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President & Managing Director’s Review

DATO’ MOHD SHUKRIE BIN MOHD SALLEH
President & Managing Director

STABILISING 
THE BUSINESS 
AND FUTURE-
PROOFING 
KPJ

Dear Valued Shareholders
and Other Stakeholders,

This is my first statement to you 
as KPJ’s new President & Managing 
Director since I was appointed on 1 
April 2022. It is heartening to see that 
the solid foundations laid down by my 
predecessor and the team at KPJ are 
providing the Group the momentum 
its needs to continue delivering 
sustainable value for the long term. 
Financial year 2021 saw Team KPJ 
continuing to prove their mettle and 
step up to the plate to deliver above 
and beyond the call of duty in terms 
of looking after the well-being of 
others. The team also demonstrated 
excellence on the operational front 
and a resilience on the financial front. 
I am pleased to provide insights into 
the Group’s key 2021 achievements, an 
overview of the concrete fundamentals 
in place at KPJ today, as well as our 
strategic direction moving forward. 

In view of KPJ’s role as an essential and critical service provider 
during the pandemic, all

28 of the Group’s hospitals in Malaysia remained open 
and provided continuous care to outpatients and inpatients 
throughout 2021
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In view of KPJ’s role as an essential 
and critical service provider during 
the pandemic, all 28 of the Group’s 
hospitals in Malaysia remained open 
and provided continuous care to 
outpatients and inpatients throughout 
2021. Unlike 2020, when the nation 
experienced at least one quarter of 
relative calm, the year in review saw the 
team at KPJ mostly being kept on their 
toes throughout the year.
 
Amidst the year’s difficulties,  
I am pleased to report that Team 
KPJ continued to demonstrate a 
perseverance and passion to look out 
for the well-being of all those in their 
care. KPJ gained traction in its ability to 
offer quality health services and keep 
people safe via the Group’s involvement 
as Vaccination Administration Centres 
or Pusat Pemberian Vaksin (PPV) initially 
for frontliners, and then for the general 
public. 

As a result of the preparations made 
in 2020 to strengthen our COVID-19 
response capability, the Group’s 
hospitals were also able to quickly 
ease into their role as hybrid hospitals 
(i.e., where both COVID-19 and non-
COVID-19 patients are managed under 
the same roof). This certainly lent much 
needed support to Ministry of Health 
(MOH) hospitals that were unable to 
manage COVID-19 patients due to their 
limited capacity. These preparatory 
measures included enhancing clinical 

protocols, designating additional 
resources to handle such cases, 
dedicating specific areas to allow for 
better segregation and management 
of COVID-19 patients, as well as 
undertaking a review of facilities and 
support services such as catering, 
linen and cleaning services. As facilities 
and resources were transformed to 
accommodate the influx of positive 
cases, KPJ became the single largest 
private services provider to assist the 
Malaysian Government in the treatment 
of decanted COVID-19 cases. 

However, due to the high costs 
involved in equipping our hospitals 
to deal with COVID-19 cases as well 
the implementation of stringent 
standard operating procedures (SOPs) 
throughout our operations, our bottom-
line was impacted in 2021. On top this, 
there was lower demand for medical 
treatment/non-essential treatment 
during the pandemic period, while the 
number of non-COVID patient cases 
at our hospitals declined due to our 
coverage of COVID-19 cases and the 
general public’s hesitation to approach 
hospitals during the pandemic. 
Furthermore, home quarantines 
meant that infection cases were lower 
among children, which resulted in our 
paediatric department seeing lower 
cases. The number of accident and 
trauma cases too declined due to the 
MCOs and corresponding lower number 
of vehicles on the road. This downtrend 

continued for a good part of the first 
half of the year, although it varied 
between hospitals and regions. 

