have been calculated based 
on 200,000 hours spent by driver-partners on our platform.
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The strength of our business is that we are more than 
the sum of our parts. Our on-demand, e-commerce, 
and financial technology services connect millions of 
consumers, driver-partners, and merchants with the aim 
of empowering progress and prosperity for all in the 
fast-growing digital economy.

Promoting
Progress
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Socio-Economic
Development
GoTo’s contribution to the Indonesian economy 
is close to 2%  of Indonesia’s GDP20, making us a 
positive force and driver of economic growth in 
the country.

Since the formation of GoTo Group, our collective 
reach has expanded significantly - touching the lives 
of millions of merchants, drivers, and users. As such, 
we believe we are uniquely positioned and have a 
responsibility to continue being a positive force in all 
markets where we operate, and on the lives of all those 
who depend on us. A large majority of our partners 
are small- and medium-sized businesses, along with 
our driver-partners, who rely on our platform for their 
livelihoods and to support their families.

The Lembaga Demografi (Demography Institute) at the Faculty of 
Economics and Business, University of Indonesia (LD FEB UI), conducts 
an annual study to measure GoTo’s socioeconomic impact in Indonesia. 
As per the latest study in 2021:

20  “Tokopedia’s Impact on the Indonesian Economy” (2019), Lembaga Penyelidikan Ekonomi 
Masyarakat Universitas Indonesia (LPEM UI); and “Role of Gojek’s Ecosystem in the Indonesian 
Economy During and Before the COVID-19 Pandemic,” (2020); “Lembaga Demografi Fakultas 
Ekonomi dan Bisnis Universitas Indonesia” (LD FEB UI) 

• 37% increase in turnover of MSMEs in 2021 compared to 2020
• 80% of MSMEs believe GoFood promotes business growth
• 66% of GoFood MSMEs and 24% of GoCar driver-partners 

experienced an income increase in 2021
• 70% of MSMEs on Tokopedia experienced an increase in 

sales volume with a median of 133%
• 89% of GoFood partners feel their quality of life has improved 

after partnering with Gojek

• 33% of GoFood partners are first-time entrepreneurs, and 
they did so digitally

• 25% of consumers who were previously not exposed to 
banking services now use GoPay

• 46% of consumers and 60% of MSMEs made their first 
cashless transaction with GoPay

• Consumers spend more than 25% of their monthly income 
within the GoTo ecosystem

• During the pandemic, the percentage of new women 
business owners joining Tokopedia was 18.6%, compared to 
13.2% for men

• Over 70% increase in online sales for three provinces outside 
of Java island: South Sulawesi (73.3%), Central Sulawesi 
(73.4%), and West Nusa Tenggara (144.6%)

• 83% of our merchant partners reported an improvement in 
their quality of life after using GoTo Financial’s products and 
services

Supporting 
MSMEs in 
business 
growth

Providing 
access
to the digital 
economy

Empowering 
traditionally 
marginalized 
communities

Better Quality 
of life for our 
partners

“Our business is based on conscience; hence, our strategy 
is centered around optimizing what’s best for everyone 
within our ecosystem. We place the utmost priority in creating 
a holistic, mutually beneficial relationship for consumers, 
MSMEs, and driver-partners. We leverage a hyperlocal approach 
in our range of innovations, especially in empowering and scaling 
local businesses to grow to become champions in their own country 
through technology. We will continue to seek to ‘empower 
progress’ for everyone in our ecosystem as we know we can only 
succeed by helping others to be successful”

William Tanuwijaya
Commissioner of GoTo, CEO and Co-founder of Tokopedia

Independent limited assurance has been provided only over 2021 data marked with this 
symbol. PwC’s assurance statement can be found in this document.
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Building on our initiatives over the past few years, our focus in 2021 was to 
build a comprehensive support system for our partners.

We are working towards accelerating financial inclusion, helping merchants build purpose-driven 
communities, empowering local businesses, and providing a platform to nurture the entrepreneurial 
aspirations of merchants and future talent for the digital economy.

Initiatives for partner ecosystem

Accelerating financial 
inclusion

Enabling local businesses Building purpose-driven 
communities

Nurturing entrepeneurs

Dhanapala – Peer-to-peer (P2P) lending 
scheme for MSMEs. By the end of 2021, 
Dhanapala had disbursed funds to 8x more 
merchants than at the start of the year.

Toko Score – Innovative credit scoring service. 
In 2021, Toko Score successfully assessed 
millions of users. The number of assessments 
has increased by more than  
43x compared to 2020, which has allowed 
people with limited access to the traditional 
financial system to access financial instruments 
like loans.

Swadaya Finance – Benefits program for 
driver-partners to save on their daily expenses. 
Approximately 200,000 drivers used the 
product in 2021.

Hyperlocal Initiatives – Preferred stores 
collection. Orders from local merchants joining 
this program increased by more than 50% with 
intracity orders growing by 75%.

Traditional Market Digitalization – Tokopedia 
has on boarded 10 traditional markets on the 
platform, helping almost 7,000 traditional 
merchants reach wider markets.

Mitra Tokopedia – Application for MSMEs to 
grow their businesses, using technology to 
provide access to wholesale, digital products, 
payment and delivery services. To date, Mitra 
Tokopedia has helped millions of traditional 
businesses in more than 500 cities and districts 
across Indonesia. As a result, Mitra Tokopedia is 
the online-to-offline (O2O) experience platform 
with the most extensive coverage in Indonesia. 

Keluarga Tokopedia – Community created 
for Tokopedia merchants across Indonesia to 
exchange knowledge and share tips on growing 
businesses on the platform. More than 58,000 
merchants joined through Facebook and 
Telegram.

Komunitas Partner GoFood – Online 
community for GoFood merchants to connect, 
disseminate and share information, and join 
sessions and training programs focused on skills 
and digital growth. A total of 82,249 MSMEs 
participated in Gojek webinars from 2019-2021.

GoTo Financial Retail Community (KONTAG) 
- KONTANG was launched in August 2021. 
KONTAG aims to upskill and remove the 
obstacles faced by SMEs from various industries 
ranging from the fashion industry, handicrafts, 
beauty service providers, to retail traders.

Merchant Upskilling via Google Web Day – To 
ensure 100% SOP compliance from third-party 
partners (3PP) covering performance, features, 
UI/UX, etc., we provide training to third-
party partners to enable them to understand 
how to fix or improve their digital platforms. 
Participants receive their training modules from 
GoTo and Google.

Tokopedia Academy –  A learning ground for 
Indonesia’s next generation of digital talent, 
as well as to build and connect people in the 
community. In 2021, over 70 workshops, talk 
shows and summits were organized. The 
Tokopedia Academy website has also been 
visited by more than 900,000 people.

Facilitating Merchant Onboarding – As part 
of the Proud of Indonesian-made products 
(Bangga Buatan Indonesia) national movement 
and in response to requests from the central 
and local governments, Tokopedia was also part 
of the effort to facilitate the onboarding of new 
businesses across regions in Indonesia to the 
Tokopedia platform.
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We have launched a series of education programs and 
initiatives for new business owners, with customized 
content based on their stage of growth, and what they 
need to grow and effectively operate. We launched 
Pusat Edukasi Seller, an online education hub where 
merchants on Tokopedia receive personalized content 
recommendations, register for online and offline classes, 
and become members of the broader Keluarga Tokopedia 
community of merchants. Merchants have also shown 
significant interest in the Obrolan Seller Live Class Series 
on Tokopedia Play, where guest speakers share their 
success stories and conduct Q and A sessions.  These are 
just a few of the initiatives to help bridge the gap in digital 
skills, by democratizing access to various opportunities in 
the GoTo ecosystem. 

As a platform that is used by millions of people each month, we 
try to go the extra mile to enrich the lives of our users every day. 
To enable seamless access to public services, we launched 
the Modul Penerimaan Negara Generasi 3 (MPNG3) program, 
which aims to digitize public service payments (motor vehicle 
tax and land and housing tax) in two provinces and 79 cities. 
During the pandemic, Tokopedia has been vital in terms of 
facilitating access to health products as the transaction value 
for health products on our Tokopedia platform saw a growth of 
154% during the pandemic.

“Since the union of Gojek and Tokopedia, I have found it very 
helpful especially since I am mostly a GoSend partner. GoSend 
orders are growing rapidly. Since becoming a Gojek driver-partner, 
I can use my income both for the benefit of my immediate and 
extended family. For my immediate family, the income from being 
a partner has helped me send my three children to school. Apart 
from that, I also managed to change my motorbike and renovate a 
house in my village. I turned the renovated house into a boarding 
house and give the profits fully to my parents in the village. The 
income from being a driver-partner not only helped me with my 
immediate family needs but helped me ensure a comfortable life 
for my parents too.”

visitors to date on our 
merchant education website

MSMEs trained on a wide range 
of topics, including product 
ideation, business, operations, 
and marketing

GoFood partners trained on 
essential skills specific to 
hospitality and culinary sectors 
via BizTips, our merchant 
education platform

11.4  
million

21,000

24,000

Rombiyatun

Name

Role in the GoTo 
ecosystem

Location

Associated with 
GoTo since

: Rombiyatun

: GoRide and GoSend 
driver-partner

: Jakarta

: 2016

“People are trusting us with their futures. There are 
shareholders trusting us with their hard-earned money, 
are depending on our platform for their livelihoods. We have 
a responsibility to grow and create long-lasting value so we can 
create stability for this generation and empower the next.” 

Kevin Aluwi
CEO, Gojek



Gojek is committed to providing economic 
opportunities and work flexibility for our 
driver-partners. Our commitment of Zero 
Barriers by 2030 ensures our platform 
continues to provide diverse and sustainable 
opportunities for income generation, and 
strengthen our driver-partners’ resilience in 
the long term.

In 2021, we conducted an extensive assessment of our driver-
partners’ livelihoods from a holistic perspective, looking at 
their average operational and household expenses compared 
to what they were earning per month and per hour on our 
platform. We discovered that the income of our driver-partners 
were above basic living standards21. From there, we identified 
and focused on the levers and tools within our platform that 
facilitate and improve socioeconomic mobility and well being. 

