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SBV SERVICES OVERVIEW
At SBV, we are concerned with more than just
money. Our business is about protecting and
enhancing human lives, keeping cash flowing
in the economy, serving our customers’ needs,
as well as making a meaningful contribution
to the communities in which we operate.
We have built an exceptional track record
of fulfilling these objectives since 1986 and
we remain committed to the sustainable
growth of our business, ethical governance
and making a positive contribution to
communities across Africa.

As a key enabler for cash availability and
cash infrastructure within the economy, SBV
protects the reputational interests of the
countries we operate in and provides value added cash services and solutions that enable
the day-to-day operations of the banks and
the commercial business environment.
We have a footprint of 35 centres in
South Africa, Namibia and Lesotho; a fleet
of more than 700 armoured vehicles and a
workforce of over 6 500 people.
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We are committed to always developing and
improving our services, and one of our key
distinguishing features is our ability to meet
the needs of a continuously changing cash
supply chain. Furthermore, SBV’s commitment
and activities extend to making a continued
positive contribution to the lives of our
stakeholders through the implementation
of a holistic corporate social responsibility
philosophy that is cognisant of people,
governance, economic growth and society
at large.
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SBV SERVICES (PTY) LIMITED GROUP STRUCTURE
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SBV’S FOOTPRINT
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VISION
SBV’s vision is to be the preferred commercially independent international industry expert in
moving, holding and processing items of high intrinsic value.

MISSION
SBV is the leading provider of innovative, secure and cost-efficient solutions and services for
the processing, moving and managing of cash assets and other items of high intrinsic value
and high risk. We are the trusted and preferred partner of the banking industry.

VALUES

•
•
•
•
•

Teamwork
Integrity
Respect
Customer Focus
Leading SBV

STATEMENT OF PURPOSE

• 	We play a critical role as the appointed agent to the shareholder banks to enable cash
availability.
• 	We ensure that we meet the cash and security requirements to safely move, store and
process items of high value.
• 	We support the central banks’ objective to increase cash velocity.
• 	
We manage cash risk.
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SBV SERVICES (PTY) LTD –
AN OVERVIEW
SOUTH AFRICAN RESERVE BANK
•
•
•
•
•

We distribute bulk cash for the South African Reserve Bank
We ensure the quality of cash in circulation and the
implementation of legislative requirements by the SARB
We achieve efficiencies in the recycling of cash through
cash-forecasting platforms, MIS and methodologies
We facilitate cash and note ﬁtness sorting, hence providing the
SARB with sustained longevity, quality of cash in circulation and
the reuseability of notes
We are the only provider in South Africa awarded custodianship
of the SARB’s Notes Held To Order vault. We serve as an
intermediary for the SARB that facilitates the storage, packing and
distribution of bulk-cash orders from the banks

BANKS
• 	We provide the infrastructure, equipment, technology, human
resources, business intelligence, risk mitigation and transportation to
enable cash availability for the banks
• 	We distribute orders and clearances of bulk cash for bank branches
• 	We pack payroll and float orders for the bank’s retail clients
•	We process wholesale cash for the banks, including note sorting and
packing of orders
• 	We process cash for the banks’ retail clients
•	We optimise the cost of cash for the banks through sophisticated
systems and processes such as MIS capability, automated
	cash-deposit- processing methodology, auto reconciliation and
customer-workﬂow integration
•	We enable seamless integration of data and value through ISA
integration
•	We achieve efﬁciencies in the recycling of cash through cashforecasting platforms, MIS and methodologies
•
We ensure availability of cash for ATMs

BEST-IN-CLASS RISK MANAGEMENT METHODOLOGIES
•
•
•

We lead with “risk intelligence” and internationally recognised risk and operational best practice
We take on our customers’ cash risk and lead with a proven risk track record. A professional Risk & Compliance
team works with the authorities to mitigate CIT crime and to apprehend suspects involved in these crimes
We make signiﬁcant investments in infrastructure, technology and vehicles to ensure the safety of staff, our
customers’ assets and the public
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GROUP CEO’S REVIEW
Mark Barrett
I am pleased to present SBV’s Business Review covering the company’s
performance for the period December 2017 to November 2018.
This review illustrates the key themes that are of interest to our stakeholders and
the progress that has been made over this period.
This has been a defining year for SBV and,
as I reflect on this period, I am proud of the
outcomes and our teams across the company.
Against a backdrop of financial and social
pressures together with an environment
characterised by severe cash-in-transit
crime and political instability, our operations
teams and support roles have ensured the
continuity of service levels and the business.
I have witnessed and can attest to the agility
of our teams and their capabilities to execute
on the requirements of our customers. Our
people are at the forefront of the SBV strategy,
with employee engagement, driving a highperforming culture and internal communication
programmes currently being prioritised and
playing a critical role on the Balanced Scorecard.

I am also pleased that we have made
significant headway with the banks in
entrenching the cash availability model. We
have also seen an increase in volumes on the
cash-processing part of our business and this
is having a positive impact on our financial
performance.
This year the business conducted an
organisational
structural
review
in
collaboration with our shareholders to
address the critical deficiencies in the
business. The goal was to holistically realign
SBV to enable a new economic model, ensure
the optimal execution of our operations and
the flawless delivery of the overall business
objectives.
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Consequently, based on the work that has
been underway this year, we have driven
and designed a new economic model, which
from 2019, will see SBV operating as a utility,
for the greater benefit of the banks and cash
services industry.
We have formally commenced our journey
with this transition and are relentlessly
focused on building quality relationships with
our customers, and on reducing costs to serve
and maximise our customer experiences.
A key priority following the structural review
was the re-evaluation and re-organisation of
the operations structure and capabilities.
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We combined the Cash-processing and
Logistics portfolios and created a Chief
Operations Officer (COO) role. We also
created a Chief Commercial Officer role,
which will have the responsibility of driving
the commercial strategy and the customer
interface of the business.
Even though we are operating as a utility
business as of January 2019, our strategy for
sustainability is to unlock efficiencies and
rationalisation opportunities for every area of
the business.
We understand that we need to remain
entrepreneurial with a commercial focus and
innovative with a continued focus on our
people, our customer service and a sound
value proposition, within a utility framework.
I am also pleased that cash-in-transit crime
is decreasing and that the SAPS has taken
several measures to mitigate this crime and
apprehend the individuals involved.

SBV has, in addition, implemented initiatives
and technology to prevent the loss of life,
including enhanced vehicle security and
added engagements with the SAPS and other
industry role players. Collaboratively, we are
making headway in reducing these crimes.
Through our #MakeMoneySafe campaign
,we have realised significant benefits, both
internally and externally, in raising public
awareness on cash-in-transit crime and on
the safety issues related to the cash-handling
process.
Internally, we have experienced greater
efficiencies in making money safer and have
significantly reduced our losses, resulting in
financial benefits to the business.

Overall, from an industry
perspective, I am proud that SBV
has made a significant contribution
to raising the standards for cashin-transit operations and for the
mitigation of the crime impacting
all role players.
I wish to thank all of our shareholders for their
continued support. It is an honour to be a part
of SBV, and I look forward to the continuation
of our journey in partnership with you.
SBV remains committed to the sustainability
of the business and to well-founded, mutually
beneficial partnerships.
Mark Barrett
Group CEO
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SBV’S TIMELINE – THE START OF A NEW BEGINNING

2015

2016

ABSA and SBSA
outsource

Cash-flow crisis–loss of
business and catch-up
of the past

2017

Cash availability fees
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2018

2018/19

Structural review

A new business model
– The SBV Blue Print
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THE BUSINESS IN REVIEW
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OUR BUSINESS ENVIRONMENT
Cash payments in Africa continue to play
a key role as an economic enabler for
business transactions. According to Trading
Economics, as at September 2018 M1 (the
total value of notes and coins in circulation)
was estimated at just over ZAR1 758 710
million in South Africa alone. This number
continues to increase year on year.
Even though governments in Africa and the
rest of the world are promoting a decrease
in the rate for cash payments and the trend
for more affluent consumers and countries is
to move towards a cashless society enabled
by digitisation, financial institutions across
the African continent are faced with the
challenge of reaching a large percentage of
the population in rural areas together with a
large informal business sector in which cash
is exchanged for basic commodities.

a bank account or access to the internet, we
continue to experience an ongoing demand
for the supply of cash.
According to Entersekt (2017), approximately
63% of the African continent’s population
use smartphones presenting the financial
sector with an opportunity for offering
mobile and transactional services. However,
internet infrastructure and services are
expensive and not easily accessible for the
larger part of the population.
In South Africa, 29.2 million people are
mobile internet users: this is only 51% of a
population estimated at more than
57 million people.