Over this time, the KPJ Group delivered 
a mixed performance. At the Group 
level (i.e., covering hospital operations 
in Malaysia, Indonesia and Bangladesh), 
outpatient numbers rose by 7% 
from 2,629,909 outpatients in 2020 
to 2,821,701 outpatients in 2021, in 
part due to the increase in COVID-19 
screening activities. Inpatients 
numbers, however, reduced by 5% from 
246,529 inpatients in 2020 to 234,206 
inpatients in 2021 due to the spike 
in COVID-19 cases.  Meanwhile, the 
Group’s average Bed Occupancy Rate 
(BOR) dropped by 4% from a BOR of 
47% in 2020 to a BOR of 43% in 2021.

In Malaysia, the overall number of 
outpatients rose by 7% from 2,451,405 
in 2020 to 2,618,497 in 2021. This was 
partly attributable to the increase 
in COVID-19 screening activities. 
Meanwhile, the overall number of 
inpatients reduced by 7% from 237,132 
in 2020 to 221,525 in 2021, partly due 
to the spike in COVID-19 cases and the 
reimposition of the MCO in Malaysia 
in May 2021. Of the year’s admissions, 
some 38% were made up of surgery 
cases (urgent and elective surgery) – 
some 11% higher than the previous 
year. The Malaysian operations also 
recorded a 32% increase in deliveries.

In 2021, KPJ steadfastly weathered the impact of challenges brought on by the pandemic as 
well as economic and industry volatility. The year was marked by a rise in COVID-19 case 
numbers and the imposition of two Movement Control Orders (MCOs) in Malaysia in May and 
June respectively.

CONTINUING TO MAKE RESILIENT STRIDES FORWARD

For more details of the Group’s performance in the area of clinical and hospital operations, please turn to the “Our Performance” section in this Integrated Annual Report. 
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TOTAL REVENUE

10% rise
to RM2.6 billion in 2021,
from RM2.4 billion 
previously

EBITDA

RM529.5
million
2% lower than the EBITDA of 
RM538.9 million in 2020

While 2021’s two MCOs initially impacted the total number of 
inpatient and outpatient visits in the first two quarters of the 
year, thankfully, these numbers as well as our BOR improved 
upon Malaysia entering the first phase of the National 
Recovery Plan (NRP) in July 2021. As economic recovery 
strengthened and consumer confidence improved on the 
back of the successful rollout of the national immunisation 
programme (NIP), KPJ’s performance too began to improve in 
the third and fourth quarters of 2021. 

Against this backdrop, the KPJ Group saw its total revenue 
rise by 10% to RM2.6 billion in 2021, from RM2.4 billion 
previously. The rise in revenue was mainly attributable to 
the increase in hospital activities following the lifting of the 
MCOs and the rollout of the NRP. The higher activities in turn 
stemmed from the rollout of new services such as COVID-19 
screening, laboratory testing, and vaccination services. On 
top of this, there was greater collaboration with the public 
healthcare sector to treat decanted COVID-19 patients. 

Notwithstanding the year’s higher revenue, the Group 
turned in earnings before interest, taxes, depreciation, and 
amortisation (EBITDA) of RM529.5 million in 2021, some 
2% lower than the EBITDA of RM538.9 million in 2020. 
Meanwhile, the Group posted a profit before tax (PBT) of 
RM115.6 million in 2021, some 23% lower than 2020’s PBT 
of RM150.8 million. Profits were lower mainly due to the 
increase in material costs that rose in tandem with rising 
patient volumes. The higher costs were the result of having 
to comply with COVID-19 SOPs and the use of personal 
protective equipment (PPE) by our employees. On top of this, 
the discounts offered to inpatients and decanted patients, 
as well as additional costs absorbed, such as COVID-19 swab 
test costs, impinged on the year’s profitability. In addition, 
the Group made a reversal of provisions in 2020 that was not 
repeated in 2021.

Right from the onset of the COVID-19 pandemic, KPJ 
ramped up its pandemic preparedness activities to ensure 
a proper response to the crisis as well as to provide 
undisrupted services to the nation and its citizens. 

