
IMPLATS IS COMMITTED TO MAINTAINING THE HIGHEST STANDARDS OF GOOD 
GOVERNANCE IN ORDER TO PROMOTE QUALITY DECISION-MAKING AND ENSURE THE 
EXECUTION OF THESE DECISIONS WITHIN A DISCIPLINED FRAMEWORK OF POLICIES, 
PROCEDURES AND AUTHORITIES.

Our management approach
We have a structured and systematic approach to 
managing our most signifi cant social, economic and 
environmental impacts and to addressing the material 
interests of our priority stakeholders.

Board level: At board level, sustainability issues are 
addressed through the following committees:

 > The social, transformation and remuneration (STR) 
committee is responsible for the Group’s activities 
relating to: social and economic development; 
transformation; public safety; consumer relationships; 
labour and employment issues; and remuneration. The 
committee has delegated the oversight for health and 
environment to the health, safety, environment and risk 
(HSER) committee and the oversight of ethics to the 
nominations, governance and ethics (NGE) committee.

 > A social and ethics committee (SET) has been 
established to undertake complementary work 
examining and addressing social and ethics-related 
issues impacting employees and communities with a 
focus on Impala Rustenburg operations. The committee 
held its inaugural meeting on 25 May 2018. 

 > The HSER committee guides strategy, assesses the 
adequacy and appropriateness of HSE policies, 
standards and procedures and reviews Group-wide 
performance and risk management practices quarterly. 
The committee also investigates and reviews all major 
incidences within the ambit of its work.

 > The audit committee oversees the appointment of the 
assurance provider for non-fi nancial performance each 
year. The results are presented to both the audit and 
STR committees with the necessary recommendations 
and action.

The Group’s risk function is disseminated throughout all 
committees, except the NGE committee.

Further details of the composition and activities of these 
board committees are provided in our Integrated Report. 

Executive level: At an executive level, sustainable 
development falls under the responsibility of the executive 
committee (Exco), which is responsible for reviewing 
performance in terms of the Group’s non-fi nancial 
indicators. The Exco lends support to the board’s 
HSER committee, STR committee, SET committee 
and audit committee. 

Performance evaluation: Sustainability objectives form 
part of the key performance indicators (KPIs) against 
which Implats’ management and executives are 
measured.

People management
Focus areas, policies and procedures: Management 
of our employees is headed up by a dedicated Group 
executive for human resources reporting to the CEO. The 
scope of work includes remuneration, human resource 
development, talent management and employment equity. 
Group policies and procedures on people management 
issues are established at corporate level and apply at our 
operations. Our policies and procedures are aimed at 
contributing to sound employee relations, attracting and 
retaining talent and ensuring the continuous development 
of our employees, while offering opportunities for career 
progression with a particular emphasis within our South 
African operations on historically disadvantaged South 
Africans (HDSAs). All contracting employees are vetted 
and assessed according to our own internal standards. 
The human resources function was identifi ed as a strategic 
priority in the FY2018 business plan and a series of 
deep-dive risks analyses were undertaken into human 
resource related risks.

Transformation: Each operation has a transformation 
committee comprising representatives from management, 
unions and women, as well as various other stakeholder 
groups who contribute to overseeing and advancing 
transformation at each operation. The operational 
committees report to the Group STR committee. Our 
operations also have community forums, at which issues 
of concern to local communities – such as employment 
opportunities, skills development, procurement, 
community development projects and health, safety and 
environmental performance – are discussed. Issues arising 
from these community forums are relayed to the 
operational committee and, ultimately, to the Exco. These 
are elevated to the STR committee quarterly and to the 
board as required.

Managing health, safety and environmental (HSE) issues 
Group and site-specifi c HSE policies, procedures and 
standards are in place to ensure compliance with 
legislative requirements and support our vision of zero 
harm. Responsibility for implementing HSE policies and 
procedures rests with line management. All operations 
submit quarterly performance reports to the board-
appointed HSER committee. Group and operational level 
HSE specialists support line management to implement 
the strategy and to monitor and manage performance.

