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We serve people in their time of need, 
who are looking for clarity, confidence 

and a healthcare partner who has 
the empathy to reassure them and 
the expertise to give them the best 

quality care along every stage of their 
life journey. We help them make good 

health decisions every day and we 
care for them on some of the most 

important days of their lives.
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A tale of two halves
COVID-19 and its complex implications for Netcare and for 
our country changed the tenor of our value story midway 
through the 2020 financial year. Based on the solid 
progress we made in the first half of the year, I would have 
hoped to record gathering momentum in implementing 
our strategy to secure sustainable competitive advantage, 
market-leading innovation and higher growth – and that 
our strategic gains had begun to show in our operational 
indicators and financial results for the full year.

Instead, the most pertinent storyline in our integrated 
report is that the integrity of our commitment to Netcare’s 
purpose and values anchored the organisation in a period 
of unprecedented uncertainty. Our report tells of the 
extraordinary determination that kept our people going for 
months on end in dealing with a novel coronavirus and its 
pernicious effects. It shows how the skills of our clinical and 
management teams gave us the flexibility to manage a 
highly unpredictable pandemic. Also, how a strong balance 
sheet and sound capital management disciplines, in place 
well before COVID-19, formed the foundation on which we 
could build our response to the pandemic and its threat to 
lives and livelihoods. 

The commitment, calibre, resilience and agility our people 
and partners showed in rising to the complex challenges of 
COVID-19, confirmed that they are the pivot point on which 
we optimise the value of our services to society in line with 
the Quadruple Aim for healthcare system improvement 
(see creating measurable value on page 24). 

In return, we remain committed to prioritising their physical 
and psychological safety, and protecting their wellbeing, as 
we deal with the fallout of the first wave of the pandemic 
and prepare for what is to come.

Balancing priorities in unprecedented 
times
In the face of COVID-19, we re-ordered our priorities to 
address the immediate needs of our people, doctors, allied 
healthcare practitioners, our patients and the public. This 
also meant reconfiguring our plans to ensure we did not 
lose focus – and were able to catch-up as quickly as 
possible – on the transformational strategic projects that 
will underpin our longer-term ability to compete, innovate 
and grow value for our stakeholders. 

The Board’s thinking and planning as it pertains to the 
Group’s competitiveness and growth is rooted in 
stewardship – of not only mitigating but deliberately 
improving our socioeconomic and environmental 
outcomes. The pandemic has only sharpened our 
commitment to delivering social, economic and 
environmental returns in a pragmatic, collaborative and 
measurable way, while recovering our profitability. 
Importantly, we do so wiser from our COVID-19 experience, 
as our CEO explains in his review (starting on page 102).

As a provider of health and care, our business purpose and 
social purpose must be – and are – reconcilable. Netcare’s 
purpose to provide the best and safest care to the person 
at the centre of the healthcare value chain is the gateway 

Board
Chair’s review

“In addressing the compounding public 
health and socioeconomic risks associated 
with COVID-19, on a scale not seen before, 
we are bound to act first as a healthcare 
provider in fulfilment of our purpose. 
Our challenge as leaders is to do so without 
relinquishing the longer-term aims of our 
strategy. In 2020, I believe this critical 
balance was achieved to the best of our 
ability given the circumstances.”

– Thevendrie Brewer, Board Chair
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to creating value for all our stakeholders. In striving to 
create ‘system value’, we seek to compete and grow on 
behalf of our stakeholders in the private healthcare sector, 
and to return value to our shareholders. We find this to be 
entirely reconcilable with being a powerful force for good 
in how we choose to manage our resources and invest in 
our relationships, for the benefit of current and future 
South Africans. 

Hard questions between the peaks
As we finalise the integrated report, South Africa (SA) finds 
itself at risk of another peak in pandemic-related caseload. 
Whereas SA defied the odds in flattening the first curve 
to within the capacity of the national healthcare system, 
the trends in Europe and America are ominous 
notwithstanding positive developments in finding effective 
vaccines. In the eye of the storm, we face two hard 
questions. Given the precipitous loss in revenue we 
experienced this year, is Netcare strong enough to sustain 
repeated blows from a pandemic whose impacts will be 
with us for years to come? And does our strategy remain 
valid and valuable in a post-pandemic world?

With regard to recovering revenue, we remain cautiously 
optimistic that we will not be required to suspend elective 
procedures as we had to during the initial surge. Enhanced 
safety measures, expanding treatment protocols and the 
ability to manage capacity across our network should allow 
us to maintain full patient services and recover revenue if 
the pattern of a second wave is similar to the first.

COVID-19 did not change the 
megatrends shaping the future of 
healthcare; it accelerated their pace 
and importance. In answer to these 
trends, Netcare’s strategy aims 
to reinvent and optimise the way 
traditional healthcare systems 
work, achieving sustainable 
competitive advantage by being the 
first to do so in an African context. 
It also explicitly commits Netcare to 
pursue a more just and equitable 
society. As such, Netcare’s strategy 
will create significantly higher value 
for our stakeholders and society in a 
future now redefined by COVID-19.

Prudence remains our watchword
COVID-19 demanded that we hold back on capital 
expenditure, and redouble the time and attention we invest 
in careful capital management. Our capital allocation and 
distribution policies, and how they were applied during the 
year, are detailed in the Chief Financial Officer’s review 
(starting on page 186). 

Suffice to say that, while we were able to return additional 
dividends to shareholders and repurchase shares before 
the onset of the pandemic, prudence demanded we 
suspend these distributions. Restoring net debt levels to 
within the parameters of our targeted capital management 
metrics will be a priority for the immediate future. Our 
dividend policy is unlikely to change in the short term and 
payouts will depend on our ability to raise headline 
earnings against the headwinds of the ongoing pandemic 
and socioeconomic implications. We appreciate 
shareholders’ patience and realism in a time of uncertainty 
that permeates the global economy.

Prudence also demands careful and deliberate succession 
planning to ensure the skills and experience of the Board 
remain relevant to the growth opportunities we have 
chosen to pursue, as well as the shifts in our universe of 
emerging risks, threats and uncertainties. Our dependence 
on digital technologies and our strategic choice to provide 
innovatively funded healthcare products (elucidated in the 
Chief Executive Officer’s review) demand that we 
complement the Board’s skills with deeper expertise in 
these areas. This will be the key criteria in future 
appointments. 

In addition, it remains a priority to balance experience and 
institutional memory with youthful energy and fresh insight. 
Managing the balance of tenure will, therefore, be a key 
consideration when planning the future composition of the 
Board. Preserving the open and vigorous dynamic between 
the Board and the executive team that has served Netcare 
so well in these extraordinarily testing times, will also 
remain key to my mandate as Chair. The governance 
overview (on page 40) provides further detail on how 
our governance structures have proven agile and effective 
in the face of adversity.

Leadership beholden to care
Our directors have demonstrated both their calibre and 
their commitment to care; we have shown that being highly 
regulated, highly compliant and highly ethical does not 
come at the expense of moving quickly or finding enduring 
solutions or holding firmly to our purpose and values. 
Noteworthy are our decisions on remuneration this year, 
which considered our people’s value to our stakeholders, 
rather than a strict measure of performance against targets 
set before COVID-19 demanded a drastic shift in focus. 
We simply cannot penalise our people for prioritising the 
sanctity of life, which we are professionally, legally and 
ethically bound to do. 

OUR BUSINESS HOW WE CREATE VALUE HOW WE RUN OUR BUSINESS HOW WE PERFORMED ADMINISTRATION
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The Board fully supports management’s decision to 
preserve the jobs of our people to the furthest extent 
possible, despite pressure to cut costs in the short 
term. Our decisions in this regard are detailed in the 
remuneration report (starting on page 204). Certainly, 
job preservation is as crucial for the restoration of SA’s 
economy and the socioeconomic transformation of our 
society, as creating new employment opportunities.

We support government’s intention to reconstruct the 
economy to be more inclusive of people who remain 
disadvantaged – black people, the youth, women and 
differently abled people. In our response to the pandemic, 
we prioritised emerging product and service providers 
from these sectors of society. Our support for 
government’s call for localisation is reflected in our 
procurement strategy, with the proviso that local suppliers 
are able to meet immovable quality standards and offer 
good value for money.

Meaningful socioeconomic transformation and poverty 
alleviation depend on growth that can only be achieved 
by galvanising private sector confidence and investment. 
While government’s economic reconstruction and recovery 
strategy indicates an appreciation of this need, our political 
leaders need to move more quickly and decisively to 
address crime and corruption, and to fast-track structural 
reforms that deliver regulatory and policy certainty, 
decrease the cost and improve the ease of doing business. 

Negotiations between government and business in 
preparation for the pandemic showed encouraging 
pragmatism and collaboration that bode well for the urgent 
but challenging discussions that introducing universal 
healthcare in SA will demand. COVID-19 has only 
underlined the inequities that continue to impact health 
risks and outcomes 26 years since the advent of 
democracy in our country. This is not only the product of 
a fractured healthcare system, it is primarily due to the 
persistence of poverty and economic inequity. COVID-19 
issued a stark warning that inequity anywhere in our 
society undermines the wellbeing of the whole of society.

COVID-19 also made clear the criticality of the private 
healthcare sector to a more unified, equitable and effective 
national healthcare system – the bedrock on which SA’s 
aspirations for reconstruction and recovery can be built. 
The private sector’s thought leadership, acuity in data 
analysis and modelling, and its advocacy for enabling 
health policy has demonstrated willingness, good faith 
and excellence in the design and delivery of sound and 
workable solutions that stand to serve SA well as we battle 
the pandemic and its wider impacts. The stakes could 
not be higher: realism and pragmatism will need to be 
at the centre of both the National Health Insurance 
(NHI legislative processes expected in 2021, and the 
implementation of plans to rebuild our economy 
and transform our society.

Care beyond the hospital ward
We remain determined to support the wellbeing of all 
South Africans, as complex as the implications of COVID-19 
have become. The NHI Bill emphasises primary care and 
focuses on the prevention of lifestyle-induced chronic 
diseases. The promotion and support of health-seeking 
behaviour is a key ambition in our strategy and an absolute 
requirement for sustainable access to healthcare in SA. 
We commit ourselves to help the people who access our 
services to make choices that will allow them to live longer, 
healthier, more fulfilled lives.

Board Chair’s review continued

COVID-19 created opportunities 
for Netcare to contribute 
its expertise to business 
community initiatives aimed 
at containing the damage the 
pandemic has already caused. 

Netcare was central to Business for South 
Africa’s (B4SA) COVID-19 initiative, which involved 
collaboration between Business Unity South 
Africa and the Black Business Council to develop 
a framework and mechanisms to make private 
sector data, resources and capacity available to 
government and the public health sector. Our 
contributions in this regard and more broadly 
are detailed in the relationship capital section 
of our report (starting on page 136).
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Netcare’s commitment to be a powerful agent of 
socioeconomic change – even while we are coping with 
COVID-19 – is clear. Our integrated report details our 
contributions in this regard. By way of example, I am 
pleased to report that the diversity profile of our 
leadership, staff and doctors continues to improve. In 
addition, we have further improved the inclusion of 
differently abled people. Our investment in skills 
development, job creation for the youth, supply chain 
diversification, support of local manufacturing and 
socioeconomic development remains significant. 

COVID-19 starkly exposed the role that alcohol abuse plays 
in gender-based violence (GBV) in SA. Netcare has treated 
victims of GBV throughout our history, but we have never 
experienced it to the extent and level of brutality we are 
witnessing this year. While we readily acknowledge the role 
alcohol plays in our economy and appreciate that only a 
minority of alcohol users commit alcohol-induced violence, 
our experience and records show that GBV rose 
exponentially as soon as the government lifted the 
restrictions on the sale of alcohol. The need for a national 
alcohol abuse strategy is critical as we assess what more 
we must do to protect our women and children.

Appreciation and condolences
As COVID-19 continues to take lives, it has already brought 
profound loss to our entire generation. The Board is 
thankful for every life saved and mourns each life lost. Our 
deepest condolences go to everyone who lost someone 
they loved to the pandemic, within and outside of Netcare. 

In the face of this risk to their lives, we have been privileged 
to witness the care and dedication of our clinical teams. 
Speaking on behalf of those of us who do not work on the 
frontline, it has been an honour to support you as best we 
could in the fulfilment of Netcare’s first duty to the sanctity 
of life. We owe a deep debt of gratitude to you and the 
nation’s healthcare workers for making a life and death 
difference at your own expense. 

I am grateful for the vision and dedication of our CEO, 
Richard Friedland, and his management team, and 
acknowledge the contribution the Board made in their 
counsel and support of the Executive Committee. This 
demanded deep and ongoing engagement on strategic 
and operational matters. In particular, I want to thank 
Norman Weltman, who retired after 23 years of service, 
as both an independent non-executive director and, 
prior to that, an executive director of Netcare.

As unsettling as this year has been, it also showed that 
integrated thinking can never be separated from integrity 
of purpose and unswerving commitment to living our 
values. This is the hallmark of our history and it continues 
to guide our daily conduct and sharpen our strategic 
focus. Our stakeholders can be assured that we will work 
diligently and compassionately in reconciling our purpose, 
our values and our long-term commercial objectives. 

Thevendrie Brewer
Non-executive Board Chair
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Governance
overview
Our business model, premised on realising 
the outcomes of the Quadruple Aim, is 
underpinned by a governance philosophy 
that supports the creation of measurable 
value for our stakeholders in the healthcare 
sector, and more broadly in our society. The 
Quadruple Aim challenges us to balance the 
value of our services with their cost to society, 
recognising that the quality of relationships 
with our patients, employees and partners 
are fundamental to this balance. This aligns 
to the King Report on Corporate Governance 
for South Africa’s (King IV) concepts of ethical 
leadership, corporate citizenship, sustainable 
development, stakeholder inclusivity, integrated 
thinking and reporting – the foundation stones 
of value creation and protection for all our 
stakeholders – protecting value.

Our governance structures have proven agile and effective 
in the face of the unprecedented pressures brought about 
by COVID-19. Due to these additional demands, the Board 
of directors (the Board) met 10 times during 2020, with 
more frequent meetings held during the period April 2020 
to August 2020, to support and provide counsel to the 
executive team. 

The Board’s commitment to best practice governance 
drives us to constantly improve the way the business is 
managed and to ensure decisions are taken openly and 
transparently within an ethical framework. Furthermore, 
our intention to be a powerful force for social good 
requires us to not only mitigate but deliberately improve 
our socioeconomic and environmental outcomes.

Board Chair’s review: page 36.

 
Netcare Board
Our Board plays a pivotal role in creating and protecting 
value by approving strategy, setting policy, ensuring capital 
prudence, and overseeing the Group’s governance 
frameworks and control environment. Governance, risk 
and operational discussions are founded in strategic 
consideration and interrogation. The Board applies its 
diverse and relevant mix of skills and knowledge to 
deliberations and constructively challenges and holds 
executive management to account. 

Changes in Board composition 
Mr D Kneale joined the Board on 1 January 2020 and is 
the Chair of the Remuneration Committee and a member 
of the Audit and Nomination Committees. Mr N Weltman 
retired from the Board with effect from 30 September 
2020. Mr C Vikisi was appointed as Netcare’s Company 
Secretary with effect from 1 September 2020. 