Where government hospitals became overburdened by 
the influx of positive cases, the private sector, including 
KPJ, picked up where they could not. This saw us initially 
increasing the number of non-COVID-19 patients that we 
could take from the MOH so that the capacity of MOH 
hospitals was freed up to better manage COVID-19 cases. 
As part of our efforts to cater to decanted non-COVID-19 
patients from the MOH, we offered up to 100 different 
services and procedures based on pre-agreed package 
prices. These packages were based on a cost recovery 
formula with only a small margin, to ensure that they were 
affordable. Our efforts at keeping our costs reasonable 
while ensuring the quality of our care was met with good 
response from the public sector. 

By the year’s end, the MOH had awarded KPJ hospitals 
a total contract value of RM113.9 million for non-COVID 
medical and surgical cases. Between 15 April 2021 and 31 
December 2021, the MOH had referred a total of 6,344 
decanted cases at a total value of RM50 million to our 
hospitals. Of these cases, 56% of the referrals were surgical 
cases while 34% were medical cases. Today, the KPJ Group 
offers a total of 364 beds at nine Klang Valley hospitals for 
MOH-decanted non-COVID-19 cases. 

KPJ’s hospitals then went on to open their doors to 
COVID-19 patients that MOH hospitals were unable to 
manage. Serving as hybrid hospitals under the public-
private partnership initiative, our hospitals today are 
able to take in COVID-19 patients from all five categories 
– Category 1 and 2 being positive cases with no or mild 
symptoms, while Category 5 denotes severe cases that 
require breathing assistance.

KPJ also lent support to the NIP when 22 of the Group’s 
hospitals played their part as PPVs for Phases 2 and 3 of 
the NIP. KPJ then went on to lend support to two Mega 
PPVs. We take pride in the fact that KPJ was one of the 

For more details of the Group’s financial performance, please turn to the “Chief 
Financial Officer’s Review” in this Integrated Annual Report.

For more information on KPJ’s pandemic response efforts, please turn to the 
“Chairman’s Statement” where these details are spelt out at length, as well as 
the section titled “Snapshot of KPJ’s COVID-19 Response”. 

KPJ’S COVID-19 RESPONSE

President & Managing Director’s Review
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at the Kuala Lumpur Convention Centre (KLCC) and Mid Valley 
South Key, Johor Bahru. 

In 2021, the Group continued to evolve its COVID-19 
management approach across its hospital network to mitigate 
the impact of the pandemic on people and performance. 
To ensure the safety and well-being of patients and their 
families, as well as all employees and consultants, the Group 
adopted several holistic measures. This involved enhancing 
Hospital Infection Control Committee protocols based on 
MOH guidelines, providing PPE, implementing stringent 
screening at all hospital entry points, as well as undertaking 
regular cleaning and sanitising activities. On top of this, 
the Group disseminated pandemic-related updates aimed 
at educating patients and visitors via digital and physical 
platforms. 

The Group also focused its efforts on finding opportunities 
amidst the crisis by leveraging online consultation and home 
delivery of medication. Other innovative measures such as 
drive-through COVID-19 testing services were leveraged on to 
increase operational efficiency. 

To manage the potential risk of exposure to persons under 
investigation (PUI) and confirmed cases, the Group reviewed 
the flow of people into hospital premises and introduced 
Acute Respiratory Illness/Influenza-Like Illness (ARI/ILI) 
transit wards at hospitals to admit PUIs or suspects who 
were awaiting their PCR or confirmatory tests. December 
2021 saw the Group initiating the groupwide COVID-19 
Surveillance Test Programme whereby all KPJ employees are 
furnished free kits to undertake fortnightly self-tests before 
entering their work premises. The results from these tests 
are monitored on a monthly basis to identify, manage and 
mitigate COVID-19 incidences as well as to establish trends.

Aside from the usual SOPs relating to social distancing 
and the wearing of face masks, staff meet virtually where 
possible. They also follow team rotations where half the 
workforce is present at the workplace, while the other 
half work from home. As KPJ sets the necessary COVID-19 
mitigatory measures in place, the Group is at times going 
above and beyond the norm and implementing new 
benchmarks in hospital safety for the benefit of all. 

