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Growth is
facilitating the
journey to better
service delivery.

I

n the coming years the government plans to build more
schools, hospitals, roads and other infrastructure.

You can rely on MTN Business for a full suite of ICT solutions
that make service delivery even better. With a vast range of
connectivity products such as MPLS VPN, Remote Access and
Last Mile connectivity, we give you the tools to communicate
as well as monitor and manage your organisation’s network.
Our service-centric approach enables you to manage costs and
improve efficiency, in a new world of government solutions.
Go to mtnbusiness.com/za
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CHAIRMAN’S NOTE

W

elcome to this, the first issue of
The Public Technologist, which
has been produced to coincide
with the inaugural meeting of the Public
Sector ICT Forum, held 8 September 2016 in
Johannesburg.
Together these aspects form part of a very
exciting initiative, and I’m proud to be helping
to direct its various activities in my position
as Chairman of the Board for the forum. I
won’t go into too much detail here about
the forum, as you’ll find an article on pages
10-11 that provides more background into our
ambitions. But briefly, we’re working hard to
create a focused platform for public sector ICT
decision-makers to engage, share and discuss
topics and ideas that are key to fostering
technological innovation and excellence in
service delivery across South Africa.
The idea had been in the making for
some time based on discussions between
myself and Caryn Berman from Brainstorm
magazine. We both have regular interactions
with CIOs in the public sector and felt there
was a need for an informal community that

enabled CIOs and other key decision-makers
from across the public sector to discuss and
think about high-level topics that affect
them in the implementation and utilisation of
technology. Having discussed the idea with
a number of CIOs and other industry players,
we’ve formed a board consisting of public
sector CIOs to direct the activities and topics
to be covered in our activities.
Our purpose is not to detract from the
excellent work of the Government IT Officers
Council (GITOC) or SITA, and our board
includes GITOC’s Chair Mmamathe MakhekheMokhuane and SITA’s CTO Pandelani Munyai,
to ensure our initiatives align and the
organisations work in tandem and are relevant.
In addition to being made available at the
event, this independent publication is also
being distributed with Brainstorm magazine
to a targeted audience of decision-makers
and executives with an interest in the public
sector ICT arena. The Public Technologist
has been created as a focused thoughtleadership publication that provides
coverage into the same areas as the forum
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event, but tackles them in a somewhat
different way.
This edition focuses on the overarching
theme of digitalisation of services across
the public sector, covering key technology
considerations, as well as more practical
issues around collaboration, skills and
culture, budget and assurance. We’ve also
got an interesting case study around how
the South African Post Office is adapting to
a digital world.
I hope that whether you attend the event
or not, the content within these pages
proves useful, insightful, thought-provoking
or even just confirms what you experience
in your working roles. I also sincerely hope
that you are able to join us at our future
events and find value in the initiatives we
are undertaking.
Let’s engage for excellence.

Mandla Mkhwanazi
Copyright © 2016 by ITWeb Limited. All rights reserved.
No part of this publication may be reproduced or
distributed in any form or by any means, or stored in a
database or retrieval system, without the prior written
permission of the publisher. Opinions expressed in this
publication are not necessarily those of the editors,
publisher, or advertisers.

To access our digital versionS
scan the QR code or visit
brainstormmag.co.za/psictf

DIGITALISATION IS NOT
NEGOTIABLE FOR ANY
ORGANISATION IN THE
MODERN WORLD. EVEN
LESS SO FOR PUBLIC SECTOR
ORGANISATIONS TASKED
WITH KEEPING THE COUNTRY
RUNNING.

Alpheus Mangale, Chief Enterprise Officer , MTN Business
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I

n a 2010 study on the impact of
digitalisation at a country level, PwC’s
strategy consultants, Strategy&, found
that digitalisation multiplies the benefits
of connectivity, as it generates three times
more economic benefit than broadband
alone. Digitalisation contributes positively to
job creation, and countries in the advanced
digitalisation stage reap 20% more economic
benefits than countries at the start of their
digitalisation journeys.
Digitalisation is not a journey
to be started upon never to be
completed, nor an initiative to
be piloted to see what works.
Digitalisation is a journey
through recognising the need to
change, embracing change, and
being that change.
This requires more than just
improving what’s currently being
done. It requires a reimagining of
business models, processes, and
engagement. Many consumerfacing businesses already offer
a more user-friendly seamless
customer experience than
government currently offers.
Citizens, however, are starting to demand the
same consumer type of experience from the
public sector.
Consider the role of government in a
society that relies on digital technology. A
large part of the problem in changing
is the complexity of processes public
sector agencies face. In fact, complexity
is the greatest barrier to achieving digital
transformation and unlocking the value of
today’s digital economy.

The solution lies in public-private
partnerships. To reach an advanced stage of
digitalisation and realise the wide-ranging
benefits it offers, the public sector needs
support. It needs support from government.
But more importantly, it needs support from
the private sector.
Reducing siloes and building towards the
single view of the citizen is key to effective
e-government, and technology solutions that
streamline processes and improve interactions
are therefore essential. Fragmentation among
departments can make it hard to connect the
technological ‘plumbing’ necessary to create

The private sector has the
technology, the skills, and the
expertise to fill in the gaps
that are making the digital
journey a challenge for public
sector organisations.
a seamless experience for the end-user, be it
a government worker, an average citizen, or
another inter-governmental office. It doesn’t
make the task easier when the complexity of
large-scale digital projects requires specialised
skills and expertise that come at a high price
and are often in short supply. As a result, many
e-government efforts fall short of their promise.
The private sector has the technology, the
skills, and the expertise to fill in the gaps that
are making the digital journey a challenge

for public sector organisations. The private
sector can help government achieve significant
improvements in the citizen experience
through offering supporting solutions
to enable things like shared services and
e-procurement tools. These can considerably
improve the efficiency, cost-effectiveness, and
transparency of government operations.
For example, MTN Business offers an
Internet of Things (IoT) platform that can
assist government in innovating in service
delivery, as well as more traditional solutions
such as managed and hosted offerings like
connectivity, firewalls and applications such
as Sharepoint. These types of solutions offer
cost-effective tools to help public sector
entities on their path to digital transformation.
Central to all of this is connectivity. With
85.5% of households having access to at least
one cellular phone, it makes sense that public
sector digitalisation in South Africa start with
a mobile-first approach.
The full benefits of digitalisation are huge,
but to realise them, public sector organisations
need to tackle the factors that make many
e-government efforts fall short of their promise.
With the right technology, the right support, and
the right strategy, e-government is within easy
reach of South African agencies and citizens.
Leveraging established infrastructure such as
mobile broadband provides the first step to
more effective, thorough, and more innovative
digital initiatives.

mtnbusiness.com/za
Call: 011 912 3000

September 2016

True insight knows no limits.
Your data and analytics shouldn’t either.
In one day, you’ll make a thousand decisions. All with consequence. You can’t rely on good luck. You need
good insight. Confident insight. Immediate insight.
With SAS®, you can scale analytics insight to any size data problem. Analyze data wherever it lives. Put easyto-use analytics in everyone’s hands. Push the edge of innovation with in-stream processing, machine
learning and the Internet of Things.
Read the MIT Sloan Management report on how to put these analytics innovations into action and turn raw
data into answers you trust.

Read MIT Sloan Management report.
sas.com/analytics-success
SAS and all other SAS Institute Inc. product or service names are registered trademarks or trademarks of SAS Institute Inc. in the USA and other countries. ® indicates USA registration.
Other brand and product names are trademarks of their respective companies. © 2016 SAS Institute Inc. All rights reserved. G28381US.0516

inside
this
ISSUE

26

18
18 PLACING ALL THE PIECES

12

What are the ingredients required
to build a platform to offer digital
Government services?
BY JAMES FRANCIS

20 PREPARED OR SCARED?

10 WHAT IS THE PUBLIC SECTOR ICT
FORUM?
Find out more about this targeted
professional-interest community,
what its objectives and activities
are, who is leading this initiative
and how you can get involved.

12 DIGITALISATION OF THE PUBLIC
SECTOR
What is digitalisation and how does
it affect governments and service
delivery?
BY JAMES FRANCIS

16 HALF IN, HALF OUT

The bimodal debate: Traditional
systems and innovative
development running side by side
to transform an institution and
shift perception.
BY TAMSIN OXFORD

There’s no escape for any nation
from the wave of digitalisation
sweeping the globe, but is South
Africa ready to make the most of
the opportunities?
BY BONNIE TUBBS

22 UNITY ACROSS GOVERNMENT

Digitialisation in the public sector
encourages joined up government.
The vision to have a single view of
the citizen across multiple agencies
is a noble one, but requires much
work to become a reality. How to
reduce data silos?

26 CROSS-BORDER DATA FLOW

Identity verification across borders
will be driven by demand from a
mobile population and has to be
achieved for global growth.
BY MONIQUE VERDUYN

28 GOING PUBLIC

Why should government increase
partnerships with the private
sector?
BY JOANNE CAREW

30 DRIVING DIGITAL TRANSFORMATION
Public sector CIOs agree
digitalisation of the organisation
needs to match the cultural
strategy of the business.
BY SIMNIKIWE MZEKANDABA

BY IWAN PIENAAR

24 EMBRACING OPEN DATA

Open data allows citizens and
organisations to freely access, reuse and republish data. There are
numerous international examples
of open data being used to power
apps to solve real-world challenges.
BY IWAN PIENAAR

30

50 A SECURITY CHALLENGE

Public sector organisations need
to tackle information security to
ensure the success of digitalisation
efforts.
BY KIRSTEN DOYLE

52 WHERE THE BUCK STOPS

36
34 SKILLS IN DEMAND

Digitalisation requires investments
in technology, but also the skills
to tame and maintain it. Do these
currently exist within the public
sector?
BY BRONWYN MULROONEY

36 DISRUPTING THE OLD WAYS

Agile development frameworks,
hackathons and crowdsourcing are
new approaches to innovation and
productivity, captured under the
banner of digitalisation. Buzzwords
of the trendy enterprise startup
landscape, but can such principles
port to the public sector world?
BY TAMSIN OXFORD

52
38 SKILLING UP FOR DIGITAL

The benefits of a digital
transformation are compelling,
however to leverage the
technological possibilities, we need
to understand how to assemble
the technical skills to make that
happen.
BY MONIQUE VERDUYN

44 PUT YOURSELF IN THEIR SHOES

Citizen experience is a key part
of the digitalisation of service
delivery.
BY JASSY MACKENZIE

48 FINDING FUNDING

With a cost-conscious ethos
necessary in times of economic
uncertainty, how to build out
digitalisation initiatives when
everything says to cut back?

When it comes to the provision
of digital services to citizens,
the success or failure of such a
project sits squarely on the CIO’s
shoulders. How can we ensure
systems meet the requirements
and live up to expectations?
BY RODNEY WEIDEMANN

54 BUT IS IT FRAUD IF EVERYONE’S
DOING IT?
How can digitalisation help to curb
fraud in the public sector?
BY TRACY BURROWS

58 THE DIGITAL ROAD TO RECOVERY

In an age of cloud, the Internet of
Things and e-mail, the relevance of
the South African Post Office has
to be questioned. But digitalisation
efforts could transform it into the
centre of service delivery.
BY LESLEY STONES

BY JASSY MACKENZIE

50 REAPING WHAT YOU SOW

How to determine the value
of digitalisation projects postimplementation? What metrics
are useful to justify the returns
or demonstrate that a project has
been successful?
BY YULE EDWARDS

54
38

Ready to ignite productivity
through innovation
Vodacom Smartgov offers robust and feature-rich
solutions that are purpose-built for the unique challenges
of South African government. Streamline government
departments with easy and cost effective
paperless solutions.
Get Ready to take service
delivery to the next level.
Email em@vodacom.co.za
for more information.
Vodacom
Power to you

Powered by:

10

ABOUT US

What is the
Public Sector
ICT Forum?
FIND OUT MORE ABOUT
ITS OBJECTIVES AND
ACTIVITIES. WHO IS
LEADING THIS INITIATIVE
AND HOW CAN YOU GET
INVOLVED?

T

he Public Sector ICT Forum has been
established to provide a focused platform
and opportunity for public sector ICT
decision-makers to come together to engage
and discuss topics around technology that are
key to innovation in service delivery.
Directed by a board of members, the Public
Sector ICT Forum will focus on providing print,
online and event-based thought leadership, best
practice and knowledge-sharing platforms for
the local community of ICT decision-makers.

Meet
the board

To ensure that the content and activities are relevant
and topical, the Public Sector ICT Forum’s board is
composed of public sector CIOs and an independent
consultant. The involvement of representatives from
GITOC and SITA ensures that our our initiatives and
organisations align.

September 2016

What are the objectives?

CHAIRMAN

M AND L A MK HWANAZ I ,
Digital Lead and Chief Process
Officer, Transnet Group

• Create a membership-based forum for
senior members of the public sector ICT
community, where ideas can be sparked,
best practices shared and issues of
importance relevant to government’s
current challenges discussed
• Invite top-level relevant speakers,
potentially international and from private
sector (where relevant), to offer insight,
analysis and thought leadership into the
topics under investigation
• Enable informal networking opportunities
to allow members to engage with each
other (both in-person and over digital
platforms)
• Craft an accompanying thought-leadership
publication that can be shared among
the membership at the event, but also
distributed to relevant non-attendees postevent
• Help to grow and develop the next level of
public sector ICT leaders
• Longer term, the Public Sector ICT Forum
will look to take its events to key regions.

GITOC
REPRESENTATIVE

MMAMAT HE MAK HEK HE
MO K HUANE, Chair of GITOC,
and CIO, Department of Water and
Sanitation

SITA
REPRESENTATIVE

PAND EL ANI MUN YA I ,
CTO, SITA
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What are the activities?

NETWORKING events

thought-leadership publication

Online platforms

When it comes to the events, the aim is to provide an opportunity
for public sector CIOs to listen to and engage with relevant, leading
local and international speakers to provoke dialogue, spark ideas
and generate concepts that can be taken back to the CIOs’ own
areas of work. This is an informal community that encourages
collaboration and discussion in the name of improved service
delivery. To enable the networking and conversation, the events
will include a panel discussion and a lunch. The events will be held
twice a year and will be morning sessions that conclude with a
networking lunch. The primary focus, in the initial stages, is to
provide government CIOs, GITOs, Director-Generals and Deputy
Director-Generals, as well as Senior and General Managers in the
public sector ICT arena with the opportunity to attend our thought
leadership events. We expect to host between 50-100 of these
top public technologists at our events. Primarily these events will
be held in Gauteng, but once the forum has gathered the necessary
momentum the Public Sector ICT Forum will consider taking these
events further afield to reach colleagues in the regions.

The official publication of the Public Sector ICT
Forum, The Public Technologist, is created to be
premiered at the event and made available to
all attendees. While the content will tie in with
the topics under discussion at the event, it will
provide a different perspective from high-level
interviewees across the public sector and other
leading industry commentators. In addition to
being distributed to all registered Public Sector
ICT Forum members and the GITOC membership,
the publication will be delivered to Brainstorm’s
public sector and parastatal distribution list
to help meet the Public Sector ICT Forum’s
objective to aid the growth and development of
the next level of public sector ICT leaders.

In the early stages of the Public Sector ICT
Forum’s life we will be sharing relevant articles
from Brainstorm’s archive, and you will be
able to find out more about the forum’s latest
activities as well as view digital editions of
The Public Technologist and reportbacks from
the events, including picture galleries. These
will be available from the Brainstorm-hosted
portal www.brainstormmag.co.za/psictf. An
e-mail newsletter will be sent to members
during the periods between events to provide
relevant articles and communication to the
membership.

How do I join?

If you work in the public sector, and your position involves leading ICT strategy and
implementation then you must become a member of the Public Sector ICT Forum. To find out
more visit us at www.brainstormmag.co.za/psictf or tweet us @PSICTForum.

