






















































































Planet

Our Investments in energy efficiency and 
renewable energy to reduce GHG emissions
With customer demand for data growing at a rapid rate, we are 
striving to optimise power-intensive infrastructure. We have 
introduced smart meters in our network to optimise generator 
runtimes, improve the accuracy of energy billing and identify and 
respond quickly to instances of diesel theft. In 2019, we introduced 
lithium ion (Li-Ion) batteries to radio sites, as these have a longer 
life-expectancy than the  previously used lead-acid batteries. 

We are working closely with our equipment vendors to ensure that 
increased demand for our services and our own business growth 
do not significantly result in increased electricity demand. In 
2019, we made  energy efficiency a key consideration in 
purchasing equipment from our vendors. We have drafted an  
internal information booklet of the most energy-efficient products 
and services, and we have reviewed our suppliers' product and 
service development plans to ensure they take our energy 
efficiency requirements into account. 

Total GHG avoided/reduced in 2019

135 510 mtCO2e
Power optimisation is an important aspect of the design 
specification for new infrastructure, ensuring that each new 
generation of equipment is more energy-efficient than the 
equipment it replaces. We have begun to introduce a range of new 
smart power management technologies across our networks. 

Our energy efficiency projects and initiatives include the following:

	� installed highly efficient single radio access network (SRAN) 
equipment, which allows multiple technologies to be run from 
a single piece of radio hardware within the base station;

	� installing free air-cooling technology as an alternative to air 
conditioning at 90% of our base station sites. Free air cooling 
reduces energy requirements by 2 000–3 500 kWh per year 
per site;

	� deploying hybrid solutions – a combination of diesel 
generators and batteries that cut diesel use by up to  
70% per site; and

	� The majority of new sites are single A/C outdoor cabinets 
since 2016.

Vodacom’s property portfolio has consistently decreased its 
energy consumption since 2012, saving over 34 GWh. This saving 
has been achieved by implementing building automation and 
process optimisation; installation of energy efficient technologies; 
introduction of renewable energies and property rationalisation. 
The replacement of fluorescent lighting with individually 
controlled LED panels within offices has resulted in a  
25% reduction on lighting load, saving 88 MWh per annum. 
Upgrades to the building management system have resulted in 
the automation of processes, resulting in better control of energy 
demands, accurate energy measurements and enhanced energy 
decision making.

Total electricity saved in 2019

13 259 MWh
Although we do not own or lease a large fleet of vehicles, we 
nevertheless monitor the fuel use and we have trained our drivers 
to adopt more fuel-efficient driving practices. 

We also monitor and report on our air travel even though it is not a 
material contributor of our GHG emissions. We encourage our 
employees and service providers to use digital solutions and 
video-conferencing to reduce our carbon footprint from travel.

Total energy costs saved

R137 million
(R127 million in 2018). 

The increase is due to energy 
savings from free cooling and 
energy optimisation 
technologies

Cumulative GHG reductions and avoidance since 
2017 (year in which we started calculating savings): 

286 730 MWh 
of electricity 
These have resulted in over R300 million 
in financial savings since 2017 (unaudited).

GHG emissions reductions

135 510
mtCO2e
this is due to energy 
efficiency initiatives 
implemented

Key performance results include:
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Some of our network cooling systems and air conditioning systems in our offices and shops use refrigerants. We have phased out the use 
of chlorofluorocarbons (CFCs) in most buildings. There is a plan to phase out the use of R22 gas. Free cooling, which substantially reduces 
the energy consumed by air conditioners, has been implemented at 840 further sites during the year.

Our energy management approach focuses on realising efficiencies, and reducing our energy consumption, while switching to alternative 
energy sources where possible, for both our infrastructure and offices.  
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Planet

Vodacom has implemented various projects in all our 
markets over the past 10 years to mitigate our carbon 
emissions, notably the following:

Buildings

�Our office in Century City in 
Cape Town, has one of the largest 
single-roof photovoltaic solar array 
installations in Africa, which 
generates more electricity than the 
building requires.

The Vodacom Site Solution Innovation 
Centre in Midrand is one of the first 
four projects to be 

certified as ‘net zero’ 
under the Green Building Council 
South Africa’s (GBCSA) pilot 
certification programme in South Africa.

�In the office 
environment, energy 
reduction initiatives 
include retrofitting of 
LED lighting, HVAC 
optimisation and 
redesigning offices.

�Changes to air-conditioning systems at our 
Vodacom Century City offices has significantly 
reduced the need for evaporative cooling.

Replaced fluorescent lighting with individually 
controlled LED panels; achieved an approximately 

71% saving in energy consumed by lighting.

Infrastructure

	� To date we have installed 4 712 smart 
metres. Roll out of smart metres is planned and in 
progress at our International operations;

	� We have also introduced IOT enabled ‘smart base 
stations’ in our network to allow for better 
oversight of energy consumption and smart 
controls which can detect false alarms reducing 
the need for call outs;

	� To reduce our reliance on carbon intensive energy 
sources, we promote the use of small-scale 
renewable energy to power our network;

	� We have implemented innovative energy 
solutions such as fuel cells, flow batteries, DC 
power cooling and energy data management 
solutions to reduce energy consumption;

	� Core network energy efficiency initiatives 
include heating, ventilation, air conditioning 
(HVAC) system optimisation, humidity control 
set-point changes and lighting optimisation; 

	� Our supply chain has now included energy 
efficiency requirements for all equipment as part 
of the request for proposal (RFP) process;

	� Extended the useful life of network equipment by 

	� re-introducing more than 170 tons of 
network equipment into the network;

	� In our data centres, cooling loads were removed 
from evaporative cooling systems and are being 
supplied by air cooled chillers; and

	� Retrofitted our base station sites with free cooling 
solutions.
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Energy and climate risks and 
mitigation, and opportunities
Vodacom’s Risk Management Committee 
oversees the identification, assessment and 
mitigation of principal risks faced by the 
business in all our markets, including 
environmental risks. Each market is 
responsible for identifying their respective 
risks and implementing control and 
mitigation actions. Vodacom’s climate 
change risks and opportunities are reviewed 
in our CDP report.

Power Purchase Agreement
Vodacom signed a Purchase Power Agreement 
(PPA) with an Independent Power Producer (IPP) 
to facilitate the supply of renewable energy to 
power Vodacom infrastructure and facilities in 
South Africa (Nelson Mandela Bay). The PPA 
covers 36 base station sites and has the potential 
to reduce GHG emissions by 15% on an annual 
basis in the region. The sources used to generate 
energy through this PPA include a variation of 
wind and solar energy. 

Optimising heat ventilation 
and air-conditioning at our 
Midrand Campus
Vodacom has replaced inefficient air-conditioning 
chiller plants at the Midrand Campus in 
South Africa and upgraded HVAC systems 
to increase energy efficiency. The new air 
conditioning system has been implemented in 
five of the campus buildings and are centrally 
controlled as part of the overarching building 
management system. This enables each building 
to customise its cooling requirements, which has 
significantly reduced energy consumption for 
cooling purposes. The new system has achieved 
an estimated 5% saving on energy consumed by 
the HVAC system per building irrespective 
of increased occupancy levels.

�We provide technology solutions for 
monitoring water and energy consumption, 
which highlights wastage through excessive 
or abnormal usage combined with 
intervention indicators. 

Customers

Our IoT solutions enable objects or devices such 
as cars, traffic or streetlights and buildings to send 
and receive real-time information via our network. 
This information enables our enterprise and 
business customers to gain insight into how their 
resources are being used. This in turn can help 
them to cut costs and carbon emissions by 
reducing their energy and fuel use and improving 
the efficiency of their operations.

�Our diesel tank monitoring 
solution provides early warning of 
possible leaks enabling enterprises 
to act timeously to limit the loss 
and avoid the environmental 
impact of diesel flow into the 
ecosystem.

The PPA covers

36 base 
station sites

and has the potential to reduce 
GHG emissions by 15% on an 

annual basis in the region
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In some of our operating markets, we have 
experienced an uneven distribution of 
rainfall and alternating periods of droughts 
and floods, which has affected water 
availability. This trend is expected to 
increase as a result of climate change 
risks.

Water efficiency initiatives
Although Vodacom has a relatively low 
water footprint, as a business we are 
keenly water conscious. We have invested 
in various water-wise practices and 
initiatives in all our markets to reduce 
water consumption and increase 
efficiency. These include: installing 
rainwater and ground water harvesting at 
our offices; introducing changes to the 
water reticulation system in our offices; 
and planting water-wise and indigenous 
plants at our facilities. 

