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ABOUT THIS REPORT
Our sustainability focus is based on our aspirations as well as stakeholder expectations. We are committed to strengthening our resource and environmental management,
occupational health and safety, as well as making an impact through community engagement. This focus grounds us as we navigate the rapidly evolving healthcare
ecosystem.

CORPORATE
VISION

CORPORATE
MISSION

CORE
VALUES

Preferred Healthcare
Provider

Deliver Quality
Healthcare Services

Ensuring Safety, Delivering Service with
Courtesy, Performing Duties with Integrity,
Exercising Professionalism at All Times, and
Striving for Continuous Improvement

REPORT SCOPE AND BOUNDARIES
This Sustainability Statement covers the reporting period between January 2016 and December 2016. It covers
the operations of KPJ in Malaysia only. The report illustrates in detail our efforts in creating value in areas that
are most relevant to the Company.
The Sustainability Statement is prepared according to Bursa Malaysia Securities Berhad Main Market Listing
Requirements relating to Sustainability Statements in Annual Reports. This statement includes information on
issues material to us, as well as our impact on society and the environment.
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SUSTAINABILITY MANAGEMENT HOW WE CREATE VALUE

Sustainability is embedded in our mission statement of ‘Care for Life’. As a
healthcare group, we pioneered many services and solutions that have now
become the norm in the industry. Social impact has also been a priority through
community development programmes.

evolving demands for healthcare and safety, and increased expectations for
corporate accountability. How we manage such challenges will determine our
future success.

To continue as a trusted healthcare provider where patients are at the centre of
all that we do, we need to always ensure better services and benefit to society.
Our commitment can only be realised by nurturing a shared culture of continuous
improvement among our employees to inspire effective ways of managing our
operations and unlocking innovative opportunities.

Our sustainability direction and efforts are spearheaded by the Sustainability
& Risk Committee, which oversees the management and implementation of all
sustainability issues, with oversight from the Board. The Committee comprises
of key management personnel and meets at least four times annually. It
reviews sustainability updates and reporting, and recommends any changes in
sustainability policies, standards and procedures, as well as their implementation
to the Board.

To see sustainability as a compliance exercise or as a means for achieving
efficiency, would mean missing opportunities to unlock strategic advantages and
to dominate the competitive landscape of healthcare services. As a business, we
face many challenges: changing regulatory requirements, finite natural resources,

For more information please refer to Statement on Corporate Governance
at pages 150 to 164.

OUR
SUSTAINABILITY
GOALS

Adherence to regulatory requirements
We will continue to comply with all healthcare related quality and regulatory standards.
Anti-corruption
We strive to promote transparency and fight corruption in various forms.
Responsible products and services
We work each day to ensure that our products and services have a positive impact on the well-being of society
including in the areas of privacy, health and safety.
Anti-competitive behaviour
We will uphold ethical business practices across the Group.
Energy and resources management
We will strive to reduce our energy consumption and improve our resource management.
Community investment
We will continuously contribute to the enhancement of socio-economic benefits and to create a positive social
impact.
Occupational safety and health
We aim to enhance our ability to anticipate, recognise, evaluate and control hazards arising at the workplace
that could impair the health and well-being of our workers.
Workforce inclusivity and diversity
We strive to build a diverse and inclusive workforce, including at the Board and management level.
Talent Management
We will build on our talent management strategies to strengthen our workforce and ensure continuous
succession planning, with a strong focus on our consultants.
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MATERIALITY
Understanding the economic, environmental and social components of sustainability will make us more responsive in transforming the organisation. A materiality
analysis was conducted internally with key representatives of the company to identify material issues in our business value chain. Issues were identified and ranked
based on importance to the organisation and stakeholders. The issues were then classified under Bursa Malaysia’s triple bottom line: economic, environmental and
social (EES).

Patient satisfaction
Information technology (IT) and innovation
Nurturing future medical professionals
Access to quality healthcare

ECONOMIC
IMPACT

Certification, accreditation and standards

Waste management
Water management

ENVIRONMENTAL
IMPACT

Electricity consumption

Community outreach
Employee welfare & benefits*
Our workforce*
Training & career development*
Safety at the workplace

SOCIAL
IMPACT

Employee engagement*
Diversity

* Further information on our workforce, employee welfare & benefits, training & career development, and employee engagement is disclosed in the Talent
Management section on pages 69 and 70. Employee welfare and benefits in the Sustainability Statement cover work-life balance.
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RESPONDING TO STAKEHOLDERS
One of the main challenges in our business is the provision of healthcare that is accessible to all communities and income groups. Population growth and the increasing
proportion of ageing population, rising per capita incomes, changing disease patterns, and the rising cost of providing healthcare are issues that healthcare providers
and governments must tackle.
We engage with industry, government, community groups, patients, academic organisations and our employees to share information on our policies, practices and
services. Our intention is also to understand their expectations and to enhance mutual trust and understanding. We regularly engage with our stakeholders through, for
example, one-on-one meetings, town hall meetings, surveys, roadshows or formal partnerships.
Our stakeholder ecosystem demonstrates the interconnection of our stakeholders.

Accreditation Bodies
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KPJ Group
of Hospitals
Health service contract
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Government &
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Goods & services procurement

Employment & benefits
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Suppliers
(Medical consultants, medical
and non-medical suppliers, etc.)

Local
Communities

Employees

(JCI, MSQH, IMS)

Intermediaries
(Employers, third party
administrators, insurance
agencies, managed care
organisations, etc.)

