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OPPORTUNITY?

ENABLERS OF UNPARALLELED CUSTOMER EXPERIENCE:

UN-OUTSOURCE | CLOUDIFIER | MAGENTA SECURITY

ARE YOU PREPARING FOR
THE DIGITAL FUTURE WITH
YESTERDAY’S TECHNOLOGIES?
THE JOURNEY TO DIGITAL
TRANSFORMATION STARTS WITH...
Disrupting your traditional mode of operating so
that your organisation runs-on-satisfaction by
partnering with the #UN-outsourcer;
Use our Cloudifier for digital transformation
consulting, services and tools; and
Protect your environment with the best security Magenta Security.
Contact us on: un-outsource@t-systems.co.za
www.thefuturenow.co.za

Editor’s note

he journey to digital
transformation is one that
most enterprises have been
on for some time now. The typing
pool, where typists would translate
the handwritten scrawls of busy
executives into formal letters using
typewriters then send them to the
mail room for distribution, was
superseded by the PC with word
processing and e-mail software.
Spin forward a few years and the
keyboard interface may become
redundant as we verbally dictate to
cloud-connected, AI-driven virtual
personal assistants.
Digital transformation goes far
deeper and wider into organisations.
It’s focused on making life simpler
and more efficient for businesses,
governments, customers, employees,
citizens – in fact, everyone. It’s
evolving how businesses interact
with each other or how customers
are connecting with businesses.
Given that the digital
transformation journey has been
underway in various guises for
some time now, the key reason to
focus on it at the present time is the
explosion of opportunity offered
by the coming together of mobility,
cloud, analytics, social networking
and the Internet of Things.

Rare are the organisations that
can simply drop the intertwining
technologies and systems they’ve
developed over the years and start
from scratch. There needs to be a
balance between the ‘traditional’
IT infrastructure and the new agile
platforms that offer a wealth of
innovation possibilities. Lengthy
project lead-times are no longer
acceptable in this new world either.
External commercial opportunities
need to created, and balanced with
the need to cater to a dynamic
workplace where employee
expectations from IT are higher
than ever.
For the IT departments and IT
service providers there needs to
be a clear understanding of the
business benefits this mashup of
technological systems can enable,
as well as how these can meet
the specific requirements of the
organisation and its stakeholders.
If they’re not already, C Suite
members – from the chief executive
and chief information officer
to chief strategy, finance and
marketing officers – need to be
considering the opportunities and
impacts of the digital world and how
to apply the possibilities to their
business.
In these pages, we profile
T-Systems, for which the digital
transformation journey is a key
part of its strategy and focus.
Perhaps best known for some of its
larger enterprise client contracts,
T-Systems is living the bimodal
model of balancing traditional IT
that keeps key South African entities
operational while providing them
with support on their innovation
journey.
Happy reading
Adrian Hinchcliffe
Editor
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THE LOCAL
INTERNATIONAL
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BY:

James van den Heever

International skills and experience are
no more than a great starting point.
Gert Schoonbee, MD of T-Systems
South Africa, believes his company’s
success is directly linked to its ability
to make international innovation and
thought leadership locally relevant.
Gert Schoonbee

April 2016

-Systems is part of the Deutsche
Telekom group of companies. With
228 000 employees in more than 50
countries, and revenues of €62.7 billion (R1.1
trillion) in 2014, Deutsche Telekom is one of the
world’s leading telecommunications companies
– and the company with the largest market
capitalisation in Europe.
For telcos like Deutsche Telekom, one of the
defining trends of the last decade or so has been
the shift from voice to data, where networks were
transformed into platforms that enable business
and where the interdependency between
telecommunications and IT became stronger and
stronger. Today no business can run without IT
and increasingly IT is used to connect business to
their customers and partners via public or private
networks.
Digital business models depend on ecosystems
rather than closed systems, and connected IT
systems provide the environment in which these
ecosystems exist.
In response, telcos have focused on developing
converged telecommunications and IT
capabilities that support their clients’ digital and
cloud computing business models and strategies.
As a result, for example, some of the world’s
largest datacentres are operated by telcos, with
Deutsche Telekom’s Magdeburg datacentre the
largest in Europe.
But simply having connected datacentres
obviously isn’t enough. As Deutsche Telekom’s
IT arm, T-Systems provides critical components
of these next-generation networks by creating
and managing IT-based, networked solutions to
enable these new business models.
“We implement and run Deutsche Telekom’s
own datacentres, including its Magdeburg centre,
and we run its core IT systems as well. All of that
helps us in our real job, which is to leverage the
scale and resources of Deutsche Telekom to
help our corporate clients understand, navigate
and ultimately benefit from the huge disruption
being driven by today’s networked business
environment,” Schoonbee explains. “We also gain
a certain degree of rigour and discipline from
our German heritage, something that’s highly
appreciated here in South Africa.”

DISRUPTION IS NOT SOMETHING
THAT HAPPENS ONCE, IT’S NOW
A FEATURE OF THE BUSINESS
ENVIRONMENT – YOU COULD CALL
IT ‘CONTINUOUS DISRUPTION’
REALLY.
Gert Schoonbee

to customise and localise international solutions
to accommodate country specific realities. Many
global companies are failing by imposing global
models on local economic realities. T-Systems
prides itself on its drive to localise its international
models for South Africa’s particular needs.
From a transformation perspective, B-BBEE is
used to measure performance, and T-Systems
just renewed its Level 2 B-BBEE status. What
differentiates it from a transformation perspective
is how it drives transformation throughout the
organisation and the spirit in which its nationbuilding initiatives are executed.
T-Systems operates in 20 countries, and South
Africa is the only Deutsche Telekom subsidiary

ACHIEVING LOCAL RELEVANCE

The advantages of international roots are not
difficult to quantify. The more challenging part is
April 2016
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to have a direct local shareholding of 30 percent.
Ten percent of which is held by the T-Systems
Foundation, which funds educational projects,
and 20 percent which is held by a number of
black employees.
T-Systems focuses on inclusive transformation,
including youth, race, gender and disability.
On the gender front, for example, T-Systems
was one of the founding members of the South
African chapter of The 30% Club, a commitment
to female board representation of 30 percent.
T-Systems was also named Gender Mainstreaming
Champion for 2014, along with other awards.
Shareholding and board representation,
however important, is only one element of
T-Systems’ drive to achieve local relevance.
Another is an ongoing commitment to building
local skills and creating local, black-owned IT
companies that can deliver according to global
T-Systems standards.
In essence, Schoonbee explains, the localisation
strategy is an adaptation of T-Systems’ global
strategy either to make or buy everything.
The work associated with ‘buy’ is moved out
of T-Systems to create new locally owned
business, or to strengthen existing locally owned
companies and partners.
“We realised that we needed to do our part in
creating and empowering black-owned entities
to which we could outsource field services,” he
says. “Once that was achieved, we then work
with them in order to empower them to take on
increasingly complex work. Thus, for example,
we’re in the process of transferring one of our
local datacentres to an existing local partner,
where it can become a joint provider of complex
services to our major outsourcing clients.”
At a broader level, T-Systems South Africa
runs an ICT Academy in partnership with SAP,
Microsoft and CompTIA. The aim is to develop a
pool of employable graduates – in other words,
people with skills and international qualifications
aligned with market demand.
Another part of the drive towards achieving
local relevance is the identification of specialised
solutions used elsewhere in the world that would
be useful in South Africa. Examples here include
the work on predictive maintenance done at the
German railway company, Deutsche Bahn, and
various smart-energy solutions. Both clearly have
great relevance to a country where infrastructure
maintenance has been problematic, and where
energy shortages have become a significant
inhibitor of growth.
It’s a strategy that seems to be working: South
Africa is the second-largest business unit in
T-Systems, outside of Germany.
April 2016

‘TRY-BUY-DISCARD’
IS THE OVERALL
CHARACTERISTIC OF THE
NEW CLOUD WORLD.
Gert Schoonbee

INNOVATION FOR DISRUPTION

One of the outcomes of digitisation and the
growth of a digital economy is disruption. In
some cases, this disruption is relatively minor,
where digitisation increases the effectiveness and
efficiency of existing processes and strategies,
often reducing costs while enabling access to
new markets and revenue streams. At the other
end of the scale, disruption can be more extreme,
redefining and shaping business models,
industries and markets. This type of disruption
is usually led by entrants from outside the
industry, unhampered by legacy systems or, more
important, unhampered by a legacy mindset.
“Disruption is not something that happens
once, it’s now an integral part of the business
environment – you could call it ‘continuous
disruption’ really. To survive, companies need
highly flexible ICT systems that allow them
to make far-reaching changes quickly. As ICT
partners, we have to be able to provide that level
of flexibility.”

In other words, in order to service clients in the
midst of disrupting or being disrupted, T-Systems
itself needs to disrupt its own business models.
“We’re subject to disruption as much as our
clients are, and in order to serve them we have to
be able to harness the power of disruption to help
them,” he adds. (For more on T-Systems’ strategy
for balancing disruption against value, see Riding the
disruption rollercoaster on page 6.)
One example of a disruptive innovation
aimed at helping clients cope with the disruptive
forces threatening them, is the concept of ‘unoutsourcing’, which Schoonbee believes will
ultimately change outsourcing models.

REDEFINING OUTSOURCING

The thinking behind outsourcing is based on the
fact that many companies see ICT as a critical, but
non-core capability, one that requires a high level
of specialisation and access to scarce skills. The
growth in outsourcing was driven by the need
to access the expertise and thought leadership
of leading ICT providers while obtaining the cost
benefits of scale. However, as Schoonbee points
out, traditional outsourcing has always adopted a
legalistic mindset, in which companies are locked
into rigorous long-term contracts.
The challenge, as T-Systems saw it, was that
the intrinsic inflexibility of this approach was
increasingly less appropriate to what clients
actually want and need. In fact, it often led to
a situation in which the service provider was
fulfilling its obligations in terms of the servicelevel agreements, but clients were unhappy
because their needs and expectations changed.
Growing cloud adoption exacerbated
traditional outsourcing’s descent into lose-lose
mode. Cloud held out the promise of complete
flexibility, the ability to take on or discard services
virtually at will, in response to changing business

needs – a model that outsourcing clients find
very attractive. Try-Buy-Discard is the overall
characteristic of the new cloud world.
“Traditional outsourcing was too inflexible
and it actually worked against building mutually
beneficial partnerships and trust relationships
that are at the heart of any successful business
relationship,” Schoonbee says.

