
Creating measurable 
value
Integrated thinking and planning is 
deeply embedded in our organisation, 
enabling the reconciliation of 
our purpose with our long-term 
commercial objectives. We subscribe 
to internationally recognised 
healthcare models to achieve this 
balance. The Cleveland Clinical Model1 
guides our efforts to deliver health 
and care that is person-centred, and 
the Quadruple Aim2 (shown below) 
drives our focus on optimising the 
value of our services, at a sustainable 
cost to society, in the context of the 
healthcare system as a whole.

Creating deliberate social, economic and 
environmental value, and carefully managing the 
associated costs or capital depletion arising from 
our business activities, has been a priority for 
Netcare for many years. The COVID-19 pandemic 
and ensuing socioeconomic crisis have 
sharpened our commitment to delivering 
measurable social, economic and environmental 
returns – to being a force for good in our 
communities, our sector and our country.

1. Source: Cosgrove, T. (2014). The Cleveland clinic way – Lessons in excellence. Cleveland Clinic Quality Performance Report available at: http://.clevelandclinic.org/QPR).
2. Source: Bodenheimer, T., & Sinsky, C. (2014). From Triple to Quadruple Aim: Care of the Patient Requires Care of the Provider. The Annals of Family Medicine, 12(6), 573–576.
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ü Positive outcome (during the year)    ü Positive outcome (looking forward)     Neutral outcome     Negative outcome

Value created for our patients

Access to world-
class healthcare 
and experienced 
and dedicated 
doctors, cutting-
edge medical 
technology, as well 
as specialised 
centres of 
excellence.

77% u
Patients surveyed in the Hospital division said our 
nurses always treated them with courtesy and respect 
(2019: 77%1).

ü

81% u
Patients surveyed at Akeso Clinics said our nurses always 
treated them with courtesy and respect (2019: 84%). ü

82 u
Net gain of specialists in acute hospital and mental health 
facilities (2019: 112). ü

An excellent 
experience 
supported by 
digitisation and 
delivered by skilled 
and caring nurses, 
cancer navigators 
and employees who 
listen, understand 
and respond to 
their concerns.

2 235 u
Employees received training on Caring the Netcare Way, 
which guides interaction with patients (2019: 3 105). ü

Digital u

• Access to medical records and information, empowering 
them to make decisions relating to their treatments. 

• A digitised person-centred health and care journey at no 
additional cost.

• Higher accountability within the healthcare value chain.

ü

High-quality clinical 
outcomes.

COVID-19 u
Accelerated the implementation of our new digitised 
health and safety strategy and delivered COVID-19 training 
and awareness to all employees.

ü

72 u Clinical outcomes published, 35 being new. ü

ISO 9001:2015 u
Quality management surveillance audits delayed due to 
COVID-19 but resumed in September 2020. ü

1. Restated due to additional information received after publication of the 2019 Integrated Report.

Value created for us 
A reputation as a healthcare provider that consistently delivers the highest clinical quality outcomes and outstanding 
levels of care at an affordable pricepoint, supporting our strategic objective to grow market share and the size of our 
addressable market.

Our patients: page 112.
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ü Positive outcome (during the year)    ü Positive outcome (looking forward)     Neutral outcome     Negative outcome

Value created for our doctors and 
healthcare practitioners
Our world-class quality 
management system 
and consistently high 
level of clinical 
outcomes, efficient 
procurement and 
inclusion in restricted 
provider networks.

COVID-19 u

Introduced a number of interventions to provide doctors 
with additional clinical support ranging from COVID-19 
Clinical Committees and a doctor communications tool 
to a network of Resident Medical Officers. 

ü

Over  
2 000

u
Healthcare practitioners with access to their personalised 
clinical information to help them achieve efficiencies 
(engagement in 2020 delayed due to COVID-19).

ü

Access to support 
structures such as 
Physician and Digital 
Advisory Boards, 
multi-disciplinary 
teams and excellent 
nursing as well as 
numerous mechanisms 
for continuous 
professional 
development.