South Africa

Many consumers in rural and township
communities need to pay for their goods and
transport with cash as spaza shops and taxis
do not have card payment facilities. With a
significant part of the population not having

Entersekt (2017) also states that efforts
have been made to introduce SMS and
USSD to address the challenges presented
by geography and poverty. However, these
are also vulnerable to fraudulent attack and
technological limitations.
According to Business Live (2018), financial
institutions are placing temporary facilities
in rural communities to provide access
to financial services, because physical
infrastructure for banking is not easily
available and within reach of the greater
part of the population. These are a few of the
socio-economic factors that demonstrate
an ongoing demand for the supply of cash
together with the associated management
of its supply.

This is only

29.2 million = 51%
people are mobile
population estimated

internet users
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The cash supply chain results in a complex and dynamic system that requires the contribution and expertise of several role players who all have
a vested interest in the risk management, infrastructure and supply of cash.
SBV Services, as a key contributor to the cash supply chain, engages with all of these stakeholders, including:

•

•
•
•
•

•
•
•
•

Our four shareholding banks and customers
(Absa Group Limited, First National Bank, the Standard
Bank of South Africa Limited and Nedbank Limited)
Our shareholder Prosegur
Our employees in Lesotho, Namibia and South Africa
The South African Reserve Bank, the Central Bank of
Lesotho and the Bank of Namibia
Non-shareholding customers at banks in South Africa,
including African Bank Limited, Capitec Bank and Ubank
Limited
The retail and commercial sector
NGOs that support disabled citizens, enterprise
development and skills development
Communities that are impacted by SBV’s operations
Training institutions, regulators and authorities, including
BANKSETA, PSIRA and SASETA

•

•
•
•

•
•
•
•

Law enforcement authorities, including the Asset
Forfeiture Unit, South African Police Service
(SAPS), South Africa’s Directorate for Priority Crime
Investigations (Hawks), and the National Prosecuting
Authority of South Africa
Providers of products, technology, services and
solutions to SBV
Consultants for legal, public relations, security,
governance and human resources to name but a few
Service providers and consultants for employee
wellness and benefits, such as Alexander Forbes,
Bankmed, ICAS and Seshego
Institute of Directors of South Africa
The Ethics Institute of Southern Africa
The Internal Institute of Internal Auditors
The International Association of Currency Affairs

13

•
•
•

•

•
•

South African Mint
KPMG South Africa
Organisations that address and manage industry
issues, such as the South African Banking Risk
Information Centre (SABRIC), Payments Association
of South Africa (PASA) and the Banking Association
South Africa (BASA)
Union officials and shop stewards representing the
Motor Transport Workers Union (MTWU) and SASBO
– The Finance Union
Our insurance administrators Marsh Africa and
underwriters Lloyd’s of London
Prospective job seekers
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Our stakeholders entrust SBV to take on the industry’s
challenges and to leverage the opportunities available for
the efficient, effective and reliable management of the cash
supply chain. We are also a key role player in the sustainability
and continuity of the industry. Most importantly, we are
responsible for more than 6 500 employees and their families;
this is one of the key reasons why we have a responsibility to
society to ensure that our business is sustainable and that
we remain focused on continuous transformation.
SBV as a business has not been immune to the social
challenges, political instability and economic environment
that has impacted all South African citizens and businesses.
Furthermore, we understand and are cognisant of the
challenges faced by our key stakeholders - SBV’s employees who have also been impacted by financial challenges, crime
and difficult social conditions. Furthermore, despite these
circumstances, this year our operations teams have been
proactive in managing service levels during ongoing, and
often violent, protest action, CIT crime and union activity.
SBV holds the highest regard for its’ operations teams who
against this backdrop have pulled out all the stops and
remain committed to the safety of people, maintaining
service levels and the safety of our customers’ assets.
A culture initiative this year included a change-readiness
programme to equip our management teams with the skills
required to manage and drive change as part of our world
of work when they engage with their teams. Change is a
constant, and this philosophy is to be embedded throughout
the business so that employees can embrace it as a way of
life and as the SBV way.

As a fundamental component of empowering our people,
over the past year we have invested substantially in
upskilling as well as learning and development.
We have also placed a tremendous emphasis on creating an
enriched workplace experience for our employees through
increased engagement and communication.
We have been anchored by our shareholding banks, the
SARB and the various banking associations who have
supported our role and purpose in the cash services sector.
Our strategy for recovering the costs associated with the
availability of cash was embedded during the year and the
broader industry is increasingly deriving the benefits of the
infrastructure that we provide with increasing appreciation
of our role.

SBV
continues to
invest in enhancing
and upgrading our
technology, processes
and systems to achieve
efficiencies in our business
and to advance
our customer service
levels.

This year strategic conversations and engagements were
held with our shareholding banks, non-shareholding
banks and the Banking Association of South Africa. These
engagements were successful in deriving increased and
mutually beneficial benefits and have gained positive
momentum in driving SBV’s strategic initiatives.
We continue to ensure that the SARB and all industry
committees are proactively kept apprised of all industry
-related issues and our engagements are growing.
Ongoing engagements with MTWU improved our
relationship on employee-relations matters. Ongoing
engagements with SASBO were successful despite a salary
dispute, which we faced this year.
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We are serious about the sustainability
of our business; therefore; continuous
transformation is key to strengthening
our partnerships with our customers
and partners.
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THE STRUCTURAL REVIEW
Initiating change for relevance in
a complex environment
To prioritise the activities and evaluate the long-term prospects
of our business, a programme was implemented earlier in
the year with a focus on the strategic elements within the
organisation and to review the blueprint for the sustainability
of the business.
This journey was initiated with a strong focus on the strategy
for our most valuable resource; our people.
This initiative, named People First, is ultimately aimed at laying
the foundation for a committed, engaged and high-performing
workforce with a view to attaining the status of ‘employer of
choice for the employee of choice’.

The structural review required that we critically evaluate the following elements:
•
•
•
•
•
•
•

SBV’s identity as a service provider to the banks, including our shareholding banks, as a provider of cash-supply-chain infrastructure and a service provider to their retail environment.
Journey mapping so that customers remain at the centre of what we do.
Mechanisms for the integration of all the various capabilities and deliverables within the organisation.
Our strategy for managing systemic risk.
Our response to external impacts including customer, regulatory and competitor activity.
SBV’s strategy and drive for efficiency and effectiveness with constant improvement.
A programme to ensure that we are optimally organised for performance.
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KEY DIFFERENTIATORS

PEOPLE

SARB SUPPORT
SYSTEMIC RISK

SECURITY
STANDARDS

SYSTEMS

AGILITY

INFRASTRUCTURE

EXECUTION

After consulting our shareholders, we established that we were focusing on the most prevalent issues
and that we were on track towards achieving sustainability.
The following drivers of change and issues were identified; some of these challenges were subsequently resolved and are demonstrated in this Business Review:
•
•
•
•
•
•
•
•
•
•

Stakeholders had different views about the future identity of SBV and conflicting expectations of SBV. Clarity of mandate was therefore a key output of the structural review.
The SARB is entrusting greater responsibility to the industry including the banks, SBV and SBV’s competitors. One of the challenges presented to the industry is that this process is displacing
costs to SBV and the banks.
An acknowledgement that SBV plays a key role in the management of systemic risk, which is a key imperative of the SARB.
A critical requirement of the structural review was to ensure SBV’s sustainability, particularly from a financial perspective and to ensure adequate margin to absorb material shocks.
An unfair distribution of cost for cash availability to the four shareholder banks. BASA has subsequently created a forum to address this so that the costs can be distributed across all cash
infrastructure users.
Possible consolidation of infrastructure to drive increased volumes.
Increase in the frequency and severity of CIT crime with dire consequences for employees, the bottom line and the funding of insurance programmes. This situation also adds challenges to the
ability to fund insurance programs in the longer term.
The long -term sustainability of the retail CIT business due to competitor pricing and undercosting.
Development of a strategy for investments in the most appropriate technology to enable enhanced value propositions.
Increased labour union activity together with the associated cost implications, which could not be absorbed through existing price increases.
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KEY OBJECTIVES DERIVED FROM THE STRUCTURAL REVIEW

PEOPLE
FOCUSED
•
•
•
•
•

 larity of vision and
C
strategy
Employee
engagement
Employee value
proposition
Proactive labour
relations
Structure aligned to
strategy

CUSTOMER AND
PRODUCT
FOCUSED
•

•
•
•

Partnership model
with shareholder
banking customers
Investment in
customer capabilities
Investment in product
capabilities
Focus on key
account and service
management

SUSTAINABLE

RISK LED

•

•

•
•

•

Risk culture
embedded in the
organisation
Improved focus on
operational controls
and compliance
Set risk standards for
the industry
Internal and external
losses mitigation
(management,
intelligence)

•

•

•
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 ost recovery with
C
sustainability fee
Investment in both
run and change
initiatives
Operations
efficiencies and
effectiveness
Tools for
standardisation,
automation and
digitisation

DATA
TECHNOLOGY
ENABLED
•

•

•

 lignment of data
A
and IT to business
needs – enable the new
strategy
Build the foundations
for improved reporting,
BI and analytics
Development of
innovation framework
(new technologies, etc.)

