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OPI is now a reality in South Africa’s market, and
businesses have to adapt, or face the consequences.
According to the ITWeb’s OpenText POPI Survey, a
startling 50% of local organisations admit to being illprepared for implementing POPI.
Business owners who are compliant will according to
experts, capitalise on driving value from information,
those that fail to comply will suffer from dire financial
consequences in fines and even loss of business revenue.
In this issue we also provide feedback on the successful
Data Centre Summit 2018 and an interesting piece entitled
Money-grabbing EU snaffles $5 billion from Google
written by Ivo Vegter.
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Money-grabbing EU snaffles
$5 billion from Google
The massive fine against Google by European competition authorities is a money
grab that hardly benefits its own consumers, and raises prices for everyone else.

IVO VEGTER

T

he European Commission has slapped
Google with a EUR4.34 billion ($5
billion or R67 billion) fine for engaging in
'illegal practices to cement its dominant
market position in internet search'.
It accuses Google of requiring Androidbased handset manufacturers that want to
use Google's Play Store to also pre-install
Google Search and the Chrome internet
browser. It also accuses Google of paying
manufacturers and network operators not
to pre-install rival search engines, nor to
use mobile operating systems that compete
with Google's version of Android. These
acts are illegal under EU competition law.
The Commission itself acknowledges
Google's right 'to set technical
requirements to ensure that functions and
apps within its own Android ecosystem
run smoothly'. It is arguable that this is
exactly why Google expects a consistent set
of default applications. Allowing handset
manufacturers to chop and change what
they install risks harming consumers
who do not have the technical expertise
to solve problems resulting from software
incompatibilities.
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The language of the ruling refers
to 'licensable smart mobile operating
systems', which means that the EU is
punishing Google merely because other
handset manufacturers use its Android
operating system. Rivals like Apple have
even more exclusive and restrictive rules
about the software on their smartphones,
but get away with it because they
manufacture their own handsets.
It's clear Apple acts even more anticompetitively than Google does, but
it appears to get a free pass from the
European Commission.
Google pre-installs Chrome on Android
handsets, for example, but permits users
to install rival browsers and open them
by default for internet links. Apple preinstalls Safari, but while it is possible to
install an alternative browser, it is not
possible to change in which browser links
open by default. Google allows alternative
app stores on Android handsets, but on
Apple handsets, this is forbidden. Clearly,
Apple acts even more anti-competitively
than Google does, but it appears to get a
free pass from the European Commission.
The EU has a long history of extracting
cash from large technology companies.
It first went after Microsoft in 2004 for
supposedly forcing Windows Media Player
on consumers who bought Windows PCs.
A series of large fines followed over the
next decade for non-compliance with
this ruling, and similar ones involving
the Internet Explorer browser. The total
siphoned from Microsoft amounts to
EUR2.2 billion.
Intel was hit with a fine of EUR1.06
billion in 2009 for its actions towards rival
chip-maker AMD. Philips, LG, Panasonic
and others were fined a total of EUR1.47
billion for allegedly running a cartel in
2012. Facebook paid EUR110 million over
its acquisition of WhatsApp in 2017. Google
was fined EUR2.4 billion just last year,
over prioritising its own Google Shopping

results in Google Search. Qualcomm
coughed up EUR997 million earlier this
year over a deal with Apple. Apple is itself
under investigation over its acquisition of
music app Shazam. This brings to EUR11.1
billion the fines levied by the EU against
global technology companies over alleged
anti-competitive behaviour.
Being able to fine companies a staggering
10% of their annual global revenue - which
would work out to $11 billion for Google's
parent company, Alphabet, alone - is a
great money-spinning racket for the EU.
It is questionable, however, how much
European citizens or anyone else stand to
benefit from such decisions.
Being able to fine companies a staggering
10% of their annual global revenue - which
would work out to $11 billion for Google's
parent company, Alphabet, alone - is a
great money-spinning racket for the EU
If the EU's record with Microsoft is
anything to go by, enforcing compliance is
hard or impossible to do. The tech giant just
meekly submits to paying off the European
regulators every other year, without
substantively changing its behaviour.
At best, this ruling will make it easier
for handset manufacturers to offer nonGoogle builds of Android on their devices,
and for consumers to install alternative
browsers, search engines and app stores, in
Europe. This may spur some competition,
but it will also likely fragment the market
and confuse consumers who use 'google' as
a verb and couldn't care less what browser
they use, as long as it works. Those who
do care, and don't like Google products
(like me), probably already use alternative
browsers and search engines anyway.
In the rest of the world, the existing
deals with handset manufacturers and
network operators will not change. Those
consumers will not benefit at all, but
they will end up paying higher prices to
reimburse companies for the high cost of
doing business in Europe.
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BT-SA sponsorship contributes to skills
development
BT-SA, a local ICT infrastructure solutions provider, is instrumental
in changing the lives of young South Africans through its
learnership programme. This is possible because of its partnership
with the Award Enterprise Incubator which enables prviously
disadvantaged and disabled learners. Recently two groups of
six learners graduated with national certificates in Business
Administration and Environmental Management. "We are proud
to be part of shaping the future for others in this learnership
programme," says BT-SA Director, Themba Gumbi.
www.bt-sa.co.za

Giving back on Mandela Day
EduPower Skills Academy, joined by the popular East Coast Radio
afternoon drive-time DJ, Mags, in making a difference in the lives
of those living at Ashley Village. Run by the QuadPara Association
of South Africa (QASA), Ashley Village in Pinetown is home to 16
people with disabilities, as well as the head office of QASA's KZN
branch. In the true spirit of Mandela Day, Mags, the EduPower
team as well as groups from Derivco and Shave's Paint spent the
day at the Village cleaning up, gardening, sanding and painting
building interiors and exteriors.
www.edupower.co.za

Hootsuite partner in Africa
Brands need to ensure communication is managed properly
throughout the business, but more so on social media platforms.
With more than 16 million users globally, Hootsuite's enterprise
solution supports social network integrations and combines with
practically any software solution. Rob Godlonton, CEO of EOH
ICT, says, “We are proud to have Hootsuite as one of the partners
our customers and clients can leverage and this partnership is an
innovative step in supporting brands in their digital transformation
journey by integrating social with the rest of the business process."
www.eohcoastal.co.za

Tailored leasing solutions
Leading leasing partners InnoVent, who offer subsidised finance and
robust lifecycle management solutions, is transforming the leasing
industry. With its holistic approach that looks at an end-to-end
asset management solution instead of just leasing, they have found a
way to tailor solutions for each stage of an asset's lifecycle.
www.innovent.co.za

Strong performer

Carey van Vlaanderen, ESET South Africa

ESET has been named a ‘strong
performer’ in The Forrester
Wave: Endpoint Detection and
Response, Q3 2018, report.
The company was identified as
among the most significant EDR
providers and ESET South Africa
CEO, Carey van Vlaanderen says,
“We are extremely proud to offer
a sophisticated combination of
strong endpoint protection with
an EDR solution.”
www.eset.com

Legal battle continues
Software as a service technology
company, e4, has reiterated its
support for conveyancers and
legal practitioners. This follows a
recent ruling in the Pretoria High
Court, against ProxiSmart, which
found administrative processes
inherent to property transfers in
South Africa should remain within Clive Bredenkamp, e4
the ambit of the legal fraternity.
ProxiSmart, a new kid on the block, a disrupter, sent the South African
legal fraternity into panic mode with a plan to snatch from lawyers a
significant portion of conveyancing work. ProxiSmart plans to appeal.
www.e4.co.za

Taking agile beyond software
Agile development should not only engulf software development
but also all departments within a business say Scott Ambler and
Mark Lines, world authorities on agile development, speaking at
IndigoCube's Business Agility event. “There is no secret recipe nor
shortcut to successfully becoming agile,” says Ambler, "Developing
an agile capability is more than telling your software developers
to use a new tool that helps them code applications faster. It's
about changing the way you do business, the way you run the
organisation, and the way you serve customers.”
www.indigocube.co.za