Insurance premium

PATIENTS
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RESPONDING TO STAKEHOLDERS
Highlights of stakeholder engagement in 2016:

STAKEHOLDER
Employees

Customers/Patients

KEY HIGHLIGHTS 2016
Spent a total of RM10.3

million on employee training
and development programmes, an increase of 24% from 2015

46%

Achieved

Introduced

of our management level staff are women

86.1%

new loyalty programme

on Customer Service Index score

KPJ Care Card

2016 Frost & Sullivan Malaysia Hospital of the Year
2016 Global Health and Travel Consumer Choice – Orthopaedics Service Provider of The Year
2016 Reader’s Digest Trusted Brand Awards – Gold for Private Hospital Category
Suppliers

Contracted vendors and suppliers are required to adhere to:
(i) Corporate Integrity (CI) Agreement
(ii) KPJ Safety, Health and Environmental Regulations

Investors/Shareholders

49

Accreditation bodies

2 new KPJ hospitals obtained Malaysian Society for Quality in Health (MSQH) accreditation – KPJ Damai
Specialist Hospital and KPJ Pasir Gudang Specialist Hospital

Analyst or
Investors Meetings

5

Teleconference
Calls

10

Conferences &
Road Shows

1 hospital obtained Joint Commissioning International (JCI) 2nd cycle recertification – KPJ Penang Specialist Hospital

Local communities

1 new hospital received Integrated Management System

2 Klinik Waqaf An-Nur (KWAN)

(IMS) certification - KPJ Bandar Maharani Specialist Hospital

received MSQH accreditation

2
new KWAN facilities

Total of 19 KWAN facilities in Malaysia,

treated 100,292 underprivileged community members in 2016

Intermediaries

Co-ordination between hospital, corporate clients and insurance providers on activities pertaining to health service contracts

Government and
Regulators

Regular engagement with Ministry of Health (MOH) and other relevant government agencies.
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ECONOMIC

86.1%

75,000
hours

CUSTOMER SATISFACTION

TRAINING

Customer Service Index score improved
from 85.1% in 2015 to 86.1% in 2016.

Up to 75,000 hours spent on
customer service training in 2016.

75%

ONLINE APPOINTMENT
BOOKING SYSTEM

EMPLOYMENT

Introduced an online appointment booking system
in 2016 to help reduce waiting times for patients.

75% of graduates from KPJ Healthcare University
College (KPJUC) joined our hospitals.

NEW HOSPITALS
Two new hospitals achieved MSQH accreditation.

We aim to be a world-class provider of quality healthcare. Our approach to quality combines the concepts of personal
care and patient centredness with excellence in clinical care and service delivery at all levels.

Sustainability Statement | ECONOMIC

PATIENT SATISFACTION
As the number of private healthcare providers in Malaysia increases, achieving patient loyalty through exceptional service becomes a critical component of our value
proposition. Our C.A.R.E. approach, which stands for Connect, Acquire, Regulate and Engage, begins by connecting with customers.
KPJ’s Service Quality Management (SQM) division was established in 2013 to ensure that our employees are skilled in providing high quality care and excellent service
to our patients and their families. It is also responsible for making sure that the facilities and the environment in our hospitals are appropriately maintained and
contribute to a pleasant customer experience.
In line with our C.A.R.E. strategy, we have made the quality of customer engagements an integral element in the performance assessments of our front line employees.
Since 2014, a significant portion of the annual performance appraisal of hospital employees has been tied to department customer surveys.
DESCRIPTION

2015

2016

2017 target

Total number of staff trained in customer service

4,952

6,235

7,500

Total number of hours of customer service training

60,000

75,000

90,000

TOOLS FOR IMPROVING SERVICE QUALITY AT KPJ
CUSTOMER
FEEDBACK

We systematically collect customer feedback at the service unit level. Feedback collection is usually obtained from patients after
they are discharged. In 2016, we developed and introduced a new process for our quarterly customer surveys. They can now be
conducted online and the results are available immediately, making it easy to identify areas that we need to improve. We conduct
Quality Assurance Audits on these surveys to ensure that they are done according to best practices and accurately reflect customers’
perception of the services delivered by us. We also conduct periodic Service Environment Audits to ensure that the physical facilities
of our hospitals meet rigorous service level standards. These audits serve as crucial performance indicators for all KPJ hospitals.
Customer Satisfaction Survey (CSS)
’15

85.1

’16

86.1
+1%

KPJ SERVICE
QUALITY COACH
PROGRAMME

The KPJ Service Quality Coach programme was started in 2014 and has been implemented at all hospitals in 2016. Employees from
each hospital are selected to participate in intensive training on customer service conducted by external consultants. Service Quality
Coaches will then train their peers at their respective hospitals. Each year, these coaches train about 6,000 employees throughout
the Group.

TRAINING

The SQM division conducts additional training on customer service. In 2016,
attended by more than 900

STANDARD
PEOPLE
PRACTICE

employees.

26 workshops with external speakers were

KPJ’s Standard People Practice (SPP) is a manual outlining best practices in customer service. It also serves as a reference point for
KPJ Service Quality Coaches.
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PATIENT SATISFACTION
TOOLS FOR IMPROVING SERVICE QUALITY AT KPJ
Our Patient Communication Management System (PCMS) is an online management system to effectively channel patient complaints,
requests and suggestions to the appropriate service units. It improves efficiency and managerial monitoring of service level agreements.
While the PCMS is currently only used for internal management purposes, we are now planning to link it to our KPJ website and make it
accessible to our customers to further improve our workflow management and to enhance customer service satisfaction.

KPJ CARE

KPJ Care, our new loyalty programme card was introduced in 2016. It is designed to consolidate the various loyalty programmes
used previously in different KPJ hospitals. While initially offering simple benefits, KPJ Care rewards frequent use of services, thus
adding value to loyal customers.

PLANETREE

To improve our services and employee engagement, we have partnered with Planetree, a non-profit organisation that helps healthcare
providers around the world to transform how care is delivered.The Planetree project was initiated at KPJ Damansara Specialist
Hospital and KPJ Ampang Specialist Hospital, and we are currently in the process of certifying these two hospitals.