INDUSTRY
LEADING
•

•

•

Best-in-class utility
run on commercial
principles – first
choice
Thought leader for
key industry and
regulatory bodies
(BASA, SARB, PASA)
Industry thought
leader
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MEASURING PERFORMANCE
Attentively interpreting multiple stakeholder points of view
We adopt an inclusive approach to measuring our performance by taking into consideration the various stakeholders including our customers, the industry and our people. We adopt various surveys and
methodologies to measure progress on financial performance, systems, process, employees and culture. A balanced scorecard is a key component to performance management in each area of the
business, linking strategic themes to delivery of the strategy.

Own my
culture

10%

Manage my
sustainability

30%
2018/2019
Company Scorecard

Lead my
business transformation

20%
Manage
my risks

15%

Manage my
stakeholder

10%

Manage my
business (BAU)

15%
18
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SBV’S BALANCED SCORECARD
Overall company performance
OWN CULTURE
Culture initiatives were implemented to drive employee
engagement, talent, succession planning and transformation
targets. We have reached 75% of our transformation targets
to date and significant improvement is expected for the last
two quarters of the financial year.
Leadership-preparedness training for driving change,
innovation and team collaboration was implemented.
Employee feedback measuring SBV’s talent acquisition,
succession planning and transformation targets trust index
was obtained through a national climate survey that was
implemented in September 2018. Significant progress was
made in driving our B-BBEE performance plan.
We are reviewing our talent capabilities to build a team that
is capable of leading SBV’s strategic objectives.
Significant progress has been made with the union
engagements via shop stewards, imbizo’s and the leadership
teams of SASBO and MTWU.

LEAD BUSINESS
TRANSFORMATION
Financial objectives were achieved and our costs are being
fully recovered.
A structural review was conducted earlier in the year to
ensure that SBV responds effectively to all the changes in
our environment and to customers’ needs to ensure longterm sustainability.
We evaluated the current operating model for operational
deliveries as identified in a baseline organisationaleffectiveness survey conducted with stakeholders. Tactical
projects for driving the focus areas defined in the target
operating model for customer satisfaction, employee
engagement, cost efficiencies, risk mitigation and quality
are advancing.
With a strong focus on data and technology for creating
new value to customers and internally to the organisation,
value adding services were created and have demonstrated
tangible benefits through process standardisation,
automation, digitisation and analytics. A critical focus area,
going forward, is data management and integration.
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MANAGE RISKS
An improvement was realised in the operational risk
environment. The major risks are being managed and this
is having a positive impact on losses. Through the business
-community-management-process a number of initiatives
were implemented to attain ISO certification for BCM in the
long term.
We established capabilities to mitigate strike action, which
presents serious risks to the industry and SBV. All critical
systems for disaster recovery were tested. Significant steps
were undertaken to reduce losses and the positive effects
are now visible.
Internal audit measures are more stringent and, going
forward, we anticipate a negative trend in scores, for a
period of time, with a view to increasing the quality risk
management across the business.
The Barn Owl system went “live” with comparative measures
available to establish the status of SBV’s control environment.
The key controls related to cash losses are being measured
and tracked across all sites. Significant work was done on
intelligence gathering with stronger relationships being
built with the SAPS. Our disruptive risk management
strategy for external risks has seen a positive improvement
in the reduction of external heists.
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SBV’S BALANCED SCORECARD
Overall company performance
MANAGE
BUSINESS (BAU)

MANAGE
SUSTAINABILITY

MANAGE
STAKEHOLDERS

In Q1 we demonstrated significant progress with a
continued focus on productivity improvement, process
maturity, time delivery, effective resource management
and quality, including :

Our financial performance realised the recovery of costs for
the business and we are starting to gain positive momentum
in our strategy for sustainability.

Effective customer engagement and communication
together with the delivery of our mandates continue to
drive our strategy and operational objectives. Customer
engagements improved drastically with particular focus
on customer needs, agility and supporting customers to
improve their businesses. The co-creation and alignment
of strategic plans between SBV and our shareholding banks
was completed.

•
•
•

Average saddle-up times were reduced by 30%.
Saddle down-times are below targeted levels.
Total mix run hours were reduced.

We continue to experience challenges with branch service
times, however, retail service times are all above their target
levels. A significant improvement has been realised when
compared to the former period.

We continue to focus on driving programmes of work that
will deliver benefits as projected in the business case for
cost reduction, improved productivity, increased utilisation,
efficiencies, synergies and risk mitigation.
We reached our targets for savings year to date in operations
and significant progress has been made on the growth of
the wholesale business and volumes.

Our focus remains to ensure availability, maintenance and
improvement on site system uptime, incidents raised and
time to resolve queries.

Service reliability in cash processing remains well within the
service-level agreements at over 90% on all deliverables.
SBV supports the industry forum in terms of chairing the
CIT Expert Capital Working Group. The industry has been
successful in achieving the banks’ support to fund additional
security measures and we have secured funding for the next
six months.
SBV has established an excellent working relationship
with the SAPS, with a representative of SBV based at the
operations of the SAPS JOCs across the country. Progress
has been made in establishing a relationship with PSIRA, in
supporting them to drive minimum standards for the CIT
industry. An EWG forum under the banner of SABRIC, has
been formed with the CIT Industry Forum, agreeing to the
establishment of an employee database as well as a strategy
and systems to mitigate bogus pick-ups.

We achieved 99% systems availability with Data Recovery
tests successfully executed. Our IT Service Desk provides
robust support processes to manage dashboards.
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PEOPLE FIRST
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PEOPLE FIRST
Aligning our culture to a strategy that is focused on high
performance, inclusivity and engagement

As a business, we maintain that our key differentiator, our people, are at the heart of our strategy and as such
a change in organisational culture has been embedded as a critical deliverable on SBV’s balanced scorecard.
We understand that a talent pool that is engaged will embrace change, innovate, grow and look forward to
the future. We therefore aim to enable continuous engagement and to understand our employees’ needs
in a complex and diverse environment. We have implemented a broad spectrum of initiatives that focus on
culture and engagement that align to the strategy for the sustainability of our business.

