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10.1 Service delivery environment

Over and above the aforementioned situation, there was a serious downturn of the economy, which resulted in government 
issuing directives to all public entities to limit operational expenditure and curtail capital investments. This snowballed into 
cash flow challenges and declining revenues, all of which negatively impacted performance on predetermined objectives. The 
implementation of a new digital transformation strategy also required SITA to ready its internal environment and acquire 
requisite skills. However, execution of such plans was delayed due to financial constraints.

Against the above backdrop, coupled with increasing customer demands and expectations informed by the 4IR era, SITA still 
responded through its APP to implement a strategy that is aimed at enhancing digital service delivery by the government, 
thereby supporting government's programme of action within the medium-term strategic framework. The agency still 
successfully enabled government departments to deliver on their planned initiatives, e.g. delivery of an enhanced presidential 
hotline, provision of secure digital platforms for firearm monitoring, migration of websites to the SITA cloud and implementation 
of a master insolvency system, among others.

SITA's performance for the year under review is depicted in the figure below, with the agency achieving 60% of its planned 
targets as articulated in its APP. The infrastructure and organisation, governance and administration programmes achieved 
100% performance, followed by service delivery with 66.7% and financial sustainability with 33.33%, while procurement and 
industry programmes registered 0% performance against planned targets. Although SITA was unable to register optimal 
performance for all its planned targets, pertinent key foundational building blocks – such as infrastructure and critical skills 
required to implement the strategic intent – were achieved and in certain instances exceeded; thereby delivering the desired 
impact on government digital transformation for improved public service delivery. Importantly, this has laid a solid foundation 
for the deployment of digital applications and services to enable government to provide an integrated personalised public 
service experience. For those programmes where performance has not panned out as planned, initiatives such as supply 
chain reforms have already started, to address current challenges, and will contribute to improved performance in the year 
ahead. Similarly, initiatives to improve financial sustainability will be accelerated.

9. AUDITOR-GENERAL'S REPORT: PREDETERMINED OBJECTIVES
The Auditor-General has conducted audit procedures on some of the predetermined objectives for usefulness and reliability, 
compliance with laws and regulations and internal control. 

Refer to page 75 of the Auditors-General’s Report, included in Part E: Financial Information. 

10. CORPORATE PERFORMANCE OVERVIEW

The 2019/20 financial year was characterised by SITA playing a pivotal role in supporting the smooth running of the national 
election and supporting the integrity of the voters roll by hosting voters' data on behalf of the Department of Home Affairs 
(DHA). The performance of SITA for the year under review was informed by its new Medium-Term Strategy and Annual 
Performance Plan (APP), and was aimed at supporting government service delivery amidst the heightened pressures to 
digitally transform its way of doing business while concurrently the SOC rationalisation process gained momentum. In 
addition, there were changes at shareholder level, revised planning frameworks were implemented aimed at improving overall 
organisational performance and an executive caretaker was appointed to repurpose SITA. These changes had implications 
for strategic planning processes and the tabling of the new medium-term strategy and APP. These legislated documents were 
tabled later than the planned dates, which resulted in delayed contracting on corporate objectives and subsequently a late 
start on the execution of the predetermined objectives.

The overall impact of the organisational underperformance was felt in terms of exacerbating stakeholder perceptions of an 
already underperforming brand including overshadowing the concerted efforts made to improve customer service delivery as 
well as hindering progress towards digital maturity within the context of 4IR.

Figure 3 – Performance per programme 

SITA improved service delivery to clients, thereby enabling government departments through relevant ICT solutions to 
positively impact their internal business operations, which ultimately enhances the citizen experience. In addition, the agency 
was successful in reclaiming key client business, which is partly reflected by its improved market share statistics that has 
grown from 13.3% for FY2018/19 to 24.6% for FY2019/20 for designated services. 

10.1.1 Key service delivery successes

This improvement signals a gradual increase in SITA's competitive advantage and means that, through its marketing efforts, 
SITA is offering its clients products and services that meet or exceed their requirements as compared to previous years (where 
the agency operated as a middle man with a strong dependence on external service providers, which resulted in SITA not 
being perceived as a trusted provider and ICT thought leader). In addition, SITA is taking incremental steps to capacitate itself 
internally and is providing its clients with a renewed value proposition consisting of an end-to-end view of unique solutions and 
services for individual departmental business challenges that will digitally transform their environments to better respond to 
citizen needs.

One of the main purposes of the revised business model was to build a customer-focused organisation by adopting a market-
focused organisational archetype that included succinctly responding to customer needs, ensuring business decisions were 
informed by government ICT needs, establishing a network of external business partners, focusing on effective allocation and 
control of financial resources, developing strong relationships with key stakeholders and importing ideas and best practices 
from outside organisations. SITA implemented this approach through its customer engagement and delivery models, where 
consulting and advisory services capability played a key role in responding to digital services and solutions that consider the 
end-to-end value to the business environment.

The non-achievement of planned targets for some measures within the different programmes reflected in figure 3 above has 
impacted the overall corporate performance outcomes in different ways. Although SITA did not achieve its target for M4 which 
is the number of e-services/products deployed, the impact is minimal as the non-achievement status is due to delayed user 
acceptance certificates; services were still deployed in the client environment as planned. In the case of M8 which focuses on 
the tender awards completed within the targeted turnaround time, the customer perceptions about SITA's ability to 
successfully manage tenders awards is negatively impacted; this however should automatically be resolved through SCM 
reforms being implemented by the new Executive Supply Chain. The non-achievement of M10 which focuses on the ICT 
acquisition spend through SMME entities has a more far reaching impact as SITA is the sole entity that can enforce this on 
behalf of government and will therefore need to find more creative mechanisms to ensure this is achieved going forward. The 
inability to achieve the gross margin target directly impacts the ability of the agency to remain profitable as it is directly linked to 
overall financial sustainability; it therefore becomes an Achilles heel to SITA's ability to outlay capital for digital investments. In 
general, most of these measures are inter-related therefore as improvement initiatives are implemented in the forthcoming 
year a more positive outcome on corporate performance will be realised. 

During the period under review, SITA was able to deliver on the set predetermined targets and these key successes are 
summarised below.

10.1.1.1 Customer-centricity 
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