UN-OUTSOURCING

Un-outsourcing provides flexibility by introducing
the concepts of ‘run on satisfaction’ and ‘quit on
incident’.
The first allows a client to cancel an outsourcing
contract if they’re not satisfied once the ICT
environment has been transferred to T-Systems –
without penalties. It’s an expression of T-Systems’
confidence in its ability to understand clients’
needs and to deliver agreed services.
The second un-outsourcing concept, ‘quit on
incident’, means that clients can terminate an
outsourcing contract, again without penalties,
when a major outage occurs. It’s also an
expression of confidence in the stability of the
T-Systems environment.
“We recognise that things can go wrong,
specifically in the ICT world. We do, however,
believe our world-class processes and global
crisis response teams will provide our clients with
the required support and comfort, to resolve the
incidents. Unsurprisingly, our clients’ reaction
to the ‘run on satisfaction’ and ‘quit on incident’
principles have been overwhelmingly positive
around the globe.”

April 2016
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BUILDING
A DUAL
SPACE
WORLD
BY: Rodney

Weidemann

PHOTOGRAPHY: SUPPLIED

As customer demand for bimodal IT increases,
the need for an experienced, skilled and
technically efficient partner that can deliver dual
space IT has never been greater.

Mike Buttner

igitisation is here, for just about all areas
of industry, business and commerce.
And it’s now playing a decisive role in
economic growth, according to Mike Buttner, VP
for Sales and Services at T-Systems South Africa.
“Companies around the world are implementing
digital transformation strategies,” says Buttner,
“but how can this process be successful, if by
2020:
• the total number of sensors and connected
devices in place doubles?
• the number of LTE accesses and mobile apps
in use triples?
• 75 percent of all Fortune 100 companies link
their products via open application
programming
interfaces?
• data privacy, and the availability, failure
protection and performance of infrastructures
and networks, have become critically important
issues?
“Seventy-one percent of all companies are now
feeling overwhelmed by the sheer complexity of
digitisation processes!”
In an increasingly digital world, the goal of
digital transformation is to increase the use of
technology in day-to-day operations, to the
ultimate benefit of the customer. However,
even as enterprises assemble digital building
blocks for the long-term, they also need shortterm, pragmatic moves that meet customer
expectations.
This has led to what Gartner refers to as
bimodal IT, the principle whereby the standard
‘keeping the lights on’ concept of IT is balanced
with innovative, cutting edge implementations
designed to enable transformational business
impacts.
At T-Systems, the concept of bimodal IT is
referred to as dual space, says Buttner. In order
to successfully deliver ‘dual space’ IT, he explains,
a service provider needs to be innovative, quick,
and efficient while ensuring stability. “We know
that today’s C-level customer looks for this.
T-Systems South Africa has access to local and
global experience that gives these customers the
peace of mind that their transformation to the
digitalised world will be stress free.”

AN UN-OUTSOURCING APPROACH

THE DIFFERENTIATOR
FOR T-SYSTEMS – AND
THEREFORE ITS CUSTOMERS
– IS THAT VERY FEW OTHER
PLAYERS IN THIS SPACE CAN
ACHIEVE THE COMPLEXITY
OF TRANSFORMATION
PROGRAMMES THAT IT CAN.
“We’re so confident in our ability to effectively
transform our customers to the digital world –
that if we miss deadlines on a transformation
project, we won’t charge for transformation or
they can cancel the contract without penalties.
In addition, if they aren’t satisfied with our
service within the first six months, they can also
terminate the contract without any penalties,
and our clients have the right to terminate after a
major incident – without penalties.”
“In other words, we give them an easy exit
option if we fail to deliver on our promises,” says
Buttner.
He goes on, “In order to deliver on the promise
and make un-outsourcing real, we utilise the
accepted process of ‘plan, build, run’ and elevate
it to new levels. During the ‘plan’ stage we bring
in our consultative skills, best practices and
methodologies that have developed through
our experience over time and use them to assist
your organisation to prepare for the digital
transformation journey. We refer to the process of
engaging these packaged tools and approaches
for preparing for the cloud as ‘cloudifier’.
“When it comes to ‘build’ we craft the transition
and transformation plan with our clients. This is the
process where speed, fail fast-fix fast and stability
all play a key role. Finally, the ‘run’ stage refers
to the ‘operationalisation’. Simply put, our zero
outage mindset brings in the stability required,”
says Buttner.

“In order to deliver the ideal customer experience,
T-Systems has adopted what it has termed as the
un-outsourcing approach.” Buttner explains that
this is a model where the company takes on the
risk instead of the client, offering them the option
of reversing a contract if they aren’t transformed
to expectations.
April 2016
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The differentiator for T-Systems – and
therefore its customers – is that few other players
in this space can achieve the complexity of
transformation programmes that it can.
“Whether we’re talking traditional IT or the
transformation to the digital world environment,
things can easily become extremely complex,
and we pride ourselves in delivering what we
refer to as ‘zero failure on transformation’.
“I suppose a key reason for this ability to
differentiate ourselves lies in the fact that while
we remain a genuinely African organisation,
we’re able to leverage international skills and
experience as required for this process.”

BEING THE BEST

“A strong focus on stability – providing the best
quality possible to the customers – is a driving
force behind zero outage, a mindset instilled in
all of our people and incorporated into all our
processes and platforms,” explains Buttner. “Our
staff anticipate challenges and aim is to fix these
before they occur, and when incidents do occur
our aim to fix it quickly (fail fast-fix fast) and
eliminate the root cause totally.” As a result of
this mindset, T-Systems South Africa has not had
a ‘severity one’ critical incident in over 24 months.
To be best in security, he explains, the
organisation has adopted the Magenta Security
approach. T-Systems South Africa is, in fact, so
strong with its provision of security services that
the local company runs a number of the global
corporation’s security operations and customers
from its Security Operations Centre in South
Africa.
“Our final area of focus, and one which adds
significantly to the overall customer experience,
is that we aim to be reasonably priced and easy
to use. The idea is that our cloud environment,
even in a dual space world, has to be
comfortable and easy for the client to use.”

FOUR STRATEGIC PILLARS

Tackling the delivery of dual space IT requires a
strong and effective strategy, and T-Systems has
built this on four distinct pillars.
The first pillar is ‘focus’, which is about looking

at new markets, and new logos. Buttner explains,
“Our new service offerings in the areas of smart
metering, predictive maintenance, connected
car or smart port space are also relevant and
differentiating to our existing customers, which
again puts us way ahead of our competitors.”
The second pillar is ‘develop’, which is about
ensuring the existing customer base reaps the
benefits of digitalisation and service offerings.
T-Systems South Africa is also a recognised
provider of services to many global customers
from South Africa. The opportunity for job
creation in South Africa is immense.
“Our third pillar is ‘disrupt’,” says Buttner,
“which is essentially about joint ventures,
acquisitions, un-outsourcing and launching
industry-specific products and services into
the market. These can include smart energy
and water metering, smart port logistics,
dynamic services for infrastructure, dynamic
workplace, dynamic services for SAP, dynamic
unified communications, to name a few of our
more specialised solutions that are particularly
disruptive. Our localisation strategy is also
driven through this pillar.”
The final pillar is ‘mobilise’. This entails
mobilising T-Systems’ employees so that they
all live, eat and sleep the brand, understand
the products and services intimately and fall in
love with the brand. It also involves mobilising
customers via the organisation’s bi-annual
customer InTouch Technology sessions. “These
sessions bring us together with our customers
where we share the thought leadership,
innovation and disruption that enables them to
deliver the digitalised services their customer
base so greatly demands,” says Buttner.
“Ultimately, our goal is to assist our customers’
C-level executives together with their teams
to be innovative, fast, stable and efficient. Our
approach to this is also designed to be nonthreatening, thanks to our cloudifier consulting
approach, our attitude to transformation and
most critically, our risk approach, thanks to
un-outsourcing. It’s these aspects that make our
digital transformation journey, and thus our
customers’ experiences, unique,” he concludes.

DIGITISATION CALL FOR ICT KNOW-HOW
A new world is emerging, a world where people
and things are connecting more and more.
This hyper-connected world is happening at an
accelerated rate, organisations are realising this
new world is bringing increasing complexity. This
means that the entrenched ‘people/process/
technology’ framework has to be turned on its

April 2016

head. A new model for business transformation
needs to be adopted. Organisations should be
looking for:
• A partner that can show them how digitisation
works
• A partner that can provide them with concrete
digitised service and sales processes

• A partner that has solid expertise in 		
connectivity, quality, security, integration and
cloud, together with technology platform
know-how and leadership with regard to data
protection
• A partner that can help them to leverage key
market leaders in ICT.

The Citrix difference
Citrix is the leader in secure
applications and data delivery
and has been the leader in
this space for over 25 years.
During this time, the company
has evolved and extended
its capabilities to key Citrix
solutions:
Desktop and application
virtualization
There are immense benefits to
centralising your applications and data in
your datacentre and presenting them as a
service across a delivery network.
Security is a quick win as the solution
is secure by design, with no data or
intellectual property residing on the end
point. With Citrix application and desktop
virtualization solutions, you can control,
at a very granular level, what an individual
can do given what device he is on and on
which network he is attached to.
You significantly reduce the cost of
supporting your environment. This is a
result of reducing the number of outof-date versions on different devices by
centrally updating the application and
publishing it as a service to all users.
By ensuring that the latest version of
an application is available, you deliver
a better end-user experience, lowering
support calls and improving business
outcomes as you are guaranteed that the
user is using up-to-date information.
However, and probably of even greater
significance, is that you enable an
end-user computing environment that
is independent of device and corporate
image. If your end-users could use
any device to connect securely to the
application in the datacentre, and if you
didn’t have to worry about having to

+27 (0) 11 875 6400 | www.citrix.com

Brendan
Mc Aravey,
country manager
for Citrix, South
Africa.

maintain a certain image on the end point,
imagine how it would change the way you
support your company. Citrix desktop and
application virtualization gives you the
foundation to build an agile and secure
end-user environment.

Citrix: Enterprise file and synch
and sharing

Citrix networking

Do you need the flexibility to store data
not only in the cloud, but on premise?
Do your users want to access their data
from any device – smartphone, tablet, or
notebook?

Citrix is a leader in the Application
Delivery Controllers (ADC) space. The
Citrix NetScaler has the second largest
market share of any ADC vendor and
Citrix is one of the fastest growing
vendors in this space. An ADC is a load
balancer on steroids.
NetScaler focuses on the layers 4 to 7
of the OSI networking stack and offers
in addition to load balancing, application
security, web application firewall, secure
gateway access and is TLS1.2 compliance.
(If your website or application needs to be
PCI compliant the fastest way to do this is
to front-end your applications and website
with a NetScaler.)
Citrix’ main differentiation in this space
is that the intelligence of the platform
is not in silicon but in software. This
allows Citrix to add additional features
very quickly and enable Citrix’ solutions
to adapt to the constant change in the
industry at lower costs.

