
Efficiency and optimisation
Ongoing process and systems 
optimisation continued to yield 
positive results in a constrained 
economic environment that 
was exacerbated by prolonged 
lockdowns. Improved information 
quality ensures we can make 
better and more informed 
strategic decisions, leading to 
improved guest experiences. 

FOCUS AREAS

OUR FOCUS FOR 2020 WHAT WE ACHIEVED SELF-
ASSESSMENT

Continuing to extract efficiencies and relevant business 
intelligence to make informed strategic decisions 
group-wide

Lockdown provided time to further analyse our business 
operations, which resulted in cost savings in excess of 
R250 million

Implemented the restructuring of our resort properties as well 
as the consolidation of gaming operations at all our casinos 
resulting in an estimated annual cost saving of R291 million

Further leveraging systems integrations and continuing 
to improve standardised operating procedures

Lockdown prevented further systems integrations and a 
revision of standardised operating procedures

Embedding defined labour productivity standards Implemented a new employee category to ensure employee 
multi-skilling and advance scheduling module, which 
improved staff management, productivity and labour costs

Continually evaluating and enhancing gaming systems 
to ensure we remain competitive

The group will be transitioning to the world’s largest online 
gaming software system, Playtech

Reviewing our gaming system to determine the best 
way forward from a customer service perspective and 
overall cost of ownership

Determining whether to outsource certain food and 
beverage outlets

Certain food and beverage outlets outsourced at Sun City, 
Golden Valley, Flamingo, Windmill and Meropa

IMPROVE OUR EXISTING OPERATIONS  
AND OUR GUEST EXPERIENCE

 ∞  Continuing to extract efficiencies and 
relevant business intelligence to make 
informed strategic decisions group-wide

 ∞  Focusing on the quality and variety of food 
and beverage options as well as further 
margin improvements

 ∞  Implementing the IFS maintenance module 
to proactively manage maintenance and 
ageing infrastructure

 ∞  Using our employee scheduling system 
(Kronos) more effectively at properties to 
better manage labour demand and costs

 ∞  Focusing on guest service training

 ∞  Implementing a new group reservation 
solution to improve efficiencies and guest 
experience

LOOKING AHEAD
CAPITALS DEPLOYED

Human       Financial

SDGs ADDRESSED

  

MATERIAL MATTERS TARGETED

 ∞  Customer attraction and retention

 ∞  Health and safety of group 
stakeholders

 ∞  Service delivery and customer 
satisfaction

RISKS IMPACTED

 ∞  Coronavirus (Covid-19)

 ∞  Weak economic conditions

 ∞  Ageing infrastructure

COVID-19 IMPACT

 ∞  Closure of operations allowed 
for a deep dive into exploring 
further efficiencies resulting in over 
R250 million cost savings

 ∞  The restructuring process at certain 
properties assisted with cost 
containment for future sustainability 
and margin improvement

 ∞  Identified specific functions that 
could be combined to be more cost-
effective, provide better customer 
service and upskill employees

O
U

T
C

O
M

E
S

Restructuring and 
retrenchments impacted 
2 195 employees with an 
estimated annual cost 
saving of R291 million

Extensive Covid-19 health, 
safety and wellness training

Improved operating 
efficiencies and 
margins

Realised cost savings are estimated 
in excess of R250 million 
by revising service provider 
contracts and outsourcing certain 
functions (facilities management, 
maintenance and certain food and 
beverage outlets)

SELF-ASSESSMENT:    Achieved/Good progress       In progress       Limited progress/No progress

Central office restructure 
impacted 63 employees 
with an estimated cost 
saving of R50 million
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OVERVIEW