South Africa has been experiencing 
serious drought since 2015, with 
associated crop losses, water restrictions 
and impacts on food and water security.  
In an effort to address water scarcity 
challenges in South Africa, Vodacom has 
partnered with government in the 
following initiatives:

In the DRC, Vodacom partnered with a local NGO  
to acquire an osmosis unit to purify a water well, 
facilitating access to drinking water in Tshiamilemba 
camp and surroundings in the DRC. Communities  
in the area were denied access to drinking water  
as the subsoil was affected by mining activity.  
We used a digital osmosis unit to provide fresh 
drinking water to households, benefitting more  
than 8 000 community members. Vodacom also 
rehabilitated a water borehole in the DRC enabling 
9 000 people in disadvantaged community to have 
access to potable water.

Water efficiency in our 
Cape Town offices
The Western Cape has been experiencing drought 
for the past few years, however in 2019, the 
province experienced a real threat whereby dams 
had reached very low levels of water with 
a possibility of reaching day zero (drying of all 
water supplies). In responding to this, Vodacom 
partnered with Bidvest Facilities Management to 
implement various projects to reduce water 
consumption and explore alternative water supplies 
through the following initiatives: 

	� Retrofitting urinals in the bathrooms;
	� Installation of short cycle aerators for bathroom 

taps;
	� Internal awareness campaigns on water savings 

and efficiency; 
	� 60% of HVAC load was transferred from an 

evaporative system to an air-cooled system; and
	� Established a Water Crisis Steering Committee to 

provide a response and action plan which aims 
to assist affected employees and their families, 
communities and customers across the country, 
to reduce levels of water usage.

For the provisioning of alternative water supply to 
offices, we introduced a ground water harvesting 
project at Century City and sunk a borehole at 
Techno Centre. The water collected is extensively 
filtered to drinking water standard.

Key outcomes:
	� The HVAC project delivered the most significant 

savings with a daily savings of 17 kilolitres (kl);
	� The Century City ground water harvesting 

project reduced our daily municipal 
consumption from 17kl to 2kl per day; and

	� The Techno Centre borehole project reduced our 
average daily consumption from municipal 
supply from 30kl to 2kl per day.
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	� In response to the water shortages experienced in the Western 
and Eastern Cape in 2019, Vodacom Foundation spent  
R6 million on alleviating water shortages in schools. A total  
of 165 159 bottles of water were delivered to more than  
90 Vodacom supported schools in Eastern Cape and  
Western Cape;

	� We worked closely with the City of Cape Town in developing 
an IoT water dispenser for communities in anticipation of day 
zero as a result of the drought experienced in the province;

	�� We partnered with the Water Research Council to send water 
savings SMS notifications encouraging responsible water use 
and promoting water saving to over 6 million customers in 
the Western and Eastern Cape regions; 

	� We implemented water boreholes at four schools and one 
ECD centre and we provided a Smart Utilities Management 
Service through IoT that helps municipalities to monitor and 
manage water leakages.

Water-wise solutions and practices

Planet
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Key outcomes of e-waste collection and management initiatives:

The ICT sector is a significant source, both directly and indirectly of electronic-waste (e-waste) 
including mobile handsets and electrical accessories, network equipment (such as air-conditioning 
units, batteries, generators, and other ‘mixed-waste’) and end-of-life ICT equipment. We have 
embedded the principles of reduce, reuse and recycle across our operations and we engage across our 
value chain to identify opportunities to improve efficiencies and reduce e-waste and general waste.

What we do to reduce e-waste
Vodacom’s Group policy on waste management prioritises the reuse or recycling of e-waste in a safe 
and responsible manner. All our local markets are required to keep records of their e-waste equipment 
and to use strictly selected and audited recycling suppliers. 

As we continue to promote digital inclusion and move into the fourth industrial revolution, the 
volume of e-waste is expected to increase. Responsible e-waste collection and management provides 
a valuable opportunity for income generation associated with the collection, recycling and re-use of 
materials.

364 
tonnes
(97% network equipment; 
3% scrap mobile phones) 
of e-waste has been 
collected, extracted for 
valuable components 
and disposed of in a safe 
and responsible manner 
in 2019.

203 
tonnes
203 tonnes of 
e-waste materials 
have been recycled 
and re-sold at a low 
cost in an attempt 
to bridge the digital 
divide in 2019.

Through our 
ongoing e-waste 
management in 
South Africa, we 
have partnered 
with

three 
SMME
e-waste handlers 
in 2019.

596 
tonnes
batteries disposed 
of in a safe and 
responsible 
manner in 2019.

Reducing waste

What we do to reduce general waste
In 2019, we prevented 38 tonnes of waste being sent to landfill by implementing 
a polystyrene baling operation at our head office in South Africa. This involves 
compressing used polystyrene containers to reduce the volume. This material is 
then repurposed for various applications. We also convert food waste from 
canteens into compost; 34 tonnes of waste from our canteens was composted 
this year and used to fertilise our gardens. 

Plastic is becoming one of our planet’s greatest environmental challenges, 
causing escalating harm to our oceans, livestock and food chain. Vodacom is 
committed to reducing our contribution to this plight; in 2019, we have focused 
on removing single use plastic in our offices through the following initiatives:

	� implemented a no straw policy by removing all straws in our sitting and 
eating areas;

	� replaced plastic stirrers with biodegradable alternative wooden stirrers; and 

	� agreed with our suppliers to change the take away polystyrene containers to 
boxes. 

In the retail space, Vodacom has phased out plastic bags in stores and replaced 
them with paper bags.

Vodacom becomes 
the first Telco in 
South Africa to ban 
plastic bags in stores
As part of efforts to combat environmental 
pollution and reduce our environmental 
impact, in 2019 Vodacom became South 
Africa’s first telecommunications company 
to ban the issuing of plastic bags to 
customers in stores. We replaced plastic 
bags with brown paper bags, which are 
comparatively less harmful to the 
environment. Plastic is not biodegradable 
and typically ends up at a landfill where it is 
buried, leaching out harmful chemicals into 
the soil and ground water, or in the ocean 
where it harms marine life. 

47
Vodacom Group Limited 

Sustainability report 2019 
for the year ended 31 March 2019



Environmental management 
Vodacom’s material environmental impacts are 
mainly from the consumption of energy 
resources for operating the business. We affect 
the environment through the operation of 
technical and non-technical infrastructure, 
facilities, equipment and office resources. 
Vodacom is compliant to all laws and regulations 
related to environmental management. 
Accordingly, none of our operations were 
prosecuted for any environmental fines 
or offences in 2019. 

In 2019, we adopted the Vodafone 
Redlovesgreen programme to support our efforts 
to involve employees in our sustainability 
initiatives. The main objective is to develop a 
culture in the organisation of reducing the 
consumption of natural resources in the office 
environment and at home. Through the 
Redlovesgreen programme, our sustainability 
champions hold peer-to-peer discussions with 
employees across the organisation on 
sustainability-related issues. We engage with our 
employees through various initiatives such as the 
“lunch and chat sustainability” forum to 
encourage them to actively reduce their 
carbon footprint. 

In the DRC, we have implemented various 
initiatives to drive employee involvement in 
environmental management. These include 
raising general awareness through workshops 
and internal communication and training on 
sustainable farming. 

Environmental Management 
System (EMS)
In 2019, we set operational targets and 
continued to implement Environmental 
Management Systems (EMS) across our markets. 
The EMS outlines our processes for identifying 
environmental risks and implementing action 
plans to mitigate the environmental impacts of 
our activities. This approach has ensured that we 
reduce costs through increased efficiencies, 

improve environmental compliance, reduce costs 
associated with monitoring our performance, 
energy usage, and waste disposal. Our internal 
audit process assesses compliance with the 
requirements of our environmental management 
standards. During 2018, Vodacom started 
transitioning from ISO14001:2004 certification 
standard to the new ISO14001:2015 standard. 
Bureau Veritas, an external organisation, verified 
the ISO14001:2015 certification obtained by 
Vodacom South Africa.

Compliance with environmental 
legislation
We regularly monitor review all new and 
proposed environmental legislation, regulations 
and policies to assess the potential impact on 
our business and operations. This year we 
witnessed the promulgation of a number of new 
and amended regulations in terms of relevant 
Acts. We assess the impact of these legislative 
changes on our business activities and identify 
the most significant impacts through our internal 
compliance system and external audits. Our legal 
compliance team established a compliance 
system for flexibility to address or promptly 
respond to new mandates and legislations. This 
year, none or our operations were prosecuted for 
an environmental fine or offence.