Over  
20 500

u
Healthcare practitioners trained on COVID-19, the correct 
use of PPE and respiratory care. ü

336 u
Professional development sessions held (2019: 631 in total) 
augmented by numerous COVID-19 related sessions. 

699 u
Doctors and healthcare practitioners fully trained and using 
CareOn1 in four hospitals. ü

COVID-19 u
Commissioned a clinical research collaborative for peer 
reviewed articles and research studies related to COVID-19 
clinical outcomes in SA.

ü

The most clinically 
advanced and 
appropriate medical 
equipment, 
consumables and 
pharmaceuticals, as 
well as optimal facility 
infrastructure and 
cutting-edge digital 
systems.

Digital u

• Netcare VirtualCare (telehealth platform) and CareOn in 
two specialised wards at Netcare Milpark Hospital, enabled 
doctors to manage patients remotely during the initial 
COVID-19 surge.

• Reduced medico-legal risk, due to the availability and 
application of data.

ü

ü

56 u
Under-utilised acute beds converted to higher demand 
disciplines (2019: 29). ü

52 u Beds commissioned for Netcare Milpark Hospital. ü

11 u
Continuous renal replacement therapy machines purchased 
to manage the impact of COVID-19 on dialysis patients. ü

R494 million u

New medical equipment (2019: R622 million). This included 
R89 million for new ventilators, high flow nasal oxygen 
machines and other equipment required to treat 
COVID-19 patients.

ü

R404 million u Maintenance and repairs (2019: R384 million). ü
1. The Hospital division’s electronic medical record system.

Value created for us 
Our ability to attract and retain specialists and healthcare practitioners drives revenues and enables us to deepen our 
efficiencies and expand higher demand disciplines, supporting our profitability.

Doctor partnerships: page 129.

Creating measurable value continued
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ü Positive outcome (during the year)    ü Positive outcome (looking forward)     Neutral outcome     Negative outcome

Value created for our funders
Value created for them 

World-class healthcare 
for their members, 
leading to healthy, 
satisfied members and 
their families.

Two u
A major funder accepted a pilot proposal for our 
value-based supportive care service for patients 
with life-threatening illnesses.

ü

Our focused clinical 
improvement projects, 
access to our quality 
data and collaboration 
on common objectives.

Quality u
Continued to share knowledge and quality outcomes data, 
contributing to quality healthcare outcomes. ü

Appropriate utilisation 
and cost containment 
realised from 
consistency of care, 
automated processes 
and data application.

Digital u
• Started implementing an electronic health code index 

to support accurate cost per event comparisons.
• Progress our digital transformation to improve the 

delivery of high-quality cost-effective care.

ü
ü

Value created for us 
Increased patient 
volumes and enhanced 
ability to attract and 
retain specialists as a 
result of inclusion in 
restricted provider 
networks, and improved 
negotiating power based 
on measurable quality 
outcomes (clinical and 
patient experience).

52.5% u Full week acute hospital occupancy (2019: 66.0%1).

19.8% u
Decrease in total patient days primarily due to COVID-19 (2019: 3.7% 
increase). This reflects a 19.6% decline in acute hospital patient days 
and a 21.2% decline in Akeso Clinics patient days.

1. Restated to exclude Rand, Bell Street, Port Alfred and Settlers hospitals.

Funders: page 132.
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ü Positive outcome (during the year)    ü Positive outcome (looking forward)     Neutral outcome     Negative outcome

Value created for our people

A work environment 
that provides 
sustainable income, 
fosters a caring and 
values-based culture 
and encourages, 
recognises and 
rewards outstanding 
contributions to the 
business in ways that 
are meaningful to our 
employees.

13.5% u Employee turnover (2019: 14.1%). 

79.0% u
Percentage of the workforce who are black (2019: 78.3%). 
64.2% of the workforce are black women (2019: 64.0%). ü

81.6% u
Percentage of the workforce who are women 
(2019: 82.1%). ü

41.9% u Black representation at senior management level 
(2019: 41.4%). ü

Six u Employee grievances reported and resolved (2019: 14). 

