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KP J Healthcare is the leading 
provider of private healthcare 
services in Malaysia. We deliver high 
standards of care to our patients, 
with integrity and compassion. 
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KPJ Healthcare Bhd 
(KPJ)’s success journey 
in Malaysia for the last 
36 years underscores 
our philosophy that 

building and growing 
our business sustainably 
in a responsible manner 

go hand-in-hand. We 
serve our mission to 

provide patients with 
quality healthcare 

services as we continue 
to create long-term value 

for shareholders, and 
support the development 

and expansion of the 
healthcare industry in the 

country.

As a global provider of premium healthcare services, KPJ is committed to world-class excellence in every aspect of 
healthcare. Our medical expertise and advanced facilities enable us to provide a one-stop continuum of care to cater to the 
rapidly growing demands of the markets we operate in.

OUR VALUES

W h at  W e  S t r i v e  F o r

Our values represent the philosophy of our organisation and guides all our decision-making and actions. We strive to 
maintain a patient-centred environment focused on compassionate care. Our core values of Ensuring Safety, Delivering 
Service with Courtesy, Performing Duties with Integrity, Exercising Professionalism at All Times, and Striving for Continuous 
Improvement are an intrinsic part of our commitment to ‘Care for Life’ in every aspect of our operations.

We hold ourselves accountable to high standards and our core values reaffirm our commitment to serving all those who count on us.

ENSURING
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DELIVERING
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PERFORMING
DUTIES WITH

INTEGRITY
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AT ALL TIMES

STRIVING FOR
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IMPROVEMENT

OUR CORE VALUES
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INSIDE THIS REPORT

Our fundamental purpose is the delivery of exceptional health 
treatment, care and diagnosis to all our patients. We are 
dedicated to being the preferred provider of care, with innovative 
use of technology, experienced doctors and well-trained staff 
who collaborate to offer the best diagnosis and treatment plans.

Our mission is to improve the health of the people and the 
communities we serve. Led by skilled and caring medical staff, 
we are consistently focused on clinical excellence and innovative 
technology for superior patient outcomes. 

OUR VISION

OUR MISSION

T he  P r e f er r ed  Hea l t hcar e  P r o v i der

De l i v er  Q ua l it y  Hea lt hcare  Ser v i c es 

2	 About This Report 
4	 At a Glance
5	 Corporate Information
6	 Corporate Structure
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Our reporting approach undertakes to 
provide our stakeholders with a clear and 
informed view of KPJ’s performance in the 
Financial Year 2017. Our leadership seeks 
to share KPJ’s business and operational 
deliveries, along with an account of the value 
we have created as measured against our 
strategy and outcomes therefore, taking into 
account the opportunities and challenges 
inherent in market landscape developments.

Our reporting scope and boundaries cover 
and is limited to the reporting period between 
January 2017 and December 2017, covering 
KPJ operations in Malaysia, Indonesia, 
Thailand, Bangladesh and Australia. The 
Sustainability Statement included in this 
Report covers our Malaysian hospital 
operations, within the period of January to 
December 2017, which contributes 97% of 
the Group’s revenue.

D E T E R M I N I N G  M AT E R I A L I T Y 
Our Annual Report aims to provide a transparent, balanced and accessible narrative 
and analysis of our strategy, performance and prospects in relation to material 
financial, economic, social, environmental and governance issues. 

With regards to our sustainability reporting, our sustainability performance and 
disclosures are monitored closely by our Sustainability and Risk Committee (SRC), 
led by our President & Managing Director. Our Sustainability Statement is prepared 
by our Sustainability Coordinators, working closely with the SRC.

This year we have reviewed our material sustainability matters and there are no 
significant changes from 2016. The content of this report is based on our identified 
material topics. There is no necessary restatement from last year’s report. There also 
have been no significant changes to our organisation during the reporting period.

The material issues and developments which are covered in the rest of the report 
were determined by taking into account the following considerations:

All material issues and developments thereof for the reporting year under review 
can be found within the Chairman’s Statement on pages 12 to 15 of this Annual 
Report, the Management Discussion and Analysis on pages 20 to 44, Statement on 
Risk Management and Internal Control on pages 94 to 99, and Principle Risks on 
pages 100 to 103.

01 02 03 04 05

KPJ HEALTHCARE 
BERHAD (KPJ)  HAS A 
FULL SUITE  
OF REPORTING 
PUBLICATIONS WHICH 
ADHERE TO  
THE GUIDELINES LAID 
DOWN BY BURSA 
MALAYSIA’S MAIN 
MARKET LISTING 
REQUIREMENTS.

ABOUT  TH IS  REPORT
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A S S U R A N C E  A N D  A P P R O VA L
The Board of Directors approved the contents of the Annual 
Report in accordance to the requirements of the Malaysian Code 
on Corporate Governance 2017 (MCCG 2017), and the Main 
Market Listing Requirements of Bursa Malaysia Securities Berhad 
and Sustainability Guidelines. Our financial reporting is audited 
by an independent third party, PricewaterhouseCoopers PLT, who 
also audited our Financial Statements and approved them free of 
qualification.

With regards to our Sustainability Statement, it was prepared 
according to Bursa Malaysia Securities Berhad’s Main Market 
Listing Requirements relating to Sustainability Statements in 
Annual Reports. We currently have no formal policy with regard 
to external assurance for our sustainability reporting. However, as 
we embark on our Integrated Reporting journey, we envisage that 
external assurance could be part of the process going forward.

F E E D B A C K 
Our reporting process is intended to move beyond compliance to 
generate meaningful and inclusive discourse with our stakeholders 
through a culture of transparency which engenders trust. Our aim 
is to inform our stakeholders of our strategy and value creation 
endeavours within our business. Our Sustainability Statement is 
available at our Corporate Website at http://kpj.listedcompany.
com/sustainability.html. We welcome any feedback on this report 
on any aspect of our sustainability performance. Comments 
and feedback can be sent to our Investor Relations Unit at 
http://kpj.listedcompany.com/contact.html.

F O R WA R D  L O O K I N G  S TAT E M E N T S 
Certain statements in this report regarding KPJ Healthcare 
Berhad’s operations may constitute forward-looking statements. 
These statements can be identified by key words such as “believes”, 
“estimates”, “anticipates”, “expects”, “intends”, “may”, “will”, “plans”, 
“outlook” and other words of similar meaning in connection with 
a discussion of future operating or financial performance. These 
statements relate to the plans, objectives, goals, strategies, future 
operations and performance of KPJ. Actual results and outcomes 
may differ materially from those projected in any forward looking 
statements due to various events, risks, uncertainties and other 
factors. We neither intend to nor assume any obligation to update 
or revise any forward looking statements, whether as a result of 
new information, future events or otherwise.

QUANTITATIVE AND QUALITATIVE 
CRITERIA AND FACTORS

01

MATTERS CRITICAL TO ACHIEVING OUR STRATEGIC 
OBJECTIVES AND CREATING VALUE IN THE LONG 
TERM FOR OUR STAKEHOLDERS

02

MATTERS COVERED IN REPORTS SUBMITTED 
TO THE BOARD OF DIRECTORS FOR 
DISCUSSION OR APPROVAL

03

MATERIAL RISKS IDENTIFIED BY  
OUR RISK MANAGEMENT PROCESS

04

OUR KEY STAKEHOLDERS’ INTERESTS

05

A B O U T  T H I S  R E P O R T
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AT  A  GLANCE

RETIREMENT &
AGED CARE CENTRES 

286,465 2,473,851

33 programmes 13,422INCLUDING MASTERS
AND PHD

M E D I C A L  C O N S U LTA N T S

1,022
HOSPITALS

EMPLOYEES

25

1

1

3

2

1

1

in Malaysia

in
Australia

in
Malaysia

in Indonesia

in Bangladesh

in Thailand

INPATIENTS OUTPATIENTS

UNIVERSITY
COLLEGE

& 2 Branches

3,052
OPERATING BEDSACCREDITED HOSPITALS

20
By Malaysian 

Society For 
Quality In Health 

(MSQH)

4
By Joint 

Commission
International (JCI)
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CORPORATE  INFORMAT ION

REGISTERED OFFICE

KPJ Healthcare Berhad 
(247079-M)
Level 16,
Menara KOMTAR,
Johor Bahru City Centre,
80000 Johor Bahru,
Johor, Malaysia.
T	 (607)  219 2692
F	 (607)  223 3175

CORPORATE OFFICE

KPJ Healthcare Berhad
Level 12, Menara KPJ,
238, Jalan Tun Razak,
50400 Kuala Lumpur, Malaysia.
T	 (603)  2681 6222
F	 (603)  2681 6888
E	 kpj@kpjhealth.com.my

REGISTRAR

Johor Corporat ion
Level 16,
Menara KOMTAR,
Johor Bahru City Centre,
80000 Johor Bahru,
Johor, Malaysia.
T	 (607)  226 7692
F	 (607)  223 3175

AUDITOR

PricewaterhouseCoopers PLT
Level 10, 1 Sentral, Jalan Rakyat,
Kuala Lumpur Sentral,
P. O. Box 10192,
50706 Kuala Lumpur, Malaysia.

PRINCIPAL BANKERS

Malayan Banking Berhad
Wisma Lee Kay Huan,
Lot 14408, 
Jalan Genting Klang, Setapak,
53200 Kuala Lumpur, Malaysia. 

HSBC Amanah (Malaysia) 
Berhad
No. 2, Lebuh Ampang,
P. O. Box 10244,
50912 Kuala Lumpur, Malaysia.

STOCK EXCHANGE LISTING

Bursa Malaysia Securi t ies 
Berhad Main Market
(Listed since 29 November 1994)
Stock code: KPJ (5878)

COMPANY SECRETARIES

Salmah Abd Wahab
(LS 002140)

Hana Ab Rahim @ Ali
(MAICSA 7064336)

Salmah Abd Wahab  (left)

Company
Secretar ies

Hana Ab Rahim @ Al i  (right)
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K P J  H E A LT H C A R E  B E R H A D

B A N D A R  D AT O ’  O N N  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Bandar Dato’ Onn Specialist Hospital)

K U M P U L A N  P E R U B ATA N  ( J O H O R )  S D N  B H D

100%

100%

J O H O R  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Johor Specialist Hospital)

100%

A M PA N G  P U T E R I  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Ampang Puteri Specialist Hospital)100%

BANDAR BARU KLANG SPECIAL IST  HOSPITAL SDN BHD
(KPJ Klang Specialist Hospital)100%

K A J A N G  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Kajang Specialist Hospital)100%

M A H A R A N I  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Bandar Maharani Specialist Hospital)
(KPJ Seremban Specialist Hospital)100%

PA S I R  G U D A N G  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Pasir Gudang Specialist Hospital)
(KPJ Puteri Specialist Hospital)100%

P E N A N G  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Penang Specialist Hospital)
(Taiping Medical Centre)100%

P U S AT  PA K A R  K L U A N G  U TA M A  S D N  B H D
(Kluang Utama Specialist Hospital)100%

R AWA N G  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Rawang Specialist Hospital)
(KPJ Damansara Specialist Hospital)100%

S E N T O S A  M E D I C A L  C E N T R E  S D N  B H D
(KPJ Sentosa KL Specialist Hospital)100%

S I B U  M E D I C A L  C E N T R E  C O R P O R AT I O N  S D N  B H D
(Sibu Specialist Medical Centre)100%

M A S S I V E  H Y B R I D  S D N  B H D100%

B D C  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(BDC Specialist Hospital)100%

100%

51%

S M C  H E A LT H C A R E  S D N  B H D
(KPJ Sabah Specialist Hospital)

100%

K O TA  K I N A B A L U  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(Damai Specialist Hospital)97%

K U C H I N G  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(Kuching Specialist Hospital)70%

PA H A N G  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Pahang Specialist Hospital)70%

P E R D A N A  S P E C I A L I S T  H O S P I TA L  S D N  B H D 	
(KPJ Perdana Specialist Hospital)61%

K E D A H  M E D I C A L  C E N T R E  S D N  B H D46%

S E L A N G O R  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Selangor Specialist Hospital)

60%

P E R L I S  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Perlis Specialist Hospital)60%

M I R I  S P E C I A L I S T  H O S P I TA L  S D N  B H D
(KPJ Miri Specialist Hospital)70%

U T M  K P J  S P E C I A L I S T  H O S P I TA L  S D N  B H D100%

A M I T Y  D E V E L O P M E N T  S D N  B H D

H O S P I TA L  P U S R AW I  S M C  S D N  B H D

M A L AY S I A N  O P E R AT I O N S S U P P O R T  S E R V I C E S O V E R S E A S  O P E R AT I O N S D O R M A N T  C O M PA N I E S
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C O R P O R AT E  S T R U C T U R E

K U A N TA N  S P E C I A L I S T 
H O S P I TA L  S D N  B H D
(KPJ Kuantan Specialist Hospital)

100%

S IBU  GER IATR IC  HEALTH  & 
NURS ING  CENTRE  SDN  BHD

STERILE SERVICES SDN BHD

FABRICARE LAUNDRY SDN BHD

P R I D E  O U T L E T  S D N  B H D

HEALTHCARE IT SOLUTIONS 
SDN BHD

S K O P  YA K I N  ( M )  S D N  B H D

TOTAL  MEAL  SOLUT ION
SDN  BHD

T E R A J U  FA R M A  S D N  B H D

K P J  M E D I K T V  S D N  B H D

H E A LT H C A R E  T E C H N I C A L 
S E R V I C E S  S D N  B H D

DIAPER TECHNOLOGY 
INDUSTRIES SDN BHD

100%

100%

95%

90%

70%

70%

70%

65%

100%

30%

94%

KPJ DHAKA (PTE)  LTD
(Sheikh Fazilatunnessa Mujib 
Memorial KPJ Specialized 
Hospital & Nursing College)

DAMANSARA 
SPECIALIST 
HOSPITAL SDN BHD

PT AL-AQAR BUMI SERPONG DAMAI

PT AL-AQAR PERMATA HIJAU

SEREMBAN 
SPECIALIST 
HOSPITAL SDN BHD

VEJTHANI PUBLIC
COMPANY LIMITED
(Vejthani Hospital, Thailand)

PHARMACARE 
SURGICAL 
TECHNOLOGIES 
(M) SDN BHD

FREEWELL SDN BHD

PT KHASANAH PUTERA 
JAKARTA MEDICA
(RS Medika Bumi Serpong 
Damai, Jakarta)

TAIPING MEDICAL 
CENTRE SDN BHD

JETA GARDENS AGED CARE 
(QLD) PTY LTD

ENERGY EXCELLENT 
SDN BHD

JETA GARDENS MANAGEMENT 
(QLD) PTY LTD

KPJ EDUCATION 
SERVICES SDN BHD

100% 100%

100%

100%

100%

23%

100%

80%

75%

100%

57%

55%

100%

100%

100%

100%

100%

PT KHIDMAT PERAWATAN 
JASA MEDIKA
(RS Medika Permata Hijau, Jakarta)

80%

KPJ HEALTHCARE 
UNIVERSITY COLLEGE
SDN BHD
(formerly known as Puteri 
Nursing College Sdn Bhd)

100%

K P J  E D U C AT I O N  ( M )
S D N  B H D
(formerly known as KFCH 
Education (M) Sdn Bhd)

PHARMASERV ALLIANCES 
SDN BHD

100%

100%

100%

75%

75%

KPJ EYECARE SPECIALIST 
SDN BHD
(KPJ Pusat Pakar Mata 
Centre For Sight)

100%

ADVANCED HEALTH CARE 
SOLUTIONS SDN BHD

100%

CROSSBO R D ER  A IM  ( M ) 
SDN  BHD

100%

CROSSBORDER  HALL  (M)
SDN  BHD

100%

KPJ HEALTHSHOPPE SDN BHD100%

L A B L I N K  ( M )  S D N  B H D100%

P H A R M A C A R E  S D N  B H D100%

O P E N  A C C E S S  S D N  B H D

F P  M A R K E T I N G  ( S )
P T E  LT D

MEDICAL SUPPLIES 
(SARAWAK) SDN BHD

MALAYSIAN INSTITUTE OF 
HEALTHCARE MANAGEMENT 
SDN BHD

JETA GARDENS (QLD) PTY LTD
(Jeta Gardens Retirement and Aged 
Care Resort, Brisbane, Australia)

BAYAN BARU 
SPECIALIST 
HOSPITAL SDN BHD

PUTERI SPECIALIST 
HOSPITAL (JOHOR)

SDN BHD

100%
POINT ZONE

(M) SDN BHD

100%
TAWAKAL HOLDINGS

SDN BHD
AL-’AQAR

HEALTHCARE REIT

100% 98% 37%

PUSAT PAKAR TAWAKAL
SDN BHD

(KPJ Tawakkal
Specialist Hospital)

(KPJ Tawakkal Health Centre)

SRI MANJUNG SPECIALIST 
CENTRE SDN BHD

(Sri Manjung
Specialist Centre)

100% 100%

IPOH SPECIALIST 
HOSPITAL SDN BHD

(KPJ Ipoh
Specialist Hospital)
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INNOVATIO
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International Standard Facilities and Services
KPJ’s hospitals are equipped with state of the art facilities and equipment that meet the needs of 
both local and international patients.  Consumer-focussed services, which form an integral part of our 
business, are constantly upgraded and enhanced.

Sustainable Development of Professional Talent Pool
KPJ has the largest pool of professional healthcare talents in the industry. This translates to an increasing 
body of knowledge within the Group,. This results in an increasingly a wider range of clinical expertise. 
Continuous workplace training and lifelong learning enable employees to adjust to an increasingly rapid 
pace of change. This includes anticipating and building competencies for future needs. In addition, KPJ 
empowers its talent by ensuring broad access to training opportunities, for both genders.

