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About this report

Liberty Holdings Limited and its subsidiaries (referred to as 
Liberty or the group) is a recognised South African insurance 
and investment business. For 60 years, Liberty has created 
value for investors by meeting customers’ financial needs 
through developing and delivering appropriate insurance 
and investment  products and advisory services. We work 
to improve the realities of all our stakeholders by facilitating 
economic growth, social development and environmental 
stewardship in the areas in which we operate. 

Our focus is on how we create shared value for you, through 
our specific material focus areas. We want to show you how  
we deliver on our purpose:

Our Report to 
Society highlights 
Liberty’s sustainability 
performance
We seek to balance the needs of our stakeholders                                                         
with regulatory requirements by preparing a suite of reports. 
Our integrated report is our primary report for our shareholders 
and provides a holistic assessment of how Liberty creates 
value over time.

This report, our Report to Society, is for a broader set 
of stakeholders. It aims to communicate, in a concise 
and accessible manner, how we create shared value. 
Our focus is on the material issues that affect you, our 
stakeholders, and our ability to deliver on our purpose. 

Our Report to Society presents a comprehensive 
analysis of our performance with regard to the issues 
material to our sustainability, and the shared value we 
create for our stakeholders. When writing our Report 
to Society, we were directed by the 10 Global Reporting 
Initiative’s (GRI) reporting principles and material topics 
relevant to our business. 

This report covers the 2017 performance of Liberty with relevant 
comparison to prior periods. The Report to Society highlights 
Liberty’s sustainability performance over the period 1 January to 
31 December 2017. The most recent report was released in March 
2017 and covered our previous financial year. 

STANLIB is a wholly owned subsidiary of Liberty and we report 
on its behalf. Liberty Two Degrees is a Real Estate Investment 
Trust (REIT) and a subsidiary of Liberty Holdings Limited. It 
forms part of our property portfolio and therefore the report 
contains information about Liberty Two Degrees’ properties. 
Since Liberty Two Degrees is listed separately on the JSE it 
produces its own integrated report. The majority shareholder 
of Liberty Holdings Limited is the Standard Bank Group.  

We recognise that we have a diverse 
set of stakeholders with different 
information needs.

Restatements

We have restated the numbers related to Occupational, 
Health and Safety (OHS), due to data integrity and an internal 
assurance process (see page 41). 

Introduction

Our purpose is improving people's lives by 
making their financial freedom possible
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We participate in or contribute to a 
number of standards:

With reference to the GRI Standards

Carbon Disclosure Project (CDP) Climate Change

United Nations Sustainable Development Goals 
(UN SDGs) 

South Africa’s National Development  
Plan 2030 (NDP)

King IV Report on Corporate Governance  
for South Africa, 2016 (King IV)

FTSE/JSE Responsible Investment index

FTSE4Good Emerging Index series

United Nations Principles for Responsible 
Investment (UN PRI)

Code for Responsible Investing in  
South Africa (CRISA)
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GRI

201 Economic performance 

203  Indirect economic impacts

204 Procurement practices

205 Anti-corruption 

302 Energy

303 Water

305 Emissions

306 Effluents and waste 

307 Environmental compliance 

401 Employment 

403 Occupational health and safety 

404 Training and education

An index of the indicators can be found on pages 80-81
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Our legitimacy

PURPOSE

LEGITIMACY

VISION

PRINCIPLES

VALUES

Legitimacy is core to the contract we have with our customers, financial advisors, employees, shareholders 
and other stakeholders and it is also the foundation of our culture and drives the way we make decisions.

We insured over 6 million lives 
and paid more than R8,5 billion in 
death and disability claims.

We administer over 8 000 
retirement schemes; STANLIB 
manages savings for over 
500 000 customers.

Over 3 600 financial advisers across Tied, SBFC and IFA channels

We have an unrivalled FA distribution capability

We have been trusted partners to our customers and 
advisers for over 60 years. In 2017 alone:1

2

4

5

6

We are an integral part of the 
Standard Bank Group

Our people are passionately 
committed to the organisation

We have a strong capital base and 
a unique ability to manage risk

Liberty Group 
Limited CAR 

cover 2,92 times 
the statutory 
requirements

LibFin facilitates 
differentiating 

features in 
product 
offerings

First to offer 
Retirement 

Annuity  
product

First insurer 
to build 

shopping malls

First 
JSE-listed 

insurer

First to 
introduce 
Umbrella 

Funds

First insurer 
to introduce 
'Nurses on 
the Road'Fi

rs
ts

3 We have a track record pioneering financial solutions in SA

THIS IS OUR LICENCE TO WIN:

VISION
To be the leading financial 
services organisation in, for and across  
Africa, delivering exceptional client 
experiences and superior value.

Transform Liberty to be the 
trusted leader in South Africa and chosen 

markets by delivering superior value through 
exceptional client and adviser experiences.

Africa is our home,  
we drive her growth

PURPOSE
Improving people's lives by making 

their financial freedom possible

REFRESHED PURPOSE

REFRESHED VISION

OUR CUSTOMERS ARE AT  
THE CENTRE OF WHAT WE DO
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R8BILLION
LONG-TERM 
INSURANCE 
INDEXED NEW 
BUSINESS

R41,3
MILLION 
COMMUNITY 
INVESTMENTS IN 
SOUTH AFRICA

17 441
PARTICIPANTS 
ATTENDED OUR 
FINANCIAL EDUCATION 
TRAINING

2B-BBEE
LEVEL

 INVESTED 

R3,8 BILLION
IN DEBT FUNDING OF SOLAR AND  
WIND ENERGY PROJECTS

TOTAL EXPOSURE OF

R6,3 BILLION
IN INFRASTRUCTURE INCLUDING TOLL
ROADS AND RAIL DEVELOPMENT PROJECTS

ACCREDITED AS

TOP EMPLOYER 
BY THE TOP EMPLOYERS INSTITUTE 
FOR THE  9TH CONSECUTIVE YEAR

R7,2
MILLION
PREFERENTIAL 
PROCUREMENT

R720
BILLION 
ASSETS UNDER 
MANAGEMENT

12,3%
NORMALISED
RETURN ON
IFRS EQUITY

LIVES ARE 
INSURED BY 
LIBERTY

>6 000 000

R5,4
BILLION PAID IN 
RETIREMENT 
ANNUITIES

R4,12
BILLION PAID IN 
SALARIES

L L

A VV
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Economic growth in the sub-Saharan African region 
remained fragile in 2017 as GDP recovered to 2,7%, up 

from 1,5%  in 2016. Locally, the South African economy 
faced numerous headwinds during the year, including 
political uncertainty in the lead up to the ANC’s elective 
conference, rising unemployment levels and depressed 
business and consumer confidence. These factors 
resulted in marginal economic growth of 1,3%  in 2017.

These macroeconomic challenges, together with 
the group’s financial performance for the past 

two years, necessitated a review of how 
we can create sustainable value for our 
stakeholders in a rapidly changing context. 

Through this extensive process of 
internal reflection and consultation, 
we were able to clarify our strategy 
and its associated focus areas to 
ensure that we can deliver on our 
purpose. We believe that the key to 
our sustainability is the relationships 
we have with our stakeholders and, 
in particular, a key shareholder – 
Standard Bank Group. An important 
tenet of our refreshed strategy is 
ensuring that we are aligned with 
Standard Bank Group, in order 
to maximise the value we create 
for our customers and other 
stakeholders. 

Our purpose is clear – 
improving people’s lives 
by making their financial 

freedom possible. 

As a financial services organisation, the most critical 
role we play in society is protecting individuals and 
organisations during times of uncertainty by providing 
retirement savings, income to families of deceased 
breadwinners and medical care. 

To serve our role in society effectively, our stakeholders 
need to place their trust in us. We recognise, however, 
that trust is a commodity that is hard earned and easily 
destroyed. That’s why we are committed to doing 
business the right way. 

Our activities are designed to increasingly deliver 
measurable impacts aligned to the Sustainable 
Development Goals as well as the South African National 
Development Plan. We continue to work with our 
colleagues in government, business and organised labour 
to play a role in the policy and legislative consultation 
process. In South Africa, we are active participants in the 
CEO Initiative, a partnership between business, organised 
labour and government to identify bottlenecks in the South 
African economy and fix them. We play an important role 
in consulting on retirement reform in South Africa.

Individually and collectively, our employees are the 
custodians of our customers’ experience of Liberty. 
We employ 9 727  people across the group, including 
more than 3 600  Tied agents. Given the complexity 
of the industry in which we operate, attracting, retaining 
and developing talent remain the cornerstones of our 
sustainability as an organisation. Liberty was accredited 
as a Top Employer by the Top Employers Institute for 
the ninth consecutive year. 

This year we celebrated 60 years of working every 
day for our customers, ensuring that we  are there 
for them when they need us the most. Reflecting 

back on the success of the past, we’re equally 
focused on creating value going forward.

6

Combined chief executive and chairman’s review

David Munro



7

INTRODUCTION

7

Furthermore, we are proud to have launched 
our talent development programmes in 

2017. Developed in partnership with the 
Henley Business School, these programmes 
are designed to create a talent pipeline that 
will take our business forward in a rapidly 
evolving environment. 

As an asset manager, how we invest and 
who we partner with have the potential 

to create meaningful social and 
economic development. Liberty, 
as an insurance company, and 
STANLIB, as an asset manager, 
both endorse the CRISA and 
are signatories to the UN PRI, 
which serve as the overarching 
frameworks for responsible 
investment across the 
group. In the economies in 
which we operate, a lack of 
infrastructure continues to 
hamper development. This 
is why we continually seek 
ways of investing that support 
economic growth. To date, 
we have invested R3,8 billion 
in renewable energy projects, 
as well as R6,3 billion in 
infrastructure projects.

Transformation and economic 
inclusion remain a priority – we 
are committed to ensuring that 

we create a culture of inclusivity within our business and 
meaningfully contribute to transformation. Following 
the implementation of the new Financial Sector Codes, 
we achieved a Level 2 V  B-BBEE rating in 2017, scoring     
97,3 V  points out of 109. While this score represents a 
drop from our 2016 ranking, we support the intention 
of the new codes and remain focused on creating 
meaningful transformation.

Our corporate social investment programmes continue 
to have a strong focus on education and financial 
literacy. This year we invested more than R41 million  
in these initiatives in South Africa and R2,96 million in 
the rest of Africa. 

We are committed to strengthening our relationships 
with our stakeholders through the delivery of shared 
value. We would like to thank our stakeholders for their 
continued support during 2017. It is only by working 
together that we are able to harness collective capital, 
energy and commitment to achieve our larger goals and 
social imperatives.  

David Munro Jacko Maree
Chief executive Chairman
28 March 2017 28 March 2017

As an asset manager, how 
we invest and who we partner with 

have the potential to create 
meaningful social and 

economic development.

Jacko Maree
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It’s my great pleasure to share Liberty’s first 
Report to Society with you. This year, as we’ve 

undergone our strategy refresh, we’ve also been 
reflecting on our role as a corporate citizen.   

We recognise that the competitiveness of our industry 
and the health of our communities and stakeholders 
are mutually dependent. We’ve given considerable 

thought to our impact on society, the economy, 
and the environment, considering how we 
balance financial gains with social returns. 

We realise that in order to truly remain socially 
relevant, we need to transition to a new way of 

supporting our partners. We believe we can impact 
the lives of our stakeholders and communities 

through creating shared value. 

We have embarked on our shared 
value journey, which has led to the 
start of a constructive move towards 
measurable sustainability targets. Until 
these targets are in place, we reflect on 
our material focus areas, considering 
the progress made in delivering value 
to our stakeholders through social, 
economic and environmental (SEE) 
considerations. We have applied 
critical thinking to the creation and 
adoption of a shared value model, 
which will be rolled out in 2018. 
We will align ourselves to Standard 
Bank Group's SEE value drivers. 

As such, we will continue the 
process of identifying further 

sustainability priorities, 
with measurable targets, 
to achieve sustainable 

outcomes. 

We have aligned our objectives to the Sustainable 
Development Goals which have set out objectives to 
transform the world by 2030. These goals link up to 
the South African National Development Plan, which 
we support and actively address through our focus on 
education and job creation. 

Our Report to Society 2017 is a snapshot of the activities 
we have undertaken in 2017 across each of our material 
focus areas, as well as how we are striving to create 
shared value for you, our stakeholder. We welcome and 
value your feedback. 

Thank you for taking this journey with us.

Xolisa Vapi

Divisional director: 
Corporate Affairs and Sustainability
28 March 2017

8

A message from the divisional director of Corporate Affairs  
and Sustainability

Xolisa Vapi
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THE YEAR IN REVIEW

Liberty is a financial services 
group that offers an extensive, 
market-leading range of products 
and services to help customers 
build and protect their lifestyle 
and wealth.

 

Our products include sound financial advice, financial 
support for retirement, and life and health-related 
insurance, investment management, and short-term 
insurance which was launched in 2018. Liberty’s financial 
advisers expertly equip customers with knowledge to make 
decisions that add value throughout their various life stages. 
 
Liberty is listed on the JSE and is part of the Standard 
Bank Group, which owns 53,6% of the issued ordinary 
share capital and no interests in the issued cumulative 
preference shares.

Our brands:

LARGEST PROVIDER OF 
LONG-TERM INSURANCE
SOLUTIONS TO SOUTH AFRICA’S 
RETAIL AFFLUENT MARKET

BANCASSURANCE BUSINESS 
AGREEMENTS WITH STANDARD
BANK, AFRICA’S LARGEST FINANCIAL 
SERVICES ORGANISATION

STRONG CAPITAL BASE, 
AND UNIQUE ABILITY 
TO MANAGE RISK

> 6 000 L

PERMANENT EMPLOYEES

> 3 700 FINANCIAL ADVISERS
IN A DIVERSIFIED MULTICHANNEL
DISTRIBUTION NETWORK

2,68 MILLION L

CREDIT LIFE POLICIES IN FORCE

> 500 000
INDIVIDUAL INVESTMENT 
CUSTOMERS

> 10 000
CORPORATE RETIREMENT 
SCHEMES ADMINISTERED

> R8,7 BILLION A

IN DEATH AND DISABILITY 
CLAIMS PAID IN 2017

REPRESENTED IN
25 AFRICAN COUNTRIES    

9
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KEY

Life insurance
Asset management
Short-term insurance
Health – Liberty presence
Health – products 
distributed via 
third-party licence

 1 Senegal
 2 Burkina Faso
 3 Ivory Coast
 4 Ghana
 5 Nigeria
 6 Chad
 7 Cameroon
 8 Equatorial Guinea
 9 Gabon
 10 Congo
 11 Uganda
 12 Kenya
 13 Tanzania
 14 Zambia
 15 Malawi
 16 Mozambique
 17 Madagascar
 18 Mauritius
 19 Zimbabwe
 20 Botswana
 2 1  Namibia
 22 Swaziland
 23 Lesotho
 24 South Africa
 25 Niger

Our presence in Africa

Liberty is the holding company of various operating subsidiaries engaged in the   
provision of financial services including long-term and short-term insurance, investment, 
asset management and health services. Liberty is an economic participant in the Republic  
of South Africa and is a public company listed on the JSE.

Head Office: Braamfontein, Johannesburg

10

102Our geographies
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Created by jhonythomang@gmail.comfrom the Noun Project

The board applies responsible governance in managing the business within the approved risk appetite through various 
committees and subsidiary boards to provide an appropriate level of assurance for the proper control and conduct of 
the group's affairs. Boards and associated standing committees depicted below are appointed under the guidance of the 
group directors’ affairs committee.

External auditors
For 2017, PricewaterhouseCoopers Inc. (PwC) was Liberty’s lead independent firm of external auditors, appointed to 
LHL and many of the group’s subsidiaries. Certain of the group’s subsidiaries are audited by SizweNtsalubaGobodo or in 
certain African territories by KPMG Inc. The group audit and actuarial committee (GAAC) is satisfied with the continued 
independence of PwC and the audit partner and will recommend to shareholders at the May 2018 annual general meeting 
that PwC is re-appointed as the group’s lead external audit firm for 2018.

The functions and responsibilities of each of the committees reflected above are documented and governed by official mandates. 

These mandates are available at www.libertyholdings.co.za/investor

*   Listed subsidiaries, Liberty Two Degrees and Liberty Kenya Holdings 
PLC, operate their own governance structures and processes which 
are in conformance with Liberty's governance standards.

BOARD OF DIRECTORS

STANLIB board Liberty Two  
Degrees board*

Liberty Kenya 
Holdings board*

Group actuarial 
committee

Remuneration 
committee

Group audit 
and actuarial 
committee

Group risk 
committee

Directors’ affairs 
committee

Social, 
ethics and 

transformation 
committee

Group IT 
committee

Significant 
transactions 
committee

Related party 
committee

• Other subsidiary boards
•    Subsidiary internal 

review committees  
(where appointed)

RPC

SET

STC

GITCDACGRCGAACREMCO

GAC

103

102

Our governance structure – entrenching strong leadership



12

Liberty Holdings Limited  

REPORT TO SOCIETY 2017 

Our organisational structure

To optimise our ability to achieve Liberty’s strategic goals, our organisational structure 
focuses on our chosen customer segments and leverages group shared capabilities.

Partnering with Standard Bank Group is a source of competitive advantage for Liberty, primarily from the perspective of 
expanding market share and the revenue base in South Africa and facilitating entry into new markets in the rest of Africa. 

The country-specific bancassurance business agreements between Liberty and Standard Bank Group are based on a master agreement 
which establishes the overall framework for bancassurance between the two parties. The country-specific operational agreements detail 

how bancassurance will be implemented in each country. The bancassurance agreements cover asset management, investment, 
short-term insurance and health products.

STRATEGIC COMPETENCY UNITS

LIBERTY FINANCIAL SOLUTIONS (LIBFIN)

LibFin is a centre of excellence for the management of 
market, credit and liquidity risk, in addition to managing the 
performance of the shareholder investment portfolio in the 

life insurance business.

GROUP DISTRIBUTION

A group-wide advisory service and distribution  
capability for the customer facing units' product offerings 

through multiple channels.

BANCASSURANCE

CUSTOMER FACING UNITS

INDIVIDUAL  
ARRANGEMENTS

Individual Arrangements  
is responsible for the development, 

marketing, distribution, servicing and 
administration of retail insurance and 
retail investment products, in support 
of financial advice provided to South 

African customers.

GROUP  
ARRANGEMENTS

Group Arrangements provides 
insurance and investment solutions 

to aggregations of individuals including 
corporates, affinity groupings and 

retirement funds across 
sub-Saharan Africa.

ASSET  
MANAGEMENT

STANLIB provides wealth and investment 
management solutions for individual and 

institutional investors. These include 
Liberty policyholders, third-party 

investors such as provincial governments, 
municipalities, state-owned enterprises, 

retirement funds and medical schemes,  
as well as individual investors. 

STRATEGIC SUPPORT PROVIDED BY GROUP GOVERNANCE AND EXECUTION

103
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Our business model is to sustainably utilise and replenish available capital resources to create value by providing solutions to 
individuals (or represented groups of individuals) to meet their insurance risks and investment needs. In return, we charge an 
appropriate fee or derive underwriting profits through pooling similar insurable risks, enhanced by optimising offsetting risks. We 
maximise our ability to generate revenue and deliver on our customer promise by producing innovative product solutions supported 
by effective distribution and servicing. 

For many of our customers, 
Liberty’s promise is 

everything. We make 
promises today that we  

may only need to honour  
60 years from now. 

ENTITY VALUE CREATION

VALUE IS CREATED FROM THREE MAIN ACTIVITIES 

INSURANCE  
UNDERWRITING PROFIT

INVESTMENT  
INCOME

ASSET MANAGEMENT  
PROFIT

Contracted premium income for 
risks insured, less claims and related 
acquisition and service expenses 
(actual and expected over contract 
duration).

Liberty provides insurance products 
for a variety of risk events and 
investment needs.

Net investment income from 
shareholder investment market 
exposures (capital invested and 
derived exposures from insurance 
contract obligations), less group 
administration and strategic 
expenses.

Performance and asset based 
fees earned for managing and 
administering customer mandates, 
less related acquisition and service 
expenses.

STANLIB offers a range of products for 
individuals, families, groups and funds 
to invest for retirement. Products are 
also available for those customers 
that wish to invest either a lump sum 
or smaller amounts regularly. 

Details of the value drivers impacting   
on the insurance underwriting profit 
appear on page 36.

Details of the value drivers impacting   
on the investment income appear on  
page 36.

Details of the value drivers impacting   
on the asset management profit appear 
on page 36.

We could also be asked to fulfil that promise at any time. 
Consequently, the sustainable creation, preservation and growth 
of Liberty’s entity value is central to our capacity to deliver on 
our purpose - “improving people’s lives by making their financial 
freedom possible”. 

Delivering sustainable financial results is a material focus area 
for Liberty, and the most critical. We acknowledge the important 
role all our partners play in achieving this goal, without which 
Liberty could not continue to fulfil its promises to customers, 
employees and other stakeholders. The creation of value for  
other stakeholders is either a by-product or a key input to  
creating, preserving and growing our entity value. 