13 u

Alleged incidents of discrimination (2019: 17) reported. 
All reports were investigated and, where required, action 
plans were implemented. One case is still under 
investigation.



Engagement u
While some progress was made towards digitising the 
employee engagement survey, progress was halted by 
COVID-19 priorities, in favour of wellbeing initiatives. 

Unions u

Transparent and proactive relationships exist between 
Netcare and union representatives culminating in the 
successful conclusion of the 2020/21 wage negotiations. 
Weekly meetings held with all four unions throughout the 
initial surge in COVID-19 infections.

ü

Career advancement 
and opportunities to 
improve their 
professional 
development.

15 276 u
Employees trained over and above COVID-19 training 
(2019: 16 314)1. ü

899 u
Nurses participated in an ICU upskilling programme to 
manage COVID-19. ü

92% u
Percentage of skills spend on black employees1 
(2019: 90%). R2.6 million was invested in training 
differently abled employees.

ü

Performance 
reviews

u Impacted by COVID-19 (2019: 79.3%). 

Creating measurable value continued

1. Calculated for the skills period 1 April 2019 to 31 March 2020 as per the Health and Welfare SETA measurement year, excluding Lesotho.
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ü Positive outcome (during the year)    ü Positive outcome (looking forward)     Neutral outcome     Negative outcome

Value created for our people continued

Change management 
programmes to help 
employees adapt to 
digitally enabled ways 
of working. 

1 350 u

Employees attended CareOn Sessions which help them 
embrace the CareOn project by building their resilience 
and emotional intelligence and ability to communicate 
empathetically and work as a team (2019: 969).

ü

A safe clinical 
environment that 
enables our people 
to deliver the highest 
standards of care, 
supported by 
comprehensive 
employee wellness 
programmes.

R2 million u
Spent on assisting employees requiring COVID-19 testing, 
hospital treatment or quarantine facilities. ü

COVID-19 u

Introduced a number of mechanisms for employees to 
receive support during the pandemic, ranging from a 
24-hour Netcare COVID-19 Care Line to ICAS1 support and 
free access to Akeso Clinics counsellors and therapists.

ü

12.8% u
Annualised individual ICAS usage of core services 
compared to 4.0% across all ICAS client companies
(2019: 14.1%).

ü

103 u
Wellness training sessions delivered, reaching 
739 employees. ü

1. Independent Counselling and Advisory Services (ICAS).

Value created for us 
An attractive employee value proposition underpins our ability to attract and retain specialised skills needed to meet 
our strategic priorities and drive our transition towards a digitally enabled business. It also drives an engaged workforce 
motivated to live the behaviours of the Netcare Way.

Our people: page 144.
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ü Positive outcome (during the year)    ü Positive outcome (looking forward)     Neutral outcome     Negative outcome

Value created for our suppliers

Fair and transparent 
tender and alternative 
review processes and 
negotiated contractual 
terms that support 
their businesses.

R11.7 billion u
Total procurement spend (2019: R12.9 billion) of which 
R1.1 billion was spent to manage COVID-19. ü

R109 million u Spent with local novel medical device manufacturers 
to bolster critical resources. ü

Preferential 
procurement practices 
and enterprise and 
supplier development 
(ESD) initiatives, aimed 
at advancing black 
businesses.

R11.6 billion u

Portion of our total procurement spend that was 
measurable under the B-BBEE Codes of Good Practice. 
86% (R9.9 billion) was with B-BBEE compliant suppliers 
(dtic target: 80%).

ü

R71 million u
Invested in our ESD programme (seed and growth capital 
and business development support), equating to 16.2% of 
NPAT1 (2019: R65 million).

ü

1. Net profit after tax (NPAT).

Value created for us 
A supplier base, including local suppliers, able to consistently provide products and services that meet our demand and 
quality requirements, most cost effectively. 

Suppliers: page 134. Transformation: page 138.