The majority of our drivers are online part-time (64% of 
4-wheeler and 55% of 2-wheeler drivers) working less 
than 8 hours a day. It is this flexibility that Gojek provides, 
enabling drivers to augment their income with other earning 
opportunities, including working freelance, running a small 
business, or working a corporate or office job.

“One of our priorities for our Zero 
Barriers commitment is to ensure 
sustainable livelihood of our driver-partners. 
What does that mean? We focus on measuring 
the right levers for drivers’ continuous progress, 
and building drivers’ resilience and economic 
wellbeing to facilitate socioeconomic mobility. 
We are in this for the long-term, and we want to 
make sure our driver-partners can thrive in and 
across our ecosystem.”

Paul Bastian
VP Driver Strategy, Gojek

In addition, we strive to maximize the earnings 
of our driver-partners while they are online 
on our platform by offering several programs 
like Swadaya, PromoGo, and GoCek to provide 
opportunities to earn supplemental income.

We collaborated with PromoGo, an advertisement service provider, 
to provide our driver-partners with access to additional income by 
equipping their vehicles with advertisements that would be visible 
while they drive around. So far, 17,000 drivers have participated in a 
PromoGo program, earning an additional income of IDR 250,000 to 
IDR 800,000 per month.

We launched GoCek, a feature in our app driver-partners can use 
to work on additional tasks in their spare time to earn extra income. 
Since it was launched, over 37,000 driver-partners have already 
completed around 900 thousand jobs, which generated 5-10% 
more income.

We initiated the Swadaya program to help reduce the expenses 
of our driver-partners. We are partnering with auto shops, retailers, 
and mobile data providers to make discounts available for our 
driver-partners. Since its launch, over 599,000 driver-partners 
have been able to save money on fuel, vehicle maintenance, and 
telecommunications data packages.

Livelihoods for 
Drivers

Sustainable

21  Statistik Kesejahteraan Rakyat Provinsi DKI Jakarta (2020)
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During the pandemic, Gojek’s platform helped build 
driver-partners’ resilience and expanded their income 
generation opportunities.  Full-time22 4-wheeler and 
2-wheeler driver-partners have seen their organic 
incomes23 surpass that of pre-COVID-19 levels.

We aim to continue supporting our driver-partners by 
providing them with suitable financial services. These 
services are intended to help improve their economic 
well-being by assisting driver-partners in optimizing all 
available incentives and support as they continue to drive 
and provide for their families through our platform. 

For this purpose, we entered into a partnership with the 
World Bank’s Consultative Group to Assist the Poor 
(CGAP) team in October 2021, uniting subject matter 
experts on financial inclusion and platform companies to:

Reduce barriers to financial services by using driver 
behavior on the platform to create recognizable credit 
scores.

Improve drivers’ financial inclusion by increasing access 
to financial literacy education and training programs 
alongside non-predatory financial products.

Screen and provide international and impartial credibility 
to GoTo Group’s driver-focused programs and services 
in line with globally accepted standards of financial 
inclusion.

post-pandemic than earned by 
conventional ojek drivers prior 
to the pandemic, according to 
national average data.

50% more income

“The presence of the GoTo Group ecosystem makes me feel supported 
because of three things. First, my child (Amri) can finally go to college 
through the Beasiswa Gojek program after two years of waiting. 
Second, I have successfully paid off my car installments with my 
income as a GoCar driver-partner. Finally, the Swadaya supermarket 
vouchers were very helpful at the beginning of the pandemic.”

Pammusureng

Name

Role in the GoTo 
ecosystem

Location

Associated with 
GoTo since

: Pammusureng

: GoCar driver-
partner

: Makassar

: 2016

22 A full-time driver-partner refers to a driver-partner that is online for ≥160 hours a 
month.
23 Income earned only from driver-partner’s fare after Gojek deducts a commission fee. 
This does not include additional income from tips or bonuses.
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the COVID-19 
Pandemic

Navigating

As the pandemic surged again in 2021, we 
took active measures to continue providing 
support to our partners and employees across 
the entire scope of our operations across 
Indonesia, Singapore, and Vietnam. We also 
took steps to help our users by facilitating 
and expanding access to essential goods and 
services through our platforms. Building on 
various pandemic-related support programs 
we had established in 2020, in 2021 we 
launched new initiatives with an approach that 
was focused on end-to-end support for all our 
stakeholders.

Partners

Financial and operational 
assistance, essential items, 
and self-testing kits.

Navigating 
COVID-19 in 2021

Users

Provided medical 
assistance, free riders 
to and from COVID-19 
vaccination center, and safe 
delivery of their orders.

Communities

Health facility established 
by YABB, meals for 
healthcare workers and 
informal sector and oxygen 
concentrator distribution

Employees

Our team of volunteers and 
doctors helped employees 
and their families to self-
isolate, establish 24x7 
medical support and arrange 
emergency services like 
oxygen support.
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In 2021, Yayasan Anak Bangsa Bisa (YABB) together with the 
Indonesian Chamber of Commerce and Industry, and other 
stakeholders conducted a large-scale national fundraising 
to assist Indonesia with its oxygen shortage crisis and also 
establish the Rumah Oksigen Gotong Royong (ROGR). 

YABB also launched a semi-permanent healthcare facility 
in Pulo Gadung, equipping it with sustainable oxygen 
supply equipment as well as beds for COVID-19 patients 
with moderate symptoms. More details about YABB’s work 
can be found in the YABB Impact Report 2021.

YABB has evolved beyond mere COVID-19 initiatives 
and is now becoming the impact driven non-profit 
organization of the GoTo Group. YABB will be our 
engine to enable changemakers to break away from 
traditional ways of problem solving. 

We believe that through the formation of new 
ways of thinking, combined with technology, we 
can create a meaningful and sustainable impact 
especially through encompassing the gotong royong 
(Indonesian spirit of collaboration).

Established 4 semi-permanent 
barracks measuring 20m x 50m 
equipped with 500 beds (non-High 
Flow Nasal Cannula)

Ensuring continuous medical oxygen 
supply was readily available. Standard 
medication for patients with mild to 
moderate symptoms

Other facilities: piping, standard 
medical devices, electricity, AC, and 
washrooms
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In Indonesia, we provided IDR 17 billion to our driver-partners who have 
been vaccinated with at least one dose of the COVID-19 vaccine. This 
meant approximately IDR 50,000 per driver, intended to help with the 
purchase of grocery and medical supplies. Funds were provided to them 
through their driver wallets associated with GoTo platforms. We also set 
up vaccination centers in multiple cities to help them get easier access to 
COVID-19 vaccines. 

In Singapore, we reduced the service fees to 10% (from 20%), which will be 
in place until the end of 2022, and have also rolled out new incentives for 
pick-ups of 3 km or more, and new daily peak hour targets. Furthermore, 
to support driver-partners who have been keeping Singapore moving 
safely during the pandemic, we initiated the Go the Extra Mile campaign 
in which S$1 was given back to driver-partners for each completed trip 
during Gojek Singapore’s anniversary week.24

In Vietnam, we launched a VND 4.15 billion fund to support our active 
driver-partners affected by the COVID-19 pandemic. This was the ride-
hailing industry’s first and largest monetary support scheme in Vietnam 
during the outbreak, and was aimed at supplementing the income of 
Gojek’s driver-partners during the lockdown in Vietnam.

Protecting the Health and  
Livelihoods of Drivers 

To ensure our driver-partners are able to 
build sustainable livelihoods on our platform, 
in 2021 we introduced various new initiatives 
and measures across Indonesia, Singapore 
and Vietnam.

Basic Needs

Health and Safety

Financial Support

distributed for food assistance to all 
vaccinated drivers in Indonesia in 2021

received free rapid test kits across 36 
locations in Vienam

benefitted from the cash support scheme 
in Vietnam

driver-partners benefited from the Go 
The Extra Mile campaign in Singapore

IDR 17 billion

4,000 drivers

14,000 drivers

Over 3,000

Singapore

Indonesia

Vietnam

24 Capped at first 100,000 rides

63



Opportunities to 
increase income

Health and Safety

were provided training and mentorship 
opportunities

care kits delivered to support merchant 
safety and hygiene during the pandemic

were launched in eight areas in Indonesia, 
as shared facilities to reduce operational 
costs

in transactions for MSME partners joining 
cloud kitchens

107,000 MSMEs

±40,000

65 cloud kitchens

60% increase

Helping MSMEs grow and thrive 

In 2021 we provided training to our merchants to help keep 
their businesses running during the COVID-19 pandemic, as 
well as launched programs to help them continue earning a 
living as pandemic-related restrictions and lockdowns were 
imposed in various parts of Indonesia and Vietnam. One 
example was through our Promo Bermakna campaign, a part 
of our National Culinary Day program, where our GoFood 
merchants experienced a 13% increase in revenue. We also 
launched shared cloud kitchen facilities to help merchants 
keep their costs low while they continued to take orders. 
Our Tokopedia platform provided business aid for small and 
micro-entrepreneurs to improve their resilience during the 
COVID-19 pandemic.

To democratize access to our platform, we launched the 
So No-one is Left Behind initiative in Vietnam to help 
MSMEs impacted by COVID-19 shift their businesses online 
and begin offering food delivery on GoFood. In 2021, we 
expanded the initiative to provide vocational training and 
expertise to the families of Gojek driver-partners, as well as 
support those interested in setting up a digital business on 
GoFood. The objective was to create new income-generating 
opportunities, improve livelihoods, and reduce barriers 
to socio-economic growth, especially in the context of 
COVID-19. Of the 50 partners who were offered access to the 
training, 22 successfully started a business on GoFood.
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Safeguarding our 
employees 

As the impact of different waves 
of the pandemic was felt across 
our ecosystem, we  ran extensive 
employee volunteer programs 
to provide additional support for 
employees in need. 

Our team of volunteers, comprising colleagues 
from across different teams, helped employees 
in need with support such as searching for 
hospitals with available beds, medical facilities 
and equipment, and other related services. We 
also helped arrange isolation centers, oxygen 
cylinders, meal assistance, and COVID-19 
recovery kits for our employees and their 
families. In emergency situations, relevant 
teams from Gojek and Tokopedia were on 
standby for 24 hours, 7 days a week to help 
make arrangements for ambulances, as well 
as being in regular contact with employees 
affected by COVID-19. 