Electromagnetic fields (EMF)
Vodacom has been developing and improving 
mobile technology since the very first mobile 
phone call over 25 years ago. Protecting the 
health and safety of our customers and the public 
has always been a priority. Mobile devices and the 
masts that make them work operate well within 
guideline safety limits. According to the World 
Health Organization (WHO), there is no evidence 
that suggests that these pose any risk to human 
health. Following thousands of scientific research 
studies on this issue over several decades, public 
concern has diminished. Nevertheless, we 
recognise that some people remain concerned 
and we continue to monitor, support and publish 
links to the latest scientific research.
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Good practice and reporting
The  Carbon Disclosure Project (CDP) is an investor-led initiative that focuses investors, companies and cities on taking urgent action to 
build a truly sustainable economy by measuring and understanding their environmental impact. Since 2010, Vodacom Group has been 
reporting annually to the CDP and been recognised consistently over the years as a leader in the telecommunications sector in South Africa. 
This year, Vodacom scored a B, one level down from an A last year. Vodacom retains the leader position in the telecoms environment 
despite the level decline.

Vodacom reports to the FTSE4Good index series on an annual basis. The FTSE4Good index series is designed to measure the performance 
of companies demonstrating strong Environmental, Social and Governance (ESG) practices. Following the December 2018 index review, 
Vodacom Group remains a constituent of the FTSE4Good index series.

Social investment in disaster 
relief – Mozambique Cyclone 
Idai
In March 2019, the tropical cyclone Idai caused 
catastrophic damage in Mozambique, Zimbabwe, and 
Malawi, affecting more than 3 million people and 
leaving more than 1 000 people dead and thousands 
missing. Mozambique was the most affected by this 
storm; 1.85 million people were left displaced, with 
more than 800 deaths and more than 1 600 injuries 
recorded. Beira in Northern part of Mozambique, was 
especially affected; approximately 90% of the city's 
infrastructure was destroyed by the storm, affecting 
health and education facilities and thousands of 
acres of crops, which will significantly affect food 
security in the country. Vodacom with Vodafone 
contributed US$1 million towards Mozambique relief 
efforts that will assist in the restoration of 
infrastructure in that country. 

Partnering to promote environmental ‘good’
	� In South Africa, we rolled out waste separation bins at four 

Vodacom Foundation supported schools and one early 
childhood development centre in Limpopo in support of the 
Department of Environmental Affairs' ThumaMina Good Green 
Deeds programme;

	� Our employees in the Eastern Cape were involved in the 
cleaning campaign during the launch of the ThumaMina 
Good Green Deeds;

	� In the DRC, we promote environmental education for learners 
in schools by organising visits to Texaf Bilembo, a space 
museum in Kinshasa that offers educational workshops 
on sustainable development and the environment;

	� In Mozambique, we partnered to encourage schools to 
include environmental management lessons as part of their 
curriculum. We further provided learning material on 
environmental management in the schools and also train the 
teachers on environmental protection; and

	� In the DRC, we sponsored the publication of a scientific review 
book on Geographic Information System (GIS) remote sensing 
modelling and geoscience in partnership with a University 
centre of climate change research in DRC. The scientific 
journal aims to promote climate change mitigation and 
adaptation measures. 
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People

Our success as a business is underpinned by a capable 
and engaged workforce that adheres to Vodacom’s 
values and code of conduct. To realise our vision of 
becoming a leading digital company, we foster a high 
performance culture that embraces innovation and 
opportunity, agility and teamwork, and inclusivity and 
diversity. Our operating model and skills development 
initiatives are designed to support agile business 
transformation.

Our people
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Vodacom retains Top Employer certification
In 2019, all our operating markets; South Africa, the DRC, Lesotho, Mozambique 
and Tanzania were recognised as Top Employers. In addition, Vodacom was 
certified as continental employer earning the Top Employer Africa accolade. In 
2019, the certification led to an improvement in our ranking to number 6, up 
from number 9 in the previous year; as well as rising up as industry leader in the 
ICT sector.

Engaging with our employees
Vodacom implements action plans that promote employee engagement around the brand, our business, products and 
services, and help us to improve our understanding and response to employee issues of concern and interest.  
We undertake an annual survey that collates insights on employee engagement and measures job satisfaction. In 2019, 
78% of Vodacom employees participated in this study. 
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	 Year 	 Total

2019 7 746

2018 7 554

Employees

	 Year 	 Total

2019 3 932

2018 1 750

Contractors

Total

11 678

9 304

Our workforce performance indicators 2019 2018

Number of full-time permanent employees 7 746 7 554
Engagement Index – People Survey (%) 78 78
Employee turnover† (%) 8 9
Women representation in senior management† (%) 32 35
Black representation in senior management* (%) 59 56
Ratio of average basic salary of men to women* (times) 1.3:1 1.3:1
Total training spend (Rm) 544 287

*	 Vodacom Group and Vodacom South Africa only.
†	 Vodacom Group (South Africa, Tanzania, the DRC, Mozambique and Lesotho). 
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In preparing our employees for a digital future, we 
are introducing advanced technologies to 
transform the way we work, digitising processes in 
the workplace that facilitate rapid learning and 
improved outcomes, promoting a high 
performance culture and an engaging digital 
customer experience. This is central to delivering 
excellent customer service with ‘simplicity’ and 
‘trust’. We engage our workforce in interactive 
innovative learning exercises that promote 
creativity and agility in solving business challenges 
and realising opportunities.

Empowering our employees with 
digital skills
Across the Group, we are aligning the development 
of digital capabilities and leadership skills with our 
Vision 2020 business strategy. In 2019, we 
provided digital skills training for employees 
through the following principal initiatives:

	� Digital business essentials – this is an 
online course for employees that is delivered 
through Vodafone University, comprising six 
modules on digital business; in South Africa, 
68.3% of our workforce complement have 
completed the programme; 

	� Digital skills and learning culture – this 
online course focuses on agile training; in 
2019, more than 5 000 employees completed 
this course; and

	� Data science – we have invested R3 million 
in training employees on coding, data analytics 
and data science; in 2019, 20 employees 
completed the eight-week programme.

Accelerating skills and a learning 
culture
In seeking to attract, develop and retain talent, the 
following are key initiatives.

	� Discover graduate programme:  We appoint 
the best young talent from universities across 
all markets to participate in this two-year 
programme, which is designed to nurture the 
future generation of Vodacom leaders. This year, 
we appointed 112 graduates. We align the 
graduate appointments with strategic skills sets 
that include data analytics, Cloud, IoT and 
digital marketing amongst others; 
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	� Columbus graduate programme: This 
global two-year programme within Vodafone 
provides our graduates with working experience 
and placement opportunities in markets 
outside their local markets. This year, one 
graduate moved to Turkey in the field of 
Technology;

	� �Interns, learners and bursars: This year we 
invested R11.5 million on training 164 young 
people, including 50 disabled youths who are 
currently employed by Vodacom as interns and 
learners. In 2019, 45 learners secured 
employment. We also invested R12 million on 
student bursaries for 120 external students. In 
DRC, through our EXETAT scholarship 
programme we supported 50 students with 
their university studies;

	� International development programme: 
The International Development Project is a 
global programme that integrates a number of 
short-term programmes into one consistent 
global approach. Participants, who are primarily 
senior managers and professional staff, are 
given the opportunity to travel to another 
Vodafone operation across the globe;

	� Rotation programme: We offer employees 
developmental opportunities through 
temporary assignments (three to six months) in 
a different role at the same job grade within the 
Company. These rotations promote 
collaboration and innovation across functional 
areas, and enable us to strengthen our 
succession pipeline. This year, we had 100 
rotation assignments in South Africa;

	� Cross-functional talent forum: We have 
established a cross-functional talent forum that 
convenes annually. This new Vodacom initiative 
demonstrates our integrated approach to talent 
management; and 

	� Career connect: To promote awareness 
among our employees on career opportunities 
within Vodacom, we host additional career 
exhibitions which involves significant business 
unit participate. 

People
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Promoting leadership development 
In seeking to increase our leadership capabilities, in 2019 
we invested R27 million in our various leadership 
development courses.

	� Ascend: Aimed at middle management, this programme 
provides participants with knowledge, skills and techniques 
that will equip them to assume management and leadership 
positions within Vodacom;

	� Vodacom advanced executive programme (VAEP):  
Designed to improve talented employees’ leadership, 
business and innovation skills through both theoretical and 
practical experience, VAEP promotes the sharing of 
experiences and development of a network of empowered 
to strengthen our business;

	� Leadership essentials: This initiative provides all people 
leaders across the business with a common understanding 
of the roles and responsibilities expected of them;

	 �Harvard senior executive programme: Aimed at senior 
executives and delivered in partnership with Gordon Institute 
of Business Science, this programme explores the practices 
of successful business leaders in local, regional and global 
markets;

	 �Leading in a digital economy: This programme is also 
aimed at selected senior executives and delivered in 
partnership with Gordon Institute of Business Science. It 
includes a visit to top digital organisations in Silicon Valley; 
and

	� Servant leadership: In 2019, Vodacom trained  
144 employees on servant leadership – a leadership 
philosophy in which the main goal of the leader is to serve – 
which is key in delivering our digital strategy. 

