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In, for and across Africa
SBG is a leading African financial services group with a unique footprint across 20 African countries and a presence in
12 countries outside the continent. Headquartered in Johannesburg, we listed on the Johannesburg Stock Exchange (JSE) in
1970 and started building our southern African franchise in the early 1990s. Our African focus and extensive network of
operations, built largely over the past 21 years, is a key differentiator for the group. We have also built a presence in selected
emerging markets outside Africa and the group is positioned to access pools of capital in key developed markets. The majority
of the group’s African subsidiaries have achieved asset growth rates that have exceeded their respective countries’ gross
domestic product (GDP) growth.
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Listings

Our major shareholders

Our primary listing is on the JSE Limited in South Africa,
with a secondary listing in Namibia. Subsidiary banks are
listed on exchanges in Kenya, Malawi, Nigeria and Uganda.

SBG is 53% South African-owned. The largest bank in the
world, the Industrial and Commercial Bank of China (ICBC),
is a 20,1% shareholder in the group, enabling a powerful
relationship that connects us to this strategically significant
economic power. The Public Investment Corporation holds
13,8% and is the second largest institutional shareholder.

Our strategic position enables us to connect Africa to other selected
emerging markets as well as to pools of capital in developed markets.

Developed markets

Trade flows
United Kingdom1
United States of America

We are able to facilitate investment and
development flows into Africa, and service
emerging multinationals expanding into Africa, and
consumers of natural resources including China.

Selected emerging markets

China
Singapore
Brazil
Argentina

We are able to access pools of capital in the
developed world, service multinationals with an
interest in Africa and distribute risk originated in
Africa, in line with group risk appetite and
expected returns.

Presence in pools of capital in developed markets
Presence in selected emerging markets
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The proposed sale of a 60% stake in Standard Bank Plc to ICBC is one of the final steps in realigning our international business to our
Africa strategy. Retaining a minority shareholding in our London-based operation strengthens our ability to facilitate trade and
investment flows between Africa and the rest of the world, and maintains our access to the pools of capital and expertise in this market.

Our business
We operate as three business units: Personal & Business Banking (PBB),
Corporate & Investment Banking (CIB) and our group wealth business.
We own a controlling stake in the South African-listed wealth
management group, Liberty Holdings Limited.
To avoid confusion, in African countries where Standard Chartered Bank
also has a presence, we trade under the brand name Stanbic Bank.

Today, SBG is the
largest African banking
group by assets
and earnings
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Scope and reporting frameworks
The Standard Bank Group 2013 Sustainability Report
(the report) presents a comprehensive analysis of our
sustainability performance for the year ended
31 December 2013. Any material events after this date
and up to board approval on 5 March 2014 are included.
The report covers SBG’s domestic, African and international
activities, including subsidiaries but excluding associates
and joint ventures. Given that Standard Bank South Africa
remains our largest subsidiary and contributor to headline
earnings (2013: 62%, 2012: 77%), and the relative maturity
of our reporting in this operation, our sustainability reporting
remains weighted towards Standard Bank South Africa. We
continue to work to improve our reporting at a groupwide
level. Unless indicated otherwise, data in this report refers
to the group.
The intended readers of this report are the group’s broad
base of stakeholders, specifically those with whom we have
direct relationships and regularly communicate, including our
shareholders, customers and clients, employees, government
and regulatory authorities, industry bodies and service providers.
More broadly, our stakeholders include those with whom we
engage from time to time on particular issues or projects; who
have an indirect impact on and who may be impacted by our
business activities. These stakeholders include the communities
we operate in, business associations we participate in,
civil society groups, and environmental and community
development non-governmental organisations (NGOs).
This report focuses on the most material aspects of our
business in relation to our strategy. Additional disclosure
on these aspects, as well as other aspects considered
important to our ongoing sustainability and the management
approaches to our material issues, can be found on our
sustainability website.
We believe an issue is material when it impacts our ability to
remain commercially viable and socially relevant wherever we
operate. Our effectiveness in managing these issues affects
our ability to achieve our strategic objectives. During 2013,
we undertook an extensive exercise to update the material
issues facing the group, detailed on page 14.
As a financial services organisation, our indirect impact on
society and the environment through the finance we provide
is material, and as such is an important focus area in this
report. On the other hand, our supply chain is not considered

an area of material environmental risk, and this aspect is
not extensively covered in this report. We are working to
determine the downstream risks our suppliers present and
how we can influence mitigation measures in this regard.
Various surveys, benchmarks and international frameworks
inform our reporting. The issues raised by our internal and
external stakeholders in our day-to-day interactions are also
taken into account. We report against the Global Reporting
Initiative (GRI) Sustainability Reporting Guidelines and the
GRI Financial Services Sector Supplement, supported by
our internally developed policies and procedures. We have
considered the GRI’s new G4 guidelines and have made
a start towards reporting against this framework in this
report. We will continue to improve our application of the
G4 guidelines as our understanding of the framework and
how it applies to our business develops. At this stage, our
report is in accordance with the core GRI G4 level and goes
some way towards the comprehensive level. Our disclosure in
relation to the full set of GRI G4 indicators is available on our
sustainability website under the approach tab.
We recognise that the following six capitals are fundamental
to the long-term viability of our business: natural, social,
human, intellectual, manufactured (or manmade) and
financial. We apply the capitals model in managing and
assessing our sustainability performance. Intellectual capital is
integrated into the human, financial and manufactured capital
sections of this report.
KPMG Services Proprietary Limited have assured certain key
performance indicators noted in this report. The assurance
report can be found on page 104.
The Group Social and Ethics Committee is responsible for
providing oversight of the sustainability reporting process.
The committee recommended the report for approval to the
SBG Board of Directors (SBG board), which was obtained on
5 March 2014.

Feedback
We welcome the views of our stakeholders on this report
and the way we approach our sustainability priorities. Please
contact Karin Ireton: Head of Sustainability Management
at Karin.Ireton@standardbank.co.za with your feedback.
Alternatively, you may use the feedback facility on our
sustainability website.
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Personal & Business Banking
PBB provides individuals, businesses and small to
medium-sized enterprises (SMEs) with basic and
complex transactional banking solutions, as well
as investment, insurance and many other financial
services. This includes innovative products and
mechanisms aimed at reaching customers outside
the economic mainstream.
Headline earnings:
R8 358 million (2012: R7 343 million)
Return on equity:
18,5% (2012: 19,4%)

Corporate & Investment Banking
CIB offers a comprehensive range of financial
solutions to governments, parastatals, larger
corporates, financial institutions and international
counterparties. These include project and trade
finance, trading and hedging, corporate finance,
global transactional banking and equity services
such as acquisition funding, expansion capital and
replacement capital.

Recognition
EMEA Finance’s Africa Banking Awards
Best Investment Bank in Africa for the sixth consecutive year.
Global Finance Magazine
Best Trade Finance Bank in Africa.
Africa investor Investment and Business Leader Awards
Bank of the Year.
2013 Global Top 500 Banking Brands survey
Most Valuable Banking Brand in Africa.
Association of Black Securities and Investment Professionals
Game Changer Awards
Standard Bank South Africa: Company with Significant
Transformation Progress in the Financial Services Sector.
Risk Emerging Market Dealer of the Year Awards
Dealer of the Year for our contribution to the renewable
energy sector.

Headline earnings:
R6 591 million (2012: R4 419 million)
Return on equity:
14,3% (2012: 9,6%)

Benchmarking
Liberty
Liberty provides life insurance, investment and
wealth management solutions to individual and
corporate customers in selected African markets.
Services include asset management, fund
administration, institutional banking, offshore
banking and private client services. Liberty Blue
offers customers in Africa a suite of employee
health insurance products with comprehensive
benefits.
Headline earnings:
R2 211 million (2012: R1 990 million)
Return on equity:
24,7% (2012: 24,7%)

2013 Bloomberg Markets Magazine top 40
greenest banks
Africa’s greenest bank and the 12th greenest bank globally.

2013 JSE Socially Responsible Investment Index
Standard Bank and Liberty were included. Standard Bank
has again been identified as a best performer and was the
only company to retain its position in this category for the
seventh consecutive year.

2013 Dow Jones Sustainability Index
Our 2013 score was 72% (2012: 70%), which was
above the global banking industry average of 58%
(2012: 59%), and we were included in the Emerging
Markets Index.

2013 Carbon Disclosure Project
Standard Bank and Liberty scored 71% (2012: 74%)
and 62% (2012: 76%) respectively.
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A sustainable strategy
Our strategy is
to build a
leading African
financial
services
organisation
using all our competitive
advantages to the full.

Our heritage and footprint put us
in a strong position to capitalise on
the business opportunities available
in Africa.
Our strategic relationship with
ICBC, the largest bank in the world
by total assets, provides us with
exceptional partnership
opportunities to capitalise on the
growing business, finance and trade
flows between Africa and China.

We will focus on
delivering sustainable
shareholder value
by serving the needs of our customers through
first-class, on-the-ground operations in chosen
countries in Africa.
We will connect other selected markets
to Africa and to each other, applying
our sector expertise, particularly in
natural resources.

We understand our customers and clients’ needs and
our Africa strategy is in line with many of their
growth aspirations.
We have a successful track record in building businesses
across sub-Saharan Africa.

We depend on
our people
who are passionate about
our strategy, wherever in
the world they
are based.

We employ people who are excited
about Africa and its prospects.
We have a unified, experienced
leadership team committed to
executing our strategy.

As an African bank we have proven experience in
natural resources.
We have experience in providing financial services to
previously unbanked customers.
We are dedicated to achieving exceptional customer
service and operational excellence.

New office building in Rosebank: suspended from the roof of the atrium is a sculpture by Marco Cianfanelli which comprises hundreds of pieces of natural
materials that align, when the sculpture is viewed from the main entrance, to represent the African continent.
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Sustainability as an integral part of our
business strategy
We proactively embed sustainability thinking and sustainable business practices at every level of our business. We believe that our
most important contribution to sustainable development is to operate an effective, efficient and profitable group. By providing
responsible access to credit, savings and insurance products, we enable individuals to improve their quality of life and enhance
their financial security. By providing finance to large and small businesses we facilitate economic growth and job creation, and
by financing infrastructure and the development of key sectors, we assist in resolving global challenges such as energy and food
scarcity, resource depletion and climate change.
The very nature of our business positions us to help our customers and stakeholders manage social and environmental challenges
and invest for the future, which in turn contributes to the viability and sustainable growth of local markets and national
economies. The success of our customers, clients and stakeholders guarantees future business, which underpins our sustainability.

Our social compact underpins our longterm sustainability
Standard Bank will contribute to the socioeconomic development of the countries in which we operate in a way that is
consistent with the nature and size of our operations. We will provide responsible financial services and products, bearing in
mind the needs of society, our customers, our staff, our shareholders, the environment and future generations.

Managing sustainable development
Ultimate accountability and responsibility for sustainable development rests with the SBG board. Through SBG’s governance
structures, this responsibility is delegated to appropriate board and management committees.
Every year the board attends a two-day session that is dedicated to extensively reviewing our strategy, which management
presents. The board ensures the strategy is aligned with our values and performance targets, and monitors its implementation in
relation to our risk profile. When reviewing the strategy, the SBG board takes into account relevant economic, environmental and
social impacts, risks and opportunities. At the annual strategy session held in October 2013, the board reaffirmed the group’s
Africa-centred strategy.
Economic, environmental and social impacts, risks and opportunities are reported to the Group Social and Ethics Committee,
which in turn reports directly to the SBG board. The committee meets quarterly and is attended by various business unit heads.
It has insight into the group’s due diligence processes and where required raises questions regarding the effectiveness of these
processes. In addition to approving social and environmental goals, the committee is mandated to guide and monitor:
•

Social and economic development activities including corporate social investment (CSI).

•

Efforts to prevent and combat corruption.

•

Environmental, health and safety activities including the impact of products and services.

•

Consumer relationships including advertising and compliance with consumer protection laws.

•

Implementation and reporting of ethics and the group’s code of ethics, as well as related training and awareness.

•

Transformation approach, policy, initiatives and targets for the South African operation.

The committee is supported by the Social and Ethics Management Committee which is attended by the Head of Sustainability
Management. The Group Sustainability Management unit is mandated to create a consistent approach to environmental and social
risk management by facilitating policy and performance standards, as well as monitoring and evaluating the group’s performance.
The unit supports business areas and raises awareness through relevant stakeholder engagement. The Safety, Health and
Environmental Risk Oversight Committee meets quarterly to discuss safety, health and environmental challenges that require
concerted action or the development of standards and guidelines to address key risks. The committee reports into various board
and management committees and makes recommendations as appropriate.

Detailed information on how we manage sustainable development:
approach>sustainability as an integral part of our business strategy.
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Focused on Africa
Our newly articulated vision for SBG is to build a leading
Africa-focused financial institution that delivers superior
returns to all our stakeholders, including our customers, staff
and shareholders, as well as the communities in which we live
and operate.

financing major infrastructure projects, which the NDP
promotes, we are playing our part in this important national
initiative. We are also actively involved in the work of
Business Leadership South Africa and Business Unity South
Africa (BUSA) to advance the implementation of the NDP.

To realise this vision, we continue to implement our Africacentred strategy, strengthening our existing operations
and ensuring their local relevance, and expanding into new
markets across sub-Saharan Africa. Key to our strategy is to
connect African economies to each other and to the rest of
the world.

Challenges

Our footprint on the continent is unique and positions us to
take advantage of strong growth rates in Africa, as well as the
shift in global trade and capital flows to the East and to the
South. Our strategic relationship with ICBC gives us access to
Chinese clients and strengthens our capacity to connect this
economic powerhouse to Africa. It also enables us to access
capital from China, reinforcing our ability to finance large
transactions.

Our people
Job creation is imperative to socioeconomic development in
Africa. We aim to be an employer of choice for talented local
people who understand local dynamics, and who can provide
the nuanced insight we need to achieve our strategy. Finding
talented and experienced bankers is a challenge in some
countries, but we have well-developed talent management
and leadership development programmes in place to nurture
the skills we need to meet our strategic objectives. Our people
management focus includes increasing engagement with
our employees and building morale across the group. It is
important to ensure that our people feel part of the group and
are able to apply an enterprise-wide mindset to their decisions
and deliverables, irrespective of where they are based.

South Africa
South Africa remains our biggest market, in terms of
customers, products, mortgages and trade finance. We
are intent on defending our position in South Africa and
growing our share of the local market. As the group’s
largest subsidiary and contributor to earnings, the capital we
generate in our domestic operation enables us to improve our
competitive position in other markets.
Opportunities
In South Africa, our scale, ability to innovate and access to
African markets gives us a unique competitive advantage.
The excellent international reputation of the South African
Reserve Bank (SARB) and the South African financial system
also underpins foreign investment in the country, which in
turn creates opportunities for the group.
We support the South African Government’s National
Development Plan (NDP), which aims to address critical
issues such as unemployment, poverty and inequality. Given
our experience in providing inclusive financial services and

International credit rating agencies have downgraded
South Africa’s credit rating, citing a weaker macroeconomic
environment and the negative impact on investor confidence
of a perceived decline in the effectiveness of public institutions.
The fatal altercation between police and striking miners in
the town of Marikana in 2012 signalled in a most tragic way
that South Africa’s deep socioeconomic inequalities remain
the dominant threat to national stability. Furthermore, concerns
persist about the negative consequences of labour unrest for
export growth and foreign investment in South Africa.
The economy is expected to grow 1,8% in 2014 as domestic
consumption and exports to Europe remain subdued,
and labour unrest constrains mining output. This is well
below the 4% to 6% growth rate necessary to fully utilise
manufacturing capacity, reduce high unemployment and
improve living standards.
Low economic growth hampers businesses and limits their
appetite for credit. Our customers in the natural resources
sector, and those who are suppliers to the sector, are also
being impacted by sharp wage adjustments and rapid
increases in overhead costs. This affects their sustainability,
competitiveness and credit worthiness, and increases our
risk of credit losses. In the personal banking market, high
debt-to-income levels among consumers, particularly among
low-income earners, limits our ability to extend credit and
increases non-performing loans. In this environment of
constrained revenue opportunities, it is crucial that we
diligently manage our costs to stay profitable and ensure we
can continue to invest in executing our strategy.

Euromoney
Awards for
Excellence
2013
Best Investment Bank in Africa, Best
Bank in South Africa, Best Risk Manager
in Africa and Best Equity House in Africa.
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Our ability to compete effectively and further develop
our business depends on our ability to attract talented
people. South Africa fell one place on the World Economic
Forum’s latest global competitiveness index, dragged down
by poor rankings on education, health and labour issues.
The country was placed 132nd out of 144 for primary
education. Concerns about the current education system
centre on its inability to deliver school leavers with the skills
and competencies required to drive and sustain economic
growth. For this reason, education remains the core focus of
our CSI spend as well as being a primary focus of business
associations such as BUSA in responding to the NDP.

Rest of Africa
While we remain relatively optimistic about opportunities
in South Africa, our strategy emphasises Africa as a source
of future earnings growth. Our performance in Africa
is improving steadily, with Standard Bank Africa now
contributing a quarter of group revenue. During 2013,
Standard Bank Africa grew aggregate headline earnings by
44% to R3,5 billion. Return on equity has increased from
12,3% in 2010 to 19,7% in 2013, and revenue growth
increased more than 30% on the prior year. Underlying
momentum in our businesses across the continent is strong as
we build on the foundation laid in previous years.
Our portfolio of operations in the rest of Africa ranges from
well-established and profitable operations that are delivering
high returns on investment, to those that are in early stages
of development such as Angola. Our franchises in Angola and
Nigeria are expected to achieve scale and good profitability
in the medium term given the relative size and growth rates
of these economies.
We opened a representative office in Côte d’Ivoire in
February 2014 and are looking to do the same in Ethiopia,
which we expect to do by the third quarter of the year.
The Côte d’Ivoire office will provide CIB with access to
Francophone Africa and facilitate our ability to provide
finance particularly for infrastructure development and in the
mining and energy sectors. Ethiopia is Africa’s most populous

NATURAL RESOURCES

country after Nigeria with around 85 million people, and
offers significant potential opportunities given the likelihood
of it being rich in minerals and gas.
The significant underpenetration of insurance and investment
products in the middle market in many fast-growing African
countries augurs well for Liberty’s growth plans, as well as
for our intent to replicate the success of our Bancassurance
offering in South Africa in our chosen markets elsewhere in
Africa. To complement Liberty’s process in South and East
Africa, opportunities are being actively pursued in West Africa.
African markets are not homogenous and economies are not
as closely connected as is sometimes believed. While the
socioeconomic challenges may be broadly similar, vast cultural,
ethnic and religious differences mean that we cannot replicate
a single model or product set across all our operations. Key
to operating successfully on the continent is developing a
nuanced understanding of each country, its people and culture,
and the regulatory and competitive environment.
Our strategy to build strong in-country teams not only
enables sound, locally relevant business decisions but also
promotes greater accountability. The group’s values set the
tone throughout all our operations. Each country operation is
held responsible for its performance.
Notwithstanding the key differences, our mature operation
in South Africa is well placed to provide support in the
form of advice, sharing best practice, assisting with margin
management and product development, as well as lending
support through its strong balance sheet.
Our most powerful socioeconomic contribution comes directly
from our core business – including channelling capital into
African economies, facilitating trade on the continent and with
the rest of the world and extending credit to businesses and
individuals. This drives growth and development, which in turn
helps to address factors such as poverty and unemployment.
However, the amount of business we can generate depends
largely on commodity prices, the appetite for investment in
Africa and the levels of capital we are able to lend responsibly
within the constraints of our risk appetite.

MINING & METALS
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OIL & GAS

AFRICA TO

MINED

PRODUCE

PHOSPHATE ROCK
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OF THE
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PLATINUM METALS

OIL IN NEXT

2 YEARS
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service and reward programmes. We are investing in our core
banking systems and our multi-channel distribution networks
as a basis for market share growth. However, to build this
infrastructure is costly and is sometimes hampered by erratic
supply of electricity and poor communication and transport
networks. In addition, in certain operations we lag behind our
competitors due to our technology not yet being as advanced
as theirs, which impacts our ability to innovate in terms of
products, services and distribution channels. Underlying the
execution of our strategy is the reshaping of our business in
a digitally enabled banking environment. Our investment in
the transformation programme to replace legacy systems
will realise the business opportunities brought by the
digital revolution.

We also work closely with African governments to support
their socioeconomic development objectives, which underpin
the long-term viability of the markets we depend on for our
sustainable growth.
Opportunities
Africa provides significant growth opportunities for the
group due to relatively high real GDP growth rates of
5% to 8% in many countries, a growing middle class, low
penetration of financial services, rapid urbanisation and
infrastructure development, particularly in the energy sector.
Mineral wealth remains an important factor in the growth of
many countries, and Asian demand is expected to support
commodity prices. We have a presence in all the high-growth
markets on the continent, and are investing in achieving
sufficient scale in all of these markets. Specific opportunities
exist in agriculture financing due to the availability of arable
land and in providing affordable products and services to the
personal and business banking markets in Africa.

The banking sector in Africa is subject to ongoing change,
driven by the global economic environment and a more
rigorous regulatory environment at global and national levels.
There is also growing risk of significant losses from systems
failure and cybercrime as information technology (IT) systems
become more complex.

Our deepening understanding of local dynamics and firsthand insight into individual markets supports our ability to
identify, assess and realise key growth opportunities while
applying responsible risk considerations.

Outlook
According to the Economist Intelligence Unit, the banking
industry in 16 key African economies will expand 1,5 times
faster than GDP by 2020. Assets in these countries are
expected to grow by 248% to USD1,37 trillion and deposits
by 270% to USD1,1 trillion within the same timeframe.
More specifically, the growth in the middle class and small
businesses is advantageous for PBB, whereas CIB is ideally
placed to provide advisory services to international investors,
harness local resources and create investment structures that
are attractive to investors and governments alike.

Challenges
The slow global economic recovery continues to reign in the
pace of growth and socioeconomic development in Africa. For
many African countries, GDP is dependent on donor funding,
agriculture and commodities. However, often these potential
opportunities are hampered by internal political conflict. Other
concerns include income inequality, youth unemployment and
corruption, as well as inadequate institutional capacity, onerous
bureaucracy and ineffective legal and regulatory systems.

So while we are cognisant of the real challenges of doing
business in Africa and in growing our franchises in line with
our strategy, we believe the challenges are outweighed by
the opportunities open to us, given our unique competitive
position on the continent.

Increasing urbanisation makes it easier for people to access
banking, which has increased competition from local and
international banks in the region. In addition, many customers
now bank with multiple banks as opposed to one financial
institution, driven by increased expectations around price,
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Executing our strategy

Progress in 2013

We continue to make steady progress against the six objectives that underpin our strategy.

Focus moving forward
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Embed customer
and client
centricity

Inspire and
motivate our
people

Achieve
operational
excellence

First phase of customer
relationship management
capability underway in
South Africa.
Sustained growth in transaction
volumes on self-service electronic
channels, with Nigeria and
Mozambique launching their own
banking apps.
Launched our UCount Rewards
customer loyalty and rewards
programme in South Africa.
Continued to roll out ATMs,
contact centres and digital
channels in PBB Africa, which
along with branches, are part of
our multi-channel strategy.
PBB South Africa introduced the
globally accepted Net Promoter
Score as the key measure of
customer loyalty.
Training of Customer Contact
Centre staff resulted in a marked
improvement in customer
satisfaction scores for PBB
South Africa.
Introduced a social media service
desk to deal with queries on these
platforms.
Achieved one million Personal
Banking customers in Nigeria.

Introduced a groupwide Employee
Value Proposition Programme
aimed at building an engaging
and performance-driven culture
across the business.
Engaged with employees in
Botswana, Kenya, Namibia and
Uganda on the Employee Value
Proposition Programme.
Scored 80% in an external
engagement survey for PBB South
Africa. This score is above the
benchmark for high performing
companies in South Africa.
Undertook talent reviews across
the group and put in place
personal development plans for
each identified individual.
A total of 2 858 Standard
Bank and Liberty employees
participated in leadership
development programmes during
the year.
Between 2012 and 2013, 64%
of our employees in South Africa
underwent health assessments.

Migrated 4,3 million Inclusive
Banking customer accounts to a
single AccessAccount on our new
core banking platform in South
Africa, bringing the number of
customers on this system to
seven million.
Implemented the Finacle core
banking system in Botswana
and Tanzania, bringing the total
number of countries using this
system to five.
In PBB, the appointment of new
leadership and strengthening of
management teams is resulting in
more effective execution of our
strategy and improved operational
efficiency.
R1,6 billion of fraud was thwarted
through crime prevention
initiatives.
Achieved an average ATM uptime
of 96,5% in South Africa, just
short of our 97% target.
Improved risk management and
internal control functions in our
international operations.

Customer relationship
management system in
South Africa scheduled for
implementation in 2015.
Integrate customer management
across different channels to
provide a single view of customers.
Continue to drive our
multi-channel strategy
in Africa.

Develop a new employment
equity plan for Standard Bank
South Africa to assess past
efforts and create effective
interventions.
Develop graduate programmes
for Botswana and Kenya.
Continue to engage with our
employees in the rest of Africa on
our employee value proposition
and how it fits within their unique
operating context.
Screen 90% of employees in
South Africa for health risks
by 2015.

Migrate a further 4,5 million
customer accounts in Standard
Bank South Africa onto the new
core banking system over the next
two years.
Implement Finacle in Ghana
in 2014, as well as upgrade the
system in Nigeria and Namibia.
In 2014, pilot our Greening
Building Interiors Tool with the
goal of achieving a four-star rating
for our branches in South Africa.
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4

5

6

Capitalise on our
strategic partnership
with ICBC

Deliver as a relevant
corporate citizen

Reshape our business
to take account of
trends in global
legislation and
regulation

Reached an agreement with
ICBC in terms of which it will
acquire 60% of our global
markets business outside Africa
and through which we will jointly
optimise revenue opportunity.
Signed a R20 billion funding
support agreement for
renewable energy projects
in South Africa. Under the
agreement, ICBC will colend into renewable energy
projects where Standard Bank is
mandated as the lead arranger.
Collaborated with ICBC to share
best practice in financial crime
risk management.
Continued to offer business
customers in Africa renminbi
accounts in their own country
or in China through the ICBC
partnership.
Regular meetings held between
Group IT and the Chief
Information Officer of ICBC.

Established two diversity and
inclusion forums: a groupwide
gender forum and a disability
forum in South Africa.
Launched the 150 Bursaries
Fund to serve as a source from
which we plan to recruit 70%
of our graduate intake in
South Africa.
Financed major infrastructure
deals in Angola, Democratic
Republic of Congo, Ghana,
Mozambique and Swaziland
helping to build sustainable
long-term solutions for our
clients in Africa.
Prioritised the banking-specific
elements of the new financial
sector codes: empowerment
financing and access to financial
services.
Reduced the amount of paper
statements sent to clients in
South Africa by 30%.
Continued to invest in energy
efficiency initiatives in our own
operations and achieved a 4%
reduction in purchased electricity
consumption in South Africa.

The sale of a 60% stake in
Standard Bank Plc to ICBC is one
of the final steps in realigning
our international business to our
Africa strategy.
Launched an internal Treating
Customers Fairly (TCF)
Programme to create awareness
and progress towards meeting
TCF requirements.
Continued to optimise capital and
liquidity requirements to meet
the new Basel Capital Accord
(Basel III) requirements, including
balance sheet optimisation,
strategically aligning our business
operating models and riskweighted asset optimisation.

Continue to leverage our
partnership with ICBC to best
serve clients.

Implement financial education
interventions to help Tutuwa
beneficiaries make good financial
decisions should they choose to
sell their shares when the tenyear lock-in period ends in 2014.
In line with the NDP in South
Africa we will focus our CSI
initiatives exclusively on projects
that enhance educational
outcomes.

Pursue opportunities to further
realign our business to our Africa
strategy, specifically in relation
to our operations in Brazil and
Taiwan.
Continue to ensure that the
group complies with Basel III
requirements as they are
phased in.
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Our values and ethics
The code is the primary reference point for employees
when resolving any ethical issue they encounter. Where
further advice is required, employees can confidentially seek
advice from their direct line manager or human resources
representatives. In addition, the following mechanisms are
in place:

Standard Bank
Our values promote unified and consistent behaviour across
our diverse operations in achieving growth and bringing
positive change to the emerging markets we operate in.
Our values provide a shared frame of reference for what we
believe in and what matters most to us, helping us keep to
the highest standards of responsible business practice in our
interactions with stakeholders. We understand that we can
only generate sustainable profits and superior shareholder
returns if we conduct our business in a responsible and
inclusive way.

•

Ethics and fraud whistle blowing hotline available to
internal and external stakeholders.

•

Ethics mailbox available to internal staff.

Liberty

Our values are defined in greater detail in our code of ethics
(the code), which serves as a reference for values-based
decision-making. The code is in line with leading practice
in governance and compliance. It applies to all our banking
operations throughout the world.
The SBG board is mandated to provide effective and ethical
leadership, to ensure the company remains a responsible
corporate citizen and that our ethics are effectively managed.
The Group Social and Ethics Committee, which the board has
mandated to provide governance and oversight of the code,
has endorsed the code. The Group Chief Executives and
Group Ethics Officer are the formal custodians of the code
and are ultimately responsible for incorporating it throughout
our operations.
Employees are required to read the code of ethics, but not to
formally sign it. Our senior leadership act as role models and
are accountable for their behaviour and actions. Our values
and ethics also form part of our performance management
process, with team members holding themselves and each
other accountable for the required values-based behaviours.

Liberty’s code of ethics outlines its ethical and moral
attitudes to conducting business and sets expectations
for all employees in South Africa and in other parts of
Africa. The code is reviewed and updated periodically and
will again be reviewed by Liberty’s Board of Directors in
2014 to ensure its continued relevance. Liberty’s ethical
performance is internally audited periodically as part of its
wider governance reviews. An independent ethics survey was
undertaken in 2013 to determine employees’ perceptions
of Liberty’s ethics policies and practices to gain a sense of
the ethical culture of the group. In response to the findings
of the survey, Liberty will re-endorse its code of ethics
with the Liberty board, increase executive communications
regarding ethics, implement additional employee training and
further embed ethics in its induction training, performance
management and internal and external reporting channels.

Ethics awareness and training is undertaken throughout the
group. Our employee handbook, available to all
employees on their local intranet sites, includes a section
on our code of ethics and ethics culture. For new
Serving our
employees, our ethics culture is communicated as part
customers
of our Employee Orientation Programme and our
group intranet site has a dedicated ethics section.
Ethics and values are incorporated into the Team
Leader and Foundation Leadership programmes,
as well as the Management Essentials courses, run
at our Global Leadership Centre. We are developing
an e-learning programme and supporting awareness
campaign, to be rolled out to all banking operations
in 2014.

Upholding
the highest
levels of
integrity

Growing our
people

Delivering to our
shareholders

Being
proactive

Strong values
underpin
our strategy
Working in
teams

Respecting
each other

Guarding against
arrogance

Our whistle blowing process is detailed on page 61 of this report and more information on ethics management can
be found on our sustainability website at: approach>building a values-based culture.
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Our material issues

Ensuring our sustainability

Joint statement from the Group
Chairman and Group Chief Executives

Fred Phaswana, Group Chairman.

Ben Kruger, Joint Group Chief Executive.

As an African financial services group, Standard Bank
facilitates the full continuum of real economic activity. We
believe that financial services, delivered responsibly, drive
economic growth which in turn is the key to our sustainability.
Economic growth improves the quality of life and financial
security of individuals and unlocks the potential for social
development on the continent.
Our focus is on unlocking the development dividend locked
up in the continent’s natural resources. It is our belief that
as a commercial bank we too have a role to play in financing
individuals and activities that will help increase the access
to energy and commercial infrastructure that are essential
pre-requisites for reducing poverty and unemployment. Our
approach to financing is to emphasise responsible approaches
to the use of non-renewable resources and we are increasingly
mindful of the potential impact of climate change in Africa
– with the knowledge that extreme weather and changing
temperatures could undermine development efforts.
The value we, as a group of companies, create for all our
stakeholders, secures our commercial sustainability, with our
most meaningful contribution to socioeconomic development
being our ability to help businesses grow and individuals
prosper. To do this, we must stay profitable which requires
that we stay relevant to the societies we serve.
Sustainable profitability and social relevance are indivisible
– the one is not possible without the other – and they
require that we proactively embed sustainability thinking and
sustainable business practices at every level of our business.
A keystone of this approach is the ability to deal with change.
Responding to volatile macroeconomic cycles and structural
shifts, and managing the opportunities and risks of a changing
economic, social and environmental context, underpin the
group’s ability to create value over the long term.

Sim Tshabalala, Joint Group Chief Executive.

SBG’s performance in 2013, across financial and nonfinancial measures, attests to the inherent soundness of
our strategic direction, the strength of our capital position
and the resilience of our operations. It also gives cause for
confidence in our ability to adapt effectively to the profound
changes in our industry, in the markets in which we operate
and in the needs of our customers – all of which are affected
by the sustainability issues facing the world at large.
This interplay is reflected in our material issues, which were
determined through an extensive process of engagement
in 2013. We have considered each of these issues in turn
through the lens of our strategy, as discussed in the material
issues section starting on page 14.

Managing the opportunities and risks of our
Africa strategy
As the joint chief executives and chairman of the board, we
have worked with the board of directors and the leadership
of SBG to reaffirm our Africa-focused strategy and have
made significant progress in its execution. Our South African
business remains the springboard, in terms of universal
banking expertise and capital generation, for the growth of
our franchises in the rest of Africa. We are at an advanced
stage of building a network of on-the-ground operations
across sub-Saharan Africa, capable of serving the expected
growth in demand for financial products and services.
With its population expected to double by 2050 and
GDP growth of more than 5% per annum, Africa is the
world’s second fastest growing continent. The pace of
growth, hastened by rapid developments in the oil and gas,
mining and metals, and power and energy sectors, and the
anticipated economic benefits of a ‘demographic dividend’
(youthful population) present us with significant long-term
opportunities. As is evidenced by the protests occurring

12

Standard Bank Group

Sustainability Report 2013

worldwide, the youth need jobs and the demographic
dividend has the potential to accelerate economic growth as
a result of significant increases in the ratio of working-aged
adults. However, we recognise that this can be a doubleedged sword if an economy does not adequately fulfil the
socioeconomic needs of growing populations. And so, while
our extensive presence, experience and sector expertise
position us to take up the opportunities of Africa, we are
mindful of the risks and the trade-offs inherent in rapid
development. Incumbent on the leadership of the group is
to develop a deep and dynamic understanding of the unique
challenges and opportunities in each market we serve, and
across the extent of our business.
Our PBB franchise forms the base of our presence in Africa
and has therefore incurred the majority of the investment in
infrastructure. Building a retail banking franchise across the
continent is a lengthy and expensive process. The challenges
range from a lack of basic infrastructure, to underdeveloped
regulatory regimes, to cultural differences that affect the
development of relationships of trust with customers and the
necessary understanding of risk profiles, all of which differ
from country to country.
For CIB, the PBB franchise provides the branch infrastructure
that is a necessary precursor to attracting corporate clients and
facilitates CIB’s growing transactional offerings. Unlike PBB,
CIB has the advantage of more rapid customer acquisition in
new markets due to its positioning with a large network of
customers that operate globally and have an interest in Africa.
The extensive universal banking presence which SBG is building
in Africa, backed by our 151-year reputation, positions us to
serve the rapidly growing markets on the continent in a way
that does not sacrifice long-term viability for short-term gain.
An important competitive advantage for the group is
our access to pools of capital. As such we require a welldeveloped network of fit for purpose points of representation
in the financial centres of the developed world as well as
South America, the Middle East and East Asia. However, our
strategic intent is dependent on deploying the majority of our
capital in our growth markets in Africa and, as a consequence
we have systematically restructured our international
operations over the last few years.
A major development in right-sizing our international operations
is the sale of a controlling stake in our London-based global
markets business to ICBC. The transaction includes our
commodities, fixed income, currencies and credit and equities
products. Our London-based investment banking, transaction
products and principal investment management businesses are
not included in the deal. We will retain 40% of the business in
line with our strategy.

Managing the implications of regulatory change
International reform of the financial sector following the
global financial crisis and the South African Government’s

economic policy goals and priorities have been primary
drivers of significant regulatory change in the last few years.
The implications of this new international and local regulation
have been extensive, particularly given our policy to comply
with the highest standards of international regulation in all
our operations across the group.
Specifically, the implications of Basel III have required that
we adjust our business model to remain capital efficient and
competitive in a more stringent regulatory environment.
Notwithstanding the new requirements, the group’s capital
adequacy and liquidity are strong and our revenue growth
reflects the shift in focus to capital light transactional
business, particularly in Africa. We continue to reallocate and
optimise our capital utilisation.
We have implemented a model for managing regulatory
change in a strategic, coordinated and cost-effective manner.
The model encompasses monitoring and analysis of policy
and regulatory developments, engaging with regulators
and policymakers, assessing business impact, changing
our processes and procedures to meet new regulatory
requirements and monitoring compliance.

Managing IT infrastructure renewal
Underlying the execution of our strategy, and the reshaping
of our business in a digitally enabled banking environment, is
our core banking transformation. This major project to replace
legacy systems that are now decades old will continue to
place upward pressure on costs through to the end of 2016.
The project involves the simultaneous development of our
back-end and front-end systems, which will ultimately reduce
costs and underpin the optimisation of our business and
operating models for sustainable growth. The new system is
already strengthening our ability to adapt to constant changes
in technology and has become central to our continuous
improvement of the quality of our customer service and our
ability to acquire customers, cross-sell products and originate
and service business more cost-effectively.
Factors such as the critical importance of managing the costs
and disruption of the transformation and ensuring we realise
the business benefits envisaged, are receiving attention
at the highest levels of the group. We are also working to
mitigate the risks, such as those to security and privacy, and
to attract the new skills we require to realise the business
opportunities brought by the digital revolution.

Aligning our operating model to serve our
customers better
We drive customer retention by effectively engaging with our
customers to understand their different needs. Key to our
success is our ability to offer a relevant customer proposition.
Maintaining robust governance and risk management
frameworks, transparent pricing structures and responsible
lending, and ensuring an excellent customer experience within
secure systems are all part of our social licence to operate.
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In 2013, we realigned our operating model including the
flattening of the management hierarchy to create a leaner
and more responsive structure, and aligning enabling
functions and resources to the operating units so they
are best positioned to serve their customers. We also
repositioned some of the enabling functions to within the
business units where they could be most effective and
efficient and closer to the customer interface. The risk
function, for example, is now embedded in PBB and CIB but
the risk framework and interaction with regulators remain at
the centre. Finance, on the other hand, has become more
centralised due to the benefits of scale that can be achieved.
The digital revolution in financial services offers myriad
opportunities for improving our engagement with customers,
developing highly customised products and services, and
enabling more cost-effective distribution platforms and
faster and more reliable back-end processes. In South Africa,
seven million customers have been migrated onto the new
system and a further 4,5 million customers will follow in
2015 and 2016. The first phase of our customer relationship
management capability in South Africa is underway. This will
ultimately integrate customer management across different
channels and provide a single view of customers, improving
our speed, accuracy and responsiveness, and making it easier
for customers to interact with us. The system is scheduled for
implementation in 2015.
In the rest of Africa we are in the process of implementing
the core banking platform in phases, with more than
two million customers on the new platform. The
implementation has been challenging and we have
continuously re-engineered and optimised the system
to achieve incremental improvements with each
implementation.

Managing our employees as our greatest
competitive advantage
Our people remain our definitive competitive advantage
and we continue to strengthen our people management
practices. Our values are well embedded and we conduct our
business in an environment that now requires a more open
and consultative approach to leadership, and a leadership that
supports a culture of personal accountability and partnership.
We believe it is important for our people to approach their
areas of responsibility with the same commercial rigour
business owners apply to their own enterprises.

Our material issues

Ensuring our sustainability

testimony to the tenacity and talent of our people. Standard
Bank people are considered highly valuable candidates in the
scramble for the best available talent in Africa and while this
represents a competitive advantage, it also exposes us to the
risk of losing key people.
To counter this threat, we have strengthened our focus on
recruiting the right people in the right places, retaining them
and keeping them motivated. An important development
has been the introduction of a groupwide Employee Value
Proposition Programme to provide clear, credible and
compelling employee engagement across the spectrum
of their needs and our expectations. Engaging with our
employees in the rest of Africa is an area we have prioritised
and we are developing a consistent approach to building
an engaging and performance-driven culture across the
business, tailoring this approach where necessary to countryspecific challenges and opportunities.