Caring for consumers and society at large

In looking at the impact of COVID-19 across our broader ecosystem, we had a responsibility to use 
our platform to provide the much-needed access and resources for our consumers as restrictions 
and cases surged.  To support vaccination drives, we provided free (or highly discounted) rides on our 
platform to vaccination centers. 

Diagnosis and Isolation

Mental Health Support

Dokter Nakama initiative

Approximately 800 suspected and 
confirmed cases of COVID-19 among our 
employees and their family members were 
handled by our 24/7 contact center.

GoGuardians Mental Health Buddies 
provided psychological first aid and 
listening support for GoTroops afflicted and 
recovering from COVID-19.

Under our Dokter Nakama initiative, health 
workers were deployed to accompany 
employees or their family members who were 
suffering from COVID -19 for medical care 
until full recovery. Nearly 3,000 families were 
supported through this initiative. 

Basic needs Medical aid Vaccination assistance

• Provided free or discounted 
delivery fees on GoFood 
orders in densely populated 
zones in Ho Chi Minh city and 
Hanoi in Vietnam

• 33,575 meal packages 
distributed in a single month 
across hospitals and isolation 
centers with the help of 
GoFood merchants and GoBox 
drivers

• Tokopedia, Nakama, and 
users also made donations 
to provide 3,700 health kits 
and school kits for foster care 
children returning to school

• Donated more than 1,000 units 
of oxygen concentrators to 46 
cities, regencies and provinces

• Building 25 PSA oxygen plants 
under Rumah Oksigen Gotong 
Royong to help reduce the bed 
occupancy rate of hospitals in 
Jakarta

• Provision of 1,000 free rides to 
transport healthcare workers 
and medical equipment

• Tokopedia also donated 3,500 
health kits containing vitamins 
and personal care items, as well 
as 1,000 personal protective 
equipment kits for medical 
workers in 19 hospitals

• Close to 1.1 million free or 
discounted rides to and 
from vaccination centers in 
Singapore

• 1,200 free rides for patients 
who have recovered from 
COVID-19 in Singapore

• Set of two VND 40,000 
vouchers were provided to all 
Gojek users in Ho Chi Minh City 
to book motorbike rides to and 
from COVID-19 vaccination 
centers
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stakeholders, so they always understand that our 
company prioritizes them and our planet in addition 
to generating profit. We must make sure that the 
world knows who we are - a company that is built 
differently – one that truly cares.

Approaching the company’s initial public offering 
(IPO) this year, we did something quite special. The 
ongoing success of our business can be wholly 
attributed to our employees as well as our driver-
partners, merchants and consumers, which is why 
we launched our Gotong Royong Share Program, 
to ensure the people who built the company, can 
benefit from the IPO. Through the program, the 
company provided share grants to driver-partners, 
while loyal merchants and consumer partners 
in Indonesia received priority access to order a 
fixed allocation of GoTo shares, and all full time 
employees were made participants in the Group’s 
Long-Term Incentive Plan. We also formed the 
GoTo Future Fund - an endowment fund that aims 
to support initiatives and solutions that benefit the 
lives of stakeholders across the GoTo ecosystem 
and the wider communities in which we operate. 

We’re proud to have introduced an initiative that 
provides something lasting that looks to the future 
and we are committed to continuing on this journey 
to create long-standing sustainable value for 
stakeholders that provides growth for everyone. 

As we work towards our sustainability goals, we aim 
to create measurable, positive impact for millions 
of people across our ecosystem, ensuring our 
company and platform are able to continue creating 
social and environmental value for the long term. 
The union of Gojek and Tokopedia to form GoTo 
Group last year was monumental, not just for us, but 
for the markets and communities where we operate 
as it allows us to better serve customers and do so 
in a more adaptable and resilient way. Combining 
our businesses has allowed us to maximize our 
impact by standardizing objectives and efforts, 
pooling resources to solve complex challenges, and 
finding ways to create even more efficiencies in our 
operations. We will further consolidate our position 
as we continue to synergize businesses, combine 
strengths, close gaps, and forge a path forward as 
one company. 

The path forward is far from simple and is fraught 
with obstacles, complexities, and variables – 
many of them outside of our control. However, it 
is our responsibility to work with governments, 
companies and others, to help find solutions to 
some of the world’s greatest challenges. We must 
do this so our business can always support the 
millions of people in our ecosystem who depend on 
us every day. We must ensure we can be a positive 
force for the country and region that has given 
so much to those of us who call it home. We must 
continue to earn the trust of our diverse and varied 

Forward
Way This report is how we communicate our 

commitments. More than just a promise, we 
use this report to demonstrate how we are 
integrating sustainability into our company - 
what it does, how it grows, who it engages and 
how it is verified and accounted for. The report 
is prepared in line with global ESG reporting 
standards, assured by an experienced third 
party, and includes accurate, transparent, and 
relevant data, to provide a holistic view of the 
value we create and the impact we have. 

At the time of writing, we are in the midst of 
setting up a comprehensive data management 
system to continuously and accurately monitor 
and capture ESG-related data across our 
organization. We are also enhancing our Three 
Zero roadmaps, which are to be published 
on our website so we can provide live and 
transparent updates on our progress and ESG 
performance throughout the year in real time. 
We are also aligning our future reporting across 
financial and non-financial disclosures, which 
will further demonstrate how we are focused 
on the ESG issues relevant and material to our 
company and its operations, and how we are 
prioritizing our ESG performance the same way 
we do our financial performance.
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Sustainability is central to our 
company’s purpose and mission. It 
is not a siloed effort. Rather, there 
are so many across our company and 
ecosystem investing time, energy, 
and resources to help us do better so 
we can continue to create value for 
our stakeholders, fulfill our mission 
to empower progress, and realize a 
greater, cleaner, and more equitable 
future for all. 

Patrick Cao
President, GoTo
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Independent Practitioners’ Limited Assurance 
Report on Sustainability Information

To the Board of Directors of PT GoTo Gojek Tokopedia Tbk.

We have undertaken a limited assurance engagement in respect of the selected sustainability 
information listed below and identified with a         in the GRI Index on pages 72 to 77 of the 
Sustainability Report of PT GoTo Gojek Tokopedia Tbk. (the “Company”) for the year ended  
31 December 2021 (the “Identified Sustainability Information”). 

Identified Sustainability Information 

The respective Identified Sustainability Information for the year ended 31 December 2021 is set out 
below:

• GRI 203-2: Significant indirect economic impacts
• GRI 205-3: Confirmed incidents of corruption and actions taken
• GRI 206-1: Legal actions for anti-competitive behavior, anti-trust, and monopoly practices
• GRI 302-1: Energy consumption within the organization
• GRI 305-1: Direct (Scope 1) GHG Emissions
• GRI 305-2: Energy indirect (Scope 2) GHG Emissions
• GRI 305-3: Other indirect (Scope 3) GHG Emissions
• GRI 306-4: Waste diverted from disposal
• GRI 307-1: Non-compliance with environmental laws and regulations
• GRI 405-1: Diversity of governance bodies and employees
• GRI 418-1: Substantiated complaints concerning breaches of customer privacy and losses of 

customer data
• GRI 419-1: Non-compliance with laws and regulations in the social and economic area
• GRI 404-3: Percentage of employees receiving regular performance and career development 

reviews

Our assurance engagement was with respect to the year ended 31 December 2021. We have not 
performed any procedures with respect to (i) earlier periods and (ii) any other elements included in the 
2021 Sustainability Report of the Company, and in the annual report, website and other publications, 
and therefore do not express any conclusion thereon1.

Reporting Criteria

The Identified Sustainability Information has been assessed against the Global Reporting Initiatives 
(“GRI”) Sustainability Reporting Standards (“the Reporting Criteria”).  

Management’s Responsibility for the Identified Sustainability Information  

Management of the Company is responsible for the preparation of the Identified Sustainability 
Information in accordance with the Reporting Criteria. The responsibility includes designing, 
implementing and maintaining internal control relevant to the preparation of Identified Sustainability 
Information that is free from material misstatement, whether due to fraud or error.

Our Independence and Quality Control 

We have complied with the independence and other ethical requirements of the Indonesian Code 
of Ethics for Public Accountants Profession issued by the Indonesian Institute of Certified Public 
Accountants, which is founded on fundamental principles of integrity, objectivity, professional 
competence and due care, confidentiality and professional behavior. 
 
Our firm applies Indonesian Standard on Quality Control 1 and, accordingly, maintains a 
comprehensive system of quality control including documented policies and procedures regarding 
compliance with ethical requirements, professional standards and applicable legal and regulatory 
requirements. 

Our Responsibility 

Our responsibility is to express a limited assurance conclusion on the Identified Sustainability 
Information based on the procedures we have performed and the evidence we have obtained. We 
performed our limited assurance engagement in accordance with Indonesian Standard on Assurance 
Engagements 3000 – Assurance Engagements Other Than Audits or Reviews of Historical Financial 
Information (the “Standard”) issued by the Indonesian Institute of Certified Public Accountants. 
This standard requires that we plan and perform this engagement to obtain limited assurance about 
whether the Identified Sustainability Information is free from material misstatement. The extent of our 
procedures depends on our professional judgment and our assessment of the engagement risk. 

A limited assurance engagement involves assessing the suitability in the circumstances of the 
Company’s use of the Reporting Criteria as the basis for the preparation of the Identified Sustainability 
Information, assessing the risks of material misstatement of the Identified Sustainability Information 
whether due to fraud or error, responding to the assessed risks as necessary in the circumstances, and 
evaluating the overall presentation of the Identified Sustainability Information. A limited assurance 
engagement is substantially less in scope than a reasonable assurance engagement in relation to both 
the risk assessment procedures, including an understanding of internal control, and the procedures 
performed in response to the assessed risks. 

The procedures we performed were based on our professional judgement and included inquiries, 
observation of processes performed, inspection of documents, analytical procedures, evaluating the 
appropriateness of quantification methods and reporting policies, and agreeing or reconciling with 
underlying records. Given the circumstances of the engagement, we also performed the following: 

• interviewed management and personnel in the Company’s Sustainability Team in relation to the 
Identified Sustainability Information;

• obtained an understanding of how the Identified Sustainability Information is gathered, collated 
and aggregated internally;

• performed limited substantive testing, on a selective basis, of the Identified Sustainability 
Information (i) to verify the assumptions, estimations and computations made in relation to the 
Identified Sustainability Information; and (ii) to check that data had been appropriately measured, 
recorded, collated and reported; and

• considered the disclosure and presentation of the Identified Sustainability Information.