Strong Clinical Governance Framework
KPJ’s Medical Advisory Committee (MAC) oversees the Group’s Clinical Governance Framework, 
to safeguard patients’ safety through sound and ethical practices. KPJ hospitals are also 
accredited by the Malaysian Society for Quality in Health (MSQH) and Joint Commission 
International.

Innovation & Technology
Since the late 1990s, KPJ has been a firm believer in healthcare technology.  The Group established its position as a 
frontrunner in homegrown hospital information systems, which enhance operational efficiency.

Increasing Demand for Private Healthcare
Malaysia has seen the private healthcare sector flourish for more than 30 years and will continue to do so in the coming years, 
driven by greater patient awareness and knowledge, rising affluence with expanding middle class and increasing medical 
insurance penetration. KPJ’s large and expanding network of hospitals in Malaysia is well positioned to capitalise on market 
opportunities.

F I V E  R E A S O N S  T O  I N V E S T  I N  K P J  H E A LT H C A R E
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CHA IRMAN’S  STATEMENT

DEAR  SHAREHOLDERS
AND  STAKEHOLDERS  OF  KPJ,
IT  G IVES ME GREAT PLEASURE TO PRESENT TO 
YOU KPJ HEALTHCARE BERHAD’S (KPJ OR THE 
GROUP)  ANNUAL REPORT FOR THE F INANCIAL 
YEAR ENDED 31 DECEMBER 2017 (FY2017) . 

The year under review saw KPJ recording an improvement in terms of revenue 
and profits. These were the result of focused strategies, proving once again that 
we have a strong platform upon which we can further build a successful future. 

During the year, we continued to make strategic moves to grow KPJ’s business 
sustainably. We worked our capital, capabilities and capacities harder and smarter, 
in order to seek the best possible returns. We further embraced innovation 

DATO’ 
KAMARUZZAMAN
ABU KASSIM

CHAIRMAN
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C H A I R M A N ’ S  S TAT E M E N T

to strengthen and enhance synergies 
throughout the Group’s operations. More 
importantly, KPJ is ultimately able to 
translate it all directly to shareholder value.

RESILIENT INDUSTRY
The year 2017 was characterised by a 
buoyant Malaysian economy, with a Gross 
Domestic Product (GDP) growth of 5.9% for 
the year. Corresponding to this, Malaysia’s 
total healthcare industry spending stood at 
RM52 billion at the end of the year, fuelled 
by continuous consumer demand for 
quality healthcare services. 

A key development in the industry 
has been the increasing application of 
medical and digital technology, triggered 
by socioeconomic changes not only in 
Malaysia but also internationally. While a 
more globalised and digitally-connected 
world has undoubtedly brought immense 
social and economic benefits, it clearly also 
impacts all segments of KPJ’s business, 
from diagnostics, to treatment and the 
dispensing of pharmaceuticals.

As part of this change, KPJ is enhancing 
its business strategies to be more patient 
and customer-centric. Our six key strategic 
initiatives keep us on course as we strive 
to increase our market share, identify 
and implement new medical innovations, 
process enhancements and improvements, 
as well as digitise our operational and 
functional processes to remain ahead of 
the curve.

We deliver initiatives within our various 
hospitals and departments, aimed 
at ensuring the highest standards of 
delivery within a sustainable business. A 
comprehensive review of our strategic 
performance during the year can be found 
within our Management Discussion and 
Analysis on pages 20 to 44 of this Annual 
Report.

As a result of our continuous efforts in the 
healthcare realm of the highest quality of 
medical treatments and services rendered to 
our patients, we have strengthened our sterling 
reputation in the sector, which is one we are 
extremely proud of as a Group. It heartens 
me to share that in 2017, the Group received 
a host of local and international accolades 
in recognition of our sterling efforts within 
the areas of quality healthcare provision and 
upholding strong corporate governance (CG).

KPJ Klang Specialist Hospital was named 
the winner of the Prime Minister’s Industry 
Excellence Award which was introduced by 
Ministry of International Trade and Industry 
(MITI) to recognise outstanding Malaysian 
companies chosen from a selection of winners 
across categories in the manufacturing and 
services sector. The awards is a recognition that 
KPJ is on track in its vision to become a leading 
healthcare provider in the region.

As a recipient of the Prime Minister’s Award, 
KPJ Klang received a cash prize of RM500,000 
from the Malaysia Prime Minister, YAB Dato’ Sri 
Mohammad Najib Tun Abdul Razak. 

The KPJ Group received a number of awards 
at the MSWG-ASEAN Corporate Governance 
Recognition 2017 Awards, which identified the 
Top 100 Malaysian Public Listed Companies 
based on disclosures from 900 companies 
assessed during the year using the ASEAN 
Corporate Governance Scorecard. The 2017 
assessment was more stringent than previous 
years, using a revised Scorecard approved by 
the ASEAN Capital Markets Forum (ACMF). KPJ 
was honoured to be ranked 33rd in the List of 
Top 100 Companies with Good Disclosures; 29th 
in the List Of Top 100 Companies For Overall 
CG & Performance; and the Industry Excellence 
Award within the Healthcare category.

As testament of the high quality patient-centric 
healthcare services we provide our customers, 
KPJ was awarded the Global Health and Travel 
APAC Award 2017 in Bali. As well as that, our 

K E Y  H I G H L I G H T S

The year 2017 was 
characterised by a 
buoyant Malaysian 
economy

Gross Domestic 
Product (GDP) 
growth of 5.9% 
for the year. 

5.9%
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enduring commitment to talent management and employee 
engagement saw us as the recipient of the Human Resource 
Vendor of the Year 2017. 

We also received further recognition with the EU-Malaysia 
Chamber of Commerce and Industry (EUMCCI) Sustainability 
Award 2017 for Best Social Impact (Large Companies) as well as 
the Innovating Care Asia Pacific 2017 Award for Best in Patient 
Experience. On the domestic front, KPJ was also awarded the 
Platinum Award from the KL Mayor’s Tourism Awards 2017.

STRENGTHENING OUR BOARD COMPOSITION
The Board of Directors remains firmly committed to advancing 
gender diversity on the Board as a means to promote better 
leadership and governance, and enhancing Board and 
corporate performance. In January 2018, KPJ’s Board has 
reaffirmed it commitment in this area with its target of reaching 
30% women directors sitting on the Board by end of 2018.

During the year under review, we witnessed some changes 
in the composition of the Board. We bid farewell to Tuan 
Hj Ahamad Mohamad and Dr Yoong Fook Ngian, both of 
whom resigned from the Board in July 2017. On behalf of 
my colleagues on the Board, I would like to thank them for 
their years of dedicated service, in transforming KPJ into an 
internationally acknowledged healthcare brand.

In their place, we welcome Dr. Zaki Morad Mohamad Zaher and 
Encik Mohd Sahir Rahmat. We look forward to their insightful 
contributions, as we work together to steer the Group forward 
to achieve greater performance.

In line with the Malaysian Code on Corporate Governance 
2017’s requirements for annual shareholders’ approval 
for independent directors serving beyond the nine-year 
limit, we have established the criteria that the tenure of our 
independent directors shall not exceed the prescribed 
nine-year period. Puan Zainah Mustafa who was appointed on 
1 December 2004, Datuk Azzat Kamaludin who was appointed 
on 1 September 1994 and Dr. Kok Chin Leong who was 
appointed on 7 July 2005 have expressed their intention not 
to seek for re-appointment as Independent Non-Executive 
Directors at this AGM. 

EMBEDDING A STRONG CULTURE OF GOVERNANCE
In FY2017, KPJ implemented a number of measures within our 
corporate governance framework and policies, which were 
aligned with the requirements of the Companies Act 2016, the 
revision of the Main Listing requirements by Bursa Malaysia 
Berhad and the Malaysian Code on Corporate Governance 
2017. 

We conducted both internal and external audits to review and 
approve the revised Audit Charter, as well as reviewing and 
adopting the Strategic Business Plan for the Group for the 
period of 2018 till 2022. Our Medical Advisory Committee 
remains firmly committed to ensure that our network of 
hospitals practice the best clinical governance activities, and 
has conducted itself during the year to ensure the highest 
levels of compliance within all our hospitals.

C H A I R M A N ’ S  S TAT E M E N T

KPJ Klang Winner of the Prime Minister’s Award
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FORWARD LOOKING STATEMENT
Moving into 2018, I believe the foundations of KPJ’s business 
are very strong and will only be strengthened further. We 
identified a number of initiatives aligned with our key 
strategies to continue on our journey of sustained growth and 
profitability. 

The Group will be adopting our parent company Johor 
Corporation’s (JCorp) strategies, as a best practices benchmark 
against which to implement initiatives and measures throughout 
our network of hospitals to ensure our sustainable long-term 
growth and profitability. We believe that JCorp’s strategies, 
which have augured well for the Corporation throughout the 
years as it overcame various market and economic challenges 
to generate sustained growth, provide KPJ a proven strategic 
means by which we can identify new areas of growth to tap 
into in order to expand our reach and market share.

KPJ remains committed to its talent management drive, and 
has identified new ways of engagement with our employees 
as a key priority in ensuring high retention rates of our highly 
skilled talent base. Within KPJ Healthcare University College 
(KPJUC), we have identified measures which will strengthen its 
educational capacities in providing a talented pool of future 
medical professionals.

Our digitisation goals remains on track, and we will 
continue with our momentum in this area by harnessing new 
technologies and advancements to upgrade our operational 
and IT infrastructure in order to increase our service deliveries 
and operational efficiencies. As well as that, we remain 
committed to seeking out new areas in medical technology 
and bringing them into Malaysia, as a way to distinguish the 
Group’s healthcare offerings from other service providers 
in the marketplace. As it always has been, our strategies are 
based on our mission of providing patient-centric healthcare 
services to our customers, within a compassionate and caring 
hospital environment.

C H A I R M A N ’ S  S TAT E M E N T

APPRECIATION
Our quest to transform KPJ into a world-class healthcare 
provider synonymous with providing patient-centric healthcare 
solutions and treatment would not have been possible without 
the ongoing support and cooperation of all parties concerned. 

On behalf of the Board of Directors, I wish to take this 
opportunity to express our heartfelt appreciation and gratitude 
to the governments of the various states in which our hospitals 
operate, the Ministry of Health and other health regulators 
and accreditation bodies, and all our stakeholders within our 
hospital network, including our suppliers and vendors.

I also wish to thank all our consultants, medical officers, nurses 
and all other medical and non-medical professionals whose 
hard work and uncompromising dedication to caring for our 
patients has kept us at the forefront of the industry. As well as 
that, I also wish to thank all our customers, for their continued 
faith in our quality healthcare delivery. 

On a personal note, I would like to express my heartfelt 
appreciation to my colleagues on the Board of Directors for 
their invaluable guidance, wisdom and expertise in assisting 
Management to successfully steer our Group, and maintaining 
KPJ’s leadership position in the healthcare sector.

Dato’  Kamaruzzaman Abu Kassim
Chairman
KPJ Healthcare Berhad

MOV I NG  I NT O  2018 , I  BEL I EVE  THE  FOUNDAT IONS  OF  KPJ ’S 
BU S INESS  ARE  VERY  STRONG  AND  W ILL  ONLY  BE  STRENGTHENED 
F URTHER .  WE  I DENT I F I ED  A  NUMBER  OF  IN I T IAT IVES  AL IGNED  W ITH 
O UR  KEY  STRATEG I ES  TO  CONT INUE  ON  OUR  JOURNEY  OF  SUSTA INED 
G ROWTH  AND  PROF I TAB I L I TY. 
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KPJ Healthcare Berhad’s (KPJ) business is founded on the vision of being the preferred healthcare provider in the region. We are 
focused on delivering world-class quality healthcare services through our wide range of specialised healthcare solutions throughout 
our regional footprint across five countries, namely Malaysia, Indonesia, Thailand, Bangladesh and Australia.

TREATMENT 
FUNDING
KPJ is mindful 
of the variuos 
ways through 
which treatment 
is funded for our 
patients.

Healthcare
Insurance

Corporate 
Cl ients

Out of  Pocket

OUR RESOURCES 
To ensure the long-term sustainability of our business model, 
we rely on the synergies of our interlinked resources.

Robust  F inances
With a market capitalisation of RM4.1 billion, we have the 
advantage of financial strength and stability, as a result 
of revenue generation by our network of hospitals and 
retirement and aged care centres throughout the region.

One-Stop Healthcare Solut ions
Our services cover a wide range of our patients’ healthcare 
needs and medical needs. The synergies of our centres of 
excellence within clinical and medical specialties, coupled with 
our ambulatory services, provide our patients with a one-stop 
integrated healthcare services.

Professional  Experts
We have on board a highly qualified and vastly experienced 
team of people, from medical specialists, nurses and allied 
health personnel, as well as the hospital CEOs, management 
and operation teams.

Integrated Network
We benefit from the integration of our centralised hospital 
systems, which afford us the benefits of:

•	 Efficient Administration – covering centralised billings, patient 
records and feedback database which provides convenience 
and easy retrieval of information for individual customers and 
corporate clients.

•	 Economics of Scale – advantages of bulk discounts, efficiencies 
in inventory management and a uniformed distribution and 
availability of pharmaceutical products throughout KPJ’s 
network of hospitals.

OUR RELATIONSHIPS 
We manage and nurture our 
relationships to ensure that our 
customers are always placed first.

Continuous Development
of  Human and  
Intel lectual  Capital 
Our staff are integral in the 
delivery of customer-centric 
healthcare solutions. We prioritise 
the continuous professional 
development of our 13,422 
employees, with focused 
investments in the training 
and ongoing development 
including continuous education 
programmes opportunities, from 
Foundation level to PhD, for 
eligible staff.

Col laborat ion with Industry 
Leaders Across The Region 
We engage in continuous 
collaborative ventures with 
healthcare industry leaders to 
create sustainable long-term 
competitive advantage for our 
Group.

Anci l lary Units 
Our extended support system 
provides our patients high 
quality assurance of products, 
supplies and integrity of systems 
and processes such as IT and 
inventory. These form the firmly 
grounded foundations from which 
we ensure efficient and smooth 
operations within KPJ’s network 
of hospitals and retirement and 
aged care facilities.

01 02 03

BUS INESS  MODEL
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OUR OPERATING MODEL 
Our focused investments on excellent medical 
facilities and patient care, coupled with efficient 
administration and operations, have ensured that 
we benefit from strong cashflows, which we are 
able to recycle back into our business through 
strategic investments, while providing shareholders 
returns. 

Increasing Accessibi l i ty
As at year end 2017, our regional healthcare 
network comprises: 

Qual i ty  and Safety Centred Culture 
Our network of hospitals have garnered acclaim 
for their unyielding commitment to international 
best practices. These include accreditation 
by the Malaysian Society for Quality in Health 
(MSQH) and Joint Commission International 
(JCI). KPJ hospitals have also been certified 
in the areas of quality management (MS ISO 
9001:2008), environment management (MS ISO 
14001:2004) and occupational safety and health 
(OHSAS 18001:2007), making them the preferred 
healthcare provider in Malaysia.

Innovat ion 
KPJ has invested significantly in healthcare 
technologies such as the Internet of Things (IoT), 
and bringing in new medical knowledge and 
breakthrough into the country. This keeps us ahead 
of the curve in terms of patient focused healthcare, 
as we leverage on state-of-the-art technology in 
our hospitals’ medical equipment, operations and 
systems.

HOW WE CREATE VALUE
Through our healthcare network, we create and deliver measurable 
value for our stakeholders. As at end 2017, we have:

M E D I C A L 
C O N S U LT A N T S 

1,022

I N P A T I E N T S  

286,465

O U T P A T I E N T S 

2,473,851

N U M B E R 
O F  O P E R A T I N G 

B E D S  

3,052

A V E R A G E
O C C U P A N C Y 

R A T E

66

%

25 hospitals  3 retirement and  
aged care centres in Malaysia

2 hospitals in 
Indonesia 1hospital in 

Bangladesh 1hospital in 
Thailand

1 retirement and aged  
care centre in Australia

04 05

B U S I N E S S  M O D E L
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PUTT IN G  OUR  PAT I ENT S 
AT  THE  HEART  OF  
EVERYTH ING  WE  DO
KPJ is committed to providing 
comprehensive, patient centred care to all 
stakeholders. The KPJ Group’s main aim is 
to sustain its premier position in Malaysia’s 
private healthcare industry.

01

04

CAPACITY
BUILDING 
Strategic investments and 
enhancements in project
development

NEW
NICHES  
Unlocking new sources of potential 
and growth that contribute to overall 
business development

OUR  STRATEGY

Our 6 key 
strategic focus
 are as follows:
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02 03

05 06

ENRICHED
CUSTOMER 
RELATIONSHIP  
Strategic measures are taken to attain 
and strengthen market loyalty, built upon 
a patient-centric culture

INNOVATION
@ THE CORE  
Increased application of 
medical technology, as well as 
advancements in day-to-day 
management and operations

TALENT
MANAGEMENT  
Nurture dependable and high 
integrity talents who are capable 
of continuously drive positive 
performance

BUSINESS 
PROCESS
IMPROVEMENT  
Improve processes and systems to 
effectively sustain high performance

O U R  S T R AT E G Y
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M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S

DEAR SHAREHOLDERS,
I AM PLEASED TO DELIVER 
KPJ’S MANAGEMENT 
DISCUSSION AND 
ANALYSIS, DESCRIBING 
OUR MANY ACHIEVEMENTS 
THROUGHOUT THE YEAR 
UNDER REVIEW.

DATO’  AMIRUDDIN
ABDUL SATAR

The year 2017 saw us facing a myriad of challenges within a dynamically shifting 
private healthcare landscape, both on the global and domestic fronts. Among the 
main drivers of change were consumer sentiments driven by economic factors and 
greater competition. 