Mobile solutions for hazardous areas
BARTEC's enterprise mobility and automation range for explosionhazard areas make their mark with excellent performance and
thorough consistency, from non-hazardous to hazardous areas.
Reliable communications between virtual and physical devices and
rapid recording, transmission and processing of data are essential,
according to Roan Safety Products. The advantages of using mobile
control devices are obvious across industries, the company explains.
It adds that for security reasons, such as personal protection
functions, for example, a call to the emergency and rescue services
can be automatically sent in a crisis situation, especially important in
areas with high and dangerous emissions.
www.roan.co.za

New branch manager
Amiena Carelse has been appointed Branch Manager of BT-SA in Cape
Town. Carelse is a strong leader, has a well-established relationship
with the local customers and is very hands-on in the operations side.
www.bt-sa.co.za

Nedbank’s digital ambassador
Pepper, Nedbank's fully programmable humanoid robot, attended
Meeting of Minds: ITWeb Artificial Intelligence 2018 in Johannesburg
at the beginning of August. Fabio Mione, Head of Nedbank
Integrated Channels Project, Change and Strategic Execution office,
says Pepper is the first working humanoid robot in Africa. "Pepper
is Nedbank's Digital Ambassador employed to engage, educate and
delight clients. She is touring our branches countrywide, interacting
with existing and prospective clients on Nedbank's products and
services, including digital and self-service offerings,” says Fabio.
www.itweb.co.za
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Self-service portal for
agencies and brands
Grapevine has released its USSD
self-service portal. With no
coding required, marketing and
CRM professionals can rapidly
design USSD-based mobile
communication services for a
variety of uses, including realtime customer conversation.
Nick Orton, CEO of Grapevine
says: "Our chief aim was to help
solve the problem of cost and
complexity.”
www.grapevinegroup.co.za

Nick Orton, Grapevine

Channel Survey adds immense value
The first edition of the definitive annual survey to track and analyse
the key trends and issues affecting the local IT vendor, distributor
and reseller channel is being conducted by The Margin magazine
and ITWeb, in association with Axiz, Dell EMC and Microsoft. The
South African IT channel operates in a highly competitive market
and The Margin's channel survey will examine the current state of
the channel sector, as well as identify which players are excelling
and which have some work to do. The analytical research, based on
surveying leading IT channel players, will provide valuable insight
into key trends.
www.itweb.co.za/surveys

Made in digital
Germany
partnership

Werner Engelbrecht,
Kyocera Document Solutions

Business as usual
At Kyocera Document Solutions
South Africa, it's business as
usual with new GM, Werner
Engelbrecht, at the helm.
Kyocera is still looking after
its partners and their clients
with professionalism and
commitment.
www.
kyoceradocumentsolutions.
co.za
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The European 4.0
Transformation Center
(E4TC), a collaboration
platform by the RWTH
Aachen Campus of the
Aachen University, and
Software AG, a provider of
digitalisation and IIOT, have
announced a partnership
for digital transformation of
e.GO Mobile's production.
e.GO Mobile is a visionary
start-up from the Campus
that produces economical
and customer-centric electric
cars. Its new facility in Aachen
Rothe Erde has already
started production. E4TC
helps manufacturers achieve
rapid digital transformation.
Based at the Campus,
the centre is unique in
combining the specific tasks
necessary for realising digital
transformation with the
campus's research activities.
www.softwareag.com
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Digital acquisition continues
Zensar, an RPG company, and the management of Indigo Slate,
have entered into a definitive agreement for Zensar to acquire the
US-based company. Indigo Slate is a digital marketing focused
customer experience agency. The addition of Indigo Slate will
strengthen Zensar's capabilities in this fast-growing segment.
In 2017, Zensar also acquired Foolproof, a UK-based digital
experience firm, to build its digital services business. Digital
revenues have been growing at a 30% CAGR for Zensar and
contributed to more than 38% of Zensar's 2018 revenue.
www.zensar.com

Streamlining SA’ healthcare
EOH are partnering with global health information exchange
software company, Orion Health, to broaden their footprint into
Africa together. Through this partnership, the companies will go to
market with world-class solutions that facilitate the streamlining
of the healthcare experience. At the same time enable secure,
consensual sharing of patient healthcare data between clinicians,
healthcare providers and other medical administrators.
www.eoh.co.za

Bootcamp graduates ready for market
Three months ago, 10 interns walked into Software AG's offices in
Johannesburg to start the 2018 Adabas and Natural Bootcamp. This
is the first time such a programme has been operated in Africa and
taught the fundamentals of Adabas and Natural. Along with coding,
writing applications, enterprise architecture and maintenance of
existing code. It also included modules on business relevance and life
skills. The programme is now MICT Seta-approved with South African
Qualifications Authority's (SAQA) accreditation, and was created to
fill the need for young Adabas and Natural developers in the market.
www.softwareag.com

Evolving role of CIO
The ninth edition of the annual ITWeb Brainstorm CIO Directory
profiles over 200 of Africa's top ICT decision-makers. The directory
provides a handy guide to the executives responsible for making
the technology decisions at South Africa's leading organisations, in
both the public and private sectors. In addition to 204 CIO profiles,
this invaluable compendium provides professional focus articles
examining how the CIO's role is evolving in the era of digitalisation
and business transformation. Ranka Jovanovic, editorial director
of the ITWeb Group, says the directory has become an eagerly
anticipated 'Who's Who' of the people who drive technology
strategy in South Africa.
www.brainstormmag.co.za/shopx

Rebranded
managed
services
Keen to offer a more
cohesive package,
NBConsult has given its managed services offering a fresh new feel
and a new name, NBConnect. "When people think of NBConsult,
they typically think of a high-end IT consultancy," says Pierre
Devereux, NBConnect operations manager. "In a nutshell, the
NBConnect managed services offering takes care of your IT.”
www.nbconsult.co.za
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Agile experiments

Calton Nhando, IndigoCube

Business agility is the outcome of
an operating model that meets
the needs of a rapidly changing
and complex world, says Calton
Nhando, digital consultant at
IndigoCube. “But, most businesses
can't do this properly yet because
they use outdated methodologies. To
continuously experiment, you have
to have the right platforms in place.”
www.indigocube.co.za

Top three software
testing trends

Achieving financial
security

A big part of the process for
software testers is identifying
the most common issues its
customers face, so it can better
assess the steps being taken
in solving problems faster and
more cost-effectively. The
three top software testing
trends of the year (so far) are
mobile testing and device
farms, performance testing,
and speed of testing relating
to test automation, says
Mario Matthee, Head of SQA
Architecture and R&D, Global
Testing Solutions, DVT.
www.dvt.co.za

SME owners wear many hats
on any given day. "Given the
high-stress nature of starting,
and running, a small business,
day-to-day administrative and
financial tasks can sometimes
take a back seat,” says Gary
Epstein, Managing Director at
EasyBiz QuickBooks, “this not
only results in increased pressure
when approaching tax season, but
can also lead to serious financial
trouble which is hard for a small
organisation to recover from."
Financial security needs to be a
key objective for all SMEs he adds.
www.quickbooks.co.za

Managing
performance
Dynamic EPM from Infor offers
modern intelligent business
and financial performance
management capabilities, says
Woudre Van Zyl, team leader BI/
EPM Consultants at Softworx.
"Dynamic EPM is something
that every business needs. Every
finance and planning function will benefit from this planning,
consolidation and strategic management software." As a standard
in the era of digital transformation, it can be deployed on-premises
or in the cloud. A hybrid offering is being developed. The critical
question... Is your strategy talking to your budget?"
www.eoh.co.za

Supporting SA’s small business
One of the most challenging elements of running a small business
has to be staying on top of the company finances, while also
managing day-to-day operations, sales and human resources,
along with regulatory and legal admin. Gary Epstein, Managing
Director at EasyBiz QuickBooks, says “SME owners need to have a
clear solution to help alleviate the financial management pressures
associated with running a business; especially when they have no
budget to hire a full-time financial expert.”
www.quickbooks.co.za