Efficiencies and restructuring
The group’s ongoing efforts to manage costs, implement 
efficiencies and improve the customer experience were 
bearing fruit prior to the onset of the Covid-19 pandemic. 
Management was also in the process of reviewing employee 
structures at certain marginal operations as well as the 
cost base across our local South African operations. We 
concluded the South African central office restructure in 
February 2020, resulting in a headcount reduction of 63 and 
realising a total cost of employment saving of approximately 
R50 million per annum. The closure of our operations 
gave us the chance to undertake an in-depth review of our 
processes, operating structures, systems and guest offering 
and experience. This review resulted in the identification 
of cost savings in outsourcing and service provider 
contracts, IT systems and other general costs in excess of 
R250 million. We also noted areas where related functions 
could be consolidated to save costs and also enhance our 
customer experience. We embarked on a further Section 
189A retrenchment process in June 2020, which impacted 
Sun City, The Maslow Sandton, Boardwalk, The Table Bay, 
The Wild Coast Sun, Meropa, Windmill, Flamingo, Golden 
Valley, Naledi Sun and The Carousel with an estimated annual 
cost saving of R291 million. In addition, a consolidation of 
casino operations commenced at all our casinos. 

In response to Covid-19, we increased focus on cost 
reductions, optimising working capital, prioritising capital 
investment, formulating plans to achieve operational 
efficiencies and ongoing better use of systems, standards 
and procedures. Our shared services centre has been 
expanded across the rest of the group’s properties, allowing 
our properties’ operational management to enhance focus 
on our customers, our employees and the internal control 
environment. Going forward, an IFS maintenance module 
will be implemented to focus on critical, preventative and 
infrastructure maintenance to address ageing infrastructure. 

Training
On-the-job training, mentoring, succession planning and 
emphasising the SunWay culture and our CLEAR principles 
remain some key drivers to ensure our people deliver 
meaningful customer experiences and improve back-office 
efficiencies. Due to Covid-19, we initially suspended all 
face-to-face training and once units started reopening, the 
return to classroom interaction was carefully monitored to 
ensure compliance with social distancing. During lockdown, 
employees were encouraged to study online through tertiary 
institutions offering online programmes. The Sun Talk 
platform was used on laptops and smart phones for  
Covid-19 awareness training and included assessments on 
training modules. Return-to-work training focused on  
Covid-19 protocol training around health, safety, wellness 
and compliance. In 2021, we will focus on retraining 
employees on guest service delivery using a blended learning 
approach. This new material emphasises the CLEAR principles 
and will be tracked and monitored to ensure service 
levels and customer offerings are constantly improved 
and refreshed. 

System efficiencies and modifications
Kronos scheduling system: Kronos allows us to measure 
labour costs accurately, improve our scheduling according 
to business demands, improve payroll processing, reduce 
overtime costs, and manage staff better, based on property 
demand. During the stringent lockdown, this system 
facilitated a deep dive into scheduling requirements group-
wide to determine what headcount was critical and where 
we could reduce headcount and contain costs. As lockdown 
eased, this system also helped with advance notice on 
staffing requirements to meet customer demand, as patrons 
returned to our properties. While the big five hotel properties 
(Boardwalk, GrandWest, Sun City, The Table Bay and Time 
Square) now have advanced predictive scheduling, we aim 
to roll this advanced scheduling system out at our smaller 
properties where feasible. This predictive scheduling will 
have a positive impact on operational efficiencies, staff 
productivities and the group’s bottom line. 

Gaming: We continue to look at modernising our world-
class gaming systems to ensure relevance, reduce the cost 
of doing business and enhance customer service levels. 
This allows us to make better decisions around customer 
behaviour and experiences. In determining the most suitable 
gaming system, we prioritised factors such as improving 
customer service, enhancing cashless system abilities within 
regulatory constraints, and integrating marketing, rewards 
and promotion capabilities. Following our research, the group 
will be transitioning from our current Bally gaming system 
to Playtech, which is the world’s largest gaming software 
supplier. 