Do you have the problem of users using
consumer-type products to store their
critical files in the cloud and exposing your
corporate data in an insecure way?

Citrix ShareFile is considered a leader
in the Enterprise File and Synch space.
ShareFile secures your intellectual
property while providing an excellent enduser experience.

Mobility security
Citrix XenMobile is considered to be a
leader in the space of enterprise mobility
management. Citrix focuses on Mobile
Application Management (MAM), allowing
end-users in essence to have dual persona
devices.
The device is not locked down and controls
are only associated with work applications
and data. XenMobile offers an excellent
end-user experience, while allowing IT to
have the controls needed to secure the
organisation’s intellectual property.

Business models
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T-Systems South
Africa’s Systems
Integration
division is
breaking new
ground and
expanding its
solutions and
services portfolio.

Burrows

he rapidly changing environment
and the Intervate acquisition in
2014 have helped catalyse change
within the T-Systems South Africa Systems
Integration division – infusing it with new
levels of innovation and ambitions to create
new business models to suit the brave new
digital age.
“I’m having the time of my life,” says
Collin Govender, VP of Systems Integration.
“The amount of innovation, disruption
and expertise coming out of our division

is driving change both for us and our
customers. Now we’re taking business to the
next level.”
Govender explains that prior to the
Intervate acquisition, T-Systems’ Systems
Integration division was performing well,
focusing on its SAP niche, and supporting
big business in driving efficiency and
cutting costs. But this wasn’t enough for the
company. “The environment was changing,
the role of the CIO was evolving, and
customers’ demands increased.

NOW,
AMONG OUR
CUSTOMER BASE,
WE SEE THE CIO
IS EXPECTED TO
BRING DIGITAL
DISRUPTION TO
THE TABLE.
Collin Govender

“But we weren’t really able to respond to
change fast enough or have those ‘off-thewall’ conversations with them to take their
business to the next level.
“We needed a culture change. So we
deliberately went out and bought a company
that was disruptive by nature and we created
space and opportunity for that organisation
to play that role.” The new company’s
agile, innovative approach soon infused the
bigger organisation. “I see the DNA and
culture change filtering into the rest of our
organisation. It’s not about being disruptive
for the sake of it; it’s saying ‘let’s put the
customer at the centre of everything we do’,
as opposed to just running a slick IT shop,”
he says.
Govender says the division’s new culture
is almost schizophrenic in that it now
delivers the best of the large, stable and
reputable IT firm with the agility and
innovation of a startup. In the future, IT
businesses can’t be just one or the other, he
says. “It’s a tough thing to pull off, if you’re
very procedural, stable, focused and driven,
to allow this creative, innovative thinking to
co-exist with that.”
But this new rush of innovation within
the company is driving forward-thinking
change and new product offerings to
address changing market needs, he says.
“Now, among our customer base, we see the
CIO is expected to bring digital disruption
to the table: he’s expected to talk about the
business in a way that says ‘how do I ensure
that we drive efficiency and do more with
less at a time when GDP growth is around
one percent?’ It’s a global problem, but
we’re going to see this even more in our
local economy.”
In tough economic times, business should
not contract, he believes – they should
innovate instead. “There’s opportunity for
us then, given the efficiency drive, to adopt
cloud and mobile and other innovations; at
the same time it creates opportunity for new
business models that can drive new revenue
streams.”

SUPPORTING HEALTHCARE
SERVICES BUSINESS

In line with this approach, T-Systems’
new Healthcare 4.0 solution brings

a revolutionary new pay-per-bed
subscription model to healthcare services
providers, allowing them to invest more in
infrastructure and less upfront in IT systems.
Govender explains that T-Systems has
long supplied the health information systems
running all of the major private hospitals
in South Africa. But in an environment
where access to capital for new hospitals
has become a challenge, healthcare service
providers are increasingly finding their
growth constrained. Healthcare providers
were confronted with the choice between
investing in additional medical equipment
or spending upfront on an effective health
information system, which could amount to
five to eight percent of the upfront cost of
building a new hospital. “It costs just over
R1.8 million per bed to build a new hospital,
which isn’t cheap. So, what we did with this
collaboration with SAP – linking to this
whole consumption-based economy and
the move to opex – is we launch a per-bed
model. There’s no implementation fee, and
you don’t pay for infrastructure upfront. We
have a template that we built incorporating
all the key processes that run a hospital:
patient administration, billing, links to the
pharmacy, links to radiology, the switching
to the medical aids – all of those things are
prebuilt into our template.”
Healthcare 4.0 was adopted in South
Africa in collaboration with T-Systems’
Health Team in Germany over the past
three to four years, and pushed onto the SAP
HANA platform this year. “It’s a big story
for us. With this opex model, our healthcare
service customers can focus on driving
revenue into the hospital and they don’t
have to find ways to fund their IT systems.
In the long run it’s cheaper for them, and
one thing that’s pretty impressive about the
template is that we can get a hospital up and
running in three months, using the cloud
and existing infrastructure, and enabling up
to 20 percent customisation in line with their
own procedures,” he says.
Healthcare 4.0 is one of the company’s
strategic priorities for 2016, says Govender.
April 2016

DO YOU HAVE THE BEST
PARTNER ON BOARD FOR YOUR
DIGITAL TRANSFORMATION
JOURNEY?
WE WORK WITH AND ARE RECOGNISED AS THE BEST BY THE
BEST INDUSTRY LEADING PARTNERS AND ALLIANCES.
Our partners acknowledge and recognise our efforts in working with and
presenting their solutions to help organisations prepare for the digital future.
Contact us today on: un-outsource@t-systems.co.za
www.thefuturenow.co.za

Business models
15

“We wouldn’t have thought of doing a per-bed
model five years ago, but we’ve got to respond to
change and where the market is now,” he says.
“Customers are starting to consume their IT
completely differently – they’re doing it month to
month, on a consumption basis as opposed to these
massive multi-year outsource contracts. So we’ve got
to disrupt ourselves and the way we do business, and
the new healthcare model is an example of that.”

PUBLIC SECTOR INNOVATION

In the public sector, service delivery and citizencentric experience are crucial. T-Systems’
innovation is helping address efficiency with
the citizen at the heart of the system. Govender
notes, for example, a solution developed for the
Johannesburg Roads Agency to address pothole
maintenance. Potholes were taking on average 30
days to repair, and citizen sentiment around JRA
wasn’t entirely positive.
“They engaged us saying they needed to improve
their systems, including the whole ERP system,
to improve service delivery. Our team proposed
driving change differently. The difference proposed
to the JRA was about putting power back into
the citizen’s hands. So we built the JRA Find&Fix
app on a framework called Citizen Services. This
allowed citizens to geotag and report potholes using
their smartphones, and the system pushes it back
to the JRA. JRA’s backend system didn’t change
at all – we simply created a way for citizens to log
reports. Now, the JRA is able to do more efficient
scheduling and the average resolution time has
dropped from 30 days to only two. This relatively
simple innovation has changed everything within
the JRA’s value chain and culture,” he says.

DYNAMIC INTRANET SERVICES

Intervate has been a provider of solutions on the
Microsoft SharePoint platform for over a decade.
The advent of cloud and the move by customers
towards ‘as a service’ acquisition models creates
a distinctive opportunity for T-Systems. “This
isn’t just an infrastructure play,” says Govender,
“we’ve developed a comprehensive set of templates
and components based on close to 15 years of
experience in building intranets, and we deliver
them through the cloud as a service, so our
customers can develop a very rich intranet portal
in a matter of weeks and at a fraction of the cost.
This is a great example of how we’re leveraging our
bi-modal nature to bring about innovation.”

THE DIVISION’S NEW
CULTURE IS ALMOST
SCHIZOPHRENIC IN THAT
IT NOW DELIVERS THE
BEST OF THE LARGE,
STABLE AND REPUTABLE
IT FIRM WITH THE AGILITY
AND INNOVATION OF A
STARTUP.

DIGITAL INNOVATION ACROSS
SECTORS

T-Systems is focused on taking equally impactful
digital innovations to its customers across public
sector, financial services, healthcare, automotive
and SMEs. It’s a move the market welcomes, as
reflected in the Systems Integration division’s
strong growth. “This new approach is changing
our business – we grew by 26 percent top line last
year. This year, we should grow by between 25 to
30 percent top line and our profitability will grow
in line with that,” Govender says.
“Together with Healthcare 4.0, our strategic
priorities also include enabling our customers’
IoT strategy, BI/analytics systems of intelligence,
and on the SAP side supporting migration of old
ERP systems to S/4HANA: we’re saying trust us
with this migration from the old to the new, in
order to realise the full benefits and opportunities;
and bring it all together and cloudify it.”
Many organisations in South Africa are
still unsure about how to move to the cloud,
Govender says. “The larger the organisation the
harder it may seem. We have the capability and
methodologies to do an inventory of customers’
digital assets, and prioritise which items should
move first to the cloud for benefits like cost
reductions, efficiencies or better customer
experience. We can help with the transition and
can run it stable and secure in the cloud; and at
the same time, we can create the opportunity
for you to drive more innovation and revenue
opportunities. Cloudifier will be a key approach
for us in the year ahead.”
April 2016
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erhaps the only thing that’s consistent
in today’s business environment is
the threat, or opportunity, offered
by disruption. The scale and velocity of this
disruption is a direct consequence of the
digitisation of business processes and now
the very business environment itself. Digital
technologies not only enable business processes
that are more efficient and cost effective, they also
create multiple possibilities for the development
of totally new business models requiring a rapid
response from established companies.
Examples include the threat to the business
models of taxi companies posed by Uber and
Lyft, or the emergence of peer-to-peer financial
services, like Transferwise, a currency-transfer
service that disintermediates banks.
“Technological capability lies at the heart not
only of business as usual, but also of disruption
and, critically, the ability to respond to it,” says
Gert Schoonbee, MD of T-Systems South Africa.
“Once you understand that, you understand why
a trusted ICT service provider, such as T-Systems,
has such an important role to play. We have a dual
role to fulfil, and that constitutes a disruptive force
in our own business.”
This dual role is, of course, the key challenge
for any established company. No disruption is
immediate, and it seldom takes over the entire
market. Incumbents, with existing customer bases
and commitments to shareholders, have to keep
the lights on while simultaneously preparing for
something completely different. Sometimes the
change is so radical it’s deemed necessary to
form a separate company to action it. Whatever
the strategy, the same pressure is passed on to
service providers and, given technology’s key role,
particularly ICT service providers.
For T-Systems, this means remaining the
expert in delivering ICT that works, supported by
rigorous application of international standards
and quality assurance. The aim here is to optimise
the ICT environment in order to reduce costs
without compromising performance. At the
same time, the company also has to launch bold,
disruptive innovations that will enable them to
support clients doing the same thing.