IR IR IR

103Our business model
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Liberty’s refreshed strategy

We remain resolute in developing competitive value 
propositions for our customers, driving efficiency by 

simplifying our operations, managing risk appropriately, 
deploying capital effectively and pursuing profitable 

growth opportunities over the long term.

Liberty's purpose and vision  
have been aligned with those of 

Standard Bank Group

Our long-term 
strategy is to play 

an active role in the 
achievement of  
Standard Bank  
Group's vision

STANLIB 
INVESTMENT 

PERFORMANCE 
IMPROVEMENT

SIMPLIFICATION 
FOR CUSTOMERS 

AND LIBERTY 

RISK AND 
COMPLIANCE 

ENHANCEMENT

FINANCIAL 
TRANSFORMATION

FINANCIAL 
PERFORMANCE 
REMEDIATION

Our immediate  
strategy is focused on  

delivering on two fronts

Structuring  
the business for 
future growth

Addressing existing 
challenges within 

the operations

More details of the above initiatives are provided on page 12IR

103
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During the refresh process we identified areas
that require immediate action, areas where 

we need to adjust our focus and areas where 
we need to realise significant changes to 

achieve long-term sustainable growth.

The immediate actions were termed our “triage 
initiatives” and ran for several months in 2017 and will 
continue through 2018. 

These short-term initiatives are described on page 12. 

Our transformation journey will begin with the 
confirmation of our principles and values. This exercise 
is expected to be completed during the first quarter of 
2018. With these in place, creating the Liberty of the 
future will commence in earnest. 

The development of Liberty’s long-term strategy 
is being accomplished through eight workstreams, 
which will recommend and develop firm proposals 
for the implementation of detailed strategic initiatives 
across the group, in customer-facing units and support 
functions. The  workstreams report fortnightly to the 
strategic oversight committee, which in turn reports 
to the executive committee monthly and the board 
quarterly.

We are developing our long-term strategy through eight workstreams:

 Strategy cascade – communicating  
the strategy to everyone in the organisation

Digital and data – to harness the power 
of the digital world and the data resources

 in Liberty and Standard Bank Group

 Customer and financial advisers – 
placing the customer at the heart of our 
business and understanding the critical role 
our financial advisers play

Brand and reputation – communication, 
both within Liberty and outside, 
of the change in Liberty and the 

promises to both customers  
and financial advisers

 Architecture – changing our operating  
model and structure to ensure we deliver 
exceptional experiences by “putting the 
value chain back together” and remove 
complexity from our business

Metrics and planning – ensuring that we are 
measuring what is important to us and that 
we are making progress in our business and 

delivering on our promises

 People and culture – the most important 
driver of our success – changing our collective 
behaviour to place the customer at the heart 
of our business will drive our success

Standard Bank Group – focused on ensuring 
that we systematically connect every part of 

our organisation with Standard Bank Group 
where there is an opportunity for leverage 

IR

103
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The business of insurance is the assumption and 
spreading of risk to mitigate the risk of adverse 

financial consequences to policyholders. The board is 
committed to increasing customer and shareholder 

value through the prudent management of risks, 
mindful of the interests of all stakeholders.

As well as establishing the key governance functions, 
Liberty has adopted an enterprise risk management 
(ERM) approach to focus on and address all relevant 
and material risks. Consideration of risk is a focal point in 
business activities and enables Liberty to make informed 
decisions and manage expected returns by selecting the 
risks it is willing to assume.

The board is ultimately accountable for the effective 
governance of risk management. The board delegates its 
oversight and responsibilities in terms of the three lines 
of defence risk governance model set out below. Liberty 
has identified major risk categories that are significant 
from a group perspective,  which are also set out below.

RISK GOVERNANCE

FIRST LINE OF 
DEFENCE

Business unit 
management

•  Manage day-to-day risk origination and 
management in accordance with risk policy and 
strategy

•  Identify and assess risks and implement 
management’s response

•  Report and escalate material risks and issues to 
governance bodies

•  Track losses and implement remedial actions

SECOND LINE OF 
DEFENCE

Heads of compliance, 
risk and actuarial control 
functions and statutory 
actuaries

•  Provide oversight of and challenge to the first line 
of defence

•  Propose risk policy and strategy

•  Champion implementation of risk policy on 
strategy

•  Provide assurance to board and regulators

THIRD LINE OF 
DEFENCE

Independent assurance 
providers – internal and 
external audit

•  Provide assurance over effective functioning 
of the first and second lines of defence 
functions including independent assessment 
of the adequacy of effectiveness of the ERM 
framework

RISK CATEGORIES

STRATEGIC AND BUSINESS

OPERATIONAL

INSURANCE

MARKET

LIQUIDITY

CREDIT

CONCENTRATION

For more information see pages 27 and 28 of the integrated report.IR

Our risk management model 103
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We undertook an extensive materiality exercise in 2016. 
This process allowed us to develop a shared value strategy 
(see page 18) as well as outline our material issues, 
which were then grouped into material focus areas. The 
material focus areas were then approved by the board. 
These material focus areas ground our reporting and 
thought processes, and our governance and strategy 
development. Each focus area impacts on the group’s 
ability to create value in the short, medium and long-term. 

Each material focus area is composed of several smaller 
but important issues that are relevant to stakeholders. 
These issues are identified through ongoing stakeholder 
engagement facilitated by Liberty’s stakeholder 
engagement unit and are aligned with Liberty’s 
organisational philosophy, brand ethos, values and 
strategy. The frequency of engagement varies according 
to each stakeholder group and the issue at hand. 
Liberty is proactive in identifying and responding to its 
stakeholders’ expectations, concerns and conflicts.

A centralised approach is used to engage investors, 
customers, employees, regulators and communities. 
Liberty’s customer-facing units undertake stakeholder 
engagement relevant to each of their areas and are 
responsible for identifying relevant stakeholder concerns 
and taking appropriate action. 

The board of directors is kept appraised of engagement 
activities, concerns raised and mitigating action taken 
through the group social, ethics and transformation 
committee. We focus on ensuring that the right 
relationship owners are in place in each business area 
and that engagements are held at the right levels, with 
the content of engagements being mutually beneficial.

In 2018, we will perform a new materiality assessment, 
taking into consideration all organisational changes in the 
context of our operating environment. 

OUR MATERIAL FOCUS AREAS CONSIDERED:

• Previous issues reported to the board and 
sustainability subcommittees

• Material focus areas reported on by the Standard 
Bank Group (our majority shareholder)

• Material focus areas reported on by our competitors
• Global best practice
• Our purpose and vision
• Issues raised by stakeholders, including the media
• Our top risks and organisational risk appetite
• Our market environments

For each of our key partnerships, we have identified material focus areas:

Liberty prioritises ongoing sustainability above short-term maximisation of profits.

Deliver sustainable 
financial results 

Investors provide our
financial capital.

Place the customer at the heart 
of our business decisions

Customers purchase our 
products and services. Our 
financial advisers support these
purchase decisions by providing 
relevant and responsible advice.

Provide responsible 
financial services

Regulators govern financial 
stability and market conduct
 for our industry regulators 
include government agencies 
and industry association.

Attract, develop and retain quality 
employees and financial advisers

Enhance social relationshipsKe
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Our People supply the necessary 
skills and expertise to deliver on our 
promises to stakeholders.

Communities provide us with 
our social relevance, future
customers and employees.
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Our material focus areas
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Our shared value strategy

Our sustainability strategy supports our group strategy by delivering measurable shared 
societal value, while growing our internal capacity to innovate in response to societal challenges. 

   

  

 

Report to Society
Conduct a materiality 

assessment.

Stakeholder management goals 
Meaningful dialogue on material 
issues and impacts. Incorporate 

stakeholder intelligence into 
company decision-making. 

Support the business with quality 
stakeholder engagement platforms.

Sustainability and ethics goals 
Staff involvement in sustainability initiatives. 

Institutionalise sustainability metrics. Put business 
practices under the sustainability/SEE lens.

Our shared value plan

Building and maintaining 
a superior image and reputation 
of Liberty towards achieving our 

purpose of enabling financial freedom. 
We leverage stakeholder relationships, 
invest in socio-economic development 

and embed sustainable business 
practices to create shared value 
and social legitimacy for Liberty.

Our sustainability vision

OUR FOCUS

In the short term, focus will be directed towards consolidating and streamlining existing SEE initiatives, and developing a 
captivating and tangible societal value proposition. The medium-term focus will be on building a learning platform across existing 
initiatives that are geared towards developing selected capabilities in shared value innovation and partnership. The longer-term 
focus will be on growing the potential for collective impact (multi-stakeholder collaboration) in addressing societal challenges.

Corporate social 
investment goals 
Leverage CSI initiatives through 
a SEE-focused corporate narrative. 
Transform staff volunteerism to active 
citizenship. CSI strategy review to align 
with business strategy.

Co-create a shared value 
(SEE value driver) roadmap 
with internal and external 
stakeholders.



19

INTRODUCTION

19

The UN Sustainable Development Goals

On 25 September 2015, the Millennium Development Goals were replaced by the Sustainable Development Goals 
(SDGs), a set of goals to end poverty, protect the planet and ensure prosperity for all as part of a new sustainable 
development agenda. Each goal has specific targets to be achieved over the next 15 years. For these goals to be 
reached, everyone needs to contribute: governments, the private sector, civil society, all of our people and our 
customers. We support the SDGs and in 2018, we, along with our materiality assessment, will identify the key goals 
where Liberty can make the greatest impact.
 

The National Development Plan (NDP)

Liberty is committed to supporting the government in 
its quest to implement the NDP as a means to address 
South Africa’s socio-economic challenges. Liberty 
has made it a priority to explore opportunities for 
collaboration between government and Liberty. 

The NDP’s objectives include: 

 • Raising employment through faster economic growth

 • Improving the quality of healthcare, education, skills 
development and innovation

 • Building the capability of the state to play a 
developmental, transformative role while building 
social solidarity, and a more equal and inclusive 
economy

 • Infrastructure development

Liberty has positioned itself to align with these goals. 
Liberty supports government in its drive to implement 
the NDP as a vehicle to unlock the national economy to 
address the country’s challenges, eliminate poverty and 
reduce inequality by 2030. 

Liberty has identified the following key focus areas 
in support of the NDP: 

1.     Education
Liberty commits to continuing to improve the 
quality of teaching in the classroom through 
upliftment of the skills level of teachers as well as 
governance across various school and learning 
structures. Liberty further commits to the provision 
of learner support materials, as government moves 
to put in place all the elements of the education 
accountability chain, to ensure that 
learners have available to them all 
tools to achieve their academic 
goals. See page 53 for our 
educational CSI initiatives.

2.   Job creation
Liberty fully supports government’s 
youth employment tax incentive. This 
incentive is a way for government and business to 
work together to grant young people the entry into 
the labour market and access to valuable career 
opportunities. Liberty, as a premier provider of 
long-term savings, including retirement savings, has 
the ability to play a key role in developing a savings 
culture and deploying those savings into projects 
which are effective at building infrastructure and 
public services in South Africa.

We support global and local development
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Place the customer at the heart of our business decisions 
Created by jhonythomang@gmail.comfrom the Noun Project

Our customers place their trust in us 
to fulfil our promises and prepare 

them for life’s uncertainties. 

We place our 
customers at 
the heart of 
our business 
decisions by:

 

 • Understanding our 
customers needs

 • Strengthening our 
relationships with them

 • Investing in innovation  
to meet their needs

 • Delivering excellent 
customer service

> 6 million
lives are insured by Liberty

> 500 000 
customer savings managed   
by STANLIB 

2,68 million
total credit life policies in force 
(South Africa and the rest of Africa)

R 5,4 billion
retirement annuity   
payments during 2017 

2,56 million
total retail policies in force  
(South Africa)

> 8 000 
retirement schemes administered

1,78 million
emerging consumer market (ECM) 
policies in force (South Africa)

R8,7 billion
death and disability claims  
paid out during 2017 

Liberty's products are distributed through 3 764 agents

THE YEAR IN REVIEW

A
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Understanding our customers

We are committed to making our 
customers’ financial freedom a reality by  

providing insurance against the burden of risk.

Investment products enable customers to provide for 
their retirement and reach their personal investment 
goals. We connect retail and institutional customers 
with multiple investment opportunities across asset 
classes and markets. 

Each of our three customer-facing units (CFUs) engage 
with our customers to understand their needs and 
deliver responsible risk and investment products. 
Liberty’s customer fairness committee monitors 
the development and implementation of customer 
fairness outcomes across the CFUs and reports on 
progress to the SET committee. This ensures that 
customers remain at the heart of our business and are 
treated fairly. 

We continuously develop innovative products that are 
suited to our customers’ needs and supported by our 
excellent customer service. We seek to empower our 
customers by providing exceptional and personalised  
financial advice, insights and flexibility, thereby enabling 
customers to take control of their financial futures. 

We access our customers through strong distribution 
capabilities and channels that include intermediaries, 
agents, affinity partners and the bancassurance 
agreement we have with the Standard Bank Group. 
Other methods of increasing our representation across 
Africa include strategic acquisitions and partnerships. 

We change 
people's realities
every day
Putting our knowledge into action 
to protect you, your family and your 
business against life’s uncertainties
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We offer a range of products supported by our 
excellent advice to help our customers make 

informed choices to achieve financial freedom.

MILLENNIALS 
21-34

Millennials are focused on 
life experiences. Millennials 
express a strong skew towards 
investment and retirement 
products, with risk becoming 
a priority when the family 
arrives. They often require 
education and advice on how 
to build wealth and plan for 
retirement.

YOUNG FAMILIES 
35-44

Young families are often 
under financial pressure  
with changes in life stages 
causing financial strain, 
moves to bigger homes, 
buying family vehicles, 
among others. This segment 
needs comprehensive risk  
cover, including income 
protection benefits.

ESTABLISHED FAMILIES 
45-54

Established families  
become anxious as 
retirement approaches. 
Combining working, 
university-aged children  
and retirement planning 
is difficult. Flexible 
products are preferred 
to accommodate 
unplanned expenses.

MATURE AFFLUENT  
55-65

Mature affluent is the 
wealthiest customer 
segment in this grid. Their 
focus is on creating a quality 
of life and planning to 
maintain it into retirement. 
These customers experience 
concerns over continued 
income and investment 
growth and demand product 
flexibility and market-related 
investment returns.

SENIORS  
65+

Seniors want and need 
to maintain a standard of 
living they have worked 
for, and security around 
product returns. Many 
are now working beyond 
65 as they feel they still 
have more to contribute 
and are concerned about 
increasing longevity. 

Please visit www.liberty.co.za/Documents/LibertyClaims/claim-stats-full-brochure.pdf for more insights into our customer segments and claim statistics.

Our management approach 

As a large financial services organisation, we have a diverse 
customer base with differing needs. To fulfil our promises, 
we use a structured approach to understand and address 
our customers’ concerns.

The Individual Arrangements and Group Arrangements 
structures comprise CFUs together with STANLIB. 
They focus on individuals and groups of individuals 
respectively in the mass affluent, affluent and 
corporate markets. The Asset Management business 
refers to STANLIB, which focuses on high net worth 
individuals, institutional and international investors. 

We are committed to ensuring that under-served 
individuals, the emerging consumer market (ECM), can 
benefit from products and services that will enhance their 
financial wellbeing. The financial products that are most 
useful to this market are easy to understand, transparent 
and clearly linked to defined individual needs such as 
funeral cover and savings towards their children's education.

We further segment the individuals’ segment into five categories 
as the mass affluent market is not homogeneous. 

These sub-segments are:

Customer 
segmentation

Understand 
our customers’ 
needs

Innovate 
and develop

Deliver products 
and services

Fulfil our 
promises
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Liberty acts within the spirit and philosophy  
of the Protection of Personal Information 
Act, 4 of 2013 (PoPI), which promotes the 
protection of personal information by  
public and private bodies.

The purpose of the PoPI Act is to ensure 
that all South African institutions conduct 
themselves in a responsible manner when 
collecting, processing, storing and sharing 
another entity’s personal information by 
holding them accountable should they abuse 
or compromise your personal information 
in any way. The PoPI legislation considers 
personal information to be “precious goods” 
and therefore aims to bestow certain rights  
of protection over critical areas such as 
choice, consent, purpose, notification  
and safeguard protection.

We ensure that our customers’ information 
and interactions are protected at all times. 
Safeguarding information not only means 
we adhere to this legislation, but give our 
customers peace of mind. 

Protection 
of Personal 
Information (PoPI)

Liberty’s customer value proposition is increasingly 
informed by customer and adviser insights – from both 
the broader market and our existing customer base.

Understanding our 
customers continued

Performance during 2017 
Liberty operates in a highly competitive marketplace. 
Each year we aim to gain a better understanding of 
our customers, their needs and our response to their 
concerns.

During 2017, the total number of retail policies in force 
decreased to 2,56 million L  (2016: 2,61 million L ). 
The number of credit life policies in force across 
Liberty’s businesses, increased to 2,68 million L

(2016: 2,32 million L ). The total number of 
emerging consumer markets (ECM) policies 
in-force remained constant at 1,78 million L  
(2016: 1,78 million L ). In 2017, death and disability 
claims grew to R8,7 billion A  (2016: R8,5 billion A ).

Liberty’s customer value proposition is increasingly 
informed by customer and adviser insights – from both 
the broader market and our existing customer base. 
In addition to feedback received through business 
as usual processes, such as complaints, customer 
insights are gained through specific customer and 
adviser engagements. 

We enhance our understanding of our customer 
needs across the customer segments through 
bi-annual customer satisfaction and customer 
sentiment surveys. Compiling and analysing 
approximately 10 000 responses to each survey, an 
independent service provider ensures anonymity 
for the participants. New, in-force, paid-up and 
cancelled customers are all surveyed to secure 
positive and negative feedback. The surveys provide 
us with quantitative and qualitative information. Text 
analytics are used to enhance our understanding of 
our customers’ additional, voluntary comments. 

Surveys are supplemented with third-party surveys 
which monitor the insurance market, consumer 
confidence, spending habits and financial position. 
When designing new products, specific focus groups 
are used for marketing and product development. 
We believe that customer complaints can be a vital 
source of information and we focus on harnessing this 
information to identify the root cause of issues.

418
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Looking ahead 

In 2018, we will constructively absorb feedback from 
our stakeholders, perceptions from the market and, via 
our internal feedback mechanisms, gather additional 
insights that will assist us in our journey. We continue 
to focus on simplifying our products and services, 
supported by our efforts to advance our digital 

capabilities in order to enhance engagement with our 
customers. We continue on our journey to enhance our 
customer value proposition, ensuring the delivery of 
practical customer solutions and experiences that we 
will test and implement in 2018. 

In 2017 we made substantial progress with the simplification 
programme for our customers and we have bold goals for 2018. 

OUR CONNECTED EXPERIENCE WORKSTREAM OBJECTIVES

 • Improve customer experience
 • Better enable advisers and employees
 • Enhance self-service (digital and voice)

Improve customer 
experience and 
enable our people

Drive business 
efficiency

OUR STRATEGIC INTENT

 • Standardise and streamline processes
 • Increase automation and Straight 

Through Processing 
 • Mature core servicing capabilities

Shared value through simplification

One of the key concerns raised by our customers 
and financial advisers are the increasing difficulties 
faced regarding experience with Liberty across 
our processes and customer journeys. This is 
tremendously challenging as we operate in 
an inherently complex and highly regulated 
environment. We are focused on simplifying the 
way we interact with our customers to eliminate 

duplicated effort, manual intervention and 
fragmented processes. The connected experience 
workstream within the broader simplification 
programme focused on delivering a simplified, 
connected and enhanced customer experience 
to better enable our financial advisers and 
employees who ultimately deliver the experience. 
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Customer relationships built on trust

Our management approach 

We believe that Treating Customers Fairly (TCF) is more 
than just a regulatory requirement, it is a core component 
of the way we operate. We recognise that we cannot 
sell products in a vacuum. Customers require post-sales 
support, information updates, quick response to queries, 
complaints and dispute resolution. They trust us to give 
the correct advice, preserve and grow their investments 
and fill the gap after a risk event. We continue to invest in 
simplifying our contracts and improving our technology 
capability to enable more extensive and efficient channels 
and improved support and administration capabilities. 

Prior to product launches, the relevant risk officers 
review products, channels and support processes 
to ensure delivery on our marketing promise. This is 
backed up by extensive training, product information 
and sales support tools. For information on the Financial 
Services Board’s (FSBs) six TCF outcomes, please see  
https://www.fsb.co.za/feedback/pages/tcfhome.aspx.

The SET committee, a subcommittee of the board, 
oversees customer fairness in the group. Customer 
fairness is a standing item for discussion at SET 
committee meetings, demonstrating the board’s 
commitment to treating customers fairly.