Food and beverage
Covid-19 negatively impacted our food and beverage 
operations with limited trade for most of the year. Lockdown 
regulations including restricted trading hours, limitations 
on events and a ban on the sale of alcohol weighed 
heavily against the industry. During the closure of business 
operations, management took the time to focus on 
efficiencies and the quality of food and beverage offerings 
across its operations, to improve profitability and ensure high 
food and beverage standards are maintained or enhanced to 
attract and retain customers. Emphasis was placed on staffing 
and scheduling due to reduced business levels. A group-wide 
evaluation of all food and beverage outlets was performed, 
which resulted in specific outlets, at certain properties, being 
outsourced to improve profitability, namely Sun City, Golden 
Valley, Flamingo, Windmill and Meropa. Cost structures were 
also examined for efficiencies and additional cleaning and 
chemical costs were incurred due to compliance with  
Covid-19 protocols. However, overall costs were controlled 
during the year. 

IMPROVE OUR EXISTING OPERATIONS AND OUR GUEST EXPERIENCE  
/EFFICIENCY AND OPTIMISATION continued
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Improve our guest 
experience
The group’s two greatest 
assets are our people and our 
properties. Lockdown severely 
hampered operations and our 
ability to create great memories 
for our guests during 2020. 
However, we are committed to 
remaining relevant in our new 
business ‘unusual’. 

O
U

T
C
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M
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S

 ∞  Emphasising Covid-19 customer health and 
safety protocols 

 ∞  Continuing to improve customer service 
levels through employee service training and 
employee engagement and recognition

 ∞  Focusing on VIP product and customer service 
standards at all casino properties, as well as 
focusing on our VIP guests through a VIP play 
development programme to enhance their 
personal experience

 ∞  Finalising the integration of all hotels within the 
Global Hotel Alliance and MVG signups

 ∞  Focusing on MVG signups, activation and 
retention of MVG customers

 ∞ Promoting our resorts for gaming opportunities

 ∞  Launching additional group-wide tables and 
slots tournaments

 ∞  Implementing an online customer booking 
platform to streamline bookings

 ∞  Driving direct domestic leisure bookings at 
resort properties

LOOKING AHEAD
CAPITALS DEPLOYED

Human   
Social and 

relationship  

Productive  Intellectual

SDGs ADDRESSED

  

MATERIAL MATTERS TARGETED

 ∞  Customer attraction and 
retention

 ∞  Health and safety of group 
stakeholders

 ∞  Service delivery and customer 
satisfaction

COVID-19 IMPACT

 ∞  Customer service indicators 
not monitored while operations 
were closed, but resumed when 
operations reopened 

 ∞  Stringent international travel 
restrictions have slowed down 
international travel to our 
properties

 ∞  Our strategic partnership with 
Resorts at Sea-Crystal Cruises 
was impacted by lockdown 

 ∞  Online alternate gaming gained 
momentum

 ∞  Ongoing proactive customer 
engagement through various 
mediums (social media, direct, 
MVG, website, competitions)

RISKS IMPACTED

 ∞  Coronavirus (Covid-19)

 ∞ Weak economic conditions

 ∞  Infrastructure management 
and maintenance

Proactive lobbying ensured 
casinos and hotels opened 
on alert Level 3 with all 
Covid-19 health and safety 
protocols in place 

Relaunched SunScapes 
to promote our iconic 
property offerings to 
the South African leisure 
market

Launched Sun Studio – 
a flexible, creative 
and innovative hybrid 
conferencing and event 
streaming offering

Expanded our 
alternate gaming 
offering in this 
growing market

Enhanced our MVG benefits 
and donated a portion of MVG 
leisure points to the Solidarity 
Fund in support of people 
impacted by Covid-19

In the process of 
transitioning to a 
new gaming system 
Playtech

Signed up with Global 
Hotel Alliance – the 
world’s largest alliance 
of independent hotel 
brands

Streamlined 
synergies 
between SunBet 
and MVG

FOCUS AREAS

OUR FOCUS FOR 2020 WHAT WE ACHIEVED SELF-
ASSESSMENT

Improving customer service to achieve our targeted 
satisfaction rate of 85% (gaming and hospitality) and 90% 
(Privé gaming customers) group-wide

Suspended our customer service during hard lockdown 
(levels 4 and 5) and refined our customer questionnaires 
to further improve our guest experience