Number of employees
Generation Z

18-21

Baby Boomers

53-71

Generation X

40-52

Millennials

22-39
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STRATEGY FOR NURTURING, GROWING AND DEVELOPING OUR PEOPLE
We put people first while shaping the future of the cash industry
Maximising potential to deliver and sustain impact through
best-in-class training initiatives and advancement opportunities.
Delivering value to our clients through an engagement pool.
Working together within SBV through shared purpose,
values and culture.
Being the pulse of the industry through thought leadership
and preferred partnership.
Clear focus on the protection of our greatest asset (people)
by ensuring that risk management and health & safety are
always at the forefront.
Sharing the wealth with our talent through competitive
compensation, coupled with financial and non-financial
reward and recognition programmes.
Shaping people’s future and industry realities through
continuous improvement.
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SBV’s leadership philosophy is to entrench
clarity of purpose through inspirational,
practical, ethical and engaging influence.
Leaders are required to drive collaboration and a high-performing culture and
to foster an environment for ongoing communication that enables their team
members to play a proactive and participative role at work.
Several initiatives were entrenched for operational managers during the year
to equip our leadership teams with the skills that are required to ensure that
we are driving the desired behaviours.
Initiatives included a leadership training programme for all operations
managers, performance management training and the entrenchment of a
leadership compass to benchmark the leadership philosophy and future
leadership style.
People First, a key initiative, is a campaign designed to elicit strategic
thinking on identifying and eliminating the challenges and barriers to an
engaged workforce.
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CLOSING THE GAPS IN EMPLOYEE ENGAGEMENT
SEGMENT 1
Engagement and
Culture Analysis

Identifying the current
culture and employee
engagement

SEGMENT 2
Gap Analysis

SEGMENT 3
Changing Mindsets Adaptation
and Implementation

Union relationship building,
maintenance and leveraging

Assessing
the
corporate
and BU
culture gap

Determining the desired
culture and employee
engagement

Implementation
of communication
and engagement
platforms per level
categorisation of
employee

SEGMENT 4
Maintaining

MEASURING
Internalisation

Review reward
& recognition
programme

Employee and
management
onboarding
Leadership
development

People management training:
Functional management and
soft -skills training for employees
and management

25

Maintaining for standard
programmes and adapting
where need be

SBV Business Review 2018

CULTURE AND CLIMATE SURVEYS
As part of our strategy for employee engagement and to obtain greater insights into the views, needs and
desired culture of our talent force, we implemented a number of surveys including a national climate survey
and a leadership culture survey. These surveys were supplemented with focus group sessions.
The initial surveys are designed to lay the foundation for the desired culture as defined by employees and to
align these elements to the company strategy. Looking ahead, performance will be measured on a biannual
basis to monitor the progress made in shifting to the desired culture and the status of ‘employer of choice’.

VISIBLE LEADERSHIP FOR ENHANCED
ENGAGEMENT
SBV’s Stratco is committed to visible leadership to enhance employee engagement and to ensure that
employees are part of the SBV journey. The operations team headed up by the COO has facilitated national
roadshows to engage with employees on their concerns and articulate the strategy for the company as well
as the operations going forward.
The roadshows to date have been successful in building relationships and in giving teams a clearer vision for
the future of SBV.
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CHANGES TO THE OPERATIONS
PORTFOLIO
As part of the organisational review, we focused on aligning all the capabilities within the organisation so
that we can be more relevant in terms of the services that our bank clients require from us and to drive the
renewed culture that we are aiming for.
As part of this strategy, in August 2018 we restructured the business to combine the logistics and
processing portfolios into one portfolio.
The structure is based on the following principles:

•
•
•
•
•

 e combined the cash processing and logistics portfolios and created a Chief Operations Officer
W
(COO) role. Hamilton Melane was appointed to this role on 1 September 2018.
The operational value chain is to be product led with three core areas, namely ATM, Processing
and CIT. A divisional manager is to lead each of these areas.
Processing and logistics in the regions were combined under one general manager and therefore
all processing and logistics managers currently report into the general manager in their region.
The Southern region has been split into two regions, namely the Western and Eastern Cape; and
All ATM regional general managers and their direct reports, report into the ATM general manager.

We have a focused Stratco team committed to leading the business successfully despite the resignations of
two members who have not been replaced. Following a significant reorganisation, we are seeking to drive a
renewed customer focus with the new economic model. Consequently a new role of the Chief Commercial
Officer is required to enhance the performance of the commercial team and credibly engage with the
industry to drive growth and deliver customer service excellence.
The second phase of the restructure was conducted in November with the next layer of our operations
to re-evaluate the roles of the operations management team.
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LEADING CHANGE THROUGH A COMPREHENSIVE CHANGE
MANAGEMENT PROGRAMME
Change management takes on both a strategic role and hands-on approach and is involved across the board in projects requiring systems and process changes as well as in initiatives that have an
impact on our people. SBV’s change management programme is comprehensive, involving pre-and post-implementation change-impact assessments and post-change effectiveness metrics.

DRIVING
THE
DESIRED
CULTURE

1

Employee Value Proposition

2

HR Policy Review

3

The EVP encompasses all current and aspirational offerings to employees and is linked to the company strategy. This is currently being
implemented with a future view to incorporating employee feedback from the climate survey.

Overarching review of HR policies, practices and frameworks to enable and support a culture change
programme that is engaging, collaborative and aligned to the company strategy.

Scorecards Linked to Strategy

Culture is integrated into, and is the most critical deliverable, on the company scorecard.
Culture is linked to performance scorecards at all levels throughout the business.

Change Management Journey Mapping

4

To support employees through the change transition stemming from the strategic
business model and operational changes. This process is inclusive and involves the
co-creation of a culture that enables organisational agility and trust.
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EMPLOYEE RELATIONS

ENGAGEMENTS KEY TO A HEALTHY LABOUR CLIMATE
MTWU and SASBO are key stakeholders of the SBV business,
and we focused on the quality of our relationships with them.
Significant progress was made through the involvement of
our Stratco, general managers, centre managers and our
employee relations team who have regularly engaged with
the unions’ senior management and shop stewards at centre
level. Imbizos were held with the MTWU shop stewards in
June and August to discuss and find solutions to matters
having an impact on our employees. Furthermore, various
engagements took place involving the SASBO leadership
team, officials and shop stewards.
This year our labour climate was volatile due to changes
introduced to the business, a dispute with SASBO on the
two-year salary-increase agreement and challenging
salary negotiations with MTWU. Against this backdrop,
our operations teams were proactive in ensuring that our
services to our clients continued with minimal disruptions
to their business. In October strike action was initiated by
SASBO, however, despite this, our operations teams made
a remarkable effort and implemented plans to ensure
business continuity for the duration of the strike and to
recover from service delays thereafter. SBV engages with and
acknowledges the Namibian Bank Workers Union (NBWU)
in Namibia and the National Union Of Commerce, Catering
and Allied Workers (NUCCAW) in Lesotho. Both these unions
maintained their representation levels at 65%– 75% during
the past year.
SBV continues to foster positive employee union relations
and is committed to promoting fair employment practices
across the business.

Unionisation since 30 September 2015
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STAFF RETENTION AND REMUNERATION PROGRAMME
As we strive to continuously optimise our system for employee remuneration, SBV implements fair and transparent remuneration
policies and practices across the organisation. Remuneration is monitored and governed by the REMCO who ensures the
objectivity, credibility and integrity of the remuneration framework. Furthermore, a comprehensive employee health and
financial wellness programme is offered to employees to enhance their lifestyles and to provide support and financial protection
for unforeseen life events.
SBV’s labour turnover rate is consistently low, with the average labour turnover for the last year at 8%. This is attributed to a sound
talent management and retention framework with 92% of our talent pool still within the employ of the organisation.

TRANSFORMATION PROGRAMME
At SBV support for ensuring transformation is key to managing our
human and intellectual resources. SBV embraces the spirit of the
Employment Equity (EE) Act as well as the Codes of Good Practice
for Broad-Based Black Economic Empowerment (B-BBEE). We
recognise that a diverse workforce strengthens our ability to meet
the changing demands of the environment within which we work as
well as to serve emerging markets.
Transformation in SBV is a long term strategic initiative that must
be sustainable and is incorporated into SBV’s resourcing, talent and
succession management plans. We have devised a five-year plan to
meet our transformation targets as set out in the B-BBEE scorecard.
Although these are ambitious targets, the plan is a responsible one,
taking all our employees, our business imperatives, as well as the
culture that we are building, into account. Progress has been made
against our EE plans as submitted to the Department of Labour over
the past five years. Although our progress has been good in terms of
our EE plan, focus is needed in achieving the transformation targets
of the B-BBEE codes, which are more stringent.