The procedures performed in a limited assurance engagement vary in nature and timing from, and 
are less in extent than for, a reasonable assurance engagement. Consequently, the level of assurance 
obtained in a limited assurance engagement is substantially lower than the assurance that would 
have been obtained had we performed a reasonable assurance engagement. Accordingly, we do 
not express a reasonable assurance opinion about whether the Company’s Identified Sustainability 
Information has been prepared, in all material respects, in accordance with the Reporting Criteria. 

Inherent Limitations  

In designing these procedures, we considered the system of internal controls in relation to the 
Identified Sustainability Information and reliance has been placed on internal controls where 
appropriate. Because of the inherent limitations in any accounting and internal control system, errors 
and irregularities may nevertheless occur and not be detected.  

The absence of a commonly used generally accepted reporting framework or a significant body of 
established practice on which to draw to evaluate and measure subject matter allows for different, but 
acceptable, measurement techniques that can affect comparability between entities. 

The quantification of the greenhouse gas emissions data underlying the Identified Sustainability 
Information is subject to inherent uncertainty because of incomplete scientific knowledge used to 
determine emissions factors and the values needed to combine emissions of different gases, and the 
estimation uncertainty from the measurement and calculation processes used to quantify emissions 
within the bounds of existing scientific knowledge. This can affect the ability to draw meaningful 
comparison of the Company’s greenhouse gas emissions over time. 

Limited Assurance Conclusion 

Based on the procedures we have performed and the evidence we have obtained, nothing has come 
to our attention that causes us to believe that the Identified Sustainability Information for the financial 
year ended 31 December 2021 has not been prepared, in all material respects, in accordance with the 
Reporting Criteria.   

Purpose and Restriction on Distribution and Use

This report, including our conclusion, has been prepared solely for the Company in accordance 
with the agreement between us. To the fullest extent permitted by law, we do not accept or assume 
responsibility to anyone other than the Company for our work or this report. 

Jakarta
30 May 2022

Kantor Akuntan Publik Tanudiredja, Wibisana, Rintis & Rekan
WTC 3, Jl. Jend. Sudirman Kav. 29-31, Jakarta 12920 – Indonesia 
T: +62 21 50992901 / 31192901, F: +62 21 52905555 / 52905050, www.pwc.com/id 

Nomor Izin Usaha: KEP-241/KM.1/2015. 

1 The Company is responsible for its website and we do not accept responsibility for any changes that may have occurred to the reported subject matter information or 
criteria since they were initially presented on the website. 

PT GoTo Gojek Tokopedia Tbk.  
N20220530003/DC2/YAN/2022A  
30/May/2022 

Yanto, S.E., Ak., M.Ak., CPA
License of Public Accountant No. AP.0241 
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GRI Index
GRI Standard

Organizational Profile

Disclosure Title

General Disclosure

GRI 102: General 
Disclosures

102-1

102-2

102-3

102-4

102-5

102-6

102-7

102-8

102-9

102-10

102-11

102-12

102-13

Name of the organization

Activities, brands, products, and services

Location of headquarters

Location of operations

Ownership and legal form

Markets served

Scale of the organization

Information on employees and other workers

Supply chain

Significant changes to the organization and its supply chain

Precautionary Principle or approach

External initiatives

Membership of associations

6

12, 13, 15

12

7, 13

12

13

9

88

12, 13

14

24, 25

93

93

Strategy

GRI 102: General Disclosures 102-14 Statement from senior decision-makers 2, 3, 67, 68

GRI Disclosure 
Number Externally AssuredPage Reference, Links and Reasons 

for Omissions, If Applicable

Ethics and Integrity

GRI 102: General Disclosures 102-16 Values, principles, standards, and norms of behavior 16, 27, 29, 31
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Stakeholder Engagement

Reporting Practice

GRI 102: General Disclosures

GRI 102: General Disclosures

GRI 102: General Disclosures

102-40

102-41

102-42

102-43

102-44

103-1

103-2

102-45

102-46

102-47

102-48

102-49

102-50

102-51

102-52

102-53

102-54

102-55

102-56

List of stakeholder groups

Collective bargaining agreements

Identifying and selecting stakeholders

Approach to stakeholder engagement

Key topics and concerns raised

18, 19

Not applicable

18

18, 19

18, 19

Explanation of the material topic and its boundary

The management approach and its components

23, 24

25, 26

Entities included in the consolidated financial statements

Defining report content and topic boundaries

List of material topics

Restatements of information

Changes in reporting

Reporting period

Date of most recent report

Reporting cycle

Contact point for questions regarding the report

Claims of reporting in accordance with the GRI Standards

GRI content index

External assurance

7, 97

7

7

94

Not applicable as this is  GoTo  Group’s 
first  sustainability report

8

6

8

8

8

72

70

GRI Standard Disclosure TitleGRI Disclosure 
Number Externally AssuredPage Reference, Links and Reasons 

for Omissions, If Applicable

Governance Structure
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Compliance with Laws and Regulations

Data Security and User Privacy

Climate Action

GRI 205: Anti-Corruption

GRI 206: Anti-Competitive Behavior

GRI 103: Management Approach
 
 

GRI 307: Environmental Compliance

GRI 419: Socioeconomic Compliance

GRI 103: Management Approach

GRI 418: Customer Privacy

GRI 103: Management Approach

103-3

205-3

206-1

103-1

103-2

103-3

307-1

419-1

103-1

103-2

103-3

418-1

103-1

103-2

103-3

Evaluation of the management approach

Confirmed incidents of corruption and actions taken

Legal actions for anti- competitive behavior, antitrust, and monopoly practices

25, 28, 29

29

29, 87

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Non-compliance with environmental laws and regulations

Non-compliance with laws and regulations in the social and economic area

7, 30

30

25, 30

30

30

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Substantiated complaints concerning breaches of customer privacy and loss of 
customer data

7, 31

31, 32, 33

25, 33

33

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

7, 35

35, 36, 37, 38, 39, 40, 41

25

GRI Standard GRI Disclosure 
Number Disclosure Title Externally AssuredPage Reference, Links and Reasons 

for Omissions, If Applicable

Business Ethics

Topic Specific Disclosure

GRI 103: Management Approach 103-1

103-2

Explanation of the material topic and its Boundary

The management approach and its components

7, 26, 27

27, 28, 29
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GRI Standard Disclosure TitleGRI Disclosure 
Number

Air Quality

Packaging Use and Disposal

GRI 103: Management 
Approach

GRI 103: Management 
Approach

GRI 306: Waste

103-1

103-2

103-3

103-1

103-2

103-3

306-1

306-2

306-4

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

7, 41

41

25

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Waste generation and significant waste-related impacts

Management of significant waste-related impacts

Waste diverted from disposal

7, 42

42, 43

25

42

43

43

Externally AssuredPage Reference, Links and Reasons 
for Omissions, If Applicable

GRI 302: Energy

GRI 305: Emissions

302-1

305-1

305-2

305-3

Energy Consumption within the organization

Direct (Scope 1) GHG Emissions

Energy (Scope 2) Indirect GHG Emissions

Other Indirect (Scope 3) GHG Emissions

94

35, 94

35, 94

35, 94

Socio-economic Development

GRI 103: Management Approach

GRI 203: Indirect Economic Impacts

103-1

103-2

103-3

203-2

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Significant indirect economic impacts

7, 55, 56

57

25, 56

56, 58
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GRI Standard Disclosure TitleGRI Disclosure 
Number

Driver Health and Safety

Sustainable Livelihood of Drivers / Delivery partners

Employee Development

GRI 103: Management Approach

GRI 403: Occupational Health and 
Safety

GRI 103: Management Approach

GRI 103: Management Approach

GRI 401: Employment

GRI 404: Training and Education

103-1

103-2

103-3

403-3

403-5

403-9

103-1

103-2

103-3

103-1

103-2

103-3

401-1

401-3

404-2

404-3

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Occupational health services

Worker training on occupational health and safety

Work-related injuries

7, 53

53, 54

25

53, 54, 63

53

54

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

7, 59

59, 60

25

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

New employee hires and employee turnover

Parental leave

Programs for upgrading employee skills and transition assistance programs

Percentage of employees receiving regular performance and career development reviews

7, 45

45, 60

25

89

90

46

45, 90

Externally AssuredPage Reference, Links and Reasons 
for Omissions, If Applicable

Employee Health and Wellbeing

GRI 103: Management Approach 103-1

103-2

103-3

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

7, 51

51, 52

25
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GRI Standard Disclosure TitleGRI Disclosure 
Number Externally AssuredPage Reference, Links and Reasons 

for Omissions, If Applicable

GRI 403: Occupational Health 
and Safety

403-1

403-2

403-3

403-4

403-5

403-6

403-7

403-8

403-9

Occupational health and safety management system

Hazard identification, risk assessment, and incident investigation

Occupational health services

Worker participation, consultation, and communication on occupational health and safety

Worker training on occupational health and safety

Promotion of worker health
 
Prevention and mitigation of occupational health and safety impacts directly linked by 
business relationships

Workers covered by an occupational health and safety management system

Work-related injuries

51

51

51, 52

51, 52

51, 52

51, 52

51, 52, 63

51

51

Diversity and Inclusion

GRI 103: Management Approach

GRI 405: Diversity and Equal 
Opportunity

103-1

103-2

103-3

405-1

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Diversity of governance bodies and employees

7, 47

47, 48

25

48

COVID-19 Response

GRI 103: Management Approach 103-1

103-2

103-3

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

7, 61

61, 62, 63

25
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SASB Index
SASB Code Page Reference, Links

SASB: Road Transportation

SASB: E-Commerce

TR-RO-110a.1

TR-RO-110a.2

TR-RO-120a.1

TR-RO-320a.1

TR-RO-320a.3

TR-RO-540a.1

TR-RO-000.C

CG-EC- 130a.1

CG-EC- 130a.2

CG-EC- 130a.3

Gross global Scope 1 emissions

Discussion of long-term and short-term strategy or plan to manage Scope 1 emissions, emissions reduction targets, 
and an analysis of performance against those targets

