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STAKEHOLDER MANAGEMENT
Relationships with our stakeholders impact directly and indirectly on our business and reputation. Sun International encourages constructive stakeholder feedback through the group’s various 
communication channels. Our stakeholder engagement approach ensures that we continue to add stakeholder value in this challenging operating environment. 

STAKEHOLDER ENGAGEMENT APPROACH
Our stakeholder engagement approach allows for ongoing key stakeholder 
engagement in an open and transparent manner group-wide. Achieving our 
five strategic objectives depends on our ability to proactively engage with 
and respond to our stakeholders. Our various engagement methods include 
online and face-to-face interactions, formal and informal communication 
platforms, social media, results presentations, reports and our annual 
general meeting (AGM). We also engage through our marketing campaigns, 
digital platforms, advertising, electronic media, newsletters, events and 
roadshows. We conduct regular surveys among our guests and employees, 
with the aim of continually improving service delivery, guest experience and 
employee satisfaction. 

ENGAGEMENT PROCESS
We annually assess our stakeholder universe based on stakeholder influence, 
legitimacy and urgency of their concerns. This engagement process allows us to 
identify any material concerns and opportunities that may exist, and purposefully 
engage to resolve and build on these matters and acquire a better understanding 
of our stakeholders’ needs. The risk and social and ethics committees provide 
oversight of the group’s stakeholder engagement and are responsible for keeping 
the board abreast of material matters arising.

Focused engagement within the communities in which we operate is particularly 
important as most of our properties are situated within or close to surrounding 
communities. Stakeholder concerns and demands, particularly from communities 
and local suppliers, continue to increase as the socio-economic environment 
weakens. Cultivating positive relationships with these stakeholders ensures that 
Sun International strives to offer shared value and sustainable socio-economic 
development (SED) opportunities. 

KEY STAKEHOLDER CONCERNS AND ACTIONS TO ADDRESS THEM

Ongoing customer concerns on 
Covid-19 and safety protocols at  
our operations

 ∞ Industry leading health and safety 
Covid-19 protocols – https://corporate.
suninternational.com/media/covid-19-
protocols/ and ongoing communications

Customer service complaints and 
perception of value

 ∞ Learning and development programmes for 
employees to enhance customer service 

 ∞ Innovative product offerings 

 ∞ Focused refurbishments and upgrades 

 ∞ Customer surveys and proactive  
customer feedback

 ∞ Launch of the SunStars employee 
recognition and reward programme

Inconsistent customer 
communication around our 
facilities and service offerings

 ∞ Customer surveys and staff training

 ∞ Launched Sun International app and 
upgraded our online booking engine

 ∞ Branding and marketing campaigns

 ∞ Focused MVG communication

Limited discretionary spend in a 
tough economic climate

 ∞ Promotional offers to encourage footfall

Customer information privacy  ∞ Compliant with the Protection of Personal 
Information Act (POPIA) and the General 
Data Protection Regulation (GDPR)

Our livelihood depends on our guests, as they have a direct impact on 
our financial sustainability. We constantly need to innovate and create 
memorable experiences to remain relevant and attract and retain our guests.

CUSTOMERS AND GUESTS

Value add
►  Stringent Covid-19 and safety protocols at  

all operations 

►  MVG loyalty programme that can be 
managed on the Sun International app

►  Rewarding our loyalty members through our 
Global Hotel Alliance affiliation

►  Enhancing customer service and experience 
through new product offerings

►  Creating memorable experiences

►  Streamlining the customer experience with 
the new online booking engine

Methods of engagement

 ∞ Sun International app

 ∞ Customer surveys

 ∞ Online booking engine

 ∞ Digital communication platforms

 ∞ Sun MVG loyalty programme

 ∞ In-room TVs

 ∞ Media releases

 ∞ Website

 ∞ Social media

 ∞ Face-to-face engagements

STAKEHOLDER 
ENGAGEMENT 

PROCESS

Keep 
relevant 
governance 
committees 
informed of 
material  
concerns

Identify key 
stakeholders

Engage key 
stakeholders

Identify 
and address 
concerns/
opportunities

Provide regular 
stakeholder 
feedback

KEY STAKEHOLDER CONCERNS AND ACTIONS TO ADDRESS THEM

Reduced remuneration 
during lockdown

 ∞ Adjusting salaries to maintain costs and sustain  
the business 

 ∞ Ongoing employee communication through various 
communication channels

 ∞ Regular leadership podcast messages

TERS payments not being 
paid on time 

 ∞ Applying to TERS fund on behalf of employees

 ∞ Ongoing engagement with Department of Labour 
concerning unpaid TERS claims

Sun International’s viability 
and sustainability in the 
Covid-19 operating 
environment

