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STAKEHOLDER  
REPORT
Engaging with and building relationships with all our stakeholders is key to sustaining our business. 
Our stakeholders are the individuals, groups of individuals or organisations that affect and are affected  
by our activities, products or services and associated performance.

Who keeps us in business
Vodacom’s stakeholder base is broad, including employees, customers, government departments, regulatory authorities, shareholders, civil 
society, suppliers and business partners. This means that there are many different views and expectations that we need to respond to and 
manage, to ensure the sustainability of our business. 

Our approach is to have frank conversations on issues that matter to them and those that are material to our business.

Stakeholder
Why it’s important for  
us to engage

What matters most  
to them

Ways we engage

Customers Our customers are central to the 
sustainability of our business. To 
build trust among our customers 
we need to manage our core 
operational risks around network 
performance and privacy. With  
a number of new regulations 
impacting our customers and  
our relationships with them, 
engagement also helps us better 
manage regulatory risk.

   Better value offerings;
   Faster data networks  

and wider coverage;
   Making it simpler and quicker to 

deal with us;
   Converged solutions 

for business customers;
   Feedback on service-related 

issues; and
   Privacy of information.

   Call centres, retail outlets, online 
and My Vodacom App;

   NPS feedback interviews and 
focus groups;

   Facebook and Twitter; and
   Vodacom website.

Employees Our people are the heart and soul 
of our business. Their skills and 
involvement determine our ability 
to realise our vision to provide the 
best network, best value and best 
service, and to fulfil our purpose of 
empowering everyone to be 
confidently connected. 

 Career development;
 Improved knowledge sharing 

across the Group;
 Simplicity and agility;
 Engagement;
 Building skills in line with the 

future business growth; and
 Being fairly remunerated 

for their service.

 Internal website;
 Newsletters, internal magazine 

and electronic communication;
 National Consultative 

Committee representation;
 Anonymous employee hotline;
 Leadership roadshows;
 Team meetings; and
 Performance development 

process.

Government  
and  regulators

Our relationships with governments 
and regulators impact on our ability 
to contribute towards broader 
economic, social and 
environmental objectives.

 Facilitation of socioeconomic 
growth;

 Citizen and community 
centricity;

 Achieving national broadband 
access objectives;

 Consumer protection and 
quality of service;

 Managing spectrum as a 
national public resource;

 Cost of communication;
 Developing a digital society, 

including e-Government;
 Underserviced and rural 

communities; and
 Skills development and 

employment.

   Participation in consultations 
and public forums;

   Submission and engagement on 
draft regulations and bills;

   Engagement through industry 
consultative bodies;

   Publication of policy 
engagement papers;

   Social upliftment programmes 
and initiatives; and

   Partnering on key programmes, 
with regards to education, health 
and security.
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Stakeholder
Why it’s important for  
us to engage

What matters most  
to them

Ways we engage

Investors  
and shareholders

As the providers of capital 
necessary to support our 
growth, we engage with our 
shareholders and investors to keep 
them up to date on the financial 
performance and overall 
sustainability of Vodacom.

   Future performance of SA and 
International business;

   Investing for growth;
   Risks and opportunities in the 

markets we operate in;
   Transparent executive 

remuneration;
   Dividend policy; and
 Sound corporate governance.

   Investor roadshows;
   Investor days;
   Annual and interim reports;
   SENS announcements;
   Monthly and quarterly 

operational reviews with  
our parent Vodafone; and

   Investor relations page 
on our website.

Business partners One of the most important ways  
we interact with our customers is 
through our business partners.  
As custodians of our brand and 
reputation, how they engage and 
deliver service is critical to our 
objective of excellent customer 
service across all touch-points.

   Fair treatment;
   Top management involvement 

with customers;
   A consistent customer 

experience; and
   Making it simpler and quicker to 

deal with us.

   Annual business partner 
conference;

   Bi-annual Franchise roadshows;
   Quarterly Franchisee Council 

Committee meetings; and
   One-on-one business meetings.

Suppliers Suppliers and contractors impact on 
our ability to provide products and 
deliver services, and are required to 
comply with our health and safety 
and ethical procurement standards. 
Engaging with them contributes to 
business continuity, viability and 
operational efficiency.