REPORTING YEAR

MALES %

TARGETS
TOTAL
EMPLOYEES

A

C

I

W

A

C

I

W

M

F

2020

52.07

8.16

3.45

8.82

16.06

5.09

2.17

4.09

0.06

0.00

2018

53.8

7.44

3.13

7.46

17.45

5.55

1.73

3.41

0.03

0.00

1.73

-0.72

-0.32

-1.36

1.39

0.46

-0.44

-0.68

-0.03

0.00

PROGRESS

MALES
AFRICAN

FOREIGN
NATIONALS %

FEMALES %

CURRENT TARGETS
FROM THE DEPARTMENT OF LABOUR
42.70%

SEPTEMBER
2018

FEMALES

CURRENT TARGETS
FROM THE DEPARTMENT OF LABOUR

SEPTEMBER
2018

53.80%

AFRICAN

35.80%

17.45%

COLOURED

5.20%

7.44%

COLOURED

4.40%

5.55%

INDIAN

1.70%

3.13%

INDIAN

1.10%

1.73%

7.46%
71.83%

WHITE

4.00%

3.41%

TOTAL

45.30%

28.14%

WHITE
TOTAL

5.10%
54.70%
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B-BBEE SPEND IN THE FINANCIAL YEAR ENDING JUNE 2018
B-BBEE Initiative

Actual Costs 2018

Skills Development

R6 000 000

Learnerships

R4 648 300

Enterprise Development

R1 222 214

Supplier Development

R2 444 428

SocioEconomic Development

R1 222 214

SBV is a level 4 B-BBEE contributor
with an objective to increasing its rating to a Level 3 before
the end of the 2019 calendar year.

B-BBEE SCORECARD JULY 2017–DECEMBER 2018
ELEMENT
Ownership

WEIGHTING
25

SCORE
21.32

Management Control

19

8.51

Skills Development

20

16.67

Enterprise & Supplier Development
Socioeconomic Development
Overall Score

40
5
109

29.56
4.56
80.62
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DEVELOPING A COMPETITIVE TALENT FORCE THROUGH LEARNING
AND DEVELOPMENT
As a responsible employer, our philosophy is to empower our employees by investing in their education
and skills development.
We therefore not only help them to grow, we also improve our competitiveness and contribute to the development of our society. SBV assists employees with bursaries, external courses for skills
development, supervisory, management and leadership courses. We continue to maintain high levels of standards and in training our operations teams to practise our standard operating procedures
and, are steadfast in our commitment to upholding the high standards for the training of our CIT employees.
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DEVELOPING A COMPETITIVE TALENT FORCE THROUGH LEARNING
AND DEVELOPMENT
SBV is running eight learnerships for a
total of 247 candidates who are both
employed and unemployed.
The number of employed learners is
175 and unemployed learners 72.

Internal & External Learnerships
Number Of Learners Registered Vs Actual (Active)

120
100
80
60
40
20
0
Higher Certificate in Management (NQF 5) - 14
National Diploma: HR Management & Practices (NQF 5) - 13
National Diploma: Occupationally Directed Education & Training Development Practices (NQF 5) - 31
FETC Certificate: Occupationally Directed Education & Training Development Practices (NQF 4) - 6
Letsema: National Certificate in Management (NQF 5) - 13
Kuyasa: Higher Certificate in Management (NQF 5) - 10
National Certificate in Banking NQF 5 - 111
National Certificate in Banking NQF 6 - 49

INTERNAL AND EXTERNAL LEARNERSHIPS
NUMBER OF LEARNERS REGISTERED VS ACTUAL (ACTIVE)
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OPERATIONAL REVIEW

34

SBV Business Review 2018

The operations of our business support efficient cash-supply
chain management, cash continuity and adherence to
regulations stipulated by the South African Reserve Bank. We
continue to pursue excellence and innovation and look to the
expansion of our business domains through the adoption of
innovative technologies.

This year we were instrumental in the circulation and quality
sorting of the new Nelson Mandela Commemorative note series,
which was introduced in July. We also supported the SARB with
the closure of their branch in East London; SBV played a critical
role in ensuring the physical storage, security and circulation of
cash in the region following the closure of the SARB facility.

We have realised significant benefits of greater collaboration
between the cash processing and CIT operations and are
confident that the merging of the two business units into one will
lead to even greater achievements in reaching the objectives of
our new business model.

In July 2018 we launched new operational strategies aligned to
SBV’s new economic model, which will ensure the sustainability
of the business as well as the delivery of improved customer
service levels. These strategies are underpinned by five common
themes, namely, the People First initiative (culture), operational
effectiveness (time), customer service, digitisation and risk
mitigation.

Forecasted cost-reduction targets were reached together
with the operational deliverables of SBVs cash processing and
logistics strategies (Quantum Leap) for the period July 2015–
June 2018. This is attributed to cost control, improved labour
efficiencies and the maximisation of revenue opportunities.
Highlights on the delivery of the Quantum Leap strategy
include:
•	Realising R350 million in savings per annum in unsorted
cash for the industry.
•	Successfully completing the transition of all of the ABSA
dedicated centres onto the ISA 6.4 system.
•	Implementing the ISA 6.4 system in 20 cash centres and
ACDP in 14 cash centres.
•	
Implementing an auto-reconciliation process at 13 cash
centres for Nedbank.
•	Adopting and successfully rolling out to 7 centres Active
Capacity Management (ACM), a system, providing visibility
across the board within our cash processing operations for
effective productivity management.
SBV continues to partner strategically with the SARB to maintain
cash supply, implement changes and maintain the quality of
cash in circulation.
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From an operations perspective, the people work stream
focuses on driving a high performing and engaging culture
and on aligning remuneration contracts to the business’s and
individual need’s. Furthermore, incentive schemes have been
designed for both cash processing and the CIT teams to enable
improved service levels and drive efficiencies, while at the same
time enhancing our employee’s lives. These programmes also
promote collective and inclusive decision making at all levels
within the business.
Operational effectiveness is founded in four areas, namely,
cash velocity, time effectiveness, service delivery and quality
of work. This is underpinned by the People First initiative,
which drives a fit-for-purpose employee value proposition and
culture that empowers people at all levels to deliver on the
strategy.
Recruitment processes, vetting, skills development and training
programmes have been enhanced to improve our risk mitigation.
From a technology perspective, digitisation is a key focus area
and will provide integrated visibility of all activities in the cash
value chain.
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SBV’S OPERATIONS STRATEGIES FOR THE NEXT THREE YEARS:
Iklwa cash processing strategy
Iklwa is a cash processing strategy focused on building technological
innovation and operational excellence for significant impact over the long
term. Iklwa consists of the following principles:
•	Changing the operating model to maximise spare capacity that exists
within the cash centres so that we can take on additional volumes and
turn cash around faster for the SARB and the banks–ultimately resulting
in reduced cost of funds for the industry. The acquisition of advanced
note-sorting equipment, changes to shift patterns and the extension
of operating hours are a few of the enhancements to our current
operations.
•	Cash centre transformation to support the new operating model requires
the acquisition of new equipment and the redesign of processes within
the cash centre environment.
•	Digitisation to enable the implementation of technology that allows
for the seamless integration between SBV’s systems and all SBV’s bank
clients as well as the SARB’s system. Enhanced MIS, data management
and analysis through SBV’s Productivity Management Centre allows for
end-to-end visibility of processes and systems at all levels within the
business.
•	Elevating our customer experience through integrated visibility of the
customer onboarding, query resolution, deposit-tracking and journey
process.
•	
Implementation of a quality management system to ensure the
standardisation of processes, consistency, operational discipline and
compliance.

EMPLOYEE VALUE
PROPOSITION

RISK
MANAGEMENT

CASH CENTRE
TRANSFORMATION

QUALITY
MANAGEMENT
SYSTEM

DIGITISATION
CUSTOMER
EXPERIENCE
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OPERATING
MODEL
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UVUKO: KEY FOCUS ACROSS CIT AND ATM
Uvuko, SBV’s CIT operations strategy for the next three years consists
of targeted interventions and programmes to improve effectiveness in
time, quality and service, to mitigate risks and to drive a high performing,
ethical and engaged culture. One of the primary objectives of the Uvuko
strategy is to restructure the ATM operating model and to implement an
incentive scheme for the ATM teams.

EFFECTIVENESS

Isikhati is a key component of the strategy for the CIT division of our
business and is a time-based operating model requiring end-to-end
visibility to better manage and measure all processes impacting time
on a CIT route; including saddle-up, drive time, customer turnaround
time and saddle-down time. Since its implementation in July 2018, a
significant difference is visible in saddle-up and saddle-down times.

(TIME, QUALITY AND SERVICE)

CULTURE
KEY
FOCUS AREA

RISK
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OPERATIONS CHALLENGES
ATM losses

Unfortunately, our ATM division experienced losses during the latter part of 2017; however, various initiatives have been introduced
which have significantly reduced this risk. ATM losses remain a key operational focus area.