Creating measurable value continued
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ü Positive outcome (during the year)    ü Positive outcome (looking forward)     Neutral outcome     Negative outcome

Value created for society

A world-class private 
healthcare system able 
to serve the needs of 
employed citizens 
(easing the burden on 
public healthcare 
providers), enhance 
national healthcare 
infrastructure and 
train healthcare 
workers.

19 007¹ u

People employed who contribute to the economies where 
they live and work and pay personal tax (2019: 19 915). 
The 5% decrease is primarily the result of natural attrition, 
only replacing critical and clinical positions. An additional 
1 055 (2019: 1 146)  people are employed in our PPPs.



Five u
Number of jobs supported for every person employed 
by a member of the Hospital Association of South Africa 
(HASA)².

ü

667 u
Nurses and paramedics trained in excess of our needs, 
supporting their employability and contributing to 
addressing SA’s healthcare skills shortage (2019: 832).

ü

R601 million u Taxes paid to governments (2019: R967 million). ü

Collaboration with 
government and our 
peers to find solutions 
that broaden access 
to quality healthcare 
in SA.

COVID-19 u

• Involved in B4SA’s health working group to identify 
ways the private sector could assist government and 
the public sector in dealing with the pandemic.

• Shared lessons learned from our hospital exposures 
and outbreaks with the broader healthcare sector to 
prevent similar outbreaks in the private and public 
health system.

ü

Universal 
healthcare

u

Through various bodies, continued to engage on finding 
solutions that address the structural weaknesses of the 
healthcare sector, and specifically the development of 
the National Health Insurance Bill.

ü

Progressing the 
participation of black 
people in the economy 
and supporting 
initiatives to drive job 
creation. 

Level 4 u B-BBEE rating (2019: Level 4). ü

R11 million u
Distributed to beneficiaries through the B-BBEE Health 
Partners For Life trusts (2019: R26 million). ü

48% u
Black representation of doctors with admission privileges 
(2019: 46%). ü

97% u

Percentage of the 235 learners who are gainfully employed 
after successfully completing their Youth Employment 
Service (YES) learnership or internship. 206 are 
permanently employed at Netcare.

ü

1. Excludes National Renal Care and PPPs.
2. Per the Econex review commissioned by HASA in 2017 (the most recent study).
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ü Positive outcome (during the year)    ü Positive outcome (looking forward)     Neutral outcome     Negative outcome

Value created for society continued

Corporate social 
investment (CSI) 
programmes that 
provide support to 
less fortunate 
individuals, rape 
victims and 
newborn babies, 
as well as fund the 
academic studies 
of specialists.

R18 million u
Spent on CSI initiatives with approximately 93% of 
beneficiaries being black people (2019: R31 million). ü

R27 million u
Spent on assisting our employees and patients in dire need 
of care during the pandemic. ü

R6 million u
Portion of our CSI spend invested in entities that train 
and develop doctors – impacted by COVID-19 
(2019: R20 million). 

More than 
14 000

u
Rape survivors treated free of charge by our Sexual Assault 
Crisis Centres since 2000. ü

688 u Babies fed with donor breastmilk (2019: 593). ü

Around 
15 000

u Learners across SA received school shoes made from our 
recycled PVC waste. ü

Reduced reliance 
on municipal 
electricity and 
water, freeing up 
resources for 
communities, and 
the prevention of 
public and 
employee health 
risks through the 
responsible 
treatment of 
medical waste.

R124 million u Saved on electricity costs (2019: R87 million). ü

24% u

Reduction in our energy intensity footprint since 2013, the 
equivalent of taking 1 700 beds (or 17% of our bed base) off 
the grid (2019: 21% decrease). In monitored acute hospitals, 
electricity used per bed has decreased 16% from the 2013 
baseline of 24 457 kilowatt hours per bed. 

ü

13% u
Reduction in water consumed against the 2015 baseline of 
2 148 554 kilolitres. ü

10 238 
tonnes

u
Waste generated, 9.6% less than 2019, with 141 tonnes of 
healthcare risk waste (HCRW) incinerated (2019: 11 325 tonnes 
of waste generated and 169 tonnes of HCRW incinerated).