Nevertheless, economic forecasts have shown signs of recovery, with the Malaysian 
economy expanding strongly by as much as 5.9% for the year, supported by domestic 
demand, particularly through private sector spending. This has been an excellent 
driver for the resilient Malaysian private healthcare industry. 

Against this backdrop, KPJ’s strengthening position was evident in several respects. 
KPJ’s solid strategies delivered on our strategic intent of continuous growth and 
profitability, to achieve a market capitalisation of RM4.1 billion at end of 2017.

PRESIDENT & MANAGING DIRECTOR
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G R O U P  F I N A N C I A L  P E R F O R M A N C E  2 0 1 7
KPJ continued with its strong performance momentum in the 
financial year ended 2017 (FY2017), achieving revenue in excess 
of RM3.0 billion for the second year in a row since our inception. 
Group revenue stands at RM3.18 billion, up from 2016 revenue 
of RM3.02 billion. In line with management’s plan to divest from 
aged care operations in Australia, the 2016 revenue has been 
restated to RM2.97 billion, as per the requirement of MFRS 5: 
Non-current Assets Held for Sale and Discontinued Operations. 
Our sustained earning in challenging market conditions is proof 
of the effectiveness of our long-term strategies, coupled with 
our fundamentally strong business model.

Earnings before interest, taxes, depreciation and amortisation 
(EBITDA), has increased to RM441.6 million in 2017, compared 
to RM430.2 million (restated). This was achieved despite higher 
costs encountered in 2017 in some areas such as RM796.0 
million in appropriation to consultants, compared to RM779.0 
million in 2016; and RM777.2 million in material costs for 2017, 
compared to RM707.5 million in 2016. We also saw higher costs 
in terms of repair and other capital expenditure as a result of 
our investment into developing world-class medical facilities in 
tandem with the Group’s transformation objectives.

Within the private healthcare sector, there is a typical three- 
to five-year gestation period for a hospital to turnaround and 
begin making profits. Bearing this in mind, we are confident our 
results will improve even further in the coming years, as the new 
hospitals we have opened in Malaysia which are coming to the 
end of their gestation cycle start to yield profits. 

Our profit before zakat and tax (PBZT) stood at RM233.3 million, 
up from RM220.7 million (restated in 2016). As a Group dedicated 
to its zakat commitments, we contributed RM3.9 million in zakat 
in 2017, compared to RM3.8 million in 2016. During the year, 
another five companies within the Group has utilised the benefits 
from tax losses and other tax incentives, resulting in deferred tax 
assets recognised during the year and kept the effective tax rate 
at almost the statutory tax rate of 24%.

Profit after tax (PAT) also increased Year on Year (YoY) by 7% 
to RM166.9 million as a result of better cost management and 
reduction in the impairment losses taken up during the year. 

Our total assets base grew by almost 8% in 2017 to RM4.2 billion, 
driven by strategically focused investments we had made during 
the year under review in the areas of modern technology, cutting 
edge medical equipment, and developing and upgrading our 
facilities in order to provide our patients with the high quality of 
healthcare they expect from KPJ. 

Our Malaysian operations were the largest contributor to our 
revenue at 97% or RM3.1 billion of total Group revenue. Hospital 
and healthcare revenue continued to be the major revenue 
generating segment, accounting for almost 97% of total Group 
revenue. This represented an increase of 7% from hospital and 
healthcare revenue of RM2.9 billion recorded in 2016.

During the year, KPJ also carried out a subdivision of shares 
exercise of every one ordinary share into four ordinary shares in 
KPJ. The subdivision exercise was approved at the Extraordinary 
General Meeting (EGM) held on 24 August 2017, effected on 
26 September 2017 and completed with the listing and quotation 
of 4,280,627,292 Subdivided Shares and 259,226,010 Additional 
Warrants on the Main Board of Bursa Malaysia Securities Berhad 
(Bursa Malaysia) on 27 September 2017.

KPJ’s rationale in conducting the subdivision of shares exercise 
was to reward our shareholders for their loyalty and continuing 
support through greater equity participation in terms of number 
of shares held, whilst maintaining their percentage of equity 
interest. It was also to improve the trading liquidity of KPJ shares 
so that a wider spread of investors could participate in the 
growth and capital appreciation potential of the new subdivided 
shares. Additionally, it provided a cheaper entry point for small 
and retail investors as a result of the adjustment of KPJ’s share 
price pursuant to the subdivision of shares exercise.

The increase in share price affordability is expected to also 
improve the marketability of any future equity raising exercise 
to be considered by the Group. The exercise is a cost effective 
means by which KPJ is able to reward shareholders as there was 
no utilisation of existing reserves of the Group to facilitate the 
exercise.

A comprehensive financial review of our performance can be 
found in our Group Financial Review on page 45 of this Annual 
Report.
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S T R E N G T H E N I N G  O U R  P O S I T I O N  A S  M A L AY S I A’ S 
P R E F E R R E D  H E A LT H C A R E  P R O V I D E R
In 2017, KPJ recorded a number of key strategic milestones 
which differentiated us as the preferred healthcare service 
provider in the marketplace.

Innovat ion-led Transformation
•	 Innovation Centred Culture 
	 Ongoing commitments to create, develop and nurture an 

innovation-led work culture is borne through a number 
of initiatives aimed at bringing our people on board and 
ensuring we are all on the same page.

•	 Upgrading of IT Infrastructure 
and Systems Improvements

	 In 2017, KPJ invested RM30 million for IT expenditure. This 
covers several areas such as Cloud Computing, Information 
Security and Cybersecurity, Disaster Recovery and Failover 
System for Business Continuity and Technology Refresh for 
existing hospitals. We also conducted systems improvements 
by upgrading our KPJ Clinical Information System (KCIS) 
and Hospital Information System (HITS). We will be rolling 
out the final phase of the upgraded versions known as KCIS2 
and HITS2 to all our hospitals by end 2018. Both KCIS2 and 
HITS2 are significant enablers for our hospital network in 
terms of technological advancements, enabling a green 
paper free environment, with most transactions conducted 
online and in real time. 

M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S

	 To ensure that our systems are safe, we have also upgraded 
our cybersecurity protocols, to ensure a strong foundation 
of information technology, new software and hardware 
which can support the rollout of MedTech and other clinical 
innovations. 

	 Other plans in the pipeline include further improvements 
in an appointment system, an IT help desk; online payment 
mechanisms for medical tourists; and online registration of 
vendors to avoid the duplication of work and processes.

•	 Adopting Innovations in Medical Technology (MedTech)
	 A game changer for KPJ in 2017 was the adoption of IBM 

Watson for Oncology, a cognitive computing platform for 
KPJ oncologists to utilise, as a decision - making support 
system in designing treatment plans for cancer patients.

	 KPJ is the first private healthcare provider in Malaysia to 
bring in and utilise the Watson for Oncology platform. 

•	 Online Pharmacy
	 The year under review saw KPJ launching our e-pharmacy, 

KPJ Healthshoppe (KPJHS) which is currently offering over-
the-counter products online. Having built the foundation for 
this in 2017, our medium- to long-term plan is to extend our 
capacities to subsequently provide e-prescription services. 

KPJ Healthcare adapts IBM Watson for cancer patients
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Continuous Improvements in Customer Services 
We are developing a culture of continuous customer service 
improvements throughout our hospital network with our Service 
Quality Management (SQM) system, which requires all our hospitals 
to submit their service initiatives on an ongoing basis. Within the 
SQM system, our Patient Communication Management System was 
enhanced with a new reporting module in 2017, which enables us 
to manage and benchmark our complaints process. Additionally, 
the SQM External Customer Survey System enables us to conduct 
online surveys to track satisfaction, evaluate the patient experience 
and measure customer loyalty. Our sustained customer service 
training programmes for staff are provided through a number of 
different avenues, including our Service Quality Coach programme, 
which has progressed to the point where we now have coaches in 
hospitals throughout the KPJ network. 

Another key customer-centred initiative was the new KPJ Care 
Card which rewards customer loyalty. Up to 90% of all existing 
cards in phase one have been replaced. Phase two is planned 
to link the loyalty function of the card to a good rewards 
redemption programme.

Comprehensive details of our customer services initiative and 
outcomes can be found within our Sustainability Statement, on 
pages 62 to 64 of this Report.

Maintaining our Hospital  Network Expansion Strategy
In the northern-most state, KPJ Perlis is now committed to open 
by the second quarter of 2018. 

In the south, KPJ Bandar Dato’ Onn in Johor is scheduled to 
open in the third quarter of 2018. 

The hospital in Bandar Dato’ Onn is KPJ’s sixth hospital in Johor. 
It was completed on time, despite the many challenges. This 
was made possible by the effective evaluation system which saw 
KPJ’s technical team holding to higher standards of contactor 
selection and tender evaluation processes.

Expanding our Medical  Tourism Reach and Market 
Medical tourism is one of the healthcare niches KPJ has identified 
as a key enabler to sustain our long-term growth. In 2017, KPJ 
recorded a 15% growth, in terms of health tourism revenue, 
contributed by several new unconventional markets such as 
the Pacific Islands of Tuvalu and Fiji. The Ministry of Tuvalu has 
appointed KPJ Hospitals as their preferred healthcare provider 
for its citizens by sending complicated cases ranging from cancer, 
orthopaedics, neurology, bariatric and eye surgeries.

KPJ is positioning KPJ Sabah as a provider of choice for medical 
tourists within our identified medical tourism target markets, 
including China. Another high value market is the Middle East, 
where Arabic speaking professionals cater to the needs of Arab 
patients who have been patronising KPJ hospitals for years.

Sustaining our Talent  Management Agenda
We believe that people are the most essential asset to ensuring 
both good patient care and business sustainability. Good care 
has been taken to introduce strategic plans to strengthen the 
team, create sustainable career development opportunities and 
improve human resource (HR) processes to make integrated 
systems much easier to implement. These include leave 
applications, training programmes and schemes, employees’ 
declaration of assets and the evaluation of their performance, all 
of which is primarily conducted online. The utilisation of online 
processes has afforded our employees with a faster and more 
efficient means of conducting their work.

We believe in looking after the wellbeing and welfare of our 
staff, with strategic policies in place, including a Medical Top 
Up Fund for inpatient and outpatient services. KPJ introduced 
Flexi-Hour in 2017, a unique work hour system for our HQ staff 
which gives them the flexibility to work the hours that fit with 
their family schedules and responsibilities. 

KPJ Healthshoppe new concept store
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Our continuous training and development initiatives with regards 
to upskilling our employees continue to create value through 
our highly skilled and qualified talent base by encouraging 
our employees to avail of continuous education opportunities 
through sponsorships and corporate programmes with 
incentives for staff who attain higher education qualifications.

In line with our commitment to diversity, a Diversity Committee 
was set up in 2017 with the aim of increasing our Group’s 
employee diversity. We have in place a deliberate policy and 
action plan aimed at improving diversity at all levels by taking 
affirmative action in diversifying the ethnic base of our staff to 
reflect the multi-racial diversity of our country and to serve our 
multi-cultural patient base of Malaysian and foreign patients.

A deep dive into our strategic initiatives and outcomes in 2017 
can be found further down within the ‘Strategic Progress 2017’ 
of this Management Discussion and Analysis, where we look at 
how we have progressed in our six key strategies throughout our 
hospital network and operations.

C R E AT I N G  VA L U E  F O R  O U R  S H A R E H O L D E R S
T H R O U G H  R O B U S T  R E WA R D S
It has always been KPJ Group’s belief to reward our shareholders 
and investors with valuable dividends in line with their investments 
in the Group. Over the past number of years, we have remained 
consistent in our dividend pay outs of between 45% and 50% of 
the annual net profit attributable to shareholders. In FY2017, the 
Group declared a total dividend pay-out of RM74.7 million, or 
1.78 sen per share, which represents a dividend pay-out of 45%. 

K P J ’ S  I N T E G R AT E D  H E A LT H C A R E  S E R V I C E S  M O D E L
At KPJ, we employ an integrated approach towards the 
provision of healthcare delivery services. The organisation and 
management of health services throughout our network of 
hospitals and aged care centres is geared towards ensuring that 
our patients obtain the care they need, when they need it, in 
ways that are patient-centric and user-friendly, and achieve the 
desired treatment outcomes while providing value for money.

We view integration as a continuum, where our various business 
units work together collectively, bearing in mind their individual 
areas of responsibility, to further the Group’s six key strategic 
thrusts to drive our long-term growth and profitability. 

M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S
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Hospital Operations
Our Hospital Operations 
division plays an integral role in 
supporting the smooth running 
of our network of hospitals 
through:
•	 Continuously reviewing and 

streamlining processes
•	 Enhancing hospital systems
•	 Expanding existing hospitals’ 

capacities to cater to market 
demand

•	 Structured professional 
development

Biomedical Services
Our Biomedical Services 
division drives innovation 
and growth in KPJ through 
investments in cutting edge 
medical technologies and 
equipment.

New Hospital Development
The New Hospital Development 
or Business Development Unit 
is responsible for expanding 
KPJ’s network of hospitals 
through adaptations or changes 
in the business model for new 
hospital development, such as 
design, build and lease models, 
or joint venture concepts to 
reduce gearing.

Senior Living Care
This segment provides 
customised packages at our 
three senior living facilities in 
Malaysia and one in Australia.

Clinical Operations
Our Clinical Operations unit 
ensures that all the components 
of clinical governance is in 
place, with the monitoring 
of compliance by the Group 
Medical Advisory Committee to 
ensure best patient outcomes 
and ascertaining that patients’ 
safety is not compromised. It 
also monitors the performance 
outcomes of several procedures 
which are then used to promote 
KPJ’s healthcare services as a 
preferred healthcare provider.

Ancillary Services
Ensure the smooth operations 
of our network of hospitals 
through:
•	 Supply-distribution value 

chain
•	 Reducing dependencies 

on outsourced third party 
vendors and supplies

Medical Tourism
Positioning KPJ as the preferred provider among international health tourists, aimed at:
•	 Increasing Group revenue and patient loads by venturing into new markets like China, India and the Pacific Islands
•	 Boosting KPJ branding regionally and internationally
•	 Enhancing our patients’ healthcare experience and standards with selected KPJ hospitals having embarked on the patients’ experience quality process 
•	 Promoting Malaysia as a preferred healthcare destination with our extensive network of hospitals nationwide

Ambulatory Care
The provision of outpatient 
services include the following:
•	 KPJ KL Dental Specialist 

Centre
•	 KPJ KL Rehabilitation Centre
•	 Haemodialysis services
•	 Consultant clinical specialists
•	 KPJ Pusat Pakar Mata Centre 

For Sight

Education
•	 KPJ Healthcare University 

College (KPJUC) provides a 
wide range of medical and 
healthcare qualifications.

•	 Malaysia College of Hospitality 
& Management (MCHM) 
trains professionals in Culinary 
Arts, Hotel and Restaurant 
Management, as well as in 
Early Childhood Education.

T H E  K P J  VA L U E  E C O S Y S T E M
We have significantly invested in the creation and development of a healthcare service model which creates sustainable long-term value 
for our stakeholders and investors. Each of our business units adds value to KPJ’s operations through its specialised functions.
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Bangladesh
Thailand

Indonesia

Malaysia

Australia

2

25

1

1

3

1

1

O U R  R E G I O N A L  N E T W O R K  A N D  F O O T P R I N TK E Y  H I G H L I G H T S

New hospitals opened
FY2017 FY2016 Variance (%)

25 25 0

Operating beds
FY2017 FY2016 Variance (%)

3,052 2,929 4.2

Occupancy rates (Malaysia)
FY2017 FY2016 Variance (%)

66.1% 66.2% (0.1)

Occupancy rates (Indonesia)
FY2017 FY2016 Variance (%)

37.4% 46.3% (19.2)

Inpatients (Malaysia)
FY2017 FY2016 Variance (%)

286,465 279,794 2.4

Inpatients (Indonesia)
FY2017 FY2016 Variance (%)

8,294 9,091 (8.8)

Outpatients (Malaysia)
FY2017 FY2016 Variance (%)

2,473,851 2,464,704 0.4

Occupancy rates (Thailand)
FY2017 FY2016 Variance (%)

39.9% 38.0% 5.0

Inpatients (Thailand)
FY2017 FY2016 Variance (%)

8,696 8,422 3.3

Outpatients (Thailand)
FY2017 FY2016 Variance (%)

291,316 273,118 6.7

Outpatients (Indonesia)
FY2017 FY2016 Variance (%)

122,972 110,264 11.5

Occupancy rates (Bangladesh)
FY2017 FY2016 Variance (%)

52.8% 34.5% 53.0

Inpatients (Bangladesh)
FY2017 FY2016 Variance (%)

3,298 2,028 63

Outpatients (Bangladesh)
FY2017 FY2016 Variance (%)

91,304 43,609 109

Bangladesh Thailand Malaysia Indonesia Australia

Hospital

Retirement and aged care centre

University College

M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S
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S T R AT E G I C  P R O G R E S S  2 0 1 7 
Our long-term business strategy coupled 
with our strong business fundamentals are 
the firm foundations upon which we continue 
creating transformative growth. 

We are driven by a relentless focus on quality 
in everything we do, from the new hospitals 
we are building, to the renovations, upgrading 
and creation of additional capacities of our 
existing hospitals. We regard the investments 
we make on buildings and equipment, and 
on upskilling our staff and care givers, as 
being fundamental to our future success.

We believe this approach will allow us to 
capitalise on both inorganic and organic 
growth opportunities, while at the same 
time ensuring that our team is able to access 
cutting edge medical technologies and 
solutions to cater to the healthcare needs of 
our growing patient base.

K E Y  T H R U S T  1  :  C A PA C I T Y  B U I L D I N G

Retrof i t t ing and Expansion
of  Exist ing Hospitals
KPJ Rawang renovated is Paediatric ward on 
the 5th floor, which was officially opened in 
February, while the Surgical ward on the 4th 
floor opened in August 2017. Haemodialysis 
services commenced in March 2017.

