
Relationship capital
Our patients
Providing the best and safest person-centred health and care (of body and mind) is central 
to Netcare’s promise to our patients, and underpins our ability to compete and grow in a 
fast-changing healthcare sector. A key focus of our strategy is therefore to provide our patients 
with a consistently high level of care both in terms of quality and safety. This is operationalised 
using an integrated and collaborative approach across all our service platforms, which are 
increasingly digitally enabled and data driven. The following internationally recognised 
healthcare models guide our approach.

The Quadruple Aim¹ 
An international framework that aims to optimise the 
performance of healthcare systems through the 
integration of four critical objectives. The concept was 
first introduced by Berwick and colleagues as the Triple 
Aim, covering care, health and cost – where care refers 
to a patient’s subjective experience of care.
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The Cleveland Clinical Model² 
To deliver care that is person-centred and cares for the 
whole person, we must:
• Put patients first and at the centre of everything we do.
• Recognise patients as individuals and respect that every 

patient’s journey is unique.
• See patients as partners and encourage them to actively 

participate in the decisions and management relating 
to their health and care needs.

• Commit to consistently high-quality care.
• Expand our services to include wellness before and 

after care.

Modifying the value of care equation

Value of care = Outcomes
Cost x Patient experience

• Clinical outcome: the degree to which the clinical event achieved a clinical goal. 
• Cost of the clinical event: total cost charged by care providers.
• Patient experience: the degree to which the patient’s expectation was met. 

1.  Source: Bodenheimer, T., & Sinsky, C. (2014). From Triple to Quadruple Aim: Care of the Patient Requires Care of the Provider. The Annals of Family Medicine, 
12(6), 573–576.

2. Source: Cosgrove, T. (2014). The Cleveland Clinic way – Lessons in excellence. Cleveland Clinic Quality Performance Report available at: http://.clevelandclinic.org/QPR).
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Consistency of care objectives
During the year, the focus of our clinical teams across the Group’s service platforms shifted to prioritise mitigating and 
managing the all-encompassing risk presented by COVID-19 to our employees, doctors and patients. We have reconfigured 
our 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 disaster management as well as OHS and infection prevention 
and control (IPC) policies and procedures. As a result of this immediate concern, some of our longer-term initiatives that are 
not central to our pandemic response were put on hold. Where COVID-19 specific responses have been introduced, we have 
made every effort to ensure that these are compatible with our longer-term objectives. 

Our consistency of care strategy is delivered through the following three operational focus areas. 

�
Value of care, encompassing 

quality outcomes, patient safety, 
patient experience and episode 

cost efficiency.

�
Safety, health, environmental 

sustainability and quality 
management – the SHEQ 

system.

�
Clinical governance.

Our management of COVID-19: 
page 08.

Progress against strategic projects: 
page 68.

Cost efficiency: doctor partnerships 
(page 129) and funders (page: 132).
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Relationship capital continued

Value of care

Perception of care
To drive a person-centred mindset and culture of continual improvement, we are delivering 
interventions that meaningfully support and empower our employees in their interactions with our 
patients, and introducing information management systems, analytics and reporting that provide 
useful and understandable information that is accessible to employees and patients.

Mechanisms that support better patient engagement 
By engaging with Netcare’s patients and their loved ones in a meaningful, caring and understandable way, we enable 
them to partner with us on their journey to health. We remain dedicated to ongoing improvement in this care 
dimension. Direct patient contact and support is achieved using a number of channels: 
• Person-centred care teams in each hospital.
• An online and a post discharge email survey.
• A bespoke complaint management system, CareNet, including an online form with context-specific categories. The 

form accounted for over 1 800 connections with hospital patients during 2020. The per-hospital complaint rate 
dashboard is refreshed every 30 minutes. 

• A customer care team that operates a central contact centre, direct contact with the hospital, regional or corporate 
offices, corporate website and social media platforms. All of these avenues interface with CareNet.

• Strategic initiative  Various digital initiatives that enhance patient experience and perception of care, for example, 
Netcare appointmed™ and pre-admission initiatives (see page 166).

• Patient experience outcomes dashboards per hospital published on the Netcare website, covering a rolling 
12-month period. 

• Patient focus groups and listening forums.

Stakeholder engagement in action 
COVID-19 limited visits to hospitals and nursing units. To accommodate this, our person-centred care team 
conducted telephonic virtual rounds with patients and facilitated contact and communication between patients 
and their loved ones. Person-centred solutions were designed and implemented to ensure that patients felt 
cared for.

Families of critical and end-of-life patients were granted access to see their loved ones, and guidelines 
were developed to help our employees compassionately communicate a patient’s death or deterioration 
over the telephone.

We also developed the Netcare patient communicator – an SMS platform. This service alerts patients 
discharged from a Netcare facility if they have potentially come into contact with a COVID-19 patient, providing 
them with contact information for support services should they develop symptoms.
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2020 performance
• Rolled out the first phase of the person-centred quality 

improvement programme in the Hospital division to 
enable proactive and purposeful engagement with 
patients at key points of contact – hospital reception, 
nursing, pharmacy and customer care teams. Over 
14 weeks (ended November 2020), 115 employees in 
nine hospitals participated in the programme. At the 
end of the first phase, we achieved statistically sound 
improvements in nursing and discharge information 
scores, and a lower number of complaints. An increased 
number of compliments were received across the key 
points of contact. Participants reported improved 
teamwork and a reignited passion for their work and care 
for their colleagues and patients. 

• Launched a number of employee support mechanisms, 
including weekly technical support sessions in each 
hospital to share challenges and brainstorm issues such 
as building a connection with patients and their loved 
ones, and ways of ensuring social distancing in public 
areas. Employees also have access to near real-time data 
of patient experience and how this compares to targets.

• Strategic initiative  Implemented a series of behavioural 
interventions and training workshops on person-centred 
engagement (compassionomics). Target behaviours were 

Looking forward
• Strategic initiative  Roll out a revised patient survey feedback form. 
• Strategic initiative  Continue to enhance patient experience and perception of care using digital solutions 

(for example, improve the search functionality on the Netcare website, improve the user experience of the doctor 
booking functionality, improve the Netcare appointmed™ website design and redesign the patient portal and 
user experience, among others).

• Strategic initiative  Leverage the virtual navigation services, introduced to engage with cancer patients during 
COVID-19, to extend the reach of this care coordinating service.

tracked and compared against behaviours prior to the 
compassionomics initiatives. Feedback was also elicited 
from patients and employees. Both data and feedback 
showed positive results. These interventions support our 
new nurse recognition programme (see page 147).

• Introduced a continuous professional development pilot 
for oncology nurses. The eight-week virtual learning 
programme has proved valuable in gaining a deeper 
insight into leading the way in oncology nursing in SA. 
Nineteen nurses were registered for the programme with 
85% completing the course by the end of July 2020.

• Oncology nurse navigators continued to support patients, 
their doctors and treating teams using virtual platforms. 
The navigators provided patients with COVID-19 
information and provided support to families who had 
lost a loved one.

• Partnered with the Cancer Association of South Africa 
(CANSA) to establish cancer support groups at nine of our 
hospitals. The groups empower patients to participate in 
their cancer treatment journey and provide support to 
cancer survivors, those who have been in remission for 
years and family members and caregivers of individuals 
with cancer.
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Providing you with the best and safest care.

u�Person-centred care that is 
aligned with a patient’s need 
and preferences.

u��Best practice in providing 
care to patients that is proven 
to work.

u��Safest care that protects 
patients from error and harm.

u��Measured using patient 
reported outcome measures 
(PROMs) and patient 
reported experience 
measures (PREMs).

u�Measuring the best time 
when it really matters, the 
best ways that have been 
proven to work, resulting in 
the best possible results.

u��Measured by reporting on 
incidents that result in 
harm to a patient, no matter 
how minor.

Our outcomes are updated annually and are based on a rigorous process aligned with international standards, 
in accordance with good data science practice. Our internal processes for reporting clinical outcomes data are 
well-managed and robust. These are overseen by Consistency of Care Committees at Board and service platform 
levels. The new Clinical Data Council is responsible for coordinating the collection of clinical data across all service 
platforms, ensuring that data collection, reports and analysis align, and ensuring the accuracy and completeness of all 
datasets.

Changes in our clinical outcomes reporting for 2020 include: 
• An improved measure for depression severity improvement (Akeso Clinics), which replaces a 2019 measure.
• 35 new measures added, which are clearly marked. 

Updates for the following measures are not reported and have been deferred to 2021 as development was interrupted 
by COVID-19: the probability of survival for Priority 1 trauma patients, anticipated Priority 3 patient waiting time in the 
Emergency department and the actual to predicted antibiotic consumption measures.

Results in this report may differ from those published in the 2019 clinical outcomes publications in cases where 
additional data became available after publication or where there have been minor changes in methodology. These 
changes have been applied retrospectively to past outcomes and are clearly noted. In most cases, the changes are due 
to previously outsourced actuarial services having been brought in-house. 