Managing the group for sustainable growth
Our core franchise remains healthy, with a strong customer
base that is growing in profitable segments. Our Africafocused strategy is contributing increasingly to our overall
growth and our core banking transformation is facilitating
our strategy and strengthening our competitive position.
Completion of the final stages of restructuring our presence
outside Africa will release capital for investment into our
chosen growth markets in Africa.
We will continue to manage the group for sustainable growth,
investing appropriately in our portfolio of businesses across
the spectrum of financial services. The development of our
capacity and our people, while maintaining control of costs
and applying a disciplined and prudent approach to risk, will
remain paramount. We are ever mindful that our primary
function as a financial services group and the returns we
deliver to our shareholders require that we create lasting
value for all our stakeholders.
The Standard Bank Group of today is equipped to innovate
– to consider and embrace new and better ways of doing
things. This is rooted in greater collaboration, accountability
and effectiveness in counter to the complexity that can so
easily hamper large organisations. Our industry is changing
faster than ever before and we are taking proactive steps
to respond effectively to this change to stay relevant to the
economies and societies we serve, ultimately which underpin
our sustainable profitability and value creation.

The robust performances delivered by our operations and the
progress we have made in executing our growth strategy bear

Fred Phaswana,

Ben Kruger,

Sim Tshabalala,

Group Chairman.

Joint Group Chief Executive.

Joint Group Chief Executive.
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Our material issues
In formulating our strategy and determining our strategic
priorities, we consider the full range of issues that influence
the sustainability of our business and the social, economic
and physical environments we operate in and which, in turn,
have a direct impact on our future viability.
An issue is material when it impacts our ability to remain
commercially viable and socially relevant to the societies
we operate in. In particular, material issues are those that
have a strong bearing on our stakeholders’ assessments
and decisions about SBG’s long-term sustainability and its
commitment to their needs. We also take into consideration
those factors that affect the financial stability and growth of
economies and, in turn, our business. Effectively managing
our material issues is critical to achieving our strategic
objectives.
During 2013, we undertook an extensive exercise to update
our material issues. The process we followed, depicted in the
diagram below, produced six material issues that are interrelated and therefore not ranked in any particular order:
Managing the opportunities and risks of our
Africa strategy.
Pace, volume and scale of regulatory change.
Establishing and maintaining cost-effective, efficient and
relevant IT infrastructure.
Knowing our customers and doing the right business with
them in the right way.

Recruiting, retaining and motivating our employees.
Delivering sustainable long-term financial performance.
Our analysis of how we manage these material issues
and their impact on our operations revealed the intricate
inter-relationships that exist between them. By way of a
simplified example, managing the pace, volume and scale of
regulatory change requires that we have IT systems in place
that are flexible enough to enable adaptations to processes
and procedures, and which allow for ongoing monitoring
and compliance. This obviously has implications for the
capabilities of our IT infrastructure and our investment
decisions in relation to systems renewal. Changes in
processes and procedures, and the underlying systems, also
affect our customer and employee relationships, for instance
through potential disruptions to customer service and the
need for staff training. All of these factors have material
cost implications that also affect our financial performance.
Dealing with numerous jurisdictions across Africa and beyond,
which have different regulatory regimes, together with our
commitment to complying with the highest standards of
international banking regulation, adds many layers
of complexity.
We have attempted to illustrate these complex relationships
in the diagram opposite, ahead of explaining our management
approaches for each material issue on pages 16 to 25.
Performance indicators for each material issue show whether
related targets have been met and whether year-on-year
performance was positive (green) or negative (red).

How we identify our material issues

Identification

We interviewed over 85 internal
stakeholders from across all
business units, including:

Prioritisation

Approval and review

The following inputs were used to
verify and prioritise the various
aspects of each material issue:

Our material issues were reviewed
and approved by the Group
Social and Ethics Committee and
informally communicated to two
additional SBG board members in
a planning meeting, who agreed
that the issues were correct and
material. Assurance was obtained
on certain key performance
indicators.

The chief executives of each
business unit.

A workshop with a selected group
of external stakeholders.

African regional heads.
Group Chief Risk Officer.

Day-to-day engagements with
external stakeholders.

Group Compliance Officer.

Our code of ethics and values.
Our strategy.
Discussions among executive
management.
Risk management and regulation.
Global challenges and national
priorities.
Sustainability indices.
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Interrelationships between our material issues
Means we create value for
shareholders
Presents opportunities
for growing our
customer base

Means we are able to pay
taxes that support the
objectives of governments

Presents new business
opportunities

Means we can continue
paying salaries and wages

Managing the
opportunities
and risks of our
Africa stategy

Delivering
sustainable longterm financial
performance

Pace,
volume and
scale of
regulatory
change

Knowing our
customers and
doing the right
business with
them in the
right way

Impacts our ability to offer credit
but also protects customers
Increases cost of capital which
impacts how much we can lend
and potentially changes current
business lines
Requires IT capabilities to comply
with regulatory requirements

Enables us to target
relevant products to our
customers and grow our
customer base through
new acquisitions

Hiring people locally gives us
on-the-ground insight and
supports the economies of the
countries we operate in
Succession planning supports
long-term sustainability
Skilled employees are better able
to meet customer needs

Recruiting,
retaining and
motivating
our
employees

Establishing and
maintaining
cost-effective,
efficient and
relevant IT
infrastructure

Enables lower-cost
channels and improved
service
Enables innovation
and contributes to
competitiveness
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Managing the opportunities and risks
of our Africa strategy
Our approach

Prioritisation

To build a leading African financial services organisation, we
must contribute to the long-term viability and success of
the communities and countries we operate in by facilitating
economic growth and social development. We can only do this
effectively if we stay relevant to the needs of communities
and assist to advance national objectives. Our social compact
commits us to making a contribution to socioeconomic
development in a way that is consistent with the nature and
size of our operations in the countries we serve.

Strategically material

We believe that partnerships are an effective means
of addressing social challenges. We work closely with
governments, as well as with development finance
institutions and international organisations dedicated to
facilitating the achievement of the Millennium Development
Goals in Africa.
Our approach to achieving meaningful transformation
(or localisation) goes beyond compliance with national
requirements. It extends to embedding equity, fairness and
diversity in the very fabric of our business. We want this
culture to be a tangible, everyday reality for our employees,
customers, stakeholders and the communities we serve.

Page

•

Transforming economies

37

•

Inclusive financial services

43

•

Supporting SMEs

46

•

Financing infrastructure and energy needs

41

•

Financing renewable energy

96

•

Public sector banking

•

Strategic business alliances

•

Job creation

37, 39
34
37, 39

Important
• Agriculture financing
• Preferential procurement and procuring locally

48
38, 40

• Corporate social investment

40

Detailed information: socioeconomic tab.

Board committees
•

SBG Board.

•

Group Social and Ethics Committee.

•

Group Credit Committee.

How we add value
Facilitating relationships between the public and private
sectors drives investment in Africa and stimulates
economic development.
Financing infrastructure projects improves basic
conditions for communities.
Banking marginalised communities builds
sustainable markets.

Strategic objectives most materially impacted

1

2

3

Embed customer
and client
centricity

Inspire and
motivate our
people

Achieve
operational
excellence

Developing solutions that facilitate lending to small
enterprises contributes to socioeconomic development
and job creation.
Providing SMEs with enterprise development support
ultimately contributes to their sustainability.
Assisting governments to manage their banking
requirements in an efficient manner contributes to better
public services for communities.

materially impacts on ...

4

5

6

Capitalise on our
strategic partnership
with ICBC

Deliver as a
relevant corporate
citizen

Trends in global
legislation and
regulation

Hiring local people provides an economic benefit to the
local community.
Our transformation efforts contribute to the sustainable
growth and social stability of the countries we operate in.
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Financing the infrastructure
requirements of developing
economies generates
revenue.

The NDP in South Africa is
expected to be a catalyst
for economic growth and
infrastructure development.

Finding profitable ways
to service unbanked
communities and SMEs
increases our customer and
revenue base.

Rapidly growing insurance
and asset management
markets across the African
continent augurs well for our
Bancassurance offering.

As the spending power of our
Inclusive Banking customers
increases, there is the
potential to migrate them to
more profitable middle-market
and associated products.

Investing in communities
to improve socioeconomic
conditions positions us to
become their future bank
of choice.

Hiring local people increases
our understanding of local
needs and drives job creation.

Transforming our business
gives us a competitive edge,
particularly in relation to
public sector business.

Africa opportunities

Performance indicators

94,52
transformation score out of
107.

Africa risks
Individual targets set
per pillar
Scope: Standard Bank
South Africa

✓

209 913

2014 target: 280 000

SMEs banked.

Scope: Standard Bank
Africa

(2012: >181 000)
On track to meet target

✓

Failure to be responsive to and reflective of the
environment in which we operate.
Capital and liquidity regulations limiting our ability to
lend and finance large infrastructure projects.
Socioeconomic factors such as poverty, income
inequality and youth unemployment.
Periodic national or regional political unrest
and conflict.

Africa challenges

6,8 million

No target

Inclusive Banking customers.

Scope: Standard Bank
South Africa

The impact on emerging markets of global economic
recovery in developed markets, particularly the
United States.

377 989

No target

AccessLoan accounts.

Scope: Standard Bank
South Africa

Increasing competition in financial services across
the continent.

(2012: 6,2 million)

(2012: 450 724)

Impairment charges
Access to credit

Assessing SMEs for loans given their lack of collateral
and financial statements.
Finding effective ways to increase the financial
knowledge of the low-income market to empower
them to make better financial choices.

R104 million

No target

CSI spend.

Scope: SBG

Instilling trust in the low-income customer base so that
we can move them to alternative low-cost channels.

3 913

No target

High cost of building distribution and systems
infrastructure.

AccessPoints.

Scope: Standard Bank
South Africa

(2012: R106 million)

(2012: 6 813)

Removed non-performing
AccessPoints

R6,4 billion

No target

committed to closed renewable
energy deals in South Africa.

Scope: Standard Bank
South Africa

(2012: R9,5 billion)
✓ or ✘: progress against target.
Positive (green) and negative (red) performance year-on-year.

In South Africa, escalating building costs and the
availability and price of well-located land with bulk
services such as water, electricity and sewerage
infrastructure constrains the affordable housing market.
Lack of infrastructure, particularly in the energy sector,
and inconsistent availability of basic services in places.
Instances of ineffective institutional capacity, onerous
bureaucracy and corruption.
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Pace, volume and scale of regulatory change

Our approach

Prioritisation

Social, political, economic, environmental, legal and regulatory
factors impact our strategy and how we do business. We aim
to instil good governance and regulatory best practices to
mitigate risk and create competitive advantage. In embedding
regulatory best practice in our operations, we need to ensure
that we balance the interests of various stakeholders and
manage the costs of compliance, while supporting the longterm stability and growth of the markets we operate in. Our
approach to regulatory advocacy is to engage with government
policymakers, legislators and regulators in a constructive
manner. We strive to understand the policy objectives that
inform new policy and legislation and where the interests of
the bank and its stakeholders intersect. Our values and our
commitment to being a responsible corporate citizen guide us
in this regard.

Strategically material

Page

•

Managing regulatory change

28

•

Capital management and liquidity risk

68

•

Treating our customers fairly

57

•

Environmental and social risk management

30

How we add value
We contribute to the development of policy, legislation and
regulation through submissions to the relevant authorities,
as well as through regular engagement with regulatory
stakeholders.

Board committees
Regulatory risks

•

Group Audit Committee.

•

Group Social and Ethics Committee.

Changes to processes and procedures to meet
requirements may cause disruptions that affect
customer service.
The cumulative and aggregate impact of regulatory
change increases operating costs.

Regulatory opportunities
Our contribution to the development of legislation
through regulatory advocacy and interaction with
government departments and regulators helps to find
common goals for the bank and its stakeholders.

Meeting legislative requirements in respect of consumer
protection will ensure that our frameworks and processes
are designed to treat customers fairly, contributing to our
ability to acquire and retain customers.

Fines and sanctions incurred for non-compliance.

Regulatory challenges
Operating in many jurisdictions and complying with
international regulatory standards across the group
means that we need to manage global regulatory
change in all of our operations.
Regulatory changes impact multiple areas of banking
business and require the implementation of large-scale
projects to develop and implement new processes and
IT and operating systems.

Strategic objectives most materially impacted

1

2

3

Embed customer
and client
centricity

Inspire and
motivate our
people

Achieve
operational
excellence

materially impacts on ...

4

5

6

Capitalise on our
strategic partnership
with ICBC

Deliver as a
relevant corporate
citizen

Trends in global
legislation and
regulation

In South Africa, new policy
papers, draft regulations
or laws were issued at an
average rate of 1,3 matters
per week in 2013.
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Our material issues

Ensuring our sustainability

Establishing and maintaining cost-effective,
efficient and relevant IT infrastructure
Our approach

Prioritisation

IT is a strategic asset for SBG that supports, sustains and
enables our growth and operational excellence. We need
to govern and control IT-related risks and constraints
to ensure that our systems infrastructure supports our
strategic priorities.

Strategically material
• Governance of IT
• Security of information
• Efficient and flexible systems
• Service delivery
• Self-service channels

Our information security practices for IT are aligned to
ISO 27000, an internationally recognised standard for
information security.

Group Risk and Capital Management Committee.

•

Group Audit Committee.

84
61
84
85
86

Strategic objectives most materially impacted

1

2

3

Embed customer
and client
centricity

Inspire and
motivate our
people

Achieve
operational
excellence

Board committees
•

Page

How we add value
materially impacts on ...

Our IT systems enable us to make products and
services more affordable and accessible to our
customers, specifically those in remote areas.
We use IT systems to track our resource
consumption, which in turn helps us identify
opportunities where we can positively reduce our
impact on the environment.

4

5

6

Capitalise on our
strategic partnership
with ICBC

Deliver as a
relevant corporate
citizen

Trends in global
legislation and
regulation

IT opportunities
Performance indicators

• Investing in IT improves our customer service and process
automation, and enables us to develop more affordable products
and take new products to market faster.

R16,1 billion

No target

IT spend.

Scope: SBG

(2012: R14,1 billion)

Greater efficiency

• Migrating customers onto virtual channels reduces our operating
expenses, enabling lower transaction costs for customers.

Operating costs

• Ensuring our IT systems are secure enables us to meet regulatory
requirements, enhances our reputation and builds customer trust.

IT spend: 10,1%
of income.

No target

IT risks

Scope: SBG

Failure or interruption of critical systems.
Unauthorised access to systems.
Increasing threat of cyber-security attacks.

(2012: 10,8%)
IT spend: 28,6%
of operational
expenses.

No target
Scope: SBG

Inability to service our customers’ needs on a timely basis.

IT challenges

(2012: 29,3%)

99,83%

2013 target: 99,44%

availability of critical
core systems.

Scope: Standard Bank
South Africa

(2012: 99,77%)

✓

99,94%

2013 target: 99,26%

availability of critical
core systems.

Scope: Standard Bank
Africa

(2012: 99,94%)

✓

✓ or ✘: progress against target.
Positive (green) and negative (red) performance year-on-year.

The ability to adapt and evolve to changing business needs and the
fast-changing business landscape, while satisfying the needs of our
internal and external stakeholders.
Balancing the cost, stability and maintenance requirements to
ensure the efficient operation of the bank against requirements to
change the bank to be competitive and innovative.
Dual operation of legacy systems and new systems increases
operating expenditure.
Introducing new systems or changes to existing systems to meet
regulatory requirements may disrupt our operations, impact on our
customer service and require staff retraining.
The shortage of specialist IT skills, particularly given the nature
of our IT programmes which require high levels of technical and
process integration.
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Knowing our customers and doing the right
business with them in the right way
Our approach

Prioritisation

Page

To sustain our business performance we must remain
responsive to the markets in which we operate by
understanding our customers’ different needs and providing
relevant products and services. To meet the needs of our
customers in new and existing market segments we must
innovate, while always remaining responsible in terms of the
potential social, economic and environmental impacts. Our
focus is to know who we are doing business with and how we
are doing business with them while constantly being guided
by our values.

Strategically material
•

Acquiring and retaining customers

55

•

Treating our customers fairly

57

•

Customer experience

58

•

Secure banking

59

•

Lending and investing responsibly

63

Important

Board committees
•

Group Audit Committee.

•

Group Risk and Capital Management Committee.

•

Group Credit Committee.

•

Group Social and Ethics Committee.

•

Country board committees.

•

Country risk committees.

Codes and principles we endorse

• Product responsibility

website

Detailed information: financial tab.

Strategic objectives most materially impacted

1

2

3

Embed customer
and client
centricity

Inspire and
motivate our
people

Achieve
operational
excellence

South Africa
•

Code of Banking Practice.

•

Code for Professional Clients.

•

Code for Responsible Investing by Institutional Investors
in South Africa (CRISA).

•

Code of Conduct for Managing Environmental and
Social Risk.

•

Code of Conduct to Combat Over-Indebtedness.

•

Short Term Code and Discretionary Code of Conduct
for Authorised Financial Services Providers and
Representatives.

International
•

Equator Principles.

•

United Nations Principles for Responsible Investment
(UN PRI).

materially impacts on ...

4

5

6

Capitalise on our
strategic partnership
with ICBC

Deliver as a
relevant corporate
citizen

Trends in global
legislation and
regulation

How we add value
Extending credit in a responsible manner is critical to
economic development and growth.
Implementing sound environmental and social risk
assessment tools for projects we finance assists our
customers to meet their social and environmental
obligations.
Providing ongoing consumer education through various
mediums such as brochures, product and service
labelling and advertisements enables our customers to
make sound financial decisions.
Working with other industry members and law
enforcement bodies assists in the identification and
conviction of criminals involved in financial crime.
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Our material issues

Ensuring our sustainability

Business conduct opportunities
Providing a good customer experience
enables us to retain our current
customers and attract new customers,
and differentiates us from our
competitors.

Effectively managing the complaints
process enables us to reduce related
costs and better understand
where we need to improve our products
and services.

Pricing our products appropriately
increases our sales opportunities and
competitiveness.

Lending responsibly mitigates the risk
of our customers defaulting on their
repayments and protects our reputation.

Implementing sound environmental and
social risk assessment tools for projects
we finance mitigates associated risks.

Offering secure banking structures
mitigates the risk of financial crime and
engenders trust and confidence among
our customers.

Performance indicators

Business conduct risks

11 790 000

No target

retail customers.

Scope: Standard Bank
South Africa

(2012: 11 079 000)

3 757 000

No target

active retail customers.

Scope: Standard Bank
Africa

(2012: 3 540 000)

Providing products and services that are not
relevant to the market.
Customer or client inability to repay loans.
Credit loss particularly where a client is unable
to operate as a result of an instance such as a
contamination event or industrial unrest.
Customer dissatisfaction.

81 531

No target

Penalties or fines and sanctions incurred for
non-compliance.

customers under debt review.

Scope: Standard Bank
South Africa

Legal claims and litigation due to non-compliance
and breach of contract.

(2012: 76 392)

Increasing levels of fraud and corruption.

26 019

No target

customers assisted through Credit
Customer Assist, with a total loan
obligation of around R12,9 billion.

Scope: Standard Bank
South Africa

Unethical use and theft of confidential information.

Costs to rehabilitate or remediate an asset where
contamination has occurred.

Customers assisted
(2012: 36 720 customers with a
R11,9 billion loan obligation)

Loan obligation

13

No target

Equator Principles projects
financed.

Scope: Standard Bank

Reputational risk of financing a deal that has a
negative impact on society or the environment.

Business conduct challenges

(2012: 16)
Net financial crime losses 1,4%
of headline earnings.

Global industry target:
≤5% of headline
earnings

✓

Scope: Standard Bank

R1,6 billion
crime frustrated.
(2012: R1,1 billion)

2013 target:
R1,2 billion

✓

Scope: Standard Bank

✓ or ✘: progress against target.
Positive (green) and negative (red) performance year-on-year.

Threat of money laundering and terrorist financing.

With operations across Africa and internationally,
we face challenges in terms of different cultures,
regulatory requirements and available technology.
The changing perception of value by consumers.
Developing processes to measure customer
satisfaction across our African operations.
Sophisticated technology being used to commit
financial crime requires a continuous investment
in resources, systems and processes to prevent
and detect this risk.
Having the systems in place to ensure that
we apply our environmental and social
screening procedures consistently across all
our global operations.
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Recruiting, retaining and motivating
our employees
Our approach

Prioritisation

The ways we manage our people and implement our people
practices are critical in the successful delivery of our strategy.
We are committed to providing support and services that
help our people to reach their potential and remain effective
and motivated.

Strategically material

Our African growth strategy, increased use of technology
and the pace of regulatory change shape the way we engage
with, develop and manage our people. We understand that
recruiting, retaining and motivating great people is at the core
of driving business value measured in terms of performance
and growth. While we drive universal models of management,
we are committed to encouraging the uniqueness of our
Africa-focused businesses, underpinned by a deep heritage,
embedded values and defined culture, which are all core
aspects of what differentiates us as an employer.

Board committees
•

Group Remuneration Committee.

•

Group Social and Ethics Committee.

Page

•

Recruiting and retaining employees

70

•

Talent management

72

•

Performance and reward

74

•

Learning and development

77

•

Diversity and inclusion

78

Important
• Employee health and wellness

75

• Worker representative organisations

75

• Dispute resolution

website

Detailed information: people tab.

Strategic objectives most materially impacted

People opportunities

1

2

3

Embed customer
and client
centricity

Inspire and
motivate our
people

Achieve
operational
excellence

Employing and developing graduates enables us to build
a strong succession pipeline of future leaders.

materially impacts on ...
Building skills in the broader economy leads to more
potential employees and customers.

Proactively managing the health of our employees
reduces costs associated with absenteeism and builds
the resilience of our staff base, enabling our people to
sustainably deliver results.

Effective performance and development reviews enable
us to monitor our skills set within the organisation and to
identify areas where there may be gaps.

Building an inclusive and engaging culture leads to
empowered, motivated and customer-focused employees.

Instilling sustainable and fair employment practices
strengthens our reputation and our relationships
with governments.

4

5

6

Capitalise on our
strategic partnership
with ICBC

Deliver as a
relevant corporate
citizen

Trends in global
legislation and
regulation

How we add value
We pay salaries to our employees, enabling them to
support their families and buy goods and services, which
supports economic capacity.
Our learning and development programmes build skills in
the broader economy.
Our skills development programmes assist our employees
to better adapt to rapidly changing labour markets and
transition to other employment opportunities in the
event of retirement or retrenchment.
Our employment equity initiatives contribute to
transformation.
Our wellness programmes enable our employees to
effectively manage their health.
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Performance indicators

Our material issues

Ensuring our sustainability

People risks

48 808

No target

employees.

Scope: SBG

(2012: 49 017)

Number of jobs

Impact of behaviours not aligned to our
organisational values.

Marginal increase in
staff costs

Loss of key talent and the impact on our succession plans
and institutional knowledge.

13,2%

No target

Increased operational costs due to higher turnover rates.

employee turnover.

Scope: SBG

Frequent organisational restructures and potential
retrenchments creating uncertainty and lower staff morale.

Ability to attract and retain talented employees.

(2012: 10,2%)

R638 million

No target

training spend.

Scope: SBG

Imbalances in equal opportunity for all employees.
Employee dissatisfaction.
Increased costs and lower productivity due to absenteeism.

(2012: R605 million)

People challenges

2 858

No target

participants in leadership
development programmes.

Scope: SBG

Retaining talent in very competitive environments,
particularly in the rest of Africa.
Recruiting the right type of talent to meet business needs.

(2012: 2 498)

Scarcity of specialist skills in technical and leadership areas.

37,7%

2013 target: 40,6%

black representation at
senior management.

Scope: Standard Bank
South Africa

✘

(2012: 36,6%)

63,2%

2013 target: 64,7%

black representation at
middle management.

Scope: Standard Bank
South Africa

✘

(2012: 61,8%)

33,2%

2013 target: 33,5%

women representation at
senior management.

Scope: Standard Bank
South Africa
Target marginally missed

49,3%

2013 target: 49,6%

women representation at
middle management.

Scope: Standard Bank
South Africa

Adaptability of the skills base in terms of an ever-changing
market and customer environment.
Meeting employment equity targets for black women at
middle management level and black employees at senior
management level in South Africa.
Creating a consistent people management approach across
the group and engaging effectively with our employees in
the rest of Africa.
Developing groupwide access to learning interventions
and having a consolidated view of learning activity across
the group.
Aligning to macroeconomic, regulatory and technological
realities, which requires the right-sizing and repositioning
of our operations and a consequent reduction of roles
and retrenchments.
Increasing levels of stress and employee indebtedness.
Developing our employees’ ability to deal with change.

Target marginally missed

0,8%

Target: 1,5%

representation of black
people with disabilities.

Scope: Standard Bank
South Africa

✘

(2012: 1,2%)

64%

Target: 90% by 2015

Scope: Standard Bank
employee health risk
South Africa
assessments.
On track to meet target

✓

✓ or ✘: progress against target.
Positive (green) and negative (red) performance year-on-year.

In 2013, we introduced a
groupwide Employee Value
Proposition Programme aimed
at building an engaging and
performance-driven culture
across the business.

24

Standard Bank Group

Sustainability Report 2013

Delivering sustainable long-term financial
performance
Our approach

Prioritisation

We aim to be the leading African financial services
organisation. Balancing prudent investment in our Africacentred strategy and in our operating effectiveness with
vigilant management of costs, will enable us to deliver
sustainable profitable growth and superior returns to all our
stakeholders, including our staff, customers and shareholders,
as well as regulators and the communities in which we live
and operate.

Strategically material

Board committees
•

Group Audit Committee.

•

Group Risk and Capital Management Committee.

•

Group Social and Ethics Committee.

Page

•

Financial performance

•

Africa focus

52, AFS*

•

Capital management and liquidity risk

68

•

Our brand

54

•

Operating infrastructure

81

•

Climate change risk

94

•

Energy consumption

98

5

Important
• Sustainability in the supply chain

website

• Waste generation

102

• Our direct biodiversity impact

website

Detailed information: approach and environment tabs.
* Annual financial statements

How we add value

Strategic objectives most materially impacted

1

2

3

Embed customer
and client
centricity

Inspire and
motivate our
people

Achieve
operational
excellence

materially impacts on ...

Maintaining a robust business allows us to pay dividends
to our shareholders.
We pay tax to governments and facilitate tax payments
for government, contributing to socioeconomic
development.
The salaries we pay to our employees enable them to
support their families and increase their wealth.

4

5

6

Capitalise on our
strategic partnership
with ICBC

Deliver as a
relevant corporate
citizen

Trends in global
legislation and
regulation

As a multinational business we procure goods and
services from numerous suppliers across all our
operations.
Through our climate financing activities we help
customers to reduce their environmental footprint.

Financial and operational opportunities
Managing our capital
responsibly and innovatively
enables us to meet future
requirements, strengthen our
balance sheet and invest in
operational efficiencies.

Our relationship with ICBC
translates into joint initiatives
and facilitates trade flow
between Africa and China.

Building our operating
infrastructure across Africa
reaches more potential
customers and expands
brand visibility.

Migrating customers onto
virtual channels reduces our
operating expenses, enabling
more affordable products and
lower transaction costs
for customers.

Reducing our resource
consumption reduces
operational costs and
environmental impact.

Designing and operating
our buildings in an
environmentally sustainable
way reduces operational costs
and environmental impact.

By developing new relevant
products and services, we can
turn climate challenges into
opportunities to build new
revenue streams.

Implementing a proactive
procurement management
process ensures that the
bank’s resources are
utilised efficiently.
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Performance indicators
return on equity.

Scope: SBG

(2012: 14,0%)

Ensuring our sustainability

Financial and operational risks
Medium-term target:
15 – 18%

14,1%

Our material issues

58,5%

No target

cost-to-income ratio.

Scope: SBG

✘

Changing economic and political conditions.
Decline in demand for imports from major trading partners.
Rising unemployment.
Declining investor confidence.
Inability to effectively meet expected and unexpected
current and future cash flow and collateral requirements.
Impact of tougher capital standards set by Basel III on
profitability and business models.

(2012: 58,9%)

R17 194 million

No target

headline earnings.

Scope: SBG

Failure to build brand awareness hindering ability to grow
market share.

1,04%

No target

Disruption to the supply of electricity particularly in the
rest of Africa.

credit loss ratio.

Scope: SBG

(2012: R14 918 million)

Exposure to rising electricity and water costs.
The vulnerability of Africa to the effects of climate change.

(2012: 1,08%)

13,2%
tier I capital adequacy ratio.

Regulatory target:
10,5 – 12,5%
Scope: SBG

(2012: 11,2%)

R63 billion

No target

wealth created.

Scope: SBG

Financial and operational challenges

✓

Meeting stakeholder, regulatory and customer
expectations while complying with stringent new capital
and liquidity requirements.
Increased competition from international banks and other
non-bank entities.
Building our brand across many countries and a wide range
of customer segments.

(2012: R59 billion)
No target

392 159
metric tons
of CO2 equivalent emissions.

Scope: Standard Bank
South Africa

(2012: 412 089
metric tons)

Balancing the need for ongoing investment in our core
banking systems and distribution network infrastructure,
with providing lower pricing to our customers.
Delivering a mobile experience timeously across
multiple operations.

345 816 037
kilowatt hours

Target:
15% reduction by 2015

Overall increase in our cost structure while profit margins
remain under pressure.

purchased electricity
consumed.

Scope: Standard Bank
South Africa

Diesel required for energy supply in the rest of Africa.

(2012: 367 591 713
kilowatt hours)
On track to meet target

2 842 tons
paper consumed.
(2012: 3 336 tons)

✓

Target:
10% reduction by 2015
Scope: Standard Bank
South Africa
Target met

✓ or ✘: progress against target.
Positive (green) and negative (red) performance year-on-year.

✓

Significantly increased inflation and interest rates heavily
impact the cost of doing business, cash flow and cost of
credit for our customers in Africa.
Fewer competing suppliers in the market place increases
costs and impacts our ability to obtain value for money
when procuring goods and services.
Economic pressures impacting on our return on equity and
headline earnings, the levels of customer indebtedness
and the mortgage market.
The cost of retrofitting energy systems and designing
buildings to meet green star ratings.
Managing and measuring our carbon footprint in Africa
requires investment in technology and resources.
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Ensuring our sustainability
Statement from the Head of Sustainability Management
The sustainability function in any organisation is most
importantly a catalyst for change. It interprets and articulates
the long-term challenges that an organisation faces, working
in timeframes far longer than those of the average corporate
planning cycle. But to have credibility and resonance with
colleagues who are responsible for delivering each year
against hard targets, it has to be rooted in the realities
of everyday business life. The power of more integrated
approaches to corporate reporting is that they bring the
sustainability context and corporate strategy closer –
enabling decision-makers to make choices that are tested
against likely scenarios and current practice.
The questions I get asked most often by external
stakeholders diverge in two ways. Firstly, there are questions
about what the sustainability function in a financial institution
consists of, given their greater familiarity with heavy
impact industries. Secondly, is the question of why financial
institutions don’t exert more pressure on their customers to
do things differently. The answer to the first question can be
found in this report, which looks at how sustainability fits into
our thinking. The second question is being answered through
greater focus on risk assessment in lending decisions, in
trying to build more products that enable our customers
to make the right choices and finally in our work with the
international community and regulators in the search for ways
to finance greater resilience in a rapidly changing world.
The financial services sector plays a critical role in
socioeconomic development by enabling, for example,
infrastructure development, agricultural production and

individuals’ ability to create and protect long-term wealth in
well-capitalised and responsible ways.
Standard Bank’s unique Africa-centred position enables us
to be a key contributor to building social capital by enabling
development in a region where its benefits are felt most
profoundly. By conducting our activities in a responsible
manner and being conscious of the broader issues both
globally and within our chosen markets, we are able to direct
our activities towards facilitating positive change. It is through
our core business processes that we can make the greatest
contribution to building more sustainable societies.
A case in point is our role in making finance available for
renewable energy projects in Africa. We recognise that more
established forms of energy production will remain part
of the continent’s energy mix for the foreseeable future.
However, the confluence of greater mainstream acceptance
of renewables as a viable alternative and the falling cost of
implementing these technologies is driving the adoption of
renewable power generation across the developing world.
In South Africa, we have to date underwritten R15,9 billion
for projects under the Department of Energy’s Renewable
Energy Independent Power Producer Procurement (REIPPP)
Programme, which together will contribute up to
960 megawatts to the national grid. In March 2013, we
signed a R20 billion funding support agreement with
ICBC for financing additional renewable energy capacity in
South Africa. Beyond South Africa, we are actively pursuing
opportunities in a number of other African countries where

Influence and control over factors that impact our sustainability

Unemployment
Water
scarcity
Growth
opportunities

Poverty
Food
security
Climate
change

The diagram above shows the group’s level of influence on sustainability matters: the global issues outside our control but which we can influence through participation
in multi-stakeholder organisations, business associations and government and non-governmental panels; factors within our sphere of influence where we can encourage
positive change; and the elements that are within our direct control.
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Our material issues

Ensuring our sustainability

businesses are still frequently reliant on diesel generators for
power supply. Renewables will allow them to leapfrog into
this new energy age.

and validation these awards give us as employees, they
prove that a deliberate approach to embedding sustainability
thinking can enhance the commercial function.

It is becoming increasingly evident that the group’s efforts
to embed sustainability thinking throughout the business are
starting to show tangible results. Sustainability considerations
are increasingly finding expression across our business, from
day-to-day operational activities to our approach to servicing
our diverse client base. To maintain this momentum, it is
crucial that we link our emphasis of sustainability to the
group’s strategy and are able to demonstrate, in real terms,
the value these initiatives create.

The structure of our sustainability report takes into
consideration the group’s ability to influence and respond
to global sustainability issues, as well as to those within our
sphere of influence and the impacts within our direct control.
The performance section specifically is presented according
to the five forms of capital, which we define as:

The ability to meaningfully account for the broader social and
environmental value of our activities is increasingly important.
By way of example, we want to be able to account for the
broader impacts of funding we provide on employment,
downstream industry or regional economies, or the real value
of our CSI and volunteering initiatives. This remains a work
in progress. In managing our direct impacts, we continue to
entrench the routine collection of robust data as standard
good practice in our business units; a challenging undertaking
given the sheer diversity of the group’s operations in terms
of people, processes and geographic locations. Better data
enhances not only the accountability for our direct impacts,
but also improves the decision-making in the search for
solutions to offer our customers. We have continued to make
steady progress in managing down the direct environmental
impact of our operational footprint. A particular highlight was
our new office building in Rosebank, Johannesburg achieving
a five-star Green Star SA design rating from the Green
Building Council of South Africa (GBCSA).
Access to financial services remains a key measure of the
sector’s contribution to transformation. Our flagship initiative
in relation to the latter, AccessBanking, is showing good uptake
and solid growth in transaction volumes. Our AccessBanking
suite of products was awarded the BAI – Finacle Global
Banking Innovation Award for Innovation in Societal and
Community Impact. To succeed outside South Africa, we must
bring relevant products to market that are tailored to each
country’s unique dynamics. This requires people on the ground
who understand and reflect the diversity of the local customer
base. Local hiring remains core to our employment practices,
which must be balanced with maintaining the requisite level of
expertise in skills-scarce markets.
In 2013, the group’s sustainability efforts received
significant external recognition. Standard Bank was included
on the Emerging Markets Index of the 2013 Dow Jones
Sustainability Index and we were ranked Africa’s greenest
bank and the 12th greenest bank globally in the 2013
Bloomberg Markets Magazine top 40 greenest banks
rankings. We were also awarded Sustainable Bank of the Year
for the Africa/Middle East region in the FT/IFC Sustainable
Finance Awards 2013. Beyond the sense of accomplishment

•

Social (and relationship) capital: our relationships with
communities and other stakeholders, including the role
we play in socioeconomic development.

•

Financial capital: our financial performance and
market conduct, recognising that one of our greatest
contributions to the markets we operate in is to run a
successful business.

•

Human capital: the competencies, capabilities
and experience of our people, and their motivation
to innovate.

•

Manufactured capital: our physical infrastructure
required to provide products and services, including our
buildings, IT and service channels.

•

Natural capital: the renewable and non-renewable
sources on which we and our customers depend to
continue to operate now and in the future.

We have in this report started aligning to the GRI’s new
G4 guidelines, in our efforts to remain at the forefront of
sustainability reporting best practice. Going forward, we will
work towards greater alignment between our sustainability
reporting and the International Integrated Reporting
Framework. Specifically, we will look to meaningfully account
for our use of and contribution to the available stocks of
capital in creating value.
Our sustainability report remains an important document
internally among our employees and executives to
communicate our diverse sustainability efforts. It is essential
to our approach of embedding sustainability thinking in the
organisation and plays a significant part in demonstrating
to our external stakeholders the group’s efforts to be a
responsible corporate citizen. More importantly, it is
a reflection of our diverse and innovative teams, each
contributing in their own unique area of activity.

Karin Ireton,
Head, Sustainability Management.

28

Standard Bank Group

Sustainability Report 2013

Governance

Grievance mechanisms

We subscribe to the Code of Corporate Practices and
the King Code of Governance Principles (King Code) and
continue to implement its recommendations within the group
and our subsidiaries as appropriate. The SBG board operates
on the understanding that sound governance practices
are fundamental to earning the trust of stakeholders,
which is critical to sustaining performance and preserving
shareholder value. SBG has a unitary board structure. The
Chairman is an independent non-executive director, and
the roles of Chairman and Chief Executives are separate.
SBG’s shareholders elect the directors. Our nominations and
appointment policy governs the nomination and selection
process and complies with applicable legislation and
regulations. During this process diversity, independence
and expertise are considered.

Various mechanisms are in place for stakeholders to
communicate grievances. Staff grievances are addressed by
our Human Resources department or, where appropriate,
through engagements with the relevant unions. Clients and
customers follow a complaints resolution process and where
the outcome of this process is not acceptable to the customer
or client, they may escalate the complaint to the Complaints
Resolution Centre. The whistle blowing hotline is available
to internal and external stakeholders to report instances of
unethical behaviour including alleged bribery and corruption.
We also have a CEO Complaints mechanism which exclusively
deals with grievances addressed or escalated to the chief
executives or executive management. A dedicated area exists
within our Complaints Resolution Centre which specifically
deals with such complaints. At December 2013, 2 906
complaints were received by this mechanism.

For 2013, our board comprised 17 (2012: 17) directors,
11 (2012: 11) of whom were independent non-executive
directors, three (2012: four) were non-executive directors
and three (2012: two) were executive directors. One
non-executive director has interests in the group’s strategic
empowerment partners and is not considered independent
and two non-executive directors represent ICBC and are
similarly not considered independent.
A register of directors’ interests is maintained, with the SBG
board declaring its interests annually. A director is required
to recuse himself when matters are discussed in which they
have or may be perceived to have a conflict of interest.
The Group Governance Office assesses the effectiveness
of the board and its sub-committees annually against their
mandates and external auditors conduct an independent
assurance review. Each committee is required to develop and
implement an action plan on all findings in respect of gaps
and areas of improvement.
Detailed information on our governance framework can be
found in our corporate governance statement in our
2013 annual integrated report.
Political party contributions
Standard Bank continues to support democratic processes
in South Africa through financial contributions to political
parties. These contributions are made in proportion to
political parties’ representation in the National Assembly,
in accordance with the Independent Electoral Commission’s
funding formula. Parties submit a written report to the bank
on how they have used the previous year’s donation. A total
of R13,5 million was allocated for disbursement to political
parties over the five-year election cycle from 2010 to 2014.
In 2013, Standard Bank disbursed a total of R2,1 million
as a direct financial contribution (2012: R2,1 million). We
occasionally make indirect contributions to government
through sponsorship of organisations such as the Progressive
Business Forum, but this is on a limited basis. No political
contributions are made outside South Africa.