¢¢¢

Non-executive directors

1. Assumed the role of Risk Committee Chair from 1 October 2020.

T (Thevendrie) 
Brewer /48 
BCom, PGDA, CA(SA)
Board Chair
Tenure: 9 years

(¢C) ¢¢¢

Skills: general business management, global commerce, 
financial services, governance, healthcare, public policy, 
compensation, investment banking, legal, human 
resources.

MR (Mark) Bower /65
BCom (Cum Laude), BCompt, 
BCompt (Hons), CA(SA)
Independent 
non-executive director
Tenure: 5 years

(¢C)¢¢

Skills: general business management, global commerce, 
financial services, governance, compensation, human 
resources.

¢(¢C1)¢

B (Bukelwa) Bulo /43 
BBusSci Hons, PGDA, CA(SA)
Independent 
non-executive director
Tenure: 5 years

Skills: general business management, financial services, 
investment banking, governance.

L (Lezanne) Human /51 

BSc Hons Operations 
Research (Cum Laude), MSc 
Applied Mathematics (Cum 
Laude), MBA (Cum Laude)
Independent 
non-executive director
Tenure: 1 year

Skills: general business management, digital, global 
commerce, governance, financial services.
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KEY
¢ Audit Committee
¢ Nomination Committee
¢ Risk Committee

¢ Remuneration Committee
¢ Social and Ethics Committee
¢ Consistency of Care Committee
C Chair

¢¢¢

¢

D (David) Kneale /66 

BA
Independent non-executive director
Tenure: 9 months
Skills: general business management, governance, global commerce, financial 
services, healthcare, compensation.

MJ (Martin) Kuscus /65 
BA Cur, Dip Company Director, EDP
Independent non-executive director
Tenure: 12 years
Skills: general business management, global commerce, governance, 
healthcare, public policy, human resources.

Adv KD (Kgomotso) Moroka /66 
BProc, LLB
Independent non-executive director
Tenure: 14 years
Skills: general business management, legal, governance, public policy, human 
resources, financial services, healthcare.

N (Norman) Weltman /712 
CTA, CA(SA)
Independent non-executive director
Tenure: 12 years
Skills: general business management, global commerce, healthcare, financial 
services, compensation, public policy, governance.

KN (Keith) Gibson /50 
BAcc, CA(SA)
Chief Financial Officer
Tenure: 9 years
Skills: general business management, global commerce, healthcare, 
compensation, investment banking, human resources, financial services, 
governance.

¢¢(¢C)

¢¢(¢C)

¢(¢C)

(¢C)¢¢

Dr RH (Richard) Friedland /58 
BvSc, MBBCh (Cum Laude), Dip Fin Man, MBA
Chief Executive Officer
Tenure: 23 years
Skills: general business management, global commerce, financial services, 
healthcare, governance, compensation, human resources.

Executive directors

2. Retired 30 September 2020.
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Governance overview continued

Board composition
(at 30 September 2020, including N Weltman). 

Independence

■ Executive directors
■ Independent non-executive directors

2

8

Independent non-executive directors are re-elected every 
three years.

2020 Board opinion 
Other than the CEO and CFO, all members are considered 
independent. Board Chair, Mrs Thevendrie Brewer, is 
independent and free from any conflicts of interest.

Skill

0% 20% 40% 60% 80% 100%

% of members with the specified skill

General business 
management

Global commerce

Financial services

Investment banking

Governance

Healthcare

Public policy

Compensation

Legal

Human resources

Digital

100

80

90

30

100

70

40

50

20

60

10

Where gaps in knowledge or skills are identified, directors are 
provided with development training and/or new appointments 
are made. The Board has access to subject matter experts for 
matters requiring specialised guidance.

2020 Board opinion
The Board possesses sufficient professional and sector 
knowledge, although additional skillsets related to digitisation 
and actuarial science will inform future appointments.

Age We seek to balance experience and institutional memory 
with youthful energy and fresh insight. The Board continuity 
programme addresses succession planning and ensures that 
skillsets are retained following the retirement of members 
and that the Board functions effectively over time. 

2020 Board opinion
Board succession plans are adequate, including the interim 
measures in the event of an unforeseen loss of expertise 
or COVID-19 infection. 

Average age: 58

3%

1%

3%

3%

 Younger than 46 years
 46 – 55 years
 56 – 65 years
 Older than 65 years
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Diversity

Black South African representation

40%
2019: 40%

Target: 50% 

The Board appointment policy ensures a formal and 
transparent appointment process with a focus on gender 
and race diversity, as well as skill, experience, qualities and 
broader diversity aspects. 

2020 Board opinion
The requirements of the Board appointment policy have been 
met and exceeded in terms of gender diversity.

Women representation

40%
2019: 40%

Target: 35% 

Tenure The Nomination Committee objectively and subjectively 
evaluates the continued independence of non-executive 
directors who have served for a period of nine years or longer, 
and considers factors that may impair their independence. 

2020 Board opinion
There are no relationships or circumstances likely to affect, 
or which appear to affect the judgement of Mrs Thevendrie 
Brewer, Mr Martin Kuscus and Adv Kgomotso Moroka as 
independent non-executive directors, who have served on 
the Board for more than nine years. In line with King IV 
recommended practice, the independence of the Board Chair 
will be reviewed in 2021. 

Average years of tenure: 9
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Responsibilities of the Board
The Board Chair and the Company Secretary confirm that the Board and its governance committees fully comply with their 
terms of reference. The 2020 assessment was delayed due to the roll out of an electronic assessment tool and has been 
rescheduled for December 2020, with results released in January 2021.  

To address areas of improvement identified in the 2019 Board performance evaluation, the following was undertaken: 
• Strategic updates to the Board focused on our digital transformation, including the plans, initiatives and progress towards 

achieving our digital strategy. 
• Key strategic projects were reviewed from a legal and compliance perspective, and the Board was kept updated on specific 

regulatory developments. 

STRATEGY
(the Board is assisted 
by all governance 
committees)

Key activities in 2020
• Approved the strategy to address the impact of COVID-19. 
• Oversaw the alignment of the Group’s strategy to the implications for healthcare 

brought about by COVID-19.
• Continued to assess the Group’s business model and strategy for resilience and 

relevance in a fast-changing environment.
• Oversaw the launch of the Netcare Innovative Healthcare Solutions division to 

augment the Group’s traditional service lines.
• Supported management’s initiatives to develop new strategic partnerships with 

black-owned operators in the healthcare sector. 

Board opinion
The Group’s business model and strategy are appropriate and resilient given the 
challenges faced during the year and have supported the agility of Netcare to manage 
COVID-19. The Board is also satisfied that the transformation of the Group’s business 
model in line with its strategy, if implemented effectively, will realise sustainable 
competitive advantage.

Key objective for 2021
Monitor strategic progress. 

STAKEHOLDER 
INCLUSIVENESS
(the Board is assisted 
by the Remuneration, 
Social and Ethics and 
Consistency of Care 
Committees)

Key activities in 2020
• Engaged with various stakeholders on COVID-19 and monitored their key concerns, 

including the protection of employees, doctors and nurses from COVID-19 infection, 
hospital outbreaks and collaboration between the public and private sectors to 
manage COVID-19 at a national level. The Board also monitored engagement with 
regulators and government on healthcare policy matters. 

• Assessed the Group’s stakeholder engagement strategy. 

Key objective for 2021 
Prioritise the implementation of an enhanced stakeholder engagement model to 
ensure stakeholder concerns are appropriately escalated and addressed (delayed due 
to COVID-19). Plans to realise this objective will be presented to the Board for approval 
in February 2021.

Governance overview continued
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ETHICS
(the Board is assisted 
by all governance 
committees)

Key activities in 2020
The roll out of the annual ethics survey was completed in December 2020, however 
the implementation of the ethics management programme (policies, ethics training, 
screening of employees, addressing misconduct and ethics surveys) was impacted 
by COVID-19.

Board opinion 
Satisfied with the Group’s implementation of the King IV principles and recommended 
practices.

Key objective for 2021 
Conduct the Group-wide governance, legal, ethics and compliance (GLEC) survey 
and implement the ethics management programme across the Group based on the 
December 2020 survey results.

MATERIAL 
MATTERS AND 
REPORTING
(the Board is assisted 
by all governance 
committees)

Key activities in 2020
• Oversaw the Group’s response to and management of matters considered material 

to its ability to create and protect stakeholder value. Key focus areas included regular 
feedback on management’s COVID-19 response and the progress of key strategic 
initiatives. 

• Oversaw the preparation of the integrated report, including consideration and 
approval of the Group’s material matters (see page 60). 

• Oversaw the fair presentation of the Group’s annual financial statements and other 
shareholder information.

Board opinion 
• Satisfied that the Group’s risk management systems and processes support its 

business model and strategy, and that the appetite for risk is appropriate and risks 
are managed accordingly.

• Satisfied that the Group annual financial statements for the 2020 financial year fairly 
present the Group’s operational results and financial position.

• Satisfied that the integrated report provides a fair and balanced account of the 
Group’s performance against its material matters.

Key objective for 2021 
Continue to ensure meaningful, material and transparent external reporting.

TECHNOLOGY 
GOVERNANCE
(the Board is assisted 
by the Audit and 
Risk Committees)

Key activities in 2020
• Monitored the implementation of key strategic IT projects, most of which were 

impacted by COVID-19. 
• Reviewed cybersecurity initiatives and disaster recovery plans given the increased 

exposure to cybersecurity risk, which increased globally. 

Board opinion 
Satisfied that IT governance is properly managed and aligned with business needs and 
strategy, and that the disaster recovery programme will support the continuity of critical 
business processes.

Key objective for 2021 
Monitor the resumption of key strategic IT projects and ensure that potential cost and 
schedule overruns are avoided.
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COMPLIANCE
(the Board is assisted 
by all governance 
committees)

Key activities in 2020
• Monitored COVID-19 related legislation and ensured compliance with related laws and 

the requirements set by the National Department of Health and the Department of 
Labour.

• Ensured effective governance, compliance and risk management processes.
• Considered matters relating to King IV, the JSE Limited (JSE) Listings Requirements and 

the draft NHI Bill. 

Board opinion 
Satisfied that there is no current or pending legal action that will materially affect 
the Group’s operations and that the Group complies with the amended JSE Listings 
Requirements. 

Key objectives for 2021 
• Continue to ensure the effectiveness of the Group’s governance, risk and 

compliance frameworks, and implement policies that ensure regulatory compliance 
and value creation for stakeholders.

• Roll out the electronic governance tool to monitor compliance with the Companies 
Act, JSE Listings Requirements and King IV.

PERFORMANCE
(the Board is assisted 
by all governance 
committees)

Key activities in 2020
• Considered our employees’ value to stakeholders, rather than a strict measure of 

performance against financial and non-financial targets that were set before 
COVID-19. 

• Supported management’s decision to preserve jobs despite financial pressure to cut 
costs in the short term.

Key objectives for 2021 
• Continue to monitor the implementation of the remuneration policy and 

associated practices. 
• Oversee the Group’s recovery plans and progress towards normalising business 

operations.

Governance overview continued
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Netcare Limited Board

Governance
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Operating 
Committees

Executive 
Committee

Audit Committee Finance and Investment Committee

Nomination Committee Combined Assurance Committee

Risk Committee Working Capital Committee

Remuneration Committee Operational Transformation 
Committee

Compliance Committee

Social and Ethics Committee Sustainability Committee

Tariff Committee

Consistency of Care Committee IT Steering Committee

Procurement Committee

National
Consistency of Care
Review Committee

Divisional Consistency
of Care Review

Committees

Netcare Clinical
Ethics Committee

Divisional Advisory
and Ethics

Committees

Netcare
Clinical Practice

Committee

Governance and delegation of authority framework
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Governance committee activities 

AUDIT COMMITTEE
(meets three times a year)

Summary of key activities in 2020
• Reviewed:

 – Critical accounting judgements, estimates and assumptions given the impact of COVID-19. 
 – The valuation of goodwill, property, plant and equipment, loans and receivables and investments to identify potential 
impairments, mindful of the impact of COVID-19. 

 – Risk Committee reports, all aspects of financial reporting, and cybercrime and cybersecurity, including comprehensive 
cyber liability insurance.

 – The competence of the CFO and the Finance function.
• Monitored and oversaw the outputs of the five levels of the assurance model

Key outcomes
The Group is in a sound financial position with access to sufficient borrowing facilities to meet its funding requirements 
for the foreseeable future.

Audit Committee report in the annual financial 
statements.

Key objectives for 2021 
• Continue to review and assess the Group’s digital strategy, data protection and cybersecurity, and ensure effectiveness 

and efficiency of operational processes. 
• Accelerate the use of computer assisted audit techniques.

NOMINATION COMMITTEE
(meets twice a year)

Summary of key activities in 2020
• Reviewed:

 – The composition of the governance committees and updated membership and appointed new Chairs, where required. 
 – Interim succession measures for executive and key management roles should any of the incumbents fall ill with 
COVID-19. 

 – The conflicts of interest management process and concluded that the Group’s process is robust and well managed.

Key outcomes
Following the Board retirements over the past two years, Mr D Kneale and Ms B Bulo successfully assumed the roles 
of Chair for the Remuneration and Risk Committees respectively, and governance committee memberships have 
been refreshed to better align skillsets with committee mandates. In addition, all non-executive directors were assessed 
as independent. 

Key objective for 2021 
• Update Board and executive succession plans.

Governance overview continued
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RISK COMMITTEE
(meets twice a year)

Summary of key activities in 2020
• Oversaw a bespoke COVID-19 risk matrix covering numerous risks from preventing the spread of infection throughout 

facilities and protecting our employees, doctors and patients to the availability of critical personal protective equipment 
(PPE), active pharmaceutical ingredients and drug supplies, medical equipment and consumables and the readiness of 
facilities to admit and appropriately care for COVID-19 patients.

• Reviewed:
 – Environmental, social and governance practices and assessments, including the Group’s backup plans to deal with 
electricity outages and water shortages.

 – Compliance with the Protection of Personal Information Act (POPIA), which came into effect on 1 July 2020. Enforcement 
is scheduled to begin 1 July 2021.

• Oversaw interventions to manage cybersecurity, information management and data security.

Key outcomes
A risk-aware culture embedded at all levels of the Group and an agile risk management process able to quickly identify 
and put controls in place to manage multiple risks relating to COVID-19.

How we manage risk: page 84.

Key objectives for 2021 
• Continue to monitor risks associated with COVID-19, digitisation and new business development.
• Assess the implementation of revised cybersecurity models.

REMUNERATION COMMITTEE
(meets twice a year)

Summary of key activities in 2020
• Reviewed the key performance indicators used to evaluate the performance of executive directors, prescribed officers 

and senior executives. Key performance indicators include financial targets and targets relating to the strategic objectives 
under each of the Group’s strategic pillars. 

• Engaged with shareholders on best practice remuneration and updated the remuneration policy. 
• Approved the King IV-aligned remuneration report in the integrated report.

Key outcomes
The 2020 remuneration policy for presentation to shareholders for separate non-binding advisory votes at the 
annual general meeting (to be held on 5 February 2021) reflects the improvements that shareholders have requested 
in engagement with them over recent years.

