
Material stakeholder 
interests
Vodacom:
zz Ensured the supply of spectrum is 
managed adequately to satisfy 
increased demand during 
COVID-19 lockdowns; 

zz Used emergency spectrum 
allocated during COVID-19 to 
cope with increased traffic across 
our markets and to launch the 5G 
network in South Africa;

zz Supported efforts to administer 
COVID-19 vaccines, including: 

–  Using Big Data analytics to help 
track and trace the spread of 
COVID-19; 

– Zero-rating government, 
education and NPO websites; 
and

– Donating smartphones and 
data to healthcare professionals.

zz Managed consumer expectations 
about pricing and service quality;

zz Protected personal information 
and customer data;

zz Maintained and enhancing our 
licence to operate; 

zz Created employment 
opportunities and socioeconomic 
development;

zz Complied with regulatory 
requirements, including those 
related to mobile termination 
rates, pricing, security, safety, 
health and environmental 
performance; and 

zz Contributed to the tax base and 
other revenue streams, such as 
the new tax on devices in the DRC.

Our self-assessment of the 
current quality of our relationship 

Our ability to deliver value depends on the quality of our stakeholder engagements 
and relationships. 

Our key relationships

In the tables below, we discuss our engagement with those stakeholders who have a substantive impact on our ability to create value. 
We also share our internal assessment of the quality of our current approach to engaging with the different stakeholder groups.

Non-existent relationship, 
or fractured relationship 
that requires significant 
effort to overcome 
challenges.

Good-quality relationship, 
with room for further 
improvement.

An established 
relationship that requires 
further work to improve 
its quality.

Very strong relationship, 
based on mutual trust and 
shared benefit.

Allocate spectrum and operating 
licences, impose regulatory 
measures with cost implications

How we engage

zz Personal engagements; 

zz Public forum participation; 

zz Participation and consultation in 
the drafting process of new 
regulations and bills; 

zz Discussion with industry 
consultative bodies; 

zz Partnering to implement social 
programmes; 

zz Engagement with international 
bodies to foster cooperation;

zz Hosting workshops to enhance 
understanding of the industry; and

zz Our Social Contract.

Government and regulators

Our response
Our brand reputation page 74.

Our sustainability report 
(responsible business practices 
and disclosures). 
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Material stakeholder interests
zz Availability and speed of the network, especially during COVID-19 
lockdown;

zz Availability of connectivity, coverage and data;

zz Providing affordable and quality products and services; 

zz Securing data and protecting personal information; 

zz Offering converged solutions for enterprises;

zz Transparency around data usage; 

zz Providing quality and swift customer service; and

zz Resolving service-related issues promptly. 

Customers

Purchase our products and services, participate on our platforms 
and provide the primary source of our revenue generation

How we engage
zz At our retail stores and service centres;

zz Through our Vodacom website, call centres, MyVodacom app and 
USSD channels; 

zz TOBi, our AI driven digital customer assistance.

zz Net promoter score (NPS) feedback via interviews and focus groups;

zz Interaction on social media;

zz Targeted marketing messaging; 

zz Exco visits to stores;

zz Complaints management system; and

zz VodaBucks.

Our response

To improve our relationship with our customers we have implemented 
the following key initiatives, whereby we:

zz Introduced data price cuts in South Africa;

zz Introduced our rewards programme VodaBucks;

zz Gave access to 15.5 million customers in South Africa through our 
ConnectU platform, to zero-rated government websites and job 
portals, with discounted offers also providing to 2 000 low-income 
towns; 

zz Zero-rated M-Pesa transaction across our international footprint  to 
the value of R2 billion;

zz Invested R13.3 billion toward network infrastructure to improve 
coverage and quality network;

zz Provided to customers who need to lend airtime; and

zz Introduced TOBi, our chatbot,  to reduce call volumes and improve 
service.

Best customer experience page 60.

Segmented propositions page 44. 

Financial services page 48.

Digital services page 54.

Material stakeholder interests
zz ESG-related matters, including 
incorporating ESG-related targets in 
long-term incentive plans (LTIP); 

zz Providing a safe and healthy working 
environment;

zz Accelerating digital skills development 
to promote agility;

zz Creating opportunities for personal and 
career development;

zz Facilitating communication and 
knowledge sharing across the Group; 

zz Enhancing coaching capacity of 
Vodacom leaders;

zz Providing competitive remuneration and 
equal pay; and

zz Driving transformation and localisation.

Employees

Drive strategy with their ideas, skills, 
experience, and productivity

How we engage

zz Internal communication campaigns;

zz Big Conversation moments and fireside 
chats with our CEO; 

zz Financial support to staff experiencing 
financial challenges to the impact of 
COVID-19;

zz Internal website and Vodacom Engage app;

zz Training and development programmes;

zz Employee Consultative Council and 
Vodacom Youth Council; 

zz Employee hotline; 

zz Leadership roadshows; 

zz Employees Networks Forums, such as the 
Womens Network Forum and the LGBTGI 
Forum etc.; 

zz Pulse surveys; and

zz We Connect session with Vodafone 
Group markets.