Managing regulatory change
Several factors, including international reform of the financial
sector following the global financial crisis and the South
African Government’s broader economic policy goals and
priorities, is driving the volume of regulatory change. In South
Africa alone, new policy papers, draft regulations or laws
were issued at an average rate of 1,3 matters per week in
2013. New regulation has extensive bearing on business and
impacts day-to-day operations, talent management, pricing
decisions and product design, as well as ethics and culture.
The ability to manage regulatory change in a strategic and
cost-effective manner has been identified as an important
source of competitive advantage for financial services
organisations.
The regulatory process is fluid and subject to various
uncertainties which impact an organisation’s ability to plan
effectively. One of the challenges associated with regulatory
change is interpreting ambiguous regulation which ultimately
leads to an inconsistent or ineffective application of regulatory
requirements within the industry. In addition, lead times
for implementation are typically quite short which creates
challenges in undertaking the extensive changes to business
operations and IT systems, as well as staff training, needed to
meet requirements. While the 2008 financial crisis highlighted
the need for global standards, the wave of new regulation brings
inconsistencies across borders and gaps in implementation
between jurisdictions which may distort competition between
market participants, increase the cost of intermediation and
lead to regulatory arbitrage. Finally, banks are faced with the
challenge of ensuring compliance in the fast-paced regulatory
environment while continuing to focus on attracting and
retaining customers and driving down operational costs.
We are well placed to manage these challenges and have
implemented an operating model for managing regulatory
change in a strategic, coordinated and cost-effective manner.
The model encompasses monitoring and analysis of policy
and regulatory developments, engaging with regulators
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and policymakers, assessing business impact, changing the
bank to meet new regulatory requirements and monitoring
compliance with these requirements. The model for managing
regulatory change is lowering the costs of meeting new
requirements and through this mechanism groupwide
regulatory change programmes were successfully deployed in
2013 for the Foreign Account Tax Compliance Act (FATCA),
TCF, Protection of Personal Information Act and the new
Balance of Payments Reporting requirements (BOPCUS 3).
South Africa
Under the proposed Twin Peaks model of regulation and
supervision of banks in South Africa, the SARB will be
the prudential regulator and the Financial Services Board
(FSB) will be the market conduct regulator. The FSB’s TCF
regulation was a material focus for us during the year with the
objective of understanding how this impacts on the bank and
what processes we need to change to meet requirements.
Over the past two years, there has been a focus on combating
over-indebtedness among South African consumers amid
concerns that high levels of over-indebtedness are a factor
in some of the incidents of social and labour unrest in the
country. The Banking Association of South Africa (BASA) and
the Minister of Finance signed a Joint Statement on Unsecured
Lending towards the end of 2012. A number of joint industry/
government work streams have since been established to
discuss issues including affordability assessment guidelines,
credit life insurance, emolument attachment orders (garnishee
orders) and consumer financial education to enhance market
conduct in the consumer credit market.
Our approach to regulatory advocacy is to promote constructive
engagement with policymakers, law-makers and regulators. This
engagement is guided by the aim of promoting a regulatory
framework that is unambiguous, cohesive and practical, and that
minimises negative unintended consequences. To achieve this,
we seek to understand the policy imperatives behind regulatory
change and work with regulatory stakeholders to find solutions
that are in the common interests of the country, the economy
and the banking sector.
Outside South Africa
Emerging regulatory developments, notably those in the
United States and the United Kingdom (UK), are monitored
and considered to ensure that we are appropriately equipped
to meet international legislative requirements. During 2013,
we focused on regulation emanating from international
regulatory bodies such as the G20 Financial Services Board
and the Basel Committee for Banking Supervision, as well as
regulation impacting on international operations especially in
the UK and European Union.
The pace of regulatory change in Africa is rapid as regulators
in developing markets are collaborating and learning
from each other. For Standard Bank Africa this means we
need to be flexible enough to adapt to these changes in

Our material issues

Ensuring our sustainability

many jurisdictions. In our African operations, regulatory
developments are monitored by the Compliance and Legal
units, as well as the functional area heads in-country. In
2013, we explored ways to improve knowledge management
regarding regulatory best practices across jurisdictions. This
work will continue in 2014. We contribute to regulatory
development and as a multinational organisation we share our
experience and learning across jurisdictions. The SBG Africa
Supervisory College for supervisors of our banking operations
in Africa contributed to this process. Held in 2013 and hosted
by SARB, the purpose of the college was to support effective
consolidated supervision and provide the participating
supervisors with the opportunity to engage with the group
and with the division within SARB responsible for supervising
SBG. The college facilitated an enhanced understanding of
our banking activities in Africa and enabled host country
regulators to assess the quality of supervision conducted by
SARB. Through this engagement, many of our host regulators
indicated their intent to adopt Basel II, Basel III or components
thereof, particularly requirements relating to internal capital
adequacy planning, stress testing and internal governance.
Compliance training and awareness
Compliance training and awareness initiatives provide useful
sources of reference for our employees and enable us to
entrench compliance and values-based behaviour at every level
of the organisation. All staff members are required to complete
mandatory regulatory and business compliance training. Our
interventions are delivered through various means, including
staff induction programmes, e-learning, face-to-face training
and focused activities such as flyers, posters and desk drops.
The training framework is standardised across SBG, with
jurisdictional content managed locally, as appropriate. During
2013, we undertook anti-money laundering, market conduct
and managing anti-competitive behaviour campaigns.
Legal actions
In November 2013, an arbitration tribunal ruled in favour
of Standard Bank against the curator of the South African
Commercial Catering and Allied Workers Union (Saccawu)
National Provident Fund, following a dispute over a sharecustody agreement. A single arbitrator found that the
contract entered into was void and ordered that Standard
Bank return certain listed shares to the fund worth some
R500 million. In February 2013, an appeal tribunal found
that the contract was not void but only voidable and
therefore wholly reversed the award. The dispute then
proceeded to arbitration where the tribunal ruled that
the agreement between the bank and the fund had been
properly authorised and that the curator could not resile from
it. The pension fund was further held liable for the costs.

Detailed information: approach>pace, volume
and scale of regulatory change.
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Environmental and social risk management
We face environmental and social risks in both our business
operations and lending activities. In our business operations
these risks relate to factors such as climate change, the cost of
resources and the multiple locations of our business activities.
In providing banking services and finance, these risks relate
to the product and industry sector being financed, the risks
associated with the location of the financing activity and the
impact of climate change on our customers. We are keenly
aware of these risks and have over the years developed
policies and procedures to manage and mitigate environmental
and social risks both for the bank and for our customers.
Through our membership in BASA we have adopted a Code
of Conduct for Managing Environmental and Social Risk. This
code recognises the role of financial institutions in protecting,
promoting and fulfilling social, economic and environmental
rights in South Africa, by conducting their business in a
sustainable manner. The code covers a business’ operations,
procurement, lending practices, products and services.
Our approach to environmental and social risk management
is to go beyond compliance and achieve best practice
performance. We do this by improving the way we identify
and manage these risks, reducing our direct environmental
footprint and embedding environmental and social risk
assessments into the screening processes applied to our
corporate lending transactions. More information on
environmental and social screening of projects can be
found on page 65 and how we manage our impact on the
environment is discussed in the natural capital section
starting on page 91.
Human rights
Standard Bank and Liberty are committed to upholding the
principles of the Constitution of the Republic of South Africa,
the associated Bill of Rights and labour legislation in our
South African operations. Outside South Africa, we operate
to similarly high standards. Standard Bank’s values and the
code of ethics are an extension of this commitment, which
we aim to embed in the behaviour of all our employees. Our
groupwide human rights policy recognises the need for SBG
to respect, protect and remedy human rights.
Environmental and social risk management training
Employees who are directly involved in managing
environmental and social risks are assessed on their
environmental and social risk performance as part of their
annual performance review. Relevant training courses are
also available for employees who are indirectly involved
in environmental and social risk management such as
transaction originators and credit committee members.
To improve the quality of decision-making in granting
products and services, in partnership with BASA and
the Banking Sector Education and Training Authority
(BANKSETA), we developed a Standard Bank-specific
introductory course on environmental and social risk based on

an industry-wide training programme. This training covers the
impact of business decisions on the natural environment and
communities, how the risk impacts can affect the viability of
the business and the residual risks that may affect the bank.
A face-to-face pilot programme was run during 2013 and we
are developing an online version of this training. Awareness
training on environmental and social risk was undertaken in
Mauritius and Uganda.
A total of 60 employees, including graduates and employees
in Standard Bank Africa, received training in 2013.
In the supply chain
Suppliers and contractors to the bank must comply with the
requirements of all applicable legislation in their respective
countries, including environmental legislation. We are
working to consolidate our supplier base in South Africa
with the ultimate aim of classifying vendors by commodity
area, which will further enable us to identify any potential
risks in our supply chain. As yet, we have not identified any
significant negative social, environmental or human rights
impacts in our supply chain in South Africa, or any adverse
labour practices.
In South Africa, prospective suppliers are screened in the
tender process on adherence to national labour law and
international labour standards, health and safety practices
and their black economic empowerment (BEE) contributor
level. The tendering process includes a sustainability
questionnaire which covers labour practices, as well
as social and environmental factors. The sustainability
questionnaire is applicable to all potential suppliers, and
where a vendor does not answer the questionnaire, points
reserved for sustainability are deducted from their overall
score. Minimum environmental standards have been set for
all waste management, cleaning and hygiene, exterior and
interior landscaping and pest control services procured in
South Africa. During 2013, 79% of targeted employees in
Group Vendor Management and Procurement in South Africa
attended training on environmental, social and occupational
health and safety screening.
Where a prospective supplier does not satisfy the above
criteria, we will either include performance expectations
in the service level agreement to improve the level of
adherence or disqualify the supplier from the tender process
or supplier list, depending on the level of non-compliance.
An exception occurs in terms of the potential supplier not
meeting our required BEE rating. In such cases the supplier
is required to provide their transformation plans on how they
intend to improve their BEE contributor level going forward.
Any remedial action needed is documented and monitored.
Should a supplier not make progress towards meeting
our expectations or agreements with them, we have the
option to terminate the contract. During 2013, no supplier
contracts were terminated due to failure to meet contractual
obligations in terms of product supply or quality due to
sustainability issues.

Social and relationship capital
Our relationship with communities and stakeholders

Stakeholder engagement
Helping to transform economies
Financing infrastructure and energy needs
Inclusive financial services
Supporting small and medium enterprises

The TSiBA Eden Campus organic food garden in Karatara,
Eastern Cape: sponsored by Standard Bank in partnership
with the Surprise Factory and planted by a group of
Standard Bank employees five years ago, the garden feeds
the local community and has been chosen as a best
example of a rural food security project.
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2013 highlights
Expanded our AccessSave account, aimed at the
low-income market in South Africa, to include a
saving incentive.
26% increase in new advances to small and start-up
enterprises in South Africa.
277 small and medium enterprises (SMEs) in South Africa
received non-financial development support, of which
94% were black-owned businesses.
Appointed as the sole lead arranger and lead
book runner for the City of Tshwane’s R2,1 billion
inaugural bond.
Concluded a transaction to refinance the Ikeja Mall in
Lagos, Nigeria, for USD70 million (R675 million).

USD150 million
Africa Direct Property
Development Fund to build commercial real estate in
earmarked in STANLIB’s

Ghana, Kenya, Nigeria and Uganda (R1,4 billion).

R4,5 billion
in funding extended to SMEs in Africa
(2012: R3,9 billion).

R1,1 billion
in transformational infrastructure
lending in South Africa (2012: R156 million).

Measuring performance
The most fundamental contribution that Standard Bank Group (SBG) makes to the economies in which we operate is by
maintaining a robust business. This allows us to pay dividends to our shareholders, salaries to our employees and tax to
governments. As a buyer of goods and services we play an important role in supporting local businesses, which provides
employment and drives socioeconomic development in local communities. In addition, our corporate social investment (CSI)
makes a measurable difference to recipients and communities that SBG depends on to remain sustainable. The total wealth
created by the group in 2013 was R63 billion, an increase of 7% from 2012. Our total procurement spend was R35 billion,
a 3% decrease compared to 2012.

Group value added statement
2013
Interest, commissions and other revenues

Rm
109 749

2012
%

Rm
107 247

85 406

77 877

Interest paid to depositors

(42 320)

(44 155)

Benefits due to policyholders

(63 295)

(58 739)

Other operating expenses

(26 395)

(23 225)

Wealth created

63 145✓

59 005¹

Income from investment management and life insurance activities

%

Distribution of wealth
Employees

28 436

45

25 425

43

Government

10 021

16

10 338

18

Ordinary shareholders

6 459

10

6 556

11

Non-controlling interests and preference shareholders

3 873

6

3 363

6

CSI spend
Retentions to support future business growth
Wealth applied
1

Restated.

104

106

14 252

23

13 217

22

63 145✓

100

59 005¹

100
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Key SBG indicators

Natural capital

2013

2012

2011

107 800

109 800

109 400

CSI spend

Rm

103,8

106,4²

95,3²

Standard Bank South Africa

Rm

57,6✓

64,0

52,6

Direct and indirect jobs sustained in South Africa¹

Standard Bank Plc

Rm

1,3

3,6

10,2

Liberty

Rm

44,9✓

38,8

32,5

2013

2012

2011

6 765 706

Key Standard Bank South Africa indicators
Inclusive financial services

6 213 049

5 365 974

Consumer education spend

Number of Inclusive Banking customers
Rm

20,2*

15,1

14,0

Affordable housing loans (cumulative)

Rm

29 802

25 343

21 285

6 765 7063

996 870

N/A4

Number of AccessSave accounts

582 198

5

301 053

N/A4

Number of AccessLoan accounts

377 989

450 7245

N/A4

Inclusive Banking products
Number of AccessAccounts

1 145 204

1 133 201

1 106 498

Number of debt protection plan policies

369 547

459 106

308 685

Number of affordable housing accounts

94 152

89 487

76 176

Number of pension-backed lending accounts

12 325

13 6605

13 907

Rm

27,0*

20,6

24,2

Rm

5 544*

2 292

N/A6

Rbn

16,1*

11,7

17,3

Number of funeral plan policies

Transformation
Enterprise development spend
Black economic empowerment (BEE) transaction financing

6

Procurement spend with BEE suppliers
1

Calculated using a formal employment multiplier of 3,2 as per Standard Bank’s research (2012: 3,2 employment multiplier as per Statistics South Africa).
Enterprise development spend is now reported separately.
Increase is largely due to EPlan, Mzansi Blue and Mobile Banking accounts being integrated into the AccessAccount product.
4
The AccessBanking suite of products was launched in 2012.
5
Restated.
6
BEE transaction financing measures the 12-month weighted average balance outstanding on funding advanced. This is a cumulative figure starting from 1 January 2012.
✓
Externally assured (refer to assurance statement on page 104).
* Externally verified by accredited BEE verification agencies.
2

3

Financial Services Sector Codes for Broad-based Black Economic Empowerment (FS Codes) scorecard
Standard Bank South Africa
FS Codes

Category
Ownership

Liberty
FS Codes

dti codes

Available
points

2013
verified
results

2012
verified
results

2011
verified
results

2013
verified
results

17

17,00

20,07

20,18

20,26

Management control

9

5,78

8,32

8,46

5,54

Employment equity

18

11,44

9,96

12,44

9,42

Skills development

10

8,78

11,81

12,02

11,99

Preferential procurement

16

15,85

19,46

19,37

20,00

Enterprise development

5

5,00

15,00

15,00

15,00

3

2,92

5,00

5,00

3,90

Empowerment financing

15

14,69

-

-

-

Access to financial services

14

13,06

-

-

-

1

94,52

89,62

92,47

86,11

Socioeconomic development

Total score

107

¹ Includes seven bonus points allocated for the ownership, management control and employment equity elements.
Note: externally verified by accredited BEE verification agencies. Due to the new scoring measures and revised points available under the FS Codes, direct comparison
with prior year performance is not possible.
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Stakeholder engagement
Our relationships with all our stakeholders impact directly and indirectly on our business activities and reputation. We proactively
engage with stakeholders to inform our business strategy and operations, shape our products and services, manage and respond
to social expectations, minimise reputational risk and influence the environment in which we do business.
The ways in which we engage with our stakeholders, and the frequency with which we do so, vary according to each stakeholder
group. Engagement is based on identified issues and areas of concern that may impact our stakeholders. We use a decentralised
stakeholder engagement model in which individual business units undertake stakeholder engagement appropriate to their areas
and are responsible for identifying stakeholder concerns and taking appropriate action. At the centre, the SBG Board of Directors
(SBG board), and in particular the Group Social and Ethics Committee, oversee all engagement and play key roles in analysing
relevant issues and concerns, and providing guidance on appropriate responses.
Central functions and business units, where relevant, submit reports on their stakeholder engagement activities quarterly to
the SBG board. The reports describe the engagement activities undertaken and any issues raised, and how these have or will
be responded to. In addition, our Stakeholder Relations Forum, comprising business unit managers and executives, meets every
second month to facilitate a coordinated approach to stakeholder engagement activities across the group and ensure consistency
in the messages we communicate based on our code of ethics, values and strategy.
We actively identify and respond to misalignments, conflicts and concerns between our actions and our stakeholders’
expectations. We aim to resolve such issues at the business unit or country level, with coordination, support and oversight
provided by the Group Communications and Stakeholder Relations unit. Where appropriate, issues are escalated to
executive level.
The tables on pages 35 and 36 set out our stakeholder engagement activities during the year.

Strategic business alliances
We work with development finance institutions and
international organisations that facilitate the achievement
of the Millennium Development Goals in Africa. We play a
role in facilitating the distribution of donor funds, however
while the donor community plays a significant role in
addressing development challenges, we believe private
sector collaboration in developing sustainable solutions is
crucial. Our widespread presence in Africa underpins our
strong relationships with funding institutions, which we
assist with banking solutions and in channelling funding to
their projects on the ground. The nature of our business
also means we have an important role to play in resolving
constraints to economic growth such as inadequate
power and infrastructure, and the financing of SMEs
and agriculture. The following are some of our strategic
business alliances for 2013:
Investment Climate Facility (ICF)
The ICF promotes a better climate for investment in
Africa, which is fundamental for the continent’s economic
growth. In 2013, the ICF assisted the governments of
Liberia and Rwanda to establish business registration
systems and the government of Senegal to modernise its
customs procedures. It also worked with the governments
of Burkina Faso, Rwanda and Sierra Leone to automate
land registration, contributing to security for investors by
helping prevent boundary disputes and facilitating access
to credit. We are a corporate sponsor of the ICF and
participate regularly in the ICF’s Donors Forum.

Private Investors for Africa (PIA)
The PIA is a business coalition that brings together
ethically minded companies to utilise their business
experience in Africa to help secure a sustainable future
for the continent. During the year, we assessed the key
regulatory constraints to investments in independent
power projects in several African countries and shared our
analysis with the African Development Bank and other key
stakeholders to help bring about solutions which will allow
such projects to proceed.
United States Agency for International Development
(USAID) – Power Africa
We are a founding partner of President Barack Obama’s
Power Africa initiative, a partnership between the
United States, African private sectors and the
governments of Ethiopia, Ghana, Kenya, Liberia, Nigeria
and Tanzania. The initiative’s goal is to add more than
10 000 megawatts of clean energy and energy efficient
power generation capability, which will give access to
electricity to at least 20 million more households and
commercial entities. We have committed to support
independent power projects through a combination of
debt products and transactional services, and to share
our assessment of key regulatory changes that will be
fundamental to achieving the objectives of Power Africa.
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Social and relationship capital

Financial capital

How we engage

Shareholders
Analyst briefings, results
presentations, regular local and
international meetings, analyst
days for local shareholders,
international investor roadshows.
Annual general meeting where
chairpersons of the group’s audit,
risk, remuneration and social and
ethics committees are available to
respond to questions.
Stock Exchange News Services
(SENS) announcements.

Manufactured capital

Customers
and clients

Natural capital

Employees

Satisfaction surveys.

Business area engagement surveys.

Various customer channels
including the distribution network.

Internal magazines.

Marketing initiatives.

Television broadcasts.

Relationship and business
managers.

Standard Bank intranets.

Inclusive Banking: community
surveys five times a year and focus
groups twice a year.
Customer networking events.

Operational communications
through emails.
Transformation forums in
South Africa.

SME and franchise exhibitions
and conferences.

The Connect mechanisms used
to engage with staff in
Personal & Business Banking (PBB)
South Africa.

Success of the Africa-focused
strategy: in 2013 the growth in
aggregate headline earnings for
our African subsidiaries was 44%.
We are appropriately invested in
key African countries and are
leveraging the South African
platform to grow our businesses
(page 5).

Complicated pricing structures:
our AccessAccount is one of the
most competitive products in the
inclusive banking segment. The
penalty fee on debit orders in
South Africa will not increase for
2014. Bundled pricing
propositions are a focus for
Standard Bank Africa (page 57).

Integrity within the banking
sector and within Standard
Bank: we are committed to driving
an organisational culture shaped
by ethics and compliance, ensuring
that we uphold the highest levels
of integrity in all of our operations
(page 10).

Intentions for London: London
remains an important component
of our strategy to access global
skills and investor demand for the
benefit of our Corporate &
Investment Banking (CIB) clients
across Africa. We have sold a
controlling stake in our Londonbased global markets business to
ICBC and have retained 40% of
the business to support our
strategy (page 12).

Need for financial education
programmes: we introduced two
new consumer financial education
programmes (page 43).

SBG websites, as well as annual
integrated and sustainability
reports.

Issues raised and our response

Human capital

Cost-to-income ratio still too
high: the restructuring process
undertaken in CIB’s operations
outside Africa in 2012 has lowered
costs for these operations, however
translating these and other costs
against a weaker rand, means that
there is still pressure on our cost
base which will continue over the
next few years as we roll out our
core banking system in South Africa
(page 53).

Access to funding for SMEs:
we fund SMEs with viable business
models and are constantly
exploring innovative ways to
provide funding (page 46).
Access to electronic banking
channels in the rest of Africa:
Internet and Mobile Banking are
being further developed
(page 86).
Employees’ ability to deal with
complex transactions: we have
identified skills priorities per
business area and are providing
learning opportunities to further
develop our employees (page 77).

The complexity of the group’s
structure, systems and
processes: systems, processes and
reporting lines are being simplified
to ensure greater levels of
accountability and more
streamlined decision-making.
Transparency and fairness of
reward and recognition:
we reward performance that
delivers sustainable, long-term
business results. Our reward
principles and structures are open
and accessible to all stakeholders
in our remuneration report. We do
not discriminate against employees
based on diversity or physical
difference, but focus rather on
agreed goals and behaviours. We
specifically reward those
individuals and teams who make a
consistent and sustainable
contribution (page 74).
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Issues raised and our response

How we engage

Government
and regulators
Formal meetings, policy
discussions, conferences,
interactions through business
organisations.
Written submissions and other
engagements.
Onsite visits and compliance
inspections.
Regulatory Dialogue Programme
which invites regulators to address
our executive teams on emerging
regulation.

Engagement on upcoming
legislation: during 2013, we
commented on the proposals to
implement the Twin Peaks model
of financial sector regulation and
we engaged with the Financial
Services Board (FSB) on Treating
Customers Fairly (TCF). We met
with the National Treasury, FSB
and the South African Reserve
Bank (SARB) to discuss the
appropriate regulatory framework
for clearing over-the-counter
derivatives in South Africa. We
also engaged with National
Treasury on depositor protection
and a resolution regime and with
the National Credit Regulator on
the consumer credit affordability
assessment guidelines.
Regulatory compliance: we will
continue to work to achieve full
regulatory compliance in all
operations.

Suppliers
and communities
Supplier satisfaction surveys.
Annual supplier summits.
Quarterly supplier newsletters.
Ongoing supplier relationship
management.

Business
organisations
Through our membership of
organisations such as Business
Leadership South Africa and
Business Unity South Africa, we
provide input and submissions on
important policy debates.

Onsite visits and meetings.
Workshops with external
stakeholders to determine material
issues.
Community workshops, focus
groups, surveys and upskilling
initiatives.
Procuring from SMEs in South
Africa: we identify prospective
SMEs with a focus on black SMEs,
and our dedicated Preferential
Procurement team assists our
business units with selection. We
reserve specific opportunities for
SMEs (page 38).
Our procurement processes and
requirements: we are reviewing
our payment and tender processes
to align to the needs of SMEs.
Entrenching our values and
ethics across numerous
geographies and cultures: our
code of ethics applies across the
group and ongoing ethics
awareness-building and training is
undertaken (page 10).
How we assess the impact of
our CSI spend: effectively
understanding the impact that our
CSI spend has on the communities
we support is an ongoing
challenge which we are working
to improve.

Combating over-indebtedness:
our objective is to lend
responsibly, in compliance with
legislation and based on stringent
affordability and credit-granting
criteria (page 63).
Affordability assessment
guidelines: we engaged with the
National Credit Regulator on
consumer credit affordability.
Environmental and social risk
management and responsible
financing: we presented at the
China-Africa banking dialogue held
in Beijing and at the International
Finance Corporation’s (IFC)
Environmental Performance and
Market Development Programme.
We engage with all our project
finance clients on environmental
and social issues (page 65 and 98).
Need for greener technology:
to date we have committed
R15,9 billion to renewable
energy projects in South Africa
(page 96).
Short to long-term
environmental and social
management targets: we have
set 2015 targets for electricity,
water and paper consumption, as
well as general waste produced
(page 93).
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Natural capital

Helping to transform economies
We view transformation as an ongoing change process
through which we seek to become relevant in, responsive to
and reflective of the environments in which we operate.
The private sector plays a central role in the economic
development of nations. In addition to our role as a taxpayer,
investor and employer, we contribute to the upliftment of
marginalised communities through our business activities,
including financing and supporting small businesses which
in turn encourages growth and employment creation. In
addition, we invest in infrastructure development, finance
and advise governments and facilitate trade between
markets. Our procurement spending and CSI also encourage
economic and social development.

South Africa
Employment
Our research shows that the sectors that contributed the most
to the total employment increase in the third quarter of 2013
were trade, community and social services; and finance and
other business services. Our research indicates that the local
financial and insurance sector in South Africa has a formal
employment multiplier of approximately 3,2. This means that
domestically, Standard Bank South Africa and Liberty sustain,
directly and indirectly, around 107 800 jobs in the broader
economy (2012: 109 800 jobs). Assuming that each of these
jobs supports a further four dependants, our activities could
be seen to support approximately 431 200 individuals.
Transformation
BEE legislation seeks to create an environment in which
South Africans who were excluded from full participation in
the economy under apartheid can engage fully in economic
activity. It currently targets black (African, Coloured and
Indian) South Africans with a specific emphasis on black
women and black people with disabilities. BEE is imperative
to South Africa’s long-term socioeconomic and commercial
success, while promoting sustainable growth and social
stability. Successful transformation is critical to the group
remaining competitive.
The new FS Codes now formally include targets for the
banking-specific elements of empowerment financing and
access to financial services. During 2013, we prioritised these
new components and engaged extensively with our local
peers and the Banking Association of South Africa to reach
agreement on a uniform measurement.
Accredited BEE verification agencies and independent
external auditors conduct independent assessments of both
Standard Bank South Africa’s and Liberty’s BEE performance
against the FS Codes. Standard Bank qualifies favourably
as a level two BEE contributor in a nine-level model, with a
verified overall score of 94,52 out of 107, scoring particularly
well with regards to empowerment financing and preferential
procurement. Liberty qualifies as a level two BEE contributor
in an seven-level model, scoring 86,11 out of 107.

Our BEE targets are set annually during the budgeting
process. We continue to experience challenges in certain
aspects of the employment equity requirements of the
FS Codes, particularly with meeting targets for black
people with disabilities and black people in top and senior
management positions. Our employment equity efforts will
drive improved performance and, with the development of
a new Employment Equity Plan in 2014, we will be able to
assess past efforts and renew our focus on interventions
that work. For more information on our employment equity
performance see page 79.
Ownership
Standard Bank concluded its BEE ownership transaction,
Tutuwa, in October 2004, resulting in 10% direct
ownership of our South African operations by the Tutuwa
BEE consortium led by well-established BEE investment
companies Safika and Shanduka. The Tutuwa Scheme also
consists of the Tutuwa Managers’ Trusts for current and
former black managers of Standard Bank South Africa, and
the Tutuwa Community Trust which focuses on black SMEs
and community development.
Since implementation and at the share price at end
December 2013, Tutuwa has generated unrealised value
of R6 billion together with cash distributions amounting to
R1,8 billion. During 2013, our dividend payouts amounted
to approximately R139 million to 6 188 Tutuwa Managers’
Trusts beneficiaries and R43 million to the 261 black SMEs
participating in the Tutuwa Community Trust. Of these black
SMEs, 24 are 100% black women-owned and 39 have
women ownership of 50% or higher.
In 2014, the scheme’s ten-year lock-in period will end
which will result in the dilution of our black ownership. The
FS Codes note that in the event of a dilution in the actual
percentage of black ownership in a company due to black
shareholders selling and realising value, the dilution will not
result in the dilution of the percentage of black ownership
on the scorecard. Nevertheless, we are actively seeking
ways to facilitate the transfer of Tutuwa shares to new black
investors to preserve, to the extent possible, black ownership
levels after 2014. We will implement financial education
interventions in 2014 to help all our Tutuwa beneficiaries
make good financial decisions should they choose to realise
their shares.
Public sector banking
The public sector’s ability to fulfil its mandate to deliver
services to the electorate, reduce poverty and champion
economic development relies on the effective management
of government revenue and expenditure. We provide
government with a comprehensive offering that includes
transactional banking services, business lending and
investments. We focus on understanding the needs of
the public sector environment and developing innovative
solutions that are relevant to all spheres of government.
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Our technological and financial platforms enable us to provide
administrative efficiencies that meet the large volumes of
transactions required by our public sector clients without
compromising the quality of our service.
We strive to anticipate and understand what our clients need
from a regulatory and cash flow point of view and we engage
with them on strategies to drive and manage revenue streams
more effectively. We are a trusted partner in facilitating
the payments of rates, taxes, electricity and water accounts
from the public to municipalities and the provinces, as well
as payments from government to its suppliers. We provide
banking services to some 40% of provinces and 17% of local
and district municipalities. To bolster economic infrastructure
development and stimulate job creation, the City of Tshwane
raised R2,1 billion through an inaugural bond issued in
2013. This is the first time that the municipality has entered
the debt capital market to finance its capital expenditure
programme. We are the city’s primary transactional banker
and were appointed as the sole lead arranger and lead book
runner for the bond. We were also awarded the transactional
banking account for the Department of Trade and Industry
in 2013 and are the bankers to the Independent Electoral
Commission.

of potential black SME vendors is accessible on Standard
Bank South Africa’s intranet site. Generally SMEs have
cash flow concerns and require shorter payment periods to
ensure their businesses remain sustainable. We are looking
at ways to reduce our payment turnaround times without
compromising the controls that still need to take place to
ascertain the validity of the invoices. We are also developing
an abridged tender document for SMEs to expedite the
application process for these businesses.
Liberty’s Procurement Council makes decisions regarding
procurement spending for specific business units and aims to
align procurement strategy, governance, compliance and BEE
objectives. STANLIB is represented on the council. Liberty
continues to work to improve the proportion of its purchasing
allocated to black-owned and black women-owned
businesses and has invested R2 million in the Association
for Savings and Investment Enterprise Development Fund.
This investment will serve to strengthen and empower
Liberty-nominated suppliers enabling them to meet Liberty’s
procurement requirements. During 2013, Liberty’s weighted
procurement spend from BEE suppliers amounted to
R3,3 billion (2012: 2,7 billion) with spend from BEEaccredited vendors rising from 77,8% in 2012 to 85,7%
in 2013.

Preferential procurement
Preferential procurement aims to ensure that black
businesses in South Africa have access to markets. During
2013, we met our targets for preferential procurement and
scored 15,85 points out of a possible 16. Standard Bank is
a level two BEE contributor and classified as a value adding
supplier, a benefit that accrues to those that utilise the
bank as a supplier. Addressable spend refers to the
third party spend with suppliers where we are able to influence
spend through negotiation or other mechanisms. The
addressable procurement spend in South Africa amounted
to approximately R17,2 billion (2012: R16,0 billion).
Standard Bank’s weighted procurement spend from BEE
suppliers in 2013 amounted to R16,1 billion, an increase of
38% compared to 2012. Some 68% of our total procurement
spend in South Africa is spent with our top 100 suppliers,
80% of whom have a level four BEE rating or better.
Finding ways to increase our procurement spend from blackowned and black women-owned businesses is a strategic
focus area. We have started undertaking monthly portfolio
reviews where sourcing specialists report on progress against
plans and targets to diversify under-represented portfolios by
redirecting as much of our procurement spend as possible to
black-owned and black women-owned businesses operating
in these commodity areas. We provide training for our blackowned and black women-owned suppliers on our procurement
processes to ensure that they understand our requirements
and are able to meet our needs in a sustainable manner.
Group Vendor Management and Procurement encourages
business units to utilise the services of black SMEs and a list

Rest of Africa
Localisation
Many African countries are increasingly putting processes in
place to transform their economies, including indigenisation
(ownership) or localisation. We engage constructively in
debates on these developments in an effort to balance the
legitimate expectations of nations with the reasonable rights
of investors. We take a multi-faceted approach to localisation
and our relevance in the market, taking into account what
we do for our staff, our contribution to socioeconomic
development, industry development and job creation.
Ownership is an important element of this, and where
legislation requires that local shareholders hold a percentage
of the shares in the local operation, we comply.
In Namibia we are a signatory to the Namibia Financial Services
Charter and in Nigeria we support the Central Bank’s Financial
Inclusion Strategy. In Uganda, our focus is to remain aligned to
the local government’s transformation priorities set out in the
country’s Shs54 trillion (R224 billion) National Development
Plan. In line with our proposals for indigenisation and economic
empowerment to the Government of Zimbabwe, we have
set up a USD20 million (R210 million) Stanbic Bank Wealth
Creation Fund. The fund targets entrepreneurial activities
and to date we have financed youth empowerment projects
amounting to USD6,2 million (R59,3 million). Projects in
the following sectors have benefitted from this facility:
agriculture, manufacturing, services industries, commodity
traders and brokers, medical, hospitality, retail and wholesale,
telecommunication and mining.
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Hiring locally
When recruiting externally, we seek to reflect the markets
in which we operate by hiring locally wherever possible.
We are required to demonstrate that all reasonable steps
were taken to source talent locally before hiring from other
countries. Exceptions are made only when necessitated by
an existing local skills shortage or for specialist positions.
At December 2013, we had 125 executives and senior
managers working in the African operations, of which
81 were seconded from the South Africa operation. During
2013, we hired 127 executives and senior managers from
African countries other than South Africa.
Public sector banking
As African markets continue to grow and achieve their
economic development goals, the public sector will need
to expand in step. This creates opportunities for funding
large capital projects and public private partnerships.
This is a strategic priority for us as it enables us to
continue to grow and strengthen our presence on the
continent. Our public sector banking activities include
banking government entities and supporting government
programmes to increase their revenue streams. During
2013, we worked with the Mozambican Tax Authority
on its Single Electronic Window Project to facilitate
the collection of customs and to extend the electronic
collection solution to other sources of revenue. We
are working with the ministries of the Government
of Lesotho and private partners to move all manual
banking to electronic platforms to improve security and
reduce costs for the government. We also partnered
with the Government of Mauritius’s Treasury Foreign
Currency Management Fund as custodians of the fixed
income investments and in Swaziland we were awarded
the mandate to administer the Public Enterprise Loan
Guarantee Fund valued at USD17,2 million (R180,5 million).
Our work with government utilities takes on many forms
spanning a number of sectors. In 2013, Stanbic Bank
Zambia supported the Government of Zambia’s key
development plans including the Farmers Input Support
Programme, letters of credit for medical equipment and
medical supplies and a USD33 million (R346 million)
recapitalisation project of the Ndola Lime plant. In Malawi,
we partly financed the Government Farm Input Subsidy
Programme to the value of USD40,8 million
(R428,1 million) which supports the availability of high
quality fertilisers for smallholder farmers and ensures
national food security. We also work with donor funding
programmes. For example, we manage the funds the World
Bank has granted the Multimodal Transport Project in the
Democratic Republic of Congo, and we recently won a
mandate to provide banking and financial services to the
United Nations in Angola.
We actively engage with central banks in local financial
markets to facilitate the development of local payment

Natural capital

Total procurement spend
In 2013, Standard Bank’s total procurement
spend was

R35 billion,
a 3% decrease compared to 2012. Our top
three spend categories are human resources
and staff costs, information technology (IT)
and professional fees. We have a supplier base
of 12 197 (2012: 16 881) suppliers of which
45% and 43% are vendors situated in South
Africa and in the rest of Africa respectively,
with the remainder being vendors in the
international operation.
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systems, assist them in accessing international capital markets for funding, help raise and manage official foreign currency
reserves and implement monetary and exchange rate policies. For example, we provided the Reserve Bank of Malawi with
USD45 million (R472 million) in foreign currency hedging facilities to help the central bank meet its external obligations.
Procuring locally
To support the economic development of the countries in which we operate, we seek to procure goods and services locally
wherever possible. Our procurement policy and guidelines clearly set out the products and services that can be sourced locally
and those that must be sourced centrally through Group Vendor Management and Procurement. We encourage partnerships
between our South African-based suppliers and those in our operations outside South Africa to help facilitate skills transfer and
improve the capacity of local suppliers to meet our needs. A total of 47 partnerships are in place across four African countries,
covering sectors such as courier services, construction and IT.

Supporting education in South Africa
After a rigorous review of our CSI strategy for South Africa
and taking into account our past experience and the South
African Government’s clearly identified priorities in the
National Development Plan, we have agreed that our focus
going forward will be exclusively on projects that enhance
educational outcomes.
We have decided to exit the Adopt a School project as
the Department of Basic Education’s Dinaledi Schools
Programme has not delivered the desired results. For 2014,
we have selected new projects to drive access to quality
education and will partner with the National Education
Collaboration Trust, an initiative that will intervene at district
level to improve educational outcomes.
During 2013, our CSI spend in South Africa amounted to
R57,6 million (2012: R63,9 million). Of this, R37 million
(2012: R42 million) was invested in education, reaching
approximately 120 000 beneficiaries. Supporting education
provides us with a number of opportunities including the
end-goal of an improved economic climate which will
positively impact our business and the possibility
of recruiting the scholarship students we
support into the bank on graduation. Two of
our current programmes are the Standard Bank
Adopt a School Scholarship Programme and
the St. Stithian’s Thand’ulwazi Maths and
Science Academy.
The Standard Bank Adopt a School Scholarship
Programme has awarded 71 full scholarships
for university tuition since 2011, a total
investment of R33 million. To date, no student
has abandoned their studies and given that the
national dropout rate for first year students is
around 30%, the performance of our scholarship
students is more than acceptable. Eight of the
2011 scholarship recipients graduated at the end
of 2013. A total of 20 scholarships have been
reserved for learners in 2014.
The Thand’ulwazi Maths and Science Academy
at St. Stithians College provides tuition in
mathematics and science to learners from
schools in Gauteng township communities.

The programme continues to achieve excellent results and
while the overall National Senior Certificate pass rate for
Thand’ulwazi Grade 12 learners did decrease, the drop was
marginal from 99,4% in 2012 to 97,5% in 2013. This was
still ahead of both the regional and national pass rates for
2013 of 87,0% and 78,2% respectively. Some 58,8% of
the Thand’ulwazi learners achieved a university exemption,
compared to the national figure of 30,6%, and 75
distinctions were achieved across the subjects of accounting,
mathematics, life science, physical science, English and
maths literacy.
We also provide banking solutions to educational institutions
and are the transactional banker for 11 universities in
South Africa. Where feasible, we go beyond merely being
a university’s banker. For example, we participate as guest
lecturers and sit on university panel discussions. We also
partner with the University of Limpopo and the Nelson
Mandela Metropolitan University to host seminars delivered
by our own experts within the bank.
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Financing infrastructure and energy needs
A recent World Bank study estimates that the poor state
of electricity‚ water‚ port‚ road‚ rail and communications
infrastructure reduced economic growth in Africa by
two percentage points a year and cut productivity by as
much as 40%. The greatest share of this impact was in
sub-Saharan Africa. African governments are undertaking
large infrastructure projects to meet the urban needs of a
growing middle class and unlock the continent’s bulk mineral
resources.
This presents significant opportunities for providers of
finance. The introduction of the third Basel Capital Accord
(Basel III) however impacts the ability of financial institutions
to finance such projects as it favours shorter-term loans of
around five years meaning that banks carry higher costs for
long-tenure projects. This will require closer collaboration
with development finance institutions to find ways of
refinancing deals and extending tenure. Our cross-border
capabilities and our relationships with development finance
institutions, export credit agencies, multilateral development
banks, as well as our strategic partner, the Industrial and
Commercial Bank of China (ICBC), positions us well to carry
out major infrastructure transactions and our aim is to
become a leader in funding infrastructure projects that create
sustainable long-term solutions for Africa’s people.
In Ghana, we have signed a USD9 million (R87 million) loan
agreement with Subah Infosolutions to help develop the
country’s IT infrastructure and we closed a USD20 million
(R195 million) loan deal with Western Diamond Cement
Limited to build a one million metric ton per annum cement
production plant in the western region. In Angola, we are
providing financing to rebuild the Catumbela airport, and to
reinforce the stability of the electrical system and increase
the capacity of the electrical transport lines in the Soyo
region. In Swaziland we are looking to be a lead financer for
an upcoming infrastructure project for Swaziland Railways and
in Mozambique we have been appointed the escrow bank to
manage the escrow account for the USD725 million
(R7 billion) Maputo-Catembe Bridge and its link roads.
In South Africa we are providing finance for the construction
of the R420 million Paardevlei Private Hospital.
In 2013, Standard Bank sold its interest in both the South
Africa Infrastructure Fund and the Africa Infrastructure
Investment Fund to Liberty for R261 million and
R242 million respectively. We are still involved in the Pan
African Infrastructure Development Fund, an equity fund
which assists African economies in meeting their capital
requirements in financing infrastructure investments. Sectors
targeted are energy, telecommunication, transport and water.
During 2013, our capital contribution was USD1,9 million
(R18,3 million) and our total contribution to this fund to date
is USD12,2 million (R117,6 million). We have also committed
USD17,9 million (R172,6 million) in debt financing to the
South East Asian Assets Fund and our exposure to this fund
at the end of 2013 was USD9,6 million (R92,6 million). No

additional commitments can be drawn as the investment
period has closed and we expect to exit the fund in the next
two years. The East Africa Investment Fund was repaid in
November 2013.
Real estate is also central to economic activity and in Africa
many countries have under-invested in property development.
In 2013, we focused on understanding the risks associated
with financing real estate projects in the rest of Africa and to
tailoring financing solutions to meet our clients’ needs. During
the year, we concluded a transaction to refinance the Ikeja
Mall in Lagos, Nigeria, for USD70 million (R675 million) and
another to finance the Garden City Mall in Nairobi, Kenya, for
USD36 million (R347 million), currently under construction.
We have also worked to grow our relationship with large South
African real estate companies that are expanding into the rest
of Africa. We have entered into a joint venture with Shoprite
Holdings and Resilient Properties to develop a number of
new retail malls in Nigeria, with a joint committed equity
investment of R1,5 billion. STANLIB, our asset management
business, has recently launched a USD150 million
(R1,4 billion) Africa Direct Property Development Fund with
plans to build commercial real estate in Ghana, Kenya, Nigeria
and Uganda. Our key objective is to grow our real estate
finance book in the rest of Africa by 25%.