INDUSTRY SOLUTIONS
Prioritising access
to clean water

21st century security
The password may have been an effective security measure
when it was first implemented in the 1960s, but in today's cyber
criminal ridden world, a better solution is required, says Vasilis
Polychronidis, CEO, iCrypto. No matter what governance is
enforced, how legislation is structured and what levels of compliance
are implemented, companies will continue to face the same security
challenges over and over again. True security will only be achieved by
changing the behaviour of the people Polychronidi explains.
www.icrypto.com

Innovative security
solutions for modern
data centres

Kurt Goodall, Troye

The NetScaler SD-WAN device
forwards the internet and cloud
application traffic to the Zscaler
Cloud Security Platform,
says Kurt Goodall, technical
director at Troye. The Zscaler
Cloud Security Platform acts as
a series of security check posts
in more than 100 data centres
around the world and gives IT
teams peace of mind.
www.troye.co.za

Mehmood Khan, SAP Africa

To support its water and sanitation
efforts, the City of Cape Town
implemented a comprehensive
mobile solution for the
automation of asset management
and field service processes. SAP
Work Manager empowers the City
of Cape Town's workforce with
digital tools to install, inspect,
maintain and repair water and
sanitation assets more efficiently.
www.sap.com

The perfect fit
Managing multiple companies, branches, divisions and warehouses
through a legacy ERP solution and multiple spreadsheets is
quite a challenge. DLM realised the need for a fully integrated
solution to provide complete control throughout the business.
Primarily involved in the development, design and manufacture of
intrinsically safe electronic equipment and software suitable for and
utilised in the international petrochemical industry; the company
selected the fully integrated Embrace end-to-end ERP solution.
ACS-Embrace's ability to accommodate DLM's evolving business
requirements, growth and provide local support were major
considerations for a rugged, stable, fast system with 100% uptime.
www.embrace.co.za
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POPI SURVEY
By SIBAHLE MALINGA

In the dark about POPI
Half of local firms surveyed are not ready for the Protection of Personal Information Act.

T

he survey was conducted by ITWeb in
partnership with enterprise information
management services company OpenText,
to find out how ready organisations are to
comply with POPI and the EU’s General Data
Protection Regulation (GDPR).
Run from 19 to 27 March, the survey
captured a cross-industry sample of 108
responses from professionals working at
all levels: executive managers, operational
managers and IT staff.
When asked how well versed they are about
POPI compliance requirements, 50% said they
were not clear what steps they are required to
take in preparation for the Act, while just over
a third (31%) were not sure how they needed
to prepare. Another 13% admitted to requiring
someone to assist them to meet the POPI
compliance requirements.
While the Act was signed into law on 26
November 2013, it is not yet fully operational.
Once implemented, POPI is expected to change
the way businesses approach the protection
of customer, employee and stakeholder
information, through the regulation of how the
data is processed.
Around 44% of respondents said they
were unsure of the required time frame given
to report a data breach to the Information
Regulator, while 40% said 72 hours, and 15%
said organisations had to report a data breach
within 12 hours.
Where there are reasonable grounds to
believe the personal information of a data
subject has been compromised or acquired
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by any unauthorised person, POPI stipulates
organisations have to report a data breach
to the Information Regulator as soon as
reasonably possible, after the discovery of the
compromise.
Established by the South African
government in 2016, the Information
Regulator was one of the conditions set to
function in accordance with the POPI Act and
the Promotion of Access to Information Act.
It has extensive powers to investigate and can
fine firms that don't comply up to R10 million.
While 64% said their company has a
strategic plan to meet POPI requirements,
19% were unsure and 18% admitted to not
having any plan in place.
Furthermore, a third of respondents
were not sure if they were compelled to
comply with the GDPR, which went into
effect on 25 May, and just over half (51%)
acknowledged they had to comply, while 20%
were unsure.
Non-compliance consequences
Okyerebea Ampofo-Anti, partner in the
commercial litigation department at law
firm Webber Wentzel, says South African
businesses are in for a rude awakening once
POPI takes effect.
Ampofo-Anti believes the lack of awareness
of cyber security threats in South Africa means
the first sanctions from the Information
Regulator will have dire consequences for
those involved, as too little is being done in
preparation for the full implementation of the
POPI Act.
“The most important aspect of POPI from
a cyber security point of view is condition
number seven, which deals with security
safeguards. It places a burden of responsibility
on the company, to ensure the integrity and
confidentiality of the personal information
in its possession. At the same time requiring
you to be proactive, in identifying foreseeable
internal and external risks, plus establish
and maintain appropriate safeguards,” she
explains.
Content management
The POPI Act states that all collected and

stored information must be captured
accurately, and there must be measures
in place that safeguard it. Experts advise
companies to use content management
systems, aimed at organising, facilitating and
securing content, to make it easier to meet
POPI's stringent security requirements.
Around 40% of respondents said their
company has a content management solution
or initiative for the organisation, 21% were
unsure and 18% did not have one.
When asked if their organisation is able
to identify and locate unstructured data
(information from e-mails, voice recordings
and social media) in real-time, 66% answered
yes and 20% said no.
Lenore Kerrigan, country sales director
at OpenText, says information management
programmes, whether initiated for
strategic business objectives or compliance
requirements, provide an opportunity for
organisations to focus on driving value from
large volumes of information.
Kerrigan warns that if an organisation
cannot provide reliable, trusted and protected
data to meet POPI requirements, there will be
consequences.

ABOUT THE SURVEY
The 2018 POPI Survey, in partnership with
OpenText, was run online on ITWeb for a
period of two weeks to gain valuable insight
into the POPI strategies of SA organisations.
1

2

3

If companies feel they are currently POPI
compliant;
Whether organisations have a strategic plan
to meet POPI requirements;
If companies are aware of the information
life-cycle.

WHO RESPONDED
•
•
•

A total of 108 responses were received
for the POPI Survey.
36% of respondents are Executive
Management or MDs and 32% middle
management.
16% of survey respondents are from
fairly large companies with between
501-5000 employees and 8% are
from multinationals with over 10 000
employees.
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POPI SURVEY

Do South African entities also have to comply
with the EU General Data Protection Regulation
(GDPR)?

According to the new POPI legislation, the time
a business has to report a data breach to the
information regulator is?
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Does your company have a strategic plan to
meet POPI requirements?

Does your company have an enterprise
information management strategy in place?
51%
Yes

64%
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36%
No
13%
Unsure

•
•
•
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19%
18%
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Would you be interested in discussing enterprise information management solutions,
which will enable POPI/GDPR compliance?
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The risks and
benefits of
compliance
are real.
Do you have all your data under
supervision and control?
Laws, acts and industry regulations
e.g. The Protection of Personal
Information (PoPi), General Data
Protection Regulation (EU GPDR)
and the California Consumer
Privacy Act (CCPA) impose
stringent requirements about how
organisations store and handle
their personal and business data.
OpenText can help you to turn
these threats into opportunities.
Engage with us to act now!

Our EIM products enable business to grow faster,
lower operational costs and reduce governance and
security risks by improving business insight, impact
and process speed.
Call us on: 0110529825

visit opentext.com
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New Enterprise Digital
Twin Framework
Software AG has announced the
availability of a new Enterprise
Digital Twin Framework, which
is built on the company's ARIS
platform. It enables enterprises
to create a digital model that
mirrors the characteristics,
inter-dependencies and
interrelationships of their
processes, systems and assets.
The Framework ensures
processes are tightly linked and
connected across the enterprise
with real-life data.
www.softwareag.com

Dr Wolfram Jost, Software AG

Foundation of accelerated growth
Through the effective use of data, accelerated growth is driven.
However, according to James Hickman, Managing Director at
South Africa Qlik Master Reseller (SAQMR), an EOH company, data
is often as much a problem as it is a solution. "We are witnessing
the evolution of data warehouses and lakes, as they transform into
data swamps and graveyards. Gartner has estimated that by the
end of this year, up to 90% of the data will be useless. The focus
must now be on utilising the data that delivers real insights, and
measurable value."
www.saqlik.com