PLANNED
PREVENTATIVE
MAINTENANCE

Planned Preventive Maintenance (PPM) is an important part of managing hospitals. By carefully managing PPM, we can ensure that
our medical devices and equipment are well maintained and functioning. In 2015, KPJ engaged Pride Outlet Sdn Bhd, an intrapreneur
company, to conduct PPM activities for eight hospitals in the central region. The scheduled PPM activities increased from 1,754 in
2015 to 2,496 in 2016 - a 42% increase. In 2017, we aim to expand our PPM activities to our hospitals in the southern and northern
region of Malaysia.
PPM Activities

PATIENT
COMMUNICATION
MANAGEMENT
SYSTEM

’15

1,754

’16

+42%

2,496

PATIENT SAFETY
To ensure patient safety, KPJ has set out six Patient Safety Goals in line with the International Patient Safety
Goals of the World Health Organisation (WHO). KPJ’s infection prevention and risk management system
involves all relevant departments within the business in the identification and prevention of clinical incidents
and hospital acquired infections (HAIs).
Clinical Incidents
Clinical incidents refer to any unplanned healthcare events (such as falls, medication-related incident, etc.)
that cause or has the potential to cause harm to a patient. At KPJ, every patient incident will be reported and
proper investigations will be carried out to determine the root cause of the incident, so that corrective and
preventive actions can to be taken. Every incident serves as a lesson learnt and will be communicated at
management meetings at the hospital and Group levels.

In 2016, we have managed to reduce
our overall clinical incident rate from
1.26 in 2015 to 1.02

in 2016.

* Clinical incident rates are measured as the
number of incidents per 1,000 inpatient
days.

Hospital Acquired Infections (HAIs)
Hospital acquired infections (HAIs), also known as nosocomial infections, refer to infections that are acquired in a hospital. At KPJ, it is vital for us to ensure that all
our patients and visitors will not acquire another infection during their stay or visit to our hospitals. Thus, monitoring and surveillance of HAIs along with preventive
measures and risk management systems are in place at all our hospitals. We also follow the guidelines and recommendations provided by the US Centers for Disease
Control and Prevention (CDC) for the prevention of diseases, injuries, and disabilities. This year, we have achieved positive results in reducing HAIs at our hospitals and
have also met the targets set by MOH.
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PATIENT SATISFACTION

DESCRIPTION

2015

2016

MOH
TARGET

Hand Hygiene
compliance

79.5%

81.7%

≥75%

Rate of Catheter
Related Bloodstream
Infection (CRBSI)

0.20

0.03

<5 per 1000
catheter days

Surgical Site
Infection (SSI)

0.43

0.37

TARGET
ACHIEVED

<2 per 1000
surgeries

√

√

√

* Note: The indicators in this table are only applicable to KPJ hospitals in
Malaysia.
√ Statistically within or above target
One of our key initiatives to prevent HAIs is to improve hand hygiene as clean
hands are the best protection against infection. Our focus on hand hygiene is
evidenced by the compliance audit held at all hospitals to ensure that we achieve
the target set by MOH. Hand hygiene posters are also present in all washrooms
and wards, along with hand sanitisers throughout our hospitals. Our commitment
towards hand hygiene can also be seen through our participation in the Asia
Pacific Hand Hygiene Excellence Award.

2017 INITIATIVES
TO ACHIEVE PATIENT SAFETY GOAL
1. To adopt Patient Safety Culture by carrying out Clinical Audit and
Surveys, which covers safety and quality improvement activities, at all
KPJ hospitals.
2. Patient Challenge to encourage patients to ask our consultants and
nurses if they cleaned their hands before attending to them.
(For more information on KPJ Patient Safety Goals and initiatives, please
refer to Medical Advisory Committee (MAC) Report on pages 172 to 174.)

QUALITY NURSING
KPJ has seen recent movements towards continuous improvement in all areas
of our work. Our nurses endeavour to achieve excellence by taking into account
patient perception in developing strategies to improve quality of care. Based on
our customer feedback, the quality of our nursing care has been identified as one
of the main determinants of the overall patient satisfaction rating across all our
hospital services.
All our nurses are equipped with competent knowledge on nursing care especially
in the areas of paediatrics, orthopaedics and midwifery. Furthermore, critical
care nurses and nurses who are waiting for their post-basic certification are
required to be equipped with emergency life support skills such as Advanced
Cardiovascular Life Support (ACLS), Paediatric Advanced Life Support (PALS),
Neonatal Resuscitation Programme (NRP), Advanced Trauma Life Support (ATLS),
Advanced Life Support Obstetrics (ALSO), Malaysian Trauma Life Support (MLTS)
for Accident & Emergency (A&E) nurse, and Emergency Obstetric Drills.
Nursing care at KPJ hospitals includes the provision of diabetic counselling, pain
management, parentcraft classes for new parents, and aged care for elderlies at
KPJ Senior Living Care. In addition, we have developed value added nursing care
services, through our Home Nursing Service, where our nurses make home visits
to provide professional care services, wound care, care for the aged, postnatal
care and breastfeeding counselling.
To further improve our nursing care, we have introduced a structured improvement
programme which includes:
1. Providing holistic care for patients through a structured nursing rounding
programme, also known as Explain, Pain, Elimination, Environment & Plan
(EPEEP), where nurses attend to patients every 2 hours instead of attending to
a patient when the patient called. The EPEEP is part of an initiative known as
Transforming Care at Bedsides (TCAB), which was adopted by KPJ to increase
nurse-patient direct contact time.
2. Conducting workshops, training sessions or literature reviews to improve and
standardise preventive healthcare measures at KPJ.
3. Clinical Surveys, which covers policies and procedures, to ensure that all
nurses comply with our Patient Safety Goals.
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INFORMATION TECHNOLOGY (IT) AND INNOVATION
We use information technology (IT) extensively to modernise the operating systems within the Group and to improve customer satisfaction.
KPJ’s Clinical Information System (KCIS) ensures that each customer has a seamless experience from registration to diagnosis to treatment and to follow-up care,
as well as electronic orders. Introduced in 2011, 17 hospitals are now using the system. By using the latest technology in information management, we can increase
efficiency and improve patient safety by reducing medication errors and minimise risks. As part of the KCIS, KPJ has adopted new solutions utilising cloud based
services. such as the Electronic Medical Record (EMR). Our hospitals that are not yet using KCIS are in the midst of adopting an upgraded KCIS system, also known
as KCIS2. In 2017, we will be looking to implement this system at three other KPJ hospitals and upgrade three of our hospitals that are currently using KCIS to KCIS2.
KPJ Healthcare’s Digital Transformation and Innovation programme is leading the adoption of new technologies. An online appointment booking system introduced in
May 2016 is already operational in five hospitals. It has reduced waiting times and saved hospital resources for other duties. We are in the process of integrating a
mobile application to the system.
TRANSFORMING SERVICES THROUGH INNOVATION
Our recently formulated New Products and Services unit is tasked with exploring new ways of thinking and practising medicine.
Being the premier healthcare service provider in the country means that our medical professionals are contributing to not only the care in our hospitals, but also to
the nation’s wider medical industry. The unit is involved in developing the medical profession and innovating new methods through their positions in industry-related
groups and associations.
EMBRACING INNOVATION

