
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.

Netcare Limited Annual Integrated Report 202060



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.

.
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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

LINK TO STRATEGIC PILLARS

SP1 SP2 SP3 SP4 SP6

Consistency  
of care

Disruptive 
innovation

Transformation  
of society

Organic growth Investment

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.
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3 Drive broader access to healthcare, and 
strengthen partnerships to facilitate inclusive 
growth and socioeconomic transformation.

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

Netcare Limited Annual Integrated Report 202063



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
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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
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