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We proudly present SBV Services’
Business Review for the period
January 2020 – June 2021, which
showcases our achievements
including improving our company
performance. Our Vision and
Mission continues to inspire us,
and our purpose keeps us focused.
We are committed to building a
sustainable business that creates
value over the long term for our
employees, our shareholders, the
cash industry and for the countries
that we serve.
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OUR VISION AND MISSION

OUR VISION

OUR MISSION

To lead, inspire and channel the passion of our people to keep
money safe and ensure that it never stops moving for our
customers, our communities and the broader economies we serve.

As your trusted bank-owned cash partner, we help key
stakeholders to manage systemic risk in the financial system
through effective, innovative management practices. The
difference we make to our stakeholders lies in the hands of our
people. People we value, enable and protect. They drive us to:
•	Embrace a culture of operational excellence in storing,
processing and moving cash;
•	Work with our customers to build cost-efficient, high-quality
and innovative solutions that create value and respond to
evolving business needs; and
•	Better the lives of the communities we serve through employee
involvement, environmental respect and the advancement of
new and renewable technologies.
As part of the SBV family, you don’t just make the difference –
you feel it.
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OUR VALUES

Customer Focus

Integrity

Leading SBV

•	The future of SBV lies
in the hands of our
customers
•	Excellence is the only
standard
•	Our customers deserve
the best
•	Taking ownership of
the role we all play in
keeping our customers
happy and informed as
well as in keeping
and attracting new
business to SBV

•	Doing the right thing
every time
•	Being honest, fair and
ethical in everything we
do and say
•	Always striving to earn
and retain the trust
placed on us by our
company, customers
and communities

•	Always be the leader of
your own life
•	Take ownership of your
actions, showcase your
expertise and stand out
•	There is value in
everything that we do
•	Our contributions lead
to the success of SBV

Respect
•	Respect is the
cornerstone of how
we treat everyone we
engage with
•	Building relationships
based on trust and
mutual understanding
•	Respect is reflected in
the value we place on
people

Teamwork
•	Our combined efforts
that contribute to the
greater good of SBV
•	The important role that
we all play in making
SBV great
•	Working together to
achieve success

5

SBV SERVICES BUSINESS REVIEW 2020/2021

SBV’S PRESENCE
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Welkom
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Cape Town
George

East London
Mthatha
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Durban
Newcastle
Pietermaritzburg
Port Shepstone
Richards Bay
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GROUP STRUCTURE

25%

25%

ABSA

25%

FNB

25%

NEDBANK

STANDARD
BANK

SBV (PROPRIETARY)
LIMITED

100%

Carrick Properties
(Pty) Limited

100%

SBV Services
Namibia
(Pty) Limited

80%

Security Unlimited
(Pty) Limited

80%

SBV Lesotho
(Pty) Limited

100%

Cashlogix
(Pty) Limited
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SBV EXECUTIVE STRUCTURE

MARK BARRETT
GROUP CEO

DAVID LITTLE

CHIEF COMMERCIAL
OFFICER

HAMILTON MELANE
CHIEF OPERATIONS
OFFICER

DEREK SINGH

GROUP EXECUTIVE
RISK, COMPLIANCE
& INFRASTRUCTURE

PIETER STEYN

CA (SA)
GROUP FINANCIAL
DIRECTOR

RAVINA REDDY
EXECUTIVE HR &
CORPORATE
COMMUNICATIONS

SHALIN PILLAI

CHIEF TECHNOLOGY
OFFICER
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WHAT THE PAST 18 MONTHS HAVE MEANT TO US AS SBV SERVICES
Our people are our heroes

Sincere gratitude

A far-reaching purpose

Our business is powered by SBV’s brave and passionate
employees, who have demonstrated courage,
strength and commitment during a particularly difficult
18 months. As a team, they have stood together in
solidarity with all citizens and chosen to be present, to
serve and enable the continuity of the SBV business.
Our employees make the difference.

We are grateful to our colleagues, our shareholders,
our customers and our partners in the industry for their
support and contribution to the business. We are most
grateful to all people operating in essential services
and particularly to the medical professionals that have
placed their own lives at risk to serve, protect and
save lives.

We believe it is our responsibility to ensure that all the
people relying on this business for their income and
security can rest assured that it will succeed. Through
this success, we can make a positive contribution to
people’s lives and communities for this, and future,
generations.

Commitment to all stakeholders

Continued focus on service

We take our mandate as a bank-owned company for the
provision of essential cash services seriously and aim to
continuously evolve, optimise and grow a competitive,
well governed and sustainable business. We are
committed to our people, customers, shareholders,
regulators and the citizens of the countries that we
provide services to.

We stand steadfast in our promise to add value to our
customers, communities and the cash industry through
our services, by offering, and maintaining, an excellent
industry-leading and globally benchmarked standard in
all our organisation’s activities.

Proudly SBV
We take pride in our work and are responsible citizens
of the countries in which we serve. We pledge to run
our business with due consideration and adherence
for all laws, regulations and best practices relevant to
our business. We are proud of our African heritage and
proud to be an essential services provider.

Relationships are key
Our collaborative engagements with employees, the
broader industry, and our partners have been invaluable
during the pandemic, ensuring that we have remained
strong and resolute throughout the challenges and
uncertainties we have faced. This collaboration has
ensured continuity of services in all our facilities in South
Africa, Lesotho and Namibia despite the COVID-19
disruption.
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WE KEEP MONEY SAFE AND ENSURE THAT IT NEVER STOPS MOVING
We are a passionate, well equipped and trained team
that keeps money safe and ensures that it never stops
moving. SBV ensures that both cash and coin are
available in South Africa, Namibia and Lesotho every
day. Millions of people rely on SBV for the cash they
need, and in particular our elderly and vulnerable
citizens who are reliant on government grants. Without
SBV, a note and a coin would not have a full life cycle
and the economy would come to a standstill. We go to
extraordinary lengths to ensure that money moves, and
that it is counted, sorted, packed and stored securely and
according to the Central Bank’s standards before being
reintroduced into the economy. The safety of people and
our customers’ assets remain at the forefront of all we do.
We collect new banknotes and coins from the South
African Reserve Bank (SARB), the Bank of Namibia and
the Central Bank of Lesotho for distribution to all the
banks. We are entrusted by the SARB to facilitate the
bank requirements for cash on their behalf. We make
sure there is cash in ATMs when it is needed most. From
the hustle and bustle of the city to the most remote
areas of the countries that we operate in, we make sure
that cash is available and that it keeps moving from
when it passes your hands and it is exchanged, to when

it is counted, packed and prepared for re-circulation into
the economy. Money never stops moving because SBV
keeps money moving. We are the essential lifeblood of
the economy.
We recognise that our people are at the heart of
our strategy. Our business philosophy is to build a
sustainable company by working with our employees,
our customers, the regulators and our shareholders with
the aim to be the global leaders in our industry.

What we do best and what we take pride in
•	We are a team of more than 6 500 passionate
people, with an energised, high performance culture.
We strive to be the employer of choice for the
employee of choice and, always to protect the best
interests of our workforce and to ensure their health,
safety and wellbeing.
•	We provide bespoke specialised training
programmes for employees – we value our people
and will do everything that we can to ensure that
they are competent, safe and empowered to do
their work.
•	We have been designated as an essential service
for the provision of cash thereby playing a critical

role in the economy through the wholesale cash
distribution and processing services that SBV
provides.
•	Our ability to transport large consignments for
the SARB and for the banks at a national level is
second to none. SBV is uniquely positioned from a
fleet perspective to transport the highest volumes
and value of cash.
•	Our fleet of over 1 200 vehicles, of which 643 are
armoured, and our cash-in-transit (CIT) teams
ensure that cash gets where it needs to be,
on time, in a controlled way and with the least
possible risk.
•	We are the only company in South Africa that
can process significantly high volumes of cash
to meet the quality requirements for cash supply
and demand within the cash ecosystem. We do
this from 27 secure, state of the art cash centres in
South Africa and deploy the latest technology to
protect, count and process cash.
Click here to view SBV’s Keep Money Moving Video
https://www.sbv.co.za/keep-money-moving/
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WE KEEP MONEY SAFE AND ENSURE THAT IT NEVER STOPS MOVING
•	SBV has played a key role in enabling the SARB’s
optimisation journey over the last 20 years. We are
the SARB’s strategic partner to ensure cash supply,
quality of cash and the implementation of SARB
quality requirements with respect to cash.
•	We invest strategically in risk management. SBV has
the best risk profile and insurability in South Africa
and has a zero tolerance to loss of life and contains
cash losses to a minimum.
•	Our risk management strategy is holistic,
incorporating the safety of our people, the
deployment of the latest technology, and a highly
specialised intelligence team. A dedicated Research
and Development team deploys innovative and
proprietary technology and systems to protect our
employees and to make the movement of cash safer.
•	We are proud to report that SBV has experienced 1%
of the total number of industry attacks in the period
January 2020 – March 2021.
•	Because of our proven track record, we serve as
an Industry Custodian for Cash Business Continuity
Management in South Africa.

We enable Business Continuity for the industry
during times of crisis, volatility, service disruption,
infrastructure degradation or political and social
unrest.
•	We engage strategically with our industry partners
to ensure that we have effective plans in place to
enable cash continuity and the safety and security of
our people and our client’s cash assets.
•	We are aligned to global best practice for our industry
and proudly bear testament to:
-	An independent evaluation conducted of our
2024 strategy by the Boston Consulting Group
(BCG) in November 2020 validated that our
defined deliverables and activities for the next
5 years are clear and aligned to the changing
needs of the local markets in which we serve.
-	A study conducted by Lowers & Associates and
shared with Lloyds of London underwriters in
2019, demonstrated that SBV has an optimal risk
profile and our insurability is globally comparable
to our peer groups in Europe, the USA and South
America.

01

HOW SBV KEEPS MONEY SAFE
WHILE KEEPING IT MOVING
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Move cash and coin:
•	SBV distributes banknotes and coins in response to
demand from all banks, who are our clients, and the
banks’ clients.
•	SBV’s CIT teams collect new notes and coins from
the SARB and the South African Mint.
•	SBV’s ATM teams ensure that ATM machines are
balanced, cleared and refilled.
•	Other CIT companies deliver part of the cash
that they collect to SBV’s cash centres where it
is stored.
Process:
•	SBV performs cash processing functions at its cash
centres including note sorting, counting, packing,
payroll and float orders for banknotes and coins.
•	SBV validates cash clearances that are counted and
stored and captures these onto the bank’s financial
systems.

Store:
•	SBV stores the cash and coin that we process in the
SARB’s Notes Held to Order (NHTO) facilities and
SBV’s vaults.
•	SBV supports the banks by reducing operational
costs and risk through its own infrastructure and
CIT services.

The South African Reserve Bank entrusts SBV to
hold notes (Notes Held To Order (NHTO) / Custodial
Inventory System), thereby reducing the costs of cash
to the industry for wholesale cash processing (fitness
sorting, packing, authentication) and storage.

SBV’s compliance role
SBV acts as an agent for commercial banks and is
entrusted to align to regulation by the following:
•	Provides essential cash services to the banks
through the deployment of CIT teams and cash
processing infrastructure “General Economic
Infrastructure”.
•	A strategic footprint to ensure sustainability of
distribution and economies of scale.
•	Mitigating risk and meeting regulatory criteria for
cash in circulation.
•	Strategic role player in Business Continuity
Management and enabler of economic continuity
through cash availability.
•	Facilitates the increase of velocity of cash through
world-class technology, thereby enabling the
optimisation of the cash supply chain and reducing
the costs of cash for the banks.
•	Ensures that high standards are maintained in the
quality of cash in circulation.
•	Serves as strategic general ledger (GL) relief
mechanism for NHTO.

02

OUR BUSINESS MODEL
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OUR BUSINESS MODEL
SERVICE OFFERINGS

1

TIER
Industry Essential Services
(Secure, Store and Move)

•	Secure – risk mitigation measures to
protect industry cash (tactical support
teams and armed response units)
•	Store – cash centre infrastructure to
accommodate industry cash
•	Move – industry CIT to move cash
between SARB and cash centres

2

TIER
Bank Essential Services

•	Bank branch and cash centre services
(cash processing and CIT)
• ATM services (cash supply and CIT)
•	Retail CIT contracted directly with banks
(retail and wholesale cash processing)

TIER
SBV Direct to
Market Services

3

•	Security Technology solutions
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OUR BUSINESS MODEL
INPUTS

FINANCIAL CAPITAL
Shareholders (ABSA Group Limited, First National Bank, the
Standard Bank of South Africa Limited and Nedbank Limited)

HUMAN AND INTELLECTUAL CAPITAL
More than 6 500 skilled professionals
Specialised teams
Strategic teams increasing our competitiveness and relevance
Business Continuity Management Team
Research and Development Team
Tactical Support Unit
Strategy for transformation

MANUFACTURED CAPITAL
IT Infrastructure and systems
	Cash-processing equipment including high speed processing
machines
	Infrastructure – 30 cash centres, Support Office, IT hub, Risk
Management and Intelligence hub and disaster recovery sites
Best-in-class investment in cash centre infrastructure
	Fleet of 1 207 vehicles including 675 CIT vehicles and 532
support vehicles – ongoing investment in research and
development to re-engineer our fleet to keep our employees
and our customers’ assets safe while moving money

BUSINESS ACTIVITIES AND OUTPUTS

SOUTH AFRICAN RESERVE BANK (SARB)
We move, process and store cash on behalf of the SARB
	Ensure the quality of cash in circulation and the
implementation of legislative requirements by the SARB
Facilitate cash and note fitness sorting
	We serve as custodians of the SARB’s Notes Held to Order
vaults
	We serve as an intermediary for the SARB that facilitates the
storage, packing and distribution of bulk-cash orders to and
from the banks

BANKS
	Facilitate orders and clearances and pack payroll and float
orders for the bank’s retail clients
	Process wholesale cash for the banks, including note sorting
and packing
	Retail cash processing for the bank’s clients
	Optimise the cost of cash for the banks through MIS capability,
automated cash deposit processing methodology, autoreconcilliation and customer workflow integration
	Seamless integration of data and value through ISA
	Achieve efficiencies in the recycling of cash through cash
forecasting platforms, MIS and methodologies
	Ensure availability of cash for ATMs

OUTCOMES
	Through the effective operation of our business, we have
consistently delivered essential cash services thereby enabling a
healthy financial ecosystem through the supply of cash
	Support the SARB to maintain sustained longevity of notes and
quality of cash in circulation
	We enable cash availability for the banks through the effective
deployment of our inputs
	Enabling economies of scale and rationalisation for the banks
	Provide services that lower the cost of and increase the velocity
of cash for the banks
	Optimisation of our cash processing and cash-in-transit
operations
	Create shareholder and customer value
	Delivery of financial expectations
	Enhancing the lives of more than 6 500 employees and their
families
	Empowerment of SBV’s employees through skills development
and opportunity for further education
	Upliftment of our communities
	Contributing to social development
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OUR BUSINESS MODEL
INPUTS

RELATIONSHIP CAPITAL
Employees, customers, industry partners and stakeholders
	Strategic relationships with the SARB, the banks, industry and
regulating bodies, law enforcement, and all stakeholders with
a vested interest in the cash industry
Our communities

NATURAL CAPITAL
Energy saving initiatives
	Measuring and managing the impact of infrastructure, vehicles,
equipment and machinery on the environment
	The efficient use of utilities through investment in energy
savings initiatives