3D PRINTING:

IBM WATSON:

Medical applications for
3D printing are expanding
rapidly and are expected
to revolutionise health
care. We have identified
key areas to explore the
possibilities of 3D printing,
and the consultants at KPJ
KL Dental Specialist Centre
have already successfully
used the technology with
promising results. This
project is the first of its kind
in Malaysia.

We are exploring the
use of IBM Watson for
Oncology patients in six of
our Malaysian hospitals.
IBM Watson is a cognitive
computing system which has
been specifically designed
to support the oncology
community. It processes
information more like a
human than a computer,
by understanding natural
language, generating
hypotheses based on
evidence and learning from
experience.
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INNOVATION AND
INITIATIVES:
Service innovations and
initiatives have been a
performance requirement
for all hospitals since 2014.
In 2016, we introduced a
service initiative database
to record all initiatives on
a single platform to make
it easy to share them with
other hospitals. In 2016,
we recorded more than 900
service innovations and
initiatives across the group.

EMPLOYEE
INNOVATION DAY
TALKS:
This series of talks was
introduced in 2016 and are
now held every month.
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NURTURING FUTURE MEDICAL PROFESSIONALS
The Group not only supports the development and employment of healthcare professionals for KPJ and other hospitals in Malaysia, but contributes significantly to
building a strong academic foundation for the industry in Malaysia. KPJ Healthcare University College (KPJUC) offers 38 programmes from foundation to postgraduate
studies such as a masters in medicine and PhD in nursing and other allied health courses. Through KPJUC, we will continue to focus on grooming and developing new
talent, with a strong focus on our nursing programmes. KPJUC enables long term academic development, especially for nurses, to broaden their career horizons.
EDUCATION SPONSORSHIP
While KPJUC’s objective is to produce quality graduate for the Group’s hospitals, we also want to make sure that talented young people with an ambition for a career in
healthcare are able to pursue their dreams, regardless of their financial background. That is why KPJUC offers full and partial scholarships for students from low income
families with good academic results. In 2016, we sponsored 250 students in various programmes. More than RM2 million a year has been spent on these sponsorship
programmes, on an annual basis.
SECURED EMPLOYMENT
We are proud to have secured employment for 75% of our KPJUC graduates in our hospitals and other subsidiaries. With the expansion of our operations and new
hospitals opening every year, KPJUC’s role in producing new talent is crucial for the success of the Group.

DISCIPLINE

NO. OF KPJUC
GRADUATES EMPLOYED

Nursing

5,855

Pharmacy

202

Allied Health

334

Other fields

87

Total

6,478
(For more information, please refer to our
Education chapter on pages 60 to 67.)
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ACCESS TO QUALITY HEALTHCARE

Achieving universal access to quality healthcare is one of the focus areas of the 11th Malaysia Plan for 2016-2020. Private healthcare providers have an important role
in expanding capacity and hence increasing accessibility. Our strategic approach is to expand and upgrade more hospitals. As part of our efforts to provide healthcare
access to the public, we also work closely with our intermediary entities, which include employers, insurance agencies and third party administrators, to explore
opportunities for greater utilisation of KPJ hospital services.

CARING FOR THE AGEING POPULATION

HEALTH TOURISM

KPJ embarked on the Senior Living Care initiative in 2011 and there has
been a steady increase in occupancy levels at the three facilities, suggesting
that there is a growing need for affordable care for the elderly in Malaysia.
KPJ has two facilities for ageing patients in Malaysia and one in Australia.
They are designed to offer a home-like environment, where quality care is
provided to all residents.

Medical tourism is on the rise in Malaysia, and is an important growth
segment for KPJ. Compared to many countries in the region, we offer
identical medical services at a more affordable price. The consultants and
physicians in KPJ have international qualifications and are supported by
trained and experienced medical staff, making us an attractive choice for
patients seeking treatment abroad. KPJ’s medical tourism hubs are located
at 5 locations covering 11 KPJ hospitals across the northern, central and
southern regions of Peninsular Malaysia, as well as Sabah and Sarawak.