Remuneration report: page 204.

Key objective for 2021 
• Ongoing engagement with shareholders and other stakeholders on the Group’s remuneration policy and practices.
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SOCIAL AND ETHICS COMMITTEE
(meets twice a year)

Summary of key activities in 2020
• Reviewed the Group’s B-BBEE plans and scorecard, and progress against the 2020 employment equity plan. 
• Reviewed progress on the Group’s environmental sustainability projects, which were impacted due to COVID-19.

Key outcomes
There were no material incidents of non-compliance with regulatory obligations, and the committee is satisfied with the 
Group’s compliance programmes and processes. The Group achieved a B-BBEE score of 81.49 (Level 4). It also continued 
to perform well in all environmental, social and governance (ESG) indices (see page 34), and scored Gold in all four 
categories of the 2020 Health Care Climate Challenge Awards. 

Society and environmental sustainability: pages 136 and 179 
respectively.

Key objectives for 2021 
• Oversee the development of the Group’s 2025 employment equity plan.
• Oversee the implementation of the GLEC survey and ethical management programme.

CONSISTENCY OF CARE COMMITTEE
(ordinarily meets twice a year but one meeting was cancelled due to COVID-19. However, the meeting pack was circulated 
for noting)

Summary of key activities in 2020
• Oversaw the clinical governance and clinical strategies implemented in response to COVID-19. 
• Reviewed:

 – Systems to enhance measurable improvements in quality and safety outcomes.
 – Strategic initiatives implemented to support focused engagement with healthcare practitioners and funders, improve 
patient experience, drive person-centred health and care and close efficiency gaps. 

• Monitored healthcare practitioner conduct to ensure strict adherence to professional ethics and Netcare’s values 
and behaviours.

Key outcomes
The Group successfully reconfigured its consistency of care objectives and priorities to better meet healthcare demands 
introduced and/or intensified by the pandemic. This included new controls to ensure adherence to occupational health 
and safety (OHS) and infection prevention and control (IPC) policies and procedures.

Our patients, doctor partnerships and funders: pages 112, 
129 and 132 respectively. 

Key objectives for 2021 
• Continue to monitor controls to manage COVID-19.
• Oversee the progress of consistency of care strategy across all service platforms.
• Review the Group’s plans to improve and strengthen the regulatory framework governing clinical practice. 

Detailed disclosure of committee activities in the 
full corporate governance report.

Governance overview continued
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Ethics 
We are committed to high moral, ethical and legal standards, and support the code, principles and values of the Health 
Professions Council of South Africa (HPCSA). 

We take a zero-tolerance approach to theft, fraud and corruption, as well as discrimination and racism. The mechanisms below 
ensure that an ethical culture is embedded in the Group.

Netcare’s Code of Ethics Guides the interaction between the Group and its stakeholders, including its partners and 
suppliers in the healthcare value chain. Employees are required to disclose any potential 
conflict of interest, as well as any gifts or invitations by a supplier or third party.

Netcare Clinical Practice 
Committee

Monitors all transgressions of Netcare policies by independent practitioners.

Training interventions, 
awareness campaigns 
and an annual survey

COVID-19 has delayed the roll out of the GLEC survey and the implementation of the ethics 
management programme, which have been rescheduled for 2021.

Incident management 
system

Used across the Group to log incidents of a clinical nature (for example, patient falls or 
incorrect medication given) as well as issues of a forensic nature. The system is regularly 
reviewed to identify incidents and initiate the appropriate follow-up with the business.

Group Forensics and the 
Fraud and Ethics Hotline

Mechanisms for employees, management and external parties (the public, suppliers and 
patients) to report irregularities such as alleged theft, or fraudulent, corrupt or unethical 
behaviour, including unethical medical behaviour. They can also use the Fraud and Ethics 
Hotline to protect their anonymity.

Anonymous toll-free 
SHOUT line

Allows employees to report alleged or perceived discriminatory or racist action or behaviour.

Remuneration policy Aligns our corporate strategy, performance and the values and behaviours of our passionate 
people. It also ensure the fair, equitable and consistent reward of our people.

Netcare’s green 
procurement policy and 
new supplier 
assessment

All new suppliers complete a declaration confirming compliance to fair labour practices, 
human rights and environmental criteria. Our top suppliers in the device arena participate 
in a bi-annual questionnaire and are requested to supply data regarding their various 
emissions.

Fraud and ethics reporting
228 incidents of alleged fraud and irregularities reported (2019: 208).

2 incidents of alleged unethical medical behaviour (2019: 0).

209 incidents investigated and closed with the balance still under investigation (2019: 191).
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Accountability and control
An appropriate system of internal controls is maintained to 
safeguard and manage Netcare’s assets, minimise losses 
arising from fraud and/or other illegal acts, and fairly 
present financial and operational information. Group 
Internal Audit fulfils an assurance and consulting function 
and is mandated to provide independent and objective 
assurance over this system of internal controls. Group 
Internal Audit’s activities provide assurance to our 
stakeholders that Netcare operates in a responsible 
manner. The approved 2020 Internal Audit Plan was 
revised given that the Hospital division, pharmacy 
operations and Medicross clinics were at the forefront 
of the fight against COVID–19. Audit reviews of these 
operations were postponed, and replaced with 
reviews of our Shared Services Centre and other 
centralised functions.

In line with the requirements of the Institute of Internal 
Auditors (IIA) Standards, Group Internal Audit undergoes 
an independent quality review at least once every five 
years. An assessment was undertaken in 2019 by a globally 
recognised consulting firm. Group Internal Audit received a 
‘generally conforms’ rating for the review (the highest level 
of compliance to the IIA Standards). The review indicated 
that Netcare has a professional and established internal 
audit function, which achieved an ‘established’ maturity 
rating and is regarded as a trusted advisor to the business. 
The next independent quality review is planned for 2024.

Full corporate governance report.

Governance overview continued
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Our operating 
environment
Uncertain and challenging economic environment
The COVID-19 pandemic and measures taken to contain and control the spread of the virus have resulted in chaos at a global 
level, with entire economic sectors being shut down, supply chains disrupted and a global recession in which recovery is 
expected to be slower than in previous recessionary periods. With the resurgence in COVID-19, and the prospect of mass 
immunisation still a way off, the shape and rate of economic recovery remains highly uncertain.

The South African economy, already under pressure prior to the pandemic, experienced a drop in gross domestic product 
(GDP) of over 16% between the first and second quarters of 2020, under national lockdown. A GDP contraction of 8% is 
expected for the year. The International Monetary Fund forecasts that recovery for emerging markets in 2021 will be slower 
than the rest of the world.

Heightened unemployment rates and reduced affordability across income segments will place traditional medical scheme 
membership at risk. However, this may only play out in years to come as members might fear opting out mid-pandemic.

World real GDP
(%year on year)
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Additional financial pressures for the private healthcare sector include:
• Contraction in formal employment (with over 600 000 formal sector job losses during the national lockdown1). In the 

third quarter of 2020, unemployment rose to a record high of 30.8% with youth unemployment climbing to 61.3%2.
• Increased competition with low barriers to entry.
• Lower tariffs versus cost pressures.
• The Competition Commission directive allowing open schemes to collectively negotiate with closed schemes.
• Regulatory challenges and uncertainty brought about by the NHI Bill, which would impact 11 other laws.
• Ongoing shortage of specialists and a limited capacity to train doctors.
• Ongoing shortages of nurses and heightened restriction on private education facilities.

1. http://www.statssa.gov.za/?p=13690.   
2. Statistics South Africa.

Our response
• Ensure community confidence in hospital safety (page 124).
• Implement cost efficiencies, including through the use of 

digitisation (page 157).
• Provide affordable products for the uninsured but employed 

market (page 172).
• Create economic value and optimise capacity utilisation 

(page 66).
• Create patient-centred care delivery models that can be 

accessed virtually or by telephone (page 114).

Top business risks
Economic environment and recovery of 
activity; COVID-19 resurgence; funder 
regime; delivering consistently outstanding 
person-centred health and care, competitor 
activity; availability and quality of skills. 

LINK TO STRATEGIC PILLARS
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of care
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Organic growth Investment
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Medical scheme membership

In SA, just under nine million people are covered by private healthcare, with population coverage decreasing from 16.5% in 
2000 to 15.4% in 20181. This trend is expected to continue as unemployment rises and levels of disposable income drop. 
Lower cost plans have grown in popularity over the past five years, with more people choosing less expensive restricted 
provider network options and hospital plans, rather than full cover medical aid plans.

Medical scheme membership

2012 2013 2014 2015 2016 2017 2018201120102009200820072006

n Member growth (open schemes) n Dependant growth (open schemes) n Member growth (restricted schemes) n Dependant growth (restricted schemes)

Source: The Council for Medical Schemes (2019 data not yet available).

1. The Council for Medical Schemes Annual Report 2018/19. Link: https://www.medicalschemes.com/files/Annual%20Reports/CMSAR2018.19.pdf.

Our response
• Continue to drive improvement in clinical quality outcomes 

(page 114).
• Leverage our service offering and geographic footprint to 

increase our participation in funder networks (page 132).
• Digitise the patient journey to enhance patient experience 

and perception of care (page 157).
• Provide affordable products for the uninsured but employed 

market (page 172). 

Top business risks
Economic environment and recovery of 
activity; funder regime; implementation of 
our digitisation and data strategies; 
delivering consistently outstanding person-
centred health and care.

LINK TO STRATEGIC PILLARS
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Healthcare demand continues to increase due to aging and 
shifts in the disease burden with greater numbers of 
people with chronic and long-term conditions. Similarly, 
expenditure on healthcare is increasing, with healthcare 
spend for the past 50 years outpacing GDP growth, leading 
to healthcare becoming more needed but less affordable 
both globally and locally.

• Aging (global): the number of people over 65 is expected 
to double to 1.5 billion by 20501. Life expectancy 
since 1990 has expanded by 7.7 years and is expected 
to increase by an additional 4.5 years by 20502.

• Cancer (global and SA): between 2008 and 2030, the 
number of new cancer cases is expected to increase 
more than 80% in low-income countries, double the 
rate expected in high-income countries. Deaths from 
cancer worldwide are projected to reach over 
13 million in 20303. According to the South African 
National Cancer Registry, the number of new cases in SA 
is estimated to grow to over 94 000 by the end of 2020.

• Diabetes (global): around half a billion people 
are living with diabetes, with this number expected to 
increase 25% by 2030 and 51% by 20454. The World 
Health Organization (WHO) predicts that diabetes will be 
the seventh leading cause of death by 20305.

Our operating environment continued

Our response
• Continue to drive improvement in clinical quality outcomes 

(page 114). 
• Provide affordable products for the uninsured but employed 

market (page 172).  
• Develop new products for key service lines such as cancer 

care and mental health and integrate these offerings across 
service platforms (page 170).   

• Focus on screening programmes to aid early detection and 
treatment of cancer and chronic disease. 

Top business risks
Economic environment and recovery of 
activity; delivering consistently outstanding 
person-centred health and care.

LINK TO STRATEGIC PILLARS

SP1 SP2 SP3

Consistency  
of care

Disruptive 
innovation

Transformation  
of society

SP4 SP5

Organic growth Integration

• Chronic diseases (global): non-communicable chronic 
diseases kill 41 million people every year, 
accounting for 71% of deaths globally6. 79% of chronic 
disease-related deaths occur in developing countries7.

• Mental health (global): more than 264 million 
people of all ages suffer from depression8. There was a 
49.9% increase in depression between 1990 and 
20179. The prevalence of mental health disorders in 
developing countries has increased by 229% over 
seven years10.

• Trauma (SA): incidence of trauma injuries in SA remains 
notably higher than the global average11.

1. United Nations, World Population Aging 2019.
2.  Global Burden of Disease Study 2020 paper published in The Lancet. 
  https://www.thelancet.com/journals/lancet/article/PIIS0140-6736(20)30925-9/

fulltext.
3. https://www.who.int/cancer/resources/keyfacts/en/.
4.  https://www.diabetesresearchclinicalpractice.com/article/S0168-8227(19)
 31230-6/fulltext.
5. https://www.afro.who.int/health-topics/diabetes.
6.  https://www.thelancet.com/journals/lancet/article/PIIS0140-6736(18)31992-5/

fulltext.
7. https://www.who.int/nutrition/toncs/2_background/en.
8. https://www.who.int/news-room/fact-sheets/detail/depression.
9. https://www.sciencedirect.com/science/article/pii/S0022395619307381.
10. Council for Medical Schemes Annual Report 2013.
11. https://www.who.int/bulletin/volumes/93/5/14-145771/en/.

Globally, healthcare is increasingly unaffordable
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The role of digital technologies in healthcare
Three major trends have been emerging in the healthcare sector over the past few years. These all relate to the concept of 
participatory health and care – a shift towards wellbeing and wellness, greater convenience and integrated and personalised 
experiences. Data and digitisation are key drivers of the shift towards participatory health, redefining how consumers manage 
their health and engage with care systems.
• The demand for digital innovation to drive improvement in health outcomes, affordability, quality and access to care is high.
• Digital and data capabilities are driving virtual care provision, disrupting healthcare funding models and driving personalised 

care solutions. COVID-19 has intensified demand for virtual and remote services (like telehealth) for both traditional general 
practitioner (GP) visits and in other disciplines. In SA, regulations have been relaxed with regards to virtual consultations and 
now also allow doctors to prescribe medication virtually.

• The shift towards digitisation in healthcare requires additional investment in training and change management practices to 
ensure that employees are able to make this transition.

• Two core digital structures (platforms and healthcare ecosystems1) will redefine competition in the healthcare sector 
going forward.

1. Harnessing patient data while vertically integrating funding and healthcare provision.

Our response
• Deliver the Netcare strategy to gain sustainable competitive 

advantage (page 66).
• Continue to implement an integrated and mobile health and 

care platform across the Group (page 157).
• Use digitisation to diversify products and services, realise 

efficiencies and enhance patient experience and perception 
of care (pages 157 and 114).

• Continue to support employees and doctors to manage the 
change to digital technologies (page 148). 

Top business risks
Implementation of our digitisation and data 
strategies; delivering consistently 
outstanding person-centred health and 
care; cybercrime and cybersecurity; 
competitor activity; availability and quality 
of skills.

LINK TO STRATEGIC PILLARS
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Increased focus on stakeholder capitalism

The expectation that organisations commit to delivering social value has intensified with the advent of COVID-19, and is 
particularly important in contexts like SA, where there is deep and historic inequity in funding and access to affordable 
healthcare. This is compounded by population growth having doubled since 1970, and a public healthcare system that is 
facing many challenges. More broadly, companies able to demonstrate and quantify their positive and negative ethical, 
governance, social and environmental impacts are set to gain a competitive advantage in a market that is increasingly 
expecting business to lead in addressing pressing global threats.
• Parliament’s Portfolio Committee on Health is grappling with the large volume of responses submitted on the NHI Bill.
• It is hoped that increased cooperation between the private and government sectors during COVID-19 will set a foundation 

for future collaboration regarding the interface between public and private healthcare demands.
• For many companies, climate change is becoming a business risk that requires mitigation strategies.
• Social relevance and investment in communities in SA’s volatile socioeconomic environment are fundamental requirements 

for business.

