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The COVID-19 pandemic

Our response

We implemented a strategic and systematic strategy in response to the 
pandemic, guided by our purpose and Social Contract. We specifically 
focused on the most affected areas of society, and implemented our 
response as a two-phased plan. Phase 1 focused on the immediate 
healthcare crisis, while phase 2 was aimed at economic recovery.

Together with the Vodafone Foundation, we pledged R87 million to 
support the roll-out of cold-chain technology and provide logistics 
support to ensure the safe delivery of COVID-19 vaccines to vulnerable 
and rural communities in the DRC, Mozambique and Tanzania, and 
donated R13 million to Lesotho to assist with securing vaccines. 

Following successful deployments in South Africa, we partnered with 
AUDA-NEPAD to build digital infrastructure to manage vaccinations across 
up to 55 countries through our mVacciNation platform.

We closely monitored network capacity and managed congestion as 
traffic increased during the year. We also effectively implemented the 
spectrum provided by governments to ensure ongoing customer 
availability. We secured temporary spectrum in South Africa, the DRC and 
Mozambique to support the demand for telecommunication services.

The Vodacom Group CEO donated 33% of his salary to the Solidarity Fund 
in South Africa for a period of three months. Furthermore, Vodacom 
employees personally contributed the amount of R680 000 to the 
Solidarity Fund. Vodacom matched the amount, thus bringing the overall 
contribution to >R847 000.

We allocated over R2 million from our Disaster Fund to set up an 
assistance programme for permanent employees in South Africa who 
faced financial pressure due to reduced household income and loss of 
loved ones. We also introduced a COVID-19 special leave policy.

Vodacom zero-rated over 1 000 government websites.

Vodacom South Africa pledged R10 million towards the Discovery 
partnership, providing free online doctor consultations.

zz Global leaders, including the UN, are calling for an 
integrated recovery as we rebuild economies affected by 
COVID-19 while keeping sight of mechanisms that will 
promote inclusive and sustainable measures.

zz The pandemic exacerbated existing societal challenges, 
increasing inequalities and mobility constraints. It also 
placed renewed emphasis on access to network services 
and, as a result, customer-oriented products and services, 
as well as easy-to-understand communication.

zz COVID-19 accelerated the combination of digital and 
physical experience, where technology and traditional 
capabilities blend seamlessly to create new and better 
ways of accomplishing everyday tasks.

zz Lockdown accelerated digitisation and related advances  
in AI.

zz The cancellation of events in traditional, in-person forums 
required an accelerated adoption of virtual or online 
platforms. With a low barrier to entry, this digital “gold 
rush” forced companies to break boundaries and provide 
more intimate access for spectators, unconstrained by 
geography.

Refer to page 4 or our 
sustainability report for 
more information.

Our external environment

Buoyed by our system of advantage, we continue to harness the opportunities 
presented by external factors that could materially impact our business model. 

With our purpose in mind, we mitigated the risks associated with each of the four 
trends outlined below in order to create value for our stakeholders.

Material trends impacting value 

Strategic objectives:

Material risks1: See page 36.

1 Cyber threats. 

2 Unstable economic and market conditions (all markets).

3 Vendor strategy.  

4 Market disruption.

5 Increase taxation, social and political pressure.

6 Technology failures.

7 Resilience of our mobile money platform.

8 Adverse regulatory and compliance pressures.

9 Spectrum.

10 Execution of strategic projects for future growth.

1. The numbering of the material risks is according to the risk matrix shown in the principal risk section on pages 36 to 41. 
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Profoundly challenging macroeconomic context

Our response

We introduced several innovative solutions, including 
COVID-19 relief plans and special payment holidays, and 
increased rigour in and focus on our retentions 
department to reduce line churn and revenue outflow. 

We accelerated our pricing transformation strategy, 
reducing the prices of our 30-day data portfolio by up to 
40% over the past year with an additional 14% cut 
planned for 1 April 2021. We also launched our ConnectU 
platform, giving free access to lifestyle websites as well as 
massively reduced data offerings to more than 2 000 
low-income suburbs across South Africa.