President & Managing Director’s Review
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MAKING STRONG INROADS ON THE TRANSFORMATION FRONT
The year under review saw KPJ’s leadership team introducing the Re-Energising KPJ transformation strategy which called for 
the Group to continuously improve clinical outcomes and service quality, enhance financial performance, and adhere to the 
highest standards of care. The plan also mandated the creation of synergies across the Group’s businesses to outperform the 
industry and deliver sustainable total shareholder returns. The transformation plan called for the rollout of two phases:

Under Phase One, KPJ successfully delivered on these Five Value Drivers: 

Under this phase, major foundational and 
organisational changes were completed over 
the course of 2021. With the fundamental 
building blocks in place, KPJ is today in a firmer 
position to recover from the pandemic and 
strengthen its performance as operational 
conditions rebound in the coming years. 

PHASE ONE (2021): TRANSFORMING THE BASE

Dubbed STAR 25, this phase calls for KPJ to 
capitalise on the return to a more positive 
business environment and to deliver growth 
between the years 2022 and 2025.

PHASE TWO (2022-2025): TRANSFORMING THE GROWTH

Effective 1 February 2021, the Group introduced a new 
organisational structure to better manage its hospitals. 
Leveraging a hub and spoke model as well as placing an 
emphasis on central accountability, the structure provides 
KPJ a more effective and synergistic means of control over 
its operations. KPJ’s network of 28 hospitals in Malaysia is 
now divided into seven Regional Hospital Groupings helmed 
by seven Regional Chief Operating Officers (CEOs) who 
report to the Chief Operating Officer (COO). With oversight 
for all hospital operations, the COO is to provide overall 
direction to the regional CEOs, and oversee the successful 
implementation and development of agreed upon strategic 
objectives. By placing an emphasis on empowerment and 
accountability at the working level, the aim is to ensure KPJ 
is run in a more professional, effective and meritocratic 
manner.

Under the re-energising strategy, KPJ is now focusing its 
efforts on consolidating its domestic assets and services as 
well as optimising the capacity of projects in hand. Given 
the lower levels of activity in the new normal, the Group has 
reassessed its overall investments and expansion strategies 
for the best outcomes. As such, the days of aggressive 
expansion are over and the focus is now on upgrading and 
refurbishing the older hospitals. Moving forward, the plan 
is to increase KPJ’s overall bed capacity progressively by 
adding 1,000 beds at new and existing hospitals by 2025. 
This will see major increases to bed capacity at the new KPJ 
Damansara Specialist Hospital 2 (DSH2), KPJ Puteri Specialist 

Hospital, KPJ Ampang Puteri Specialist Hospital, KPJ Klang 
Specialist Hospital and KPJ Penang Specialist Hospital. 

On the new facility front, a new Ambulatory Care Centre 
(ACC) in Puchong Kinrara, Selangor was opened in mid-
December 2021. Coupled with the 28 hospitals within the 
KPJ network, the Group (as at the end of 2021) had a total of 
3,376 licensed ward beds, in comparison to 3,230 beds (as 
at end 2020). 

Developmental work continues on the new DSH2 which 
is expected to be completed by the third quarter of 2022. 
Boasting state-of-the-art healthcare technologies and 
systems, DSH2 will serve as proof of concept for an enhanced 
digitalised operating environment. Once DSH2 is up and 
running, we will look to replicate the smart technologies it will 
employ across our entire hospital network.

Our employees are our greatest asset and we continue to 
accord them the necessary tools and resources to work 
more effectively and better themselves. 

In 2021, we ran a three-day Talent Validation Programme 
(TVP), an intensive business simulation exercise, to 
identify the most promising talent among four cohorts of 
hospital and company CEOs, General Managers (GMs) and 
Operations Managers (OMs). As a result of the TVP, two 
OMs were promoted to CEO-level – one to helm a hospital 
in Johor and the other to helm our new ACC. A slightly 

#1 Synergise Our Organisation, People and Culture

President & Managing Director’s Review
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KPJ is committed to delivering exceptional health treatment, 
care and diagnosis to all our patients. To this end, we are 
laser-focused on elevating clinical services across the care 
continuum. To strengthen the quality of our clinical services 
and patient experiences, we are tapping digital platforms 
as well as transforming our functional services to ensure a 
competitive advantage. To ensure our human resources – 
both our non-medical and medical staff – play their part in 
enhancing clinical and service quality, we are inculcating a 
mindset change among our people, pulling them out of their 
silos, and getting them to work together in a more cohesive 
and effective manner.