Customer fairness committees, at both group and 
business unit levels, ensure that customer centricity is 
entrenched at every level of our business. The group 
customer fairness committee meets on a quarterly basis 
to review and report the group’s performance against the 
fairness outcomes, demonstrating our fairness practices. 

Performance during 2017

The group customer fairness committee makes 
decisions on customer fairness matters that have a 
financial, operational, policy or stakeholder impact on 
the business. During 2017, we used a variety of customer 

metrics to measure and assess how fairly we are treating 
our customers:

• Customer complaints from our three CFUs
• Conducting customer surveys and engaging with 

customers
• Engaging with financial advisers
• Input from social media data
• Data from the Long-Term Insurance Ombudsman, 

the Pension Fund Adjudicator, Financial Advisory and 
Intermediary Services Ombudsman and the Financial 
Services Board 

• Independent surveys and perception measures 

Information from these sources influence the way 
decisions are made, how we handle and engage with 
customers, and how actions are taken. 

Looking ahead

Our focus will be on:

• Enhancing our customer complaints process
• Emotional engagements throughout our complaints 

resolution process
• Eradicating the root cause of complaints
• Promoting customer value and fairness programmes 

that realise tangible results

We recognise that trust is built over time. 
The way we treat our customers across 

all aspects of our business is crucial to 
earning and maintaining their trust. 

Gro
up Customer Fairness Comm

ittee

GROUP 
EXCO

Asset
Management 

customer fairness 
committee Group 

Arrangements 
customer fairness 

committee

Individual 
Arrangements 

customer fairness 
committee

Group Customer Fairness Committ
ee



27

PLACE THE CUSTOMER AT THE HEART OF OUR BUSINESS DECISIONS 

Our approach 

We understand that the needs of our customers continue 
to change, both as they move through their life stages 
and as existing technology evolves. By understanding 
our customers’ needs, both current and future, and then 
investing in the necessary innovation to meet these 
needs, we are able to offer advice and develop solutions 
that are attractive, affordable and deliver on our promise 
of creating financial freedom.

Our innovation process focuses on three main areas:

Our centre for innovation and cross-collaboration drives 
internal and front-line solutions. We use cutting-edge 
technology and processes to develop creative solutions 
to real business challenges.

Product development teams are in place at each CFU 
to respond to the identified needs of our customers 
and potential customers. Besides developing new risk 
and investment products, these teams maintain and 
enhance the existing portfolio. 

For example, our suite of investment products, including 
Bold, Evolve and Agile, have all been developed on the 
back of customer and market feedback surrounding 
affordability.

Our recent major product launches

A commission-funding product whereby Liberty  
enhances the customer's initial investment in exchange  
for capping investment returns at 13% for three years

This retirement savings product incorporates the unique 
Exact Income Fund, providing certainty for the customer 

A living annuity with a high watermark guarantee, 
which is more affordable and allows for growth sharing 

Introduces the high watermark guarantee to Agile 1.0

EV
O
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E
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E 
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Performance during 2017

To support Liberty’s innovation drive, our centre 
for innovation and cross-collaboration is focused 
on evolving the Liberty culture to drive sustainable 
innovation and building the relevant capabilities 
to deliver rapid value creation. We currently have 
250 “innovation catalysts” comprising actuaries, 
accountants, legal advisers and technologists tasked 
and equipped to facilitate innovation in their respective 
business units. 

Our innovation catalyst curriculum, co-developed with 
Henley Business School, is designed to foster a culture of 
curiosity and creativeness. To date 92 employees have 
been trained at a National Qualifications Framework 
(NQF) level 6 through the programme.

We spent more than R12 million (2016: R10,8 million) 
on research and development in the innovation space. 
Enhanced data gathering techniques, a mentality of 
innovation, and ramping up our own skill sets, resulted in 
a marked improvement in our collaboration culture and 
ability to solve complex problems for our customers.

Looking ahead

We are focused on promoting customer value and 
fairness programmes that realise tangible results. We will 
do this by enhancing our understanding and commitment 
for treating our customers fairly throughout the group.

27

Investing in innovation to meet our customers’ needs

Enhanced data gathering techniques, a 
mentality of innovation, and ramping up our own 
skill sets, resulted in a marked improvement in 
our collaboration culture and ability to solve 

complex problems for our customers.

Determining 
customer 

needs 

Developing 
solutions to meet 

customer needs

Creating 
shared value for 

the customer and 
Liberty 

Agile manner
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Our management approach 

Our financial advisers are a key enabler in one-on-one 
communication, and we supplement this with online, 
mobile and call centre capabilities.

Performance during 2017

Measuring customer satisfaction

Improved customer satisfaction levels have a direct 
impact on our brand and reputation. We apply 
several measures to gauge our customer experience 
programmes. These measures include our call centre 
measures, the net promoter score, the brand health 
survey and customer complaints. 

Call centre measures

We use several mechanisms to gauge our customers’ 
experiences with our call centres. Against our own 
internal measurements, the quality of our service 
improved from  90% to 95%.

In 2017, there was an improved experience in query 
resolutions via the in-bound call centre, elevating our 
efforts to improve customer service. 

Customer complaints

Liberty understands that complaints arise from time to 
time, and when this happens we strive to respond in a 
manner that is constructive in building a better future 
experience. We believe that complaints offer us the 
opportunity to identify the root causes of our customers’ 
concerns to improve the service we deliver.

During 2017, we defined and approved our group 
complaints strategy, our group complaints policy and 
our internal group complaints governance model. To 
ensure we fully utilise the information gleaned from 
our complaints process, a group-wide complaints root 
cause eradication model was defined and approved. 
This will be supported by training that emphasises 
empathy and fairness. 

We implemented central monitoring of complaints 
group-wide and we now have the ability to do automated 
exception reporting and Voice of the Customer (VOC) 
surveys. These VOC surveys are used to assess recent 
interactions with our customers to evaluate their level of 
satisfaction with our products and services.

Liberty received complaints typically through the 
following channels: 

• Direct Liberty channels, e.g. the call centre or written 
complaint via email 

• Regulatory bodies 
• The office of the Ombudsman 
• Intermediaries in the distribution channel
• Social media

Escalation procedures are in place for complaints that 
are time-sensitive, unresolved and potentially complex. 
This has enabled us to improve our complaints handling 
and dispute resolution processes in an effort to resolve 
customer complaints before they are referred to the 
Ombudsman.

Number of customer complaints 
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3 4673 3583 3403 181 +7%

The increase in the total number is, in part, due to our 
efforts to make complaints channels more accessible 
to our customers. Through improvements made 
in our complaints processes and website, a greater 
proportion of customers complain directly to Liberty 
(62% compared to 59% in 2016) as opposed to the 
regulators and media. For direct complaints, we have 
reduced the turnaround time from 16 days to 14 days. 
This improvement was achieved through enhancements 
made in the complaints system, resulting in efficiencies in 
the capture and processing of complaints. We are within 
the required regulatory expectations for initial responses 
to complaints. 

Delivering excellent customer service

We are committed to providing excellent service 
to our customers. Our purpose is underpinned 

by our customer service ethos. We connect 
with our customers in a variety of ways.
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People-related complaints represent 74% of all 
complaints and are generally due to poor administration 
of customer requests or processing of payments.

The number of complaints elevated to the group chief 
executive in 2017 totalled 40, down 30% from the 57 
recorded in 2016.

Strengthening customer relationships through fairness 

The group customer fairness committee uses customer 
management information systems and processes to 
proactively identify customer trends and customer 
fairness opportunities. This committee also decides 
on customer fairness matters that have a financial, 
operational, policy or stakeholder impact on the business. 

In 2017, our challenge was in delivering on TCF Outcome 
5 – customer service and product performance. Within 
this category of complaints, poor administration of 
customer requests, transactions and the processing 
of payments were the root causes of the complaints. 
To address these complaints, we will drive a customer 
service mindset and define customer communication 
standards across the group.

A single-entry point for all complaints received 
from the Ombudsman ensures that complaints are 
logged, tracked and actioned until a resolution has 
been achieved. Many of the cases forwarded to the 
Ombudsman are associated with claims and result from 
non-disclosure by the customer or an error on Liberty’s 
part during the sales process. 

The number of cases referred to the long-term insurance 
Ombudsman increased slightly in 2017. The rate at 
which Liberty’s cases were overturned decreased from 
33% to 32%. The overturn ratio continues to receive 
management attention through improved systems, 
training and feedback to financial advisers.

Number of long-term insurance Ombudsman cases 
and overturn ratio
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  NUMBER OF LONG-TERM INSURANCE OMBUDSMAN CASES

  OMBUDSMAN OVERTURN RATIO

Looking ahead

We continue to follow up with complaints to determine 
and address the root causes. We will drive the CEO's 
complaints partner programme and ensure continuous 
oversight of complaints by the exco until resolved. 
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Attract, develop and retain quality 
employees and financial advisers

Created by jhonythomang@gmail.comfrom the Noun Project

We recognise that our progress is only possible through 
the passion of our brand ambassadors – our people. 

We are committed to investing in the growth 
and development of our people to meet our 
customers’ needs – now and into the future. 

We attract, 
develop and 
retain quality 
employees 
and financial 
advisers by: 

 

 • Empowering people 
through learning and 
development

 • Managing talent  
across the group

 • Promoting employee 
wellness

 • Engaging our culture

 • Embracing diversity 
and inclusion in the 
workplace

9 727
 L

employees
and commission remunerated 
agents across the group

117 chartered 
accountants
across the group

R15,2 million
in external training spend

14,1%
voluntary turnover in South Africa

80 actuaries 
and 145 student 
actuaries
across the group

Our permanent 
employees in 
South Africa 
consist of 58,33% L  women,     
78,11% L  black and 0,59% L

persons with disabilities

Accredited as a 
Top Employer 
by the Top Employers
institute for the 9th 
consecutive year 

THE YEAR IN REVIEW



Our employee value proposition

Our employee value proposition is aimed at creating a 
place to work where our people feel deeply connected 
with our purpose and our customers; where they are 
empowered and recognised for delivering against our 
strategic objectives; and have every opportunity to 
achieve their full potential. We are committed to investing 
in the growth and development of our people to meet 

the requirements of the business. Our people strategy 
revolves around four themes, as detailed below, and 
provides a blueprint for planning, sourcing deployment 
and developing our people. These themes guide how 
we manage and grow our human capital capabilities to 
achieve our vision, and keep customers at the centre of 
our culture.

At Liberty, we recognise that a key enabler of a customer-centric culture 
across our organisation is our human capital and the associated technologies. 

A critical success factor in becoming a customer-oriented organisation 
is the alignment of our people strategy to our group business strategy.

People 
capabilities

Talent management 
and mobility

Leading 
the journey

Culture and 
transformation 

Enable growth by building capabilities 
the business needs. 
See pages 33-34

Attract, develop, retain and deploy 
quality employees to realise their 
full potential. See pages 35-36 

Grow current and future leaders to be able to 
inspire and mobilise their teams and other 
stakeholders in delivering our strategy. 
See pages 37-38

Build a culture that enables the 
delivery of our vision and purpose. 
See pages 39-42 

Liberty competes globally for talent and strives to o�er employees 
mobility, �exibility and opportunity. We o�er a range of development 
programmes and training to enhance our capabilities.

Talent and succession management are strategic imperatives. 
Our revised talent framework has been aligned to the core capabilities 
we require to deliver customer centricity. 

Continue to build a leadership collective that enables us to 
execute our strategy and leverage core capabilities where 
they are needed across the group. 

Build an agile, high-performance culture that delivers 
sustainable growth, is customer centric and embraces 
diversity and inclusivity.

Our people strategy
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Our management approach

Our employees comprise a workforce with a 
balance of experience, expertise and diversity. Our 
employee profile is monitored through our people, 
social, ethics and transformation (PSET) and social, 
ethics and transformation (SET) committees. PSET 
is a subcommittee of the Liberty exco, and SET is a 
subcommittee of the Liberty group board.

Performance in 2017

Our total salaried headcount reduced to 6 096 L  as at 
31 December 2017 (2016: 6 139 L ), with 85,91% of our 
employees based in South Africa (2016: 86,45%). The 
total number of commission remunerated agents was 
3 631 L , down by 0,6% compared to 2016. The 
percentage of black employees in South Africa was 
78,11% L  (2016: 77,58% L ), 58,33% L  were female (2016: 
58,09% L ) and 0,59% L  were disabled (2016: 0,47% L ).

Age

As at 31 December 2017, the average age of our employees was 38 years (2016: 37 years), with approximately 51% of 
our permanent salaried South African employees below this age (2016: 49%).

SOUTH AFRICAN SALARIED EMPLOYEE AGE PROFILE

Percentages (%) 2017 2016 2015 2014

< 26 years 8,00 8,13 10,01 10,21

26 – 35 years 36,40 37,55 36,71 37,17

36 – 45 years 29,80 29,79 30,27 30,25

46 – 55 years 20,10 19,71 18,47 18,14

> 55 years 5,60 4,82 4,54 4,23

HEADCOUNT 

2017 2016 2015 2014

Salaried employees – South Africa 5 237 5 307 5 636 5 838

Salaried employees – rest of Africa 859 832 767 779

Commission remunerated agent – South Africa 3 094 3 198 3 147 3 367

Commission remunerated agents – rest of Africa 537 455 892 579

Total 9 727 9 792 10 442 10 563

Tenure and turnover 

The average tenure of our employees in 2017 was eight 
years (2016: eight years). The total employee turnover 
for South Africa decreased to 15,55% L  from 19,99% L  in 
2016, while the overall employee turnover for the rest of 
Africa increased from 13,59% L  in 2016 to 15,77% L  in 2017. 
The voluntary turnover rate in South Africa, excluding 

retrenchments, dismissals, inter-group transfers and 
mutually agreed separations, decreased to 14,06% (2016: 
14,28%). Our overall black employee turnover for South 
Africa decreased from 22,16% L  in 2016 to 16,95% L  in 
2017. Overall female employee turnover for South Africa 
was 14,65% L , lower than 20,30% L  in 2016. 

Our employee profile 

L L L L
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We aim to deal fairly and proactively with potential 
employee issues by communicating our employee 
relations practices. 

Quantitative measures of the internal labour climate 
include formal and informal disciplinary matters as well 
as litigation through the Commission for Conciliation, 
Mediation and Arbitration (CCMA) and the Labour Court. 

There were a total number of 34 disciplinary incidents in 
2017 (2016: 37), 22 of which were referred to the CCMA.

Skills 

To help protect our customers’ families from the financial 
impact of life’s unexpected events such as death, 
disability and critical illness, and to navigate complex 
algorithms and funding mechanisms that ensure 
soundness and sustainability, our business requires 
specialist skills, including actuarial science, accounting, 
investment, management, financial planning, sales and 
distribution, technology and digital capabilities. 

As at 31 December 2017, Liberty employed:

QUALIFIED
ACTUARIES (2016: 76)

80
QUALIFIED
STUDENT ACTUARIES (2016: 131)

145

CHARTERED
ACCOUNTANTS (2016: 97)

117
SA DISTRIBUTION
HEADCOUNT (2016: 3 944)

3 764
Intermediaries

Our distribution force provides our customers with 
sound, bespoke advice and products in the areas of 
accident, critical illness and disability cover, funeral 
benefits and plans, income and life protection, medical 
cover and policy protection. We focus on enhancing the 
technical and behavioural knowledge of our advisers. Our 
Corporate Academy, launched in 2016, continues to focus 
on training our financial advisers across South Africa. 

SOUTH AFRICAN DISTRIBUTION HEADCOUNT 

2017 2016 2015 2014

Agency (1) 982 1 018 982 1 033

Liberty entrepreneurs (2) 1 351 1 373 1 353 1 285

Liberty at Work (3) 761 807 812 1 049

Standard Bank Financial Consultants (4) 518 578 712 742

Broker consultants (5) 152 168 187 181

Total 3 764 3 944 4 046 4 290
(1) Financial advisers that service the affluent consumer market and only sell Liberty products – contracted by Liberty.
(2) Financial advisers that service the affluent consumer market and only sell Liberty products 
(3) Financial advisers who service the emerging consumer market and only sell Liberty products. 
(4) Financial advisers who are contracted to Standard Bank Group and sell Liberty products as part of their portfolios. 
(5) Consultants who manage relationships within the broker/independent financial adviser audience by distributing Liberty products and services to independent financial advisers and dedicated Standard 

Bank financial consultants.

Looking ahead

We will continue to monitor our employee profile to 
ensure we deliver against our strategic objectives.

Our employee profile continued 401



35

ATTRACT, DEVELOP AND RETAIN QUALITY EMPLOYEES AND FINANCIAL ADVISERS

Our management approach

Our talent management cycle is integrated into our 
business cycle, and is viewed as a key component of 
human resource management. By understanding the 
talent and capabilities we have, we can appropriately 
match these to critical roles in the organisation, thereby 
maximising employee potential and achieving our 
strategic goals. This understanding also informs our 
development and retention plans, ensuring that we build 
the capabilities we need to create shared value for our 
stakeholders.

Critical to the success of Liberty’s growth are people, 
our greatest asset. The identification of highly talented 
professionals and potential successors for critical 
leadership roles across the group is key to maintaining 
Liberty’s competitive position as an employer of choice 
in the insurance industry. 

Performance during 2017

We understand that managing talent is a complex and 
multidisciplinary area of focus. In order to be successful, 
we need to develop the organisational capability to 
identify, engage, develop and track talent within our 
business. During the year, we launched our talent toolkit 
to assist both our human resources and line managers to 
better manage talent in their areas. The toolkit provides 
our definition of what talent is, our talent management 
principles and practices, and outlines our talent 
identification process.

We recognise that performers aspire to professional 
heights and therefore seek organisations that offer them 
advancement opportunities. To this end, we implemented 
a key initiative to retain such high calibre individuals 
with the formation of partnerships with leading local 
and international business schools that offer managers 
opportunities to further their development and improve 
their skill sets through relevant and bespoke content. 

Liberty has developed management development 
programmes that cater for staff at all levels of the 
business, and key talent programmes that cater for 
junior up to executive management levels. Our effort 
to develop talent bench strength and foster leadership 
capabilities adds not only to the skill sets within the 
organisation, but helps us in striving toward our talent 
retention goals and improving our employee value 
proposition. 

Talent management and mobility 

Talent and succession management are strategic 
imperatives that support the delivery of our vision and 

purpose. Our talent framework has been aligned to 
the core capabilities we require to deliver customer 

centricity. We recognise that individuals also have 
career aspirations and prefer to advance their 
careers with recognised employers of choice. 

404
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KEY TALENT PROGRAMME PARTICIPATION

Race Gender

Programme Employee level Black White Coloured Indian Male Female Total

I am Talent Non-managers 97 10 19 12 50 88 138

Leadership in action Junior managers 17 5 2 5 11 18 29

Leading from the Centre Middle managers 14 2 3 9 16 12 28

Leading with a Global Vision Senior managers 8 6 0 10 17 7 24

MANAGEMENT PROGRAMME PARTICIPATION 

0 Gender

Programme Black White Coloured Indian Male Female Total

Junior manager development programme 17 2 5 4 15 13 28

Middle manager development programme 7 1 2 5 5 10 15

Senior manager development programme 12 2 3 7 12 12 24

Africa Venture programme 8 0 2 0 7 3 10

Aside from the formal advancement programmes, as 
outlined above, we also provide managers with regular 
support through tools they can access on a needs basis. 
One such tool is the Harvard Management Mentor 
Programme, an electronic system designed to offer 
online advice to eligible middle and senior managers,        
40 of whom are currently registered. 

Looking ahead 

We will continue to harness key elements of our human 
capital value chain, talent acquisition and management 
to improve the reward and recognition of our people 
where it is due. 

We recognise that these efforts are essential to reposition 
Liberty under current market conditions where loss of 
talent is commonplace. We will create visibility by: 

• Developing a relevant and segmented talent grid 
for all business units, enabling the group to nurture 
and groom talented professionals and senior 
managers for future roles within a refreshed Liberty 
organisation

• Creating detailed talent profiles per employee 
• Holding forums at which we identify and discuss the 

career aspirations and opportunities of each employee

Talent management and mobility continued 404
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Our management approach

We recognise that investing in skills development grows 
the capability of our human capital. As a market leader 
in insurance and investments, we offer our employees 
a variety of development programmes designed to 
strengthen the group’s pipeline through technical, 
leadership, product and compliance training.

Performance during 2017

Training investment

We continue to invest in the capabilities of our human 
capital through a variety of development programmes 
designed to capacitate Liberty’s growth and deliver value 
to stakeholders. 

Concern over the integrity of the internal training spend 
figures for 2017 has required a change to our disclosure. 
We now only disclose external training spend, which has 
been subjected to a limited assurance review. In 2017, 
Liberty increased its external training spend for South 
Africa by 13,4%, to R15,2 million, representing 0,37% L  of 
total staff costs (2016: 0,33%). 

Due to an increased number of training courses related to 
more costly leadership and management development 
programmes, the average number of hours of training 
provided to employees decreased from 22 to 19 hours 
per annum.