The clinical outcomes disclosure that follows provides a summarised overview of our performance in 2020. More detailed 
disclosure, including full indicator descriptions as well as the medical standards used and the systems we employ to 
capture this data, can be found online. 

Relationship capital continued

Clinical performance
The measurement of our clinical performance is central to delivering consistently excellent quality of care outcomes and 
demonstrates our value to patients and funders. Our clinical outcomes data is reported in the three categories outlined below, 
aligned with our purpose.
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Person-centred care
PROMs 

Indicator Measure definition 2020 2019 2018
National Renal Care
A higher score is better.
Physical wellbeing for patients on 
long-term haemodialysis

% of patients who report that their 
physical wellbeing is within the 
recommended range 70.7% 66.7% 67.9%

Mental wellbeing for patients on 
long-term haemodialysis

% of patients who report that their 
mental wellbeing is within the 
recommended range 89.8% 87.2% 88.2%

Akeso Clinics
A higher score is better.
Improvement in symptom severity Measured using the Aw effect size 

(the size of the difference in scores 
between admission and discharge) 
for adult patients. Results over 
0.71 indicate a large improvement

0.848 0.8671 0.8751

Improvement in level of functioning 0.714 0.7331 0.7231

NEW Improvement in depression 
severity 0.875 0.875 0.866
Netcare Cancer Care2

A higher score is better.
NEW Best possible feeling of 
wellbeing 

% of patients reporting the best 
possible feeling of wellbeing, severe 
lack of wellbeing etc.

67.8% – –
NEW Severe discomfort or 
unhappiness 2.6% – –
NEW No pain 85.2% – –
NEW Severe pain 2.3% – –
NEW No distress 79.7% – –
NEW Severe distress 1.8% – –

1. Restated (analytics insourced).
2. Data gathered for April 2020 to September 2020.

2020 performance
Dialysis patients are a particularly high-risk, vulnerable group. As such we continuously encourage them to maintain their 
dialysis prescriptions during COVID-19. Patients are also given access to ICAS – a multi-disciplinary, multi-lingual team of clinical 
psychologists, registered counsellors and social workers – to provide support and alleviate any anxiety and fear they may have 
about COVID-19.

Akeso Clinics introduced a research and development function to focus on clinical outcomes. During the year, the team 
reviewed the treatment programmes that showed higher numbers of relapses and non-compliance for the ‘emerging adult’ 
group of patients and substance misusers. In 2021, the focus will be to revise these programmes to be more relevant and 
impactful.

Our oncology nurse navigators are members of the multi-disciplinary healthcare teams who support and guide cancer 
patients. They use the PROMs to assist the healthcare team to understand how a patient is coping with treatment and 
whether changes need to be made. 492 patients were supported by our navigation programme in the second half of the 
2020 calendar year.

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

Netcare Limited Annual Integrated Report 2020117



PREMs 

Indicator Measure definition 2020 2019 2018
Hospital division
A higher score is better.
Nurses always explain in a way you 
understand

% of patients who rated their 
experience as always² in response to 
each question divided by the number 
of patients that responded to the 
question

67.4% 67.3%1 60.5%1

Nurses always listen carefully 68.4% 68.5%1 61.5%
Nurses always treat you with courtesy 
and respect 77.2% 77.3%1 71.2%
Doctors always explain in a way you 
understand 84.6% 84.2%1 79.6%
Doctors always listen carefully 86.7% 86.3% 81.7%
Doctors always treat you with courtesy 
and respect 90.6% 90.3% 86.2%
Akeso Clinics
A higher score is better.
Nurses always explain in a way you 
understand

% of patients who rated their 
experience as always² in response to 
each question divided by the number 
of patients that responded to the 
question

81.0% 83.5% 83.3%1

Nurses always listen carefully 78.8% 81.5% 81.6%1

Nurses always treat you with courtesy 
and respect 81.1% 84.4% 84.6%1

Doctors always explain in a way you 
understand 92.1% 92.6% 92.3%1

Doctors always listen carefully 92.7% 93.2% 93.0%1

Doctors always treat you with courtesy 
and respect 94.2% 94.3% 94.2%1

National Renal Care3

A higher score is better.
NEW Dialysis centre staff always 
explain in a way you understand % of patients who rated their 

experience as always² in response to 
each question divided by the number 
of patients that responded to the 
question

65.5% – –
NEW Dialysis centre staff always 
listen carefully 68.9% – –
NEW Dialysis centre staff always 
show respect for what you say 70.9% – –

1. Restated (for the Hospital division the restatements are mostly due to additional information received after publication and for Akeso Clinics analytics have been insourced).
2. The response options are always, usually, sometimes and never.
3. Reported for August 2020 (questions ask about a patient’s experience in the last three months).

2020 performance
While most scores remained stable for 2020, the nursing scores for Akeso Clinics decreased by an average of 2.8%. This was 
not entirely due to COVID-19, although patients may have perceived aloofness or less courtesy on the part of nurses as a 
result of social distancing. Looking forward, we will intensify our focus on enhancing patient experience while maintaining 
the COVID-19 precautions that we have worked so hard to put in place to ensure the safety of our patients, employees 
and doctors. 

During the year, National Renal Care transitioned their bi-annual patient experience surveys from paper to an electronic 
version. Unfortunately, survey results have declined. The August survey was conducted during the initial COVID-19 surge, 
potentially contributing to this decline.

Relationship capital continued
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Best practice 
Best results for patients requiring physical rehabilitation 

Indicator Measure definition 2020 2019 2018
Improvement in functional 
independence
A higher score is better.
NEW Stroke

Average improvement in Functional 
Independence Measure (FIM) score 
per week

5.90 3.98 4.24
NEW Acquired brain injury 5.44 5.00 5.09
NEW Spinal cord injury 5.17 4.40 3.66
NEW Amputees 3.40 2.30 3.01
NEW Polytrauma 6.86 6.20 4.60
Patients discharged home
A higher score is better.
NEW Strokes

% discharged to their home 
environment

88.6% 89.3% 89.0%
NEW Acquired brain injury 91.1% 84.0% 89.4%
NEW Spinal cord injury 98.8% 92.4% 92.9%
NEW Amputees 97.0% 92.8% 93.3%

2020 performance
In 2019, there was an increase in severe stroke patients and an increase in their average age, resulting in a slight decrease of 
average FIM gain per week to 3.98. Enhancements in therapy programmes have resulted in an improvement for 2020. Overall, 
a large percentage of rehabilitation patients continued to be successfully reintegrated into their home environment.

Best time for patients needing an ambulance 

Indicator Measure definition 2020 2019 2018
Response time
A lower score is better.
How quickly Netcare 911 responds Median time in minutes  16.40 15.851 15.98
Pain management
A higher score is better.
NEW Managing pain pre-hospital % of patients with pain scores of six or 

higher out of 10 whose pain is reduced 
to less than six

64.4% 61.1% –

Best place for a patient’s condition
A higher score is better.
NEW Best place for Priority 1 trauma 
patients (requiring immediate 
resuscitation and stabilisation) 

% of Priority 1 trauma patients 
transported to Level 1 and 2 accredited 
trauma centres 60.5% – –

NEW Best place for patients with 
cardiac chest pain 

% of patients with cardiac chest pain 
transported to hospitals with a cardiac 
catheter laboratory 81.3% – –

NEW Best place for patients with 
stroke symptoms 

% of patients with stroke symptoms 
transported to hospitals with 
specialised stroke services 60.6% – –

1. Restated to align to data from Netcare 911.
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Netcare Limited Annual Integrated Report 2020119



Relationship capital continued

2020 performance
Several factors increased Netcare 911’s response time during COVID-19, including more time needed to capture a patient’s 
history during the call to understand their COVID-19 exposure risk as well as to don personal protective equipment (PPE) 
and safely enter scenes. This trend is mirrored worldwide1. COVID-19 also had a significant impact on hospital destinations 
due to constrained intensive care unit (ICU) bed availability.

The improvement achieved in managing pain before admission to hospital is due to focused education initiatives and real-time 
assistance provided to Netcare 911 crews.

Best time for patients with severe infections 

Indicator Measure definition 2020 2019 2018
A higher score is better.
How quickly antibiotics are 
administered for severe infections

% of patients who receive their first 
dose of antibiotics within one hour of 
prescription 88.0% 86.0% 84.8%

2020 performance
Improving this indicator remains a priority for our hospital antibiotic stewardship programmes. Compliance in 2020 has 
been the best recorded in seven years and may be due to improvements in the logistics around medication delivery during 
COVID-19.

1. “The Pandemic Arrives: EMS Faces COVID-19 | EMS World,” https://www.emsworld.com/article/1224204/pandemic-arrives-ems-faces-covid-19.