Malaysia
• KPJ Tawakkal Health Centre, Kuala Lumpur
• Sibu Geriatric Health and Nursing Centre, Sibu
Australia
• Jeta Gardens Retirement Resort, Brisbane

(For more information, please refer to our Senior Living Care chapter
on pages 48 and 49.)

In order to better communicate with our patients from abroad, we have
multi-lingual staff at the following hospitals:
• KPJ Ampang Puteri Specialist Hospital - Arabic and Korean
• KPJ Tawakkal Specialist Hospital - Arabic
• KPJ Damansara Specialist Hospital - Japanese
• KPJ Penang Specialist Hospital - Thai
Most of our hospitals also have staff who are fluent in Mandarin, Tamil, Hindi
and Indonesian languages to assist foreign patients.
(For more information, please refer to our Medical Tourism chapter on
pages 50 to 53.)

ANNUAL REPORT 2016 | KPJ HEALTHCARE BERHAD

94

Sustainability Statement | ECONOMIC

CERTIFICATION, ACCREDITATION AND STANDARDS

The emphasis on certification and standards is crucial to ensure that all necessary processes and systems are in place during service delivery. Our hospitals
are recognised by accreditation bodies such as the Joint Commission International (JCI) and Malaysian Society for Quality in Health (MSQH). As of March 2017,
18 KPJ hospitals have been MSQH-accredited and 4 KPJ hospitals have been JCI-accredited. We have an Integrated Management System (IMS) that integrates the ISO
9001:2008 (Quality Management System), ISO 14001:2004 (Environmental Management System) and OHSAS 18001:2007 (Occupational Safety and Health Management
System). Our aim is to have all new hospitals achieve MSQH accreditation after two years of operation.
As part of quality assurance, headed by our Clinical Quality Services department, we have also conducted gap analysis, along with internal audits and surveys on our
hospital operations. External audits are conducted by accreditation bodies.
(For more information on our Clinical Governance and the list of KPJ Hospitals with IMS certification, please refer to our Medical Advisory Committee (MAC) Report
on pages 172 to 177.)

PERSONAL DATA PROTECTION
Part of good governance and systems includes protecting the privacy of our clients’ data. With effect from 15 November 2013, we are in full compliance with the personal
data protection principles under the Personal Data Protection Act 2010 (PDPA), which regulates the processing of personal data in commercial transactions. We will
continue to uphold the confidentiality of our patient’s health information.
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ENVIRONMENTAL

ENERGY USAGE

WATER USAGE

Total electricity consumption:
104,610,410 kWh

Water consumption:
1,021,647 m3

WASTE
We collected and disposed of 1,170,870 kg of
hazardous waste.

Sustainability Statement | ENVIRONMENTAL

MONITORING OUR ENVIRONMENTAL IMPACT
Healthcare is one of the largest service sectors, affecting a large proportion of the world’s population. Hospitals are large consumers of resources and produce
significant amount of non hazardous waste, general and domestic waste, as well as hazardous waste that may be infectious, toxic and radioactive. KPJ is fully aware
of the need to use resources responsibly and we are committed to minimising our environmental impact by complying with all relevant regulations and best practices.
Our hospitals are committed to creating and maintaining a safe and healthy environment for all patients, employees and visitors. We comply with, and whenever
possible, exceed all applicable national safety and health standards, as well as fire and environmental regulations.
All hospitals within our network have adopted a robust Safety, Health and Environment (SHE) policy and comply with the IMS quality certification, which covers the
OHSAS 18001 standard for employee health and safety, the EMS 14001 environmental standard and the ISO 9001 standard for quality management. The IMS requires
the Group to undergo an annual internal and external audit.
Each of our MSQH-accredited hospitals has its own committee, which oversees the SHE policy and all related procedures. Our SHE policy statement covers issues such
as energy and water consumption, as well as conventional and hazardous waste disposal.The quantitative environmental data in this statement for 2016 refers to the
17 MSQH accredited hospitals. Despite having 18 MSQH hospitals, only data from 17 MSQH accredited hospitals were included as the newly accredited hospital was
only added to the list in December 2016.
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WASTE MANAGEMENT
With waste management programmes and changes in consumption patterns, a
healthcare facility can reduce the amount of waste generated and in doing so,
saves cost and minimises its environmental impact.
The majority of waste produced by hospitals is general waste, but some of it
is hazardous and requires proper handling. The irresponsible disposal of such
waste can have a health impact on local communities in the form of mercury
pollution from medical waste incinerators or in the form of drinking water that has
been tainted by pharmaceuticals. Biohazardous waste, such as blood, body fluids,
discarded surgical tools, inoculated culture media, tissues, and slides are capable
of infecting humans with diseases.
The Group is acutely aware that the waste produced in our operations must be
disposed of in an appropriate manner to avoid harming the environment and
to protect the safety of our patients, staffs and the community at large. To this
end, the Group adheres to strict guidelines in the disposal of clinical waste such
as needles, samples and fluids. We have an appointed clinical waste disposal
contractor whose operations adhere to the regulatory standards set by MOH.
Our nursing professionals and other hospital staff are trained on proper disposal
methods. Non-clinical waste, such as paper and other recyclable items are sent
for recycling.