ATM consultants’ remuneration

A proposal was presented to MTWU to address a dispute regarding the remuneration for ATM consultants, which arose from the
October 2017 settlement. Consent was given by MTWU to pilot the proposed changes and incentive scheme, and consequently we
embarked on a national roadshow to present the incentive offer to employees in order to obtain their buy-in.

SMCR closures

Following careful consideration and the review of the sustainability of our SMCR model, a decision was made to close the Cradlestone
Mall, Greenstone Shopping Centre, The Pavillion and the Secunda Mall SMCR centres.
In our endeavour to provide innovative solutions to our clients, while at the same time making a positive impact on mitigating risks to
people and to our customer’s assets, a significant milestone was reached when SBV successfully established South Africa’s first SMCR
centre at the Eastgate Shopping Centre in partnership with Liberty Life Properties, Business Against Crime and the Standard Bank of
South Africa Limited in 2011. Thereafter, we established centres in Bedford Centre, Cradlestone Mall, Greenstone Shopping Centre,
the Mall of Africa, The Pavillion, Mahwelereng Shopping Centre and the Secunda Mall. Despite the solution’s success in reducing
crime within a shopping centre environment and in turning cash around faster, its sustainability was dependent on the support of
the tenants based at the shopping centres and businesses within close proximity to the centres. We also required that the banks
open GL accounts so that they and ultimately, their retail clients, could realise the full benefit of the solution. Unfortunately, the
Cradlestone Mall, Greenstone Shopping Centre, The Pavillion and Secunda Mall sites did not obtain sufficient support to ensure the
profitability of these SMCRs.
The closure of these sites was smoothly implemented with minimal disruption to service levels and operations, and cash volumes
were smoothly transitioned to other centres. When making any business decisions, the impact to people is taken seriously; we are
therefore pleased that no job losses were suffered and that impacted employees were transferred to other centres.

Coin losses

Coin losses are consistently challenging, however, a strategy for the adoption of controls and new standard operating procedures
specifically related to coin has been implemented throughout our operations.

38

SBV Business Review 2018

BUILDING IT CAPABILITY
FOR DIGITISATION
AND INNOVATION
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BUILDING IT CAPABILITY FOR DIGITISATION AND INNOVATION
SBV’s IT business unit is focused on delivering innovative solutions that are effective in achieving the
objectives of a customer-centric strategy, enable operational efficiencies and enhance competitiveness,
while at the same time maintaining cybersecurity.
Governance and processes have been matured through the implementation of a Business Intelligence Forum, the formation of an IT Initiative Review Board and the Change Advisory Board. Through
the implementation of these forums, the unit ensures that business requirements are prioritised and that resources are utilised more efficiently.

Overall the IT infrastructure is stable with many projects underway to increase the quality of this critical service. Key focus areas and development
over the period include:
•
Server patching and regular DR testing are two of the initiatives being implemented to support the business operations and to provide systems stability,
standardisation and robust IT security. Significant progress has been made in server patching and we are well ahead of schedule with this project.
•
System availability in the last quarter exceeded 99.5%–well above the SLA on critical systems. Furthermore, we have maintained availability on Tier 2
systems above the agreed SLA and achieved an uptime rate of higher than 99%.
•
A strategy has been designed for the implementation of the SBV security posture to reduce exposure to cybercrime.
•
Integration for ABSA, Nedbank and SBSA transaction interface.

SBV’S INTEGRATION AND DIGITISATION STRATEGY
SBV’s digitisation strategy is a critical component of the business deliverables with specific focus on implementing standardised and customised
systems for key areas within our operations and support business units.
This digitisation process is aimed at reducing complexities and ultimately enhancing both internal and external customer experiences ,enabling
the flawless execution of services as well as data-driven and data-backed decision-making.
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SBV INTEGRATION AND DIGITISATION PROGRAMME PROGRESS
DIGITAL STRATEGY
BUSINESS CASE
•

Operations required to build a
business case to support the digital
strategy and budget

DIGITAL STRATEGY OBJECTIVES
AND BENEFITS
•
•
•
•
•
•
•
•

Enable SBV digital journey, automation, big data
Scalable and secure
Active monitoring of all messages
Maximise IBM investment
ABSA, FNB, Nedbank and SBSA GIS approved
Two-way integration – reception; pre-advised; customer
transactions
Customer data integration – reduce data issues and queries
Query management data available to all parties

TECHNOLOGY PROPOSAL
•

41

IT costs supplied to enable digital
strategy
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#MAKEMONEYSAFE
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#MAKEMONEYSAFE
SBV is relentlessly committed to
sustaining high standards in training,
technology and operating procedures
to ensure that our staff members are
safe while on duty.
CIT crimes have caused concern for South African citizens as well
as the cash services and business sectors. In the first six months of
2018 the industry experienced an increase in CIT crime with 167 CIT
incidents being reported.
During the second half of 2018, due to a comprehensive response
from the South African Police Service and the collaborative efforts
of the private security firms, the situation improved and together we
have strengthened our ability to detect and prevent these crimes.
We applaud Police Minister Bheki Cele and the South African
Police Service for making headway in this ongoing battle. Their
perseverance has resulted in a drop in CIT crimes.
The SAPS and private security firms face a number of challenges with
the changing nature of these crimes. In 2018 we saw an increase
in explosives, escalated levels of violence and tightly coordinated
attacks.
We are pleased to see that the SAPS continues to prioritise these
crimes, working at keeping vulnerable victims and innocent
bystanders safe.
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CIT INDUSTRY PROGRAMME INITIATIVE
SBV Services is committed to supporting the
SAPS and all stakeholders, including other
private cash services companies, to help make
the transport of money safer.

successful negotiations in 2018 with our underwriters, Lloyds
of London, who have not increased our premiums for the year
ahead. Internally, we are consistently reviewing our operational
controls to prevent losses and have seen a significant
improvement within our ATM division.

A strategy has been implemented with G4S, Fidelity, SABRIC
and the SAPS for the collective co-ordination and immediate
tactical, short-,medium-and long-term action plans for the
benefit and sustainability of all stakeholders within the industry.

communities without the threat of random violence as
expected from these incidents. SBV has zero tolerance for
the loss of life and injury to persons who are involved in
CIT attacks. Irrespective of the time frame, SBV’s Risk and
Compliance team will stop at nothing to apprehend and
bring to book the criminals that threaten human lives and
the SBV business. We work tirelessly with the South African
Police Service to apprehend the criminals involved in these
attacks. No case is ever closed until the criminals involved are
brought to book.

We value our partnership with the SAPS, however the most
important beneficiaries of this partnership approach are
our employees and the people of South Africa. The efforts
to once again bring CIT crime under control will create safer

Significant progress has been made in preventing the loss of
lives and we have implemented a number of security changes
to our systems, processes and armoured vehicles. Due to these
measures and our consistently low risk-profile, we conducted

We are also extremely appreciative of the collaborative
efforts of SABRIC, the Hawks, the SARB and the other CIT
companies in combatting CIT crime.

We also express our gratitude to SBV’s shareholding banks
and the SBV Board of Directors for the support that they
provide to protect SBV’s business and the cash services
sector at large.

Initiatives include:
•
Collective engagements and intelligence gathering, enabling risk mitigation at a different level.
•
A formal shared joint intelligence centre (JIC).
•
Combined and coordinated air support of CIT security companies and the SAPS, manned by the SAPS Special Task Force.
•
Escorts accompanying high-value runs.
•
Consolidated CIT and SAPS on-the-ground tactical support.
•
Driving minimum industry operating standards across all CIT security companies.
•
Senior representation and support from the banks, SABRIC, the SAPS and CIT security companies.
•
Sharing of best practices and collaborative research and development.
•
The establishment of Joint Operations Centres in Nelspruit, Polokwane, East London and the SAPS College in Pretoria (Head Office).
•
Joint sharing of information with the SAPS Crime Intelligence Unit.
•
Interventions by the head of the HAWKS on the investigation of all cases and the establishment of a committee involving the cash services industry and the HAWKS to agree on a way forward.
•
Interaction and intervention by the National Prosecuting Authority, on all current cases and cases going forward with the appointments of dedicated prosecutors.
•
SAPS Financial Investigations profiling all high-risk employees working at CIT companies.
•
SAPS Technology assisting with the early warning and detection of incidents at the SAPS National Joint Operations Centre.
•
Strong SAPS focus on the use of explosives in CIT crime.
•
Strong SAPS presence at high risk-areas and routes.
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JOINING FORCES IN THE FIGHT AGAINST CRIME
MTWU and Fedusa protest action
On 12 June 2018 SBV protection officers joined thousands of other CIT officers in
a nationwide protest action against the CIT crime and violence that plagued our
country in 2017 and the earlier part of 2018.
Organised by the Federation of Unions of South Africa (Fedusa) and the Motor
Transport Workers Union (MTWU), SBV Services supported this action in the fight
against violent crime impacting the cash services industry. This protest was also
aimed at obtaining support from industry role players to raise their standards in
training, technology and risk mitigation for improved protection of South Africa’s
CIT workforce.
We are extremely proud of our team members who conducted themselves
professionally and stood united for this cause during the protest action. They
represented not only SBV, but also the cash services sector, with a great sense of
pride for their profession.