BUSINESS ACTIVITIES AND OUTPUTS

BEST-IN-CLASS RISK MANAGEMENT AND
BUSINESS CONTINUITY MANAGEMENT
	Implement leading intelligence and internationally recognised
risk and operational best practice
	A professional Risk and Compliance team works with the
authorities to mitigate CIT crime and to apprehend suspects
involved in these crimes
	SBV has remained proactive in the fight against CIT crime
with ongoing and significant investments in all CIT related
technology, advanced proprietary technology, vehicle designs
and specialised training for our people
	We manage and mitigate systemic risks associated with cash
availability
	We play a key strategic role in the Business Continuity
Management for the cash industry
We maintain high standards in the training of our employees.
	We play a key strategic role in enabling business continuity for
the SARB during times of crisis
	We have been strategically involved in crime fighting initiatives
and have been advocating engagements and collaboration
with the banks, the authorities and our fellow 3rd party CIT
companies

OUTCOMES
Enable Business Continuity for the cash industry
	Globally comparable risk profile when compared to other
companies in our industry
	We have consistently maintained a low risk profile. In the
period January 2020 – March 2021, we experienced 1% of the
total CIT attacks against the industry
	Through our BCM strategy for COVID-19, we enabled the
continuity of services for the SARB for moving, storing and
processing cash while managing the challenges brought on by
the pandemic
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OUR BUSINESS MODEL
SBV’S KEY ROLE IN THE CASH SUPPLY CHAIN – ADDING VALUE AT EVERY TOUCHPOINT

1

R1.96 Trillion

2

R1.09 Trillion

3

R162 Billion

4

R22.0 Billion

5

R72 Billion

6

8 406

7

6 465

8

675 + 532

9

27 + 3

cash processed per year

ATM SERVICES
(SBV and other CIT
companies)

BULK
DISTRIBUTION
for the SARB (SBV)

RETAIL DISTRIBUTION
for the Banks’ Retail
Clients (SBV, other CIT
companies)

WHOLESALE
DISTRIBUTION
for the Banks (SBV)

cash transported per year

total South Africa cash in circulation

ATMs
BANK CASH CENTRES
BANK BRANCHES
OTHER CIT COMPANIES
RETAILERS
SBV CIT OPERATIONS
SBV CASH CENTRES

cash holdings at peak periods

p/a SARB notes held to order facility

ATM service points in South Africa

South African employees

CIT armoured and support fleet

DESTRUCTION AND
PRODUCTION
(SARB)

WHOLESALE SORTING
(SBV, other CIT
Companies, Banks, the
SARB)

Cash centres SA, Lesotho and Namibia
SBV

SARB

BANKS

RETAIL CASH
PROCESSING
for the Banks’ Retail
Clients (SBV, other CIT
companies, Banks)

3RD PARTY COMPANIES

03
GROUP CEO’S REVIEW
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Dear stakeholder,
I am proud to present SBV’s business review covering
the company’s performance for the period January 2020
to June 2021, a time that has fundamentally shifted
society at an economic and social level, and which has
impacted people the world over. During this time, SBV
has maintained financial and business resilience and
made good on our promise to deliver essential cash
services. Our business continuity has been maintained,
our people have been protected and our stakeholders’
expectations have been met and exceeded. We
attribute this to SBV’s employees, to whom we dedicate
this review. They have been present, determined and
have demonstrated tremendous courage through a
trying and profoundly disruptive period.

Mark Barrett, Group CEO

SBV’s privileged position – that of being an essential
service – has enabled us to deliver continuity of service.
Our stability during this global crisis has allowed us to
make considerable progress on and deliver several
key projects during the National Alert lockdown levels.
SBV’s support office and operations teams have
demonstrated agility and a strong customer focus and
exemplify the tremendous capabilities that exist within
our organisation. Despite even greater complexities
and an increase in the rate of infections during the
second wave of the COVID-19 pandemic, our operations
teams delivered on service expectations with limited
disruptions during the December and April peak

seasons. This would not have been possible without
the collective support of our people, our partners in the
industry and an effective strategy for business continuity.
At the onset of the pandemic in South Africa, the
health and safety of our employees took precedence.
We immediately engaged with the National Institute
for Communicable Diseases and our partners in the
industry to ensure our adherence to best practice.
This proved invaluable and informed our strategy,
planning and implementation of business continuity
plans. As a Stratco team we have established a number
of key objectives to ensure the sustainability of the
SBV business focusing on four key pillars: operational
sustainability, financial sustainability, preserving jobs
and saving lives.
Internally, we have taken every measure to prevent the
spread of the virus within the SBV environment and
all processes and procedures have been aligned to
government regulations and World Health Organization
guidelines for health and safety in the workplace. We
embarked on an extensive internal campaign to raise
awareness of safety measures and to drive responsible
behaviour. With ongoing industry engagements,
collaborative efforts, supported research and planning,
we managed to contain the spread of the virus within
our operations and to ensure that there were no centre
closures. Furthermore, we were able to support the
SARB and the banks while some of their branches were
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closed as a result of high infection rates in the Eastern
Cape and the KwaZulu-Natal regions.
In centres where employees were infected our primary
concern has been to support both them and their
families. By offering counselling services, we have also
sought to reassure employees that have been affected
or who have been concerned about future uncertainties.
During the third wave, we continue to adopt an agile
strategy to minimise business disruption and to ensure we
keep our employees safe and operations resilient. To date,
1 489 employees have been infected in South Africa,
Lesotho and Namibia, with the total number of active cases
during the third wave being 33 as at the 21st of June 2021.
Tragically, we have lost eight members of the SBV
family over the last year to COVID-19. We honour and
remember our dear colleagues who lost their lives
during the pandemic and continue to hold their families
in our thoughts and prayers.
While the SBV business has maintained financial
resilience and achieved positive results, we
acknowledge the challenges of the economic
slowdown over the past year and the uncertainties
facing us in 2021. We remain diligent in our spend and
continue to focus on growing our business, improving
service levels, containing risks and driving down costs
for SBV and for our customers.

We continue to build on our Employee Value Proposition
by being committed to our People First programme,
which drives employee engagement, visible leadership,
responsible decision-making and a high-performance
culture. Our employee commitment levels over the past
year, and a strong sense of teamwork, has evidenced the
sound foundation that has been laid through this initiative
and the significant work that has gone into enabling a
stable and cohesive workforce.
Our relationships with labour unions have been
strengthened through our ongoing efforts to engage
with union representatives and with employees. We aim
to work collaboratively to find solutions for employees’
concerns and to ensure that we serve the best interests
of all our employees and the SBV business. Despite the
severe strain that the National Alert lockdown has had
on SBV’s operations and revenue, we placed our people
first and did not retrench during the lockdown. We have
been in a strong and credible position, honouring our
collective agreements with both SASBO and MTWU for
salary increases for Bargaining Unit and the National
Bargaining Council for the Road Freight and Logistics
Industry (NBCRFLI) members across the board.
SBV has made the COVID-19 Temporary Employer/
Employee Relief Scheme (TERS) applications on behalf
of employees. There were a number of complexities
including data inaccuracies, the difficult application
process and delays at the UIF. This resulted in

discrepancies as well as late payments. We have
established a TERS Joint Task Team with representatives
from SBV, the respective unions and consultants from
the UIF, to agree on the validation and disbursement of
TERS benefits to qualifying employees and to resolve
the discrepancies as soon as possible.
We are strongly focused on remaining connected with
our employees and transparency is an imperative in all
communication. Visible leadership, regular forums and
roadshows continue to play a key role in strengthening
relationships and cultural alignment. The organisation
adopted MS Teams as the remote working tool of
choice and has seen significant benefits from improved
communication and better alignment across functions.
It is our view that we have seen an improvement in
productivity while working in a hybrid model, shifting
between on-site and working remotely.
Towards the latter part of 2019, we began upgrading our
existing infrastructure to accommodate new volumes
of cash and to optimise our operations for industry
and bank essential services. Despite the complexities
brought on by COVID-19 and the associated National
Alert Level lockdown regulations, we successfully
completed the upgrades with minimal disruption to our
operations and in alignment with all relevant legislation.
To minimise the impact on our environment, we have
used this opportunity to begin aligning our infrastructure
and technology to green and sustainable practices.
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Within the Mthatha and Vaal areas, our proposal to the
industry to provide host bank and Notes Held to Order
facilities at these centres was accepted by the industry.
Construction was completed in September and both
sites were ready to go live by mid-September 2020, when
we started facilitating host bank services for all banks. We
were also successful in obtaining the Industry Host CIT
Movements RFP, and this was successfully implemented
in these areas by the end of November 2020.
One of the key milestones of the 2020 calendar year was
the take-on of parts of the cash processing volumes
from the Standard Bank of South Africa. We successfully
onboarded the new volumes and completed the
process by June 2020 at the Durban, Epping, Ormonde,
Kempton Park and Port Elizabeth centres. Despite
COVID-19 and construction at four major sites, our
operations teams remained focused on the delivery of
services. To enable business continuity for the greater
Johannesburg area, and to allow for the take-on of
additional volumes while upgrading the Ormonde
centre, we reinstated the former Selby premises as a
temporary site to prevent service disruptions.
Through our strategic actions to grow our revenue, we
were in a privileged position to have taken on additional
volumes in the Eastern Cape region towards the latter
part of 2020 and to increase our ATM services footprint,
demonstrating that the industry recognises that SBV is
making a positive contribution to the cash supply chain.

Despite the new volume gains, we remain at all times
cognisant of the economic downturn, as such, we have
implemented a number of cost reduction initiatives
throughout the organisation
In support of the SARB’s directive to the industry to
ensure the cost-effective availability of cash and to
sustain the quality of cash in circulation, the SARB
introduced quality standards and announced the
introduction of penalties for all industry role players
for non-compliance. As a participant in the SARB
pilot, SBV’s journey to align our operations to meet
the changing needs of the cash environment began
in 2019, when we embarked on an internal quality
project and change initiative. We have made significant
progress and are proud to report that the SBV quality
project is progressing very well and we achieved 100%
compliance at the SARB’s first audit result in January
2021 and again in February, March, April and May 2021.
A key area of our business is to drive a strategic digital
transformation strategy to create a future-ready
organisation. As such, we remain committed to creating
solutions that meet customer expectations. We have
undertaken a detailed analysis of customer needs to
craft an integrated strategy that will yield significant
benefits for both our customers and our business.

Within our CIT operations, the Track and Trace application
launched in 2019 has increased CIT efficiencies and
enabled data availability end-to-end. We have also
eliminated manual processes and automated workflows
creating more visibility of the CIT operations process from
when a consignment is collected until it is handed over for
processing. This application has been further enhanced
to extract transactional data from our systems that helps
calculate route profitability.
Our ATM operations model has been improved with the roll
out of the ATM Custodian application and 93% of our sites
are currently utilising and benefitting from this technology.
It allows for visibility of workflows, reduces risks and
provides valuable insights into the ATM operations process.
While digital transformation has been a key strategic
focus area for quite some time, our journey has been
accelerated during the pandemic. We have started to
see the benefits of our data integration project which has
translated into cost savings as well as enhanced capacity
planning and workflows. We have, furthermore, laid the
foundations for the integration of our systems to enable
enhanced Business Intelligence and reporting capabilities.
We remain extremely concerned about the escalating
CIT crime in South Africa and the associated violence
that threatens the lives of our employees. SBV has
experienced six attacks within the period January
2020 – May 2021. While our risk profile remains the
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lowest in the industry reporting only 1% of the total CIT
incidents in the period January 2020 – March 2021, we
are committed to working with all role players in the CIT
industry to reduce the number of attacks.
I am deeply saddened that we have tragically lost two
members of the SBV family in two separate attacks. On the
21st of December 2020, we experienced a cross pavement
attack against an ATM team in Cape Town that led to the
sad and untimely loss of our colleague and fallen hero,
Azole Sehlebaka.
On the 12th of April 2021, an SBV team was attacked in
Gugulethu, Cape Town. Thando Sondlo tragically lost his
life while defending the attack.
We hold the families of Azole and Thando as well as our
colleagues at the Cape Town centre in our thoughts and
prayers. We will always honour and remember them as our
brave heroes.
Our thoughts also remain with the families and colleagues
of those who have lost their lives due to CIT crime across
our industry.
As one of the founding members of CITASA (Cash-in-Transit
Association of South Africa), we are committed to working
with the authorities, the CIT industry and the government
to mitigate CIT crime. We commend the crime fighting
initiatives undertaken by the SAPS this year that have led to

the apprehension and conviction of CIT criminals including
individuals involved in attacks against SBV.
Our operations in Lesotho and Namibia continue to
perform well and we celebrate our performance and
resilience in these countries throughout the pandemic.
From a financial performance perspective, we have
maintained stability in both countries despite a
reduction in volumes and the challenges brought on
by COVID-19. We are extremely proud of our teams
who continue to deliver value within the cash supply
chain and have played a transformative role in solving
challenges related to cash supply and demand in these
countries.
In November 2020, Professor Bonang F Mohale accepted
the role of Chairman of the SBV Services Board of
Directors. Bonang’s experience and direction have been
invaluable to date and we look forward to working with
him as we grow and transform the business.
On behalf of the SBV Board of Directors, I wish to thank
Dirk Reyneke, who served as Chairman of the Board for
the past three years, for the invaluable contribution that
he has made to the SBV business and for his passion
towards our people and our company.
In February this year, Shalin Pillai joined the Stratco team
and has taken on the role of Chief Technology Officer.
As we build our IT capability and focus on embedding

our strategy for automation and digitisation, I welcome
Shalin to the team and wish him great success at this
exciting stage of the SBV journey.
I wish to express sincere gratitude to the SBV Board
of Directors, the Stratco team, our customers, our
employees and our stakeholders for supporting the
SBV strategy and sustainability of the SBV business.
We value your ongoing commitment, especially over a
period of significant transition for all.
Our Vision and Mission continues to guide us as we strive
to meet the needs of our customers, enrich the lives of
our employees, to create shareholder value, and have
a positive impact on our communities. We pledge to
continue to drive the sustainability of the SBV business
while solving for the competitive challenges in the industry.
I would like to close by acknowledging all essential
services, particularly the medical professionals, for
their tireless work during the pandemic. We remain
committed to keeping money safe and ensuring that
it never stops moving for the people of South Africa,
Namibia and Lesotho.
Mark Barrett
Group CEO
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WE WELCOME PROFESSOR BONANG F MOHALE
AS CHAIRMAN OF THE SBV SERVICES BOARD OF DIRECTORS
Professor Bonang F Mohale has taken on the role of Chairman, (from being a Lead Independent Director) of the SBV
Services Board of Directors.
Bonang is the Chancellor of the University of the Free State and Professor of Practice in the Johannesburg Business
School (JBS) College of Business and Economics. He is also Chairperson of the Bidvest Group Limited and serves on
the boards of Swiss Re Africa Ltd and Rand Merchant Bank Ltd. He is the author of the best-selling book Lift as You Rise
and has previously served in various CEO roles within the business and public sectors. He is a former Chief Executive of
Business Leadership South Africa, Shell Oil Products Africa, Sanlam Limited, South African Airways, Drake and Scull and
OTIS (SA).
As SBV continues to play a key strategic role within the industry, Bonang’s considerable experience, extensive network
and leadership acumen are instrumental to consolidating our partnerships and to contributing to the growth and
sustainability of the SBV business.
Bonang’s values and leadership philosophy are strongly aligned to those of SBV, as such, Bonang believes that as an
organisation with a strong emphasis on culture to build long-term sustainability, putting its people first enables SBV to
accurately, consistently and safely keep money moving.