Total training spend

R544 million
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Vodacom is committed to creating an inclusive work environment 
that respects, values and celebrates people’s unique traits. 
Our ambitious approach focuses on promoting gender equality and 
developing a pipeline of diverse talent. In promoting inclusivity, 
Vodacom supports lesbian, gay, bisexual, and transgender (LGBT) 
people in the workplace. 

In South Africa, we continue to promote transformation and 
improve our employment equity performance. In 2019, Vodacom’s 
skills development expenditure on black employees totalled 
R370 million, of which R153 million was on black female 
employees. Vodacom also invested more than R10 million in the 
development of black young people living with disabilities. Black 
representation in the workforce in South Africa is 76%, with 59% at 
senior management level and 67% at Executive committee level.

Employment Equity Performance 
against ICT Sector Code for SA 2019 2018 Target

Black senior managers 1.12 1.05 2
Black middle managers 1.17 1.14 2
Black junior managers 0.71 0.67 1
Disability 2.00 1.23 2
Employment equity score 6.56 5.56 6
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People

Creating a diverse and inclusive 
working environment

Promoting gender 
equality in the 
workplace
Vodacom’s commitment to 
promoting gender equality 
in the workplace is 
reinforced by our 
membership since 
October 2017 of the 30% 
Club – a group of Chairs and 
CEOs committed to better 
gender balance through 
voluntary action. The 
representation of women 
remains a challenge for our 
business and for the 
broader telecoms sector. In 
South Africa, women 
account for 43.4% of our 
workforce, with 35.6% at 
senior management level. 
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Vodacom implements training and development 
programmes aimed at supporting and 
empowering women in the workplace. The key 
initiatives and outcomes during 2019 are outlined 
below.
Women in leadership programme

Delivered through the North West University, this programme aims 
to prepare women for leadership roles. In 2019, 114 female 
employees completed the programme. To date 10 graduates have 
been promoted to leadership positions at Vodacom.

Female leaders programme

Develops talented female graduates in the areas of commercial 
and technology and prepares them for strategic roles. In 2019,  
19 graduates were placed in strategic roles.

Reconnect programme

Aims to attract and re-engage talented experienced individuals 
(male and female) who have been away from the corporate 
business world for an extended period. In 2019, 19 employees 
returned to the workplace as a result of this programme.

Maternity support programme

We offer six months fully paid maternity leave, or 16 weeks fully 
paid maternity leave with an option of working 30 hours per week 
for six months on return from maternity leave. Since inception in 
2018, the programme has reached 118 women.

In 2019, Vodacom’s gender empowerment drive 
was recognised amongst the best at the sixth 
Annual Gender Mainstreaming Awards. Vodacom 
received the following awards:

2nd place
	 �Women on Boards;

	 �Mainstreaming Gender and 
Disability Category;

	 �Women Empowerment in the 
Workplace; and

	 �Empowerment of Women in 
the Community.

3
1 2

3rd place
	 �Women on Executive 

Committees in 
Multinationals3

1 2

Overall winner
	 �Investing in young women;  

and

	 �Diversity and Transformation.

Representation of women in 
senior management 2019 2018

South Africa 34.6% 33.2%
Mozambique 36.2% 38.6%
DRC 17.9% 17.0%*
Tanzania 41.2% 42.9%
Lesotho 28.6% 25.0%

31.7% 31.3%

*	� DRC 2018 women representation percentage incorrectly stated as 35% instead 
of 17%.

Vodacom aims to increase the representation of women at all 
levels in the business by implementing initiatives that promote 
gender diversity. In 2019, 48% of our graduates placed in 
permanent positions were female and of the graduates appointed 
in technology related positions, 21% were female.
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Maintaining a safe working environment is one of 
our most fundamental responsibilities within 
Vodacom. Vodacom thrives to be a leader in safety 
standards, practices and performance. Our 
commitment to safety extends beyond employees  
to our contractors and suppliers’ employees and 
contractors. 

Our safety focus areas and 
developments
Our safety strategy focuses on the most significant 
risks for people working in operational roles in our 
businesses. These risks are related to road risk; 
working with electricity; working at height; laying 
cables in the ground; and the management and 
control of suppliers.

The Vodacom Absolute Rules on safety focus on 
risks that pose the greatest potential to cause 
harm to anyone working for or on behalf of 
Vodacom. In addition, our Supplier Group Policy on 
Health, Safety and Wellbeing sets out additional 
safety requirements at an operating level, 
particularly for high-risk activities. 

Road risk remains our principal risk, especially 
relating to contractors, who accounted for 70% of 
road incidents reported in 2019. In 2019, we 

hosted two supplier forums to educate suppliers 
on health and safety matters.  

The Road Guardian system implemented in 
Mozambique and Lesotho relies on an online 
platform to assist in monitoring and managing 
health and safety incidents. The system now 
includes a consequence management and 
incident management system, which has 
significantly improved driver behaviour. The driver 
behaviour scorecard is summarised below. We plan 
to introduce the system at our DRC and Tanzania 
operations.

2019 2018 2017

Driver behaviour 
scorecard 99 84 66

Safety performance 
We regret to report the tragic loss of life of a 
Vodacom contractor who was electrocuted 
while installing aerial line fibre in Mozambique, on 
7 December 2018. To prevent a repeat incident of 
this nature, we are reviewing our risk assessment 
and safety procedures for work in proximity of 
electrical installations.

People

Maintaining a safe working 
environment
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Labour rights and relations
Vodacom is committed to internationally acceptable human rights 
standards in its employment practices at all of its operations. Ethical 
best practice and internationally accepted human rights principles 
are adhered to as a minimum at all times, with considerations to 
national laws. The Group’s management of human rights issues is 
based on the totality of our efforts as the Group is committed to the 
highest standards of business integrity, ethical values and 
professionalism in all its activities. We are committed to protecting 
employees’ right to have their dignity respected.  Working conditions 
and practices do not infringe on the inherent dignity of employees. 
We condemn harassment in any form, without distinction of any 
kind. We prevent manifestations of unacceptable forms of 
harassment whether expressed verbally, in gesture or behaviour.   
We do not encourage, tolerate or support inhuman or degrading 
treatment or punishment, coercion and abuse. We condemn unfair 
discrimination in employment on the basis of race, gender, sex, 
pregnancy, marital status, ethnic or social origin, colour, sexual 
orientation, age, disability, religion, conscience, belief, culture, 
language, national extraction, social origin and political opinion. 
Employees are free to form and join associations for protection of 
their interests and we do not subject our employees to forced labour. 

Vodacom encourages freedom of association and labour 
representation for employees. In South Africa, approximately  
349 employees (7.82% of the workforce) are members of the 
Communication Workers’ Union (CWU). Mozambique has an active 
union regarded as a partner to management, however union 
participation is quite low at 9.8% of the workforce. The DRC has an 
active trade union and employee union. Members engage with 
management on a monthly basis to discuss employee matters 
and bi-annually to discuss disciplinary matters in the Company 
amongst others. Lesotho and Tanzania are not unionised.

Any loss of life as a result of our operations is unacceptable. We 
strive for zero harm in the workplace and are encouraged by the 
decrease in the number of incidents leading to an injury in 
FY2019.

In 2019, vehicle incidents accounted for 46% of all safety 
incidents (2018: 43%), followed by electrical fires (12%) and 
criminal activity (12%). South Africa accounted for 84% of all 
safety incidents (2018: 76%), with the other markets making up 
the balance of 16%. 

Safety incidents 2019 2018

Fatalities 1 3
Lost Time injuries (LTIs) 2 1
Major incidents 3 2
HiPO incidents 163 76
Minor incidents 70 38
Near miss incidents 8 1
Lost Time injury frequency rate 0.07 0.03

Promoting employee health and well-being
Vodacom is committed to providing a healthy work environment 
and implements initiatives that promote the physical and mental 
health and wellbeing of our employees. The main occupational 
health risks are stress and overweight. We implement a mental 
health policy that aims to assist with managing health-related 
issues faced by our employees. ICAS has been our Integrated 
Wellbeing Programme provider since January 2018. In 2019, 
Vodacom launched an interactive and informative app in addition 
to the ICAS-on-the-Go app called E|Care, which provides access to 
health and wellness information.

57
Vodacom Group Limited 

Sustainability report 2019 
for the year ended 31 March 2019



Responsibility supply chain

Responsible 
supply chain

58



Managing procurement

Managing supply chain risks

Supplier monitoring and management

Our purchasing and supplier management are largely controlled centrally by the Vodafone Procurement Company 
(VPC), which manages most of our spend with global suppliers, supporting the needs of our operating companies and 
group functions. This centralised procurement approach promotes a consistent supplier management performance 
across the various Vodafone businesses. We maintain commercial relationships with local suppliers, particularly 
those involved in service-related procurement, such as merchandising or field operations. Our support for local 
businesses promotes local economic growth by creating employment opportunities across all the markets.