In the last few years, KPJ has been developing a 
comprehensive set of measures, processes and procedures 
to ensure excellent clinical and service quality for 
our patients. This commitment to putting the patient 
experience at the centre of everything we do requires 
us to continuously strive for improved performance in 
this area. To measure our performance, there is a need 
to track, monitor and continuously improve our clinical 
and service quality. This is key if we are to develop a 
competitive advantage over our peers and achieve our goal 
of strengthening the KPJ brand. I am pleased to report that 
as part of the transformation process, we have already 
established a brand-new set of clinical and service quality 
targets along with a digital dashboard for key personnel 
to monitor our progress and the delivery of essential key 
performance indicators (KPIs). 

abridged version of the TVP, the Talent Development 
Programme (TDP), followed in February 2022. The maiden 
two-day TDP, which involved the participation of 56 senior 
public relations and marketing practitioners across the 
Group, will be extended to other groups such as Human 
Resource heads, Chief Nursing Officers and other selected 
specialists down the road.

In 2021, KPJ implemented matrix reporting for key critical 
functions to ensure consistency in work standards as well 
as to facilitate better information flow and the efficient 
execution of Group objectives. Effective May 2021, six 
functions will have dotted lines of reporting to functional 
heads at headquarters namely Finance, Human Resources, 
Marketing & Business Development IT, Nursing Services and 
Asset & Facilities Management.

For the year in review, some 12,225 employees or 85% of 
KPJ’s total staff population participated in the 2021 KPJ 
Group Employee Engagement Survey. Touching on 14 key 
drivers, the survey covered matters such as employee 
empowerment, development opportunities, company 
direction, customer focus, compensation and benefits, 
learning and development, work structure and process, 
as well as employee recognition. The findings from each 
hospital and company surveyed were provided to the HR 
head of each individual entity so they could craft initiatives 
to address key employee concerns. To strengthen employee 
engagement efforts, the employee intranet portal, KPJ 
Buzz, was overhauled in September 2021 to provide a more 
interactive platform for employees. These among other 
initiatives reflect the Group’s efforts to effectively synergise 
its organisation, people and culture. 

#2 Enhance Clinical and Service Quality 

President & Managing Director’s Review
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The pandemic has undoubtedly acted as a catalyst that has 
spurred the adoption of digitalisation across the healthcare 
sector. Here at KPJ, in response to patient demand, we 
launched our telemedicine initiative in 2021 to cater to 
patients in the safest, most practical, and most effective 
manner. Once we have strengthened our virtual platforms, 
we will explore how we can extend our service offering 
by offering specialist services to patients in the most 
convenient and cost-effective manner.

To further align with the fast-tracked adoption of all-things-
digital, we rolled out our own Digital Transformation Plan. 
KPJ’s digitalisation roadmap mandates that the Group 
focus its efforts on reimagining the customer journey 
by facilitating seamless end-to-end solutions, services 
and technological innovation that are accessible to our 
customers and users anywhere, anytime and on any device. 
By taking advantage of technological advancements and 
digital innovation to improve operational efficiencies, 
provide state-of-the-art healthcare services and facilities, 
as well as deliver better patient experiences, we are 
reinforcing our position as a next-generation healthcare 
player and future-proofing the Group’s overall capabilities 
and offerings.

In 2021, the Group initiated a tender to replace the current 
electronic medical records (EMR) system with a new next-
generation Healthcare Information System (HIS) capable 

of delivering on the initiatives and integration necessary to 
meet our business vision and goals. The pilot project for the 
HIS is all set to be implemented at the new DSH2 this year. 
From 2023 onwards, the HIS will be rolled out in phases 
throughout the Group. 
 