 ∞ Regular dialogue on the Sun Talk platform between 
leadership and employees

 ∞ Focus on operational efficiencies to reduce costs  
group-wide

Covid-19 impact on 
employees’ wellbeing

 ∞ Wellness programmes in place to provide employee 
counselling and support 

 ∞ Ongoing support to Covid-19 positive employees and  
their families

 ∞ Supporting remote working opportunities

 ∞ Ongoing leadership podcast messages

 ∞ R2 million (2020: R1.6 million) invested in employees’ 
family educational needs

Slow transformation  ∞  Focusing on the group’s diversity strategy and  
diversity policy

 ∞ Focusing on implementing an equal pay for equal  
work strategy

 ∞ Tracking the group’s progress on transformation related to 
our employment equity plan

Attracting and retaining 
critical skills

 ∞ Ongoing succession plans implementation across the 
group with a specific focus on critical skills

Employees are the heart of our business. They are the primary interface with our 
guests and the custodians of the memorable experiences we strive to offer our guests.

EMPLOYEES

Value add
►  Building on the SunWay culture and employee  

value proposition

►  Launch of the SunStars employee recognition and reward 
programme

►  Proactively engaging and supporting employees 

►  Ongoing training and development

►  Retaining and attracting key skills 

►  Ongoing talent management

Methods of engagement

 ∞ Sun Talk

 ∞ Social media

 ∞ Email notifications

 ∞ Face-to-face meetings

 ∞ Podcasts 

 ∞ Ongoing training – online 
and face-to-face
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Stakeholder management continued

KEY STAKEHOLDER CONCERNS AND ACTIONS TO ADDRESS THEM

Increased community 
needs as a direct result 
of Covid-19

 ∞ Enhancing community stakeholder 
engagement opportunities 

 ∞ Ongoing SED and CSI contributions

 ∞ Approving special SED projects to 
support the immediate needs of 
communities where we operate

 ∞ Supporting initiatives to mitigate and 
minimise hunger and poverty impacts 
due to Covid-19

 ∞ Assisting in improvement of 
government infrastructure  
within schools

 ∞ Collaborating with local government 
departments to identify needs and gaps

Lack of tendering 
and procurement 
opportunities, 
particularly for black 
women-owned 
businesses

 ∞ Sun International suppliers bulletin 
board available to suppliers

 ∞ Participating in community  
business forums 

 ∞ Reviewing procurement processes 
and inviting black women-owned 
businesses to stakeholder  
engagement sessionsCompliance with 

basic registration and 
supplier process

Reduced local 
procurement, lack of 
competitive pricing and 
job opportunities 

 ∞ Group and unit-specific engagement 
and request for proposal (RFP) 
opportunities

 ∞ Providing adhoc local job 
opportunities and training 

 ∞  Feasibility study and research 
conducted on community needs 
within local procurement to scope key 
issues and attain solutions

 ∞ Securing an enterprise and supplier 
development fund with the National 
Empowerment Fund

Access to further 
enterprise and 
supplier development 
opportunities to 
develop business

Communities form an integral part of our operating 
environment as they provide our social licence to operate.  
It is imperative to create shared value for these communities 
to sustain our operations.

COMMUNITIES

Value add
►  Building strong relationships and 

positively impacting on local 
communities 

►  Supporting local initiatives and 
creating employment opportunities

►  Identifying local procurement 
opportunities to benefit 
surrounding communities

►  Creating sustainable project 
opportunities

►  Developing and training SMMEs by 
hosting incubation workshops

►  Supporting community upliftment

Methods of engagement

 ∞ Site visits 

 ∞ Virtual meetings

 ∞ Local small, medium and 
micro enterprise (SMME) 
workshops

 ∞ Communities business 
forums

 ∞ Face-to-face meetings

 ∞ Written correspondence

Gambling boards provide our legal licence to operate and guide the group on 
how best to create shared value for the communities where we operate. They also 
provide oversight on the gaming industry to ensure a fair and responsible industry.

GAMBLING BOARDS

Value add
►  Supporting South Africa’s economy by creating jobs and 

supporting empowerment opportunities through our SED 
and CSI initiatives, which are linked to gaming revenue 
generation and licensing conditions.