In 2019, our total procurement expenditure was R46 billion. Network infrastructure and related services accounted 
for most of this spend, the products we sell to customers such as mobile phones and tablets also account for a 
significant proportion. 

Vodacom works with more than 7 420 suppliers to meet business 
and customer needs. In managing our ICT supply chains, our most 
material risks are: injury to people working in field operations, 
the harmful effects of working long hours in electronics factories, 
corruption and human rights abuses in the mining of cobalt or 
other metals and minerals. We have developed robust systems 
to ensure that our suppliers share our values and strive to meet 
our mandatory ethical, labour and environmental standards. Our 
suppliers are expected to follow our Code of Ethical Purchasing 
and uphold the Business Principles that are integral to our Code 
of Conduct. 

Vodacom works closely with infrastructure suppliers that supply, 
install and maintain our networks as well as suppliers that provide 
branded products and services. We monitor compliance with the 
Code of Ethical Purchasing in a number of ways. High-risk suppliers, 
including those operating in industries, sectors or countries with 
a history of poor standards, are required to complete a detailed 
evaluation process. We monitor our key suppliers’ health and 
safety and sustainable business performance standards, as well 
as their commercial, product and service performance, through 
our Supplier Performance Management Programme. 

Vodacom contractually expects all suppliers to be accountable 
for managing risk in their operations and for ensuring that their 
own suppliers are accountable to the same standards. Compliance 
with our policies on health, safety and responsible behaviour 
forms part of the evaluation criteria.

We conduct a pre-qualification due diligence on all new 
suppliers to ensure compliance to our requirements. This year, 
approximately 817 companies qualified as Vodacom suppliers 
(2018: 652). Our risk specialists assessed all prospective and 
existing high-risk suppliers. We engage with our strategic 
network suppliers to produce design specifications for network 
infrastructure that seeks to minimise any health and safety risks. 

We regularly undertakes intensive on-site supplier audits on local 
suppliers. This involves an examination of contractual requirements 
including written health, safety and quality policies and procedures, 
site inspections and discussions with managers and employees. 
Supplier audits are conducted in accordance with the underlying 
risk profile of each of the suppliers, the outcome of the most recent 
audit and feedback from management on the supplier’s performance 
to date. In 2019, nine sites were audited (2018: 12 sites). In cases 
of non-compliance, we engaged with suppliers to develop corrective 
measures within an agreed timeframe. 
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Vodacom Group 25 years of Transformation 
Our unwavering commitment to BBBEE resulted in Vodacom South Africa achieving a Level 1 BBBEE status. 
We were also the only telecommunications company to receive the ‘25 years of Democracy Transformation 
Champion Award’ from Top Media, on 11 April 2019.

Vodacom South Africa exceeded its target and achieved a Level 1 BBBEE status, the highest contributor 
status on the scorecard, achieved at a direct cost to company of R2.95 billion. Our subsidiary  
Nexio (Pty) Limited (previously Stortech) retained its Level 1 status, with XLink improving from Level 3 to a 
Level 2. This resulted in the Group having a significant improvement from Level 4 to Level 2.

BBBEE results for Vodacom Group 
We achieved significant improvement this year in scores across all the 
elements other than procurement, resulting in an overall increase in 
score of 9.66 points. 

Scoring element
Target 
points

Achieved 
points
 2019

Achieved 
points
 2018

Ownership 25 21.33 16.20

Management control 23 17.39 15.72

Board representation 8 5.83 5.83
Top management representation 5 5.00 4.33
Employment equity 10 6.56 5.56

Skills development 20 23.32 19.55

Enterprise and supplier development 50 43.65 44.79

Procurement 25 19.54 20.55
Supplier development 10 7.11 7.54
Enterprise development 15 17.00 16.70

Socioeconomic development 12 12.00 11.77

Total 130 117.69 108.03

�Ownership: On 14 September 2018, Vodacom Group Limited concluded a 
R16.4 billion broad-based Black Economic Empowerment (BBBEE) 
ownership transaction. This deal was the largest BBBEE deal in the ICT 
Sector and resulted in the black ownership percentage increasing from 
19.36% to 29.60%. 

Management control: The Group exceeded the previous year’s score of 
15.72, scoring 17.39 from a possible 23. This was as a result of improving the 
gender profile of our executive committee and driving transformational 
changes in the occupational levels under employment equity.

Skills development: Our consolidated training spend increased from 
R248.0 million to R283.4 million, with R12.7 million invested in the 
development of black youth living with disabilities. This was R4.4 million 
more than the prior year and represented 6% of our payroll. In addition, 
120 of our 161 learners secured full time employment; this resulted in an 
impressive total score of 19.60 out of 20 points, together with 3.72 out of  
5 bonus points for the number of black youth absorbed into employment. 

Enterprise and supplier development: This element has three sub-sets: 
procurement, supplier development (@ 2% net profit after tax (NPAT) spend 
target), and enterprise development (@ 3% NPAT spend target). Under 
procurement, Vodacom’s commitment is demonstrated in the shift of 
spend to BBBEE-status suppliers and black-owned suppliers. 

Supplier development realised R164.2 million spend, targeted on 
developing SMMEs within Vodacom’s supplier base; this included investing 
R17.7 million towards the transformation of our retail franchisee base, 
which resulted in an additional 27 Vodacom shops changing ownership to 
black owners during the year. Under enterprise development, more than 
R351.4 million was invested in developing black-owned ICT SMMEs outside 
of Vodacom’s business. The collective score for this element was 43.65 out 
of 50.

 �Socioeconomic development: The Group obtained full points with an 
investment of R184.4 million.

Promoting inclusivity and 
socioeconomic transformation

Empowering black-owned tower companies
In 2017, Vodacom issued a tender to appoint suppliers to deploy (build and own) deep rural 
coverage sites in South Africa, based on a lease back scenario for 9 years and 11 months. In 
2019, Vodacom appointed four suppliers, all SMMEs with 100% black ownership, as “Towerco” 
entities. The lease back agreements were signed early in 2019 and to date, six sites have been 
built, creating more than 250 job opportunities.
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Empowering and transforming SMMEs
Vodacom is committed to unlocking economic opportunities that 
will drive inclusive economic growth and sustainable employment, 
particularly for women, youth and entrepreneurs. We implement 
customised mechanisms to support SMMEs, which according to 
the Global Entrepreneurship monitor (2018) create more than 
50% of employment opportunities in South Africa.

Our preferential payments mechanisms for small business suppliers 
mitigates cash flow challenges associated with delayed payments. 
Approximately 130 Black Owned SMMEs are paid within 1 to 3 days 
from the date of invoice. In 2019, over R800 million early payments 
(within three days) were made to black-owned SMME suppliers 
versus R561 million in 2018 an increase of over R239 million.

To support SMMEs in their emerging phases, Vodacom 
collaborated with the Department of Trade and Industry 
in operating an incubator programme to create and upskill 
companies that will manufacture branded merchandise. To date 
four companies have been created, employing 28 previously 
unemployed people in the Ekurhuleni area. 

We launched an ‘Online Trade Portal’ to all existing suppliers of 
Vodacom. The portal enables SMMEs to market their products and 
services, and provides access to contract opportunities advertised. 
The registered member is able to list their products and services 

Promoting inclusivity and socio-economic transformation continued

Business principles and practices

as well as upload information such as company profile, BBBEE 
certificates and other relevant documents. The portal creates an 
environment that enables the SMMEs to trade with each other. 
The portal can be accessed on www.vodacom-tradedirect.co.za.

Vodacom identified a health and safety management system that 
is scalable, customisable and cost effective to be deployed as part 
of Vodacom’s B-BBEE Supplier Development activities to qualifying 
black-owned SMMEs. This system enables suppliers to digitally 
submit their health and safety requirements to Vodacom for online 
approval. This system significantly improves the approval turnaround 
time. In 2019, 63 SMMEs have benefitted from this system versus 
26 in 2018.