We offered smartphone deals for under R120 per month. 

Vodacom Financial Services launched VodaTrade, a digital 
supplier trading portal that supports SMEs by connecting 
them to new business prospects.

M-Pesa expanded to 44.5 million customers across our 
markets, making it the continent’s biggest payments 
platform. Across our international markets, including 
Safaricom, we processed US$24.5 billion a month in   
transactions value, up 63.5%. 

Through technological innovation, such as 5G expansion, 
and leveraging existing network infrastructure reach – 
including fibre, microwave, LTE and SD-WAN – Vodacom is 
delivering more connectivity to more users, especially in 
rural areas. Increasing digital access opens opportunities 
for employment, innovation and inclusion, bridging the 
digital divide and changing lives for the better.

More positively, global research providers, including the 
African Development Bank, expect a meaningful 
economic recovery in calendar year 2021.  

zz The outbreak of the COVID-19 pandemic contributed to the already 
severe economic challenges experienced across our markets, with 
depressed growth, large fiscal deficits, increasing debt and high-social 
vulnerabilities. Our consumers were under substantial financial pressure 
and sought every opportunity to manage or reduce their costs. 

zz In South Africa, lockdown regulations significantly impacted employment 
levels. Furthermore, our macroeconomic environment was further 
impacted by the Competition Commission data market services enquiry. 

zz In Mozambique, the pandemic contributed to the country’s first economic 
contraction in over two decades. In Tanzania, it is expected that an 
additional 500 000 people will fall below the poverty line, with urban 
informal workers particularly at risk. Furthermore, the tourism industry –  
a significant driver of growth for Tanzania – was severely affected by 
international travel bans. 

zz In the DRC, the country felt the impact of the pandemic on its already 
weak economy and health sector. As one of the poorest countries in the 
world, the pandemic triggered an economic recession stemming from 
weaker exports caused by the global economic downturn.

zz Tensions between the USA and China relating to trade, technology and 
supply chains exposed shortcomings in the delivery of digital and other 
essential products to Africa.

1.  The numbering of the material risks is according to the risk 
matrix shown in the principal risk section on pages 36 to 41. 

Further details are provided in our regulatory report at 
www.vodacom.com.

Material risks1: See page 36.

2 Unstable economic and market conditions (all markets).

5 Taxation uncertainty, social and political pressure.

7 Resilience of our mobile money platform.

Strategic objectives:

Segmented 
propositions 

Financial 
services 

Digital 
content 
platforms 

Enterprise 
digitalisation 

Best 
customer 
experience 

Best 
technology 

Our brand 
and 
reputation 

Digital 
organisation 
and culture 

Our strategic pillars

Real GDP growth (percent)

Calendar year 2020 2021 2022

DRC (1.7) 3.3 4.5
Kenya 1.4 5.0 5.9
Lesotho (5.2) 4.1 4.4
Mozambique (0.5) 2.3 4.5
South Africa (8.2) 3.0 1.6
Tanzania 2.1 4.1 5.8

Source: African Development Bank

O
ur business
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Material risks1: See page 36.

Strategic objectives:

4 Market disruption.

9 Spectrum.

10 Execution of strategic projects for future growth.

Our external environment continued

An evolving competitive landscape 

Our response

In this hyper-competitive market, we manage and increase active days on 
the Vodacom network through a focused management framework, which 
incorporates tools like extensive personalisation engines, the new 
Vodacom loyalty programme and targeted segmented campaigns. 

We increased emphasis on consumer retention and base management, 
and focus on deepening our customer relationship by driving the 
adoption of converged fixed-mobile offers and multi-line bundles.

Vodacom South Africa is deploying 5G mobile broadband and fixed 
wireless access services. 

We focus on providing the best connectivity for businesses through 
mobile and fixed-line services, positioning this as a cloud connectivity 
service. We continue to strengthen relationships with business customers 
by building communities and offering advisory services.