Providing energy to Africa
Our financing experience in the energy sector positions us
to help our clients meet their increasing energy demands
through both conventional power generation (coal and
gas-fired power) and renewables. Conventional power
generation is critical to ensuring the reliability and security
of energy required for economic development in Africa,
particularly as the transition to new sources of energy will
require time and considerable investment. Our challenge
is to balance supporting our clients in the coal industry
while financing other sources of energy such as natural gas,
nuclear, hydro-electric and renewable energy. Our financing
of renewable energy projects is discussed on page 96.
We were appointed as the management team and advisor to
KIBO Mining’s Rukwa coal mine and power station project in
Tanzania, estimated to generate 350 megawatts of electricity
when complete and we have facilitated a five-year trade
facility for Zambia Electricity Supply Company. In Zimbabwe,
we have provided funding of USD45 million (R434 million)
to support the continued supply of electricity from Hydro
Cahora Bassa in Mozambique and USD20 million
(R193 million) to the Zimbabwe Power Company to pay
an outstanding loan to the China Exim Bank which further
unlocked USD354 million (R3,4 billion) for the Kariba South
Power Station, a hydro-electric dam in the Kariba Gorge
of the Zambezi river basin. Kenya, East Africa’s largest
economy, relies heavily on hydro-electric dams for power,
which often becomes a challenge during times of recurring
drought. Together with the IFC we concluded a financing
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CSI spend breakdown

package for the development of a EUR82 million (R1,1 billion),
80 megawatt heavy fuel oil power plant for Gulf Power Limited
which will become a crucial supplier to Kenya’s power utility
when the country’s hydro-electric generating capacity becomes
constrained.

(Standard Bank South Africa)
10,2
0,9
10,4
2,3
63,9
12,3

Education (2012: 65,6%)
Health and wellness (2012: 13,3%)
Arts and cultural development (2012: 2,0%)
Corporate philanthropy including employee matching (2012: 8,8%)
Humanitarian Relief Fund (2012: 0)
Operating costs (2012: 10,3%)

Note: as of 1 January 2013 enterprise development spend was
no longer included in our reporting on CSI in South Africa. The
work and expenditure continues but is now located in the
Enterprise Development unit.

All over South Africa, the ability of children
to learn is hampered by lack of electricity,
particularly those children that get home
from school as the sun is setting so that
by the time they start their homework
it is too dark for them to read or write.
We have donated

10 000 solar lamps
to school learners. Powered by the sun these
solar lamps provide up to 16 hours of bright
steady illumination.

Direct investment in infrastructure by sector
(Standard Bank)
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Energy (R24,7 million)
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Telecommunications (R7,7 million)
Transportation (roads, rail, ports) (R10,2 million)
Water (R0,5 million)
Mining and metals (R0,7 million)
Other including real estate (R88,0 million)

Early in 2014, we sealed a USD350 million (R3,4 billion)
financing agreement with General Electric aimed at increasing
access to power infrastructure, targeting ten countries namely
Angola, Ethiopia, Ghana, Kenya, Mozambique, Nigeria, South
Africa, South Sudan, Tanzania and Uganda and will include
project finance, equipment finance, trade finance and advisory
services. Prospective beneficiaries of the partnership include
independent power producers, infrastructure projects, industrial
manufacturers, natural resource companies, food and agricultural
processors, SMEs and other potential borrowers.

Empowerment financing
Targeted investment refers to the financing of projects
that address gaps or backlogs in South Africa’s economic
development, through debt financing, credit extension or equity
investment. At December 2013, our targeted investments
amounted to R13,6 billion (2012: R7,4 billion). Included in
this is the debt and equity financing we provide to public or
private sector infrastructure projects that support social and
economic activity in historically underserviced areas, increasing
productivity and bringing them into the mainstream economy.
Generally, the infrastructure projects we finance facilitate access
to electricity, construction of roads and rail links, large-scale
public transport, government head offices that often generate
small enterprise trading activity in the vicinity, and water,
sanitation and sewage works. Tendering authorities require that
provision is made in transformational infrastructure deals for
broad-based BEE and preferential procurement as necessary
conditions for successful bids. At December 2013, our total
transformational infrastructure lending amounted to R1,1 billion
(2012: R156 million). The 2012 reported figures have been
restated to align to the FS Codes.
BEE transaction financing is the supply of debt financing and
equity investments in BEE companies other than SMEs. We have
set a cumulative empowerment financing target of R8,8 billion
by the end of 2015. Our weighted average balance for 2013
amounted to R5,5 billion, 25% up from our 2013 target of
R4,4 billion. We regularly review the performance of the
finance granted to a targeted investment project. Where the
facility is found to be underperforming, we consult with the
relevant parties to revise the facility’s terms to ensure it meets
its obligations and creates value for the BEE parties during
and upon maturity of the financing granted. During 2013, we
provided advisory services and funding on Discovery’s
R1,3 billion BEE transaction enabling Discovery to extend the
maturity of its BEE scheme from 2015 to 2017. We also advised
and funded in excess of R1,2 billion empowerment debt in the
Renewable Energy Independent Power Producer Procurement
(REIPPP) Programme.
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Inclusive financial services
Finding ways to include the millions of economically active
people in Africa who fall outside the mainstream financial
sector is essential to our sustained profitability in emerging
markets, and contributes to the broader socioeconomic
development potential of the countries in which we operate.

South Africa
Inclusive Banking
According to FinScope South Africa 2013, 67% of the adult
population in South Africa are banked. To effectively reach the
unbanked or under-banked market, we must understand the
needs and requirements of these customers. As affordability is
a key requirement, we need to implement innovative banking
models and find ways to offer these products and services at a
low cost for our customers and the bank.
Our inclusive banking strategy is to make available banking
products and services that are simple, transparent,
convenient and affordable to financially active people
in South Africa who typically earn less than R8 000 a
month. Our Inclusive Banking unit conducts community
needs assessments to determine the appropriateness of
our products and services for the low-income market. Our
AccessBanking suite of products includes transactional,
savings, loan and insurance products.
Challenges in servicing this market include increased
competition, consumers’ limited knowledge about our
products and services and low account activity, as well
as migrating customers to alternative low-cost channels.
Inactivity is defined as no customer-initiated transactions
(excluding balance enquiries and statements) performed
over time, with the balance on the account being zero or
in debit. While customer acquisition remains core to the
Inclusive Banking model, the number of active accounts is
central to achieving the objectives of the FS Codes. To this
end, during the year we concentrated on selective acquisition
and encouraged customers to utilise their accounts through
on-boarding initiatives and new incentive schemes such
as earning a bonus on the AccessSave account should the
customer meet the set savings target. During 2013, we
integrated the AccessBanking offering and how the products
are used into the storyline of three South African television
soap operas which reach approximately 89% of the Inclusive
Banking market, and promoted the offering through a
Standard Bank soap opera broadcast on 17 local radio
stations which serves to broaden market awareness of our
products and channels.
We have 100 AccessAgents throughout South Africa who
serve as the mobile sales force for our Inclusive Banking
offering. These agents are sourced from within local
communities and from external recruitment companies. They
are provided with around three weeks of sales training before
they are able to open accounts and facilitate transactions.
Due to low levels of new account activations through the
AccessAgent network, we downscaled this resource from

1 500 to 100 agents in 2013. A considerable number of the
1 500 AccessAgents were inactive and those that were not
retained were given the standard 30-day notice period and
retrenchment compensation.
To open an AccessBanking account, a customer requires an
identity document and must have their photo taken. Using
a handheld application to read the barcode on the identity
document, the AccessAgents submit the information for
verification to the Department of Home Affairs. Once the
account is opened, an account application is enabled on the
customer’s cellphone that allows basic services and transacting.
The time taken to open a transactional account or activate a
basic insurance policy is approximately ten minutes.
During 2013, we focused on places of employment as
channels to acquire new customers and open accounts. A
clear acquisition plan is in place and we have established a
holistic value proposition that is relevant to both employers
and their employees. Our AccessAgents participated in
formally arranged Bank Days at places of employment and
this quality, targeted acquisition plan will continue to be an
area of focus in 2014.
During 2013, we acquired an average of 100 855 Inclusive
Banking customers per month, bringing the total number of
Inclusive Banking customers with a transactional account to
6,8 million (2012: 6,2 million), representing 71%
(2012: 71%) of our Personal Banking customer base in
South Africa. Some 69% of AccessBanking transactional
accounts are active (2012: 80%). In 2013, we granted
AccessLoans to 174 100 customers to the value of
R1,6 billion. Our loan exposure to this market is around
R2,9 billion (2012: R3,3 billion), of which 73% (2012: 80%)
of our AccessLoan customers hold an AccessAccount with us.
The non-performing loan rate on this loan book was 21%.
Having revised our risk appetite for lending to this market,
the number of our AccessLoan customers has decreased from
450 724 in 2012 to 377 989 in 2013.
Consumer education
We provide consumer education to our Inclusive Banking
customers to ensure they have the necessary information
to make more informed financial decisions and to engage
with the financial sector with increased confidence. Content
covers budgeting, savings, credit, insurance and the basics
of banking. This supports our Inclusive Banking strategy
and in 2013, we spent a total of R20,2 million on consumer
education, a 34% increase compared to 2012.
In 2013, 96% of our consumer education initiatives were
delivered face-to-face through classroom-based learning
(2012: 98%). Our programmes target adults and the youth,
as well as our customers and the broader community. In
2013, 54% of the programmes reached urban society with
46% directed at rural communities.
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During 2013, we introduced community-based workshops
to deliver a personal financial management programme and
a financial literacy awareness campaign using communitybased radio. These, together with the schools-based Winning
Teams Programme and Teach Children to Save campaign,
were our flagship consumer financial education projects
for the year. We also introduced a rigorous monitoring and
evaluation framework during the year, which will enable
us to determine the impact and efficacy of our consumer
education programmes in the future. Looking ahead, we will
extend our community-based workshops to additional areas
and extend our radio campaign to African language stations.
Over the medium term we aim to build a more cost-effective
and sustainable consumer education model utilising both
our trained staff as facilitators and external communitybased facilitators. This will be piloted in 2014 and closely
monitored to determine the feasibility and business case for
this approach.
Affordable housing
In the personal affordable housing market, our approach is to
finance quality affordable housing units for households with
income levels of between R5 500 and R18 000 a month.
Our current affordable housing home loan book value is
R17,9 billion, a 22% increase on 2012. We hold a 35% share
of the affordable housing market in South Africa, financing one
in every three houses.
In 2013, we financed R4,0 billion (2012: R3,6 billion) in
affordable housing loans through 12 220 (2012: 12 537)
home loans. Some 81% of this finance was disbursed to
first-time home buyers. Low-income earners who belong
to pension and provident funds can enter into finance
agreements with Standard Bank’s Pension-backed Lending
unit to buy, build or renovate a home. In 2013, this unit issued
loans to the value of R370 million (2012: R413 million).

of mortgage repayments. We consider factors such as
combined household income and the contributions other
family members make towards expenses. The implementation
of regulatory capital requirements introduced by Basel III will
impact our affordability calculations, and in response we are
developing innovative ways to ensure that our customers in the
low-income segment are able to access home loans.
Our borrower education course is voluntary and provides firsttime home buyers with information on the processes involved
when buying a home and the roleplayers in a housing transaction
and their respective obligations, as well as helping homeowners
make sense of key terms. The intervention also covers managing
home ownership, a homeowner’s rights, expected expenses,
budgeting and steps to take should the homeowner be unable to
meet their monthly payment obligation. This year our borrower
education course was delivered face-to-face in a classroom
environment. We have developed an online version due to be
launched in 2014. During 2013, 848 customers participated in
this programme (2012: 205 customers).
During 2013, we signed a finance contract with the
European Investment Bank which sets aside up to €30 million
(about R433 million) for the financing of affordable housing
developments. Not only will the agreement improve housing
for South Africans but it is expected to create around 6 500
construction jobs. Selected housing schemes are expected
to be implemented by 2017. When involved in affordable
housing developments, we screen for environmental risks and
we promote environmental considerations such as the use of
solar water heaters. During 2013, a total of 1 666 affordable
housing units were funded and our financing for affordable
housing developments amounted to R59 million
(2012: R18 million).

Liberty

High levels of customer indebtedness are a particular challenge
when providing housing finance to low-income earners. We
review our affordability calculations regularly and aim to
provide a holistic solution that looks beyond the affordability

Liberty aims to meet the needs of the emerging consumer
market which it defines as individuals with a personal income
below R11 000 per month. The financial products most
useful to this market are those that are easy to understand,
transparent and clearly linked to defined needs such as
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funeral cover and savings towards education. As distribution
is an important factor in ensuring product accessibility,
Liberty sells and services its products and services to the
emerging consumer market segment through a range of
channels including independent brokers, Standard Bank
branches and call centres, and dedicated Liberty emerging
consumer market sales and distribution channels. Liberty’s
Emerging Consumer Market unit has dedicated teams located
in all nine provinces in South Africa and at December 2013
it employed 976 (2012: 1 048) advisers. In addition to its
specific products targeting the low-income market, Liberty
also strives to ensure that the terms of its standard products
do not hinder access. For example, STANLIB has maintained
a debit order minimum of R50 on its general equity fund to
increase accessibility to lower income consumers.
Growth in this business segment was hampered in 2013
by the continued financial stress experienced by consumers
and a delay in the opening of six emerging consumer market
branches, which Liberty now plans to open in early 2014.
In addition, Liberty will adopt a new operating model in
2014 which will focus on achieving higher productivity and
improving the number of policies taken up. At
December 2013, Liberty had 1 667 045 policies in force
for this market segment (2012: 1 624 280 policies). This
includes Standard Bank’s funeral plan policies. During the
year, Liberty launched the Education Benefit offered as a
rider to the underlying Standard Funeral and Comprehensive
Funeral plans, as well as a range of value added services
from airtime to extended legal cover and discounts on the
purchase of tombstones. These products have been well
received with 27 864 policies sold by year end.
In 2013, Liberty invested R7,3 million (2012: R4,0 million)
in financial literacy training initiatives with 48 802 people
participating in workshops held in targeted communities and
worksites. The training covered the importance of financial
management, saving, responsible borrowing and long-term
protection. Trainers were sourced from the community and
empowered to run their own enterprises. In 2013, Liberty
empowered 49 such trainers by upskilling them through the
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Train-the-Trainer Programme and helped to establish three
new training businesses. The financial literacy programmes
were held in the Eastern Cape, Free State, Gauteng, KwaZuluNatal, Limpopo and Western Cape. STANLIB invested a further
R2,8 million in financial literacy programmes.
Detailed information on our Inclusive Banking offering
in South Africa can be found at: socioeconomic>
inclusive financial services in South Africa.

Rest of Africa
Our inclusive financial services offering, targeting low-income
earners, is at a more mature stage in the South African
operation than in the rest of Africa. However, in countries
such as Namibia and Nigeria where financial sector charters
and codes exist, we have introduced inclusive financial
products. Of strategic importance to us is developing the
technology and partnerships with mobile network operators
to improve financial inclusion. Our progress is detailed on
page 86.
In most countries in Africa, less than 1% of the population
has any form of insurance. We assist customers in mitigating
their insurance risks through our Bancassurance solutions
available in 14 African countries. Bancassurance is the
distribution of insurance products through Standard Bank’s
distribution channels which lowers costs and enables us
to offer our customers the benefit of convenience and
competitively priced solutions. Our Bancassurance business
is supported by life insurance offerings from Liberty Life
Africa in Botswana, Kenya, Namibia, Swaziland and Uganda.
Cost-effective and affordable funeral policies are provided
to the low-income market which allows for the inclusion of
family members, as well as extended family members such as
parents and other dependant relatives. We also have asset
management businesses in eight African countries outside
South Africa to support the wealth management needs of
our customers. At December 2013, this business held around
750 000 policies (2012: 700 000 policies), of which more
than half are held by low-income customers.

Affordable housing finance
(Standard Bank South Africa)
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Facilitating trade
A large proportion of consumer goods sold in trader markets across Africa originate from China. As China-Africa trade is normally
denominated in dollars, the bypassing of the United States dollar helps to reduce the cost of doing business for both Chinese
and African companies. Currently yuan accounts account for less than one percent of the total China-Africa trade settlements,
but the proportion is increasing rapidly and there is room for growth. Three years ago, through our strategic partnership with
ICBC, we developed renminbi accounts and introduced renminbi cash and settlement solutions. We now facilitate a number of
renminbi deals, for a variety of ordinary trade in goods such as machinery and capital equipment, as well as basic goods such as
electric appliances and clothing. Demand for the yuan has picked up in Angola and Namibia for trade settlement purposes, as well
as in Zimbabwe and Zambia for investment purposes. Businesses are able to buy renminbi currency and open renminbi accounts
in their country of residence, as well as open accounts in China. Having a bank account in China offers a variety of payment
alternatives including making direct deposits or transfers into suppliers’ accounts or withdrawing cash from ATMs and branches
across China. There has also been a steady increase in enquiries across the continent for personal remittances in yuan, where
Chinese individuals, working in Africa, need to remit a portion of their salaries home.

Supporting SMEs
An active and expanding SME sector is essential for economic growth and for alleviating poverty through the creation of
self-employment opportunities, particularly in emerging markets. It is estimated that the total credit needed by both informal
and formal SMEs in sub-Saharan Africa is between USD140 billion and USD170 billion (R1,5 trillion and R1,8 trillion), presenting
a great opportunity for the banking sector in meeting their finance requirements.

South Africa
SMEs account for almost half of South Africa’s gross domestic product (GDP), up to half of the formal wage bill and some
60% of private sector employment. In addition to cyclical factors, SMEs face a number of specific challenges including access
to affordable credit, business management skills, infrastructure costs, regulatory and labour requirements, crime and access
to markets.
Access to affordable business credit is where banking can make the greatest contribution to the SME sector, however on its own
access to credit is not enough. A well-coordinated approach from a wide range of public and private stakeholders is required to
cultivate an environment that encourages and sustains the SME sector. We work with a number of stakeholders including provincial
and local government departments, SME development agencies and our corporate customers to address the needs of the
SME sector.
Small and start-up enterprises
Our Small Enterprises unit focuses specifically on small, micro and start-up businesses with an annual turnover of less than
R10 million. We have more than 90 specialists, across all nine provinces, trained to provide banking services and support to these
businesses and we are working towards providing a holistic product offering including credit solutions together with risk management
and cash management solutions, that will enable our small enterprise customers to manage their finances effectively and ultimately
improve their credit worthiness. At December 2013, we banked more than 722 000 small, micro and start-up enterprises
(2012: >678 000 small businesses).
Financing small businesses is challenging, given the difficulty in assessing their ability to repay due to their lack of collateral and
financial statements. We believe that credit should be treated as one element of a complete financial management system, and
not become a burden that compounds the challenges businesses already face. We offer credit solutions ranging from simple
overdrafts and asset financing to working capital and trade finance solutions. We use either scored or intuitive lending systems
to evaluate these businesses for credit. This approach allows us to consider and potentially lend to a diverse range of customers
subject to robust evaluation and appropriate pricing, taking into account market risk and our risk appetite in particular sectors.
We also factor in the regulatory requirements associated with the credit under consideration.
Scored lending is founded on scored assessment using credit bureau information together with an assessment of the customer’s
financial information, particularly their cash flow records. This makes the loan application process easier for customers borrowing
smaller amounts and who do not have comprehensive financial statements. Intuitive lending applies to larger loan amounts and
more complex credit products, and uses expert assessment of comprehensive financial records.
Our command centre streamlines the loan application process for small enterprises through faster processing response times,
making credit granting decisions generally within 48 hours. During 2013, we advanced over R5,4 billion in new advances to small
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and start-up enterprises, up 26% on 2012. Our total lending
to small and start-up enterprises exceeded R14,5 billion at
December 2013 (2012: R14,5 billion).
To make intuitive lending decisions, staff require skill and
experience. In response to the shortage of skilled employees
at frontline and the credit granting stage, we are establishing
a Business Banking Academy to ensure that our business
bankers have a consistent and appropriate level of skill. Our
business bankers also have the opportunity to study towards
a National Certificate in Financial Management through our
learning and development initiatives.
We have also implemented a number of additional support
mechanisms to assist small enterprises. The BizLaunch
account is a full service banking offering designed specifically
for start-up businesses which includes value added services
and products to help customers manage their businesses
more effectively and build effective financial records.
BizLaunch has been well received and at December 2013,
over 44 000 packages had been sold. In addition, small
enterprises can access the BizConnect small enterprise web
platform which provides expert advice on how to manage
a small business effectively and the BizDirect Response
Centre, a dedicated call centre that provides customers with
faster and more convenient access to specialist consultants
for service-related queries, as well as some transactional
functions. The call centre removes the geographic barriers
that would normally hinder access to a relationship manager.
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Enterprise development
Enterprise development is about ensuring that SMEs have
meaningful opportunities to access markets, finance and
long-term business development. We use an integrated
enterprise development model that combines access to
finance, non-financial business development support and
access to market opportunities for SMEs in corporate supply
chains, with a particular focus on black-owned and black
women-owned businesses. Our enterprise development
spend for 2013 amounted to R27 million, 0,23% of Standard
Bank South Africa’s net profit after tax. The growth of our
black SME loan book was 9% in 2013 and our loan exposure
to this segment of the market at December 2013 was around
R2,6 billion.
The Department of Trade and Industry’s revised Codes for
Broad-based Black Economic Empowerment (dti codes)
require that corporates provide supply chain opportunities
to SMEs. During 2013, we refined our customer value
proposition for corporate and public sector clients who are
initiating supplier or enterprise development programmes.
As corporates begin to understand that these development
programmes are a key commercial differentiator in the
market, this presents us with the opportunity to provide
working capital to participating SMEs.
Our aim is to use our enterprise development initiatives to
help SMEs grow their business, acquire market opportunities
in corporate and public sector value chains, as well as to
provide them with funding to help build a sustainable
enterprise and in the long term contribute to job creation.

Standard Bank Centre for Agribusiness
Leadership and Development

The Standard Bank Centre for Agribusiness Leadership and Development has initiated a number
of Agric Leadership Imbizos (gatherings or dialogues), facilitated by an experienced discussion
leader and attended by agricultural leaders, academics, researchers, industry representatives
and farmers who debate issues and address sector concerns such as transformation, land reform
and BEE legislation. In 2013, farmers and leaders in the agricultural sector participated in an
imbizo on water at the Standard Bank Global Leadership College. The dialogue was aimed at
building a shared understanding of best practice in water use, of government policy
developments and key issues that the sector must resolve.

The Standard Bank Centre for Agribusiness
Leadership and Development, in partnership
with the University of Stellenbosch, supports
agricultural development, growth and
transformation in South Africa. Together with
PricewaterhouseCoopers, we have developed a
short course for the centre through which third
party business development support providers
in the agricultural sector can gain National
Qualifications Framework accreditation. This will
help smallholder and medium-scale commercial
black farmers get structured support to access
markets, finance and other players in the value
chain. In 2013, we increased our investment in
the centre from R3,2 million over the past three
years to R5,1 million over the next three years.
Since its inception in 2009, the centre has driven
crucial engagement and thought leadership in
the South African agricultural sector and has
established itself as a credible and independent
source of insight for government and the
agriculture value chain as a whole.
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We have entered into a corporate scheme for SMEs in the
construction sector where we will provide working capital
finance at discounted rates, business development support
and general banking services for SMEs that have been
awarded government and corporate contracts.
We facilitate market access by identifying opportunities
in corporate supply chains and linking SMEs to our own
procurement department and to our corporate clients that
are seeking SME suppliers in their supply chains.
To ensure that we provide quality and consistent business
development support, we have developed a panel of
accredited third-party providers that act as advisors,
strategists and mentors. We measure the success of these
interventions by assessing whether the business development
support has enhanced efficiencies in SMEs’ business
operations as well as to what extent they can successfully
access finance and corporate supply chains. During 2013,
277 (2012: 108) SMEs received non-financial development
support, of which 94% were black-owned businesses.
To develop our own suppliers, the Supplier Development
Programme increases the capacity of our black-owned and
black women-owned businesses to meet demand. A total
of 22 suppliers are receiving 12 months of coaching and
mentoring with a business development service provider
appointed by the bank. These suppliers have a black
ownership level of 50% or more and a BEE rating of level six
or better. We also have a Preferential Procurement enterprise
development programme that targets black SME vendors
or potential vendors within the cleaning, security, learning
and development, and marketing and advertising service
areas. A total of 13 SMEs are participating in this programme
and the Group Vendor Management and Procurement unit
is working closely with the business development support
provider to ensure the effective transfer of skills, knowledge
and process to these businesses. Both programmes help our
SME suppliers to increase their capacity to supply services to
the bank, enabling us to procure from them sustainably and
positioning them to gain market access. The programmes also
help us understand the nature of these suppliers, the stages
of their business cycles, their ability and readiness to take on
additional capacity, as well as their funding requirements.
We also support projects which assist start-up entrepreneurs,
particularly in rural and non-metropolitan areas, to grow into
established and sustainable small enterprises. We identify
entrepreneurs who show potential to be sustainable and help
link them to appropriate markets. Business development
service providers assist with financial management skills and
compliance with relevant legislative requirements such as
taxation and VAT. In addition, we plan to introduce a debt
rehabilitation programme to help businesses with poor credit
ratings to clear their names so that they become bankable.

In 2013, we supported the following programmes targeting
small and micro enterprises:
•

Micro Enterprise Business Development Programme:
91 participants.

•

Entrepreneurial Skills Development and Job
Placement for the Deaf and Hard of Hearing
Programme: 34 deaf and hard of hearing people have
graduated to date.

•

Mutale Agribusiness Development Support
Programme: 50 farmers participating.

•

Market Access and Product Cluster Development
programmes: 125 farmers participating.

The growth of the agriculture sector supports economic
development in rural areas by creating rural employment and
halting the momentum of urban migration. We recognise
the need for economically sustainable black commercial
businesses in the sector to secure its growth and drive our
profitability in this market. Our total black agriculture
book at December 2013 was R242 million
(2012: R122 million) and our target is to grow this to
R1 billion by 2015. To help smallholder farmers access
credit, we ensure that the actual produce is properly ringfenced during the production process and when it is ready
for harvesting. This methodology is better aligned to the
specific needs of emerging farmers without neglecting
the risks associated with agriculture. We have committed a
ring-fenced line of credit to finance black small and medium
farming where funds are distributed between the livestock,
citrus, grain and sugar industries over a three-year period
from 2010. To date, we have approved finance to the value
of R30,3 million and our target for 2014 is to increase this
to R100 million.
To further support these farmers, a tripartite structure is
put in place for each deal that includes the farmer, Standard
Bank and a management support agency which assists
with production, business and value chain management.
This approach has improved our understanding of how to
lower the risk of financing this market, which has enabled
us to increase our reach in the unbanked segment of the
agriculture market in all nine provinces. We also establish
relationships with merchants in the agriculture value chain
to help emerging farmers gain greater market access.
During 2013, we expanded our relationships with prominent
organised BEE agriculture organisations such as African
Farmers Association of South Africa (AFASA) and National
Emergent Red Meat Producers Organisation (NERPO).
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Rest of Africa
As many African countries are import-reliant, we identified
that the trade sector in Africa is the fastest growing sector
and that trade businesses tend to congregate in the same
areas and form massive informal trader markets. For the
past four years we have focused on developing innovative
solutions for wholesale and retail traders operating in these
markets. We offer services to SMEs in all African countries
we operate in, with particular emphasis on countries with
large trader markets such as Ghana, Kenya, Malawi, Nigeria,
Tanzania, Uganda and Zambia. We have simplified our
account opening forms and reduced account opening times
for this market.
SMEs in trader markets require convenient banking hours
and close proximity to bank branches. With Africa being
a primarily cash-based society, we created branches
conveniently located near informal markets, which reduce
the risk of transporting cash in congested areas and offer
extended business hours that mirror customers’ operating
hours. We have Cash Service Points in Uganda and similar
access networks in Kenya, Ghana, Nigeria, Tanzania and
Zambia. These channels have been well received by
the market.
Each SME customer has access to a dedicated relationship
manager, irrespective of the size or life stage of their
business. Our relationship managers and business bankers

Manufactured capital

Natural capital

across Africa attend SME-specific training interventions that
cover product knowledge and interventions that develop
sales and credit-granting skills. We offer savings accounts,
transactional accounts, investment accounts, lending
products, insurance and point-of-sale devices, as well as
trade and foreign exchange solutions. Standard Bank Africa
provides financial services to 209 913 SMEs across 14
African countries outside South Africa (2012: >181 000
SMEs). Our target for 2014 is to grow our SME customers
to more than 280 000. During 2013, SME deposits in our
rest of Africa business amounted to R10,8 billion, 46% up on
2012. In certain countries, we also offer insurance products
for SMEs covering death, disability, fire, flood and theft.
Bundled accounts reduce the cost of banking for SMEs and
provide customers with a clear idea of banking charges,
allowing them to price their own products and services
optimally. In 2014, we will launch bundled offerings in
Angola, Ghana, Kenya, Mozambique and Uganda, as well
as a revised bundled account in Nigeria.
Through engaging with SMEs it was clear that most do not
have audited or reliable financial statements and not all
of their cash flows through bank accounts. We introduced
the SME Quick Loan which used a new risk-scoring tool as
an alternative form of lending evaluation, aligned to risk
appetite. We engaged a service provider to implement the
customer scoring solution and signed a two-year contract

Mutale Agribusiness Development
Support Programme (enterprise development)
Extract: Through the Mutale Agribusiness
Development Programme, Rofhiwa
Tshialatshitsu has learned how to keep proper
records and to apply the correct amount
of chemicals to her crops. Last year, she
sold butternut to the value of R20 000 to
MassFresh as well as processing tomatoes
worth R220 000 to Tiger Brands. This created
35 seasonal jobs for a period of six months and
enabled her to donate some of her produce
to the local community for funeral meals. In
2013, she planted 12 hectares of tomatoes
(up from three hectares last year), and is
determined to fulfil her goal of 150 hectares
of mixed farming within the next five years.

Rofhiwa Tshialatshitsu, from Mutale Municipality in Limpopo, is a participant in one of our
enterprise development initiatives that helps aspiring farmers develop the necessary skills
and business acumen to ensure their success in the farming sector.

Our enterprise development programmes
assist smallholder farmers to gain access to
local, regional and international markets.
These programmes offer farmers skills training
in areas such as business management,
marketing, finance and costing, as well as
people management.
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for the exclusive use of the tool in Africa. We were the first
bank in the world to use this methodology to make business
lending decisions.
The first SME Quick Loans were disbursed in Kenya in 2010
and in 2011 we launched pilots in Ghana and Nigeria. The
basis of evaluation was two-fold, firstly the assessment
score and secondly a physical review of the business and its
viability. Since 2010 we conducted 32 907 assessments and
disbursed 19 704 loans to the total value of R1,4 billion.
Sales teams were established in ten countries and pilot
assessments were also conducted in Mozambique,
South Africa, Uganda and Zimbabwe. We found that the
assessment was not effective as the first line of defence
and the scorecard methodology resulted in unsustainable
non-performing loan levels and losses. In addition, loan
acceptance rates were much higher than mandated and could
not be brought into acceptable ranges in acceptable time
frames. In response, we introduced additional processes and
resources including:
•

Narrowing our target market and becoming
more restrictive.

•

Changing our approach to transaction-led with a focus
on existing clients with banking records rather than
new customers.

•

Moving away from unsecured lending by introducing
additional requirements such as personal guarantees and liens
over stock as well as additional credit evaluation methods.

We found that to ensure success we needed to improve the
quality of our staff, our ability to perform physical verification
checks and the robustness of our collection capability. As we
introduced more manual processes and deployed additional
resources we found that we relied less on the scorecard and
that our internal capabilities and processes yielded better
results. The SME Quick Loan is no longer being offered and
we are running down this portfolio as per the agreed terms
with our existing SME Quick Loan customers.
Being in the African market requires that we need to try
innovative ways of being relevant to our customers and
as such we need to be tolerant of failure. Although the
methodology applied to the SME Quick Loan product was not
as successful as we had hoped, we gained significant insights
which have been invaluable in guiding the way forward and
refining our propositions. We remain committed to the SME
market and our focus is now on offering our SME customers
relevant transactional products and services. Once we have
established a banking relationship with these customers
and understand their banking behaviours, we will consider
offering them lending options. Customer transactional
behaviour will be used to improve credit scorecards. We
still provide finance to SMEs in the form of working capital
finance, vehicle and asset finance and term loans, as well as
trade finance. During 2013, Standard Bank Africa extended
funding of R4,5 billion (2012: R3,9 billion) to SMEs.

Non-financial business development support in the rest of Africa
Investing in business support solutions strengthens the
sustainability of SMEs and in turn extends our reach and
capability in this market. We are exploring enterprise
development programmes as part of our bundled product
offering for SMEs in the rest of Africa. We are also
researching the existing development agencies to find
those that can provide us with affordable quality content
and which have the capacity to deliver training to as
many of our customers as possible. In Uganda, we partner
with Junior Achievement Uganda, a non-governmental
organisation that teaches the youth how to generate

wealth, create jobs that make their communities more
robust and develop entrepreneurial skills. Funded by
businesses, institutions, foundations and individuals,
Junior Achievement brings the public and private sectors
together to provide young people with high-quality
education programmes across the country, focusing
on secondary school students. As part of the Youth
Entrepreneurship Programme, Stanbic Bank Uganda
hopes to enrol 28 schools on the programme and
train 2 000 students and 100 teachers in
entrepreneurship skills.

Financial capital
Our financial performance and market conduct

Our brand
Acquiring and retaining customers
Treating our customers fairly
Lending and investing responsibly
Capital management and liquidity risk

In the 2013 Top Companies Reputation Index published by the
Mail & Guardian, Standard Bank placed second overall and first
in the financial sector category. Our financial performance and
corporate social responsibility contributed to our achievements, as
well as our ability to communicate effectively with stakeholders.
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2013 highlights
Remained competitive despite new entrants to the market
and the continued disintermediation of retail banking.
Retained our position as the largest provider of
residential mortgages in South Africa, with a 33,8%
market share at December 2013.
Standard Bank Group (SBG) was the highest-ranking
South African company in the Forbes list of 2 000
biggest companies globally, ranking 231st in the world.
Launched an internal Treating Customers Fairly (TCF)
Programme to create awareness and assist in meeting
TCF outcomes at every customer contact point and
throughout the life cycle of a product.
Implemented a social media service desk to deal with
queries received on social platforms.

R69 billion
home loans granted in South Africa
(2012: R64 billion).

21 101
employees from across the group attended

financial crime control awareness
workshops (2012: 12 075).

1 475 790
Standard Bank Africa customers were registered on the
SMS Alert service (2012: 553 498).

Successful launch of our loyalty and rewards programme,
UCount Rewards.

.
Measuring
performance
SBG produced a sound financial performance in 2013. Underlying
momentum in our business units was maintained during the year
with particularly pleasing growth evident in our subsidiaries in Africa,
excluding South Africa, where 44% growth in aggregate headline
earnings was achieved. Our results show headline earnings rose 15%
to R17 194 and a return on equity of 14,1%. The credit loss ratio
indicates the loss to the group resulting from the inability of customers
to repay loans. On average, in 2013, for every rand owed by customers,
the group incurred a loss of 1,04 cents. This is an improvement on
2012 where our credit loss ratio was 1,08%. The cost-to-income ratio
ended the year at 58,5%, down from 58,9% in 2012. The restructuring
process that was undertaken within Corporate & Investment Banking’s
(CIB) operations outside Africa in 2012, has resulted in a lower cost base
for these operations. However, translating these and other costs against
a weaker rand means that there is still pressure on our cost base which
will continue over the next few years as we roll out our core banking
system in South Africa.
Personal & Business Banking (PBB) achieved headline earnings of
R8,4 billion, 14% higher than last year with PBB South Africa increasing
earnings by 15% to R8,5 billion and PBB Africa reporting a loss of
R361 million. PBB’s return on equity declined to 18,5% from 19,4% in
2012. CIB recorded headline earnings of R6,6 billion, a 49% increase on
the prior year. The business unit’s return on equity improved to 14,3%
from 9,6% in 2012 following improved earnings and intensive focus on
capital utilisation in the year. Liberty’s results were particularly strong
with the highest headline earnings in ten years. Its return on equity was
at 24,7%, well ahead of the group’s medium term target levels.
We remain confident in our ability to grow revenues in a challenging
environment and will continue to focus on reducing our cost-to-income
ratio.

Loan portfolio per industry sector
(Standard Bank)
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In many of our African
markets there is still strong
potential for growing our
retail customer base.
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Financial indicators
2013 normalised
%

2013 IFRS
%

14,1

14,2✓

Return on equity

14

13✓

Cost-to-income ratio

58,5

56,8✓

Credit loss ratio

1,04

1,12✓

Headline earnings per ordinary share increase

✓

Externally assured (refer to assurance statement on page 104).