Our response
Digital organisation and culture page 70, 
sustainability report (a technology player).
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Material stakeholder 
interests
zz Providing growth 
opportunities and access to 
funding for SMEs;

zz Ensuring timely payments 
of accounts to enhance 
supplier cash flow and 
liquidity;

zz Addressing COVID-19 health 
and safety concerns;

zz Promoting environmental 
solutions;

zz Driving supplier and 
product innovation; 

zz Complying with BBBEE 
requirements, including 
preferential payment terms 
for BBBEE suppliers; and

zz Promoting black female-
owned suppliers. 

Material stakeholder 
interests
zz Clarifying strategy 
execution to ensure 
sustained financial growth; 

zz Allocating financial capital 
responsibly;

zz Embedding good corporate 
governance practices and 
corporate citizenship;

zz Disclosing executive 
remuneration transparently;  

zz Implementing a dividend 
policy that supports 
shareholder returns; and 

zz Special dividend.

Our key relationships continued

Suppliers

Provide cost-effective, quality products 
and services to support our value 
proposition to customers, employees 
and other stakeholders

How we engage

zz Supplier forums; 

zz Supplier portal;

zz Development programmes;

zz Ongoing site visits; 

zz Tenders and requests for audits; and

zz Supplier audits and assessments. 

Our response
Our brand and reputation page 74, sustainability 
report (responsible business practices and 
disclosures).

Investors and shareholders

Provide the financial capital needed for 
long-term growth

How we engage

zz Virtual meetings, webcasts, personal 
meetings, roadshows and conferences; 

zz ESG panel discussions;

zz Interim and annual results announcements;

zz Quarterly trading updates;

zz Annual and interim reports; 

zz SENS announcements; 

zz Monthly and quarterly reviews with 
Vodafone; and

zz Investor relations page on our website. 

Our response
Share information page 100, consolidated 
annual financial statements, sustainability 
report.

Communities

Support the socio-economic 
environment in which we operate 
and impact our brand and reputation

How we engage

zz Vodacom Foundation and community 
partnerships; 

zz Community crisis support, 
e.g Cape Town fires;

zz Community participation on new 
base stations;

zz Online GBV prevention tools and 
platforms;

zz Virtual career expos; and

zz Our Social Contract.

Our response
Our brand and reputation page 74, 
sustainability report (digital society and 
inclusion for all).

Material stakeholder 
interests
zz Addressing the profound 
socio-economic impact of 
COVID-19;

zz Providing free access to basic 
internet, as well as discounted data 
services for students;

zz Zero-rating access to social media, 
education, government and 
employment platforms through the 
ConnectU platform;

zz Providing affordable data price 
to the 2 000 poorest towns in 
South Africa;

zz Partnering with Discovery Health to 
connect the public with doctors 
through virtual consultation;

zz Investing in infrastructure 
responsibly; and

zz Managing and reducing our 
environmental footprint by: 

–  Providing timely and accurate 
information on COVID-19; and

– Building the mVacciNation 
platform to manage the 
distribution of COVID-19 vaccines.
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Material stakeholder 
interests
zz Ensuring fair treatment;

zz Driving involvement 
between top 
management and 
customers;

zz Making it quicker and 
easier to deal with us;

zz Providing developmental 
loans for new black 
franchisees; and

zz Channelling 
transformation to create 
more black-owned 
franchises.

Material stakeholder interests
zz Engaging with brand ambassadors; 

zz Providing timely and transparent access to key 
information, activities and offerings; and 

zz Ensuring transparency around company 
performance. 

Media

Impact brand and reputation while increasing 
customer product and service awareness

How we engage

zz Face-to-face, virtually and through telephonic 
engagements; 

zz CEO and key executive interviews and engagement; 

zz Interim and annual results announcements;

zz Media press releases;

zz Service and product-related marketing publicity; 

zz Speaking engagements;

zz Roundtable discussions; and 

zz Product and service launches. 

Our response
Integrated report, consolidated AFS, sustainability report.

Business partners/
Franchisees

Custodians of our reputation and 
a critical extension of our brand

How we engage1

zz Annual business partner conference; 

zz Regular collaboration sessions with 
key trade partners;

zz Quarterly Franchisee Council 
Committee sessions; 

zz One-on-one business sessions; 

zz Training sessions on products and 
services; 

zz Store support during COVID-19; and

zz Store, franchise and retail visits. 

Our response
Best customer experience page 60.

1.   All meetings were held virtually due to COVID-19.
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