Driving footfall through marketing, ongoing property 
refurbishments and new product offerings

Footfall limited due to social distancing protocols in place 
Critical maintenance and refurbishments took place at 
certain properties

Exploring opportunities to expand Sun International’s 
Vacation Club in new and complementary destinations

Progress ongoing, strategic growth plan defined with 
opportunities currently being explored 

Considering options to sign up with new international 
cruise line operators

Agreement in place with Crystal Cruises, but due to 
Covid-19 cruise liners still not operational

Better leverage our iconic properties’ gaming and 
hospitality offerings to further grow the SunBet market

Excellent growth noted in our SunBet online sports 
betting offering
Launched and hosted the Black Pearl Roulette 
tournament group-wide 

SELF-ASSESSMENT:    Achieved/Good progress       In progress       Limited progress/No progress

IMPROVE OUR EXISTING OPERATIONS AND OUR GUEST EXPERIENCE  
/IMPROVE OUR GUEST EXPERIENCE continued
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OVERVIEW
Sun International’s purpose of creating memorable 
experiences for our customers was significantly impacted by 
the pandemic, as our properties were closed for about three 
to five months and restricted travel (local and international) 
further hampered operations. With the gradual easing of 
lockdown restrictions and the staggered reopening of all our 
operations, our focus remained one of instilling a customer-
first culture at our properties, which is reinforced through our 
values and the SunWay formula for success. Our new central 
office structure began to show positive signs of improved 
synergies across our gaming and hospitality divisions, which 
will continue to enhance memorable guest experiences and 
customer satisfaction levels. 

Customer satisfaction
During hard lockdown (levels 4 and 5) we suspended all guest 
services and our customer satisfaction function. This afforded 
us the opportunity to realign our customer questionnaires to 
be more relevant and user friendly. Once our operations were 
reopened, we resumed this customer satisfaction function 
and encouraged customers to rate their experience at each 
unit. Customer satisfaction scores are aligned to relevant 
employees’ key performance indicators (KPIs) to drive the 
correct behaviour. Their comments provide qualitative and 
quantitative information to help us determine areas where 
we can improve, and where our strengths lie. While we have 
not reported customer satisfaction rates in 2020, as they 
would be skewed by the Covid-19 impact, going forward we 
will measure these satisfaction levels against our satisfaction 
targets of 85% (gaming and hospitality) and 90% (Privé 
gaming customers). 

Due to Covid-19, we switched our ongoing customer service 
training to online, where possible, to cater for remote 
working conditions and where relevant resumed safe face-
to-face training when properties reopened. This training 
continues to enhance our service offering and customer 
experience, and to empower employees in line with the 
group’s employee value proposition. We also introduced our 
SunStars service excellence recognition programme as well 
as several unit-specific recognition awards that recognise our 
employees for professional and excellent service. 

Sunshare is our customer feedback platform where any 
questions and complaints about general service are 
addressed and resolved at each property. Our automatic 
complaint escalation process ensures that each complaint 
is resolved in a timely and suitable manner. Our case 
management system pre-emptively provides a customer’s 
history when they contact us and continues to improve 
customer service and satisfaction levels. Encouragingly, 
during 2020 we closed out 84% of our customer queries 
and complaints, which also contributes to improved service 
delivery and improved customer satisfaction. 

Footfall
Footfall at properties was severely impacted by Covid-19 
when operations closed. Upon reopening, we remained 
active in driving footfall while being mindful of the strict 
social distancing protocols necessary, to ensure customers 
could enjoy our property offerings without compromising 
their health and safety. We also adapted our marketing 
strategy to align with Covid-19 protocols and reminded 
customers of our entertainment appeal. 