Best results for newborn babies

Indicator Measure definition 2020 2019 2018
A lower score is better.
NEW Necrotising enterocolitis2 
(NEC rates

% of newborns admitted to a neonatal 
ICU who develop NEC 2.7% – –

NEW NEC rates for babies with a birth 
weight of 501 grams to 1 500 grams

% of newborns with a birth weight 
within this range admitted to a 
neonatal ICU who develop NEC 12.1% – –

2.  NEC is a serious disease that can develop in babies when the inner lining of their gut becomes damaged. NEC is more common in very sick or preterm babies. Babies who are 
only fed breastmilk are less likely to develop this disease.

2020 performance
Of our 36 participating hospitals, 33 finalised their neonatal data in time to be included in the Vermont Oxford Network (VON) 
2019 Annual Report, a significant improvement from two in 2018. VON is an international not-for-profit company that collates 
newborn outcomes worldwide.
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Best way for newborn babies 

Indicator Measure definition 2020 2019 2018
Human breastmilk
A higher score is better.
NEW Babies discharged on breastmilk 
only % of neonatal ICU babies 45.2% – –
Number of babies fed with donor 
breastmilk Number of babies 688 593 393
Number of mothers donating their 
excess breastmilk Number of donors 191 209 171
Neonatal hypothermia
A higher score is better.
NEW Temperature on admission 
to a neonatal ICU

% of babies admitted to neonatal ICU 
who were normothermic (36.5°C to 
37.5°C) within the first hour of their 
admission 58.1% – –

Hearing screening
A higher score is better.
Newborns screened in our hospitals % of total live births 66.9% 75.3% –
Newborns referred for further 
testing (%)

% of newborns screened who were 
referred for further testing 13.8% 14.7% –

Newborns referred for further 
testing (number)

Number of newborns referred for 
further testing  2 900  1 105 –

2020 performance
Netcare continued to operate five Ncelisa Human Milk Banks and 37 collection points for mothers to donate excess 
breastmilk. This is provided free of charge to the public and private sectors. The number of newborn babies fed with 
donated breastmilk continues to increase.

Prior to the national lockdown, the percentage of live births screened using the Universal Newborn Hearing Screening formula 
(screening by one month, diagnosis by three months and early intervention started by six months of age) was 79%. During the 
initial surge, screening personnel did not have access to our hospitals, resulting in a reduction in newborns screened. At the 
time of reporting, screening had resumed. The reduction in newborns referred for testing is due to screening personnel 
becoming more proficient in performing the screening tests.

Best way for patients on long-term haemodialysis

Indicator Measure definition 2020 2019 2018
A higher score is better.
Calcium – bone and mineral 
disorder for patients on long-term 
haemodialysis

% of patients whose latest calcium 
results are within the recommended 
range 68.5% 67.6% 68.5%

Phosphates – bone and mineral 
disorder for patients on long-term 
haemodialysis

% of patients whose latest phosphate 
results are within the recommended 
range 48.1% 47.7% 48.8%

Haemoglobin – anaemia for patients 
on long-term haemodialysis

% of patients whose latest 
haemoglobin results are within the 
recommended range 53.8% 52.6% 53.0%

Albumin – nutritional insufficiency for 
patients on long-term haemodialysis

% of patients whose latest albumin 
results are within the recommended 
range 85.8% 85.3% 85.6%
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Netcare Limited Annual Integrated Report 2020121



Relationship capital continued

2020 performance
COVID-19 has affected dialysis patients and dialysis care worldwide. National Renal Care has worked relentlessly to ensure a 
safe environment and continued holistic treatment for our dialysis patients. Working with our doctors and patients, we have 
continued to drive improvement in renal dialysis clinical outcomes.

Safest care
Under-reporting of incidents may have occurred during the first surge given the additional focus required to treat COVID-19 
patients. In addition, the number of admissions reduced and the hospital patient profile changed given the reduction in 
elective surgeries and patient reluctance to seek hospital care. We will continue to monitor these measures to gain a better 
understanding of the COVID-19 impact on delivering the safest care. 

Infection prevention

Indicator Measure definition 2020 2019 2018
A lower score is better.
Any infection acquired in hospital Hospital infections acquired 48 hours 

after admission per 100 admissions  1.01 0.96 0.97
Infected operation wounds Surgical site infections per 100 major 

surgeries (including caesarean-
sections)  0.08 0.11 0.14

Urinary tract infections Catheter associated urinary tract 
infections per 100 catheters inserted 1.09 1.16 1.12

NEW Blood stream infections Catheter associated blood stream 
infections per 100 central lines 
inserted 1.64 – –

2020 performance
COVID-19 highlighted the importance of these measures and we acted swiftly to implement additional IPCs to combat the spread 
of the virus. Additional ultraviolet C robots were procured, reducing disinfection time from two hours to 10 minutes and freeing 
up bed capacity for new patients. The rate of hospital acquired infections increased during the first COVID-19 surge, likely due to 
the changing patient profile. All hospitals are closely monitoring acquired infections as we re-open for elective surgery.

Antibiotic stewardship 

Indicator Measure definition 2020 2019 2018
Use of antibiotics
Use of antibiotics in hospitals Defined daily dose per 100 bed days 96.4 86.8 84.7
Antibiotic prescription review
A higher score is better.
NEW Right antibiotic % of patients receiving the right 

antibiotic for their infection 99.1% 98.0% 98.9%
NEW Right antibiotic dose % of patients receiving the right 

antibiotic dose for their infection 99.1% 99.3% 99.3%
NEW Right antibiotic duration % of patients receiving the right 

antibiotic duration for their infection 98.1% 97.8% 98.3%

2020 performance
Overall antimicrobial consumption for the Hospital division increased during COVID-19. This was a result of decreased patient 
days and increases in severe cases of hospital admissions and the overall utilisation of antibiotics for patients admitted. Going 
forward, the hospital antibiotic stewardship programmes will be strengthened using predictive analytics. 

Compliance across the antibiotic prescription review criteria improved in 2020, implying a decreased need for interventions in 
these important antibiotic stewardship measures. This may be a result of improved relationships between prescribers and 
pharmacists and the inclusion of clinical pharmacists as part of multi-disciplinary teams that decide on a patient’s care.
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Medication safety

Indicator Measure definition 2020 2019 2018
A lower score is better.
Hospital division

Medication incident involving harm to a 
patient per 100 admissions

NEW Medication-related events that 
result in patient harm, no matter how 
minor 0.04 0.02 –
Akeso Clinics
NEW Medication-related events that 
result in patient harm, no matter how 
minor 0.07 0.27 –
Medicross
NEW Medication-related events that 
result in patient harm, no matter how 
minor

Medication incident involving harm to 
a patient per 10 000 visits

0.04 0.04 0.08

2020 performance
Given the increase in medication incidents in the Hospital division, we will focus on improving our identification of the criteria 
that can lead to these to reduce the risk of similar incidents. 

The significant improvement in medication safety at Akeso Clinics was largely due to the implementation of Netcare’s mature 
medication safety programme, providing Akeso Clinics with a consistent high-quality pharmacy service and medicine supply, 
supplemented by a mature and robust safety and incident management system. Lower patient volumes also enabled more 
focused attention to patient care. 
 
Medicross’ improvement between 2018 and 2019 was due to a quality improvement methodology, which provides a platform 
for learning and problem-solving. It also introduces a new approach where two healthcare professionals check that the correct 
medication is drawn up and safely administered for each patient in the treatment room.

Fall prevention

Indicator Measure definition 2020 2019 2018
A lower score is better.
Hospital division

Falls that result in injury per 100 
admissions (patients older than 18)

Falls that result in injury, no matter 
how minor 0.11 0.101 0.101

Akeso Clinics
NEW Falls that result in injury, no 
matter how minor 0.66 0.72 –

1. Restated (aligned with other measures to report per 100 admissions and analytics brought in-house).

2020 performance
In 2019, special attention was paid to reporting fall incidents in the Hospital division. However, gains made were lost due to 
COVID-19. While nurses became accustomed to having to don PPE before entering a patient’s ward, the answering of the call 
bell was at times delayed. During the initial surge, most falls were the result of patients getting out of bed before they could be 
assisted. We will refocus our efforts on this indicator going forward. 

There is no appropriate benchmark for falls in mental healthcare facilities. As we establish a trend for Akeso Clinics, we will 
have a clearer idea of the right policy to adopt.
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Relationship capital continued

Pressure lesion prevention 

Indicator Measure definition 2020 2019 2018
A lower score is better.
Developing a severe pressure lesion Stage III and IV hospital acquired 

pressure lesions (reaching muscle and 
bone) per 100 admissions of three 
days or longer days (patients 18 years 
and older, obstetrics excluded) 0.02 0.021 0.011

1. Restated (aligned with other measures to report per 100 admissions and analytics brought in-house).

Looking forward
• Strategic initiative  Move to more frequent updates of clinical outcomes on our website as this strategic 

imperative matures. 

Safety and health, environmental sustainability and quality 

We are integrating our OHS, environmental sustainability and quality management systems (QMS), 
which previously functioned separately. Key deliverables for 2020 were to create standardised SHEQ 
practices and procedures across our service platforms and to digitise these practices to enable data-
driven SHEQ decision-making. Central to this, is the implementation of a digital system (SafeCyte) to 
manage and document the SHEQ strategy.