At the end of 2017, KPJ Johor completed the 
renovation of its existing building. A second 
annex block, completed in Oct 2017, adds a 
further 40 beds as well as other facilities.

KPJ Damansara commenced its retrofitting 
works to cater to patient demand in special 
care services for intensive care units, together 
with the special care nursery. 

Renovation of the Lablink building during 
the year further expanded and enhanced its 
capabilities to offer international-standard 
services. This project is expected to be 
completed in February 2018.

KPJ Klang is scheduled to undergo a 
renovation exercise in early 2018 to increase 
bed numbers by an additional 78 beds 
bringing it to a total capacity to 145 beds. More 
clinics will be added, while its haemodialysis 
unit will receive an additional 18 dialysis chairs. 
The physiotherapy services also expanded.

Our Indonesia Footpr int
KPJ has two hospitals in Jakarta, Indonesia, 
namely Rumah Sakit Medika Bumi Serpong 
Damai (RSMBSD) and Rumah Sakit Medika 
Permata Hijau (RSMPH). 

The year 2017 saw both hospitals obtaining 
their Accreditation status from the Komite 
Akreditasi Rumah Sakit (KARS). 

These KPJ hospitals participate in the BPJS 
Kesehatan scheme and serve the large 
population of Indonesia under this scheme. 
The aim of the BPJS Kesehatan is to provide 
access to quality healthcare, regardless of 
their income bracket. Strong collaboration 
with other local healthcare players will also 
strengthen KPJ’s ability to serve and contribute 
to the healthcare sector of Indonesia. 
 
For the year 2017, RSMBSD served more 
than 75,000 outpatients and more than 
3,000 inpatients. It currently has 9 full 
time specialist doctors and 36 sessional 
specialists from various disciplines.

RSMBSD’s services include cardiology, 
nephrology and O&G services, with a 
complete Cathlab facility and cardiac OT, 
supported by 3 experienced Cardiologists 
and a team of competent personnel. It is 
operating at 66 beds currently and has a 
four-bedded ICU facility that can cater for 
the needs of the local community. Other 
high technology facilities include 4-D O&G 
ultrasound, 128-slices CT Scan, MRI 1.5 Tesla 
and Mammogram. The Hospital also offers a 
wide range of health support services such 
as physiotherapy, laboratorium, endoscopy, 
and radiology, as well as 16 dialysis 
machines currently. The hospital plans to 
add another 12 machines next year.

RSMBSD 
AND RSMPH 
PARTICIPATE 
IN THE BPJS 
KESEHATAN 
SCHEME 
AND SERVE 
THE LARGE 
POPULATION 
OF INDONESIA 
UNDER THIS 
SCHEME.
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RSMPH also invested significantly in 
its operations, with the ultimate goal 
of improving services to its customers. 
Primary hardware enhancements during 
the year included the installation of KPJ’s 
Picture Archiving and Communication 
System (PACS) and Laboratory Information 
System (LIS). New medical equipment was 
also brought in, including a new CT Scan 
and Ultrasound. Dialysis services were 
expanded, from only four machines the 
previous year to 10 machines during the 
year under review. 

Year 2017 saw the hospital serving 
more than 47,000 outpatients and 4,400 
inpatients. Supported by more than 200 
professional staff from various categories 
and 60 Medical Consultants (full-time and 
part-time), RSMPH is committed towards 
delivering quality healthcare services to its 
customers. 

While its facilities were being upgraded, 
RSMPH strengthened its working 
relationship with third party providers, 
including insurance companies, third party 
administrators, and general practitioners, 
with the ultimate goal of establishing a 
sustainable network for the benefit and 
ease of patients. 

Expanding our Capacit ies in Bangladesh
to Capture Market  Opportunit ies
The Bangladesh healthcare sector is a 
growing one and presents us with promising 
potential long-term returns. In line with 

this, we have expanded our capacity in 
the country at our Sheikh Fazilatunnessa 
Mujib Memorial KPJ Specialized Hospital & 
Nursing College through the introduction 
of new services such as urology, plastic 
surgery, ophthalmology and ENT surgery. 
We have also added additional consultants 
in our existing services such as cardiology, 
general surgery, internal medicine, 
obstetrics and gynaecology, orthopaedics 
surgery and paediatrics.

Growing Our Capacit ies in Educat ion
Our education subsidiary KPJ Healthcare 
University College (KPJUC) is a crucial enabler 
for our continuous growth, as the provider 
of a ready talent pool of qualified medical 
professionals to work in our extensive hospital 
network. An important factor in the provision 
of skilled and qualified medical professionals 
is changing healthcare trends which are 
shaping healthcare service demands, 
especially in terms of specialisations and sub-
specialisations. To remain as the preferred 
healthcare provider of choice, KPJ continues 
to expand the spectrum of its healthcare 
services and specialities in line with current 
and future healthcare needs.

In line with this, KPJUC introduces relevant 
academic programmes every year which 
are tailored to meet market needs, while at 
the same time fulfilling the requirements set 
by the respective Nursing/Medical Boards 
of Malaysia and Malaysian Qualification 
Agency (MQA). In 2017, we introduced 
three new programmes approved by the 

K E Y  H I G H L I G H T S  2 0 1 7

RESIDENT 
CONSULTANTS

from 15 to 25

increased by 
67%

1ST IMS CERTIFIED
HOSPITAL
and Nursing College in 
Bangladesh 

STAFF

from 251 to 322

grew by 
28%

BED CAPACITY

while professional team 
grew to 260 staff

increased from 
50 to 80 beds

B A N G L A D E S H 
H E A LT H C A R E  S E C T O R
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Ministry of Higher Education (MOHE) 
Malaysia, comprising the Bachelor of 
Business Management (Hons), Bachelor of 
Occupational Therapy (Hons) and Bachelor 
of Psychology (Hons).

KPJUC continued with its reputation as one 
of the leading providers of healthcare and 
medical education, achieving a number of 
firsts in the industry in 2017. It produced 
its first two homegrown graduates of 
Bachelor of Pharmacy (Hons) and Bachelor 
of Physiotherapy (Hons). The Bachelor of 
Pharmacy (Hons) programme received its full 
accreditation in December 2017.
 
KPJUC also participated for the first time in 
the Malaysia Research Assessment Instrument 
(e-MyRA) and the Rating System for Malaysian 
Higher Education Institutions (SETARA). 
These ratings are important to determine the 
status of the KPJUC’s academic achievements 
in research and academic programme 
delivery. Furthermore, it measures student 
satisfaction of services provided by KPJUC 
throughout their study period on campus. 
The results of MyRA and SETARA for KPJUC 
will be announced during KPJUC’s second 
participation in 2018 and 2019.

As well as that, KPJUC is also firmly committed 
to developing the medical field in Malaysia 
through sustained research and development 
projects. More information on this is available 
within our Sustainability Statement on page 
73 of this Annual Report.

Note: 	 Active programme	 : Ongoing programme with students enrolling every year
	 New Programme	 : Programmes newly approved by MQA and MOHE 

STATUS OF ACADEMIC PROGRAMME AT KPJUC

Existing Active
Programmes30 3+

STATUS OF STUDENTS ENROLLED IN KPJUC

SCHOOL OF MEDICINE December 
2017

December 
2016

Variance 
(%)

Master of Otorhinolaryngology (Head and Neck Surgery) 4 7 (43)
Master of Radiology 7 6 17
Master of General Surgery 3 3 0
Master of Orthopaedic 4 4 0
TOTAL 18 20 (10)

SCHOOL OF PHARMACY December 
2017

December 
2016

Variance 
(%)

Master of Science in Pharmaceutical Technology 2 3 (33)
Bachelor of Pharmacy (Hons) 101 115 (12)
Bachelor of Pharmaceutical with Health Sciences (Hons) 116 164 (29)
Diploma in Pharmacy (Nilai) 341 323 6
Diploma in Pharmacy (Penang) 149 157 (5)
TOTAL 709 762 (7)

SCHOOL OF NURSING December 
2017

December 
2016

Variance 
(%)

Doctor of Philosophy in Nursing 3 4 (25)
Master of Nursing Science (Research) 8 9 (11)
Bachelor of Science in Nursing (Hons) 24 21 14
Certificate in Renal Nursing (Nilai) 20 20 0
Certificate in Renal Nursing (JB) 0 0 0
Certificate in Paediatric Nursing 20 20 0
Professional Certificate in Critical Care Nursing 20 0 100
Professional Certificate in Education & Teaching for 
Nursing Professionals

4 0 100

Post Basic Certificate in Orthopaedic Nursing (JB) 10 10 0
Advanced Diploma in Midwifery Nursing 0 7 (100)
Diploma in Nursing (Nilai) 568 556 2
Diploma in Nursing (JB) 328 308 6
Certificate in Basic Patient Care Course for Healthcare 
Assistant (JB)

0 37 (100)

Certificate in Dialysis Technician 0 0 0
Certificate in Obstetric Care Assistant 0 0 0
TOTAL 1,005 992 1

New Active 
Programmes
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SCHOOL OF
HEALTH SCIENCES

December 
2017

December 
2016

Variance 
(%)

Master of Physiotherapy 
(Research)

10 5 100

Bachelor of Medical 
Imaging (Hons)

32 35 (9)

Bachelor of Physiotherapy 
(Hons)

75 83 (10)

Bachelor of Occupational 
Therapy (Hons)

5 0 100

Diploma in Medical 
Imaging

140 165 (15)

Diploma in Physiotherapy 217 288 (25)
Diploma of Higher 
Education in Operating 
Department Practise
(in collaboration with 
Liverpool John Moores 
University, UK)

53 57 (7)

TOTAL 532 633 (16)

SCHOOL OF BUSINESS
& MANAGEMENT

December 
2017

December 
2016

Variance 
(%)

Diploma in Health 
Information Management

37 61 (39)

Bachelor of Psychology (Hons) 6 0 100
Bachelor of Business 
Management (Hons)

4 0 100

Bachelor of Arts (Hons) in 
Strategic and Corporate 
Communication

10 10 0

TOTAL 57 71 (20)

CENTRE FOR GLOBAL 
PROFESSIONAL 

December 
2017

December 
2016

Variance 
(%)

Foundation In Science 15 22 (32)
TOTAL 15 22 (32)
GRAND TOTAL 2,336 2,500 (7)

M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S

K E Y  T H R U S T  2  :  E N R I C H E D  C U S T O M E R  E X P E R I E N C E

Enhancing our Clinical Operations to Provide Patient Centric Care
KPJ views patient-centric care management as a strong strategy 
to ensure continuous growth by leveraging on enriched 
customer engagements to build relationships of trust and 
communication with our patients and their families. 

Our customer service delivery model is based on providing 
the highest quality of patient care through a compassionate 
approach, which takes into account the cultural sensitivities 
of our multi-ethnic patient demographic base. To ensure this, 
we have in place a comprehensive set of policies, systems 
and processes, which epitomise a culture of continuous 
improvement. In 2017, our Clinical services implemented a 
number of new measures aimed at enhancing the level of care 
to our patients as follows:
•	 Developed fact sheets for patient information and education 
•	 Implemented monitoring of “Level of Care” in the Intensive 

Care Unit (ICU) 
•	 Initiated documentation of “Early Warning Signs” that 

identifies a patient at risk of deterioration whereby the 
medical team can then identify the cause and address it 
accordingly

Detailed information on these measures along with other 
outcomes can be found within our Sustainability Statement on 
pages 65 to 68 of this Annual Report.

Boosting our Customer Service Deliveries
Within our customer service segment, we have been focused 
on implementing initiatives, which augments our level of 
customer service. These initiatives include setting up centres of 
excellence to expand our capacity and improve our delivery of 
care. Hospital operations are continuously integrated in terms 
of service delivery, especially with regards to maximising our 
services, as well as the operating systems and platforms, which 
these are delivered on.

A key move in line with the digitalisation of our business is 
to expand our customers’ access to medications and non-
pharmaceutical products through the setting up of our online 
retail facility under KPJ HealthShoppe (KPJHS). This initiative 
encompasses online prescriptions, online appointments and 
an online pharmacy. KPJHS’ interactive online website enables 
customers to shop via multiple channels, from the comfort of 
their home or on the go. By utilising Search Engine Optimisation, 
we are able to be among top rankings for customer searches 
on web browsers. Our medium-term plan is to expand the 
capabilities of the online pharmacy system to allow customers 
to order new and refill prescriptions either through self-pick-up 
at KPJ hospital or through mail delivery, and users to view their 
prescription history securely online.
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33 Customer Service 
Workshops
conducted by external speakers 
and attended by more than 
1,000 staff

SQM Mentoring Program certified 
16 Mentors 
while the Service Quality Coach
Programme has certified
53 coaches

Group-wide KPJ Care Card 
implemented in Jan 2017 with
discount card benefits
in Phase One 

SQM Portal implemented
3 modules 
•	 Patient Communication 

Management System (PCMS)
•	 SQM External Customer Survey 
•	 Customer Initiative Knowledge 

base

9,312 staff trained in 2017

Total of 77,230.5
training hours 

Customer Satisfaction Index (CSI) 
summary performance – KPJ 
Group of Hospitals average of 
4.35 out of 5

K E Y  H I G H L I G H T S  2 0 1 7
We also optimised the KPJ customer 
experience through focused improvements 
in Service Environment Audits (SEAs), 
Standard People Practice (SPP) and SQM 
External Survey Audits. The results of these 
audits are used to generate initiatives 
and measures in a structured manner, 
customised to cater to needs and gaps 
identified during the audit process. 

Comprehensive details of our customer 
service initiatives and outcomes can be 
found within our Sustainability Statement 
on pages 62 to 65 of this Annual Report.

New Products & Services to Enhance 
Communications between Patients and 
Caregivers 
KPJ has a robust platform for our doctors 
to provide a system for connecting with 
patients and other caregivers such as 
general practitioners, which is seamlessly 
integrated for ease of communication and 
information exchange. Since then, 12 of 
our hospitals are on the doctor portal.

The system provides patients with a 
convenient way to generate appointments 
for treatment. Doctors can also use the 
portal to manage their individual web 
pages, which are developed to provide 
patients with more information on their 
areas of specialisations, key strengths, and 
areas of interests. 

We rolled out a more integrated online 
appointment system through a pilot 
project involving 10 hospitals from our 
group. Since its inception, we have seen 
an increase in the utilisation of this system 
from both doctors as well as patients. The 
online system helps patients choose their 
appointment date and time as per the 
doctor’s availability, which is visible on 
our hospital websites. This initiative has 
reduced waiting times for our patients, 
ensuring a more effective management of 
appointment bookings in our hospitals.

Patients can communicate with doctors 
through clinical assistants in managing 
appointment requests as individual tickets. 
Additionally, they can utilise the ‘Ask A 
Doctor’ tool to post questions pertaining 

to a particular clinical specialisation, which 
can then be answered directly.
 
Enhancing Customer Service within our 
Corporate Client Base
Our Corporate Client Management (CCM) 
division is primarily responsible for the 
management of our corporate client base, 
which is a significant revenue contributor 
to our group’s earnings. Through a 
centralised CCM function, we are able to 
manage our corporate partnerships in 
a strategic manner, identifying different 
means to enhance revenue in this segment.

A key initiative in 2017 was the 
PruAmbassador programme, which is a 
collaborative venture between Prudential 
Assurance (M) Berhad (PAMB) and 
Prudential BSN (M) Berhad (PBTB). Through 
this programme, a dedicated Prudential 
staff is stationed at selected panel 
hospitals to provide assistance to patients 
with Prudential insurance coverage who 
are seeking medical treatment.

KEY THRUST 3  : INNOVATION @ THE CORE

Improving Cancer Treatment Outcomes with 
IBM Watson for Oncology
2017 was a game changer for KPJ, as it 
marked our groundbreaking new venture 
in becoming the first private healthcare 
provider in Malaysia to acquire and utilise 
IBM Watson for Oncology, a cognitive 
computing platform for the treatment 
of cancer patients. The platform will be 
utilised at five KPJ specialist hospitals 
namely KPJ Damansara Specialist Hospital, 
KPJ Ampang Puteri Specialist Hospital, 
KPJ Johor Specialist Hospital, KPJ 
Ipoh Specialist Hospital and KPJ Sabah 
Specialist Hospital. 

Watson for Oncology summarises the 
key medical attributes of a cancer patient 
to an oncologist to assist in the delivery 
of cancer treatment options. It provides 
oncologists with information from more 
than 300 medical journals, 200 textbooks, 
and 15 million pages of text. Currently, 
it provides treatment options for breast, 
lung, colorectal, cervical, ovarian, gastric, 
prostate and bladder cancer. Utilising this 
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•	 KPJ Perdana
	 Specialist Hospital
•	 KPJ Johor 

Specialist Hospital
•	 KPJ Seremban 

Specialist Hospital
•	 Kuching Specialist Hospital
•	 KPJ Penang Specialist 

Hospital
•	 Kedah Medical Centre
•	 KPJ Selangor Specialist 

Hospital
•	 KPJ Ampang Puteri 

Specialist Hospital
•	 KPJ Kajang Specialist 

Hospital

BENEFITS OF THE 
PruAMBASSADOR 
PROGRAMME

KPJ HOSPITALS WITH 
PruAMBASSADOR 
COUNTERS

•	 Ensures a smooth 
operational process where 
appropriate advice is 
provided to the hospital on 
specific cases

•	 Reduces complaint rates 
through managing customer 
expectations, educating 
customers on processes, 
and reducing waiting times

•	 Reduces deferment rates as 
hospitals are able to confirm 
the documents required for 
submission

•	 Improves customer 
experience through 
more efficient patient 
management processes

M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S

technology, healthcare teams are building 
a more patient-centric cancer care model, 
improving experiences for providers and 
patients alike, through the surfacing of 
relevant data, bridging disparate sources 
of information and identifying treatments 
that are personalised to each unique 
patient’s needs.