One such successful activation that was marketed across 
all casinos included our Black Pearl Roulette Tournament, 
with over R2 million in prize money up for grabs. The 
registration and participation of our customers far exceeded 
our expectations with a total of 1 987 registrations. The 
electronic registration made it seamless and enhanced the 
customer experience, as it enabled the customer a choice 
of participation, freedom to register at a time of their 
convenience and allayed the fear of Covid-19. The grand 
finale at Time Square has set the benchmark for positioning 
Sun International as the home of group-wide gaming 
tournaments and has restored our prestige to delivering 
world-class gaming events. The excitement and activity 
generated by this tournament resulted in excellent returns. 
Due to the tournament’s success, a group-wide gaming 
tournament calendar is being initiated to capitalise on 
future tournaments and exploit cross-selling opportunities, 
especially between our resorts and casinos.

To create more synergy between our product offerings in 
the online space and land-based casinos, we formulated a 
concept to bring SunBet on board as a sponsor for a bonus 
prize in the Black Pearl Roulette Tournament grand finale 
weekend, and provided a platform for them to engage 
directly with the casino VIP players. The primary objective 
from a SunBet perspective was brand awareness as the 
online gaming arm of Sun International as well as creating 
awareness for new and improved product offerings. 

Our digital department was instrumental in using data 
optimally and collaborating with marketing to interpret 
social media data and enhance engagement with our 
customers. We also recruited a digital marketing resource 
at the end of 2020, whose speciality includes trigger-
based communications, which will enhance our customer 
engagement and offerings. 

Food and beverage
Covid-19 protocols around health and safety directly 
impacted our food and beverage offerings. All food and 
beverage standard operating procedures were updated and 
aligned with Covid-19 legislation to ensure compliance. 
All operations inspected by government were not only 
compliant, but exceeded minimum requirements. For 
example, we provided an assisted semi-buffet service at 
breakfast venues with our hot food displayed behind screens 
and our chefs provided plating assistance to guests. The 
cold continental selection was displayed and packaged in 
single use, disposable and recyclable packaging. This allowed 
us to maintain a sense of familiarity and a visual aspect 
for guests at our buffets with variety and selection, while 
maintaining Covid-19 protocols. Our supplier relationships 
during this difficult time allowed us to continue sourcing 
quality products and ingredients to further enhance our 
guest experience. Our new MVG food and beverage discount 
programme was launched in 2020 for MVG members at 
all Sun International outlets, further enhancing our MVG 
customer value proposition.  

IMPROVE OUR EXISTING OPERATIONS AND OUR GUEST EXPERIENCE  
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Maintenance and refurbishments
Most units utilised the lockdown to do maintenance and 
upgrades at our properties. At Sun City, we completed 
the Cascades bedroom soft refurbishments and replaced 
the guest lifts. The Valley of the Waves infrastructure was 
upgraded and we focused on our ageing infrastructure across 
the resort. We are planning to commence with The Palace 
bedroom refurbishment in 2021. At Carnival City Hotel we 
refurbished a further 42 bedrooms and going forward, the 
final 48 rooms will be refurbished. At GrandWest and The 
Boardwalk, a refurbishment of the Privé is in the planning 
stages and should commence in 2021. The proposed 
Boardwalk Mall development will commence in April 2021 
and in the interim, the lake will be drained in accordance 
with environmental approvals. The mall’s design development 
is also at an advanced stage. Phase 1 of this project will 
be completed by mid-November 2021. The mall will be 
completed by the end of September 2022.

Sun City Vacation Club
The Sun City Sun Vacation Club continues to enjoy high 
average occupancy rates of 79% since opening on 
1 September 2020, compared to the prior year’s occupancy 
rate of 84%. A children’s jump park was also opened in 
September 2020. The Sun Vacation Club is earmarked as an 
opportunity to expand our timeshare offering to possibly the 
Western Cape and KwaZulu-Natal, which will offer guests a 
variety of experiences. This will also position the group to 
open its own timeshare exchange, thereby making all iconic 
vacation club properties available to owners and guests, 
creating an additional rental income stream and memorable 
guest experiences.  