INNOVATION AT THE CORE

“For us, innovation means helping our clients
undertake successful digital transformation
initiatives – but it also means rethinking the way
we deliver our services, and what those services
are,” says Schoonbee. “At a practical level, digital
transformation is typically focused on reducing
April 2016

THE CLOUD IS
CHANGING EVERYTHING
BECAUSE IT’S SHIFTING
THE FOCUS ONTO
FLEXIBILITY AND THE
CLIENT’S NEEDS.
Gert Schoonbee

the distance between the provider and its customer
– we call it zero distance. The same principle
holds good for us, and it underlies much of the
innovation we do.”
One such initiative is the development of a new
outsourcing model – un-outsourcing – that aligns
T-Systems’ service offerings with clients’ needs.
Its emphasis on customer satisfaction rather than
the legalistic fulfilment of contractual terms, is a
startling departure from traditional outsourcing.
(See The local international on page 4 for more detail
on un-outsourcing.)

GETTING CLOUD-SENSE

The flexibility and customer focus inherent in
un-outsourcing is ultimately driven by the
revolution in ICT service provision inherent in the
cloud computing model. Unsurprisingly, T-Systems
is focusing much of its bold innovation around this
model. Taking a life cycle approach, it helps clients
define a road map to take their ICT into the cloud.
The move to cloud is complex, hence the need for a
transformation engine, a dedicated team that draws
on international and local resources (in-house and
partners) backed up by best practice, to execute.
This roadmap is structured by T-Systems’ cloudifier
approach.
“The cloud is changing everything because it’s
shifting the focus onto flexibility and the client’s
needs. As always, the business case has to be right,
and we’re seeing how the scale and cost benefits you
can realise through cloud can be used to pay for
innovation,” Schoonbee says. “These imperatives
mean that we, as the service provider, have to
rethink what we do, and how we do it.” Taking
customers to the cloud may mean short term

RIDING THE
DISRUPTION
ROLLERCOASTER
BY: James

van den Heever

In a business world where
innovation is continuous and
increasingly disruptive, ICT
service providers had better
be innovators and disruptors
themselves.

Gert Schoonbee
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T-Systems and SUSE:
Zero Downtime
Flawless performance in IT infrastructure has
become an art form, and some providers are
inventing the medium.

I

t was in 2007 when T-Systems migrated the SAP
based accounting system of Deutsche Telekom, one
of the largest telco providers in Europe, from Unix
Solaris to Linux. The company, of which T-Systems is
a subsidiary, had 30 million customers and clients at
the time and this enormous workload had to migrate
seamlessly from proprietary to open source in one swift
shift. And it worked, thanks to the partnership between
SUSE Linux and T-Systems and a commitment to install
the x86 hardware implementations and open source
software systems.
“The successful shift from proprietary hardware
and operating system to open source and commodity
hardware nine years ago cemented the partnership
between T-Systems and SUSE Linux,” says Harald
Zangenberg, Account Executive, SUSE Linux GmbH.
“Now the two organisations work closely together across
the globe to bring reliable solutions to organisations.”
SUSE Enterprise Server is a strategic Linux platform
for mission critical workloads and has powerful features
and an impressive service package. It also comes with
the SUSE zero downtime promise – one which they have
successfully kept for the past two years.
“We offer 24/7 service for every T-Systems datacentre
in the world and we proactively engage with our clients
to avoid any downtime or errors in the system,” explains
Zangenberg. “One example for our proactive work is
to analyse and determine together with the engineers
of T-Systems the ‘best known config’ a combination of
hardware, hardware driver and operating system for their
environment. This avoids issues in advance and delivers
reliable solutions within very short time frames. As a
result, we have been certified for Zero Outage for the past
two years and this plays no small role in our continuing
partnership with T-Systems.”

www.suse.com | +27 11 322 8300 |

mlee@suse.com

Harald Zangenberg,
account executive, SUSE Linux GmbH

T-Systems is reliant on the powerful and capable
SUSE platforms to ensure its own systems are running at
peak and its clients are always kept online and on time.
T-Systems has also invested in a zero-error culture with
24 outage-proof TwinCore datacentres which assure of
99,999 percent stability in IT operations. The Zero Outage
programme with T-Systems has been running successfully
for the past three years and is supported by more than
20 000 qualified employees.
“Businesses may be turning to the cloud in order
to better understand their customers and improve
processes, but these cloud services and architectures
have to function flawlessly in order to be of value,”
explains Alan Collins, portfolio manager at T-Systems
South Africa. “If customers are experiencing downtime
and errors, their businesses will be impacted and so it’s
vital that systems are monitored and managed in such a
way as to assure of consistent quality and connectivity.”
SUSE Linux has high-level servers delivering the
infrastructure to T-Systems and the organisations
work closely with one another to ensure performance
remains stable. SUSE provides live patching options and
snapshots that have the ability to roll back the system
if there is an issue – both features mean that there’s no
need for downtime.
“We don’t need to do changes on the system, and
the high availability of our services and solutions means
there is a failover concept in the architecture,” concludes
Zangenberg. “All the features we have built into SUSE are
structured to cut the downtime, make the system stable
and ensure significant scalability to handle mission critical
workloads. Not every solution has this level of capability
or zero outage certification and it assures both T-Systems
and SUSE customers of a reliable ecosystem from which
they can run their businesses.”
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IF A COMPANY’S ABILITY TO INNOVATE IS DIRECTLY
RELATED TO THE QUALITY OF ITS MINDSET, THEN OF
EQUAL IMPORTANCE IS ITS WORKING STYLE.

revenue loss for T-Systems, but it unlocks savings
that can be used for innovation.
Another bold innovation centred on the cloud
model is the Open Telekom Cloud, which leverages
Deutsche Telekom’s scale and expertise in several
public cloud platforms. Launched at CeBIT in
Germany in March 2016, it will benchmark itself
against Amazon Web Services, and will always be
15 percent cheaper. It has an easy user interface,
and will include Magenta Security.
The latter builds on Deutsche Telekom’s status as
a trusted brand – magenta is the striking corporate
identity for both Deutsche Telekom and T-Systems.
Data privacy and security are two of the most
common issues relating to cloud migrations, and
the Security as a Service solution backed by a
trusted operating brand is critical to cloud take-up.
Schoonbee says that Magenta Security
epitomises the Deutsche Telekom approach, which
is underpinned by the principles of standardisation
and simplification to enable scalability. He’s excited
by the potential to deliver localised Open Telekom
Cloud and Magenta Security in South Africa.

HOW’S YOUR THINKING?

On one level, these innovations in offerings and
service delivery are the easy part, Schoonbee
believes. They are only possible if the company
has the right mindset – an observation that holds
good for any company wanting or needing to
transform in order to deal with disruptive forces.
Deutsche Telekom and T-Systems work closely
with Stanford and Singularity universities to
understand what that mindset should be, and to
embed it in its teams.
If a company’s ability to innovate is directly
related to the quality of its mindset, then of equal

importance is its working style. It’s probably an
inescapable fact of life that large corporates will
always find it difficult to balance the need for
rigour and standards with the creative mindset
necessary for true innovation. Companies attack
the problem in various ways, but T-Systems
realises that its long-term sustainability depends
on its ability to partner successfully with smaller,
disruptive IT firms. Thus, for example, the massive
Magdeburg datacentre in Germany incorporates
around 70 partners who are helping to provide the
cloud services clients want.
In South Africa, says Schoonbee, T-Systems is
reviewing how it can work better with partners in
order to create an ecosystem that can deliver an endto-end service. Particular mention needs to be made
of Intervate, which was acquired in January 2014.
Intervate offers enterprise information management
solutions – and customer experience management.
“Intervate is a highly creative company, and
we had to learn how to work alongside such a
totally different culture. The team at Intervate
is at the cutting edge of the new world of ICT,
where services are procured quickly by the client
business units that need them – they’re far more
likely to deal with the CMO than the corporate
CIO, for instance,” says Schoonbee. “But they’re
providing technology solutions that help our clients
stay relevant to their customers. For us, it has been
a steep learning curve and has given us a deep
insight into the kind of forces you need to keep in
balance in order to innovate and keep the lights
burning at the same time.
“Today we actively protect and promote the
seemingly ‘clashing cultures’ since we need their
co-existence to service our customer needs,” he
concludes.
April 2016
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CUSTOMER
SATISFACTION
– DELIVERED
BY: Adam

Giving the customer what
they need is about more
than implementing systems;
it’s about being there when
things go wrong.
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ajan Padayachee, head of Solutions
and Projects at T-Systems South
Africa, believes that one of the key
differentiators the company holds in
the local environment is its integrated approach
to service delivery and its total focus on quality.
“Many people don’t realise this, but T-Systems is
a South African company with a global delivery
engine. Quality has been instilled in our DNA
via a deliberate global zero outage programme
that started in 2010. All T-Systems employees,
contractors and partners are taken through a
continuous induction programme that focuses on
April 2016
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Rajan Padayachee

the T-Systems approach to quality. This implies that
customers have the assurance that anyone working
on their systems, whether local or international
understands what processes to follow to keep IT
systems running optimally,” he notes.
Whenever there’s an incident in a customer
environment, engineers are notified in almost
real-time on the nature of the incident. “They’re
also made aware of the extent of the impact on
customer systems and the probable cause of failure
via our state-of-the-art monitoring and response
centre; underpinned by enterprise monitoring tools
configured with complex algorithms and correlation
engines. We have a well-defined escalation process
where within about 45 minutes critical incidents are
escalated to our global director for IT operations,
and our international delivery engine is mobilised.”

COST OVER QUALITY

CHOOSING SERVICE PROVIDERS
BASED ON RELATIONSHIPS AND
COSTS COULD SPELL DISASTER
OVER THE LONGER TERM.
Rajan Padayachee

Padayachee explains the company adopts this
standard way of doing things every time there’s
a critical incident. “Our people know what to do
and how to leverage our global capability to get the
fastest results. In T-Systems, there’s no place for
individual heroes – as this could be the single point
of failure that could ultimately cost organisations
millions of rands in lost productivity,” he says.
“We’ve been in numerous situations where
T-Systems South Africa was one of many IT service
providers running customer IT systems – however
when failure occurs, T-Systems was requested as
the trusted partner to run the incident through our
incident process even though we weren’t responsible
for the failure.”
The objective, he says, is to keep systems running
and make sure customers focus on their core business
without having to worry about quality. “Delivering
reliable IT is our core competence, and our mission
is to ensure that our customers trust us to implement
and maintain their IT systems, which allows them to
focus on their core competence, their business.
“Our stats currently speak for themselves. We
currently have in excess of 100 customers and
consistently deliver service levels in excess of
99 percent. In fact, we’re so confident in our
quality capability that we’ve recently introduced
our un-outsourcer model for some of our cloudbased offerings – this allows customers to quit on
dissatisfaction or to quit on incident,” Padayachee
explains.
“As customers move to the digital business
world where agility, elasticity and reliability are
key characteristics of the underlying IT systems,
they need a partner that understands how to
handle complexity, but at the same time gives them
predictability on the service quality they can expect.
“Customers need a partner that can leverage
economies of scale to not just reduce costs, but to
provide capabilities and skills to support technologies
from an end-user perspective to datacentre hosting
and application support. It’s impossible for customers
to have all the people and skills required to support
IT in house in a bimodal world and still expect to be
cost-competitive in a disruptive industry.”