COMPUTING
Companies at risk of unauthorised access to
critical data
Recent local cyber attacks are a forewarning of things to come, and
it clearly shows the vulnerabilities of South African companies.
Although in recent attacks customers have not necessarily suffered
any financial losses, this could quickly change with personal and
financial information in the hands of cyber criminals. Troye technical
director Kurt Goodall points to a number of defence mechanisms to
protect one's business from threats. "These could include malicious
URL requests, viruses, advanced persistent threats (APTs), zero-day
malware, adware, spyware, botnets, cross-site scripting, and much
more. "Troye provides a world-class Web application firewall, which
is ICSA, Common Criteria and FIPS-certified.”
www.troye.co.za

Digital transformation journey: Phase three
Laserfiche has been driving innovation within businesses using
its Digital Transformation Model (DTM). This guide provides the
necessary insights into digitally transforming a business. The third
phase of DTM is about automating and eliminating inefficient
processes. Relying on inefficient, manual processes that are not
standardised, waste both time and resources. In this phase, you
will be taken on a journey to automate manual processes and tasks
to increase efficiency, standardise your processes and reduce the
risk of regulatory non-compliance, like POPI, for example.
www.noscotek.co.za
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Digital transformation: Phase one
Laserfiche, a leading provider of enterprise content management
solutions, has launched the Laserfiche Digital Transformation
Model (DTM), a framework for organisations to develop efficient
digital workplaces. The model highlights five strategic phases of
digital transformation, outlining the challenges, actionable steps
and benefits for completing each phase and future-proofing an
organisation. Digitising your documents is the first phase of DTM.
Your business is in phase one of the DTM if you are still generating a
lot of paper, spending excessive amounts of money on storing this
paper and unable to ensure the security of your documents.
www.noscotek.co.za

Digital transformation: Phase two
Your organisation is in phase two of the Laserfiche’s DTM if you already
have a process for digitising documents and a place to store them.
However, you still need help organising them, so they are easy to find. A
lack of established rules and classification, documents spread over multiple
hard drives and the inability to find information lead to wasted time,
difficult collaboration, and time-intensive costly compliance procedures.
www.noscotek.co.za

Building digital concepts through
transformation
Nowadays, agile manufacturing practices are a necessity in meeting
increasing demands. Meaning ever shorter product life cycles must
be delivered and to achieve increased demand. Companies shying
away from the digital transformation journey will soon be outpaced.
This was highlighted during a roadshow by Softworx, Infor's Master
Partner in Africa. Heilet Scholtz, Executive at Softworx says, "This
digital revolution is giving businesses the power to deliver value with
connected intelligence, greater access to reliable information, and
the implementation of exceptional, automated systems that work."
www.eoh.co.za

Increasing user
adoption

Louise Thompson, SYSPRO

“When your enterprise resource
planning system is easy to use, can
be personalised, and is familiar to the
end-user, you will not only make
them more efficient and productive,
but support a quicker uptake of your
new system,” says Louise Thompson,
Chief Services Officer at SYSPRO.
www.syspro.com

INTERNET
Surviving BlackFriday
Is your Web site or mobile app prepared for the high volumes of traffic
expected on Black Friday (and Cyber Monday)? Ferdinand Nell, lead
Consultant, Test Automation/Performance Testing at DVT Global
Testing Solutions, says too many companies do not prepare for the high
volume of traffic hitting their Web sites that day. In November 2017,
several of South Africa's largest e-commerce Web sites crashed. Black
Friday this year is on 24 November, the day after Thanksgiving (Friday)
in North America and takes place in countries all around the world.
www.dvt.co.za

COMPANY NEWS

CHANNEL

HARDWARE

Turnover boosted by 35%
Branders Printing Co, a family-owned print business in Boksburg,
needed a digital printer that could offer fast turnaround on items
such as customised manuals, business cards, envelopes, signs,
banners, and letterheads. The answer lay in the new Xerox Versant
180 colour digital press from Bytes Document Solutions' (BDS)
authorised service partner, XBC-IT. "Our customers also wanted to
be able to have items printed to order, which cuts costs and saves
time. The Versant 180 met all our requirements and more," says
Francois Branders.
www.bdsol.co.za

Microsoft 2018 Partner of the Year
Cloudera won the Microsoft 2018 Global Partner of the Year
Open Source Data and AI Award, for demonstrating excellence
in innovation and implementation of customer solutions based
on Microsoft technology. "With our modern platform, large
enterprises can use techniques like machine learning, artificial
intelligence, self-serve analytics and stream processing to get
maximum value from their data,” says Philippe Marinier, vice
president business development at Cloudera.
www.cloudera.com

Improving workplaces
As mobility and security dominate the working environment,
Xerox has introduced Workplace Solutions that includes print
management and mobility offerings available in cloud or onpremises server versions. Ideal for companies operating fleets
of printers and multifunction devices, the new offerings ensure
customers' print devices are as connected as their employees
are, without sacrificing convenience, security or affordability.
"The development of Xerox Workplace Solutions is our way of
walking the walk by delivering market-leading security and
mobility features, while helping customers drive costs out of their
print environment," says Tracey Koziol, senior vice-president,
Workplace Solutions Business Group, Xerox.
www.bdsol.co.za

NETWORKING

Tank Industries OSP range solutions through products

Solutions through products
Tank Industries, a specialist manufacturer of telecoms, fibre-optic,
power and electronics accessories, also offers a wide range of
protection products, cable cleaning and network marking products
and fibre-optic closures specifically for FTTX networks. Other
products include OSP products such as customer premises units,
indoor and outdoor distribution boxes and slack bins.
www.tank.co.za

The new Panomera S8 Ultraline

Improved resolution
Since 2011, the patented Dallmeier Panomera multifocal sensor
technology has provided comprehensive video protection. The
new Panomera series, the Ultraline, has exceptionally high effective
resolution for these situations, delivering up to 190 megapixels at 30fps.
www.dallmeier.com

First INKpressions
count

Complete point
of sale system

With a legacy built on a
'customer first' approach,
Brother's business printers
and Multi-Function Centres
(MFCs) continue to win
awards having won the
PCMag Readers' Choice
Award for an unprecedented
nine years in a row, as well
as the PCMag Business
Choice Award for the past
five years. "Brother's latest
Inktank range aims to
strike the perfect balance
for customers by delivering
outstanding print volumes,
professional quality prints,
and expanded capabilities,"
says Dale de Villiers,
Marketing Manager at
Brother South Africa.
www.brother.co.za

According to the Printer
Distribution Company,
mobile point of sale (mPOS)
solutions are ‘must-haves’
for business nowadays.
Customers are no longer
willing to stand in long
lines to complete sales
transactions. They want
options that allow them to
pay for their items quickly,
at the same allowing them
to pay from locations other
than the stationary checkout
lane. With mPOS solutions,
retailers can accept payments
in store aisles, at temporary
checkout stations on the
sales floor and, in the case of
sidewalk sales, in front of the
store itself.
www.tpdc.co.za

Seven workflow innovations
By 2020 it is envisaged 78% of SMEs will be utilising cloud computing.
So why should the printer not accommodate the digital information
flow. Justin Doyle, Content Marketing Manager at Xerox, says there
are seven innovations business should ensure its printer should have
to keep work flowing efficiently: be mobile and cloud ready, have
translation services, along with priority printing, automation and
personalisation, along with colour when you need it plus help and
remote administration.
www.bdsol.co.za
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REPORTBACK: DATA CENTRE SUMMIT 2018
By REGINA PAZVAKAVAMBWA and SIBAHLE MALINGA

Developing the data centre in
meeting Africa’s challenge
There are definite realities to engaging the continent.
irregular and high cost of connectivity and
unreliable power grids are some of the issues companies face in deploying data centres on the continent, says McCann. "It's
challenging when looking at investment
because as an investor, you need to look at
trying to serve Africa from a location that
is not in turmoil."
Dr Angus Hay, general manager, South
Africa Data Centre, says building data
centres in Africa is no longer simply about
competing in the local markets, but about
becoming globally competitive in order to
attract major cloud providers.
"While there is some local competition,
the reality is we are being benchmarked
against global data centres. The first step is
determining where to deploy a data centre.
Location obviously depends on various
things like power, climate for cooling and
property laws along with regulations and
Internet connectivity."
Michele McCann, business development
manager for Teraco