COMMISSION-REMUNERATED AGENTS

2017 2016

Total training spend (R million) 65,7 57,4

Average training hours per employee 3,0 2,6

Black employees as a % of employees trained 55 45

Black females as a % of employees trained 36 34

SALARIED EMPLOYEES

2017 2016

Total external training spend (R million) 15,2 13,4

Average training hours per employee 19 22

Black employees as a % of employees trained 84 72

Black females as a % of employees trained 50 47

Bursaries

We encourage our employees to further their tertiary education through a bursary programme that is designed 
to assist them to acquire a wide range of qualifications in a number of relevant fields. In 2017, we provided 434 
employees with conditional bursaries, averaging R19 278,00 per employee. 

Empowering our people through learning 
and development 

404
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ETHNICIT Y OF CONDITIONAL BURSARY PARTICIPANTS

2017 2016 2017 2016 2017 2016 2017 2016 2017 2016

Gender Black Coloured Indian White Total

Female 160 234 22 41 37 63 15 31 234 369

Male 112 191 8 25 47 100 33 62 200 378

Total 272 425 30 66 84 163 48 93 434 747

Actuarial development

Actuarial talent is a critical skill for Liberty and indeed 
the country. Liberty is committed to the transformation 
of the broader actuarial profession and works with the 
Association of South African Black Actuarial Professionals 
(ASABA) to mentor and support their members, as well 
as with our Liberty CSI initiatives. 

The actuarial development programme (ADP) is 
responsible for attracting and developing actuarial talent, 
ensuring that our existing student and qualified actuarials 
are supported with their exams and with building their 
careers across the Liberty group in both traditional and 
non-traditional actuarial roles. 

Each actuarial graduate is provided with support from 
a dedicated in-house mentor and this programme is 
to be extended to actuarial students with more than 
four years’ experience. The ADP programme also hosts 
vacation work students during December and January   
to identify actuarial talent and attract it to Liberty.

Learnerships and internships

Our extensive learnership (matriculants) and internship 
programmes (graduates with a degree) are aimed at 
introducing young talent to a career in the financial 
services sector that includes workplace experience. 
Learners and interns gain between eight and 12 months’ 
work experience. Learners work towards an NQF level 4 
and NQF level 5 qualification in programmes supported 
by the Insurance Sector Education and Training Authority 
(INSETA).

In 2017, Liberty enrolled 76 black learners in the INSETA 
Learnership programme (2016: 143), one of whom was 
disabled (2016: five). Our focus in 2017 was on improving 
the quality of these new hires to increase their absorption 
rates into the business. From the 85 learners in 2017, 26 
converted into employees for 2018.

In 2017, we continued to rollout our internship 
programme, with a focus on our contact centres, 
system development, long-term insurance, long-
term underwriter and wealth management. From the                    
26 interns in 2017, Liberty employed 13 as permanent 
employees at the end of their programme in 2017.

Looking ahead 

We will continue to focus on nurturing, developing and 
empowering our people by implementing relevant skills 
development programmes that assist the organisation 
to entrench a customer-centric model and instil new 
thinking and approaches into our business. 

Empowering our people through learning 
and development continued 

404
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Culture and transformation 

Our management approach

Our vision is to transform Liberty to be the trusted 
leader in South Africa and chosen markets by delivering 
superior value through exceptional customer and adviser 
experiences. We believe this requires us to be reflective, 
responsive and relevant to the economies in which we 
operate. Therefore, we recognise that we require a multi-
faceted approach to organisational reform for tangible 
results. For us, this change encompasses our proactive 
and sustained efforts to transform our organisation from 
operational and cultural perspectives. Separately, it also 
includes building an environment that fosters diversity 
and inclusion.

We believe that the creation of a high-performance 
culture is achieved through passionate and committed 
teams. These teams need to be strategically aligned and 
engaged with Liberty’s vision to become transformed 
into an agile, customer-centric organisation. Therefore, 
we regularly engage our employees through a variety of 
mechanisms, both formal and informal, to gain insight 
into their needs and ensure that they understand their 
roles in achieving Liberty’s goals. 

By creating and instilling a relevant employee value 
proposition we will see our employees better engaged 
and willing to go the extra mile. Given the high levels of 
change the organisation is undergoing, active and regular 
engagement with our people is essential to ensure 
they understand the changes and feel included in the 
group’s evolution. In addition to having passionate and 
committed teams, one of our goals is to create a culture 
that embraces diversity and inclusion as more than just 
a compliance exercise, but rather a key differentiator. 
We believe that when people have the freedom and 
expression to be themselves they perform better and 
integrate more effectively into teams, leading to greater 
productivity. We continue to strive to build an inclusive 
culture that values diversity, freedom of expression, 
openness to learn and collaboration. 

The board is ultimately responsible for ensuring the 
group meets its South African transformation targets. 
The SET committee is mandated by the board to provide 
insights and guidance on implementing and reporting on 
the transformation scorecard, which aligns with Liberty’s 
transformation vision and strategy. At the executive 
management level, transformation is driven by the 
people, social, ethics and transformation committee, a 

subcommittee of our exco, whose mandate includes the 
execution of Liberty’s people strategy which includes the 
transformation plan.

Performance during 2017
Engaging and inspiring our people 

The group embarked on a strategy refresh exercise 
aimed at enhancing competitiveness, improving market 
share, and enhancing our customer-facing capabilities. 
Following a leadership roadshow to share our business 
objectives and goals for the next two years, regional 
roadshows were held, with detailed information shared 
through internal publications and online communication. 

Most employees have access to Liberty’s online 
platforms, which keep them abreast of the latest group 
developments. Our Let’s Talk campaign cascades 
information from senior leadership to all organisational 
levels. Scheduled broadcasts provide an audio-visual 
channel for internal communication. Finally, our 
leadership forums are conducted regularly and are 
aimed at our senior leadership team. 

In 2017, Liberty launched an employee mobile app. It is 
a single platform for everything an employee needs to 
know about developments across the business. Included 
are features such as upcoming events, quick polls, job 
vacancies, a social network and a loyalty programme.  
Employees are also regularly engaged via the intranet. 
Together, these methods contribute to keeping 
employees more engaged, informed and involved.

How we engage with our employees
Engagement with our employees takes place 
regularly across various channels. Some of the 
mechanisms employed include:

• Face-to-face interactions between employees 
and line managers

• Employee mobile app
• Town halls
• Liberty’s corporate intranet
• Internal ‘Newsbreak’ communication emails
• Internal TV news network
• Let’s Talk sessions with group executives
• Dipstick surveys
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Diversity and inclusion 

We embrace diversity and inclusion across 
our local footprint. Our South African 
employment equity and skills develoment 
forum met eight times during the year. 

In South Africa, Liberty adheres to the 
Employment Equity Act, 55 of 1998 and 
the amended Financial Sector Code (FSC), 
which was gazetted on 1 December 2017. 
Liberty supports the principles of the FSC, 
which commits all participants to actively 
promote a transformed, vibrant and globally 
competitive financial sector that reflects 
the demographics of South Africa, and 
contributes to the creation of an equitable 
society by providing accessible financial 
services to black people.

In 2017, Liberty met its employment equity 
targets across most occupational levels. 
Black representation at top management 
was 46,2% (2016: 45,5%), and marginally 
increased to 52,4% in senior management 
positions (2016: 52,3%). The majority,   
58,33% L , of employees in South Africa are 
female (2016: 58,09%). L

Looking ahead  

We are committed to creating a workplace 
that is inclusive, celebrating and leveraging 
the power of engaged and diverse teams. 
We recognise that employees require 
robust communications through effective 
engagement channels and platforms. Looking 
ahead, we aim to continually improve how 
we communicate with our employees so that 
they can understand the strategic objectives 
of the organisation and the culture we are 
trying to inculcate to meet our required 
objectives.
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Our management approach 

We recognise that the overall well-being of our employees 
is key to creating an agile, high-performance culture, 
therefore taking care of our employees is a priority. We are 
responsible for the health, safety and security of all our 
employees, customers and tenants across South Africa 
and the rest of Africa in our buildings. Our occupational 
health and safety (OHS) department takes responsibility 
with a specific focus on physical security. 

We continually assess and invest in the security of 
our stakeholders through world-class technical and 
operational systems, process and procedures. To 
address these risks posed by security, we have a rigorous 
governance framework that includes:

• A global security framework
• A threat risk register

• A detailed risk management approach
• An incident management approach and operational 

educational guidelines
• Global safety and security operations centre
• A tactical and medical response team
• Controlled access at our employee-occupied buildings 

Liberty Two Degrees, our listed property fund, has an 
agreement with JHI property management to govern 
the security in our malls. Through this agreement, we 
ensure that correct processes and procedures are 
followed by our malls. In addition to our South African 
operations and malls, we regularly monitor and pre-empt 
any regional and national security concerns that may 
affect our operations or employees abroad and ensure 
we respond quickly to these threats.

Performance during 2017

Employee wellness

Our employees have access to Libcare, a comprehensive 
medical plan that caters exclusively for Liberty 
employees. Through this subsidised scheme, employees 
have access to comprehensive medical care regardless 
of the level of their employ. 

At our Braamfontein head office, our on-site wellness 
centre allows for the assessment of many medical 
conditions. From there, medical practitioners are able 
to treat employees or refer them to another healthcare 
practitioner depending on the medical condition. 

OCCUPATIONAL, HEALTH AND SAFET Y

2017 2016 2015

Injuries

Total number of incidents reported to workmen’s compensation commissioner 17 17 15

Medical treatment cases 8 6 6

Lost-time incidents 9 11 6

Injury frequency rate

Lost-time injury frequency rate (LTIFR) (per 200 000 hours) (1) 0,2 0,24 0,13

LTIFR (per 1 000 000 hours) 1,01 1,20 0,64

Number of fatalities 0 0 0

Absent days

Total number of sick leave days taken 19 955 19 869 20 580

Average sick days per employee 3,8 3,6 3,9

Absenteeism rate (%) 1,5 1,4 1,5

(1) Note: The injured person was booked off work due to the incident.
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Our offices in Century City, Melrose Arch and Umhlanga Ridge 
have access to medical facilities onsite or in the vicinity. Year-
round OHS training and awareness campaigns are conducted, 
including simulation of disasters to verify that procedures are 
understood and can be applied in the event of a disaster. 

Our branch managers are appointed in terms of section 16.2 
of the Occupational Health and Safety Act, 85 of 1993, which 
includes each manager’s responsibility to ensure the promotion 
of the group’s OHS strategy. During 2017, there were 78 trained 
health and safety representatives across the group (2016: 34). 
These representatives help identify hazards in the workplace 
and assist in accident investigations.

Safety and security

During the year, we continued to monitor risk through detailed 
threat and risk assessments, both internally and using external 
contractors, the findings of which were used to enhance the 
group’s approach to managing security. 

Our safety and security department has seen a significant 
upgrade in 2017 with the addition of high-performance systems 
and operations. Liberty is seen as a key facilitator of safety 
in the Braamfontein precinct. We have fostered community 
partnerships and engaged in proactive forums that are 
underscored by a significant investment in technology.

Employee financial freedom

Making people’s financial freedom possible is our purpose. 
It is what drives us as people and as a business. We want our 
employees to experience the financial freedom that they are 
offering to customers. Our Mind My Money programme is 
offered both internally and externally, in person and online. The 
programme is aimed at helping participants understand and 
manage their money. 

MIND MY MONEY
Understanding money, how it works and how it can work for you, makes it that 
much easier to reach your financial goals and gain financial freedom. 

At the end of this course, you should be able to understand and master the 
following:
• What money can do for you. How to grow it, manage it and save it
• Determining your financial fitness and how to budget
• Understanding debt and credit and how to put these into a plan
• How to save money, create savings goals and earn interest
• Understanding taxes and your role as a taxpayer
• How banks work and what they can do for you
• The economy and where you fit in
• Your future how to plan for it by investing in it
• Your family’s future understanding short-and long-term insurance strategies
For more information, see https://www.mindmymoney.org

Our e-learning platform provides video lessons, quizzes and tools, available at 
https://mindmymoney.teachable.com

In 2017, we again offered our employees a retirement contribution 
matching offer. This first phase was timed to coincide with the 
implementation of retirement tax reform in South Africa. During 
the year, 3 231 eligible employees took up the offer, and the 
retirement contribution levels have improved by R1,2 million. 
There has also been an improvement in the net replacement 
ratio (percentage of last salary that an employee will get at 
retirement as a retirement benefit) of employees subsequent 
to this campaign. During the second phase, we aligned both our 
customer value propositions and employee value propositions 
to the Financial Sector Code’s (FSC) consumer education 
programme. The third phase will involve an educational series on 
fraud, scams and annuity product development. 

Looking ahead 

We will continue to focus on enhancing our employee wellness 
offerings and ensuring employees are aware of operational, 
health and safety procedures. 

GIVE THE ADVANTAGE 
OF KNOWING TO MAKE THE 
RIGHT FINANCIAL DECISIONS
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We enhance social 
relationships by:

 

 • Engaging with our 
stakeholders

 • Growing our brand

 • Promoting 
transformation

 • Investing in our 
communities

Our social contract

Liberty will contribute to improving 
our communities' living conditions 
and eradicate poverty by:

•  Creating greater access to education  
to enable economic inclusion

• Ensuring the workplace is 
representative of the communities 
that we serve

• Behaving as a socially responsible 
corporate citizen

• Providing job opportunities and 
products and services that assist  
in financial freedom

Achieved 
a Level 2 
B-BBEE rating, scoring   
97,30 V  points out of 109,00 

Invested  
R61,6 million 
in enterprise and supplier 
development

Invested 
R41,3 million 
in corporate social  
investment (CSI)

Nelson Mandela  
Day initiative
825 learners received  
packed meals five days a  
week for the entire year17 441 

participants attended

financial education  
training

Created by jhonythomang@gmail.comfrom the Noun Project

Long-term sustainable value can only be 
achieved through the growth and success of the 

communities in which we operate. We are committed 
to strengthening our relationships with our 

stakeholders through the delivery of shared value.

THE YEAR IN REVIEW
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Engaging with our stakeholders

We understand that by engaging our key stakeholders 
meaningfully, we can gain insights into their needs. This 
will ultimately allow us to manage their expectations 
proactively and strengthen our competitive advantage 
as a trusted adviser. We do this while ensuring that our 
contributions as a responsible corporate citizen create 
significant shared value. 

Our management approach

Proactive, ongoing stakeholder engagement is 
increasingly integrated into our business practices. 
We view stakeholder management as a risk mitigation 
function and, more importantly, one that seeks to create 
shared value for the broader society. We believe that for 
a company to be successful in creating shared value, it 
must acquire a deep understanding of the problems it is 
trying to solve and the customers it is hoping to serve. 
This understanding opens the door to a new way of 
engaging with stakeholders that leverages the power of 
an organisation to solve societal issues. 

The board is ultimately responsible for stakeholder 
management through its SET committee, which 
meets on a quarterly basis to discuss, among other 
matters, stakeholder management. This ensures that 
accountability for stakeholder relationships is vested with 
the board in line with the recommendations of King IV. 

In terms of executive management, the PSET 
committee is responsible for ensuring that stakeholder 
management remains a key part of the overall business 
strategy. We understand that our key stakeholders play a 
role in our business and, as such, we work proactively to 
build mutually beneficial relationships with them.

Our stakeholder management framework guides 
us on how we engage with our stakeholders. Group 
stakeholder management ensures that the appropriate 
governance, including policies and procedures, is in 
place. This ensures that all stakeholder engagements 
across the group are aligned with Liberty's organisational 
philosophy, brand ethos, values, material focus areas     
and overall business strategy.

For Liberty, effective stakeholder engagement  
offers us the opportunity to:

Create relevant engagement platforms 
for business development purposes

Manage political, 
societal and policy risks

Create shared value 
for key stakeholders

Mitigate business risk 
and manage reputation

Maximise effective relationships 
and other strategic partnerships

Value of governance, standardisation, and 
integration of stakeholder engagement

We ensure that all our engagement initiatives are 
appropriate and relevant for each stakeholder group. 
This allows us to address the needs of our stakeholders 
effectively while achieving our business objectives. For 
example, while a centralised approach is used to engage 
investors, employees, regulators and communities, our 
CFUs undertake stakeholder engagement initiatives 
most relevant to their specific areas. They are responsible 
for identifying and addressing specific issues affecting 
their particular stakeholders, in consultation with group 
stakeholder management. 

The board, through the SET committee, is kept appraised 
of key stakeholder engagement initiatives. We focus on 
ensuring that the appropriate relationship owners are 
in place in each business area and that engagements 
are held at the correct levels, with the content of 
engagements being mutually beneficial.

Given the industry we operate in, earning and 
maintaining the trust of our stakeholders 

is critical to our sustainability. 
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(1) Last conducted in November 2016; to be conducted again in 2018.

Liberty's broader group of stakeholders include 
those with whom we engage from time to time on 
specific material concerns, who may have a direct 
or indirect impact on our business and in turn may 
be affected by our operational activities. These 
stakeholders would also include suppliers, the media 
and civil society.

Stakeholders

CUSTOMERS
Customers purchase our products and services 
(after obtaining appropriate advice on their financial needs)  
to achieve their financial goals and manage life’s uncertainties

EMPLOYEES
Employees supply the necessary skills and expertise 
to deliver on our promises to stakeholders

REGULATORS
Regulators govern financial stability and market conduct 
for our industry (includes government agencies and industry 
associations)

COMMUNITIES
Communities provide us with our social relevance, 
future customers and employees

INVESTORS
Investors provide our financial capital

Quality of the relationship

 • See page 35-38

 • Stakeholder sentiment survey (1)   
carried out every other year

 • Stakeholder sentiment survey (1)  
carried out every other year

 • Stakeholder sentiment survey (1)   
carried out every other year

 • Customer king survey
 • Customer satisfaction index
 • Net promoter score
 • See page 28-29
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Engaging with our stakeholders continued

Industry participation

To advance our business and social objectives, we maintain our membership and 
active participation in the following business associations and industry bodies:

Performance during 2017

A key focus for the 2017 year was addressing the 
concerns raised by our key stakeholders in our 2016 
stakeholder sentiment survey. The 2016 stakeholder 
sentiment survey, carried out by an independent agency, 
showed an overall satisfaction score of 79% (slightly 
down from 83% in 2014), with investors, regulators 
and communities showing a decline in satisfaction 
levels, while the satisfaction levels of our customers and 
employees increased slightly.

To address the issues raised by our stakeholders, remedial 
actions were implemented by respective business areas 
most affected (as reflected in the results of the survey). 
Liberty undertook a strategic review following the 
change in leadership. The review was specifically focused 
on addressing many of the concerns raised by investors 
and analysts. 

In addition to the various ongoing engagements we 
have with our key stakeholders, in 2017, we looked at 
increasing our stakeholder engagement across the 
continent, with specific focus on Zambia. Furthermore, 
positioning Liberty as an active corporate citizen and 
ensuring we are viewed as a partner by our communities 
were critical focus areas. 

Looking ahead

We will focus on:

• The approval and onboarding of the new group 
stakeholder management strategy and operating 
model across the business

• Creating and identifying appropriate stakeholder 
engagement platforms for leveraging by relevant 
business areas

• Carrying out the 2018 stakeholder sentiment survey 
and jointly developing remedial actions with affected 
areas of the business

ASSOCIATION 
FOR SAVINGS AND 

INVESTMENT 
SOUTH AFRICA 

(ASISA)

ASSOCIATION OF 
BLACK SECURITIES 
AND INVESTMENT 
PROFESSIONALS 

(ABSIP)

BUSINESS 
LEADERSHIP 

SOUTH AFRICA 

(BLSA)

BUSINESS 
UNITY 

SOUTH AFRICA

(BUSA)

SOUTH AFRICAN 
CHAMBER OF 

COMMERCE AND 
INDUSTRY 

(SACCI) 

SOUTH 
AFRICA-NIGERIA 

CHAMBER OF 
COMMERCE 
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Our management approach 

Our brand is synonymous with the value of our knowledge 
and its power to change realities  by improving people’s 
lives and making their financial freedom possible. As 
such, Liberty is committed to enhancing and protecting 
the group’s brand and reputation. The internal brand 
team is responsible for protecting our corporate 
identity and ensuring the alignment of our brands to the 
overarching group strategy.

Performance during 2017

During the year, we aligned our operational initiatives 
to the group’s strategic directives to improve market 
share in identified segments and enhance our customer 
experience. We conducted a brand repositioning 
exercise which introduced a refreshed brand narrative, 
corporate identity and key messages. 

Our brand activities allow us to engage with customers 
in a more personal and tailored manner. We rolled 
out a campaign allowing customers to share their 
Liberty stories, across multimedia platforms, in their 
vital segments of retirement, education and lifestyle 
protection. 