A concerning trend in the current environment
is that when customers decide to buy new
technologies or services, they focus solely on the
cost of the tangible product or service and ignore
the intangible cost of quality of service over the
longer term.
“From a service provider perspective, there’s
a race to provide services at the lowest possible
cost – some of our competitors bring in students
with very little experience to support critical IT
systems. This is suicide for CIOs who purely focus
on costs in making IT procurement decisions.
In a bimodal world, where classic and digital
business must co-exist, and underlying IT is moving
towards centralised cloud based environments –
the consequence of failure could be disastrous,”
he says. CIOs need to ensure they understand
how service providers plan to deliver services at
significantly discounted price levels currently in the
market, Padayachee stresses. Do these vendors have
economies of scale, high degree of automation,
high process standardisation or utilise innovation
and disruptive business models to deliver high
quality service levels at discounted costs?
In a disruptive world, cost is not the key
differentiator – there are key lessons to be learned
from companies such as Blackberry, Nokia, Kodak,
which struggled to keep pace in a fast-moving
business environment. “CIOs need to ensure that in
an environment where digital business models must
co-exist or replace classic business models, they
place their trust in an organisation that understands
and has the depth of skills and capabilities to
support a bimodal environment. Choosing service
providers based on relationships and costs could
spell disaster over the longer term,” he says.
“In South Africa, T-Systems won’t necessarily
be the cheapest at the start of a contract, however
we’re confident that with us there are no hidden
costs. We don’t follow the approach of some of
our competitors that want to get in at all costs and
then negotiate upwards once the contract is signed.
Our approach to un-outsourcing allows customers
to quit if they’re not satisfied within the first six
months after transition – this implies that our entire
approach focuses on mutual value creation and
customer satisfaction right from the start – this is
driven by our zero outage, zero touch and zero
distance philosophies. Based on past experience,
we’ve significantly reduced our charges to our
customers in most cases on an annual basis due
to innovation, economies of scale, automation or
leveraging of our global procurement contracts
while at the same time improving quality to our
customers,” he concludes.
April 2016
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THE DIGITAL
FUTURE RELIES
ON NATIONBUILDING
BY: Monique

T-Systems is contributing to
transformation by embracing
diversity, skills development,
job creation and localisation.
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he South African dichotomy of high youth
unemployment coupled with a critical
skills shortage is a clear indication of the
mismatch between the type of skills in demand,
and what can be supplied by the labour market.
T-Systems is working hard to play its role in
resolving that situation by nurturing talent and
engaging in a number of initiatives to encourage
the growth of diverse local expertise.
Spearheading these initiatives is Adrè du Plessis,
VP of Strategy and Transformation at T-Systems
South Africa. Outlining the various programmes
and projects aimed at ensuring that T-Systems is a
good corporate citizen, Du Plessis maintains that
it all starts at home.
April 2016
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Adrè du Plessis

“To take on the role of exemplary corporate
citizen, you have to begin inside the business,”
she says. “We looked at our purpose, taking into
account the many challenges in our country, and
made the decision to embark on a nation-building
journey.”

FOSTERING A CULTURE OF DIVERSITY

That journey began by creating an inclusive
corporate culture that enables people to perform
at their best. A company that gets this right is a
place where employees want to work, and where
the best talent resides. The T-Systems inclusive
transformation strategy specifically focuses on
gender, youth, race, and now also includes disability.

T-Systems is one of the founding members
of ‘The 30% Club’, a global organisation which
believes that gender balance on boards encourages
better leadership and governance, and that
diversity contributes to better all-round corporate
performance for companies and their shareholders.
“We believe that making the most of everyone’s
uniqueness is key to amplifying our culture outside
of the business,” she adds. “Externally, we interpret
nation-building as a drive to uplift the country in
general and to drive ICT skills development in
particular, because technology today impacts every
aspect of our lives.”
T-Systems’ transformation drive has three key
focus areas, namely: rural and urban ICT skills
development, job creation and localisation.
T-Systems is fully committed to sustainable
transformation in South Africa, and invests
significant time and funding into its educational
programmes.

RURAL ICT SKILLS DEVELOPMENT

The Hazyview Digital Learning Centre (HDLC)
project, launched in 2012, is an investment in a
community facility managed by the Good Work
Foundation. The centre provides critical skills
development programmes in IT, tourism and
hospitality, and conservation to the community
of Hazyview and the surrounding rural areas
in Mpumalanga. Mature students, teachers and
thousands of learners have access to the centre’s
education programmes, which has a positive impact
and influence on their lives.
“It’s a place where anyone can go to acquire
practical and technology skills that prepare them
for the job market and allow them to compete in
a business world,” says Du Plessis. “Many visitors
and students begin by just learning to explore the
internet, which they would otherwise never have
access to.

ICT ACADEMY

T-Systems was a founding member of the ICT
Academy in 2003. Situated in the Johannesburg
city centre, the ICT Academy trains students in
ICT and networking, as well as improving general
life skills to prepare them for the world of work,
and to help address the critical skills gap in the
country.
The academy offers a variety of courses
combining theory and practice, and is designed to
make students employable by giving them skills that
will allow them to participate in and contribute to
the economy. Courses are also open to people with
physical disabilities.

“The institution has grown year on year,
with T-Systems investing, not only from a
financial perspective, but also from a people
and management perspective,” says Du Plessis.
“Since its inception, more than 1 800 graduates
have achieved internationally recognised ICT
qualifications, with an average pass rate of
85 percent. Also, 85 percent of students who
completed their courses have found employment.
As ICT changes and evolves, we will offer a variety
of new programmes to ensure the training remains
relevant and helps to grow skills across the board,”
she added.

JOB CREATION

The T-Systems Internship Programme brings in
graduates from across the country for one year,
providing them with practical work experience and
the opportunity to develop interpersonal skills so
that they’re prepared for the job market.
“We’ve just celebrated the ten-year anniversary
of our internship programme, and are very proud
to see the impact that the programme has had on
our youth. Our internship programme comprises
95 percent practical, on-the-job training,” says Du
Plessis. “Interns also receive coaching, mentoring,
and life skills training to complement their practical
skills. The vast majority of interns are employed,
with most of them placed internally at T-Systems.
“Another initiative is to seed interns on the job
with T-Systems’ clients. Through this programme,
interns become familiar with our client’s
environments, are well placed to take on the day-today operations and to ultimately take long-term job
opportunities to further increase employment.”

LOCALISATION

T-Systems has identified localisation as a critical
part of its future strategy, which shows its intent
and commitment to grow and develop local black
businesses in South Africa.
“Adapting to local conditions and working with
local partners is a global imperative,” says Dr Ferri
Abolhassan, T-Systems International’s director
of the Information Technology and Security
division. “We operate in over 20 countries, each
with different national priorities, business cultures,
technology needs and economic expectations.
Cooperating with local partners is a logical and
consistent strategic move to meet the needs of
each country’s market while delivering world-class
services and standards.”
April 2016
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WE’RE LEVERAGING LOCAL AND
INTERNATIONAL SKILLS, AND ENABLING
THE DEVELOPMENT OF SUSTAINABLE
LOCAL SMALL BUSINESSES
THROUGHOUT THE COUNTRY
Adrè du Plessis

For example, South Africa’s government has
made transformation and re-industrialisation
a policy priority, in which it encourages the
private sector to support through mechanisms
such as empowerment scorecards. Government
departments and state-owned entities however
have even stricter requirements to deliver on
public policy by using their vast procurement
spend to support local businesses and
manufacturing, create local jobs, empower blackowned business and persuade foreign businesses
to do the same. So where does a multinational like
T-Systems fit in this policy environment?
Although T-Systems South Africa forms part
of the Deutsche Telekom group of companies,
it has 30 percent local ownership. In addition to
employing around 1 500 people in this country,
the company also has a supplier development and
localisation programme aimed at developing local
suppliers – with a specific focus on black women
and black youth.
“T-Systems started directly empowering locallyowned companies in 2011, initially as part of our
enterprise supplier development programme,”
says Du Plessis. “We’re now strengthening these
relationships where there are opportunities to
integrate partner companies further up the
value chain. We create strong strategic alliances
with partners and suppliers, which provide
complementary services to clients and increase
competitiveness and capacity. This allows us to
meet national and clients’ policy objectives.
“It’s a model that both provides opportunities
for people to set up their own ICT businesses,
without any shareholding from T-Systems South
Africa, and it also supports already established
local organisations to expand and grow into
different fields of expertise,” says Du Plessis.
“We’re leveraging local and international skills,
and enabling the development of sustainable
local small businesses throughout the country.
At the same time, we provide guarantees for our
customers on service delivery, making it a win-win
April 2016

for all involved. Two flagship localisation ventures
that render field support services to T-Systems
customers are Nkgwete IT Solutions, a black
majority female-owned company in eMalahleni,
Mpumalanga, and Vumela IT Solutions, a black
female-owned company in KwaZulu-Natal.
Another example is the partnership with Sechaba
Computer Services that started in 2011, and
where field support services were being rendered
in Gauteng, Western Cape, Limpopo and inland
from 2014. T-Systems has now entered into a
datacentre transaction, taking the partnership
to a new strategic level. In fact, companies like
Sechaba may represent the next generation
of localised partners. An established local
family-owned ICT company, working with a
multinational to expand their business into other
areas of expertise; this will, in turn, increase their
capacity to deliver services in South Africa and
abroad. This is yet another way in which we’re
helping to grow local ICT skills and build a digital
nation,” says Du Plessis.

