
MATERIAL 
MATTERS

In 2020, our material 
matters were reviewed 
and reassessed by the 
board, executive and senior 
management to align with 
our changing operating 
environment. 

The material matters 
highlighted here are 
discussed in more detail 
in this section.
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Key staff retention

Health and safety of  
group stakeholders

Climate change

Managing through  
tough economic conditions

Digital transformation

Customer attraction  
and retention 

Socio-economic challenges 
(inequality, unemployment, 
procurement, communities, 
pandemics)

Service delivery  
and customer satisfaction

Transformation at senior 
management level

Our material matters inform our business model, strategy, capital resource 
allocation and our stakeholder engagement process. They are influenced 
by our internal and external operating environment, our key stakeholder 
concerns, and the risks impacting our business. 
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The group operates in South Africa, Swaziland and 
Nigeria. Prior to the sale of Sun Dreams (Latam) 
effective 31 October 2020, we operated across the 
African and Latin American continents. Following 
the global pandemic our operating environment 
has changed and has become more challenging as 
the world grapples with the coronavirus’ impact on 
lives and livelihoods. In South Africa, the stagnant 
economy and lacklustre growth, high unemployment, 
crippling debt and social challenges have added 
to the group’s financial and operational pressures, 
with no quick turnaround anticipated. Some of the 
material external factors we continue to monitor 
are shown alongside. We also identify risks and 
opportunities so that we are positioned to rapidly 
respond to our changing operating environment 
through our business model and strategy. 

Gambling boards’ 
requirements

Local infrastructure

Digital transformation

Covid-19
Local and global economic 

conditions

Socio-economic issues

Government policy and 
legislation

Climate change
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Proactive and transparent stakeholder engagement 
is important to keeping stakeholders informed and 
achieving our strategy and vision. It also enables 
us to determine and address stakeholders’ material 
concerns and manage their expectations. Our 
reputation directly impacts whether consumers 
become our guests, whether suppliers become 
vendors, whether government is confident that 
we comply with regulations, and whether people 
want to become employees of the group. Being 
a responsible corporate citizen, it is important 
that we give back to the community by driving 
economic and social development. With the 
global pandemic disrupting business as usual, 
stakeholder engagement became more important 
as we intensified communication regarding the 
group’s response to Covid-19, from an operational 
and stakeholder perspective. Sun International has 
numerous stakeholders with whom we engage on 
various platforms. Our key stakeholders for the year 
under review are shown alongside.
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Customers and guests

KEY
STAKEHOLDERS

Communities Employees

Equity partners 
and debt funders

Gambling 
boards

Regulators and 
industry bodies

Partners  
and suppliers

Sun International’s formal risk management 
process and governance structure identify, review, 
monitor and respond to the most material risks 
and opportunities across our business units. Risk 
identification is key to safeguarding our assets, 
recognising opportunities, and implementing 
strategies to ensure we continue to address our 
material matters and deliver on our strategy. 

1 Coronavirus (Covid-19)

2 Weak economic conditions

3 Smoking legislation 

4 Increase in gaming taxes  
and levies

5
Erosion of market share due 
to other forms of gaming 
(online, illegal, EBTs and LPMs in 
catchment areas) 

6
Increased demands from 
stakeholders

7 Ongoing changes in licence 
conditions

8 Cyber threats  
and information security

9 Succession plans for critical roles

10
Infrastructure management  
and maintenance 
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Protect and 
leverage our 
existing asset 
portfolio

Improve 
our existing 
operations 
and our guest 
experience

Grow our 
business into 
new areas and 
products

Our people Governance 
and 
sustainability
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MATERIAL MATTERS

continued

OPERATING ENVIRONMENT

STAKEHOLDER ENVIRONMENT

RISK MANAGEMENT

STRATEGY

Our group strategy consists of five objectives that 
guide our growth and operational aspirations. These 
strategic objectives are informed by and address the 
material matters, risks and opportunities the group 
faces as well as key stakeholder concerns.
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Collect, review and analyse

Identify and rate

Prioritise, address and respond

Consolidate and engage 

Discuss and approve

STEP 

1

STEP 

3

STEP 

5

STEP 

2

STEP 

4

Sun International conducted a detailed review 
and reassessment of its material matters in 2020. 
This detailed process is conducted every three 
years and involved more than 180 executives, 
general and senior managers and heads of 
departments.  