Professor Bonang
F Mohale, Chairman
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SBV’S BRAVE HEROES LOST IN THE LINE OF DUTY – WE WILL ALWAYS REMEMBER AND HONOUR THEM
We pay tribute to our dearly departed heroes who have lost their lives while defending brazen and senseless attacks.
We will never forget our heroes and we hold their families and their colleagues in our thoughts and prayers.

Azoloe Sehlebaka

Thando Sondlo

On the 21st of December 2020, we experienced a cross
pavement attack against an ATM team in Cape Town
that led to the sad and untimely loss of our colleague
and fallen hero Azole Sehlebaka. Azole passed away on
the 14th of January 2021 while in hospital.

On the 12th of April 2021, an SBV team was attacked in
Gugulethu. Thando Sondlo tragically lost his life while
defending the attack. Thando leaves behind his wife
Vuyiseka Sondlo and two children Ongezo and Zizipho.

Azole was appointed as a Protection Officer at the Cape
Town centre in 2017. He had an exceptional work ethic
and self-discipline. He was described by his colleagues
as a humble person who had good relationships with
his peers and was always willing to go beyond the
call of duty. He was passionate about soccer and was
a member of the SBV Cape Town soccer team. Azole
left behind his grandparents, sister and one-year old
daughter.

SBV is offering a reward of up to R1 million for
information leading to the arrest and prosecution of
the suspects involved in these two attacks. SBV’s Risk
and Compliance team remains committed to working
with the authorities to ensure that the perpetrators
responsible for the loss of our beloved colleagues are
apprehended and that their sentences are served.
No case is ever closed until there is a conviction. We
work closely with the South African Police and the
Hawks affecting several arrests and will focus all our
efforts in the fight against CIT crime.
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Overall CIT crime affecting the industry
During the hard lockdown in April and May 2020, there were no CIT or cross pavement attacks
across the industry. As lockdown levels eased, attacks started to increase dramatically and methods
became more violent, resulting in the loss of life of protection officers in the industry.
We are extremely concerned about the escalating CIT crime in South Africa and the associated
violence that threatens the lives of our employees. SBV has experienced six attacks within the period
January 2020 – May 2021. While our risk profile remains the lowest in the industry, reporting only 1% of
the total CIT incidents in the period January 2020 – March 2021, we are committed to working with our
colleagues in the CIT industry and our partners to mitigate and reduce the number of CIT attacks.
SBV led the establishment of an industry association, the Cash in Transit Association of South Africa
(CITASA) which was announced in February 2020 and is in the process of being formalised. We believe
that through greater collaboration with all industry stakeholders, including our shareholders, private
CIT companies, SABRIC and the SAPS, collaboration and a collective effort will continue to support our
efforts to mitigate and reduce CIT crime. We advocate for the increased emphasis by the broader cash
industry to improve safety, the training of CIT professionals, and the secure transport of cash.

Number of CIT incidents
(January to December over the past four years)

2017

SBV: 28
Other: 348

2018

SBV: 11
Other: 280

SBV contributed to greater collaboration and visibility of the SAPS through a Joint Operations Centre
for the industry where we have been strategically and operationally involved with our shareholders
and all CIT providers, continuing to provide tactical support and resources where SBV employees
work alongside the SAPS to coordinate immediate response in the event of a CIT heist.
We applaud the efforts of the SAPS and the Hawks for apprehending a number of suspects in
2020 and for the successful trial and conviction of CIT criminals, including two suspects that were
sentenced for an attack in 2017 on an SBV ATM team.
We value the ongoing support and collaborative efforts of the SARB, the SAPS, the Hawks and other
CIT companies. We are also extremely appreciative to SBV’s Board of Directors for the continued
support that they provide to protect SBV’s business and the cash services sector at large.

2019

SBV: 8
Other: 236

2020

SBV: 3
Other: 293
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Public Awareness Campaigns
SBV has remained active on social media where we
advocate SBV’s approach to Keeping Money Safe
while Keeping Money Moving. Campaigns aim to build
awareness of SBV’s role in cash availability, business
continuity for the industry and to reinforce SBV’s
commitment to mitigating cash-in-transit crime.
Crime has devastating consequences on the members of
a community and there are a number of crimes that are
committed in preparation of a CIT attack. Many innocent
victims of all ages are impacted as a consequence of
a single CIT attack. SBV appeals to communities to
help us in our efforts to keep protection officers and the
transport of money safe. We believe that there is power
in community networks and that this can be helpful in
dispatching help when it is needed and in preventing
crime.
As part of a digital public awareness campaign during the
peak December period we launched a video on various
platforms portraying our protection officers as people who
have a critical job to do. A protection officer tells the story
about who he is, the threats that he faces daily and the job
that he is required to do.
We continue to urge members of the public who have any
information regarding a potential attack or an attack that
has already taken place to call or WhatsApp SBV’s Early
Warning Robbery hotline 24/7 at 083 408 7029.

Click here to watch the
“I am a Protection Officer” video
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PLAYING OUR PART IN SHAPING THE FUTURE OF THE CASH
INDUSTRY – OUR STRATEGIC PRIORITIES 2020 – 2024
COVID-19 continues to have a profound impact on
global socioeconomic conditions, business and
consumers. SBV played a critical role as a key service
provider during a challenging period and were
privileged to have taken on new volumes in 2020.
However, we have not been immune to the broader
conditions within our external environment brought
on by the pandemic. As a direct consequence of the
economic slowdown, a reduction in volumes within
parts of our business has led to an impact on revenue
most noticeable in the logistics division. Various
interventions in our operating models ensured that
costs could be contained thereby enabling business
continuity and the achievement of our targeted budgets.
Our strategy for the next four years incorporates several
interventions that will support the sustainability of our
business while contending with the COVID-19 pandemic,
fluctuating external conditions and the individualistic
requirements of our customer banks.

SBV operates in an extremely intricate cash eco-system
involving several key role players including the SARB
and all the banks. While facing similar challenges in
terms of the pandemic, our customers compete with
one another and have unique expectations from SBV in
terms of enabling their competitive strategies for cash
management. Furthermore, we are cognisant of the digital
disruption impacting the industry as well as the changes
in distribution channels and the operating models within
the commercial banking environment. The accelerated
adoption of digital technologies as payment mechanisms
together with the contradictory demand for cash in the
next 5 to 10 years, introduce opportunities for SBV to adjust
our value propositions to our clients and to partner with
them as they drive a digital strategy while pursuing the
opportunities that lie within banked cash.
Against this backdrop, SBV faces several complexities
in that we are a utility although we compete with a
commercial focus operating in a highly competitive
market. Furthermore, we are required to design unique
value propositions for each bank that are sustainable

for both SBV and our customers. SBV has, therefore,
adopted an agile approach to its strategy for 2020-2024
that incorporates two intricate components seen below:
1.	On the one hand, we remain committed to our
mandate as an essential services organisation and
continue to solve for the broader requirements of the
cash industry including:
- Business continuity
- Efficient and effective essential cash services
-	Meeting the requirements for volume changes
and efficiencies
-	Agility in adapting to the challenging
socioeconomic conditions impacting all our
stakeholders
2.	On the other hand, we remain aware of the
fluctuating requirements of the cash industry. As
such, the second component of our strategy is
inclusive of creating bespoke and innovative bankled products and services to support our clients in
achieving their respective strategies of supply chain
optimisation and to drive their digital journeys.
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We also continue to enable the re-engineering,
competitiveness and ultimately the sustainability of
the business.
As we look to advance our business, digitisation and
automation have been key focus areas. We have
implemented several systems within our operations that
have started to derive significant benefits by providing
enhanced visibility of data that connects our people,
processes and systems.
Through the implementation of Track and Trace, the
ATM Custodian Application, systems integration and
the procurement of high-speed processing equipment,
we have in the last year improved cost efficiencies,
optimised processes and supported our risk mitigation
initiatives.
Looking ahead, we are building on our capabilities to
leverage our systems to make comprehensive, real-time
data and information available to our customers from a
single-entry point.
Fundamental to our strategy is our unwavering
commitment to our employees, their health and safety
and the various initiatives that we are implementing
to empower a future-ready and energised workforce.
We are exceptionally proud of our employees and our
philosophy is to leverage the collective skills and the
talent that lies within our organisation. We aim to co-

create the future of the organisation in partnership with
our employees, ensure that we benefit from lattice ways
of working and build high levels of talent density for key
positions.
In 2020, we engaged with the Boston Consulting Group
(BCG) to provide an independent evaluation of the Tier
2 model constructs in response to the early lessons
learned during COVID-19 and our 2024 road map.
We are pleased that the consultants have validated
our strategy and have indicated that our defined
deliverables and activities for the next 5 years are clear
and aligned to industry requirements and the evolving
needs of the local markets. Feedback obtained from
both the banks and the regulators has also indicated
that we have a superior risk profile and that we continue
to be relevant to our customers while adding significant
value to the cash supply chain.
We have reviewed our costing model to enable
dynamic capabilities for computations across multiple
layers of the SBV business end-to-end, and in alignment
with the newly embedded Tiered business model
encompassing all service and product offerings. A
hybrid costing methodology allows for full absorption
and time-driven activity based costing enabling greater
insights into the cost drivers of our business and
enhanced decision-making.

Looking ahead, our shareholders continue to instil
confidence in the SBV business and are supportive of
our ongoing efforts to invest in advancing technology
and an extensive research and development
programme to mitigate the risks to our people, business
and the cash assets, thereby ensuring that we can offer
our customers competitive products and services that
ultimately optimise the cash value chain.
We continue in our pursuit to develop capabilities for
innovation and automation and, furthermore, remain
focused on the enhancement of process capability and
the re-engineering of the SBV business.
Amid the COVID-19 pandemic, we proactively seek
sustained operational resilience and continue to
prioritise the health, safety and wellbeing of employees.
We remain optimistic about the future and reflect on
the insights gained during this time to build a better
business that contributes towards the wellbeing of
society at large. We take our responsibility to society
seriously and undertake to make every possible effort to
help prevent the spread of COVID-19.
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KEY STRATEGIC FOCUS AREAS AND OUTCOMES

Co-create value for
customers based on their
needs and constraints

Build a sustainable
organisation that protects
all key stakeholder
interests in the cash
ecosystem

Create a motivated and
committed workforce
who take pride in the
company

Create an efficient and
effective organisation that
delivers end-to-end value
through the responsible
use of resources

Build a reputation of
trust through leading risk
management practices

Create an adaptable,
agile and innovative
organisation to futureproof the business against
a constantly disrupted
cash ecosystem

Customer

Financial

People

Operations

Risk

2024 Corporate Strategy

We remain agile in meeting
and exceeding our
customer expectations, with
significant growth in new
business

•	We have exceeded all
our financial targets;
despite the losses
incurred during COVID-19
•	Impact of COVID-19
resulted in revenue
losses in both Cash
Processing and CIT

We continue to invest in our
People First programme,
with ongoing strengthened
and trusted relationships
with employees and Unions,
ensuring labour stability

•	Costs were lower than
budgeted for
•	We continue to align
our operating model
to deliver operational
best practice driving
seamless integration,
automation, digitisation,
consolidation, BI and
quality as key focus areas

•	1% of the industry attacks
in the period January
2020 – March 2021
•	Global insurers have
recognised the SBV
Risk Management
capability and innovation
as world-class
•	Substantial investment in
technology upgrades

•	Strategy founded on the
Vision and Mission
•	Continue to deliver on our
mandate as an Essential
Services provider
•	Build core utility offerings
•	
People First Strategy,
prepare and empower for
the future
•	Mapping the relevance of
cash trends and patterns
•	Leverage innovation,
collaboration and
international best practice
•	Maintain a global risk brand
•	Digitisation and automation
•	Diversification
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THE RELEVANCE OF CASH DURING THE COVID-19 PANDEMIC
AND THE SHORT-MEDIUM TERM
By April 2021, there was over R2.1 trillion in cash (notes and coins) in circulation in South Africa (Trading Economics M1, South African Reserve Bank). This speaks to the ongoing demand
for cash as a relevant payment mechanism that has been increasing year-on-year. Looking ahead, Trading Economics forecasts that cash in circulation is projected to be around
R2 trillion in 2022. SBV remains cognisant of inflation and fluctuating economic conditions that impact the demand and supply for cash. We are confident that physical cash will
continue to be relevant for at least the next 5-10 years.

M1 Trend May 2020 – April 2021

M1 Forecast 2020 – 2022

Source: Tradingeconomics.com | South African Reserve Bank

Source: Tradingeconomics.com | South African Reserve Bank

During the various National Alert lockdown regulations, SBV was designated as an
essential service provider, enabling cash continuity for South Africa. We have ensured
that our most vulnerable citizens have had access to cash to purchase goods and
services that they depend on daily. SBV has played a critical role during the pandemic

by ensuring that millions of citizens received their government grants at SASSA pay
points timeously, and that cash was available when and where it was needed the most.
During 2019, more than 18.1 million social grants were paid, representing more than 31%
of South Africa’s population (SASSA Strategic Plan 2020-2025: 23,34).
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This chart shows the value of banknotes and coins as a percentage of GDP.
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Despite this, according to research, cash in circulation is growing in both developed and
developing countries, and “in most countries it is growing above the GDP” (CashTech:
Taking Cash Forward: How technology and innovation can create a sustainable, futureproof cash cycle, 2021) and, cash, card and digital payment mechanisms remain popular
methods of payment.
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Looking ahead, we acknowledge that digital disruptors are impacting the demand
for cash and that these trends will change the shape of the industry in the mediumto long-term. We are aware that buying patterns have changed and that, due to the
pandemic, digital mechanisms including contactless payment methods have become
increasingly popular.
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Despite the demand for essential cash services during the pandemic, SBV experienced
in the most severe lockdown period up to 42% drop in volumes during this time. This
was expected with the economic contraction, the school closures and the impact of
the National Alert lockdown regulations on the Food and Beverages, Hospitality and
Entertainment industries. All of these factors led to challenging economic conditions
and a decrease in spend, impacting the demand for both digital and cash payment
mechanisms. While cash in circulation remained high, commercial activity decreased,
meaning less cash was being recirculated back into the system. A major trend observed
during the pandemic is that people are withdrawing and holding onto cash. This is most
likely because cash is being used to buy essentials and the use of credit has been
exhausted or decreased.