Key SBG indicators

2013

2012

2011

14,1

14,01

14,3

1

20

Financial results (normalised)
Return on equity

%
%

14

9

cents

533

455

425

Rm

1 694 293

1 564 8011

1 513 7471

%

16,2

14,31

14,3

Market capitalisation

Rm

209 381

190 937

156 889

Third party assets under management

Rbn

611

572

561

%

2,2

2,0

1,4

Standard Bank South Africa: retail customers²

11 790 000✓

11 079 000

>9 800 000

Standard Bank Africa: active retail customers

3 757 000

3 540 0001

>2 483 0001

Headline earnings per ordinary share increase
Distribution per share
Total assets
Total capital adequacy ratio

New insurance business margin
Customer base

Liberty – credit life policies in force

million

2,5

2,2

N/A3

Liberty – retail policies in force

million

2,7

2,6

N/A3

Equator Principles
Number of projects financed
Number of advisory services on project finance deals
Key Standard Bank South Africa indicators

13✓

16

9

8✓

13

20

2013

2012

2011

Market share
Mortgage advances

%

30,1

29,5

28,8

Instalment finance

%

18,8

19,1

18,4

Card debtors

%

27,7

27,5

30,61

Deposits

%

24,1

24,3

24,6

%

76

71

69
9

Customer race composition
African
Coloured

%

7

8

Indian

%

4

5

5

White

%

13

16

17

72 637✓

69 156

76 679

Customer complaints
Number of complaints
The Office of the Ombud for Financial Services Providers (FAIS Ombud)
Potential maximum exposure

Rm

5,3✓

9,9

N/A4

Amount settled by the bank

Rm

1,9✓

5,4

1,3

Amount claimed

Rm

21,2✓

28,7

28,9

Amount settled by the bank

Rm

4,6✓

3,7

9,8

Ombudsman for Banking Services (Banking Ombudsman)

1

Restated.
Active and dormant customers.
3
Not available.
4
New metric implemented from 2012.
✓ Externally assured (refer to assurance statement on page 104).
2
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Our brand
SBG’s brand strategy is to demonstrate how we move
customers forward through providing relevant banking
products and services across our different businesses and
operating regions. This includes positioning our strength
in Africa, our heritage, our pioneering spirit and our
ability to connect customers to the right solutions. We
view brand management as a strategic enhancer of value
for stakeholders and we monitor our reputation through
surveys, research among stakeholders and analysis of media
content, taking action to address key reputational issues
as they arise. The health of the Standard Bank brand varies
across our operating countries. In countries where we have
a long-standing heritage, we are well known and perceived
positively. In countries where we are relatively new, the
challenge is to build our brand and develop awareness of
what we can provide to the market. We are addressing this
challenge by engaging with each African operation to identify
what is required to develop the brand.
We take great care in protecting our trademarks and
preventing abuse thereof in the countries we operate in,
as well as in countries where we do not have operations
but have business interests. We constantly monitor our
trademarks for infringements and take the necessary action
to protect them.
Leveraging digital and social platforms enables us to build
our brand and remain competitive in the marketplace by
engaging with audiences that we may not otherwise have
reached. Our strategic approach to social media ensures
that business units and country operations implement social
media engagement responsibly. During 2013, we increased

the number of Standard Bank-branded social profiles to 31
from 25 in 2012. Social media strategies were implemented
in Namibia and Nigeria and we now have social communities
and dedicated teams in these two operations, as well as in
South Africa and Tanzania. Plans are in place to develop and
implement social media strategies in Ghana, Kenya, Malawi
and Uganda. Stakeholder groups using these platforms vary
from potential employees to Personal Banking customers and
from small businesses to representatives of corporate clients.
We monitor the number of Standard Bank ‘mentions’ across
all online platforms in real time and we measure sentiment
towards the brand over longer periods. This year, positive
sentiment in the social space surpassed negative sentiment
for the first time since social media monitoring began in
January 2010.

Recognition in South Africa
In the 2013 Top Companies Reputation Index published
by the Mail & Guardian newspaper, Standard Bank
placed second to Coca-Cola South Africa and first in
the Financial Sector Category. Conducted by Plus 94
Research, the index measures nine key qualities from
vision and leadership, communication and governance
to financial performance. We achieved 89,25 out of a
total score of 100. In addition, consumers have ranked
Standard Bank the Number One Brand in the consumer
banking category of the 2013 Sunday Times/TNS Top
Brands survey.

Contributing to national government’s Cultural
Growth Plan

Musicians participating in the Standard Bank National Youth Jazz Festival are
exposed to five days of intensive tuition by top jazz educators and to world-class
jazz performances.

For 17 years, our brand has been synonymous with jazz
in South Africa. We have exposed audiences to some
of the world’s best talent, given local artists a worldclass platform on which to perform and introduced and
educated young jazz stars of the future. The Standard
Bank Jazz Festival in Grahamstown hosts the National
Youth Jazz Festival which is South Africa’s main jazz
education and development project with some 350
young musicians benefitting annually from practical
teaching sessions by professional musicians. The
Standard Bank Joy of Jazz Festival supports a series of
development initiatives which in 2013 included jazz
camps for students from over 20 high schools, workshops
and master classes delivered by the world’s greatest
international jazz luminaries and a special ‘Jazz Cares’
performance for the disabled and elderly in the Diepsloot
area. In 2013, 5 857 temporary jobs were created for
the duration of the festival and black small and medium
enterprises (SMEs) in the sound, stage and transport
industries were targeted to meet our procurement needs.
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Acquiring and retaining customers
Our customers range from individuals and small businesses
to large corporates and governments. We drive customer
retention by effectively engaging with our customers
to understand their different needs, offering a relevant
customer proposition, maintaining robust governance and
risk management frameworks to facilitate transparent pricing
structures and responsible lending, and ensuring an excellent
customer experience and secure systems. Customer numbers
increased 6,4% to just under 11,8 million in South Africa
during 2013 and for the rest of Africa customers increased
from 3,54 million in 2012 to 3,76 million in 2013.
Banking with more than one bank is an emerging trend.
This, together with greater ease in shifting from one bank to
another and easier access to information through technology,
means that we need to work harder to grow and retain our
customer base in the face of increasing competition. In
addition, the growing number of customers who now directly
access services that were traditionally provided through banks,
otherwise known as disintermediation, means that we need to
move beyond providing products and services in a traditional
way. Technology is revolutionising the retail banking industry,
therefore to remain relevant we need to be flexible enough
to adapt our business model to adjust to a changing market.
In Africa, a great opportunity exists in enabling the transfer
of money between people, although to get this right we need
the right technology, partnerships and infrastructure. Our
new information technology (IT) implementations, discussed
in detail on page 84, will enable us to provide an excellent
customer experience and more convenient electronic methods
of transacting, as well as increase our understanding of how
customers manage their accounts which will further enable
cross-selling.
In many of our African markets there is still strong potential
for growing our retail customer base due to the majority of
people being unbanked, while in more mature markets we
need to attract customers away from competitors. To achieve
customer growth in these markets, we need to have strong
teams in-country and understand the local economy to inform
our strategic decision-making. Our focus is to acquire deposit
and transaction-led customers. As we increase the number of
profitable customers in Standard Bank Africa, this will drive
up earnings and enable us to build a deposit base, which will
then allow us to offer short-term lending within a specified
risk appetite and at the right price. Once we understand the
risk associated with these operations, we can then move into
bigger loans. Our targeted customer base in Africa is clearly
defined to include personal customers with a regular monthly
income, commercial businesses, SMEs and corporates.
In 2013, the number of credit life policies and the total
number of retail policies in force across Liberty’s businesses,
grew by 14% and 4% respectively. Death and disability
protection is the cornerstone of Liberty’ insurance product
offering. In 2013, total death and disability claims grew 8% to
R6,7 billion, providing much needed financial relief at times of
significant stress.

Retail customers: banking segment
(Standard Bank South Africa)
6,5

0,6

0,8

92,1
Personal Banking (2012: 92,5%)
Private Banking (2012: 0,7%)
Business Banking (2012: 6,1%)
Employees (2012: 0,7%)

Retail customers: gender composition
(Standard Bank South Africa)

50

50

Women (2012: 50%)
Men (2012: 50%)

Retail customers: age composition
(Standard Bank South Africa)
14
28

58
0 – 28 years old (2012: 29%)
29 – 55 years old (2012: 58%)
56+ years old (2012: 13%)
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Moving Forward
Shesha Tuks was launched in November 2012 after four
years of acquiring the necessary operating licenses and
approvals to transport passengers legally in tuk tuks. In
2013, we secured the exterior advertising on the vehicles
as part of our ongoing ‘Moving Forward’ brand campaign,
leveraging off the feel good feeling people get when they
make some sort of progress no matter how big or small.
In November, Shesha Tuks started operating Standard
Bank-branded tuk tuks within the Sandton area in
Johannesburg. A total of 25 franchisees commenced
business and the fleet has since increased to 33 with the
additional eight tuk tuks servicing the Rosebank area.
The nature of the relationship between Shesha Tuks
and the drivers is the same as that of a franchisor and
franchisee. Drivers pay a franchise fee to the franchisor
and are responsible for operating within the rules and
regulations of the franchisee agreement which includes
driving behaviour, terms and conditions attached to
licences and operating standards. The franchisee is also
responsible for growing their clientele and turnover to
their own benefit. The tuk tuk is supplied and funded by
the franchisor on an operating lease basis incorporating
the replacement of the vehicle at the end of its life span.

Operational services provided by the franchisor include
maintenance, warehousing, insurance, call centre and
booking services, corporate accounts, marketing and
uniforms.
Not only does this initiative create employment but it
also encourages Sandton and Rosebank commuters to
use public transport between meetings in the area or to
commute between the Gautrain station and their places
of employment.

“I wake up smiling every morning knowing that
I have the opportunity to make as much money
as I feel I’m worth. I make a positive difference
in the lives of people I work with as well as my
customers. As a man, a husband, and a father,
I know I can provide for my family” – Thomas.
“Shesha Tuks gives me the opportunity to take
control of my life and be my own boss” – Kenneth.
“Getting this opportunity could not have come at
a better time for me, personally. It’s teaching me
that my life can get better” – John.
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Treating our customers fairly
We prioritise treating our customers fairly, which is a core
SBG value. The TCF regulation being introduced by the
Financial Services Board (FSB) requires that we now take
deliberate steps to demonstrate, through our processes and
record keeping, our commitment to embedding fairness into
our culture and decision-making as the right way for us to do
business. TCF applies to all customer segments.
We are working with the FSB and participating in industry task
teams to contribute to the development of the TCF regulatory
requirements and we regularly engage with the FSB to test our
understanding of the regulator’s expectations. In 2013, we
participated in the FSB’s TCF Baseline Study and we launched
an internal TCF Programme to create awareness, identify
potential gaps in TCF practices and develop suitable measures,
information management, governance, reporting and control
mechanisms to assist us in meeting TCF requirements at
every customer contact point and internally. TCF has farreaching consequences and employees from the product
design phase through to the end use phase will be held
accountable. Work streams included in the TCF Programme
are staff training; performance, remuneration and incentives;
and change management. The SBG Board of Directors will take
primary ownership of TCF across the group and delegate the
responsibility for delivery to executive management.

Protecting personal information
A number of regulations require banks to treat all personal
information as private and confidential. Our policies and
procedures provide internal organisational safeguards for
data privacy aligned to regulatory requirements. Ongoing
employee awareness campaigns and training initiatives
re-emphasise the importance of confidentiality and privacy
and the Group Privacy Officer is responsible for overseeing
our privacy activities across all our operations. During 2013,
the total number of substantiated complaints received by
PBB regarding breaches of customer privacy in South Africa
was 319 (2012: 330).
CIB is a high risk area insofar as confidential information is
concerned. Private and public information areas are kept
separate to prevent the inappropriate flow of confidential
information, price sensitive information or material
non-public information. All CIB staff are required to do
compliance training when they join the bank and refresher
training thereafter. In addition, Business Compliance Officers
conduct regular face-to-face training for staff in high risk
areas. During 2013, no complaints were received from
regulatory bodies (2012: none).

Pricing
We encourage our customers to transact using convenient
and cost-effective self-service channels that enable us to
reduce our costs and pass these savings on to our customers.
We offer bundled pricing options which offer greater
transparency as customers are aware of their monthly
charges upfront. Outside South Africa, our focus is on

introducing simple and competitive bundled pricing options
for transactional accounts. Further price reductions are also
made possible through improving our processes through the
efficiencies offered by our new core banking systems and more
streamlined procedures such as paperless and remote account
opening processes. Our employees are trained to explain
our pricing options and are provided with tools to respond to
price discussions, to ensure that we sell the most appropriate
products to our customers based on affordability and need.
Customers are also able to use our online pricing calculators,
our individual country websites and our electronic and physical
brochures to help them choose the best pricing options to
suit their needs. In South Africa, our website and brochures
provide advice on how to reduce bank charges, as well as how
to manage an account to avoid extra costs such as overdrawn
or penalty fees.
We communicate consistently on price changes and
customers are informed in advance through various
mechanisms. In South Africa, day-to-day communication such
as emails and bank statements are delivered in English and
Afrikaans, however our pricing brochures are only published
in English. We constantly endeavour to become more
customer-centric and the ways in which we communicate with
customers are a key focus area for further improvement.
For 2014, we are increasing our fees for our Personal
Banking transactional customers in South Africa by an
average inflationary increase of 5,2%, after reducing our fees
in 2012 and keeping our fees unchanged in 2013. Business
Banking fees will increase on average by 5,5%. As a result,
the BizLaunch account for start-up businesses will increase
from R3,00 to R4,50 a day and the Elite Plus Account from
R99 to R104 per month. The Prestige Plus, Private Banking
and Consolidator Plus accounts will now cost R179, R299 and
R43 a month respectively. Our Inclusive Banking customers
can choose from two pricing options depending on their
requirements and transactional behaviour – pay-as-youtransact and the AccessAccount Plus bundle priced at
R59 a month.

Competition commission
The Competition Commission recommended in 2013 that
the Banking Association of South Africa (BASA) develop a
switching code to enable customers to change banks more
easily and conveniently. The updated Code of Banking
Practice now covers switching a transactional account to
another bank and commits all BASA members to make the
process as seamless and easy as possible.
The code informs customers of their role as well as that of
their previous and new bank. It also informs customers of the
risks associated with switching and catering for once-a-year
debit orders. We continue to make this transition as seamless
as possible for our customers who wish to move to another
bank and we offer a free debit order switching service. The
switching code does not relate to deposits and loans which
are individual contracts.
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Customer experience
Our objective is to deliver a ‘memorable, predictable and
consistent’ service on every interaction at every Standard
Bank customer touch point. We measure customer
experience through formally assessed and analysed customer
feedback which is used as a basis for improvement.
In South Africa, PBB’s target is to achieve a customer
experience rating of nine out of ten across all channels.
At December 2013, four channels out of a total of 11 had
achieved this target; with five of the remaining channels
achieving ratings exceeding 8,7. The scores were determined
by surveying 71 488 randomly selected Standard Bank
customers (2012: 71 130 customers). The survey is
conducted by independent external service providers and
takes place five times a year. In 2013, we focused on
improving customer experience in the self-service banking
environment, which resulted in a significant improvement
in service ratings and our investment in the development
of our staff in the Contact Centre has resulted in the team
achieving a sound improvement on 2012 ratings. The table
below shows PBB South Africa’s satisfaction ratings for all 11
channels during 2013. We have also introduced the globally
accepted Net Promoter Score, which gauges the propensity
of customers to recommend Standard Bank to their family
and friends, as the key measure of customer loyalty.
Concerns identified in customer experience surveys for
Standard Bank Africa include access to Internet Banking, the
speed of service and turnaround times on loans and current
accounts. Our focus is to introduce complaints management
systems and create a multi-channel offering for this
operation. In 2013, our country operations were encouraged
to run their own customer surveys guided by an online survey
tool. A total of 11 countries reported undertaking some form
of customer experience measurement in 2013 using varying
methods, from mystery shopping exercises to customer

surveys either run internally or using independent external
providers. During the year, KPMG Advisory Services Nigeria
ran an African Banking Industry Customer Satisfaction survey
which covered eight countries in which we have a retail
presence. In four of these countries we achieved a top three
position relative to our competitors, with Kenya and Tanzania
achieving first place.
CIB South Africa showed improvements in customer service
ratings in 2013 with an overall customer satisfaction score of
7,9 out of ten points, up from 7,7 in 2011 when the survey
was last conducted. Although this falls short of our target of
nine points, we are satisfied with the progress we have made.
In 2013, we expanded the CIB client survey to include Ghana
and Kenya, which both scored 7,8; and Nigeria which scored
7,6. In 2014, we intend to gather client feedback from ten
countries across Africa. Satisfaction surveys are undertaken
telephonically and via email across product areas on an annual
basis, and we make use of an independent contractor to ensure
objectivity. In 2013, a total of 4 820 clients were surveyed.
Based on client feedback, in 2014 we will focus on shortening
turnaround times on credit facilities, improving the efficacy of
our channel services, and strengthening our client relationships
and depth of understanding of clients’ businesses.

Managing complaints
Our aim is to develop a consistent approach to complaints
management aligned to regulatory requirements. As such,
we expanded our complaints management policy in 2013 to
include all Standard Bank operations across the group. The
new core banking platforms being implemented will help
us to develop a more holistic approach to our complaints
process.
During 2013, we introduced a social media service desk
to deal with queries and complaints received on social
platforms. A dedicated team monitors and engages with our
stakeholders on these platforms and over the longer term, we

Standard Bank’s customer satisfaction ratings (out of ten) in South Africa
Target

2013

2012

2011

Branches

9,0

8,78✓

9,48

9,40

Private Banking suites

9,0

9,04✓

9,05

8,82

Business Banking

9,0

9,12✓

9,02

8,80

Internet Banking

9,0

8,79

9,06

8,90

Mobile Banking

9,0

8,91

8,84

8,55

Messaging channels

9,0

8,52

8,94

8,41

ATMs

9,0

8,72

8,75

8,79

Direct channel sales

9,0

9,27

9,04

8,98

AccessAgents (Inclusive Banking)

9,0

9,48

9,35

N/A1

AccessBanking Centres (Inclusive Banking)

9,0

8,99

9,57

N/A1

Customer Contact Centre

9,0

8,70✓

8,44

8,61

Source: Customer Experience Measurement surveys conducted by Synovate, Plus 94 and Ipsos (Markinor).
1
Not available.
✓ Externally assured (refer to assurance statement on page 104).
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will look to grow and expand social media interaction into a
formal channel.
In South Africa, the first stage of our complaints resolution
process is to bring the complaint to the attention of the
staff in the relevant branch or product suite, or to log the
complaint received on Standard Bank’s websites or public
platforms such as Hellopeter.com and social media. At this
stage complainants are given a reference number and an
expected timeframe for feedback. Complaints that cannot
be resolved at channel level are escalated to our Service
Recovery unit and those requiring further investigation
are escalated to a specialist Complaints Resolution Centre.
Complaints sent to business units are monitored by the
Complaints Resolution Centre to ensure that a resolution is
reached and that the customer is advised directly. A further
level of internal review is provided by our internal Customer
Dispute Adjudication office. During 2013, we received
72 637 complaints, a 5% increase on 2012. The most
common complaints received relate to staff capability
particularly when dealing with more complex transactions,
having the correct customer contact details, system
availability, increasing levels of fraud and the indebtedness
and collection process.
Complaints may also be referred to various industry ombuds
if the outcome of our internal resolution processes is not
acceptable to the customer. The FAIS Ombud and the
Banking Ombudsman are the most frequently used. During
2013, we were exposed to potential maximum losses of
R5,3 million (2012: R9,9 million) arising from claims made
to the FAIS Ombud, of which we settled R1,9 million
(2012: R5,4 million). Claims that have not been resolved are
either pending judgement, are being recalculated based on
the circumstances of the case or have been dismissed in the
bank’s favour. The top three complaints categories reported
to the FAIS Ombud were suitability of advice, non-disclosure
of information and investment performance. During the
year, R21,2 million (2012: R28,7 million) was claimed by
customers from the Banking Ombudsman, of which we

Manufactured capital

Natural capital

settled R4,6 million (2012: R3,7 million). For Standard Bank
the majority of claims received by the Banking Ombudsman
relate to ATMs, mortgage finance and the collection process.
Complaints in our African operations are reported through
the distribution channels available in-country and complaints
inboxes are available in each country for customers to email
their complaints directly to the in-country head of customer
service. In 2013, countries continued to develop their own
complaints management frameworks and ensure that key
banking segments have the capacity and skill to effectively
manage complaints. Our medium-term goal is to have a
contact centre in each country of operation.

Secure banking
Ensuring the safety of our people and assets, and the
security of our systems and processes, enables us to enhance
the customer experience and instil trust in the bank. We
are intolerant of all forms of financial crime, including
fraud, bribery and corruption, terrorist financing or money
laundering.
Financial crime is continuously evolving, with criminals using
ever more sophisticated technology. We aim to ensure we
have secure processes and new technologies in place that
deter criminals. Together with this, we must ensure that we
are agile in our approach to safe and secure banking, so as
to either anticipate or respond quickly and effectively to new
threats. The role of our customers is to understand their part
in protecting their finances. Across our banking operations,
we conduct programmes and work with other industry
stakeholders to raise customer security and fraud awareness.
We work with a number of industry and law enforcement
institutions to uphold the reputation of South Africa’s
banking industry and in 2013, we collaborated with the
Industrial and Commercial Bank of China (ICBC) to share
best practice in financial crime risk management. We also
implemented a proactive risk assessment methodology with
significant focus on anti-bribery and corruption principles.
Assessments were conducted in six African countries outside

Loyalty and rewards programme
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During 2013, we launched our loyalty and reward programme, UCount
Rewards, to provide our customers in South Africa with real banking value.
The programme allows members to collect reward points every time they use
their Standard Bank personal debit, cheque or credit card no matter where
they shop or what they buy. The biggest benefit is up to 10% back in reward
points on grocery purchases at participating retailers, making a real impact
on the everyday lives of our customers. Similarly, given the steep fuel price
increases, members collected up to R1 back in rewards points for every litre
of fuel purchased at participating Caltex forecourts. Early indications are
that the programme has been well received and membership spans across all
Personal Banking segments, with 62% being customers in the middle-income
market. Of the 280 951 members, 89% collected points in November and
90% in December.
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South Africa, in three out of nine business areas in South Africa
and in all our international operations. Remediation plans,
together with training and awareness interventions, have
been put in place, as well as financial crime risk assessment
registers to monitor progress. The following key risks relating
to corruption were identified through these assessments:
•

Card fraud such as card skimming and card cloning.

•

Customer and staff fraud in the application process.

•

Procurement fraud such as conflict of interest in the
tender process.

•

Staff fraud including syndicate involvement.

We are developing a geographically consistent approach to
managing financial crime across all our operations to ensure
that our business units have the tools required to mitigate
financial, reputational and regulatory risks as they arise. We
are also transferring skills and lessons learnt in South Africa
to the rest of our African operations, with specific focus on
detection systems, improved physical security and embedding
information risk policies.

attempts against our business or customers in South Africa
and 60% in the rest of Africa. In South Africa, the number of
violent crime incidents targeting Standard Bank decreased by
5% and the value of losses incurred amounted to R6,1 million
(2012: R4,4 million), 14% of the industry’s total value of
loss. ATM attacks accounted for 68% of these losses, down
from 98% in 2012. Our associated robberies decreased by
16% during the year and accounted for 36% of the local
industry’s associated robberies. In the rest of Africa, the value
of losses from violent crime amounted to R2,1 million.
Of the 196 (2012: 243) attacks on ATMs in South Africa
in 2013, 40 (2012: 40) were Standard Bank ATMs
and we incurred cash losses of around R4,1 million
(2012: R4,3 million). Our ATMs are insured, guarding
against an actual monetary loss being incurred by the bank.
Bank robberies across the industry in South Africa increased
by more than 100% in 2013, with five such robberies
perpetrated against Standard Bank branches, up from one
incident in 2012.

The global industry target is to contain net losses from
financial crime to within 5% of headline earnings. In 2013,
our net financial crime losses amounted to R212,4 million
(2012: R265,6 million), 1,4% of Standard Bank’s headline
earnings. A total of 26 (2012: 43) convictions were secured
during the year and fraud to the value of R1,6 billion
(2012: R1,1 billion) was prevented through our proactive
interventions, exceeding our target of R1,2 billion set for
2013. An additional R374 million (2012: R624 million) was
prevented through our FraudStop Programme, designed to
motivate all employees to report all fraud regardless of value,
contributing 17% towards the prevention of potential fraud
losses against the bank during the year.

Employee fraud refers to cases where employees are
dishonest, inappropriately disclose information to third
parties, are involved in illegal banking transactions or steal
customer or bank funds, or inadequately adhere to vendor
management procedures. Our Dismissal Broadcast System
publishes the details of staff dismissed and covers all our
African operations including South Africa. The transparent
nature of this process is proving effective and in 2013, the
details of 189 employees were published. In South Africa,
some of these individuals have also been listed on the
Register of Employees Dishonesty System (REDS), a database
maintained by BASA that records the names of all employees
in the banking industry dismissed for dishonesty. During
2013, 262 (2012: 83) Standard Bank employees (out of an
industry total of 1 188 (2012: 981)) were placed on REDS.

An associated robbery occurs when a customer is robbed
after making a cash withdrawal at a branch or while on route
to make a deposit. We classify associated robberies, ATM
attacks and branch burglaries as violent crime attempts and
in 2013, we successfully thwarted 56% of violent crime

A risk-based approach, stakeholder engagement initiatives
and risk assessments are used to identify which employees,
divisions or countries are at high risk and require bespoke
training interventions. Training on anti-corruption is
mandatory for all new and existing bank employees.

Breakdown of crime prevented

Potential fraud loss prevented by FraudStop

(Standard Bank)

(Standard Bank)
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During 2013, 21 101 (2012: 12 075) employees from
across the group received financial crime awareness training.
Whistle blowing hotline
Employees and external parties can use Standard Bank’s and
Liberty’s confidential and anonymous ethics and fraud whistle
blowing hotlines to report instances of unethical behaviour
including alleged bribery and corruption. Outside South
Africa, Standard Bank’s whistle blowing hotline is available
in 16 African countries and in the international operations.
The whistle blowing hotline is managed by KPMG Services
Proprietary Limited and is available 24 hours a day seven
days a week, year round, and callers can talk to operators in
any of South Africa’s eleven official languages, as well as in
Dutch, French, German and Portuguese.
During 2013, we focused on increasing the utilisation of
the whistle blowing hotline through awareness campaigns
across the group that highlighted the reporting procedures,
the fact that all reported incidents are investigated and that
confidentiality and anonymity is assured. There were 856
incidents of alleged ethics and fraud misconduct reported
to the whistle blowing hotline across SBG in the year, a
decrease of 15% compared to 2012. A total of 20 incidents
reported related to internal fraud and misconduct
(2012: 114 incidents). Of the 856 incidents reported,
84% were from South Africa and 725 have been investigated
and closed, with the remainder still under investigation.
Information security threats
Information security threats relate to online banking for
customers, dissemination of data, phishing scams and general
cybercrime. We have been awarded membership of the
Forum for Incident Response and Security Teams and are
members of the International Banking Security Association
and the Information Security Forum. These strategic
partnerships help us stay abreast of emerging cyber trends
and best practice response.
During 2013, we evolved our organisational and governance
approach to information security management and

Value of losses from violent crime
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Natural capital

established the Cyber Security Operations Centre responsible
for detecting and responding to cyber security threats and
supporting technological forensic activities. We also improved
our vulnerability testing capability on critical infrastructure
and internal assets and enhanced our ability to detect the
leaking of sensitive information.
MyUpdates is an automated system in South Africa that
alerts our customers by SMS or email whenever there is any
activity on their account. Currently over 8,9 million customers
are registered, exceeding our 2013 target of eight million.
Similarly in the rest of Africa, 1 475 790 customers were
registered for SMS Alert available in Angola, Botswana,
Ghana, Kenya, Lesotho, Malawi, Mauritius, Mozambique,
Namibia, Nigeria, Swaziland, Tanzania, Uganda and Zambia
(2012: 553 498 customers).
During the year, we experienced a rise in debit card fraud
including the use of counterfeit cards, non-adherence to
best practices when implementing chip technologies and
data being compromised by customers. We were impacted
by malware that was inserted into point-of-sale devices at
South African fast-food outlets by an international syndicate
resulting in the largest breach of customer data in South
Africa’s history with significant cost to local banks. Upon
becoming aware of this breach, we placed all Standard Bank
cards that might have been impacted under a heightened
level of monitoring to detect unusual or fraudulent activity.
Also during the year, we updated our credit card platforms in
five African countries and our cards in these operations are
now Europay, MasterCard® and Visa (EMV) compliant, a global
standard to ensure the security of chip-based payment cards.
Standard Bank Africa’s ATM Upgrade Programme will ensure
that all our ATMs in this network are EMV-compliant and have
anti-skimming devices installed.
Standard Bank’s Internet Banking service complies with industry
best practice and applies high encryption specifications. This
service is subjected to ongoing internal security reviews and
improvements to mitigate current fraud attempts, as well as an
annual external review to ensure the effectiveness of controls.
Mechanisms are in place to identify potentially suspicious
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transactions and our security response teams are positioned
to quickly respond to any impending threat. Through the
capabilities of Trusteer, a free anti-virus, anti-phishing and
financial malware protection software programme provided to
our customers, we have managed to thwart more than
R244 million of potential phishing fraud since the beginning
of 2010. Some 24% of our customers in South Africa who use
Internet Banking are protected by Trusteer.
Money laundering control
Following a review of client files during the period
December 2007 to July 2011, the Financial Conduct
Authority in the United Kingdom (UK) found that Standard
Bank Plc had not consistently applied its own policies in terms
of protecting against the risk of money laundering. During
the review the Financial Conduct Authority did not find
any evidence that Standard Bank Plc had ever handled the
proceeds of any crime and the authority acknowledge that in
April 2009 we had improved our customer risk assessment
process. We have agreed to pay a fine of £7,6 million
(R133 million) to the authority with regard to historical
weaknesses in our anti-money laundering procedures relating
to corporate clients who have connections with politically
exposed persons. Since 2010, we have introduced various
measures to assess customer risk, including a business review
of our active customers and have increased the resources for
anti-money laundering compliance.
Training is a critical element to ensuring that our employees
understand the compliance parameters in which we operate
and adhere to the highest standards across our geographies.
Basic money laundering and terrorist financing control
training is mandatory for all employees and takes place when
an employee joins the bank. Thereafter refresher training
is provided either annually or twice a year depending on
the staff categorisation. During 2013, we undertook a
comprehensive review of our training content and launched
an e-learning module for the operations across the rest
of Africa. This training material has been made available
in English, French and Portuguese. During 2013, 28 397
employees across Standard Bank received anti-money
laundering training (2012: 32 939 employees).

Liberty
Liberty aims to ensure that the TCF outcomes are business
as usual, and an integral part of all aspects of its customers’
experience, from signing up to a policy or product, to
submitting queries or complaints and receiving benefit
payments. Embedding the outcomes successfully across
Liberty’s value chain requires a number of changes to
processes, culture, strategy and measurement. Liberty has
introduced an integrated steering committee to provide

strategic direction to the TCF programme and provide
feedback and recommendations to Liberty’s Board of
Directors. The committee is also responsible for high level
evaluation, approval monitoring and integration with other
regulatory initiatives. In addition, business executives’
performance indicators include a measure of their success in
implementing the TCF outcomes within their operations.
During 2013, Liberty developed and implemented a
change framework across the organisation which covers
people, processes, systems and structures. TCF training and
awareness raising initiatives were implemented during the
year and internal measurement tools were introduced to
assess readiness from both programme implementation and
business culture aspects, to assess the readiness and mindset
change of its people.
A challenge in implementing TCF has been integrating it with
other ongoing regulatory programmes and change initiatives
underway across the business. At times, these projects have
placed strain on existing resources. However, as a result of
executive sponsorship and continued support, Liberty is
prepared for the implementation of TCF and its internal
scoring system assists business units in gauging their readiness
with respect to full implementation of TCF and how to go
about addressing any potential gaps or areas of concern.
Liberty is also utilising the Net Promoter Score to determine
customer sentiment and loyalty. There has been a notable
improvement across Liberty’s customer base to promote
Liberty, its products and its services, with an improvement
of 6% since 2010. Liberty aims to improve the proportion
of customers promoting the organisation by a further 3%
in 2014. The number of complaints and servicing requests
escalated to Liberty’s customer relations in 2013 grew by
17% to 3 181. Of these, 73 remained unresolved at
31 December 2013, compared to 312 out of 2 718 at the
end of the prior year, reflecting improved response to, and
resolution of, customer complaints. Most complaints
related to poor service, inadequate responses to requests
for policy information, and non-payment of policy advances
and surrenders.
Liberty’s Forensic Services unit works to proactively detect
and investigate instances of possible fraud and during
2013 provided 2 321 employees with anti-fraud training.
Of the 768 (2012: 727) incidents recorded for further
investigation, 94% (2012: 91%) were reported through
Liberty’s internal staff reporting mechanisms, with the
balance being reported through the fraud hotline. Liberty
took 94 (2012: 60) actions against fraud and corruption and
achieved fraud savings of R67 million (2012: R101 million).

Detailed information on all aspects discussed under treating our customers fairly can be found at:
financial>knowing our customers and doing the right business with them in the right way.
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Lending and investing responsibly
The supply of credit is critical to economic development and
growth, and is a fundamental service that banks provide. Our
objective is to lend responsibly, in compliance with legislation
and based on stringent affordability and credit-granting criteria.

customer for a loan to be granted. Our unsecured lending
includes overdrafts, revolving credit plans, personal term
loans, credit cards, medium-term loans, advance accounts
and student loans.

Indebtedness

We comply fully with all legislation and banking codes
of practice that relate to unsecured lending. We do not
undertake practices such as debt consolidation to extend
further credit and re-advances which can lead to customer
over-indebtedness. Around four out of five of our unsecured
loans in South Africa are granted to customers that hold
their primary transactional account with us. This enables us
to better assess the customer’s unique circumstances and
thereby offer better interest rates and terms for the loan,
as well as provide assistance should the customer encounter
financial difficulties given our understanding of their financial
behaviour. Our Inclusive Banking customers have been hard
hit by increasing costs of living. Having scaled back our
lending to these customers and revising our risk appetite,
a 7% decrease in impairment charges was achieved for this
market segment compared to 2012 and our loan exposure
has decreased 12% to R2,9 billion. Despite this reduction
there was a 22% growth in the loan book for other personal
unsecured lending in the middle-end of the market with
products like our revolving credit plan.

Changing global economic conditions and local socioeconomic
conditions such as rising unemployment continued to put
pressure on customers during 2013, impacting their ability to
repay their debts.
The implementation of the new core banking systems in
South Africa and the rest of Africa will provide a single and
integrated customer view that will help to mitigate our credit
risk and enable originators to make better credit-granting
decisions based on the customers’ total exposure to the bank.
South Africa
In the FinScope South Africa 2013 financial survey it is
estimated that around five million South Africans are battling
with over-indebtedness. Of particular concern is that 19%
of borrowers surveyed indicated that they borrow money to
pay bills, monthly fees or unexpected personal expenses,
indicating insufficient personal financial management.
Loan assessments
In South Africa we provide home loans, personal loans
and business loans. During the year, loss on bad debts in
PBB increased 18% compared to 2012. We have made
our affordability calculations more conservative across all
portfolios to counter the higher levels of debt in the market
and to reduce losses. We use information from credit
bureaus, our own records and customer-supplied information
to determine whether a customer can afford a loan. If we
believe a loan is not reasonably affordable, the application
is declined. Specific training interventions are in place to
ensure our centralised originations team has the highest level
of analytical thinking and ability in making credit-granting
decisions.
Home loans
The performance of our mortgage portfolio in South Africa
remained resilient despite economic pressure and the nonperforming loan portion of the portfolio continued to reduce
year-on-year. At December 2013, the total value of our
home loan book was R295,9 billion (2012: R288,8 billion),
of which R69 billion was granted during the year, an 8%
increase in loans granted compared to 2012. Non-performing
loans stood at 4,6% and our credit loss ratio moved from
0,9% at the beginning of the year to 0,8% at December.
Unsecured lending
Unsecured loans are used by individuals to build and
renovate their homes, educate their children and provide for
unforeseen events, among others. The growth in unsecured
lending was again an area of concern in South Africa during
2013. Unsecured lending requires no security from a

Together with BASA, the National Treasury, the South African
Reserve Bank (SARB) and the FSB, we have signed an industry
Credit Accord agreement to promote responsible lending.
Customers in financial difficulty
We strive to proactively assist customers who find themselves
in financial hardship where possible. In South Africa,
customers can request that their loan be restructured to
provide them with access to short-term cash flow relief.
Where financial hardship requires a longer-term and more
sustainable solution across multiple products, the Credit
Customer Assist team takes a holistic view of the customer’s
debt, income and expenditure, and then restructures and
consolidates loan repayments across their secured and
unsecured products. The majority of successful outcomes
facilitated are derived from home loan restructures and
unsecured debt consolidations. During the year we helped
26 019 (2012: 36 720) distressed customers through our
Credit Customer Assist function, with a total outstanding loan
obligation of around R12,9 billion (2012: 11,9 billion).
At December 2013, 81 531 customers were under debt
review, an increase of 7% from the start of the year. Of the
customers who exited the debt review process during 2013,
39% (2012: 37%) were successfully rehabilitated while the
remainder have been moved further along the legal process.
We only take the route of legal foreclosure as a last resort.
This takes place outside the debt review process and after
termination of accounts that continue to default.
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National Credit Amendment Bill
The National Credit Amendment Bill, tabled in Parliament
towards the end of 2013, contains provisions that require the
removal of adverse information from credit bureaus. We have
engaged with government on the potential implications of
such an amendment on the proper assessment of credit risk,
as well as on affordability assessments of credit applicants.
It is understood that the extent of the information that will
be removed from the bureaus is limited and will only apply
where the customer has discharged their responsibilities. As
such the impact on credit providers such as Standard Bank
will be more limited than initially thought when the concept
of a ‘credit information amnesty’ was initially proposed. It is
also understood that Parliament has been motivated to make
this amendment to the National Credit Act as a result of the
misuse of credit information for purposes not related to the
granting of credit, for example reference checks undertaken
by employers.
Rest of Africa
Standard Bank Africa’s retail operation provides customers
with secured and unsecured credit and personal loans.
During 2013, the PBB loan book for Africa grew 31% to
R48,7 billion. Non-performing loans stood at 5,6%
(2012: 4,8%) and the credit loss ratio moved from 3,3%
at the beginning of the year to 2,9% at December.
Loan assessments
Loans granted to customers are based on affordability
calculations in the personal banking segment and cash
flow forecasts in the business banking segment. When a
loan is granted, customer education is undertaken by the
consultant in the branch. In response to a lack of experience
and skills within country teams to effectively evaluate and
manage credit, we are recruiting skilled employees and
implementing training interventions to help employees make
quicker and better decisions on customer loans. Our Credit
Coaching Development Programme has been implemented
in Botswana, Lesotho, Namibia, Nigeria, Swaziland, Uganda,
Zambia and Zimbabwe, with our remaining country operations
now also requesting credit coaches.
Specific challenges experienced in the credit granting
and evaluation process in the rest of Africa are customers
providing fraudulent documentation when applying for a loan
and lack of effective credit bureaus to validate customers
and provide industry repayment information. Our credit
governance and compliance processes are continuously
updated to reduce opportunities for fraud and noncompliance with operational procedures.
Rehabilitation and recoveries
Typical challenges that render collections less effective in the
rest of Africa operation include lack of residential addresses
and other robust contact information, as well as the lack of
external vendor presence such as field collectors and
auctioning facilities. We are working to further improve the

efficacy of our Rehabilitation and Recoveries units across
Africa and collection and recoveries systems have been rolled
out across most countries during 2013, with rollout to Angola
and Kenya scheduled for 2014.
Business solutions and recoveries managers are being
recruited to attend to high-value Business Banking customers
who are financially distressed. During 2013, we assisted
6 028 (2012: 3 180) personal customers and 1 064
(2012: 532) businesses through our rehabilitation and
recoveries model.

Responsible investment
Investors are increasingly incorporating environmental, social
and governance (ESG) issues into their investment decisions
as a proxy for management quality and an indication of the
soundness of a company’s long-term planning. Liberty and
its investment businesses seek to identify and invest in
companies whose policies and practices promote long-term
value creation.
Both Liberty and STANLIB are signatories to the Code for
Responsible Investing by Institutional Investors in South Africa
(CRISA) and this serves as the overarching framework for
responsible investment across the group. In addition, LibFin
requires that its direct asset managers are CRISA signatories.
As a signatory to the United Nations Principles for Responsible
Investment (UN PRI), STANLIB is also required to submit
annual reports on its progress against the six responsible
investment principles. Liberty’s Fund Control Committee
serves as the governing body for responsible investment across
the Corporate, Retail South Africa and LibFin business units.
STANLIB, the group’s asset manager, is responsible for customer
investments and its formal responsible investment policy outlines
the business’ approach, governance and commitments to
responsible investing. STANLIB has incorporated ESG issues into
its research process through the addition of a stewardship
pillar that helps analysts and portfolio managers consider
issues such as remuneration, social and environmental
responsibility, board independence and transparency as part
of the evaluation of an investment’s attractiveness. In 2014,
STANLIB aims to use the stewardship questionnaire as a tool
for increased engagement with companies around ESG issues
that may impact their performance.
Liberty’s role to directly invest balance sheet assets is
undertaken by LibFin which is specifically responsible for
managing the credit portfolio. The team invests according to
its responsible investment philosophy which includes striving
to balance financial returns and strong ESG performance.
Where LibFin is responsible for other asset manager
mandates for Liberty customer and shareholder investments,
the team ensures through due diligence reviews of these
managers that ESG considerations are taken into account in
investment decisions. In particular, the business monitors
managers’ proxy voting and encourages engagement with
boards and management where appropriate.
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Reporting bi-annually to Liberty’s Social, Ethics and
Transformation Committee on responsible investment will
further drive commitment and accountability throughout
the Liberty group. The reports will be compiled primarily
by STANLIB, with increasing input from the Fund Control
Committee and LibFin over time.

Environmental and social risk screening
Urbanisation comes at the expense of the environment and
in some African countries there is quite severe environmental
degradation. As our objective is to play a leading role in
infrastructure development on the continent, we need to be
cognisant of the environmental and social risks that can be
associated with these types of projects. The mining and metals,
oil and gas, and power and infrastructure sectors have the
greatest potential for large-scale higher-risk impact.