The reassessment methodology incorporated 
the standard review of elements such as our 
operating environment, stakeholder engagement, 
risk management and strategy. In addition, we 
reviewed the material matters of our peers, 
industry leaders and other listed companies 
on the JSE to ensure there were no outlying 
material matters the group should consider. 

These material matters were consolidated and 
grouped into categories relevant to the group’s 
strategic objectives. This consolidated materiality 
checklist was sent to the participants mentioned 
above, who were requested to identify and rate 
the top three relevant material matters in each 
category. A weighting was then applied to the 
feedback received from the various participants.   

The weighted material matters were presented 
to the executive committee whereafter a final 
list of the most material matters were identified, 
presented and approved by the board. These 
material matters will be reviewed and monitored 
going forward to ensure they remain applicable 
to the group.

MATERIALITY  
DETERMINATION  

PROCESS
Our materiality determination process, 

outlined below, remains dynamic and is 
reviewed by relevant governance bodies 

and updated annually. The material 
matters methodology incorporates 

various elements, namely our operating 
environment, stakeholder engagement,  

risk management and strategy. 

MATERIAL MATTERS

continued
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LOW

MANAGING THROUGH TOUGH 
ECONOMIC CONDITIONS

HIGH HIGH

CUSTOMER ATTRACTION AND 
RETENTION

Prudently managing debt levels

Improving efficiencies and margins

Alternate gaming diversification

Cash flow generative

Weak economic conditions2

Coronavirus (Covid-19)1

Erosion of market share due to other 
forms of gaming 5

Increase in gaming taxes and levies4

Attractive loyalty programmes – MVG  

and Global Hotel Alliance

Focusing on customer service

Ongoing property upgrades,  

refurbishments and maintenance

Offering new products and events

Weak economic conditions Weak economic conditions2 2

Coronavirus (Covid-19) Coronavirus (Covid-19)1 1

Increased demands from stakeholders Cyber threats and information security6 8

Infrastructure management  
and maintenance

Infrastructure management  
and maintenance

10 10

Smoking legislation Increased demands from stakeholders3 6

HEALTH AND SAFETY OF GROUP 
STAKEHOLDERS 

Best practice OHS and Covid-19 health 

and safety protocols

Scheduled maintenance and upgrades

Dedicated SHE teams

Cyber strategy in place

Compliance with POPIA 
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Our business depends on consumer 

spending and guests staying at our 

properties. The prevailing tough 

economic environment in South Africa 

continues to strain consumers’ disposable 

income, particularly discretionary 

spending on gaming and hospitality. This 

also negatively impacts our profitability 

and our ability to continuously reduce 

debt levels, make additional capital 

investments and manage certain 

properties that have performed below 

expectations. The ongoing political and 

social challenges in South Africa remain  

a concern for the group.

Our customers and guests are one of 

our most important stakeholders and 

are critical to our sustainability. It is 

important that we provide products 

and services that continue to attract 

and retain their patronage by providing 

excellent customer service, diversified 

entertainment opportunities and 

world-class facilities as part of creating 

memorable experiences.

The current pandemic has proven that 

without the necessary safety measures in 

place, we will not attract customers and 

guests. The health, safety and wellbeing 

of all our stakeholders has always been 

a priority for the group, but with the 

pandemic, a new emphasis has been 

placed on the importance of creating a 

safe environment for our stakeholders to 

ensure the safety, health and wellbeing of 

our customers, guests and employees.