Vodacom partnered with the financial and business management 
platform Fiskl to provide mobile and digital services to entrepreneurs 
and small businesses. The financial management application is 
designed to manage daily finances of small businesses, enabling 
businesses to timeously access an overview of their daily finances 
and effectively manage their human resources. This application 
empowers small businesses to digitise small business accounting 
functions by solving the problem of manual invoicing and payment 
reconciliations; whilst promoting business and accounting visibility 
to the owners by managing cash flow, saving time and reducing 
loss of revenue. Additionally the application caters for 60 languages 
and 150 currencies.
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The reputation of our business and value of our 
brand is built on Vodacom’s long-standing 
commitment to being a responsible, transparent 
and ethical business, and securing and 
maintaining the trust of our diverse stakeholders. 
As a Vodafone subsidiary, we have adopted the 
Vodafone Way, Vodafone Business Principles and 
the Vodafone Code of Conduct and made them 
relevant to our own market conditions, managing 
and measuring our performance accordingly. To 
meet our high standards we create a culture 
where employees understand what we require of 
them, recognise their responsibility to raise 
concerns and have the confidence to do so. 

Promoting ethical conduct
Our Code of Conduct (Code), supported by our ten 
underlying Business Principles, explains what is 
expected of everyone working for and with 
Vodacom, including employees, contractors, 
business partners and suppliers. It also sets out 
Vodacom’s responsibilities to our people, partners 
and shareholders. The Code is underpinned by an 
extensive and well-established framework of 
policies and systems to manage our 
responsibilities. 

Raising awareness on business 
integrity
We provide training and awareness initiatives to 
employees on the Code, ethical values and ethical 
decision making through the Doing What’s Right 
and Ethics Along the Way programmes. This year, 
1 022 employees attended face-to-face training 
sessions and induction programmes for new 
employees and graduates, covering various topics 
relating to ethics and the Code. We also continued 
with the rollout of the DWR e-Learning game-
based training initiative that comprises five 
modules: code of conduct, anti-bribery, security, 
health and safety, and privacy. This training was 
provided to all permanent staff members, with a 
96% completion rate across the Group. On an 
annual basis, we host a Vodacom Group 
Chairman’s ethical leadership event to raise 
awareness on ethical behaviours. 

Managing conflicts of interest
We continuously raise awareness on our conflict 
of interest policy through training and awareness 
campaigns. We have seen a steady improvement 
in the number and quality of declarations that 
have been registered. We have also incorporated 
the management of conflicts of interest as part of 
the due diligence process of onboarding suppliers 
and business partners so that potential conflicts 
of interest can be identified upfront and 
appropriately managed.

Ethics advice and confidential 
reporting
In the year, we received and responded to  
129 requests for ethical advice from our 
employees, through our ethics advice line. These 
related primarily to conflicts of interest, policy 
clarification, and favouritism in the workplace. All 
employees and contractors are required to report 
any suspected breaches of our Code. We provide 
a confidential whistle blowing hotline called 
SpeakUp and investigate all reports. In 2019, 
Vodacom Forensic Services received 56 disputes 
or allegations for investigation. Common themes 
or issues related to unauthorised access of 
customer information, procurement irregularities, 
fraud, corruption and breach of policy.

Ensuring business integrity
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Disciplinary process and procedures
All breaches of the Code are fully investigated and where 
substantiated, applicable disciplinary measures are taken 
and sanctions imposed as appropriate. In 2019, there were 
134 dismissals of internal contract and trade partner employees. 
Misconduct typically related to unauthorised access to customer 
information for personal gain, fraudulent sim swaps, dishonesty, 
procurement irregularities, and theft of company assets. In 
addition, we made 38 arrests, which included external persons and 
contractors. Actions taken to mitigate the risk of re-occurrence of 
these types of misconduct include limiting users’ access rights on 
impacted systems; internal awareness campaigns; implementation 
of control measures in affected business areas; and engaging and 
educating dealers, service providers and vendors.

Monitoring our performance
Vodacom periodically measures the Group’s ethical performance 
on a number of dimensions through our ethics, reputation and 
people culture survey. Annually, we review our compliance with 
policies that support our business principles and Code across the 
Group. Management is held accountable for taking the necessary 
corrective actions, which are tracked and monitored by the Group 
Audit, Risk and Compliance Committee. 

In alignment with the corporate vision 2020 strategy, digital tools 
are utilised to facilitate the effective monitoring of controls. Some 
of these tools include the gift and hospitality mobile app; the due 
diligence automated screening systems, the legal compliance 
monitoring tool and the policy compliance review tool. 

We recognise that the ‘tone at the top’ and leading by example is 
critical to creating a sound ethical culture. This year, we 

conducted a gap analysis of our practices which affirmed that they 
are aligned with King IV recommendations as relates to ethics 
management. On an annual basis, we host a Vodacom Group 
Chairman’s ethical leadership event. This year, we combined this 
event with the people manager’s event, with a focus on the 
importance of ethical leadership with more than 800 managers 
attending the event.

This year, Vodacom achieved the top ranking in the Vodafone 
Doing What’s Right Leagues table. To further create awareness and 
test knowledge of the Code we have used a short interview tool, 
to engage with randomly selected members of staff. Through this 
initiative, we have identified the need to strengthen our efforts to 
create awareness of our Code to contract employees who make 
critical decisions for our business.

Ethical advertising 
Vodacom subscribes to the codes and guidelines issued by the 
Advertising Regulatory Board (ARB) of South Africa. We are 
committed to ensuring that our communication on our products 
and services is clear and ethical and supports our customers, 
colleagues and communities to connect for a better future. When 
we advertise our products and services, we always act with integrity, 
are sensitive towards society and respectful of human rights, to 
ensure that we continue to build trust with our customers, business 
partners and the communities in which we operate. During this 
reporting period, we have had no infringements of the advertising 
codes of practice. However, we have had challenges made against 
Vodacom at The Advertising Standards Authority and challenged by 
Cell C to stop using the term SuperCharge in our communications, 
which we also complied with.

Business principles and practices
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In line with our vision of becoming a leading 
digital company, we are digitising the customer 
experience to substantially enhance the quality of 
service we provide, with the aim of leading in net 
promoter score (NPS) in each of our markets.

Our approach to optimising the customer 
experience is guided by our digi-CARE initiative, 
an ambitious programme across the Vodafone 
Group that focuses on four key areas:

Connectivity that is smart and secure 
	� Vodacom’s chatbot, ‘TOBi’, has been rapidly 

scaled up since its launch in July 2018, with 
more than 2.3 million chats offloaded from our 
call centres, delivering a significant 
improvement in our ability to resolve customer 
queries without a live agent;

	� We have expanded our network coverage in 2G, 
3G and 4G across all our markets, and 
introduced 5G in Lesotho, the first in Africa; all 
our operating markets are now live with 4G; and

	� We invested R13 billion this year in 
infrastructure, modernising the network and 
performing capacity upgrades in order to 
improve the overall customer experience across 
all our markets.

Always excellent value 
	� We have driven the uptake of our award-winning 

MyVodacom app allowing customers to view 
balances, buy bundles and manage accounts, 
free of charge. We have further improved our 
in-bundle and out-of-bundle smart notifications 
for customers across our markets.

Real-time relevant rewards
	� We have run various promotions and campaigns 

across our markets to reward long-time loyal 
customers, incentivise new customers, and 
encourage the uptake of MyVodacom app.

Easy personal and instant access 
	� We have delivered improvements in first call 

resolution rates across our markets by 
empowering frontline staff, embedding a digital 
culture and delivering digital capabilities;

	� We have invested in enhancing our IT platform 
architecture and Big Data capabilities to improve 
our customer service offerings and deliver the 
best digital experience. These capabilities have 
assisted in reducing customer call volumes by 
25%, ahead of our 20% target; and

	� We have run awareness campaigns across our 
markets to increase penetration of our digital 
tools, improve the customer experience and 
deliver enhanced efficiencies.

Delivering leadership on Net 
Promoter Score (NPS)
To measure the quality of the customer 
experience, we use the net promoter score (NPS) 
based on one question: “How likely would you be 
to recommend Vodacom to a friend, family 
member or colleague? Vodacom ended the year 
leading in the NPS in all of our markets, a 
significant achievement.

Our NPS performance rating

Country 2019 2018 2017

South Africa 1st 1st 1st

Tanzania 1st 1st 3rd

DRC 1st 1st 1st

Mozambique 2nd 1st 2nd

Lesotho 1st 1st 1st

In South Africa we ranked number one in both 
Consumer and Enterprise NPS, with a 9 and  
1 point gap respectively against our nearest 
competitor. The decline in Enterprise is mainly as 
a result of the improvement in the competitor’s 
network and strong competition on pricing. With 
headline NPS of 58, Vodacom Tanzania retained 
its leadership position throughout the year. In 
Mozambique our NPS position declined as a result 
of competitive pricing pressures. In DRC, we 
achieved an 8-point gap over our nearest 
competitor, with our network and mobile money 
services identified as key differentiators.
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At Vodacom, privacy management and 
governance are the pillar upon which the 
protection of privacy and the security of personal 
information is based. We are committed to 
ensuring that we create products and services 
that do not compromise the privacy and security 
of personal information that we process. To this 
end, we process personal information consistently 
with applicable laws.