For comprehensive details on this new 
MedTech platform and the benefits it offers 
KPJ and its patients, please refer to our 
Sustainability Statement on pages 68 to 71 
of this Annual Report.

Conducting Groundbreaking Surgery 
Utilising 3D Printing 
Medical 3D printing is adding a whole new 
dimension to MedTech by opening new 
doors to surgeons and researchers in terms 
of treatment and diagnosis. KPJ achieved 
another first in terms of MedTech adoption 
when we conducted innovative 3D surgery 
at KPJ KL Dental Specialist Centre in KPJ 
Tawakkal Health Centre within the specialist 
area of Oral and Maxillofacial surgery.

Oral and Maxillofacial surgery treats many 
diseases, injuries and defects in the head, 
neck, face and jaws, as well the hard and soft 
tissues of the mouth (Oral) and the jaws and 
face (Crania-maxillofacial). Our Consultant 
Oral and Maxillofacial and Implantology 
Surgeon at the facility utilised 3D printing in 
a pilot project in 2017. 

3D printing refers to the use of a digital 
model to build an object of any size or shape 
by adding successive layers of material in a 
single continuous run. This layering capability 
allows the manufacturing of complex 
shapes, for example the intricate structure of 
bones or vascular channels. We are pleased 
to report that the surgery conducted was a 
success, and we intend to continue with our 
innovative work in this area.

In this particular case, it involved a patient 
who had a disfigured facial structure as 
a result of an old accident causing the 
defaced alignment of the mandible bone. 
The procedure was performed using 3D 
Printed guides and precision surgery 
devices, with a 3D printed plate to hold 

the new realigned bone at the precise 
position. This new method has improved 
patient outcome with an improved 
alignment of facial bones/mandible which 
has significantly restored the patient’s face 
to how it looked prior to the accident.

Following the success of this surgery, we 
conducted a knowledge sharing exercise 
with all KPJ hospitals in the Klang Valley 
so that they could explore the use of 
this technology in other areas such as 
orthopaedics, cardiology and neurosurgery. 

K E Y  T H R U S T  4 :  N E W  N I C H E S

Medical  Tourism
In 2017, the health tourism market in Malaysia 
experienced a positive uptrend, recording 
increasing revenues as noted by the Malaysia 
Healthcare Tourist Council (MHTC). MHTC has 
been positioning Malaysia as the preferred 
destination for world-class healthcare 
services, and plays a huge role in promoting 
international awareness of the strengths of 
Malaysian healthcare.

Within the industry, there have been strong 
collaborations between the public and private 
sector which is driving growth. At KPJ, we 
have been working on collaborative efforts 
with Malaysian Government Ministries and 
Agencies such as Economic Transformation 
Programme (ETP), MHTC, MOH and Tourism 
Malaysia which are aligned to our strategic 
objectives in this niche. 

KPJ’s two-pronged health tourism strategy 
focuses on strengthening our presence in 
our existing markets of Indonesia, the Pacific 
Islands and Africa, and expanding into new 
high potential markets such as China and India. 

Our marketing initiatives are concentrated on 
both domestic and international endeavours. 
We have forged a strong relationship with 
foreign embassies both within Malaysia and 
abroad, as a base from which to spread word 
of mouth recognition of the KPJ healthcare 
brand. Throughout the year, we maintained 
a consistent and continuous schedule of 
external marketing activities which placed 
KPJ at international medical conferences 
and overseas exhibitions, thus creating 
international awareness of our capacities and 
strengths. 
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We also conducted continuous engagement activities such as 
Health Awareness Programmes with expatriate communities, 
embassies and international schools, referral arrangements with 
foreign doctors and health coordinators, and online marketing 
activities covering key niche services. Another strategy includes the 
engagement of an Arabic speaking specialist to expand our base of 
Arab patients who have been patronising KPJ hospitals for the past 
number of years.

In 2017, to spearhead our international marketing drive, we 
commissioned marketing agents in our target markets of Indonesia, 
China and the Middle East and North Africa (MENA). We also 
developed inroads into new markets in the Pacific Islands and 
attracting more high value patients from the Tuvalu Islands through 
the Ministry of Health, Tuvalu. 

2017 has seen a double digit growth in revenues for health tourism. 
The revenue growth was contributed by a few new markets that 
have been successfully penetrated such as the Pacific Islands like 
Tuvalu and Fiji. The Ministry of Health of Tuvalu has appointed KPJ 
Hospitals as their preferred healthcare provider for its citizens by 
sending complicated cases ranging from cancer, orthopaedics, 
neurosurgery, bariatric, and eye surgeries to name a few.

To facilitate this collaboration, KPJ implemented the Flywire Payment 
Gateway at three KPJ Hospitals as a pilot project to facilitate online 
payments from the Tuvalu Government and other healthcare tourism 
clients. In terms of treatments sought after by medical tourists, we 
found the majority of patients from the Pacific Islands are seeking 
cancer treatment, obstetrics and gynaecology services, and cardiac 
and urology treatments.

In addition, we also opened up information centres in various global 
locations which promote KPJ’s healthcare network to medical 
tourists. 

We have distinguished ourselves from our competitors in the market 
by offering a spectrum of value-added services to our medical 
tourist patients to ensure a pleasant and seamless healthcare cum 
tourism experience.

Senior  L iv ing Care
With an increasing aging population demographic, we have 
identified niche market opportunities in the aged and senior living 
care segment. Our strategy within this niche segment employs a 
number of levers to drive growth. We are exploring collaborations 
with property developers to set up Senior Living Care centres or 
retirement villages with KPJ as the operator. Another strategy is to 
offer memberships within retirement villages to the public. We are 
also looking into mutually beneficial affiliations with other aged care 
players, as well as leveraging on the KPJ Care Card to reach out 
to senior citizens. All our senior and aged care centres are staffed 
by medical care professionals such as nurses and carers who are 
trained in geriatric care.

PATIENTS VISITS

(2017) 165,458

(2016) 155,052

TOTAL INCREASED

7%

REVENUE

(2017) 
RM143,224,513

TOTAL INCREASED

15%

(2016) RM124,230,778

•	 KPJ Senior Living Care, 
KPJ Tawakkal 

•	 Sibu Geriatric Centre
•	 Jeta Gardens, Brisbane, 

Australia
•	 KPJ Kuantan Specialist 

Hospital (opened in 
February 2018)

•	 Increase in 2017 revenue to 
RM19 million, from RM17 
million in 2016

•	 Increase in occupancy 
of residential aged care 
segment to 96.7% in 2017, 
from 85.9% in 2016

•	 KPJ Senior Living Care (KPJ 
Tawakkal Health Centre) 
received 28 residents for 
high- and moderate-care in 
2017

•	 KPJ KL Dental Centre and KPJ 
Centre for Sight provided 
support to KPJ Senior 
Living Care by providing 
comprehensive care for 
senior citizens with dental 
and/or vision impairment

S E N I O R  L I V I N G  C A R E

M E D I C A L  T O U R I S M

K E Y  H I G H L I G H T S  2 0 1 7

8% revenue 
growth in 2017 for 
dental services

K E Y
H I G H L I G H T S  2 0 1 7 :
D E N TA L  S E R V I C E S

8%

2017

5% increase in 
visits by medical 
tourists for dental 
care, totalling 822 
patients

5%

2017

S E N I O R  L I V I N G  C A R E
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•	 KPJ Tawakkal Specialist 
Hospital

•	 KPJ Ampang Puteri Specialist 
Hospital

•	 KPJ Sentosa Specialist 
Hospital

•	 KPJ Damansara Specialist 
Hospital

•	 KPJ Selangor Specialist 
Hospital

•	 KPJ Kajang Specialist Hospital
•	 KPJ Klang Specialist Hospital 

K P J  H O S P I TA L S 
I N  C E N T R A L  H O M E 
N U R S I N G

H O M E  N U R S I N G

H O M E  N U R S I N G

L A B L I N K

L A B L I N K

M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S

Expanding our Reach into the Home Nursing Segment
With the steady increase of the aging population demographic, 
there is growing demand for home nursing services for senior 
citizens. KPJ provides for this need through KPJ Klang Valley 
Central Home Nursing. Our home nursing services include 
health assessments such as blood pressure monitoring and other 
vital signs, glucose monitoring, post-operation monitoring and 
teaching about diseases and treatment and preventive measures, 
wound care, wound dressing and follow ups. Since the fourth 
quarter of 2016, KPJ Tawakkal Health Centre has been appointed 
to become the coordinator of KPJ Klang Valley Central Home 
Nursing to further drive growth within this segment.

Strategic Partnership to Grow Lablink’s Pathology and 
Diagnostic Business
Lablink (M) Sdn Bhd (Lablink) is KPJ’s laboratory arm, the 
first in Malaysia to be certified with Bio-Safety Level 3 (BSL3) 
facilities which allows testing of highly infectious diseases 
according to World Health Organisation (WHO) standards. 
Equipped with state-of-the-art equipment and technology, 
Lablink has capabilities as a Tuberculosis Reference Centre, 
offering microscopy, culture, sensitivity and molecular testing 
of Mycobacterium. It also offers tests various speciality areas in 
Medical Laboratory.

Lablink manages KPJ’s network of 25 hospital laboratories, 
more than 100 external non-KPJ hospitals and general 
practitioners clinics across Malaysia. Centralising our hospital 
networks’ laboratory services has afforded KPJ the benefits 
of standardised systems and methods, cost efficient bulk 
purchasing, and efficient comparison of results among the 
laboratories. As well as that, the Lablink Laboratory Information 
System (LIS) facilitates the online transfer of results which allows 
for quicker reference and retrieval by doctors in their diagnosis 
and treatment of patients.

In early 2018, Lablink entered into a strategic partnership 
with Quadria Capital to grow its pathology and diagnostics 
businesses in Malaysia and explore new growth markets in 
Southeast Asia in order to become the regional leader in 
pathology and diagnostics services. The partnership also allows 
for capex burden to be shifted at the holding level with the 
addition of a partner. 

The partnership was initiated in January 2018 through a 
proposed subscription and share purchase agreement with KL 
Kappa Sdn Bhd and Kumpulan Perubatan (Johor) Sdn Bhd for 
the subscription of new shares in Lablink by KL Kappa and for 
the purchase of some existing shares in Lablink by KL Kappa 
from KPJ. Under the agreement, the issuance of shares will 
collectively result in KL Kappa having a 49% stake in Lablink’s 
enlarged share capital, with the remaining 51% held by KPJ.

2 0 1 8  P R I O R I T I E S 

K E Y  H I G H L I G H T S  2 0 1 7

K E Y  H I G H L I G H T S  2 0 1 7

•	 Promoting home care 
nursing through a central 
brochure

•	 Commencing services at KPJ 
Rawang Specialist Hospital 
in 2018

•	 Implementation of online 
booking system

•	 To provide integrated 
laboratory support for all 
diseases in the region

•	 To promote laboratory 
excellence in lab tests 
and professional practice 
through quality standards, 
such as in laboratory 
accreditation MS 15189 
and Joint Commission 
International (JCI) 
laboratory certification

•	 To identify more sub-
specialty niche tests to 
complement existing 
disciplines

•	 To explore new untapped 
markets

•	 To forge strategic alliances 
with major international 
laboratories

•	 To be a recognised brand 
by market penetration in 
Southeast Asia

•	 381 clients in total
•	 539 total visits:

-	 178 maternal
-	 184 medical
-	 177 surgical

•	 2017 total revenue of 
RM81 million, up 10% 
from 2016 revenue of 
RM73 million

•	 Increased Total Number 
of Tests Run in 2017 by 
7% to 14.9 million

2 0 1 8  P R I O R I T I E S 
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•	 To increase the number of 
surgical sets from KPJ hospitals 
in the Klang Valley Hospital by 
80% 

•	 Standardising and acquiring 
standard surgical sets from KPJ 
Klang Valley hospitals, which 
can then be rotated among to 
ensure a continuous supply of 
clean surgical sets

•	 Obtaining MSQH accreditation
•	 Providing ongoing ad-hoc 

services to Government 
hospitals

•	 Initiating collaborations to 
purchase surgical instruments 
from India and Pakistan, which 
offer greater cost efficiencies

Tapping Into Shif ts  in  Healthcare Trends through KPJ Wel lness and Li festyle Programme 
In more recent years, we have witnessed a global shift in lifestyle demographics, with more people 
seeking healthy lifestyles in pursuing the age old adage that prevention is better than cure. The KPJ 
Wellness and Lifestyle Programme leverages on this as an integrated solution offering our customers 
regular healthcare screenings, designed to meet the needs of different individuals, couples and 
families. It utilises the KPJ network of hospitals’ advanced medical technology and expert medical 
professionals to improve our customers health status through effective patient care.

Since its inception nine years ago, the programme has grown in strength in pursuing the KPJ tagline 
of Care For Life, and inspiring positive changes in individual lifestyles which contributes towards a 
healthier society in general. Today, the programme has more than 19,000 subscribers nationwide and 
operates in 16 participating KPJ Specialist Hospitals. 

During the fourth quarter of 2017, we conducted a strategic review to identify measures which would 
ensure it was well-positioned to transform with future needs. Among the strategies identified was a 
plan to attract new subscribers, and also to reward our existing valuable subscriber base in conjunction 
with the programme’s 10th Year Anniversary in 2018. The programme also aims to expand its business 
by increasing the utilisation of technology in 2018, and attracting new business demographics and 
corporate collaborations by leveraging on KPJ’s strong brand presence and wide network of hospitals.

Growing the niche segment of  rehabi l i tat ive treatments
Rehabilitation treatments are being sought after by a greater portion of the population in line with 
shifting healthcare trends. KPJ KL Rehabilitation Centre provides for this niche segment through 
a multi-disciplinary rehabilitation approach which combined physiotherapy, occupational therapy, 
speech therapy and psychologist. It also focuses on neuro-rehabilitation for conditions such as 
multiple-sclerosis, Parkinson’s disease, Traumatic Brain Injury, Autism in children, adults and senior 
citizens, post-stroke care and other areas.

Explor ing New Growth Areas in Ster i l isat ion of  Surgical  Instruments
Quality patient care can only be successfully achieved if the surgical instruments used to treat patients 
are clinically clean. Through Sterile Services Sdn Bhd (SSSB), we are providing efficient and consistent 
services to CSSD customers in conformance with the international quality standards. 

We have a CSSD centre located in Rawang which provides expert high quality sterile supply 
administration and customer service, allowing our customers to focus on their core competencies 
and other strategic initiatives. The sterilised surgical instruments are returned to hospitals within 24 
hours to ensure there will be no shortages in surgical instruments. The centre is the first of its kind in 
South East Asia, and provides services for the sterilisation of surgical instruments from both public and 
private hospitals in the Klang Valley and Selangor, resulting in cost savings and greater efficiency. In 
2017, we obtained a new external customer, Cardiac Vascular Sentral Kuala Lumpur (CVSKL), who rely 
completely on our services for the sterilisation of their surgical instruments.

TOTAL NUMBER OF STERILIZED SURGICAL INSTRUMENT SETS AS AT 31 DEC 2017

No. Hospital YTD Dec 
2017

YTD Dec 
2016

Var (%) BGT 2017 Var (%)

1. KPJ Tawakkal 4,598 3,991 15.2 5,535 (16.9)
2. KPJ Damansara 11,058 11,357 (2.6) 12,300 (10.1)
3. KPJ Klang 2,598 2,350 10.6 4,305 (39.7)
4. KPJ Rawang 3,876 2,865 35.3 4,920 (21.2)
5. KPJ Ampang 1,758 3,162 (44.4) 4,920 (64.3)
6. KPJ Sentosa 225 10 2,150 0 100.0
7. KPJ Kajang 2,079 1,162 78.9 2,460 (15.5)

Sub Total KPJ 26,192 24,897 5.2 34,440 (23.9)
8. UiTM Sg Buloh 1,931 2,181 (11.5) 2,460 (21.5)
9. CVSKL 269 0 100.0 0 100.0
10. Others 594 1,362 (56.4) 0 100.0

Sub Total Non-KPJ 2,794 3,543 (21.1) 2,460 13.6
TOTAL 28,986 28,440 1.9 36,900 (21.4)

54%

2017

54% increase in 
revenue in 2017



36 KPJ HEALTHCARE BERHAD

ANNUAL REPORT 2017

STRATEGIC REPORT

K E Y  H I G H L I G H T S  2 0 1 7

M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S

2013

744
728

899

993 966 972

1,112

1,007

236
194

1,101

180

700

208

129

20152014 2016 2017

STATISTICS SURGERIES/PROCEDURE FOR 3 CENTRES

Total  Surgeries/Procedures for  YTD (  2013 -  2017)

Phaco/Cataract Lasik Other Surgeries

Expanding into Niche Outpat ient 
Services with Centre for  Sight 
KPJ Pusat Pakar Mata Centre For Sight (CFS) 
serves as a centre of excellence in eye care, 
providing quality clinical care at reasonable 
prices. Its range of specialty services extends 
from correcting vision defects using minimally 
invasive laser treatment known ReLEx 
SMILE, a flapless form of laser eye surgery to 
cornea and vitreo-retinal surgery, glaucoma 
treatment, cataract removal with premium lens 
implants, oculoplastic surgery and paediatric 
ophthalmology.

CFS operates in three branches located in 
Rawang, Petaling Jaya and Kuala Lumpur, with 
its latest centre housed in Tawakkal Health 
Centre equipped with the latest femtosecond 
laser vision correction technique called ReLEx 
SMILE stands for Small Incision Lenticule 
Extraction.