SafeCyte will record all OHS interventions Group-wide, digitise our SHEQ risk assessment methodology (including those 
prescribed in the Occupational Health and Safety Act and its related regulations), record all OHS training and support central 
quality and compliance assurance processes.

COVID-19 highlighted the importance of a robust SHEQ system and the need for readily available accurate data. As a result, we 
accelerated the implementation of our new OHS strategy, adapting it where necessary to address the immediate and unique 
concerns brought about by the pandemic. We have ensured that these solutions support our long-term objective to create a 
world-class SHEQ system for the Group. 

We are standardising roles and responsibilities across all service platforms to ensure efficient resource use, appropriate 
staffing and a robust SHEQ organisational design.
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Occupational health and safety
Priority areas for Group-wide COVID-19 OHS management

Risk assessment Occupational 
disease 
management 

Training Appointments and 
committees 

Medical surveillance 

q
Developed a 
comprehensive risk 
assessment 
methodology (aligned 
to the requirements 
of the National 
Department of Health 
(NDoH) and 
Department of Labour) 
to identify COVID-19 
related SHEQ risks and 
implemented controls 
to mitigate these risks. 

q
Implemented a 
structured process to 
manage employees 
who contract 
COVID-19 in line with 
NDoH regulations and 
guidelines. All 
employee COVID-19 
infections are 
reported to the 
Compensation 
Commissioner for 
Occupational Injuries 
and Diseases.

q
Delivered COVID-19 
SHEQ training to all 
employees. This was 
recorded on the 
SafeCyte platform, 
providing a 
comprehensive 
training record for 
future reference.

q
Restructured the OHS 
Committees at facility 
level to ensure a 
focused approach 
to OHS risk 
management and a 
consultative process 
with employees. We 
also digitised formal 
health and safety 
representative 
appointments. 

q
Designed a 
comprehensive medical 
surveillance 
programme for 
COVID-19. This 
included the 
identification, 
examination and 
appropriate 
deployment of 
employees medically 
vulnerable to 
COVID-19.

Quality management 
Maintaining a world-class quality management system through independent certification
Our QMS monitors compliance with processes recognised as delivering the best and safest care.

External independent accreditors u The British Standards Institute (BSI) independently certifies our ISO 9001: 
2015 accreditation, which was awarded in 2018 and again in 2019, covering the 
Hospital division, Netcare Cancer Care (radiotherapy), Netcare 911, Medicross, 
National Renal Care and Netcare Education.

Annual internal quality reviews u These reviews score our documentation, processes and outcomes against set 
standards, and identify areas needing focused improvement. They are 
conducted as self-assessments and independent internal assurance is 
undertaken by a trained team of subject matter experts.

Ongoing detailed consistency of 
care balanced scorecards for each 
service platform 

u Scorecards measure service platform progress against our consistency of care 
strategic objectives and key deliverables.

Office of Health Standards 
Compliance

u We submit annual returns to the Office of Health Standards Compliance and 
comply with the required submission of early warning system indicators. In 
2021, this body will inspect private healthcare institutions against the NDoH’s 
Core Standards.

Annual inspections by Provincial 
Departments of Health

u Inspections take place as part of the licence renewal process.
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Relationship capital continued

2020 performance
COVID-19
• Regularly updated our formal screening protocols at all 

facilities based on lessons learned or new information 
becoming available. All persons entering our facilities are 
screened. 

• Developed guidelines on the issue and use of PPE, 
including the sterilisation and reutilisation of PPE, where 
feasible. Employees, doctors, patients, visitors and 
contractors have access to the guidelines. 

• Trained employees, doctors, allied health professionals 
and other stakeholders across the Group on COVID-19, 
the correct use of PPE and respiratory care. As an added 
measure, pre-shift ‘toolbox talks’ remind employees of 
relevant social distancing, hand hygiene and PPE 
measures. Hospital management received capacity 
training to manage the initial COVID-19 surge. 

• Monitored hand hygiene and mask compliance across the 
Group daily. 

• Opened nine mobile triage units serving as additional 
Emergency departments able to determine the severity of 
a patient’s condition outside of a hospital facility. 

• Introduced ward and individual patient bed registers to 
enhance our tracking and tracing capabilities. 

• Implemented measures to ensure that the Netcare 911 
Emergency Operations Centre can operate from a 
disaster recovery site should a member of the team 
receive a COVID-19 positive result. 

• Engaged with Queen ‘Mamohato Memorial Hospital (our 
public private partnership in Lesotho) on patient care 
pathways and the hospital reconfiguration to manage 
COVID-19, and provided the hospital’s employees with 
PPE and COVID-19 training. We also extended COVID-19 
training to two Ministry of Health and four Christian 
Health Association of Lesotho hospital staff members.

Strategic priorities
• Strategic initiative  Began digitising the five pillars 

of the OHS strategy across all service platforms, 
including the risk assessment methodology for 
COVID-19 and COVID-19 training. The pilot started 
in November 2020. 

• Strategic initiative  Started digitising the 
healthcare risk waste (HCRW) management and 
governance process in the Hospital division to 
ensure optimal waste management, reducing 
landfill waste and HCRW, and increasing recycling 
volumes while maintaining fastidious regulatory 
compliance. 

• Strategic initiative  External ISO 9001:2015 
surveillance audits by BSI were postponed during 
the initial surge. To retain ISO certification these 
audits were conducted as remote reviews to limit 
the need for in-facility audits but have resumed 
as of September 2020. The external audits will 
be completed across all service platforms 
(excluding Akeso Clinics) by the end of March 2021 
and will include our four Netcare-managed 
chemotherapy units. 

Looking forward
• Continue to monitor key metrics on a daily basis related to the COVID-19 resurgence and proactively reintroduce the 

necessary control measures as required. Lessons from the first wave of the pandemic will enable a more rational, 
nuanced and localised approach to COVID-19 management going forward. 

• Strategic initiative  Launch the full SafeCyte system in 2021 and fully digitise the HCRW management and 
governance process across service platforms. 

• Strategic initiative  Start development of a comprehensive digital incident management system to be housed on 
SafeCyte and extend our medical surveillance programme. 

• Resume internal quality reviews across all service platforms, ensuring that all internal quality reviews are conducted 
using the SafeCyte system. 

• Strategic initiative  Institute a standardised and integrated QMS for Akeso Clinics in 2021 and obtain ISO 9001: 2015 
certification for the service platform by 2022.

• Strategic initiative  Obtain further accreditations to ensure quality and safety of care, including Level 1 Acute 
Coronary Syndrome Care accreditation at Netcare Milpark Hospital, Cerebrovascular Care accreditation at Netcare 
Unitas Hospital and Level 1 Trauma accreditation at Netcare Christiaan Barnard Memorial Hospital.
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Accreditation
Group-wide
• British Standards Institution: currently reauditing our ISO 9001:2015 certification (see page 126).
• Netcare Education (registered with the Department of Higher Education): programmes are accredited by 

the Council on Higher Education1, and Netcare Education holds full programme and institutional accreditation by 
the South African Nursing Council (SANC)1.

Hospital division
• 26 Netcare Emergency departments (Level 1 = 3, Level 2 = 5, Level 3 = 18): accredited by the Trauma Society 

of South Africa1. The remaining Emergency departments will be accredited in 2021 (delayed due to COVID-19).  
• Netcare Milpark Hospital Breast Care Centre: re-accredited in 2019 by the National Accreditation Programme 

for Breast Centres (a certification administered by the American College of Surgeons).
• Netcare Park Lane Hospital’s breast MRI and mammography services: accredited by the American College of 

Radiology in 2017 and 2019 respectively.
• Netcare Pretoria East Hospital’s haematology centre: re-accredited in January 2019 by the Joint Accreditation 

Committee for haematopoietic stem cell transplant.

Netcare Cancer Care 
• Four Netcare managed chemotherapy units: re-accredited by the South African Oncology Consortium1.
• Netcare Medical Physics Centre of Excellence: holds ISO/IEC17020:2012 accreditation as an inspection body 

performing quality control on x-ray equipment.
• Dosimeter Services (Pty) Ltd: holds ISO/IEC 17025:2017 accreditation as a testing laboratory.

National Renal Care
• 13 National Renal Care facilities: accredited by the Health Professionals Council of South Africa1 for training 

clinical technology students. 
• 18 National Renal Care facilities: accredited by SANC1 for training nephrology nursing students.

1. South African accreditations.

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

Netcare Limited Annual Integrated Report 2020127



Improving and strengthening our policies governing clinical practice is ongoing work. During the year, 
this entailed enhancing the robustness of our clinical governance framework and promoting a Netcare 
research culture. 

2020 performance
COVID-19
• Implemented a COVID-19 clinical governance structure to identify and manage the clinical risks associated with COVID-19 

(see page 15). 