KPJ’s Digital Transformation Plan calls for the efficient and 
effective acquisition and utilisation of patient data. Central 
to this will be the HIS and the data integration platform 
that will enable us to acquire data which is then turned 
into knowledge that can be used to improve our business. 
We plan to leverage the vast amount of data we have in 
hand to enhance the patient experience and service levels. 
Simultaneously, we will explore how best to scale this data 
across touchpoints at all KPJ hospitals so that we can create 
a seamless experience for customers. We will also look into 
how best to monetise these data insights to create new 
cross-selling and up-selling opportunities which will lead to 
new business models. 

As we move to integrate technology into our operations in 
a more immersive manner, the possibilities and benefits for 
the Group are endless. For instance, we would like to see 
the babies that we help to deliver stay with us as customers 
as they advance into other stages of their lives. Digital 
platforms will make holistic patient care possible and much 
easier. 

#3 Embrace Digitalisation and Technology in an Enhanced Manner 

KPJ’s focus on business and operational excellence is based on continuously striving for higher productivity, cost savings and 
developing more effective processes. In this respect, 2021 saw us centralising a number of key business services such as 
procurement, credit management and facilities management. These developments helped us to operate more efficiently and 
derive significant cost benefits through economies of scale. 

As project management is a key part of our business, we have set up a new project update committee which is tasked with 
ensuring the timely delivery of all our projects in the future. 

Parallel to 2020, the decline in hospital activity due to pandemic-related developments had a knock-on effect on some of 
the business units under our Ancillary Services Division in 2021. This led to lower demand for highly dependent ancillary 
services such as catering and laundry services. However, on the laboratory and sterilisation services as well as retail 
pharmacies and health centres fronts, these very same businesses that were hit hard in 2020, demonstrated their resilience 
by either turning in flat growth or a positive performance. To drive business growth, these business units effectively tapped 
push-based initiatives to create public awareness and drive promotions. At the same time, several of the business units 
explored avenues of opportunity outside their traditional realms of business.

#4 Strengthen Business and Operational Excellence

President & Managing Director’s Review
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The KPJ brand has many strengths that we can leverage to 
achieve our goal of becoming “The Preferred Healthcare 
Provider and Brand in Malaysia”. Plans are already underway 
to leverage our size as the largest healthcare provider in 
Malaysia and the prominence our flagship hospitals within 
the Group that have built a reputation for excellence and 
quality service. By capitalising on our flagship hospitals and 
linking them to the smaller community-based hospitals and 
the bigger state capital hospitals, we intend to show how 
the entire KPJ hospital network is able to work together in 
a synergistic manner to provide better service to all of our 
patients, regardless of their location.

The growth and prominence of digital marketing has been 
apparent over the years and our transformation programme 
has set this as a central theme for strengthening our brand. 
With the younger generation naturally attuned to social 
media, this medium will become increasingly important to 
generate patient demand in the future. We have already 
begun the process of boosting our digital presence via 
platforms such as Facebook Live and various other social 
media platforms. This has helped increase awareness about 
KPJ and our brick-and-mortar outlets in the marketplace.

In 2021, we went on to tap collaborative marketing as a 
means to reinforce the KPJ and our partners’ brands when 
we participated as a Mega PPV at the KLCC. This event saw us 
handing out sponsored freebies as a gesture of appreciation 
or as an incentive to encourage the public to come forward 
for their vaccination shots. Working with new and existing 
partners, we also conducted product giveaways for the 
general public as well as for the frontliners and the medical 
teams serving at PPVs under the Group’s hospitals.

Another of 2021’s most popular and successful marketing 
campaigns involved the bundling of baby car seats together 
with the packages offered to maternity patients who gave 
birth at KPJ’s hospitals nationwide. This campaign contributed 
to a 31% increment in the take-up rate of maternity packages 
in 2021 in comparison to the year before.

As part of the efforts to reinforce the image and positioning 
of KPJ, plans are underway to undertake a complete revamp 
of the KPJ brand in 2022. This will involve a continued focus 
on digitalisation and new media platforms to help get the 
word out on KPJ’s range of offerings.