Industry Collaborative appeal to the
Portfolio Police Committee
In June 2018 SBV, G4S and Fidelity met in parliament with the Portfolio Police
Committee. Together with Police Minister, Bheki Cele, The Deputy Governor of the
SARB, SABRIC, MTWU, PSIRA and various other stakeholders in the cash-handling
industry, we discussed the severity of the CIT dilemma as well as the approach to
fighting this crime.
SBV was represented by our Group CEO who presented to the committee on the
associated challenges and solutions. All stakeholders agreed to collaboratively
improve the security, regulatory and operational standards for the industry and to
work together to mitigate CIT crime. Furthermore, it is encouraging that Minister
Bheki Cele has reiterated that the SAPS and the Hawks are focusing on CIT crime with
the utmost priority.
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VULNERABLE MONEY IS DANGEROUS MONEY
SBV embarked on a Twitter and internal digital campaign as a movement aimed at employees,
the public sector, members of the public and our various stakeholders to raise awareness and
stimulate conversation regarding issues directly related to CIT crime and the cash-handling
process. This is a call to action for our various audiences to be more proactive and to take action
against CIT crime. The campaign is twofold, one component is part of SBV’s internal strategy to
address the CIT crime crisis and to drive an internal culture focused on integrity, accountability
and ethical behaviour.
The second part of the campaign is external and addresses the severity and impacts of CIT attacks
and is also a public safety awareness drive on how to respond during an attack or while cash is
being handled. #MakeMoneySafe is based on the premise that vulnerable money is dangerous
money and that we all have a responsibility to take action against the crisis. Yusuf Abramjee was
brought on board for a few months as a spokesperson for our campaign and to leverage his
network for greater reach.
Internally, we encouraged employees via digital platforms to initiate conversations and share
their ideas on how we can make money safer. This campaign was successful and as our Twitter
following grew, we managed to gain public support and media influence to raise awareness of
improving cash security. Several implementable ideas were submitted by employees.
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OUR FALLEN HEROES
The SBV’s Annual Remembrance and Bravery Recognition function is the most important and emotional event on the
company’s calendar. It is where we pay tribute to our fallen heroes who lost their lives due to brutal acts of criminality
while bravely defending a CIT attack. We also acknowledge the extraordinary acts of bravery displayed by our security
heroes involved in attacks while defending themselves, their colleagues, members of the public and our customer’s
assets.
We honour and remember the three heroes we lost during violent attacks:

Sigaji Mzwabantu

Mfana Nkosikhona

Kama Thembelani

Sigaji passed away during a robbery on the 14 December 2017
in Engcobo. He was 40 years old and leaves behind a brother
and a 14-year-old son.

Mfana passed away during a robbery in Tsolo, Mthatha on the
6 July 2018. He was 28 years old and leaves behind a brother
and sister.

Kama passed away during a robbery in Tsolo, Mthatha on the
6 July 2018. He was 38 years old, married and had four children.

He has been described as a very jovial, talkative, and friendly
individual who was well liked by his colleagues. Although fairly
new at SBV Mthatha, having originally applied for a position
at East London, he took on the role in Mthatha in order to
support his family in East London. He was easily able to build
relationships with his peers in a short space of time. He began
his career at SBV on the 9 December 2016.

Even though Mfana was not the eldest sibling of the family,
he was regarded as the eldest. Both his brother and his sister
looked up to him as a parent. Amongst his peers, Mfana was
an approachable, easy-going, understanding and supportive
individual.
When he first began his CITPO training at SBV, he stood out to
the training instructors as someone with tremendous potential
and was recommended for the position in which he served
as an ATM custodian. He began his career at SBV on the 23
November 2016. He survived an attack on the 14 December
2017 which took the life of his teammate Sigaji Mzwabantu.
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Kama was highly regarded by his colleagues as a wise
individual. He was not very talkative, but when he did talk,
everyone would listen to his words of wisdom. He was a greatly
disciplined individual who took his role at SBV very seriously. He
began his career at SBV on the 20 December 2008.
Sigaji, Mfana and Kama will always be remembered for their
acts of bravery and personal sacrifices.
SBV as an organisation is doing everything that we can to
apprehend all those responsible for these attacks and CIT crime
in general.
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BUSINESS CONTINUITY MANAGEMENT FOR THE CASH INDUSTRY
Political and social unrest, infrastructure degradation and the continuation of services have played a key role in 2018’s strategy for
business continuity management (BCM). Key to this strategy is the safety of our people and the provision of infrastructure as well
as the implementation of standard operating rocedures that support a safe and healthy working environment.
Our social environment remains volatile and according to various media sources, protests have almost doubled in South Africa
since 2010. In recent months, however, the concept of civility is losing its value. Protest movements have erupted across the
nation and while many of these are peaceful and protected by the Constitution, others have spiralled to include the blocking
of public roads, marches, injury to persons, destructive behaviour and damage to private property. Furthermore, South African
citizens have experienced rising levels of discomfort in the workplace due to political, social and cultural issues.
As responsible citizens it is essential that we act responsibly in crisis situations; consequently SBV has re-evaluated the
following factors:
• How we will respond when faced with the risk of civil unrest both within and outside our operations.
•	The implications of community turmoil on business continuity and what SBV as an employer can do to maintain the safety of
our employees both on the road and within our premises.
SBV’s BCM team collects data on any potential conditions that may disrupt our business and the industry, including political and
social unrest and disruption to the provision of essential services including water, electricity and fuel. Sources of information
include various media platforms and information from South African authorities and organisations such as SABRIC.
As the industry confronts these escalating challenges, and where any unstable and insecure conditions are identified, we
collectively expand and accelerate the sharing of information to all business units and industry stakeholders. The exchange of this
information has enabled SBV to adapt more quickly to evolving situations, whatever the cause, to these threats and to leverage
the use of data gathering for the improvement of our ability to circumvent these threats. Information is shared as quickly as
possible with all operational teams within SBV so as to be proactive about any potential disruptions to the delivery and quality
of our services.
SBV is committed to fostering a culture of conscious awareness, proactivity and planning for the response to unique and
unforeseen circumstances. As a leader in preparedness, response and recovery associated with the human factors of workplace
resilience, SBV adopts a unique dimension within the BCM framework and incident management process.
Our primary focus is on the safety and protection of people and our customer’s assets together with the continuation of our
service delivery.
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LOOKING AHEAD:
A NEW ECONOMIC
MODEL
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ESTABLISHING A FIRM FOUNDATION FOR SUSTAINABLE GROWTH
As a result of the structural review, a new economic model has been designed and approved in principle by the
SBV Board of Directors
•	Offer services at cost to participating banks who contribute to the sustainability and cashavailability fee.
•	Provide shared accountability with banks for service, time and cost–ultimately enabling
efficiencies and cost reduction.
•	Partner with banks to provide enabling services that mutually benefit the banks, their
clients and SBV.
•	Ensure a globally benchmarked best-of-breed utility focus that is measured against a
balanced scorecard and KPIs.
•	Be the provider of choice through efficiency and effectiveness.
•	Provide lower cost and higher uptimes for banks.
• Enable digitisation capabilities in the value chain.
• Enable industry economies of scale and optimisation.

There is significant work that needs to be done to embed our new strategy, however, in the
interim it has been confirmed that SBV will transition into a utility business as of January 2019
to serve the greater cash needs for all banks and for the SARB. Furthermore, our role will be to
support the unique requirements of all banks.
Functioning as a utility within the context of our business translates to the delivery of cash
services that are essential for the economy, the banks and the SARB. It also affirms that we
will continue to provide key services for the business continuity of the cash industry and the
mitigation of the risks related to the cash-handling process. These are our core competencies
and we are utilising our expertise in these areas to provide these services.
Our transition infact, to meet into a utility business does not in any way imply that our
commercial deliverables will fall away. In fact these play an even greater role as we work
towards optimising our costs and quality of services to meet customer expectations.

