
SANTAM-SPECIFIC OUTCOMES
OUR IMPACT ON THE CAPITALS
Santam uses its capitals to effectively manage the size, quality and diversity of the risk pool in which we operate. We also positively impact the 

capitals by paying claims and influencing socio-economic activities through underwriting practices, claims management and risk products. 

Society benefits from increased insurance penetration and a reduced risk protection gap – wherever the insurer operates.

Long-term sustainability relies on our ability to manage systemic risk through partnerships, to diversify our geographic footprint, product and 

service offering, and to improve operating efficiency. The group’s strategy is defined by focus areas that are continuously refined to entrench our 

competitiveness and resilience and to deliver ongoing sustainable and positive performance.

Capital Read more

Financial capital Chief financial officer’s report 

Manufactured capital Growth through innovation and diversification (Section: 2018 performance and prgress against strategy)

Partnerships for risk and resilience (P4RR) (Section: 2018 performance and prgress against strategy)

Continually increase efficiency (Section: 2018 performance and prgress against strategy) 

Real-life story: Stimulating conversations in the African insurance industry (Section: Our strategy)

Human capital Transformation (below)

The right people (Section: 2018 performance and progress against strategy)

Real-life story: true transformation through ongoing support (below)

Intellectual capital Growth through innovation and diversification (Section: 2018 performance and progress against strategy)

The right people (Section: 2018 performance and progress against strategy)

Real-life story: Industry 4.0: we’ve come a long way, we have a long way to go (Section: 2018 performance 

and progress against strategy)

Social and relationship capital Our clients are at the core of Insurance good and proper (Section: 2018 performance and progress  

against strategy)

Transformation (next page)

Governance of transformation (Section: 2018 performance and progress against strategy)

Industry regulators (Section: 2018 performance and progress against strategy)

P4RR (Section: 2018 performance and progress against strategy)

Corporate social investment (CSI) (Section: 2018 performance and progress against strategy)

Natural capital Our strategy 

P4RR (Section: 2018 performance and progress against strategy)



TRANSFORMATION
TRANSFORMATION IS A CRUCIAL OUTCOME OF 
SANTAM’S BUSINESS ACTIVITIES. 
The group ensures transformation in several ways. Strategic, 

digital and geographic transformation are discussed in the 2018 

performance against strategy section and the chief executive officer’s 

report. In this section we focus on socio-economic transformation, 

mostly in the South African context. 

As a market leader, we have a responsibility and opportunity to lead 

by example. Santam’s commitment to transformation and broad-

based black economic empowerment (BBBEE) for the South African 

businesses remains a priority. We use the Financial Sector Code to 

measure our performance.

The feedback in this report focuses primarily on the South African 

market, and includes specific areas of transformation in countries 

where the group invests in collaboration with SEM.

Santam’s progress in transforming the group – and contributing to 

transformation in the industry and economy – creates value for all 

our stakeholders. It also creates value within the group:

 – To support our ability to compete globally, we need to include 

people who represent diverse populations.

 – To create new products and innovative solutions in an ever-

changing landscape, we need to harness the thinking of  

different people. 

 – We need to include diverse thinking to create an insightful, fact-

based approach to serving a vast array of clients, employees and 

business partners.

The central tenet for transformation at Santam is to create an 

inclusive environment by conducting our business activities in 

a manner that resonates with all our stakeholders. Our focused 

transformation strategy ensures delivery on the following objectives:

 – Driving high-impact transformation initiatives for business and 

societal value

 – Creating a diverse and inclusive culture across our value chain

 – Driving transformation using innovation

 – Leading transformation compliance

The transformation strategy is fully integrated into current business 
functions and responsibilities, and leverages embedded reporting and 
management mechanisms. Santam executive management serves as 
the team responsible for implementing the transformation strategy.

The chief executive officer is accountable for implementing  
the transformation strategy. Each executive’s transformation 
accountabilities are included in their respective annual key 
performance areas. The head of transformation and other  
executive heads are responsible for integration, monitoring  
and evaluating progress.

GOVERNANCE OF TRANSFORMATION 
Transformation governance is critical in the insurance space, and 
therefore a priority for Santam. This is evident in the increased 
emphasis on transformation in the Insurance Act, 18 of 2017,  
which came into effect on 1 July 2018 (Insurance Act). 

Governance of transformation is a priority for Santam. Transformation 
governance is overseen by the SES committee, and is on the board’s 
agenda, driven by the executive committee. 

As the leading general insurer in South Africa, Santam plays 
a key role in SAIA by facilitating transformation discussions 
with parliament and regulators and through fostering industry 
cooperation on wider economic transformation. 