The Group’s environmental team has close links with 
operational and project management and is involved in 
due diligence exercises in connection with acquisitions 
and the development of strategic initiatives. Policy 
implementation is enhanced by our commitment to 
maintaining ISO 14001 certifi cation for our environmental 

Sustainability governance
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management systems. The Group’s internal auditors and 
external auditors conduct regular compliance audits. In 
addition to the ISO 14001 certifi cation, the refi neries are 
signatories to Responsible Care® and retained their 
certifi cation. We follow the International Council on Mining 
and Metals (ICMM) guidelines to improve our approach 
and practices. Key sustainability data are externally 
assured.

At Impala Rustenburg, Marula and Impala Springs we 
have identifi ed and are addressing compliance gaps 
relating to the ISO 45001 standard (which replaced the 
widely implemented OHSAS 18001), with a view to 
achieving certifi cation. (The health and safety management 
systems standards will be rolled out at all non-certifi ed 
operations during FY2019.)

Various internal and external review and assurance 
programmes ensure that priority unwanted risks are 
identifi ed and that adequate controls are in place to 
manage them. A detailed review of our risk management 
practices is provided in our Integrated Report. 

Managing our social impacts
Our approach to social performance is informed by our 
values and our business and ethics principles; all our 
operations apply high social performance standards in line 
with our sustainable development policy, community policy 
and legal frameworks of the countries in which we 
operate. We are investigating the implementation of 
ISO 26000 to provide guidance on social responsibility. 
We seek to engage with affected communities to avoid, 
prevent and mitigate adverse impacts of our activities, 
and to build development opportunities. We invest in 
developing and maintaining constructive relationships with 
the stakeholders and communities around our operations. 
This is essential to maintain and strengthen our socio-
political licence to operate. Inclusive stakeholder 
engagement underpins our approach to respecting human 
rights and to responding to legitimate stakeholder 
aspirations and concerns. Extending the positive benefi ts 
of mining, notably by developing infrastructure and 
creating opportunities for local businesses, also promotes 
social stability and builds resilience within communities to 
prosper beyond mine closure.

Managing our investments in socio-economic 
development
The sustainable development department at Impala 
Rustenburg manages the socio-economic development 
initiatives at our South African operations. A technical 
team is responsible for implementing the projects, working 
with the stakeholder engagement department. We identify 
community projects based on a needs analysis, 
undertaken in consultation with stakeholder 
representatives from communities, local government and 
employees. The sustainable development project steering 
committee reviews the proposed projects after due 
diligence. Once approved by the project steering 
committee, the projects are recommended to the Group’s 
executive committee, a multi-disciplinary executive-level 
management team that evaluates the merits of investing 
in each project. In Zimbabwe, sustainable development 
initiatives are implemented and managed by the 
stakeholder engagement executive supported by technical 
personnel from the operations. 

Each year an independent verifi cation is conducted on 
selected social projects, based on the fi nancial, legal and 
reputational risk as well as to determine impact, progress 
and potential remedial action where a project faces 
possible failure. A summary of this can be found on 
Page 58.

Supply chain management
We have a large and diverse base of more than 
2 200 suppliers from which we procure goods and 
services including heavy equipment, process chemicals, 
fuel and lubricating oils, labour, explosives, underground 
support grinding media, drilling equipment, electrical 
equipment, safety clothing, tyres and many more.

There is an increasing expectation of business to 
demonstrate accountability in ensuring responsible 
business conduct by all parties in corporate supply 
chains. We have clear principles that guide the selection 
of reputable contractors with the right skills and values 
systems to do specifi c tasks that we are not able to do. 
All our suppliers are appraised of our policies and business 
practices and are expected, as a minimum, to abide by 
these principles in their business conduct and practices 
at all our operations. To strengthen our approach, we are 
developing a supplier code of conduct which will detail the 
mandatory standards that suppliers must achieve, and 
those that we strongly encourage. We conduct ad hoc 
supplier audits against our standards on various criteria 
including health, safety and labour practices. In the year 
under review, there were no incidents of supplier non-
compliance.