T

he move by major cloud providers to
invest in Africa and the growing digital
economy is driving the demand for data
centres on the continent.
At the ITWeb Data Centre Summit 2018
hosted in July in Johannesburg, speaker
and business development manager for
Teraco, Michele McCann explained that
global players are looking to invest in the
continent – but there are challenges to doing business in Africa.
Global players that are active in SA include Microsoft, IBM, Google, Oracle, SAP
and Amazon.
Last year, Microsoft announced its intention to deliver cloud services from data
centres in Johannesburg and Cape Town in
2018. Plus Amazon Web Services opened an
office in Cape Town.
Political volatility, unregulated environments, lack of skills, equipment costs,
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Dr Angus Hay, general manager,
South Africa Data Centre

REPORTBACK: DATA CENTRE SUMMIT 2018

The greatest challenge facing the continent is power, says Hay, and data centre
organisations should work together with
local authorities.
"We need to look towards incentives.
What we need is an association among us
to lobby and drive regulation and legislation to help support the development of
data centres in Africa as we have seen happen in telecoms."
Alan Browning, hyper-converged solutions specialist at Lenovo South Africa,
notes there are a couple of pockets of excellence in the African data centre market,
highlighting Kenya and SA as being at the
forefront of developing this sector.
"You would think Nigeria will have more
investment opportunities but it comes
down to the regulatory environment. The
deregulation in SA makes the country
more attractive," says McCann.
Adding that 85% of the African data
centre co-location space will continue to
come from seven African countries: South
Africa, Egypt, Morocco, Tunisia, Nigeria,
Kenya and Ghana.
"However, the rest of Africa is still
struggling from the traditional problems
the continent faces when deploying data
centres, specifically access to finance to pay
for the latest technology, says Browning.
"The rest of Africa lags in terms of adopting the latest and greatest technology.
They are still about deploying everything
on-premises and not really using the cloud
a great deal."

through other cloud services, will add up
to a total of around 165 000 new jobs created by 2022."
Currently, many African companies rely
on cloud services delivered from outside
the continent.
"We've taken the opportunity of using the data centre investment to create
some crucial skills in the local ICT sector,
through a number of new initiatives such
as the Microsoft Cloud Society Programme,
which provides free online access to all our
educational content. Users can learn anything from the basic fundamentals of Azure
to data science,” says Valley.
"Through its educational programmes,
Microsoft can take someone right out of
school and train them to be a software
engineer or a data scientist, using the right
methodology and mentoring processes. We
also have a sub segment of the Microsoft
Cloud Society Programme called the Data
Centre Cloud Insight Programme, which
already has 2 000 registered trainees who
want to learn about the fundamentals of
cloud computing."
It is therefore important for South African businesses to start upskilling employees to get ready to take advantage of the
opportunities the new data centres will
bring, Valley points out.
Business value
Microsoft has a worldwide network
connecting over 100 data centres on every

Alan Browning, hyper-converged solutions
specialist at Lenovo South Africa

major continent across the globe. The local
data centres will address some common
cloud 'blockers' for many industries, he
added.
"From a performance perspective, the
new data centres can be expected to significantly improve connection and latency
issues for developers and partners, and
even small businesses, fuelling local innovation, and creating infinite opportunities," he concluded.

Microsoft and job creation
The Microsoft Azure data centres due to
launch later this year, combined with
other local cloud services, will create
around 165 000 new jobs in SA through
2022 according to Asif Valley, cloud
development lead at Microsoft.
Discussing the impact of the Microsoft
Azure data centres, currently being built
in Cape Town and Johannesburg, Valley
explains that while the technology giant's
investment in the local data centres aims to
address business and regulatory requirements across many markets, the project
will also drive massive growth in the ICT
sector through creating thousands of new
job opportunities.
"With the investment Microsoft is making in SA, we expect the Microsoft ecosystem to contribute around 53 000 new jobs
by 2022. That number, combined with the
112 000 new jobs expected to be generated

September 2018

|

13

INDUSTRY INSIGHT: ARTIFICIAL INTELLIGENCE

Making the case for
expert logic
Here's why artificial intelligence solutions won't transform your
company's assisted service capability.

Ryan Falkenberg, co-founder and co-CEO
of CLEVVA

A

s pressure mounts on call centres to
offer improved customer experiences
at reduced costs, many are turning to
new technologies, particularly artificial
intelligence (AI).
Many of these innovations are focused
on making agents more efficient, but if AI's
really going to change contact centres, the
core role of the agent itself has to evolve.
Intelligent learning systems
A key issue across all contact centres is the
time it takes to upskill new agents. As a
result, some contact centres are turning to
AI technologies to improve the way their
agents learn.
Ditching the more traditional prescribed
curriculum and assessment approach,
these technologies focus on flexibility and
collaboration. They aim to put the learner
first, predict what they want and need,
and deliver it to them without prompting.
Because the materials adapt and respond
to the learner, learning is faster and more
effective.
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Intelligent call routing
Other forms of AI focus on ensuring
customers are routed to the agent most
likely to be able to help them.
This is either done by using voice
analytics to digitally validate the customer's
need, or using customer data to predict
their needs. Under this model, complex
AI algorithms consider factors including
training modules completed, previous
customer ratings linked to that call type,
current availability, and the number of
similar calls they have fielded.
The view is that with an intelligent
knowledge base, agents will receive
whatever knowledge there is more easily
and more intuitively than ever before.
The idea is that by matching the right
agent to each call, the probability of a
successful outcome will be increased.
Intelligent knowledge bases
Even the best trained contact centre agents
are human. They will forget stuff from time
to time. To make that less of a problem, a lot
of work is being put into technologies that
can help them call up knowledge instantly.
Predictive algorithms, for instance, work
out what an agent would find useful based
on a wide range of data points, and then
proactively offer the agent these options as
they are on the call.
Virtual assistants, meanwhile, allow
agents to type a request using natural
language and for the assistant to help locate
it for them, much like a dutiful librarian.
These new search capabilities are great,
but they can't reflect the multi-dimensional
nature of expert logic. They can describe
one example at a time, but rely on the
reader to make the interpretation.
That said, the view is that with an
intelligent knowledge base, agents will
receive whatever knowledge there is more
easily and more intuitively than ever before.
Targeting the symptoms not the cause
In reality, we can improve agent training,
call channelling and knowledge bases as

much as we want, it won't fundamentally
turn the dial. All these approaches depend
on a capable agent ultimately answering
the call. And that is where the core
problem lies.
By expecting agents to know everything
required to correctly answer customer
queries in line with a prescribed formula,
we immediately limit our ability to scale.
People learn differently and at different
speeds. This means any change to policies
or products can be incredibly disruptive.
As a result, contact centres end up with
over-specialised agents and struggle to
juggle varying call volumes and customer
query types. Energy is also wasted doing
quality control on calls that have already
been fielded and where the damage has
already been done.
Unless we can find a way to completely
rethink our approach to assisted service,
our efforts to reduce costs and improve
service levels will remain incremental at
best.
Redefining the role of the agent
With the increase in digital self-service,
customers will tend to utilise assisted
service for a more empathetic, human
facilitated experience.
To facilitate these kinds of empathetic
experiences at scale, there needs to be a
shift in focus from training and knowledge
management to customer engagement.
That means leveraging human capabilities
like empathy and conversational ability,
and digitally augmenting the aspects that
limit people; namely their ability to learn
and replicate complex customer journeys.
Shifting the content focus away from
the human brain and into a digital brain
ensures every customer engagement is
handled in a consistent, compliant way.
Ultimately, this shift allows agents to
become more human and less robotic,
differentiating themselves from digital
alternatives that might otherwise replace
them.

INDUSTRY INSIGHT: BUSINESS INTELLIGENCE

Hyper-connectivity is pointless
without cyber intelligence
An integrated platform powered by an artificial, neural, or machine intelligence
can shift through vast data resources to provide usable intelligence.

Mark Harris, Chief Marketing Officer,
NEX XON.