Our operating environment continued

Our response
• Continue to build on the improved relationships forged 

between the private and public healthcare sectors during 
COVID-19 (page 136).

• Provide affordable products for the uninsured but employed 
market (page 172).

• Continue to drive our transformation plan, job creation 
strategies for the youth and corporate social investment 
initiatives (page 138).

• Continue to drive our environmental sustainability strategy 
(page 179). 

Top business risks
Sector regulations; competitor activity; 
availability of electricity supply; water 
security.

LINK TO STRATEGIC PILLARS
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Our strategy: page 66.
How we manage risk: page 84.
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Our material
matters
Netcare follows the King IV approach of stakeholder inclusiveness in its reporting and the 
integrated report is aimed at a broad stakeholder readership, whose interests frame our 
materiality determination process. We identified the material matters we believe would make 
a difference to the conclusions stakeholders may draw about Netcare’s ability to create value 
for them in the short, medium and long term. 

Last year’s material matters were the starting point for this year’s process. We reviewed documents including Board reports, 
transcripts of interviews with key members of the Netcare team, stakeholder engagement assessment results, strategy 
documents and risk reports. These documents were selected as they provide information that executive management and 
Board committees had chosen for elevation to the Board. They were therefore likely to include matters deemed most material 
to the governance and operation of the business in the context of economic, social and environmental realities. Due to the 
role being played by Netcare in managing the COVID-19 pandemic and its compounding impacts, the matters are split into 
immediate and ongoing priorities to reflect the impact of the pandemic on the organisation and how they inform standing 
priorities. The Board reviewed and approved the material matters for 2020.
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Stakeholder concerns
Patients: seamless access to high-quality healthcare, consistent quality clinical outcomes and an excellent patient 
experience.
Employees: a safe, supportive, caring and fair workplace; trusted managers and leaders; appropriate reward and 
recognition; support in adapting to a changing work environment; opportunities for growth and development; 
comprehensive employee wellness services; improved organisational communication.
Doctors and allied healthcare practitioners: nursing competency and professionalism; clinical quality leadership 
and access to advanced technology; professional development; a secure supply of utilities.
Private medical funders: quality of clinical outcomes and services provided to members at the most efficient cost.
Regulators and government: support in addressing the public health risk of COVID-19 at national and provincial levels.
Society: hospital-specific outbreaks of infections; the impact of water and electricity disruptions on the quality of care.

Immediate priorities
• Provide the best and safest care for those with 

COVID-19 by ensuring consistent best practice, aligned 
with changing guidelines, and tailored to the South 
African context. 

• Remain adaptive, focusing on long-term solutions while 
maintaining a fast response to the pandemic and 
associated disruptions.

• Urgently drive innovative digital, data-led solutions to 
support patient health and wellness during the 
pandemic. 

• Ensure that digital initiatives interrupted by the 
pandemic are rolled out as quickly as possible (within 
budget) to better meet patients’ needs and allow 
Netcare to become the architect of its own future. 

• Ensure all facilities maintain the highest standards of 
safety by continuing digital screening of all doctors, 
nurses, employees and contractors prior to entry. 

• Ensure community confidence in hospital safety by 
allocating capacity specifically dedicated to COVID-19 
patient needs.

• Ensure adequate communication between patients and 
their loved ones in COVID-19 wards where visitation is 
restricted, by facilitating mobile and facetime 
communication, and making allowance for visitation in 
compassionate or end-of-life situations. 

Ongoing priorities
• Achieve strategic differentiation through the delivery 

of a consistent and measurably better quality of care.
• Improve data utilisation and publish outcomes to 

benchmark ourselves against local and global peers.
• Improve patient experience. 
• Digitise and re-engineer patient journeys and processes 

to drive more integrated and efficient person-centred 
care.

• Progress environmental sustainability objectives to 
ensure uninterrupted delivery of quality patient care in 
the face of unstable national utilities.

Our strategy: page 66. 
Relationship capital: page 112. 
Human and intellectual capital: page 144.
Environmental sustainability: page 179.

.

1 Deliver outstanding person-centred  
health and care
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Stakeholder concerns
Patients: access to world-class clinicians and services across all service platforms and facilities; accountability for safety 
and quality of care across all service lines.
Employees: diversity and inclusivity in the workplace; access to equal opportunities in the workplace; physical and 
emotional wellness; performance engagement and recognition; growth and development; protection from COVID-19 
infection. 
Doctors and allied healthcare practitioners: access to cutting-edge medical equipment and treatment protocols; 
uninterrupted utilities enabling the best and safest care for patients.
Regulators and government: employment equity; support of black doctors.
Sector and business associations: COVID-19 disrupting operations; performance management and discipline. 
Society: impact on healthcare quality of specialised skills shortage in SA.

Immediate priorities
• Protect our employees, doctors and allied healthcare 

practitioners from infection and care for those who are 
exposed. 

• Protect the economic welfare of our employees and 
their families, through our job preservation strategy. 

• Recognise and appreciate the value our people and 
partners bring to Netcare, as well as the exceptional 
levels of service delivered during the pandemic. 

• Support the wellbeing of our frontline employees with 
ongoing and tailor-made psychosocial support to 
counter the existential threat they face and their risk 
of burnout.

• Maintain a good working relationship with 
organised labour.

Ongoing priorities
• Invest in employee engagement, effectiveness, 

wellbeing and resilience to support the shift towards 
person-centred health and care.

• Retain, attract and develop highly skilled and 
specialised employees and doctors to provide the 
highest levels of care. 

• Ensure that our employees and healthcare 
practitioners are well-equipped to meet the demands 
and achieve the benefits associated with increasing 
digitisation. 

• Foster diversity and inclusivity across all levels of the 
organisation. 

• Differentiate and communicate our value proposition to 
doctors.

Our strategy: page 66. 
Chief Executive Officer’s review: page 102.
Our people: page 144.
Doctor partnerships: page 129.
Workforce diversity: page 149.

Our material matters continued
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2 Recognise, protect and invest in our 
employees, doctors and allied healthcare 
practitioners
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Stakeholder concerns
Patients: fully funded and more affordable services.
Employees: accelerating transformation; eradicating racism; equal opportunities for growth and development, 
including training for non-nursing employees.
Private medical funders: participation in networks through provision of quality, cost-effective care to patients and 
ongoing engagement on quality and efficiency initiatives.
Suppliers: enterprise and supplier development; preferential procurement with B-BBEE compliant and black suppliers; 
global challenges with raw materials and active ingredient stock resulting in supply constraints.
Regulators and government: increased pressure on the public health system; cost of access to private healthcare; 
the impact on the sector of the shortage of healthcare practitioners and nurses and universal healthcare; constructive 
engagement on national transformation, socioeconomic reconstruction and recovery objectives. 
Investors: impact of unemployment on medical scheme membership; the Group’s ability to develop products to 
increase accessibility and affordability.
Society: healthcare support for communities; affordability of and access to quality healthcare.

Immediate priorities
• Use the lessons learned during the pandemic to work 

effectively with government stakeholders to enhance 
cooperation and broader access to care. 

• Continue to support local procurement and small 
and medium enterprises through our structured 
enterprise and supplier development (ESD) 
programme.

• Strategically select opportunities for increased 
localisation to support local economic activity and 
mitigate the effects of shortening or disrupted global 
supply chains.

• Broaden participation in our economy, particularly of 
black women-owned micro enterprises.

Ongoing priorities
• Drive transformation at organisation, sector and 

societal levels.
• Manage regulatory change and uncertainty, and 

participate in evidence-based and multi-lateral 
advocacy for stakeholder interests.

• Form cross-sectoral strategic partnerships with 
government departments and regulatory bodies on 
pragmatic strategies aimed at addressing the chronic 
shortage of healthcare skills in SA.

• Innovate to deliver more affordable services to 
broaden access to quality healthcare to more South 
Africans.

• Deepen the value of our service to society by making 
defensible decisions to balance financial and social 
returns over time. 

• Prioritise good corporate citizenship, actively 
participate in SA’s economic recovery and create 
inclusive growth opportunities. 

• Strengthen private-public relationships through 
positive engagements that build trust and underpin 
more effective collaboration.

Our strategy: page 66. 
Board Chair’s review: page 36.
Chief Executive Officer’s review: page 102.
Society: page 136.
Workforce diversity: page 149.

LINK TO STRATEGIC PILLARS

SP3 SP4 SP6

Transformation  
of society

Organic growth Investment

3 Drive broader access to healthcare, and 
strengthen partnerships to facilitate inclusive 
growth and socioeconomic transformation.
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Stakeholder concerns
Patients: affordability and access to healthcare.
Doctors and allied healthcare practitioners: quality of facilities and access to sufficient and appropriate beds, theatres 
and medical equipment that are properly maintained; inclusion in restricted provider networks.
Private medical funders: affordable quality healthcare; measurable clinical and patient experience outcomes; 
appropriate levels of healthcare access and a balanced service offering to satisfy patient needs; providers assuming 
greater pricing risk.
Suppliers: reduced elective surgeries due to COVID-19 impacting turnover; pressure on margins due to users not willing 
to absorb price changes.
Investors: patient day growth; spend on ancillary health services; pricing; margin sustainability; appropriate levels of 
capital investment; sustainable dividend payments.
Regulators and government: impact of reduced company performance on tax revenue.
Society: economic impact on company performance and implications for stakeholders.

Immediate priorities
• Anticipate and prepare for the risks 

and opportunities associated with a 
protracted and uneven global 
economic recovery and deep local 
recession.

• Manage shareholder expectations in 
light of the financial impact of the 
pandemic and retain support for 
longer-term strategy. 

• Leverage digitisation and monetise 
data assets to keep pace with the 
demand for digital and remote 
products and services (including 
telehealth) intensified by the 
pandemic. 

Ongoing priorities
• Retain sufficient liquidity and access to funding. 
• Maintain a strong balance sheet. 
• Ensure efficient capital management, disciplined cost management and 

optimal asset utilisation.
• Lead the local market in adapting to developments in the global 

healthcare sector.
• Integrate high-quality data and analytics to allow predictive and proactive 

management of operational and strategic priorities.
• Leverage data-driven and digitally enabled service offerings to extend our 

service range and capture new market segments, driving growth and 
affordable access to healthcare. 

• Balance investment in asset heavy and asset light revenue streams (driven 
by digitisation), to meet the needs and expectations of our stakeholders. 

• Ensure that short-term market demands are not prioritised over long-
term sustainable profitability. 

• Strengthen relationships with doctors and funders to, respectively, drive 
revenue and contain costs, and support volumes and fair tariffs.

• Partner with funders on value-based contracting models.
• Consolidate our leadership in environmental sustainability by refining and 

broadening our environmental strategy (in relation to electricity, water and 
waste), and achieve sustainable efficiencies. 

• Align our ESG measurement and disclosure to credible global frameworks 
to facilitate comparability with other entities. 

Our strategy: page 66. Doctor partnerships: page 129. Funders: page 132.
Estate and medical equipment: page 174. Financial capital: page 186.

Our material matters continued

4 Recover, defend and grow long-term 
profitability

LINK TO STRATEGIC PILLARS

SP1 SP2 SP3 SP4 SP5 SP6

Consistency  
of care

Disruptive 
innovation

Transformation  
of society

Organic growth Integration Investment
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Stakeholder concerns
Employees: ethical leadership as an employer of choice.
Doctors and allied healthcare practitioners: protecting the sustainability of the private healthcare sector.
Regulators and government: partnership on developing the future of healthcare in SA.
Sector and business associations: access to rich data and collaborative partners to make the case for 
investment-friendly policy and regulation.
Investors: ethical leadership, depth of expertise and strong governance underpinning sustainable value creation.
Society: expectation that corporate leaders are responsive to ethical and social concerns, especially job growth 
and climate change.

Immediate priorities
• Ensure continued organisational agility demonstrated 

and retain effective governance procedures 
implemented during the pandemic. 

• Ensure a careful balance of remuneration principles to 
ensure employees and executives are not unduly 
prejudiced by this year’s financial performance. 

Ongoing priorities
• Ensure Board and executive responsiveness to 

stakeholders.
• Maintain the open and vigorous dynamic between the 

executive and the Board. 
• Continue to increase diversity and succession planning 

at leadership levels while ensuring knowledge transfer 
and retaining institutional memory.

• Ensure adequate representation of and succession 
planning for strategically relevant skillsets such as 
digital and actuarial skills. 

• Drive a caring, innovative and ethical high-performance 
culture. 

Our strategy: page 66.
Board Chair’s review: page 36.
Our people: page 144.
Remuneration report: page 204.

5 Continue to develop visionary  
and effective leadership

LINK TO STRATEGIC PILLARS

SP1 SP2 SP3 SP4 SP5 SP6

Consistency  
of care

Disruptive 
innovation

Transformation  
of society

Organic growth Integration Investment
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Our strategy
Netcare’s strategy responds decisively to the changing healthcare environment and will create 
sustainable competitive advantage for the Group. It reinvents how we deliver health and care, 
moving away from the siloed and episodic approach typical of traditional healthcare provision. 
It will enable us to provide seamless and integrated services across all our platforms, enabled 
by digitisation and informed by rich data. As we accelerate its implementation over the medium 
term (three to five years), we expect to achieve a care offering that is highly differentiated in 
SA, driving above market growth and earning enhanced returns for the Group. These are the 
outcomes against which all our strategic initiatives are evaluated and measured.

Chief Executive Officer’s review: page 102.

Our core purpose
Providing YOU with the best and safest care.

Our strategy

Answers the three global 
healthcare megatrends 
of consumer centricity, 

digitisation and data

Delivers person-centred 
health and care that is 
digitally enabled and 

data driven

Leverages off our unique 
ecosystem of assets and 

services+ =

How we will achieve person-centred health and care

Create a customer engagement platform that provides an 
interface for patients to access their health and care data 

over their entire lifetime

+

q

q

Allows patients to take  
co-responsibility for their health  

and wellness

Longitudinal records  
of healthcare during periods  

of recovery and wellness+

Digitise patient health records 
across all Netcare service platforms

Apply rich data analytics to inform 
clinical decisions and outcomes

Netcare Limited Annual Integrated Report 202066



Integration
Creating strategic 
and synergistic 
partnerships 
between all 
service platforms 
and functions.

Disruptive 
innovation

Implementing 
medical 

technologies, 
digitisation and 
data solutions 

for the benefit of 
our business and 

patients, and driving 
sustainability.

Transformation  
of our society

Continuing to invest in and develop 
our workforce and communities.

Organic growth
Driving strategic engagements with doctors and 
funders, investing to maintain the quality of our 
facilities and developing new products and services to 
promote inclusivity and access.

Our strategy rests on six pillars, each with clearly defined objectives, plans and projects 
that in combination will drive the outcomes our strategy is designed to achieve.

TO BE DESIGNED

6 1

34

5

Person-centred 
health and care, 
digitally enabled 
and data driven

Consistency of care
Delivering consistently excellent clinical 

services, ensuring the best and safest 
person-centred care.

Investment
Creating economic value and optimising 
capacity utilisation.

Our 
strategic 

pillars

2
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Our strategy continued

Strategic progress and deliverables

Consistency of care

Link to remuneration
15% of the Exco scorecard.