We are progressively implementing a SAP Ariba system 
that will ensure that all our suppliers are legally compliant. 
We focus on increasing our levels of expenditure with local 
and black-owned suppliers and on developing existing 
procurement capacity in the areas close to our operations. 
We also support initiatives to stimulate local manufacture 
and technology development, thereby increasing our 
contribution to empowerment. Increased pressure is being 
exerted during all interactions with untransformed 
suppliers to improve the pace of transformation.

VOLUNTARY CODES AND SOCIAL COMPACTS

We follow the International Council on Mining and 

Metals guidelines

We subscribe to the United Nations Guiding Principles 

on Business and Human Rights

We are committed to the United Nations Global 

Compact

We support the Extractive Industries Transparency 

Initiative (EITI)

We participate in the annual climate change and water 

disclosures of the CDP

We are a member of the National Business Initiative 

(NBI)

Our initiatives support the United Nations Sustainable 

Development Goals
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Upholding business ethics and integrity

The Implats board assumes overall responsibility for the 

effectiveness of internal controls, risk management and 

governance, and guides management with the aim of 

achieving business objectives. We are committed to 

promoting the highest standard of corporate governance, 

ensuring that our practices comply with the expectations 

of the King IV™ Code on Corporate Governance for 

South Africa 2016. Further details are provided in our 

Integrated Report. 

Reinforcing a good corporate culture
Implats aspires to embed an ethical culture in the 

Company through its corporate values and by leading in 

a manner that demonstrates an ethical tone at the top. 

We maintain a zero tolerance stance on fraud, corruption, 

misconduct or dishonesty. We expect all our employees, 

business partners, contractors and associates to conduct 

themselves in accordance with the Implats code of ethics 

(code) and our fraud, corruption and whistleblowing and 

related governance policies.

Accountability and management: The executives and 

line management are responsible and accountable for the 

implementation of the code, the policy, and the associated 

procedures. The board has delegated oversight of the 

code, policy and procedures to the NGE committee.

Code of ethics: The Implats code addresses issues 

relating to confl ict of interest, the prevention of 

unauthorised dissemination of Company information, the 

acceptance of donations and gifts, and the protection of 

the Company’s intellectual property and patent rights. It 

also describes the disciplinary action – including dismissal 

or prosecution – that is taken in the event of any 

contravention of the code. We implement an electronic 

system that enables employees to access the code, the 

training material and to make declarations of fi nancial 

interests and gifts online. The platform assists with 

reinforcing a good corporate culture. We have continued 

to raise awareness around the code and ethics hotline. 

Employees without access to a computer are trained on 

the code as part of their induction process and refreshed 

on it when they return from compulsory leave.

Fraud, corruption and whistleblowing policy: 

This policy highlights our commitment to creating an 

environment that encourages an anti-fraud and anti-

corruption culture, informed by our organisational 

core values and our respect for open and honest 

communication. Implats will not tolerate any act of fraud 

and corruption, committed by any staff member. 

Appropriate, consistent and immediate action (including 

dismissal and legal action) will be taken against those 

persons committing fraud and corruption irrespective 

of the length of service or position in the organisation.

Ethics hotline (0800 005 314): Implats has a toll-free 

ethics helpline, managed and operated independently by 

KPMG, to facilitate the confi dential reporting of alleged 

incidents. This is available to all employees, contractors, 

stakeholders and community members to anonymously 

report suspected fraud, corruption and any form of 

irregularity and unethical behaviour. All reported allegations 

are investigated, each to its logical conclusion and 

disciplinary action taken against perpetrators identifi ed.

Our 2018 performance
 > Ninety-one cases of alleged unethical behaviour were 

reported across the Group, representing a 47% increase 

on the 62 cases recorded in 2017. Sixty-four percent of 

the incidents were from the South African operations, 

33% from Zimplats, and the remaining 3% from Mimosa

 > Twenty-nine of the incidents were reported through the 

whistleblowing hotline, compared to 28 in 2017 

(SA operations)

 > The classifi cation of the allegations and outcomes in 

each category is provided in the table below

 > There was one human rights-related incident reported, 

an allegation of racism which was unfounded

 > There were 15 founded cases of fraud and theft. The 

majority were related to fraudulent qualifi cations or 

misrepresentations

 > Ten of the 22 total founded cases for the year resulted 

in 10 employees being processed through internal 

disciplinary procedures, resulting in four dismissals and 

six verbal and/or written warnings. Two were referred to 

a third party, and seven employees in respect of four 

cases resigned prior to disciplinary action being taken

 > The founded cases increased from 13% of the total 

cases reported last year to 27% of the total cases 

this year.