W

e live in a connected era. It's really
convenient and helpful in many
ways but hyper-connectivity also presents
a few issues.
First, a lot of stuff is connected and
can be hacked by people who would use
its very tiny computing power or simple
connectivity as part of a bigger plan to steal
information, destroy infrastructure, or
blackmail a business.
Second, all of these devices serve to
generate and transmit a ton of data. That
data could be useful if we can sift through
it all, cull what's useless to our purposes,
but retain the rest and also work with it
to create information, improve it to create
knowledge, and even apply some creativity
to arrive at wisdom.
The first problem, the security risk, is
the result of the sheer number of devices
out there, their often limited capabilities,
how workers also need some of them
to join and drop from networks at
various times and places in the network
architecture, and what data must be
created, stored, accessed and deleted,

by which devices, operated by specific
roles-based personnel, and also by which
customers, partners and suppliers.
It's a massively complex world for IT
administrators traditionally accustomed to
known devices within perimeter firewall
and anti-virus security.
The second can require a little creativity.
People use social media channels, such as
Twitter, to hold conversations, note events
around them, share pictures and videos,
demonstrate their achievements and so on.
Artificial intelligence isn't always
a brilliant mastermind that realises
humanity is a virus to be eradicated.
We also have connected transport
management systems, such as busses,
trains, turnstiles, ticketing systems and
a bunch of similar stuff. And emergency
services are connected, such as individual
firefighters and police, as are even their
weapons and vehicles these days. The city's
personnel records can also be connected.
Traffic lights and CCTV cameras have also
long since been looped in.
All of those systems contain or generate
data. Separately they hold dubious
value. I mean, seriously, how valuable
is one person's Twitter post? Or that a
thermometer registers rising temperature?
Or that a CCTV camera's vision is obscured
or blurred? Or that four personal cop
radios are located at the intersection of two
streets with their vehicle, which contains
riot gear, closer than 10m away? And that
one fire engine is down for repairs but two
others are recently serviced and ready for
action with 15 firefighters ready to roll?
Nobody even knows all of that
information. It sits in a bunch of
disconnected computer systems, if
anywhere. But, piece it all together,
meaningfully, and very quickly you can
stop a dangerous situation getting rapidly
worse. It's the kind of job that could keep
a gang of tens or even hundreds of screen
jockeys busy for hours every day. But it's
also the kind of job that a single, integrated

platform powered by an artificial, neural,
or machine intelligence could shift through
without breaking a sweat.
Now consider that a Twitter user's post
shows a fire on a rail platform, the nearby
CCTV camera is obscured by swirling
smoke, the thermometer registers a fire
50m away indicating rapidly spreading
flames up a rail tunnel, four nearby police
personnel can divert pedestrian traffic
and deal with immediate crowd control
situations, enough firefighters with the
right equipment can respond to the blaze
and the system can double-check that
all emergency services personnel are
trained to deal with such a situation, traffic
lights can help deal with traffic flows and
congestion near the affected area, and
additional CCTV cameras can feed live
views to control room controllers.
This is a significant scenario for two
reasons: it demonstrates the need to connect
everything through a single, intelligent
platform to augment people's skills and
enable agencies to collaborate for effective
management. And it's not just possible today
but it's actually already operating.
So, while the connected era gives
us devices of dubious value, such as a
connected egg tray, a connected water
bottle that alerts you to replace the filter,
and even a connected toothbrush, it also
gives us unquestionably advantageous
opportunities and the intelligent platforms
that push the value quotient.
Artificial intelligence isn't always
a brilliant mastermind that realises
humanity is a virus to be eradicated.
Machine learning isn't necessarily
Terminator screaming back through time
to destroy us. And neural networks don't
have to represent a biological processor
hell-bent on cleansing Earth of our plaguelike over-population.
These technologies today are, in fact,
embracing the hyper-connectivity of the
digital era to support innovative solutions to
many of the problems faced by humanity.
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INDUSTRY INSIGHT: ENTERPRISE ARCHITECTURE

Going bi-modal in an
open environment
Bi-modal can facilitate an integrated way of storing data securely,
managing it and analysing it in an almost real-time environment.
intelligence, the Internet of things, and
the like. Already, many organisations have
embraced a semblance of this in bridging
the gap between legacy and digital
systems.
Unfortunately, the frustrating thing
about modern technology is that very few
companies take the time to train people
on it.
In the past, when computer rooms
still consisted of massive mainframes,
enterprises were focused on providing
employees with the training and skills
required to use those systems effectively. It
seems the more modern and innovative we
get, the less focus there is on getting these
basics right.

Muggie van Staden, MD of Obsidian Systems

P

reviously, I discussed the importance
of embracing openness in South
African business, how using an open
methodology can relate to a single view of
the customer, and how to position a digital
enterprise strategy built around an open
environment.
The last Industry Insight in this series
explores how all these elements can
combine to achieve bi-modal (or twospeed) architecture within an organisation.
Cynics argue that bi-modal is yet
another phrase that holds very little real
value in business and is not something that
can necessarily be achieved in a digital
environment. But what does this entail?
Gartner defines bi-modal as the practice of
managing two separate but coherent styles
of work: one focused on predictability and
the other more on exploration.
When it comes to technology, the
former can easily apply to those systems
and processes that are focused on 'keeping
the lights on', while the latter can refer
to digital innovations such as artificial
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Best practice
This hinders the growth of bi-modal
in a business. If users cannot maximise
innovative solutions in the existing
organisational environment, what is the
use of implementing it even if done so
alongside more traditional systems?
Bi-modal is happening locally, but the
basics must be done right to achieve it.
Another cause for concern is that the
temptation of rushing in to installing the
latest and greatest technology comes at
the price of little understanding how the
integration will take place.
Far too often, the technology is
blamed for being ineffective or a waste
of investment. This happens all too
easily when driving an open approach,
especially when the systems are designed
to interoperate with each other, unlike the
legacy solutions of the past.
The argument goes that businesses
operate in a plug-and-play environment
and the technology should follow suit.
However, ignoring best practices or failing
to do a detailed business case for any
implementation, could result in failure.
Others argue that the rate of change
required in a digital environment means

there is no opportunity for bi-modal
to work. Companies need to adapt to
customer requirements and there is no
chance to make a two-pronged approach
(such as bi-modal) effective in this regard.
The reality is quite different for South
African businesses.
Reality check
Bi-modal is happening locally, but the
basics must be done right to achieve it. So,
despite the pressure to develop bespoke
customer solutions, the basic principles
of business still apply. The C-suite is
facing many challenges but if they are
committed to building digital solutions
on a solid business foundation, there are
opportunities to be had.
Furthermore, the realities of good
corporate governance contribute in
guiding the business towards a more
effective implementation of bi-modal IT.
This sees a focus on securing solutions,
developing business cases, focusing on the
basics, and ensuring data is managed the
way it is supposed to. Granted, the rate of
implementation is happening faster than
many anticipated, but it just means it
needs to be managed on a continual basis.
If we have seen anything over the past
four Industry Insights, then it is that open
systems are quite different today than what
they were 20 years ago. These are more
enabling of the digital business environment
now than ever. Irrespective of the
technology deployed, do companies really
understand what they are implementing
and the impact it will have on their existing
systems, processes and solutions?
While much of the attention is now
on storing data securely, managing it
and analysing it in an almost real-time
environment, bi-modal can facilitate an
integrated way of approaching this by
providing the best of all worlds. How open
decision-makers will be to this change will
be up to them.

INDUSTRY INSIGHT: DATA MANAGEMENT

Ease stress with data
modelling
Data modelling is the cornerstone of successful data and analytics.

Lulekwa Mcwabeni-Pingo,
Independent BI consultant, PBT Group

D

ata analysis and process-driven
design approaches are key to the
success of utilising the data modelling
function as a fundamental driver for
analytics success.
Data modelling brings and holds
concepts together; where things don't
make sense, the data model serves as a
point of reference; and therefore, the data
modelling function requires seasoned
data experts that are also excellent
communicators.
In other words, a strong data
modeller must be able to start business
conversations, facilitate discussions
and involve business representatives
continuously while seeking to get deep
understanding of (1) the business subject
areas and processes; (2) the business
systems and the data it produces to
assimilate into new information; as well as
(3) the business questions that decisionmakers require answers to.
Furthermore, it is important for a data
modeller to understand how the data
model will be used and where it is going to
be used, especially for big data, as there are
many ways to model the data.