BOARD MEMBERS

M T H OKO MN CWA B E, Group
CIO, South African Post Office

UNAT HI M T YA, CIO, Parliament

M OT HI BI R AMUSI, CIO,
National Lotteries Commission

C ARO L T HO MAS, CIO, Civil
Aviation Authority

J UL I US SEG O LE, independent
consultant (former Chair of GITOC,
and former CIO, Department of
Social Development)

In support of the board, there’s an executive committee that includes members from Brainstorm magazine and events teams,
and the Public Sector ICT Forum’s primary sponsor, MTN Business.
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DIGITALISATION

digitalisation of the Public
Sector
WHAT IS DIGITALISATION
AND HOW DOES IT AFFECT
GOVERNMENTS AND
SERVICE DELIVERY?
BY : J AM E S FR A N CIS

M

odern computing and connectivity
technologies hold a lot of promise
to transform our world. No, scratch
that. They ARE transforming our world – the
real question is how fast are we adopting it?
Have no doubt: the global digital divide will
define the haves and have nots of the next
century. It will draw the line between the
progressive economies of tomorrow and the
rural backwaters that rely on their services.
The idea of digital colonisation is very real:
only this time it won’t come from European
empires hungry for land. It will come from
service centres like China, India, the US and
Kenya. Geography is not an inhibitor anymore –
the gamechanger is technology infrastructure.
We can call this phenomenon ‘digitalisation’
(or digitisation - see sidebar) and it’s the most
important paradigm shift in the world today.
September 2016

Why digitalisation matters
Computer technology is on a race to the
bottom, at least as far as price is concerned.
Where it will level out is anyone’s guess: some
predict that machine learning will eventually
drive real-world production costs to near zero
thanks to incredible efficiency gains. That may
turn out to be wishful thinking, but nobody
denies that accessing computer power is far
cheaper than ever before and falling.
Proliferation of distributed computing, user
devices and broadband connectivity lie at the
heart of this. Between the datacentres that
house cloud services, mobile phones and highspeed internet, the world is now capable of
offering a lot of power for a very low price.
The dream of distributed computing has
been active for a while – projects such as
SETI@Home were early pioneers in taking
advantage of it. But today this concept
has become so thoroughly commercial and
commoditised that many are referring to
it as a utility. Like water and electricity,
supercomputer power is being piped to you,
enabling services such as Apple’s Siri and
Google’s Gmail. This movement is impacting
everything.

“The reason disruptive technologies are
very important to all leaders – whether they’re
CEOs or policy makers – is because, for the
first time, we now have technology affecting
every single sector of the economy,” noted
James Manyika, Director of the McKinsey Global
Institute, at Davos two years ago. “Every
sector, whether it’s retail, financial services,
shipping, manufacturing, and even agriculture,
now takes inputs and uses technology to drive
much of what it does.”
Greater efficiency was the tip of the spear
of this movement, but its scope has since
expanded. The triumvirate of cloud, devices
and connectivity is making it possible to
swallow and digest the vast amounts of data
being generated. It can push information
and intelligence in real-time. It can adjust
and change its approach with the nimble
movement of a bee – a concept captured in
buzzwords such as ‘agile’ and ‘pivot’.
It’s the breakout moment for computers:
yesterday a computer was a machine on a desk.
Today it’s becoming as commonplace as taps
in a bathroom. Tomorrow it will be everywhere.
This process of shifting to that future is called
digitalisation.
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Arthur Goldstuck, World Wide Worx
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Digitalisation goes beyond Adam Smith’s
‘invisible hand,’ which holds that human
selfishness in commerce can ultimately serve
society at large. Though digitalisation is
most obvious in the business world, it’s not a
capitalist tool. Indeed, Karl Marx might have
loved the idea. Digitalisation is about breaking
down barriers, creating easier access to anyone
with a device. Devices, in turn, are becoming
cheaper and more plentiful.

The ingredients of digitalisation

The Public Sector shift

south africa’s digitalised public sector

Local examples include eFiling, the awardwinning self-help tax filing service from the
South African Revenue Service; the paperless
systems introduced at the Department of
Home Affairs; or the South Africa Social
Security Agency’s debit cards for welfare and
pension recipients. These are all digital services
that deliver to citizens.
“When looking at developed countries, such
as the UK and Australia, the most common
e-government platforms that are launched to
enable citizens to engage with the government
are focused around education, welfare and
healthcare,” says Naila Govan-Vassen, ICT
industry analyst at Frost & Sullivan Africa.
Digitalisation can have a very grassroots
effect. Across sub-Saharan Africa, small scale
farmers are using a host of digital services to
help them with procurement of equipment,
pricing, best practices and more. Many of
those services are free and can be pushed
to low-tech feature phones that predate
smartphones. In South Africa small-scale
recycling company REDISA has made it
commercially viable for garbage collectors to
gather used tyres, thanks to digital systems
keeping costs very low and flexible.

South Africa is still faltering on this. Despite a
progressive outlook on e-government (referring
specifically to the public sector delivering services
via the internet to various target audiences),
investment and momentum are lacking. The promise
of digitalisation is not reaching citizens fast enough.
The country certainly has the hunger for it: simply
consider the huge impact social media has had on
political engagement in recent years. Devices are
not a barrier anymore either: figures from World
Wide Worx estimate there were 23.5-million smart
devices in South Africa by 2015, up from 19 million
in 2014.
“This will have a knock-on effect, a few years
down the road, of a massive increase in demand on
digital services,” says local analyst Arthur Goldstuck,
MD of World Wide Worx. Yet the means to apply for
services such as smart ID cards is still outdated.
“This is an anachronism in a digital environment,
and results in significant productivity loss and great
frustration directed at government services,” he
says
The top economies of tomorrow are those who
adopt digitalisation as their own. The indentured
economies will be the ones that never took it
seriously. The time to choose a side and act
is now.

But what does it take to become a digitalised
country? Govan-Vassen says: “It’s important to bear
in mind that the key foundation for implementing
e-government services is affordable connectivity
and infrastructure (across all government
departments and citizens), IT know-how (also among
the government and its stakeholders), policies and
IT regulations stipulating the rules for e-governance
and the associated implementation plan.”

DIGITISATION VS
DIGITALISATION
Technology loves buzzwords, as they can
compress a vast concept into a seemingly
eloquent soundbite. For example, ‘cloud’
sounds better than ‘vast distributed
virtualised computing over datacentres and
connected by networks,’ even though the
word doesn’t really explain any of that.
A bit more obvious is the ‘internet of
Things’ (IoT), which you can literally construe
as meaning the Internet being put into things
other than traditional computers such as
PCs, laptops and mobile phones. Cisco opted
for the ‘Internet of Everything’. Technically it
refers to a broader vision of the IoT, but only
if you assume that the ‘Internet of Things’
didn’t already include everything (it does).
Now a similar state of confusion has
dawned: do we call it ‘digitisation’ or
‘digitalisation’?
Some will argue these are not the
same thing, but they are. Both refer to the
process of transferring analogue functions
into digital. For example, e-mail is the
digitalisation (or digitisation) of snail mail.
There have been attempts to make them
mean different things. One of the best is that
digitisation is to digitise a specific property
or concept, whereas digitalisation refers to
the large scale impact on a system or society.
So, Uber is the digitisation of hailing a taxi,
but it’s an example of the digitalisation of
transport.
Yet unless you are a big fan of semantics,
that’s just splitting hairs.

September 2016
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Half in,
half out
THE BIMODAL DEBATE:
TRADITIONAL SYSTEMS
AND INNOVATIVE
DEVELOPMENT
RUNNING SIDE BY SIDE
TO TRANSFORM AN
INSTITUTION AND SHIFT
PERCEPTION.
BY : TAMSI N OX FO RD

Photography: Supplied

T
Riaz Osman, Deloitte Consulting

September 2016

he term ‘Bimodal IT’ was coined by
Gartner. Defined as the ‘practice of
managing two separate, but coherent,
styles of work: one focused on predictability,
the other on exploration’ it’s a concept that
has sparked discussion and changed the way
lumbering organisations and public sector
institutions could potentially approach
innovation. But does it work? Or could it
potentially place the public sector into an even
more precarious predicament as inventive and
traditional streams come to virtual blows down
the line?
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BIMODAL IT
“CIOs are looking at bimodal as a convenient
strategy because they realise they need
to change,” says Sharyn Leaver, VP, Group
Director serving CIOs, Forrester Research. “The
reality is that it won’t work. If you go down
that path it sounds convenient as you don’t
need to go through a full transformation of
the organisation, but you end up creating two
separate and distinct organisations down
the line.”
Two sets of skills, two methodologies and
two process sets and there will end up being
two sets of expectation for business partners.
For Leaver, having two disparate streams
within the organisation is setting it up for
failure. It would be fine as a temporary step,
perhaps, to make some improvements, but
ultimately this separation would result in two
different cultures and expectations. Then how
is this broken down when the time comes to
merge the two?
“I think we will see over the next couple of
years the CIOs going down that path hitting
the wall and buying problems,” says Leaver.
“Some areas will see improvement but as the
partitions increase they will get to the point
where one side is slowing you down and it
will bring the business to a halt as you need
to knock down barriers to get things moving
again. Some CIOs realise this doesn’t make
sense in the long haul.”
Gartner, on the other hand, is not
envisioning this scenario as it puts the idea
of bimodal on the table. The analyst firm isn’t
suggesting that bimodal should result in two
different streams that divide the business
in half, what it means is that there is one
strategy, one business and both benefit from
the value of innovation and agility.
“You start a bimodal strategy by introducing
something completely new and you incubate
it, changing elements little by little, bringing in

new techniques or agile methodologies,” explains
Donna Scott, VP and Distinguished Analyst, CIO
Research, Gartner. “Then, as you see successes,
the one team then adopts the same techniques
which the second team has successfully
incubated. The tools in the toolbox for the
second team that started bimodal are extended
to the first over time.”
Any bimodal application or solution can’t be
developed or implemented in a vacuum – it has
to have access to the back-end data in order to
operate efficiently. The application doesn’t stand
on its own, it’s part of one company and one
strategy. For the public sector, this clarification is
everything.

Any bimodal application
or solution can’t
be developed or
implemented in a
vacuum.
Operational Opportunities
“The public sector is under tremendous pressure
to improve operational excellence,” says Scott.
“They have to do things better and differently
and they’re wondering how to achieve this.
Worldwide metrics on innovation show that in
the public sector the government has a run of
70% (traditional operational strategy) with only
30% dedicated to grow and transform, and out
of that only 11% is focused on transformation.
For this sector, bimodal IT can be used in many
forms and opens up a lot of opportunity for the
collection of revenue, cost optimisation and
collaboration with local businesses.”
The problem is that the public sector has its
own set of challenges to overcome. Challenges that

really do impact on the reality of any innovation,
much less a bimodal approach. Cultural legacies,
top-down hierarchies and a limited vision all hinder
growth and change.
“The government CIO does buy into the
concept of bimodal, but the challenge is how
can they transform the organisation’s culture
and leadership in order to operate at that level,”
says Riaz Osman, Technology Director and
Partner, Deloitte Consulting. “What they need
in order to take advantage of what bimodal can
offer is to transform leadership and culture.
Bimodal requires procedural, architectural
and organisational changes with controls
which need to be adapted to different delivery
models. The IT department also has to be more
flexible, less inclined to dot the I’s and cross
the T’s and more open to choosing technology
which delivers quicker results.”

Fit for purpose
For Osman, SARS is an example of one
South African institution which has shown
a responsive attitude to change. While not
necessarily wrapped in the bimodal bow,
SARS still retains its traditional methodology
while introducing inventive solutions that
have transformed the way it engages with its
stakeholders. The public sector has to break
down silos and overcome institutional inertia
in order to get teams working in sync and at
the same speed, and only then can the fast and
the flexible approach really work. What that
approach should be will ultimately depend on
the organisation and their understanding of
the bimodal philosophy. For Forrester, bimodal
IT is a false promise with a rocky ending, for
Gartner it’s a way of incubating potential
that is tailored to the business. For the
public sector? It could be one way of bringing
innovation to an institution that really, really
needs it.
September 2016
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Placing all the pieces
WHAT ARE THE
INGREDIENTS REQUIRED
TO BUILD A PLATFORM
TO OFFER DIGITAL
GOVERNMENT SERVICES?
BY : J AMES FRA N CIS

D

igitalistion is in essence the shift from
analogue to digital. What does that
mean? To borrow from Chris Anderson,
one of technology’s greatest evangelists, it’s
the transition from atoms to bits. If something
can function better in a computer environment
than the physical world, it should be digitalised.
This isn’t a new phenomenon: bank cards,
e-mails, the specialised keys that unlock
expensive cars are all examples of digital
technology replacing analogue versions.
But in recent years this has shifted in scope.
Owing to the rapid growth of cloud computing,
broadband connectivity and personal user
devices, the stage has been set for a massive
revolution that will change every aspect of the
modern world. This is called the 3rd platform or
4th industrial revolution. The implications for
the public sector are immense.

Building a digital government
Large datacentres offer the power to run an
elaborate family of services, while internet
connectivity and devices such as phones make
it easy to deliver these to citizens. It becomes
far cheaper to rollout such services, not to
September 2016

mention maintain, improve and scale them. A
department can deliver services tailored to
an individual and find huge efficiencies in the
wake of adopting these technologies. For
example, the implementation of paperless
systems at the Department of Home Affairs
has greatly reduced waiting times and errors.
There are eight notable blocks to the 3rd
platform. At the foundation are the three
mentioned already: datacentres, connectivity
and mobile devices. Resting on top of
these are the other five: big data, security,
collaboration, social media and the Internet of
Things.

Despite technology
and broadband making
up key points in the
National Development
Plan, most successes
have been independent.
Big data is currently the greatest
beneficiary. The vast yet cheap computational
power of the 3rd platform makes it practical
to churn large quantities of data and look for
patterns – aka analytics. Big data can also
improve real-time intelligence: reports, audits
and other figures can be delivered on-demand
to the appropriate managers.
This dovetails with the Internet of Things,
which is essentially the gathering of relevant

data from sensors. Let’s say a hospital wants
to check how many people move through
its doors. A simple sensor can do the count,
while the data is streamed to a cloud platform.
From there administrators can not only plan
better for visitor volumes, but they can deploy
software to smooth the process, such as a
queueing or appointment app.
Security is not as obvious and you could
argue that risk has increased as connectivity
spreads. But this is not a fault of the 3rd
platform – cybercrime was going to grow
regardless. Yet by using cloud services,
security can be managed at a very granular
level. Already biometric access systems, smart
cards and other technologies use the cloud to
offer cost-effective and pervasive oversight.
Social media is less of a component to the
above than a result of it. The social media
services today – Facebook, Twitter, even chat
services such as Whatsapp – are built on 3rd
platform systems. Operating them on more
traditional systems would be too expensive.
Likewise, collaboration technologies are
also services in the cloud: Dropbox, Gmail,
Office365, Slack and such all live in the space
carved by digitalisation.