EMBRACING A BIMODAL WORLD

Du Plessis says constant change in the IT
industry is forcing businesses to rapidly transform
to remain competitive. A key element of
competitiveness, particularly for large, progressive
companies, is having fluidity between old and new
worlds of doing business – termed ‘bimodal’ by
analyst firm Gartner.
Bimodal IT allows the old and the new to
co-exist. “The traditional approach to enterprise
technology, which is about accuracy, efficiency,
stability, and scalability, is integrated with the new
approach, which is all about agility, speed and
innovation.
“We need predictability, quality of service and
continuous cost improvements, but we also need
to be fast and agile. It’s one element of the culture
we’re focused on developing internally – so that
we can leverage the best of both worlds. We
believe that in addition to developing nationbuilding skills, our rural and urban learning
centres are also helping us to meet the needs of
a bimodal world.” Embracing diversity across
the organisation remains a critical component
of T-Systems’ strategy into the future, with the
company firmly committed to real empowerment.
“It’s a long-term approach that we believe will
ease the growth of sustainable business models
and ultimately pave the way for a digital future
and the development of a digital nation.”
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HARNESSING
THE SKILLS OF
THE DIGITAL ERA
Digital transformation is impacting both client and
company, requiring deeper skills development and more
engaging interaction.
BY: Tamsin

understanding and managing legacy
infrastructure, but who are also well versed
in what the cloud offers, its mobility and
nuances that they haven’t even started
to consider. There’s a need for service
providers whose personnel understand
this dual environment, can create seamless
solutions and understand what this duality
entails.

RELATIONSHIPS AND
PARTNERSHIPS

Oxford

rganisations are undergoing
a digital transformation, a
fundamental shift in how business
is run and data is handled. Almost every
industry is experiencing a level of digital
disruption and those who are prepared
to adapt, learn and are ready to become
the digital leaders are those most likely
to succeed. In South Africa, there’s
another factor influencing adoption and
growth – skills. The lack of expertise and
talent is limiting organisations’ ability to
truly harness the potential of the digital
revolution.
“The IT environment of the past was
largely based on traditional skillsets for
managing infrastructure and the requisite
software running on these systems. As the
new era of digital transformation unfolds,
it brings with it complexities that aren’t just
limited to the IT environment,” says Sheila
Motsepe, Human Resources VP, T-Systems
South Africa. “Skilled personnel must now
be agile and dynamic and understand how
to blend the best of both worlds. We now
need a combination of traditional and a
new breed of skills that live comfortably
in this dual world of traditional and agile,
because our clients’ world is evolving due to
this journey of digital transformation.”
As this digital world becomes more
normal, organisations are increasingly
looking for experts capable of

“Client conversations are changing,” says
Motsepe. “The client wants to work with
a business that recognises the impact that
digital transformation is having on its
bottom line. New skillsets are required to
engage clients and take them on a digital
journey that responds to their needs.
Organisations want to know how we can
help them to increase their revenue or
add value. We’re not being asked to fix
computers and manage systems anymore,
now we’re partners in their growth, and by
having the right expertise on hand, we’re
able to meet this demand head on.”
One of T-Systems’ key differentiators
is its international links and access to the
latest technology and training. Employees
are provided with opportunity to develop
their core skills while also having access
to learnerships, graduate programmes,
leadership and management programmes
and much more.
“We look at core ICT skills and new
age skills such as data analytics and data
management, and couple these with
business acumen and the ability to forge
rich client relationships,” says Motsepe.
“Thanks to our German headquarters and
offices around the world, including in the
US, we have access to skills and training
that are well ahead of our competitors.
New technologies and expertise we’re
considering bringing into South Africa have
already been implemented overseas and our
South African clients have access to best
practice methodology and technology right
from the start.”
April 2016
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WE’RE LEVERAGING
LOCAL AND
INTERNATIONAL
SKILLS, AND ENABLING
THE DEVELOPMENT OF
SUSTAINABLE LOCAL
SMALL BUSINESSES
THROUGHOUT THE
COUNTRY.
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Sheila Motsepe

Sheila Motsepe

This international link is further enhanced by
skills development programmes and an international
rotation programme. Employees are given the
opportunity to enjoy extensive travel and training,
undergoing experiential learning and developing core
capabilities in dynamic environments around the
world. Anyone keen to grow their skills is given the
opportunity to do so, both locally and internationally,
and they then return to the fold with a wealth of
experience and a comprehensive understanding of
how technology can transform the business.
“As the HR department at T-Systems, our
customers are our employees and we’re focused
on creating an organisation that is both dynamic
and diverse,” adds Motsepe. “We’re always looking
for ways to blend mobility into functionality more
effectively and apply these elements to the lives of
our employees. It’s about a quality of life, an ethos
which translates directly into the solutions crafted by
our employees for our clients. We ensure they live
the promise that we make to our clients.”

WALKING THE TALK

The T-Systems methodology recognises that internal
systems must reflect the external solutions sold. The
development of skills and the understanding of how
digital impacts the business are applied to how the
company works with its own staff. It also forms an
inherent part of how the company talks to its clients.
“Our focus on building strong people with rich
insight pays off when we start working with our
clients,” says Motsepe. “We put strong, confident
people in front of them. People who are competent,
with the skills required to make decisions and
provide salient advice. Our training programmes are
designed to share the knowledge the company has
gathered, both locally and internationally, over the
past 10-15 years with each and every person who
stands before the client.”
This knowledge, garnered from years of
experience on the mobile solution frontier, is further
supported by new models and service offerings
created from digital best practice. T-Systems is
shifting away from large skill pools to a smaller,
more cohesive, organisational unit with fewer
employees. We are cultivating exceptional technical
skills, an analytic and consulting acumen and
capability, a global understanding and deep, relevant
specialisation. This of course is supported by clear

business understanding.
“HR provides the background service that
enables the people, giving them the technical
competency they need while remaining acutely
aware of the technical migration of skills,” says
Motsepe. “Our skills profiles are constantly
changing, adapting to a business environment
that’s unstable and in need of people who can
can deal with complexity and ambiguity, while
providing clients with reliable guidance and
support. As a result, a huge amount of resources
is put into our employees and their growth.
The resources deployed to qualifications and
frameworks are increasing as we build our skills
portfolio going forward.”
T-Systems has extended its engagement model
with its clients as well as with its employees,
moving away from the traditional towards
something far more dynamic. The client is met on
a new playing field – their own.
“Employees need technology and business
acumen, but they also need to be able to connect
these,” explains Motsepe. “In our case, we have
skillsets that include experts within the relevant
industry, such as nurses for healthcare or dealer
principles for motoring. Our teams also engage
with client employees and use their inherent
understanding of the specific market to craft
solutions that recognise the individuality of each
individual ecosystem.”
At the core of the T-Systems HR journey lies
the customer, and in providing both T-Systems’
employees and clients with far richer engagement
than ever before. The organisation understands
the value of digital transformation and has applied
it to its own business while developing the tools
the client needs as they embark on their own
digital journey. It allows for far better engagement
between company and employee, expert and
customer, and has far-reaching benefits for all.
“We’re not just helping with tech anymore, we
now gain a complete understanding of why your
lights need to stay on and how to keep them that
way,” says Motsepe. “Our teams enable business,
support our clients in their development as digital
leaders and are given the internal resources to
achieve each and every one of these goals. This is
what clients expect and this is what we’ve worked
hard to provide.”
April 2016
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RE-IGNITING
PARTNERSHIPS
FOR GREATER
DISRUPTION
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In a world trending towards
tech-centricity, it’s still the
human factors that require
most attention.
Mpumi Nhlapo

Edwards

he word ‘innovation’ implies to more
than the latest nifty gadget – it can also
mean gaining a deep understanding of
organisations’ processes, how technology can fulfil
complex business requirements and how to deliver
greatest value to budget-strapped customers, with a
fresh approach.
The only way to remain relevant in a highly
competitive market, is to view the world through
the eyes of the customer and even the customer’s
customer, says T-Systems’ head of Demand
Management, Mpumi Nhlapo. It’s this insight
that’s driving the journey to digital transformation
for both T-Systems and its partners, where digital
transformation is defined as the convening of
business value and customer experience to deliver
mutual benefit.
“We see ourselves at the heart of digital
transformation,” says Nhlapo. “Our partners,
customers and their customers are facing the
same challenges that we face in navigating this
environment of duality in which we exist.”
Bimodal IT, according to Gartner, is ‘the practice
of managing two separate, coherent modes of IT
delivery: one focused on stability and the other
on agility. Mode 1 is traditional and sequential,
emphasising safety and accuracy. Mode 2 is
exploratory and non-linear, emphasising agility and
speed.’ Nhlapo’s approach goes deeper still: “We
offer what I like to call ‘classic IT’, the technology
that’s generic to any environment, such as security
systems, desktop and support services, network
infrastructure and storage. It’s driven by reliability,
cost reduction and low risk. But innovation and
disruption underpin our delivery approach within
the context of current trends, such as big data,
cloud, social and mobility.”

INNOVATE AND DISRUPT

Innovation and disruption are the golden thread
that’s woven through T-Systems’ strategy. “How
can we disrupt the status quo?” asks Nhlapo. He
says that in an economy tending to depression, the
company has turned the falling currency into an
advantage. “We take international pricing benefits
and bring those here to our customers where there’s
weak currency – that can be disruptive. We can
do that because we have international backing.
The organisation has a reputation for thorough
research in the vertical industries it services, and
a long history of service delivery – these are the
key differentiators in this market. Our focus is
about definition: how our customers – and their
customers – define themselves and how we can
facilitate that.”

WE’VE BECOME MORE
AWARE THAN EVER, THAT WE
CAN’T DELIVER INNOVATION
ON OUR OWN.
Mpumi Nhlapo

“My view is that there’s always been the potential
for disruption, but now it’s being driven by the
emergent trends (mobile, cloud, social and big
data) which have enabled a whole new wave of
disruptive business models. Organisations that
make it a priority to focus on customer prerogatives
and priorities, and can then leverage these
emergent technologies, are able to create superior
customer value propositions through new business
approaches that place customer experience at the
core,” he says.
Competition has also evolved in the last decade,
creating blurred lines between who the competitor
and the client actually is. Traditionally, it was peers
who competed for business in the same market, but
now customers themselves may be rivals, but more
importantly, even partners, in certain areas. For
example, banks, telcos and retailers are broadening
their offerings, stretching beyond their core business
to provide an edge to attract business and improve
customer experience.

PARTNERSHIPS ARE KEY

T-Systems’ strategic alliance partners include
SAP, Microsoft, Huawei and Cisco, but there are
also a number of other partners that T-Systems
works with on specific projects or within specific
solution areas and vertical industries. “Our partners
typically have some form of IP, either product or
service-related,” says Nhlapo. In order to create
more local relevance, the company is driving local
partnerships to execute projects together. “We’ve
become more aware than ever, that we can’t deliver
innovation on our own. We need our strategic
alliance partners, vertical industry partners and
even our customers to work with us,” says Nhlapo.
“To harness the best innovation, you need to have a
basket of value in your space – that’s our partners.”
April 2016

Confronting the great unknown
Every day, employees
connect to corporate
networks using a variety of
mobile devices, potentially
exposing the company to a
host of new digital threats.
Technology is advancing at a rapid pace
and this opens up vast opportunities for
both businesses and individuals. However, it
also enables cyber-criminals to evolve how
they attack organisations. Companies need
a new generation of technology that allows
them to identify and block unknown threats.
Check Point has a number of products to
protect its clients against any attack.