Number of fraud/ethics-related cases reported Group-wide in the 2018 fi nancial year

Nature of allegation
Investigation 

pending
Allegations 
unfounded

Allegations 
founded Total

BEE fronting 2 0 0 2

Confl ict of interest and corruption 9 3 0 12

Fraud and theft 5 7 15 27

Misconduct and other 9 24 7 40

Total 25 34 22 81
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We have clear policies 

and processes in 

place to ensure 

observance of human 

rights, including the 

right to freedom of 

association and 

collective bargaining, 

the eradication of 

child and forced 

labour and non-

discrimination.

Respecting human rights

RELATED TO THE OVERALL WELLBEING OF OUR PEOPLE AND THAT OF 
OUR WIDER STAKEHOLDERS IS OUR COMMITMENT TO HUMAN RIGHTS.

Our approach
Respect for human rights is an integral 

part of the Company’s code of ethics and 

values. Our human rights policy commits us 

to full compliance with applicable legislation 

in the regions in which we operate, as well 

as to implementing the human rights 

principles in the UNGC. Our approach is 

aligned with the UN Guiding Principles on 

Business and Human Rights.

We uphold the basic human rights of the 

International Labour Organisation through 

the implementation of fair employment 

practices. We have clear policies and 

processes in place to ensure observance of 

human rights, including the right to freedom 

of association and collective bargaining, the 

eradication of child and forced labour and 

non-discrimination. Observance of these 

rights is required of all our operations and 

suppliers, irrespective of location. At our 

operations, we have policies and processes 

in place to ensure that we do not employ 

any under-age or forced labour. No 

incidents of employing under-age or forced 

labour were reported in 2018. The age 

profi le of employees engaged by the Group 

in the year is presented in our detailed 

performance table available online.  

We track implementation of human rights 

issues through monthly reports. Procedures 

are in place to ensure channels are available 

to deal with unfair practices. One human 

rights-related case (racism) was reported in 

the year under review. Upon investigation, 

the allegation was determined to be 

unfounded. Employees receive human 

rights training as part of their induction 

process. We aim to raise awareness around 

human rights through various 

communications with employees. 

Contractors are expected to abide by our 

Company policies, practices, standards and 

the constitution of the countries in which 

they are operating. We recognise the need 

to further improve our monitoring of 

contracted labour on human rights issues. 

Through stakeholder engagement 

processes, material community issues 

pertaining to human rights are addressed 

in community forums. 

Security and human rights
Security personnel: There remains a high 

risk of civil unrest in the areas around our 

South African operations. We contract 

third-party services to provide security at 

our South African operations. We employ 

787 security personnel (own and 

contractor) in South Africa (2017: 914) 

and spent R196 million in providing 

security for our South African operations 

(2017: R171 million). Enhancing the 

interface between the South African Police 

Service (SAPS) and our own security 

response is critical to avoiding any 

escalation of confl ict. Malicious damage 

to property for FY2018 at Marula amounted 

to R286 500 versus R2 million in FY2017, 

which is a result of our community 

stakeholder engagement efforts and the 

high visibility of our security units. 

VPSHR: We remain committed to adopting 

the Voluntary Principles on Security and 

Human Rights (VPSHR) as defi ned by the 

United Nations at Impala Rustenburg, 

Impala Springs, Marula and Zimplats. We 

have conducted a gap analysis against the 

requirements of the VPSHR at all these 

operations and all material gaps have been 

identifi ed and addressed, ensuring that we 

have the necessary controls to mitigate 

identifi ed risks and ensure compliance. The 

focus has been on advancing levels of 

maturity at Impala Rustenburg and Marula 

operations. Work is in progress to close the 

remaining gaps, which are mainly 

administrative. Under the directive of the 

CEO and with senior management 

commitment and oversight, we have 

implemented a high-level plan of action to 

ensure the organisation’s readiness to 

become a signatory. It is anticipated that all 

operations will be aligned to the VPSHRs by 

November 2018. 
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Engaging our stakeholders

Implats recognises the need for an effective stakeholder 

engagement function, aimed at building and sustaining 

value-enhancing relations with all key stakeholders to 

secure our social licence to operate. Stakeholders are 

defi ned as those who are interested in, or are affected 

by our business, as well as those who have a material 

infl uence on our ability to create value. 