   Timely payment and fair terms;
   Improving health and 

safety standards;
   Partnering on environmental 

solutions; and
    BBBEE compliance.

   Supplier forums;
   Ongoing site visits;
   Audits; and
   Ongoing regular direct 

engagements.

Communities Empowering local economies 
builds trust in Vodacom. It also  
adds to the longer term viability 
of our markets by strengthening  
the socioeconomic context 
in which we operate. Our 
communities also benefit from 
social and environmental 
innovations.

   Access to mobile services;
   Access to basic services such as 

finance, health and education;
   Investment in infrastructure; and
   Responsible expansion of 

infrastructure.

   Public participation where new 
base stations are required;

   Vodacom Change the World 
volunteer programme; and

   Vodacom Foundation partnering 
with communities.

Media As a stakeholder, the media plays  
a role in keeping Vodacom 
stakeholders informed of business 
developments, new products and 
services and the impact of our 
business operations.

   Being informed of key activities 
and offerings; and

   Transparency.

   Face-to-face and telephonic 
engagement;

   Interviews with the CEO and key 
executives;

   Media releases and product-
related publicity;

   Roundtables;
   Product launches; and
   Site visits.
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Engaging with government and regulatory 
stakeholders
Vodacom operates in a highly regulated sector and routinely 
engages with policy makers and regulators both proactively and 
reactively. During the course of the year we implemented 
stakeholder engagement plans to ensure ongoing discussions 
on material issues facing our business, and to manage the 
anticipated impact of these.

Across all markets we have identified a number of key issues and 
regulations that policy makers and regulators intend to implement. 
These include price floor regulation in the DRC, new taxes in 
Tanzania and market reviews in Lesotho. In South Africa, our 
engagements covered spectrum availability and mobile termination 
rates, among others.

South Africa
The key topics for engagement with policy makers during the year 
were on spectrum allocation and increasing broadband access. 
Targeted engagement was undertaken with policy makers, the 
regulator and other authorities with regards to our proposed 
acquisition of Neotel. Other ongoing engagements were with the 
Departments of Education, Health and Social Development to 
sustain collaborations.

Tanzania
Our engagements with government and regulatory stakeholders 
covered education (e-Learning), rural network rollout, new 
regulatory developments on taxes (including SIM card and excise 
tax), spectrum allocation for Long Term Evolution (‘LTE’) rollout and 
partnerships on the national ICT broadband backbone. In addition, 
we continued engagements on investment in our staff and giving 
back to communities through the Vodacom Foundation. We also 
engaged government with regards to protection of personal 
information and compliance with national security requirements.

DRC
The key issues we engaged on with government and regulatory 
authorities in the DRC included mobile sector tax reforms, price 
regulation, LTE rollout, site sharing and roaming regulation.

Mozambique
Our engagement with the authorities ranged from network 
expansion and performance, spectrum and mobile termination rates. 
In addition, we continued routine engagements on supporting 
national priorities and channelling corporate social investments 
to support communities, in particular combatting malaria.

Lesotho
The main issues on which we engaged with the regulator were,  
inter alia, the renewal of our operating license, Southern African 
Development Community (‘SADC’) regional roaming regulation, 
quality of service regulations and the acquisition of 
1 800MHz spectrum to implement carrier aggregation. 
Furthermore, we held discussions on our support towards the 
Independent Electoral Commission’s call centre as part of our 
contribution to promoting democracy.

Research
Reputation survey
Over the last four years we have used our annual Reputation Survey, 
conducted across key internal and external stakeholders, to track 
our progress in managing our reputation and benchmarking our 
performance against our competitors and other leading brands. 

Conducting this survey has given us insight into the key drivers 
of our reputation. Our operations are focusing on improving 
performance in the drivers of reputation where there are gaps.  
Apart from our own commissioned research, we continued to 
monitor reputation research by independent market research 
companies. Vodacom ranked third overall and first in the telecoms 
sector in the annual Top Companies Reputation Index (‘TCRI’) 
published by independent market research company Plus 94 
Research (Pty) Limited.