#5 Refresh the KPJ Brand and Marketing 

President & Managing Director’s Review

OUR STRATEGIES FOR GROWTH
Following the good progress made 
and the solid fundamentals laid 
down under Phase One of the 
Re-energising KPJ strategy, we have 
recalibrated our focus and are 
poised to capture the opportunities 
available to us in the recovering 
economic landscape under Phase 
Two. Where 2021 marked the 
completion of our foundational 
work, 2022 marks our transition into 
our execution phase. Phase Two of 
our transformation strategy, namely 
STAR 25, calls for KPJ to deliver 
Sustainable and strong growth, 
be Technology driven, maintain 
an Agile Workforce, and build a 
Resilient Organisation by 2025. 
Under our STAR 25 strategy, the 
Group is to maintain a laser-focus 
on the following four strategic areas 
between the years 2022 and 2025:

#2

FOUR 
STRATEGIC 

AREAS

Accelerate 
Growth 

Digital 
Transformation

Drive 
Efficiency 

and 
Excellence

Organisation, 
People and 

Culture

#4

#3

#1
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At the same time, KPJ has also set these Aspirations in place: “To have an Integrated 
Digital Ecosystem, to Raise the Standard of Clinical Excellence, and to be the Champion on 
Sustainability in Healthcare.”

President & Managing Director’s Review

Integrated Digital Ecosystem
With digitalisation proving to be one of the most significant 
drivers for the healthcare industry, we are future-readying 
ourselves by building our own digital ecosystem as one of the 
key pillars of our transformation. It will enable us to increase 
efficiencies across our operations and benefit from the 
changing dynamics of the healthcare market. 

While we have previously begun working on certain 
digital initiatives such as telemedicine, our new digital 
transformation plan has been formulated in a way that will 
put the patient experience right at the heart of our business 
and generate significant business opportunities for the 
Group over the medium and long term. We aspire to have 
a digital ecosystem that will help integrate all our hospitals 
onto a single holistic platform. It will see us moving beyond 
just looking at mobile apps, to delving deep into the smart 
hospital environment to ensure we are able to build a fully 
digitalised framework over the next couple of years. This will 
be a key ongoing initiative for KPJ and we will provide specific 
details as we move into 2022. 

As mentioned previously, a key milestone in our digital 
roadmap will be the opening of our brand-new DSH2 
which is targeted for launch by third quarter of 2022. This 
new hospital, which will house state-of-the-art healthcare 
technologies and systems, will act as our proof of concept 
for an enhanced digitalised operating environment across 
our entire hospital network. With DSH2, we will have a 
greater sense of the new capabilities afforded by new smart 
hospital technologies in comparison to our current traditional 
systems. This will enable us to enhance our services and 
deliver more cost-effective healthcare to our patients.

Raising the Standard of Clinical Excellence
KPJ’s strategic intent is premised on delivering exceptional 
healthcare to our patients, through the careful and excellent 
management of patient journeys, to produce quality patient 
outcomes as well as create a sustainable pool of returning 
patients. In line with our aspiration to be the preferred 
healthcare provider in ASEAN, we are looking to have all our 
hospitals align with established international accreditation 
standards by 2025. Among the key areas we will focus on will 
be Safety and Culture, Person-centred Care, Governance and 
Compliance, as well as Digital and Data.

Championing Sustainability in Healthcare 
We also aspire for KPJ to be the champion for sustainability 
in the healthcare industry. To this end, we have established 
three ESG objectives i.e., to enable a low carbon and circular 
economy under our Environmental commitment; to empower 
our people and communities under our Social commitment; 
and to embed responsible business practices under our 
Governance commitment. This will see us shifting our focus 
and going above and beyond the normal course of business 
to establish a low-carbon health ecosystem and ensure 
sustainable value creation throughout our operations. 