A data model is not complete if the "fitto-purpose" scorecard is not defined.
A well-defined data model plays a
significant role in the governance of data
assets, especially to clearly classify data
elements where the classification drives
data security requirements in alignment
with regulatory standards. This implies
that a properly defined data model also
provides business and technical metadata,
as well as governance metadata like the
ownership/stewardship allocation per data
subject.
Rich metadata like this will allow
the technical team to address security
classification before continuing with
any development work in the analytics
systems. In a case where the data needs
to be pulled from source, it is important
to understand the security requirements
from the data owners, including what data
needs to be accessed, how, and who needs
to have access to the data from source into
BI or analytics layers.
All of this must be captured in the data
model to guide the development. Data
insights will want to identify any impacts
to their data structures and changes that
may be needed to enable compliance.
How do I know that a model is good?
The quality of a data model needs to be
checked and assessed based on the predefined dimensions. A data model is not
complete if the "fit-to-purpose" scorecard
is not defined.
A typical "fit-for-purpose" scorecard
includes the following factors, among
others:
The model coverage: It has a significant
impact on quality and usage of data
modelling. Scope should be explicitly
stated.
Ease of understanding: This is a
prerequisite to proper use of the model by
different users.
Non-redundancy: The importance of data

non-redundancy is largely determined
by the relative importance of update
and enquiry transactions, together with
performance requirements.
Definition of business rules and security
requirements: The more rules that are
defined in the model, the better, as the
model serves as a point of reference for all
data-related development. This will ensure
the data asset is well classified in the
foundation level.
Stability and flexibility: It is important
that the model should have the ability to
accommodate business change with less
impact modification. Flexibility relates to
ease of modification.
Performance: Adequate performance
needs to be achieved without impacting
the logical structures, or that any such
impact will be minimal. Data models need
to be tested and validated to check how
long the queries take to run.
Ultimately, data modelling relieves
stress throughout the data and analytics
systems development lifecycle, from
supporting the business analysts to clearly
articulate business requirements, clearly
articulating rules and objectives for
developers and data engineers if the data
model is properly defined and validated,
and finally structuring the data elements in
a way that makes it intuitive for analytical
end-users to access, analyse and generate
insights from the data.
It can significantly reduce end-toend development work, meaning the
business questions and business value
can be realised much quicker, especially
if the data modellers involve the business
stakeholders effectively.
With the data model being so
fundamental in the success of BI and
analytics systems, it is no wonder that
we observe a significant increase in
organisations reviewing and revamping
their data modelling and data design
practices.
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OCTOBER

ARTIFICIAL INTELLIGENCE

Use tech to create superagents, not replace them

Public Sector
ICT Forum 2018

Date: 4 October
Venue: Four Seasons,
The Westcliff

Brainstorm
CIO Banquet 2018

Date: 24 October
Venue: The Polo Room,
Inanda Club

NOVEMBER
ITWeb GDPR
Update 2018

Date: 7 November
Venue: The Forum,
Bryanston
By: KGAOGELO LETSEBE

ITWeb Business
Automation Summit 2018
Date: 22 November
Venue: The Forum,
Bryanston

FEBRUARY
ITWeb Cloud
Summit 2019

Date: 12 February
Venue: The Forum,
Bryanston

ITWeb Governance,
Risk & Compliance 2019
Date: 20 February
Venue: The Forum,
Bryanston

C

ontact centres must start reshaping
the role of the agent from a traditional
knowledge management service, to a
more empathetic, human-facilitated
service provider, if they are to successfully
navigate the changes brought on by
chatbots, virtual assistants and robotic
process automation.
This is according to Ryan Falkenberg,
CEO of Clevva, a local technology business
that specialises in the business application
of intelligence augmentation. Falkenberg
was speaking at the 1Stream Collab NextGeneration Contact Centre seminar held in
Johannesburg yesterday.
Falkenberg says in the wake of digital
intelligence, companies need to be
pragmatic about empowering staff to reach
competency levels.
"Companies tend to think digital
intelligence is way better than human
intelligence but that is not the case. We
need to think differently when approaching
staff empowerment. There is an alternative.
"If we can reshape the human story and
ask our staff to offer a different and unique
value instead of replication value, we can
actually start creating a new relevance
in the contact centre. Contact centre
agents will become super-agents, with
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sophisticated social interaction and people
management skills."
Falkenberg adds that the marriage
between prescriptive logic (from the agent)
and predictive logic (powered by artificial
intelligence) is ideal.
"So instead of offering our agents
ongoing training and maps, why don't we
offer them a GPS like a call navigator? AI
can navigate agents through conversations
they have never had before. Shifting the
content focus away from the human brain
and into a digital brain ensures every
customer engagement is handled in a
consistent, compliant way.
"Ultimately, this shift allows agents to
become more human and less robotic,
differentiating themselves from digital
alternatives that might otherwise replace
them. They will be able to leverage
human capabilities like empathy and
conversational ability, and digitally
augment the aspects that usually limit
people."
Legacy woes
Falkenberg notes that although the
technology that allows firms to create this
kind of experience is here and operational
at enterprise level, it is not always easy to
implement.
"The industry operates with legacy
realities; we are not able to suddenly
embrace AI and start building intelligence
technologies off a zero base. We deal with
operational systems that are not integrated,
we have agents that flip through multiple
screens, we have data that is not talking to
each other, and so when we hear about a
digital future based solely on technology,
it's just not practical right now," he states.
Saki Missaikos, CEO of Internet
Solutions, notes that companies are
stuck with massive investments in legacy
systems.
"Many companies are sitting with old
infrastructure and networks they heavily
invested in over the last decade or so."
Contact centres and consumer
experience (CX) executives are therefore
mostly faced with two options: to start
again or work with that they have.
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BRICS must collaborate to shape
Industry 4.0 tech, says Ramaphosa
Systems Developer
Photo source: GCIS
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RICS countries should not become mere
adopters of new technologies in the face
of the digital revolution, but must rather
combine resources and expertise to become
innovators.
This was the sentiment shared by president
Cyril Ramaphosa, speaking at the 10th BRICS
Summit held at the Sandton Convention
Centre in Johannesburg.
The theme for this year's meeting is "BRICS
in Africa: Collaboration for Inclusive Growth
and Shared Prosperity in the 4th Industrial
Revolution".
Ramaphosa told heads of state and
government that quantum leaps in
technology and innovation present enormous
opportunities for growth, development and
human progress.
This surge in innovation has the potential
to dramatically improve productivity and
place entire countries on a new trajectory of
prosperity, he continued.
However, if technological change is not
approached in a collaborative manner,
underpinned by a developmental agenda,
it could merely serve to entrench existing
disparities between countries, he argued.
"We should not allow technology to shape
our societies. We must instead ensure the
needs of our societies shape the technologies
that we develop.
"We must ensure that mastery of the
fourth industrial revolution does not become
the exclusive preserve of just a handful of
countries. We must promote inclusivity,
diversity and cooperation."
The president expressed certainty that

through collective effort and working together,
BRICS member states will be able to confront
the challenges and seize the opportunities the
new age of development presents.
The Mobile Economy Sub-Saharan Africa
2018 report compiled by the GSM Association
reveals that for many consumers across the
region, mobiles are not just a communication
device but also the primary channel for getting
online and a vital tool to access life-enhancing
services.
Digital skillset
Since taking office in February, Ramaphosa
and his administration have dedicated
attention to the fourth industrial revolution
and what nations like SA need to do to have a
workforce ready for a digital future.
Plans are in place to establish a Digital
Industrial Revolution Commission, which will
include the private sector and civil society, to
ensure the country is in a position to seize the
opportunities and manage the challenges of
rapid advances in ICT. Pundits regard this move
as a sign that government is taking steps to
ensure capabilities in science, technology and
innovation are developed.
"Without adequate training, only a few
emerging economies will possess these skills in
sufficient numbers, while others will see their
prospects stifled by automation. There is a need
to develop more agile and applied education
models.
"While this must start even before a child
enters primary school and continue right
through to our universities and colleges, there
is an urgent need in developing and emerging
economies to re-skill a significant portion of
the current workforce.
"Governments should formulate and
institute policies that are supportive of these
processes. Such policies should provide a
favourable environment for foreign investment
in the development of new sectors and
technologies.
"Such investment improves the supply
of relevant skills, expands the capacity for
research and development, and contributes to
an environment that nurtures innovation.
"Equally important are policies that support
and stimulate local industries, especially small,
medium and micro enterprises," Ramaphosa
concluded.
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BLUE HORIZON
3 - 5 years of experience
in PHP and SQL
Gauteng
Negotiable
Ref No: 279893