Implats’ stakeholder engagement strategy, approved by 

the board in June 2017, was developed with particular 

cognisance to King IV™ and the overarching AA1000 

Assurance Standard principles of materiality, 

completeness and responsiveness. Throughout the 

business planning process the organisation has developed 

supporting systems, processes, policies, and targeted 

engagements to give practical effect to the strategy.

Through our stakeholder review process, we seek to 

become more proactive and effective in our approach 

to building relationships. 

We currently have six priority stakeholder groups (Zone 1), 

requiring high-level ongoing care and responsiveness to 

sustain mutually benefi cial relations. The priority level 

(zoning) of our stakeholder groups is based on the level 

of infl uence these stakeholders have on the business, 

the assessed effectiveness of existing engagement 

processes, and the level of alignment/change required in 

the relationship to meet our value-creation goals. Only 

minor revisions were made in the zoning of the various 

stakeholder groups during the 2018 review.

BASTION TO 

SUPPLY DESIGN

ZONE 1 Priority area
ZONE 3 Sustain process

Competitors
CEO (assisted by Exco)

Emergency services
HSE executives

Civil society
Corporate relations executive

NGOs
Corporate relations executive 

Universities 
and R&D institutions
Technical services executive

Media
Corporate relations executive

Suppliers
CFO

Business partners
CFO (assisted by Exco)

Industry forums
CEO (assisted by Exco)

Financial institutions
CFO

Business and 
fi nancial analysts

Corporate 
relations executive

Board
CEO

(assisted by the 
Company Secretary)

Employees

HR executive

Operations executive

Unions

HR executive

Operations executive

Communities

Corporate relations executive

Operations executive

Local government

Operations executive

Provincial government

Corporate relations executive

Operations executive

National government

CEO (assisted by Exco)

Chairman of the Implats and 

Zimplats boards

Shareholders/

debt holders

CEO (assisted by corporate 

relations and the CFO)

Chairman of the board

Customers

Marketing 

executive

ZONE 2 Evolutionary progress
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The following table outlines the main forms of engagement undertaken with key stakeholder groups this year, and 

summarises the material issues raised. Details of several stakeholder engagement initiatives undertaken in the year under 

review are present overleaf.

Stakeholders Nature of engagement Material issues raised Strategic response measures Reference

Employees and 
unions

 > Direct and internal 
communication

 > Engagement with unions
 > Workplace forums
 > Collective bargaining units
 > Future forum meetings

 > Workforce reductions and job security / 
further restructuring

 > Voluntary packages and retrenchments
 > Human resource development
 > Conditions of employment
 > Safety and health initiatives
 > Production and performance
 > Progress with transformation
 > Job grading and career progression
 > Union recognition
 > Housing and living conditions
 > Equity participation (Zimbabwe)
 > Economic performance of Company

 > Regular, transparent engagements to 
understand employee perceptions and 
maintain good relations

 > Conducted workforce climate survey
 > Implemented job loss mitigation measures 

including the redeploying skills within the 
Group, reskilling, voluntary separation

 > Revised strategic approach to people 
management to drive a performance 
orientated culture 

 > Introduced balanced performance 
scorecard and revised our remuneration 
structure for all managers 

 > Revising housing strategy 
 > Effective management of occupational 

health and safety risks within and around 
our operations

Pages 28 
to 47, 55

Local 
communities, 
traditional 
councils and 
local land owners

 > Community leadership 
engagement meetings

 > Community trust meetings
 > One-on-one meetings

 > Employment and procurement opportunities
 > Untransformed suppliers
 > Environmental impacts and property 

damage
 > Social and labour plans (SLPs)
 > Status of engagement structures
 > Compensation for land rental
 > Makgomo chrome project