Air emissions of the following pollutants:

1. NOx (excluding N2O)
2. SOx
3. Particulate matter (PM10)

• Total recordable incident rate
• Fatality rate

Description of the approach to managing short-term and long-term driver-partner health risks

• Number of road accidents
• Number of motor vehicle fatalities

Number of driver-partners

35, 94

35, 36, 37, 38, 39, 40

54

53, 54, 61, 63

54

9

94

94

GoTo currently does not 
measure air emissions of 
NOx, SOx, or particulate 
matter

• Total energy consumed
• Percentage grid electricity
• Percentage of renewable

1. Total water withdrawn
2. Total water consumed, percentage of each in regions with High or Extremely High Baseline Water Stress

Discussion of the integration of environmental considerations into strategic planning for data center needs

Accounting metric Notes/Remarks

The planning process 
is ongoing and more 
details will be disclosed in 
subsequent reports
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SASB Code Page Reference, Links

SASB: E-Commerce

CG-EC- 220a.1

CG-EC- 220a.2

CG-EC- 230a.1

CG-EC- 230a.2

CG-EC- 330a.1

CG-EC- 330a.2

CG-EC- 330a.3

CG-EC- 410a.1

CG-EC- 410a.2

Number of users whose information is used for secondary purposes

Description of policies and practices relating to behavioral advertising and user privacy

Description of approach to identifying and addressing data security risks

1. Number of data breaches
2. Percentage involving personally identifiable information (PII)
3. Number of users affected

Employee engagement as a percentage

1. Voluntary and 
2. Involuntary turnover rate for all employees

Percentage of gender and racial/ethnic group representation for :
1. Management
2. Technical staff, and 
3. All other employees

Total greenhouse gas (GHG) footprint of product shipments

Discussion of strategies to reduce the environmental impact of product delivery

31

31

33

45, 46

89

91, 92

94

36, 40, 43

No user information is used for 
secondary purposes

Accounting metric Notes/Remarks
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Peraturan Otoritas Jasa Keuangan (POJK) Index
Code/
indicator Description of OJK Requirement per POJK No. 51/POJK.03/2017 Additional Notes

or Relevant Information

1

2

2.a

2.b

2.c

3

3.a

3.b

Explanation of Sustainability Strategy

Summary of Sustainability Aspects Performance - must contain comparison of performances in the past three (3) years (in case of FSI, 
Issuer and Publicly Listed Company having been operational for more than three (3) years) involving the following information:

Economic Aspect:
1) quantity of production or service sold;
2) income or sales;
3) net profit or loss;
4) environmentally sound products;
5) engagement of local stakeholders concerning the Sustainable Finance business process

Environmental Aspect:
1) energy use (including electricity and water);
2) reduction of emission produced (for FSI, Issuers, and Public Companies whose business processes directly relate to the Environment);
3) reduction of waste and effluent (waste that has entered the environment) produced (for FSI, Issuers and Public Companies whose 

business processes directly relate to the Environment); or
4) conservation of biodiversity (for FSI, Issuers and Public Companies whose business processes are directly related to the Environment)

Social Aspect: Description of the positive and negative impacts of implementing Sustainable Finance for the community and environment 
(including people, regions and funds).

Brief Company Profile - comprehensive description on FSI, Issuer, and Public Company characteristics. This part must include at least 
the following information:

Vision, mission and value of sustainability

Name, address, telephone number, facsimile number, e-mail address and website, as well as branch offices and/or representative offices

Page Reference, Links

7, 17, 26

9, 10, 18, 19, 39, 40

34, 35, 36, 37, 38, 39, 40, 
43, 94

20, 21, 22, 56, 57, 58, 59, 
60, 61, 62, 63, 64, 65

12, 16, 17

7, 8, 12, 100

GoTo’s business processes do not directly 
relate to the environment. Some of these 
disclosures are being provided on a 
voluntary basis.
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Code/
indicator Description of OJK Requirement per POJK No. 51/POJK.03/2017 Additional Notes

or Relevant Information

3.c

3.d

3.e

3.f

4

4.a

4.b

4.c

Business scale in brief including:
1) total assets or asset capitalization, and total liabilities (in million rupiah);
2) number of employees by gender, position, age, education and employment status;
3) shareholding percentage (public and government); and
4) operational area

Brief description of the products, services and business activities carried out

Memberships of relevant associations

Significant changes, among others, of those related to closing or opening of a branch and ownership structure

Director’s Message that include:

Policies to respond to challenges in fulfilling the sustainability strategy, at least including:
1) explanation of the Company’s sustainability value
2) explanation of the Company’s responses to issues related to implementation of Sustainable Finance;
3) explanation of the Company leader’s commitment to achieving the implementation of Sustainable Finance;
4) performance achievement of Sustainable Finance application; and
5) challenges in achieving the performance when implementing Sustainable Finance

Implementation of Sustainable Finance:
1) achievement of Sustainable Finance application (economic, social and environmental aspects) against targets; and
2) elaboration of achievements and challenges including notable events during the reporting period (FSI is required to make Action Plan 

for Sustainable Finance).

Strategies for target achievements:
1) risk management for the implementation of Sustainable Finance related to aspects of economy, social and environment;
2) utilizing business opportunities and prospects; and
3) explanation of economic, social and environmental external situations that have the potential to influence the Company’s sustainability

Page Reference, Links

10, 13, 88, 89, 90, 91, 
92, 99

12, 13, 14, 15

93

14

2, 3, 67, 68

10, 11, 20, 21, 22, 33, 
36, 42, 43, 67, 68

6, 7, 17, 24, 25, 26
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Code/
indicator Description of OJK Requirement per POJK No. 51/POJK.03/2017

5

5.a

5.b

5.c

5.d

5.e

6

6.a

6.b

6.c

Sustainable governance including:

Description of tasks of the Board of Directors and Board of Commissioners, employees, officials, and/or work units who are responsible for 
implementing Sustainable Finance

Elaboration on competency development of the Board of Directors, members of the Board of Commissioners, employees, officials, and/or 
work units who are responsible for implementing Sustainable Finance.

Explanation of Company procedures, in identifying, measuring, monitoring, and controlling risks for the application of Sustainable Finance 
related to economic, social, and environmental aspects, including the roles of the Board of Directors and Board of Commissioners in 
managing, conducting periodic reviews, and evaluating the effectiveness of the Company’s risk management process.

Explanation on stakeholders that includes:
1) stakeholder’s involvement according to the management’s assessment results.
2) approach used by the Company in involving stakeholders in implementing Sustainable Finance

Problems faced, development, and influence on the implementation of Sustainable Finance.

Sustainability performance:

Explanation on activities to build sustainable culture in the Company

Description of economic performance:
1) comparison of target and production performance, portfolio, financing target, or investment, income and profit
2) comparison of target to portfolio performance, financing target, or investment in financial instruments or projects in line with the 

implementation of Sustainable Finance

Social performance:
1) FSI, Issuer or Publicly Listed Company commitment to providing services for the equal product and/or services to consumers
2) Employment that includes the following details: a) statement on the equality of employment or whether or not forced and child labor 

is employed; b) percentage of permanent employee remuneration at the lowest level against regional minimum wage; c) A decent and 
safe work environment; and d) Training and development/ capacity building of employees’ capabilities.

Additional Notes
or Relevant Information

Page Reference, Links

24, 25, 26

25, 26, 46

24, 25

18, 19, 25, 26

2, 3, 67, 68

24, 25, 27, 29, 30, 31, 32, 33

10, 67

28, 45, 46, 47, 48, 49, 50
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Code/
indicator Description of OJK Requirement per POJK No. 51/POJK.03/2017

6.d

6.e

6.f

7

3) Community, that at the minimum should include: a) information on activities or operational areas that produce positive and negative 
impacts on the community, including financial literacy and inclusion; b) public complaints mechanism and the number of public 
complaints received and followed-up; and c) CSER relatable to supports sustainable development objectives including community 
empowerment programs activity achievements.

Environmental performance:
1) environmental costs incurred;
2) a description of the use of environmentally friendly materials, for example the use of recycled material types; and
3) description of energy use, at least contains: a) the amount and intensity of energy used; and b) the efforts and achievements of energy 

efficiency carried out including the use of renewable energy sources

Environmental Performance for Companies whose business processes are directly related to the environment:
1) performance as referred to in letter D;
2) information on activities or operational areas that produce positive and negative impacts on the surrounding environment, especially 

efforts to increase supporting capacity to the ecosystems;
3) biodiversity, at least contains: a) the impact of operational areas that are near or in a conservation area or have biodiversity; and b) 

biodiversity conservation efforts carried out, including protection of flora or fauna species;
4) emissions, at least containing: a) the amount and intensity of emissions produced based on types; b) efforts and achievement of 

emissions reductions carried out;
5) waste and effluent, that should: a) the amount of waste and effluent produced based on types; b) mechanism for waste and effluent 

management; and c) spillovers that occur (if any); and
6) the number and material of environmental complaints received and resolved.

Sustainable Finance Product and/or Service development responsibility that must include at least the following:
1) Sustainable Finance Product and/or Service innovation and development
2) number and percentage of product and service having undergone safety test for consumers;
3) positive and negative impacts caused by Sustainable Finance Product and/or Service and the process of distribution and mitigation 

taken to address negative impacts;
4) number of product recalled and the reason; or
5) survey of consumer satisfaction on Sustainable Finance Product and/or Service

Written verification from an independent party, if any

Additional Notes
or Relevant Information

Page Reference, Links

56, 57, 58, 59, 60, 61, 62, 
63, 64, 98

35, 36, 37, 38, 43, 94

30, 35, 36, 37, 38, 39, 
40, 41, 42, 43, 94

31, 32, 33, 36, 37, 40, 43, 
53, 54, 56, 57, 58, 98

70

GoTo’s business processes do not 
directly relate to the environment. Some 
of these disclosures are being provided 
on a voluntary basis.
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Material Topic Brief Description

Community Health and Well-Being

Community Health and Well-Being

Community Health and Well-Being

Community Health and Well-Being

Consumer Welfare

Consumer Welfare

Consumer Welfare

Consumer Welfare

Consumer Welfare

Consumer Welfare

Stakeholder Engagement (Partners)

Two ride vouchers worth $15 each for all users in Singapore which they can use to book rides to and from COVID-19 vaccination centers 
around the island.