We also embarked on a more structured approach to 
sponsorships. We aligned our portfolio to our brand 
themes – "knowledge awakens curiosity" and "progress 
changes realities". Lifestyle sponsorships included 
the Prince of Wales Polo, Delicious Music and Food 
Festival and the Abantu Book Festival. Sponsorship 
engagements, with a strong focus on knowledge, 
included the Liberty Leadership Forum, the World 
Economic Forum – Made in Africa, the Apex Awards, 
Leaderex and the Vuka Knowledge Summit. 

In terms of brand health, Liberty’s brand motivation 
score improved marginally in 2017, compared to the 
previous year. Customers increasingly associated 
Liberty as investment experts, which we regard as an 
encouraging trend.  

Brand risk, an internal quality control and reputation 
barometer, gained traction in assisting us to align our 
brand and reputation. We bolstered our group marketing 
and communication functions to give our reputation, 
and brand functions a more strategic and critical role 
within the organisation.

In Africa, we have the following brands:

A member of

Insurance Company
Heritage

The brand health survey reported:
92% increase in overall awareness in 2017 (2016: 89%)

43% increase in future consideration in 2017 (2016: 41%)

Looking ahead

Our refreshed corporate identity will be prioritised 
going forward. We have already begun to reassess the 
attributes, values and tone of the Liberty brand. 

An appropriate positioning of our business, 
accompanied by steady efforts to grow 

the brand, enables us to take a rightful 
leadership position in the industry.

Our brand and reputation 
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Heading continued
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Our management approach

Our purpose is to improve  people’s lives by making their 
financial freedom possible. We believe transformation is a 
practical way to create shared value for the communities 
we serve. We have an important role to play in being a 
part of the growth and transformation of the countries 
we operate in. 

Our transformation vision supports the group’s purpose, 
as well as our objectives in relation to our key stakeholders. 
It is through this commitment to transformation that we 
are able to embody change within Liberty as well as drive 
change across our various stakeholder groups. 

Our transformation vision

Liberty was founded to bring greater financial freedom to more people. 
Our purpose is improving people's lives by making their financial freedom possible.

To fulfil our role in society, we are committed to increasing the pace and impact of our transformation journey for the benefit 
of our investors, customers, employees, suppliers, and the society we serve. We will be guided on this journey by the South 
African constitution, and we will actively build the society it seeks to create. Inclusivity and participation will be hallmarks of 
our progress. All stakeholders will have a voice in charting our course, and developing the process, as we make a difference 

to our country by fulfilling our purpose through the provision of socially responsible products and services.

Investors
Realign the existing investor directorships to be demographically inclusive.

Employees
Increase demographic representation through recruitment, promotion, retention and development.

Customers
Grow our customer base, which enables us to bring greater value to society. 

Suppliers
Support and establish an inclusive supplier base through integrative and core alignment.

Communities
Establish partnerships that provide financial and other resources for sustainable socio-economic development.

SOCIETY

Created by jhonythomang@gmail.comCreated by jhonythomang@gmail.com
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Many of the countries in which we operate have legislation or recommendations on how to transform the financial 
services sectors. Liberty adheres to relevant legislation and, where possible, local recommendations, with a focus 
on employing locally and remaining relevant. In our South African operations, we are committed to contributing to 
transformation purposefully to help address the historical inequalities and create meaningful change in the lives of 
South African citizens. 

To this end, we place particular focus on:

Employment equity  
and skills development

Enhancing our organisational understanding 
of transformation

Investing in enterprise  
and supplier development (ESD)

Enhancing our  
procurement practices

Promoting  
financial inclusion

Performance during 2017

During 2017, the group met its internal targets for 
preferential procurement and scored 97,3 V  points out 
of 109 points. Liberty is a Level 2 V  B-BBEE contributor 
and is classified as a value-added supplier, a benefit that 
accrues to those who use Liberty as a supplier. 

Our asset manager, STANLIB, is a Level 2 V  B-BBEE 
contributor, scoring 89,99 V  out of 100 points.                                                
We performed well against the sector code's black 
ownership targets and improved slightly on management 
control based on black representation amongst the 
executive directors and on our exco.

OUR TRANSFORMATION SCORECARD*

FSC target 2017 FSC target 2016 2015

Ownership 23,0 24,3 14,0 16,9 16,9

Management and control 20,0 14,4 8,0 5,9 5,7

Skills development 20,0 10,4 10,0 6,2 6,4

Procurement 15,0 14,1 16,0 14,8 14,1

Socio-economic development and consumer education 5,0 5,1

Socio-economic development 3,0 3,0 3,0

Empowerment financing and ESD 25,0 27,0

Empowerment financing 15,0 15,0 15,0

Access to financial services 12,0 11,9 14,0 13,4 13,4

Total 109 97,3 100,0 92,0 91,1

BEE level 1 2 1 2 2

*Liberty reported according to the amended financial sector code that was released on 1 December 2017

* STANLIB's results according to the amended financial sector code will be available at the end of May 2018

Investing in ESD

ESD is recognised globally as a key enabler of small business survival and a contributor to economic development. 
Consequently, it is a powerful catalyst for job creation. Thriving small businesses contribute to job creation. Enterprise 
and supplier development helps small and medium-sized enterprises overcome the most critical challenges they face, 
namely, sustainability and market access.

(pre-2017)
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Blue Skies ESD programme

Our Liberty Blue Skies ESD programme – so named for the growth and 
expansion opportunities it affords high-potential small and medium-
sized enterprises (SMEs) – supports the national empowerment 
agenda and Liberty’s transformation goals. The programme 
continued to make headway and meaningful contributions to SMEs 
in the year under review. To date, the programme has supported 28 
SMEs, of which 36% were black, women-owned businesses.

The programme strives to eliminate the barriers to growth that 
business owners face by providing them with both financial and non-
financial support. We work with these companies to develop them 
from small businesses into growing enterprises. The programme 
is geared towards enhancing our stakeholder relationships and 
our partnerships with relevant organisations driving both the 
programme and these relationships.

A partnership with Standard Bank resulted in a collaboration with 
Lionesses of Africa through Tswelopele Venture Fund. As a result, 
access to a Pan-African network of female entrepreneurs increased 
from 250 000 to 500 000 in 49 African countries across the 
programme.

INCREASING ACCESS TO 
MARKET PLATFORMS

10 suppliers < R 140 000 
financial support 850 buyers

INTEGRATING ENTREPRENEURSHIP 
WITH INTRAPRENEURSHIP

Four sessions 160 employees 
reached

300 attendees 
400 000 +network

INNOVATION

INTEGRATING ENTREPRENEURSHIP 
WITH ADVANCING TECHNOLOGY

192 hackers 275 people 
attended

Entry ticket – 
sanitary pads or books

YOUTH DEVELOPMENT

YOUTH ENTREPRENEURIAL 
DEVELOPMENT PLATFORM

Three schools 100   scholars 250 guests

DETAILSFOCUS
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• We identify suppliers from  
our existing database

• New suppliers are proposed 
to address any gaps or future 
opportunities in our supply 
chain

• All suppliers are filtered  
against formal criteria 

• Selected SMEs undergo 
business assessment  
and diagnostics 

• Growth strategies are  
put in place

• Ongoing financial and 
non-financial support and 
management are provided

• SMEs undergo ongoing 
monitoring and evaluation

• Success measures ensure  
that delivery is consistent  
and of superior quality

How Blue Skies works
Our Blue Skies programme consists of three phases:

• Engage – where we form a pipeline of businesses with growth potential

• Empower – through intense business incubation we support the businesses to ensure increased turnover, profitability  
and job creation

• Enhance – further light touch incubation support with strategic growth initiatives which facilitate independence in the future

204Our Blue Skies ESD programme 
undertakes to eliminate all barriers to growth 

for participating SMEs by providing them with 
both financial and non-financial support.
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Promoting financial freedom

South Africa’s National Development Plan 
and the Financial Sector Code have focused 
on improving financial inclusion, especially 
for the poor, unemployed and unbanked. 
We have created financial literacy initiatives 
to help ordinary citizens to become aware of 
and included in the formal economy. 

Our operations in the rest of Africa view 
financial literacy as a means of promoting 
financial awareness and embracing inclusion. 
We leverage this as a networking opportunity 
to increase the potential customer base 
through awareness of financial planning.

Liberty provides the knowledge, the tools, 
the support, as well as the expertise to make 
financial freedom possible for participants. 
During the year, we began the rollout of 
the Mind My Money programme. Mind My 
Money is our financial literacy programme, 
developed to help people make the right 
financial decisions. The programme takes 
participants on a personal journey to financial 
freedom.

To date, 17 441 L  people have been 
trained through our consumer education 
programmes, enhancing their financial 
literacy and understanding.

Looking ahead

During 2018 we will focus on skills 
development, management control with 
the emphasis on affirmative action related to 
black females and persons with disabilities.

Promoting transformation 
continued

204



Investing in our 
communities

Our management approach

Education is the cornerstone of economic development and 
a means of empowering communities, as well as reducing 
inequality and poverty. By addressing specific educational 
shortfalls in partnership with selected educational 
institutions and not-for-profit education organisations, we 
strive to create opportunities for future employment and 
contribute to the building of a thriving economy. Liberty 
has a centralised approach to community involvement, with 
flagship initiatives managed in  partnership with like-minded 
organisations. Business units and regional operations must 
adhere to the group’s education focus for CSI. 

Our strategy aims to address education needs at critical 
learning stages, beginning with support and later linking 
to our core business objective. Although we have not yet 
reached that point, we have significant presence in primary, 
secondary, tertiary and post-tertiary education platforms 
and do our best to absorb individuals or link them to the 
correct institutions to support their career prospects. 

Performance during 2017

This year, we focused on streamlining and consolidating 
activities to ensure a coherent approach that is aligned with 
business objectives and relevant to the communities in which 
we operate. During the year, the Liberty group invested 
R41,3 million L  (2016: R37,0 million L ) in CSI programmes, 
which represents the combined social investment of Liberty       
R36,0 million L  (2016: R31,2 million L ) and STANLIB 
R5,3 million L (2016: R5,8 million L ). 

The group invested R19,6 million in educational flagship 
programmes (2016: R24,4 million) and R15,9 million in 
consumer education (2016: R11,4 million). At Liberty, we 
maintain our drive for financial education which targets 
income earning or community-based adults. Liberty 
trained 17 441 L  people (2016: 25 595 L ) on the consumer 
education programmes.

Our rest of Africa spend on CSI investments amounted to 
R2,96 million (2016: R2,99 million) and focused on social 
requirements relevant to the host countries. Employee 
volunteerism is a key way to boost morale while increasing 
our community impact. Building on the success of our 
2016 programme, we increased the number of employee 
volunteerism initiatives. All employees are entitled to two 
days' paid leave for volunteering.

R million

Education �agship programmes16,4

Consumer education14,4

Employee matching, sponsorship 
and administrative costs

3,1

Administrative costs2,0

2017
Liberty’s
CSI spend
36,0 million

R million

Education �agship programmes17,0

Consumer education9,4

Employee matching, sponsorship 
and administrative costs

2,9

Administrative costs2,0

2016
Liberty’s
CSI spend
31,2 million  

R million

2017
STANLIB’s
CSI spend
5,3 million  

Education �agship programmes3,3

Consumer education1,5

Employee matching, sponsorship 
and administrative costs

0,2

Administrative costs0,3

R million

2016
STANLIB’s
CSI spend
5,8 million  

Education �agship programmes3,3

Consumer education2,0

Employee matching, sponsorship 
and administrative costs

0,1

Administrative costs0,3
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Investing in our communities continued

SHARED VALUE CREATED

At Liberty, we know that impact is not measured by investment alone, but rather by the lives changed. 

FLAGSHIP PROJECTS VOLUNTEERISM

> 20 000 
learners reached 

> 120 teachers
trained in Maths and Science

> 95 schools 
benefited

> 24 tertiary  
students supported

> 11 parent  
beneficiaries

> 14 graduate
beneficiaries

Six teacher  
bursaries

> 2 000 
employee volunteers

10 shelters  
benefited

13 schools 
benefited

> 2 000 
learners received 
school shoes 

> 825 learners   
received packed meals, five 
days a week for the entire year

> R230 000
pledged by employees

2 school libraries  
donated, to benefit 
2000 learners 

> 290 learners  
received sanitary towels

Liberty Community Trust (LCT)

The LCT was established as part of Liberty’s Black 
Economic Empowerment (BEE) strategy. It remains a 
shareholder of Liberty Holdings Limited and is led by an 
independent board of trustees. The trust is mandated 
to change the realities of individuals and communities 
in South Africa by investing in education initiatives that 
enable sustainable economic inclusion. 

It supports Liberty’s ambition to enhance and enrich the 
lives of South African students and learners by utilising 
proceeds received from Liberty’s dividends.

LCT is a self-sufficient vehicle that will use Liberty’s 
resources and employees as and when required to 
ensure minimal spend on administration. It is aligned with 
Liberty’s transformation  agenda as well as the group’s CSI 
strategy to ensure an integrated approach to community 
development and empowerment through education. Its 
mandate is intended to go beyond CSI by running a socially 
focused vehicle on a commercial basis. 

The board of trustees has engaged experts to understand 
the South African landscape to develop specific focus areas 
that will lend LCT to long-term sustainable development in 
the education sector. 

Following this review, five priority strategic areas were 
identified, namely: 

1. Career development 

2. Improvement of learning outcomes 

3. Enhancement of school leadership and governance

4. Higher education bridging programmes 

5. Support the development of low-cost private schooling

During the year, the trust evaluated several potential 
projects

Looking ahead
We will refresh our CSI strategy to align to best practices, 
broader stakeholders and functional alignment with our 
business strategy. 

For our LCT, we will select and implement on projects 
that are aligned to our five key strategic priority areas. 
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PROVIDE RESPONSIBLE FINANCIAL SERVICES

Provide responsible financial services 

We provide 
responsible 
financial 
services that 
create shared 
value by:

 

 • Ensuring the highest 
levels of compliance 

 • Embedding ethics 

 • Combating fraud and 
corruption 

 • Investing responsibly

 • Minimising our 
environmental impact 

Achieved group-wide 

fraud savings of 
R152,1 million

Successfully 
implemented 
King IV

1 074
cases of fraud
and 13 dismissals

Invested R3,8 billion
(2016: R3,4 billion) in debt 
funding for solar and wind 
energy projects

CDP Climate Change

performance band C

Total exposure   
of R6,3 billion
in infrastructure including toll 
roads and rail development 
projects

Sponsored
the GIBS Ethics and 
Governance Think Tank

57 megalitres 
reduction in 
water use this year

243 923 tonnes of 
scopes 1, 2 and 3 
total CO2 emissions

As a financial services organisation, the manner in which 
we conduct our business is as important as what we do. 
Liberty is committed to embedding best practice in 

all we do, going beyond mere compliance to being 
recognised as a trusted provider of responsible 

financial services. 

THE YEAR IN REVIEW

L

205
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Ensuring the highest levels of compliance
Created by jhonythomang@gmail.comfrom the Noun Project

Our management approach

Our group compliance department is responsible for 
monitoring compliance with regulatory requirements 
across all business units. Regulatory and legislative 
compliance requirements are identified and 
implemented through the development of appropriate 
policies, procedures and controls that are regularly 
monitored and reported on. Internal compliance 
management forums identify and interpret regulatory 
requirements on an ongoing basis and ensure that the 
CFUs establish appropriate policies and procedures to 
meet these requirements.

Group risk, compliance and internal audit control 
functions apply independent oversight to ensure fair 
treatment of customers and the application of sound 
ethical principles.

Liberty is committed to fostering positive and 
constructive engagement with regulators and 
policymakers in all the geographies in which we operate 
to ensure optimal regulatory outcomes for the broader 
industry and its stakeholders. We engage with relevant 
regulators both directly and through appropriate 
participation in industry forums. This dialogue helps 
inform our strategy development, ensuring business 
opportunities are targeted while the associated risks are 
identified and managed. 

Performance during 2017 

We continued to engage with regulators in preparation 
for anticipated regulatory changes. On an ongoing basis, 
we monitor and initiate specific programmes to ensure 
that Liberty can adapt to anticipated regulatory changes. 

Some of the key current and anticipated future 
legislation that impacts Liberty includes:

Financial Sector Regulation Act   
(Twin Peaks initiative)
Conduct of Financial Institutions Bill (CoFI Bill)

Insurance Bill 
Solvency and Assessment Management (SAM)  

Retail Distribution Review (RDR) 
Treating Customers Fairly (TCF) 

Financial Sector Code

In 2017, Liberty did not receive any fines as a result of 
non-compliance with regulation. 

Looking ahead 

We remain committed to engaging actively and 
productively with our regulators and policymakers 
to meet our compliance requirements and ensure 
optimal regulatory outcomes for both Liberty and our 
stakeholders.

As a registered financial services provider, we 
operate in a highly regulated and rapidly changing 

industry. Maintaining the flexibility to adapt 
to regulatory changes while remaining 

compliant with existing regulations is critical 
to the group’s long-term success. 
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Our management approach

Doing business ethically is a management imperative for 
Liberty. Ethics forms the cornerstone of building trust 
within the financial services industry and is essential for our 
interactions within our organisation and with our customers 
and other stakeholders. We understand our ability to create 
shared value is underpinned by the trust placed in us by our 
stakeholders. Our social and legal licences to operate can 
only be maintained by instilling an ethical culture in all areas 
of our business. 

The board is accountable for the governance of ethics and 
provides direction as to how ethics should be approached 
and addressed. The board is committed to governing the 
ethics of Liberty to support an ethical culture. Through 
our governance framework the board delegates the 
accountability to the CEO, David Munro, and the SET 
committee who in turn delegate the responsibility to 
management for implementation and execution of the 
codes and policies supporting ethics in the business.

The board-approved code of ethics guides our actions 
and helps our stakeholders understand how we conduct 
business. The code was updated in 2015 and will be 
enhanced in 2018 to further align with the strategy revamp. 
Our employees and representatives are expected to act in 
a manner that inspires trust and confidence to grow and 
maintain our stakeholders’ trust in us as their preferred 
financial services organisation. Our code of ethics ensures 
that we hold ourselves and our stakeholders to the highest 
standards of ethical behaviour and that Liberty upholds the 
law and does not tolerate fraud. 

Given the ethical and governance breaches that have 
occurred in South Africa, Liberty is committed to working 
with industry and thought leaders,  such as the University of 
Pretoria’s Gordon Institute of Business Science (GIBS) Ethics 
and Governance Think Tank, to entrench ethical behaviour 
in business and civil society. As a member of the Ethics 
Institute of South Africa, we are actively involved in industry 
dialogues and working to enhance our understanding and 
implementation of ethics throughout the organisation. 

PROVIDE RESPONSIBLE FINANCIAL SERVICES

57

Embedding ethics 205

102



58

Liberty Holdings Limited  

REPORT TO SOCIETY 2017 

Performance during 2017 

Internationally, ethics is becoming increasingly perceived 
as an important generator of competitive advantage. We 
understand that our stakeholders make decisions based 
on their perception of an organisation’s ethics and their 
alignment therewith. Therefore, we have embarked on 
a journey to assess the ethical reality of our organisation 
and then to build a roadmap to continually strengthen 
our ethical understanding and behaviour. 

The King IV Report on Corporate Governance for 
South Africa, focuses on governance practices that 
seek to achieve an ethical culture, good performance, 
effective control and legitimacy. In 2017, we focused 
on implementing King IV throughout the business. A 
full-length recount of our corporate governance can be 
found at https://apps.liberty.co.za/IntegratedReport2015/
downloads/Corporate_governance.pdf.

During 2017, we again supported the launch of the GIBS 
Ethics and Governance Think Tank, which is aimed at 
facilitating a national conversation about business ethics, 
contributing to the country’s collective understanding, 
awareness, and practice of business ethics in South Africa 
to develop and implement practical ethics measures and 
outcomes.

Looking ahead 

We will: 
• Update the code of ethics to align to the strategy 

revamp
•  Formalise the ethics function
•  Roll out an ethics survey to determine a baseline for 

our ethical culture and where we would like to be as 
an ethical organisation

Embedding ethics continued

CUSTOMERS
Did I put my customers first and treat 

them fairly at all times? 

Creating a culture of champions

The 
culture of 

champions is 
embodied by nine 
cultural principles. 

These help our advisers 
and Tied agents to 
adopt ethical and 

responsible 
practices. 

PROFESSIONALISM 
AND COMPLIANCE

Did I conduct myself professionally? 
Did I understand and comply with the 
necessary laws, rules, and regulations?

AMBASSADORSHIP
Did I behave like a good Liberty  
Tied Brand Ambassador?

TRUST
Did I build trust with 

my customers? 

SKILLS
Did I recognise any areas in which I might need to 

improve my skills or levels of understanding? 

HONESTY
Did I act with honesty and 

integrity at all times? 

PROFESSIONAL ADVICE
Did I provide the right 

quality of advice? 

RESPECT
Did I treat my colleagues 

and business partners with 
respect and dignity? 