Manufactured capital

Natural capital

Equator Principles: deals financed
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Corporate & Investment Banking
All CIB transactions go through the Pre-credit Committee
which is responsible for ensuring that environmental and social
risks are correctly identified in the application phase. Having
a uniform approach to how we apply our environmental and
social screening procedures across all our global operations is a
challenge and in 2014, we will roll out training for transaction
and project originators and Pre-credit Committee members
on how to effectively identify environmental and social risks.
This will help us to identify high-risk transactions more
efficiently and ensure that they are escalated for more detailed
intervention.
Our environmental and social appraisal tool is designed to
identify the risks associated with a client’s ability to manage
environmental and social issues, as well as those of the
transaction itself such as the nature and value of the loan and
the industry sector involved. The upfront screening outcome
determines whether to proceed with a transaction or not, or
whether further assessment is required. During 2013, no deals
were declined at the assessment stage which is an indication
that our efforts, to help our clients identify the actions required
to meet our requirements upfront before funding is granted to
a project, are working.
We use two approaches to screen and evaluate transactions: the
Equator Principles and a transaction-specific process to assess
transactions with no known use of proceeds and where the loan
is not required to physically develop or expand a project. The
Equator Principles are a set of standards for managing social and
environmental risk and are applied to all new project finance
loans of USD10 million (R96 million) or more, across all industry
sectors. For project-related corporate and bridge loans, the
Equator Principles process is applied where the total aggregate
loan amount is at least USD100 million (R964 million), our
individual commitment is at least USD50 million (R482 million)
and the loan tenure is at least two years. The Equator Principles
process is also applicable to any advisory services we supply on
project finance loans.

Equator Principles: advisory
(Standard Bank)
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The graphs on page 65 show the number of projects that
were financed according to Equator Principles in 2013, as
well as the number of projects in which we played an Equator
Principles advisory role and the percentage breakdown of our
financing per risk category for all project financing deals.

compulsory labour and the rights of indigenous people.
Where human rights have been identified as a high-risk issue,
this is specifically included in the loan contract. No incidents
of discrimination or violations of indigenous rights were
reported during 2013.

During the credit approval stage, the Environmental
Business unit works with the credit teams where a social or
environmental concern has been identified and facilitates the
requisite due diligence process. The due diligence outcome
assists in highlighting any aspects requiring more work such as
further baseline studies and provides us with recommendations
to be implemented to ensure transactions are in compliance
with the required international and national standards. A
full due diligence process, utilising independent external
consultants, is undertaken for all category A (high risk), and
where appropriate, category B (medium risk) transactions.
During 2013, 19% of our total underwrite value was with
category A projects and 71% with category B projects.

A community’s health, safety and security is assessed as part
of the due diligence process. All projects involving large-scale
physical development or expansion, especially greenfields
projects, require some level of engagement and impact
assessment. Most power, infrastructure and mining projects
can have actual and potential negative effects, particularly in
terms of increased pollution levels. Where communities are
impacted, the environmental consultant or client publically
discloses the results of the impact assessment during the
public consultation processes. Where the community has a
grievance, it is able to engage with the appointed community
representative, chief leader or community liaison officer
through an agreed grievance mechanism. The client is
obliged to report material grievances to the bank.

Where a project requires additional environmental or social
actions, a legally binding action plan is developed together
with the client. The action plan includes risk mitigation
actions, timeframes and resources to remedy the situation
and evidence of completion. All category A and, where
relevant, category B projects financed are monitored to
ensure that the social and environmental commitments set
as part of the loan agreement are adhered to. If required,
independent external professionals are used to monitor
the implementation and progress of remedial action. Our
Environmental Business unit also undertakes site visits to
ensure that environmental and social performance is being
managed appropriately. The frequency and duration of
monitoring depends on the type of project being financed
and the level of perceived risk.
In cases where a borrower is not in compliance with
environmental and social requirements, we will work with
them over a period of time to achieve the necessary
standards. Following this, should there be no progress towards
meeting requirements, we would then consider a number of
avenues including re-evaluation of the loan. During 2013, no
deals were terminated due to non-compliance.
Included as part of our environmental and social appraisal
process are biodiversity considerations and human rights
issues, including discrimination, child labour, forced or

Personal & Business Banking
We are developing an environmental and social risk
management system for PBB similar to that employed by
CIB and have developed a number of training modules
to support its implementation. The system covers the
screening of environmental and social concerns in funding,
as well as monitoring and reporting. Group Sustainability
Management is represented at PBB’s Pre-credit Committee
to offer advice and guidance as required. To mitigate lender
liability, we screen home loans and property investments for
environmental risks during the site inspection. Should there
be any visible defects such as pollution or other negative
impact on the environment, the assessor will request an
environmental study report.
A compliance directive was issued to Standard Bank by the
national environmental inspectorate in 2013. The directive
requires us to stabilise and rehabilitate a property which
had been repossessed from a mortgage holder, who failed
to comply with local by-laws and conservation legislation.
The directive was issued under the National Environmental
Management Act. We are complying with the directive and
our systems are being re-evaluated to create stricter controls
over mortgaged property.

Key steps across the transaction process
Environmental and social risk
assessment tools

Know your
customer
onboarding

Pre-credit
committee

Environmental and social risk
consideration

Monitoring of
compliance

Credit

Legal
documentation

Environmental and social
covenanting (as appropriate)

Monitoring
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Environmental and social risk screening case study
As part of the South African Government’s Renewable Energy Independent Power Producer Procurement (REIPPP)
Programme we were appointed as lead arranger for a commercial wind energy facility in the Eastern Cape Province. The
project proposal included up to 350 wind turbines and associated infrastructure such as access roads and substations,
constructed over an area of approximately 272 km2. To meet specific criteria of the REIPPP Programme the proposed
facility was separated into four phases and submitted as separate projects.
The first phase achieved preferred bidding status. An environmental impact assessment (EIA) was undertaken and
environmental regulatory approval was received to proceed. The facility required additional approvals which were all
successfully obtained, including a Water Use License as the infrastructure will traverse a water course, a transport permit
to upgrade public roads, Civil Aviation Authority consent given the potential risks the turbines may pose to aircraft and
land rezoning approvals.
The project is classified as a category B project according to the Equator Principles and the International Finance
Corporation’s (IFC) Policy on Environmental and Social Sustainability. This classification is due to the limited number of
potential environmental and social impacts that may result from the facility’s construction and operation and which can
be reasonably avoided or mitigated by adhering to recognised performance standards, guidelines and design criteria.
Plans have been developed to address these potential impacts and ensure that specific agreed mitigation measures are
implemented in compliance with its internal policies and standards, applicable national laws and regulations, as well as the
IFC’s Performance Standards and the applicable World Bank Group Environmental, Health and Safety Guidelines.
Impacts identified through the EIA included the land clearance required for the construction, as well as impacts on birds
once the facility starts to operate. At least 280 bird species could be impacted, including 70 endemic or near-endemic
species and 16 red-listed species. Mitigation measures that will be implemented include scheduling activities around the
birds’ breeding and movement schedules, limiting land clearance, installing bird flight diverters on transmission lines and
implementing a bird monitoring programme.
The EIA also identified the Lesser Woolly Bat as having a high chance of being impacted and so a preliminary impact
assessment and sensitivity report was commissioned. The bat study monitored nine months of data and assessed the
impacts on roosting, fatalities due to collisions with the turbines and fragmentation of the landscape as a result of the
development. The overall impact on the bats was found to be low provided mitigation measures were implemented,
including appropriate spacing between the turbines and an adaptive management strategy including ongoing monitoring.
An Environmental Control Officer has been appointed to monitor the implementation of the environmental management
plan and has the authority to stop the work of any contractor or service provider found to be violating the prescriptions
of the plan. The Environmental Control Officer will compile regular performance reports, which may include corrective
actions, for submission to the project company, the Environmental Authority and lenders.

Noblesfontein Wind Farm, currently under construction, will have an installed capacity of 74 megawatts once commissioned.
The project is located in the Northern Cape Province. This project does not relate to the case study above.
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Capital management and liquidity risk
Financial institutions must maintain adequate levels of liquidity and capital to guarantee their ability to meet their day-to-day and
long-term requirements. The SARB has adopted the Basel Committee on Bank Supervision’s new proposals, commonly known as
Basel III, which set new international standards for the management of capital, liquidity and leverage. Basel III aims to improve the
ability of banks to absorb losses arising from financial and economic stress, reducing risk to the real economy.
The adoption of Basel III has simultaneously presented various opportunities, as well as many challenges. We face the challenging
task of meeting stakeholder, regulatory and customer expectations while complying with the stringent new capital and liquidity
requirements gradually being introduced over the next eight years. The tougher capital standards impact the profitability of
banks and drive fundamental changes in business models, product design and IT infrastructure. The requirements of Basel III
also lead to increased complexity of data requirements, especially for counterparty credit risk and the new liquidity standards.
The changing regulatory environment provides the impetus for the banking industry to enhance internal processes and systems,
realise additional operational efficiencies and adopt stricter controls for product development. This creates the opportunity
to differentiate ourselves from our competitors and to develop new innovative solutions for capital management, thereby
strengthening our balance sheet.
To meet the new capital, liquidity and leverage ratios at a group level, all our banking subsidiaries must contribute financial
resources. This means that our subsidiaries in the rest of Africa face greater financial pressure than their domestic peers, impacting
their competitiveness in the short to medium term until African regulators adopt the new standards.
The more capital a financial institution holds, the less capital is available for investment and lending to corporate and individual
customers. The net stable funding ratio, which has yet to be finalised, is expected to result in a significant increase in the cost of
funding, impacting a number of corporate banking products particularly long-term corporate loans and long-term asset-based finance
businesses such as commercial real estate and project finance. There are also new requirements for the risk weighting of exposures
such as securitisations and exposures to large financial institutions, and trade finance has been impacted mainly due to the new
treatment of off-balance sheet exposures such as letters of credit and trade guarantees. For PBB, Basel III will impact the home loan
book, particularly the older mortgage portfolio where pricing did not anticipate increased capital requirements, and Business Banking
where access to funding for businesses, including the SME market, may become more costly.
We have launched wide-ranging initiatives to improve and optimise capital and liquidity management. These effectively utilise
three key levers to mitigate the implications of Basel III and include balance sheet optimisation, strategically aligning our business
operating models and risk-weighted asset optimisation. We will continue to actively seek better ways to optimise our capital
consumption and a number of initiatives have been put in place to ensure that we position all our business units appropriately
while continuing to develop innovative products to meet our customers’ needs.
SBG remained well capitalised at December 2013, with a total capital adequacy ratio of 16,2% (2012: 14,3%) and a core
tier I capital adequacy ratio of 12,6% (2012: 10,6%). At December 2013, available financial resources covered the total
economic capital requirement by 1,63 times compared to our internal minimum target coverage ratio of 1,15. Our overall
liquidity position remains strong. Our total contingent liquidity holdings at year end amounted to R154,2 billion (15,0% of
funding-related liabilities) and our long-term funding ratio was at 19,4%. Comparatively, in 2012 our liquidity buffer amounted
to R151,5 billion (15,9% of funding-related liabilities) and our long-term funding ratio stood at 24,3%. We undertake internal
liquidity stress testing, guided by Basel principles and prudential and regulatory requirements, to determine our total contingent
liquidity held. The total amount of liquidity held comfortably meets all internal stress tests and the various legal entity and group
regulatory requirements, with capacity for growth in loans and advances in line with budget.
In January 2013, Basel III’s liquidity coverage requirements were relaxed, requiring that banks must hold a 60% liquidity ratio by
2015, based on cash and current assets redeemable within a month. The required ratio increases annually up to 100% by 2019.
We are taking the necessary steps to ensure compliance with these ratios within the specified timelines.
More information can be found in our risk and capital management report.

Solvency Assessment and Management (SAM)
The FSB is developing a new risk-based regulatory requirement for South African insurance and reinsurance organisations,
known as SAM. These new regulatory regimes aim to address the adequacy of capital allocation and risk management to
protect policyholders and beneficiaries. The new SAM regime will drive key changes to Liberty’s business applications and lead
to enhanced business capability in risk-adjusted decision-making processes. Liberty is appropriately positioned from a capital
perspective. The capital adequacy cover of Liberty Group Limited, the main regulated subsidiary of Liberty Holdings Limited,
remains strong at 2,56 times the statutory requirement (2012: 2,71 times), with all the other subsidiary life licences also being
well capitalised. The group’s risk appetite allows for a capital adequacy ratio cover of no less than 1,5 times.

Human capital
The competencies, capabilities and experience of
our people and their motivation to innovate
Employee engagement
Talent management
Performance and reward
Learning and development
Diversity and inclusion

2012 Standard Bank Learnership participants at their graduation
in March 2013. Of the 2012 intake, 479 learners from the
Gauteng, Limpopo, Mpumalanga and North West provinces
completed their learnership course and 306 were offered
employment at Standard Bank.

70

Standard Bank Group

Sustainability Report 2013

2013 highlights

14%

Introduced a groupwide Employee Value Proposition
Programme aimed at building an engaging and
performance-driven culture across the business.

increase in the number of employees participating in
leadership development programmes.

Undertook talent reviews across the group from junior
management to executive level.

R10 million

Launched the 150 Bursaries and Scholarships Fund.

spent on bursaries to assist 660 employees in
Standard Bank to further their careers
(2012: R13 million).

Implemented an integrated groupwide learner
management system to increase the scope of our learning
interventions.
Launched a groupwide Gender Forum, as well as a
Disability Forum in South Africa.

47%
of the identified executive talent are black
South African employees.

Measuring performance
Standard Bank Group’s (SBG) employee turnover for the year is shown in the table below. The sale of certain operations,
which took place in 2012, is included as discontinued operations. A level of turnover is healthy in any organisation to create
opportunities for personal growth and our staff turnover is well within industry norms. Recruitment refers to newly appointed staff
from outside the organisation. Voluntary exits indicate employees who have left our employ during the year and involuntary exits
include retrenchments, retirements and disciplinary dismissals.
Certain operations, including Personal & Business Banking (PBB) South Africa, Standard Bank Plc and Group Information
Technology (IT) embarked on optimisation exercises in 2013 to align capabilities to the group’s operating model and to contain
ever-present cost challenges. Where possible, affected employees are placed in alternative positions or redeployed, however the
optimisation exercises resulted in certain roles becoming redundant. Management actions, including the selection of roles and
the timing of exits across all areas affected, have been based on operational requirements. Employees have been provided with
ongoing support in their search for alternative employment. Of the involuntary exits, 24% were retrenchments, affecting 347
permanent employees.
SBG employee turnover
2013

2012

2011

49 017

51 656

53 351

0

(3 514)

0

Add: Recruitment

6 275

5 975

4 494

Acquisitions

0

154

0

(6 484)

(5 254)

(6 189)

(5 005)

(4 040)

(4 351)

Employee turnover
Permanent employees at the beginning of the year
Discontinued operations

Less: Exits
Voluntary

(1 479)

(1 214)

(1 838)

48 808✓

49 017

51 656

%

13,2✓

10,2

11,6

Voluntary turnover rate

%

10,2

7,8

8,2

Women turnover rate

%

5,1

N/A1

N/A1

Involuntary
Permanent employees at the end of the year
Employee turnover rates
Overall turnover rate

1

Not available.
✓ Externally assured (refer to assurance statement on page 104).
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2013

2012

2011

Employee headcount per business segment

48 808

49 017

51 656

Personal & Business Banking

21 254

20 713

20 781

Key SBG indicators

Corporate & Investment Banking
Enabling Functions
Liberty
Discontinued operations

2 384

3 141

3 203

18 583

18 882

18 501

6 587

6 281

5 752

0

0

3 419

57✓

57

57

Women
Women employees

%

Women managers

%

47

47

46

Women executives

%

24

23

21

2 858

2 498

1 101

184

1811

1451

638

6052

484

2,4

2

2,2

2 523

2 200

190

232

289

162

202

243

6

8

15

Leadership and graduate development programmes
Leadership development programme participants
Graduate development programme participants
Training spend
SBG

Rm

• Training spend as a % of staff costs

%

2,6

Occupational health and safety (OHS)
2 360

Number of employees trained
3

Number of injuries

• Standard Bank South Africa
• Standard Bank Plc
• Liberty
Key Standard Bank South Africa indicators

22

22

31

2013

2012

2011
358

Skills development
Training spend

Rm

424

423

Training spend on black employees

Rm

331*

299

242

27 535

24 862

30 546

71

77

39

Number of employees trained
Learnership participants4
Letsema (matriculants)
Kuyasa (graduates)
Standard Bank learnerships

39

18

20

382

517

295

1,9

2,2

1,8

6

13

28

1 270

960

1 451

135

114

134

51,6

49,7

50,8

OHS
OHS training spend

Rm

Number of reportable injuries per the OHS Act
*
Disciplinary

Number of disciplinary incidents
Number of cases referred to the CCMA5
Union membership
Overall membership (managers and general staff)
1

%

Due to Liberty’s graduate programme being discontinued, numbers have been readjusted to reflect only Standard Bank graduate participants.
Restated.
3
No serious injuries leading to permanent disability.
4
Number of participants in the programme at December 2013.
5
Commission for Conciliation, Mediation and Arbitration.
✓ Externally assured (refer to assurance statement on page104).
* Externally verified by an accredited BEE verification agency.
2
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Employee engagement

Talent management

High levels of employee engagement are linked to positive
organisational outcomes such as higher employee retention,
greater customer satisfaction and improved financial
performance. In addition, engaged employees are more
resilient to change and research shows that over 40% of all
performance improvements can be attributed indirectly to
employee engagement levels.

Effective talent management ensures that we have the right
people with the right capability in the right roles, enabling us
to deliver on our business plans both now and in the future.
This means we need to identify our talented individuals,
have meaningful career conversations with them, provide
them with relevant talent development propositions and
understand the competitor landscape.

Following rigorous research and analysis, we completed
and introduced a groupwide Employee Value Proposition
Programme with the following objectives:

The Executive Talent Committee is responsible for
succession planning, as well as identifying and managing key
management roles and critical skills required to achieve the
group’s strategy. Every critical role has a planning map of
potential successors and their readiness levels.

•

Provide clear, credible and compelling employee
engagement.

•

Clarify what we expect of employees and what they can
expect in return.

•

Act as a reference point for people management
processes and behaviours.

•

Build an employment brand where we are acknowledged
as being a responsible and attractive employer and where
our staff demonstrate active pride in the organisation and
are strong advocates of the brand to our customers.

All business units helped to develop the employee value
proposition, thereby ensuring that it allows for nuanced
understanding and application across all our primary business
areas. Engaging with our employees in Africa is an area for
improvement and we are building our understanding of
the employee value proposition within the context of each
country of operation. This will allow for a consistent, but
tailored where required, approach to building an engaging
and performance-driven culture across the business, taking
into account country-specific competitive advantages and
challenges. Botswana, Kenya, Namibia and Uganda were
prioritised for 2013, with the balance of countries to be
covered in 2014.
We do not conduct a groupwide employee engagement
survey but instead undertake a number of business area
engagement surveys. The results from the 2013 surveys
show that there are varying levels of employee engagement
within our business. Plans are being implemented to
address identified gaps to drive a culture of high employee
engagement across the group. Some of the issues raised in
our surveys are detailed on page 35.
Liberty undertook its employee attitudinal survey in 2013
and achieved a score of 69%, which was above the score
of 67% achieved in 2011 when the survey last took place.
This result is considered to be good, indicating widespread
positive employee attitudes. Some 79% of permanent
employees took part in the survey. The survey indicated that
Liberty’s employees are satisfied, that they identify with
Liberty’s strategy and agree that Liberty acts with integrity
and faces a positive future.

To identify talented individuals, we undertook talent reviews
across the group from junior management to executive
level in 2013. The executive talent pool shows encouraging
diversity with 47% being black (African, Indian and Coloured)
South African employees, 74% representing local African
nationals and 30% being women. Personal development
plans have been put in place for each individual. Our talent
development proposition includes a number of interventions
such as mentorship, coaching, assessments, talent
engagement events, talent development forums, stretch
projects, international assignments, short-term rotations and
accelerated development programmes through international
business schools and more traditional classroom-based
training.
We are conscious that changes to our business platforms to
increase operational efficiency may raise anxieties and lead
to attrition. We actively identify talented individuals that we
are at risk of losing and engage with them to address their
concerns. We have not experienced a high turnover of talented
individuals in Corporate & Investment Banking (CIB) and our
loss of identified talent for PBB South Africa was 2,07% in
2013, in line with our target of below 5%. We are confident
that the skills in our business are diversely held and that we
have the skills in place to continue with business as usual.
Liberty has identified 83 roles as being critical and a gap analysis
was performed on these roles in 2013 to determine what skills
are required and whether potential successors exist within the
organisation. The outcome of this analysis will be cascaded into
recruitment, people and career development plans.

Talent resourcing
Our internal resourcing function forms an integral part of
our broader talent management, as it enables us to source
and redeploy talent internally and, where required, to
recruit externally to address any skills gaps identified. We
develop robust and pragmatic workforce planning scenarios
to anticipate skills needs proactively. Each business unit
has certain skills gaps which could range from sales skills
in specific countries to general management experience in
others. Key specialist skills requiring deep technical expertise
is a common focus across SBG.
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We are currently designing and implementing a number of
strategies to make our non-permanent resourcing model
more sustainable and cost effective. We continue to be
mindful of the recent amendments to the South African
Labour Relations Act in respect of non-permanent employees
and we will ensure that we comply fully with the changes
in legislation.

Manufactured capital

Employee breakdown per geography
(SBG)
3

28

Our graduate programmes are critical to our resourcing
strategy as they allow us to proactively develop the required
technical capabilities and act as an important source of future
leaders for the group. Programmes range from between 18
to 24 months and each graduate is assigned a mentor and
exposed to networking opportunities. We have introduced
a consistent assessment process, including a psychometric
tool, for all our graduate programmes in South Africa. This has
helped us improve the selection process and mitigates the
risk of hiring graduates not suited to our needs.
In the rest of Africa, we focused on eight country operations
to better understand their demand for graduates. Graduate
programmes are offered in Angola, Mozambique and Nigeria,
and we are developing programmes for Botswana and Kenya.
Our goal is to apply best practice across all countries and
offer graduates a consistent experience regardless of
location. An area which we identified for improvement was
providing graduates across the continent with exposure to
SBG’s leadership. Our annual Global Induction Programme,
introduced in 2012, provides graduates with a global view
of SBG, as opposed to just a local country perspective. It is
hosted at our Global Leadership Centre in Johannesburg and
is supported by the group’s Chief Executives. The feedback
from graduates has been that the induction programme
provides a great first impression of Standard Bank.
During the year we created a dedicated programme to
engage with graduates using social media and we launched a
new Global Graduate Programmes website. We also launched
the 150 Bursaries and Scholarships Fund which serves as
a direct channel for our graduate programmes from which
we hope to source around 70% of our annual graduate
intake. We aim to offer a combined total of 150 bursaries
and scholarships annually. To support the fund, we plan to
develop a structured work experience programme for mostly
Grade 11 scholars.
In 2013, Standard Bank had 184 (2012: 181) graduate
programme participants, of which 43% (2012: 33%) were
women, and of the South African complement, 80%
(2012: 49%) were black. Standard Bank’s investment in
graduate programmes for 2013 amounted to R19,6 million
(2012: R17,7 million).

Natural capital

69

South Africa (2012: 70%)
Rest of Africa (2012: 27%)
Outside Africa (2012: 3%)

Employee: length of service
(SBG)

26

27

22

25

< 3 years (2012: 16%)
3 – 5 years (2012: 25%)
6 – 10 years (2012: 27%)
> 10 years (2012: 31%)
Unclassified (2012: 1%)

Graduate participation per geography
(SBG)
1

31

68

South Africa (2012: 68%)
Rest of Africa (2012: 12%)
Outside Africa (2012: 20%)
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Performance and reward
Performance management

Remuneration

We believe that defined responsibilities, clear accountability
and effective performance management is critical to
delivering our business strategy and helps each individual
add value. By evaluating their contribution, we can reward
our people for superior performance and identify and address
their development needs.

We work to ensure that our remuneration philosophy and
practices adequately motivate and reward performance, and
meet developing regulatory requirements and stakeholder
expectations, while maintaining market competitiveness
and guarding against risk-taking beyond the group’s stated
appetite. Our remuneration structures and procedures are
comprehensively set out in the remuneration report in the
annual integrated report.

Our approach is to ensure that employees have a
common understanding of the group’s strategy and how
it links to business unit and individual goals. The Enduring
Performance Management approach, introduced last year,
has presented a few initial challenges, including inconsistent
understanding and application. There is a growing realisation
that performance management is not only about human
resource processes but is increasingly about courageous
leadership and line managers taking greater ownership. The
performance management approach is integrated into our
key development programmes to improve the ability of line
managers to have open and honest performance discussions
with their team members, particularly in relation to managing
poor performance.
Every employee participates in the formal performance
management and career development review process, other
than contract employees, agency staff and temporary staff
for whom the performance management process varies
according to local legislation and is at the discretion of the
business unit concerned. In 2014, PBB South Africa will
include this group of employees in the Enduring Performance
Management approach.

Employment equity and remuneration
We do not tolerate any form of unfair discrimination. We
monitor income differentials within and across job bands
and levels to ensure that our remuneration practices do not
discriminate on the basis of race, gender or disability. In
South Africa, we submit an annual income differential report
covering race and gender to the Department of Labour, as
required by the Employment Equity Act.
Minimum salary
South Africa does not have an established national minimum
wage, however there is debate on setting a national minimum
living wage level of between R4 500 and R6 000 a month.
Our minimum salary across all employee levels is an annual
guaranteed package of R115 930 at 1 March 2014 (up
from R107 738 in 2013), which is comfortably above both
ends of the debated range at around R9 600 a month. At
December 2013, 0,76% of our South African workforce was
earning our minimum salary. We re-examine our entry-level
wage annually against Standard Bank South Africa’s average

Ops Graduate Programme (talent management)

From back left: Mohamed Docrat, Antonette Mathonsi, Denis Limo, Imraan
Varachia, Leesha Ramnarain, Agatha Mazhete, Tebogo Tshoka and Shazia Vally.

Extract: The Ops Graduate Programme, launched in
2013, is an 18-month programme that helps participants
develop a better understanding of the Operations unit,
while gaining commercial expertise through experience.
A rigorous selection process was held across South
Africa and the continent, with ten participants ultimately
being selected. Successful candidates work within an
Operations community to benefit from knowledge
sharing and learning to ultimately become contributors to
efficiency and innovation. Participants are supported by
a mentor and exposed to two business projects. Technical
and functional capabilities are developed as part of a
structured programme covering key areas such as change,
project management, relationship building and process
improvement. Shazia Vally, currently completing her first
rotation with PBB Ops, believes her exposure to the dayto-day activities of the leadership team within Standard
Bank will inspire her to become an effective leader
within the institution. “I anticipate that the Ops Graduate
Programme will build me to be, not only a successful leader,
but a compassionate one too.”
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wage to ensure that the increase in employee price inflation
is considered. In our operations outside South Africa, we
review all minimum salaries and remain in accordance with
local market practice and comply with local regulatory
requirements in this regard.
Worker representative organisations
Tough economic conditions have contributed to a somewhat
difficult environment for negotiating salary increases
with unions. We work with labour unions and government
regulators to ensure a timeous resolution to salary
negotiations. We did not experience any incidents of
strike action in any of our operations in 2013.

Recognition programmes
We recognise and competitively reward those individuals
and teams who make a consistent, sustainable and balanced
contribution to customers, employees and shareholders
as we believe that this defines excellence and drives
employee engagement. The Beyond Excellence Recognition
Programme applies across all business areas and geographies,
and recognises individuals and teams at any level in the
organisation. The programme differs from the normal
reward process as it allows for immediate recognition and
reinforcement of high performance and values-based
behaviour, and contributes toward the creation of a culture
of appreciation and accountability.

Employee benefits
A key factor in our ability to attract, motivate and retain our
people is the quality of the benefits we provide. We are
aiming to align and standardise our benefits processes to SAP
functionality across the group which will enable us to review
the benefits offered to employees in respective countries. In
countries where a standardised process is not possible, we will
adapt our processes to incorporate the local regulatory and
market requirements. In the rest of Africa, benefit offerings
are aligned, where appropriate, to market practice or group
practice to remain competitive in our markets. We will also
implement a governance mechanism to govern any changes
made to benefit programmes within the group to ensure that
changes are aligned to our employee value proposition.
In South Africa, permanent full-time and part-time employees
have access to the same set of benefits. Medical aid,
disability cover, maternity leave and retirement benefits are
not available to temporary workers.
Retirement benefits are normally provided on a defined
contribution basis linked to fixed pay and in line with local
market practice and regulatory requirements. In the rest of
Africa, with the exception of Angola, Democratic Republic of
Congo, Nigeria and Tanzania, where state pension schemes
or mandated participation in external pension arrangements
exists, we provide some form of occupational pension scheme.
Where we have occupational pension plans, participation is
usually mandatory and a condition of employment.

Manufactured capital

Natural capital

52%
of Standard Bank’s employees in South Africa
belong to SASBO, The Finance Union.
Recognition agreements exist with labour unions
in Botswana, the Democratic Republic of Congo,
Ghana, Kenya, Lesotho, Malawi, Mozambique,
Namibia, Swaziland, Zambia and Zimbabwe.

Employee wellness
A focus on performance management at the expense of
employees’ health and wellness is not sustainable and creates
risk for both our employees and the group. We therefore
consider performance, engagement and organisational
health when shaping and reviewing our people strategies.
In addition, 97% of our workforce is situated on the African
continent which has a high risk of communicable diseases
such as HIV/Aids, malaria, other parasitic diseases and
tuberculosis.
We provide proactive and cost effective health programmes
and services aimed at optimising physical health, as well as
mental and social wellbeing. Our strategy facilitates access
to appropriate health and wellness services for all employees
in the group, while ensuring that solutions are customised
to be relevant in different business areas and countries.
Our employees are also provided with relevant health and
wellness information, education and self-management tools
to help them develop personal health improvement plans.
During 2013, we developed and adopted a targeted,
integrated and bespoke health and wellness framework
aligned to local and international best practices. We also
embarked on awareness-raising campaigns to inform
employees of the health and wellness benefits available to
them. We continued with our Project 90/90 health screening
initiative in Standard Bank South Africa which aims to screen
90% of the operation’s employees for health risks by 2015.
In 2013, 18 945 health assessments were undertaken by
employees in South Africa. Including the employees that took
part in the pilot in 2012, the project has reached 64% of the
employees within Standard Bank South Africa. Approximately
70% of all employees screened elected to undergo
confidential HIV counselling and testing (2012: 68%).
We monitor all our health interventions to facilitate ongoing
reporting and identify trends. We are seeing increasing levels
of personal relationship issues, personal and work-related
stress and absenteeism. We are developing an absenteeism
tracking and reporting tool and working with our line
managers to proactively identify and refer employees to the
appropriate health and wellness intervention. To date, 1 871
employees have participated in targeted training to empower
them to better manage personal and work-related stress.
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Our absenteeism rates for 2013 were 2,2% (2012: 2,1%)
and 1,5% (2012: 1,4%) for Standard Bank South Africa and
Liberty respectively.
Our total and temporary incapacity policy establishes formal
procedures for managing employees who are unable to
perform their duties for an extended period due to ill health,
but are expected to recover. During 2013, 230 (2012: 186)
applications were received in South Africa, of which 126
(2012: 69) were granted benefits. The average duration
of the benefit is around four months. We are looking to
implement this benefit in our other African operations and
this year we piloted the programme in five countries.
In South Africa, 86,4% (2012: 83,4%) of our permanent
employees are members of Bankmed, our medical aid
provider, with the remainder being dependants on other
registered medical schemes. We currently have 1 180
(2012: 1 158) South African employees and their
dependants registered on the Bankmed Special Care HIV
Programme, of which 880 (2012: 868) are women. Liberty
Health Blue Medical Insurance (Liberty Blue) is available to
Standard Bank employees in 11 African countries with three
other African country operations having medical insurance
with different providers. In the remaining countries, including
those beyond Africa, our staff are provided with medical care
through various medical providers or by preferred clinics
which are reimbursed accordingly.
Independent Counselling and Advisory Services (ICAS) is a
free and confidential support service available to all Standard
Bank and Liberty employees, their partners and immediate
families across Africa. Typical issues handled by ICAS include
stress management, managing personal and professional
relationships, substance abuse, trauma, HIV/Aids, life
management and legal issues. Through ICAS, employees
affected by workplace trauma such as acts of aggression by
customers or bank robberies have access to onsite trauma
management and debriefing. In our South African operation,
ICAS also offers financial wellbeing solutions such as financial
education, debt rehabilitation and assistance with wealth
creation using sound financial management principles.
Employees in South Africa requiring financial assistance are
also assisted by Credit Customer Assist, a dedicated unit
that undertakes confidential assessments leading to the
rescheduling and consolidation of customer debt. During
2013, a total of 2 013 staff members were assisted,
averaging around 8% of total restructures and consolidations
performed across the Credit Customer Assist portfolio.
Our staff have improved their debt management
performance, with the average performance being around
95% after assistance.

Creating a safe place to work
Our operations across the world operate according to
different OHS laws, but within group policy. During 2013,
we completed an independent review of our OHS audit
process, legal register and baseline risk assessment in South
Africa. The identification of contractors and service providers
working in our premises at any given time is a challenge given
the number of facilities we run across different countries. We
are engaging with relevant stakeholders to determine how
best to manage contractor incident reporting and are working
to embed OHS principles in the contractor procurement
process. These principles are already entrenched in the
procurement process for construction projects.
Another area of focus for 2013 was ensuring the necessary
health and safety procedures, including an OHS network
of officials, were in place to accommodate the move of our
employees into our new building in Rosebank, Johannesburg.
We also started engaging with our operations across Africa to
understand their specific OHS management processes and to
identify any gaps. From this engagement we have established
that the majority of country operations have OHS systems
in place albeit at different levels of maturity. We will work
with these operations to assist them to develop robust OHS
processes. While this is a work in progress, we have had a few
successes; during the Westgate Mall attack in Nairobi, our
staff in the branch managed the unprecedented situation,
effectively invoking the business continuity plan and
protecting the lives of customers present in the branch at the
time of the attack. All our employees were accounted for with
one colleague suffering an injury. Counselling was provided
to staff and customers in the aftermath. Successful practice
drills were held in other countries of operation.
In 2013, we trained 2 360 (2012: 2 523) OHS officials
across the group. In addition, 17 467 employees successfully
completed our OHS e-learning programme available in South
Africa. Our OHS training spend for Standard Bank South
Africa amounted to R1,9 million (2012: R2,2 million).
We do not report on minor first aid injuries but only those
that require medical intervention by a doctor. We count
lost days from the day immediately following the incident.
The day of the incident is excluded. During 2013, our
work-related injuries in South Africa decreased by 19,8%
compared to 2012. A total of 162 injuries were reported,
with 102 injuries resulting in lost time. A total of 653 days
were lost (2012: 989 days). The injury severity rating is low
with no injury resulting in a permanent disability. Our lost
time injury frequency rates have stabilised over the last two
years as a result of improved health and safety reporting
processes including tighter controls for incident management.
Standard Bank Plc and Liberty recorded six (2012: eight) and
22 (2012: 22) injuries respectively. There were no employee
or contractor fatalities during the year.
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Learning and development
On the World Competitiveness Index, Africa does not rank
well in the quality of its education, with general literacy
levels and aptitude for mathematics and science being
particular areas of deficiency. This poses a challenge for
the financial services industry given the prerequisite for
numeracy. In addition, we compete with other financial
institutions and companies in other sectors for skilled people.
The Leadership and Learning unit works closely with the
various business areas across geographies to ensure that
interventions are practical, relevant and meet strategic
priorities. Having a consolidated view of learning activity
across SBG is a challenge. During 2013, we implemented
an integrated groupwide learning system which we hope will
provide more reliable data and support better delivery of
interventions to business units.
Our focus is to develop technical, product and customer
interaction skills through our skills development programmes
(learnerships), graduate programmes and core technical
training programmes across all levels of employees.
In 2013, SBG’s training spend amounted to R638 million
(2012: R605 million), 2,4% (2012: 2,6%) of total
staff costs. A total of 33 574 Standard Bank employees
participated in a training intervention during the year, of
these 59% were women. The average number of training
hours per employee in South Africa, rest of Africa and
international was 30,1; 21,0 and 9,4 hours respectively.
In South Africa, Standard Bank’s skills development spend
was R424 million (2012: R423 million), of which
R331 million (2012: R299 million) was spent on black
employees and R214 million (2012: R196 million) on
women employees, in line with our employment equity
objectives. Out of a total of 27 535 (2012: 24 862)
employees trained in South Africa, 70% (2012: 70%)
and 63% (2012: 64%) were black employees and women
employees respectively. Liberty’s training spend amounted
to R40 million (2012: R40 million), 1,1% (2012: 1,3%) of
staff costs. A total of 80% (2012: 83%) of staff trained were
black employees.

Leadership capability
The scarcity of skills means that talented people can
find themselves tasked with high levels of leadership
accountability early in their careers, requiring that we have
programmes in place to develop our leadership capability.
These programmes, customised through the Global
Leadership Centre, are driven from a central point to ensure
a shared language and common set of competencies across
all our operations. Our leadership development programmes
are designed to develop the leadership capabilities required
to execute our strategy, guide our leaders through change
and new levels of complexity and equip leaders with the skills
to establish clear accountabilities, deliver the employee value
proposition and engage our employees effectively.

Number of health and safety officials trained
(SBG)
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During 2013, 2 858 (2012: 2 498) leaders participated in formal training programmes of which 41% (2012: 50%) were
women. In South Africa, 53% and 52% of Standard Bank and Liberty leadership programmme participants respectively were black
(Standard Bank 2012: 72%). Leadership capability within IT is a skills priority for SBG. We have implemented an accelerated
leadership development programme for 31 candidates with the aim of promoting them into executive management roles in the
next two to three years. During 2013, 15 employees attended our IT Technical Leadership Programme in South Africa and in the
rest of Africa 26 regional heads of Operations units attended the Strategic One Ops Programme to develop their technical and
strategic capability.

Learnerships
Standard Bank and Liberty invest in learnerships for unemployed matriculants and university graduates as part of our contribution
to alleviating youth unemployment in South Africa. Standard Bank offers a thorough induction programme and integrated learner
coaching and support structure to help learners acclimatise to the demands of working life. Since inception in 2008, 2 522
learners have participated in a Standard Bank learnership.
Of the 523 (2011: 317) learners who started a learnership in 2012, 479 successfully completed their respective programmes
in 2013 (2012: 275 successful completions) and 306 (2012: 221) were offered employment at Standard Bank. In 2013, we
offered learnership opportunities to 391 candidates and at the end of the year, 382 learners were still active on the programme.
Of these 382 learners, 97% were black and 69% were women. In 2014, we will roll out a programme targeted specifically at
individuals living with disabilities. Over the longer term we hope to provide similar opportunities to employees through developing
and implementing employed learnerships that are linked to our talent development proposition.
We also support the Banking Sector Education and Training Authority’s (BANKSETA) Letsema and Kuyasa learnerships. In 2013,
Standard Bank offered 121 (2012: 100) learners a place on one of these learnerships of which 110 were still on a programme at
the end of the year. From the 2012 intake of learners, we employed 38 of the 94 learners and graduates that completed
the programmes.
Of the 122 (2012: 120) learners that started Liberty’s learnership in 2013, 117 (2012: 114) graduated. Of the learners that
graduated, 100% (2012: 96%) were black, 71% (2012: 68%) were women and 7% (2012: 16%) were learners with disabilities.

Diversity and inclusion
Having an employee base that reflects the diversity of the societies in which we operate enables us to better understand and
service diverse customers, which is crucial to our continued success. It also gives us access to a range of skills and talent, as well
as diverse thinking which facilitates innovation and sustainable solutions for the organisation and for our customers. During 2013,
we focused on communicating our diversity and inclusion principles to all employees and established two forums: a groupwide
gender forum and a disability forum in the South African operation.

Diversity and inclusion statement of intent
As the leading African bank we believe that diversity is important to our business, whether we are investing in new markets,
working with our diverse clients across the globe or seeking outstanding talent to help us drive innovative solutions for our
clients. Diversity is an important element in everything we do.