 > Constructive engagement with community 
representatives to address issues of 
concern, communicate on progress in 
meeting SLP commitments and seek to 
manage expectations relating to our 
contribution to socio-economic benefi ts

 > Strategic focus on partnership and 
collaboration to deliver greater societal 
impact

 > Increasing levels of local and preferential 
procurement and supplier capacity building

 > Minimising negative impacts on the 
environment and preventing irreversible 
environmental impacts

 > Included in pilot study to assess quality 
of relationship and effectiveness of our 
engagements

Pages 56 
to 63

Government  > Meetings with offi cials 
from local, provincial and 
national government

 > Compliance audits
 > Minerals Council South 

Africa Parliamentary 
Portfolio committee

 > Mining Industry Growth, 
Development and 
Employment Task Team 
(MIGDETT)

 > Mining Phakisa

 > Job losses and further retrenchments
 > Revised Mining Charter
 > Progress with transformation (SA) and 

indigenisation and benefi ciation (Zimbabwe)
 > Political change, legislative and policy 

uncertainty in South Africa and Zimbabwe
 > Release of ground (Zimbabwe)
 > Labour relations and job creation
 > Safety (accidents and stoppages)
 > Progress with SLPs (SA)
 > Community investments and engagement
 > Environmental compliance

 > We engage constructively with national, 
provincial and local government and political 
leaders at all levels, both as a Company and 
through industry representative bodies (such 
as the Minerals Council South Africa) on 
these material issues.

 > Regular engagement with government on 
policy developments

 > Transformation journey to ensure the 
sustainability of the Company

 > Offi cials responsible for SLPs included in 
pilot study to assess quality of relationship 
and effectiveness of our engagements

Page 68

Shareholders 
and debt holders

 > Road shows
 > Results presentations
 > Investor conferences
 > One-on-one meetings

 > Future metal prices, and PGM supply 
and demand dynamics

 > Ability to control costs and production
 > Political and policy uncertainty in South 

Africa and Zimbabwe
 > Industrial relations climate and wage 

negotiations
 > Capex programme
 > HSE and operational performance

 > Implementing measures to reduce 
operational costs and enhance effi ciencies 
through, among others, the restructuring of 
Impala Rustenburg operations, in order to 
ensure long-term business viability in the 
prevailing low-price operating environment

 > Series of deep-dive risk analyses 
undertaken into human resource-related 
risks

 > Regular investor and debt holder 
engagements

Integrated 
Report

Customers  > Tender and contract 
processes

 > Supplier forums
 > One-on-one meetings
 > Industry forums
 > One-on-one meetings
 > Customer feedback
 > Reputation surveys

 > Conditions of contracts
 > Effective delivery against terms
 > Long-term pricing
 > PGM above ground stock

 > Track and respond to customer feedback
 > Keeping customers informed of any 

possible supply disruptions due to industrial 
action

 > To measure our effectiveness, we undertake 
a customer satisfaction survey every two 
years

Pages 16, 17 
and 22
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Engaging our stakeholders

ASSESSING THE QUALITY OF STAKEHOLDER RELATIONSHIPS AT IMPALA RUSTENBURG

In line with King IV, this year we conducted a pilot stakeholder relationship assessment at Impala Rustenburg 
operations to objectively measure the quality of the relationship between management and stakeholders. The study 
was undertaken by Stakeholder Relationship Assessment Services (Pty) Ltd (SRAS – a 100% black-owned company), 
assisted by Classic Oriental (Pty) Ltd, a company from Impala’s host communities. 

The study used SRAS’s SRC360TM quality scale to measure perceptions of quality of relationship between Impala 
stakeholder relationship managers and stakeholder group representatives. Stakeholders for the study were drawn 
from host communities, RBN entities, local government, provincial leaders of organised labour and offi cials responsible 
for social and labour plans (SLPs) at the Department of Mineral Resources (DMR).