CONFIDENTIALITY
Did I maintain the required level of 

confidentiality? [POPI Act guiding principle]

9 1

2

3

4

5

6

7

8
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Purpose

All parties contemplating any contract with Liberty or any of 
its subsidiaries are entitled to know in advance its ethical and 
moral attitudes to conducting business. This code of ethics 
attempts to provide this information as simply as possible. 
This code applies to Liberty Holdings Limited and its South 
African subsidiaries and international business activities.

Our approach to business ethics

 • We will operate and compete in accordance with the 
principles of free enterprise. Free enterprise is, however, 
constrained by observance of the law, and by generally 
accepted principles governing ethical behaviour in business 

 • Ethical behaviour is founded on the concept of utmost good 
faith, and characterised by integrity and reliability

 • Ethical business transactions will benefit all relevant 
parties by a fair exchange of value or satisfaction of need. 
The creation and enjoyment of profit is both a legitimate 
component of this exchange and an incentive to continue 
in business 

 • Other than the observance of legal and ethical commercial 
practices, we expect no favours from our competitors, nor 
should they expect any from us

 • We expect equivalent standards of ethical behaviour from 
those with whom we deal

 • It is incumbent upon us to strive for excellence in our ethical 
standards, as in any other aspect of our activities

 • We will at all times adhere to the principle of sound 
corporate governance and zero tolerance of fraud or 
corruption in our business

Liberty’s vision for ethics

For Liberty to be regarded as ethical, we will strive towards 
a shared commitment to the same vision and principles, 
and behave according to the same ethical standards. The 
Liberty code of ethics incorporates our core values (integrity, 
trust and honesty) to describe our relationships with our 
stakeholders (the State, our customers, our shareholders, the 
public, financial advisers, our employees and our suppliers), 
focusing on our obligations to stakeholders. We will strive at 
all times to fulfil these obligations.

Contravention and remedies

Unethical behaviour at Liberty Holdings Limited or any of          
its subsidiaries will be dealt with consistently and decisively 
at all times. 

As a responsible financial services firm, and a member of 
the Standard Bank Group, Liberty supports the protection, 
promotion, preservation and sanctity of human rights 
across the group. Human rights are enshrined in the 
United Nations Universal Declaration of Human Rights, 
which gives recognition to the inherent dignity, equality 
and absolute rights of all humans. 

Our respect for human rights is fundamental to and informs 
our business; it guides us in how we treat our employees, 
customers, suppliers, business partners and communities. 
Our commitment to respecting human rights is embedded 
in our values, principles and code of ethics. 

We take any breach to human rights as a serious act that 
requires an urgent response. We seek to avoid human 
rights infringements and being complicit in the human 
rights infringements of other parties. Our commitment to 
the principles of human rights is preserved in our group 
policies and procedures. We operate within the legal, 
institutional and regulatory requirements of each country. 
We acknowledge that legislation in individual jurisdictions 
could potentially conflict with the group’s position on 
human rights. In such cases, we comply with the law and 
exercise our sphere of influence to raise awareness of 
human rights and the detrimental effects of its abuse. We 
are committed to: 

 • Creating a nurturing workplace that respects the 
human rights of our people and that this commitment is 
protected in the group’s code of ethics and our people 
policies and procedures, offering our employees training 
on a variety of human rights issues, including equal 
employment opportunity, diversity and inclusion, anti-
money-laundering, anti-bribery and corruption

 • Evaluating investment decisions with respect to 
environmental and social issues 

 • Making our suppliers and business partners aware of 
the group’s standards by applying a strict moral code to 
purchasing activities. Suppliers are required to comply 
with all applicable laws and regulations in the conduct of 
their business

 • Requiring our people to report alleged or suspected 
human rights violations via channels such as the         
fraud hotline

 • Regularly reviewing our progress in meeting each of 
these commitments under the oversight of the group’s 
SET committee

Our code of ethics

PROVIDE RESPONSIBLE FINANCIAL SERVICES
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Our management approach 

Our dedicated group fraud risk management unit 
consists of highly trained specialists who use data 
analytics technologies to prevent financial crime, fraud, 
and corruption.

Liberty is a member of the Association of Certified Fraud 
Examiners (ACFE), an international body providing best 
practice anti-fraud training and guidelines. We work 
closely in a formal relationship with ASISA. 

Our financial crime risk policy articulates the group’s 
principles for preventing, monitoring and reporting 
fraud, corruption, and any other related irregularities. 
The policy establishes accountability and applies to all 
employees, contractors, vendors and financial advisers. 
Our fraud and corruption unit embeds our policies 
through awareness and encouraging ethical conduct. 
Non-compliance with the policy may lead to disciplinary 
action or other measures, including criminal and civil 
proceedings. We work with the South African Police 
Service to enforce both the law and our internal policy 
relating to fraud. 

The financial crime and whistle-blowing policies 
ensure accountability for the prevention, monitoring 
and reporting of fraud, corruption, ethical breaches, 
misconduct and any other related irregularities across 
the group. 

We strongly encourage our employees, advisers, and 
contractors to report suspected cases of fraud and 
corruption through various channels. These channels 
are outlined in the employee handbook and our people 
are made aware of these through various training efforts. 
Reporting channels include our Liberty app, the digital 
form on our intranet as well as our independent hotlines  
(fraud@kpmg.co.za), which enables employees, customers, 
or members of the public to anonymously report fraud in 
line with the requirements of the Protected Disclosures 
Act, 26 of 2000. 

Liberty fraud, theft, and ethics hotlines:
Botswana:  0800 600 709 
Namibia:  061 294 2002 
Kenya:  0800 221 3268 
Nigeria:  234 1271 7739 
Lesotho:  800 22 222 
South Africa:  0800 204 557 
Malawi:  800 05 555  
Swaziland:  268 404 4471 
Mozambique:  800 411 411
Tanzania:  999 
Uganda:  800 15 544 
Zambia:  260 128 7827 
Zimbabwe:  0800 4040

 +27 12 5 43 5 383 (international)

 
Performance during 2017 

Our employees receive training across a variety of 
business units to assist them in recognising and 
appropriately responding to suspicious activity. We look 
to the areas of our business which hold the greatest risk 
when choosing where training is best placed. Our focus 
in 2017 has been on our customer-facing employees. 
This has resulted in improved claims and application 
fraud prevention. 

Furthermore, fraud prevention training is included in all 
employee onboarding to ensure our new employees 
understand Liberty’s policies and processes. Our 
e-learning platform gives employees access to training 
on awareness, action and appropriate reporting of 
suspected incidences. Our fraud awareness week is a 
way of stimulating a dialogue about the various reporting 
channels and the policies and procedures in place within 
the organisation. 

The financial services sector as a whole remains 
vulnerable to fraud and corruption, the likelihood of which 

increases during difficult financial times. We are mindful 
of these risks and use a variety of mechanisms 
to prevent, detect, investigate and remediate 

instances of fraud, corruption, and misconduct. 

Combating fraud and corruption 
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We use this opportunity to engage with our employees 
through a short survey that gives us an understanding 
of employee knowledge in the fields of fraud awareness, 
company policy and appropriate reporting practices. 

We continued to maintain our relationships with critical 
stakeholders to combat fraud in 2017. Leveraging the 
capabilities of Standard Bank’s financial crime control 
division as well as other external key stakeholders, 
including the South African Insurance Crime Bureau, 
ASISA and ACFE.

Our online employee reporting mechanisms remain the 
most common channels for reporting fraud and corruption, 
with 1 020 cases, 89% (2016: 578 cases, 89%) reported 
through the channel; 114 cases (10%) were reported 
through the KPMG hotline (2016: 72 cases, 11%). We had 
an increase in the number of new fraud and corruption 
cases recorded for further investigation in South Africa 
during 2017 showing 1 074 L  cases (2016: 801 L ), while 
the number of cases in countries outside South Africa 
decreased to 51 (2016: 119).

Looking ahead 

In 2018, we will continue to work closely with our 
stakeholders to combat fraud and corruption. In addition 
to further leveraging Standard Bank’s cybercrime 
prevention capabilities, we aim to improve our internal 
skills capabilities in the area of digital security. Internal 
initiatives will be rolled out in 2018 as cybercrime gains 
stature as a compliance-reporting mechanism.

Further maintaining our zero-tolerance stance on fraud 
and corruption, in 2017, we took a total of 19 (2016: 40) 
corrective actions against fraud and corruption in 
South Africa. We actively monitored remedial actions 
in conjunction with the relevant business risk officers. 
During 2017, we were focused on improving the quality of 
investigations by reducing inefficiencies and optimising 
the productivity of our staff.

We actively identify and repudiate false claims before 
they are paid out, recognising fraudulent policy 
applications at the onset and recovering fraudulent 
payments. By tracking suspicious cases, we have 
reduced fraud losses significantly in comparison to last 
year by minimising the pay outs of fraudulent claims. 
During 2017, we achieved group-wide fraud savings of 
R152,1 million (2016: R69,4 million).

GROUP-WIDE FRAUD SAVINGS 

Indicator (R million) 2017 2016 2015 2014

Fraudulent claims prevented (1) 86,3 37,4 5,3 10,3

Fraudulent claims paid but recovered (2) 0,8 0,5 2,0

Application fraud prevented (3) 62,4 30,1 0,1 0,4

Other fraud losses saved (4) 2,6 1,4 7,7 6,6

Total savings 152,1 69,4 15,1 17,3

(1) Fraud claims that were prevented from being paid out at claims stage.
(2) Instances where funds were recovered after payments were effected.
(3) New business that was determined to be fraudulent prior to a claim being paid.
(4) Losses prevented on other fraud types.



62

Created by jhonythomang@gmail.comfrom the Noun Project

Liberty Holdings Limited  

REPORT TO SOCIETY 2017 

Investing responsibly

Our management approach 

Through STANLIB, Liberty is a signatory to the United 
Nations Principles for Responsible Investment (UN PRI) 
and has endorsed the Code for Responsible Investing in 
South Africa (CRISA), and the principles of both serve as 
the overarching basis for responsible investment across 
the group. 

STANLIB incorporates environmental, social and 
governance considerations into its investment 
processes. STANLIB reports annually on its progress 
against the six responsible investment principles in its 
public Transparency Report to the UN PRI. Our latest 
transparency report can be found under, STANLIB Asset 
Management Ltd, on the UN PRI website at https://www.
unpri.org/.

LibFin plays a significant role in managing Liberty’s 
balance sheet and is responsible for the administration 
of the credit portfolio that comprises a broad 
spectrum of credit assets. Through our various credit 
investment activities, LibFin evaluates a thorough and 
comprehensive list of investment considerations which 
include the CRISA principles.

Liberty delegates the investment management of 
its assets to appointed investment managers, and 
mandates that they adopt the principles and practices 
of the Code. Adherence to this requirement, the extent 
of disclosure with respect to proxy voting and the 
nature and extent of engagements are monitored on an 
ongoing basis by due diligence reviews. 

Performance during 2017

Renewable energy and infrastructure investment 

We are committed to supporting the efforts of the 
private sector in the provision of bulk infrastructure for 
social and economic development in South Africa. 

Recognising the importance of creating an alternative 
investment sector, we have invested in various 
infrastructure projects, including power generation and 
energy sector projects with the aim of supporting the 
development of these areas for sustainable economic 
growth. 

Liberty, together with STANLIB, participates in the 
Renewable Energy Independent Power Producer 
Procurement (REIPPP) programme and has invested 
R3,8 billion (2016: R3,4 billion) in debt funding for solar 
and wind energy projects thus far. This investment in 
several projects across sub-Saharan Africa will see the 
contribution of 2,2 million megawatt-hours of electricity 
per year over the next two decades, the equivalent of 
powering 192 590 average South African households 
according to data provided by the World Energy Council.

STANLIB invested in Eskom bonds to support the 
development of the energy sector in South Africa. The 
STANLIB Fixed Income portfolios are currently one 
of the most sizeable holders of domestic Eskom debt 
funding, allowing the power utility to meet its funding 
requirements. The bonds, which are government 
guaranteed, assist Eskom in sustainably providing for 
its current pressing energy needs while also creating a 
positive return for investors and a lower credit risk. 

Other investments in infrastructure include toll roads 
and rail development projects. Liberty is one of the larger 
investors with a total exposure of R6,3 billion. 

Socially targeted responsible investments 

In support of creating shared value for the communities 
in which we operate, Liberty has created the STANLIB 
Multi-Manager Alternative Assets capability. This is 
a dedicated effort to increase investment into non-
traditional investments, most of which have a high 
beneficial social and  environmental  impact. The 
increased participation in these markets is anticipated 
to come from the new range of customer-friendly 
investment products managed by STANIB Multi-
Manager.

Looking ahead 
We will continue seeking out opportunities to invest in 
ways that not only generate sustainable profit, but also 
shared value for the communities in which we operate. 

At Liberty, we are committed to being a 
responsible corporate citizen. We are custodians 
of responsible investment which creates shared 
value for society. Our responsible investment 

philosophy includes balancing financial, 
environmental, social and governance returns. 
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Our management approach 

Liberty is committed to managing those 
areas of our business with a direct impact on 
the environment to protect valuable natural 
capital as well as to ensure the sustainability 
of our business going forward.

The overall responsibility for environmental 
stewardship rests with the board, while 
oversight lies with the SET committee, which 
provides governance around environmental 
stewardship and key sustainability impacts 
for the group. The Group Real Estate Services 
(GRES) exco is responsible for executing 
on energy, water, waste and green building 
stewardship initiatives. 

We see environmental stewardship and 
sustainability as a responsible business 
practice, and as an opportunity for energy, 
water, waste and cost savings. We treat 
environmental   sustainability  as  an  increasingly 
important component of business to position 
Liberty as a responsible corporate citizen with 
a strong brand. 

While Liberty is not a significant consumer 
of natural resources, we recognise the 
critical role our property portfolio has on 
the environmental impact of our tenants 
and other third parties. Escalating prices 
of utilities coupled with supply constraints 
enhance the business case for responsible 
resource usage. We know that keeping 
the costs low for our tenants will improve 
occupancy rates, particularly in the office 
and retail sectors. These risks are being 
addressed and opportunities capitalised on 
through our environmental strategy. 

We aim to create value for our customers, while 
minimising our impact on the environment. 

Minimising our 
environmental impact

PROVIDE RESPONSIBLE FINANCIAL SERVICES
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Minimising our environmental impact continued

Performance during 2017 

Reflecting on our environmental commitments

OUR PROMISE WHAT DID WE DO? HOW WELL DID 
WE DELIVER?

Introduction of the night-watchman 
software (energy-saving IT software)

This project was implemented, and 489 872 kWh  
of electricity have been saved to date.

Water storage tanks at Eastgate 
Shopping Centre

This project was investigated, designed and 
implemented in 2017. The centre now has backup 
municipal water storage to minimise the effect  
of water cuts on the business. 

Green Building Council EBP ratings

In 2017 the GBCSA EBP process was followed 
and certification sought for the Century City (in 
review) and Umhlanga regional offices (four star). 
Rating of our Liberty Centre Braamfontein head  
office is in progress. 

Water resilience and efficiency at  
our Braamfontein head office

Three-days water storage, grey water and   
rainwater systems have been installed and were  
up and running by mid year.

Solar photovoltaic panels at our 
Braamfontein head office

This project was investigated and designed and the 
business case has been approved.

Solar photovoltaic panels at  
Midlands Mall phase 3 

This project was investigated and designed and the 
business case has been approved.

Implementation of findings from  
our building water balances

Water balances were completed on key buildings  
and implementation of the water strategy has begun.

Better sustainability data 
management and oversight This project is in the implementation phase.

Develop a waste strategy Due to budget constraints, we postponed this  
project to 2018. 

Behind scheduleOn trackCompleted In progress
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Reflecting on our environmental commitments

Despite significant cost pressures, we have made 
progress on several of our environmental projects.   
Given the state of the infrastructure in South Africa and 
many of the countries we operate in, where electricity 
and water supply outages are operational challenges, we 
are moving towards improved business continuity.

To minimise our environmental impact, we believe that 
accurate analytics are key. The implementation of a   
web-based analytics tool commenced in 2017. 

The benefits of the tool include real-time electricity and 
water metering, and the prediction of consumption 
against an established baseline with daily, weekly, 
monthly, and annual power and water usage profiles to 
understand and minimise our consumption. 

We have introduced measures to minimise wasteful 
printing at our head office, regional offices and some of 
our branches. 

Through this initiative, in 2017, we reduced our 
consumption of resources equivalent to: 

128 trees 190 kL of water 58 tCO2e

Reducing our carbon footprint 

Currently, we report on our carbon footprint regarding 
the group’s South African operations, which form 95% 
(2016: 96%) of our operations in terms of revenue.

Liberty’s emissions
in tonnes of CO2e by Scope for 2017

Scope 1: 1 8251%

Scope 2: 26 88611%

Scope 3: 215 21088%

Liberty’s scope 3 emissions
in tonnes of CO2e by Scope for 2017

Electricity T&D 
losses: 2 364

1%

Business travel: 5 6943%

Waste: 6 8373%

Paper: 2941%

Tenant electricity: 
200 02393%

Building resilience at Liberty Kenya House

Liberty House Kenya is an eight story building in Nairobi, with > 600 employees. This building is the main office building 
for Liberty and Heritage (our local partner for the Kenyan business) in Kenya. Activities in this building coordinate our 
15 Kenyan branches and as a result downtime in this branch negatively affects all activities in the country. As such, 
we’ve made concerted efforts to bolster our building’s resilience. The installation of a 350 kVA diesel generator provides 
electricity while three water tanks allows for 88 000L of water storage for the house. These backups minimise the 
impact of disruptions on our operations. 

KENYA EMISSION FACTORS(1) Consumption tCO2e

Scope 1: Stationary fuel used in equipment owned or controlled (e.g. generators) 8 850L of diesel 24

Scope 2: Purchased electricity in Liberty-owned and occupied buildings 866 851 kWh 12

Combined scope 1 and 2 emissions for Kenya 36

Carbon emissions recorded

(1) Carbon emission factors used: 2,67 for diesel and the IEA © OECD/IEA 2017 was used for electricity.
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Minimising our environmental impact continued

LIBERT Y’S SOUTH AFRICAN CARBON FOOTPRINT

tCO2e (1) 2017 2016 2015 2014 2013

Scope 1 direct CO2 emissions (2) 1 825 2 270 2 772 2 510 2 102

Stationary fuel used in equipment owned or controlled (e.g. generators) 252 397 1 080 886 410

Fugitive emissions from air-conditioning and refrigeration gas refills - 226 0,35 - 17

Mobile combustion from vehicle fleet fuel consumption 1 574 1 647 1 692 1 624 1 675

Scope 2 indirect CO2 emissions 26 886 32 874 32 875 40 224 40 314

Purchased electricity in Liberty-owned and occupied buildings 23 300 28 949 22 805 31 038 35 503

Purchased electricity in leased and occupied buildings 3 585 3 925 10 069 9 186 4 812

Scope 3 total indirect C02 emissions, including tenants' electricity 215 212 227 578

Scope 3 total indirect CO2 emissions, excluding tenants' electricity (3) 15 188 17 933 14 303 14 312 4365

Business travel in commercial airlines 4 173 4 725 5 373 4 350 2 256

Business travel in rental cars and transfers 101 117 134 99 98

Hotel accommodation 185 175 167 176 217

Employee travel claims 1 236 1 293 1 301 1 759 1 289

Paper consumption 294 251 220 239 505

Waste to landfill 6 778 8 119 7 052 7 568

Recycled waste 59 58 54 121

Losses from transmission and distribution of purchased electricity
for Liberty-occupied buildings 2 364 3 196

Electricity consumed by tenants 200 022 209 645

Total combined Liberty scope 1 and 2 emissions 28 711 34 980 35 646 42 735 42 416

Total combined Liberty scope 1, 2 and 3 tenant emissions  
(Kyoto Protocol), including tenants' electricity emissions 243 923 262 722

Total combined Liberty scope 1, 2 and 3 emissions   
(Kyoto Protocol), excluding tenants' electricity emissions (3) 43 899 53 077 49 949 57 046 46 781

Total scope 1 and 2 emissions per full-time equivalent employee in 
South Africa (tonnes per employee) (4) 3,45 4,13 4,06 4,64 4,76

Total scope 1 and 2 emissions per square metre of space  
(tonnes per square metre) (4) 0,19 0,24 0,34

Non-Kyoto Protocol fugitive greenhouse gas emissions (R22) - 306 436

(1) Carbon emission factors used: The Department for Environment, Food, and Rural Affairs (DEFRA) in the United Kingdom has published guidelines for greenhouse gas 
conversion factors to help businesses convert existing data sources into equivalent CO2e emissions. These conversion factors have been used as a basis to calculate 
Liberty’s 2011-2017 carbon emissions. The Eskom conversion factor of 0,98 was used for electricity in South Africa during 2017. A carbon factor of 19 was used for 
accommodation as per the World Meteorological Organisation.

(2) Scope 1 emissions include all properties owned and operationally controlled by Liberty and excludes other Liberty leased branches owned by third-party landlords.