MATERIAL MATTERS

continued
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Weak economic conditions2

Coronavirus (Covid-19)1

Cyber threats and information  
security

8

Increased demands from  
stakeholders6

Weak economic conditions2

Coronavirus (Covid-19)1

Succession plans for critical roles9

Increased demands from  
stakeholders6

Succession plans for critical roles9

Increased demands from  
stakeholders6

MATERIAL MATTERS

continued

HIGH

SERVICE DELIVERY AND  
CUSTOMER SATISFACTION 

HIGH HIGH

KEY EMPLOYEE RETENTION

Customer satisfaction surveys 

Employee incentive programme to 

encourage excellent service delivery

Continuing to improve our customer 

value proposition through our loyalty 

programmes

Talent management initiatives in place

Succession planning

Empowering employees

Competitive remuneration and incentives

Focus on equal pay for work of 

equal value

Transformation

TRANSFORMATION AT SENIOR 
MANAGEMENT LEVEL

KPIs in place for improving senior 

management transformation

Implementing a diversity and inclusion 

strategy to improve equal opportunities 

at senior management levels in terms of 

gender and race
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Ongoing excellent service delivery 

will lead to customer satisfaction and 

an enhanced reputation, which will 

encourage our customers to return to 

our properties and continue enjoying 

memorable experiences. Constant 

customer service training  

offerings and customer feedback ensures 

that we continue to enhance our  

customers’ experience in line with our  

vision and purpose.

The group’s unique casino and hotel 

business requires critical skills to grow 

the business in an ever-changing 

operating environment, from a digital, 

technology and service perspective. 

Globalisation and virtual operating 

environments make it attractive for 

people to constantly seek new job 

opportunities globally. While competitive 

remuneration is an important 

retention tool, employees’ focus is 

shifting to a healthy work-life balance 

that incorporates challenging and 

empowering working environments. 

Transformation enables a path to inclusive 

economic growth and development. 

Growth without transformation reinforces 

the inequity inherited from South Africa’s 

past. Sun International’s employment 

equity transformation continues to make 

good progress at most levels however, 

the senior management levels require 

more focus going forward.
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Weak economic conditions2

Coronavirus (Covid-19)1

Increased demands from  
stakeholders

6

Cyber threats and information  
security

8

Erosion of market share due to  
other forms of gaming 5

Weak economic conditions2

Coronavirus (Covid-19)1

Increased demands from  
stakeholders6

Weak economic conditions2

Coronavirus (Covid-19)1

Increased demands from  
stakeholders

Infrastructure management  
and maintenance

6

10

MATERIAL MATTERS

continued

MEDIUM

DIGITAL TRANSFORMATION

MEDIUM HIGH

SOCIO-ECONOMIC CHALLENGES 
(INEQUALITY, UNEMPLOYMENT, 
PROCUREMENT, COMMUNITIES, 
PANDEMICS)

Recruited a digital marketing specialist 

to enhance our customer engagement 

and offerings

Developed a Sun International app 

to improve customised, personalised 

and direct communication with our 

customers and employees

Developing innovative product offerings

Remote working opportunities for 

employees

Proactive engagement with 

communities and suppliers

Uplifting communities through our 

supply chain

Focus on equal pay for work of 

equal value

Best practice Covid-19 protocols in 

place

1% NPAT SED contribution and CSI spend

CLIMATE CHANGE

Exploring the feasibility of alternative 

energy solutions

Implementing water efficient solutions 

Investing and optimising IT systems

Ongoing maintenance and infrastructure 

upgrades

Dedicated SHE team
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Consumer needs are constantly shifting 

and evolving in this digital era we operate 

in. It is important that Sun International 

embraces the integration of digital 

technology in all areas of business. 

This will ensure that we continue to 

innovate, transform and challenge the 

status quo, resulting in more value to our 

current customers as well as creating 

opportunities for new customers.

Socio-economic challenges are 

increasing as the world grapples with 

the current Covid-19 pandemic, which 

has destroyed lives and livelihoods 

and highlighted inequalities prevalent 

in society. At Sun International we 

continue to experience increased 

stakeholder demands, specifically 

from our communities and supply 

chains in respect of job creation, 

local procurement opportunities and 

community upliftment.

Climate affects nearly every aspect of our 

lives, from our natural and food sources 

to our transport infrastructure, from 

what clothes we wear to where we go 

on holiday. It has a huge effect on our 

livelihoods, our health, and our future. 

In South Africa our water resources are 

limited, and our electricity costs continue 

to increase significantly, and the reliability 

of our energy supplier remains fragile. 

Sun International is dependent on all 

these resources to operate and provide 

world-class facilities to our customers 

and guests.
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