Strategic priorities
• Strategic initiative  Completed the annual review of the clinical governance framework, including:

 – Reviewing the credentials of all independent healthcare practitioners associated with Netcare.
 – An extensive review of all contracts governing clinical practice across all service platforms and disciplines (including 
for Medicross and Akeso Clinics for the first time). Issued revised contracts for all doctors with admitting and 
practising privileges. 

 – A review of the composition and terms of reference for the Netcare Clinical Practice Committee and other clinical 
governance structures.

• The Netcare Clinical Practice Committee intervened in all transgressions of Netcare policies by independent 
practitioners.

• Strategic initiative  Published research by Netcare employees and clinicians on the Netcare website 
(https://www.netcare.co.za/News-Hub). 

• Strategic initiative  Commissioned a clinical research collaborative with the aim of publishing a number of peer 
reviewed articles and research studies related to COVID-19 clinical outcomes. Ethical approval for these studies has 
been granted and we are finalising the data catalogue that will be used for data capture. 

• Co-authored the NDoH’s COVID-19 Outbreak Management Guidelines and a number of other publications by the 
National Institute of Communicable Diseases. 

Looking forward
• Strategic initiative  Design and implement predictive models (using big data and artificial intelligence (AI)) for 

mortality and the risk of readmission due in 2021 (delayed due to COVID-19). These models will enable the proactive 
management of concerning clinical outcomes. 

• Strategic initiative  Continue to publish COVID-19 related clinical outcomes research in peer review journals. 

Relationship capital continued

Clinical governance
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Doctor partnerships
Improving our value proposition to doctors and meeting their needs 
remains key to our organic growth strategic pillar. During the year, 
new clinical governance structures and methods of engagement were 
introduced to assist our doctors and other healthcare practitioners to 
achieve full compliance with our COVID-19 policies and protocols.

Strategic initiative  A key objective for 2020 was to enhance clinical effectiveness by conducting data-driven engagement with 
doctors based on their personalised clinical information (PCI). PCIs comprise demographic profiling of the doctor’s practice as 
well as clinical outcomes, patient experience scores and elements contributing to total cost per event. The PCI tool informs 
focused conversations with doctors on enhancing efficiencies through evidence-based decision-making. PCIs were made 
available online to hospital managers and updated quarterly during the year but were not issued to doctors due to the impact 
of COVID-19 on the healthcare workforce and clinicians’ practices. Engagement with doctors on their PCIs for the period 
October 2019 to September 2020 will commence in 2021.

Mechanisms that support collaborative 
doctor engagement 
• A comprehensive framework for contractual 

management and governance of healthcare workers 
supported by the Netcare Clinical Practice 
Committee, which reviews clinical matters across 
the Group.

• Physician Advisory Boards in the Hospital division 
and morbidity and mortality meetings.

• PCI tool, which benchmarks doctors against their 
peers on various clinical, patient experience and 
efficiency elements. 

• Netcare Cancer Care’s multi-disciplinary team 
meetings, attended by surgeons and oncologists as 
well as navigators and other healthcare practitioners 
to agree on the care plan for cancer patients. 

• The head practitioner in each primary care facility 
and the Practitioners’ Association – responsible for 
addressing medical and dental matters with primary 
healthcare providers and allied healthcare 
practitioners.

• A National Acute Manager responsible for building 
relationships with nephrologists at National 
Renal Care.

• Forums that support continuous professional 
development across all service platforms.

• Electronic medical records (EMRs), which once fully 
implemented will enable doctors to better 
collaborate across disciplines and remotely access 
patient charts and test results, enabling quicker and 
more informed decision-making and more efficient 

treatment. A Digital Advisory Board (DAB) and 
various specialist DABs give doctors the opportunity 
to provide input on the development of specialised 
CareOn clinical modules (the Hospital division’s 
EMR project).
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Relationship capital continued

Stakeholder engagement  
in action
To provide clinical support to doctors during the 
COVID-19 pandemic, we introduced the following 
interventions:
• A clinical governance structure to oversee the 

clinical management of COVID-19 and support 
structures to ensure that the best and safest 
clinical care is delivered to our patients 
(see page 15).

• 24-hour access to the central Netcare COVID-19 
clinical team.

• 38 Resident Medical Officers, appointed across 
17 hospitals to supplement resident doctors’ 
capacity to treat COVID-19 patients and ensure 
that patient care continues should a doctor 
contract COVID-19. The model supports 
a team-based approach, ensuring the most 
effective use of appropriately qualified doctors in 
the critical care setting, providing 24/7 cover for 
all critical care patients and doctor support by 
ensuring doctors have sufficient down time.

• A newly developed COVID-19 doctor 
communications tool, which delivers key 
messages to all doctors across the service 
platforms.

The rapid changes associated with COVID-19 
treatment required a pragmatic approach to 
proposed treatment guidelines. In April 2020, we 
established a clinical working group, to leverage 
the extensive expertise and vast experience of 
doctors across various disciplines and sub-
disciplines of clinical medicine. This continues to 
ensure our COVID-19 clinical policies, procedures 
and treatment protocols are guided by rational 
scientific approaches, without losing sight of our 
responsibility towards our patients. The working 
group’s first task was to review our proposed 
treatment guideline, specifically pertaining to the 
use of certain drugs for which there is only 
preliminary evidence. We developed a Netcare 
MEURI (monitored emergency use of unregistered 
interventions) framework supported by an 

observational study of the health outcomes of our 
patients treated with these drugs. The MEURI aims 
to ensure that an appropriate clinical care 
guideline and protocol are designed based on the 
best available literature, and provides a framework 
to monitor the use, safety and efficacy of our 
medical therapies. This approach ensures safe 
and ethical care for all our COVID-19 patients 
while simultaneously giving doctors the 
opportunity to improve the current body of 
scientific knowledge. The MEURI framework has 
obtained health research ethics approval and 
75 doctors have agreed to participate.

We engaged with our doctors on the treatment 
of public sector COVID-19 patients, with 125 
Gauteng-based and over 75 Western Cape-based 
Netcare doctors willing to treat these patients. 
Following the considered resumption of certain 
semi-elective and non-essential cases in May 
2020, we engaged with our doctors on measures 
to prevent overcrowding and the appropriate 
social distancing protocols to be applied in their 
consulting rooms, and we provided their rooms 
with cleaning services.
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Looking forward
• Build on enhanced engagement and collaboration with doctors achieved during the initial COVID-19 outbreak. 

This includes building strong relationships with GPs as the gatekeepers of specialist referrals, supporting our 
high-demand service lines.

• Strategic initiative  Continue to actively recruit new doctors to Netcare facilities (target: net 100 doctors). This 
includes engaging with newly qualified specialists and sponsoring registrar and fellowship training to ensure a 
pipeline of practitioners.

• Provide primary healthcare doctors with professional development opportunities in specialised disciplines such as 
diabetes, cardiac care and asthma.

• Leverage our doctor partnerships within the Netcare ecosystem and build professional relationships with independent 
healthcare providers to create a national multi-disciplinary trusted partner network for NetcarePlus (see page 172).

• Strategic initiative  Introduce a professional development course for doctors to help them improve 
patient engagement. Research on the most suitable model, given the changes brought about by COVID-19, 
has already started.

• Use the Resident Medical Officer model to support doctors during the second wave of COVID-19, and evaluate its 
broader implementation post COVID-19.

• Strategic initiative  Achieve 60% doctor participation in Netcare appointmed™.

2020 performance
• Launched Netcare VirtualCare, a secure platform for virtual doctor consultations (see page 170).
• Continued to actively attract additional oncologists to grow our doctor referral base, particularly in coastal regions where 

competitor activity is high. The centralisation of our radiotherapy business will benefit oncologists, providing them with 
secure remote access.

• The use of CareOn in two specialised wards at Netcare Milpark Hospital, enabled doctors to manage patients remotely, 
timeously and effectively during the initial COVID-19 surge.

• Resumed CareOn awareness sessions and user acceptance testing with doctors and healthcare providers at Netcare 
Blaauwberg, Netcare Kuils River and Netcare N1 City hospitals in the Western Cape in September 2020. 

• Prior to the COVID-19 lockdown, National Renal Care had started to introduce its digitisation project to its nephrologists 
and physicians based in KwaZulu-Natal and the Western Cape.

• As part of the Primary Care digitisation project, started activating the doctor diary module. We also liaised with the doctors 
at the nine sites where HealthOne Connect (the service platform’s EMR project) has been implemented on overall user 
experience. Fixes and enhancements based on this feedback are being implemented.

• Established a network of over 1 000 GPs to support our new business, NetcarePlus. 

Doctor recruitment
Granted practising privileges to

113 new doctors 
at our acute and mental health facilities, equating to a 
net gain of 82 doctors (2019: 112 doctors). Of the 
recruited doctors for the Hospital division, 60% practice 
in surgical disciplines. The average age across the base 
of new doctors in the Hospital division is 41. 