Doros Hadjizenonos,
Country Manager,
Check Point
South Africa

Check Point Capsule
“When it comes to mobile security,
organisations usually either enable
mobility to boost productivity, with
security inevitably being compromised;
or they try to deliver more effective
security for mobile fleets, compromising
productivity. In the mobility space, we
don’t want to control the entire device
that an individual may use to connect to
the network; we want to manage the data
that the enterprise owns,” says Doros
Hadjizenonos, country manager of Check
Point South Africa. “We take a portion of
any Android or IOS device, encrypt it to
create a capsule where we can keep the
company’s data. This creates a secure
business environment and separates
business data from personal data.” All the
applications that the employee might use
in the course of their work are contained in
the encrypted area.

Check Point Mobile Threat
Prevention
Once the data on the mobile device is
protected, it’s important to protect against
threats on the device (OS), be it through
applications or the network. “A piece of
malware could be watching an employee’s
screen, sending screen shots from the phone
to a hacker website,” says Hadjizenonos.

an organisation and put it in a secure
environment to be emulated, where you
trigger a launch and see what it does,”
says Hadjizenonos. “We look at how the
code is behaving and if it’s doing anything
malicious, we block it from coming in, and
we create a signature to prevent further
infections.”

Check Point Sandblast agent
Check Point Mobile Threat Prevention
provides a complete mobile security
solution and delivers the industry’s highest
threat catch rate for IOS and Android.

Check Point Sandblast
At enterprise security level, when devices
are within the perimeter of an organisation
and its security network, various signature
based solutions like antivirus and intrusion
prevention systems are in place to protect
against known threats. But these systems
can’t keep up with the proliferation of new
threats. All the cyber-criminals need to do
is get someone within the organisation
to click on a document that contains an
unknown malware, giving them access to
the network and confidential information.
“To protect against the unknown, you
have to be able to take a file coming into

When a user is in an internet cafe, airport
or at a remote site, Check Point has
created another solution that’s available as
an agent to provide advanced protection
against unknown threats even to users
who are on the move. Sandblast Agent
defends endpoints with a complete
set of advanced endpoint protection
technologies by sending files to be
emulated before allowing them to reach
the endpoint.

Research and communication
A large proportion of Check Point’s
staff are focused on research and
development, and the company is
dedicated purely to IT security. In Africa,
they have recently launched a Facebook
page dedicated to the continent’s IT
security, to circulate information about
new types of threats and attacks.

Visit www.facebook.com/1CheckpointSoftwareAfrica or www.twitter.com/CheckPointAfri to join the conversation.
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OUR LOCAL PRESENCE MEANS WE CAN BUILD
SOLUTIONS FOR THE SOUTH AFRICAN MARKET THAT ARE
STILL INTERNATIONALLY RELEVANT.
Mpumi Nhlapo

“We take our partners’ hardware and software
solutions, apply the latest wave of emerging
technologies, and develop relevant solutions
alongside our tenets of customer experience,
innovation and disruption. For example, we’ve
taken the SAP Hana platform and, together with
SAP, have developed a best-of-breed hospital
management system that has become an industry
leader because we made it possible for our
healthcare customers to acquire technology from
us on a per bed and even on a ‘…as a Service’
basis, this has really changed the game.
“With Microsoft, we’ve taken SharePoint
intranets to the cloud and developed an Intranet
as a Service offering that allows customers
anywhere in the world to develop best-in-class
intranets in a matter of weeks,” he says.
“Most recently, we partnered with a small
company called Cool Touch that was previously
offering cleaning and maintenance services
to customers in Johannesburg. Together we
developed a facilities management mobile
application built on our award-winning Incident
Reporting Framework called SNAP. The success
of SNAP has resulted in our partner changing its
business model from a cleaning and maintenance
company to a technology company providing
solutions to the facilities management industry.
That’s the type of innovation resulting in
disruption that we constantly aim to achieve with
our partners.
“Our investment in training and skills, physical
infrastructure such as datacentres and R&D both
locally and internationally, as well as well-tested
processes and methodologies to deliver, all act to
strengthen our value proposition to our partners.
We offer scale and consistency and our local
presence means we can build solutions for the
South African market that are still internationally
relevant,” says Nhlapo.

UN-OUTSOURCING IT

Nhlapo also believes that T-Systems is in a strong

position to take on calculated risk. “We’re not rogues
in how we approach it, but we’re in an environment
that can absorb a certain amount of risk and we
can manage it through our processes, procedures
and global backing,” he says. “For example, our
un-outsourcer concept aims to turn the outsourcing
model on its head in South Africa. We’ll be changing
the way that customers consume our services by
taking on more risk ourselves and adopting a ‘run
on satisfaction, quit on incident’ approach where
customers won’t be bound to onerous contracts when
engaging T-Systems. We want customers to stay with
us because we deliver the best customer experience
and quality of service. Our track record with regards
to quality of service and customer satisfaction means
we can confidently absorb that sort of risk and still
provide innovation to our customers.
“Our operating principles are founded on
customer experience. But for that to be successful,
our key play is our staff. You need to have the best
people. They need to be happy, highly-skilled,
inspired and motivated,” says Nhlapo.
“Although T-Systems is part of a German
company, and much of the methodology in
delivery, processes and quality control procedures
have been adopted from our international
organisation, a great deal of localisation takes
place to make our offering relevant to the local
market. More than 95 percent of our local staff
are South African, but more importantly our
culture, energy and contribution to nationbuilding, that’s South African,” says Nhlapo. He
includes staff in the term ‘customer’, the start
of the supply chain and the core of treating all
dealings as opportunities for positive customer
experience.
As the old adage goes: people have relationships
with people. This might include staff, partners,
customers or customers’ customers, but
technology is merely a facilitator. Innovation lies
in how organisations can deliver their technology
and how they can build relationships – it’s this that
makes companies relevant and competitive.
April 2016

ROBIT has been developed to quickly
and intelligently assist you in fulfilling
administrative tasks.
ROBIT can be taught to respond in a certain manner and can be integrated
into an organisation’s line of business systems.
ROBIT can assist you with the following tasks (Custom Functions and
System Integrations):
• Booking meeting rooms in Exchange/Office365
• Logging time in timesheet systems such as Microsoft Project Server
• Finance tasks such as delivering Invoices and Statements from SAP
• Updating line of business systems such as information in Microsoft
Dynamics CRM.
• Gather the latest news of the day - combined with profiling, ROBIT can
be configured to tailor this news based on a person’s interests, or roles
within the company.

www.intervate.com
https://www.facebook.com/Intervate
https://twitter.com/intervate
http://www.linkedin.com/company/intervate
https://plus.google.com/+Intervate

BRUCE WILLIAMS
+27 (82) 568 3492
brucew@intervate.com
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JRA SOLVES
SERVICE
DELIVERY ISSUES

Johannesburg Roads Agency’s Find&Fix app
fundamentally improves the way road faults are reported
and ﬁxed.

ntervate, a T-Systems company,
was approached by the
Johannesburg Roads Agency
(JRA) to develop an app that
would help improve service delivery on
issues related to Johannesburg’s roads.
Although responding to pothole
problems, non-functioning traffic lights,
missing manhole covers, and other road
issues, is a function of the JRA, it actively
invites citizens to log issues. Until now,
people have been required to log issues
via a centralised City of Johannesburg call
centre.
The JRA’s strategy to become more
accessible and more accountable meant it
needed to provide more avenues for people
to report problems. The JRA decided to
build a framework that would allow the
public to submit complaints directly to the
agency.

SOLUTION

The JRA opted to create a mobile
application that would allow motorists to
instantly submit road issues to the agency
from their phones.
It was critical that this framework could
integrate with the JRA’s core operations –
issuing tasks to repair teams and monitoring
their progress in real-time – enabling
increased efficiencies and more automated
workflows.
The JRA selected Intervate to assist it
on this journey. The decision was based
on Intervate’s experience in developing
business and community mobile apps.

The result was the Find&Fix mobile app
that’s available for Windows Phone 8, iOS
and Android smart devices, empowering
almost every smartphone-owning road user
with a simple and effective way of logging
road issues.
Find&Fix automatically detects where the
user is sending the information from via the
device’s GPS, allowing the JRA to plot road
faults against geographic locations. The
ability for users to add photos helps the JRA
in identifying the issue onsite.
The app is able to geo-fence the regions
where incidents are reported. This means
that service requests are easily grouped
and work teams are dispatched efficiently.
It also ensures that duplicate entries are
handled accordingly. Says Lionel Moyal,
MD at Intervate, “The most fulfilling aspect
of this partnership is to see the promise of
e-government making a tangible impact on
the lives of everyday citizens.
“This is a real-world example of how
our families and our communities are
benefitting from technology. Hopefully this
will spark other innovations that improve
service delivery by local and national
administrations.”

THE RESULTS

Citizens have shown overwhelming support
for the app – with over 12 000 users
downloading it to date, and very high
levels of engagement. Positive sentiment is
flowing across various feedback channels,
particularly on social media.
Most importantly, service incidents

are being addressed far quicker than
before. This is the ultimate recognition
that e-government and m-government
initiatives can have a sustainable, realworld impact on communities and local
economies.
The JRA is able to stay on top of issues
with a visual dashboard that shows a
summary of outstanding and closed issues.
It has seen the benefits of the integration
between the GPS and photographic
element of Find&Fix including reduced
minimal human intervention, improved
visibility by being able to view the issue.
Furthermore, traditional internal
workflow process has made it far easier
for them to ensure that issues are being
resolved more quickly. They’re also able to
more accurately monitor contractor teams
and to hold them responsible in the event
of a failure to act.
Geo-fencing has also enabled the JRA
to automatically assign jobs to particular
teams, leading to greater efficiencies. In
fact, the app has changed the way the JRA
responds to complaints at a fundamental
level.
Now that the JRA is demonstrating
results and value, other agencies are
looking to it for advice on how to improve
service delivery, making it an incredibly
successful project.