Medium-term objectives
• Superior quality outcomes and enhanced patient safety and experience.
• High standard of stakeholder communication and engagement.
• Differentiated products and services.

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

01
Improve patient 
satisfaction and 
perception of 
care delivered

Roll out revised patient feedback survey 
form. ¢

 Rescheduled to 2021. 115

Complete the Netcare Rosebank staff 
recognition and patient engagement 
pilot (Heal My Guest) and roll out the 
initiative to six hospitals.

 Pilot completed and roll out to 
six hospitals rescheduled to 2021. 

147

Roll out person-centred engagement 
initiative to nurses and caregivers 
(compassionomics). 

 Rescheduled to 2021. 145

Develop a patient engagement learning 
initiative for doctors and pilot it at one 
hospital (compassionomics). 

 Rescheduled to 2021. 129

Implement various digital initiatives to 
enhance patient experience and 
perception of care.

 Rescheduled to 2021. 

02
Demonstrate 
our ability to 
provide accurate 
and meaningful 
quality outcomes 
data and 
measurements 
and clinical 
research

Publish clinical research on the Netcare 
website.

� https://www.netcare.co.za/News-
Hub. This is an ongoing objective.

Publish 2020 clinical outcomes on the 
Netcare website. ¢

 Content finalised and website 
launched October 2020.

114

Populate and publish a clinical outcomes 
index and update monthly (internal). ¢

 Completed for the quality and safety 
measures required by funders on 
a quarterly basis. Further 
development to include all clinical 
outcomes across all service 
platforms is scheduled to start 
in 2021.

114

1
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� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

03
Drive clinical 
efficiency and 
outcomes using 
the personalised 
clinical 
information (PCI) 
tool

Regular presentations to doctors on 
their individual PCIs.

 PCI presentations were paused 
due to COVID-19 and will be 
resumed in 2021.

129

Regular presentations to funders on 
quality and efficiency initiatives.

 Quarterly quality reports were 
submitted as per contractual 
agreements. Increased levels of 
engagement on clinical quality and 
efficiency are expected in 2021.

132

• Drive compliance to general surgical 
and drug formulary 

 • Scored 86.9% against a target of 
92.5% (general).

• Drive compliance to revised 
specialised surgical formulary 

� • Scored 77.0% against a target of 
76.0% (specialised).

Implement cost efficiency initiatives at 
10 focus hospitals 

� Attenuated focus due to COVID-19. 
Rescheduled to 2021.

04
Improve and 
strengthen 
the regulatory 
framework 
governing clinical 
practice

Revise the governance framework for 
the Clinical Practice Committee (CPC). 

 • Annual revision of the framework 
and contracts governing the clinical 
practice of all independent 
healthcare providers.

• Review the composition and terms 
of reference of the CPC and other 
clinical governance structures.

128

Develop and implement a mortality 
predictive model.

 Rescheduled to 2021. 128

New deliverables for 2021
• Develop a model to predict the risk of readmission.
• Develop a model to detect outbreaks. 
• Develop a clinical research collaborative to publish peer-reviewed articles and research 

studies on COVID-19 clinical outcomes. 
• Implement a comprehensive, digitally enabled and data-driven OHS programme.
• Digitise the management and governance of healthcare risk waste (HCRW).
• Retain ISO 9001:2015 certification (excluding Akeso Clinics).
• Introduce a standardised and integrated quality management system for Akeso Clinics.
• Implement specific accreditations to ensure quality and safety of care.

112
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Our strategy continued

Disruptive innovation

Link to remuneration
12% of the Exco scorecard. 

Medium-term objectives
• Superior quality outcomes and enhanced patient safety and experience.
• High standard of stakeholder communication and engagement.
• Differentiated products and services.
• Improved margins, return on invested capital and economic value added.

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

01
Digitise the 
Netcare 
healthcare 
platform and 
provide science-
based treatment 
guidelines

Hospital division
• Complete the CareOn pilot at 

Netcare Milpark Hospital 
(EMR¹ project). 

 • Shifted implementation to three 
Western Cape hospitals with 
completion of the Western Cape 
roll out scheduled for April 2021.

161

• Enhance our IPC and antibiotic 
stewardship systems.

 • Rescheduled the design of an 
in-house system to 2021.

Primary Care
• Complete two HealthOne Connect 

pilots (EMR project) and roll out 
HealthOne Connect to 25 Medicross 
Centres. 

 Pilots completed as well as 
implementations at nine centres.

Implementations at the 16 remaining 
centres scheduled for 2021.

161

Cancer Care 
• Evaluate the ARIA oncology 

information system. 

 
�

• Implement ARIA.
• Dependent on the above 

centralisation project. Rescheduled 
to 2021.

161

• Implement an integrated billing 
solution at all oncology units.

�

Netcare 9112

Develop a proof of concept that 
digitally links ambulances to Netcare 
Milpark Hospital’s Emergency 
department.

 Delayed due to the temporary 
interruption to the Netcare Milpark 
Hospital CareOn implementation. 
Rescheduled to 2021.

164

National Renal Care
• Approve the digitisation business 

case for the EMR project. 
• Develop a solution ready for 

roll out. 

 Revised and finalised the project 
charter and developed high-level 
timelines for implementation.

161

1. Electronic medical record (EMR) project.
2. Netcare 911 is fully digitised (see page 162).

2
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� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

01 continued

Digitise the 
Netcare 
healthcare 
platform and 
provide  
science-based 
treatment 
guidelines

Akeso Clinics
• Develop digitisation specification 

requirements for the EMR project 
and approval of business case. 

• Select third-party vendor and pilot 
the new solution. 

� Vendor selected and functional 
specifications have been 
completed.

161

Implement Audit Command 
Language and script writing for 
internal audit.

� Six modules completed taking 
the total number of modules 
implemented to 12. 

Full 
governance 
report

Netcare benchmarked against more 
than 550 companies globally 
(including 80 healthcare providers)
across multiple industries by an 
international consultancy firm.

� See the findings on page 83.

02
Build a 
comprehensive 
data analytics 
and artificial 
intelligence (AI) 
platform 

Establish a Data Council. � The Data Council governs and 
manages data across the Group

167

Develop the appropriate IT platform 
to store and analyse all data.

� Selected the Microsoft Azure 
Data Analytics Cloud platform 
and completed the procurement 
negotiations, configuration and 
integration of the platform.

167

Consolidate the Group’s multiple 
siloed data repositories. 

� Migrated the existing data 
science use-cases into the cloud 
platform.

167

Develop a customer experience 
management system across the 
Netcare ecosystem.

 Completed a study on the ideal 
system and architecture for the 
Group. A proof of concept is 
being developed.

157

Complete proofs of concept for 
existing projects:

• Claims rejection. �

• Revenue forecasting. �

• Prioritisation of debt.  User training was impacted by 
COVID-19. Rescheduled to 2021.

• Predicting potential billing 
rejections.

� 167 – 168

• Appropriate antibiotic usage. �

• Probability of survival for 
Priority 1 trauma patients.

�

• Emergency department waiting 
times for Priority 3 patients.

 Pilot completed.
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Our strategy continued

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES

PAGE

02 continued

Build a 
comprehensive 
data analytics 
and AI platform 

Initiate proofs of concept for 
new projects:

• Prediction of forecasting call volumes 
for Netcare 911.

 • Rescheduled to 2021.

• Automation of daily emergency 
vehicle allocation.

 • Rescheduled to 2021. 168

• Prediction of sepsis, renal failure and 
care pathway for psychiatric patients.

 • Rescheduled to 2021.

03
Maintain global 
and local 
leadership in 
environmental 
sustainability in 
healthcare

Energy optimisation.  Initiatives to optimise energy use 
are ongoing and will continue with 
the new 10-year environmental 
sustainability strategy.

182

Develop grid-wheeled energy plan 
(enabling the sale of excess solar 
energy generated during the day 
to the national grid).

 Principle approved by the 
Sustainability Committee. 
Rescheduled to 2021 due to 
complex legislative requirements.

184

Develop a strategy for zero waste to 
landfill and the onsite treatment of 
HCRW.

 Strategy, benchmarking, waste 
characterisation and optimisation 
opportunities scheduled for 
completion in 2021.

184

Develop new 10-year strategy for 
environmental sustainability (2020 to 
2030).

 Initial elements of the strategy 
approved. The full strategy and 
targets will be presented to the 
Board in 2021.

184
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Transformation of our society

Link to remuneration
15% of the Exco scorecard. 

Medium-term objectives
• Differentiated products and services.
• Growth in market share.
• Meaningful contribution to the transformation of SA’s healthcare sector.

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

01
Improve our 
B-BBEE rating

Achieve a Level 3 B-BBEE rating. � Maintained a Level 4 B-BBEE rating. 138

02
Improve our 
employment 
diversity profile

Meet and exceed the targets set out in 
the Netcare employment equity plan 
for 2015 to 2020. 

 • Met and exceeded most targets 
but marginally missed targets for 
black women at middle 
management and differently 
abled people.

• Approve the new Netcare 2025 
employment equity plan in 2021.

• Roll out a diversity and inclusion 
programme in 2021.

149

03
Drive skills 
development 
and employment 
creation

Launch the Innovation Hub in 
Alexandra.

 Opening rescheduled to 
January 2021.

141

Train 1 000 Youth Employment Service 
(YES) students and offer 
of employment.

� 865 learners have commenced a 
YES programme with a further 516 
due to start their training in 2021. 

141

Continue to develop a framework in 
collaboration with government to train 
nurses.

 Resume our work in 2021 to 
advance the Presidential Jobs 
Summit Initiative to train at least 
50 000 nurses for the national 
healthcare system.

137

3
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Our strategy continued

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

04
Drive supply chain 
diversification 

• Drive greater inclusion of 
black-owned enterprises in 
our supply chain. 

 • 34.1% preferential procurement 
spend with >51% black-owned 
suppliers (target: 50%). 

139

• Drive greater inclusion of black 
women-owned enterprises in 
our supply chain. 

 • 21.6% preferential procurement 
spend with >30% black women-
owned businesses (target: 26%).

New deliverable for 2021
• Improve procurement spend on emerging micro enterprises, qualifying small 

enterprises and designated suppliers.

139

05
Drive enterprise 
and supplier 
development 

Drive ESD programmes.  � • Invested 16.2% of NPAT¹ 
(R71 million) in ESD programmes 
(target: 3%). 

• Implement a structured 
ESD support programme in 2021.

139

06
Be a force for 
social good

Create access to quality healthcare 
for indigent patients and support 
quality clinical research through 
scholarships. 

� Invested R18 million in 
socioeconomic development 
programmes.

142

National launch of ‘My Walk Made 
with Soul’ (school shoes) initiative.

� Started recycling non-hazardous 
and uncontaminated products 
to make school shoes for 
underprivileged children.

140

Ongoing negotiation and 
collaboration on NHI.

 Ongoing initiative. 136

1. Net profit after tax (NPAT).
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Organic growth

Link to remuneration
30% of the Exco scorecard. 

Medium-term objectives
• Differentiated products and services.
• Growth in market share.
• Improved margins, return on invested capital and economic value added.
• Meaningful contribution to the transformation of SA’s healthcare sector.

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

01
Increase market 
share

Maintain and improve medical 
scheme hospital network 
representation.

� Improve network participation 
for 2021.

132

Ongoing development of 
alternative reimbursement models 
(ARMs).

 Develop ARMs for National 
Renal Care, Cancer Care and 
Akeso Clinics.

132

Attract new doctors (net 88 in 
total). 

 Net 82 doctors recruited in 2020 
(target: 88). Attract a net 100 
doctors in 2021.

129

New deliverables for 2021
• Develop a Netcare scale of benefits network to be marketed through Netcare 

appointmed™ and enable appointments through Netcare appointmed™ for 
all doctors and NetcarePlus voucher holders. 

• Achieve 60% doctor participation in Netcare appointmed™. 
• Focus on further cost efficiency in the Hospital division.

02
Develop new 
services and 
divisions

Complete the Independent 
Counselling and Advisory Services 
(ICAS) transaction. 

� 40% stake acquired effective March 
2020.

172

Pilot Carenomics in Medicross – 
a doctor prescribed behavioural 
wellness programme.

� Rescheduled to 2021 as part of the 
NetcarePlus offering.

4
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Our strategy continued

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

03
Develop new 
markets and 
products

Launch primary care GP vouchers.  � 172

Launch dental vouchers, including 
for oral hygiene.

� Rescheduled to 2021. 173

Develop and launch NetcarePlus.  � 172

Pilot Akeso Clinics’ employee 
assistance programme.

 Currently being piloted. 171

Secure two new full-service 
occupational health contracts. 

�

Select five health tech accelerators 
and two incubators for Founders 
Factory Africa.

 Achieved but with only one 
incubator approved. An additional 
incubator will be approved in 2021.

157
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Integration

Link to remuneration
10% of the Exco scorecard. 

Medium-term objectives
• Superior quality outcomes and enhanced patient safety and experience.
• High standard of stakeholder communication and engagement.
• Differentiated products and services.

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

01
Use digitisation 
to drive synergies 
and integration

Complete the Netcare 
appointmed™ roll out and 
national launch. 

� Successful onboarding of 
50 targeted hospitals.

166

Introduce digital pre-admission 
across all Netcare hospitals (2020 
target: 20% for surgical 
admissions). 

 8% of surgical admissions 
facilitated using the Netcare 
patient portal. Rescheduled 
to 2021.

166

Complete digital pre-authorisation 
and check-in pilot with major 
medical scheme.

 Rescheduled to 2021. 166

02
Develop a suite of 
products, services 
and platforms 
to engage with 
patients across 
their entire health 
and wellness 
journey

Implement various digital initiatives 
to enhance patient experience and 
perception of care.

 Rescheduled to 2021.

5
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Our strategy continued

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

03
Promote a 
single Netcare 
approach to all of 
our brands and 
service platforms 

Launch a consolidated social media 
platform for Netcare.

�

Complete the new Netcare website.  � https://www.netcare.co.za

04
Improve 
communication 
and engagement 
across all 
stakeholders and 
patients

Develop and populate a marketing 
framework and strategy.

 Plans to realise this objective will 
be presented to the Board for 
approval in 2021.
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Investment

Link to remuneration
18% of the Exco scorecard. 

Medium-term objectives
• Improved margins, return on invested capital and economic value added.

� Achieved    Partially achieved   � Not achieved    Paused or impacted due to COVID-19    Linked to remuneration

2020  
OBJECTIVES

KEY DELIVERABLES  
FOR 2020 STATUS

NOTES AND KEY  
DELIVERABLES PAGE

Create economic 
value and optimise 
capacity utilisation 
by:

Reducing our bricks 
and mortar capital 
expenditure with 
a focus on systems 
and IT, improving 
our returns on 
investment.

Shifting focus from 
EBITDA1 to the 
concept of economic 
profit to ensure we 
achieve adequate 
returns on the 
capital invested.

Ensuring we have 
the most efficient 
capital structure 
and enhance 
shareholder returns.

Ensuring clear 
targets in terms of 
gearing and ROIC2.

Conclude the sale of the properties 
in the United Kingdom (UK). 

� 191

Complete share buyback 
programme.