Employment equity targets: Standard Bank South Africa only
Black people

Women

2013
2013
target representation

2013
2013
target representation

Top management

%

19,4

21,2

22,2

22,0

Senior management

%

40,6

37,7

33,5

33,2

Middle management

%

64,7

63,2

49,6

49,3

Junior management

%

77,2

77,5

68,7

68,7
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We have started rolling out Unconscious Bias and Diversity Awareness
workshops in South Africa and Nigeria to help participants develop
insight into their own personal stereotypes and how these can impact
on behaviour and decision-making, while providing them with practical
awareness and behavioural tools and techniques. During 2013, around
150 employees in South Africa participated in these workshops.
To date, we have not experienced a material challenge in terms
of generational differences in the ways of working and employee
expectations, however we expect such challenges to increase in
future. We are incorporating generational diversity into our diversity
programmes and are having conversations about whether and how
we adapt our work environment and policies to accommodate the
different needs of our younger employees.

Manufactured capital

Natural capital

Training spend
(SBG)
Rm 700
600

605

638

2012

2013

500
484

400
300
200
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0
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Employment equity in South Africa
Employment equity targets are set annually for the representation of
black people, women and people with disabilities at all occupational
levels. The table on page 78 sets out our progress against our
employment equity targets at December 2013. We met our top and
junior management targets for the representation of black people but
did not meet the targets for black representation at senior and middle
management levels. We were very close to meeting our targets set
for the representation of women overall at all levels of management,
however we did not meet our target for the representation of black
women in senior management.
Targeted recruitment is a key component of creating a more
equitable workforce. During 2013, 75% of our external appointments
at top management level were black South Africans, with 87%, 77%
and 41% at junior, middle and senior management levels respectively.

Of the 2012 Standard Bank
learnership intake, 479 learners
successfully completed their respective

306

programmes in 2013 and
were offered employment at the bank.

Employee: age profile
(SBG)
9
28

In 2014, we will develop a new employment equity plan for South
Africa which will guide our employment equity initiatives for 2015 and
2016. While progress has been made in appointing more black people,
the restructuring of the business has necessitated re-evaluating equity
numbers at business unit level. We will also focus on gaining more insight
into the main motivations behind black senior management exits.
63

Gender equity
We strive for equal representation of women at all levels of the
workforce. Currently, women are under-represented in senior and
executive management levels, as well as in senior governance
structures. Our initiatives to drive an environment more inclusive of
women include development programmes and networking forums.
The Women in Leadership Programme aims to teach effective
leadership skills to women in middle management roles with the
view to moving them into senior management roles. During 2013,
57 women from eight countries across Africa participated in the
programme. A survey to determine what impact the programme has
had on previous participants showed that of the 47 respondents, 22
answered ‘yes’ to having been given more responsibility or having
been promoted since participating in the programme.
The agenda of the newly launched Group Gender Forum will focus on
the critical factors that contribute to the success of women reaching
senior management and executive levels. The forum will provide a
two-way channel of communication and will ensure that men are part
of the conversation and solution.

< 30 years old (2012: 29%)
30 - 50 years old (2012: 62%)
> 50 years old (2012: 9%)

Employee: gender profile
(SBG)

43
57

Women (2012: 57%)
Men (2012: 43%)
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Under the Central Bank of Nigeria’s diversity directive,
Stanbic IBTC Bank is required to increase the representation
of women on its Board of Directors and within its senior
management level to 30% and 40% respectively by the
end of 2014. To support gender diversity and deliver on
the central bank’s recommendations, Stanbic IBTC Bank has
deployed resourcing and retention strategies, as well as a
talent management strategy to promote high performing
women into senior managerial roles. At December 2013,
21% and 27% of Stanbic IBTC Bank’s Board of Directors and
senior management respectively were women.
Going forward we will look to increase awareness and
conversations on gender issues, increase the participation of
women in high-visibility assignments and create networks to
initiate mentorship and sponsorship opportunities. We will
develop and implement a gender equity plan for Nigeria and
drive additional research and initiate similar discussions on
gender issues in other countries outside South Africa.

Disability management
We are actively working to recruit and retain people with
disabilities by incorporating disability considerations across
our human resources processes and creating an environment
in which people with disabilities can perform to their full
potential. Our representation of people with disabilities in

South Africa remains low despite our efforts to encourage
employees to declare a disability and an improved declaration
process. We suspect that many employees do not declare
a disability because they are anxious about stigmatisation
or discrimination. During 2013, we established a Disability
Forum to assist us in identifying and remedying physical,
social and attitudinal barriers that employees with a disability
might face.
At December 2013, 1,2% (2012: 2,0%) of our South African
workforce had declared a disability that had been verified
in our internal processes. Measured as a percentage of our
South African workforce, 0,8% (2012: 1,2%) were black
employees that had declared a disability, against a target
of 1,5%. These drops are as a result of the internal audit
undertaken to ensure that individuals who had declared
a disability did indeed have a condition that met the
Employment Equity Act definition of a disability. This resulted
in the disqualification of some declarations.
In the long term our goal is to develop a groupwide approach
to disability which is based on consistent underlying principles
with appropriate flexibility, so that we can be relevant to all
people in the countries in which we operate. This will include
engagement with our country operations outside South Africa
to determine what disability management practices exist and
where there are opportunities for improvement.

Detailed information on all aspects discussed in our human capital section can be found at: people.

Driving the gender agenda (diversity and inclusion)
Extract: As part of the 2013 Standard Bank Women in Leadership Programme, seven women employees undertook
research to confirm the business case for the implementation of a gender forum and to explore what the critical
success factors are that have assisted Standard Bank leaders to achieve their current positions.
The results of the research confirmed that there is a business case for implementing a gender forum and revealed the
high level of support and appetite for gender equity within Standard Bank. The investigation of critical success factors
of senior leadership revealed significant differences between women and men. The top three success factors identified
by women leaders were: hard work (72%), values (67%) and personal, interpersonal and professional mastery (57%).
The top three success factors identified by male leaders were: leadership skills (70%), opportunities and external
forces (69%) and relationships and networking (57%).
Two other significant areas of difference between male and female leaders were identified as being mentorship and
high-visibility assignments. Some 90% of male respondents had mentors in their careers compared to only 64% of
female respondents, while 93% of male respondents had been given high-visibility assignments, compared to only
22% of the female respondents. Women reported having to proactively ask for such assignments, while men were
selected without having to ask.
Based on the results of the research, the team proposed objectives for the recently developed groupwide Group
Gender Forum, including the creation of an internal network of women leaders to facilitate career progression and
where women can add maximum value. In addition, the team proposed that the forum support the implementation
of country-specific development programmes for women, as well as country and provincial-level gender forums where
appropriate. The increased participation of women in high-visibility assignments and taskforces, particularly those with
a regional and global focus, such as expat assignments, was also identified as an area where the forum could
lend support.

Manufactured capital
Our physical infrastructure required to provide
our products and services
Information technology
Our selfservice channels
Our branches
Green buildings

Standard Bank’s Woodlands branch: while our new-look branches
incorporate technological advances, they are designed to
accommodate the human factor where personal contact with bank
professionals is available to our customers.

82

Standard Bank Group

Sustainability Report 2013

4,3 million

2013 highlights
Finacle, our core banking system for the rest of Africa,
was successfully implemented in Botswana and Tanzania,
bringing the total number of countries using this system
to five.

Inclusive Banking accounts in South Africa migrated
from legacy systems into the new SAP core
banking system.

Our new office building in Rosebank, Johannesburg was
awarded the Afrisam Innovation Award for Sustainable
Construction and has received a five-star Green Star rating.

Four

In partnership with the Green Building Council of South
Africa (GBCSA), we developed the Greening Building
Interiors Tool.
Mozambique and Nigeria launched mobile banking
applications (app).

out of eight business releases have been
completed in the core banking transformation
programme in South Africa.

99%
of the 27

891 IT changes implemented were
successful, meeting the initial intent.

Measuring performance
Number of branches and service centres

Proportion of transactions

(Standard Bank)

(Standard Bank South Africa)

800

25

21

721

703

600

514

400

726
528

557
3
7

200

23
8

0
2011
South Africa

2012

2013
Rest of Africa

13
ATM cash withdrawals (2012: 23%)
Magtape transactions (2012: 26%)
Credit card transactions (2012: 14%)
Cheques processed (2012: 8%)
Debit card transactions (2012: 8%)
Branch deposits (2012: 3%)
Other (2012: 18%)

Number of ATMs
(Standard Bank)
10 000
8 000
6 000

939
7 006

1 050
8 103

1 223
8 077

4 000

The Standard Bank Mobile Banking app,
launched in 2012, has maintained a

2 000
0
2011
South Africa

2012
Rest of Africa

2013

four out of five-star
rating in app stores.
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Key SBG indicators

Natural capital

2013

2012

2011

16,1

14,11

14,11

1 283

1 249

1 217

726

721

703

Information technology (IT)
IT spend

Rbn

Distribution network
Number of branches and service centres
South Africa
Rest of Africa
Number of ATMs

557

528

514

9 300

9 1532

7 945

South Africa

8 077

8 103

7 006

Rest of Africa

1 223

1 050

939

Number of ATM transactions in South Africa

million

458

455

446

Number of ATM transactions in rest of Africa

million

120

86

N/A3

1 875 915

1 459 862

1 092 389

991

975

819

331 697

140 3481

N/A4

3,6

2,7

N/A3

3 212 335

2 657 147

1 306 679

271,1

131,5

44,6

206 1985

48 059

N/A4

419 977

3

N/A

N/A3

2013

2012

2011

89

93

90

Internet Banking
Standard Bank South Africa
Registered customers
Number of transactions

million

Standard Bank Africa
Registered customers
Number of transactions

million

Mobile Banking
Standard Bank South Africa
Registered customers
Number of transactions

million

Standard Bank Africa
Registered customers
Number of transactions
Key Standard Bank South Africa indicators
Branches and services centres per province
Eastern Cape

93

81

84

Gauteng

171

175

173

KwaZulu-Natal

Free State and Northern Cape

106

109

107

Limpopo

48

47

44

Mpumalanga

53

53

52

North West

45

42

34

121

121

119

3 913

6 813

9 716

106

100

68

37

88

N/A4

Western Cape
Underserviced areas
Number of AccessPoints
Number of AccessBanking Centres
6

Number of extended hours outlets
1

Restated.
Restated to include AutoMoney machines.
3
Not available.
4
We started rolling out extended hours outlets and splitting our African Internet and Mobile Banking customer base in 2012.
5
As at 30 November 2013.
6
Our extended hours outlets provide the same services as AccessBanking Centres but are located within a branch.
Note: our 2015 targets to increase our Internet Banking and Cellphone Banking customers in South Africa were based on customer growth projections that have
not materialised and we are therefore reviewing these targets.
2
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Information technology
IT is an integral part of the business of banking and is
fundamental to the support, sustainability and growth of
Standard Bank Group (SBG). The implementation and renewal
of IT infrastructure across the group is expected to drive
revenue growth through improved business flexibility and
the faster development, launch and distribution of products
to market. To improve the customer experience, our systems
are being designed to include an end-to-end customer
relationship management capability to provide us with a
single view of all interactions a customer has with the bank.
This will help our employees understand customer behaviour,
offer tailored products and identify common queries,
complaints and sales leads. As a central enabler, IT will help
us to increase our presence in Africa through technology
platforms that allow for innovative ways to provide affordable
and accessible banking to our customers, and will contribute
to building the capacity to meet future demand as we grow
on the continent. Our IT infrastructure must therefore be
flexible enough to constantly evolve to meet changing
business needs and regulatory requirements, and our new
core banking systems provide for this.
Our investment in this business enabler is critical to improving
productivity and maintaining our competitive edge, and
therefore is a significant part of our expense base. In 2013,
we spent R16,1 billion (2012: R14,1 billion) across the
group, representing 28,6% (2012: 29,3%) of total operating
costs. Given the level of reliance that we have on IT, it is
imperative that IT is effectively governed to ensure that it
supports the group’s strategic objectives.
Our plans for 2014 to 2016 are to focus on implementing
mobile banking technologies, providing our customers with
alternative banking channels, optimising the core banking
transitions so that we are able to decommission legacy
systems and simplifying our infrastructure landscape. We
will focus on the reliability and stability of external services
to build client confidence and trust, and we will begin to
produce predictive analytics to transform client data into
valuable information for profitable decision-making.

IT governance
The SBG Board of Directors is responsible for ensuring that
prudent and reasonable steps have been taken regarding IT
governance. It is assisted by the Group Audit Committee and
the Group Risk and Capital Management Committee which is
responsible for implementing the IT governance framework.
The IT Steering Committee reports to the Group Risk and
Capital Management Committee on IT matters and, together
with its sub-committees, is responsible for ensuring efficient
and effective IT governance. The Group Chief Technology
Officer is responsible for designing, implementing and
executing the IT governance framework and reports into the
Group Chief Executives. Both Personal & Business Banking
(PBB) and Corporate & Investment Banking (CIB) have
Chief Information Officers, ensuring that the IT strategy
is aligned to and integrated with their business strategies,

budgets and objectives. During 2013, we introduced a Group
Technology Shared Services unit which provides service
delivery management, enterprise technology architecture,
risk management, infrastructure operations, solutions
development, testing and assurance capabilities to PBB, CIB
and the enabling functions. In addition, we established an
IT Architecture Governance Committee and an IT Risk and
Compliance Committee to assist the IT Steering Committee
with its technology architecture and risk obligations. The
responsibility for IT within Liberty rests with its Board of
Directors, Chief Executive and Chief Information Officer,
however there are certain infrastructure capabilities within
Standard Bank that Liberty utilises.
IT can pose a significant risk if systems become inoperative
or unavailable. Various controls are in place to mitigate
associated risks and oversight is provided through the first,
second and third lines of defence as described in the risk
and capital management summary in the annual integrated
report. Security risk assessments are completed for each
implementation and security testing is undertaken prior to
any implementation in the digital channel. The underlying
theme of the Protection of Personal Information Act is that
all personal information should be kept secure against the
risk of loss, unauthorised access, interference, modification,
destruction or disclosure. Our IT systems that house personal
information will be reviewed to ensure that the relevant
security requirements are met. This will form part of our
privacy programme which sets privacy standards for all our
entities across all jurisdictions.

Implementations
The Core Banking Transformation Programme will enable the
modernisation of PBB in South Africa through facilitating the
creation and implementation of new business and operating
models, supported by the new core banking system using SAP
technology and the retiring of numerous legacy systems. The
upgrade will continue to elevate IT costs through to 2017
and will be delivered through eight business releases, of
which four have been completed to date. Cost containment
and eventual cost reduction is expected through automated
and straight-through business processes, easier-to-maintain
and relatively easily updated systems and processes. During
2013, we migrated 4,3 million accounts from legacy systems
to the new SAP platform. We also began implementing the
first phase of our Customer Relationship Management solution
which will ultimately integrate customer management across
different channels and provide a single view of customers,
improving our speed, accuracy and responsiveness, and
making it easier for customers to interact with us. In the
third quarter of 2014 we will start migrating the balance of
accounts held with us onto SAP. We will then be in a position
to start unlocking the value of a single customer view both
from a customer and credit risk point of view. The programme
is budgeted at R16 billion and to date we are on track to
deliver within this cost commitment.
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Finacle is a universal banking solution that supports retail
and corporate banking, customer relationship management,
digital channels and an operational data store. The scope
of this implementation is to transform our system capability
for business growth in Africa. Finacle has been deployed
in Botswana, Namibia, Nigeria, Tanzania and Uganda, with
more than two million customers migrated onto the new
platform so far. Implementation in Ghana is scheduled for
2014, Lesotho, Mauritius, Swaziland and Zambia will follow
in 2015. The biggest benefit of the core banking programme
is the standardisation of our operations across the continent.
By moving all our banks onto the same system, we can
become more efficient and can save on costs and effort
when rolling out new enhancements. In addition, skills can
be transferred across borders and products and services
developed for one market can be exported to others.
Change management programmes and training are a key
part of the replacement projects to assist our employees
in understanding the new processes. Every effort is made
to minimise the disruption experienced by our customers,
and we communicate with them before, during and after
installation to win their support and help them through any
challenges they may experience during the conversion. We
are getting better at managing these disruptions as the
lessons learnt from each installation are used to minimise the
disruptions in future implementations.
In 2013, CIB undertook a number of initiatives to improve
efficiency, standardisation and product capability across
the group’s footprint. These included a globally-aligned
equity derivatives trading and a core integrated interest rate
derivatives platform, as well as a global market risk operating
model and standardised credit risk workflow. Further straightthrough processes for our treasury management software
were implemented in dealing rooms across the African
continent for seamless trading of foreign exchange, money
market and fixed income. An international trade processing
solution was deployed in five African countries, as well as the
eMarkets electronic trading platform which provides clients

Manufactured capital

Natural capital

with research, pre-trade services, pricing, risk management,
liquidity management and trade execution for forex and
commodities. These initiatives provide efficiencies and
improved product capability, ultimately benefitting our clients.
New Business Online, operational in 14 countries, is a single
integrated online cash management platform that allows our
clients to view and transact on all their accounts across Africa
and it consolidates payments, trade, liquidity management,
foreign exchange and enquiry capability for global, regional
and country-based corporates and institutions. We also
launched the first phase of the Customer Engagement
Programme which will ensure a greater focus on delivering
technology according to client requirements and usage.
An area of focus for CIB during 2013 was implementing
projects to comply with various pieces of regulation such as
the European Market Infrastructure Regulation, Dodd Frank
Act and Balance of Payments Reporting requirements.

Service delivery
Stability and availability (uptime) are key aspects for any
IT system. Availability in 2013 has been good despite
the amount of change associated with the core banking
system implementations. This is due to an improved release
discipline allowing production teams a clear view of what is
changing and when, and therefore being able to focus clearly
on those changes and their potential effects.
While IT availability is not measured at a groupwide level,
we do measure it at business unit and geographic level. We
are enhancing our monitoring capabilities and focusing on
training and adherence to operational procedures to minimise
preventable failures. In 2014, we will start measuring our
service delivery using a scorecard approach based on our
service to business as opposed to system availability.
During 2013, Standard Bank experienced 341 250
(2012: 335 819) IT incidents, of which 632 (2012: 1 931)
were classified as critical. Of the 27 891 (2012: 23 516)
changes implemented, 99% (2012: 98%) were implemented
successfully with the remainder not meeting the initial intent.

Our self-service areas in our new generation branches enable customers to conduct Internet and Mobile Banking transactions, with a permanent
staff member stationed in these lounges to provide assistance.
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Our self-service channels
Technology has made it possible for customers to manage
their everyday banking online, on their mobile phones or
through devices such as ATMs. These channels work well for
undertaking everyday banking transactions, as is evidenced
by the growing customer expectation that we deliver more
capable electronic banking at a faster rate.

3,2 million (2012: 2,7 million) registered Cellphone Banking
customers and the number of transactions on this channel
amounted to 271,1 million (2012: 131,5 million).

South Africa

In Africa, cash continues to be the primary financial
instrument and during 2013, we increased our ATM footprint
in the rest of Africa by 16%, installing machines in targeted
retail areas in the larger cities in which we have a presence.
We are upgrading our ATM software to ensure enhanced
security measures and to provide new capabilities such as
real-time deposits and cardless cash-out transactions. Each
country operation is now also able to customise their ATM
screens with marketing messages and localised features.

ATM network
In 2011, we embarked on a four-year project to upgrade
some 1 800 ATMs to the latest technology and at
December 2013, 1 300 ATMs had been upgraded. The
upgrades allow for greater functionality such as automated
note accepting, which removes the need for envelopes
when depositing money, and domestic remittances enabling
customers to send money to anyone in South Africa who
can subsequently withdraw this money by entering a pin
and voucher number. The height of our newer generation
ATM devices can be adjusted at the time of installation to
ensure accessibility for customers who use wheelchairs and
customers who are visually impaired are able to personalise
their profile to make the icons and screen prompts more
visible. We provide three different language options on our
ATMs in South Africa and our icons aid our customers in
determining the available transaction types and functionality.
Our average ATM uptime was 96,5% (2012: 96,6%) against
a target of 97%. During the year we processed more than
458 million (2012: 455 million) ATM transactions. Around
38% (2012: 34%) of our ATM network is situated in areas
where people generally earn less than R5 000 per month,
classified as LSM 1-5 areas.
Internet and Mobile Banking
Our average Internet Banking uptime for 2013 was 99,9%
(2012: 99,9%) and our 1,9 million (2012: 1,5 million)
registered users processed 991 million (2012: 975 million)
transactions through this channel. Some 45% of registered
customers undertook Internet Banking transactions during
the month of December.
The Standard Bank Mobile Banking app for smartphones,
launched towards the end of 2012, has maintained a four
out of five-star rating in app stores since its launch and
customers have highlighted the ease and simplicity of the
interface. Over the past 18 months the app has garnered
over 140 000 active unique users processing monthly
payments approaching R3 billion. The newly created Standard
Bank Group Mobile unit, which has the mandate to innovate,
is working on additional functionality for our app such as
the ability to add a beneficiary and once-off payments for
delivery in 2014, along with other differentiating features
that will enhance the customer experience. Our customers
who do not have smartphones are unable to use the app
however they are still able to do basic banking through the
Unstructured Supplementary Service Data (USSD) Cellphone
Banking platform. At December 2013, we had a total of

Rest of Africa
ATM network

Network reliability is a challenge for the ATM network in
the rest of Africa and to mitigate this risk we position our
machines where we are better able to ensure maximum
performance and service levels. We have also installed
monitoring tools that notify ATM custodians in the event of
a failure. As a result of these initiatives our ATM uptime for
this network increased to over 96% compared to 95% in
2012, giving our customers a reliable and dependable cash
service. A total of 120 million (2012: 86 million) transactions
were facilitated through this channel in 2013. We plan to
expand our ATM network by an additional 250 machines and
will be fully Europay, MasterCard® and Visa (EMV) compliant
by the end of 2014.
Internet and Mobile Banking
Enhancing our Internet and Mobile Banking platforms
in the rest of Africa remained a focus in 2013 as these
non-conventional models of banking are key enablers to
our Africa growth strategy. Internet Banking is available in
Angola, Botswana, Ghana, Kenya, Lesotho, Malawi, Mauritius,
Mozambique, Namibia, Nigeria, Swaziland, Tanzania, Uganda
and Zambia.
The USSD Mobile Banking platform is now used in 14
Standard Bank Africa retail franchises, with Botswana,
Tanzania and Uganda having successfully implemented our
new digital channels architecture which will be our baseline
for future implementations. Mozambique and Nigeria
launched their own banking apps during 2013. In Nigeria, the
Stanbic IBTC MobileMoney app will help us bring affordable
financial services closer to Nigerians in line with our financial
inclusion objectives. The smartphone app provides customers
with a secure, fast and convenient means of sending and
receiving money including airtime purchases and transfer of
funds to bank accounts and mobile phone subscribers.
The magnitude and variety of interactions required to
develop and maintain the stability of our Internet and Mobile
Banking platforms is a challenge. Our USSD Mobile Banking
implementation spans in excess of 50 mobile network
operators. Additional challenges include the skills required

87

Social and relationship capital

Financial capital

to embed digital channels into the organisation’s other
capabilities and our ability to proactively monitor the
availability and performance of these channels. In
2014, we will look to improve our monitoring capability
and each country is now accountable for maintaining
relationships with the key mobile network operators in
their region.
At December 2013, Standard Bank Africa had
331 697 (2012: 140 348) registered Internet
Banking customers and at November 206 198
(2012: 48 059) registered Mobile Banking customers.
The number of transactions facilitated through both
platforms was 3,6 million (2012: 2,7 million) and
419 977 respectively.

Human capital
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Innovation
Being able to adapt to changing markets ensures our ability to
remain relevant. Our Beyond Payments unit focuses on innovation
primarily in the payments and banking space. There is no shortage
of relevant and value-adding innovations in the bank; however
a primary challenge is integrating new, radical and innovative
businesses and products into the mainstream business and
extracting value from these initiatives. This is particularly true
when new products potentially diminish the need for existing
products or services. Within PBB South Africa, we are guided by
an Innovation Review Board which ensures the right focus and
prioritises new innovations. Our objective is to accelerate the
number of new concepts being evaluated and tested.

Using Mobile Banking to acquire customers
To further support our customer acquisition strategy,
we introduced an innovative tablet solution for
on-boarding new customers both in branches and
remotely. This initiative has generated around 45% of
all branch sales and is used to service personal banking,
high net worth and Bancassurance customers. We are
also piloting a tailored version of this solution to service
small and medium enterprise customers in Ghana,
Kenya and Uganda.
Our remote sales force interacts with customers
outside the branch environment, such as at their
workplace. Using this solution, the remote sales force
can complete all required documentation and the
capturing of customer details, including electronic
signatures, in a single meeting. Application forms are
then automatically compressed into PDF format and
emailed for processing, with copies also emailed to
the customer for record-keeping. The app-based tool
uses predictive software which uses variables such as a
customer’s monthly salary, profession and net worth to
immediately recommend a set of products suitable for
their financial needs. This method of remote banking is
increasing our average product-per-customer sales in
key African markets.
We piloted the sales app and tablet technology
in Angola, Ghana and Tanzania in 2012 and have
since released an updated version, which is now
fully operational in these three countries as well as
Botswana, Kenya, Lesotho, Malawi, Swaziland, Uganda,
Zambia and Zimbabwe. Rollout to Mozambique
and Nigeria is planned for 2014. The technology is
customised to take into account each country’s central
bank requirements. The app is currently only available
through the iOS software platform and an Androidbased app is due for release in 2014.

Standard Bank achieves global award for innovative
banking model
Standard Bank achieved global recognition for our pioneering
efforts to ensure banking is easy and convenient for all South
Africans. We won the prestigious BAI-Finacle Global Banking
Innovation Award 2013 for our AccessBanking suite of products.
We were the first bank in South Africa to create an alternative,
pervasive and cost-effective model that supports banking services
within the areas in which our customers live. AccessBanking is a
mobile access money ecosystem consisting of transaction, savings
and loan accounts underpinned by an in-community service model
to ensure accessibility. We designed this offering after carefully
listening to our customers’ requirements including the need to
bring banking services right into the heart of their communities.
A key element of the ecosystem is that all customers also have
automatic access to Cellphone Banking enabling them to make
payments or obtain account information anytime, anywhere.

“This award is significant because it acknowledges
our determination to put customers first by making
banking easy and convenient for our customers,”
says Funeka Montjane, Chief Executive of PBB South Africa.
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Our branches
South Africa
While we encourage our customers to migrate to our selfservice channels, our branches are still an important element
of our distribution network as they enable our customers to
access advice and assistance through face-to-face interactions
and can facilitate more complex transactions. By moving lowvalue services to electronic platforms, we are able to focus on
providing high-value personal services in our branches.
In South Africa, we have embarked on a project to reinvent
our most prominent branches with a new cutting-edge
interior design. Our design team spent months physically
working the floor to understand the challenges customers
faced when entering a branch. This helped us to identify
where the most important conversations in the branch
environment take place. As a result a number of areas were
redesigned including the help desk, the enquiries counter
and the self-service areas, so that customers can easily
identify where to go when entering a branch. Our selfservice areas enable customers to conduct Internet and
Mobile Banking transactions, with a permanent staff member
stationed in these lounges to provide assistance. While the
new-look branches incorporate technological advances,
they remain places that accommodate the human factor
where our customers can interact with people when mobile
and automated mechanisms are not sufficient to meet their
needs. To date, eight branches have been overhauled, with
another three branches earmarked for renovation in 2014.
Physical access in underbanked areas
During 2013, we had 143 (2012: 136) Standard Bank
branches, service centres or AccessBanking Centres in

underbanked areas. Our AccessPoint distribution channel
provides banking services to the low-income market and is
accessible through retailers. Customers can withdraw and
deposit cash, buy prepaid airtime or electricity, transfer
money, conduct a balance enquiry or use their card to pay
for purchases made in-store. Retailers need to be well
rooted and respected within the community to gain customer
buy-in to the service, and are therefore taken through a
stringent screening process. At December 2013, we had
3 913 (2012: 6 813) AccessPoints across South Africa, of
which 71% (2012: 85%) were active. We have continued to
review our AccessPoint placement strategy to ensure optimal
performance, removing non-performing retailers from the
network. This accounts for the decrease in the number of
AccessPoints compared to 2012. The number of transactions
facilitated through AccessPoints increased by 26% compared
to 2012, with 30% of the 28 million transactions being done
after banking hours.
Our AccessBanking Centres offer AccessLoan, AccessAccount,
AccessSave and Funeral Plan products, as well as banking
services such as bank statements, PIN resets, card
replacements, stop and debit orders and Cellphone Banking
registrations. These outlets are essentially conveniently
located tellerless branches offering extended operating hours.
They do not hold cash on the premises. At December 2013,
we had 106 (2012: 100) AccessBanking Centres with this
channel achieving a customer experience score of 8,99 out of
ten (2012: 9,57). The decrease is attributed to limited staff
available to deal with customer requests and limited services
offered through the channel. We are looking at ways to combat
these challenges including expanding the services offered.

AccessPoints revitalise small, women-owned businesses
Gladys Mashike hosts an AccessPoint in her store, Mapetla General Dealer Store, and is one of the three top-performing
women in the countrywide AccessPoint network. Through the AccessPoint concept, Gladys is earning extra income by
means of commissions earned on bank transactions, while also playing a significant role in bringing banking facilities
to remote or rural areas. Around 37% of our AccessPoints are owned by women who processed around R5,3 million in
transactions through their small businesses in 2013. Gladys attributes her AccessPoint success to taking the time to
explain to her customers how AccessPoint can make their lives easier and save them the transport costs they’d have
incurred travelling to a branch. The AccessPoint also has beneficial effects for the communities as money is circulated
within communities rather than being spent in other areas. AccessPoint owners are trained to help their customers draw,
deposit, and transfer money, do balance enquiries on their accounts, and buy airtime and electricity.
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Green buildings
Rest of Africa
In the rest of Africa, we are upgrading our Customer Contact
Centres in most countries and revamping all our branches
to create a similar look and feel across our footprint. This
has garnered positive feedback from our customers. Having
branches in locations convenient for our target markets is
challenging and costly so we undertake annual distribution
planning to identify where we can build new branches
or relocate existing branches to ensure exposure to our
banking services. We are piloting Customer Retention and
On-boarding Centres in Ghana and Uganda to improve the
customer experience and shorten the turnaround time to
serve customers.

Access for people with disabilities
Most of our existing and newly built buildings in South
Africa have facilities such as ramps and special entrances
to accommodate customers with disabilities. Our baseline
design for all new branches built across Africa incorporates
accessibility considerations, and branches are built in
accordance with local occupational health and safety
requirements. Visually impaired customers receive
personalised attention when transacting at the branch. In
2014, we will be working with branch staff in South Africa to
assist them to understand how to best service customers with
various types of disabilities.

30 Baker Street, our new office building in Rosebank, Johannesburg.

We implement green building principles where feasible to
reduce our day-to-day operating costs and manage our
buildings and branches in an environmentally sustainable
way. Standard Bank Properties and Liberty Life Properties are
members of the GBCSA and when designing new buildings,
we consider the Green Star SA building rating system that
takes into account factors such as building management,
indoor environmental quality, the building’s energy and water
consumption, users’ transportation needs, materials used,
land use and site emissions.
Previously, the GBCSA’s suite of tools only took into account
the environmental design and construction of buildings and
not the interior fittings. We worked with the GBCSA in 2013
to develop the Greening Building Interiors Tool which was
jointly sponsored by the bank and Saint-Gobain Construction
Products. This tool addresses the design, construction and
refurbishment of interior spaces in existing and new buildings.
Next year we plan to pilot the interiors tool with the intention
of achieving a four-star Green Star rating in our branches,
after which a rollout plan for the tool will be developed.
In Africa, our focus is mainly on improving the energy
efficiency of our bank-owned properties. We are currently
constructing two head office buildings, one in Ghana and
another in Mozambique. Where feasible, we have introduced
elements of green building design, for example the new
head office in Mozambique includes elements such as fly-ash
concrete and energy efficient lighting and air-conditioning
systems. The building management practices make provision
for water and waste treatment and recycling. New branches
built in Africa are typically smaller and more efficient than our
older branches, generating savings in both construction and
operating costs.
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Standard Bank’s Rosebank office
Our new office building in Rosebank, Johannesburg, was
completed in 2013 and accommodates around 4 500
employees in customer-facing operations. It achieved
a five-star preliminary design rating by the GBCSA and
a five-star Green Star rating upon completion. Ratings
range from four stars for best practice to six stars for world
leadership. The 65 000m² building, which cost R2,7 billion
to build, is one of eight buildings in South Africa to have
achieved a five-star rating on completion. It is estimated
that attaining a Green Star five-star rating adds about 3%
to the building’s overall costs.
The Rosebank office has a west wing with nine floors and
an east wing with 11 floors, separated by a fully-enclosed
central sun-lit atrium. The roof of the atrium has saw-tooth
skylights and the glass façade covers more than 65% of
the vertical external surfaces and is triple glazed with a
built-in remotely activated window blind system linked to a
rooftop weather station for sunlight tracking. Most of the
office areas have high levels of natural daylight and direct
lines of sight to the outdoors or into the atrium, reducing
the energy required for lighting.
The building requires around six megawatts of electricity
to run. We have installed a gas-powered tri-generation
plant, which is both energy efficient and helps to reduce
our South African carbon footprint as it uses natural gas
to generate electricity. The plant generates about one
megawatt of electricity, with the heat generated from the
gas plant providing a further 0,8 megawatts of energy
which is filtered into the air-conditioning system. The
balance of energy required by the building is drawn from
the electricity grid.
Energy efficient lighting systems are used throughout
the building, with lights automatically switching on
when a person is working in an area, and off when no
one is present, as well as dimming or brightening as
the amount of natural light in the building varies. The
air-conditioning system uses technology that takes the
air from outside into the building rather than pooling air
that has been recycled, providing ventilation rates
50% better than a conventional South African office
building. It combines air-cooled chillers to reduce
dependency on water and water-cooled chillers for
higher energy efficiency.
Water efficient fittings and fixtures, such as dual flush
toilets, low-flow shower heads and tap aerators have
been installed throughout the building. The building is
designed to take into account potential future resource
constraints, for example provision has been made to
build a water recycling plant should the need arise.
Both the lifts and escalators have low-energy features
that lower power consumption. Escalators are the most

efficient way of moving people up and down, but have also
been shown to increase staff interactions and networking.
The cafeteria on the eastern part of the ground floor, as
well as the coffee bars situated on various floors, provide
additional networking spots. As a financial institution
competing for staff, a healthy work environment is an
effective way to attract and retain talented individuals to
the company.
The building has dedicated storage areas for the
separation and collection of paper, glass, plastics and
metal waste to facilitate recycling. Desks do not have
individual waste paper baskets, as staff are required
to use the designated recycling bins. The building
materials used during construction were sourced with
environmental aspects in mind and products were sourced
locally where possible to reduce carbon emissions during
the transportation of construction materials. During
construction, ongoing waste management practices were
adhered to with the aim of reusing or recycling 85% of the
waste generated onsite.
A large landscaped area of approximately 9 700m²
includes approximately 400 indigenous trees as well as
flower gardens, grass and a linear water-feature with
granite rocks recycled from a quarry. Nine different
indigenous tree species were selected to work in harmony
with the surrounding ecosystem, attracting existing insects
and fauna. The garden is accessible to the general public.
In addition, the Rosebank building is expected to create
economic spin-offs for retailers, restaurants and transport
facilities in the area.

Natural capital
The renewable and non-renewable resources on
which we depend to provide products and services
now and in the future
Climate change
Climate finance
Managing our environmental impact

Cookhouse Wind Farm, still under construction, will be the largest
wind farm project in South Africa with an installed capacity
of 138,6 megawatts. Cookhouse Wind Farm is located in the
Eastern Cape Province.

92

Standard Bank Group

Sustainability Report 2013

2013 highlights
Underwrote R6,4 billion for five solar and wind projects
with an installed renewable energy capacity of
353 megawatts in the second phase of the South
African Government’s Renewable Energy
Independent Power Producer Procurement (REIPPP)
Programme. Four bids have successfully closed.
Standard Bank was voted the Best Primary Originator of
Kyoto Credits in the Environmental Finance Annual
Market Survey Awards for the second consecutive year.

R20 billion
funding support agreement signed with the Industrial
and Commercial Bank of China (ICBC) for renewable
energy projects.

37 million tons
greenhouse gas abatement as a result of our
carbon financing (2012: 19 million tons).

Reduced the amount of paper statements sent to
customers in South Africa by approximately 200 tons.

4%

Met our target to reduce our paper consumption by
10% by 2015 using 2009 as the baseline year.

reduction in purchased electricity consumption
in South Africa.

Measuring performance
2013

2012

2011

metric tons

392 159✓

412 089

180 403

Standard Bank Africa

metric tons

44 220

78 804

23 246

Standard Bank International

metric tons

12 634

2 367

1 327

Liberty

metric tons

46 781✓

51 210

50 479

346 751 417 369 094 656

153 512 557

Key SBG indicators
Carbon equivalent
Standard Bank South Africa
1

Energy consumption
Standard Bank South Africa

kilowatt hours

• Diesel (generators)

kilowatt hours

429 495

290 912 279 303 323 037

125 422 308

• Electricity purchased: premises

kilowatt hours
kilowatt hours

5 245 725

15 309 968

N/A2

• Electricity purchased: data centres

kilowatt hours

49 658 033

48 958 708

27 139 508

• Renewable energy sourced

kilowatt hours

243 5893

703 234

521 246

Standard Bank Africa

kilowatt hours

127 434 447

93 730 784

19 960 128

• Diesel (generators)

kilowatt hours

68 985 260

70 298 088

N/A2

• Electricity purchased

kilowatt hours

58 449 187

23 432 696

19 960 128

Standard Bank International

kilowatt hours

2 864 754

4 511 192

2 530 030

26 955

2

N/A2

• Diesel (generators)

4

kilowatt hours
5

N/A

kilowatt hours

2 837 799

4 511 192

2 530 030

Liberty

kilowatt hours

40 314 223

45 194 788

45 225 708

• Electricity purchased: owned/occupied properties

kilowatt hours

35 502 702

36 610 385

37 391 988

• Electricity purchased: leased properties

kilowatt hours

4 811 521

8 584 403

7 833 720

• Electricity purchased

Data collected for 16 African countries excluding South Africa (2012: 15 African countries).
Not available.
3
2013 is based on actual metering while previous years were estimates.
4
Data collected for one country outside Africa (2012: one country).
5
Data collected for four countries outside Africa (2012: one country).
Note: 2012 and 2013 electricity consumption for South Africa covers 100% of the operation.
✓ Externally assured (refer to assurance statement on page 104).
2

799 709

• Electricity purchased: ATMs

1

1

691 791
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1
2
3

Natural capital

2013

2012

2011

Water consumed¹

kilolitres

319 085

319 055

295 807

Paper consumed2

tons

2 842

3 336

3 337

Paper recycled

tons

1 574

653

516

Waste generated

tons

2 071

1 609

1 196

Reused waste (non-hazardous and hazardous)

tons

61

69

N/A3

Recycled waste (non-hazardous and hazardous)

tons

1 247

715

N/A3

Waste to landfill (non-hazardous)

tons

762

824

N/A3

Waste to landfill (hazardous)

tons

1

1

N/A3

Water consumption covers approximately eleven head office and regional buildings (2012: nine buildings).
Includes marketing paper, deposit slips and books, ATM slips, office paper, statement paper, cheque and stock bond paper.
Not available.

Progress against targets
With the construction of our new Rosebank office building, our objective is to consolidate our Johannesburg head office premises
into three main campuses. To achieve this, we have had to redistribute employees across our office buildings, requiring the dual
operation of office spaces for a number of months, temporarily increasing our consumption of resources. Once the consolidation
is completed in 2014, this should translate into operational and resource efficiencies.

Category

Purchased
electricity
consumed

Water consumed

General waste
produced

Scope

Progress made during the year

2013 scope: 100%
of South African
operations including
our branch network
and ATMs.

Our target: 15% reduction by 2015.

2013 scope: scope
of measurement was
extended from nine to
eleven key premises
in South Africa.

Our target: 20% reduction by 2015.

2013 scope: main
office premises in the
Johannesburg area.

Our target was: 20% reduction (542 tons) by 2015. Based on our 2009
baseline scope, we met this target in 2012 with general waste produced
amounting to 399 tons.

2015 target: 312 452 956 kilowatt hours (using 2012 baseline).
2013 measure: 345 816 037 kilowatt hours.
Progress: many energy efficiency initiatives undertaken in 2013 have been
implemented in the Rosebank building. While the dual operation of offices has
obscured the energy savings achieved for 2013, we have managed to decrease
our purchased electricity consumption by around 4% compared to 2012.