This is a journey that will be implemented in a phased approach with the collaboration of key
shareholder representatives and the Steering Committee. The implementation will be driven
through a costing model and validation (CMV) process, which is currently underway.

The vision for the new economic model
Serving National Good through systemic cash-risk management, simultaneously providing an
inclusive and transparent economies-of-scale driven model to the banking community, through
shared accountability, furthering industry efficiency and effectiveness in the cash industry.

Current implications of the new economic
model

Key objectives

•	Ensure sustainability of the cash industry.
•	Deliver ‘national good’ services through cash availability services and collective systemic
risk-management.
•	Provide economies of scale and an inclusive offering for all banks and industry participants.
•	
Bring about a customer-and product-focused approach, enabled through product
offerings with costing at a granular level.
•	Provide transparency of costs to participating banks based on actual consumption, with no
cross-subsidisation across banks or products/services.

We have critically evaluated our activities and the financial performance of our products
and services. As a result we have made the decision to discontinue a number of the retail
offerings including the mySBV service.
We will therefore no longer offer the mySBV.deposit and mySBV.vault service offerings,
including mySBV cash orders. SBV values the support that it has received from its mySBV
clients over the years and will work closely with their client’s respective banks to source
alternative suppliers for these services.
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UNPACKING THE APPROACH GOING FORWARD
DATA & TECHNOLOGY

PROCESS

•

ECONOMIC MODEL

BUSINESS MODEL

OUR PURPOSE

WHAT WE DO

Economic model
definition

•

Blueprint

OPERATING MODEL

PEOPLE

HOW WE DO IT

•
•
•

Strategic objectives
Capability maps
Gap analysis
(current vs future
state)

HOW WE DELIVER

•
•
•
•
•

Value chain
Processes
Structure
Technology
Data
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•
•
•

EXECUTION

PERFORMANCE MANAGEMENT

DOING IT

HOW WE MEASURE IT

Initiatives
Delivery roadmap
Delivery

•
•
•

Performance
indicators
Scorecards and
dashboards
Benefits tracking
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OUR PRESENCE IN AFRICA
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OUR PRESENCE IN AFRICA
Since the start of the Africa
diversification process, SBV has
established a structured approach,
which was approved by the SBV
Board of Directors, to expand into
Africa.
Part of the programme includes the withdrawal from
operations in Nigeria and an increased focus on improved
performance in Namibia and Lesotho. SBV Services Namibia
(Pty) Limited and SBV Lesotho Limited are registered in
countries with their own governing structures to ensure
compliance.
SBV Africa currently employs more than 1 000 staff
members in both Namibia and Lesotho, with the inclusion
of SBV’s 80% share in Security Unlimited (Pty) Limited.

NAMIBIA OPERATIONS
SBV currently operates from two cash centeres in Namibia,
one in Windhoek and the other in Ongwediva in the north
of the country. The Windhoek operations also provide ATM
custodian services, with logistical support provided by a
local in-country partner. Furthermore, the Central Bank of
Namibia has also requested SBV in Namibia to administer
the repatriation of ZAR coin to South Africa on its behalf.
We have received favourable feedback from the remaining
banks in Namibia potentially partnering with SBV on
multibank cash centre operations, which will see the

business becoming not only more successful, but also a
critical partner in the cash supply chain in Namibia.

testament to the potential that exists not only in Maseru,
but in Lesotho as a country.

LESOTHO OPERATIONS

The football club’s values and principles are aligned to the
corporate social responsibility programmes supported
by SBV with focus on the development of society and the
communities where we operate and draw our talent from.

When SBV started operations in Lesotho, its service offering
was limited to providing logistical support to service the
commercial banks. Subsequently, SBV opened a multibank
cash centre, and became an integral partner to the Central
Bank of Lesotho thereby playing a critical role in the cash
supply chain of the country.
Following the acquisition of Security Unlimited in 2017, SBV
is in a position to provide a complete end-to-end service
offering to its customers. A thorough integration process is
currently being undertaken to enable improved efficiencies
and to ensure increased productivity and reduced costs to
both SBV and our customers.

FOOTBALL CLUB LIKHOPO
SPONSORSHIP RENEWAL
SBV is committed to making a difference to the communities
in the countries that it operates in. We are proud of and
honoured by the renewal of our sponsorship with Football
Club (FC) Likhopo, a well-known soccer team in Lesotho.
Likhopo was established in 1995 and plays a critical role in
Lesotho’s society by supporting children who don’t have
proper care and support: children who were previously
languishing in the streets and abusing substances.
They have represented Lesotho at a continental level after
winning the Lesotho League on two occasions. This bears
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As a partner on this journey we will do our utmost to
support, market and promote the successes achieved by
this humble giant.

FUTURE EXPANSION
We are exploring opportunities in Botswana and have
been approached by the commercial banks in Swaziland to
conduct a business case for a multibank facility.
Various engagements with commercial banks in other
African countries including Zambia, Tanzania and Uganda
have generated potential business opportunities that are
being explored.
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NEW VENTURES:
MAKING A MEANINGFUL
DIFFERENCE TO OUR SOCIETY
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GENERATING OPPORTUNITIES FOR THE FURTHER EDUCATION AND
SKILLS DEVELOPMENT OF OUR COMMUNITIES
As part of the SBV Corporate Social
Investment approach to creating
sustainable social value for society
and its citizens in the long term,
our resources are purposefully
utilised for initiatives in support
of education, skills development
and enterprise development.
The SBV Education Trust was founded to support our drive
to be part of developing and upskilling future leaders
who by virtue of their circumstances are unable to pursue
a tertiary education. We aim to provide holistic support
ranging from financial aid to mentoring.
We believe that the South African youth are our future
leaders, innovators and drivers of change and economic
development. By investing in education, and especially
in areas where there is a lack of specific skills such as
science, technology, engineering and mathematics, we are
equipping our future leaders to lead skilfully.
SBV has, since the inception of the business, taken a
leadership role in the provision of specialised, high quality,
accredited training for cash processing and CIT-related roles.

We have always maintained that in the face of CIT crime,
defence lies in preparedness. That is why we have at all
times supported public and private sector initiatives to
address CIT crime. Furthermore, we are cognisant that
there is no competitive advantage in crime.
SBV has identified a gap for the provision of specialised
and standardised training to the cash services sector and
to the broader market. SBV Consulting Services is affiliated
to SBV Services by name only so that the entity can benefit
from SBV’s reputation in the industry and standing as a
responsible corporate citizen. SBV Consulting Services is,
however, managed and run independently from the SBV
Services business.
SBV Consulting Services consists of two companies,
namely the SBV Learning Academy and the SBV Security
Academy, which is owned by the SBV Education trust. The
SBV Learning and Security Academies have been formed to
share skills development for the industry.
The SBV Security Academy CIT-training programme is
facilitated by highly experienced instructors who have
completed advanced technical training and understand
the CIT industry well. Most of them have been CIT
officers themselves, while some of them have a military
background. Several have been exposed to CIT robberies.
The programme includes theory and practical firearm
training and dry-run exercises, basic first aid and
firefighting, as well as training on CIT vehicles and standard
operating procedures.
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The modules covered in the in-depth training programme
give protection officers a reputational advantage and bodes
well for future career prospects.
Furthermore, the discipline and competency instilled in
protection officers is beneficial to them in many different
spheres of life. It is due to this training programme, that SBV’s
protection officers are able to react swiftly and effectively
when they’re faced with threats in the line of duty.
By providing the same training to the broader industry we will
strengthen our response to the CIT crisis, as well as assist in
addressing the skills shortage currently faced by the industry.
There is more to the cash services sector than the movement
of cash. Cash processing also plays a critical role and requires
specialised skills. The SBV Learning Academy focuses on cash
processing, bulk teller training and South African Reserve
Bank note quality training to name just a few courses.
A variety of courses are provided ranging from a few hours
to five days in length, all designed to equip cash-processing
professionals with the skills and knowledge that will enable
them to carry out their duties efficiently and effectively.
SBV supports the Learning and Security Academies by
outsourcing its training requirements to the academies.

SBV Business Review 2018
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