Mid Level
Software Developer
4RTECHNOLOGIES
3-5 years of experience
in .NET Framework 4.0
Western Cape
Negotiable
Ref No: 279946

Product Manager
NOLOGY
Minimum 3-5 years
of experience
Gauteng
Negotiable
Ref No: 279970

IT Manager

KHIPU NETWORKS
4 years IT management
experience
Port Elizabeth
Negotiable
Ref No: 279833

Snr Systems Engineer
BCX
5 to 7 years’ experience
in SCCM
Gauteng
Negotiable
Ref No: 279913

Please visit www.careerweb.co.za and insert the
unique reference number in the job keyword search box
to view more details and to apply.
CareerWeb has over 200 leading companies posting an
average of 230 fresh ICT jobs weekly – it is the place to
search for your ideal ICT job.

EMAIL: ernie@careerweb.co.za
CALL: 011 807 3294

COMPANY NEWS

SOFTWARE

Zakhe Khuzwayo, InnoVent

Min days for
Windows 7 support

Improving user
experience

Defending IT
operations

InnoVent says Microsoft will
end its extended support for
Windows 7 by January 2020
leaving organisations that
are reliant on Windows 7
vulnerable to security threats.
The time has come, says ZAkhe
Khuzwayo, CFO at Innovent, to
upgrade to Windows 10, which
he describes as a rich and welldeveloped operating system.
www.innovent.co.za

The new Xerox Global Print
Driver V4 ensures a consistent
and user-friendly experience
on Windows 10 as well as other
operating systems. Its enhanced
user experience provides printerto-printer consistency, so
less training is required and IT
managers can add and update
printers without having to reinstall
individual drivers. "Connectivity
is synonymous with productivity
and our new driver is one of many
ways we can ensure the workplace
operates at the highest level. For
busy IT departments, extending
the driver's accessibility saves time
and resources," says Tracey Koziol,
senior vice-president, Workplace
Solutions Business Group, Xerox.
www.bdsol.co.za

Organisations need effective
remediation against cyber
attacks need to be included as
a critical component of their
IT operations. “We believe
our Malwarebytes Endpoint
Protection and Response is
the most effective solution
available," says Mark Saacks,
MD of Onsoft. "Onsoft has
been providing strategic IT
services and solutions to
clients for over 20 years.
Malwarebytes is an essential
addition to our portfolio, as
it addresses a very real and
current need. We're excited
to be able to offer such a
compelling and valuable
solution."
www.onsoft.co.za

Ready for IFRS 9
Lenders now have to comply with new accounting rules for
expected credit losses, but are they ready? Singular Systems has
collaborated with its clients to develop a global IFRS 9 Expected
Credit Loss Provision software platform. The software accepts loan
management data from the lender's loan management system and
integrates it into their core accounting system. After extensive
investigations, collaborations and consulting with industry
professionals, Singular Systems now provides lenders with a
product ready for implementation and the opportunity to leverage
a world class and extensively tested solution. In line with Singular
Systems' product development methodology, the software can also
be customised to suite your accounting process.
www.singular.co.za

SECURITY

Security breach puts Liberty at risk
The Liberty incident is a stark reminder to businesses that cyber
security should be a constant priority. This is the warning from global
data management software-as-a-service specialist Redstor. While
investigations are ongoing, there is speculation that the root cause of
the breach was due to a strain of ransomware which allowed hackers to
extract data from systems, the company adds. Perpetrators attempted to
extort 'compensation' from the organisation threatening to leak the data.
www.redstor.com

Protect against cyber threats

Understand developers

For small businesses without IT staff, cyber security can be a
huge worry. There's reason for alarm, says Rieva Lesonsky, CEO
GrowBiz Media & SmallBizDaily, as 58% of all data breaches last
year occurred at small businesses. Beyond employees, some of your
business technology could also be putting you at risk. For example,
unsecured networked printers can give cyber crooks easy access to
your company's sensitive data. Which is why Xerox printers and
multifunction printers with ConnectKey technology can help as
the built-in security features help keep your printers secure from
both external and internal threats.
www.bdsol.co.za

The continued focus on
technology alone propagates a
silo mentality that is experienced
in software development. This
approach is usually driven by
the urgency to increase profit.
“It is absolutely critical that
we understand that software
developers are not coders,” says
Anujah Bosman CEO of Chillisoft.
www.chillisoft.co.za

Anujah Bosman, Chillisoft

HARDWARE
Value of digital receipts

Application opportunities

The Printer Distribution Company says receipts are crucial for various
reasons. However, as the world continues to embrace the transition
to all things digital, having a shoe box full of paper receipts or a
stack of them in your wallet is no longer desirable for consumers.
Instead, well-executed digital receipts are now the preferred solution.
Although digital receipts are invaluable for retailers and customers,
privacy and anonymity remain top-of-mind for consumers.
www.tpdc.co.za

Print specialty enhancements are a reality with Xerox's new White
Dry Ink for the Xerox iGen 5 Press's fifth print station. "This is
exciting news for iGen 5 customers," says Jim Hamilton, group
director, Keypoint Intelligence InfoTrends. "It opens up a whole
new range of applications, especially for designers wanting the
ability to use white on coloured and transparent substrates in
creating promotional items.”
www.bdsol.co.za
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If you’re in the IT channel, you’re probably used to the fact that IT has its own
language, and we’re not talking Cobol here.
For you, the words ‘mouse’, ‘tablets’ and ‘cloud’ have different
meanings than for most of the population. In your
world, a ‘security consultant’ is someone
who understands firewalls, not a
doorman at Teazers. And a ‘vendor’
isn’t someone who’s trying to sell
you sunglasses at the robot.
Whether you work at a vendor,
distributor, systems integrator,
value-added reseller, managed
services provider, technology
consultancy or run a computer shop,
you need to know what’s going on in the
fast-paced ICT world.
Written exclusively for the South African channel
with an independent focus, The Margin is designed
to provide you with insight into technology trends,
sales opportunities, tips on how to grow your
business and ultimately provide you with the
information you need to improve your margins.
If you want a fresh voice and different conversation
about what’s happening in the channel, The Margin speaks your
language.

To subscribe to receive The Margin magazine in
print for free, visit www.themargin.co.za today.
You can also download digital versions (PDF, or
for iPad and Android).

AN

PUBLICATION

The Public Sector ICT Forum was established in 2016 to provide a
focused platform and opportunity for public sector ICT decisionmakers to come together to engage and discuss topics that are key
to the local public sector.
Directed by a board made up of government IT officers (GITOs) and chief
information officers (CIOs) and including representatives from SITA and GITOC,
the forum provides online and event-based thought-leadership and knowledgesharing platforms.
The forum gives CIOs the opportunity to listen to and engage with leading
local and international speakers to provoke dialogue, spark ideas and generate
concepts that can be taken back to their areas of work. This is an informal
community that encourages collaboration and thought in the name of improved
service delivery.

This is an exclusive community for top-level public sector
ICT decision-makers: the CIO, GITO or DG/DDG focused on ICT
strategy within your government department (national or
provincial level) or at a parastatal. Membership is free, but
applications are vetted to ensure exclusivity.

To become a member, please go to
bit.ly/2psg2E6
or email us on
PSICTF@brainstormmag.co.za
or tweet us
@PSICTForum