� 12.7 million shares bought back 
and cancelled for R251 million in 
November and December 2019, 
before programme placed on 
hold due to COVID-19.

187

Finance Committee approval of 
150 new beds for Akeso Clinics.

� 176

Open Akeso Richards Bay. � Rescheduled to 2021. 176

Achieve the following 2020 
targets (pre IFRS 16):
• ROIC: >20.0%. 
• Net debt to EBITDA: <2.0 times.  
• EBITDA/net interest: >5.0 times. 
• Cash conversion ratio: 100%. 

 2020 targets not achieved due to 
COVID-19 impact on the business.

186

1. Earnings before interest, taxation, depreciation and amortisation (EBITDA).
2. Return on invested capital (ROIC).

Executive Committee balanced scorecard with targets: page 212.

6

OUR BUSINESS HOW WE CREATE VALUE HOW WE RUN OUR BUSINESS HOW WE PERFORMED ADMINISTRATION

Netcare Limited Annual Integrated Report 202079



Our strategy continued

Link to remuneration
The Executive Committee (Exco) scorecard, which informs short-term incentives, gives higher weightings to projects that will 
have the greatest impact in driving the Group’s strategy and on its financial and non-financial performance in the year ahead. 
By their nature, these projects tend to be the most complex and difficult to deliver and therefore require the greatest 
resources, focus and effort.

Value balancing considerations
In the outcomes we achieve for our stakeholders, for society and for Netcare, considered trade-offs are needed, to achieve 
Netcare’s purpose-led strategy in relation to the capital intensity and the skills, competitive, regulatory and funding demands 
in the sector. Our response to these realities is the accelerated investment in our strategy, even while we deal with the 
ramifications of COVID-19. This will drive the achievement of the Quadruple Aim which will support Netcare’s sustainable 
competitiveness over the long term. 

Digital transformation ▼ Key outcomes for 2020

Investor expectations for higher returns in the short term must 
be balanced against what we need to do now to achieve 
long-term sustainable competitive advantage and growth. Our 
digital transformation strategy requires capital to implement 
modern state-of-the-art IT and healthcare systems, and to 
ensure the resilience of our systems and the protection of data 
in the face of ever increasing cybersecurity threats. In the long 
term, our digital transformation will enhance our relationships 
with all our stakeholders from our patients and employees to 
doctors, funders and investors through significantly enhanced 
quality outcomes, personal experiences, convenience and 
efficiencies, providing doctors, nurses and pharmacists with 
a world-class healthcare working environment and gaining 
competitive advantage from being first to market. 

Digital transformation: page 157.

Shifted the implementation of CareOn to three 
hospitals in the Western Cape and progressed the 
digitisation of our other service platforms albeit at 
a slower pace than envisaged due to the disruption 
caused by COVID-19. A number of digital solutions 
to assist the management of COVID-19 were 
quickly developed and implemented. The CareOn 
implementation in Netcare Milpark Hospital will 
resume in 2021. 

Person-centred health and care ▼ Key outcomes for 2020

At the centre of our strategy is empowering patients so that 
they are able to participate in their own health and care, which 
promotes co-responsibility for better health outcomes. 
Another important aspect of delivering participatory health and 
care is to enhance the accessibility and convenience of our 
network of services. While some of our investments in 
technology and mobile apps may not deliver direct revenue 
streams, they are critical components of delivering improved 
quality outcomes and an excellent patient experience.

Our patients: page 112.
Digital transformation: page 157.

Completed the roll out of Netcare appointmed™ 
and started development on three new person-
centred engagement projects for launch in 2021. 
Given the recent introduction of these 
interventions, their impact is not yet evident in 
improved patient experience scores, which were 
also impacted by social distancing measures, that 
in some instances, were perceived as aloofness.
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A changing workforce ▼ Key outcomes for 2020

As digitisation, automation and the harnessing of big data 
re-engineer our processes, our reliance on nurses and 
healthcare workers does not change. However, as patients 
start to adopt our digital solutions, the need for human 
interactions with administrative functions is reduced but the 
need for new skills will increase. Balancing the gains of 
digitisation against the human cost of a diminishing workforce 
is a trade-off faced by most organisations. Conscious of the 
need to reduce unemployment in SA, we invest in job creating 
initiatives through our ESD and the national YES programmes.

Our transition to digital also requires increased investment in 
our people in the short term by way of training and change 
management to ensure effective implementation and adoption 
of our new way of doing things. Investment in attracting, 
developing and retaining talent to ensure our workforce is 
future fit is a necessary and significant cost, but one that 
generates returns across all stocks of capital in the long term. 

Our people: page 144.

74% (2019: 79%) of our training spend was 
invested in structured career-advancement 
programmes, with 72% (2019: 69%) directed at 
formal nursing training. While the Board supported 
our decision to preserve jobs given the pressures 
of COVID-19, 115 employees were retrenched, 
where roles had become redundant. Once again 
higher increases were paid to lower levels of 
employees. In addition, our wellness programmes 
were bolstered to provide employees with 
assistance during the pandemic.

Quality of stakeholder relationships ▼ Key outcomes for 2020

Balancing competing stakeholder interests can result in 
trade-offs in certain relationships. For example, the highly 
competitive and stagnant market in which we operate means 
we must balance the exacting requirements of funders and 
more critically, the tariffs agreed for our services, against 
securing the volumes needed to protect our margins. Another 
example is the critical need for doctors and specialists to 
deliver patient outcomes, however, we prioritise their ethical 
behaviour and clinical quality over the revenue they generate 
and rescind practising privileges when our polices are 
contravened. While we are committed to supporting small local 
enterprises in our supply chain, to achieve quality outcomes 
requires the procurement of high-quality products. When small 
suppliers are unable to meet these rigorous requirements, we 
are unable to direct business their way. 

Relationship capital: page 112.

While we did not meet our objective to enhance 
our stakeholder engagement model and develop 
strategies to prioritise stakeholder feedback and 
ensure engagement is linked to our strategy, a 
number of mechanisms and increased frequency 
of engagement took place during the year as a 
result of COVID-19. Pleasingly, the work to develop 
solutions to assist government in managing 
COVID-19 has gone some way to improving the 
relationship between the private and public 
healthcare sectors. In addition, our strong 
relationships with our lenders enabled us to secure 
additional facilities and proactively engage with 
them on the potential impact of COVID-19 on our 
banking covenants.
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Our strategy continued

Returns to investors ▼ Key outcomes for 2020

While trading during the first five months of the financial year 
(to end February 2020) remained in line with expectations, 
COVID-19 introduced significant uncertainty and forecast risk 
requiring cash preservation measures to weather the 
uncertainty. In addition, capital was needed to prepare our 
facilities for the surge in infections. On this basis, and in line 
with our bank covenant waivers prohibiting dividend payments, 
we took the decision to suspend the interim and final dividend 
payments. 

The conclusion of the sale of six properties in the UK in 
January 2020 repatriated R778 million in September 2020, 
which is an issue raised often by investors wanting to know 
how this capital will be allocated. 

Chief Financial Officer’s review: page 186.

Given the global economic uncertainty, debt 
reduction will be a priority for the immediate 
future, and we have used proceeds from the sale 
of UK assets for that purpose. The headwinds of 
the ongoing pandemic and socioeconomic fallout 
may impact our dividend policy, however, in a 
normalised operating environment we will again 
return excess capital to shareholders by way of 
share buybacks or dividends.

Investing in our installed asset base ▼ Key outcomes for 2020

Our investment in our installed asset base requires significant 
financial capital and appropriate levels of specialised skills in 
the short term but remains essential to attracting specialists 
and providing patients with good outcomes and experiences. 
Maintenance and upgrades, and investing in new medical 
technology, requires careful management of our capital 
expenditure. Investing in higher demand disciplines to optimise 
our capacity and utilisation of assets is an important initiative 
to expand our margins and generate better returns. 

Water and energy are fundamental to delivering quality 
outcomes and the continuity of day-to-day operations but 
depletion of these natural resources in the face of the climate 
change risk faced globally requires innovative ways of 
operating and new technology to reduce consumption. Often 
implementations such as water recycling plants and solar 
photovoltaic systems require a fairly substantial capital outlay 
with positive environmental impacts accruing in the short term, 
but financial gains (in cost savings on utilities) only achieved 
over the medium to longer term. Waste is a required cost 
linked to our licence to operate and safety measures and to 
ensure compliance to environmental legislation. Innovations in 
waste management will realise cost savings in the medium to 
longer term. 

Estate and medical equipment: page 174.
Environmental sustainability: page 179.
Chief Financial Officer’s review: page 186.

ROIC was 5.6% (2019: 20.1%). 2020 was an 
anomaly and if this metric is adjusted for the 
impacts of IFRS 16: Leases, the estimated impact 
of COVID-19 and central costs relating to new 
business developments, ROIC reconciles to a 
respectable 19.6%.

Our environmental sustainability strategy 
temporarily shifted focus during the year to assist 
our facilities to prepare for the pandemic. Despite 
this new focus, financial savings achieved as a 
result of our environmental sustainability 
programme amounted to R109 million, exceeding 
our 2020 target, and includes optimisation on 
water, waste and tariff and billing issues resolved, 
and additional revenue from our tenant billing. 
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Benchmarking our digital maturity among global peers
As we implement our strategy, we continue to benchmark our progress against our peers, locally and internationally, to ensure 
we achieve the outcomes that will deepen our sustainable competitive advantage.
 
In 2020, Netcare assessed its digital and analytics maturity, leveraging a third-party self-diagnostic tool by one of the leading 
digital strategy and delivery consulting companies in the world. This methodology has a proven track record: it has been taken 
by more than 550 companies across multiple industries globally and it measures digital maturity in a way that correlates with 
financial performance.
 
In its self-assessment, Netcare scored in the top quintile with a score of 48 (on scale of 1-100), positioning the Group above 
the global sector average but slightly below healthcare global best performers (80 healthcare providers were included in the 
benchmarking) (shown below).
 
The results showcase areas of strength around a well-articulated digital strategy, strong executive leadership, significant 
investment in talent and digitisation initiatives as well as an increasing collaboration between business, IT and data teams. 
Some areas of opportunity also emerged around adopting an even more patient-centred focus (such as remote care, digital 
marketing, end-to-end patient journey consistency), and further building Netcare’s data capabilities and analytics models to 
drive insights.

Netcare is in the 
top quintile of the 
diagnostic database 
with an overall 
score above the 
sector average, but 
below healthcare 
top performers

Distribution of digital maturity score

73

63

53

43

33

23

13

Scores out of 100

Healthcare 
average: 32

Digital leaders1 Others Digital emergents2

Netcare
digital maturity 
score: 48

Healthcare 
best
performers: 62

Digital 
leader
average: 65

1.  Digital leaders are defined as the top quintile global companies in the diagnostic database.
2.  Digital emergents are defined as the bottom quintile global companies in the diagnostic database.
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How we
manage risk
COVID-19 and the measures introduced to contain its spread have exacerbated the slump 
in economic activity already experienced for a year prior to the pandemic, resulting in 
our exposure to the economic environment and its recovery now being ranked as our top 
business risk. Several of our other risk exposures have also increased, largely due to the 
pandemic. Our performance during this challenging year has affirmed that our strategy is 
relevant and enables Netcare to become the architect of its own future once we emerge from 
COVID-19, which in its accelerated implementation will increasingly mitigate some of our 
key risk exposures.

A bespoke COVID-19 risk matrix was developed 
encompassing the risks related to the pandemic which 
were initially identified in a special meeting held on Friday 
13 March 2020 and attended by the Group Risk 
Management function, the CEO, Executive Committee and 
various senior managers. During the initial stages of the 
pandemic, the risk matrix was updated based on daily 
COVID-19 operational meetings, internal feedback from 
risk owners and other stakeholders, and distributed to 
stakeholders at least three times a week. It was also 
distributed to the Netcare Board on a weekly basis.

The Board remains ultimately responsible for the 
management of risk. It oversees the level of risk that the 
Group is willing to accept in pursuing its strategy and 
creating sustainable value for stakeholders, including their 
economic, social, environmental and governance 
expectations.

Our risk management framework – embedded in our 
business activities and decision-making processes at all 
levels of the Group – ensures that the actions we take to 
achieve our strategic objectives fall within our appetite for 
risk, which varies depending on each risk. The framework 
defines how we identify, understand and mitigate risks, 
and realise any related opportunities.

Five levels of assurance model

Level 1  
assurance
Assurance provided 
to the Board 
by governance 
committees.

�

Risk 
Committee

Consistency of  
Care Committee

Audit 
Committee

Social and Ethics 
Committee

Committee responsibilities: page 44.
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Level 2  
assurance
Non-independent 
assurance providers

Executive management, 
including elements 
of strategy implementation, 
performance measurement 
and continuous monitoring 
mechanisms.

� Management

• Accountable to the Board for identifying and assessing risks.
• Responsible for developing, implementing, maintaining and reporting on the 

internal policies and control procedures to mitigate identified risks, without 
compromising the Group’s ability to achieve its strategic objectives.

• Submits quarterly statements of assurance to the Executive Committee.
• All major service platforms, business units and operational and 

administrative business areas conduct at least three management self-
assessments each year. The results are reported to the Audit Committee. 
The self-assessment process enhances overall risk management practices 
and supports a culture of ownership over internal control procedures. 

Level 3  
assurance
Non-independent 
assurance providers

Specialist functions 
independent from 
management, which 
facilitate and oversee risk 
management and 
compliance.

� Group Risk Management function

• Acts as the custodian of the risk management policy and plan.
• Coordinates risk management activities throughout the Group, including 

reporting to the Risk Committee.
• Benchmarks the systems and processes of risk management against local 

and international standards and best practices.

� Quality assurance reviews

• All Netcare facilities and services are reviewed against comprehensive clinical 
quality and risk management criteria. Facility, service platform and Group 
level reports highlight any high risk areas.

• Independent subject matter experts conduct verification reviews. 
A standardised tool is used, which incorporates the National Department of 
Health’s Core Standards, Netcare’s additional standards, and specific criteria 
based on trends and risks identified by quality data. Risk-based policies and 
standard operating procedures support quality assurance.

� Data Council

• Prioritises data initiatives and implements Group-wide data definitions and 
standards of critical data sets to ensure data integrity and continuous data 
monitoring.
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Level 4  
assurance
Independent 
assurance providers

Independent internal 
assurance provider.

� Group Internal Audit

• Provides independent and objective assurance to the Audit and Consistency 
of Care Committees on the effectiveness of internal control and risk 
management systems, and recommends improvements.

Level 5  
assurance
Independent 
assurance providers

Independent external 
assurance provider.

� British Standards Institution

• Conducts annual surveillance audits on sample facilities across all service 
platforms to ensure Netcare remains compliant with the ISO 9001:2015 
certification standards.

Note: not all assurance providers are covered in the table. However, more detail on internal and independent assurance is provided per top business risk starting on page 89.

The Combined Assurance Committee coordinates the efforts of all assurance providers to avoid duplication and optimise 
value. It assesses the skills and experience of the assurance providers as well as the nature and extent of the assurance work 
provided. The committee meets three times a year (or as is required) and reports to the Audit Committee. The Chair of the 
Audit Committee approves the Combined Assurance Committee’s terms of reference.