Waste disposal is carried out in accordance with environmental regulations.
The handling, labelling, storage, packaging and collection are done according to
requirements of the Environmental Quality Act 1974 (Act 127) and subsequent
amendments, as well as subsidiary legislation referring to scheduled waste.
Waste is removed daily via dedicated vehicles and the designated collection areas
are kept clean.
The amount of hazardous waste produced per patient from our hospitals
increased by 18.6% from 0.43 kg in 2015 to 0.51 kg in 2016 due to an increase
in patients’ activities. By improving our awareness on handling waste according
to regulations, we aim to minimise the amount of hazardous waste produced to
not more than 0.5 kg per patient in 2017.
Waste is an inevitable by-product of our hospital activities and is influenced by
regulatory and safety guidelines as well as new opening of hospitals and services.
Description
Hazardous waste
(Clinical Waste) (kg)
No. of patients served
Total waste (kg/patient)

Year-on-year data

Variance

2015

2016

976,136

1,170,870

194,738

2,294,318

2,289,990

4,328

0.43

0.51

0.08

AIR QUALITY MANAGEMENT

RADIATION MANAGEMENT

Indoor air quality (IAQ) encompasses a variety of parameters such as temperature,
humidity, and chemical and biological contaminants that can affect a person’s
health and well-being. It is vital to manage IAQ for patients, hospital staff and
visitors. However, due to their conditions, patients can harbour air contaminants
which in turn bring about a range of health concerns such as potential infections,
viruses, allergic reactions, respiratory problems and other diseases. To ensure
good IAQ, KPJ has taken several measures such as restricting air movement in
and between various departments, ensuring property humidity and temperature
levels for various hospital areas, and complying with specific requirements for
ventilation and filtration to dilute and remove contaminants from the air.

Management and utilisation of radiation emitting equipment in Diagnostic
Imaging, Radiotherapy and Oncology Services at KPJ hospitals are done with
utmost care. Some of the dangers or risks of radiation include radiation burn,
acute radiation syndrome and cancer. KPJ complies with the Atomic Energy
Licensing Act 1984 (Act 304) and annually applies for a Class C licence under the
Radiation Protection (Licensing) Regulations 1986 from MOH to operate radiationemitting equipment. We have also implemented a Quality Assurance Programme
(QAP), which ensures that our performance and safety standards continue to meet
the specific requirements to provide a safe environment for both our patients and
staffs. Towards this end, we are guided by the Atomic Energy Licensing (Basic
Safety Radiation Protection) Regulations 2010.

KPJ also continuously implements IAQ programmes with proactive, investigative,
and corrective measures. Some of these include regular upkeep of the Air
Handling Units (AHU) by replacing filters in a timely manner; decontamination of
ventilation ducts and ensuring that all related mechanical aspects are maintained
in accordance with the hospital’s requirement and standards.
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WATER MANAGEMENT
Hospitals rely on adequate supplies of quality water. They are water intensive
facilities: water is needed in cooling equipment, plumbing, cleaning, and medical
process rinses. Reducing consumption means less cost but also provides
environmental benefits by reducing the strain on municipal water supplies and
reducing the energy needed to treat and deliver water.
At KPJ, we encourage all our hospitals to conduct water-saving initiatives in order
to meet our water-saving goals. Some of our water saving initiatives include
monitoring and tracking of water leakages, as well as installation of water-flow
limiters. In 2016, we managed to reduce our water consumption by 1.8% per
employee. The reduction was due to the effectiveness of water saving initiatives
and an increase in staff awareness. Moving forward, we aim to limit our water
consumption to not more than 111 m3 per employee.
Total water consumption:
Year-on-year data
Description
Total water consumption
(cubic meter, m3)
No. of employees
Total water consumption
(m3/employee)

2015

2016

Variance

1,025,804

1,021,647

4,157

9,062

9,189

127

113

111

(2)

DATO’ AMIRUDDIN
ABDUL SATAR
President & Managing Director,
KPJ Healthcare Berhad

KPJ’s new energy saving initiatives include installing a system that saves
energy by controlling chillers. This project will be piloted at KPJ HQ (Menara
238) and KPJ Ampang Puteri Specialist Hospital. If the pilot project proves to
be successful, it will be expanded throughout the entire group. We are also
working to install energy-efficient LED lights at our new hospitals. We will be
reviewing the impact of these systems and any other initiatives that would
enable us to manage energy in a more efficient manner.

Water and
Electricity
Contingency Plan

ELECTRICITY CONSUMPTION
Modern healthcare facilities are highly energy intensive – they are open 24 hours a day, occupied by thousands
of patients, employees and visitors daily. They also use energy-intensive medical equipment, ventilation and
air-conditioning systems, and house facilities such as laundries, laboratories, refrigeration units and food
preparation areas. In order to manage our electricity consumption, we regularly run campaigns to increase
staff awareness on energy efficiency and saving. We also invite our staffs to come up with new ideas or
initiatives to conserve energy through our e-Idea platform.
In 2016, our electricity consumption increased by 7% due to an increase in the number of new hospital service
areas and technical inefficiency in our chillers. The increase is equivalent to an 8.3% increase in average
electricity consumption per square feet (sq ft) of our hospitals from 24.64 kWh in 2015 to 26.37 kWh in 2016.

Our contingency plan provides guidelines
to ensure that supply disruption events will
have minimal or no impact to our hospital
operations. One of these measures includes
having back-up water supplies and electricity
generators.

Electricity consumption within the organisation:
Year-on-year data
2015

2016

Variance

Total electricity consumption (kilowatt per hour, kWh)

Description

97,756,675

104,610,410

6,853,735

Total area of KPJ hospitals (sq ft)

3,966,948

3,966,948

-

24.64

26.37

1.73

Total electricity consumption (kWh/sq ft)

With the projected completion of our energy saving initiatives, which include the pilot system KPJ HQ and KPJ
Ampang Puteri Specialist Hospital, we aim to limit our electricity consumption to not more than 27.69 kWh per
sq ft or 5% increase in 2017.
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NEW KWAN OPENED

TRAINING AND DEVELOPMENT

Opened two new Klinik Waqaf An-Nur
(KWAN) clinics and treated over 100,000
patients from underprivileged communities.

RM10.3 million spent on employee training
and development programmes.