Professional development

Held 121 Physician Advisory Board 
meetings, 11 Digital Advisory Board meetings, 
89 emergency and trauma morbidity and 
mortality meetings and 115 emergency and trauma 
medical education meetings (2019: 631 in total).

COVID-19 impacted the number of meetings, however, 
the COVID-19 Clinical Committees and Ethical and 
Surgical Sub-committees, consisting of 444 doctors 
across 51 hospitals, supplemented this shortfall. These 
structures were implemented from March 2020 and 
continue as we enter the second wave. COVID-19 
specific training and clinical engagement, includes 
lectures, presentations at NDoH morbidity and 
mortality meetings and various COVID-19 clinical 
webinars.

Academic support

Provided 10 academic grants to specialists and 
registrars. Six bursaries were provided to physics and 
radiotherapy students as a skills pipeline for Netcare 
Cancer Care (2019: 29 academic grants).
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Relationship capital continued

Funders remain under pressure to manage their claims as their risk pools become more 
weighted to higher risk members. As such, they continue to leverage limited designated service 
provider networks and efficiency discount options to improve pricing from hospital groups in 
return for volume. In addition, funders are encouraging day procedures in day clinics as a means 
to contain costs, impacting acute hospital patient days and theatre cases.

To preserve patient volumes and retain doctors, the Funder Relations team prepares competitive proposals to secure 
participation in identified network opportunities and promote acute hospitals for day procedures. Discount proposals are 
carefully considered to balance patient volumes against Group profitability and margin. The Tariff Committee assesses the 
proposals, ensuring that they are commercially viable.

Funders

Stakeholder engagement 
in action
Engaged with funders on their business 
continuity planning and reimbursement of 
additional costs incurred in the treatment of 
COVID-19 patients. Funders agreed to absorb 
PPE costs for COVID-19 positive patients and 
patients under investigation. Akeso Clinics also 
engaged with funders to identify innovative 
ways to offer mental health services remotely 
during the pandemic.

Mechanisms that support better 
funder engagement
• Day-to-day interventions on patient case 

management.
• Dedicated relationship managers who engage with 

funders on issues including quality outcomes, 
patient experience and utilisation trends.

• Quarterly clinical and quality reports provided as 
per contractual agreements.

• Contract and tariff negotiations.
• EMRs will enhance our ability to provide accurate 

data on quality outcomes and patient safety, 
efficiency measures and cost benchmarking.
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2020 performance
• Strategic initiative  Netcare and National Renal Care 

have regained full representation on two major schemes 
which have returned to an ‘any willing provider’ model 
rather than using only selected providers.

• A major funder accepted a pilot proposal for our 
value-based supportive care service, which improves the 
quality of life of patients with life-threatening illnesses. 
The service is offered at Netcare Pinehaven and Netcare 
Linksfield hospitals.

• Used the Netcare MEURI framework to ensure funders 
pay for high-cost experimental therapeutics used to treat 
COVID-19 patients.

• Strategic initiative  Recommenced engagement with 
funders on quality and efficiency as well as our new 
service offerings and digitisation strategy, over and above 
their quarterly reporting requirements.

• Implementing an electronic health code index for 
specialists to improve our clinical classification and coding 
of diagnoses, symptoms and procedures, supporting 
accurate cost per event comparisons and reducing the 
risk of funder rejections. The index will be integrated 
across the doctor’s portal, SAP and CareOn.

Looking forward
While healthcare providers remain concerned that 
2021 volumes could be negatively impacted by the 
ongoing COVID-19 pandemic, funders are concerned 
about increased utilisation given COVID-19 sequelae 
and the treatment of elective surgical procedures 
postponed in 2020 (see page 91).

In September 2020, the Competition Commission 
granted fund administrators permission to collectively 
negotiate on behalf of multiple restricted schemes and, 
at most, a single open scheme, placing additional 
pressures on healthcare providers. We are conducting 
our own research to understand the implications of 
this directive.

Our focus looking forward will be to:
• Drive cost competitiveness to maintain and grow 

market share.
• Partner with funders on alternative reimbursement 

arrangements (for example, assuming in-hospital 
cost risk).

• Investigate a beneficial model to drive the 
effectiveness of multi-disciplinary teams within our 
cancer centres.

• Strategic initiative  Continue to develop the monthly 
clinical outcomes index covering all service platforms 
to inform quality improvement initiatives and prepare 
Netcare for value-based contracting. As this work 
progresses, we will expand the PCI tool to include 
more specific clinical measures to aid doctor and 
funder engagement.

• Strategic initiative  Use the MEURI framework to 
manage efficiency and cost per event for high-cost 
surgical and ethical items post COVID-19.

• Strategic initiative  Recommence our focus on 
improving the 10 least efficient hospitals in our 
network through initiatives such as the PCI, monthly 
efficiency reporting, improved coding and the 
learnings from the revised clinical governance 
framework implemented to manage COVID-19.

• Partner with doctors in the Primary Care 
division to improve the utilisation of our 
telehealth platform.
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Relationship capital continued

Suppliers
COVID-19 drove an exponential demand for PPE and medicines across the globe that raised 
procurement and supply chain challenges and costs, exacerbated by lockdown measures 
implemented in countries that manufacture PPE and active pharmaceutical ingredients (APIs). 
In addition, the United States and the European Union clamped down on PPE exports to ensure 
that they could first meet their own internal needs.

What our Procurement team was able to achieve during the first wave was extraordinary and demonstrated the agility of 
Netcare’s operations and the strength of our long-term relationships with suppliers. The team located local suppliers able to 
supply the right grade and quality of PPE at the right price. Where necessary, we assisted suppliers to get the appropriate 
accreditation, ensuring that the PPE distributed in our facilities protected our healthcare workers and employees as they 
worked to treat COVID-19 patients.

The team worked closely with the Risk function to develop and update a supply chain risk matrix as new information 
became available. The matrix was distributed to the Netcare Board on a weekly basis during the height of the first wave 
of the pandemic.

Mechanisms that support better 
supplier engagement
• Supplier audits and review, tender processes and 

contract negotiations.
• Conferences and supplier exhibitions as well as 

online supplier surveys.

Governance in action
During the first wave of COVID-19, conventional 
Procurement Committee meetings were replaced by 
other command structures to facilitate agile 
procurement processes that met our governance 
principles. Robust supplier and product vetting and 
meticulous assessment of all certifications were 
undertaken to ensure supply chain risks were managed 
and that product quality was of the highest standard. 
Regular downstream engagement was also critical to 
understand the needs of clinical teams and end users 
and ensure that local products met their expectations. 
In addition, local testing was conducted on selected 
PPE to ensure consistent quality.

Stakeholder  
engagement in action
The readying of our hospitals to accept 
COVID-19 patients and persons under 
investigation required more frequent 
engagement with our key suppliers and 
contractors. The Group Procurement 
department engaged with our suppliers on 
availability of PPE, equipment and APIs, 
associated supply chain challenges, contingency 
strategies to ensure fluid supply and supplier 
business continuity plans. In addition, 
arrangements were made for additional backup 
ventilators, if required. The Procurement team 
also engaged with essential service providers 
(including cleaning, catering, security, waste 
management and laundry) to ensure the 
continuation of essential services during the 
nationwide lockdown. 
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2020 performance
• Reached an agreement with certain suppliers to centrally 

store and provide logistics services for COVID-19 
procured stock to ensure availability of critical items.

• Revised our standard payment terms to secure 
available stock.

• Participated in novel medical device manufacturing to 
bolster critical resources. This area provides opportunities 
to create local jobs.

Preferential procurement and enterprise 
and supplier development: page 139.

Looking forward
• Support the development of a local enterprise 

base for PPE and alternative products.

Procurement

R11.7 billion 
total procurement spend  
(2019: R12.9 billion) of which 

R1.1 billion  
was spent to manage 
COVID-19, including the 
purchase of over 52 million 
surgical and PPE items.

14%

14%

72%

Procurement

n Surgical and PPE (R792 million)

n Equipment (R156 million)

n Ethicals (originator medication) (R149 million)

n Other including testing and general items    
    (R4 million)

CALL
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Relationship capital continued

Society
Access to healthcare

Across the world, COVID-19 has shone a spotlight on public health systems, including the 
proposed policy of NHI in SA. It has also highlighted the need for improved management of 
non-communicable diseases such as diabetes and hypertension, among others, requiring 
primary healthcare to play a central role in public health strategies.

Stakeholder engagement in action
Business for South Africa’s (B4SA) COVID-19 initiative, a collaboration between Business Unity South Africa 
and the Black Business Council, was established to use private sector resources and capacity to support 
government and the public sector in dealing with the pandemic. We are involved in B4SA’s health working 
group, which up to the end of June 2020 met telephonically three times a week to identify solutions to 
support public health. Areas of focus included scaling up COVID-19 testing, assisting to secure the supply 
of medicines, medical equipment and PPE, building a database of resources across both healthcare 
sectors, collecting inpatient admission data to support COVID-19 modelling and analytics, service level 
agreements for referrals from the public to private hospitals and the creation of the Solidarity Fund. This 
work has strengthened our relationships with government, particularly at a provincial level, demonstrating 
that we are able to work well together when pragmatic considerations are foregrounded.