How to get there from here
Unfortunately government investments
toward these technologies are lacking.
According to a Frost & Sullivan report, South
Africa’s public sector datacentre growth is only
3.3% compound annual growth – significantly
lower than countries such as Kenya and
Nigeria.
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“Government’s ICT spend on datacentres is
to maintain the existing infrastructure,” says
Naila Govan-Vassen, ICT Industry Analyst,
Frost & Sullivan Africa. “These are considered
legacy systems, hence upgrades are needed
to implement new ICT trends like cloud
computing.”
In 2014, government spent $698.3 million
– 0.21% of GDP – on ICT, according to Frost &
Sullivan calculations. This is projected to be
$707.6 million by 2019. Currently only 0.1% of
the National Budget is allocated to broadband
development. This underspending greatly
inhibits the ability to build new services for
government departments.
Two other problems inhibit the 3rd platform
from bolstering government services. There
is a considerable lack of integration between
national, provincial and municipal levels.
Despite technology and broadband making up
key points in the National Development Plan,
most successes have been independent. For
example, the free WiFi initiative in Tshwane,
Project Isizwe, resulted from a public/private
partnership. Most public sector broadband
gains appear isolated from national policies.
Delays in resolving digital television migration,
uneven mobile spectrum allocation and an
undernourished national fibre network also
contribute to this lethargy.
By upgrading datacentres, expanding
internet access, significantly dropping the
cost of data and building a database of citizen
information, South Africa can catch up and
establish e-services comparable to the likes
of Singapore, Dubai and Germany. But it
won’t happen overnight and definitely not
organically.
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THE DIGITAL PLATFORM

Naila Govan-Vassen, Frost & Sullivan Africa

September 2016

20

DIGITALISATION

Prepared or scared?
THERE’S NO ESCAPE FOR
ANY NATION FROM THE
WAVE OF DIGITALISATION
SWEEPING THE GLOBE, BUT
IS SOUTH AFRICA READY
TO MAKE THE MOST OF THE
OPPORTUNITIES?
BY : BO NNI E T UBBS
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Unathi Mtya, Parliament
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ith 2016 seeing the issue of service
delivery being underlined, and
the current decade being one of
accelerated digitalisation globally, government
is increasingly turning to digital services to
improve the lives of South African citizens.
But, despite the fact that the drive to
digital services comes with a host of benefits
for government and citizens alike, a historical
digital divide has thwarted many of the
country’s best laid plans. This brings into
question whether South Africa is ready for this
wave of digitalisation. Or will digital services
really only serve the privileged few?
The good news, say prominent government
officials in the IT space, is that South Africa’s
outlook in this respect is more promising than
ever before.
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According to local research firm World Wide
Worx, as at the end of last year, South Africa
had 18.5 million internet users and 23.5 million
smartphone users. “With the smartphone user
base set to rise by almost 20% this year, it
means that most adults in South Africa will be
smartphone users,” says Arthur Goldstuck, MD
of World Wide Worx.

“There’s a new digital
divide, which is revealed
in the gap between
smartphone users and
internet users.”

Untapped opportunity
Unathi Mtya, former SITA CIO and recently
appointed Parliament CIO, speaking in her
personal capacity, says the world going digital
is no longer a choice, option or a decision for
anyone to make. “It’s upon us, all organisations
and communities, and it certainly presents a
big opportunity – to some degree, one that’s
untapped.”
The opportunity, says Mtya, is one of
reaching efficacy in its real sense, of improving
businesses and contributing meaningfully
to societies. “It’s for all people, rich and poor
and, I dare say, certainly more important
for the poor and developing societies. It’s
also not a destination, but rather a journey
as it represents not a bullet solution but a
continuous support to business solutions and
life in general.
“The time for digitalisation is yesterday,
today and tomorrow; it’s a phenomenon of all
times because the benefits it represents are
long overdue and will continue to be relevant.”

Crucial connectivity
Presented with digitalisation’s convoy of
opportunities and challenges, the public
sector has in the recent past made strides,
says Caesar Vundule, General Manager of

ARTHUR GOLDSTUCK, WORLD WIDE WORX

Information Management at the South African
Social Security Agency (SASSA), even if
connectivity has not been optimal.
In 2012, SASSA embarked on a project
involving the biometric enrolment of over
20-million people and the issuing of more than
ten-million biometrically enabled bank cards.
“Besides improving service delivery to the
country’s poorest citizens, the project resulted
in millions of unbanked citizens participating in
the banking economy,” says Vundule.
He says there’s scope for SASSA to further
digitise services to more than 17-million
clients, which the agency serves. “Currently
grant applicants complete a manual form at
SASSA offices. The plan is to increase access
channels to include online applications in order
to reduce the burden on clients, who in any
case are mainly poor.”
However, Vundule says, in order to
succeed in this journey, internet access and
connectivity is crucial. “SASSA operates in all
the parts of South Africa and connectivity
is a challenge, especially in rural areas.” He
suggests operators, as part of their social

responsibility programmes, could offer
affordable smartphones and subsidised
data costs to social grant beneficiaries, who
represent the poorest of the poor in South
Africa.
The South African government, meantime,
continues to work on its national digital
strategy, SA Connect, and has embarked on a
number of projects – notably, various smart city
initiatives.
SA Connect is structured around four pillars,
namely digital readiness, digital development,
digital future and digital opportunity.
And there is increasingly abundant
opportunity to be seized in the Internet of
Things. According to the International Data
Corporation (IDC), the market for connected
devices in South Africa will account for
$2 billion of the global total value of $1.7
trillion by 2020.

A new divide
However, while South Africa’s latest
connectivity outlook may seem bright,
given the country’s booming smartphone
penetration, there’s a twist.
Goldstuck cautions that a ‘new digital divide’
is upon us. “The digital divide as we once
knew it will be consigned to history [given the
smartphone user base is set to rise by almost
20% in 2016]. However, there’s a new digital
divide, which is revealed in the gap between
smartphone users and internet users.”
It’s no longer about having the physical
means to access the internet, says Goldstuck,
but rather about being able to afford the
internet. “So the new digital divide is really an
affordability divide.”
September 2016
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Unity across government
DIGITALISATION IN
THE PUBLIC SECTOR
ENCOURAGES JOINED UP
GOVERNMENT. THE VISION
TO HAVE A SINGLE VIEW
OF THE CITIZEN ACROSS
MULTIPLE AGENCIES IS A
NOBLE ONE, BUT REQUIRES
MUCH WORK TO BECOME A
REALITY. HOW TO REDUCE
SILOS OF DATA?
BY : I WA N PIEN A A R

H

aving a single view of a citizen
has been something governments
worldwide have been struggling with
for many years. Not only can a single view
improve public sector services, but it also
has the potential to unify citizen data spread
across multiple government departments
and stored in a myriad back-end systems
that don’t necessarily talk to one another.
Such is the economic benefit of this journey,
that research house McKinsey estimates
government digitalisation can free up to
$1 trillion annually in value worldwide through
improved cost and operational performance.
September 2016

For Mdu Simelane, General Manager for
Information Technology at Ezemvelo KZN
Wildlife, the reality facing government is
addressing the impact that the traditional silo
approach has created.
“Virtually every department in government
has its own infrastructure, technicians and
datacentres. This creates so much wastage,
both in terms of cost and resources,” he says.
Claude Schuck, regional manager for Africa
at Veeam, says having a unified vision is
a noble pursuit but one that’s not easy to
achieve.
“It’s great to have this vision of one
government moving forward, but stakeholders
need to think about how this digitalisation
impacts on historical information. The public
sector, similar to many private businesses, has
warehouses filled to the brim with documents
and papers that need to be digitised before
anything else can even be considered,” says
Schuck.

Challenging environment
This is hardly an exciting prospect for
officials. “Before you can fully embrace a
unified government and single view of the
citizen strategy, an extensive internal audit
is required to find out everything there is
to know about the size, location and quality
of government data. It should hardly be
surprising that many decision-makers are
apprehensive about the cost and time such a
project would take,” says Schuck.

Simelane feels that part of this can be
ascribed to a legacy issue.
“People feel they need to hold on to their data
and not move anything offsite or to a hosted
environment. There needs to be a mindset
change from decision-makers. Fortunately, it
is possible. Already government has signalled
its intent to look at ways of sharing data and
leveraging from a central system.”
Speaking to international media in August
about public sector banks and digital services,
the former Deputy Chairman of the Planning
Commission of India, Montek Singh Ahluwalia,
said these institutions are burdened by their
past legacy and have to show flexibility in the
way to use new technology.
Simelane cites Ezemvelo KZN Wildlife’s
activities as an example of taking such steps.
“Similar to ourselves, one of our sister
entities is running a datacentre and a disaster
recovery site. We’ve been investigating ways to
leverage our respective systems by doubling our
datacentre as their disaster recovery sites and
vice versa.”

Partnerships needed
While this approach is innovative, the legacy
and compatibility discussion is complicated
by the reality that government departments
have different platforms, different ways of
approaching data and generally different
operational protocols. Trying to get everybody
on the same platform remains a massive
challenge.

23

ONE GOVERNMENT

“Utilising technology and delivering on longpromised e-citizen services might just be the
impetus required to create an enabling environment
for the digital transformation.”
MDU SIMEL ANE, EZEMVELO KZN WILDLIFE

The road ahead
A PwC report published in conjunction with
Booz & Company, proposes a three-pronged
approach towards the unified government
view.
Firstly, the public sector needs to continue
investing in a digital foundation to improve
infrastructure. Secondly, internet usage
needs to be promoted. Part of this entails
reaching out to those who aren’t yet
connected and finding cost-effective ways to
bridge this digital divide. Finally, innovation
and entrepreneurship between the public and
private sectors need to be encouraged.
With digital transformation poised to
change how business operates, it’s natural
for the public sector to become part of this
evolution. Admittedly, transitioning from
highly bureaucratic processes will not be quick
or easy, but the benefits offered, including
citizen and government interaction, are too
many to not make the attempt.
Even in South Africa, citizens are
demanding more of government when it
comes to service delivery. Utilising technology

and delivering on long-promised e-citizen
services might just be the impetus required to
create an enabling environment for the digital
transformation.
Government has indicated its willingness to
change, with smart cities and a smarter public
sector becoming part of the post-municipal
election discourse. It’s now time to seriously
consider creating or strengthening trusted
partnerships with the private sector to take
this vision forward.
Simelane says that it’s as much a
partnership-led approach as it is an
introspective approach.
“If all entities leverage a single datacentre,
then it becomes easier to manage replication.
It’s also less costly than buying multiple
solutions and datacentres across numerous
departments. Government policy plays a key
part in this. Having a unified policy in place
could eliminate the standards issue facing
the public sector as it could dictate what is
conformed to. Change is possible but it needs
a fresh mindset paired with the right kind of
internal analysis,” he concludes.
September 2016
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Embracing open data
OPEN DATA ALLOWS CITIZENS AND ORGANISATIONS TO
FREELY ACCESS, RE-USE AND REPUBLISH DATA. THERE
ARE NUMEROUS INTERNATIONAL EXAMPLES OF OPEN
DATA BEING USED TO POWER APPS TO SOLVE REALWORLD CHALLENGES.

D

ata has become one of the most
valuable commodities in the digital age.
Despite this, the potential it has in the
public sector has been largely under-played. So
what can government do to more fully embrace
the benefits that data, especially of the open
variety, can provide the citizens of the country?
For Tembela Siswana, Software
Development Coordinator at Buffalo City
Metropolitan Municipality, the focus needs to
be on how provincial government departments
and local municipalities ultimately serve the
same customers. And the best way to do so
would be to base those engagements on
solutions utilising open data.
“With open data, the aim is to collaborate
between these entities and provide citizens
with a view of the data available in order
to improve service delivery. Accessing the
relevant open data that reflects the types of
services rolled out by the municipalities form a
fundamental step in this,” she says.
September 2016

Donald Liphoko, the Acting Director-General
for the Government Communications and
Information Systems, agrees.
“Empowering citizens through open data
is done by creating platforms for them to
connect with local government on the issues
that matter most to them. Our recently
launched GovChat social media platform
illustrates how government can examine
open data, analyse it, and compare it to
questions previously raised by citizens for the
improvement of service delivery.”
For example, there might be specific issues
in a ward that gets picked up by GovChat.
This, in turn, will highlight whether service
delivery objectives are being met and even help
prioritise local government initiatives.

Breaking down silos
Siswana feels that moving beyond the
traditional silo mentality is vital if this is to
succeed.

Donald Liphoko, Government Communications and
Information Systems
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“Empowering citizens through open data is done by
creating platforms for them to connect with local
government on the issues that matter most to
them.”
D O N A L D L I P H O KO , G O V E R N M E N T C O M M U N I C AT I O N S A N D I N F O R M AT I O N S Y S T E M S

“Data needs to be co-ordinated across
government departments. The first way to
address this is dealing with infrastructure
and how the dataflow is structured. With
the National Office driving collaboration of
broadband implementation, the wise thing for
municipalities to do is to ensure there are links
to the hospital and education networks, as an
example.”
This, she believes, will provide crucial local
guidance when national government comes to
roll out digital services. But, Siswana cautions,
a collaborative approach has to happen in this
regard.
Another way to address concerns around
compartmentalised approaches is aligning IT
more closely with the business of government.
“As IT, we can’t be seen to be driving our own
mandate. Instead, we need to work together to
ensure that government is able to improve the
lives of all its citizens through technology and
open data.”
Fortunately, Liphoko says, there’s a
willingness from government to ensure this
happens.
“While it’s important to roll out open data
projects across government, the critical
interface is still at the local level. Initiatives like

the Presidential Hotline show that the vast
majority of issues raised occurred at this level.
The best way to help solve such challenges lies
in using open data in innovative ways.”
Another example is the smart metering
project. In this, government is implementing
broadband access and replacing old meters
with connected, smart ones. This is a way of
taking services to people and getting them to
engage with local municipalities.

Holding government accountable
Liphoko says one of the strategic objectives
behind GovChat was to hold local councillors
accountable.
“The community is putting these councillors
in power and should be able to engage with
them on a regular basis. We have seen this
interaction declining in recent years, but hope
to change this through such open data projects
as GovChat.”
Government, he says, has access to data
that becomes indispensable for citizens in
this regard. The sorts of data generated
includes details of the local councillors, the
demographics of the areas in which they
operate, and the specific service delivery needs
of people in those communities.

“For example, in a particular ward we can
see how many people have access to water
and electricity. The data has always been there
but we now have the analytical tools to better
understand it and build more effective services
around it.”
But to really drive open data services better,
citizen education becomes essential.
Siswana says the Integrated Property
Information Management System illustrates
the benefits of this education.
“When people apply for building plans, they
can track the process every step of the way.
This is all thanks to the open data available
within a municipality. It also provides a vital
layer of understanding in terms of how
property valuations are conducted so citizens
are empowered to make informed choices
when it comes to developments.”
Those, she says, concerned about high rates
based on general valuations can now trace it
back to see how those were determined.
“The problem that now needs to be
addressed is the master data that lies behind
this. Discrepancies that exist need to be
taken care of. If government is serious about
utilising open data to improve service delivery,
improvements need to be made around how
the raw data is managed,” says Siswana.
Open data, Liphoko says, is focused on
improving service delivery especially around
the basic services.
“Of course, we’re aware that mobile data
costs money to access such services. However,
we’re engaging with mobile operators to see
how partnerships can help reduce the cost of
access to GovChat and other related service
offerings. The important role of public and
private sector partnerships in embracing open
data is invaluable,” he concludes.
September 2016
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Cross-border
data
flow

Pandelani Munyai, SITA

September 2016

IDENTITY VERIFICATION
ACROSS BORDERS WILL BE
DRIVEN BY DEMAND FROM
A MOBILE POPULATION AND
HAS TO BE ACHIEVED FOR
GLOBAL GROWTH.
BY : MO NI Q UE VER D UY N

I

n a global economy, consumers, businesses
and governments can benefit from steady,
legitimate data flows back and forth across
international borders, particularly when it comes
to verifying the identify of citizens, reducing
fraud, improving tax transparency, and reducing
crime. To ensure that data streams can flow freely,
rules and regulations have to be in place and
strictly adhered to. However, the international
rules governing flows of digital goods, services,
data and infrastructure are inadequate.
“Governments need to work together across
diverse boundaries, be it political or geographical
or both,” says Pandelani Munyai, Chief Technology
Officer, SITA. “This is due to the fact that public
problems may very well cross those boundaries.
At the centre of inter-government collaboration
efforts lies ICT and the ability for all stakeholders
to share information and make programmes and
services unified.
“This can only be realised by the establishment of
open data and open partnerships that enable data
exchange across regions and national boundaries to
promote economic growth, capacitate government
and empower citizens,” he says. “Currently, the
necessary infrastructures, processes, intergovernment partnerships or handshakes are either
non-existent, or still in the early planning phase.
When they start to become a reality, ensuring
cross-border data flows will be a daunting task for
public sector CIOs.”
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GOING GLOBAL
South Africa may be trailing some of
its foreign counterparts when it comes to
open data flows, but the situation is hardly
unique. According to Gartner, public sector
organisations could harness digital disruption
in times of change to bring about a revolution
in citizen services. These efforts, the research
firm says, are often hindered by top-down
hierarchies, cultural legacies and the lack of
a compelling vision. Too often, public sector
organisations lack a clear ‘business’ strategy to
which the CIO can align IT investments. What’s
needed says Gartner, is a compelling vision
that outlines what’s wrong with the status
quo and a clear direction on how to improve
things, employees who clearly understand the
vision and its benefits and champion it among
their peers, and public sector CIOs who actively
confront entrenched behaviours, traditions and
legacy processes.

The Open Government Partnership
Despite the widespread benefits of cross-border
data flows to innovation and economic growth,
according to the United States National Foreign
Trade Council, and due in large part to gaps in
global rules and inadequate enforcement of
existing commitments, digital protectionism is a
growing threat around the world.
Among the first steps that have been taken
globally to enable international data flows is
the establishment of the Open Government
Partnership (OGP), which was launched in 2011.
The OGP is a mechanism to promote
increased accountability, transparency, and
citizen participation and to fight corruption in
the member countries and across the world.
South Africa joined seven other countries,
including Brazil, Indonesia, Mexico, Norway, the
Philippines, the United Kingdom and the United
States of America, at the formation of this
initiative.

“When they start to become a
reality, ensuring cross-border
data flows will be a daunting
task for public sector CIOs.”
P A N D E L A N I M U N YA I , S I TA

“Its membership has grown from eight to
70 countries, with only eight from the African
continent – Ghana, Kenya, Liberia, Malawi, Sierra
Leone, Tanzania, Tunisia, and South Africa,”
says Munyai. “Since the launch of the OGP, the
government of South Africa, with the Department
of Public Service Administration (DPSA) as the
driver, has been an active member of the OGP
Steering Committee. It has played a key role
in convening OGP-Africa regional events and
discussion forums aimed at deepening good
governance practices on the African continent.”

Action plan
Speaking at the Third OGP Country Action
Plan launch, held in Cape Town earlier this
year, Deputy Minister for Public Service and
Administration, Ayanda Dlodlo, said that South
Africa’s latest version of the plan ensures new
and innovative solutions to governance and
is aimed at strengthening open government
and improving service delivery. Topics included
the role of parliaments in OGP, and tackling
corruption and illicit outflows.
Munyaisaystheresponsibilityforstandardising
and governing data flows across border lies with
the DPSA and the Department of International
Relations, both of which have voiced their

commitment to advancing good
governancelocallyandinternationally.
Thecountry’sOGPSelf-Assessment
Report showed that progress on
the country’s OGP commitments
had been made, but there were
challenges in encouraging citizen
participation, largely as a result of the
many different voices representing
civil society, and time constraints in
developing the updated action plan.
On the other hand, the Independent
Reporting Mechanism (IRM) highlighted lack
of adequate civil society engagement in the
OGP programme. The newest action plan has
committed to broadening this engagement,
stating that South Africa commits to taking
concrete action and to sharing regular progress
on the steps being taken to implement OGP
principles, and to ensure that citizens are
active drivers of the plan and make their voices
heard when it comes to holding government
accountable. The Government Communication
and Information System is leading an initiative
to create awareness of the OGP.

Increasing access to new technologies for
openness and accountability
New technologies offer opportunities for
information sharing, public participation,
and collaboration. In line with GOP
recommendations, South Africa has stated
its intention to harness these technologies
to make more information public in ways that
enable people to both understand what their
governments do and to influence decisions.
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Going
public
WHY SHOULD
GOVERNMENT INCREASE
PARTNERSHIPS WITH THE
PRIVATE SECTOR?
BY : J OA N N E CA REW
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T

ypically, large-scale innovation and
strategic collaborations between the
public and private sector are hindered by
bureaucracy, broad organisational structures,
red tape and a lack of vision. There are,
however, some cases where the public sector
and private entities are working together quite
well.
In April this year, the Department of Home
Affairs launched an online channel that allows
South African citizens to apply for their new
smart IDs at certain branches of banks. Home
Affairs lists 140 offices that are Smart ID ready,
but with bank branches added, this number
increases; which, in turn, eases the burden on
existing outlets. The department has already
invested heavily in its processes and systems,
resulting in improved turnaround times. But
an even greater advantage than speed is the
increased number of points that citizens can
use to access these services.

Lance Greyling, City of Cape Town
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“Citizens are the ultimate winners when big business
and government work together”
PETER ALKEMA , FNB BUSINESS

For Lance Greyling, Director of Trade and
Investment for the City of Cape Town, this kind
of collaboration ties in with the City’s efforts
to encourage the private sector to come up
with innovative solutions to solve some of the
most challenging service delivery issues.
“We’re always considering ways in which
we can make the city more open to innovative
solutions coming from the private sector,
while still complying with the constraints of
supply chain management processes.”
Supply chains, processes and skills across
the state and corporate world are often
complementary and it usually just takes a
willingness to collaborate to find significant
opportunities, says Peter Alkema, CIO for
FNB Business.
“Networks of relationships already exist
between stakeholders in government
agencies and private companies and if the
focus is on helping citizens and customers
then the bureaucracy can often be overcome
quite quickly.” For Alkema, this kind of
partnership puts greater pressure on CIOs
to provide citizens with fluid and consistent
interactions.

Conducting the digital orchestra
CIOs have an important role to play in ensuring
that digital experiences are well orchestrated,

adequately tested and regularly monitored, he
notes. Once an expectation is created that a
new and slick online service is available, this
promise must be kept and as the custodian
of IT systems, the CIO is accountable to
continually deliver the best and most reliable
digital services and processes. “Forms and
queues are words simply not in the vocabulary
of millennials, people who have grown up with
technology and expect all aspects of their
lives to be managed digitally,” adds Alkema.
Arthur Goldstuck, MD at World Wide Worx,
highlights how easy it is for government
to tap into the existing infrastructure and
utilise the resources of established private
sector entities. “At present, we see an
enormous waste of productivity resulting
from people having to apply in person and
collect documents in person, entailing waiting
in lines for hours each time. This is not only
highly counterproductive, but also casts
government services in a very poor light.
While government departments should still
be responsible for approving and issuing such
documents, the banks can play the role of
interface with government offices.” Goldstuck
may applaud the efforts of government and
local financial institutions to reduce the
hassle one generally associates with a visit to
Home Affairs, however the service is still quite

limited. It’s currently only available at a limited
number of branches, catering to a very tightly
defined segment of the public, he adds.
“The next step is for government to
acknowledge that banks are the ideal vehicles
for processing these and other applications,”
says Goldstuck.
Some of the ideas being explored in Cape
Town include the running of competitions
and the issuance of social impact bonds,
states Greyling. “Social impact bonds will
essentially work on the principle of measuring
the performance of a particular service
provider; not on their outcomes but rather on
the achievement of certain impacts within a
particular community. This should allow for
innovative ways in which service providers
attempt to make such impacts.”

Open data for all
The City of Cape Town’s Open Data portal puts
various datasets onto an online platform and
invites the private sector to utilise them in
creating innovative applications, he continues.
The Cape IT Initiative and the Cape Craft and
Design Initiative have more flexibility to work
with private sector partners to achieve shared
objectives and strengthen ecosystems for
growth.
“Citizens are the ultimate winners when
big business and government work together.
Each sector has immense assets that can be
combined to create value for all parties,” notes
Alkema. “Often it’s the technically minded
people across business and government who
can identify where process and bureaucracy
has crept in that needs to be automated. Led
by a strong business vision with collaborative
partnerships, IT can be the catalyst and enabler
of a frictionless approach to doing business.”
September 2016
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Driving digital
transformation
PUBLIC SECTOR CIOS AGREE
DIGITALISATION OF THE
ORGANISATION NEEDS TO
MATCH THE CULTURAL
STRATEGY OF THE
BUSINESS.

According to the research and advisory
firm, public sector organisations lack a clear
‘business’ strategy to which the CIO can align
IT investments.
With these hindrances at play, how do CIOs
in the public sector move beyond the planning
stage to implementing a successful digital
transformation strategy?

BY : SIMN IK IWE MZ EK A N DABA

Common goals

A

s the world gears towards digital
transformation, organisational
structures must also evolve to stay
relevant. At the centre of this transformation
debate is the role the CIO plays in accelerating
digital disruption within the organisation.
The private sector understands that
digital transformation is part of the business
journey.
For the public sector, however, the premise
differs slightly. The public sector has a history
of cultural legacies with a top-down and
process-driven hierarchy, which threatens to
hold back digital transformation.
Public sector CIOs are therefore challenged
by the risk-averse culture and a resource
allocation restricted to discrete outputs
rather than holistic outcomes. They also face
short election and budget cycles that are
out of phase with organisational needs, says
Gartner.
September 2016

According to a Gartner report, CIOs must
create a culture that’s less averse to change,
unified in vision and direction, and that can
manage change more effectively over longer
time frames.
Elise Olding, research VP and partner of
the Gartner’s office of the CIO team, says
a comprehensive view of the enterprise is
needed. CIOs are in the position to understand
the profound impact of digitalisation across
the business units.
Olding notes that CIOs can embrace change
leadership by means of an employee-centric
approach that allows workers to understand
the impact of the changes, invite staff to
imagine themselves in the future situation,
identify and embrace the necessary changes,
as well as feel responsible and empowered
to make those changes with a true sense of
ownership.
She says: “The role of the CIO as change
leader is very different – in this role they don’t
dictate the changes but set a direction and

then co-create the way forward. Such tactics
offer a much greater chance of success and
help IT strengthen its position as a co-creator
of the business, not just the provider of
gadgets and tools.”
According to Ashwell Jenneker, Deputy
Director General for Statistical Support and
Informatics at Statistics SA, CIOs should drive
and lead the digital transformation process.
Jenneker states: “They should be at the
front and set the example of what and how
the digitalisation and associated culture
change should happen. Communication of
the new value proposition is key to getting
buy-in.”
Although developing a digital corporate
culture is not instantaneous, CIOs need
to act rapidly and swiftly to position the
organisation to compete in a fast-paced
digitalised world, notes SITA CTO,
Pandelani Munyai.
The CIO must consider transforming the
leadership policies, role definitions, and
people processes to speak to the processes
and structures that support digitalisation,
he says.
“New and disruptive technologies are
impacting the business with regards
to not only processes, but also people
and governance. We need to look for
and anticipate opportunities and at the
same time lead the dialogue around the
implications and business imperatives.”
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Ashwell Jenneker, Statistics SA
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“CIOs have an inherent role to create or ensure a culture that embraces
digitalisation, as opposed to merely tolerating it.”
P A N D E L A N I M U N YA I , S I TA

Munyai continues: “CIOs have an inherent
role to create or ensure a culture that
embraces digitalisation, as opposed to merely
tolerating it. To achieve this it’s paramount
to be at the forefront of bleeding edge
technologies and to be thought leaders on the
disruptive impacts of digitalisation. For such a
major change to be effective, there needs to
be an organisational culture that facilitates
digitalisation.”
Benjamin Marais, CIO at MTN SA, says
there’s a clear expectation the CIO needs
to take a more active role at board level and
become instrumental in the development and
implementation of organisational strategy.
“The individual needs to adopt a futureforward way of approaching technology
but needs to do so in a manner that’s
complementary to how existing systems
operate. Given the budgetary constraints
many organisations face in a difficult economic
climate, the onus is on the CIO to find the right
balance for ICT solutions,” says Marais.

Buckle up
Cultural change is at the height of digital
transformation and may possibly become a
major obstacle, causing any organisational
change initiative to fail. Public sector CIOs and
pundits agree that working with all affected
stakeholders to ensure buy-in can drive
change.
According to SITA’s Munyai, one of the key
things a CIO needs to do is to match strategy
to culture, as culture is the most important

factor in organisational change. Cultural
change is an intangible quality that calls for a
subtle pushing and clear-cut targeting of new
key behaviours, he notes.
“The role of CIOs is to ensure that everyone
in the organisation is receptive and acclimates
to a new way of thinking and working. For this
to be successful, everyone is a vital participant
in this process and thus CIOs must collaborate
and gain buy-in across the organisation,” says
Munyai.
Marais reasons that the digital way of
business means no top-level executive should
operate in a vacuum. “The silo approach many
organisations actively embraced several years
ago must be relegated to the past.”
He states: “In an increasingly digital world,
top executives need to align their individual
responsibilities and focus areas to that which
serves the organisation optimally. When it
comes to digitalisation, it’s something that
transcends the role of the CIO. It’s a business
imperative that touches on all aspects of the
company and one that has to get the buy-in
from all role players.”
Gartner’s Olding believes CIOs should work
with business leaders and HR to influence
organisational and cultural change. “They can
champion the formation of a peer advocate
network, which forms a change agent network
that enables bi-directional communication and
idea sharing into all levels in the organisation.”

Championing change
The potential of a digital revolution for
the public sector is unquestionable, but
a lack of strategic direction to implement
transformation may have disastrous effects.

To avert these risks, public sector CIOs
must adopt a slow and incremental approach
in the organisation’s digital journey, says
Jenneker. “I’m not in favour of big bang
approaches. Start with the people and the
problems they have. Don’t focus on the
technology. Make sure the users are with you
and feel they’re driving the process and not
the other way around.”
According to Munyai, CIOs need to
understand the digital customer experience,
consider the internal cultural strengths,
resistance and the behavioural gaps that need
to be addressed. They need to focus on a few
incremental critical shifts in behaviour.
He says: “Other steps include
acknowledging the existing culture’s
assets to make the change towards digital
capabilities so it feels more like a shared
evolution rather than a top down imposition.
Integrate formal and informal interventions
such as integrating new policies, metrics, and
incentives with informal interactions.”
Marais warns that the temptation to
implement a digitalisation strategy as quickly
as possible may be there. One should take a
considered approach, he says. “It’s of little use
to rush in and acquire new technology if it
makes no strategic sense.
“CIOs need to start at the foundation of the
business, that is, the organisational strategy.
An internal review needs to take place that
focuses on the critical areas of business to
be digitalised. It might start off with a few
processes but once the decision has been
made to take on digital, the benefits can
spread to other systems, departments, and
solutions,” Marais concludes.
September 2016
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DIGITALISATION REQUIRES
INVESTMENTS IN
TECHNOLOGY, BUT ALSO
THE SKILLS TO TAME AND
MAINTAIN IT. DO THESE
CURRENTLY EXIST WITHIN
THE PUBLIC SECTOR?

Skills in
demand

BY : B RON WYN MULROONE Y
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hether it’s termed e-government or
digitalisation of the public sector,
the ambitions to improve service
delivery through technology have been in the
works for some time. So how far has our public
sector come in embracing digital technologies?
According to a Department of
Communications e-government report, “In
South Africa, e-government has gained
significant ground and great strides have
been made to use e-government to simplify
government procedures, improve access
to information by citizens, and improve
service delivery, as well as strengthening
accountability and transparency.”
But all the government agencies, policies
and plans are only as good as the people on
the ground who have to operate within these
parameters, using technology to fulfil their
service delivery mandate. So the real question
is, do enough ICT skills reside in our public
sector to further our e-government goals?
Denis Smit, Managing Director at BMI
TechKnowledge, who has consulted
extensively in the public sector, says while
these high-calibre skills exist, they’re restricted
to small pockets, mostly within national
government departments.

Denis Smit, BMI TechKnowledge
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“The range of skills in the public sector is
incredibly wide. You have senior people who
are very sharp and on the ball at the top,
but then below them proficiency tapers off
and skills are much less developed. As you
move away from the data or technologyintensive operations, so too you see a wider
variation in the skills sets. So departments like
Home Affairs, Treasury and the SA Revenue
Service have high levels of competence, but
other departments exhibit lower levels of
proficiency,” Smit explains.

Upskilling on the rise
He adds that despite the apparent lack of
a broad uptake of technology-related skills
across all government departments, the
country is investing in ICT skills development
through training.
One department that can testify to this
is the Department of Environmental Affairs
(DEA), where Chief Communications Director,
Albi Modise, says regular training ensures IT
officers’ skills remain relevant.
“Ongoing training is provided for IT staff on
relevant best practices and methodologies.
We’ve adopted a culture that uses
technology-rich tools and systems to improve
operational efficiencies. To this end we’ve
modernised our datacentres to be ready for
future digital requirements. In addition, we
encourage innovation among staff members,
while networking with industry and peers
provides a basis for information gathering for
improved leadership in line with the rapid pace
of change in technology. So in terms of our
skills, yes, we are digital-ready,” Modise notes.

“There’s a growing
awareness within
the public sector of
the critical role of
chief data and digital
officers, and the
benefits government
departments could
realise by employing
these skills.”
ALBI MODISE , DEPARTMENT OF
E N V I R O N M E N TA L A F F A I R S

Private sector demand
However, digital readiness in the public sector
is limited to mainstream ICT skills. Smit says
the more specialised IT skills, such as data
analysts, still remain the domain of the private
sector. “The demand for these skills in the
private sector is too great; there’s not enough
left over for the public sector. Government
would have to dangle big carrots to attract
these skills. But that said, it’s only the data
intensive departments that would really need
such specialist skills,” he says.

Modise agrees, adding that to his
knowledge, no chief data officers have been
appointed to the public service yet. However,
that could soon change. “There’s a growing
awareness within the public sector of the
critical role of chief data and digital officers,
and the benefits government departments
could realise by employing these skills,” he
explains. “DEA has undertaken a review of
our knowledge management function within
the department, and the output of such a
review may well make a recommendation for
such a role to be fulfilled.”
Where national departments like DEA have
access to much of the equipment needed
to evolve their digital skills and execute
their e-government strategies, other lessresourced entities, like local government
structures, do not.
“In so many instances, government
doesn’t even have the basics in place, like
connectivity in local municipalities,” Smit
says. “This is a severe digital disruption and
hampers even the most simple of datarelated tasks.”
Considering local government is at the
frontline of community-oriented service
delivery, this is a significant obstacle in the
development of the digital skills necessary
for successful local e-governance.
However, Smit says technology can
leapfrog generations, and as a result, close
the gap between the digital skills available
at the national and local levels. But solid
investments in the correct infrastructure
and relevant skills development within local
government are paramount.
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AGILE DEVELOPMENT FRAMEWORKS,
HACKATHONS AND CROWDSOURCING
ARE NEW APPROACHES TO INNOVATION
AND PRODUCTIVITY, CAPTURED UNDER
THE BANNER OF DIGITALISATION.
BUZZWORDS OF THE TRENDY
ENTERPRISE STARTUP LANDSCAPE,
BUT CAN SUCH PRINCIPLES PORT TO
THE PUBLIC SECTOR WORLD?

Photography: Korolina Komendera

Disrupting the old ways

BY : TA MSIN OXFORD

H

ackathons populated by vibrant minds
unfettered by regulation and inspired
by digitalisation. Agile development
frameworks designed to adapt rather than
ponderously move within lumbering enterprise
controls. Crowdsourced solutions, innovation
at speed and the transformative power of
digital. These are the new steps towards
success for public sector organisations and
enterprises alike, offering new methodologies
for old challenges and redefining the borders
of business.
“The long-term, slow process of things
emerging and being tested and absorbed over
the years isn’t the way the digital revolution
works,” says Professor Barry Dwolatzky,
Director of the Joburg Centre for Software
Engineering. “It’s rapid, multi-disciplinary and
disruptive in its very nature.”
September 2016
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“The long-term, slow
process of things
emerging and being
tested and absorbed
over the years isn’t
the way the digital
revolution works.”
P R O F B A R R Y D W O L AT Z K Y, J O B U R G C E N T R E
FOR SOFTWARE ENGINEERING

The digitalisation banner enfolds its
incumbents in incremental solution growth,
building solutions in an iterative way. People
are not hidden in dark laboratories, thinking
things through, they’re now inventing while
doing. A solution is built, it’s turned into the
minimum viable product, and tested and
grown. New ideas are introduced at speed, and
dismissed just as quickly when they fail.
“A lot of corporates are trying to embrace
the startup culture and many have to go
outside of themselves to find that innovation
and agility,” says Joel Rothman, CIO, New Ocean
Solutions, consultant for Camargue. “If you
look at the insurance industry, companies like
Santam are running hackathons as a way to
get to grips with new technology, quickly. MMI
has approached the situation by establishing a
startup bootcamp approach, where companies
pitch to them and they act as mentors.”

Innovation aplenty
A glance around the scene does indeed reveal
a lengthy list of hackathon and innovation
hubs, all designed to ignite the digitalisation

fuse and get things going. SA Innovation
Summit, The Innovation Hub, CoachLab and
Tshimoloong Precinct – this is just a short
glimpse into a long line of people and places
pushing the limits of innovation.
“One area where we’re seeing a lot of
these new types of disruptive digitalisation
techniques is in the financial services space,”
says Michael Needham, Senior Manager of
Solutions Architecture, CIS Russia, Middle East
and Africa, Amazon Web Services. “The banks
invite the South African developer community
to a hackathon and use their imagination to
develop new applications which help them
better understand their customers and
improve the banking experience.”
The public sector is not, as cynicism
could believe, out of touch and unaware.
Hack4Water, BinarySpace and the Khayelitsha
Hackathon held by the City of Cape Town are
just three of the most well-known, and each
one has brought something impressive to the
table. Yet this all begs the question – are any of
these solutions and techniques being trialled
by organisations and are they meeting with
any kind of success.
“For Africa specifically, and with the role
of the CIO only having recently shifted, many
CIOs find themselves spending more time
dealing with red tape and less time developing
innovative solutions for the organisation,”
says Oliver Fortuin, MD, BT Global Services,
sub-Saharan Africa. “This is often the result
of the fact that business decision-makers are
still a bit nervous about what the digital world
may mean for them. We’ve seen that getting
multiple parties within an organisation to
adopt new technologies is a challenge as many
have legacy systems in place and are hostile to
change.”

According to Gartner, public sector
organisations could use digital disruption to
transform citizen services, but many of their
efforts are affected by hierarchies, cultural
legacies and the lack of a compelling vision.
Elise Olding, Research Vice President at
Gartner says: “Public sector organisations
often have cultural and organisational
mechanisms to buffer them from rapid swings
in the political or economic landscape. While
this provides stability, it also makes large-scale
organisational change a difficult prospect.”

call to collaborate
Technology is a powerful tool for the
public sector and has immense potential
to improve services and enable growth.
However, it remains a challenge as it demands
collaboration across departments, agencies
and external organisations, and often this is
the step which trips the government up.
“How can these organisations and the public
sector adopt the outputs of these various
programmes?” says Rothman. “How do you
avoid stifling the energy and passion of the
startup and yet still find a way of leveraging
their input into the organisation itself. There’s
no magic wand and a lot of organisations are
doing a lot of soul-searching along the way.”
“Considering that we’re operating within
an environment where technology is fast
reshaping our world and has the potential to
change everything – businesses, communities,
nations and the wider world, organisations are
being forced to work out their unique approach
of adapting to this digital era – and an
organisation’s agile development framework
will depend on how it responds to this digital
transformation,” concludes Fortuin.

September 2016

38

Photography: Moeketsi Moticoe

SKILLS AND CULTURE

Mmamathe Makhekhe-Mokhuane,
Department of Water and Sanitation
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Skilling up for digital
THE BENEFITS OF A DIGITAL TRANSFORMATION ARE COMPELLING, HOWEVER TO
LEVERAGE THE TECHNOLOGICAL POSSIBILITIES, WE NEED TO UNDERSTAND HOW TO
ASSEMBLE THE TECHNICAL SKILLS TO MAKE THAT HAPPEN.
BY : M O N IQUE VERD UYN

D

igital skills are key to global competitive
advantage. However, the digital skills
gap, a global phenomenon that’s
said to be costing the US economy alone in
the region of $1 trillion, will mean that the
potential of digital will remain unfulfilled unless
the workforce is empowered with the skills
necessary to embed a digital culture.
“Organisations that aspire to drive a digital
transformation agenda face the challenge
of being able to continuously improve their
bench strength of digital world skills,” says Tau
Mashigo, CIO of the South African Revenue
Service (SARS). “At the same time, they have
to balance this need with an ability to preserve
the current capabilities and resources they have
to support traditional operational requirements.”
Research by Accenture reveals that some
22% of the world economy can be considered
digital, with this share of economic output
deriving from broad inputs such as digital
skills and technologies. “Many businesses and
governments, however, could increase overall
productivity and growth by making their digital
investments more effective,” states research
shared by Accenture at the 2016 World
Economic Forum annual meeting in Davos.
The presentation, ‘How digital is your
workforce?’ notes: “Business leaders and
policymakers must take a smarter, more

strategic approach toward maximising their
investments, particularly in digital skills, where
– depending on the industry – information,
communication and technology expertise has
become integral to many jobs. Before they can
recalibrate their approach, though, leaders must
develop a clear understanding of the extent to
which digital is truly part of their workforce.”

The change required is complex
SARS has made significantly more progress
in digitalising its systems than many other
government departments. It was also one of the
first revenue services in the world to digitalise
its customs processes, improving efficiency,
reducing crime and eliminating more than 99% of
the paper used for customs declarations.
Mashigo says that digitalisation requires a
‘multi-faceted solution’, hinging on human capital
transformation and encompassing the following:
• The injection of currently thinly-spread,
high-end digital skills into the organisation
from external sources. This is a powerful
step that will seek to strengthen the
talent pool.
• The identification of sub-optimally engaged
resources, primarily displaced by the digital
transformation programme, pairing those
with needy environments where the
necessary skills could be developed.

• The establishment of a formal vibrant
skills development engine to accelerate
the achievement of a fit between supply
and demand through formal programmes
to impart skills from the ‘haves’ to the ‘have
nots.’
• A well-managed process of moving ready
willing-and-able individuals up the ranks as
the engine delivers.
• The promotion of a high-performance
culture, rewarding success and punishing
failure where support initiatives have been
exhausted.
• The ability to distinguish between
operationally affordable natural attrition
versus the need to retain skills through
effective programmes.

A demand for new types of skills
One of the greatest challenges that many public
sector organisations face in the war for digital talent
is to ensure that technology workers and business
workers learn to speak the same language. Now
more than ever, the explosion of digital tools and
technologies across functions means that the
public sector workplace will need individuals who are
equally comfortable with business and technology.
Practically speaking, the skills most in demand appear
to be mobile, big data analytics, cyber security and
social media expertise.
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“We’ve found that in general, and with relative
ease, you can outsource functions requiring the
‘know-how’. Outsourcing is more difficult when the
service provider is required to understand the
‘know-why’.”
TA U M A S H I G O , S O U T H A F R I C A N R E V E N U E
SERVICE

“A fascinating development in the skills
requirement for the digital world is the
inclusion of human behavioural sciences as
a competency,” says Mashigo. “We’ve found
that a good mix of skills includes an ability to
understand human behaviour, a keen interest
in technology developments, a good business
sense with a sharpened radar for spotting
disruptive business models, being an active
participant in the broader eco-system within
which you operate, and an analytical mind.”

When does outsourcing make sense?
Outsourcing of IT as an option normally
becomes attractive if there’s an opportunity
for leveraging economies of scale. “This
would typically involve utility services,
requiring commodity skills,” says Mashigo. “In
such instances there are zero or low domain
expertise requirements, with zero or low
learning curve imperatives, resulting in the SLA
primarily being driven by outputs as opposed to
inputs, and human resource inputs in particular.
The security aspects of the required services
and their proximity to the core mandate are

always matters of concern. We’ve found that
in general, and with relative ease, you can
outsource functions requiring the ‘know-how’.
Outsourcing is more difficult when the service
provider is required to understand the ‘knowwhy’.”
But unless a public sector organisation
has its own sizable in-house digitalisation
expertise, outsourcing may be an attractive
option, if not the only one.
The Department of Water and Sanitation,
which has put together a high-level
digitalisation strategy, has embraced
outsourcing for a few key reasons, the main
being capacity.
“Although we’re committed to capacity
building, we have for a long time outsourced
the bulk of our ICT requirements. We’re in
the process of developing skills related to
the applications we have in-house, and we’re
recruiting for specific skills and experience as
part of a drive to grow our internal skills base,”
says Mmamathe Makhekhe-Mokhuane, CIO of
the Department of Water and Sanitation.
The problem in government is that it’s
difficult to attract and retain talent with the
current salary scales. Not only does it take
longer to fill positions, but skilled employees
are quickly lured away with the promise of
more attractive remuneration. MakhekheMokhuane says this has much to do with the
maturity of the organisation in question:

“Leadership often doesn’t understand or
appreciate how important IT is until it’s not
working.”
On the plus side, outsourcing has given her
a great ability to recruit for more affordable
levels of skills and experience and to pair
new employees with far more experienced
consultants, resulting in the transfer of skills
to less experienced technical staff.

Consolidating and integrating systems
It’s not unusual for large organisations to
accumulate under-used or even unused
applications with little provision made
for consolidating the older ones. The
Department of Water and Sanitation has
a number of unnecessary and outdated
applications on its network. Part of the
department’s digitalisation strategy into
the future is to roll out an application
rationalisation programme that will free up
more resources to focus on core functions
like the digitalisation of water resources
management. This includes digital recording
and monitoring of water quality, and digital
asset and infrastructure management.
With budgets increasingly being squeezed,
governments at national, regional, and local
levels can’t afford to miss out on the benefits
of greater collaboration and integration,
productivity enhancements, and cost savings
that can be enabled by digitalisation.
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Put yourself in their shoes
CITIZEN EXPERIENCE IS A KEY
PART OF THE DIGITALISATION
OF SERVICE DELIVERY.

A

citizen journey is the experience that a
person has when seeking a government
service. The journey will have a beginning
and an end, and may include various stops or
destinations along the way. Every touch point
provides an opportunity for government to
improve its relationship with citizens. If a journey
is well managed, there will be much higher levels
of satisfaction. Digital projects can be invaluable
in streamlining this journey, from providing online
assistance and real-time information, to enabling
entire transactions to be completed.
Modibedi Oliphant, CIO for Gauteng Province
Co-operative Governance and Traditional Affairs,
explains that bringing a successful service delivery
project to citizens is more challenging in today’s
world, because user expectations are very high.
“People interact digitally every day on their phones
and computers, and there’s an expectation that
interfacing with government will be just as easy,” he
explains. “Your product can’t be substandard. It must
be the same standard or better than the other tools
people have on their phones. It must be a tool they
can use easily and get on with their lives. Then they
will continue to utilise it and get the most value
from it.”
September 2016
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Oliphant recommends tapping into existing
technologies that can be utilised to provide a
better service. “Don’t reinvent the wheel. Use
technologies that already exist, and bring them
on board for easier interfacing.” An example is
Johannesburg Road Agency’s Find & Fix app for
reporting potholes and other problems, which
allows information to be submitted instantly.
This uses existing technology, speeds up the
reporting process, and is also far less costly or
onerous for citizens than making a phone call.

Fixing break points
When it’s not possible to provide a one-click
solution, service delivery can be optimised
by using research to identify break points.
These are points at which delays or service
shortfalls cause customer satisfaction to
drop significantly. ICT projects can assist in
addressing and streamlining these points.
Oliphant explains that a project’s success or
failure can hinge on the project management
skills available. He believes it’s important for
a department to build these skills internally,
rather than handing entire projects over to an
independent consultant. It’s also more costeffective to use internal staff and skills where
possible.
Senior role players must be fully committed
to the project, because their resistance can
cause projects to be rejected, or else to fail.
Oliphant believes the biggest factor here is
a fear of change. “Win your colleagues over,
encourage them to assist in driving the project,
explain the value and benefits, and make them
part of it,” he advises.
The timeline is another key area that can
make or break the success of a project. “Keep
projects short. Be innovative, and don’t lose
the excitement,” he advises. “With a short

“People interact digitally
every day on their phones and
computers, and there’s an
expectation that interfacing
with government will be just as
easy.”

interacting with communities
to allow their social ills to be
addressed more efficiently.
The project includes a mobile
application with a questionnaire
that can be submitted
immediately so that the case
is captured in real-time. To
assist with process adoption,
education has been prioritised. A
command centre allows officials
to call in if they are experiencing
challenges, and obtain support.
M O D I B E D I O L I P H A N T, G A U T E N G D E P A R T M E N T O F C O O P E R AT I V E G O V E R N A N C E A N D T R A D I T I O N A L A F F A I R S
ICT forums have been established
to educate people on how to
use the application. Their feedback helps the ICT
timeframe, results can be seen quickly. In
team make the system more user-friendly, and to
today’s world, you can’t afford to have a project
create additional features and improvements for
that takes a year to deliver. A longer timeframe
the future.
means you end up with an exhausted team,
Ngcingwana says that a particular
and delays can compromise the quality of the
challenge in South Africa is the poor internet
end product.”
connectivity in many areas, which must be
Nolungisa Ngcingwana, CIO for the
taken into account when putting digital
Department of Social Development, explains
projects together. If information is lost when
that proper research and profiling is necessary
a connection fails it can lead to time-wasting
during the planning stages of a project, to
and frustration, so an app should be able to
ensure that citizens’ needs will be met, and the
save information while offline, and upload it
necessary structures created. “It’s important
when there’s connectivity.
to understand what the requirements are, and
Alignment of services is another factor
then to create something that will address the
that CIOs must consider. Seamless sharing
requirements,” she says.
of information will mean that efforts in
different departments are not duplicated. “For
Engaging citizens
government to be effective, and people to
Adoption is very important, and it can be a
see change, we need to co-ordinate planning
particular challenge when people are not
to avoid double-dipping,” Ngcingwana says.
used to working digitally. Project Mikondzo,
Unified and accurate data reporting is another
the service delivery improvement project
imperative, as it will allow for more cohesive
Ngcingwana is currently involved with,
future planning of services.
sees officials using digital technology when
September 2016
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DIGITALISING HEALTHCARE TO PROVIDE A
BETTER LIFE FOR ALL
He adds that the same centralised
electronic system that works for stock
control could also assist with the control of
patient records. If records are centralised,
then it wouldn’t matter where a patient
went for treatment, as their records could
easily be accessed and there would be
no need for a primary diagnosis to be
conducted a second time. The doctor
would instantly be able to check previous
diagnoses and thus speed up the treatment
process.
“In addition, digitalising healthcare
would also enable the country to make
better use of the limited number of skilled
doctors that are available. No longer would
Vuyani Jarana, Chief Officer, Vodacom Business

medical practitioners have to visit clinics
personally; instead they could provide
diagnoses remotely, increasing their reach

The importance of healthcare, from a public sector
perspective, can be gauged by the simple fact that
this sector obtains one of the highest portions of the
annual government budget.

and improving efficiency.”
Obviously, continues Jarana, the internet
is the base platform on which all digital
health services would run and is thus the
lifeblood of e-healthcare.
“Ultimately we want to have a central
database connecting rural clinics and

I

t’s no surprise really, considering that

significantly improving operations within

metropolitan hospitals to provide the

large numbers of disadvantaged people in

the healthcare environment.

visibility of patient records as mentioned

both the rural and urban areas rely on public

“Even something as simple as stock

above, and to do this we need good

healthcare, and it’s therefore critical that this

control can be improved by having a

connectivity. This is why it’s important

system works efficiently and effectively.

centralised electronic system that tracks

for providers like ourselves to continue

For this reason, the importance of

deliveries and shortages. This would make

bringing mobile connectivity to the

digitalisation in this arena must not be

it much easier to ensure that clinics across

more rural areas. As a mobile service

underestimated, according to Vuyani

the country have the right medicine at the

provider, we’re ideally positioned to take

Jarana, Chief Officer of Vodacom Business.

right time, by simply improving overall

mobile – which is really the only effective

He says that digitalisation can play a role in

stock visibility,” he says.

infrastructure for these regions – to

ADVERTORIAL

underdeveloped areas, where it can serve as

enables such tests to be performed in a low

the different levels of security one would

a catalyst for change and development.”

cost, low logistics manner.”

expect. Furthermore, not only have we

“Vodacom Business also places a lot of

Jarana also points out that when it

invested in security at a network level, but

emphasis on research and development

comes to healthcare, being able to track

have also invested significantly in mobile

(R&D) around creating new solutions, such

and understand trends and developments

device security management and end point

as mobile base stations, to help us deliver

in specific health issues, such as around

security.”

access to rural areas within the economic

diseases and vaccinations, is equally

constraints of these regions.”

important. This is why the company also

information used in such a system – from

He explains that while the infrastructure

The nature of digital healthcare and the

places a strong focus on the benefits the

patients’ personal information to data around

investment in a small rural area may be

Internet of Things can offer and the big data

the shipment of medicines – means that

different to that in a city, through the use

and analysis that accompany this.

security is of paramount importance. For

of R&D, coupled with site-specific models
and technologies, the company is able to
ensure that connectivity is delivered to
underdeveloped areas. Jarana adds that
often, when tackling the connectivity issue
in rural places, rival service providers
will work together to share infrastructure,
thereby reducing the overall costs
associated with building infrastructure in
outlying regions.
“From a Vodacom Business perspective,
we’ve noted that the Millennium
Development Goals (MDGs) placed a high
priority on healthcare. We’ve therefore
placed emphasis on the fact that this is an
area where we can have a major impact, not
only in South Africa, but across the African
continent. To this end, we’ve developed
mobile health solutions based on visual

this reason, Vodacom Business focuses on

“As a mobile service
provider, we’re ideally
positioned to take mobile
– which is really the only
effective infrastructure
for these regions – to
underdeveloped areas,
where it can serve as a
catalyst for change and
development.”
V U YA N I J A R A N A , V O D A C O M B U S I N E S S

literacy, so rural people don’t need to be
computer literate to use them – they merely
need to be able to operate a phone.”

“If we are to meet the requirements laid out
by the MDGs, healthcare will simply have to
be digitalised. In fact, I doubt any developing
world nation will be able to deliver truly
effective healthcare to all its people unless it
adopts a digital strategy first.”
“If South Africa wants to deliver a better
life for all, it’ll need to find a way to provide
access to top quality medicines and medical
personnel, wherever citizens may be
situated. And Vodacom Business is ideally
positioned to assist, as the company is a
technology enabler that’s able to co-ordinate
a range of partners who can provide the
necessary services to assist government
in digitalising its healthcare systems,”
concludes Jarana.

digital healthcare, the focus is often on
the front-end. This is logical, since the

developed smart solutions around diagnosis

apps and services that make it happen

and monitoring. For instance, pregnancy

tend to be ‘sexier’ than discussing the

monitoring, eye and ear tests tend to require

back-end. However, as a cloud provider,

bulky equipment. However, our partners

we understand just how vital this is and

have developed technologies that streamline

have invested considerably in security and

this and allow such testing to be done either

disaster recovery.”

have developed a simple mobile solution that

a complete, end-to-end security service.

“Of course, when one talks about

“Furthermore, we have partners who have

in the home or in far-flung rural areas. We

security across all levels, in order to provide

“We’ve developed a cloud platform that
has full redundancy and comes with all

CONTACT D E TA ILS :
+27(0) 11 82 1960
www.vodacombusiness.co.za
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FINDING
FUNDING
WITH A COST-CONSCIOUS
ETHOS NECESSARY IN
TIMES OF ECONOMIC
UNCERTAINTY,
HOW TO BUILD OUT
DIGITALISATION
INITIATIVES WHEN
EVERYTHING SAYS TO
CUT BACK?
BY: JAS SY MAC KENZ I E

Mandla Mkhwanazi, Transnet Group

Photography: Karolina Komendera

T

ightened belts, cost containment,
doing more with less. These phrases
have become all too familiar in
today’s tough financial climate. Budgetary
constraints make it more difficult for public
sector CIOs to successfully motivate for new
digitalisation projects to be funded. In times
of austerity, is this still possible, and if so,
how?
Joseph George, CIO of the National School
of Government, says first and foremost, the
correct procedures must be followed. “There
are formal protocols within each national
department. These are linked to the National
Treasury budgeting processes. Adhering to
these strict and often complex mechanisms
is essential, and you should consult with the
office of the CFO for guidelines and clarity.”
Make sure other supporting factors
are properly addressed before budgeting,
he notes. “The strategic plan, annual
performance plan and ICT operational plan
have to be finalised and in an approved
state,” George says. “Further, the CIO needs
to ensure the risk register as well as the
internal and Auditor-General of South Africa
audits have relevance and bearing to the
budget requirements of ICT. In this effort the
highly influential risk and audit committees
can play a significant role.”
The final step is to leverage the
organisational ICT steering committee to
support the budget to fund new projects.
The steering committee members will
often include the CFO and the executive
committee.
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TIGHTENING BELTS

“You will often be
pleasantly surprised
by how much can be
achieved through
honest dialogue with
a sympathetic seller
who is willing to see
the bigger picture when
doing business with a
government entity.”
J O S E P H G E O R G E , N AT I O N A L S C H O O L O F
GOVERNMENT

Cutting back
Even when everything is done by the book, the
painful reality is that budget for ICT has been
drastically cut back. New and nice-to-have
projects are shelved, and only critical projects
receive the green light. Those that do get the
go ahead are further evaluated to minimise
expenditure by removing non-critical features.
In this regard, George advises negotiating with
supporting vendors for added benefits. “You
will often be pleasantly surprised by how much
can be achieved through honest dialogue with
a sympathetic seller who is willing to see the
bigger picture when doing business with a
government entity.”

Other business unit managers in the
department can also be approached for
funding. If a business unit can’t proceed with
a project for any reason, these funds can go
unutilised. This is not good for government, so
managers are often willing to re-allocate the
funds to ICT, working through the Office of the
CFO. After all, a successful ICT project will have
benefits for the whole department.
As an example of how benefits can influence
budgets, George says that a performance
improvement project was recently undertaken
in his department. Considering the strategic
nature of the project, ICT was able to request
LAN infrastructure upgrades to be funded
as part of the overall project and not as a
separate ICT initiative. “This project was
successful thanks to our quick action and
negotiations with executives, who were
keen on its overall success and thus willing to
consider the ICT cost implications.”
Another avenue open to CIOs struggling
with insufficient budget is to source donor
funding. George’s department has successfully
partnered with the European Union as well
as Deutsche Gesellschaft für Internationale
Zusammenarbeit (GIZ) in various projects.
This funding was leveraged in partnership
with National Treasury and the Department of
Public Service and Administration.
Mandla Mkhwanazi, Digital Business Lead
and Chief Process Officer for Transnet Group,
says the fact that ICT projects need quick
delivery and have a very short timeline works
in their favour, as people are more willing to
contribute skills. “A lot of work can be done by
volunteers in their spare time. It’s easier to find

people to help with digital projects because
they’re part of this latest trend, the projects
are interesting, and short in duration. When
you can deliver quickly, business is eager and
will engage with you, so it becomes much more
cost-effective. With a timeline of 12 to 24
months, business leaders aren’t so engaged.
With a timeline of three to six months, they
look at you and ask what you need.”

Buy in from day one
The other advantage to collaborating with
business is that the project’s end-users can
be involved from the start. “They become
part of it, either through contributing skills
or by helping to check and test throughout
the process,” Mkhwanazi says. “When it goes
live and you hand it over, they’re already
familiar with it and ready to use it. The process
becomes much more agile, and you don’t end
up wasting money on a solution that’s rejected
by the end-user.”
Mkhwanazi also emphasises the importance
of involving related external stakeholders, such
as the unions, at the beginning of the project
and making them part of the user community.
“Especially with the strong unions, the first
thing they think is that an ICT project will mean
shedding jobs and reducing the workforce. It
helps if they understand that the project will
give employees new skills, more time, and allow
for greater efficiency and proper analytics to
be done. Or, alternatively, that staff will be
retrained into new positions. Involving the
unions upfront gives them ownership of the
solution, and helps prevent negative sentiment
or resistance.”
September 2016
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REAPING WHAT YOU SOW
HOW TO DETERMINE THE VALUE OF DIGITALISATION PROJECTS POST-IMPLEMENTATION?
WHAT METRICS ARE USEFUL TO JUSTIFY THE RETURNS OR DEMONSTRATE THAT A
PROJECT HAS BEEN SUCCESSFUL?
BY : Y ULE EDWA R D S

A

ligning project objectives with
strategic business direction is at the
heart of organisations’ IT departments.
The likes of Statistics SA, Transnet and
Denel agree that IT is a facilitator, enhancing
business operations and executing strategic
directives. The alliance between IT and
business has never been more important in this
era of fiscal belt-tightening.
A number of metrics are considered for
project prioritisation, says Kevin Govender, GM
of IT Strategy and Enterprise Architecture,
Transnet Group. “We’ve developed a
prioritisation model that’s aligned to the
company strategy – it’s not an IT strategy,
it’s a business strategy. This prioritisation
framework looks at ways of improving
efficiency and productivity, volumes and
customer satisfaction, functional capability
and improving safety, risk and sustainability,
and ensuring stability.” These metrics are
applied to the two different types of project,
he says. “Broadly speaking, there are those for
the general running of the business and those
projects that help transform the business.”
Some metrics override all others. A project
that might be lower on the priority list but
mitigates risk such as compliance failure
September 2016

automatically supersedes all others. Once a
project is prioritised, it’s still required to go
through the process of a detailed business
specification, a business case and financial
models outlining profitability and ROI.
Mandla Mkhwanazi, Digital Business Lead and
Chief Process Officer, Transnet Group, agrees
that business needs and strategic objectives
must converge. “In a business like Transnet,
the different lines of business under one
umbrella adds complexity,” he says. “Rail, port,
pipelines and the manufacturing service have
to be balanced and there needs to be strategic
perspective across the entire business – that’s
the only way a digitalisation project can provide
maximum benefit across the organisation.”
While the financial aspects are fairly cutand-dried, there are also softer metrics, says
Ashwell Jenneker, Deputy Director-General:
Statistical Support and Informatics at Statistics
SA. “As part of the post-implementation review,
we need to go back to the original objectives
from a user and business perspective and see
if they were met,” he says. “Sometimes ICT
people become too fascinated with the glamour
of what they’re doing – we need to be mindful
of that. “Firstly, there’s the evaluation of a
project in terms of cost and budget, and what

savings this project has achieved – those are the
hard facts. But there are softer criteria like time,
efficiency and quality, and even more: how has
this improved the user experience?”
An important project undertaken by Statistics
SA has been the digitalisation of the census. In
previous years, 100 000 people were employed
at census time to go door-to-door to somewhere
between 14 million and 16 million dwellings
to collect data on an extensive paper-based
questionnaire. Collating and compiling the data
was a two-year process as data was captured
digitally once collection was complete. “In 2016,
this took us three months, because we had
the data digitally through the use of handheld devices, and a number of steps could be
eliminated,” says Jenneker.
Because of the nature of flux within
populations, keeping count of people requires
ongoing maintenance, which can become costly.
“We’ve partnered with municipalities and other
data custodians, so that when they do meter
readings, they can check that a dwelling is still
occupied or if it’s been demolished, or if it’s
now several dwellings,” says Jenneker, “but
technologies like digital imagery make it cheaper
and easier to keep tabs on people’s dwelling
changes.
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“We need to go back to
the original objectives
from a user and business
perspective and see if they
were met. Sometimes ICT
people become too fascinated
with the glamour of what
they’re doing.”
A S H W E L L J E N N E K E R , S TAT I S T I C S S A

Transnet Property, holder of the second
largest property portfolio after the Department
of Public Works, is responsible for consolidating
the management of all properties with a single
approach. The geographical spread and range of
property types – associated with port terminals
and freight rail among others – complicates
things, says Sibusiso Mabaso, CIO of Transnet
Property. “We look at things like net-presentvalue as a justification for digitalisation projects
and as a measure of success,” he says. “We
also run surveys post-implementation. We’re
currently looking at a Six Sigma approach, a
philosophy that relies on mathematical and
data-driven formulae to come up with proper
measurement of quality and from there we can
implement interventions to resolve or improve
on issues.”
A digitalisation project’s viability depends
on its ability to enhance the business, with
the customer or user experience at its
core. “Success is about user adoption,” says
Mkhwanazi, “which ultimately drives business
growth.”

Photography: Karolina Komendera

“For us, the benefits are largely based on
the quality criterion from the perspective of
our user: the recipient of the information. We
break our users into ten market segments,
from academia, the general public, government,
private sector, to the geo-spatial community,
which uses our data to identify where to put
new shopping centres, for example, based on
the number of dwellings in an area,” he says.
Denel Aviation is busy with a project
converting paper-based data into digital
documents. Partially a PoPI-compliance project,
there are a number of other reasons behind the
decision. “At times, documents are removed
and not returned to the same place,” says John
Manzini, CIO of Denel Aviation. “The time wasted
by staff going through filing cabinets is immense
and financially quantifiable. Then there are other
risk factors, such as sensitive information left
lying around inadvertently by staff, the fire risk
if cabinets are left open and the costs of having
our fire suppressant systems maintained.”
The project has had far-reaching applications:
from HR documentation to aircraft maintenance
manual accessibility. “Due to the previous nature
of compliance, there was a significant reliance
on a paper-based traceability trail. We’ll be
upgrading the Rooivalk combat helicopter and
developing a next generation Rooivalk
Mk 2. The original documentation is more
than 30 years old, but internal and external
stakeholders will need easy access to that
information, remotely and securely. Version
control is crucial in the field of aircraft
maintenance, repair and overhaul; you have
different parts developed by international
manufacturers and you have to keep current
versions of the documentation. There’s a huge
effort in the organisation to get rid of paperbased maintenance and design documents.
Digitalisation will provide immense benefits,”
says Manzini.

Sibusiso Mabaso, Transnet Property
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A SECURITY CHALLENGE
SIGNIFICANT PUBLIC SECTOR ORGANISATIONS NEED TO TACKLE INFORMATION SECURITY
TO ENSURE THE SUCCESS OF DIGITILISATION EFFORTS.

T

he full benefits of digitalisation could
be massive, but data security is still a
major issue, and government needs
to ensure that its planned digitalisation
of public records is adequately secured in
order to prevent cyber-attacks and theft of
personal information. Not an easy task in an
evolving and increasingly sophisticated threat
landscape.
Maiendra Moodley, Divisional Head (GM):
Financial Systems and Processes at SITA, says
with citizen expectations of always on, always
available access to e-government services, it
becomes critical to ensure the information that
underpins these services has to be digitally
accessible.
He says the move from paper-based
services requires more emphasis be placed
on data protection, as well as leak prevention
mechanisms to logical access control. “Unlike
paper-based services, where the physical
control of the document can be used as
a means of managing who has access to
the information, digitalisation expands the
accessibility and the control of who has access
to this information.”
Where this digitised information is then
being used by multiple stakeholders, to deliver
a contiguous service and end-user experience
to the citizen, the challenge that arises is
that this information has to be seamlessly
protected at the appropriate level across the
September 2016

entire service delivery lifecycle to the citizen,
says Moodley. “This is where the hidden risk
and complexity arise as a breach at any of the
stages in this lifecycle exposes both the data
privacy and the data quality and ultimately
affects the safe and secure delivery of
e-services to citizens.”
Carol Thomas, CIO of the Civil Aviation
Authority, has the view that data held by
public sector organisations must always be
secured. “No rocket science there. What’s
needed is layers of security, and to segregate
external facing data from internal data as far
as possible. In addition, controls must be put
in place to ensure integrity of the data, the
access holder and the storage of the data.”
She also says to think ahead about pending
legislation, and consider elements of the
data that could be financially useful to cyber
criminals, as well as the elements of the data
that could be useful to malicious parties, and
take steps to protect these elements. “There
are many solutions that will help address
risks, but every organisation differs. Risks are
different, the attractiveness of the data to
malicious parties differs, environments and
budgets differ, and every ICT team must make
their own decision on what solutions will work
for them. Being mindful of these elements and
mindful of the threats facing the environment
will assist in determining how to deal with
them.”

Carol Thomas, Civil Aviation Authority

Photography: Moeketsi Moticoe

BY : K I RS TEN D OYLE
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According to Moodley, CIOs and CISOs faced
with the challenge of securing data and
e-services as part of digitalisation, need
to consider the impact of bring your own
device (BYOD), cloud computing and the
Internet of Things, and how these trends
have fundamentally changed the types of
data that are accessible and the uses of this
data. “Addressing these challenges requires
the adoption of a risk-based approach that
examines how the data will be used, accessed,
stored and safely destroyed when required.”

Providing oversight
Beyond undertaking a risk assessment, he
says it’s also necessary to ensure there’s a
data custodian assigned to be responsible
for ensuring that each time a new business
requirement is generated for the use of data,
or there are changes in legislation or business
processes, that the various potential risks such
as the breach of privacy are considered.
“This risk assessment, and the way in which
the data custodian fulfils this responsibility,
should be contextualised against a formalised
strategy in the organisation, as this avoids
subjective- based responses to securing data
based on an individual’s own perceptions of the
potential risk. At a broader technology level, the
implementation of information leak-prevention
systems as a means of mitigating information
security threats, combined with logical
access control and encryption, will reduce the
likelihood of potential data security breaches.
This should be reinforced with an organisationwide training programme that profiles the data
security risks and countermeasures as well as
what is expected of each individual in terms of
their specific roles and responsibilities,” adds
Moodley.

“Unlike paper-based services where the physical
control of the document can be used as a means
of managing who has access to the information,
digitalisation expands the accessibility and the
control of who has access to this information.”
M A I E N D R A M O O D L E Y, S I TA

He says there is a range of solutions
that address the different risk elements,
such as the potential for information leaks.
“However, before an organisation implements
a technology solution, it’s essential to have
a clear risk profile of the organisation as well
as the manner in which the data is created,
stored, transmitted and used. This ensures
that the organisation is able to optimise
its return on investment and the extent to
which it needs to balance what it’s spending,
for example on information leak prevention,
versus training.”

P to the power of three
Thomas believes people are the most
critical element of any move to digitalisation
followed closely by process and preparedness.
“Irrespective of the solution selected or the
risk profile of the organisation and its data,
the ability to sustainably secure data from
abuse, misuse and, or compromise will always
be determined by its people and processes,”

says Moodley. “These two elements are
probably the most difficult variables to
address. World-class processes are only as
effective to the extent that they’re applied
by people. The human factor needs to be
addressed through a combination of vetting
and regular re-vetting, to ongoing training
and awareness.”
It’s Moodley’s view that people,
preparedness and process are the biggest
security threats or risks to embarking on a
digitalisation journey. “People have to be
prepared for the journey, and often this step
takes longer than any other. Processes must
be reviewed, checked for appropriateness
and controls, as once on the journey it’s more
difficult to change these.”
“Digitalisation is a journey – like so many
in the technology space – and the journey
differs for every organisation because
the people, processes and the levels of
preparedness are different,” concludes
Thomas.
September 2016
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Where the buck
stops
WHEN IT COMES TO THE
PROVISION OF DIGITAL
SERVICES TO CITIZENS,
THE SUCCESS OR FAILURE
OF SUCH A PROJECT SITS
SQUARELY ON THE CIO’S
SHOULDERS. HOW CAN WE
ENSURE SYSTEMS MEET
THE REQUIREMENTS AND
LIVE UP TO EXPECTATIONS?
BY : RODN EY WEID EMA N N

Thus, it falls to the CIO to fully understand
what must be taken into consideration before
implementation, and how to cope with the usage
demands put on them once they go live.
CTO at the State IT Agency (SITA), Pandelani
Munyai, says that technology is fundamentally
transforming how people conduct business and
live their daily lives, so this power needs to be
harnessed to help create a digital government.
“Digital or e-government is about creating
greater transparency and accountability,
increased citizen engagement, and driving
innovation and economic opportunities through
open data, open information and open dialogue,”
Munyai says.

Factors to consider

D

igitalisation and the drive to achieve
genuine e-government services
are underway, with several notable
examples already visible. The most recent
of these being the Gauteng Department of
Education’s admissions site, which went live
this year, albeit with some initial teething
problems as the website repeatedly crashed
under the high levels of user demand.
In the world of electronic service provision
and government-to-citizen (G2C) interfaces,
the role of the CIO becomes more crucial.
Ultimately, the buck stops with them should
the system fail or fall over for any reason.
September 2016

Carol Thomas, CIO at the Civil Aviation Authority,
says that in her opinion, the most critical factors
when putting any kind of G2C interface in place
are: the cost of moving to an e-government
solution; the benefits to the citizens; the
maturity of the government department and its
existing technologies; and security.
“These are all obvious factors. Firstly,
one doesn’t want to burden tax payers with
excessively expensive solutions. Then, of course,
the solution must bring a level of functionality to
citizens that will add value to their lives.
“Thirdly, of course, the maturity of the existing
processes and technology within the relevant
department should be thoroughly considered, so

WAYS TO AVOID FAILURE
According to SITA CTO, Pandelani Munyai,
government CIOs need to:
• Incorporate enough up-front planning
before they begin
• Create a master list of all system features
and track usage
• Try and accurately estimate the time and
resources required for implementation
• Establish application management portfolio
processes to focus attention on the areas
of greatest opportunity, thereby balancing
business value with cost and risk
• Adopt an iterative approach to application
classification and portfolio architecture
to ensure the suite of systems being used is
scalable, reliable, available and manageable.

that if necessary, adjustments can be made prior
to opening the systems to the citizens. Finally,
since e-government solutions imply an exchange
of information and access to personal data,
security has to be a key factor in any solution
consideration,” says Thomas.
Munyai adds that the implementation of such
a solution must also consider specific conditions,
needs and obstacles, such as rural areas and
infrastructure constraints. Furthermore, the
digital literacy of the users must also be taken into
account.
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RELIABILTY
“To maximise the value of such a system
implementation and minimise its disruptive
potential, CIOs must plan for a range of new
and innovative events. There exists a strong
correlation between stakeholder management
and risk management. Without the buy-in and
full commitment from stakeholders, system
implementation efforts, regardless of their success
factors, are at high risk of failure,” he continues.

“The reliability of A
system is determined by
its weakest component.”
M T H O KO M N C W A B E , S O U T H A F R I C A N P O S T
OFFICE

Keep people informed
The weakest link
Mncwabe says that challenges are the nature
of IT services, no matter what plans the CIO has
put in place. However, the difference between
success and failure is the CIO’s readiness to
respond to the eventuality of the unknown.
“Proactive management of the IT
environment and a redundant architecture
framework are vital. It’s also important
to remember, the reliability of a system is
determined by its weakest component,”
Mncwabe says.
Thomas believes strongly that the CIO should
also hold a very good understanding of the
business or service side of the organisation,
and that this should really weigh more than the
technical knowledge that he or she holds.
“I see the CIO’s role as being one of solving
business problems – including those that
business is not yet aware of – through the use
of technology. Nonetheless, CIOs do have to
plan extremely well and take all contingencies
into account. They need to be able to sell their
planning to the board and they need really
strong execution and leadership skills.
“Furthermore, they must always apply good
governance to ensure citizens are receiving
value for money. And above all else, they need
to have a little bit of magic, in that they need to
be able to envision the future,” she concludes.

Kevin Govender, Transnet

RELIABLE FREIGHT
DELIVERY
Kevin Govender, GM for Strategy and
Enterprise Architecture at Transnet, explains
that as a bulk freight logistics organisation,
its entire raison d’etre is to deliver by port,
pipeline and train, in a reliable fashion and
at the time and place of the customer’s
choosing.
“We use closely integrated planning,
forecasting and scheduling systems. We also
integrate processes, people and systems to
enable our supply chain to operate at peak
effectiveness. It’s essential that we ensure
there’s regular communication between our
account managers and their customers, to
keep clients well-informed and to manage
their expectations.”

September 2016

Photography: Supplied

“CIOs can also look at the softer issues like
stakeholder expectation management, as a way of
restoring the trust of the stakeholder. A crosscultural understanding that permeates all levels
is an essential element in system implementation
efforts and is equally important. CIOs should also
ensure that system implementers are mindful of
the cultural implications of the systems effort.”
Mthoko Mncwabe, CIO at the South African Post
Office, notes one of the key downfalls of systems
and programme implementation is when robust
testing and load-testing of applications isn’t
properly carried out. Without this, he says, CIOs
will definitely encounter problems further down
the line.
“CIOs must also ensure they test an application’s
performance on a variety of browsers, simulate
simultaneous requests, test validation rules and
check for correct server behaviour. This includes
customising characteristics such as browser type
and connection speed, as a way of simulating
real-world user behaviour. If these aren’t
conducted thoroughly, you’re bound to encounter
unanticipated problems after launch.
“The other important aspect is to have a proper
application performance management strategy.
This will enable your organisation to optimise
performance of highly-distributed applications
down to the code level and resolve problems
proactively, before they impact your end-users,”
Mncwabe says.
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BUT IS IT FRAUD IF EVERYONE’S
DOING IT?
HOW CAN DIGITALISATION HELP TO CURB FRAUD IN THE PUBLIC SECTOR?
BY : T R ACY B UR ROWS

C

IOs and CISOs are well aware of the risks
posed by cyber criminals, cyber activists
and even cyber terrorists. In the public
sector domain, entire utilities and critical
infrastructure could be shut down in the event
of a breach from outside. But a potentially
greater risk to organisations’ financial stability
and ability to deliver services comes from
fraud, say experts in the field.
Jaco de Jager, CEO of the South African
Chapter of the Association of Certified Fraud
Examiners (ACFE SA), says international
research by the ACFE has found that the
average organisation loses 5% of revenues
a year as a result of fraud; with total losses
among the 2 410 occupational fraud cases
surveyed last year amounting to $6.3 billion,
or around R90 billion. In South Africa, losses
of 5% would amount to around R160 billion
a year, he notes. Among 285 organisations
surveyed for the ACFE study in sub-Saharan
Africa, the most common types of fraud were
corruption (48.4%), billing (18.6%), non-cash
(17.5%) and cash on hand (16.5%).
The ACFE, which works with both public and
private sector organisations, says older, manual
systems may be more vulnerable to fraud than
September 2016

digitised systems that are carefully tracked
and monitored. De Jager notes that while the
public sector isn’t corrupt by nature, the fact
that cheque payments, faxes and paper-based
systems are still in evidence, means there are
still numerous opportunities for fraud to take
place.

Fraud in the digital realm
While fraud is still entirely possible in a digital
realm, advanced technologies help to restrict
and control access to sensitive information
and provide alerts, analytics and a clear audit
trail, which help organisations to identify fraud
patterns and curb fraudulent activity.
Effective biometrics-based access control
not only allows organisations to restrict access
to physical areas and networks, but it also
supports an audit trail proving exactly who
accessed which system from which device,
should this information be needed. Digitised
authentication also helps reduce the risk of
fraud at paypoints, where citizens receive
pensions and other social welfare grants.
Advanced analytics can be used to support
the development of highly accurate fraud
propensity scores to determine the level of

risk presented by transactions; and to alert
organisations to anomalous activities, thereby
reducing the incidence of fraud.

Procurement challenges
The public sector also faces fraud risks owing
to the typically large contracts it awards.
Leanne Govindsamy, Head of Legal and
Investigations at non-profit organisation
Corruption Watch, says fraud and corruption
in the public sector IT space mainly involves
irregular tender procedures.
Tender fraud can involve literally millions of
rands in kickbacks and benefits, with threats
of violence or job losses for those who dare to
blow the whistle.
“In South Africa, we see quite a few ‘conflict
of interest’ cases where an official who
drafts the specifications for a tender in such
a way that it unfairly excludes most bidders
or favours a company that the official has
an interest in or is somehow connected to.
Another thing that happens quite a lot is what
is termed ‘javelin throwing’ – where an official
awards a major tender to a private company
with the aim of later securing a job within that
company,” says Govindsamy.
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“If a tender is wrongly awarded, and an inferior
or overpriced solution is implemented, this
negatively impacts the department’s ability to
deliver services.”
L E A N N E G O V I N D S A M Y, C O R R U P T I O N W AT C H

Regulation reduces risk
In the public sector in particular, clear
rules and legislation are in place to govern
procurement and mitigate the risk of
fraud. “South Africa has some of the best
legislation in the world around this,” says
De Jager. “The problem is enforcement.
There are too many loopholes in systems
and an apparent unwillingness to take
stronger action in fraud cases. Plus, court
cases can drag on for years after an arrest.
This lack of enforcement supports fraud,”
he says.
Professor Deon Rossouw, CEO of The
Ethics Institute, says human nature inclines
staff to take an ‘if it’s not forbidden, it must
be allowed’ approach. “A focus from the
top on ethics committees and awareness
programmes, as well as strong adherence
and reporting, helps curb the slide into
unethical behaviour becoming the norm,”
he says.
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Where tenders are awarded to over-priced
or unsuitable solutions, the entire department
loses revenues and impacts its ability to deliver
on its mandate. Govindsamy notes that the
public sector CIO is accountable for effective
service delivery to the organisation and –
through it – to the public. “If a tender is wrongly
awarded, and an inferior or overpriced solution
is implemented, this negatively impacts the
department’s ability to deliver services. It
impacts the CIO’s reputation and undermines
the work of the team.” Taking control of the
situation, adhering to a strict ethical code
and infusing an ethical culture into the IT
organisation has a broad range of benefits for
the CIO and his or her team.
Govindsamy believes that centralised,
digitalised procurement systems and
procurement panels incorporating CIOs could
serve to both reduce fraud in procurement and
to procure IT services in a more cost-effective
way.
De Jager points out that fraud need not
involve millions of rands in irregular tenders:
“People need to understand that even if they
don’t intend to commit fraud; when someone
comes with a gift and they accept it, and it
leads them to expedite a normal transaction
faster, they have in effect accepted a bribe.”
He says cases have been uncovered where

something as apparently simple as a gift
of a bottle of brandy has led to serious
repercussions: “The recipient might accept
the brandy and drink it with friends, never
suspecting it was worth R25 000. When
the giver threatens to expose the fact
that an official accepted such a valuable
gift, the recipient then becomes open to
blackmail. That is why it’s so crucial to have
a gift policy and register in place.”

Jaco de Jager, South African Chapter of the
Association of Certified Fraud Examiners

Says de Jager: “It really comes down to
awareness. People can easily be tricked into
committing or becoming accomplices to
fraud, or may commit fraud because they feel
entitled to benefits. Take, for example, travel
allowances – there are so many schemes to
benefit unethically from travel, food and
accommodation allowances. People don’t
always understand that this is fraud, and that
these small value frauds add up.”
September 2016
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WHY A DIGITALISED GOVERNMENT IS
CRITICAL FOR SOUTH AFRICA’S FUTURE
to citizen experience that much more
pleasant,” he says.
This will be achieved by streamlining
and automating manual processes. A great
existing example of this is the success that
SARS has achieved by automating taxpayer
filing through the online e-Filing system.
“From a citizen point of view, it will
improve their experience with government,
as online channels will enable more
efficient processing of government
services. This means less time wasted
standing in long – and sometimes wrong
– queues, to gain access to services.
This will improve citizen sentiment and
Kroshlen Moodley, GM for Public Sector at SAS South Africa

confidence in the government’s ability to
deliver services, not to mention improving
the overall transparency of the service,

Digitalisation clearly represents a major technology
shift, not to mention a change in thinking and
organisational culture. When it comes to the public
sector, digitalisation potentially offers greater
challenges, but also greater rewards in terms of
the impact it can have on both government and the
communities it serves.

reducing the opportunities for it to be
abused by officials.”
Moodley adds that digitalisation will also
play a key role in the areas of intelligence,
security and defence.
“There’s no doubt that digitalisation
will assist in cross-border collaboration
between countries and intelligence
agencies, by collecting structured and
unstructured data. These data sets
can then be compared to regional and
international watch lists, to track criminal

A

between citizens and government, via

the fundamental way digitalisation will

smart devices, for all government services.

and correlate this with spatial (geographic

transform the public sector is through

It’ll improve efficiencies and the overall

and location) data, as well as parsing this

the advent of smart cities and smart

effectiveness of public services, which

information through advanced predictive

government.

will, in turn, make the overall government

analytics models, will give counter-

ccording to Kroshlen Moodley, GM
for Public Sector at SAS South Africa,

“This will mean real-time interaction

movement and suspicious activity.”
“The ability to overlay this information

ADVERTORIAL

terrorism agencies the insight to be more

citizen in advance. Ultimately, I see a

through self-service and mobile channels.

effective in their crime fighting initiatives,”

single digital government being supported

As for mobility, this is no longer something

continues Moodley.

by sophisticated predictive learning

to be discussed in a future tense, as it is the

systems that form part and parcel of the

reality of now.”

Asked about the looming presence of
the digital divide, and what this may mean

IoT backbone.”

He explains that as SAS is a market

to the growing focus on digitalisation, he

Taking a less idealised view, Moodley

points out that according to the website

adds that cloud is going to be able to assist

risk management solutions, it’s ideally

Internet World Stats, the total world internet

government to host its infrastructure,

positioned to help governments in their

penetration level currently sits at 48.6%,

solutions and big data in secure

digitalisation attempts. Moodley suggests

and although Africa is only at 28.6%, it

environments. The advent of the cloud, he

that SAS would be able to manage the big

shows South Africa’s internet penetration

says, means that there’s no longer a need to

data generated from smart cities, multiple

is at 49%.

invest heavily in data warehousing.

legacy systems and stored in traditional

“This shows that there’s been a steady
growth in the access to internet services

“It’s now possible to perform predictive
analytics on big data in-memory,

leader in predictive analytics and data and

data warehouses in modern open source
storage solution environments like Hadoop.

here, particularly owing to the use of

“Furthermore, SAS can parse the right

mobile devices and cellular services.

data, at the right time, through advanced

Although costs are still higher than those in
developed economies, the digital divide is
clearly being bridged.”
Looking forward, he says that disruptive
technologies such as cloud, mobility and the
Internet of Things (IoT) will have a distinct
role to play within the public sector in the
near future.
“My view on the IoT remains somewhat
utopian. I foresee this disruptive
technology impacting positively on smart
cities. We’ll hopefully see a future where

“Ultimately, I see a single
digital government
being supported by
sophisticated predictive
learning systems that
form part and parcel of the
IoT backbone.”
K R O S H L E N M O O D L E Y, S A S S O U T H A F R I C A

smart utilities are streaming real-time

statistical algorithms that will then provide
real-time insights to key government
officials. This will allow them to make
informed decisions that will have the best
outcomes and make the largest impact in
terms of service delivery outcomes and
strategic policy decisions.”
“SAS already does all of this globally,
working closely with the security
intelligence cluster, the revenue collection
authorities, electricity and water utilities,
social and benefit grant services, and in
healthcare and education,” he concludes.

data through smart meters and sensors;
where traffic departments are managing

without building expensive data

electronic cars driven in cities and

warehouse structures. Self-service and

monitored by smart visuals; and where

citizen intelligence and services is the

sensors control traffic lights based on

future, where everything is managed

traffic volumes.”

centrally, but accessed locally.”

“Ideally, we’ll also have emergency

“In the end, I would say that an effective

medical services being dispatched to

government is one that will manage its data

citizens wearing smart devices that predict

in the cloud with sophisticated predictive

the onset of critical conditions like heart

analytics capabilities, providing decision-

attacks before they happen, and alert the

makers and citizens with information

CONTACT D E TA ILS :
011 713 3400
www.sas.com/sa
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IN CLOSING

THE DIGITAL
ROAD TO
RECOVERY
September 2016

Mthoko Mncwabe, South African Post Office
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CASE STUDY

IN AN AGE OF CLOUD, THE
INTERNET OF THINGS AND
E-MAIL, THE RELEVANCE
OF THE SOUTH AFRICAN
POST OFFICE HAS TO
BE QUESTIONED. BUT
DIGITALISATION EFFORTS
COULD TRANSFORM IT
INTO THE CENTRE OF
SERVICE DELIVERY.

changing the revenue mix from outdated
postal services to financial services and
e-commerce. Not surprisingly, he got the job.
Much of the work now lies with CIO Mthoko
Mncwabe, who’s jumped into the task with
relish and dedication. By 7am he’s already in his
office ahead of another 12-hour working day.

BY : LE S LEY STON ES

Ready for a challenge

A

n ambitious strategy designed to
rescue and reinvent the Post Office is
beginning to succeed.
You may still have to queue to post a letter,
or deal with employees that haven’t changed
their surly attitudes. But if the changes driven
from the top trickle down to the people on the
ground, this bold rescue plan could deliver the
biggest comeback in corporate South Africa.
Businessman Mark Barnes became CEO of
the South African Post Office (SAPO) in January
2016 after hearing that the government
planned to slash the services to stem incredible
losses of R100-million a month.
Barnes believes its bricks and mortar
presence in every neighbourhood and a
customer base of potentially every citizen
are solid assets that need modernising and
building up, not paring down.
With his experience as chairman of Exclusive
Books and the former head of private equity
firm Brait, he devised a strategy based on

Mncwabe previously updated Absa’s banking
platforms in Mozambique and Tanzania, and
joined SAPO in 2014. “I joined during the crisis
times because I like a challenge. But it’s been a
bigger challenge than expected, trying to work
for an organisation that doesn’t have capital
investment,” he says.
He inherited an IT crew that was bleeding
some of its best workers. “We’ve lost 30% of
our IT staff because the Post Office hasn’t
had any employee value propositions to keep
people employed. We lost a lot of good skills –
not that the guys on the floor are not good, but
90% of the guys that went were pretty good.”
He now has about 250 IT staff, which isn’t
a lot given the workload. “We’ve found some
innovative ways to rebalance and get skills
in the market without employing them. We
don’t want to outsource services that give us
a competitive edge, but commodity services
like datacentres, hosting and end-user device
support are big cost lines that we are trying to
outsource for the 20% to 30% cost savings we
can achieve.”
Since very little investment has been made
in recent years, SAPO doesn’t have all the IT
facilities it needs, Mncwabe says. “That doesn’t

necessarily mean we can’t achieve what we
need to achieve without those technologies
– there are better ways. There are many small
companies doing stunning jobs in developing
apps, so we’re partnering with some local
entities to develop apps that make sense for
our customers and will help them interact with
the Post Office in a better way.”

App to keep track
The first tangible result is a new app now
available for Android smartphones called
SAPO, which lets users track the progress of
parcel deliveries. Most complaints received
by SAPO’s call centre involve missing parcels,
so this app lets people track international
incoming parcels from the moment they’re
scanned at customs.
SAPO’s broad spectrum of services make
the IT challenge particularly complex, since
it’s running a bank, a courier service, a
transport business, a retail business and a mail
business. It also runs a trust centre by issuing
digital certificates and provides electronic
bill presentation and payment services for
the cities of Tshwane and Ekurhuleni. “It’s
complex for IT to manage all those disparate
businesses,” Mncwabe says.
His chief mandate is to focus on services
that promise revenue generation, but the state
of its current IT systems is a hindrance. “How
do I put in intelligent infrastructure platforms
to cater for the latest business services we
can provide, especially in e-commerce? I can’t
start transformation and digitalisation without
modernising the legacy systems.”
September 2016
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Centre of the service delivery universe
The overall vision is for the Post Office to
use its national footprint of branches and its
growing online presence to become the hub for
the government’s delivery of digital services.
People could renew their passport or driving
licence at a post office if it integrates its
systems with the departments of Home Affairs
and Transport. Many services could be initiated
online or on a smartphone too, eventually.
The whole executive team is responsible
for coming up with new ideas, not just the
IT department. If IT departments are solely
in charge, the mistake can be made of
implementing things just because they’re
technically possible, not because people
actually need them. “Digital transformation
isn’t an IT journey, it’s a journey of business in
digitising business processes, and IT becomes
the vehicle for making sure that journey
happens,” Mncwabe says.
“It’s an exciting time for me and a nervewracking time as well, because the issue is
how do we participate in this connected world
as the Post Office? If we don’t transform and
invest in the digital space, we’re going to
become irrelevant.”
The great news is that Barnes secured
funding of R3.7-billion for the rescue
operation. “Now the rubber has to hit the
road in getting into the e-commerce space,”
Mncwabe says.
September 2016

One goal is to partner with China’s
AliBaba.com, the world’s leading wholesale trading
platform with millions of buyers and suppliers
globally. SAPO wants to become Alibaba’s
fulfilment partner in South Africa, delivering orders
to online shoppers across the country.
It also wants to work with Amazon and DHL to
deliver international orders to individual households
or offices in South Africa. “We don’t see DHL as a
competitor,” Mncwabe explains. “It provides the
same service that SAPO provides, but DHL already
uses us to deliver stuff in some outlying areas.”
SAPO does see the plethora of local private
courier companies as rivals, however. Most were
formed when numerous postal strikes created the
opportunity for courier companies to flourish, and
Barnes wants to put them out of business again by
proving that SAPO is reliable and cheaper thanks to
its presence in every community. Parcel deliveries
by SAPO are currently growing by double digits,
even though regular post is still declining.

Banking on future growth
Another area with huge potential is financial
services. SAPO’s Post Bank currently offers savings
accounts, but the Reserve Bank has now given it
permission to register as a full commercial bank.
That will see it venture into home loans, vehicle
financing and many other services. That’s a gamechanging prospect, because post offices in several
countries now earn their biggest revenue from
financial services.

Fortunately that won’t demand a massive
investment in new IT capacity, because the
infrastructure and skills are available from
outsourcing specialists and can be paid for as
an operating expense.
Mncwabe says his biggest challenge is to
make sure everything the IT function does
meets the public sector’s stringent compliancy
requirements without being slowed down by
those processes.
His biggest success so far has been the
launch of digital registered mail four months
ago. “We’re the only institution allowed by
law to send registered mail and as part of
our digitalisation roadmap – we’ve taken that
product and digitised it,” he says.
It’s being used by law firms to send
legal documents and by retailers serving
summonses on non-paying customers.
These customers create an account with the
Post Office and then send a document that
generates a digital trail.
The recipient receives an e-mail telling them
they have registered mail and must log on and
register to open it. That could grow enormously
if SAPO can work out how to avoid it becoming
a grudge service, with people choosing not to
register to receive their e-mail.
Between them, Barnes and Mncwabe are
likely to figure it out, because they’ve already
made visiting the post office less of a grudge
than it used to be.
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