Cash in circulation in relation to GDP

Br

Demand for cash further increased in 2020 due to the Social Relief of Distress grants
issued by the Government during the various lockdowns. One of SBV’s critical focus
areas for business continuity during this time was to ensure that cash was available for
ATMs as a primary source of distribution. While a number of bank branches closed due
to COVID-19 infections, SBV ensured the continuity of cash services for pay points, retail
outlets and bank branches.

ra

36

Sources:
(CashTech: Taking Cash Forward: How technology and innovation can create a sustainable, future-proof cash
cycle. 2021), Bank for International Settlements: CashEssentials
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Changes to the bank’s distribution channels have also changed the shape of the
cash industry. In South Africa over the past two years, banks have closed a number of
branches as part of a drive to reduce costs and optimise their supply chain. This has
created a greater demand for ATMs, till pay points and cash recycling facilities.
There are a number of reasons as to why cash continues to be a preferred payment
mechanism. These include:
•	During difficult economic times, people prefer to keep their cash to purchase
essential items and for budgeting purposes.
•	Adoption of mobile payment technologies has been slow due to access to
electricity, data and internet infrastructure. With a large part of the population in
South Africa not having access to electricity and data lines, our most vulnerable
citizens rely on cash and will continue to do so for the foreseeable future.
•	South Africa has a moderately banked population, as such, access to mobile money
payments remains a challenge.
•	According to a journal published by the Cape Peninsula University of Technology, Etim
& Daramola (2020) state that the International Monetary Fund opines that “…informal
employment and the informal sector contribute about 20% to the National GDP in South
Africa, Lesotho and Namibia”. This figure is projected to increase to 24.19% by 2025
(ACCA, Etim and Daramola, 2020, Emerging from the Shadows: The Shadow Economy
to 2025). With most of these businesses trading in cash and paying their wages in cash,
the informal sector continues to thrive and needs cash to sustain itself.
•	Cash is resilient and is a back-up payment solution during power outages and
failures (CashTech: Taking Cash Forward: How technology and innovation can create
a sustainable, future-proof cash cycle. 2021).
•	Cash is perceived as being more secure and alleviates concerns related to cybercrime. (CashTech: Taking Cash Forward: How technology and innovation can create a
sustainable, future-proof cash cycle. 2021).
• Cash is anonymous, offering a degree of personal privacy.
•	By 2020, 5,43 million people in South Africa are aged 60 and over. This sector of
the population continues to rely on withdrawing cash. (Department: Statistics South
Africa Republic of South Africa).

Average of POS and P2P transactions per person per day, per country and
per payment instrument
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Sources:
Calculation based on data from ECB (2019), De Nederlandsche Bank and Dutch Payments Association (2019)
and Deutsche Bundesbank (2017). (CashTech: Taking Cash Forward: How technology and innovation can create a
sustainable, future-proof cash cycle. 2021).
Notes: “EA” refers to the Euro area (all 19 countries). The category “Other” includes direct debits, credit transfers,
bank cheques, mobile phones (e.g. parking app), crypto-assets and other and the answer option “Don’t know”.
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Some of the disruptors to the cash industry include:
•	New technology and platforms are being developed
to drive rapid payment mechanisms that are simple
to use, accessible and come at a low cost for users.
•	The SARB, banks and Bankserv strive for financial
inclusion for all citizens.
•	With the advancement of digitisation and Fintech,
we anticipate that the adoption of digital payment
methodologies will become increasingly popular
due to the ease of access and convenience that
they offer.
•	As the ownership of mobile phones rises in South
Africa, mobile money transfers and payments will
become increasingly popular as transactions require
minimal data and fees remain low.
•	E-commerce has boomed during the pandemic,
with more online purchases being made.
•	The Coronavirus pandemic has accelerated
innovation in the cash cycle and new technologies
such as the “cashless ATMs” being introduced by the
South African Post Office, will support both retailers
and consumers in reducing the risks associated
with cash (CashTech: Taking Cash Forward: How
technology and innovation can create a sustainable,
future-proof cash cycle. 2021).
We recognise that despite speculation about the use
of cash in the future, we do not anticipate a significant
decrease in demand within the next 5-10 years. We
anticipate less cash but not a cashless society.

Further disruptors to the cash supply chain are
inevitable, but SBV will continue to provide products,
services and solutions for physical cash while pursuing
other avenues for diversification, as new technologies
emerge and take on a more prominent role. SBV
seeks to continuously enhance and optimise our value
proposition to meet the needs of the banks and our
partners in the industry.
Sources Consulted:
Cash Essentials. CashTech: Taking Cash Forward: How technology and
innovation can create a sustainable, future-proof cash cycle. 2021. [O].
Available: https://cashessentials.org/publication/cashtech-taking-cashforward/
Accessed on 2021/03/04
Etim, E & Daramola, O. 2020. The Informal Sector and Economic
Growth of South Africa and Nigeria: A Comparative Systematic Review.
Department of Information Technology, Cape Peninsula University
of Technology: Journal of Open Innovation: Technology, Market and
Complexity. [O]. Available: https://www.mdpi.com/2199-8531/6/4/134
Accessed on 2021/03/21
South Africa. South African Social Security Agency. [Sa]. Strategic Plan
2020-2025. [O]. Available: https://static.pmg.org.za/SASSA_STRATEGIC_
PLAN_2020-2025.pdf
Accessed on 2021/03/21
Stats SA. [Sa]. Department: Statistics South Africa Republic of South
Africa. Protecting South Africa’s Elderly. [O]. Available: https://www.
statssa.gov.za/?p=13445
Accessed on 2021/03/21
Trading Economics. [Sa]. South Africa Money Supply M1. [O]. Available:
https://tradingeconomics.com/south-africa/money-supply-m1
Accessed on 2021/06/30
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OUR STAKEHOLDER RELATIONSHIPS
SBV remains committed to playing a key role in the cash
supply chain and over the years has built a reputation as a
responsible, ethical, trusted and responsive partner in the
cash industry. We achieve this through the relationships
that we have established and grown with our stakeholders
who are the cornerstone of the SBV organisation and play a
valuable role in the delivery of our strategy.
Against the backdrop of a complex and intricate cash supply
chain SBV engages with a broad stakeholder group within
the cash and financial services environment. In addition, we
engage with leading and highly specialised organisations,
consultancies and businesses that support the delivery of
our operational objectives. As a responsible corporate citizen,
we take our commitment to society seriously, we therefore
consult with government institutions, the authorities,
regulators, labour unions and organisations to ensure that we
are aligned to the laws, regulations and legislation applicable
to our industry and that we practice good corporate
governance.
We are guided by our values and adopt a collaborative
engagement process with our stakeholders, as such, we
believe strongly that our journey is one of co-creation where
we jointly work towards the sustainability of the SBV business.
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We have the deepest gratitude for the continued
support from all our stakeholders who are invaluable to
our business.
SBV engages with and creates value for key
stakeholders as listed but not limited to the below:
•	Our employees in Lesotho, Namibia and South Africa.
•	Our shareholders.
•	All the banks in South Africa, who are our valued
customers.
•	The South African Reserve Bank (SARB), Central
Bank of Lesotho and the Central Bank of Namibia.
• The South African Mint.
• The retail and commercial business sector.
• The South African Post Office.
•	Organisations that address and manage industry
issues including the South African Banking Risk
Information Centre (SABRIC), Payments Association
of South Africa (PASA) and the Banking Association
South Africa (BASA).
• BankservAfrica.
•	Consultants in specialised fields including Legal,
Public Relations, Security, Governance and Human
Resources to name but a few.
•	Training institutions, regulators and authorities
including the Banking Sector Education and
Training Authority, Private Security Industry
Regulatory Authority and the Safety and Security,
Sector Education and Training Authority.

•	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.
•	NGOs involved in education, enterprise
development and skills development.
•	Communities that are impacted by SBV’s
operations.
•	Providers of products, technology, services and
solutions to SBV.
•	Service Providers and consultants for employee
wellness and benefits such as Alexander Forbes,
Bankmed, ICAS and Seshego.
• Institute of Directors of South Africa.
•	The Commission for Conciliation, Mediation and
Arbitration.
•	National Bargaining Council for the Road Freight and
Logistics Industry.
• The Ethics Institute of Southern Africa.
• The International Institute of Internal Auditors.
• The International Association of Currency Affairs.
• KPMG South Africa.
•	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.

As an industry leader, we are highly focused on
enhancing value, whilst recognising that we need
to remain competitive, for our customers and our
employees. Our industry engagements are invaluable
to us and we are proud to lead and/or participate
strategically in a wide range of industry advisory groups,
forums, steercos and workshops. We support high
industry standards and continuously strive to improve
on the outcomes of industry issues and furthermore,
to enable business continuity and drive project
implementation.
SBV continues to play a strategic role and to drive the
following initiatives:

Shareholder Working Group
In 2018 SBV established a joint working group with SBV
and our shareholders to collectively design the value
proposition for Bank Essential Services and to agree to
the outcomes thereof. These strategic engagements
have been successful in creating significant
opportunities for both the banks and for SBV.
As we craft an agile strategy and a unique customer
value proposition for the banks, our engagements have
been key to unlocking valuable insights to our customer
journey and to collectively solving for current and future
challenges and opportunities.

42

SBV SERVICES BUSINESS REVIEW 2020/2021

South African Reserve Bank Engagements

Strategic participation in industry forums

Cash-in-Transit Association of South Africa

•	SBV has played a critical business continuity
management role during the COVID-19 National
State of Disaster by ensuring cash availability
throughout the period.
•	We have been proactively supporting the adoption
of quality standards as per the SARB legislative
requirements and ensured business preparedness
for the implementation of the SARB industry
penalties. Please refer to our operations review for
details on the implementation of this key industry
project.
•	We moved cash across provinces to enable cash
continuity during the COVID-19 National Alert level 4
regulations.
•	We activated an emergency site in Cape Town to
store a contingency cash consignment for the SARB.
•	We are a strategic participant in the Business
Continuity Management Forum for the industry.

SBV forms part of the task team for the Currency
and Integrity workstream in the ICMF (Industry Cash
Management Forum) and we play a strategic role
in industry forums hosted by BankservAfrica and
the Payments Association of South Africa. These
industry partnerships have been instrumental to the
implementation of the following projects:
•	Establishment of the host bank facilities at the Mthatha
and Vaal Centres in September and October 2020.
•	Establishment of the retail hosting facilities for the
Standard Bank of South Africa at the Cape Town,
Durban, Kempton Park, Ormonde and Port Elizabeth
centres.

SBV has played a lead role in the coordination for the
establishment of the Cash-in-Transit Association of
South Africa (CITASA) with the support and funding from
our shareholding banks on behalf of the industry, and
has deployed resources for a Joint Operations Centre
including employees, white-labelled tactical support
units and air support.

Banking Association of South Africa (BASA)
•	SBV is a member of the BASA cash crisis committee
and facilitated planning for business continuity for all
CIT companies.
•	We actively provide insight for the evolving cash
strategy for the industry.
•	We enabled the stability of the cash value chain
during the COVID-19 National State of Disaster.

BankservAfrica and the Banking Association of South
Africa have commended SBV for supporting all industry
role players in their efforts to ensure Business Continuity
during COVID-19. Our strategic role and ability to resolve
industry issues has been instrumental to ensuring
business continuity during this global crisis.

International Relations
SBV has participated in international conferences
and industry forums to benchmark the SBV business
against global standards and to strategically engage
with various organisations within the international cash
services environment. Significant progress has been
made in our engagements within Europe, the UK, Asia,
Australia and the USA. Looking ahead we plan to further
entrench our risk/technology relationships in South
America including Argentina and Brazil.
We strive to grow our international network of key
suppliers as we source equipment and technology that
will give SBV a leading edge in terms of our automation
journey and the optimisation of our operations.

09
PROUDLY POWERED
BY PASSIONATE PEOPLE

44

SBV SERVICES BUSINESS REVIEW 2020/2021

PROUDLY POWERED BY PASSIONATE PEOPLE
Our Mission statement puts our people at its core. We
value, enable and protect our people. That is why at
SBV our people don’t just make the difference, you feel
it. Over the past year we have felt it more than ever
through the value that has been created by our people
under extremely onerous conditions. Our employees
have chosen to be present, to be productive and to
serve society despite the challenges brought on by the
pandemic.
At SBV we are family and the SBV workplace is our
home away from home. You can sense it and live it. That
is what sets us apart, that is what keeps us connected,
strong and resolute. Our people are the foundation to
the agility, strength and capability that exists within the
SBV business. SBV’s people have demonstrated that
against the backdrop of change and uncertainty, we
have the talent, adaptability and resilience to implement
change while remaining focused on our customers and
on business continuity.

Our culture – the cornerstone of where
we are today
SBV’s journey to sustained growth and innovation
requires a committed and engaged workforce. In 2018
SBV launched an initiative named People First, a holistic
programme to prioritise culture and the employee value
proposition. Importantly, part of the People First strategy
requires that we practice visible leadership and that we
create an environment conducive to communication,
employee involvement and responsible decisionmaking.
Significant progress has been made in achieving this
initiative and the positive outcomes evident during the
COVID-19 pandemic bear testament. Our employees
demonstrated their commitment to SBV and that
teamwork, engagement and collective solutioning
helped us navigate the challenges that we all faced. It
is due to the People First initiative that we are currently
well positioned to weather the storms of uncertainty and
to grow and sustain the business during this trying and
difficult period.

To ensure an impactful and relevant Employee Value
Proposition over the long term, People First is an
ongoing deliverable of the SBV strategy for 2024 and
beyond.

Employee Engagement – our key to retaining
our most valued talent
As a company we have a strong emphasis on employee
engagement and continue to invest in empowering
the leadership team and employees to build their
relationships and skills to do their work and to plan for a
future-ready organisation.
In the current climate employees are faced with
many uncertainties about work and wellbeing. Visible
leadership has been instrumental to allaying fears
and instilling confidence in employees. Managers
worked hard to communicate with employees about
the sustainability of the SBV business, safety measures
implemented and business continuity processes. To lift
engagement levels, various communication channels
were employed including video materials, messages
from the Stratco and senior management teams, and
online engagement sessions.
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PEOPLE FIRST JOURNEY

Social responsibility
projects

Emphasising
collective intelligence

Culture champion
network

Climate and
leadership surveys

We reach the members of the
broader communities that we
serve through initiatives that
encourage employee participation
and that make a contribution
towards education and skills
development. Volunteerism is
strongly encouraged and is a
part of our culture.

We drive a culture of collaboration
and accountability. Employees are
encouraged to co-create solutions
and generate ideas that will
improve their way of working and
will benefit the SBV business.

Identification of culture champions
at each site that will support both
culture and change initiatives.
This will aid the implementation of
new projects and ensure that the
People First programme remains
at the forefront of how we
manage our teams.

In September 2018, SBV conducted
a company-wide culture and
climate survey that formed the
baseline for key actions that
would be taken and that would
encapsulate the People First
strategy. To measure the progress
of the culture within SBV, a second
survey was conducted. The
results demonstrated a significant
improvement when compared
to the previous year. A marked
improvement was also evident
following leadership surveys that
were conducted over the
same period. We have made
significant progress in aligning our
People First programme to the
gaps identified and measure the
success of the programme based
on the feedback obtained from the
surveys implemented in 2021.
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Campaigns and content continue to be driven
through all platforms to raise awareness
on various aspects related to the COVID-19
situation and on programmes that are in place
to support employees to take care of their
mental wellness, financial matters and general
wellbeing. We also drive awareness on global
and social issues that impact our employees
such as gender-based violence. Events
for recognising and rewarding employees
have taken on a new approach and we have
adapted our activities to include a blend
of digital events, recognition programmes
and gifts of appreciation in lieu of physical
annual celebrations and ceremonies. We have
rewarded employees with gifts that they can
share with their immediate families and that
encourage them to stay at home during festive
and religious periods.
SBV is a caring organisation and we are strongly
focused on the wellbeing of our employees and
their families. Through our partners ICAS and
Bankmed, SBV offers various programmes to
encourage employees and deliver emotional
care and support. Learning about mental
resilience, having access to medical advice and
professional counselling services have been
invaluable during the pandemic for employees
at work and in their personal capacities.