Privacy Legal Regime
The implementation of the General Data 
Protection Regulation, in Europe on 25 May 2018, 
has reinforced data protection legislation and 
created a worldwide refreshed awareness of data 
protection, data security and the protection of the 
rights of data subjects. Globally, this new legal 
regime has strengthened the obligation for all 
those processing data to do so in a responsible 
manner and remain accountable for the 
processing activities undertaken. In implementing 
our Privacy Management Programme, all our 
markets are required to adopt and implement 
GDPR based good practice principles, taking into 
account applicable local privacy laws. 

Management and protection of data
We apply appropriate data management practices 
to govern the processing of personal information. 
We carefully select the partners who participate in 
the processing of personal information and limit 
disclosures of personal information to such 
partners to what is described in our privacy notices 
or to what has been authorised by our customers. 
We implement appropriate technical and 
organisational measures to protect personal 
information against unauthorised access, use, 
modification or loss. Our Code of Conduct and 
Doing What’s Right Campaign continued to support 
the creation of a privacy culture that respects the 
privacy and security of personal information.

Privacy governance
The Vodacom privacy framework defines amongst 
other things: accountability with clearly defined 
roles and responsibilities; risk management 
process to be followed; creation of defined privacy 
requirements; detailing repeatable ways of solving 
recurring privacy problems; and privacy by design 
and assurance.

Business principles and practices

Protecting our customer privacy 
and security

Privacy, training and awareness
Training and privacy awareness initiatives are 
being continuously extended beyond the 
employee sphere to include identified business 
partners. In South Africa, internally, online privacy 
training through the Vodafone University 
e-learning portal extends training to all 
employees and is monitored. Face-to-face training 
and workshops are conducted and these 
encourage debates on the “do’s and don’ts” of 
processing personal information. Equipped with 
knowledge on our privacy principles and 
applicable laws, through training, we have 
empowered our employees to understand and 
promote compliance with privacy policies, 
applicable laws in their day to day business 
activities and therefore able to greatly influence 
our culture of respecting the privacy and security 
of personal information. 

Privacy impact assessments and 
privacy by design 
We conduct privacy impact assessments of those 
processes and products identified as high risk 
within the business. We apply the security and 
privacy by design and assurance methodology 
widely across our organisation, to ensure that 
privacy and security requirements are baked into 
the design of new products and services. We are 
now focused on digitising this process in 
South Africa and incorporating it into our agile 
operating environment.

Maintaining cyber security
Recognising our responsibility to implement 
adequate technical and organisational measures to 
protect the security of information, our technology 
security strategy is designed to drive optimal 
security of our systems and products and services. 
We have implemented data loss prevention 
solutions across all Vodacom endpoints, to manage 
and prevent the communication of sensitive, 
critical or confidential information outside of our 
corporate network. Globally and locally, in the 
various territories where we operate, we have 
observed an increase in cyber attacks and data 
breaches; the position has escalated with more 
sophisticated state-sponsored attacks. This has 
resulted in an increase in the impact and risk 
associated with cyber attacks.
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In response, we rely on the implementation of an established Security Programme, where all key security initiatives are managed and 
tracked based on five key pillars of our cyber security strategy. Aligned with the cyber security strategy, and based on ISO/IEC 27002, we 
have developed a capability maturity model with 48 key cyber security controls, which are continually being matured and maintained. 

Vodacom cyber code
In addition to the above initiatives, Vodacom Group has established a Cyber Code that is designed to provide all staff and contractors with 
an easy to understood and follow guide to enforcing and strengthening cyber security within Vodacom. The Cyber Security Code is made 
up of the seven simple rules, illustrated below, that apply to all Vodacom employees, contractors and third parties.

No compromise

CYBER 

CODE[ ]

Always classify, label and protect information 
you work with.

Always remove access when staff change 
roles or leave Vodacom. Secure privileged 
access and only use it for privileged tasks.

Always apply the latest security patches, 
close critical and high vulnerabilities and 

configure system securely.

Never connect unsupported end of 
life systems to Vodacom Networks, or 
release insecure products or services.

Always use two factor authentication 
when connecting to Vodacom systems 

that hold sensitive information.

Never click on the links or download 
attachments without knowing who its from. 
Report suspicious behaviour.

Never share, reuse or write down your 
passwords. Longer is stronger.
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Sustainability value add statement
The table below indicates Vodacom’s sustainability-related business performance in line with some of the local and global standards, 
protocols and guidelines referenced in this report. The table reflects our quantitative performance over the last two years.

As at 31 March

Indicator Unit 2019 2018

Investing in our people

Number of full-time permanent employees Number 7 746 7 554

Salaries and benefits (Rm) 6 078 5 553

Employee turnover % 8 9

Females representatives at Group Board level Number 2 2

Female representation in senior manager level % 32 35

Black representation in senior management1 % 59 56

Employees equity Score out of 12 6.78 5.6

Ratio of average basic salary of men to women Times 1.3:1 1.3:1

Total training spend (Rm) 544 287

Total number of hours on training of employees Hours 111 526 156 691

Engagement Index - People survey % 78 78

Employees receiving performance review % 100 100

Workplace-related fatalities Number 1 3

Lost-time injury frequency rate (LTIFR) Number 0.07 0.05

Driver behaviour scorecard % 99 84

Product and service responsibility

Customer NPS (4 out of 5 markets) Number 1st 1st

Delivering social value

Customers Million 77. 8 74.0

M-Pesa customers Million 13.5 11.8

Investment in infrastructure (Rm) 12 957 11 594

Total cash tax contribution (Rbn) 20.1 20.8

Investment in CSI (Rm) 153 111

Responsible environmental management

Direct greenhouse gas (GHG) emissions (Scope 1) mtCO2 48 774 45 652         

Annual sustainability statements

Annual Sustainability 
Statements

1. South Africa only.
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As at 31 March

Indicator Unit 2019 2018

Indirect GHG emissions (Scope 2) mtCO2 516 600 508 755

Indirect GHG emissions (Scope 3) mtCO2 74 322 74 051        

Total GHG emissions CO2 (incl. non-Kyoto Protocol emissions) mtCO2 640 926 630 371

Access network electricity# GWh 369 340

Core network electricity# GWh 64 67

Electricity in buildings# GWh 42.0 42.3

Fuel consumption (diesel and petrol)# million litres 4.1 3.9

Network equipment and handsets reused/recycled# tonnes 545 349

Transformation and Inclusivity 

Black Economic Empowerment (South Africa) Score out of 130 117.69 108.03

	� Ownership Score out of 25 21.33 16.20

	� Management Control Score out of 23 17.39 15.72

	� Board representation Score out of 8 5.83 5.83

	� Top management representation Score out 5 5.00 4.33

	� Employment Equity Score out of 10 6.56 5.56

	� Skills Development Score out of 20 23.32 19.55

	� Enterprise and supplier development Score out of 50 43.65 44.79

	� Socioeconomic Development Score out of 12 12.00 11.77

Risk Management and Ethics

Number of Calls to Tip-offs anonymous lines Number 145 169

#  South Africa only.
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Independent Auditor’s 
Assurance Report 
on the Selected Sustainability Information in 
Vodacom Group Limited’s Sustainability Report 2019

To the Directors of Vodacom Group Limited
We have undertaken a limited assurance engagement in respect of the selected sustainability information, as described below, and 
presented in the Sustainability Report 2019 of Vodacom Group Limited (the “Company”, “Vodacom” or “ you”) for the year ended 
31 March 2019 (“the Report”). This engagement was conducted by a multidisciplinary team including environmental and assurance 
specialists with relevant experience in sustainability reporting.

Subject Matter
We have been engaged to provide a limited assurance conclusion in our report on the following selected sustainability information, 
marked with a “^” on the relevant pages in the Report. The selected sustainability information described below have been prepared in 
accordance with the Company’s reporting criteria that accompanies the sustainability information on the relevant pages of the Report (the 
accompanying reporting criteria).

Carbon emissions category Selected sustainability information Unit of measurement Country

Scope 1 
carbon emissions

Tonnes of CO2 arising from diesel usage 
in stationary equipment

MtCO2e South Africa

Tonnes of CO2 arising from company 
owned mobile fleet

MtCO2e South Africa

Scope 2 
carbon emissions

Tonnes of CO2 arising from purchased 
electricity

MtCO2e South Africa

We refer to this information as the “selected sustainability information for limited assurance”.

Your responsibilities
The directors are responsible for the selection, preparation and 
presentation of the selected sustainability information in 
accordance with the accompanying reporting criteria as set out on 
page 72 of the Report (the “Reporting Criteria”). 