We engaged with government in panel and group discussions and one-on-one sessions at ministerial, 
national and provincial level. We shared our bed and admissions data with the National Institute for 
Communicable Diseases (NICD) and the NDoH as well as with Deloitte and the Actuarial Society of SA 
to inform B4SA’s pandemic model.

In SA, access to quality healthcare still reflects historical imbalances after 26 years of democracy. Netcare fully supports an 
inclusive approach to healthcare and recognises that without addressing the broader healthcare needs of all South Africans, 
we cannot build a sustainable, just and healthy society. Our approach is two pronged; to develop new products and services 
aimed at improving affordability and access to care, and to work with government, our peers and civil society to advance the 
constitutional ideal of universal access to quality healthcare.

The NHI Bill paves the way for the establishment of an NHI Fund, which will purchase services from accredited public and 
private healthcare providers. Meaningful collaboration between the public and private healthcare sectors is needed to ensure 
successful implementation of NHI, balancing SA’s economic realities and the critical need to improve healthcare outcomes at 
a sustainable cost. The private sector’s facilities, healthcare practitioners, capacity, administrative expertise, nurse training 
expertise and training capacity position it to act as a substantive contributor to the progressive realisation of universal 
healthcare access. Based on our work with government during COVID-19, we believe a more pragmatic approach to NHI is to 
leverage the lessons learned over the past year to tackle challenges and deliver access in a progressive manner, starting with 
critical pain points such as primary healthcare and maternity.

COVID-19 has also highlighted the necessity of sustainable private healthcare access. It is clear that the public healthcare 
Rand must stretch as far as possible for those most in need. It is critical that NHI allows private medical schemes to offer 
complimentary services, enabling those who can afford insurance to reduce the burden on government while contributing 
to the public health purse.
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2020 performance
• Launched our first set of products aimed primarily at those who 

are employed but uninsured – vouchers for a physical or virtual 
GP consultation start from as little as R290.

• Learned a number of lessons working with government on the 
COVID-19 response that are valuable in understanding where 
processes need to be established for state contracting of private 
healthcare services. These include better engagement around 
costing and pricing, contracting with independent doctors, and the 
need to develop clear referral pathways between public and private 
sectors and for interoperable IT systems. The strengthening of the 
NHI governance process is another area highlighted for 
improvement.

• Strategic initiative  Through BUSA, the Hospital Association of 
South Africa (HASA) and other sector memberships, we continued to 
engage with government on contracting private resources with a 
universal healthcare focus and to find collaborative solutions to the 
structural weaknesses threatening the healthcare sector.

• Strategic initiative  As a member of the BUSA team leading the NHI 
discussions within the National Economic Development and Labour 
Council (Nedlac), we contributed to the debate on the final content 
of the NHI Bill. The discussions also aimed to address 
misinterpretations, determine the best approach to engage on 
issues and identify potential deadlock breaking mechanisms.

• Continued to participate in the Presidency’s Public Private Growth 
Initiative, where government and business engage on ways to 
facilitate the focused investment plans of leading SA companies and 
identify major enablers and inhibitors to sector growth.

• In partnership with other HASA members, we successfully lobbied 
for the classification of the private healthcare sector as an essential 
service under the Labour Relations Act and are in the process of 
signing the minimum services agreement with organised labour.

• Strategic initiative  Collaborating with the NDoH, the Department of 
Higher Education, Science and Technology, the Health and Welfare 
Sector Education Training Authority (HWSETA), SANC, and HASA, we 
advanced the Presidential Jobs Summit Initiative aimed at producing 
a minimum of 50 000 nurses for the national healthcare system. The 
current and future demand and supply of various categories of 
healthcare professionals is being analysed and the findings will 
inform the implementation strategy.

New business development: page 170.
Board Chair’s review: page 36.

�

Looking forward
• Continue to build on the improved 

relationships forged between the private 
and public healthcare sectors during 
COVID-19 to advance the funding and 
delivery of sustainable quality healthcare 
for more South Africans.

• Strategic initiative  As government 
resumes its work to implement universal 
health coverage for SA, we will continue to 
provide balanced and constructive 
feedback on proposed regulation to 
achieve sustainable solutions and avoid 
missteps with unintended consequences.
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Relationship capital continued

We view ourselves as an integral part of 
transforming SA with a pivotal role in 
ensuring that our society, economy and 
labour market are inclusive and support 
human dignity, equality and fairness. 
COVID-19 has had a devastating effect 
on the lives and livelihoods of many 
South Africans and has exposed the deep 
structural inequalities in our society 
making the transformation imperative 
even more urgent.

Our transformation strategy and initiatives are grounded in 
the principles of social justice, and aim to diversify the 
patterns of ownership, management control, leadership 
and workforce diversity commensurate with provincial and 
national economically active populations (EAPs). We 
exceeded the targets set out in our 2020 employment 
equity plan, with our efforts and performance 
comprehensively covered on page 149.

Given SA’s high unemployment rates, we run a variety of 
internships, workplace experiential learning and 
learnership programmes that enhance employment 
opportunities for the youth, with a permanent employment 
conversion rate of about 97% of those who successfully 
complete their programmes.

Strategic initiative  Netcare is an anchor sponsor of 
the Presidential YES programme. During the year, we 
progressed our commitment to educate and train 
1 000 young unemployed South Africans by 2023, 
supporting their employability, career progression and 
contribution to society. We have also committed to 
employing 85% of successful learners.

To support entrepreneurship and the critical role it plays 
in stimulating inclusive economic growth and employment 
creation, we have programmes that facilitate greater 
inclusion of black-owned and black women-owned 
enterprises in our supply chain and strategic projects. 
Our ESD initiatives create market access for small black-
owned businesses, providing them with a range of financial 
and non-financial support, including early payment terms 
of up to 15 days. In some instances, black entrepreneurs 
(suppliers of pharmaceutical consumables and medical 
equipment), are provided with free rental space at Netcare 
facilities. The performance and growth of each ESD 
beneficiary is monitored and support provided, where 
required. COVID-19 presented opportunities for many of 
our ESD beneficiaries as they offer healthcare-related 
services and products.

While some of our planned transformation initiatives were 
put on hold due to COVID-19, we managed to progress 
the implementation of our 2020 transformation plan. 
These positive gains resulted in a Level 4 B-BBEE rating 
(81.49 points).

Detailed B-BBEE performance: GRI report.

Transformation
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2020 performance
Medical doctors
• Of the 107 newly qualified doctors recruited in our Hospital 

division, 72% are young black doctors. Our hospitals 
continue to provide enterprise development support to 
many newly qualified doctors.

Procurement
• 34.1% (R4.0 billion) of our measurable procurement 

spend was with >51% black-owned enterprises 
(dtic target: 50%) and 21.6% (R2.5 billion) was with 
30% black women-owned businesses (dtic target: 12%, 
internal target: 26%).

• Strategic initiative  7.6% (R882 million) of our 
measurable procurement spend was with QSEs (internal 
target: 9%) and 5.6% (R653 million) was with EMEs 
(internal target: 8%). As an integral measure of our ESD 
programme, 7.5% (R788 million) of our measurable 
procurement spend was with majority black-owned and 
black women-owned QSEs and EMEs (internal target: 
10%), a pleasing result given that in 2018 this equated to 
1.6%.

• 53% (R38 million) of our ESD investment qualified under 
the B-BBEE Codes1, equating to 8.6% of NPAT2 (dtic target: 
3% of NPAT).

• Assisted three ESD beneficiaries negatively impacted by 
the pandemic, including a black women-owned business 
operating a canteen at one of our hospitals and two 
suppliers who were affected by the escalation in 
exchange rates and increased prices of raw materials due 
to high demand. Assistance included temporary price 
adjustments and temporary suspension of loan 
repayments, where required, to help these businesses 
rebuild cash reserves.

• Concluded two third-party agreements (Galelo and First 
National Bank (FNB) Vumela Fund) to offer additional 
support to our ESD partners, providing financial 
management and accounting systems as well as 
structured mentorship and support. First National Bank 
(FNB) has already enrolled two of our ESD partners on 
their 10X Accelerator programme.

1.  Department of Trade, Industry and Competition’s (dtic) revised Broad-based 
Black Economic Empowerment Codes of Good Practice.

2. Net profit after tax (NPAT).

Black doctors

48% of doctors with 
admission privileges are black 
(2019: 46%; 2011: 24%). 

Procurement spend

R11.7 billion  
total procurement spend  
(2019: R12.9 billion).

R11.6 billion  
of our total procurement spend was 
measurable under the B-BBEE Codes 
(2019: R8.5 billion).

86% (R9.9 billion)  
of measurable spend was with B-BBEE 
compliant suppliers (dtic target: 80%)
(2019: 107%).