In 2017, CFS that provides both inpatient and 
outpatient daycare facilities has treated over 
19,000 patients and performed over 2,300 
procedures. A nominal but growing segment 
of its cases came from health tourism, where it 
treated 440 cases in 2017 comprising medical 
tourists from 55 countries primarily from Asia 
and the Middle East.

The Centre continues to actively promote its 
services, via online marketing, TV billboards 
at strategic locations, awareness talks with 
eye screening to the general public and 
corporates, co-branded bank promotional 
packages tie-ups and roadshows.

During the year, we began conducting 
roadshows in shopping malls to leverage 
on the high volume of Malaysians who 
frequent them. KPJ CFS had various booths 
in selected popular shopping malls such in 
the Klang Valley which resulted in a growth 
of 20% in lasik services. Moving forward, we 
will continue to venture into new shopping 
malls that are located in the heart of city and 
also urban and suburban townships. As well 
as to accelerate the use of social media and 
digital marketing platform to reach out to the 
younger customers that fit the right profile for 
Lasik (aged 18-40 years).

K E Y  T H R U S T  5  :  TA L E N T  M A N A G E M E N T

Providing Opportunit ies for  Our 
Employees to Upski l l  Themselves 
Talent management is one of our key 
strategies through which we are able to carve 
a strong reputation for ourselves as a leading 
healthcare provider by having the best 
talents in the healthcare industry on board at 
our network of hospitals. We are committed 
to nurturing our talent base, by providing 
our employees continuous education 
opportunities, both through programmes 
available at higher level institutions of 
learning, as well as continuous training and 
development programmes at the workplace. 
We believe in motivating our employees, 
and have in place a number of initiatives and 
measures aimed at ensuring their wellbeing 
and personal growth. 

NUMBER OF PATIENT:

with 2,355 cases in 2017

to 19,852 cases in 2017

Day patients
increased by 4%

Outpatients
increased by 5%

Revenue grew 11% to 
RM14.6 million in 2017 
from RM13.1 million
in 2016

11%

2017

K P J  P U S AT  PA K A R  M ATA 
C E N T R E  F O R  S I G H T
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264 people 
RECOMMENDED FOR 
PROMOTION IN 2017

76 Staff
AWARDED THE
MERIT AWARD

SPAR Competency 
ASSESSMENT FOR DEPUTY 
MANAGERS AND ABOVE 
ALIGNED WITH JCORP AND 
PILOTED AT KPJ HQ

KPJ MANAGEMENT 
TRAINEE PROGRAMME 
IN ITS SECOND YEAR OF 
IMPLEMENTATION

20 completed
the programme 

19 are undergoing
training

3 Participants
UNDERGOING 
THE PRESTIGIOUS 
JOHOR LEADERSHIP 
PROGRAMME, WITH 9 
GRADUATES FROM KPJ 
TO DATE

200 young executives 
HAVE UNDERGONE THE 
EXECUTIVE DEVELOPMENT 
PROGRAMME 

KPJ provides opportunities to qualified 
employees to further their studies through both 
formal education programmes and shortterm 
training based on our belief that a strong and 
capable workforce is the cornerstone of our 
sustainable long-term success. We support our 
staff in pursuing their medical education, from 
certificate to PhD level, both within KPJUC and 
through collaborations with other universities.

In 2011, KPJUC was the first private education 
institution in Malaysia to be approved 
by MOHE to train and produce medical 
specialists. To graduate from these medical 
specialist programmes, candidates need to 
pass the final Conjoint Board examination, 
supervised by panellists from Universiti 
Kebangsaan Malaysia (UKM), Universiti 
Malaya (UM), Universiti Sains Malaysia (USM) 
and KPJUC. KPJUC was also the first private 
nursing college to initiate the Diploma in 
Nursing Programme, as well as the first to 
have the Diploma in Nursing Programme 
accredited by Malaysian Qualification 
Agency (MQA). It enjoys a stellar reputation 
in Malaysia as one of the leading private 
education institutions in the provision of 
medical education courses.

A key achievement in 2017 was KPJUC 
producing its first two specialists from its 
Master of Otorhinolaryngology – Head 
and Neck Surgery programme. There were 
also 21 graduates from the Bachelor of 
Pharmacy programme, 52 from the Bachelor 
of Pharmaceutical Science programme, 
and 20 graduates each from the Bachelor 
of Health Science and Bachelor of 
Physiotherapy programmes respectively. To 
date, 92 graduates of Masters in Business 
Administration and Masters in Nursing have 
been sponsored within the Group. 

Additionally, the Bachelor of Pharmacy 
programme had recently been accorded 
full accreditation by the Pharmacy Board 
Malaysia and MQA. Our candidates are 
therefore assured of the post of a Provisionally 
Registered Pharmacist (PRP) in KPJ’s network 
of hospitals upon the completion of their 
studies which affords them a competitive 
edge over their peers.

Responding to changing healthcare 
trends and market demands, KPJUC has 
expanded its programmes venturing 
into the field of healthcare management. 

Among the programmes in the pipeline 
to be offered in 2018 include the Master in 
Healthcare Business Management, Master 
of Anaesthesiology and Bachelor of Science 
in Nursing (Postregistration), Bachelor in 
Healthcare Management and Professional 
Certificate in Perioperative Nursing (Post 
Basic).

We also provide our employees further 
education opportunities through 
collaborations with external universities 
and colleges. From our perspective, it 
offers KPJ the benefits of networking with 
renowned institutions of higher learning 
and international hospitals of excellence 
such as the University of East London, 
United Kingdom and the University of South 
Australia, Australia. Within Malaysia, KPJ has 
established firm links with public universities 
such as Universiti Kebangsaan Malaysia.

For full details on our various measures, 
including work-life balance, benefits and 
compensation, providing a safe workplace 
and promoting diversity and inclusion, please 
refer to our Sustainability Statement on pages 
87 to 93 of this Annual Report.

CONTINUING EDUCATION 
PROGRAMMES FOR KPJ STAFF

Programme No. of 
Participants

MBA, Henley Business School, 
University of Reading, UK

7

MBA in Healthcare Management, 
Universiti Teknologi Malaysia 

36

Executive MBA, Universiti 
Teknologi Malaysia

5

Executive MBA, Asia e-University 1
MBA, Universiti Kebangsaan 
Malaysia

3

MBA with University of East 
London, United Kingdom

16

Masters in Nursing (UniSA) 32
PhD 4
TOTAL 104

Ensuring Succession Planning to Future 
Proof  Ourselves
At KPJ, we are committed to succession 
planning through the appointment, training, 
and determination of compensation levels 
and, where appropriate, the replacement 
of senior management. Our succession 
planning agenda is an ongoing initiative, 
which is reviewed and discussed at various 
high-level management and line function 
leadership meetings within the Group. 
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Cult ivat ing the Spir i t  of  Innovat ion
with Our Intrapreneurship Approach
KPJ has adopted an ‘intrapreneurship’ approach towards cultivating 
an innovation mind-set among our employees, whereby we offer 
them the support they require to start off on their own entrepreneurial 
ventures. In the past number of years, this approach has resulted in the 
development of six intrapreneur companies which offer their services 
to KPJ’s network of hospitals. Through our ecosystem of intrapreneur 
companies, we are able to benefit from substantial cost savings to the 
Group.

Expanding Our Talent  Management Phi losophy 
To Our Stakeholders To Strengthen Our Del ivery Ecosystem
At KPJ, we believe in building the capacities of our ecosystem of 
vendors, as the basis upon which they will be able to maintain a high 
standard of delivery of products and services which are aligned to our 
strategic goal of providing the best quality healthcare services to our 
patients. KPJ’s Vendor Development Programme (VDP) encompasses 
outsourced vendors such as our linen and laundry services, hospital 
café, medical waste disposal, housekeeping services, home nursing, 
nursing agency, and ambulance services. 

Ensuring High Employee Retent ion Rates
Within the competitive healthcare landscape, KPJ is mindful of talented 
staff being poached by our competitors. To ensure high retention rates 
and low employee turnover, we have in place a number of work-life 
balance initiatives such as our new Flexi-Hour work initiative, which 
allows for flexible working hours for staff in our headquarters. 

As well as that, we conducted a special salary adjustment for our 
nursing staff with post basic qualifications as required under the Private 
Healthcare Facilities and Services Act (PHFSA). We also conducted a 
salary rationalisation exercise for all employees due to the minimum 
wage adjustment in Malaysia. Other incentives during the year 
included a KPJ Medical Top Up fund for inpatient services, and the 
standardisation of annual leave.

K E Y  H I G H L I G H T S  2 0 1 7

I N T R A P R E N E U R S  AT  K P J

Healthcare Engineering Services: Pride Outlet Sdn Bhd (POSB)
Established in 2014, POSB provides planned preventive 
maintenance services for non-imaging medical devices in KPJ’s 
network hospitals. In 2017, it recorded a revenue of RM628,000.

POSB is keeping up with global digital trends in radiography 
by embarking into Digital Radiography (DR) products and 
marketing these to new KPJ hospitals projects and hospitals 
requiring systems upgrades. It expanded its services from KPJ 
hospitals in the Central region, to hospitals in the northern and 
southern regions in 2017.

Stationery and Printing Materials: Skop Yakin (M) Sdn Bhd 
Skop Yakin provides the Group with cost-effective supplies of 
stationery and printing materials for marketing and promotional 
collaterals and hospital and office administrative documents. 
It also provides event planning and management services and 
plans to expand its reach beyond the Group to other third 
party clients, as well as extending its product range to include 
premium and collateral items. The company charted a revenue 
growth of 75% in 2017.

Pharmaceuticals:Teraju Farma Sdn Bhd (TFSB)
TFSB is involved in wholesale supply of pharmaceuticals and 
healthcare-related products to the public and private medical 
sector. In 2017, TFSB recorded a revenue of RM71.1 million, an 
increase of 22% from 2016.  EBITDA increased from RM1.13 
million to RM1.69 million, up by RM0.56 million despite 
challenges from launching of new products in the market and 
price competition.  Profit Before Tax stood at RM1.66 million, 
increased by 49% from RM1.11 million during the same period 
last year. TFSB will also be focusing on the enhancement of 
its IT systems and working closely with its business partners to 
penetrate new customer markets in relevant healthcare sectors.  

Hospital Catering: Total Meal Solution Sdn Bhd (TMSSB) 
Founded in 2015, TMSSB initially provided inpatient meals to 
KPJ Klang Specialist Hospital, and then expanded its coverage 
to KPJ Rawang Specialist Hospital a year later. As at end 2017, 
TMSSB now provides inpatient meals for 6 hospitals in the KPJ 
network. 

•	 KPJ Klang
•	 KPJ Rawang

M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S

F L E X I - H O U R

	 Clock-in time is flexible between 7.30 am and 9.00 am    

	 Staff are required to fulfil minimum 8 working hours per day 
	 work at any time (excluding Saturdays)

	 Earliest cut-off work time is 4.30 pm (Mondays to Fridays)

	 Compulsory for staff to punch their clock-in and clock-out

•	 KPJ Seremban
•	 KPJ Sentosa

•	 KPJ Pahang
•	 KPJ Tawakkal

RM6
Million, 
INCREASE BY 200%
FROM 2016 

RM300K
UP BY 145%
FROM 2016

REVENUE OF ACCUMULATED 
PROFIT OF
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Transferr ing Ski l ls  and Knowledge Regional ly
We have been using the synergies available throughout our 
network of aged care centres to transfer and share knowledge 
and skills, thus ensuring that our senior care services are 
aligned to international aged care living guidelines. In 2017, 
we conducted a knowledge sharing and transfer programme 
from Jeta Gardens in Australia to our Malaysian operations. This 
was conducted through continuous education programmes for 
our staff to ensure they provide high quality assistive nursing 
care services with empathy and compassion. In the medium- to 
longterm future, we intend to continue with our approach of the 
continuous transfer of knowledge within our regional network, 
as we set in motion plans to identify and launch new aged care 
facilities and services.

K E Y  T H R U S T  6  :  B U S I N E S S  P R O C E S S  I M P R O V E M E N T

Harnessing the Potent ial  of  Industry 4.0 to Create
Long-term Business Value 
Within the healthcare sector, patients are increasingly seeking 
improved results within the healthcare delivery value chain. They 
seek increased access to services, faster diagnosis and better 
treatment outcomes within a healthcare delivery system which 
offers them greater convenience. To cater to these demands, 
KPJ needs to be innovative in the way it approaches the delivery 
of patient-centric healthcare within our network of hospitals.
 
In order to remain ahead of the curve as an industry leader, KPJ is 
moving towards becoming a fully innovative service provider, in 
line with the demands of the 4th Industrial Revolution or Industry 
4.0. Within the field of MedTech, Industry 4.0 leverages on 
digital data, interconnectivity, automation and a digital customer 
interface to open the doors to new sensor and data analytic 
operations, as well as remote surgical procedures, training, 
maintenance and service operations. 

Through KPJ Information Technology Services (KPJIT), we 
are sharpening our focus on Industry 4.0. KPJIT has in place 
a 10 year strategic plan focusing on enhancing our Group’s 
business processes through infrastructure improvements, Cloud 
Computing, Big Data, cybersecurity, Internet of Things (IoT), 
Systems Integration and Simulation.

In 2017, KPJIT upgraded its infrastructure by moving the entire 
network of KPJ hospitals onto the Cloud. By modernising our 
information infrastructure, we are able to capture opportunities 
available through data virtualisation, and enhance our capabilities 
to build and manage data integration and refine our processes. 

This move has reduced technology investment costs in our 
hospitals by as much as 75% through reductions in hardware 
and software licensing costs over the next five years. Among the 
systems improvements are data virtualisation, new Microsoft.Net 
developments to revamp the client-server hospital information 
system, and upgrading HITS and KCIS to second generation 
cloud computing products, namely, HITS2 and KCIS2. 

This has enabled greater integration capabilities and a unified 
patient identity within a network information hub that maintains 
medical records and the medical history of any patient. HITS2 
and KCIS2 also provide capabilities to integrate with other third 
generation products such IoT, IBM Watson, Artificial Intelligence 
and other products that offer greater benefits through the 
adoption of new medical technologies. HITS2 and KCIS2 delivers 
on data standardisation and consistency, with opportunities 
to adopt and use Big Data for analytics purposes to predict 
operational and business improvements, and improving the 
accuracy and speed of management decisions. 

We understand the risks and threats in private and public Clouds, 
and cybersecurity, information security and data protection is a 
key priority to ensure data integrity. In line with this, we have 
invested heavily in cybersecurity to comply with ISO27001 
pertaining to security policies to manage data security incidents 
and improve business continuity.

KPJIT is also exploring MedTech opportunities in the area of 
wearable medical technology solutions to be launched in 2018. 
These will improve our patients’ health outcomes by offering 
continuous health monitoring capabilities with alerts by medical 
providers. Other technology improvements such as piloting 
MedTech products like IBM Watson and implementing robotic 
automation processes increases the efficiency of our operations 
and services. Our systems enhancements and technology 
solutions create long-term value for our business by integrating 
the KPJ hospital network to create a culture which promotes a 
more effective and meaningful application of technology.      

Enhancing Our Cybersecuri ty
KPJ takes the protection of its data, especially patient details, 
extremely seriously. We are in the process of strengthening our 
capabilities and capacities in managing threats and vulnerabilities 
in this area, especially with regards to enhancing our cybersecurity 
protocols. Our efforts are centred around the primary areas of 
Governance and Data Integrity. In line with this, KPJ’s framework 
to safeguard Information Security, Cyber security and Data 
Protection is guided by the ISO/IEC27001: Security of information 
and ISO9001 : Quality management systems.
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Ramping Up Our 
Cl inical  Operat ions Processes
Clinical operations form the base of our 
healthcare services, and ensuring optimal 
efficiencies with regards to business process 
improvement within our clinical operations 
remains a priority. We continuously monitor our 
clinical governance and processes to ensure 
that our operations are at maximum efficiency.

In 2017, we conducted the monitoring 
of compliance of clinical protocols, with 
regards to best practices in OTs, the Intensive 
Care Unit (ICU) and A&E, in order to ensure 
that we are providing the best quality of 
healthcare to our patients. 

We also developed and monitored the use of 
Antibiogram for Urinary Tract Infection (UTI). 
UTIs are one of the most common forms of 
nocosomial or Hospital acquired infections 
(HAIs), which increases the cost of medical 
care, extends hospital stays and reflects on 
the morbidity and mortality of the admitted 
patients. KPJ has always maintained a policy 
of reducing HAIs, details of which can be 
found within our Sustainability Statement on 
page 67 of this Annual Report.

Digital isat ion of  our Network
KPJ views the digitalisation of our integrated 
healthcare network as crucial to driving 
growth by leading through innovation and 
technology. Forming the bedrock of our IT-
based clinical service innovations is KCIS and 
HITS. Our digitisation drive is an ongoing 
mission, as we continuously harness cutting 
edge technology and IT platform upgrades 
to improve our systems to ensure a robust 
digitised business model. 

Facilitating Seamless
Communications Through KCIS
Introduced in 2011, KCIS integrates the 
entire KPJ healthcare network to ensure that 
our patients are able to enjoy a seamless care 
experience by catering to the clinical activity 
needs of our network of hospitals. The 
platform facilitates seamless communication 
amongst clinical professionals through 
its key functionalities of patient clinical 

K E Y  H I G H L I G H T S  2 0 1 7

C L I N I C A L  O P E R AT I O N S

K C I S

H I T S

•	 Developed standardised 
consent forms for the Group 

•	 Reviewed KPJ By-Laws and 
Rules and Regulation for the 
Medical Professional  

•	 Developed new governing 
policies:
-	 Guideline On Audio Video 

Recording
-	 ICU Enteral Feeding 

Guidelines For Adults
-	 Policy on Fertility Services
-	 Policy on Use of Entonox in 

Labour Room
-	 Guideline for Cancer Marker 

screening for the General 
Population

•	 1 hospitals on KCIS2 as at end 
2017

•	 27 hospitals to be integrated 
into KCIS2 in 2018

•	 Completed the development 
and User Acceptance Tests 
(UAT) of KCIS2 

•	 1 hospitals on HITS2 as at end 
2017

•	 27 hospitals to be integrated 
with HITS2 in 2018

•	 Completed the development 
and User Acceptance Tests 
(UAT) of HITS2

information, e-pharmacy, e-ordering and 
clinical reporting. For patients, they are 
able to enjoy an integrated healthcare 
experience, beginning from registration to 
diagnosis to treatment and follow-up care, 
as well as electronic orders. 