According to the SRC360TM quality scale, the quality of relationships between Impala and its stakeholders scored 
an overall Index of 62. This falls in the range in which relationships are deemed to be ‘good’ by both respondents, 
suggesting a suffi ciently strong foundation for these relationships to function constructively and grow. The regulator 
(DMR) recorded the highest score in the survey (81%), categorised as ‘excellent’. However, signifi cant weaknesses 
were indicated in some community relationships, in particular the relationships with representatives from Seraleng and 
Tsitsing. Historically, these communities have not benefi ted from SLP projects. Various interventions have been 
planned to strengthen these relationships. Funds permitting, management will consider including infrastructure 
projects for these communities in future SLPs. This study will serve as a baseline for future stakeholder relationship 
assessments at Impala Rustenburg. The next assessment is planned for FY2020.

ENGAGING WITH OUR CUSTOMERS – CUSTOMER SATISFACTION SURVEY

Customer custodianship is a multi-faceted issue, governed by many policies, procedures and pieces of legislation. It 
entails continuous oversight including internal and external assurance. We strive to ensure a competitive advantage by 
differentiating our product suite in the market on the basis of product quality, reliability of supply, and a willingness to 
adapt to changing customer needs. 

To measure our effectiveness, we undertake a customer satisfaction survey every two years. The results of the 2017 
survey refl ect an encouraging positive overall outcome, in line with the high performance results of the 2015 survey. 

The customer survey response rate was 80% (28 out of 35 active customers), made up of 32% base and 68% 
precious metals customers, representing more than 90% of Impala’s revenue.

The following are high-level conclusions based on the results of the 2017 customer survey, and as compared 
to the outcomes of the 2015 survey:

 > The Impala brand image rating increased from 94% to 96%
 > Customer complaints have decreased by 11% (16 compared to 18 in 2015), indicating continuous efforts by the 
team to deliver products and services which meet customer requirements 

 > Impala customers appreciate the continuous support they receive from Impala through the provision of quality 
products and service offerings

 > Customers are generally satisfi ed with Impala products (91%), with the following aspects considered most 
important, quality of products and delivery on time and properly packaged and documented shipments

 > The majority of customers regard Impala as key and relevant to the success of their organisations
 > 98% of customers regard Impala as their long-term partner; 79% of customers have conducted business with 
Impala for more than nine years

 > The next customer satisfaction survey will take place in 2019.
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ENGAGING WITH GOVERNMENT AND INDUSTRY PARTNERS – PGM INDUSTRY DISCUSSION

Implats played a signifi cant role in facilitating a Breakfast Indaba and PGMs Industry discussion on 10 April 2018 with 
the Minister of Mineral Resources, Gwede Mantashe. The Indaba was hosted by Bernard Swanepoel, an independent 
non-executive director of Implats and brought together the major PGM producers to tackle the challenges and 
opportunities facing the industry. In his keynote address, Minister Mantashe reiterated his mission to remove regulatory 
uncertainty in the industry, enforce safety discipline and ensure meaningful transformation. The Minister’s vision for 
South Africa’s mining industry is for it to be a world leading sustainable industry that creates value for all stakeholders. 
The Implats CEO, Zimplats CEO and Implats Group Executive – Refi ning and Marketing all took part in various panel 
discussions regarding company responses to the current challenges in the industry and the future for PGMs. 
Additional information on Implats’ strategic response to the challenging PGM environment can be found in the 
Integrated Report. 

Bernard Swanepoel at The Joburg Indaba Photo credit: Wynand van der Merwe Photography
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Our material sustainability issues

WE IDENTIFY OUR STRATEGIC BUSINESS OBJECTIVES, AND OUR MATERIAL SUSTAINABILITY 
FOCUS AREAS THROUGH OUR STRUCTURED INTERNAL RISK MANAGEMENT PROCESS, AND 
WITH CONSIDERATION TO THE VIEWS AND INTERESTS OF OUR STAKEHOLDERS. THE 
IMPLATS RISK MANAGEMENT PROCESS IS ALIGNED WITH ISO 31000, THE INTERNATIONAL 
RISK MANAGEMENT STANDARD.

objectives, determine the risk rating (by severity and 

likelihood), identify and assess the controls (both existing 

or new)

 > Treating the risk: We consider all options to establish 

the most appropriate response for each identifi ed risk

 > Monitoring and reviewing the risk: We interrogate both 

the internal and external environment for material 

changes, monitor the progress of risk treatment actions 

to assess their effectiveness in improving the risk rating

 > Reporting the risk: Each board sub-committee takes 

responsibility for the risks relevant to it, although overall 

oversight is vested in the HSER. Quarterly committee 

reports to the board include a formal risk review.