Managing reputation
Maintaining our good reputation amongst stakeholders is a key 
business asset that requires consistent assessment and proactive 
management. To this end, since August 2014, we have worked 
with our operations to establish reputation steering committees 
that will meet regularly to oversee the design and execution 
of reputation strategies.



04

Stakeholder report

Socioeconomic impact
In the year we extended our research to measure the 
socioeconomic impact of our operations for the financial years 
2012 to 2015. The intention was to retrospectively measure 
Vodacom’s impact and contribution to society as an operator 
supporting economic development, a contributor as a tax payer  
and a corporate citizen.

Selected highlights from the research indicate that:

 South Africa
  Vodacom contributed an estimated R164 billion to the 

South African economy in terms of economic growth over 
the last three years.

 – The total jobs created by Vodacom over the last three years 
are estimated to be 119 000 (direct and indirect jobs).

 – Total taxes paid by Vodacom, which are the sum of direct plus 
indirect taxes, were approximately R38 billion (cumulative 
three year total).

 – Total CSI spending over the same period amounted  
to R243 million.

 Lesotho
 – Vodacom contributed an estimated R1.8 billion to the 

Basotho economy over the last three years.
 – The total jobs created by Vodacom over the last three years 

are estimated to be 1 400 (direct and indirect jobs).
 – Total taxes paid by Vodacom, which are the sum of direct plus 

indirect taxes was R459 million (cumulative three year total).
 – Total CSI spending over the same period amounted to about 

R0.9 million1.

 1.   This figure excludes funding for projects raised by the Vodafone Foundation 
and other funders.

 Mozambique
 – Vodacom contributed an estimated R5.7 billion to the 

Mozambican economy over the last three years.
 – The total jobs created by Vodacom over the last three years 

are estimated to be 7 500 (direct and indirect jobs).
 – Total taxes paid by Vodacom, which are the sum of direct plus 

indirect taxes was R592 million (cumulative three year total).
 – Total CSI spending over the same period amounted to about 

R8.9 million. 

 Tanzania
 – Vodacom contributed an estimated R12.5 billion to the 

Tanzanian economy over the last three years.
 – The total jobs created by Vodacom over the last three years 

are estimated to be 22 000 (direct and indirect jobs).
 – Total taxes paid by Vodacom, which are the sum of direct plus 

indirect taxes was R5.9 billion (cumulative three year total).
 – Total CSI spending over the same period amounted to about 

R22 million. 

 DRC
 – Vodacom contributed an estimated R8 billion to the DRC 

economy over the last three years.
 – The total jobs created by Vodacom over the last three years 

are estimated to be 11 000 (direct and indirect jobs).
 – Total taxes paid by Vodacom, which are the sum of direct plus 

indirect taxes was R4.3 billion (cumulative three year total).
 – Total CSI spending over the same period amounted to about 

R10.4 million.

Thought leadership sessions
As part of our stakeholder engagement and relationship building 
programme, we hosted four executive dialogue sessions with select 
government officials, academics and political commentators. 
The sessions were aimed at ensuring that Vodacom’s senior leaders 
have a platform to engage with South Africa’s thought leaders, keep 
pace with debates and are aware of government perspectives with 
regard to national challenges, development priorities and related 
strategies.
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Key issues that concern our stakeholders and how we responded 

Access to  communications To expand access into remote areas, we continued our work with suppliers 
to build networks that function effectively at low cost. We also added 
more value offerings in both voice and data services. 

In the DRC, we continued to rollout ultra-low cost sites (‘ULCS’) in rural 
areas with no coverage. To date, we have 500 low cost sites in that 
country and have one test site in Lesotho.

The sites are totally off-grid and operate on battery and solar power only, 
and cost less than 30% of a conventional site to construct.

We are halfway to our target of introducing over 1 000 of these sites 
by the end of the 2016 financial year.

Cost of services Macroeconomic indicators in our operating markets have been 
challenging and consumer spending has been under pressure. In this 
context, there is a perception that communication costs are high and 
regulatory steps are needed to make voice and broadband services  
more accessible and affordable for our customers. 
 