47
hours
MANPOWER

TRAINING HOURS

46% of our management positions are held
by women

Employees spent an average of
47 hours on training

Sustainability Statement | PEOPLE

COMMUNITY OUTREACH

Our community outreach programmes are in
line with the Governments efforts to implement
programmes based on community development,
solidarity, social welfare, health and safety. Over
the years, we have conducted complimentary basic
health screenings, organised public health talks and
campaigns that advocate healthy lifestyles and good
hygiene, assisted orphanages, homes for senior
citizens and the underprivileged, as well as made
zakat contributions and donations. Our community
investment in 2016 was RM9.1million.
Our Talent Management services has the overall
responsibility for Klinik Waqaf An-Nur (KWAN) clinics.
KPJ’s other community programmes are planned
by individual business units and departments. The
community programmes are funded from business
operation profits and local religious authorities (e.g.
The Zakat or Islamic Tithes Department), partnerships
with other institutions, as well as funds raised from
the general public and employees.

KLINIK WAQAF AN-NUR (KWAN)
The Malaysian private sector is encouraged to set
up more healthcare facilities that cater to the needs
of low- and middle-income households, as well
as specialist healthcare facilities such as dialysis,
rehabilitation and medical testing lab centres in
urban areas.
We have responded to this call through our flagship
initiative, the network of Klinik Waqaf An-Nur (KWAN),
which provides charity outpatient clinics and dialysis
centres for the underprivileged communities. At
KWAN facilities, patients are charged a fee of only
RM5 for a regular outpatient visit and around RM90
for dialysis services. Treatment is rendered by
qualified medical consultants and includes the cost
of the medicines prescribed.The Group spent around
RM3.5 million to provide clinical resources and
medication to KWAN in 2016.

KWAN NETWORK

4

8

mobile clinics
in Johor and Selangor

KWAN clinics are
MSQH-certified.
’15

(including 5 site clinics and
6 dialysis centres)

OUR TARGET

1.16 mil

Negeri Sembilan

clinics
•

110,300

+10%

’17

Overall number of patients
treated since inception

IN 2016
• Opened KWAN Masjid An-Nur Rembau,

• To open 2 new
every year

’16

New mobile clinic at Masjid Bulat

+6%

1.35 mil

Waqaf An-Nur Hospital
in Johor and 18 clinics
across Malaysia

1.23 mil

Launched
in Johor
in 1988

+38%

100,292

72,581

Total number of
patients treated

+10%

Seksyen 14, Petaling Jaya
• To increase the number of
patients by 10% in 2017

+10%

• Treated over 100,000 patients and
exceeded our target by 38%

’15
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COMMUNITY OUTREACH

BABY HATCHES
It is difficult to estimate how many babies are
abandoned in Malaysia every year. Prompt discovery
and access to medical attention are crucial in
ensuring the survival and well-being of abandoned
babies. To respond to these needs, we opened our
first baby hatch in 2010 and now provide hatches
in nine KPJ hospitals. The baby hatches are a
collaboration with the Social Welfare Department
(JKM) and OrphanCare, a child protection NGO. Since
its inception in 2010, we have received 17 babies
through our baby hatches.
Mother or guardians considering abandonment are
offered opportunities for discussion, information and
counseling with nurses or social care staff. Babies
found in the baby hatch are placed for adoption
through a regulated process overseen by OrphanCare
and JKM in Peninsular Malaysia, whereas in East
Malaysia, this process is overseen by JKM only.
Baby Hatches are available at 9 KPJ
Hospitals:
• KPJ Ipoh Specialist Hospital
• KPJ Johor Specialist Hospital
• KPJ Damansara Specialist Hospital
• KPJ Tawakkal Specialist Hospital
• KPJ Seremban Specialist Hospital
• KPJ Penang Specialist Hospital
• KPJ Perdana Specialist Hospital
• KPJ Kuching Specialist Hospital
• Damai Specialist Hospital
EDUCATING THE PUBLIC
As healthcare professionals, we recognise our role
in contributing to the prevention of diseases and
educating the public. We reach out to the community
through public health screening sessions, health
talks and other events. During talks and seminars
held outside the hospitals, booths are usually set up
to provide basic health screening services such as
blood glucose and cholesterol tests, as well as blood
pressure and body mass index (BMI) monitoring. Not
only does this encourage people to take a greater
interest in their health, it also ensures that any latent
problems are diagnosed and treated.
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In 2016 we conducted a number of public health
awareness campaigns, including:
•

•

Free mammogram screening in collaboration
with The Ministry of Women, Family and
Community Development for women aged 40
and above at KPJ Klang Specialist Hospital
and KPJ Damansara Specialist Hospital.
Free eye screening in conjunction with World
Sight Day 2016 campaign to create awareness
on the importance of eye screening to prevent
vision-related diseases.

•

Health awareness talks on topics such as
breast cancer, kidney health (in conjunction
with World Kidney Day), heart and lung
health, infectious diseases, hand hygiene and
vaccinations.

•

Regular blood donation drives to help sustain
supplies at the National Blood Bank.
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OUR WORKFORCE

Healthcare professionals play a crucial role in community well-being and are wellrespected members of society. As the main drivers of our growth, our employee
services and programmes are continuously refined to help us succeed at every
stage of employment and to make KPJ Healthcare Berhad a better place to work.

•

KPJ WORKFORCE
IN 2016

11,025 employees serving in
25 hospitals in Malaysia.

• Provided health care services to almost

2.7 million patients.
• Spent a total of RM10.3 million
on employee training and development
programmes, an increase of 24% from 2015.
• Employees received an average of

47 hours of training, exceeding the
mandatory 30 hours of training per year.
* Note: Total employees and respective calculations do not include specialist
medical consultants at KPJ Hospitals. Only resident medical officers are
included in the total employee count.
(For more information on our workforce, please refer to our Talent
Management section on pages 69 and 70.)
We encourage open communication at the workplace and have clear procedures
for solving grievances set out in our governance system. In 2016, we resolved
all 61 reported employee complaints. We also provide all employees with an
opportunity to regularly discuss their performance and career development.