Transformation governance elements include:

SANTAM BOARD OF DIRECTORS

SES COMMITTEE

SANTAM EXECUTIVE COMMITTEE

SANTAM TRANSFORMATION STRATEGY

REPORTING AND MONITORING 

IMPLEMENTATION



TRANSFORMATION PERFORMANCE
In line with our transformation strategy, we identified stakeholder groupings for whom we can add the most value. Our strategy drives inclusive 
economic transformation, influences the growth of the economy and ultimately reduces unemployment:

Our people  – Employee profile: 71% black, 29% white
 – Appointment ratio: 88% black, 12% white
 – 10 bursaries awarded
 – Learnerships: 90 black learners in progress
 – Graduates: 16 black graduates in the group
 – Culture: 74% satisfaction rate for engagement barometer

Our intermediaries Black intermediary growth and diversification initiative
 – Objectives: intermediary diversification, leveraging market access in non-traditional markets, creating an inclusive 

insurance platform, and business growth
 – Achievements thus far: 140 graduates (full qualification) were trained through the Black Broker Development 

learnerships and internships between 2016 and 2018; 61% of the learners were placed either within Santam or our 
business partners; 18% of the graduates were absorbed by the industry and 21% are still seeking employment

Our communities  – In 2018, Santam facilitated the investment of R8 million in vulnerable communities through P4RR 
 – CSI spend: R11.5 million 
 – Santam Resilient Fund and its achievements to date:

• Houses built: 3 682
• Jobs created: 535
• Households assisted: 94
• Homes supplied with green energy: 64

Our clients Consumer financial education (CFE)
 – CFE is applied at group level through a two-pronged approach: 

• Funding is provided to SAIA to deliver CFE to the public
• A targeted approach focusing on the Santam emerging client market

 – Our CFE programmes target individual and commercial clients
 – Some CFE activations for the year include:

• Money Smart week – Soweto, Alexandra, Tembisa, Mamelodi
• Retail learning hub partnerships – The Box Shops, Jabulani and Vilakazi
• Emerging farmers – Buhle Academy
• Taxi SMMEs – South African National Taxi Council (SANTACO)

 – CFE statistics:
• Approximately 1 million people reached via awareness initiatives, 3 000 reached through interactive initiatives
• Targeted spend: R9 million

Access products 
 – Statistics:

• Current products: 24 products, verified by the Financial Sector Transformation Council, were approved and are 
available to emerging clients

• Policies in place: Santam has sold just over 200 000 policies into the access market

Our suppliers Enterprise and supplier development (ESD)
 – ESD is applied at group level through a two-pronged approach:

• Investment in the ASISA ESD fund – accessible to small businesses through loan funding 
• Supplier Development programme in conjunction with Sanlam and ASISA – with directional procurement targeted at 

current suppliers in the group
 – 28 jobs were created through the Sanlam, Santam and ASISA Supplier Development programme over the past 2 years
 – SMME average revenue growth: 23% for the year
 – SMME investment: Note that R50 million was invested in the ASISA ESD Fund to date; the fund allows Santam group 

suppliers to access loan funding at a favourable rate; R35 million was allocated to suppliers in the Santam supplier base 



BBBEE PROGRESS
BBBEE status year-on-year

Year 2018 2017 2016 2015 2014

FSC level achieved Level 1 Level 2 Level 2  Level 3  Level 3

Scorecard 2018
Element Weighting Final score

Ownership 23+5 26.80

Management and control 8 3.33

Employment equity 12 6.77

Skills development 20+3 17.36

Preferential procurement 20+4 20.42

Enterprise development 5+3 6.00

Supplier development 10+1 11.00

Consumer education 2+1 3.00

Socio-economic development 3+2 3.00

Access to financial services 12 9.75

Element summary feedback
Element Summary feedback

Equity ownership  – Santam continues to improve its black-owned and black-controlled shareholding, in line with our strategy of 
retaining highly credible empowerment credentials. The business achieved an overall black ownership representivity 
of 34% (2017: 28%). 

 – This improved the group’s FSC ownership score: 2018: 26.80 points (2017: 23.54 points).

Management control and 
employment equity (EE)

 – Santam continues to drive diversification in its management structures across the group. The group improved its 
employment equity positioning year on year. As at the end of 2018, Santam achieved an EE FSC score of 6.77 points 
(2017: 5.97).

 – The loss of key black executive-level management resulted in a reduction in black representivity: 2018: 40% (2017: 44% 
and 2016: 36%). 