(3) Total scope 3 was verified as 15 188 L  tCO2e by PwC and total scope 1, 2 and 3 emissions as 43 899 L  tCO2e with the exclusion of 200 022 tCO2e of tenants' electricity.

(4) Total square metre of space used: 146 926m2 in 2017 (2016: 147 653m2, 2015: 149 704m2). Number of full-time equivalent employees in South Africa for 2017 used was 
8 331, L  which includes permanent and commission remunerated agents sitting in our buildings.
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Carbon Disclosure Project 

We once again participated in the CDP Climate Change 
questionnaire and achieved a performance band C 
(2016: C). There are challenging areas in reducing our 
carbon footprint and we continue to work towards 
our goals of alignment with the SDGs. We believe our 
2018 investment into our new web-based analytics 
tool will enhance our reporting and strategic decision-
making going forward. Formal carbon reduction targets 
are necessary to improve our score. We are currently 
investigating adopting science-based targets in the 
absence of formal methodology for the financial sector. 

Minimising electricity consumption 

It is important for Liberty to be a responsible user of 
electricity, considering that the majority of electricity in 
South Africa is generated from non-renewable sources, 
and the associated  increase in cost and pressure on 
the national electricity grid. Being an efficient energy 
user helps reduce operational costs and our carbon 
footprint. During 2018, we will invest in photovoltaic 
solar panels, which are being installed at our head office 
and Midlands Mall phase 3 extension. These panels 
will reduce electricity demand by a combined 1,5MW 
per annum, reducing long-term electricity costs and 
lowering carbon emissions. 

LIBERT Y’S ELECTRICIT Y CONSUMPTION 

2017
(MWh)

2016  
(MWh)

2015    
(MWh)

2014    
(MWh)

Liberty’s electricity consumption in owned and occupied properties (1) 23 775,73 28 948,76 22 579,67 31 038,20

Liberty’s electricity consumption in leased properties (2) 3 658,55 3 924,82 9 969,31 2 015,22

Tenants' electricity consumption in shopping centres (3) 190 949,29 193 288,78 195 095,88 259 197,02

Tenants' electricity consumption in offices (4) 13 154,94 16 355,99 28 181,23 22 033,48

(1) 171 Katherine Street, Liberty Centre Braamfontein, Liberty Centre Century City, Liberty Gardens, Liberty Parkade, Libridge, Umhlanga Ridge, STANLIB Melrose Arch.
(2) We currently report electricity consumption for 41 of our 49 leased buildings. We do not have access to electricity consumption information at the other eight buildings. 
(3) Botshabelo Mall (added during 2017), Eastgate Shopping Centre, Liberty Midlands Mall, Liberty Promenade Mitchell’s Plain, Nelson Mandela Square, Sandton City.
(4) 171 Katherine Street, Liberty Gardens, Libridge, Umhlanga Ridge.

Reducing water consumption 

Water infrastructure in South Africa requires significant 
investment, maintenance, skills and operational 
improvement; as such Liberty has experienced 
a number of disruptions in water supply and the 
accompanying business impact. Developed in 2016 and 
signed off for rollout and implementation in 2017, our 
water strategy highlights how we can make meaningful 
savings, improve reuse and internal recycling, and 
increase business resilience to water disruptions. 

The implementation of our water strategy has been a 
major focus for the GRES sustainability and Excellerate 
Retail Centre operations teams during 2017. This is 
especially the case with our Western Cape properties. 
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Managing waste responsibly 

While we strive to minimise our consumption, we are 
also committed to increasing the amount we recycle. 
Our head office in Johannesburg has been recycling 
waste since 2010 and recycling bins are located in pause 
areas in the building. We continually encourage our 
employees to recycle at home. We only appoint waste 
removal companies that are registered in accordance 

with local municipality regulations. These companies 
ensure that all waste is brought to registered landfill sites 
and is recycled where possible. The sorting and weighing 
of recyclable waste is carried out on Liberty’s premises. 
We currently recycle glass, paper, plastic, metal, and 
some other materials.

WASTE

Waste (tonnes) (1) 2017 2016    2015   

Waste to landfill 5 247 6 284 5 459

Total recycled waste 2 689 (34%) 2 738 (30%) 2 593 (32%)

Glass 3 708 357 206

Metal 57 49 41

Paper 1 946 1 965 2 083

Plastic 307 309 259

Other 9 121 4

(1) 171 Katherine Street, Liberty Centre Braamfontein, Liberty Centre Century City, Liberty Gardens, Liberty Parkade, Libridge, Botshabelo Mall (added in 2017),  
Umhlanga Ridge, Eastgate Shopping Centre, Liberty Midlands Mall, Liberty Promenade Mitchell's Plain, Nelson Mandela Square, Sandton City, STANLIB Melrose Arch.

Minimising our environmental impact continued

All properties owned or tenanted by Liberty were mapped in the World Wildife Foundation (WWF) water risk filter tool 
to understand our risks in terms of quantity, quality, regulatory and reputational risks. All properties that were identified 
as high risk in terms of this tool will be investigated and appropriate risk mitigation measures will be put in place. 

Liberty is committed to sustainable water use. Municipal water is a critical resource to the country and includes fresh 
drinking water. By using non-municipal water, sourced from rain and greywater systems, at our Braamfontein head 
office, Midlands Mall and Umhlanga branch, we are able to lessen the burden on the grid and free up drinking water. 
This year we consumed > 9 700 kL of non-municipal water, which constitutes 8,3% of our water consumption. 
Operational challenges with the water projects were experienced at Umhlanga and Midlands Mall in 2017; as such, 
these savings are expected to increase going forward. After a full year's operation of the Braamfontein water 
project, that has been online since July 2017, we will also see greater savings in our head office in the future. 

LIBERT Y’S WATER CONSUMPTION  (1) 

Kilolitres (kL) 2017 2016 2015 2014

Water consumption at owned and occupied properties (2) 117 102 149 545 134 296 174 347

Tenants' water consumption in shopping centres and offices (3) 848 705 872 984 1 005 624 1 009 165

Total water consumption 965 807 1 022 529 1 139 920 1 183 512

(1) Currently, Liberty is in the process of collecting consumption information for its leased branches; the availability of data has proved to be challenging.

(2) 171 Katherine Street, Liberty Gardens, Libridge, Umhlanga Ridge, Botshabelo Mall, Eastgate Shopping Centre, Liberty Midlands Mall, Liberty Promenade Mitchell's Plain, 
Sandton City, Nelson Mandela Square.

(3) 171 Katherine Street, Liberty Gardens, Libridge, Umhlanga Ridge, Botshabelo Mall (added during 2017), Eastgate Shopping Centre, Liberty Midlands Mall, 
 Liberty Promenade Mitchell’s Plain, Nelson Mandela Square, Sandton City.
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Liberty’s plan for Day Zero
Water is a scarce resource in an arid country – an asset under threat on a national 
scale, but this year the problem is particularly severe in both the Western Cape 
and Eastern Cape. The National Water Security Plan, part of South Africa’s National 
Development Plan, aims to protect this resource. The plan outlines the areas that 
are critical in the preservation and provision of this resource; specifically it looks at 
how natural resource systems, socio-economic systems and administrative and 
institutional systems contribute to the preservation and provision of water and 
sanitation. 

For this reason, and to protect the interests of customers, tenants and 
employees, water security is high on Liberty’s agenda. At this critical moment, 
we are glad that there is an existing water strategy in place. Media platforms 
have termed the water shortage in Cape Town ‘Day Zero’ – the day the city 
turns off the taps, and the residents will have to collect their 25-litre water 
ration at one of 200 public distribution points. Should this day arrive, the 
social and economic impact is predicted to be severe. 

It is our intention to ensure that this crisis is well managed within Liberty-
owned properties in order to continue business as usual as best as possible. 
In anticipation of Day Zero, we have put the following measures in place 
to ensure our Business Continuity Management (BCM) is relevant and 
responds appropriately, in a timely manner, to the situation at hand:

Water – a scarce and precious commodity

Project Day Zero: A BCM committee, comprising members 
of senior management, meets weekly to discuss and track the 
progress of our contingency plans.

Liberty Western/Eastern Cape offices: by the end of  February 
2018, eighteen 70-litre air-to-water machines will be delivered 
and despatched to Liberty.There will be other contingencies to 
increase the drinking water supply such as  water coolers and 
bottled water. 

Greywater is supplied to the Liberty Century City office via 
the Century City Property Owners Association pipeline and a 
purification system will be installed to extend the usage to assist 
with cleaning floors and carpets, etc. Solutions for the other 
offices will be communicated in due course. An analysis of the 
possible scenarios which could play out before and during 
the declaration of Day Zero, and responses to each are being 
examined and BCM plans are being developed accordingly.

Technology: Our IT teams are in the process of developing and 
implementing plans to allow for increased levels of remote users 
should we encounter situations where employees are required 
to work from home or alternate premises.

Employees: Part of the assessment of various scenarios will be 
the likely impact on our people and the flexibility we will need 
to allow for our employees to work from home or alternative 
premises.

Suppliers: We are engaging with our suppliers to understand 
their plans to continue supporting us post Day Zero.
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Liberty prioritises ongoing sustainability 
above short-term maximisation of profits. 

We are fully committed to generating 
competitive and sustainable value 

for our shareholders. 

For more information on 
our financial performance 
please refer to the following 
resources:

 

 • Our 2017 integrated annual report

 • Our 2017 annual results presentation

 • Our 2017 annual financial statements and supporting 
information, including risk management

 • Our SENS announcements available on our website

 • Our results presentations and webcasts available  
on our website

R39,4 billion
Normalised group equity value

R850 million
Dividends paid to shareholders

2,92
A

times
Liberty Holdings Limited capital adequacy 
ratio cover in excess of minimum regulatory 
requirements 

12,3%
Normalised return on IFRS equity

R6,5 billion
Group net customer cash flows 

R2,7 billion
Normalised headline earnings

THE YEAR IN REVIEW

Deliver sustainable financial results 201
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Economic value created

Our management approach

Liberty is committed to creating sustainable economic 
value to enable its long-term vision. Our shareholders 
entrust us with their capital and expect competitive 
returns and capital appreciation on their investment. 
Maximising shareholder value is key to our sustainability. 

Communicating with investors

Investors often perceive the insurance business as 
complicated, with complex terminology and metrics. 
We therefore communicate Liberty’s insurance business 
model by explaining our differentiated capabilities 
and strategy (refer to our integrated report for more 
information). Providing a detailed analysis of our financial 
results enables investors and analysts to compare us 
with our competitors on a like-for-like basis.

Consistent and effective engagement with shareholders 
and potential investors to align their expectations with 
our strategy and targets helps ensure that our share price 
fairly reflects our value creation opportunity. Investors 
and potential investors require regular interaction and 
information to assist in achieving their investment goals.

We deliver this interaction and information through 
dedicated investor relations services, a well-directed 
and comprehensive plan complemented by accessible 
channels of enquiry and timely responses.

Our performance during 2017

Direct economic value created

The group remained resilient during the year, as 
evidenced by the stronger capital position of the 
group’s main long-term insurance licence, Liberty Group 
Limited, with a capital adequacy ratio at 2,92 A  times 
the regulatory minimum compared to 2,82 A  at 30 June 
2017. This remains at the upper end of our target range at  
31 December 2017 despite the impact of downgrades of 
the South African sovereign credit rating during the year.

The group’s South African covered insurance business 
continued to deliver positive operating variances. The 
South African covered business’ embedded value was 
preserved, maintaining embedded value earnings of 
R2,8 billion compared to the prior year, and generating 
a return of 8,2%. 

The value of new business (VoNB) and new business 
margin, however, ended the year below expectation. 
Actions are being taken to restore the new business 
margin. The economic environment favoured flows 
into guaranteed products, which manifested in a 
weaker mix of business from a margin perspective. The 
improvement in VoNB in the second half of 2017, despite 
lower volumes, shows signs that the focused initiatives 
that commenced in the second quarter of 2017 are 
starting to deliver the desired outcome.

Group equity value of R39,4 billion reduced during 
the period. Group equity value per share was lower 
at R140,31 (31 December 2016: R145,86). The lower 
group equity value per share was attributable to weaker 
earnings from the group’s non-covered businesses, 
particularly within the STANLIB businesses and the 
resultant capitalisation impact of reduced earnings.

 Group net customer cash inflows, including the Gateway 
LISP, were positive at R6,5 billion despite the poor 
economic backdrop. Long-term insurance net customer 
cash inflows of R1,6 billion reflected an improvement 
on the prior year inflows of R1,1 billion, supported by 
lower policy withdrawals and maturities in Individual 
Arrangements.

Long-term insurance indexed new business sales grew 
marginally to R8 billion. Competitive retail market 
pricing and the tough economic environment continued 
to place significant pressure on retail sales volumes, 
partially offset by growth in Liberty Corporate recurring 
premiums during the year. Total group assets under 
management increased to R720 billion A  (31 December 
2016: R676 billion A ).

Normalised headline earnings for the year ended 31 
December 2017 of R2 719 million were 8% up on 2016, 
supported by a higher contribution of R1 307 million (31 
December 2016: R787 million) from the shareholder 
investment portfolio (SIP). Normalised operating 
earnings however were 19% down on the prior year. 
The improved earnings contribution from Individual 

Normalised headline earnings increased by 
8% supported by improving SA retail insurance 

earnings and higher returns from investment markets. 
The group’s capital position remains strong. Decisive 

actions are being taken to improve profitability 
and place Liberty on a sound strategic footing.
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Arrangements was offset by the lower underwriting 
result from Liberty Corporate. STANLIB SA’s earnings 
continued to be impacted by margin pressure 
due to a less favourable sales mix and operational 
write-offs. STANLIB Rest of Africa earnings were 
impacted by operational losses. Normalised return 
on equity was 12,3% (31 December 2016: 11,4%).

Headline earnings for 2017 amounted to R3 252 million, 
up 47% compared to R2 207 million in 2016. Liberty’s 
headline earnings include the positive earnings impact 
of R543 million arising from the accounting mismatch on 
the consolidation of the Liberty Two Degrees listed REIT.

The group declared an interim dividend of 276 cents 
and final ordinary dividend of 415 cents (total 691 cents 
per ordinary share, which is unchanged from the 2016 
total dividend). The ordinary dividend is in line with the 
group’s dividend policy and totalled R850 million paid to 
shareholders.

Government Tax

Employees

Dividends to Shareholders

Retirement Annuity

BILLION PAID TOR4,12

R5,4 BILLION PAID TO

R850 MILLION PAID TO

R5,4 BILLION PAID TO

Indirect economic value created

In addition to the direct financial value created in the year 
in review (discussed above), Liberty also has significant 
indirect economic impacts. 

In the year in review, we distributed the following value: 

• The group operates a number of retirement and 
post-retirement medical schemes for the benefit of 
employees. For more information on these schemes, 
please refer to note 23 of the annual financial 
statements.

• Liberty is committed to supporting infrastructure 
investments in South Africa and the rest of Africa, 
including power generation and energy sector projects 
with the aim of supporting the growth and development 
of these areas for sustainable economic growth.   

To date, we have invested R3,8 billion in renewable 
energy projects, as well as R6,3 billion in infrastructure 
projects. 

• Preferential procurement aims to ensure that black 
businesses in South Africa have access to markets 
to grow into sustainable businesses. In 2017, Liberty 
spent R7,2 billion (2016: R5,2 billion) on the preferential 
procurement of goods and services. This purchasing 
power is significant and through our clear preferential 
procurement policy, which stipulates application 
criteria, we strive to meet our goal of extending 
spending benefits to eligible black communities. During 
2017, we enhanced our supplier list with a deliberate 
focus on black-owned suppliers.  

• We believe our investment in enterprise and supplier 
development will serve to strengthen and empower 
Liberty-nominated suppliers, enabling them to meet 
our procurement requirements. 

• The financial services sector as a whole remains 
vulnerable to fraud and corruption, the likelihood of 
which increases during difficult financial times. We are 
mindful of these risks and use various mechanisms to 
prevent, detect, investigate, and remediate instances of 
fraud, corruption, and misconduct. 

• We actively identify and repudiate false claims before 
they are paid out, recognising fraudulent policy 
applications at the onset and recovering fraudulent 
payments. By tracking suspicious cases, we have 
reduced fraud losses significantly in comparison to last 
year by minimising the pay outs of fraudulent claims. 
During 2017, we achieved group-wide fraud savings of 
R152,2 million (2016: R69,4 million).

• Liberty remains committed to understanding and 
addressing the impacts of climate change, from 
operational, social and financial perspectives. For 
more information on our approach to responsible 
environmental stewardship as well as our carbon 
footprint, please refer to page 62-69. 

Looking ahead
We will continue to strive for sustainable financial results, 
creating economic value for our shareholders and other 
stakeholders. 
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Independent Assurance Report to the Directors of Liberty Holdings Limited

We have been engaged by the directors of Liberty Holdings Limited (“Liberty” or “the Company”) to perform an independent limited assurance engagement in respect 
of Selected Sustainability Information reported in the Company’s Report to Society for the year ending 31 December 2017 (the “Report”). This report is produced in 
accordance with the terms of our contract with the Company dated 4 October 2017. 

Independence, Quality Control and Expertise

We have complied with the independence and other ethical requirements of the Code of Professional Conduct for Registered Auditors issued by the Independent 
Regulatory Board for Auditors (IRBA Code), which is founded on fundamental principles of integrity, objectivity, professional competence and due care, confidentiality and 
professional behaviour. The IRBA Code is consistent with the International Ethics Standards Board for Accountants Code of Ethics for Professional Accountants (Part A 
and B). The firm applies International Standard on Quality Control 1 and, accordingly, maintains a comprehensive system of quality control including documented policies 
and procedures regarding compliance with ethical requirements, professional standards and applicable legal and regulatory requirements.

Our engagement was conducted by a multi-disciplinary team of health, safety, environmental and assurance specialists with extensive experience in sustainability reporting.

Scope and Subject Matter

The following subject matter in the Report was selected for an expression of limited assurance and have been marked with L  throughout the Report:

• Total credit life policies in force (million) – South Africa and rest of Africa;

• Total retail policies in force (million) – South Africa;

• Total emerging consumer market (ECM) policies in force (million) – South Africa;

• Number of new fraud and corruption cases recorded for further investigation – South Africa;

• Total number of complaints reported on to Group – South Africa;

• Workforce profile statistics in terms of:

• Number of salaried employees – South Africa and rest of Africa; 

• Number of commissions remunerated agents – South Africa and rest of Africa;

• % of total salaried employees by race, gender and disability – South Africa;

• Employee turnover in terms of:

• Total employee turnover rate for salaried employees (%) – South Africa and rest of Africa;

• Employee turnover rate for salaried employees by race and gender (%) – South Africa;

• Total external training spend as a % of employee costs (%) – South Africa;

• Scope 1 direct CO2 emission (tCO2e) – South Africa: Liberty owned properties;

• Scope 2 indirect CO2 emissions (tCO2e) – South Africa: Liberty owned and leased properties;

• Scope 3 indirect CO2 emissions (tCO2e) – South Africa: travel, waste, paper and emissions from transmission and distribution losses;

• Total combined Scope 1, 2 and 3 CO2 emissions (tCO2e) – South Africa;

• Total water consumption (kL) – South Africa: Liberty owned and occupied properties;

• Number of people trained in Liberty consumer education programmes – South Africa: Liberty and STANLIB; and

• Total CSI spend, including administrative costs (ZAR) – South Africa: Liberty and STANLIB.

We refer to this information as the Selected Sustainability Information.

We have carried out work on the data reported for 2017 only and have not performed any procedures with respect to earlier periods, except where specifically indicated, 
or any other elements included in the 2017 Liberty Report to Society and, therefore, do not express any conclusion thereon. We have not performed work in respect of 
future projections and targets.

Respective responsibilities of the Directors and PricewaterhouseCoopers Inc.

The directors are responsible for the selection, preparation and presentation of the Selected Sustainability Information in accordance with Liberty’s internally defined 
criteria set out on pages 77 to 79 of the Report, referred to as the “Reporting Criteria”. The directors are also responsible for designing, implementing and maintaining 
internal controls as the directors determine is necessary to enable the preparation of the Selected Sustainability Information that is free from material misstatements, 
whether due to fraud or error. 

Our responsibility is to form an independent conclusion, based on our limited assurance procedures, on whether anything has come to our attention to indicate that 
Selected Sustainability Information has not been prepared, in all material respects, in accordance with the Reporting Criteria. 

This report, including the conclusion, has been prepared solely for the directors of the Company as a body, to assist the directors in reporting on the Company’s sustainable 
development performance and activities. We permit the disclosure of this report within the Report for the year ended 31 December 2017, to enable the directors to 
demonstrate they have discharged their governance responsibilities by commissioning an independent assurance report in connection with the Report. To the fullest 
extent permitted by law, we do not accept or assume responsibility to anyone other than the directors as a body and the Company for our work or this report save where 
terms are expressly agreed and with our prior consent in writing.
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Assurance work performed

We conducted our limited assurance engagement in accordance with International Standard on Assurance Engagements (ISAE) 3000 (Revised): Assurance Engagements 
other than Audits and Reviews of Historical Financial Information, and, in respect of greenhouse gas emissions, International Standard on Assurance Engagements (ISAE) 
3410: Assurance Engagements on Greenhouse Gas Statements, issued by the International Auditing and Assurance Standards Board. These standards require that we 
comply with ethical requirements and that we plan and perform the assurance engagement to obtain limited assurance on the Selected Sustainability Information as per 
the terms of our engagement.