KCIS has been integrated with the Electronic 
Medical Record (EMR) system, which digitises 
and centralises patient records for easier 
retrieval and access, allowing for more 
efficient medical record maintenance. It is also 
integrated with Lablink Antibiogram, which 
allows for the sharing of a bacteria’s profile 
in terms of susceptibility or resistance pattern 
to a panel of antibiotics with clinicians, thus 
ensuring better patient outcomes.

In 2016, we upgraded KCIS to version 2.0, 
known as KCIS2, where new features were 
incorporated to further enhance the efficiency 
of the system. We began with a pilot project 
at KPJ Kajang, and thereafter continued 
with upgrading more hospitals with the 
new system. Among the new features and 
modules available in KCIS2 is an Electronic 
Medical Record Application (EMRA), Risk 
Management and Incident Reporting system, 
and greater integration between healthcare 
services and its operations.

Enabling greater hospital network 
integration with HITS
Introduced in 1997, HITS is an integrated 
hospital management system covering the 
complete range of patient service processes 
from registration to billing. Its functionalities 
also extend to financial and material 
management modules, making it a highly 
reliable and robust system to support our 
hospital network operations.

KCIS2 and HITS2 work together in a 
complementary manner, enabling greater 
integration between our hospitals enterprise-
wide with Mobility and IoT capability to enhance 
healthcare management, care providers and 
patient experience and expectations. It forms 
the main thrust of KPJ’s focused improvement 
measures in the area of data warehousing 
with second generation products and also 
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•	 Offering cold chain storage 
and distribution services

•	 Directly sourcing from 
manufacturers and importers 
such as Sole Distributors/ 
Product License Holders/ 
Authorised Representatives 
(AR) to obtain greater cost 
optimisations in the purchase 
of medical devices

•	 Setting up an E-Procurement 
portal for the Group

•	 Focusing on digital marketing 
strategies to boost revenue, 
maximise social media 
influences and convert current 
website to an e-commerce 
enabled platform

•	 Received Lean Management  
recognition from the Malaysia 
Productivity Corporation 

•	 Participated in KPJ Quality 
Workshop and qualified for 
2018 KPJ Innovative Creative 
Circles

•	 Obtained IMS Certification 
comprising ISO 9001 : 2015, 
ISO 14001 : 2015,OHSAS 
18001 : 2007

•	 Enhanced purchasing module 
component of its inventory 
system to increase efficiency 
in stock management

•	 Continuous improvements of 
warehouse policies and flow 
processed resulting in delivery 
of goods in a timely manner 
thus meeting customer 
expectations

M A N A G E M E N T  D I S C U S S I O N  A N D  A N A LY S I S

P H A R M A S E R V 
A L L I A N C E S  S D N  B H D

P H A R M A S E R V 
A L L I A N C E S  S D N  B H D

introduces Big Data Analytics to tap into 
the Group’s vast data network, providing 
greater insights for more robust and informed 
decision-making processes.

In 2016, we had upgraded the system to HITS2 
through a pilot project at KPJ Pahang Specialist 
Hospital and continued with upgrading other 
hospitals in our network in 2017. HITS2 offers 
greater integration of hospital operational 
processes such as accounting, centralised 
billing, inventory, pharmacy and business 
management. The platform is accessible by 
wards, ancillary departments, pharmacies, 
purchasing departments, clinics and our 
business office. As a real time platform, it 
allows for data to be collected and analysed 
in a timely manner. HITS2 is operated within 
strict accessibility protocols so as to ensure the 
confidentiality and reliability of the information 
residing on the system. 

Optimising our Medicat ion Del ivery 
Systems and Costs through Pharmaserv 
Al l iances
Established in 1965, Pharmaserv Alliances 
Sdn Bhd (PASB) is KPJ’s centralised 
wholesaler and distributor of pharmaceutical, 
medical disposables and other hospital 
related products. Its clients are the KPJ 

network of hospitals and companies, as well 
as external clients within the government 
sector and other healthcare sector players. 
By employing volumetric purchases, PASB is 
able to achieve profitable growth and retain 
a competitive edge by transferring cost 
savings to customers. 

Over the years, it has recorded consistent 
growth in revenue and profitability. In 2017, 
its revenue increased to RM420 million, from 
RM387 million in 2016. Profit for 2017 stood 
at RM2.9 million, almost 63% from 2016 
profit before tax of RM1.8 million.

Improvements in Qual i ty  Assurance 
and Cert i f icat ion
Our continuous improvements in our quality 
assurance and certifications have garnered 
a number of external validations, reflecting 
the marketplace’s trust and faith in our 
network of hospitals. In 2017, KPJ conducted 
its first quality workshop with 20 hospitals 
participating in it and presenting their 
best practices for clinical and non-clinical 
services. A total of 32 ideas were chosen as 
Best Practices for both categories. This new 
platform enhances the Group’s ability to 
harness benefits and adopt innovative new 
ideas through knowledge sharing.

KCIS is a system that caters to the clinical activity needs of the hospitals to 
facilitate seamless communication amongst clinical professionals.
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AWARDS

Prime Minister’s Industry 
Excellence Award – KPJ 

Klang Specialist Hospital 
was the winner of Malaysia 

Prime Minister’s Award

Asian Hospital Management 
Awards 2017 – Excellence 

award given to KPJ 
Johor Specialist Hospital 
under the Innovations in 
Healthcare Technology 

Project category

Kuala Lumpur Mayor’s 
Tourism Awards 2017 – KPJ 

KPJ Tawakkal Specialist 
Hospital and KPJ Tawakkal 

Health Centre obtained 
the Platinum Award for the 
Medical Tourism Category

International Innovative and 
Creative Circle – KPJ Pahang 

Specialist Hospital

Moving into 2018, we have identified the 
following priorities to enhance our quality 
assurance commitments:
•	 ISO 9001:2015 and Lean Management 

– aiming for the implementation of the 
ISO 9001:2015 certification and Lean 
Management practices as the basis for 
continuous improvements in our Quality 
Management Systems

•	 Green Environment Initiatives – the following 
targets have been identified for 2018:
-	 KPJ Rawang Specialist Hospital is 

aiming for the Energy Management 
Gold Standard Under ASEAN Energy 
Management Scheme (EMGS AEMAS) 
2 Star certification

-	 KPJ Seremban Specialist Hospital will 
be participating in the National Energy 
and Green Technology Awards 2018 
(NEGTA) within the Energy Management 
in Buildings and Industries category for 
Buildings consuming more than 2,000 
MWh per year

•	 Best Practice Competition – To encourage 
innovative new ideas, KPJ will be conducting 
an internal Best Practice Competition for the 
entire KPJ Group of Hospitals as part of KPJ 
Quality Convention 2018

GROUP FORWARD MOVING STATEMENT
As we move forward into 2018, KPJ remains 
firmly committed to sustaining our business 
mission by leading the way through leveraging 
on innovation and technology. We are optimistic 
on our outlook for the year ahead, as we expect 
the reap the rewards of plans and initiatives we 
have put in place as part of our overall strategy 
to stimulate organic and inorganic growth and 
strengthen our capacities.

We remain cognisant of the challenges 2018 
brings for us. Within our corporate client base, 
we are seeing companies reducing their 
employee healthcare benefit budgets to achieve 
greater cost optimisations within their respective 
business models. Changes are also expected 
in the healthcare regulatory landscape, with 
MOH adopting new regulations pertaining to 
specialised manpower and specialists, which 
form the majority of our employee base in the 
provision of high quality healthcare services.

Within the intensely challenging private 
healthcare sector, we are witnessing more service 
providers join the market place, or existing 
service providers expanding their healthcare 
network in their bid to gain more market share. 
With different healthcare companies vying for the 
services of talented and highly skilled medical 
professionals, this presents us with the challenge 
of finding the Right Fit in terms of attracting and 
retaining the right talent to drive our agenda of 
continuous growth and profitability. 

We are cognisant of the need to innovate 
continuous change within the Group, as we 
strategically enhance our integrated healthcare 
service model to retain our leadership position 
as the largest healthcare provider in Malaysia. 
To remain as the preferred healthcare provider, 
and to strengthen our brand presence regionally 
and internationally, we have drawn up a set of 
strategic initiatives for 2018 which are aligned to 
our six key core strategies.

2018 STRATEGIES FOCUS

Adopting Focused Strategies
To Generate Cont inuous Growth
Moving into 2018, KPJ is acutely aware 
that the competitive business landscape is 
shifting. Innovation therefore will be a key 
focus area for us, taking shape through further 
digitalisation of our services.

Digitalisation will enable greater access to 
improved care for all Malaysians and health 
travellers alike. KPJ will continue to adopt the 
latest in technology for its operations, marketing 
and service delivery, with planned investments 
in improving our business and financial systems 
and processes, thus driving efficiency and 
improvement in financial reporting required to 
support a fast growing business. 

Our New Business Unit has been charged with 
the task of identifying new areas of growth 
which will stimulate our competitiveness 
within the healthcare sector and differentiate 
us from our competitors. A key way it intends 
to achieve this is by focusing on developing 
our outpatient services by expanding its 
market coverage, bearing in mind the 
tremendous growth in terms of outpatient 
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numbers over the past few years. This initiative was selected for 
implementation under KPJ Blue Ocean Strategy. In line with this, 
KPJ’s ambulatory or outpatient medical care services will identify 
how to enhance opportunities in the provision of outpatient 
care, as well as expanding and upgrading our outpatient day 
care facilities to provide our customers with a more comfortable 
healthcare experience. 

By analysing healthcare market trends and identifying gaps in the 
market, we are exploring new markets both locally and overseas. We 
are also investigating and evaluating potential strategic alliances with 
international players who complement our strengths and skill sets. 
From a regulatory perspective, in order to maintain strict adherence 
to increasingly stringent MOH regulations in healthcare, we will be 
maximising our current nursing manpower to adhere to these.

Within our medical tourism segment, we are seeking to expand 
our reach to the two new global superpower markets of China 
and India, with their populations showing an increased preference 
to seek private healthcare services abroad. Leveraging on the 
synergies of our wide hospital network, we will be looking at cross-
selling doctors and consultants’ medical services and treatments 
on an inter-hospital basis. 

In the past few years, we have been focusing more on niche and sub-
specialisation medical services as a way to differentiate ourselves 
in the marketplace, and within the medical tourism segment, will 
be promoting these more aggressively by coming up with Group-
wide packages. With regards to our medical packages, we will 
be developing more targeted packages, especially in treatment 
areas that offer high margins. Within selected KPJ hospitals, 
we will be establishing a cohort of Healthcare Tourism Friendly 
Hospitals, whose services and treatment packages are geared 
towards providing for medical tourists’ needs.

Continue to create employment
opportunit ies for  future generat ions
KPJ’s job creation agenda is tied in to our growth strategy, with the 
expansion of our network and into new niche markets, specialities and 
sub-specialities acting as an enabler for the creation of talent pipeline 
employment opportunities for future generations. It is also borne 
through the performance of our education arm KPJUC, as a talent 
pipeline, providing medical and healthcare education for the younger 
generation. 

With regards to KPJUC, the plan has been put in motion to achieve 
full university status by 2020, and we are currently in the midst of 
strengthening our education delivery model in tandem with this. 
We have also targeted enrolment of 2,800 students in its academic 
programmes to ensure consistent growth of student numbers, along 
with actively promoting Continuous Professional Development (CPD) 
programmes to internal and external clients for various healthcare 

and non-healthcare training programmes. KPJUC will also conduct 
an aggressive marketing drive to increase its student enrolment 
numbers, and a total of RM1.5 million has been allocated to rebrand 
KPJUC and to promote its academic programmes on the national 
and international stage. 

In order to record healthy and sustainable financial performance, 
KPJUC will be conducting an efficiency drive with regards to the 
management of its expenses to drive cost optimisation. Among the 
measures identified is the implementation of e-green technologies 
to reduce its utilities costs by 5% per annum, reducing rental costs 
by merging KPJ International College (KPJIC) and Malaysian 
College of Hospitality and Management (MCHM) facilities, and 
revising the Real Estate Investment Trust (REITS) rate of KPJUC Nilai. 

Aggressive and intelligent marketing on online and social media
In an increasingly digitalised world, where consumers are seeking 
out service providers for almost all aspects of their life, it has become 
a business imperative for companies to establish a strong digital 
marketing presence through the utilisation of online and social media 
platforms. Responding to this, KPJ has embarked on a sustained 
marketing campaign which is both aggressive and intelligent in 
identifying suitable online and social media platforms to reach out to 
its target market.

Within the medical tourism segment of our business, we will be upping 
the ante on our digital marketing efforts, through more aggressive 
online and social media marketing campaigns. Among them is the 
utilisation of the Doctors Portal to enhance the cross-selling and 
promotion of our consultants’ medical specialities and sub-specialities. 
We will also be developing a targeted plan to increase the number 
of likes for each of our hospitals’ Facebook accounts, by focusing on 
content which is relevant and interesting for users. 

This entails the development of content-driven digital marketing efforts 
which are more personalised and pushed towards the right target 
audience, highlighting KPJ’s unique selling propositions by providing 
relevant information about healthcare, disease and wellness. Our 
marketing content will be expanded to include videos within the KPJ 
TV and YouTube platform to develop, index and increase the number 
of user likes and views in order to generate a viral marketing effect.

Superior  Customer Service
We remain committed to ensuring our network of hospitals 
continue with their forward moving momentum to deliver superior 
customer service by focusing on patient-centric benefits. Within 
our Clinical Operations unit, we have planned a number of new 
initiatives which will augment our healthcare delivery levels. These 
include a Stroke Management Centre, a Remote Healthcare Digital 
Monitoring System in collaboration with JCorp, the setting up of a 
nursing initiative known as Magnet Hospital and embarking on the 
mQuit Smoking Cessation Programme in collaboration with MOH.
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As well as that, we will begin QR coding our patients, from point 
of entry from Pharmaserv to hospital inventory, dispensing and 
administration of medication. Our Doctors Portal will be updated 
with information on Clinical Governance Policies, online medical 
journals and reference materials, benchmark performances and 
use of the Statistical Performance Control Chart reports, all of 
which will assist our doctors offer better treatment outcomes for 
their patients.

In 2018, we will be conducting a benchmarking exercise along 
with monitoring of performance measurements for nephrology, 
ophthalmology and cardiology specialities. There will also be a 
new Hospital Information Management System (HIMS) structure, 
which will add to our operational efficiencies in providing the 
best level of clinical care for our patients. For our inpatients, 
their hospital stay will be enhanced with a new menu which 
incorporates nutritional information with regards to their food 
choices.

In line with ensuring our nurses receive continuous training and 
development to upskill themselves, we will be conducting a 
number of workshops and seminars in 2018, such as KPJ Medical 
Workshop, Nursing Workshop, Nursing Seminar – Forum with the 
Nurses, KPJ Antibiotic Awareness Week and Intensive Course in 
Obstetric Emergencies (iCOE).

Our Customer Service unit remains focused on the continuous 
development of a strong service culture. The internalisation of 
the train-the-trainers programme is anticipated to be completed 
by 2019 with the intention of realising a KPJ Service Academy 
by 2021. The KPJ Customer Service Training Services Business 
Unit will be able to produce qualified trainers, with updated and 
relevant content, and conduct service consulting. Staff will be 
equipped with the correct tools and appropriate knowledge on 
excellent customer service deliveries with training by our Service 
Quality Coaches and SQM Mentors.

To ensure efficient and effective Customer Communications 
Management, several SQM Portal enhancements are in the 
pipeline including the introduction of additional workflow areas 
that will improve service deliveries such as housekeeping, dietary 
services and maintenance. Building on the success of the KPJ 
Care Card, we will be introducing a self-managed loyalty system 
for card holders whereby customers will be able to conduct 
additional transactions with KPJ online.

Effective talent management is another means by which we can 
ensure superior customer service. Within this area, KPJ intends 
to effect a paradigm shift in the way we manage our talent, 
moving from employee engagement to employee experience. 

In the medium- to long-term, we will be working on developing 
the employee experience within an ecosystem that integrates 
the three core components of engagement, culture and 
performance management.

We are committed to digitalising the human resource function 
through the ongoing digitalisation of the workplace, as an 
important element to improve the employee experience by 
analysing employee data. We are looking at ways and means to 
incorporate the ‘Gig Economy’ into the KPJ way of working. The 
Gig Economy is a labour market characterised by the prevalence 
of short-term contracts or freelance work, as opposed to 
permanent jobs. Within KPJ, we have identified that having 
flexible work provisions will drive our value proposition as an 
employer to expand our candidate talent pool and retain highly 
valued employees.

Successful  migrat ion to KCIS2 and HITS2
Moving into 2018, we are determined to complete the successful 
migration of our hospital systems to KCIS2 and HITS2. Our target 
is to ensure successful migration within 28 hospitals in our Group. 
In the medium- to long-term, we will also be looking at different 
and innovative ways to inject more automation and automated 
processes into the operations of our hospital network.