How we manage risk continued
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Identifying our top business risks
Our systems and processes of managing risk consider the 
following:
• Changes in the external and internal operating context.
• Organisational resilience.
• Nature and potential impact of risks and the likelihood 

that these may materialise.
• Extent and categories of risks regarded as acceptable.
• Ability to reduce the incidence and impact on the 

business if risks materialise.
• Effectiveness of risk response plans.
• Cost of risk response plans and processes relative to the 

exposure and benefits obtained.
• Expectations and concerns of key stakeholders.

The Group Risk Management function engages with 
operational and executive management across the Group 
to identify key risks and the processes and plans to manage 
them. Risks are analysed (based on their causes, sources, 
impacts, likelihood and materiality) and evaluated based on 
their potential exposure (low, medium, high and significant) 
and the resultant impact on our ability to achieve our 
strategic objectives. We also consider the attention 
required from the Board, its committees and 
executive teams to manage a risk.

Key risks are consolidated into top business risks that 
have a high or significant risk exposure based on:
• The challenges and uncertainties facing the Group, and 

their impact on the successful implementation of our 
strategy and the creation of sustainable competitive 
advantage.

• The severity of the potential impact on the most 
important intangible assets of the business, which include 
the skills and commitment of our management and 
employees, the competitive strength of our brands and 
stakeholder perceptions that collectively impact our 
reputation.

Top business risks are managed at executive level in 
accordance with our appetite for each risk and in tandem 
with our strategy, not only to mitigate impact but also to 
optimise competitive advantage. The Risk Committee 
reviews and approves our top business risks, which are 
also presented to the Audit Committee. These inter-related 
risks include matters over which we exert limited influence.

Board opinion
The Board is satisfied that our risk mitigation strategy and 
existing insurance cover are adequate and appropriate in 
relation to our identified risk exposures. The Board has 
also considered the effectiveness of the systems and 
processes of risk management and found them to be 
sound. Compliance reports to the relevant committees 
endorse this determination.

The Board is confident that:
• Our risk management systems and processes support 

our strategy and business model.
• Our appetite for risk is appropriate and risks are 

managed accordingly.
• A risk-aware culture is embedded at all levels of the 

Group, enabling relevant, informed and consistent 
decision-making relating to risk.

• The systems and processes of risk management 
effectively inform the Board of the top business risks 
facing the Group.

• In the event of a disastrous incident, the documented and 
tested major incident plan, pandemic preparedness plan 
and disaster recovery programme support the continuity 
of critical business processes.

Financial risk management: note 6.4 of the annual 
financial statements.

Our key priorities  
for 2021
•  Ensure the ongoing readiness of our 

pandemic response strategies to 
ensure appropriate, timely and focused 
interventions, where required.

•  Support ongoing implementation 
of the digitisation and data strategies 
and ensure that management 
self-assessments remain aligned 
to the associated changes in business 
operations, systems, processes 
and organisational structure.

•  Provide risk management support to 
startup divisions.

•  Maintain, enhance and expand 
the automated management self-
assessment process implemented 
in 2020.
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Our top business risks
While our top business risks for 2020 remain mostly the same as those reported last year, we have included a COVID-19 
resurgence risk given the ongoing threat posed both globally and locally. Where COVID-19 has impacted a top business risk, 
this has been noted.

Top business risks at a glance

2019
rating

Change 
in risk 

exposure
Overall risk
exposure Page 

1 Economic environment and recovery 
of activity 6 Ó � 89

2 COVID-19 resurgence New New p 90

3 Funder regime 2 Ó � 91

4 Delivering consistently outstanding 
person-centred health and care 1 Ò p 92

5 Implementation of the digital  
and data strategies 3 Ó p 93

6 Cybercrime and cybersecurity 4 Ó p 94

7 Sector regulations 5 Ò � 95

8 Competitor activity 7 Ò � 96

9 Availability and quality of skills 8 Ò � 97

10 Availability of electricity supply 9 Ó � 98

11 Water security 10 Ò � 99

12 Appropriately maintained 
plant and equipment 11 Ò p 100

Change in risk exposure
(in relation to the 2019 Integrated Report)
Ò Risk exposure remained constant.
Ó Risk exposure has escalated. 

Overall risk exposure
�  Not fully mitigated as mitigation measures are 

not entirely within our control.
p  Mitigation measures are largely within our 

control and are being explored or implemented 
to minimise the risk exposure.

Our operating environment: page 54.

How we manage risk continued
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Economic environment and recovery of activity
(impacts all service platforms)

COVID-19
SA’s already vulnerable economy is expected to contract 
further in 2021, even before factoring in the potential 
impact of a second wave. Disposable income remains 
under pressure and consumer and business confidence 
have reached all-time lows. In addition, the initial national 
lockdown to contain the pandemic has led to a staggering 
increase in unemployment. Under these circumstances, the 
rate of hospital activity recovery is uncertain. This 
challenging economic environment is associated with 
multiple risks including: 
• Declines in medical scheme membership adversely 

impacting patient day growth.
• Members converting to lower cost, restricted network 

options, impacting our margins.
• Declines in out-of-pocket spend on ancillary healthcare 

services.
• Delays in the delivery of our strategic projects, challenging 

our growth plans. 

Additional information on our operating context: page 54.

Opportunities
• Grow high-demand service lines.
• Digitise to create sustainable competitive 

advantage that protects and grows market share.
• Develop new products and strategic partnerships 

to reach new markets and promote inclusivity, 
reducing our reliance on the traditional medical 
aid market.

• Preserve jobs, contributing to the wellbeing of our 
workforce and SA’s economic recovery.

Our mitigating measures
• Strict working capital discipline, and cost and debt 

management (page 186). 
• The Netcare strategy (page 66).
• Doctor recruitment and retention (page 129).
• Business improvement (page 169).
• New business development (page 170).

Governance
• Risk Committee. 
• Audit Committee.

Assurance
Non-independent
• Executive Committee. 
• Finance and Investment Committee. 
• Working Capital Committee. 
• Group Risk Management function. 
• Treasury team. 
• External consultants.

Independent
• No independent assurance required.

Capitals at risk
• Relationship
• Human and intellectual
• Financial

LINK TO STRATEGIC PILLARS

SP2 SP4

Disruptive 
innovation

Organic growth

SP6

Investment

SP5

Material matters
• Deliver outstanding person-centred health 

and care.
• Recognise, protect and invest in our employees, 

doctors and allied healthcare practitioners. 
• Drive broader access to healthcare, and 

strengthen partnerships to facilitate inclusive 
growth and socioeconomic transformation. 

• Recover, defend and grow long-term profitability.
• Continue to develop visionary and effective 

leadership.
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How we manage risk continued

COVID-19 resurgence
(impacts all service platforms)

COVID-19
COVID-19 prevalence and incidence had decreased 
nationwide, however, we began to experience a surge of 
new infections in the Eastern Cape in November 2020, 
followed by an increasing number of new cases in early 
December in the Western Cape, KwaZulu-Natal and 
Gauteng. This indicates that a second wave has begun, 
partially spurred on by ‘super spreader’ events. The risks 
associated with an increase in infections are similar to 
those for the advent of the pandemic, however, these may 
be less pronounced due to greater preparedness.

COVID-19 gives rise to multiple risks in a healthcare 
environment, including but not limited to:
• Spread of infection throughout facilities.
• Ability to adequately protect our employees, doctors 

and allied healthcare practitioners and prevent onward 
transmission to patients and others.

• Doctor and nursing shortages.
• Availability of critical PPE, active pharmaceutical 

ingredients and drug supplies, medical gasses and 
capacity of medical gas infrastructure and medical 
equipment, including ventilators and associated 
consumables.

• Readiness of facilities to admit and appropriately care 
for COVID-19 patients.

Additional information on how we are managing  
COVID-19: page 08.

Opportunities
• Deliver consistent, person-centred health and care 

during SA’s time of greatest need.
• Work with the government and all other 

stakeholders to assist in containing and treating 
the pandemic.

Our mitigating measures
• Monitor key metrics daily to detect signals of a 

resurgence early and continue to deploy the 
necessary COVID-19 measures and clinical 
governance framework (page 08).

• Netcare’s pandemic preparedness plan (page 13).
• Continue to enhance clinical governance and 

health and safety capacity (page 112).

Governance
• Risk Committee.
• Consistency of Care Committee. 

Assurance
Non-independent
• Executive Committee.
• Netcare National COVID Operational Strategy 

Meeting (Gold Command).
• National Joint Operations Committee.
• COVID-19 Liaison Officers and epidemiologists.
• Central COVID-19 clinical team.
• Group Risk Management function.
• COVID-19 Clinical Committees and Surgical and 

Ethical Sub-committees at facility level.

Independent
• National Institute for Communicable Diseases.
• National and Provincial Departments of Health.
• Department of Labour.

Capitals at risk
• Relationship
• Human and intellectual
• Financial

LINK TO STRATEGIC PILLARS

SP1 SP2

Consistency  
of care

Disruptive 
innovation

SP3 SP4

Transformation  
of society

Organic growth

SP5 SP6

Integration Investment

Material matters
• Deliver outstanding person-centred health and 

care.
• Recognise, protect and invest in our employees, 

doctors and allied healthcare practitioners.
• Drive broader access to healthcare, and 

strengthen partnerships to facilitate inclusive 
growth and socioeconomic transformation. 

• Recover, defend and grow long-term profitability.
• Continue to develop visionary and effective 

leadership.
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Funder regime
(impacts all service platforms)

Funders remain under pressure to contain member 
contribution increases due to adverse risk in scheme risk pools 
as younger and healthier scheme members opt out and the 
elderly and unhealthy take up cover, resulting in increasing 
utilisation and healthcare costs. Funders manage these 
competing pressures by implementing restricted provider 
networks, stringent hospital admission protocols, targeted 
interventions to manage utilisation, collective negotiations to 
drive lower tariff increases and criteria around quality 
outcomes.

The knock-on risks for healthcare providers include:
• Increasing margin pressure.
• Potential reductions in patient volumes, market share and 

doctor retention from limited or no participation in restricted 
hospital networks.

• Increasing participation in discounted restricted network1 
options without the commensurate volume uplift.

• Decreasing affordability of medical aid membership, resulting 
in decreased patient volumes in the private sector. 

Opportunities
• Digitise Netcare to enhance engagement with 

funders on quality outcomes, patient safety and 
other data, and to improve efficiencies.

• Develop new products and strategic partnerships 
to reach new markets and promote inclusivity, 
reducing our reliance on the traditional medical 
aid market.

• Leverage VirtualCare (Netcare’s telehealth 
platform).

Our mitigating measures
• Funder engagement, network participation and 

achieving efficiencies (page 132).
• Digital transformation (page 157).
• New business development (page 170). 

Governance
• Risk Committee.
• Audit Committee.

Assurance
Non-independent
• Executive Committee.
• Tariff Committee.
• Group Risk Management function.
• Funder relations team.
• Efficiency Committee.
• External consultants.

Independent
• Group Internal Audit.
• External auditors.

COVID-19
Funders are concerned that utilisation in 2021 may 
increase as elective surgery backlogs return, doctors focus 
on normalising business and high-acuity cases increase 
due to COVID-19 related complications and comorbidities 
that were not well managed in 2020, among others. 
Further, the measures introduced in 2020 to respond to 
COVID-19, such as telehealth, will likely be used by funders 
to determine how to better contain utilisation.

Capitals at risk
• Relationship
• Financial

LINK TO STRATEGIC PILLARS

SP4 SP6

Organic growth Investment

Material matters
• Deliver outstanding person-centred health and 

care.
• Recover, defend and grow long-term profitability.

1.  Restricted provider networks include designated service provider arrangements where the scheme defaults all its members for the scheme or a benefit option to a restricted 
network of providers and efficiency discount options, which provide members of a scheme the choice to buy-down to a restricted network of providers in exchange for lower 
premiums.
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How we manage risk continued

Delivering consistently outstanding person-centred  
health and care (impacts all service platforms)

Healthcare demands and consumer demand for how 
healthcare is delivered are changing, impacting our strategies 
for delivering care that is consistently best practice, delivers the 
best outcomes and provides patients with the services they 
need and the service levels they expect. Failure to deliver on 
these objectives may:
• Negatively impact market share if the changing demands of 

healthcare consumers are not met.
• Negatively impact our brand, reputation, employee morale 

and long-term sustainability if the care we provide is 
perceived negatively. 

Opportunities
• Deliver consistent, person-centred health and care 

across all Netcare facilities through digitisation, 
accurate data and care interventions that enhance 
patient safety, experience and perception of care, 
and inform our clinical improvement interventions.

• Develop innovative new products and services to 
enhance inclusivity and expand access to 
healthcare.

Our mitigating measures
• Safety, health, environmental sustainability and 

quality management strategy (page 124).
• Initiatives that improve patient satisfaction and 

perception of care delivered (page 114).
• Accurate and meaningful quality outcomes data 

(page 116).
• Strong governance of clinical practice (page 128).

Governance
• Risk Committee.
• Consistency of Care Committee.

Assurance
Non-independent
• Executive Committee.
• Group Risk Management function.
• Efficiency Committee.
• Internal quality team, including the National 

Consistency of Care Review Committee, internal 
quality review process, Sentinel Adverse Event 
Committee and patient feedback systems.

• Netcare Clinical Practice Committee.
• Clinical Data Council.

Independent
• Group Internal Audit.
• British Standards Institution.
• Provincial Departments of Health.
• Office of Health Standards Compliance.
• Department of Labour.
• Medical schemes.
• Professional clinical associations.

COVID-19
COVID-19 presents a threat to the global health sector’s 
ability to provide the highest standards of care and, if 
handled incorrectly, can compromise the global ability of 
healthcare systems to treat infectious diseases. This, 
together with the risk of further pandemics and the 
overuse of antibiotics, will negatively impact clinical 
outcomes and could result in higher morbidity and 
mortality rates in hospitals and communities. Strong clinical 
governance and OHS controls across all our service 
platforms are needed to ensure that we do not contribute 
to the onward transmission of the virus or reduce our 
capacity to treat and care for those who need it most. 

Capitals at risk
• Relationship
• Human and intellectual

LINK TO STRATEGIC PILLARS

SP1 SP2

Consistency  
of care

Disruptive 
innovation

SP4 SP5

Organic growth Integration

Material matters
• Deliver outstanding person-centred health and 

care.
• Recognise, protect and invest in our employees, 

doctors and allied healthcare practitioners.
• Recover, defend and grow long-term profitability.
• Continue to develop visionary and effective 

leadership.
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Implementation of the digital and data strategies
(impacts all service platforms)

Our journey to digitally transform all our service platforms is 
aimed at ensuring that Netcare plays a leading role in a 
sector that is rapidly becoming digitally enabled, data-driven, 
networked and participatory. These implementations are 
occurring on a large scale and present risks associated with 
project management, user adoption and disruption to 
stakeholders and our business operations. In addition, they 
increase our need for disciplined capital investment, robust 
governance practices and new skillsets, among others. If the 
business changes required to meet operational challenges and 
create a platform for sustainable growth are not met, our 
competitive advantage will be put at risk.