GoTo Group and partners set up Indonesia’s first dedicated oxygen facility for COVID-19 patients.

Cash support for drivers and free delivery on GoFood orders at selected locations in Ho Chi Minh City and Hanoi.

GoPay and Jago collaboration enables Indonesians to open a bank account via the Gojek app.

Series of initiatives focusing on education, safety and protection to ensure that the Gojek ecosystem is safe for everyone - users, driver-
partners, and merchant partners.

Legal assistance for users who fall victim to scams and social engineering frauds on Tokopedia. We help users report their cases to the 
police.

Alert sent to issuing bank on suspicious card transactions to reconfirm the transaction with the card holder.

An alert that is sent to the user’s trusted device if there was an attempt to log in using new device, thus preventing users from falling victim 
to any kind of scam.

Regular social media posts to remind users of how to keep their account safe from potentially fraudulent activities.

A web Portal to assist the police for fast track access to official data requests in criminal cases.

S$1 per completed trip given back to driver-partners throughout Gojek’s three year anniversary week in Singapore.

COVID-19 Vaccination Vouchers

Gotong Royong Oxygen House

Supporting the Community in Vietnam amid 
COVID-19

GoPay and Jago Collaboration

#AmanBersamaGojek (#SafewithGojek)

Legal Assistance Program

Suspicious Card Transaction Alert

This is me/not me

Routine social media Anti-Scam Education

Portal POLRI

“Go the Extra Mile” campaign

Initiative

Appendix A: 
Initiatives for Medium and Low Priority Material Topics
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Material Topic Brief Description

Stakeholder Engagement (Partners)

Stakeholder Engagement (Partners)

Stakeholder Engagement (Partners)

Stakeholder Engagement

Stakeholder Engagement

Stakeholder Engagement

Stakeholder Engagement

Stakeholder Engagement

Stakeholder Engagement

Stakeholder Engagement

A series of initiatives that support small, micro, and medium enterprise merchants to grow their business during the pandemic and to also 
push consumers to buy local products.

Partnership with HCMC Women’s Cultural House and CafeTek to provide vocational training for family members of Gojek drivers and 
support them to set up a digital business.

Education support to all existing and potential merchants through multiple training channels including YouTube, Pusat Edukasi Merchant 
portal, Instagram and Webinars. We wanted to keep merchants engaged and equip them with all new tools and features that were launched, 
such as Tokopedia Play.

Tokopedia donated reading and activity books for children and teenagers impacted by COVID-19 along with other groups of children who 
are in need of such assistance.

Tokopedia employees volunteered their time to provide 1:1 mentoring sessions to help youth to assess their interest and talent, and also 
prepare them for college and professional life.

Donation campaign where Tokopedia users and employees can donate school kit and health packages for underprivileged students 
returning to offline school.

Tokopedia Academy Community is a community for tech enthusiasts and experts located in Indonesia with the vision to share knowledge 
and build Indonesia’s future digital talent. The community aims to connect, empower, and encourage tech enthusiasts to learn and bring 
impact together. We have 3 categories for this community: Women Tech Hub, Student Tech Hub and Professional Tech Hub.

Through the Tokopedia START Women in Tech 2021, we invited more than 30 leading female leaders in technology for a conference to share 
their perspectives, and how women can develop professionally to reach their fullest potential.

Incubator for Indonesian students to learn, share, and collaborate with a broader vision to accelerate the Indonesian digital transformation. 
This program aimed to empower students to have more understanding on the digital world and all possible opportunities beyond.

Engagement program with Brand owners to combat cases of counterfeit items being sold on Tokopedia. This initiative is our effort to build 
trust from our Brands and will help us to speed up the delisting process of the Notorious Market List

#BangkitBersama campaign

Empowering Micro-Entrepreneurs in the 
Digital Economy

Merchant Education

Book Donation Program

Nakamate Mentorship Program

Top Donasi: Support for School

Technology Community (Tech-Hub)

Tokopedia Academy: START Women In Tech

Tokopedia NextGen

Brand Alliance Program

Initiative
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Sl. 
No.

The Company has been informed that the KPPU 
has ceased the investigation of the Company’s 
late filing following the enactment of the KPPU’s 
regulation on relaxation of legal enforcement. 
The company has received the letter from 
KPPU that formalizes the dismissal of this 
investigation in 2022.

On 25 March 2021, the KPPU’s panel 
of commissioners officially issued a 
decree imposing a fine amounting to IDR 
3,300,000,000 upon the company.

Not applicable

Closed. No corrective action 
applicable.

The company has settled the 
fine. As this case is considered 
an administrative case, the KPPU 
does not require any correction 
actions other than requiring the 
company to pay the fine.

The cassation case file was 
delivered to the Supreme Court of 
the Republic of Indonesia.

Gojek (the company) was investigated by the KPPU regarding the late notification of the PT Lintas Promosi Global acquisition back in 
2018. The Company acquired PT Lintas Promosi Global in 2018. Under the relevant government regulation, the Company is required to 
notify the transaction of the acquisition of the shares in PT Lintas Promosi Global within 30 working days from the effective date of each 
of the transactions. However, the notification submission exceeded the permissible timeframe.

Gojek (the company) was investigated by the KPPU regarding the late notification of the PT Global Loket Sejahtera acquisition back in 
2017. The Company acquired PT Global Loket Sejahtera in two separate transactions, respectively in 2017 and 2019. Under the relevant 
government regulation, the Company is required to notify each transaction of the acquisition of the shares in PT Global Loket Sejahtera 
within 30 working days from the effective date of each of the transactions. The effective date of the first transaction was on 9 August 
2017, however, the Company then submitted the notification for both transactions of PT Global Loket Sejahtera’s acquisition to KPPU 
on 22 February 2019.

In March 2020, a threat actor performed data theft on Tokopedia’s system and published the data in a forum in May 2020. Komunitas 
Konsumen Indonesia (“KKI”) filed a lawsuit against Tokopedia, in which the Central Jakarta District Court awarded the decision in favor 
of Tokopedia pursuant to the Decision of the Central Jakarta District Court No.235/Pdt.G/2020/PN.Jkt.Pst dated 21 October 2020.
 
Further, KKI filed an appeal to the Jakarta High Court in response to such decision, where the Jakarta High Court has affirmed the 
decision of the Central Jakarta District Court based on the Decision of the Jakarta High Court No. 138/PDT/2021/PT.DKI dated 27 
August 2021. On 26 November 2021, Tokopedia received the cassation (kasasi) memorandum from the South Jakarta District Court 
(being the delegation from the Central Jakarta District Court) as has been responded by Tokopedia based on the counter memory of 
cassation dated 8 December 2021.

This case has not had any detrimental impact on Tokopedia and does not affect the business continuity and operations of Tokopedia.

1

2

3

Appendix B: 
Brief Details of Ongoing Cases

Case Detail Action by Regulator Current Status / 
Corrective action

Independent limited assurance has been provided only over 2021 data marked with this symbol. PwC’s assurance statement can be found in this document.

AS

AS

AS
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Appendix C: Employee Data

GRI 102-8:
Information of Employees and other workers25

Total Number of Employees
across Genders

Total Number of Employees
across Regions

Temporary Temporary

Part-time Part-time

Permanent Permanent

Full-time Full-time

6,000

4,000

2,000

0

5,789

3,304

224

Male Female Others

by Employment 
Contract

by Employment 
Contract

by Employment 
Type

by Employment 
Type

133

6
37

6,000

4,000

2,000

0

6,013

3,437

Male Female Others

43
0

0

0

10,000

7,500

5,000

2,500

0 1,242

7,403

21

India Indonesia Vietnam Grand totalSingapore

362

10
318 136

1

394

9,099

10,000

7,500

5,000

2,500

0
India Indonesia Vietnam Grand totalSingapore

1,263

7,765

0

0

0
328 137

0

0

9,493

Graph 6 Graph 7

25  Expatriates are considered as contract employees in Indonesia due to local regulations. In other countries, 
expatriates can be permanent employees as well. However, GoTo treats Indonesian expatriates as their 
permanent employees for all internal processes. To maintain consistency in reporting across countries, the 
number of employees considered here includes all active permanent employees in all countries and active 
expatriates in Indonesia.

In addition to the below mentioned employee numbers, six employees from the Philippines and Thailand 
have not been included in the below graph as Philippines and Thailand were considered outside the reporting 
boundary for this report due to the low business footprint in these countries.
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Male

Female

Others

Under 30 years of age

30-50 years of age

Over 50 years of age

Indonesia

Singapore

Vietnam

India

1,854

1,170

2,389

639

555

2,357

6

2

75

43

Male

Female

Others

Under 30 years of age

30-50 years of age

Over 50 years of age

Indonesia

Singapore

Vietnam

India

1,569

721

1,422

863

337

1,809

1

6

93

52

GRI 401-1:
New Employee Hires and Employee Turnover26

26  Expatriates are considered as contract employees in Indonesia due to local regulations. In other countries, 
expatriates can be permanent employees as well. However, GoTo treats Indonesian expatriates as their 
permanent employees for all internal processes. To maintain consistency in reporting across countries, the 
number of employees considered here includes all active permanent employees in all countries and active 
expatriates in Indonesia.

New Employee Hires Employee Turnover

0 01,000 1,000 1,5005002,000 2,000 2,5003,000

Graph 8 Graph 9
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GRI 401-3:
Parental Leave27

GRI 404-3:
Percentage of employees receiving regular performance 
and career development reviews28

27  All employees who are married have been considered to be entitled to parental leaves
28 Expatriates are considered as contract employees in Indonesia due to local regulations. In other countries, 
expatriates can be permanent employees as well. However, GoTo treats Indonesian expatriates as their 
permanent employees for all internal processes. To maintain consistency in reporting across countries, the 
number of employees considered here includes all active permanent employees in all countries and active 
expatriates in Indonesia.