►  Creating co-operative interactions with regulators

►  Increasing Covid-19 measures to safeguard communities 
while gambling 

Methods of engagement

 ∞ Virtual and face-to-face 
meetings 

 ∞ Written correspondence

KEY STAKEHOLDER CONCERNS AND ACTIONS TO ADDRESS THEM

Compliance with licence 
requirements

 ∞ Ongoing monitoring of compliance to ensure we maintain 
our licences to operate

Responsible gambling  ∞ Supporting responsible gambling through financial 
contributions to the South African Responsible  
Gambling Foundation

Outstanding legal 
disputes between gaming 
regulators and the group

 ∞ Engaging with the respective gaming regulators to  
resolve all outstanding legal disputes 

Illegal gambling  ∞ Engaging with various stakeholders, including the NGB, 
provincial gambling boards, SAPS and the Specialised 
Investigations Unit to identify illegal gambling activities 
and to institute criminal action against offenders

Regulators provide the guidance within which we are required to operate, 
and industry bodies provide a platform to influence policy and legislation. This 
continues to create value for all stakeholders within the confines of the law.

REGULATORS AND INDUSTRY BODIES 

Value add
►  Remaining abreast of any legislation change and/or 

new legislation

►  Ongoing compliance with all relevant regulation

Methods of engagement

 ∞ Written submissions

 ∞ Face-to-face and virtual 
meetings

KEY STAKEHOLDER CONCERNS AND ACTIONS TO ADDRESS THEM

Non-compliance with 
relevant legislation

 ∞ Ongoing monitoring of legislative changes directly 
impacting the group

 ∞ Ongoing lobbying with relevant industry bodies (CASA) 
and bookmaker associations to inform and shape our 
regulatory landscape

 ∞ Internal and external compliance audits on relevant 
legislative aspects

Maintaining Covid-19 
safety protocols

 ∞ Industry leading, best practice Covid-19 protocols in 
place – https://corporate.suninternational.com/media/
covid-19-protocols/

KEY STAKEHOLDER CONCERNS AND ACTIONS TO ADDRESS THEM

The group’s long-term 
business sustainability and 
return on investment and 
ensuring an acceptable 
dividend flow

 ∞ Ensuring all operational and growth strategies are 
well communicated and implemented

 ∞ Improving the liquidity position and strengthening 
the balance sheet 

 ∞ Complying with all good governance requirements 

Current debt and liquidity 
levels and the ability to ensure 
financial recovery post  
Covid-19

 ∞ Maintaining the group’s liquidity position

 ∞ Strengthening the balance sheet 

Equity partners, shareholders and debt funders provide us with the financial 
resources to deliver on our strategic objectives and create shareholder value.

EQUITY PARTNERS, SHAREHOLDERS AND 
DEBT FUNDERS

Value add
►  Ensuring acceptable shareholder 

returns on investments

►  Ensuring short-term liquidity and 
optimal capital structures

►  Optimising cost of debt and 
transactional banking

►   Ensuring sound corporate governance 

►  Improving lender insights into the 
group’s financial performance, risks 
and strategy

Methods of engagement

 ∞  Interim and year-end financial results 
presentations 

 ∞ Business updates on SENS

 ∞ Circulars and integrated annual report 

 ∞  Virtual and face-to-face meetings 

 ∞ Participation in investor conferences

 ∞ Monthly and quarterly financial 
submissions to lenders 

 ∞ AGM

 ∞ Written correspondence

Partners provide support to ensure that we do not operate in isolation, thereby 
maximising potential value creation. Suppliers provide the necessary supplies, 
services and systems to enable the group to conduct its business activities and 
improve the overall guest experience.

PARTNERS AND SUPPLIERS

Value add
►  Empowering smaller businesses and service providers 

►  Creating a pipeline of suitable businesses in the group’s 
supply chain 

►  Partnering with local business to leverage synergies 

Methods of engagement

 ∞ Emails

 ∞ Procurement notice board

 ∞ Workshops

KEY STAKEHOLDER CONCERNS AND ACTIONS TO ADDRESS THEM

Limited work 
and tender 
opportunities

 ∞ Work and service delivery opportunities are advertised on unit  
specific portals 

 ∞ RFP and tender opportunities are displayed on the group and unit 
tender bulletin boards 

 ∞ Ongoing unit specific engagements with relevant local suppliers 

Stakeholder management continued
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