 – Specifically black senior management levels, relative to total staff complement, improved: 2018: 32.35% (2017: 24.81%). 
Senior black female management improved: 2018: 13% (2017: 10.5%). 

Skills development  – Santam improved its FSC Skills development score: 2018: 17.36 points (2017: 16.45 points).
 – Total skills spend of group leviable amount increased: 2018: 9% (2017: 7%).

Preferential procurement 
(PP)

 – Santam improved its FSC PP score: 2018: 20.42% (2017: 19.87).
 – The business improved its preferential spend to 51% black-owned businesses: 2018: 29% (2017: 23%) as well as 

spend to 30% black women-owned business: 2018: 10% (2017: 8%).

Enterprise and supplier 
development (ESD)

 – The group continues to invest in small and medium businesses through its investment opportunities and formalised 
supplier development programmes.

 – The group achieved its 17 points year on year, with clear alignment to its preferential procurement objectives.

Consumer financial 
education (CFE)

 – In 2018, further emphasis was placed on driving focused financial education initiatives to middle emerging markets 
both at individual and small township SMMEs.

 – The group continued its focus on the small-business emerging market and invested just over R9 million into  
CFE initiatives and was able to retain its 3 points achieved in 2017. 

Socio-economic development  – The group continues to invest in vulnerable communities.
 – At the end of 2018, the group invested just on R11 million, which allowed it to retain its 3 points achieved the previous year.

Access to financial services  – Santam group has made significant progress with regard to providing access products for the emerging South African  
middle market.

 – The business was able to sell just over 200 000 policies into this market for 2018. This allowed us to improve our FSC Access 
score: 2018: 9.75 points (2017: 8.94 points).



Santam creates value and stability for our stakeholders by 

contributing to a robust, inclusive and responsible general insurance 

industry in all our markets. This supports sustainable social, 

environmental and economic development. Our transformation 

approach is holistic and integrated across all stakeholder networks.

Our approach to stakeholder engagement is aimed at building and 

maintaining quality business relationships with material stakeholders. 

It addresses the various challenges and opportunities that exist within 

the stakeholder framework. Santam believes in regular and productive 

engagement with stakeholders to ensure communication channels 

remain open and that we address their needs.  

VALUE FOR OUR STAKEHOLDERS
Meaningful stakeholder relationships are critical for Santam to remain profitable and play a positive 
role in society. 

We share a business, socio-economic and ecological landscape with a range of stakeholders in South Africa and in the markets in which  

we invest. These stakeholders include:

Through effective dialogue and collaboration, we create a sustainable 

business environment that supports our long-term strategy.

We review our stakeholder universe annually to ensure that new and 

emerging stakeholders who may have a material impact on the group 

are included.

Each material stakeholder grouping is assigned to an executive. On 

a quarterly basis, these executives provide feedback to the head of 

stakeholder relations, and issues arising from these stakeholder 

reports are presented to the SES committee and the board. 

Clients

Media

Shareholders

Industry  
regulators

Intermediaries

Communities

Employees

Government

Suppliers

SEM



Below is a high-level outline of each stakeholder group’s needs and 

interests, and our response through ongoing communication.

CLIENTS

Santam’s commitment to our clients is captured in the brand 

promise: Insurance good and proper. 

Santam’s core purpose is to provide risk solutions for individual and 

corporate clients. Therefore, client-centricity remains fundamental 

to the group strategy. It is imperative that we understand the 

changing needs of clients and innovate to meet them.

We monitor client perceptions and expectations through a complaints 

process and via social media. We continuously enhance our processes 

throughout the insurance value chain to handle on-demand service 

requests or faults. Ongoing market research and strategic reviews 

help us anticipate trends that influence client expectations.

Santam’s clients want the assurance that we will honour our 

commitments by paying legitimate claims. Santam has an internal 

conduct of business committee to ensure we deliver specific, 

articulate fairness outcomes.

SHAREHOLDERS

The financial capital provided by investors and the dividends paid 

to them are central to the success and sustainable growth of our 

businesses. 

We engage with shareholders through the AGM, results presentations, 

investor conferences and reports, among others. We regularly engage 

with Sanlam – our strategically aligned core shareholder. 

Our success as a group directly impacts shareholders. Thus, they 

are invested and interested in the group’s performance and its 

sustainable growth over the short, medium and long term.

EMPLOYEES

Skilled and motivated employees create value by providing clients 

with high-quality and innovative products and services. Our 

relationship with our people is critical to the success of the group.