Keeping employees informed and empowered through relevant campaigns
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Developing SBV’s talent to be a part of the
SBV journey
Apart from the turbulence brought on by the COVID-19
pandemic, the challenging socioeconomic environment
and the personal difficulties that our employees
are faced with, we recognise the opportunities that
have been introduced by accelerated change not
only within the SBV environment but for all people
and organisations across the globe. To drive a high
performing, engaged culture, our People First initiative
requires a strong focus on supporting the employee
experience in an environment where the new constant
is change. We recognise that our workforce requires
mental resilience, new skillsets and support to become

more mobile within the organisation, to embrace
organisational change and to be involved in driving
innovation and new initiatives. Enabling technology
will continue to play a key role in connecting a partially
remote and dispersed workforce and in driving
consistency in culture and alignment to the strategy.
We take our responsibility to SBV’s 6 500 employees
seriously and recognise the role that we play in the
growth and development of employees in order
to enable the sustainability of the business. SBV’s
people management strategy for the short term
lays the foundations for preparing our workforce to
support the SBV 2024 strategy as well as the long-

term sustainability of the business, incorporating an
organic organisational structure where cross-functional
teams collectively contribute to problem-solving,
project implementation and delivery of the strategy.
This affords greater opportunity for skills development,
new learning and heightening awareness on cognitive,
analytical and emotional IQ capabilities. Furthermore,
as automation and digitisation play a greater role within
the SBV business, new learning will be required as
roles within the organisation transform and evolve. Our
People First philosophy is founded on nurturing and
growing our talent so that they are a part of the journey
and contribute to the greater good of the SBV business
while enhancing their lives.
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THE PEOPLE EXPERIENCE – A HOLISTIC APPROACH ANCHORED
BY SBV’S MISSION, VISION AND VALUES
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ACCESSIBILITY AND CONNECTIVITY | COMMUNICATION AND ENGAGEMENT

ACCESSIBILITY AND CONNECTIVITY
COMMUNICATION AND ENGAGEMENT

SBV United
#One
•

•
•

Implement the next
wave of People First
initiatives (ChangeVerve,
BCG).
Adapting the
engagement model to a
blended medium.
Accessibility and
connectivity.

Skills Transformation
#Two
•
•

Segmentation of skills
into core and future.
Blended learning
methodologies to increase
reach and scalability.

Job Preservation
#Three
•
•

Deployment of
cross-skilling, re-skilling
and upskilling.
Harness the power of
collective intelligence.

Talent Approach
#Four
•

•

Unleashing the depth of
talent per employee to
deliver a high performing
organisation (talent
density).
Initiate the holistic SBV
talent model across
SBV and all levels (talent
marketplace).

Career Lattice
#Five
•
•

Ignite the career
lattice methodology for a
heterogenous workforce.
Invoking multidimensional
career paths driven by
skills matching to
strategic intent.
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Enabling a stable labour climate
As a People First organisation, SBV places great emphasis on enhancing labour
relations and maintaining a stable labour climate. As part of our Employee Value
Proposition to retain and engage our talent, we are committed to promoting fair
employment and remuneration practices across the business.
We have maintained a stable labour climate in SBV through SBV’s People First
programme and continuous engagements between SBV employees and the labour
unions. Forums such as our regular imbizos include Shop Stewards from SASBO and
MTWU, SBV employees and the management team. These forums have derived
significant benefits as we seek to collectively resolve matters and concerns impacting
SBV’s people and the business.

The COVID-19 situation continues to impact employees and we aim to provide support
through extensive employee engagement and communication campaigns.
We have experienced a decrease in labour turnover which we believe is due to the
People First initiative, the economic climate and the COVID-19 pandemic. This has
impacted our recruitment landscape and our transformation profile due to a greater
internal focus on filling new positions within our existing talent pool.

Labour turnover trend overview: 3-year period
14
12

We have an ongoing focus on building our relationships with representatives from the
National Road Freight Bargaining Council and strive to resolve issues and to advocate for
high standards in the remuneration, training and development for SBV employees.
During the latter part of 2020, our labour climate was impacted by challenges presented
by the benefits payable by the UIF in terms of the Temporary Employer/Employee Relief
Scheme (TERS). SBV made the COVID-19 Temporary Employer/Employee Relief Scheme
(TERS) applications on behalf of employees and a number of complexities were introduced
including data inaccuracies, the difficult application process and delays at the UIF. This
caused discrepancies in payments and a number of employees expecting payments were
not paid timeously due to the delays in resolving the TERS payments with the UIF. SBV has
established two TERS task teams to fast track the resolution process and these are managed
by representatives from SBV, MTWU/SASBO and a representative from the UIF. The MTWU
TERS Task Team also has representation from FEDUSA, MTWU’s union federation.
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Union representation SBV South Africa

Learning, training and development - adapting to a dynamic landscape

Union representation is demonstrated below and has remained consistent over the last year.

Over the past 18 months, the training and development of employees has not stood
still, as such digital technology has become a critical tool to the continuation of our
training and learning interventions. In addition, new training programmes have been
introduced to support employees and provide skills required to adapt to a rapidly
changing environment. eLearning has become a necessity during the pandemic and will
continue to play an even greater role due to the scalability and flexibility that it provides.
Furthermore, its multimedia capability enhances connectedness and engagement. As
we introduce new employee engagement and communication platforms, eLearning will
be key to providing greater skills development opportunities for our employees offering
a broader scope of programmes that are self-driven and self-paced, empowering
employees to develop emotional intelligence, creative, problem-solving, analytical and
digital skills. Through the new platforms, discussion forums will enable participants to
interact with their peers thereby encouraging collaboration, knowledge sharing and
social connection.

Union Representation for Bargaining Unit members in
Cash Processing and admin as at December 2020
MTWU

SASBO

18.3%

46.5%

Bargaining Unit Registered under the NBCRFLI for members in Logistics
as at December 2020
72.2%

7.7%

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.
Africa

Members

Total

%

Namibia NBWU

52

103

50.5

Lesotho NUCCAW

62

90

68.9

Over the past year, SBV’s training and development strategy has been enhanced into
a holistic intervention that incorporates operations training, the implementation of
changes in processes for key projects and the development of new skillsets for the
future. Within the current context of a part of the workforce that works remotely and a
part of the workforce that works on our physical premises, customised programmes
have been introduced to assist employees in managing change and performance for
remote teams as well as for teams that continue to work in our operations centres.
Disruption has changed leadership roles, the way that we work, and people’s aspirations
for their careers. Consequently, in 2021, we are introducing training modules to heighten
awareness on the emerging skillsets required for the short to long term. These modules
also enable preparedness for continuous change and the acceleration of digital
technology as a key tool for optimal decision-making and performance.
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We continue to place a significant emphasis on
our operations training as a key driver for optimal
performance, to ensure health and safety at work
and to support our risk mitigation strategy. In March
2020, following the Alert level 5 and 4 regulations,
we resumed our training whilst adhering to COVID-19
regulations and the SBV safety protocols. Employees
continued to participate in SBV’s training programmes
for regulatory compliance as well as Occupational
Health and Safety. In addition, functional training
for the implementation of key projects was critical
to business continuity and for enabling change
readiness and seamless implementation. These
modules included the SARB penalties preparedness,
the Sage 300 roll out, the Standard Bank of South
Africa take-on and the Track and Trace device
implementation.
Due to the restrictions and safety measures required
during COVID-19, we explored new avenues to reach
employees and to enable learning and training while
maintaining social distancing practices. We explored
a blended approach to training involving classroombased training and virtual delivery where training
delivery mechanisms were tested and found viable
at centres that could facilitate the virtual and on-site
training.

We have introduced new digital platforms for the
delivery of development programmes that empower
employees at various levels within the business.
To this end, SBV has invested in an online Learner
Management System named Ignite consisting of
various modules that support our People First
initiatives and empower employees to be prepared
for the future way of work. In 2021, we have
introduced soft skills and digital skills training for the
management and administrative teams. MS Teams
was the preferred platform to deliver training for shop
stewards, the support office and management teams.
Our training programmes are currently founded on four
key pillars, namely, functional, regulatory, leadership
and project training. In summary, more than 3 500
employees have participated in training programmes
across the four categories since July 2020. Some
training interventions include:
•	
Functional training programmes – all functional
training programmes are aimed at equipping
individuals with the skills required to execute their roles.
•	
Projects training programmes – participants in
these programmes acquire the necessary skills and
insights to enable them to improve competence in
their roles following the introduction of new systems,
technology and processes.

•	
Leadership training programmes – these
programmes equip the management team with
soft skills to enable them to support their teams
during the pandemic and to manage change and
remote teams. Change programmes focused on
enhancing common dialogue among peers to allow
for collaborative solutioning. We are furthermore
preparing the management team to maximise and
manage the use of data and to improve data literacy
and analytics.
•	
Regulatory training courses – each course is
compiled to ensure compliance to the applicable
legislation governing the role itself and/or to SBV’s
standard operating procedures.
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The graphics below illustrate the number of employees that participated in functional, leadership, project and regulatory training programmes from July 2020 – February 2021.

Functional training (July 2020 – February 2021)
Series 1

HR policies

24

Using coaching models

9

Petty cash

2

Imprest

2

The art of listening

Online Cash Management

35

Leading with commitment

29

Basic cash handling

314
25

ACDP

53

ISA 6.4

208

SARB regulatory

Learning programmes

35

Learning programmes

SAGE 300 people system
(various courses)

33

14
Track and Trace CIT

Performance
management:
4 point scale

216

Work from home: SBV
perspective

216

POPI webinar

38

SAGE 300
performance
management

COVID-19 Master class:
design thinking

225

23

329

528

Track and Trace ATM

450

SARB penalty

754

15

109
SBV COVID-19 webinar

Excel training

136

31

Host take-on
Crucial conversations

Driver training

8

ATM Consultant training

9

DM4 training

325

18

GBRU

Third party payments

PSIRA grading

22

7 skills of critical thinking

Leading with energy

Searching

Project training (July 2020 – February 2021)
Series 1

Learning programmes

Clear, concise emails

Leadership training (July 2020 – February 2021)
Series 1

Performance
management
113

Number of employees trained

COVID-19 workplace
preparedness

71

52
32
SBSA intake

201

44

Number of employees trained

Number of employees trained
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Learning programmes

Regulatory training (July 2020 – February 2021)

Bursaries and Learnership Programmes
As part of SBV’s Employee Value Proposition and our commitment to making a
contribution to the development needs of society, we aim to make a meaningful
difference to our employee’s lives by providing opportunities for their further education
and development through SBV’s bursary and learnership programmes.

2 289

Regulation 21
Occupational
Health and
Safety

211

0

500

1 000

1 500

2 000

2 500

Number of employees trained
Series 1

Overview of the % split of training areas (July 2020 – February 2021)

5%

40%

40%

15%
Project training
Leadership training
Regulatory training
Functional training

In 2020 and 2021 we continued to fund bursaries for employees to assist them in
furthering their studies. SBV has funded 23 bursaries in September 2020 and 78 in
March 2021.
We have facilitated three programmes in 2020 and 2021 including:
•	The National Certificate in General Management (NQF L5). A total of 15 individuals
participated in this programme and completed their learnerships in February this
year.
•	National Diploma in Human Resources Management and Practices (NQF L5) at the
Milpark Business School. 13 Participants completed this programme in December
2020.
•	The Higher Certificate in Management (NQF L5). A total of 15 individuals participated
in this programme and completed the programme in October 2020.
In April 2021 we implemented the following three learnerships:
• 48 participants in Business Administration
• 47 participants in Generic Management
• 49 participants for the National Certificate in Banking.

10

BUSINESS CONTINUITY DURING COVID-19
A COLLABORATIVE APPROACH
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BUSINESS CONTINUITY DURING COVID-19
A COLLABORATIVE APPROACH
As the world faced the onset of the Coronavirus
(COVID-19) pandemic, and the initial phase of a
hard lockdown, SBV was called into action. We had
immediately taken bold and decisive steps to implement
precautionary measures across our operations to protect
our people, partners and premises. We have continued to
apply our fundamental risk mitigation protocols and have
demonstrated an unwavering commitment to prevent
the spread of the virus. Our people have adapted to our
new ways of work and have shown remarkable resilience
throughout this continuous journey. As an essential
services provider, we had a mandate to keep money
moving. All our activities that are associated with the
availability, preparation and transportation of cash for the
payment of social grants and to keep cash in circulation
for the South African Reserve Bank and all banks, were
never compromised. While our resolve was tested, SBV
has demonstrated operational resilience through the
strength and courage of our people. The collaborative
efforts of all our employees, irrespective of their location,
supported the business and ensured that we continued to
fulfil the important role that we play in society.

Operating Agility during COVID-19
SBV has a long history of maintaining a safe and
secure operational environment. We pride ourselves
in ensuring the safety and wellbeing of all our
employees and as we implemented proactive
measures to fight the spread of COVID-19, we
also enabled business continuity and operational
resilience.
At the onset of the threat of the pandemic in South
Africa, our response was to prioritise the health and
safety of our employees within the workplace and we
elicited immediate engagements with the National
Institute for Communicable Diseases, our customers
and the industry. This assisted in our strategy,
planning and implementation of business continuity
plans. SBV’s Business Continuity Management team
initiated COVID-19 research, global impact monitoring
and engagement with the National Institute for
Communicable Diseases (NICD) ahead of the first
positive case being reported in South Africa. Our
strategy was also developed based on learnings

from other countries, guidance from the World
Health Organization, South African Departments of
Health and Labour, the NICD and the associated
risk assessments. Our plan remained agile, whilst
navigating the unknown with no best practices or
leads from any other players in our industry.
Internally we have taken every measure to prevent the
spread of the virus within the SBV environment and we
have adopted the philosophy of prevention is better
than cure. All processes and procedures implemented
are aligned to government regulations for health
and safety in the workplace and we embarked on an
extensive internal campaign to raise awareness on
safety measures and to drive responsible behaviour.
With ongoing industry engagements, research and
planning we managed to contain the spread of the
virus within our operations and ensured that no
centres were closed. At centres where there have
been positive cases, our primary concern has been to
support impacted employees and their families and to
address the concerns of their colleagues.
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KEY FOCUS AREAS DURING COVID-19
Our plan remained fluid and agile, whilst navigating the unknown with
no best practices or leads from any other players in our industry.

PROTECT OUR PEOPLE

COLLABORATION

•	Our first defense was keeping our centres sterile and to have
the relevant protocols to protect our people, partners and
suppliers
•	Our second defense was enabling all employees that could
work remotely with all the necessary tools to be effective
•	We did not implement salary cuts, place employees on shorttime or retrench during this crisis
•	Low COVID-19 transmission rate during the first and second waves

•	Established networks with COVID-19 testing labs to ensure
speedy turnaround on test results
•	SBV also provided technical support and hardware to the
NGO, Gift of the Givers to keep their lab operational in order to
continue to provide services to our communities

COMPLIANCE

DELIVER ESSENTIAL SERVICES

•	Our designs were validated and tested with a virologist to
ensure all protocols were the best solutions to be effective in
protecting our employees and clients
•	SBV contracted doctors to provide on-site support through
symptoms screening, education, training and consulting
•	SBV incurred the full costs to conduct mass COVID-19 testing
to mitigate panic and provide comfort and relief to concerned
employees

•	Our plan was to ensure that we never had the need to shut
down any of our operations across the country to ensure
uninterrupted services to our clients and our communities
•	Implementation of phased operating model changes to balance
demand
– Schedule rationalisation
– Economic order quantities
– Overtime management
– BCM
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Key focus areas during COVID-19
As we continue to deliver an essential service and aim
to uphold our standards of excellence and integrity,
the following risk mitigation protocols have been
implemented and remain in place to prevent the spread
of COVID-19:
•	
Maintaining a social distance of two metres
between one person and another – In keeping with
international standards, our operations processes
have been adapted to ensure that employees are
able to maintain a distance of at least two metres
apart from one another.
•	
Wearing of masks – All employees have been
provided with multiple sets of fabric face masks
which are always worn while at work.
• Regularly washing hands with soap and water or
using an alcohol-based hand sanitiser – Additional
water taps and wash basins have been installed at
multiple sites across our business and at entry points
to the centres. Hand sanitiser is available at all touch
points.
•	
Regularly disinfecting surfaces – Employees are
provided with the necessary cleaning equipment to
ensure that their surfaces are disinfected regularly
during the day. All surfaces are also disinfected after
every shift.
•	
Temperature checks and screening protocols at entry
points – All employees, on-site contractors and other
individuals that enter an SBV site undergo a screening
process which includes a temperature check.