Our work included examination, on a test basis, of evidence relevant to the Selected Sustainability Information. It also included an assessment of the significant estimates 
and judgements made by the directors in the preparation of the Selected Sustainability Information. We planned and performed our work so as to obtain all the 
information and explanations that we considered necessary in order to provide us with sufficient evidence on which to base our conclusion in respect of the Selected 
Sustainability Information. 

Our limited assurance procedures primarily comprised:

• reviewing processes that Liberty have in place for determining the Selected Sustainability Information included in the Report;

• obtaining an understanding of the systems used to generate, aggregate and report the Selected Sustainability Information;

• conducting interviews with management at corporate head office;

• evaluating the data generation and reporting processes against the Reporting Criteria;

• performing key control testing where relevant and testing the accuracy of data reported on a sample basis; and

• reviewing the consistency between the Selected Sustainability Information and related statements in Liberty’s Report.

A limited assurance engagement is substantially less in scope than a reasonable assurance engagement under ISAE 3000 (Revised). Consequently, the nature, timing and 
extent of procedures for gathering sufficient appropriate evidence are deliberately limited relative to a reasonable assurance engagement, and therefore less assurance 
is obtained with a limited assurance engagement than for a reasonable assurance engagement.

The procedures selected depend on our judgement, including the assessment of the risk of material misstatement of the Selected Sustainability Information, whether 
due to fraud or error. In making those risk assessments, we consider internal control relevant to the Company’s preparation of the Selected Sustainability Information in 
order to design procedures that are appropriate in the circumstances.

We believe that the evidence we have obtained is sufficient and appropriate to provide a basis for our conclusion.

Inherent limitations

Non-financial performance information is subject to more inherent limitations than financial information, given the characteristics of the subject matter and the methods 
used for determining, calculating, sampling and estimating such information. The absence of a significant body of established practice on which to draw allows for 
the selection of different but acceptable measurement techniques which can result in materially different measurements and can impact comparability. Qualitative 
interpretations of relevance, materiality and the accuracy of data are subject to individual assumptions and judgements. The precision of different measurement 
techniques may also vary. Furthermore, the nature and methods used to determine such information, as well as the measurement criteria and the precision thereof, may 
change over time. It is important to read the Report in the context of the Reporting Criteria set out on pages 77 to 79 of this Report.

In particular, where the information relies on factors and methodologies derived by independent third parties, our assurance work has not included examination of the 
derivation of those factors and other third party information. 

Conclusion

Based on the results of our limited assurance procedures nothing has come to our attention that causes us to believe that the Selected Sustainability Information for the 
year ended 31 December 2017, has not been prepared, in all material respects, in accordance with the Reporting Criteria.

Other Matters

The maintenance and integrity of Liberty’s website is the responsibility of Liberty’s directors. Our procedures did not involve consideration of these matters and, 
accordingly we accept no responsibility for any changes to either the information in the Report or our independent assurance report that may have occurred since the 
initial date of presentation on the Liberty’s website.

PricewaterhouseCoopers Inc.

Director: Jayne Mammatt

Registered Auditor

Johannesburg

1 March 2018

102



76

Liberty Holdings Limited  

REPORT TO SOCIETY 2017 

ACFE Association of Certified Fraud Examiners
ADP Actuarial development programme
ASISA  Association for Savings and Investment South Africa
B-BBEE  Broad-based black economic empowerment
CAR Capital adequacy ratio
CCMA Commission for Conciliation, Mediation and Arbitration
CDP  Carbon Disclosure Project
CFC  Customer fairness committee
CFP  Customer fairness principles
CFU  Customer-facing unit
CRISA  Code for Responsible Investing in South Africa
CSI  Corporate social investment
CVP  Customer value proposition
dti  Department of Trade and Industry
EBP Existing Building Performance
ECM Emerging consumer markets
ESD Enterprise and supplier development
FSC  Financial Sector Code
GBCSA Green Building Council of South Africa
GIBS Gordon Institute of Business Science
GRES Group Real Estate Services
GRI  Global Reporting Initiative
IFA Independent Financial Adviser
INSETA Insurance Sector Education and Training Authority
JSE Johannesburg Stock Exchange
LCT Liberty Community Trust
L2D Liberty two degrees 
LPP Liberty property portfolio
NDP National Development Plan
OHS Occupational health and safety
REIPPP programme Renewable Energy Independent Power Producer Procurement programme
REIT Real estate investment trust
SA  South Africa
SBFC Standard Bank Financial Consultants
SDGs Sustainable Development Goals
SEE Social, economic and environmental 
SET committee Social, ethics and transformation committee
SIP Shareholder investment portfolio
SMEs Small and medium-sized enterprises
TCF  Treating customers fairly
UNESCO United Nations Educational, Scientific and Cultural Organization
UN PRI United Nations Principles for Responsible Investment
VOC Voice of the Customer
VoNB Value of new business

Abbreviations
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Definitions

KPI Definition Boundary

Number of new (fraud and corruption) cases 
recorded for further investigation

(see pages 55 and 61)

The source of cases include: 

• KPMG Hotline
• Internal Hotline
• The customers who channel the cases directly to the forensic department

South Africa

Total credit life policies in force (million)

(see pages 9, 21 and 24)

Total credit life policies in force. 

The policies in force in the following areas will be included:

•  Credit policies at Standard Bank - reported in number of policies
•  Credit policies in Africa - reported in number of lives
•  Credit policies at CfC - reported in number of schemes
•  Credit policies at corporate level - reported 
A policy is regarded as in force if Liberty has a future obligation to pay claims, thus 
active policies.

South Africa  
(+Frank.Net) and 
rest of Africa 

Total retail policies in force (million)

(see pages 21 and 24)

Retail policies - sold under one licence: Liberty Life.

There are different products sold under the licence.

A policy is regarded as in force if Liberty has a future obligation to pay claims, thus 
active policies.

South Africa  
(+Frank.Net)

Total number of complaints reported to group

(see page 28)

The number of complaints received from clients, through our executives, external 
dispute resolution bodies (e.g. The Long-Term Ombudsman Pension Funds 
Adjudicator and the FAIS ombudsman, the media, consumer forums (Hello Peter 
and Get Closer), social media and the Financial Services Board). This also includes 
complaints loaded directly onto our website (www.liberty.co.za).

South Africa

Workforce profile statistics in terms of:

• Number of salaried employees (South Africa)

• Number of salaried employees (rest of Africa)

• Number of commission remunerated agents

• Number of commission remunerated agents 
(rest of Africa)

• Total salaried employees who are black 
(African, Indian, Coloured) (race) (%)

• Total salaried employees who are female 
(gender) (%)

• Total salaried employees who are disabled (%) 

(see pages 6, 9, 31 and 33)

Salaried employees: Number of salaried employees (South Africa). This is the 
generally fixed compensation, which is received by an employee, on a weekly, bi-
weekly, semi-monthly, monthly or yearly basis as opposed to an hourly pay scale that 
can produce a different total each pay period due to variable hours and overtime. 

These exclude temporary and permanent contractors. 

Commission-remunerated employees: Number of commission-remunerated 
employees. 

Note: The definition excludes employees on IPP (Income Protection Plan).

South Africa

Rest of Africa

South Africa

Rest of Africa

South Africa

South Africa

South Africa

Employee turnover in terms of:

• Total employee turnover rate for salaried 
employees (%) (South Africa)

• Total employee turnover rate for salaried 
employees (%) (rest of Africa)

• Employee turnover rate for salaried employees 
who are black (race) (%)

• Employee turnover rate for salaried employees 
who are female (gender) (%)

(see page 33)

Overall staff turnover – includes all termination types, i.e. all staff movement including 
retirement, retrenchments, dismissals, intergroup transfers (Standard Bank only), 
mutually agreed separations and voluntary turnover (early retirements and resignations).

The total number of terminations as a percentage that occurred during the reporting 
period (January to December 2017). The percentage is based on the average 
headcount and is calculated as follows:

• Total turnover % = total staff turnover/ average headcount
• Total Black Turnover % = total number of black staff turnover/ average head count 

of black employees
• Total Female Turnover % = total number of female staff turnover/ average head 

count of female employees
The staff turnover is for salaried employees only.

South Africa

Rest of Africa

South Africa 

South Africa
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KPI Definition Boundary

Total external training spend as a % of employee 
costs (%) 

(see page 37)

• All external training interventions attended by salaried employees in South Africa, 
only excluding bursary spend

• Training spend figures are recorded and reported inclusive of VAT for Liberty and 
exclusive of VAT for STANLIB entities

• Learnership and Internship programmes

South Africa

Scope 1 direct CO2 emissions (tCO2) - petrol, 
diesel, refrigerant

(see pages 65 and 66)

Petrol:

Fleet – Litres 

This information is made up of the STANLIB and Liberty fleets. 

Diesel:

Fleet and generators – Litres 

The diesel from generators is made up of many different properties however it 
excludes properties managed by other organisations. Both STANLIB and Liberty have 
inputs for diesel generators. The fleet diesel only applies to Liberty and it is similar to 
how petrol is managed at Liberty. 

Refrigerants: Air-conditioning only

Air-conditioning only – kilograms as per invoiced amount: information limited to  R22, 
R410 and R134A refrigerants.

South Africa - 
(Liberty-owned 
properties)

Scope 2 indirect CO2 emissions (tCO2)

(see pages 65 and 66)

Measured in kilowatt hours (kWh)

Electricity consumption is measured through municipal invoices. The electricity 
consumption is then converted to CO2 Emissions by Carbon Calculated.

The electricity consumption can be divided into two reporting categories being:

• Liberty-owned properties – being those properties which Liberty owns portions 
through policies. This amount refers to the total consumption

• Liberty-owned and occupied properties – these are properties where Liberty 
occupies the property either wholly or a portion thereof. This would be a portion 
of the total where Liberty actually occupies

South Africa -  
(Liberty-owned and 
leased properties) 

The properties dealt with are as follows

• 171 Katherine Street

• Liberty Life Centre Braamfontein

• Liberty Life Centre Century City

• Liberty Gardens

• Liberty Parkade

• Libridge 

• Rennie House (sold in May 2016)

• Umhlanga Ridge

• Eastgate Shopping Centre

• Liberty Midlands Mall

• Liberty Promenade Mitchell's Plain

• Nelson Mandela Square, Sandton 
City Complex/Sandton Sun, Sandton 
Game/Garden Court/Sandton 
Towers/Parkade 

• STANLIB Melrose Arch

• All leased buildings, excluding the 
below buildings:

• 21 Dr Nelson Mandela Street

• Absa Building

• Green Village

• KP Maluleke Complex

• Stand 2446 Houghton

• Standard Bank Centre

• Wie-Cla Sentrum

Definitions continued
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KPI Definition Boundary

Scope 3 indirect CO2 emissions (tCO2)

(see pages 65 and 66)

Travel is made up of 4 different sectors being:
• Flights - km
• Accommodation-nights
• Car hire – km
• Travel claims – km
All these parts of travel are reduced to kilometers travelled or nights and then 
converted into carbon emissions by Carbon Calculated. 

Flights, accommodation and car hire are made up of both Travel Management 
Companies (TMCs) transactions. Flights – booked but not tracked excluding 
accommodation – only hotel nights included travel claims – car hire for Liberty included. 
Business related travel information is obtained from the TMCs and car hire vendors 
via their MIS systems.

• Additionally travel-related claim forms received for reimbursement via Accounts 
Payable – the copy documentation is supplied for emission factors to be applied to 
calculate the CO2e

• The travel claims information received from the HR department and a report 
drawn from payroll processing

Waste generated at the following locations/properties:
1. Liberty-owned buildings (currently account for all waste, including tenants):
• 171 Katherine Street
• Liberty Life Centre Braamfontein
• Liberty Life Centre Century City 
• Libridge
• Umhlanga Ridge
• STANLIB Melrose Arch
• Rennie House (until May, sold)
2. Owned shopping centres (currently account for all waste, including tenants):
• Eastgate Shopping Centre (including Liberty Gardens)
• Liberty Midlands Mall
• Liberty Promenade Mitchell's Plain 
• Botshabelo Mall
• Sandton City / Nelson Mandela Square 
Paper
Tonnes of paper procured through the Liberty SRM system.
Transmission and distribution losses: Kilowatt hours (kWh) of electricity 
consumption from the national Eskom grid in South Africa for leased and owned 
buildings multiplied by the emission factor, which is country specific.

South Africa: travel, 
waste, paper and 
emissions from 
transmission and 
distribution losses

Total CO2 emissions (tCO2)

(see pages 66)
• Refer to addition of scopes 1, 2 and 3 South Africa

Total water consumptions (kl) 

(see pages 68)

Liberty consumption includes:

• The Liberty portion of owned and occupied based on the total percentage of the 
building occupied (including STANLIB)

South Africa  
(Liberty-owned and 
occupied properties)

Number of people trained in Liberty consumer 
education programmes

(see pages 5, 43, 52 and 53)

This is defined as the number of people who have attended consumer education 
awareness programmes during the reporting period 1 January 2017 - 31 December 2017. 
The financial education training is outsourced to third party service providers, who 
conduct the relevant training and report back to Liberty and STANLIB, excludes trainers 
and facilitators.

South Africa:  
Liberty and  
STANLIB

Total emerging consumer market (ECM) policies 
in force (million)

(see pages 21 and 24)

Total number of ECM in-force policies including Standard Bank funeral plans, 
Liberty funeral plans, Parents cover plan, Life cover plan, Savings plan, Fundisa 
and Vodacom Funeral (DFS). 

South Africa  
(+Frank.Net)

Total CSI spend, including administration costs (ZAR)

(see pages 5, 7, 43 and 53)

Corporate social investment spend (mainly education) including administration costs.

This is exclusive of VAT.

South Africa -  
Liberty and STANLIB
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UNIVERSAL STANDARDS

Indicators Disclosure Page

STRATEGY AND ANALYSIS  102

102-14 Statement from senior decision maker 6, 7

ORGANISATIONAL PROFILE  102

102-1   Name of the organisation 2

102-2   Activities, brands, products and services 2, 12

102-3  Location of headquarters 10

102-4  Location of operations 10

102-5  Ownership and legal form 2, 9 - 10

102-6  Markets served 9

102-7   Scale of the organisation 5, 9 - 10

102-8 Information on employees and other workers 31 - 42

102-9 Supply chain
4, 9, 10, 12, 13, 
21 - 29, 47, 62, 
72 -73

102-10 Significant changes to the organisation and its 
supply chain None

102-11 Precautionary principle or approach 62

102-12 External initiatives 3, 19

102-13 Membership of associations 3, 46

ETHICS AND INTEGRITY  102

102-16 Values, principles, standards and norms of behaviour 57, 58, 59

GOVERNANCE  102

102-18 Governance structure 11

STAKEHOLDER ENGAGEMENT  102

102-40 List of stakeholder groups 17, 44

UNIVERSAL STANDARDS

Indicators Disclosure Page

STAKEHOLDER ENGAGEMENT  102

102-42 Identifying and selecting stakeholders 17, 44

102-43 Approach to stakeholder engagement 17, 44

102-44 Key topics and concerns raised 17

REPORTING PRACTICE  102

102-45 Entities included in the consolidated financial 
statements

17 financial 
results report

102-46 Defining report content and topic boundary 2, 17

102-47 List of material topics 17

102-48 Restatements of information 2

102-49 Changes in reporting No material 
changes

102-50 Reporting period 2

102-51 Date of most recent report 2

102-52 Reporting cycle 2

102-53 Contact point for questions regarding the report 1

102-54 Claims of reporting in accordance with the   
GRI Standards 3

102-55 GRI content index 3

102-56 External assurance 1, 78, 79

MANAGEMENT APPROACH  103

103-1 Explanation of the material topic and its boundary 17

103-2 The management approach and its components 11 - 15

103-3 Evaluation of the management approach 14 - 15

The Global Reporting Initiative's (GRI) Standards are voluntary but prescribe minimum requirements 
for compliance to the standards. Liberty reports with reference to the GRI Standards.  
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TOPIC SPECIFIC DISCLOSURES

Indicators Disclosure Page

ECONOMIC PERFORMANCE  201

Management approach disclosures 72

201-1 Direct economic value generated and distributed 71 - 73, 53 - 54

201-3 Defined benefit plan obligations and other 
retirement plans 41 - 42

INDIRECT ECONOMIC IMPACTS 203

Management approach disclosures 72 - 73

203-1 Infrastructure investments and services supported 73

203-2 Significant indirect economic impacts 73

PROCUREMENT PRACTICES  204

Management approach disclosures 48 - 49

204-1 Proportion of spending on local suppliers 48 - 52

ANTI-CORRUPTION  205

Management approach disclosures 56 - 58

205-1 Operations assessed for risks related to corruption 13 IR

205-2 Communication and training about anti-corruption 
policies and procedures 55 - 58, 60 - 61

205-3 Confirmed incidents of corruption and actions taken 55, 61

ENERGY  302

Management approach disclosures 63 - 65, 67

302-1 Energy consumption within the organisation 65 - 67

303-2 Energy consumption outside of the organisation 65 - 67

302-3 Energy Intensity 66

302-4 Reduction of energy consumption 64, 66 - 67

WATER  303

Management approach disclosures 63 - 64, 68

303-1 Water withdrawal by source 68

303-2 Water sources significantly affected by withdrawal 
of water 68

303-3 Water recycled and reused 68

EMISSIONS  305

Management approach disclosures 63 - 65

305-1 Direct (scope 1) GHG emissions 65 - 66

TOPIC SPECIFIC DISCLOSURES

Indicators Disclosure Page

EMISSIONS  305

305-2 Energy indirect (scope 2) GHG emissions 65 - 66

305-3 Other indirect (scope 3) GHG emissions 65 - 66

305-4 GHG emissions intensity 66

305-5 Reduction of GHG emissions 66

305-6 Emissions of ozone-depleting substances 66

305-7 Nitrogen oxides (NOx), sulfur oxides (SOx) and other 
significant air emissions Not applicable

EFFLUENTS AND WASTE 306

Management approach disclosures 63 - 64, 68

306-1 Water discharge by quality and destination Not applicable

306-2 Waste by type and disposal method 68

ENVIRONMENTAL COMPLIANCE  307

Management approach disclosures 62 - 63

307-1 Non-compliance with environmental laws and 
regulations None

EMPLOYMENT 401

Management approach disclosures 32 -33

401-1 New employee hires and employee turnover 33

401-2 Benefits provided to full-time employees that are not 
provided to temporary or part time employees 41 - 42

OCCUPATIONAL HEALTH AND SAFETY 403

Management approach disclosures 41

403-1 Workers representation in formal joint management 
worker health and safety committees 41 - 42

403-2 
Types of injury and rates of injury, occupational 
diseases, lost days, absenteeism and number of 
work-related fatalities

41

403-3 Workers with high incidence or high risk of diseases 
related to their occupation Not applicable

403-4 Health and safety topics covered in formal 
agreements with trade unions Not applicable

TRAINING AND EDUCATION  404

Management approach disclosures 35, 37

404-1 Average hours of training per year per employee 37

404-2 Programs for upgrading employee skills and 
transition assistance programs 35 - 36, 38
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Disclaimer
The information contained in this communication, including attachments, is not to be construed as advice in 
terms of the Financial Advisory and Intermediary Services Act of 2002 (FAIS) as the writer is neither an appointed 
representative of the Liberty Defined Contribution Pension  Fund nor the Liberty Provident Fund, nor a licensed 
financial services provider as contemplated in FAIS. Please consult your financial adviser should you require advice 
of a financial nature and/or intermediary services.

Liberty Group Ltd is an Authorised Financial Services Provider in terms of the FAIS Act (no 2409).

© Liberty Group Ltd 2018. All rights reserved.

Forward-looking statements
The Report to Society contains certain statements about the Liberty group that are, or may be deemed to be, 
forward-looking statements. All statements other than statements of historical fact are, or may be deemed to 
be, forward-looking statements. By their nature, forward-looking statements involve risks and uncertainties 
because they relate to events and depend on circumstances that may or may not occur in the future. If any of 
these or other risks and uncertainties occur, or if the assumptions underlying any of these statements prove 
incorrect or incomplete, then actual future performance and achievements may be materially different from those 
expressed or implied by such statements. Care has been taken to avoid providing forward-looking statements 
which would constitute a specific or general profit forecast or estimate under the JSE Listings Requirements and 
there is accordingly an inherent limitation in the scope of the forward-looking information provided. The directors 
therefore advise readers to use caution regarding interpreting any forward-looking statements in this report.