April 2016
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VWSA BEGINS PROCESS OF
DIGITAL TRANSFORMATION
Digital innovation is set to transform car manufacturing and
its relationship with customers in the retail industry.
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Verduyn

olkswagen Group South
Africa (VWSA), a subsidiary
of Volkswagen AG (VWAG),
has embarked on a digital
transformation journey with T-Systems.
This is in line with the German car
manufacturing group’s global move to the
digital retail environment. Digitalisation will
enable the group to use digital technologies
to evolve its business model and retail
strategy to find new value-producing
opportunities.
“Over the last year, the VW Group
made a strategic decision to begin driving
digitalisation, starting with sales and
marketing, dealerships and customerfocused areas,” says Antonio Raposo, CIO,
VWSA. “In South Africa, we launched
the initiative by defining the benefits that
digitalisation would bring to VWSA, and
determining how to drive digital technology
in retail. This enabled us to create a
roadmap.”
In outlining the roadmap, says Raposo,
and addressing the marketing and sales
requirements, VWSA’s IS (Information
Systems) division was questioned on
how to best get the organisation digitalready and digitalisation-savvy. “This
lies outside our area of expertise as a
company,” he says. “Our core business
is manufacturing cars. We therefore
began a process of benchmarking several
digitalisation solutions and vendors.
T-Systems proactively addressed this
challenge in a mature and well organised
manner, together with the marketing and
sales business unit, as it had experience in
digitalisation here and in more developed
markets.”
April 2016

DRIVING BUSINESS GROWTH
THROUGH SERVICE INNOVATION

VWSA has an extensive active customer
database demanding a different and more
individualised means of buying cars. This
resulted in the need for this information
finding its way into the business for potential
benefits. “We weren’t using it to forward-plan
or to understand market trends, and where
product development should be heading,”
says Raposo. “The need was raised to find
a partner that could support and develop
processes and technical solutions for improved
data analytics. There was also a need to
support the use of digital tools to add value
to our customers and, more specifically, to
enable the business to identify products where
demand resided in various regions of the
country.”
T-Systems’ case studies allowed VWSA to
understand how to develop a short- and midterm strategy for introducing digital solutions
and functionality. The T-Systems team, led by
Michael Frans, head of automotive business,
provided the means and resources to support
this requirement at VWSA together with
the marketing and retail business units by
demonstrating global best practices to the
various business areas.
“Since January 2016, T-Systems has
run workshops with our business areas,
demonstrating how its technology and
solutions can be used to leverage customer
information,” Raposo adds. “On the retail
side, dealerships will be provided with support
data to better understand the various regional
and market requirements and focus on special
vehicle attributes within these markets. That
has a major impact on future marketing
initiatives.”

With the support of data analytics
initiatives internally, within the medium
term, the project will highligh different needs
of consumers for the various age groups.
There’s a tendency for younger consumers
to seek smaller cars that have digital
functionality so they can communicate
via social media, while older consumers
are more interested in comfort and engine
capacity, for example. This has major
implications for product development in the
future.
“With the technology and platform in
place, in the short term, there’s a high
expectation that the journey to digitalisation
will provide VWSA with a great return
on investment, allowing us to proactively
address customer requirements so we can
deliver the right products at the right time,”
Raposo says.
He adds that T-Systems’ energy and
commitment have been encouraging. The
team’s consultative approach is what VWSA
wanted from a solutions partner. “It’s a bold
move. That’s why it’s important to have a
partner that understands the complexities of
a changing business model and can help us
to start developing solutions for additional
business areas that will allow VWSA to focus
on key elements like customer retention, for
example,” he concludes.
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SANTAM CLOSES THE
‘INTERMEDIARY’ GAP

Design-led thinking and agile development helps Santam to create an intuitive digital interface
for its network of insurance intermediaries.
nsurance company Santam
needed a digital solution to
facilitate the interactions between
intermediaries and the company.
The key requirement was for intermediaries
to easily, immediately and cost-effectively
manage their customers’ portfolios –
preferably in a self-service manner. The
main activities include:
• Managing existing customers’
portfolios, such as updating policies and
customer details
• Processing claims on behalf of 		
customers – previously, intermediaries
were required to either call into 		
Santam’s contact centre, or submit
claims via fax.
Many of these interactions were simple
‘low value, high volume’ activities that
created an operational headache for
Santam, increased costs, and lengthened
fulfilment timelines.
In other cases, certain intermediaries
were accessing the Santam mainframe
directly, which wasn’t a user-friendly
solution, created unnecessary complexity,
and posed vulnerability problems.

SOLUTION

Santam took an enterprise-wide view of
its IT environment and decided to hinge
its modernisation programme on three
flagship projects: upgrading the mainframe
computing system (using Guidewire
as the policy management platform);
integrating Microsoft Dynamics CRM; and
building a new web-based extranet for all
intermediary interactions.
It selected Intervate, a T-Systems
company to develop the extranet portal –
using SharePoint 2010 to expose a number
of enterprise services in an intuitive
interface available to intermediaries from
anywhere in the world.

Intervate was chosen because of its
pedigree in developing good SharePoint
user experiences, combined with its skills
in responsive design, and in developing
transactional systems on top of the
SharePoint platform.
At the heart of the solution lies an
enterprise service bus, which pulls together
16 disparate systems, unifying and then
surfacing them in a user-friendly and
highly secure way via the extranet. This
form of SOA-based implementation means
intermediaries are able to access a wide
range of services – from booking new
business, to modifying policies, to submitting
and tracking claims.
It also provides an enabling environment
for rapidly rolling out new features and
applications in the future, to cater for a
dynamic and increasingly competitive
industry. With the extranet’s sophisticated
security and auditing capabilities, Santam
also ensures full compliance with the
stringent regulations governing financial
services.

BENEFITS

Creating this extranet portal sent a very
clear message to intermediaries: that Santam
is committed to, and serious about, the
intermediated model. It’s now able to cater
for every type of intermediary – from the
most traditional type that prefers telephonic
or paper-based engagements, to the most
digitally-savvy that enjoys the convenience of
the self-service portal.
Santam’s Michael Probyn says that within
just the first six months, 84 percent of its
intermediaries had registered on the portal.
“The adoption has been fantastic. We spent
a lot of time conducting workshops with
some of our intermediaries from the very
earliest stages of wireframes, all the way
through to the final development.”

WE PLACED A MAJOR
FOCUS ON USABILITY
AND DESIGN.
Michael Probyn, Santam

“It’s a very client-centric solution. We
placed a major focus on usability and
design, and in ensuring that we were
addressing the intermediaries’ needs,” he
adds.
A keen focus on responsive design
means that the extranet services are easily
available on desktops, laptops, and tablets.
Probyn notes that key features will
be extended down to the world of
smartphones in the near future – further
increasing the levels of convenience and
mobility.
Chantel Louw from Innofin – an
intermediary that has been involved in
the extranet project since the early pilot
phase – says the service has transformed
the way Innofin does business. “The
design is very modern – it’s characterised
by a much cleaner look, and much simpler
experience. Whether we’re amending
policy details, generating calculations of
client assets, or anything else, everything is
always just one click away.
“It’s extremely easy to navigate through
client portfolios – and instantly see
everything in that client’s portfolio and his
historical records.”
Louw says that Innofin’s costs have
decreased – since processes can now be
completed far quicker, and there’s no
need for calling in or completing manual
documents.
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AT A
GLANCE

VISION:
Transforming
business, building
our nation, from
outsourcing to digital
transformation.

T-Systems forms part of the Deutsche Telekom group
of companies, which enables the company to combine
information technology and telecommunications into
replicable, cost-eﬀective solutions.

T-Systems South Africa’s value
proposition is transforming
business through:
• ICT that works
• Innovation.
In South Africa for South Africa.

T-Systems South Africa

Internationally,

T-Systems is one
of Europe’s leading
providers of ICT,
and is responsible for serving
major business accounts.

INDUSTRY SECTORS:

employs between 1 000 and
1 500 professionals.

The head oﬃce is located in Midrand,
Gauteng, with a second major oﬃce in Cape
Town and several representative oﬃces in
locations throughout South Africa.

Winner of several awards including:
Microsoft awards 2006-2016
(various, including country
partner of the year 2015)

Frost & Sullivan
awards
(2013 and 2015)

Gender
Mainstreaming
awards

Utilities
Transport, travel, logistics
Financial services
Public sector
Automotive
Healthcare
Energy

SAP Africa’s
Industry Impact
Award 2015

Solutions: T-SYSTEMS & INTERVATE PORTFOLIO
INDUSTRY DISRUPTIVE SOLUTIONS

Application SERVICES

AUTOMOTIVE
SOLUTIONS

TRAVEL,
TRANSPORT,
& LOGISTICS
SOLUTIONS

CROSS INDUSTRY BUSINESS SOLUTIONS

HEALTH
SOLUTIONS

ENERGY
SOLUTIONS

UCC - PART OF
CONNECTIVITY
SERVICES IN SA

ARCHIVING
AND CONTENT
MANAGEMENT
SOLUTIONS

ENTERPRISE
SOLUTIONS

AMM & TESTING
SERVICES

CLOUD READINESS
AND MANAGEMENT
SOLUTIONS

WEB, SOCIAL AND
MOBILITY ENABLING
SOLUTIONS

APPLICATION OPERATIONS
APPLICATION
OPERATIONS FOR
SAP® SOLUTIONS

Infrastructure &
NETWORK SERVICES

SUPPORT & ENABLING
SERVICES
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APPLICATION
OPERATIONS FOR
OTHER SOLUTIONS

DATACENTRE SERVICES
HOSTING
SERVICES

MAINFRAME
SERVICES

ICT SECURITY
SERVICES

APPLICATION
PERFORMANCE
MANAGEMENT

CONNECTIVITY SERVICES
VIRTUAL PRIVATE
NETWORKS

SERVICE DESK
AND ONSITE
SERVICES

ACCESS AND VOICE
SERVICES

END-USER SERVICES
UCC

MANAGED
WORKPLACE
SERVICES

MOBILE ENTERPRISE
SERVICES

HAVE THE COSTS OF YOUR
HARDWARE AND SOFTWARE
INCREASED SIGNIFICANTLY
DUE TO FLUCTUATIONS IN THE
FOREIGN EXCHANGE RATE?

YOU CAN BENEFIT FROM OUR HIGHLY COMPETITIVE GLOBAL
PRICING STRUCTURES.
With our understanding of the local environment we ensure the best hardware and
software deals in the market because we leverage global alliances and
partnerships such as Cisco, Citrix, Dell, EMC, Hitachi, HP, Huawei, IBM, Microsoft,
SAP and many more.
Contact us today on: un-outsource@t-systems.co.za
www.thefuturenow.co.za

IS OUTDATED
INFRASTRUCTURE
POSING A SECURITY RISK
TO YOUR ENVIRONMENT?

SECURITY IN THE DIGITAL AGE IS
NOT JUST ABOUT PUTTING A LOCK
ON YOUR ICT INFRASTRUCTURE.
We create the cyber-security shield for our
customers, wherever they are. As the leading
experts in data privacy and security, our
knowledge and understanding of the
challenges posed by the journey to digital
transformation will ensure your organisation is
Magenta secure from end to end.
Contact us on: un-outsource@t-systems.co.za
www.thefuturenow.co.za