Only persons who register a temperature of 37.5 or
less are permitted access into an SBV site.
•	
Disinfecting of shoes – Disinfecting shoe stations
are available at the entry points to an SBV site.
•	 Access restrictions – Access has been restricted
to providers of essential services, customers and
partners. Internal centre visits have also been limited
to prevent the spread of the virus.
•	
Deep cleaning – All SBV sites and vehicles are
deep cleaned on a regular basis and according to a
regulatory hygiene standard.
•	
Leave management – SBV has introduced a flexible
approach to the management of leave particularly
for those employees who have comorbidities and
are at a high risk of complications should they
become infected with COVID-19.

Initiatives implemented to ensure employee
wellbeing during COVID-19
•	Through existing relationships with the closed
scheme medical aid, Bankmed and the employee
wellness partner, ICAS, SBV ensures that employees
are provided with the information and support
required to navigate through the impact of COVID-19.
•	Medical doctors are available on-site and provide
free consultations to address any COVID-19 related
concerns.
•	Registered nurses provide personal hygiene and
precautionary training on digital platforms and onsite visits.

•	Should employees have any related symptoms, SBV
can assist them to get tested for COVID-19. Isolation
facilities have also been identified at each SBV site.
•	Financial and emotional counselling and support
is provided by ICAS where employees have access
to professionals that can provide financial advice
and in the case of stress, coping mechanisms
for employees and their families. ICAS offers a
counselling service for employees’ families that are
living in the same household and it is available 24/7.

Internal Communication Initiatives
•	An important component within the risk
management framework has been to ensure that
employees are well informed and are kept abreast
of all current operational and government-imposed
protocols. To drive responsible behaviour, content
was incorporated into a large-scale print and digital
awareness campaign named I Protect You, You
Protect Me that includes information regarding
prevention, hygiene and employee wellbeing.
•	At the onset of the first cases in Cape Town and
Port Elizabeth, we kept employees informed on the
situation and on SBV’s measures to manage the
spread of the virus.
•	With an uptick of fake news, SBV referred to
reputable sources of information such as the
National Institute for Communicable Diseases (NICD).
Important government contact information is widely
available throughout the organisation.
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•	Various communication platforms are utilised to enable a visible leadership team and to ensure that the relevant messages are being delivered to all
employees including highlighting the important role that SBV’s employees play in keeping money safe while ensuring that it never stops moving.
•	For employees that are working remotely, campaigns have included content to heighten awareness on IT security and to equip the management team with
skills for working and for managing their teams remotely.

All persons entering these premises
must first have their shoes sanitised.

CORONAVIRUS DOES NOT
DISCRIMINATE, WHY SHOULD WE?
At SBV Services we believe that all our employees have the right to feel comfortable at work knowing that they do not
need to worry about discrimination and stigmatisation. As an organisation that takes a bold stance against any form
discrimination, we will not tolerate the unjust treatment associated with COVID-19 and we expect that all employees
practice the SBV values of Integrity and Respect.

Social Stigma Associated with COVID-19
Social stigma is the negative association between a person or group of people who share certain characteristics and
associations to a specific disease/virus, such as COVID-19. Within this context, people are labelled, stereotyped,
discriminated against and treated separately because of their link to COVID-19. This can include someone who has been
tested positive for COVID-19, recovered from COVID-19 or perceived to have been in contact with someone that has
the virus.
‘Do not judge me until you have walked in my shoes.’

What is the impact of Stigma?
People will feel socially isolated and may conceal their symptoms to avoid being discriminated against. This could lead to
further spreading the virus and severe health complications for those who are infected.
Stigma can:
•
•
•

NOW

AFTER 5 DAYS

Drive people to hide illness to avoid discrimination
Prevent people from seeking health care immediately
Discourage them from adopting healthy behaviours

YOU CAN’T TELL JUST BY LOOKING AT SOMEONE WHAT THEY ARE DEALING WITH INSIDE

AFTER 30 DAYS

It is important to create an environment where people feel comfortable to engage and reach out to friends, colleagues and
managers for assistance and advice. Stigma is often caused by rumours and misconceptions about the virus.
Know your facts about COVID-19. If coronavirus does not discriminate, why should we? Your support can
make a big difference to the recovery and wellness of those associated with COVID-19. You may even save
a life.

THERE IS NO SHAME IN SEEKING HELP
If you do not feel comfortable to speak out about your health
or association to COVID-19, you can contact ICAS. Highly skilled
individuals are available 24/7 to guide and assist you with your
challenges. Counselling can equip you with the tools and techniques
needed to live an emotionally balanced life by helping you address
your thoughts, feelings and behaviours.

Please sanitise your shoes in the sanitising tray.
Protect yourself and others by being responsible.

TOGETHER WE CAN ALL
HELP TO PREVENT THE
SPREAD OF COVID-19.

1 PERSON
INFECTED

2.5 PEOPLE
INFECTED

406 PEOPLE
INFECTED

Keep a distance of 1.5 meters from others while at work,
in public transport and outdoors. Always avoid large
crowds. If you need to go to the grocery store,
BE QUICK.

NAMIBIA

ICAS
•
•
•
•

Call 0800 611 086 (from land and mobile phones)
Or request a call back: *134*905#
Whatsapp 0076 613 44486
Applicable to you and those who live under your roof

1
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ATTENTION

POTENTIAL SPREAD
OF COVID-19 IF SOCIAL
DISTANCING IS IGNORED

PROTECT YOURSELF AND OTHERS BY
TAKING CARE OF YOUR WELLBEING
An SOP regarding the treatment of “Vulnerable” employees in the context of Covid-19 was distributed for the attention of all
employees. This SOP is titled: COVID-19 Treatment of Vulnerable Employees Procedure 046.
The World Health Organisation has outlined a number of health conditions that place persons who have been diagnosed with
these conditions at a higher risk in terms of contracting the Covid-19 virus, as such, these individuals are “vulnerable” in terms of
Covid-19. As a responsible employer we need to ensure that we do everything possible to take extra precautionary measures
to protect employees that are vulnerable and that may potentially be placing their lives at risk.
Employees that have been diagnosed with any of the conditions listed below are deemed to be “vulnerable” in terms of
Covid-19.
•
•
•
•
•
•
•
•
•
•

People with chronic lung disease or moderate to severe asthma.
People who have serious heart conditions (including coronary artery disease)
People who are immunocompromised
Hypertension (high blood pressure)
People with diabetes
People with chronic kidney disease undergoing dialysis
People with liver disease
People with severe obesity (body mass index [BMI] ≥40]
Persons who smoke
Other vulnerable categories include:
- Persons that are 60 years and older
- >28 weeks pregnant (and especially with any of the co-morbidities list)

Many conditions can cause a person to be immunocompromised, including cancer treatment, bone marrow or organ
transplantation, fibromyalgia, TB, immune deficiencies, poorly controlled HIV or AIDS, and prolonged use of corticosteroids
and other immune weakening medications.
As per the SOP titled COVID-19 Treatment of Vulnerable Employees Procedure 046. SBV is required to keep a list of all
vulnerable employees in terms of its’ Covid-19 readiness Workplace Plan. We are also required to regularly conduct
appropriate risk assessment processes and to ensure that vulnerable employees are not subject to any form of discrimination
or victimisation in the process; and, also implement special measures for vulnerable employees where required.
All employees that have any of the above
mentioned health conditions or that are more
than 28 weeks pregnant, are to make this
known to their line managers and to their HR
representatives at their centres.
Please note that SBV will never require an
employee to disclose the nature of their
condition, merely a Doctor’s note confirming
that the employee has one of the listed
conditions that makes them vulnerable.
Your health, safety and wellbeing is of the
utmost priority to SBV. As a responsible
employer SBV has a mandate to ensure that our
working environment is safe and secure and
that we do everything possible to help prevent
the spread of the Covid-19 Virus.

Thank you for your cooperation in this
regard. Together we can all help to prevent
the spread of Covid-19.

Prevention Is Better Than Cure.
Help Prevent The Spread Of
Covid-19 by wearing a FACE MASK

Keep your brain
at the top of
its game

As SBV continues to prioritise your health and safety, and in line with regulations made by
the National Department of Health which stipulates that everyone in South Africa should
wear a fabric face mask, SBV has issued all employees with fabric face masks. Face masks
provide a protective barrier over your mouth and nose. They are only effective if used and
cared for appropriately.

How to wear a mask?

If you spot someone NOT adhering to the social
distancing norms, kindly ask them to consider
the health and wellbeing of themselves, their
families and yours! If your colleague or friend
really cares about you, they will adhhere to
these regulations. This applies to you
as well.

Keeping up with the global spirit of
awareness presented by World Health
Day, which falls on the 7th April this
year, here are the top 6 things you
should be doing toward achieving a
healthy lifestyle:

4.

Wash your hands with
soap and water or an
alcohol based sanitiser.

Hold the mask by the ear
loops and place the loops
around each ear.

Do not touch the front of
your mask.

1. Don’t put toxic things into your
body

The mask must cover your
nose, mouth and chin.

Hold each ear loop and
gently lift and remove the
mask.

You can’t say you live a healthy lifestyle
if you keep putting disease-promoting
substances into your body. These include
tobacco and alcohol as well as too much
sugar and processed foods.

Taking care of your teeth daily means
brushing twice and cleaning between
them once. You might be inclined to skip
flossing, but it’s an easy way to prevent
big problems down the road.
Avoid the regret.

2.

6.

Do not touch the front of
the mask when wearing.

Wash the mask with warm
soapy water and leave to
dry.

Hot iron your mask taking
care not to iron the elastic.

Wearing a mask does not exempt you from maintaining good personal
hygiene. Continue washing your hands with soap and water, avoid
touching your face and practice social distancing.
Register on the SBV WOW mobile engagement platform to receive real time updates from SBV.
SMS your employee number and mobile number to 37043.

Exercise and move around regularly

Keeping active doesn’t just help you look
better, it improves your hormone levels
and reduces your risks for developing a
variety of diseases. You need to be doing
a fair mix of cardio, weight training and
flexibility to make sure you’re on track.
3.

Focus on healthy eating patterns

Drink 8 – 10 glasses of water per day and
cut back on black tea and coffee which
act as diuretics.
5.

The human brain is one of the most phenomenal organs in the body because it
is responsible for receiving and transmitting millions of nervous system signals
on a daily basis, as well as turning these signals into thoughts and actions.

Stay hydrated

Wash your hands with soap
and water or an alcohol
based sanitiser.

Do not lower the mask
when speaking, coughing
or sneezing.

Register
on SBV
WOW

H E ALTHY LIFE STYLE

WHATS THE LEAST I HAVE TO DO TO
SAY I LIVE A HEALTHY LIFESTYLE?

How to remove and
care for your mask?

Remember to floss

Get enough sleep

Adults usually need 7 or more hours a
night. Practice good sleep habits, like
going to bed and getting up at the same
time. You’ll feel better both physically
and mentally.
Don’t cut corners, being healthy is a
marathon, not a sprint. It takes time and
you need to stick with it for life.

Eat plenty of nutrient-rich foods such
as fruits and vegetables, whole grains,
healthy fats and lean proteins.

Ways to stimulate your brain so that it functions
at peak performance
In order to keep the brain running like a welloiled machine, it is necessary to provide it with
continuous stimulation.
•

Push your brain to the limit.

One of the best ways to keep your brain active is
by constantly challenging yourself. To keep your
brain performing at its optimum, you should
always ensure that you keep pushing yourself
to start thinking about new ideas and ventures.
Challenging yourself to think bigger and dream
bigger stimulates your brain and is one of the
best mental workouts that you can have. Never
be afraid to push the boundaries of your thinking
because, apart from being great exercise, it can
also result in great ideas and innovations.
•

Challenge yourself with learning new skills.

To boost brain function learn a new skill.
Challenging yourself to master new abilities
gets the neurons firing and helps to stimulate
your brain. Taking on a new activity could be as
simple as learning to play an instrument or taking
up a new hobby. Finding an activity that helps
stimulate your brain, such as doing crosswords,
reading a good book, or playing board games, can
be a great way to keep your brain active.

•

Open up your mind to criticism.

It may not feel good at the time, but in certain
instances, constructive criticism is exactly what
you need to get your brain fired up. Winston
Churchill once said, “Criticism may not be
agreeable, but it is necessary. It fulfils the same
function as pain in the human body. It calls
attention to an unhealthy state of things,” and
in so doing, criticism forces you to start thinking
about how you can do or be better.
Constructive feedback might be one of the most
difficult things to accept, but it is also one of the
best ways to exercise your brain and encourage
your brain to start thinking of ways to improve.
•

Eat brain boosting food.

Your brain needs just as many nutrients to
function as it should as the rest of your body.
Eating 6-7 portions of a variety of brightly
coloured vegetables and two portions of brightly
coloured fruit every day can help your brain to get
rid of waste more effectively, repair and grow as it
should, and keep all its neurons firing.
The best way to keep your brain healthy is
to ensure that you are constantly using it in
productive ways. So, don’t forget to treat your
brain well so it can continue to function in the
way it should.
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LOST BUT NEVER FORGOTTEN
WE HONOUR AND REMEMBER OUR COVID-19 HEROES

Tragically eight SBV employees have lost their lives due to COVID-19. We honour and remember our dear colleagues as our COVID-19
heroes who lost their lives during the pandemic and continue to hold their families in our thoughts and prayers.

Keatlaretse Yvonne Kesimolotse (Ormonde)
6 January 2021

Bongani Geneus Baloyi (Louis Trichardt)
11 January 2021

Yvonne joined the SBV Ormonde centre in June 2020. She has been described as a quiet
individual, however, was known to ignite a joyful atmosphere within the centre by regularly
singing to her colleagues during the day. She had a diligent attendance record and a
profound respect for her role at SBV. Yvonne left behind her mother, brother and four children.

Bongani was a Firearms and Asset Control Officer for the past eight years. He was
respected by his peers at Louis Trichardt and in the North-East region who remember
Bongani for his joyful character and the friendly interactions that he had with those
around him. He was married and has six children.

Ganas Elvis Pillay (Durban)
6 January 2021

Allen Steyn (Port Shepstone)
2 February 2021

Ganas was a Cash Processor at the Durban centre and joined SBV Services in 2005 as an
Assistant Senior Protection Officer. After five years of service he moved to the Standard Bank
of South Africa and later re-joined SBV Services in October 2019. Ganas was referred to as
a gentle giant who had a calm and polite demeanour. He was a father figure to many of his
colleagues, providing guidance and support to those around him. He took pride in his role
and was a pillar of strength to his team. Ganas was married and has two daughters.