Total number of employees thar were entitled 
to parental leave

Total number of employees took parental leave

Total number of employees that returned to 
work in the reporting period after parental 

leave ended

Total number of employees that returned to 
work after parental leave ended that were still 

employed 12 months after their

2,232

940

428

237

363

146

57

73

Male Female

Senior 
Management 

 

Other Employee

94.69%

82.24%

Male

Female

83.90%

82.60%

0 1,000 1,500500 2,000 2,500

Parental Leave Indicators Percentage of employees who have received  
a performance and career development review

by Employee 
category

by Gender

0.00%

0.00%

25.00%

25.00%

50.00%

50.00%

75.00%

75.00%

100.00%

100.00%

Graph 10

Graph 11

AS

Independent limited assurance has been provided only over 2021 data marked with this symbol. PwC’s 
assurance statement can be found in this document.

AS
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GRI 405-1:
Diversity amongst Governance body members 
and employees

Governance Body Composition29 Employee Diversity per Employee Category29

Permanent Employee Composition by Educational Background30

by Gender
by Gender by Age

by Age

29  Expatriates are considered as contract employees in Indonesia due to local regulations. In other countries, 
expatriates can be permanent employees as well. However, GoTo treats Indonesian expatriates as their 
permanent employees for all internal processes. To maintain consistency in reporting across countries, the 
number of employees considered here includes all active permanent employees in all countries and active 
expatriates in Indonesia.

30 The above data considers only the permanent employees of GoTo according to local regulations, and does not 
include expatriates in Indonesia.

Male
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Graph 13

Graph 14
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Independent limited assurance has been provided only over 2021 data marked with this symbol. PwC’s 
assurance statement can be found in this document.

AS AS
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Employee Diversity across Management Levels, 
Functional Groups, and Countries

Diversity by Gender Diversity by AgeMale Under 30 
years of age

Female 30-50 years 
of age

Others Over 50 
years of age

GoTo

Gojek

Tokopedia

GoTo Financial

Swift

Indonesia

Singapore

Vietnam

India

Senior 
Management

Other Employees

GoTo

Gojek

Tokopedia

GoTo Financial

Swift

Indonesia

Singapore

Vietnam

India

Senior 
Management

Other Employees

0% 0%25% 25%50% 50%75% 75%100% 100%

Graph 15 Graph 16

5,789 3,304 6 23

2,045 1,119 5 16

2,344 1,460 0 3

1,149 607 1 4

251 118 0 0

4,503 2,897 3 17

208 107 3 2

46 90 0 0

1,032 210 0 4

614 215 0 12

5,175 3,089 6 11

5,841 3,235

1,684 1,469

2,928 873

1,002 751

227 142

4,907 2,479

116 200

66 70

752 486

92 725

5,749 2,510

AS AS

Independent limited assurance has been provided only over 2021 data marked with this symbol. PwC’s 
assurance statement can be found in this document.

AS
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Appendix D:
List of Memberships and Associations

Collaborator Operating Entity

World Economic Forum

UN Women

G20

B20

Y20

Valuable 500

Gojek

Tokopedia

GoTo Financial

A list of externally-developed economic, environmental and social charters, principles, or other 
initiatives to which the organization subscribes, or which it endorses.

A list of the main memberships of industry or other associations, and national or international 
advocacy organizations.

•  Alliance for Clean Air
• Stakeholder Capitalism Metrics
• Global Plastic Action Partnership
• Global New Mobility Coalition’s Principles for Reporting Emissions from 

Urban Mobility
• Climate Action Platform

• No Manel Pledge

• G20 EMPOWER Advocates for Gender Equality (in partnership with 
Kementerian Pemberdayaan Perempuan dan Perlindungan Anak (KPPPA))

• B20 is the official G20 dialogue forum with the global business community

• Y20 is a forum for developing cooperation with the future generation, and 
provides a platform for young people to have their voices heard on relevant 
issues.

• Valuable 500’s charter on disability inclusion

• Indonesia Chamber of Commerce and Industry (KADIN)
• Indonesia E-commerce Association (IdEA)
• Indonesian Express Delivery Companies Association (ASPERINDO)
• Indonesian Logistics Association (ALI)
• Indonesian Service Dialogue (ISD)
• Asia Internet Coalition (AIC)
• The Indonesian Food and Beverage Industry Association (GAPMMI)
 
• Indonesia E-commerce Association (IdEA)
• Indonesian Fintech Association (AFTECH)
• Asosiasi Fintech Pendanaan Indonesia (AFPI)
• Indonesian Service Dialogue (ISD)
• Indonesian Employers’ Association (APINDO)
• Asosiasi Perusahaan Sahabat Anak Indonesia (APSAI)

• Indonesian Fintech Association (AFTECH)
• Indonesia Payments System Associations (ASPI)
• Global System for Mobile Communications Association (GSMA)

Initiative Initiative
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Appendix E: 
Energy, Water, and Emissions Inventory
Total energy consumed in our operations during 
2021 equates to 94,196.95 GJ. The breakdown of 
total energy consumed is as follows:
1. Energy consumed due to electricity 

consumption: 20,712.54 GJ 
2. Energy consumed due to fuel consumption: 

73,484.41 GJ

Total emissions for GoTo in 2021 equates to 822,8981 tCO2e.

We have referred to widely accepted WBCSD-WRI GHG Protocol for accounting of GHG emissions. 
We used operational control approach to consolidated the data on GHG inventory which includes 
CO2, CH4 and N2O gases in the accounting of carbon footprint equivalent2. Please find below the 
breakdown of our GHG emissions:

With our offices and warehouses comprising 
a total area of 161,654.05 m2, the energy 
use intensity is equivalent to 0.128 GJ/m2 or 
35.591 kWh/m2.

Total water consumption across our offices 
and warehouses in 2021 was 258,802.01 m3.

Of the total emissions, Gojek and GoTo Financial together comprised 89% (733,596 tCO2e), while Tokopedia’s share was 

11% (89,302 tCO2e)          . Gojek’s last year reported emissions were 1,043,350.22 tCO2e, however the correct value is 

656,098.82 tCO2e. A system fault resulted in the incorrect capture of the distances for certain travel bookings, which led to 

incorrect calculations of the Scope 3 total - Use of Sold Products emissions. The error has since been revised and verified to 

not have recurred in 2021.

The emission factors used for the calculations are sourced from recognized sources like Department of Environment, Food 

& Rural Affairs (DEFRA), US Environmental Protection Agency (EPA), Energy Market Authority (EMA) and Institute for Global 

Environmental Services (IGES). The Global Warming Potential (GWP) have been used from Intergovernmental Panel on 

Climate Change (IPCC) report.

Most of Gojek’s and Tokopedia’s key activities core to the business model are included in its emissions footprint and 

inventory, except for activities directly associated with merchants and consumers where it cannot influence.

Includes combustion of fuels from vehicles in Mitra warehouses and fugitive emissions from refrigerant leakages in offices.

GoTo Financial emissions are subsumed under Gojek’s as the two entities share offices. Tokopedia’s Scope 2 emissions are 

mainly contributed from its offices and warehouses operated by Swift, as well as Gojek/GoTo Financial’s offices.

This has been calculated considering all upstream emissions (i.e., cradle to gate) from the production of products 

purchased, rented, or acquired by GoTo in the reporting year. Products include both tangible and intangible goods (e.g., 

packaging, office equipment, and advertising) and services from third parties. GoTo Financial emissions are subsumed 

under Gojek due to shared resources.

Includes shipment of GoTo internal goods from vendors and shipment of merchant goods between Toko’s warehouses.

Includes emissions from the transportation of employees from business-related activities (including air, road, rail, and 

marine travel) as well as accommodation of employees during business related travel during the reporting year.

This is contributed mainly by Tokopedia’s logistics employees traveling to and from warehouses as office employees were 

mainly working from home, and therefore not calculated for 2021.

Distance has been derived by taking the mileage per liter of petrol and diesel vehicles.

The non-logistic service line includes: GoRide, GoCar, GoBluebird, GoTaxi, GoFood, GoMart, and GoShop. The logistic 

service line includes: GoKilat, GoSend, and GoBox.

Includes emissions from waste disposal and the treatment of products sold by GoTo. Emissions for this category were 

derived from spend data for packaging goods in Tokopedia’s finance dataset.

1

2

3

4

5

6

7

8

9

10

11

12

AS

AS

AS

Scope of Emission3

Scope 1 – Direct GHG Emissions4

Scope 2 – Indirect GHG Emissions5 

Scope 3 (Category 1 and 2) – Purchased Goods and Services6  and Capital Goods

Scope 3 (Category 3) – Fuel and Energy Related Activities Not Included in Scope 1 and 2

Scope 3 (Category 4) – Emissions from transportation and distribution of products in the 
reporting year which is paid for by GoTo7 

Scope 3 (Category 6) – Business Travel8

Scope 3 (Category 7) – Employee Commuting9

Scope 3 (Category 9) - Downstream Transportation and Distribution10

Scope 3 (Category 11) – Use of Sold Products11

Scope 3 (Category 12) – End of Life Treatment of Sold Products12

1,483

4,712

37,144

1,488

273 

556

187

56,005

720,820

230

Total (ton CO2e) AS

Independent limited assurance has been provided only over 2021 data marked with this symbol.  
PwC’s assurance statement can be found in this document.