We are committed to providing our customers with unmatched value and 
a range of simple and transparent price plans to suit their needs. 

Supporting the sustainability  
of small, medium and micro 
enterprises (‘SMMEs’)

We have continued with our programme of expediting payments to 
SMMEs and qualifying black-owned enterprises within 15 days of receiving 
goods and services. Moreover, we launched the Innovator Trust, an entity 
aimed at developing and supporting black-owned and black women-
owned South African SMMEs in the ICT sector.

For more see our transformation report online.

Diversity and localisation We see greater race, gender, age, culture and religious diversity as 
strengths that help us understand and serve our customers better. We are 
committed to achieving equitable representation at all occupational 
levels. Our employment equity policy highlights this commitment.

For more see our human capital report online.

Sharing infrastructure We remain committed to passively sharing infrastructure with players  
in our industry as a way of lowering our environmental impact and costs. 
In South Africa we passively share infrastructure wherever it is economically 
viable and sensible.

For more see our technology report online.
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Key issues that concern our stakeholders and how we responded continued

Protecting customers Across all our markets, we have a range of policies and measures in place 
to protect our customers, their information and privacy.

PG 96 for more see our risk management report in the 
integrated report.

Electromagnetic fields Together with our parent company Vodafone, we continue to monitor 
research and developments in managing health issues related to our 
network. We are committed to safeguarding our customers, employees 
and the public. Furthermore, we remain committed to openness and 
transparency on the subject, monitoring debates and communicating 
significant scientific developments on our website.

For more see our environment report online.

Environmental responsibility At Vodacom we are cognisant of our dependence on stocks of natural 
capital, which include the environment we operate in and the resources 
on which our business depends. For this reason we proactively identify 
the risks and opportunities that local and global environmental issues 
present. This ensures that we remain resilient and continue to create 
sustainable value for all our stakeholders.

For more see our environment report online.

Network quality Vodacom’s South African network covers 99.9% of the local population 
with 10 673 sites across the country, which means we offer the widest 
network coverage in South Africa.  
 
Our international mobile operations now have close to 5 500 2G sites 
and more than 3 000 3G sites deployed in the DRC, Lesotho, Mozambique 
and Tanzania. All markets have rolled out radio access network (‘RAN’) 
modernisation programmes. This gives us a competitive advantage 
and ensures that we’re able to deliver quality services. 
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United Kingdom
France
Malaysia
Singapore
Cote d’Ivoire
Ghana
Nigeria
Cameroon
Congo (DRC)

Uganda
Kenya
Djibouti
Tanzania
Angola
Zambia
Namibia
Botswana
Zimbabwe

Sierra Leone
Mozambique
Malawi
Swaziland
Lesotho
South Africa
Madagascar
Mauritius

United Kingdom
France
Malaysia
Singapore
Cote d’Ivoire
Ghana
Nigeria
Cameroon
Congo (DRC)

Uganda
Kenya
Djibouti
Tanzania
Angola
Zambia
Namibia
Botswana
Zimbabwe

Mozambique
Malawi
Swaziland
Lesotho
South Africa
Madagascar
Mauritius
Liberia
Equatorial Guinea

DRC
Contribution to economy R8 billion
Direct and indirect jobs created 10 596 
Total taxes paid (direct and indirect) R4.3 billion
Total CSI spend R10.4 million

Tanzania
Contribution to economy R12.5 billion
Direct and indirect jobs created 22 089
Total taxes paid (direct and indirect) R5.9 billion
Total CSI spend R22 million

South Africa
Contribution to economy R164 billion
Direct and indirect jobs created 118 690
Total taxes paid (direct and indirect) R38.4 billion
Total CSI spend R243 million

Lesotho
Contribution to economy R1.8 billion
Direct and indirect jobs created 1 412
Total taxes paid (direct and indirect) R459 million
Total CSI spend R0.9 million

Mozambique
Contribution to economy R5.7 billion
Direct and indirect jobs created 7 490
Total taxes paid (direct and indirect) R592 million
Total CSI spend R8.9 million

Vodacom’s economic contribution 
across all its operating countries for 
the  financial years 2012 to 2015

Points of presence for Vodacom Business Africa