This responsibility include:

	� the identification of stakeholders and stakeholder 
requirements, material issues, commitments with respect to 
sustainability performance, and 

	� the design, implementation and maintenance of internal 
control relevant to the preparation of the Report that is free 
from material misstatement, whether due to fraud or error.

The Directors are also responsible for determining the 
appropriateness of the measurement and reporting criteria in view 
of the intended users of the selected sustainability information 
and for ensuring that those criteria are publicly available to the 
Report users.

Inherent limitations
Non-financial performance information is subject to more 
inherent limitations than financial information, given the 
characteristics of the subject matter and the methods used for 
determining, calculating, sampling and estimating such 
information. The absence of a significant body of established 

practices on which to draw allows for the selection of different but 
acceptable measurement techniques which can result in 
materially different measurements and can impact comparability. 
Qualitative interpretations of relevance, materiality and the 
accuracy of data are subject to individual assumptions and 
judgements. The precision of different measurement techniques 
may also vary. Furthermore, the nature and methods used to 
determine such information, as well as the measurement criteria 
and the precision thereof, may change over time.

In particular, where the information relies on carbon and other 
emissions conversion factors derived by independent third parties, 
or internal laboratory results, our assurance work will not include 
examination of the derivation of those factors and other third 
party or laboratory information.

Our Independence and Quality Control
We have complied with the independence and other ethical 
requirements of the Code of Professional Conduct for Registered 
Auditors issued by the Independent Regulatory Board for Auditors 
(IRBA Code), which is founded on fundamental principles of 
integrity, objectivity, professional competence and due care, 
confidentiality and professional behaviour. The IRBA Code is 
consistent with the International Ethics Standards Board for 
Accountants Code of Ethics for Professional Accountants (Part A 
and B). 
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The firm applies the International Standard on Quality Control 1, 
and accordingly maintains a comprehensive system of quality 
control including documented policies and procedures regarding 
compliance with ethical requirements, professional standards and 
applicable legal and regulatory requirements.

Our responsibility
Our responsibility is to express a limited assurance conclusion on 
the selected sustainability information based on the procedures 
we have performed and the evidence we have obtained. We 
conducted our assurance engagement in accordance with the 
International Standard on Assurance Engagements 3000 
(Revised), Assurance Engagements other than Audits or Reviews 
of Historical Financial Information (ISAE 3000 (Revised)) and, in 
respect of greenhouse gas emissions, International Standard on 
Assurance Engagements 3410, Assurance Engagements on 
Greenhouse Gas Statements (ISAE 3410) issued by the 
International Auditing and Assurance Standards Board. These 
Standards require that we plan and perform our engagement to 
obtain limited assurance about whether the selected sustainability 
information are free from material misstatement. 

A limited assurance engagement undertaken in accordance with 
ISAE 3000 (Revised), and ISAE 3410, involves assessing the 
suitability in the circumstances of the Company’s use of its 
reporting criteria as the basis of preparation for the selected KPI’s, 
assessing the risks of material misstatement of the selected 
sustainability information whether due to fraud or error, 
responding to the assessed risks as necessary in the 
circumstances, and evaluating the overall presentation of the 
selected sustainability information. A limited assurance 
engagement is substantially less in scope than a reasonable 
assurance engagement in relation to both risk assessment 
procedures, including an understanding of internal control, and 
the procedures performed in response to the assessed risks. The 
procedures we performed were based on our professional 
judgement and included inquiries, observation of processes 
followed, inspection of documents, analytical procedures, 
evaluating the appropriateness of quantification methods and 
reporting policies, and agreeing or reconciling with underlying 
records.

Given the circumstances of the engagement, in performing the 
procedures listed above we:

	� interviewed management and senior executives to obtain an 
understanding of the internal control environment, risk 
assessment process and information systems relevant to the 
sustainability reporting process; 

	� inspected documentation to corroborate the statements of 
management and senior executives in our interviews;

	� tested the processes and systems to generate, collate, 
aggregate, monitor and report the selected sustainability 
information;

	 performed a controls walkthrough of identified key controls;

	� inspected supporting documentation on a sample basis and 
performed analytical procedures to evaluate the data 
generation and reporting processes against the reporting 
criteria;

	� evaluated the reasonableness and appropriateness of 
significant estimates and judgements made by the directors in 
the preparation of the selected sustainability information; and

	� evaluated whether the selected sustainability information 
presented in the Report are consistent with our overall 
knowledge and experience of sustainability management and 
performance at the Company.

The procedures performed in a limited assurance engagement 
vary in nature and timing, and are less in extent than for a 
reasonable assurance engagement. As a result the level of 
assurance obtained in a limited assurance engagement is 
substantially lower than the assurance that would have been 
obtained had we performed a reasonable assurance engagement.  
Accordingly, we do not express a reasonable assurance opinion 
about whether the Company’s selected sustainability information 
have been prepared, in all material respects, in accordance with 
the accompanying the Company’s reporting criteria.

Limited Assurance Conclusion
Based on the procedures we have performed and the evidence we 
have obtained, and subject to the inherent limitations outlined 
elsewhere in this report, nothing has come to our attention that 
causes us to believe that the selected sustainability information 
as set out in the Subject Matter paragraph above for the year 
ended 31 March 2019 are not prepared, in all material respects, in 
accordance with the reporting criteria.

Other Matter
The maintenance and integrity of Vodacom’s website is the 
responsibility of Vodacom’s directors. Our procedures did not 
involve consideration of these matters and, accordingly we accept 
no responsibility for any changes to either the information in the 
Report or our independent assurance report that may have 
occurred since the initial date of presentation on Vodacom’s 
website.

Restriction of liability
Our work has been undertaken to enable us to express a limited 
assurance conclusion on the selected sustainability information to 
the directors of the Company in accordance with the terms of our 
engagement, and for no other purpose. We do not accept or 
assume liability to any party other than the Company, for our 
work, for this report, or for the conclusion we have reached.

PricewaterhouseCoopers Inc.
Director: Herman Zulch
Registered Auditor
Johannesburg
14 June 2019
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Limited Assurance 
definitions report 
for the year ending 31 March 2019

Carbon emissions category
Selected sustainability 
information Country Definition

Scope 1 
carbon emissions

Tonnes of CO2 arising from 
diesel usage in stationary 
equipment – mtCO2e

South Africa Tonnes of CO2 arising from diesel usage at 
the office buildings and generators for the  
12 months ended 31 March 2019.

Tonnes of CO2 arising from 
company owned mobile fleet 
– mtCO2e

South Africa
Tonnes of CO2 arising from petrol and diesel 
used by company owned vehicles for the  
12 months ended 31 March 2019.

Scope 2 
carbon emissions

Tonnes of CO2 arising from 
purchased electricity – mtCO2e

South Africa Tonnes of CO2 arising from electricity 
consumption of access and core network 
sites, data centres and buildings nationwide 
for the 12 months ended 31 March 2019.

Scope 2 emissions are associated with the 
consumption of purchased electricity from a 
source that is not owned or controlled by the 
reporting Company. Under the GHG Protocol, 
“Indirect” sources are those emissions related 
to the Company’s activities that are emitted 
from sources owned or controlled by another 
company.
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Glossary
ARB Advertising Regulatory Board 

App Application

BBBEE Broad-based Black Economic Empowerment

CDP Carbon Disclosure Project

mtCO2, mtCO2e Metric tonnes of carbon dioxide, metric tonnes of carbon dioxide equivalent

CFCs Chlorofluorocarbons 

CSI Corporate Social Investment

EMF Electromagnetic fields 

EMS Environmental Management System 

GIS Geographic Information System 

GHG Greenhouse gas; unless indicated otherwise, GHG emissions are made up of CO2, methane (CH4), nitrous 
oxide (N2O), hydro fluorocarbon (HFC), perfluorocarbon (PFC) and sulphur hexafluoride (SF6). The United 
Nations has identified these six gases as the main contributors to global warming.

GWh Gigawatt hours (electricity)

GSMA Global System for Mobile Communications Association

GBCSA Green Building Council South Africa

GRI Global Reporting Initiative

HVAC Heating, Ventilation, Air Conditioning 

ICASA Independent Communications Authority of South Africa

ICT Information and Communication Technology

IoT Internet of Things

IPP Independent Power Producer

King IV King IV Code of Corporate Governance for companies operating in South Africa

kl Kilolitres

kWh Kilowatt hour (electricity)

MW Megawatt (electricity)

NPO Non profit organisation

NPS Net promoter score

OECD Organisation for Economic Co-operation and Development’s 

SMME Small, Medium and Micro Enterprises 

SMS Short Messaging Service

STEM A curriculum based on the idea of educating students in four specific disciplines — science, technology, 
engineering and mathematics

SRAN Single radio access network 

PPA Purchase Power Agreement

UN SDGs United Nations Sustainable Development Goals

WHO World Health Organisation
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