AS
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Appendix F: 
Description of SDGs and Corresponding Targets 
Aligned to Our ESG Performance Indicators

SDGs SDGsTarget Target

SDG 1:
No Poverty

SDG 3:
Good Health and 
Well-being

SDG 5:
Gender Equality

SDG 7: 
Affordable and 
Clean Energy

SDG 8:
Decent Work and 
Economic Growth

1.1

1.4

3.8

3.9

5.1

5.5

7.2

7.3

8.2

8.3

8.4

8.5

By 2030, eradicate extreme poverty for all people everywhere, 
currently measured as people living on less than USD 1.25 a day

By 2030, ensure that all men and women, in particular the poor and 
the vulnerable, have equal rights to economic resources, access to 
basic services, ownership and control over land and other forms of 
property, inheritances, and natural resources, as well as appropriate 
new technology and financial services, including microfinance

Achieve universal health coverage, including financial risk 
protection, access to quality essential healthcare services and 
access to safe, effective, good quality, and affordable essential 
medicines and vaccines for all

By 2030, substantially reduce the number of deaths and illnesses 
from hazardous chemicals and air, water, and soil pollution and 
contamination

End all forms of discrimination against all women and girls 
everywhere

Ensure women’s full and effective participation and equal 
opportunities for leadership at all levels of decision-making in 
political, economic, and public life

By 2030, increase substantially the share of renewable energy in the 
global energy mix

By 2030, double the global rate of improvement in energy efficiency

Achieve higher levels of economic productivity through 
diversification, technological upgrading and innovation, including 
through a focus on high-value added and labor-intensive sectors

Promote development-oriented policies that support productive 
activities, decent job creation, entrepreneurship, creativity, and 
innovation, as well as encourage the formalization and growth of 
micro, small, and medium enterprises, including through access to 
financial services

Improve progressively through 2030 in global resource efficiency in 
consumption and production, and endeavor to decouple economic 
growth from environmental degradation in accordance with the 
10-year framework of programs on sustainable consumption and 
production, with developed countries taking the lead

By 2030, achieve full and productive employment and decent work 
for all women and men, including for young people and persons with 
disabilities, and equal pay for work of equal value

Description Description
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SDGs SDGsTarget Target

SDG 10: 
Reduced 
Inequalities

SDG 11:
Sustainable Cities 
and Communities

SDG 12:
Responsible 
Production and 
Consumption

SDG 13:
Climate Action

SDG 14:
Life Below Water

SDG 15:
Life on Land

SDG 16:
Peace, Justice and 
Strong Institutions

10.1

11.2

12.2

12.4

12.5

13.2

13.3

14.3

15.2

16.3

16.5

16.6

By 2030, progressively achieve and sustain income growth of 
the bottom 40 percent of the population at a rate higher than the 
national average

By 2030, provide access to safe, affordable, accessible, and 
sustainable transport systems for all, as well as improving road 
safety, notably by expanding public transport, with special attention 
to the needs of those in vulnerable situations, women, children, 
persons with disabilities, and older persons

By 2030, achieve the sustainable management and efficient use of 
natural resources

By 2020, achieve the environmentally sound management of 
chemicals and all wastes throughout their life cycle, in accordance 
with agreed international frameworks, and significantly reduce 
their release to air, water and soil in order to minimize their adverse 
impacts on human health and the environment

By 2030, substantially reduce waste generation through prevention, 
reduction, recycling and reuse

Integrate climate change measures into national policies, strategies 
and planning

Improve education, awareness-raising, and human and institutional 
capacity on climate change mitigation, adaptation, impact reduction, 
and early warning

Minimize and address the impacts of ocean acidification, including 
through enhanced scientific cooperation at all levels

By 2020, promote the implementation of sustainable management of 
all types of forest, halt deforestation, restore degraded forests, and 
substantially increase afforestation and reforestation globally

Promote the rule of law at the national and international levels and 
ensure equal access to justice for all

Substantially reduce corruption and bribery in all their forms

Develop effective, accountable, and transparent institutions at all 
levels

Description Description
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Appendix G: 
List of Entities Included in the 
Organization’s Consolidated Financial 
Statements but Not Covered in This Report 

SI. No. SI. No.Group Group

1

2

3

4

5

6

7

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

28

29

30

Gojek

Gojek

Gojek

Gojek

Gojek

Gojek

Gojek

Gojek

Gojek

Gojek

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

Tokopedia

GoTo Financial

GoTo Financial

GoTo Financial

GoTo Financial

PT Festival Kuliner Anak Bangsa

PT Rekan Anak Bangsa

PT Pradipa Darpa Bangsa

PT Aplikasi Multimedia Anak Bangsa

Beijing Go-Jek New Technology Company Limited.

Velox Technology Malaysia Sdn. Bhd.

Viet Lotus International Joint Stock Company

PT Acara Produksi Anak Bangsa

PT Aplikasi Perdagangan Anak Bangsa

Velox Technology Philippines Inc.

PT Poin Optima Sistem

PT Wahana Teknologi Informasi

PT Semangat Bambu Runcing

PT Semangat Bangsa Merdeka

PT Jagad Inter Data

PT Semangat Empat Lima

PT Roda Bangun Selaras

PT Digital Investindo Jaya

PT Semangat Gerak Tangkas

Bridestory Philippines, Inc.

Tokopedia Pte. Ltd.

Tokopedia India Private Limited

Bintang Kecil Pte. Ltd.

Bridestory Pte. Ltd.

PT Satria Abadi Terpadu

PT Semangat Logistik Andalan

PT Darpa Anak Bangsa

PT Nadi Solusi Bisnis

PT Koneksi Integrasi

PT Mapan Global Tech

Entity Name Entity Name

The following entities are included in the organization’s consolidated financial statements as per 
financial disclosure requirements stipulated by local regulatory standards. The entities in this list either 
do not conduct commercial activities at the time of publication of this report or they have a very small 
footprint and the day-to-day activities are managed by employees of other entities. Hence, they have 
been kept out of the boundary of this sustainability report. 
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Appendix H: 
Customer Satisfaction and Public Complaint Mechanism

Product

Product

CSAT31

CSAT Base

GoRide

GoCar

GoFood

GoSend

GoMart Logistics

Support 
Service (Care)

94

96

96

96

93 85

81

3,606

782,974

Customer Satisfaction Survey on Gojek 
Products (Q4 2021)

CSAT Survey for Logistics and Support Service 
(Care) Among Buyers, FY’21

Gojek Customer Satisfaction Survey

To evaluate the level of customer satisfaction with the products 
provided by Gojek, Gojek conducts customer satisfaction 
surveys on a quarterly basis. In Q4 2021, the customer 
satisfaction survey was conducted with 2,277 customers 
covering five products: GoRide, GoCar, GoFood, GoSend, and 
GoMart. The survey obtained the Customer Satisfaction Score 
(CSAT) for each product. 

Tokopedia Customer  
Satisfaction Survey

The Customer Satisfaction (CSAT) Survey is conducted to 
measure user’s satisfaction in using Tokopedia products and/
or services. Table 1 shows the CSAT survey results conducted for 
Logistics and Support Service (Care) among buyers in 2021. The 
survey is conducted in-house with details as follows:

• Logistics: Survey is distributed every W1 of running month to 
eligible buyers

• Support Service: Survey is distributed to users after complaint 
status is finished and complaint ticket is closed

Public Complain Mechanism

We are committed to delivering best services and experience to 
our customers. Customers and general public can raise any issues 
and complaints related to GoTo services using the below channels:

No significant complaints were raised in 2021

These insights are valuable, and some highlights that we can 
draw out are the average ratings of 4.4 and 4.8 (out of 5) on 
both AppStore and Google Play for Gojek and Tokopedia apps 
respectively. These numbers indicate the trust and satisfaction 
that goes beyond consumer’s expectation. Analyzing these 
reviews also show that the best aspects from these apps include: 
being easy to use, quality of service, having diverse payment 
methods, and promotions on cashback and free-shipping.

31 CSAT score: % of respondents who rated “Satisfied” or “Very Satisfied” on their 
experience with the respective product.
Base : GoRide=507, GoCar=507, GoFood=417, GoSend=520, GoMart=326.
Age group : above 18 years old.
Cities : Jakarta, Bodetabek, Bandung, Surabaya, Makassar, Medan, 

Yogyakarta, Semarang, Palembang, Bali, Malang.

Gojek Tokopedia
Help page on the Gojek 
application or the Help Center 
on the Gojek website

Email to 
customerservice@gojek.com

Call + 6221-5084-9000

Help Page on Tokopedia 
website

Email: care@tokopedia.com

Facebook: @Tokopedia Care

Twitter: @TokopediaCare 

https://apps.apple.com/US/app/id944875099?mt=8
https://www.gojek.com/help/
https://www.tokopedia.com/help
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Appendix I: Shareholding Pattern

No Name Stock 
Series

Number of 
Shares Value (Rp) Ownership 

Percentage (%)
Voting 

Rights (%)

A

1

 

2

 

3

 

4

 

5

B

1

2

3

4

5

Multiple Voting Shares (MVS) Holder

Andre Soelistyo

 

Kevin Bryan Aluwi

 

William Tanuwijaya

 

Melissa Siska Juminto

 

PT Saham Anak Bangsa

Non Multiple Voting Shares (MVS) Holder

Garibaldi Thohir

Goto Peopleverse Fund

SVF GT Subco (Singapore) Pte. Ltd

Taobao China Holding Limited

Others (ownership less than 5%)

 

Treasury Stock

Total issued and paid up capital

Total shares in portfolio

A & B32

A

B32

A

B32

A

B32

A

B32

B32

A

A

A

A

A

A

A & B32

A

A & B32

A & B32

71,995,886,487

3,247,530,184

6,734,025,100

5,790,223,535

3,272,789,432

8,393,044,541

12,588,634,432

3,993,358,227

1,087,292,195

26,888,988,841

1,061,488,321,399

1,054,287,487

106,908,291,844

103,120,303,128

104,731,124,993

745,674,313,947

1,133,484,207,886

10,264,665,616

1,143,748,873,502

2,856,251,126,498

71,995,886,487

3,247,530,184

6,734,025,100

5,790,223,535

3,272,789,432

8,393,044,541

12,588,634,432

3,993,358,227

1,087,292,195

26,888,988,841

1,061,488,321,399

1,054,287,487

106,908,291,844

103,120,303,128

104,731,124,993

745,674,313,947

1,133,484,207,886

10,264,665,616

1,143,748,873,502

2,856,251,126,498

6.29

0.28

0.59

0.51

0.29

0.73

1.10

0.35

0.10

2.35

92.81

0.09

9.35

9.02

9.16

65.20

99.10

0.90

100.00

59.17

0.12

7.77

0.22

3.78

0.32

14.52

0.15

1.25

31.02

40.83

0.04

4.11

3.97

4.03

28.68

100.00

-

100.00

Composition of Shareholders with  
Ownership of less than 5%

As of end of fiscal year 2021 below is the composition of the 
shareholders with ownership of less than 5%:

Composition of Shareholders Based on 
Ownership Status

As of end of fiscal year 2021, the Company was not publicly listed.      

Name Stock 
Series

Number of 
Shares Value (Rp)

Ownership 
Percentage 

(%)

Voting 
Rights 

(%)

Others 
(ownership 
less than 
5%)

A 745,674,313,947 745,674,313,947 65.20 28.68

32 As of the date of the publication of  this report, the voting right ratio for Series 
B Shares is 30 votes for every Series B Share in accordance with OJK Regulation 
No.22/2021.
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