Opportunities
• Gain competitive differentiation by being first-to-

market.
• Digitise to enhance clinical outcomes and patient 

safety, provide more accurate and relevant clinical 
data, improve overall patient experience and 
strengthen our relationships with doctors and 
funders.

• Leverage digital technologies to integrate our 
services.

• Organise and utilise our financial, clinical and 
patient data to develop predictive analyses for 
anticipatory and proactive management of 
our businesses.

Our mitigating measures
• Digital transformation across all service platforms 

(page 157).
• Data analytics and data platform (page 167).
• Digital customer engagement platform (page 157).
• Project governance and agile project management 

approach (page 159).

Governance
• Risk Committee.
• Audit Committee.

Assurance
Non-independent
• Executive Committee.
• Finance and Investment Committee.
• CareOn Project Steering Committee.
• IT Steering Committee.
• Data Council.
• Group Risk Management function.
• External consultants.

Independent
• Group Internal Audit.
• Healthcare Information and Management Systems 

Society (delayed due to COVID-19).

COVID-19
Our strategic digital projects have resumed following the 
initial outbreak, however, a resurgence in infections or a 
support team contracting COVID-19 may impact future 
planned rollouts.

Capitals at risk
• Relationship
• Human and intellectual
• Financial

LINK TO STRATEGIC PILLARS

SP1 SP2

Consistency  
of care

Disruptive 
innovation

SP4 SP5

Organic growth Integration

SP6

Investment

Material matters
• Deliver outstanding person-centred health and 

care.
• Recover, defend and grow long-term profitability.
• Continue to develop visionary and effective 

leadership.

OUR BUSINESS HOW WE CREATE VALUE HOW WE RUN OUR BUSINESS HOW WE PERFORMED ADMINISTRATION
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How we manage risk continued

Cybercrime and cybersecurity
(impacts all service platforms)

Cybercrime remains a global threat with healthcare records 
and the sensitive personal information they contain being an 
attractive target for cybercriminals. As we accelerate our digital 
and data strategies, we must ensure that our IT systems and 
the information they contain are adequately secured without 
impeding access to patient information for healthcare facilities 
and healthcare practitioners. In addition, the applications we 
implement require greater reliance on third-party service 
providers for secure coding, high application availability and 
secure data storage and transfer practices.

Failure to secure our systems and data could result in:
• Disruption of normal business operations.
• Litigation, penalties and fines for non-compliance with 

regulations relating to the protection of sensitive, personal 
and private information.

• Damage to our reputation.

Our mitigating measures
• Cybersecurity control measures (page 168).
• Initiatives to secure private information (page 168).

Governance
• Risk Committee.
• Audit Committee.

Assurance
Non-independent
• Executive Committee.
• IT Steering Committee.
• Compliance Committee.
• Group Risk Management function.
• Information Security Management Committee.
• IT Governance Risk and Compliance team.
• Protection of Personal Information Act Steering 

Committee.
• Outsourced security operations centre and 

Security Information and Event Management 
solution.

• Automated Identity and Access Management 
system.

• Privileged Account Management system.
• External consultants.

Independent
• Group Internal Audit.
• External consultants.

COVID-19
Emergencies and disasters present an opportunity for 
cybercriminals to take advantage of increased levels of 
uncertainty and panic. In the case of novel phenomena like 
a new virus, the increased need for information can also be 
used to criminal advantage. COVID-19 has been used in a 
variety of malicious campaigns, intensifying risks associated 
with cybercrime and cybersecurity. 

Capitals at risk
• Relationship
• Intellectual
• Financial

LINK TO STRATEGIC PILLAR

SP2

Disruptive 
innovation

Material matters
• Deliver outstanding person-centred health and 

care.
• Recover, defend and grow long-term profitability.
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Sector regulations
(impacts all service platforms)

Once the immediate threat of a resurgence of COVID-19 eases, 
the government will resume its work on NHI and accelerate the 
path towards the country’s implementation of universal health 
coverage. The amended draft NHI Bill proposes far-reaching 
changes to the manner in which healthcare services are 
funded in SA, and some components of the Bill remain unclear. 
Changes to the healthcare sector create uncertainty and may 
impact how we operate or our ability to acquire licences. More 
broadly, in already tough economic times, the medical scheme 
population may not be able to afford additional taxes to fund 
NHI, potentially leading to a decline in the covered population, 
further weakening medical schemes and precipitating greater 
reliance on the already over-burdened public healthcare 
system for the provision of care.

Opportunities
• Using available private sector capacity to alleviate 

public sector backlogs under the NHI, potentially 
increasing volumes albeit at potentially lower 
tariffs.

• Build agile cost structures to protect against 
potential value erosion from regulatory change.

• Work with regulators and government to 
formulate health policy and legislation to provide 
access to quality healthcare for more South 
Africans.

Our mitigating measures
• Provide constructive input to the realisation of the 

NHI and other emerging legislation (page 136).

Governance
• Risk Committee.
• Audit Committee.

Assurance
Non-independent
• Executive Committee.
• Compliance Committee.
• Group Risk Management function.
• External consultants and legal counsel.
• Hospital Association of South Africa.
• Business Unity South Africa.
• Public Private Growth Initiative.
• National Department of Health.

Independent
• No independent assurance required.

COVID-19
In April 2020, the medical schemes regulator announced a 
temporary relaxation of rules enabling funders to 
implement measures to retain members during COVID-19, 
including lifelines such as contribution holidays and 
allowing members to access their medical savings accounts 
to cover premiums. 

Capitals at risk
• Relationship
• Intellectual
• Financial

LINK TO STRATEGIC PILLARS

SP3 SP4

Transformation  
of society

Organic growth

Material matter
• Drive broader access to healthcare, and 

strengthen partnerships to facilitate inclusive 
growth and socioeconomic transformation.

• Recover, defend and grow long-term profitability.

OUR BUSINESS HOW WE CREATE VALUE HOW WE RUN OUR BUSINESS HOW WE PERFORMED ADMINISTRATION
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How we manage risk continued

Competitor activity
(impacts all service platforms)

We continue to experience increased competition across all 
areas of private healthcare service delivery from hospital and 
cancer services to mental health, primary care, renal and 
pre-hospital emergency services. Intensified competition 
impacts our ability to attract healthcare providers for specialist 
skills. In addition, more specialists continue to split their 
practices across competitor hospitals. Increased competitive 
activity may also result in decreased hospital occupancy and 
market share, should this not be managed and mitigated.

Opportunities
• Attract and retain specialists by providing access 

to quality nursing services, healthcare 
infrastructure and increased participation in 
hospital networks.

• Transfer and convert under-utilised beds to 
facilities and disciplines with high demand.

• Digitise to strengthen doctor, funder and patient 
relationships through enhanced clinical outcomes, 
more accurate and relevant clinical data and 
improved patient experience.

• Develop new products and strategic partnerships 
to reach new markets and promote inclusivity.

Our mitigating measures
• Doctor recruitment and retention (page 129).
• Digital transformation (page 157).
• New business development (page 170).
• Expansion and maintenance programmes 

(page 174).

Governance
Risk Committee.

Assurance
Non-independent
• Executive Committee.
• Finance and Investment Committee.
• Group Risk Management function.

Independent
• No independent assurance required.

Capitals at risk
• Relationship
• Human and intellectual
• Financial

LINK TO STRATEGIC PILLARS

SP1 SP2

Consistency  
of care

Disruptive 
innovation

SP4 SP5

Organic growth Integration

SP6

Investment

Material matters
• Deliver outstanding person-centred health and 

care.
• Recognise, protect and invest in our employees, 

doctors and allied healthcare practitioners.
• Drive broader access to healthcare, and 

strengthen partnerships to facilitate inclusive 
growth and socioeconomic transformation.
Recover, defend and grow long-term profitability.

• Continue to develop visionary and effective 
leadership.

Netcare Limited Annual Integrated Report 202096



Availability and quality of skills
(impacts Hospital division, Akeso Clinics and National Renal Care)

Competition among healthcare providers to attract and retain 
scarce skills remains fierce and is expected to intensify given 
the ongoing shortage of specialists and specialist registered 
nurses. Additional pressures include a limited capacity to train 
doctors in SA, an increase in the average age of practising 
specialists, the escalating cost of professional liability insurance 
for specialists and increasing rates of emigration among the 
skilled population. A skills shortage poses a risk for the 
sustainability of the healthcare sector.

Failing to secure required skills poses risks to our ability to 
provide consistently optimal care and deliver on our strategic 
objectives by:
• Negatively impacting our succession pipeline for the cohort 

of professional nurses currently in service.
• Constraining our ability to expand into higher demand 

disciplines and new service lines.
• Increasing operating expenses by way of overtime and 

agency hours.
• Limiting our efforts to increase access to healthcare.

Opportunities
• Attain HPCSA accreditation to train specialists and 

sub-specialists.
• Digitise to attract and retain specialists, reduce 

medico-legal risk and reduce the administrative 
burden on nurses, enabling them to spend more 
time providing care.

• Provide employees with an attractive working 
environment that is caring, inclusive and ethical, 
and rewards outstanding contributions to the 
business and the delivery of person-centred 
health and care.

Our mitigating measures
• Advocate for collaborative solutions (page 136).
• Digital transformation (page 157).
• Developing our people and ensuring their 

wellbeing (page 144).

Governance
• Risk Committee.
• Social and Ethics Committee.

Assurance
Non-independent
• Executive Committee.
• Operational Transformation Committee.
• Group Risk Management function.
• Physician Advisory and Digital Advisory Boards.
• Hospital Association of South Africa.
• Department of Higher Education Training.
• Universities.
• Health and Welfare Sector Education and 

Training Authority.

Independent
• South African Nursing Council.

COVID-19
Caring for COVID-19 patients puts healthcare practitioners 
at risk of infection. Every effort is taken to protect them, 
however, an infection within a nursing team or key 
administration and finance function, could result in patients 
being at risk of poor outcomes, nurses performing duties 
beyond their scope of practice, or business operations 
being disrupted. 

Capitals at risk
• Relationship
• Human and intellectual
• Financial

LINK TO STRATEGIC PILLARS

SP1 SP3

Consistency  
of care

Transformation  
of society

SP4

Organic growth

Material matters
• Deliver outstanding person-centred health and 

care.
• Recognise, protect and invest in our employees, 

doctors and allied healthcare practitioners.
• Recover, defend and grow long-term profitability.

OUR BUSINESS HOW WE CREATE VALUE HOW WE RUN OUR BUSINESS HOW WE PERFORMED ADMINISTRATION
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How we manage risk continued

Availability of electricity supply
(impacts all service platforms)

We depend on a secure and stable national electricity grid to 
provide care to patients 24 hours a day, 365 days a year. 
Cumulative load shedding by the end of August 2020 was 
already 23% worse than in 2019. As of September 2020, Eskom 
had indicated that electricity supply will remain erratic for a 
further 18 months. It has also indicated that it requires 
electricity prices to increase by 25% in real terms for it to 
become sustainable. Fortunately, the National Energy 
Regulator of South Africa has determined that energy can now 
be government-procured from sources other than Eskom. 
More generally, a lack of consistent supply affects multiple 
sectors in SA, negatively impacting investor confidence and an 
already strained economy.

An unstable power grid can result in:
• Disruption to normal business operations.
• Sub-optimal quality patient care.
• Increased costs of operation due to diesel and staff needed 

to limit disruption and maintain care levels.

Opportunity
• Implement solutions to secure the supply of 

electricity, ensuring our ability to operate and 
deliver high-quality care during electricity outages, 
when competitors may not be able to do so.

Our mitigating measures
• Emergency generation capacity (page 181).
• Alternative energy sources (page 182).

Governance
• Risk Committee.
• Social and Ethics Committee.

Assurance
Non-independent
• Executive Committee.
• Sustainability Committee.
• Group Risk Management function.
• External engineering consultants.

Independent
• No independent assurance required.

Capitals at risk
• Relationship
• Natural
• Financial

LINK TO STRATEGIC PILLAR

SP1

Consistency  
of care

Material matters
• Deliver outstanding person-centred health and 

care.
• Recover, defend and grow long-term profitability.
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Water security
(impacts all service platforms)

We depend on a secure and stable water supply to provide 
care to patients 24 hours a day, 365 days a year. The short-
term concerns relating to an aging and fragile municipal water 
infrastructure remain, as do the long-term concerns relating to 
the design of SA’s water system and the impact of climate 
change on the country’s rainfall and water supply. SA’s water 
consumption remains higher than the international 
benchmark, with current forecasts indicating that our water 
demand will exceed supply by 17% by 20301.

Lack of a consistent supply of water can result in:
• Disruption to normal business operations.
• Sub-optimal quality patient care.
• Severe public health threats, resulting in an increased need 

for healthcare due to poor quality water sources and 
disruption to sanitation measures.

Opportunity
• Implement solutions to secure the supply of 

water, ensuring our ability to operate and deliver 
high-quality care during shortages, when 
competitors may not be able to do so.

Our mitigating measures
• Water storage capacity (page 181).
• Develop specific water strategies per facility 

(page 183).

Governance
• Risk Committee.
• Social and Ethics Committee.

Assurance
Non-independent
• Executive Committee.
• Sustainability Committee.
• Group Risk Management function.
• Water scientist.

Independent
• No independent assurance required.

Capitals at risk
• Relationship
• Natural
• Financial

LINK TO STRATEGIC PILLAR

SP1

Consistency  
of care

Material matters
• Deliver outstanding person-centred health 

and care. 
• Recover, defend and grow long-term profitability.

1. McKinsey and Company 2010.
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How we manage risk continued

Appropriately maintained plant and equipment
(impacts all service platforms except Akeso Clinics)

Improper maintenance of plant and equipment poses a risk to 
the safety of patients and employees. It also impacts the quality 
of patient care and our ability to attract and retain healthcare 
specialists and, if not properly managed and mitigated, can 
result in sub-optimal clinical quality outcomes. Of critical 
importance, is the maintenance of our generators and 
uninterrupted power supply systems given the ongoing 
implementation of our digital strategy and the instability of the 
national electrical supply system.

Opportunity
• Maintain a structured asset management system 

aligned to sector best practice to reduce total cost 
of ownership, deliver enhanced stakeholder 
satisfaction and safety, as well as protect our 
brand and reputation.

Our mitigating measures
• Asset Management Improvement Project 

(page 178).

GOVERNANCE
• Risk Committee.
• Audit Committee.
• Consistency of Care Committee.

ASSURANCE
Non-independent
• Executive Committee.
• Procurement Committee.
• Group Risk Management function.
• Asset Management Improvement Project Steering 

Committee.
• Asset Management Shared Services Centre.
• Internal quality review process.
• Health and Welfare Sector Education and Training 

Authority.

Independent
• Group Internal Audit.
• External consultants.

COVID-19
Appropriate and timeous maintenance and repair of critical 
plant and equipment may be at risk should our service 
providers not be able to operate or gain access to 
healthcare facilities where plant and equipment is housed 
due to COVID-19. 

Capitals at risk
• Relationship
• Manufactured
• Financial

LINK TO STRATEGIC PILLARS

SP1 SP4

Consistency  
of care

Organic growth

SP6

Investment

Material matters
• Deliver outstanding person-centred health and 

care.
• Recover, defend and grow long-term profitability.
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