ü

272 920
tonnes

u
Carbon dioxide equivalent (tCO2e) across Scopes 1, 2 and 3 
emissions (2019: 275 613 tCO2e). ü

Recognition u
Netcare scored a Gold medal in all four categories in the 
2020 Health Care Climate Challenge Awards, the highest 
achievement globally.

ü

Note: environmental data includes SA and Lesotho operations.

Value created for us 
The opportunity to inform health policy through independent research and engagement with policymakers as well as an 
improved B-BBEE Level rating and reduced impact on the environment support our commercial and social licences to operate. 

Society: page 136. Environmental sustainability: page 179.

Creating measurable value continued
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ü Positive outcome (during the year)    ü Positive outcome (looking forward)     Neutral outcome     Negative outcome

Value created for our investors

• Defined 
framework for 
optimal capital 
structure, 
disciplined 
capital allocation 
and granular 
measurement of 
returns.

• Access to an 
experienced 
Board and 
executive team.

• Solid track 
record of 
operational 
excellence over 
time.

R1 537 million u Distributed to providers of capital (2019: R2 673 million). 

81.0% u
Decrease in adjusted headline earnings per share to 
32.5 cents (2019: 171.2 cents). 

R18 592 million u Market capitalisation (2019: R25 483 million). 

Strategy u
Confidence that our business activities and decisions are 
aligned to our strategy to gain competitive advantage as 
well as to our governance and sustainability principles.

ü

COVID-19 u

Preserved the open and vigorous dynamic between the 
Board and the executive team during this extraordinarily 
testing time. The Board met 10 times during the initial 
stages of the pandemic providing counsel and support to 
our executive team.

ü

Engagement u
Communicating clearly and openly with investors where 
our plans have been disrupted, and a commitment to 
recover and grow shareholder value. 

ü

Value created for us 
A strong balance 
sheet able to 
support business 
continuity and 
growth, and an 
improved credit 
rating of AA- long 
term (compared to 
A+ in 2018) and 
A1+ short term by 
Global Credit 
Ratings Co.

R1 492 million u Cash generated from operations (2019: R4 888 million).

58.3% u Cash conversion ratio (2019: 111.4%).

R18 843 million u Net revenue (2019: R21 589 million).

Chief Executive Officer’s review: page 102. Financial capital: page 186.
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Environmental, social and governance (ESG) performance 
The Group’s ESG performance, which creates and protects value for all our stakeholders, is independently assessed and 
benchmarked annually. 

FTSE Russell (SA)
Included in the FTSE/JSE Top 30 Responsible Investment Index.

Total 
score

2020
 score

2019 
score

Environmental 5 4.2 3.5
Social 5 3.3 4.3
Governance 5 5.0 5.0
Overall ESG rating 5 4.1 4.3

Note: despite an improvement in our environmental score, our overall score dropped due to a change in methodology used to assess social impact, which now includes 
supply chain disclosure, as well as an alignment with the United Nations Sustainable Development Goals.

Included in the Dow Jones Emerging Markets  
Index for the seventh consecutive year, 

achieving a score of 83%
(2019: 82%).

MSCI ESG Research Inc. (global)

Achieved an ‘AA’ rating,
the second highest awarded by MSCI ESG, 

marking us as a leader in our sector (2019: AA).

Institutional Shareholder Services (global)
A data-driven scoring and screening solution that helps institutional investors review a company’s governance 
quality and assess risk. A score of 1 indicates lower governance risk. 

Sept
2020

Sept
2019

Governance 1 1
Board structure 3 3
Compensation 1 1
Stakeholder rights 1 1
Audit and risk oversight 1 1

Social 1 1
Human rights 3 3
Labour and occupational health and safety 3 3
Stakeholders and society 1 1
Product safety, quality and brand 1 1

Environment 1 1
Risk and opportunities 2 2
Carbon and climate 1 1
Natural resources 1 1
Waste and toxicity 1 2

Creating measurable value continued
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