We have identified several measures which will result in 
substantial cost savings with regards to KCIS2 maintenance to 
the tune of €300,000 (approximately RM1.4 million, at a forex rate 
of RM4.81 to €1). Our aim is to implement these measures within 
13 hospitals by year end 2018 so we can benefit from greater 
cost efficiencies. As well as that, we are aiming for compliance 
with ISO9001 and ISO27001 Standard Operating Procedures, 
and will be implementing the measures and actions identified in 
order to attain this.

We are confident that through these set of focused strategic 
initiatives, we will remain on course in our transformation journey, 
as we aim to be a regionally and internationally acknowledged 
world-class healthcare service provider, as a key driver to ensure 
our sustained long-term growth and profitability.

Dato’  Amiruddin Abdul  Satar
President & Managing Director
KPJ Healthcare Berhad
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GROUP FINANCIAL HIGHLIGHTS
We are pleased to report the Group turned in a healthy 7% growth in revenue to RM3.2 billion in 2017 as 
compared to revenue of RM3.0 billion in 2016. 

The Group's profit before zakat and tax (“PBZT”) for 2017 was recorded at RM233.3 million a slight increase 
in comparison to RM220.7 million in 2016.

In line with the revenue reported, the Group registered an increase in net profit, 6% to RM173.3 million as 
compared to net profit of RM163.6 million in the preceeding year.

SEGMENTAL FINANCIAL HIGHLIGHTS
The bulk of the Group's 2017 revenue was derived from continuing operation, mainly from the Malaysian 
segment which contributed 97% of the total revenue. Higher revenue recorded for the current year was 
mainly attributed by the increase in number of episodes and complex cases per inpatient, in line with more 
promotional activities and healthcare tourism effort.

In 2017, the new hospitals within the Group, such as KPJ Klang, KPJ Rawang, KPJ Pasir Gudang, KPJ Bandar 
Maharani and KPJ Pahang has shown tremendous improvement and contributed significantly to the Group’s 
revenue growth. This has also resulted to an increase in profit before zakat and tax by 6% in 2017 as compared 
to 2016.

Revenue from Others segment reported a decrease from RM114.0 million in 2016 to RM108.6 million in 2017, 
mainly due to the Indonesian operations. Others segment comprised of hospital services in Indonesia, Thailand 
and Bangladesh, private university college of nursing and allied health and sale of hospital merchandise and 
other similar activities. The decrease of revenue reported in this segment was mainly contributed by lower 
number of patients, particularly for Rumah Sakit Medika Permata Hijau, and also due to appreciation of Malaysian 
Ringgit towards end of the year has resulted to increase in foreign exchange loss.

Revenue from discontinued operation segment (Australia segment) was reported at RM54.8 million, increased by 6% 
as compared to revenue in the corresponding period of the preceding year which was reported at RM51.5 million. 
This segment reported a negative EBITDA of RM3.1 million, an improvement of 35% as compared to the negative 
EBITDA of RM4.8 million reported in the corresponding period of the preceding year.

DIVIDEND
In respect of the financial year ended 31 December 2017, the Group declared and paid the following interim 
payments:

Before share spl i t
•	 First interim single tier dividend of 2.20 sen per share on 1,048,780,787 ordinary shares, declared on 

22 February 2017 and paid on 28 April 2017.
•	 Second interim single tier dividend of 1.80 sen per share on 1,050,642,255 ordinary shares, declared on 

26 May 2017 and paid on 21 July 2017.
•	 Third interim single tier dividend of 1.50 sen per share on 1,054,566,823 ordinary shares, declared on 

24 August 2017 and paid on 12 October 2017.

After  share spl i t
•	 Fourth interim single tier dividend of 0.40 sen per share on 4,218,227,992 ordinary shares, declared on 

23 November 2017 and paid on 22 December 2017.
•	 The Directors did not recommend the payment of final dividend in respect of the financial year ended 

wa31 December 2017.

Before share spl i t

Interim Date declared Date paid Cents per share No. of share RM’million
1st 22-Feb-17 28-Apr-17 2.20 1,048,780,787 23.1
2nd 26-May-17 21-Jul-17 1.80 1,050,642,255 18.9
3rd 24-Aug-17 12-Oct-17 1.50 1,054,566,823 15.8

After  share spl i t

Interim Date declared Date paid Cents per share No. of share RM’million
4th 23-Nov-17 22-Dec-17 0.40 4,218,227,992 16.9

2017: RM3,071.4 million
2016: RM2,855.6 million

2017: RM54.8 million
2016: RM51.5 million

2017: RM108.6 million
2016: RM114.0 million

C O N T I N U I N G
O P E R AT I O N S

D I S C O N T I N U E D
O P E R AT I O N

M A L AY S I A

A U S T R A L I A

O T H E R S

Variance
increase

8%

Variance
increase

6%

Variance
decrease

5%
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2013 2014 2015 2016 2017

548

609

646
672

696

REVENUE PER BED
RM’000

2013 2013 20132014 2014 20142015 2015 201520161 20161 201612017 2017 2017

2,331,648
2,639,136

2,847,593
2,969,603

3,179,998

REVENUE
RM’000

159,557

218,084
209,608

220,697
233,326

PROFIT BEFORE ZAKAT AND TAX
RM’000

110,365

147,246 145,129

163,633 173,296

NET PROFIT FOR THE FINANCIAL YEAR
RM’000

2013 20132014 20142015 201520162 201622017 2017

10.40

14.06 13.04

3.53
3.78

BASIC EARNINGS PER SHARE
SEN

2013 2014 2015 2016 20173

981,910
1,030,748 1,054,492 1,063,569

4,281,413

SHARE CAPITAL
’000

6.00

7.50 7.00

1.20
1.78

DIVIDEND PER SHARE
SEN

2013 20132014 20142015 20152016 201622017 2017

936,463
1,105,478

1,307,899
1,439,162

1,575,774

NET TANGIBLE ASSETS
RM’000

2013 2014 2015 2016 2017

1,085,636
1,259,360

1,471,583
1,595,088

1,726,795

SHAREHOLDERS FUNDS
RM’000

1.11 1.27

1.40

0.37 0.40

NET ASSET PER SHARE
RM

1 	 The figure was restated for the effects of discontinued operation. The figure reported before 
restatement will be as follows:	

	
(RM’000)

- Revenue  3,021,094 
- Profit before zakat and tax  210,171 
- Net profit for the financial year  155,875 

2	 The comparative figure (FY2016 only) was adjusted following the subdivision of 1 ordinary share 
into 4 ordinary shares pursuant to the share split exercise which was completed on 
27 September 2017.

3 	 Effect from adoption of Companies Act 2016 - transition to no-par value regime 
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GROUP  OPERAT IONAL  H IGHL IGHTS

2013

2013

2013

2013

20132014

2014

2014

2014

20142015

2015

2015

2015

20152016

2016

2016

2016

20162017

2017

2017

2017

2017

NO. OF KPJ HOSPITALS IN MALAYSIA

OUTPATIENTS

NO. OF BEDS

25

66%

279,794

2,464,704

2,92925

68%

279,419

2,476,796

2,91225

69%

280,667

2,534,052

2,85123

66%

261,697

2,475,371

2,71425

66%

286,465

2,473,851

3,052

OCCUPANCY RATE

INPATIENTS
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STATEMENT  OF  VALUE  ADDED

VALUE DISTRIBUTION
The value that KPJ Healthcare Berhad creates for its stakeholders can either be in the form of financial return or in non-financial or 
intangible forms.

The Statement of Value Added illustrates how KPJ Healthcare Berhad’s performance supports the Group’s ability to deliver financial value 
to its stakeholders.

The financial value in the statement is based on the profit before finance costs, community investment expenses, zakat and tax, depreciation, 
impairment & amortisation and staff costs.

2017
RM’000

2016
RM’000

Revenue 3,179,998 2,969,603 
Purchase of goods and services (2,123,883) (1,961,257)
Value added by the Group 1,056,115 1,008,346 
Other income 26,271 29,866 
Finance income 13,637 15,131 
Finance costs (79,950) (80,186)
Share of results of associates 39,540 33,647 
Value added available for distribution 1,055,613 1,006,804 

Distribution
To Employees: 693,929 630,110 
To Government/Approved agencies: 60,030 57,064 
To Shareholders:
	 Dividend 74,676 68,421 
	 Non-controlling interest 7,742 10,016 
Community investment 10,035 9,122 
Retained for re-investment 143,839 155,789 
Retained for future growth 65,362 76,282 
Total distribution 1,055,613 1,006,804 

No. of employees at the year end 13,422 12,635 
Value added per employee (RM’000) 79 80 
Wealth created per employee (RM’000) 79 80 
No. of shares at year end (‘000 units) 4,281,413 4,254,276*
Value added per share (RM) 0.25 0.24 
Wealth created per share (RM) 0.25 0.24 

*	 The comparative figure was recomputed based on the enlarged number of ordinary shares in issue after the share split exercise, which 
was completed on 27 September 2017, in accordance with MFRS 133 “Earnings per Share”.
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INVESTOR  INFORMAT ION

Share Quote
Market	 : Main    
Sector	 : Healthcare   
Stock Code	 : 5878

KPJ Healthcare Berhad 
is a constituent of the 
FTSE4Good Index since 
20 June 2016

Share Price
High	 : RM1.14   
Low	 : RM0.90 
Close	 : RM0.97

S H A R E  Q U O T E

0%

5%

-5%

-10%

-15%
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10%

15%

The senior management 
personnel involved in 
the Investor Relations 
activities are: 

Dato’ Amiruddin
Abdul Satar 
President &
Managing Director

Aminudin
Dawam 
Executive Director

Norhaizam Mohamad 
Vice President (II)
Group Finance Services

Khairul Annuar Azizi 
General Manager –
Risk, Compliance and 
Investor Relations

INVESTOR RELATIONS ACTIVITIES
KPJ maintain equal access transparent and effective communication channel to keep its investors 
informed and apprised of its financial performance and the business environment that the Group 
operates under.

Type of  Meet ings

Year Meetings Tele-Conferences Investor Conferences
2017 37 14 4
2016 49 5 10

Conferences and Roadshows

No. Date Events
1. 8-10 March CLSA ASEAN Forum 2017, Bangkok
2. 17 March Daiwa ASEAN Healthcare Day, Singapore
3. 22-23 May Daiwa’s ASEAN Corporate Day, London
4. 25 & 26 July Invest  Malaysia, Kuala Lumpur

General  Meet ings

Date Meetings Venue Agenda

20 April 2017 24th Annual General 
Meetings

Puteri Pacific, Johor Bahru Re-election of Directors and 
Presentation of Company’s 
Performance

24 August 2017 Extraordinary 
General Meeting 

Menara KOMTAR, Johor 
Bahru City Centre (JBCC)

Proposed Subdivision

The Group has established a website at www.kpjhealth.com.my which shareholders can access. The 
Investor Relations team endeavours to ensure that the Investor Relations section of the corporate 
website remained up-to-date with the latest Group disclosure.

KPJ SHARE PERFORMANCE

KPJ vs FBMKLCI FBMKLCIKPJ

1,647 1,797

0.971.04

9.1%

(6.7%)
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I N V E S T O R  I N F O R M A T I O N

Subdivis ion of  Shares
On 20 April 2017, KPJ announced the proposed subdivision of ordinary shares, which involved splitting 1 Ordinary Shares into 
4 Split Ordinary Shares. The proposal was duly approved by shareholders during EGM on 24 August 2017. On 26 September 2017 
(“Entitlement Date”), the total KPJ shares issued of 1,070,156,823 units were split into 4,280,627,292 Ordinary Shares. The KPJ 
reference share price on Ex Date of 21 September 2017 was adjusted to RM1.07 per share.

KPJ Share Pr ice (Quarter)

KPJ Share Price 4Q2017 3Q2017 2Q2017 1Q2017

Market Capitalisation (billion) 4,153 4,293 4,455 4,237
Daily Average 1,171,692 3,120,884 4,046,847 1,456,885
Closing Price 0.97 1.04 1.06 1.01
High 1.07 1.14 1.08 1.06
Low 0.90 1.03 0.99 0.96
Trading Range (sen) 17 11 9 10

KPJ Share Price YE2017 YE2016

Market Capitalisation (billion) 4,153 4,381
Daily Average 2,430,670 2,592,964
Closing Price 0.97 1.05
High 1.14 1.10
Low 0.90 1.02
Trading Range (sen) 24 8

FY2017 average daily trading volume decreased by 6% at 2.43 mil shares from the daily average of 2.59 mil shares seen in the 
previous year. The traded prices fluctuated between a low of RM0.90 to a high of RM1.14.

J A N - 1 7 M AY- 1 7 S E P - 1 7F E B - 1 7 J U N - 1 7 O C T- 1 7M A R - 1 7 J U L - 1 7 N O V - 1 7A P R - 1 7 A U G - 1 7 D E C - 1 7

KPJ Share Pr ice and Volume Traded
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3,353
3,503 3,485

3,346

4,597

I N V E S T O R  I N F O R M A T I O N

Individual  Shareholders
The share split has attracted the interest of retail investors. 
As at 31 December 2017, the number of Individual 
shareholders increased by 37.4% to 4,597 shareholders 
from 3,346 shareholders previously. There has been a net 
buy of around 25.4 million shares, representing an increase 
of 12.2% for this category.

2013 2014 2015 2016 2017

Note:	 Shareholder analysis is available at Classification
	 of Shareholders, page 274 of this Annual Report.

8.84% 7.45%

D E CN O VO C TS E PA U GJ U LJ U NM AYA P RM A RJ A N F E B
0%

1%

2%

3%

4%

5%

6%

7%

8%

9%

10%

FOREIGN SHAREHOLDING

SHARE RELATED KEY FIGURES (YEAR END)

2017 2016 2015 2014 2013

Market CapitalIsation (billion) 4,153 4,381 4,384 3,814 3,810
Dividend per share 1.78 1.20 1.75 1.88 1.50
Closing Price 0.97 1.05 1.06 0.93 0.97
High 1.14 1.10 1.11 0.96 1.86
Low 0.90 1.02 0.90 0.89 0.96

Note: The above figures for the years prior to the Subdivision of Shares have been adjusted for meaningful comparison.
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GROUP  QUARTERLY  PERFORMANCE

2017
(RM'000)

First
Quarter

Second
Quarter

Third
Quarter

Fourth
Quarter

Year
End 2017

Continuing operations

Revenue  779,238  778,599  788,433  833,728  3,179,998 

Gross profit  235,279  233,159  229,294  267,613  965,345 

Operating profit  69,680  55,889  54,873  79,657  260,099 

Finance income  2,374  4,247  3,165  3,851  13,637 

Finance costs  (20,871)  (19,803)  (16,780)  (22,496)  (79,950)

Share of results of associates  6,589  7,178  9,682  16,091  39,540 

Profit before zakat and tax  57,772  47,511  50,940  77,103  233,326 

Zakat  (400)  (1,811)  (726)  (973)  (3,910)

Profit before tax  57,372  45,700  50,214  76,130  229,416 

Taxation  (14,173)  (12,280)  (16,542)  (13,125)  (56,120)

Profit for the financial year from continuing operations  43,199  33,420  33,672  63,005  173,296 

Discontinued operation

Loss for the financial year from discontinued operation  (3,143)  (1,968)  (583)  (692)  (6,386)

Net profit for the financial year  40,056  31,452  33,089  62,313  166,910 

Net profit for the financial year attributable to:

Owners of the Company from

-	 continuing operations  40,064  33,286  30,887  61,317  165,554 

-	 discontinued operation  (1,792)  (1,122)  (332)  (394)  (3,640)

Non-controlling interests from

-	 continuing operations  3,135  134  2,785  1,688  7,742 

-	 discontinued operation  (1,351)  (846)  (251)  (298)  (2,746)

 40,056  31,452  33,089  62,313  166,910 

Basic EPS (sen)

-	 continuing operations 0.94 0.76 0.71  1.37  3.78 

-	 discontinued operation (0.04) (0.03) (0.01) 0.00 (0.08)
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2016
(RM'000)

First
Quarter

Second
Quarter

Third
Quarter

Fourth
Quarter

Year
End 2016

Continuing operations

Revenue  733,092  752,104  748,400  736,007  2,969,603 

Gross profit  231,403  220,116  222,651  219,772  884,962 

Operating profit  64,481  53,366  54,158  79,664  252,105 

Finance income  2,693  2,434  5,241  4,763  15,131 

Finance costs  (20,703)  (16,320)  (17,817)  (24,910)  (80,186)

Share of results of associates  8,338  8,905  9,904  6,500  33,647 

Profit before zakat and tax  54,809  48,385  51,486  66,017  220,697 

Zakat  (400)  (740)  (570)  (2,097)  (3,807)

Profit before tax  54,409  47,645  50,916  63,920  216,890 

Taxation  (14,398)  (13,879)  (14,234)  (10,746)  (53,257)

Profit for the financial year from continuing operations  40,011  33,766  36,682  53,174  163,633 

Discontinued operation

Loss for the financial year from discontinued operation  (3,388)  (2,299)  (2,403)  332  (7,758)

Net profit for the financial year  36,623  31,467  34,279  53,506  155,875 

Net profit for the financial year attributable to:

Owners of the Company from

-	 continuing operations  36,104  31,644  33,867  52,002  153,617 

-	 discontinued operation  (1,931)  (1,310)  (1,370)  189  (4,422)

Non-controlling interests from

-	 continuing operations  3,907  2,122  2,815  1,172  10,016 

-	 discontinued operation  (1,457)  (989)  (1,033)  143  (3,336)

 36,623  31,467  34,279  53,506  155,875 

Basic EPS (sen)

-	 continuing operations  0.85  0.73  0.78  1.17  3.53 
-	 discontinued operation (0.05) (0.03) (0.03) 0.01 (0.10)

G R O U P  Q U A R T E R LY  P E R F O R M A N C E