SAFETY AT THE WORKPLACE
As JCI and MSQH accredited hospitals, we have an Integrated Management
System that covers OHSAS 18001:2007. All of our hospitals have a robust SHE
policy and apply stringent policies on planned preventive maintenance, safe
and proper disposal of sharp and hazardous materials, and monitor exposure
levels of employees who work in close proximity with radiation and diagnostic
imaging services. Our Safety and Health Officers are also registered with the
Department of Occupational Safety and Health (DOSH) Malaysia and have
undergone DOSH-recognised safety training programmes as provided by the
National Institute of Occupational Health and Safety (NIOSH) Malaysia. KPJ adopts
the Hazard Identification, Risk Assessment and Risk Control (HIRARC) system to
identify potential hazards, and to assess and control risks of injury or harm due
to the exposure of these hazards. We regularly train our employees on the latest

OSH practices and procedures, and share this information between hospitals
as a preventive measure. For example, sharing cases of incidents of fire and
other emergencies, as well as disaster action plans is useful for other hospitals.
Contracted vendors and suppliers are also required to adhere to our health and
safety measures.
Employee health and safety incidents are tracked.
Description
OSH-related incident rate (per 1,000 manpower)

2015

2016

5.2

4.8

* Types of incidents recorded include slips and falls, fall from height, sharp injury,
chemical spills, burns, electrical incidents and other office-related incidents.
This year, we have recorded a 7.7% reduction in OSH-related incident rate and are
now moving towards zero incident.
Currently all hospitals in the Group are reporting their OSH related incidents on a
yearly basis to DOSH.
Initiatives to reduce health and safety incidents at hospitals in 2016
Promoting suitable footwear
Awareness trainings on workplace safety
Follow good housekeeping practices i.e. clear access ways, effective disposal
system for needles, signage for wet slippery areas
Limiting access to high risk areas
Measures to ensure workloads remain reasonable, by eg. rescheduling duty rosters

Fire at KPJ Sabah
Services at the KPJ Sabah Specialist Hospital were temporarily disrupted in July
2016 after its main switchboard caught fire, believed to have been caused by
a short circuit. During the emergency, patient safety was our topmost priority.
The first action was to transfer in-patients, visitors and staff to our sister hospital
KPJ Damai Specialist Hospital to make sure patients continued receiving quality
treatment without further interruptions in view of the effects of the fire. We also
transferred 6 oncology patients to KPJ Damansara to continue their oncology
treatment at our own cost. As a preventive measure, we have worked on various
initiatives to ensure that a similar incident does not occur at other KPJ Hospitals.
(For more information on our efforts to ensure patient safety and ways to deal
with clinical incidents, please refer to our Patient Safety section in Sustainability
Statement and Business Continuity Management (BCM) chapter on pages 90 and
91, as well as 178 and 179, respectively).
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DIVERSITY

KPJ is committed to maintaining a diverse workforce. 79% of our employees are women. We have been
actively promoting women to senior management positions, whereby currently 46% of management level staff
in the Group are women. We have also been able to improve retention rates of women by emphasising work life
balance: the current retention rate of women with at least five years of service is 42%, a satisfactory result in
a field that is challenging for employees with families. Our commitment towards a diverse workforce is further
reflected by our involvement in programmes that celebrate diversity such as the flexWorkLife.my initiative by
TalentCorp and the Ministry of Women, Family and Community Development.

RETENTION RATE OF WOMEN

32%

42%

|
2015

|
2016

with more than five years of service
We are currently guided by the KPJ Employee Handbook, which states that recruitment and promotion is done
based on merit and achievements without any kind of discrimination. Disciplinary action will be taken against
any employee that commits unwanted action or behavior of a sexual nature, whether verbal or physical against another person, outside or inside of the Company’s
premises.
We are also paying close attention to succession and exit planning. Our target is to hire 30 new consultants every year to ensure that the Group has sufficient pool of
consultants to replace those who are retiring and for sustainable operations of our hospitals (e.g. new hospitals and new specialisation or sub-specialisation unit). We are
also evaluating our hiring practices to make sure that our consultants are diverse in terms of age and ethnicity.
BREAKDOWN OF CONSULTANTS BY ETHNICITY AND AGE:
55
5%
198
18%

Malay
Chinese

Ethnicity

4
0.3%

76
6.7%

509
45%

Indian

354
32%

229
20%

46 to 55
56 to 65

Age

66 to 75

Others
360
32%

35 to 45

> 75
459
41%

ADVOCATING WORK-LIFE BALANCE
We believe in a healthy work-life balance and offer our employees flexible working hours and crèches for childcare. Our crèches are operated internally and are open
24 hours to accommodate our nurses on shift work. To date, six of our hospitals have creches and we aim to provide this facility to all our remaining hospitals. As
healthcare professionals we walk the talk, and promote healthy living amongst our employees. We run voluntary wellness and health initiatives such as our BMI
programme, which encourages employees to make lifestyle changes. In 2016, this programme has contributed to a 4% decline in the number of our employees
categorised as pre-obese and obese.
We introduced the option to work staggered hours in 2013, giving employees in certain functions the option to start the day later and since its implementation, almost
42% of our employees have used this option.
We have also piloted a work from home programme for employees in the Information Technology (IT) Services. Employees may work from home for up to two days in a week.
Employees find that they can focus better without the distractions they face at work and we are considering expanding the initiative to other departments.
We will continue to make improvements to our work-life balance practices by obtaining feedback from employees through surveys.
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