At the same time, KPJ is committed to upholding the United 
Nations’ Sustainable Development Goal 3 (UN SDG 3) i.e., to 
ensure healthy lives and promote well-being for all at all ages, 
as well as supporting the national objectives under the 12th 
Malaysia Plan (12MP) i.e., to strengthen security, well-being 
and inclusivity by revitalising the healthcare system to ensure 
a healthy and productive nation.

Other Strategies to Bolster Our Position
As KPJ moves forward there are specific strategies that the 
Group will leverage to reinforce its position of strength. 

With regard to the Group’s hospital network, KPJ will focus 
on revenue growth via reaping the returns from current 
investments, optimising its existing resources, and tapping 
high intensity revenue streams. The creation of Centres of 
Excellence (COEs) for selected hub hospitals as well as the 
opening of DSH2 with its high technology medical equipment 
will increase the quality of the Group’s earnings. Our BOR too 
is expected to improve now that the general public is showing 
signs that they are more confident about seeking treatment 
at hospitals once again.

In the area of public-private partnerships, we are looking to 
establish better partnership and collaboration opportunities 
by contributing to the nation’s fight against the COVID-19 
pandemic and supporting the restricted capacity of public 
sector hospitals. Our Management continues to maintain 
close communication and regular follow up with the 
authorities on referral opportunities including MoH decanted 
non-COVID cases. 
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Groupwide promotions and special packages for corporate 
clients too are helping drive growth opportunities. KPJ’s 
corporate clients today include corporate entities in Malaysia 
that provide healthcare benefits to their employees. As 
this customer group grows in terms of importance and 
revenue contribution, the Group has centralised the 
management of this customer group under the ambit of the 
Service & Partners Management (SPM) Division to better 
manage our corporate clientele’s end-to-end requirements. 
The SPM Division is tasked with building strategic 
partnerships, undertaking client servicing and improving 
operational integration with insurance providers, third 
party administrators, managed care organisations, public 
listed companies, government-linked companies and other 
corporate clients. Following the launch of the new KPJ ACC at 
Puchong Kinrara and the upcoming DSH2, the SPM Division 
is focused on building up a panel of major corporate clients 
i.e., major insurers, third party administrators and other 
corporate clients for these healthcare facilities. 

As previously mentioned, in the area of digital healthcare, 
we are looking to re-imagine and unlock the potential for an 
integrated digital health ecosystem. The development of a 
new HIS, continual improvements in our virtual healthcare 
or telemedicine features, as well as the implementation of a 
patient-centric digital transformation roadmap over the next 
few years to deliver better, seamless, and affordable care for 
patients, will do much to strengthen the customer experience 
and KPJ’s branding.  

We will also focus on re-energising health tourism by taking 
advantage of the reopening of international borders and 
facilitating greater empanelment of international insurance 
players and associations. We also expect to grow this area by 
building stronger relationships with embassies, consulates 
and expatriate community groups. 

We will also take advantage of strong demand for pathology 
services even as the demand for COVID-19 testing continues 
to increase and patients need to be treated and vaccinations 
administered. To this end, Lablink will continue to provide 
diverse COVID-19 testing options while broadening and 
strengthening its specialised test offering. We anticipate 
that the demand for RT-PCR tests will continue to increase 
given the general testing as well as travel and pre-admission 
requirements.

As KPJ moves forward, I am confident that as we continue 
to keep a keen eye on Phase Two of our Re-energising KPJ 
transformation plan, uphold our mandate to “Care for Life”, 
as well as bring diverse strategies into play, we will deliver 
another resilient performance in 2022.
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well-being of others. I for one look forward to working with all 
of you to scale greater heights as we unlock the tremendous 
potential that is within the Group. 
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trust placed in us by our investors and shareholders and 
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As KPJ moves forward to embrace a new year full of hope 
and at the same time much uncertainty, I call upon all our 
stakeholders to lend us their unrelenting support as we set 
our sights on rising above all challenges and capitalising 
on all opportunities before us. Thank you and stay safe 
everyone. 

Dato’ Mohd Shukrie Bin Mohd Salleh 
President & Managing Director 
KPJ Healthcare Berhad