ESD programme

R71 million  
invested in the ESD programme  
(2019: R65 million).

13 entrepreneurs
accepted onto the ESD programme, 
providing them with access to markets 
and reducing their risk of loan default
(2019: 11).
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Relationship capital continued

My Walk Made with Soul

Strategic initiative  With tonnes of our 
high-quality PVC waste (drip bags, oxygen masks 
and associated tubing), which can only be used 
once in a medical context, ending up in landfills, 
we embarked on the My Walk Made with Soul 
initiative to reuse these non-hazardous and 
uncontaminated products to make school shoes 
for underprivileged children. The school shoes 
are waterproof and 100% recyclable with the 
exception of the laces.

The green solution fulfils our need to manage waste more efficiently, benefiting society at the same time by 
supporting education, job creation and enterprise development, and reducing greenhouse gas emissions. 
The initiative adds to a child’s wellbeing, bolstering confidence and self-esteem, which impacts school 
experience, academic performance and participation in sports. In total, 21 Netcare hospitals are involved in 
the initiative.

The initiative has also created a new value chain; waste transportation from participating Netcare hospitals and 
delivery to the My Walk factory, while ensuring that no contaminated material leaves a healthcare facility. 
Southern Basadi, a women-led business, is the first enterprise development partner to benefit, receiving 
assistance from Netcare to purchase a light delivery vehicle and customised trailer for the sorting and collection 
of the PVC items. We also assisted the business to obtain the relevant licences and registrations required by the 
Department of Environmental Affairs and we provide support on business processes and growth. The work 
provided by the initiative is helping the business to plan for expansion in the future.

�
More than 1 300 

learners at 
Chivirikani Primary 

School in Katlehong 
(Johannesburg) 
were the first to 

receive brand new 
shoes made from 

recycled PVC.

�
Around 15 000 
learners across 

SA received shoes 
during 2020.

�
More than 3 500 

Netcare employees 
were trained 
to separate 

non-hazardous and 
uncontaminated 

PVC items at point 
of generation.

�
Eight additional 
jobs created by 

ESD partner, 
Southern Basadi.
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2020 performance continued

Job creation
• Strategic initiative  Received HWSETA approval to increase 

our total YES complement to 1 074 learners and interns 
(since the inception of the initiative in March 2018). Learners 
are provided with skills development and experiential 
learning opportunities. At the end of September, 865 learners 
had commenced internships and training.

• Strategic initiative  Continued to support the establishment 
of the YES Entrepreneurship Hub in Alexandra Mall, Gauteng. 
The hub’s official opening has been rescheduled for January 
2021¹. We have invested R7 million in the hub, which offers 
business development, access to market and critical skills 
training opportunities. The YES hubs aim to foster centres of 
economic activity and growth within communities.

1. Opening delayed due to the COVID-19 impact on the construction of the hub.

Job preservation: page 102.

YES programme

228 YES learners
employed. This equates to 97%
of the 235 learners who successfully 
completed their YES learnership or internship. 
206 are permanently employed at Netcare.

ESD partnerships

136 jobs sustained
through our ESD partnerships 
(2019: 188).

Hluvuko Designs
Hluvuko Designs started off as an informal sewing 
cooperative to help women in Alexandra, Gauteng, 
gain financial independence. In 2015, Netcare 
entered an ESD partnership with the seven women 
and assisted them to formally register the business. 
At the time, the business’s products were sold 
through an intermediary and the women received 
a fraction of the profits. We then commissioned 
Hluvuko Designs to sew items such as conference 
bags, pillowcases and kangaroo care wraps. The 
wraps are made from high-quality repurposed 
Netcare linen and included in the Netcare baby gift bags to assist mothers with skin-to-skin care for their babies.

In 2019, we arranged training for the women on how to run a factory effectively, which enabled the business to 
get more young women working quickly to keep up with demand. With the outbreak of COVID-19, the business 
was able to quickly scale up its operations to respond to the demand for cloth facemasks. 

�
32 women supported, 
with 19 of them being 

young women.

�
10 000 cloth facemasks 

commissioned by Netcare to 
protect our employees and 

support the business’s growth.

�
Hluvuko Designs is an 
anchor tenant in the 

YES Entrepreneurship  
Hub in Alexandra.
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Given the impact of COVID-19 on our 
workforce, we took the decision to reroute 
part of our corporate social investment (CSI) 
budget to ensure the health and wellbeing of 
our healthcare workers, providing them with 
financial assistance for COVID-19 testing or 
isolation and self-quarantine costs. 

In addition, the Netcare Foundation assisted patients in 
dire need of care during the pandemic, particularly those 
who came to our hospitals and were uninsured and too 
ill to be transferred, and state patients needing urgent 
transplants. This spend of R27 million has been ringfenced 
as a COVID-19 disaster management allocation separate 
to our CSI spend.

Our CSI and the work of the Netcare Foundation is 
aimed at reaching low income earning and unemployed 

Looking forward
• Strategic initiative  Continue to improve procurement spend on QSEs, EMEs and designated suppliers, and gradually 

reduce payment times for small businesses to 10 days.
• Strategic initiative  Implement a structured ESD support programme.
• Strategic initiative  516 unemployed youth will start a Netcare YES programme in nursing or a support services 

vocational programme in 2021.
• Strategic initiative  Identify more opportunities for entrepreneurs and small black businesses, in particular, to 

become part of the My Walk Made with Soul value chain as the initiative matures.

South Africans to provide access to quality healthcare. 
The Netcare Foundation’s person-centred programme 
allocates a coordinator to all beneficiaries of healthcare 
services, to navigate their journey from application and 
doctor assessment to examination, testing and 
hospitalisation as well as post-discharge follow-up and 
care. Our surgical procedures for beneficiaries include 
cleft lip and palate abnormalities, craniofacial anomalies 
and cataracts, and cochlear implants for the hearing 
impaired. Children accepted onto our cleft lip and palate 
programme remain on the programme for life as they 
often need hearing, speech, dentistry and orthodontic 
assessments. 

Our first rape crisis centre, the Albertina Sisulu Centre, 
was opened 19 years ago at Netcare Sunninghill Hospital. 
Our 37 Sexual Assault Crisis Centres have assisted over 
14 000 survivors since 2000. Survivors are treated free of 
charge. During the year, 41% of these survivors were 
under 18 years old and 95% were women. 

Percentage of rape survivors  at Netcare crisis centres younger than 18 years of age 

2016 2017 2018 20192012 2013 2014 20152010 20112006 2007 20082003 2004 20052001 2002 2009
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Relationship capital continued

Force for social good
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Netcare upholds the WHO’s maternal and neonatal care 
view that breastmilk provides immunological benefits for 
all neonates and, more importantly, for at risk neonates 
admitted to a neonatal ICU. More than ever, breastfeeding 
was vital in protecting the health of newborn babies during 
the initial COVID-19 outbreak. Our five Ncelisa Human Milk 
Banks continued operating uninterrupted during 2020 with 
more babies fed than in prior years.

Human breastmilk bank donations: page 121.

The Professor Bongani Mayosi Netcare Clinical Scholarship 
provides bursaries in all branches of academic medicine for 
black South African specialists. It is awarded for a three-
year period for full-time doctoral or post-doctoral research 
work in a chosen field at leading local or overseas 
institutions.

2020 performance
• Rerouted employees working in our CSI department to 

work in the National Joint Operations Centre during the 
pandemic.

• Halted all Netcare Foundation surgical procedures from 
the middle of March 2020 to protect our patients, 
employees and doctors. Procedures resumed in 
September 2020.

• Treated 75 (2019: 125) indigent patients.
• Prior to lockdown, we funded 55 cataract surgeries, three 

cleft lip and palate procedures, seven craniofacial 
procedures and three patients underwent treatment for 
elephantiasis. Three cochlear surgeries for children were 
funded during the year.

• 48% of our CSI spend qualified under the B-BBEE Codes’ 
socioeconomic development pillar, equating to 1.8% of 
NPAT (dtic target: 1% of NPAT with 75% of beneficiaries 
being black). 

Looking forward
• As SA tackles intensifying socioeconomic hardship, 

it is envisaged that donor fatigue and budgetary 
constraints will negatively impact available funding 
for CSI initiatives countrywide.

• Review our strategic priorities for CSI following 
COVID-19.

COVID-19 disaster management

R27 million  
spent to assist our employees and patients in 
dire need of care during the pandemic.

CSI

R18 million  
CSI spend 
(2019: R31 million).

93%  
of our CSI beneficiaries are black people
(2019: 91%).

9%

19%
9%

3%

4%

36%
14%

6%

 Indigent emergency medical service
 Accessible procedures
 Sexual assault
 COVID-19 disaster management
 Community sponsorship
 Bursaries
 Contributions
 Discretionary spend

■ Total babies receiving Ncelisa donor milk
■ Netcare recipients
■ Public sector recipients

Number of babies receiving donor breastmilk

593

688

499

189

483

110

2019 2020
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