Santam engages with employees through engagement pulse 

checks, the CEO roadshow and the management conference. Some 

employees are represented by the workers’ union, Sasbo, which is 

affiliated with the financial services industry. 

Our employees care about Santam’s employment practices and 

policies, competitive remuneration, an enabling work environment, 

career and skills development, work-life balance and talent 

acquisition. Our strategic focus area, “the right people”, ensures 

we respond to employee concerns. This includes a targeted people 

strategy, which involves talent management, a transformative 

culture, mentorships and a Wellness programme.

SUPPLIERS

For our business model to function, Santam needs a reliable network of 

suppliers including motor body repairers, electricians and plumbers. 

Santam regularly engages with stakeholders such as the South 

African Auto Repairer and Salvage Association and South African 

Building Contractors and Civils Association to increase our support 

of supplier development initiatives.

We address social and empowerment challenges in South Africa  

by increasing procurement from black-owned suppliers. Santam  

also contributes financially to supplier development initiatives in  

the industry. 

The money that Santam has invested in the ASISA ESD fund creates 

access to loan funding for new and small BBBEE suppliers in the 

sector. Now in its fourth year, this programme runs over a 12-month 

period and includes business assessment and incubation. It aims 

to prepare small black businesses for targeted procurement spend 

from the group. The SMMEs are also supported with an informal 

second year of business mentoring.



INTERMEDIARIES

Santam’s intermediaries are a critical link between the group and 

clients. They guide clients through the structure of policies and offer 

advice, information and assistance regarding risk management 

strategies and claims processes.

Santam management conducts intermediary roadshows and 

extensive training initiatives. We also engage with the FIA and black 

intermediaries regarding industry transformation imperatives. 

SEM

Santam drives diversification through investments and partnerships 

in Africa, India, Asia and other emerging markets through 

collaboration with SEM (including Saham Finances). We are working 

with SEM and Saham Finances to become a leading Pan-African 

specialist insurance provider.

INDUSTRY REGULATORS

Regulation secures a reliable insurance sector, which reduces 

systemic risk and promotes a functioning economy. Regulation 

increases client confidence and reduces the potential for  

reputational risk. 

On 1 April 2018, two new regulators came into operation – the 

Prudential Authority (PA) and the Financial Sector Conduct Authority 

(FSCA), replacing the Financial Services Board (FSB). The new 

Twin Peaks model of financial sector regulation in South Africa was 

then implemented. Our engagement with the new regulators is 

meaningful and constructive. 

GOVERNMENT

We take our role and accountability as a corporate citizen seriously. 

We regularly engage with governmental stakeholders and have  

frequent discussions with government representatives and legal 

entities and institutions. 

We act as a risk management partner for government, by forging 

partnerships with local, provincial and national government to 

ensure resilient communities.

COMMUNITIES

Santam and the communities in which we operate rely on each  

other for mutual success and resilience. We continue to invest in 

vulnerable communities through our CSI initiatives and our P4RR 

programme helps build stronger communities.

Read about our engagement and partnerships with communities 

under Santam-specific outcomes and P4RR under 2018 performance 

and progress against strategy. 

MEDIA

Santam views the media as a critical stakeholder in communicating 
the company’s opinions and messages to other stakeholders.  
We maintain a mutually beneficial relationship with the media. We 
regularly share news on corporate developments with journalists and 
accommodate requests for information from South African and other 
media organisations. 

More detail on stakeholder initiatives, decisions and actions can be 
found in the 2018 performance and progress against strategy section 
and in the chief executive officer’s report. 



FINANCIAL VALUE-ADDED STATEMENT

2018
R million

2017
R million

Gross written premium 33 109 29 720

Claims paid and cost of other services (25 456) (24 838)

Investment income net of fees 1 907 1 392

9 560 6 274

VALUE ADDED
Employee benefits Employee development CSI and development Government

Santam paid Santam spent Santam contributed Santam paid

R2 857m
7%

R249m
139%

R12m
9%

R990m
102%

(2017: R2 673m) (2017: R104m) (2017: R11m) (2017: R489m)

to employees in salaries, short-

term and long-term incentives,  

and employee benefits

on employee training  

and skills development

to initiatives that create social  

and environmental impact

to the South African  

government in direct  

taxation on income
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Shareholders Financiers Retained

Santam paid Santam paid Santam retained

R1 086m
8%

R198m
7%

R4 168m
133%

(2017: R1 003m) (2017: R213m) (2017: R1 792m)

in dividends  

to shareholders

finance cost  

on subordinated debt

for the future growth  

and sustainability  

of the group
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