SunBet sports betting
SunBet remains an excellent strategic growth opportunity 
for the group and our premium international online sports 
betting platform provider (Kambi) continues to enrich our 
customers’ online sports betting offering. SunBet achieved 
positive results in a year where sport was suspended for 
more than two months and major events like the Olympics, 
Euro 2020 and Wimbledon were postponed or cancelled. We 
achieved a 33% increase in the number of players signed up 
to the platform and a 2% decrease in gross gaming revenue 
(GGR). We continue to investigate and offer new and exciting 
online sports betting products and gaming platforms that 
include a world-class Lucky Numbers offering, as well as 
BetGames and Live Games, which will include Live Roulette, 
Live Blackjack, Live Baccarat and other captivating branded 
betting games. Our customer acquisition and retention 
strategies rely heavily on leveraging our iconic properties’ 
gaming and hospitality offerings as part of our unique 
offering, to further grow the SunBet player base. Going 
forward we are looking at the feasibility of expanding this 
offering into the rest of Africa.

Playtech 
Lockdown limited our ability 
to do any significant machine 
upgrades and refurbishments 
on our gambling floors in 2020. However, we continued 
to look at new ways to improve our operations, enhance 
our customer experience and manage costs. Following 
an extensive review of our gaming system, we decided 
to transition from our existing gaming system (Bally) to a 
new gaming system (Playtech). This transition will be rolled 

out in a phased approach, starting in 2021 with software 
development and gaming certification, followed by regulatory 
approvals in 2022. We anticipate a pilot rollout mid-2022, 
with remaining units going live towards the end of 2022 and 
in 2023. The success of this implementation is critical to the 
ongoing sustainability of our business. To ensure a seamless 
transition, comprehensive communication and training will 
take place.

Sun MVG loyalty programme
Lockdown afforded the time to review our Sun MVG loyalty 
programme to improve the offering, leverage our portfolio of 
assets and provide more value to our MVG customers. Some 
enhancements included reviewing the MVG accommodation 
and food and beverage discounts. We initiated the 
development of a Sun International app to improve 
customised, personalised and direct communication with 
our customers. This app will be introduced in 2021. A digital 
marketing manager was appointed to assist with managing 
and growing the digital asset portfolio and implementing 
strategies to improve awareness and membership of the 
MVG loyalty programme. In support of South Africa’s national 
Solidarity Fund, just over R2 million worth of customers’ MVG 
leisure points were donated to this fund. 

Sun Studio
Due to Covid-19, we revised our conferencing offering and 
launched Sun Studio – a hybrid conferencing and event 
streaming solution. This high-tech connectivity solution 
breaks down distance barriers and allows customers to 
create endless themes that enhance their business objectives. 
Remote attendees access live conferences, meetings and 
presentations from their phones, computers, tablets or 
laptops. Training or meeting platforms can accommodate 
small or big sessions of over 500 delegates, with different 
links from each presenter or organiser. Participants can select 
a suitable event package and arrange their unique set design, 
furniture and presenter backgrounds at the touch of a button.

Strategic partnerships
We continued to explore innovative opportunities to grow 
our business and enhance our memorable guest experience. 
In 2020, we concluded an agreement with Global Hotel 
Alliance (GHA), the world’s largest alliance of independent 
hotel brands. Participation in this alliance enables us to 
leverage a customer data base of over 17 million GHA 
Discovery loyalty members. There are currently approximately 
30 000 GHA members in South Africa. 

In the prior year we launched a strategic partnership with 
Resorts World at Sea – Crystal Cruises – to reward our 
most loyal MVG members. Depending on a customer’s MVG 
membership tier, they can qualify for a complimentary cruise 
of up to two weeks on Crystal Cruise’s Crystal Serenity and 
Crystal Symphony luxury ocean liners. In addition, Crystal 
Cruises also promotes Sun International’s gambling and 
hospitality offerings to attract international customers who 
can experience Sun International’s offerings at our iconic 
properties. Going forward, the group is considering prospects 
to expand this offering through other international operators. 
While this offering was impacted by lockdown, we remain 
confident that this will be a key differentiator once cruise 
liners reopen. 
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