We focus on becoming the SME information and communication 
technology (ICT) provider of choice by establishing a platform ecosystem, 
further supporting our transition from a telco to a techco.

Vodacom, in partnership with IoT.nxt, offers a number of digital solutions 
to sectors such as mining, fast-moving consumer goods, logistics, health, 
e-learning and agriculture.

Acceleration of digitisation, largely driven by advances in AI, together with 
emerging new technologies – including Big Data and robotic process 
automation (RPA) – are compelling opportunities to transform Vodacom’s 
operating model and fundamentally reshape our cost base while 
improving our customers’ overall experience.

We partnered with Alipay to develop a super-app for South African 
citizens. We see this as an excellent opportunity to reinvent the mobile 
fintech ecosystem for consumers and merchants.

zz It has become increasingly important to protect the 
Vodacom base to ensure consumers remain active in the 
network and to drive down multi-simming.

zz Changes within the mobile connectivity space have shifted 
rapidly over the past five years, driven mainly by entrants 
in the fixed connectivity space (fibre and fixed wireless 
access, among others) and rapid price reduction in mobile 
broadband products.

zz The risk that telco services will be disintermediated by 
over-the-top (OTT) applications from Big Tech and other 
players continue to impact revenue streams like voice and 
SMS. Most prominently, SMS revenues had been affected 
by OTT messaging services, such as WhatsApp. We largely 
eliminated the short-term risk to our revenue from these 
substitute services by moving to integrated voice/SMS/
data bundles. However, in the medium to long term, the 
growing popularity of OTT technology platforms means 
that voice pricing needs to be competitive against voice 
being carried over a data network.

zz Banks are competing with Financial services and M-Pesa.

1. The numbering of the material risks is according to the risk matrix shown in the principal risk section on pages 36 to 41. 
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1. The numbering of the material risks is according to the risk matrix shown in the principal risk section on pages 36 to 41. 

Tough regulatory and policy environment

Our response

We implemented a governance framework that 
provides for prudent management and oversight 
of Vodacom, which also adequately protects the 
interests of all relevant stakeholders.

We embed regulatory compliance in business 
culture, planning and decision-making framework.

We maintain open and proactive engagement 
with various regulators and authorities as part of 
our stakeholder engagement plan.

Our risk management framework enables a 
coordinated approach to ensure management, 
internal assurance functions and external 
assurance providers address material risks and 
implement suitable mitigation measures.

The scope of our monitoring plan evolves as more 
products are launched.

zz South Africa: The COVID-19 lockdown reduced employment and household 
income. People who could work and study from home became heavily 
dependent on telcos. These changes weighed heavily on mental and physical 
health. Vodacom focused on improving telecommunications products and 
services for the general public.

zz Tanzania: The regulatory environment improved considerably in the latter part 
of the year. We are encouraged by early signs of industry reform, which could 
bring back growth to the industry and accelerate investment.  

zz Lesotho: The political and regulatory environment remains volatile, although 
stability is being restored with the new coalition government formed in 
May 2020. Vodacom Lesotho with support from Vodacom Group has pledged 
US$1 million to the government to support vaccination procurement. The 
COVID-19 pandemic has further depressed employment and household incomes.

zz DRC: COVID-19 and political paralysis have hampered the economic agenda, but 
a new parliamentary majority could significantly aid progress after a cabinet was 
appointed on 12 April 2021. Attacks committed by armed militias in the far 
eastern provinces and Katanga remain a concern. 

zz Mozambique: While the political and regulatory environment remains stable, 
the US$20 billion gas development project has come under threat due to  
insurgencies in the north, which remains an area of concern. 

5 Taxation uncertainty, social and political pressure.

7 Resilience of our mobile money platform.

8 Adverse regulatory and compliance pressures.

9 Spectrum.

Further details are provided in our regulatory 
report at www.vodacom.com.

Material risks1: See page 36. Strategic objectives:

Our strategic pillars
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