Allen Steyn was an ATM Controller at the Port Shepstone centre and began his career
at SBV in 2008 as a Security Officer and later was promoted to various positions within
the ATM department. Allen has been described as an outgoing person who always went
the extra mile to assist others. He was a big brother at the Port Shepstone centre and
the go-to person for giving advice to his colleagues. Allen was married and has two
children.
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LOST BUT NEVER FORGOTTEN
WE HONOUR AND REMEMBER OUR COVID-19 HEROES (CONTINUED)

Shainaaz Abbubakar (Pietermaritzburg)
7 February 2021

Sonwabile Arthur Jakuja (Mthatha)
5 July 2020

Shainaaz was a Client Liaison Officer at the Pietermaritzburg centre. Shainaaz has been
a part of the SBV family for over 20 years. She was a motherly figure to her peers and
showed a great intertest in the wellbeing of her colleagues by always offering to help
in a personal way. She was passionate about her role, our customers and colleagues.
She has been described as fun to have been around, jovial, polite, and always delighted
others with her constant smile.

Sonwabile (known as Bra Jakes) started his career with the Standard Bank of South
Africa in November 2002 at their Cape Town cash centre, thereafter he was transferred
to their Port Elizabeth cash centre and joined the SBV team on the 1st of October 2015 as
part of the takeover of the SBSA cash centre in Mthatha. His colleagues describe him as
a gentleman who always stood his ground for what he believed in and valued respect.
He was passionate, yet calm and dedicated to his career. He was a team player and he
was always willing to go the extra mile. Sonwabile leaves behind four daughters.

Daluxolo Mgqatsa (Cape Town)
29 May 2020
Daluxolo Mgqatsa (known as Dali and Babba Mgqatsa) joined the SBV team on 13
February 2017 and was part of the note sorting department. His colleagues at the Cape
Town centre describe Dali as a real gentleman who always knew how to make people
laugh. He was dedicated to his work, was a team player and always ready to take on any
task at hand. Daluxolo leaves behind his wife, daughter and grandson.

Valencia Veldman (George)
30 November 2020
Valencia was an ATM Controller at the George centre. Her colleagues at the George
centre described her as a lovely person to work with who always ensured that there
was laughter in the office. Valencia’s career started with ABSA in George in 1994 and
thereafter following the ABSA integration, she joined the SBV team in 2015 as the Field
Controller in the ATM department at SBV. In 2019 Valencia took on the role of ATM
Controller. She had a strong work ethic and always completed her tasks with proud
perfection. She has left her father, sister and brother behind.
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Adaptation of the Operating Model to the
COVID-19 situation
The impact of COVID-19 on the cash industry and
macroeconomic environment necessitated a complete
revision of the SBV operating model across all services
to ensure the resilience of the SBV business. Phase 1 of
a revised operating model was implemented at the end
of June 2020, post engagements with key stakeholders
which included the banks, employees and labour
unions.
Phase 1 of the revised CIT Operating Model included
the closing of operations on non-peak Sundays and
Public Holidays nationally, as such, these changes
have allowed for continued preventative COVID-19
protocols including deep cleaning of the CIT fleet. The
changes have yielded an overall reduction in overtime
and allowed for improved staff rotation to support
operational resilience.
Changes were also applied to centre operating hours
linked to centre volume categorisation, staggering of
shifts, deliveries and standardised product/ service
offerings for customers.
Phase 2 of the revised CIT Operating Model will involve
the analysis of route profitability being completed
on a run level and the optimisation of service day
frequencies, product mix per run and optimisation of
fleet capacity utilisation within run risk rules.

Remaining agile throughout COVID-19
We remain agile in our approach and will continue
to adapt the strategy to enable business continuity,
ensure the safety of our people and to support and
increase operational resilience through COVID-19.
During the 3rd wave, we continue to focus on minimising
business disruption. To date 1 489 employees have
been infected in South Africa, Lesotho and Namibia
with the total number of cases as at the 21st of June
being 33.
We are monitoring the roll out of the vaccine closely
and have a dedicated team evaluating the progress
and available options. We are deemed to be essential
workers and are expecting to receive a level of
preferential priority with the administration of the
vaccines. As this becomes clearer, employees will
have the opportunity to make informed decisions as to
whether they will participate.
We are extremely grateful to our partners, our
employees and to our customers for the invaluable
support that we have received throughout this period.
Collectively we have enabled cash continuity and kept
our people safe.
We acknowledge and appreciate the work of all
medical professionals in the COVID-19 battle and
are committed to following all protocols to keep our

employees and all people that we engage with safe.
We stand in solidarity and will do everything possible
to help prevent the spread of COVID-19. As an essential
services organisation, we pledge to keep money safe
while ensuring that it never stops moving.
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KEEPING OUR PEOPLE
AND OUR BUSINESS SAFE

65

SBV SERVICES BUSINESS REVIEW 2020/2021

KEEPING OUR PEOPLE AND OUR BUSINESS SAFE
Prioritising the safety of our people
We remain wholly committed to the safety of our
employees both on the road and on our premises.
A strong focus on culture has been fundamental to
an improved risk profile where employees stand in
solidarity to protect themselves and others. It is largely
due to the commitment of employees and deliberate
efforts to encourage teamwork that we have enabled
business continuity and the safety of our people. We
continuously review our Standard Operating Procedures
and upgrade our training standards in line with shifting
risks. Our philosophy is to uphold high standards in
training for CIT employees so that they can have the
skills and the confidence required to protect themselves
and our customers’ assets in the event of an attack. Our
Standard Operating Procedures are furthermore critical
to safety and risk mitigation.
SBV continues to lead with risk management at an
industry level. Against the backdrop of rising crime and
an environment where insurers are increasingly focused
on underwriting profitability, SBV’s ongoing investments
in risk intelligence, a research and development
programme and strategic focus have resulted in the

lowest risk profile in the country that conforms to
global benchmarks. To this end, we have successfully
negotiated competitive rates at our annual renewal
negotiations with our insurers Lloyds of London.

Continuous investment in innovation and
technology in an evolving criminal landscape
With the aim of ensuring the safety of our people and
our customers’ assets we continue to drive innovation
and carry out significant research and development to
eliminate risk and to fundamentally lift the safety levels
at our operations centres and for our CIT teams.
An innovations Steerco funds research and
development for enhancing security features in our
cash carrying vehicles and SBV’s highly specialised risk
management centre provides remote surveillance and
support where we continuously adopt new technology
to support our teams.

We have invested in and developed a new blastresistant prototype CIT vehicle, featuring state-of-the
art technology, it will be the first such vehicle in South
Africa, ahead of other industry members and has
enhanced security features to counteract new criminal
methodologies and to provide added support for our
employees and our assets for the movement of industry,
bank and SARB consignments. This vehicle is currently
being tested and will be launched in 2021.
In 2020 we saw the launch of additional Tactical Support
Unit (TSU) vehicles and the deployment of more TSU
teams on the road. TSU vehicles work closely alongside
the CIT teams transporting high value items to mitigate
risk and to protect our teams.
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OPERATIONS REVIEW
As the COVID-19 pandemic continues to impact
operations, SBV has prioritised the health, safety and
wellbeing of our employees while still enabling the
continuity of the SBV business. Our efforts during
this time have been focused on building operational
resilience while maintaining service levels and
delivering on our mandate to ensure cash availability.
As an essential service provider, we remain committed
to the continuation of our services and to meeting all
stakeholder expectations.
Over the past 18 months, while navigating the extreme
and unforeseen challenges presented by the pandemic,
we have not only implemented key strategic initiatives to
circumvent the disruptions to our business but have also
implemented several changes to our operations in order
to align to the requirements of government regulations.
We are delighted to report that with the support and
commitment of our employees and our partners, we
have successfully managed to ensure the continuity of
our operations and the delivery of key projects as well as
take on additional volumes from some of the banks.
Our continued efforts to safeguard employees and the
business, as well as our strong focus on culture, allowed

for operational resilience over the December 2020
and April 2021 peak periods. We were able to navigate
restrictions brought on by the second wave of infections
and despite the associated lockdown regulations, had
two successful peak seasons.
As the effects of the pandemic continue to present a
cause for serious concern, the industry is faced with
several challenges and our ongoing collaborative
efforts, combined with the mutual support for our
operations, will remain invaluable to the SBV business.
In 2020, we aimed to ensure a visible leadership team
while driving risk awareness across the business.
Keeping people at its heart, SBV is building a high
performing, responsible and engaged culture. We
remain focused on our People First initiatives and will
continue to drive engagements with employees and the
labour unions through roadshows and imbizos.
Against the backdrop of a global pandemic, SBV
has demonstrated to its stakeholders its agility and
adaptability, while enabling the continuation of services
and the sustainability of the business. Our collective
efforts have ensured that we remain steadfast to our

Vision: of keeping money safe and ensuring that it never
stops moving for our customers, communities and the
economies that we serve.
We are proud to have successfully implemented the
key operations initiatives highlighted in this operations
review.

Looking to the future – Investing in the
transformation and automation of our
operations
SBV is leading the South African cash industry through
the continued investment and adoption of innovative
technology aligned to international best practice.
Our strategy for the automation and digitisation of
our operations is key to upholding high standards
and transforming the SBV business to ensure the
optimisation of operations. As a result, we will be able
to drive down costs to the customer, create bespoke
services for all banks and deliver on our quality
assurance mandate to the SARB.
In an effort to increase economies of scale, we aim
to create additional capacity within our existing
infrastructure and to transform our operations.
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Cash centre transformation is the next step in advancing
the cash eco system and enables the digitisation
and automation of certain functions within our cash
processing centres, enabling workflow autonomy,
efficiency and increased productivity.
We have invested in two state-of-the-art, high-speed
note-sorting machines that will be installed in the
Gauteng region in August this year. These have the
capacity to automate and combine multiple manual
functions within the cash processing environment.
Features include the capability to process at a rate
three times faster than the existing machines and the
technology to integrate processing data. These machines
also match those that the SARB utilises thereby allowing
for the alignment of the SBV settings to those of the
SARB. This will ensure consistency in quality and output
of fit and soiled notes as well as boxes and supports our
objective to continuously improve quality standards.
Benefits to our clients include quicker throughput of
cash, lowering processing unit rates; alignment to SARB’s
strict quality standards for fitness of notes; and enabling
higher throughput per centre overall.

The Giesecke & Devrient BPS M5 Machine
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Infrastructure Development – Supporting
operational optimisation and sustainable
business growth
SBV remains progressive on its journey for cash
centre transformation. We are continuing to focus on
operational optimisation and the safety and security
of our people and premises, while simultaneously
managing the systemic risks associated with the
provision of core infrastructure for essential cash
services.

In 2020, we leveraged our existing footprint and created
additional capacity within our current infrastructure by
upgrading the Ormonde, Cape Town and Port Elizabeth
cash centres. These centres have been successfully
transformed to take on additional volumes, and have
been designed to enable further automation of our
processes. Despite the challenges brought on by the
pandemic, the transitions were well managed with
minimal disruption. A cross-functional team ensured
that the upgrades were successfully completed, while
adhering to government regulations and health and

safety protocols. Our sites remained operational, while
on-site contractors constructed new operations areas,
additional loading bays and undertook installation of
cabling, security equipment and utilities.
As part of our Corporate Social Responsibility
philosophy, we are committed to improving our
environmental practices and continue to invest in solar
technology as well as electricity- and water-saving
initiatives. All of our upgraded sites are aligned to
environmental best practice.
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Establishment of host bank facilities at the
Mthatha and Vaal cash centres

Integration of the Standard Bank of South Africa
Volumes

Enabling operational readiness for the
implementation of the SARB penalties

As part of the cash industry requirements to add host
bank facilities at strategic locations, SBV was awarded
an RFP to implement these facilities at the Mthatha and
Vaal centres.

In 2019, SBV was awarded the Standard Bank of South
Africa (SBSA) business for the outsourcing of their
cash processing activities as well as their payroll, ATM
pre-packing, treasury and forex processing functions.

In 2019, as part of its strategy to sustain the quality of
banknotes and coins in circulation, the SARB introduced
new regulatory standards for all industry role players.

These centres were upgraded to accommodate the
installation of a Notes Held to Order Vault and both centres
have become hosted sites with all banks participating.
This increases the efficiencies of cash movement in each
respective region and also reduces risks and costs to the
industry. The project went live on the 14th of September
2020 at both the Mthatha and Vaal cash centres.

The integration process was initiated in November
2019 and successfully completed in June 2020 at the
Cape Town, Durban, Kempton Park, Ormonde and
Port Elizabeth centres during the most challenging
and uncertain COVID-19 period. All SBSA volumes
were integrated as per our service level agreement.
As always with an organisation that puts people
first, employee engagements and the change
management process were key to a successful
transition.

Establishment of the Ormonde Disaster
Recovery site
COVID-19 had a significant impact on our Gauteng
region and, given the large volumes processed, together
with the risks associated with the rise in the number of
infections during the first wave, we reviewed our cash
processing capabilities for the greater Johannesburg
region and established a Disaster Recovery Site in
the area. Apart from mitigating the risks associated
with COVID-19, this site also facilitated the take-on
of additional volumes from one of the banks, while
accommodating the construction and upgrades at our
Ormonde cash centre. This site remained operational for
three months and was seamlessly reintegrated into the
Ormonde cash centre in October 2020.

Our operations teams embraced this challenge,
adapting well to ensure that the take-on was not
negatively affected by the dynamics in the internal
and external SBV environment. Successful integration
required a tremendous level of commitment and our
teams did not let us down, thereby demonstrating
alignment to the qualities and behaviours defined in
our company values.

Phase 1 of this strategy focused on compliance to
NHTO, delivery and collections at the SARB, machine
compliance and discrepancies detected by the SARB
during processing. Penalty fees were introduced and
came into effect from the 15th of January 2021.
SBV developed a quality framework and embarked on
“I Choose Quality”, a national internal change initiative
campaign. This was designed to prepare our operations
teams for the implementation of new processes to support
the delivery of the SARB compliance project. To date, we
have made significant progress on the project, achieving
the following milestones:
•	Training and engagement sessions with key role
players and operations teams.
•	Appointment of a Quality Assurance Manager and
Quality Officers based at our cash centres.
•	Quality-related procedures were identified, updated
and published.
•	Remote audits conducted by the SARB have rendered
exceptional results for SBV.
•	In January 2021, we achieved a 100% compliant-at-firstaudit result and thereafter in February, March, April and
May, the SARB awarded SBV a 100% compliant result.
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We continue to focus on achieving a consistent audit
result of at least 98% and are currently in the process of
implementing enhanced standard operating procedures
for materials handling.

Collapse of cash islands
To achieve standardisation across all sites and further
optimise our cash processing operations, the cash
islands for three of the banks at all our sites were
‘collapsed’ into a single host bank facility. Further to this,
we have realised the following benefits:
•	Reduction in management (Treasury Custodian) of
segregated inventory and handling.
•	Optimised cash holdings in the Host General Ledger
account.
• Optimisation of Vault space.

