
Responding  
to stakeholder  
‘hot issues’
Being sufficiently responsive to relevant stakeholders’  
interests is essential to maintaining positive stakeholder 
relationships. In many instances, those issues which our 
stakeholders feel most passionate about cut across different 
stakeholder groups, sometimes with very different perspectives. 
While there are always many different stakeholder interests that 
we have to deal with, we have prioritised this financial year’s 
four most visible ‘hot issues’ which we believe have a material 
bearing on our ability to create value.

Cost of data 
– regulatory and political priority

In South Africa, consumers, policy makers and the media have 
been voicing concerns relating to the cost of ICT services in 
general and digital data in particular. In South Africa, the 
Competition Commission and ICASA have both launched 
processes on the cost and nature of data services, and 
regulations have recently been introduced to manage data 
usage notification and control out-of-bundle billing.

In the context of our commitment to drive digital inclusion, 
and given the tough consumer environment, we recognise the 
imperative to further lower data prices in some of our markets, 
while ensuring that this does not compromise our ability to 
make the investments in network and IT infrastructure needed 
to broaden service delivery and maintain high quality 
offerings. Our initiatives to reduce data costs and encourage 
customers to optimise data usage include:

  Introducing new in-bundle and out-of-bundle smart 
notifications, and further reducing out-of-bundle rates, in 
line with the recent amendment to the End-User and 
Subscriber Service Charter Regulations, providing 
customers with options to transfer and roll over data, and 
further reducing out-of-bundle rates by 50%. 

  Providing customers with bundles for varying periods of 
validity at affordable pricing, down to 12 cents per MB for a 
one-hour, 1Gb package at R12. 

  Making data more affordable through various propositions 
that lower the data entry barrier, such as Facebook Flex and 
Vodacom Siyakha.

  Running consumer campaigns to increase awareness on 
optimising data usage.

  Renewed calls for the Government in South Africa to release 
much needed spectrum at a reasonable price to reduce 
the cost to carry data.

  Introducing personalised bundles that target lower-income 
towns and groups.
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Stakeholders
• Customers
• Government
• Regulators
• Media
• Investors

Consumer privacy 
– protecting personal information

Individual consumers are becoming increasingly connected 
through smartphones and other personal devices, spending 
more time on social media platforms and more frequently 
engaging in e-commerce transactions and digital financial 
services. As the ability to track and analyse ‘connected 
consumers’ becomes more sophisticated, so the need to 
manage and protect personal information becomes more 
critical. Trust in big tech companies has recently been falling, 
with consumers and regulators increasingly concerned about 
the security of personal data and how it is being used.

Respecting our customers’ right to privacy, and protecting 
devices, networks, data and apps, is a top priority for us and 
integral to our Code of Conduct. 

  As part of the Vodafone Group, we benefit from its 
approach to ensuring compliance with the EU’s General 
Data Protection Regulation (GDPR), the global ‘gold 
standard’ on data protection and privacy.

  In South Africa, we have systems in place to ensure 
compliance with the recently approved regulations of the 
Protection of Personal Information Act (POPI) once these 
come into effect. 

  All legally-entitled requests from security and enforcement 
agencies for customer information are managed in 
accordance with Vodafone policies and procedures, and with 
applicable local laws and regulations; we contribute 
annually to Vodafone’s industry-leading law enforcement 
disclosure report, which provides a detailed insight regarding 
demands from law enforcement agencies in 28 countries.
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Our business

Bulls and bears:  
our investors’ perceptions
The Bulls – Seeing the upside 

  Strong management team with good track record of 
execution.

  Strong balance sheet capacity and cash flow generation, 
to support both dividend and future mergers and 
acquisitions. 

  A diversifying portfolio with faster growth potential in 
International operations, positive earnings contribution 
from Safaricom. 

   Excitement about new growth opportunities in digital 
services, including Financial services, Enterprise and 
IoT innovations.

   Benefits of Telkom roaming deal, filling the gap from the 
loss of Cell C.

   Recent positive regulatory and policy developments in 
South Africa, with anticipated progress on spectrum 
allocation.

The Bears – Identifying areas of concern
   Continuing macroeconomic pressure negatively impacting 

consumer spend. 
   Perceived regulatory and competitive issues placing 

further pressure on data pricing. 
  EBITDA margin softness in South Africa from Vodacom 

roaming on the Rain mobile network. 

Maintaining network quality and performance is both a significant 
source of competitive differentiation, as well as a legislated 
expectation in terms of ‘Quality of Service’ regulations. Unplanned 
disruptions in network performance, and any resulting shortfalls in 
network quality and availability, negatively impact consumer 
sentiment which can be rapidly shared on social media. In  
South Africa we have faced network-related challenges in some areas 
following extended load-shedding by the national energy utility, 
which placed pressure on batteries and diesel generators.

To cater for the growth in data usage across our markets, we have 
invested R13 billion to widen our 3G and 4G data coverage, improve 
voice quality and increase data speeds. 

  Given the potential for further extended load-shedding we have 
invested in additional batteries and generators across our 
South African network.

  In South Africa, our 3G coverage has increased to 99.5% of the 
population and 4G coverage to 90.4%, with high-speed 
transmission extended to 94.0% of our sites. 

  Our International mobile operations now have 7 580 2G sites,  
5 629 3G sites, 1 593 4G sites and 1 5G site, with high-speed 
transmission extended to 91.5% of sites. This year we introduced 
5G in Lesotho.

  We continue to engage actively with regulatory authorities on 
accessing spectrum. This remains a critical factor in further 
improving network quality and coverage and reducing data costs.

‘Please Call Me’ protests

In our South African market, Vodacom has been subject to 
substantial press and social media attention, as well as a 
public protest outside our head office, relating to a long-
standing litigation process with a former Vodacom employee, 
Mr Nkosana Makate. The matter was eventually heard on 
appeal by the Constitutional Court. The Court ruled that there 
was an agreement between Vodacom and Mr Makate, but 
noted that the price to be paid for Mr Makate’s idea still had to 
be negotiated. The Court instructed Vodacom and Mr Makate 
to enter into negotiations, in good faith, to agree the 
‘reasonable compensation’ payable to Mr Makate. Mr Makate 
rejected the CEO’s determination and in February 2019 
indicated his intention to take the matter under judicial review.  
We are awaiting communication from Mr Makate on this matter. 

Vodacom has complied fully with the Order of the 
Constitutional Court.

  Following the failure of the negotiating teams to reach 
agreement on the quantum of compensation, the 
Vodacom Group CEO, in his role as a deadlock-breaking 
mechanism, was required to determine the amount of 
reasonable compensation to be paid. CEO Shameel Joosub 
recused himself from all internal meetings on this matter, 
in order to remain independent and impartial.

  We believe we have followed the Order of the 
Constitutional Court to the letter and that we have 
demonstrated good faith throughout the negotiations.

  Vodacom is ready and willing to pay the amount set by the 
Group CEO as reasonable compensation, in accordance 
with the Constitutional Court Order.

  In our negotiations with Mr Makate, we have acknowledged 
that Vodacom could and should have handled this matter 
better from the beginning; in those instances where we 
did not get things right, we have tendered our apologies. 
We have taken some important lessons from this matter.
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