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TSMC has always treated suppliers as partners, and works 
together with them over the long term to build a stable 
and sustainable semiconductor supply chain. In addition to 
taking into account supply chain product quality, delivery, 
and cost, TSMC also works with our suppliers to protect 
the environment. We pay attention to the human rights, 
safety and health issues of our suppliers as well as business 
continuity and risk management, so that we can fulfill 
our corporate social responsibilities together. In 2012, 
TSMC was recognized by the Dow Jones Sustainability 
Indexes (DJSI) as the semiconductor sector leader for the 
second year since 2010. TSMC also achieved the highest 
score in the semiconductor sector in categories including 
Supply Chain Management, Risk and Crisis Management, 
Environmental Policy/Management System, Water-Related 
Risk, Labor Practice Indicators and Human Rights.

TSMC has moved to localize raw materials, facility, 
production equipment and spare parts in recent years. 
In addition to reducing carbon generation, reducing 
transportation cost, TSMC also hopes to enhance supply 
chain agility and ensure service to customers. For raw 
materials, TSMC’s sourcing percentage from local Taiwan 
suppliers gradually increased to 36% in 2012. 

To create a win-win situation for TSMC and suppliers, TSMC 
will continue supporting local companies and encourage 
localization by foreign suppliers. TSMC has set localization 
targets for purchases of each category for the next several 
years to drive for even lower production cost and supply 
risk as well as greater competitive advantage and supply 
chain sustainability.

6.1. Customer Service and Satisfaction
6.1.1 Customer Service
TSMC is committed to providing the best service to our 
customers and believes that customer service is critical to 
enhancing customer loyalty. In turn, customer loyalty leads 
to higher levels of customer retention and to expansion 
of business relationships. TSMC’s goal is to maintain its 
position as the most advanced and largest provider of 
semiconductor manufacturing technologies and foundry 
services. TSMC believes that achieving this goal will help 
retain existing customers, attract new customers, and 
further strengthen customer trust.

To shorten time-to-market and speed up design enablement 
for customers, TSMC has built a brand-new ecosystem 
called the Open Innovation Platform. It integrates suppliers 
with the semiconductor design community, TSMC 
ecosystem partners, and with IP & Library vendors for 
design implementation and design for manufacturing (DFM) 
capabilities.

6.1.2 Customer Satisfaction
TSMC regularly conducts surveys and reviews to ensure that 
customers’ needs and wants are adequately understood 
and addressed. Continual improvement plans supplemented 
by customer feedback are an integral part of our business 
processes. The channels we use include an annual customer 
satisfaction survey, quarterly business reviews, and customer 
audits.

TSMC’s Annual Customer Satisfaction Survey is carried out 
by an independent third party consulting firm. Our goals are 
to understand customers’ specific needs and expectations 
from TSMC, and to obtain formal and direct feedback from 
our customers to measure TSMC’s performance and identify 

TSMC’s weaknesses for development of improvement 
strategies.
 
The findings and analysis of customers’ feedback are 
presented to TSMC’s board members and executive team. 
Appropriate details are shared with relevant teams in TSMC. 
In addition, the Chairman assigns a management team to 
draw up corresponding improvement actions and policies, 
which are executed by all the related functional teams and 
monitored closely.

6.2 Supplier Management
6.2.1 Ensuring Supply Chain Sustainability
Green Procurement: Developing Suppliers’ Green 
Standards
TSMC is committed to building a “green supply chain,” 
attending to global environmental issues, and exerting its 
influence to encourage supply chain partners to follow. Our 
assessment of suppliers’ green performance includes:
●  Energy saving and carbon reduction management: 

suppliers are required to collect carbon inventory data 
in their manufacturing plants, develop a product-
based carbon footprint, and provide carbon reduction 
performance data.

●  Water resources and water management: suppliers 
are required to collect water inventory data in their 
manufacturing plants to establish a water footprint, and 
to provide a specific water resource management plan.

●  Green products and hazardous substances control 
specification: in response to global hazardous substance 
controls and eco-friendly product specifications, we ask 
suppliers to comply with PFOS/PFOA/Conflict Minerals/
RoHS/REACH and other global chemical control standards.