Group risk profi le
As at July 2018 the Group risk profi le identifi ed the 

following top 10 key risks (ranking based on residual 

severity and likelihood, after taking into account the 

effectiveness of controls currently in place.) A description 

of each risk, its value impact on the Group and the steps 

being taken by management to mitigate the risk are 

detailed in the Integrated Report.

Risk management and priorities
Our risk management process sets out to achieve 

an appropriate balance between minimising the risks 

associated with any business activity and maximising the 

potential reward. This process enables the board and 

senior managers to take decisions regarding the possible 

trade-off between risk and reward, and assists them 

to identify and pursue appropriate strategic growth 

opportunities informed by the Group’s risk appetite 

and risk tolerance levels.

Our risk management process comprises the following 

steps:

 > Identifi cation of operational objectives (linked to Implats 

strategy)

 > Establishing the context: We consider the nature of the 

external operating context (reviewed in our Integrated 

Report) and the views and interests of our stakeholders

 > Identifying the risk: We establish the cause of the risk 

and evaluate all possible impacts (both positive and 

negative)

 > Analysing and evaluating the risk: We identify and 

assess what this means for the achievement of our 

Residual risk matrix

TOP RESIDUAL RISKS

Sustained depressed PGM basket prices

Weak balance sheet

Non-delivery of production and productivity targets at Impala 
Rustenburg

Employee relations climate at South African operations

A signifi cant deterioration in safety performance at Impala

Reduced production fl exibility in smelting operations

Inability to sustain stay in business and risk mitigation 
projects due to capital constraints

Long-term economic viability of Marula operations

Challenged capacity and effi ciencies of management layers 
at South African operations

Ability/capacity to implement outcomes of Rustenburg 

strategic review and return Impala to cash neutral/positive 

position by FY2019
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LIKELIHOOD

Catastrophic

Very critical

Critical

Major

Minor

Minimal

Insignifi cant

Very low Low Low/moderate Moderate Moderate/high High
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Our material sustainability focus areas
For the purposes of our sustainability 

disclosure and management approach, we 

have identifi ed three material sustainability 

focus areas and an associated set of 

material issues. These focus areas and 

issues were identifi ed through an internal 

materiality process that involved the input 

of senior management representatives and 

corporate sustainability practitioners, and 

the subsequent sign off by the social, 

transformation and remuneration (STR) 

committee. The structured process involved 

a consideration of: Implats’ approach to 

creating value; an assessment of our most 

signifi cant impacts on human, social and 

natural capital; the impacts of the 

challenging business context; the material 

interests and concerns of our key 

stakeholders; the fi ndings of the Group risk 

process; the GRIs Sustainability Reporting 

Standards; and the United Nations 

Sustainable Development Goals.

Focus areas and issues
Through this process we agreed the 

following material sustainability focus areas 

and issues:

 > Safe and effective people who 

respect and care 

 – Delivering on our commitment to 

zero harm

 – Employee and contractor safety

 – Employee health and wellbeing

 – Shaping our organisational culture

 – Investing in employee relations

 – Attracting, retaining and developing 

talent

 – Promoting diversity and transformation

 > Building social capital

 – Our economic and social value added

 – Addressing community activism

 – Investing in community development 

in South Africa and Zimbabwe

 – Accommodation and living conditions

 – Procurement, enterprise and supplier 

development

 – Social legal compliance

 – Legislative policy environment

 > Conserving natural resources and 

mitigating impacts

 – Environmental legal compliance

 – Water stewardship

 – Climate change and energy 

management

 – Air quality management

 – Managing our waste

 – Land management and biodiversity

The sections of our Sustainable 

Development report that follow have been 

structured to address these focus areas 

and issues.

For the purposes of 

our sustainability 

disclosure and 

management 

approach, we 

have identifi ed 

three material 

sustainability focus 

areas and an 

associated set of 

material issues.

Exploration drilling at Impala Rustenburg Photo credit: Jacques McCarthy
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