2015 target: 269 589 kilolitres (using 2009 baseline).
2013 measure: 319 085 kilolitres.
Progress: water consumption remained constant despite the number of
measured premises increasing. Given that our focus is to increase our scope
of measurement, it is unlikely that we will meet this target for 2015. We will
review and set a new target in 2014.

Progress: the recycling initiative is now fully implemented at our main office
premises in the Johannesburg area. For 2014 our target is to maintain a ratio
of 3% reuse, 60% recycling and 37% waste to landfill for these premises.
Paper
consumed

2013 scope: 100%
of South African
operations.

Our target: 10% reduction by 2015.
2015 target: 3 003 tons (based on a 100% scope).
2013 measure: 2 842 tons.
Progress: paper consumption reduced by 494 tons, a 15% decrease
compared to 2012 and exceeded our 2015 target to reduce paper
consumption to 3 003 tons.
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Climate change
Africa is highly vulnerable to the effects of climate change and water scarcity. As the majority of Standard Bank Group’s (SBG)
operations are based in sub-Saharan Africa, we need to identify what the potential risks and impacts of this global challenge are.
This is set out in the table below.

Potential risks

Potential impact

Actions

Costs associated with
carbon emissions

Higher operating costs for the bank and
its customers.

Implement energy efficient programmes
(page 101).

Financial risk

Higher costs of living impacting social
stability, employees and customers.

Deliver products and services that
contribute to carbon abatement
(page 95 – 97).

Operational risk
Environmental and social risk

Support the development of carbon
markets (page 95 – 96).
Constraint on the
development and growth
of emerging market
economies

Declining economies impact our ability to
grow in our chosen markets.
Customers at risk may be unable to repay
their loan obligations.

Financial risk

Reduced customer base.
Operational risk
Environmental and social risk
Market risk
Credit risk
Country risk

Sustainability of our suppliers could be
at risk impacting their ability to meet our
procurement needs.

Implement innovative business solutions
that are commercially attractive, make a
broader contribution to action on climate
change and provide an impetus to the
green economy (page 95 – 97).
Partner with strategic organisations on
sustainability issues (page 34 and 98).

Risk to national security, infrastructure,
public health and the rights and cultural
heritage of communities.

Business risk

Increasing environmental
regulatory requirements

Increasing costs to comply with regulatory
requirements.

Financial risk

Non-compliance could result in fines
or penalties.

Operational risk

Work with government and regulators
in developing environmental policy and
legislation and to understand where
the interests of the bank and its
stakeholders intersect (page 96 and 98).

Business risk

Lender liability when
financing projects
Financial risk
Environmental and social risk

Unforeseen environmental costs and
liabilities that could affect customers’
ability to make payments.
Holding repossessed assets that require
rehabilitation before being sold.

Reputational risk
Credit risk

Implement sound environmental and
social risk assessment tools and screening
practices for projects financed
(page 65 and 66).
Monitor projects that are classified as
high or medium risk for environmental
and social issues (page 65 and 66).

Business risk

Extreme weather
patterns

Physical damage to our infrastructure
and assets.

Incorporate ‘extreme weather proofing’ in
the design of infrastructure.

Financial risk

Disruption of business continuity and
increased operational and capital
expenditure.

Implement a robust business continuity
management strategy.

Operational risk

Unforeseen costs affecting customers’
ability to service their debt.

Implement sound environmental and
social risk assessment tools and screening
practices for projects financed (page 65).

Suppliers unable to meet our procurement
needs.

Screen suppliers on sustainability criteria
(page 30).

Credit risk
Insurance risk
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Actions

Resource depletion

Uncertain future of coal.

Financial risk
Operational risk

Energy and water scarcity impacting
day-to-day operations.

Business risk

Rising electricity and water costs.

Implement initiatives to reduce resource
consumption (page 98 – 103).
Design and operate our buildings in an
environmentally sustainable way
(page 89 – 90).

Climate Finance
Our greatest opportunity to meaningfully impact on
environmental concerns lies in our indirect impact. Here we
are in a position to finance innovation and turn the climate
challenge into market opportunities, lend responsibly to
companies to ensure that social and environmental risks are
mitigated, and finance products that assist our customers in
reducing their own carbon footprint. At December 2013, our
carbon financing resulted in the abatement of approximately
37 million tons (2012: 19 million tons) of greenhouse gases,
exceeding our target of 20 million tons. This equates to the
annual greenhouse gas emissions from approximately
7,7 million passenger vehicles.

Carbon trading
The Clean Development Mechanism (CDM) allows
industrialised countries to help reduce global emissions by
investing in sustainable development projects that reduce
greenhouse gas emissions in developing countries. We apply
a range of quality criteria to the emissions-reduction projects
we finance or purchase carbon credits from, to ensure they
deliver real and permanent emissions reductions. In 2013,
we were involved in 76 (2012: 73) CDM projects, of which
65% (2012: 60%) were in Africa and we expanded our
carbon business into Ethiopia, Ghana, Uganda, Zambia and
Zimbabwe. Our carbon programmes cover approximately
60% of all solar water heaters installed in South Africa.
The Programmatic CDM allows for the registration of
a programme of activities, which works as a collective
mechanism for a range of smaller individual projects. An
organisation that joins one of our Programmatic CDMs avoids
the cost of individually registering an energy efficiency
project and will be able to generate carbon credits much
sooner. Ultimately this mechanism eliminates the cost and
risk to a business of becoming more energy efficient. Projects
that form part of our Programmatic CDMs cover renewable
energy, corporate and household energy efficiency, solar
lighting, clean cook stoves, biomass generation and waste
management. In 2013, the United Nations Framework

Convention on Climate Change (UNFCCC) approved a
number of programmes in our Programmatic CDM portfolio.
Our focus for this year was to bring new projects onto our
programmes and at December 2013, 64 projects had been
included abating approximately 17 million tons of emissions.
The current economic climate in Europe has caused heavy
over-supply in the carbon markets, which over the past two
years has resulted in carbon prices falling some 90%. This
has restricted our ability to finance certain viable projects,
and in some cases has caused financial distress in existing
projects. We actively participate in a number of initiatives to
help support carbon prices and have established relationships
with governmental and development organisations to
develop new climate finance structures to ensure carbon
prices are high enough to make projects viable. In addition,
our focus on cost control and innovative monitoring has
allowed us to continue financing high-impact, sustainable
emissions reduction projects in Africa.
The depressed carbon prices have raised questions about
the future of carbon trading with the prospect of a unified
global carbon trading mechanism looking unlikely within
the next decade. Carbon trading remains an important tool
for transforming developing economies, and sub-national,
national and regional trading schemes are increasingly taking
the place of a global system. Emissions trading schemes
of various types are being implemented around the world,
notably Australasia, Brazil, China, Japan, Mexico, South Korea
and some American and Canadian states. Other countries are
implementing measures such as taxes and direct regulation
to achieve emissions reductions, including South Africa.
The fragmented approach to emissions trading is
complicating the ability of different schemes to interact and
generate reasonably comparable measures of performance.
This process is likely to evolve over the next five to ten years.
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We contribute to the development of international climate
change policy through our relationships with various United
Nations agencies, the CDM Executive Board, European
government agencies and African governments. We hold
a board seat on the Climate Markets and Investment
Association (CMIA), an international trade association that
represents organisations that finance, invest in and provide
enabling support to activities that reduce greenhouse gas
emissions. We are the only bank on the CMIA board. We
are also a member of the International Emissions Trading
Association (IETA). We support the Africa Carbon Asset
Development (ACAD) Facility, a public private partnership
that provides financial and technical assistance to
sub-Saharan African project developers undertaking
low-carbon development activities, as well as regional
financial institutions investing in such projects.

Clean energy and energy efficiency
Renewable energy projects currently represent a significant
part of our project finance energy portfolio and include wind,
photovoltaic, hydro and geothermal power stations. For the
past 17 years we have worked to understand and engage on
the power requirements in Southern Africa. In the last two
years, the power industry has moved forward at pace and as
a result of our efforts we are well placed to take advantage
of opportunities such as the South African Government’s
REIPPP Programme.
The South African Government aims to secure a total of
17 800 megawatts of renewable energy by 2030 which
will serve to lower electricity prices, reduce the reliance
on coal and lower pollution over time. In the first phase of
the REIPPP Programme we underwrote R9,5 billion for 11
solar and wind projects with an installed renewable energy
capacity of 607 megawatts and STANLIB has a R220 million
equity stake in four of the projects. In the second phase of
the programme we supported five bids of which four have
successfully closed, representing an installed renewable

Bid submission round 1
Standard Bank underwrote
for this round

R9,5 billion

Standard Bank was awarded 11 of the 28
projects in the first round

energy capacity of 258 megawatts and a total financing
requirement of R5,3 billion. In the third phase of the
programme we were awarded one bid with an underwriting
value of R1,5 billion
Local manufacturing requirements are structured into
the construction and operation of the projects, creating
opportunities for job and wealth creation. It is compulsory
for the project deals to include local communities as
equity participants, funded by local development finance
institutions.
In March 2013, we signed a R20 billion funding support
agreement for renewable energy projects in South Africa with
ICBC. Under the agreement, ICBC will co-lend into renewable
energy projects with Standard Bank, where Standard Bank
is mandated as the lead arranger, through to 2025. ICBC’s
involvement will help to reduce liquidity and capital pressure
and will provide further diversification of our sources of
funding in addition to domestic asset managers who are keen
to invest in such projects.
The construction of projects selected under the first phase
of the programme has begun and in Nelson Mandela Bay in
the Eastern Cape Province the 27 megawatt MetroWind Van
Stadens wind farm project is complete and already delivering
power to the grid. The R550 million wind farm project is
projected to have a 20-year life span and deliver
80 000 megawatt hours of electricity a year to supply
between 5 000 and 6 000 households with power. Nearby
communities of Shamrock and Witteklip have already
benefitted from the project through the installation of
solar-powered area lighting. The project is expected to meet
almost 50% of the Nelson Mandela Bay municipality’s target
of generating 10% of electricity from renewable energy and
will offset 80 000 tons of carbon dioxide emissions a year.
We were the authorised lead arranger in this transaction and
ICBC made available over R172,6 million (USD17,9 million)
for the project.

Bid submission round 2
Standard Bank underwrote
for this round

R6,4 billion

Standard Bank was awarded 5 of the 19
projects in the second round

Bid submission round 3
Standard Bank has committed
for this round

R1,5 billion

Standard Bank was awarded 1 of the 17
projects in the third round

43% of the projects

34% of the projects

7% of the projects

= 607 MW

= 353 MW

= 100 MW

28 projects to produce

19 projects to produce

17 projects to produce

1 416MW

1 044MW

1 365MW

Standard Bank
won 5 out of 18
projects awarded

Standard Bank
won 6 out of 18
projects awarded

Standard Bank
won 1 out of 7
projects awarded

Standard Bank
won 4 out of 9
projects awarded

Standard Bank
won 1 out of 2 concentrated
solar power projects awarded
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We are also the sole mandated lead arranger and underwriter
on the 20 megawatt Herbert and 72,5 megawatt Kalkbult
photovoltaic projects located in the Northern Cape Province
of South Africa. Both projects have signed power purchase
agreements with Eskom, South Africa’s power utility. Herbert
will be fully online by April 2014 and Kalkbult has been
connected to the grid since September 2013 and will be able
to provide Eskom with up to 137 million kilowatt hours of
electricity annually once complete.
African countries such as Botswana, Ghana, Kenya, Morocco
and Namibia are also readying themselves for the rollout of
comprehensive renewable energy programmes. In 2013,
we signed a renewable energy deal with Aeolus Kenya to
build a USD150 million (R1,4 billion) wind power plant in
the Kinangop region. Aeolus Kenya is an independent power
producer and a member of the Power Africa initiative led by
United States President Barack Obama, which is developing
one gigawatt of wind, geothermal and gas-fired power
projects in the East African region. The 60,8 megawatt
Kinangop Wind Park will be the largest wind power
generation farm in sub-Saharan Africa, outside South Africa,
and will provide electricity to 150 000 Kenyan households.
We are the lead arranger on the project and have
underwritten USD90 million (R868 million) of the debt.
The plant is expected to come online in mid-2015.
We have also signed mandates to develop other wind farms
in Kenya including a funding solution for Africa’s biggest
wind farm under development, the 300 megawatt Lake
Turkana wind farm, and are looking to take advantage of
current opportunities to finance renewable projects in the
hydro and geothermal energy sectors in East Africa.
LibFin has invested over R1,5 billion in renewable energy
infrastructure projects spanning across various regions in the
Eastern, Western and Northern Cape provinces. This portfolio
of assets is split between 37% wind and 63% solar assets
with an average debt maturity of 16 years.

Debt underwritten for renewable
power generation broken down by region (%)
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Other environmental offerings
Our ECO2Fleet carbon calculator tool combines customers’
card-based fuel purchases in litres with the distances
travelled to calculate the carbon emissions per vehicle and
the footprint of a vehicle fleet overall. The tool is available
to any business customer with a Standard Bank Fleet
Management Card or private individual with a Personal
Motorcard, and is offered at no additional cost. At
December 2013, 537 (2012: 383) customers were using
the ECO2Fleet tool covering 55 217 (2012: 34 433)
vehicles. Around 3% of these vehicles are Standard Bank
fleet cars and we use the tool to streamline our own vehicle
fleet. Around 25% of the Fleet Management unit’s customer
vehicle base is making use of the product. In 2014, we will
add additional functionality to the tool’s dashboard and in
the longer term, we aim to make the tool available to any
company or individual irrespective of whether or not they
have a fleet card with Standard Bank.
We assist customers to buy solar water heaters through
equity finance on their home loan facilities. We have
assessed the credentials of solar water heating suppliers
who meet our criteria (including warranty periods) and are
registered members of the Sustainable Energy Society of
Southern Africa’s Solar Water Heating Division. Due to the
product quality, warranty and installation process provided
by these suppliers, we are able to offer our customers more
comprehensive insurance cover on their investment. Uptake
of this offering is slow as customers are reluctant to take
on short-term debt in current economic conditions. We
are participating in the Green Geyser Replacement Project
with the South African Insurance Association to assess
the business case for short-term insurers to offer a green
alternative as a standard option to a valid insurance claim for
a damaged electric geyser.

Proportion of renewable energy implementations
planned in African countries over the next five years

(Standard Bank)

4%
KENYA

15

4%

NIGERIA

3%

MOROCCO

83%

SOUTH AFRICA

85

2%

MOZAMBIQUE

South Africa: USD517 million (2012: USD1 138 million)
Africa: USD90 million (2012: USD50 million)

4%
OTHER
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Managing our environmental impact
Engaging on environmental issues
In South Africa, we are active in the Banking Association of
South Africa’s (BASA) Sustainable Finance Forum and the
Institute of Directors’ Sustainable Development Forum.
Through our membership of business associations such as
BASA, Business Unity South Africa and the National Business
Initiative, we engage with government on issues of national
environmental law, policy and strategy.
We are a member of the United Nations Environment
Programme Finance Initiative (UNEP FI), an international
body which brings together leading international financial
institutions on sustainability issues. We co-chair the Climate
Change Working Group and are a member of the African
Task Force. As a member of the Global Equator Principles
Steering Committee and through our leadership of the
African and Middle East Outreach Working Group, we
interact with other commercial and development finance
institutions on environmental and social risk management
measures in lending practices. We engage regularly with the
International Finance Corporation (IFC) and during 2013
we were requested to present our environmental and social
risk management system at the IFC’s Lagos Environmental
Performance and Market Development Programme for the
sub-Saharan Africa region. We also presented at the ChinaAfrica banking dialogue held in Beijing.
At our head office in Johannesburg, where approximately
14 000 people work, we held a two-day ‘greening your home
expo’ in 2013. Exhibitors provided employees with detailed
information on renewable energy and energy efficiency
solutions and staff were eligible to receive discounts from
certain vendors. Our Biodiversity Centre in Mogale’s Gate
is involved in environmental education programmes for
schools and in 2013, 2 967 children from across Gauteng
attended such programmes. The centre is an active partner
to the Wildlife and Environment Society of South Africa
in its drive to register schools on the international EcoSchools Programme and it cooperates with the College of
Environmental Sciences at the University of South Africa

Average week profile
kw 35

30

25

20

15

10
Branch that has not been retrofitted

Retrofitted branch

(UNISA), giving students the opportunity to undertake
practical lessons on conservation. In 2013, 692 first-year
diploma students visited the conservation centre to complete
their practical lessons in freshwater and animal studies. Since
1997, 44 296 learners and students have participated in the
centre’s environmental awareness programmes.

Energy consumption
Factors that drive the implementation of energy efficiency
projects are the increasing cost of electricity, the security of
supply in certain areas and our objective to reduce our carbon
footprint. Our long-term objective is to implement an energy
management strategy with achievable targets across all our
operations with the lessons learnt in South Africa used to
drive energy efficiency in our operations on the rest of the
continent. However, the erratic electricity supply in some
African countries means we remain dependent on diesel
for operational continuity. The amount spent on electricity
to perform our day-to-day activities is approximately
R290 million a year for the South African operation, thus
managing this cost materially contributes to our sustainable
long-term financial performance.
During 2013, the total amount of energy consumed in
Standard Bank South Africa was 346 751 417 kilowatt hours
(2012: 369 094 656 kilowatt hours). This equates to
0,01 kilowatt hours (2012: 0,01 kilowatt hours) of energy
per rand of total income generated, 12 466 kilowatt hours
(2012: 12 875 kilowatt hours) per permanent employee
and 313 kilowatt hours (2012: 333 kilowatt hours) per
square metre of floor space. Our electricity profile has
been calculated using an audited methodology based on
both metered data and average kilowatt hour consumption,
extrapolated to obtain the total electricity footprint across
South Africa.
The decrease in the electricity consumption for ATMs
in South Africa is due to a more accurate measurement
methodology being used as a result of electricity meters
having been installed in a few remote standalone ATMs
during 2013 and extrapolating this data per machine type.

Next generation branch design
In 2013, we implemented our next generation branch
design. This features energy efficient technology
such as light-emitting diodes (LED) lights and
air-conditioning systems with inverter technology.
We conducted a case study with one particular
site which was retrofitted with the more efficient
technology and metered over a week. The graph
alongside illustrates the profile of this retrofitted
branch in orange against the blue line of a branch
that has not been retrofitted. The graph shows that
peaks are reduced by approximately 10 kilowatts in
this particular test, promising a significant reduction
in energy for retrofitted branches. We will continue to
rollout this design during 2014.
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As such, when comparing the electricity consumed over the past
two years, 4% of the 6% decrease year-on-year is an actual
reduction in our electricity consumption. The more accurate
measurement methodology contributes to the overall year-onyear decrease but is not an actual electricity saving.
We have improved our electricity data collection for our African
operations and in 2013 we were able to extend the scope of
measurement to an additional country, bringing the total number
of African countries for which we measure electricity consumption
to 16. The measured electricity consumption for Standard Bank in
the rest of Africa was 127 434 447 kilowatt hours, 36% higher
than last year mostly due to more robust data collection.
In terms of our operations outside Africa, we previously only
reported the electricity consumption for Standard Bank Plc in
London as this comprised the majority of our physical footprint
outside the continent. In 2013, we expanded this to include our
operations in China, Isle of Man and Jersey. Outside Africa, our
measured energy consumption was 2 864 754 kilowatt hours
(2012: 4 511 192 kilowatt hours). While we have expanded the
scope of measurement for the international operation, we have
reduced the size of our operating premises in London which
accounts for the 36% decrease.
Collating and interpreting these results are a work in progress
and we are working to engage with our internal stakeholders
to achieve a stronger appreciation for the need to accurately
measure our energy consumption.
Energy efficiency programmes in South Africa
To reduce our energy consumption we consider energy
efficiency programmes and alternative energy sources.
During 2013, we spent approximately R42,2 million on the
tri-generation plant in our new Rosebank office building,
as well as on other energy efficiency projects in our South
African operations. In recent years we have implemented a
number of energy efficiency projects in our larger buildings
and consequently the opportunity for achieving further large
reductions in our electricity consumption is diminished. To date,
we have reduced our peak electricity consumption in our head
office buildings in Johannesburg by 8 000 kilowatt hours per
year. The table on page 101 sets out our energy efficiency
programmes and projects implemented to date.
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Electricity consumption
(SBG)
gigawatt hours
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relation to Standard Bank South Africa’s total income of
R50,9 billion in 2013 (2012: R46,6 billion), CO2 generated per
rand equates to 7,0 grams (2012: 8,0 grams). CO2 generated
per permanent employee equates to approximately 12,7 tons
(2012: 13,0 tons) and per square metre of floor space to
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Standard Bank South Africa’s carbon footprint
Scope per GHG¹ protocol

2013

2012

2011

Scope 1: Direct GHG¹ emissions from:

metric tons

8 179

9 198

9 154

Equipment owned or controlled (diesel generators)

metric tons

554

642

344

Vehicles

metric tons

7 625

8 556

8 810

Scope 2: Indirect GHG emissions from:

metric tons

345 816

363 916

151 036

Purchased electricity2

metric tons

345 816

363 916

151 036

Scope 3: Other indirect GHG emissions from:

metric tons

38 164

38 975

20 213

Business travel (by air only)

metric tons

12 006

13 868

9 815

Rented cars

metric tons

165

186

N/A³

metric tons

8 702

10 217

10 398

Electricity (transmitted and distributed)

metric tons

17 291

14 704

N/A³

Total CO2 equivalent emissions

metric tons

392 159✓

412 089

180 403

grams

7,0

8,06

4,06

tons

0,32

0,34

N/A³

12,7

6

5,56

Paper consumption
4

CO2 intensity ratios5
CO2 per rand of revenue generated
CO2 per m2 of floor space
CO2 per full time employee
¹
2
3
4
5
6

✓

tons

13,0

Greenhouse gas.
Scope 2 emissions: Eskom 2013 factor of 1,00 kilograms per kilowatt hours used for electricity generated (2012: 0,99).
Not available.
Scope 3 emissions: Eskom 2013 factor of 0,05 kilograms per kilowatt hours used for electricity supplied (2012: 0,04).
Calculated for scope 1 and 2 only.
Previously calculated including all three scopes. Now restated to include only scope 1 and 2.
Externally assured (refer to assurance statement on page 104).

Tri-generation plant
The new office building in Rosebank
is the second building in South Africa
to have a gas-powered tri-generation
plant. The tri-generation plant
generates about one megawatt of
electricity, which is enough to power
2 500 homes a month based on an
average household consuming
304 kilowatt hours a month, and
is used to light, heat and cool the
building. The gas generator powers
the building’s lights at night and the
heat generated from the gas plant
provides a further 0,8 megawatts
of energy which is filtered into the
air-conditioning system and used
to heat and cool the building. The
tri-generation plant cost R40 million
and makes commercial sense in
terms of efficiency and in mitigating
the sustained electricity price hikes
currently experienced in South Africa.
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Energy efficiency programmes in South Africa

Project

Tri-generation plant

Carbon monoxide
monitors

Description

The gas-powered tri-generation plant has
a production capacity of one megawatt of
energy used to produce the energy for base
load lighting, heating and cooling. The waste
heat from the plant provides a further
0,8 megawatts of energy for heating
and cooling.
Exhaust extraction system only operates
when carbon monoxide increases beyond
predetermined levels.

Estimated annual saving

Energy saving: 10 889 856 kwh
Cost saving: R10,9 million
GHG emissions reduction: 11 434 tons

Energy saving: 445 838 kwh
Cost saving: R445 838
GHG emissions reduction: 468 tons

Electricity metering

Calibrated electricity meters are being
installed at key premises to measure and
manage electricity consumption.

No direct saving associated with this project
however it enables us to measure electricity
more accurately.

Photovoltaic plants
(solar-powered)

At peak the Johannesburg plant produces
105 kilowatts and the Durban plant
45 kilowatts.

Energy saving: 243 589 kwh
Cost saving: R243 589
GHG emissions reduction: 255 tons

Geyser timers

Seven-day timers installed on geysers to
manage and reduce the consumption of
energy.

Energy saving: 26 138 kwh
Cost saving: R26 138
GHG emissions reduction: 27 tons

Motion sensors

Motion sensors installed in meeting rooms
and parking garages to reduce energy
consumption.

Not possible to quantify savings.

Hybrid solar water
heating system

Supplies up to 48 000 litres of hot water daily
to the head office building in Standard Bank
Centre which houses the staff gymnasium.

Energy saving: 500 000 kwh
Cost saving: R500 000
GHG emissions reduction: 525 tons

Energy efficient
lighting systems

Retrofitting lighting systems and a national
Energy saving: 2 646 720 kwh
light bulb replacement project to replace lamps
Cost saving: R2,6 million
with energy efficient LEDs.
GHG emissions reduction: 2 779 tons

Energy efficient
air-conditioning systems

Installing energy efficient air-conditioning
equipment, which includes inverter units
that reduce the start-up current on the airconditioning compressor reducing energy
consumption.

Energy saving: 677 897 kwh
Cost saving: R677 897
GHG emissions reduction: 712 tons
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Our measured CO2 equivalent for the rest of Africa was
44 220 metric tons (2012: 78 804 metric tons).
In 2012, energy consumption was extrapolated and
estimated while in 2013 we used actual data submitted
by countries which accounts for the large variance. For the
international operation our measured CO2 equivalent was
12 634 metric tons (2012: 2 367 metric tons), the increase
resulting from the inclusion of business travel by air for the
first time.
In line with the revised version of the Equator Principles
applied to all new transactions, indirect emissions stemming
from our lending activities are assessed. When combined
Scope 1 and Scope 2 emissions are expected to be more
than 100 000 tons of CO2 equivalent annually for a specific
financed project, an analysis is conducted to evaluate
less GHG-intensive alternatives. The alternatives analysis
requires the evaluation of technically and financially feasible
and cost-effective options to reduce project-related GHG
emissions during the design, construction and operation of
the project. For projects in high carbon intensity sectors, the
alternatives analysis includes comparisons to other viable
technologies used in the same industry and in the country or
region. Clients emitting over 100 000 tons of CO2 equivalent
annually are required to publicly report GHG emission levels
during the operational phase. We work with our clients to
evaluate available options and develop specific action plans
where required, and we encourage all projects emitting over
25 000 tons of CO2 equivalent to publicly report their
carbon footprint.

Paper consumption
(Standard Bank South Africa)
tons

4 000
3 500
3 000
2 500
2 000
1 500
1 000
500
0

3 337

3 336
2 842

2011

2012

2013

Waste sorting
(Standard Bank South Africa)
3

37

60

Reused (2012: 4%)
Recycled (2012: 45%)
Landfilled (2012: 51%)

Paper consumption
We have continued working towards our objective of
removing paper from processes wherever possible, which
will help improve efficiency and turnaround times, and thus
customer service. Over the past two years, over 7,3 million
electronic statements have been delivered to customers by
Standard Bank South Africa, reducing our consumption of
statement paper. During 2013, our total paper consumption
was 2 842 tons, a 15% reduction year-on-year. Of this, the
consumption of office paper alone amounted to 1 433 tons.
We recycled a total of 1 574 tons (2012: 653 tons) of paper
during the year, with the limited storage space available in the
Rosebank building and the digital storage of old documents
accounting for the 141% increase.
In our Rosebank building, we have installed a printing
software programme that ensures that a printer only releases
a print job once the user has entered a unique PIN code,
negating the risk that confidential information is left on
printers or that a document is printed twice. The software
programme also forces double-sided printing which the
industry standard shows reduces paper consumption by up to
30%. With 4 500 employees occupying Rosebank in 2014,
double-sided printing is expected to save approximately
7,6 million sheets of paper in a year. The software
programme also monitors printer use per staff member

Comprehensive detail on energy and carbon footprint
data can be found at: environment>our direct impact.
thereby encouraging behavioural changes. We plan to
introduce similar printing functionality to other office
buildings in the next two to three years.

Waste generated
In South Africa, we are prioritising waste practices such as
minimisation, reuse, recycling and responsible disposal. During
2012, we introduced an internal recycling initiative where
individual waste bins were removed from underneath desks
and recycling stations introduced throughout the general
office areas in certain buildings, encouraging employees to
sort their waste. In 2013, we completed the rollout of this
recycling system in all main offices in South Africa, covering
approximately 25 000 employees and achieving measurable
reductions in waste sent to landfill. While staff are eager
to participate, one of the biggest challenges we face is the
incorrect sorting of waste items. We run various awareness
campaigns that help employees understand the importance
of sorting correctly to avoid contamination of recyclable
waste. Our operations in Malawi, Namibia and Zambia are also
investigating recycling opportunities.
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Electronic equipment is cleared of data and refurbished for
reuse. What cannot be reused is recycled and certificates
for both processes are issued to the bank. Fluorescent tubes
and compact fluorescent lights are disposed of using
a drum
Description
system and other storage vessels to ensure safe disposal. Our
service provider collects these storage vessels and crushes
the globes off-site. A destruction certificate is then issued to
the bank. No hazardous waste is shipped internationally.
We currently measure the waste generated at our main office
premises throughout South Africa. The recycling initiative
has enabled us to refine our methodology for measuring
and reporting our waste. This accounts for the difference in
reporting measures for 2013 and the lack of comparative
data for 2011. In 2014, we will increase the robustness of
our waste measuring and reporting in our regional offices
to align to our refined methodology. In 2013, we worked
closely with our landlords to have recycling systems put in

Manufactured capital

Natural capital

place. Not only did this impact our operations, but in certain
cases this initiative was also adopted
by other tenants in
Actions
these buildings. An exception to the challenge posed by
leased premises is hazardous e-waste, which is collected from
all our branches and offices around South Africa.
When rolling out the recycling system across South Africa,
we experienced challenges in some of our more isolated
locations where the nearest market for recycled materials
is around 300 kilometres away, creating a transport barrier
from both an economic and carbon footprint perspective.
Looking ahead, we will continue to partner with our
landlords, service providers and other stakeholders to
research and test solutions that will help us to divert
additional waste from going to landfill.
During 2013, we generated 2 071 tons (2012: 1 609 tons)
of waste, of which 63% (2012: 49%) was recycled or reused.

From left to right: Athenea Mills, Mary Loots, René du Plessis, Lynn Goldberg and Lauren Sweidan.

Reuse initiative yields positive results
During 2013, Lynn Goldberg, a personal assistant in Standard Bank’s Customer Centre of Excellence, submitted a reuse idea on
the Go Beyond innovation portal open to Personal & Business Banking (PBB) employees. Her concept was to reuse stationery
within PBB South Africa which spends an estimated R330 just to kit out a new employee with basic stationery. Lynn’s idea
was accepted for implementation and the ‘Stash the Stationery’ initiative was launched where employees hand in old or new
stationery they no longer need. Supported by a group of executive assistants, Lynn and her team take stock of the items
collected and once a week invite staff to shop from the ‘stationery store’. With Standard Bank employees moving to the new
office building in Rosebank, cupboards were cleared out prior to the move resulting in the store receiving significant amounts
of stationery. From July to December 2013, Lynn’s Stash the Stationery project had collected R155 598 worth of reusable
stationery and re-issued R120 412 or 1,2 tons of this back into the business. An additional R93 782 worth of used stationery
items, not in demand by staff, was donated to various schools. In PBB’s Go Beyond recognition programme, Lynn and her team
achieved second prize for the best implemented idea.
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Assurance report
Independent Assurance Report on Selected Sustainability
Information to the Directors of Standard Bank Group
Limited (SBG)
We have undertaken an assurance engagement on selected
sustainability information as described below and presented
in the 2013 SBG Sustainability Report for the year ended
31 December 2013 (the Report). This engagement was
conducted by a multidisciplinary team of health, safety,
social, environmental and assurance specialists with extensive
experience in sustainability reporting.
Subject matter and related assurance
We are required to provide assurance on certain key
performance indicators prepared in accordance with Global
Reporting Initiative (GRI) G4 Guidelines as follows:
1

Reasonable assurance on the key performance indicators,
marked with a ‘✓’ on the relevant pages in the Report, as
indicated in the shaded area of the table on page 105.

2

Limited assurance on the key performance indicators,
marked with a ‘✓’ on the relevant pages in the Report, as
indicated in the non-shaded area of the table on page 105.

Directors Responsibilities
The Directors are responsible for the selection, preparation
and presentation of the selected sustainability information
in accordance with the GRI G4 Guidelines. This responsibility
includes the identification of stakeholders and stakeholder
requirements, material issues, for commitments with
respect to sustainability performance and for the design,
implementation and maintenance of internal control relevant
to the preparation of the Report that is free from material
misstatement, whether due to fraud or error.

issued by the International Auditing and Assurance Standards
Board. That Standard requires that we plan and perform our
engagement to obtain assurance about whether the selected
sustainability information is free from material misstatement.
An assurance engagement in accordance with ISAE 3000
involves performing procedures to obtain evidence about
the quantification of the selected sustainability information
and related disclosures. The nature, timing and extent
of procedures selected depend on the practitioner’s
judgement, including the assessment of the risks of material
misstatement, whether due to fraud or error. In making those
risk assessments we considered internal control relevant
to SBG’s preparation of the selected key performance
indicators. A limited assurance engagement is substantially
less in scope than a reasonable assurance engagement
in relation to both risk assessment procedures, including
an understanding of internal control, and the procedures
performed in response to the assessed risks. The procedures
we performed were based on our professional judgement
and included inquiries, observation of processes performed,
inspection of documents, analytical procedures, evaluating
the appropriateness of quantification methods and reporting
policies, and agreeing or reconciling with underlying records.
Given the circumstances of the engagement, in performing
the procedures listed above we:
•

Interviewed management and senior executives at
corporate level to obtain an understanding of the control
environment and material issues and risk related to
sustainability reporting.

•

Tested the processes and systems at group level which
generate, collate, aggregate, monitor and report
selected sustainability information and inspecting related
documentation, more specifically:

Our Independence and Quality Control
We have complied with the Code of Ethics for Professional
Accountants issued by the International Ethics Standards
Board for Accountants, which includes independence and
other requirements founded on fundamental principles of
integrity, objectivity, professional competence and due care,
confidentiality and professional behaviour.

− Interviews and discussions with relevant management,
key personnel and/or stakeholders of SBG to confirm
definitions and boundaries for selected performance
information, and to gather information on the data
collection and report preparation processes.
− Evaluation of internal data management controls based
on system walkthroughs.

In accordance with International Standard on Quality
Control 1, KPMG Services Proprietary Limited 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

− Inspection of selected internally and externally
generated documents and records and comprehensive
data analyses.
− Re-calculation of the key performance indicators.

Our Responsibility

•

Our responsibility is to express assurance conclusions
on the selected sustainability information based on our
work performed. We have conducted our engagement in
accordance with the International Standard on Assurance
Engagements (ISAE 3000), Assurance Engagements other
than Audits or Reviews of Historical Financial Information,

The procedures performed in a limited assurance
engagement vary in nature from, and are less in extent than
for, a reasonable assurance engagement. As a result, the level

Evaluated whether the information presented in
the Report is consistent with our overall knowledge
and experience of sustainability management and
performance at SBG.
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Key performance indicators

Boundary

Assurance
level

Financial indicators
(pg 53)

Return on equity, headline earnings per ordinary share, credit loss ratio
and cost-to-income ratio (IFRS).

SBG

Reasonable

Equator Principles
(pg 53 and 65)

Number of projects financed and number of projects where Standard Bank
played an advisory role.

SBG

Reasonable

Value added statement
(pg 32)

Wealth created and distributed.

SBG

Reasonable

Corporate social investment
spend (pg 33)

Rand value of CSI spend.

SBSA and Liberty

Reasonable

Employee statistics
(pg 70, 71, 73 and 79)

Headcount, as well as gender, age and length of service breakdown
and employee turnover rate.

SBG

Reasonable

Carbon footprint
(pg 92 and 100)

Total tCO2e (tons of carbon dioxide equivalent).

SBSA and Liberty

Reasonable

Ombuds
(pg 53 and 59)

FAIS Ombud: rand value of potential maximum exposure and amount
settled by the bank.
Banking Ombudsman: rand amount claimed and Rand amount settled
by the bank.

SBSA

Limited

Customer statistics
(pg 53, 55 and 82)

Customer base, as well as segment and gender breakdown and
proportion of transactions.

SBSA

Limited

Customer satisfaction and
complaints management
(pg 53 and 58)

Results of Customer Experience Measurement survey and number
of complaints.

SBSA

Limited

SBSA: Standard Bank South Africa.

of assurance obtained in a limited assurance engagement
is substantially lower than the assurance that would have
been obtained had we performed a reasonable assurance
engagement. Accordingly, we do not express a reasonable
assurance opinion about whether the selected sustainability
information identified in 2 above has been prepared, in all
material respects, in accordance with GRI G4 Guidelines.
Conclusions
1. On the selected key performance indicators on which we
are required to express reasonable assurance:
In our opinion, the selected sustainability information
identified in 1 above for the year ended 31 December
2013 is prepared, in all material respects, in accordance
with GRI G4 Guidelines.
2. On the selected key performance indicators on which we
are required to express limited assurance:
Based on our work performed and the evidence we
have obtained, nothing has come to our attention that
causes us to believe that the selected sustainability
information identified in 2 above for the year ended
31 December 2013 is not prepared, in all material
respects, in accordance with GRI G4 Guidelines.
Other Matters
The maintenance and integrity of the SBG’s Website is the
responsibility of SBG management. 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 SBG’s Website.
Our report does not extend to any disclosures or assertions
relating to future performance plans and/or strategies
disclosed in the Report.
Restriction of Liability
Our work has been undertaken to enable us to express the
conclusions on the selected sustainability information to
the Directors of SBG in accordance with the terms of our
engagement, and for no other purpose. We do not accept or
assume liability to any party other than SBG, for our work, for
this report, or for the conclusions we have reached.

KPMG Services Proprietary Limited

Per Neil Morris
Director
Johannesburg
5 March 2014
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Contact details
Head, Sustainability Management

Additional reports

Karin Ireton

We produce a full suite of reporting publications to cater
for the needs of our diverse stakeholders. The following
reports are tailored to meet our readers’ specific information
requirements and can be accessed online at:
www.standardbank.com/reporting.

Tel: +27 11 631 4586
email: Karin.Ireton@standardbank.co.za

Annual integrated report

Group Secretary

Zola Stephen
Tel: + 27 11 631 9106
email: Zola.Stephen@standardbank.co.za

Head, Investor Relations

Our primary report to stakeholders, our integrated annual
report provides an integrated assessment of the group’s
ability to create value over time.
Financial results presentation and booklet
Provides management’s analysis of financial results for the
period and the performance of the group’s businesses.

David Kinsey

Risk and capital management report

Tel: +27 11 631 3931

Provides a detailed discussion of how we manage strategic
financial and non-financial risks related to the group’s
banking and insurance operations, as well as capital and
liquidity management and regulatory developments.

email: David.Kinsey@standardbank.co.za

Annual financial statements
Sets out the full audited annual financial statements for the
group, including the report of the Group Audit Committee.

Registered address
9th floor

The Standard Bank of South Africa Limited annual report

Standard Bank Centre

The Standard Bank of South Africa Limited is the group’s
largest subsidiary. The group’s other subsidiaries, including
Standard Bank Plc, also produce their own annual reports,
some of which are available at:
www.standardbank.com/reporting.

5 Simmonds Street
Johannesburg 2001

PO Box 7725
Johannesburg, 2000

As a separately listed entity, Liberty Holdings Limited
prepares its own integrated report, available at:
www.libertyholdings.co.za.

Contact details

Black economic empowerment report

Tel: +27 11 636 9111
Fax: +27 11 636 4207

email: shareholder queries:
InvestorRelations@standardbank.co.za

Sets out Standard Bank South Africa’s transformation
progress including detailed scorecards for each pillar of
the Financial Services Sector Codes for Broad-based Black
Economic Empowerment. The report can be accessed on the
sustainability website at:
www.standardbank.com/sustainability
under the downloads or transformation links.

email: customer queries:
information@standardbank.co.za

This report is printed on

environmentally friendly paper.
SBSA 170604-4/14

Kalkbult photovoltaic project

The South African Government aims to secure a total of 17 800 megawatts of renewable energy
by 2030 which will serve to lower electricity prices, reduce the reliance on coal and lower
pollution over time. To date, Standard Bank Group has committed R15,9 billion to renewable
energy projects under the Renewable Energy Independent Power Producer Procurement
Programme, with a total installed renewable energy capacity of 960 megawatts. Pictured on the
cover of the report is the 72,5 megawatt Kalkbult photovoltaic project located in the Northern
Cape Province of South Africa. The solar project has been connected to the grid and supplying
electricity since September 2013 and will be able to provide Eskom with up to 137 million
kilowatt hours of electricity a year. Commercial operation, which is the date after which all testing
and commissioning has been completed, was achieved on 19 March 2014.

www.standardbank.com

