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Our strategy for value creation

We are committed to supporting and empowering our 
customers as they connect for a better future. A significant 
part of how we do this is through our strategy, which 
comprises eight integrated pillars that operate together  
to create a system of advantage. 

This system of advantage is geared around meeting our customers in their journey 
and growing along with them. A critical part of this strategic journey is our transition 
from a telco to a techco. We want to be an integral part of our customers’ lives, 
homes and offices – a strategic partner that helps them achieve their goals through 
the power of connectivity. 

Our 2021 
strategy 
assessment 
and 2025 
goals 
Reviewing our progress 
in delivering on Vision 
2025 strategy

How we measure success Goal to 31 March 2025 Performance as at 31 March 2021
Baseline performance  
as at 31 March 2020

For more 
information

Segmented 
propositions

Group service revenue 
growth rate (%) 

Mid-single digit 5.8% 5.0% See page 44

Financial  
services

Group customers using 
financial services1 >70 million customers 57.7 million 53 million customers See page 48

Digital  
services

Group customers using digital 
content platforms

>20 million customers 8.3 million 3.4% See page 54

Enterprise 
digitalisation

Contribution of new and digital 
services to Vodacom Business 
service revenue (fixed, cloud, IoT 
and BMS)

>35% 28% Not measured in 20203 See page 57

Best customer 
experience

NPS2 #1 in all markets #1 
in the DRC and Tanzania

#2 
in all other markets

#1 in all markets, except 
Mozambique (#3) and 
Lesotho (#2)

See page 60

Best  
technology

Network NPS #1 in all markets #1 
in the DRC and Tanzania

#2 
in all other markets

#1 in the DRC
#2 in all other markets

See page 65

Digital  
organisation  
and culture

Employee engagement  
index (%)

82% 77% 78% See page 70

Team Spirit index 75% 75% Not measured in 2020 See page 70

Our brand and 
reputation

Brand leadership #1 in all markets #1 
in South Africa 

#1 in South Africa See page 74

Reputation survey #1 in all markets #1 
in all markets

#1 in all markets See page 74

1.  Including Safaricom. 
2.  Digital NPS has been included in the NPS performance indicator. 
3.   Strategic pillar introduced in FY21.

For a more detailed description of how our eight strategic pillars 
feed into the system of advantage, refer to pages 42 to 79.

Target achieved

Target not achieved

On track to achieve

Human  
capital

Manufactured 
capital

Intellectual 
capital

Natural 
capital

Social and 
relationship 

capital

Financial 
capital

Capitals impacted:




