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1. INTRODUCTION 

 

The management of the Military Veterans Database by the Department of Military Veterans 

(DMV) has been highlighted as a key concern by both the Department and the Portfolio 

Committee on Defence and Military Veterans (PCDMV). Crucially, it is considered a key 

stumbling block to the effective distribution of benefits to deserving military veterans. As such, 

the PCDMV has placed increased focus on the oversight of this aspect of the DMV 

management in recent times. Similar concerns have been raised in relation to the 

management of the DMV Call Centre, which is a crucial first point of contact for Veterans when 

engaging the Department. At a meeting on 24 October 2016, it was noted that the State 

Information Technology Agency (SITA) may be able to assist the DMV in establishing an 

effective system for the management of the Database and to assist in the management of the 

Call Centre. However, challenges related to the Database and Call Centre still persist. 

 

This paper provides an overview of recent engagements on matter relating to the Database 

as well as Call Centre management. The paper further poses several questions, which 

Members may wish to utilise during their engagement with the DMV and SITA on 25 October 

2017. 

2. THE CURRENT STATUS OF THE MILITARY VETERANS DATABASE 

 

The most recent information made available by the DMV regarding the status of the Database 

includes the following: 

 

The 2016/17 Annual Report noted the following in relation to the Database: 

 

 Registration [of Veterans on the database] has been halted and DDSI (Armscor) was 

consulted to assists with a comprehensive diagnosis of the database, revamp of  the 

SOP, establishment of  verification processes, and verification of the database against 

databases such as those of the Department of Home Affairs and DoD.1 

                                                
1 DMV Presentation to the PCDMV on 10 October 2017. 
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 The average number of days taken to register and update personal records of Military 
Veterans on the National Military Veterans Database is 61 days. However, the AGSA 
noted that the target was not measurable due to a lack of verifiable processes to 
measure actual performance. Consequently, reliability of the actual achievement 
reported could not be verified.2 

 

Engagement between the PCDMV and the DMV on 10 October 2017 noted the following 

in relation to the Database: 

 

 The DMV are implementing plans to ensure that the Database is becoming reliable.  

 The DMV is in the process of re-verifying a number of veterans that were added to the 

Database. 

 There are 11 different databases, which are being collated. 

 

The presentation of the First Quarter performance for the 2017/18 financial year by the 

DMV noted the following in relation to the Database: 

 

 Overall, spending in the Administration Programme was behind budget mainly driven 

by inability of DMV to pay SITA and Public works invoices due to contract documents 

under query and Central Supplier Database matters on the Public Works account. (The 

relevance of this lies in the fact that SITA is assisting the DMV in refining the Database) 

 The DMV achieved 32% of military veterans who are verified and captured on the 

National Military Veterans’ Database against a set target of 25% for the First Quarter. 

 

The progress above should be viewed in the context of the DMV’s turnaround strategy. On 

11 November 2016, the DMV made a presentation to the Joint Standing Committee on 

Defence on its turnaround strategy. The strategy also highlighted a verified database as 

essential to effectiveness. The Turnaround Task Team made the following recommendation 

regarding the database: 

 

 Develop a database verification process (key enabler). 

 The process of verification, categorisation and benefits allocations should be 

integrated. 

 The ICT Director should interact with the Chief Director (Database) to establish a 

priority Ministerial Verification Project, with clear timelines on developing application 

which will enable the credibility of verification of each beneficiary and every veteran. 

 

As such, the Turnaround Task Team provided a proposed High Level Database  

and Benefits Process, which includes a verified database (See Figure below). The process 

will first require verification of applications according to the definition of a Veteran. It should 

be noted, however, that verification cannot take place without the existence of a credible 

Military Veterans Database. 

 

 

                                                
2 Department of Military Veterans Annual Report. (2017). p. 75.   
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Figure: High Level Database and Benefits Process 

 

3. SITA ASSISTANCE TO THE DEPARTMENT OF MILITARY VETERANS  

 

SITA assists the DMV in relation to both the database modernisation and the management 

of its Call Centre. During a meeting on 22 February 2017, it was noted that a Service Level 

Agreement (SLA) between the DMV and SITA has been signed. At the same meeting, it was 

indicated that a deadline for the basic functionality of the database has been set at mid-April. 

 

The most recent engagement between the PCDMV and SITA/DMV was on 24 May 2017 

whereby the following concerns were raised: 

 

Concerns related to the Call Centre: 

 

 The DMV was ensuring that proper governance process was followed and value for 

money was received from SITA. The Department was hopeful that it would be able to 

present a report on the progress of the work that has been done within a few months 

(The 25 October 2017 meeting thus provides an opportunity for a progress report). 

 One of the issues with the call centre was the length of time it took to resolve the 

military veteran issues, which was due to the fact that the call centre was currently 

being run by SITA employees and not DMV itself. 

 Three proposals were submitted to the DMV by SITA. The first proposal was to move 

the entire call centre, with the systems and staff to DMV. The cost implication of 

implementing that proposal was also submitted to the Department. The second 

proposal was to move the call centre employees only, while leaving the systems and 

operations to be handled by SITA. The third proposal was to allow the technology and 

integration to be supported by SITA while the management of the call centre will be 

handled by DMV. The SITA employees still running the call centre were integrated with 

DMV staff; and the management of these processes still fell within the department. 

The DMV opted for the third option, and has requested the Management Committee 

(MANCO) and Executive Council (EXCO) to approve the implementation of this option. 

By 24 May, SITA was yet to receive the final approved document from the DMV. 
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Concerns related to the Database: 

 

 The database was not secure and security-gaps in the software visible. 

 SITA was given a deadline of end of April to complete the database but this deadline 

was not met. 

 There was a need identified to clean the database, which referred to the business 

requirement of standard operation procedures (SOP). The department was working 

with the Defence Decision Support Institute (Armscor) to clean the database. 

 The focus of SITA in relation to the Database is on developing the relevant IT platforms 

and redeveloping the database system. 

 A joint steering committee comprising of DMV, SITA and ARMSCOR was established. 

 The timeline for the enablement of the DMV IT infrastructure was set for the end of 

July 2017. 

 

Members may pose the following questions related to the Database and Call Centre: 

 What is the status of the Call Centre? 

 Was Option 3 (SITA employees running the call  

            centre are integrated with DMV staff and the management of these processes falls  

            within the department) implemented? 

 How long does it take to resolve queries submitted to the Call Centre? 

 How many calls did the Call Centre receive in recent months (calls per month)? 

 How many employees are employed to man the Call Centre? 

 What is the total operating cost of the Call Centre? 

 

 Has SITA finalised the development of new IT systems for the management of the  

            DMV Database? 

 When was the DMV Database IT infrastructure completed? 

 Members may ask SITA and the DMV to clarify the different roles played by SITA and  

            Armscor. 

 Members may ask for an example of how the new Database management system will  

            work and whether sufficient tracking mechanisms are in place to limit potential  

            fraudulent entries. 

 How often does the joint steering committee meet? 

 What is the expected final date to have the Database cleaned, updated and running  

            effectively? 

 