Track and Trace – End-to-end visibility of CIT
Operations
SBV’s Track and Trace application enables the
digitisation and visibility of workflows within the
CIT environment. It allows for the utilisation of MIS
and provides insights to further refine and optimise
the existing run structure and the efficiency of CIT
and the cash carrying teams. One of the benefits of
the application is that transactional data as well as
information related to fixed and overhead costs, can be
extracted to calculate route profitability.

Host Industry Movement RFP

End-to-end visibility of the ATM operations

Following the implementation of the host bank facilities
at the Mthatha and the Vaal centres, SBV was successful
in obtaining the Industry Host Movement RFP for both
areas. This movement was successfully operationalised
at the end of November 2020.

SBV’s ATM Custodian Online Application is a solution
that enables the digital tracking, management and
end-to-end visibility of workflows within the ATM
environment. This application is being deployed into our
centres with completion expected in the second quarter
of the 2021 calendar year.

Enhancing productivity and efficiencies through
time reduction
In 2018, we introduced a time-based model aimed at
reducing the Turnaround Times (TAT) per service stop
as well as the base saddle-up and saddle-down times
of our CIT teams. By reducing the time vehicles spend in
transit, this operating model minimises the risk to teams
on the road, achieves efficiencies, increases productivity
and provides visibility to teams on their service delivery.
We are currently measuring retail, bank branch and ATM
turnaround times against benchmarked best practice
and, where deviations are found, root cause analyses
are conducted to seek improvement and alignment.
While overall targets have been set to align to
legislative requirements for overtime, we remain
focused on continuously reducing the total runtime of
a route. This will be further supported by the Track and
Trace project which will provide a greater level of detail
in measuring all processes within our operations.

New ATM Business
We have strategically engaged with customers on
potential new business opportunities. As a result, SBV
successfully onboarded new ATM business across
various banks in Bethlehem, Mthatha, Port Elizabeth
and Richards Bay. In line with the business development
strategy, further engagements are taking place with
the banks to take on new volumes across all service
offerings within the business.

13
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OUR DIGITISATION JOURNEY

At SBV, we have always focused on moving and processing physical assets. To meet
our 2024 Business Strategy Objectives, we have embarked on a bold digitisation
journey to deliver a differentiated customer value proposition and experience. This will
optimise our internal processes and provide end-to-end visibility for our customers.
Our goal is to reduce costs through greater efficiencies and to maximise the benefits of
using our data.
Our journey is organisation-wide and includes an inward and an outward focus. The
strategy aims to improve digitisation both within the business and the customer
experience more broadly.

To date, progress made on projects includes:
•	Track and Trace is a device that enables the digitisation and visibility of workflows
within the CIT environment. It also allows for the utilisation of MIS and insights to
further refine and optimise the existing run structure and the efficiency of CIT and
cash carrying teams. The Track and Trace roll out commenced in October 2019 and
has been completed at all of SBV’s centres.
•	SBV’s ATM Custodian Online Application is a solution that enables the digital
tracking, management and end-to-end visibility of workflows within the ATM
environment. This application is being deployed into our centres and is 93%
complete.
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•	Future-proofing our IT, Applications and Cloud
Optimisation frameworks.
•	Modernising our applications and adopting cloud-based
services to further align to customer requirements.
•	Migration of all Human Resources and Payroll systems
onto Sage 300 People. This new technology supports
our strategy for the digitalisation of all people-related
processes and will elevate the SBV employee value
proposition.
•	SBV is in the process of developing a digital customer
platform, a multi-channel entry point for customers to
provide seamless, intuitive, value-adding information,
insights and support. It also enables an enhanced
customer experience through customer support,
enhanced BI, and automated workflow-driven query
management.
•	SBV continues with the banking systems integration
journey for Deposit Payment, Pre-advisement and Orders
integration.
The pace of digitisation has increased significantly for all
companies in 2020 and SBV is no exception. Our digital
transformation framework stood us in good stead during this
time as, with robust in-house skills and business focus, we
continued to build on progress made thus far.
The COVID-19 lockdown period highlighted how critical it is to
mitigate business risk through digitisation. During this period,
SBV suffered no service delivery or security failures while
continuing to drive the development of the digitisation journey.

Digital transformation network
SBV
approaching
Digital
Transformation
in a strategic,
structured
manner.
SBV
is is
approaching
digital
transformation
in a strategic,
structured
manner.

External Drivers

SBV Business
Model
SBV 2024, 2030

Business Unit
Strategic
Objectives and
Strategies

Digital
Objectives and
Strategy

Digital
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Digital Capabilities

Capabilities
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Architecture
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Enablement
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Architecture

Process

Operating
Model Design and
Implementation

}

• Operations
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Our social imperative – commitment to meeting our Transformation plan

Progress on the Broad-Based Black Economic Empowerment Scorecard

SBV is committed to building a better South Africa for all citizens. Our transformation
plan is a responsible plan taking into account our business imperatives as well as the
culture that we are building as defined by our values.

We have been proactive in our approach to the achievement of our strategy for
Employment Equity and have implemented a number of interventions to counteract the
disruptors in the external environment brought on by the pandemic. We are proud to
report that we have been successful at maintaining a Level 3 B-BBEE audit rating based
on the new amended scorecard criteria.

We have adapted our transformation plan during COVID-19 as all recruitment was
placed on hold in 2020. Our focus has been inward to leverage the talent that already
lies within our workforce. We have not actively recruited candidates externally, unless
the skillset was not available within the business. Significant progress has been
achieved in reaching our transformation plan targets at middle and senior management
levels due to promotions to senior management roles.
We have developed a revised plan for one year, aligned to the requirements of the
Department of Labour, the one-year plan is in lieu of a five-year plan to allow time
to evaluate the impact of changes within the external environment on our operating
models, the COVID-19 situation and the acceleration of our digitisation journey.
We remain strongly focused on a talent retention programme to maintain a healthy,
transformative working environment.

While our rating on Management Control declined marginally due to the hold
that was placed on recruitment, we have exceeded our targets in the following
categories, placing us in a favourable position for promoting employees to senior
management roles:
• Black middle management as a % of total middle management
• Black female middle management as a % of total middle management
• Black junior management as a % of total middle management
• Black female junior management as a % of total middle management
As part of the Employment Equity plan, we have prioritised African female
representation on all occupational levels. In addition, we continue to focus on increasing
representation for the following individuals:
• African males on senior and junior management levels
• Indian females on the semi-skilled level
• White males on the semi-skilled level
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Broad-Based Black Economic Empowerment verification in accordance with the Amended Codes of Good Practice

Element

Weighting

Score

Ownership

25

24.80

Management Control

19

9.29

Skills Development

20

10.55

Enterprise and Supplier
Development

42

40.39

5

5.00

111

90.03

Socio-economic
development
Overall Score

Broad-Based BEE
Status Level

Level 3 Contributor
to B-BBEE

Procurement
Recognition Level

110%

Black New Entrant

5.27%

Black Ownership

24.69%

Modified Flow Through Applied

No

Black Women
Ownership

11.57%

Exclusion Principle Used

No

Black Designated
Group

0.00%

Discounting Principle Used

No

Black Youth

0.00%

Empowering Supplier

Yes

Black Disabled

0.00%

Participated in Y.E.S initiative

No

Black Unemployed

0.00%

Achieved Y.E.S Target and 2.5%
Absorption

No

Black People living
in Rural Areas

0.00%

Achieved 1.5 x Y.E.S Target and 5% No
Absorption

Black Military
Veterans

0.00%

Achieved Double Y.E.S Target and No
5% Absorption

Financial Year End
Used:

1 July 2019 –
30 June 2020
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ANCHORS
THE SBV –CORPORATE
CORPORATE
SOCIALOF
INVESTMENT
ADDING LONG-TERM
CITIZENSHIP
VALUE TO OURPROGRAMME
COMMUNITIES
ANCHORS ADDING
OF THELONG
SBVTERM
CORPORATE
PROGRAMME
VALUE TO CITIZENSHIP
OUR COMMUNITIES
GOOD CORPORATE
CITIZENSHIP

STRATEGIC ALIGNMENT
WITH THE SARB

• Activities aligned to King
IV Code of Practice

• Ensure that high standards are
met in the quality of cash in
circulation and re-usability of
notes

• Aligned to Legislation
• Code of Ethics

• Implement SARB legislative
requirements for the
circulation of cash

ENABLING A HEALTHY
FINANCIAL ECOSYSTEM
• Enabling economic activity
by ensuring that cash is
available where and where it is
needed and that cash supply
is managed seamlessly across
the value chain
• Ensuring the sustainability of
the cash eco-system

ENHANCING LIVES
• Playing an active role in
society by employing more
than 6500 employees and
enhancing their lives through
various benefits and personal
growth opportunities

ENVIRONMENTAL
SUSTAINABILITY

SUPPORTING
TRANSFORMATION

• Invest responsibly in
infrastructure, technology and
vehicles.

• Aligning our HR and
procurement strategies to
the Codes of Good Practice
B-BBEE

• Establishment of the
Employee Fund to support
employees impacted by
Covid-19.

BEST IN CLASS
RISK MANAGEMENT
METHODOLOGIES
• Alliance with the SAPS,
HAWKS,
National Prosecuting Authority
and various
role players involved in
mitigating CIT crime
• Strategically partner with
the cash services industry to
ensure Business Continuity
Management

EDUCATION AND SKILLS
DEVELOPMENT

CONTRIBUTING TO SOCIAL
DEVELOPMENT

• Bridging the gap in
quality training and skills
development for cash
services professionals through
various functional, regulatory,
management and projects
training programmes.

• Supporting our communities
through various Corporate
Social initiatives.

• Bursary opportunities for
employees

• Work place experience,
learning opportunities and
skills development for
unemployed persons.
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Our comprehensive Corporate Social Investment
strategy is guided by our corporate citizenship
programme. Our philosophy is to ensure that we apply
best practice every step of the way from alignment
to legislation, being responsible citizens and as an
employer to more than 6 500 people. We are guided
by our mission that extends our responsibility as an
organisation to the communities that we serve and
to our environment. We invest in environmentally
sustainable practices and technology for our vehicles
and our infrastructure.
Part of our corporate social initiatives are focused
on supporting the communities in which we work by
encouraging employees to participate in voluntary
initiatives that assist organisations, institutions and
community centres involved in closing the education
and skills development gaps within their local regions.
Each centre chooses a charity to support and raises
money for the charity or donates their time and skills.
Employees are also encouraged to support their SBV
colleagues who may require assistance following
a tragic event. In Polokwane and Port Elizabeth for
example, employees donated money to two colleagues
who lost their family homes in fires. Household items
and clothes were collected, and monetary donations
were accepted through an SBV Employee Fund.

Our CSI initiatives are very important to our employees
and, because they actively participate in selecting
charities within their immediate communities,
engagement is high. We believe that this not only
contributes to these charities but empowers our
employees to give back. As a company we have
committed significant support to make a difference in a
meaningful way.
Our CSI strategy also supports learnership and
graduate programmes through BANKSETA providing
coaching, mentorship, training and practical work-based
experience for participants in the Letsema, Kuyasa and
Millpark Business School Learnership programmes.
During the COVID-19 pandemic, the external
learnership programme was placed on hold and will be
reintroduced as part of our planning for the new B-BBEE
cycle in 2021.
Our annual celebrations include the Annual Employee
Appreciation Day and the Nelson Mandela Day Initiative.
In line with SBV’s Vision and Mission to “better the
lives of the communities we serve through employee
involvement”, an Appreciation Day outreach programme
was launched in 2020 to encourage employees to
participate in charitable initiatives that make a meaningful
difference to the lives of the less fortunate. In March 2020,
employees volunteered at a charitable organisation of their
choice as part of the Appreciation Day celebrations.

Our scheduled events were adapted during the
COVID-19 lockdown such as the Annual Nelson
Mandela Day fundraising initiative. Instead of
volunteering in 2020, in celebration of Mandela Day,
an SBV Community web page was published on the
SBV website and the Employee Fund was launched.
The Employee Fund initiative is focused on providing
assistance to SBV employees and their families affected
by the pandemic and we appealed to employees to
make donations into the fund instead of participating in
a voluntary initiative. This fund will be extended to other
crisis and emergency situations impacting employees
post the COVID-19 pandemic.
This year for our Appreciation Day initiative, while
COVID-19 restricts participation in the celebratory and
volunteering events, as a responsible organisation,
SBV will continue the tradition by supporting
small businesses, local artisans and members of
disadvantaged communities.
We also run campaigns throughout the year covering
topics such as gender-based violence awareness,
mental health and support for government initiatives
such as the five days of national mourning in 2020.
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Gender-based violence campaign
This campaign runs throughout the year and
was incorporated into the 16 Days of Activism
initiative from the 25th of November until the
10th of December 2020.

DEAF CULTURE
As you get to know your Deaf colleagues better, you will often hear the term “Deaf Culture”. The culture of deafness does not mean that
a different way of dressing, eating or celebrating occasions, it refers more to the way in which the Deaf interact with each other and with
the hearing world.

Five Days of national mourning
SBV endorsed President Cyril Ramaphosa’s
appeal to all South African citizens to observe five
days of mourning in remembrance of the people
that passed away due to COVID-19 and persons
who were victims of gender-based violence and
femicide. Buffs were procured for all employees
to wear around their arms during this period.

Mental Health Awareness Month
A series of posters and messages were
distributed in support of Mental Health Awareness
Month in October outlining the services available
to employees through ICAS and also providing
information on mental resilience and wellness.

Providing employment opportunities for
deaf and hearing-impaired persons
SBV’s cash centre environment and part of
our Support Office divisions are conducive to
the employment of hearing-impaired persons.
Currently 37 Deaf employees are working at
SBV’s cash centres and Productivity Management
Centre at Support Office.

Through their shared experiences, there is a strong sense of unity between Deaf people and some doctors even believe that being Deaf
makes a person more social. The Deaf community can include hearing members such as family members of Deaf people and sign-language
interpreters who identify with Deaf culture. It does not automatically include all people who are Deaf or hard of hearing. This is because it is not
the extent of hearing loss that defines a member of the Deaf community but the individual’s own sense of identity and actions.
In this instance, many hearing SBV employees who have taken the time to engage, interact and form strong bonds with their Deaf colleagues,
are also considered members of the Deaf community. There are currently 19 Deaf employees that form part of SBV who are based at the
following SBV centres:
•

Cape Town

•

Midrand

•

Pretoria

•

Rustenburg

•

Support Office

•

Ormonde

To all the members of the Deaf community within SBV, we salute you for embracing diversity and breaking outside of your comfort zone.

SASL Fingerspelling
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OUR PRESENCE IN AFRICA
Lesotho Operations
When SBV started operations in Lesotho in
2010, its service offering was limited to providing
logistical support services to the commercial banks.
Subsequently, SBV opened a multibank cash centre,
evolving into an integral partner to the Commercial
Banks and Central Bank of Lesotho. We currently play a
critical role in the cash supply chain of the country and
provide retail and wholesale cash processing services,
ATM custodian services and CIT services.

SBV Services Namibia (Pty) Limited and SBV Lesotho
(Pty) Limited are well established businesses and have
been successfully operating for over a decade. Our
strategy for providing services into the African continent
is aligned to our core business model within the cash
supply chain in partnership with our bank customers
and to remain focused on improved efficiencies,
reduced costs to our customers and enhanced
productivity. We are very selective in terms of the
countries that we elect to expand to with a focus on
countries that are stable and that will offer sustainable
growth potential.

SBV acquired majority shareholding in Security
Unlimited in 2017, an integrated security services
company. We operate a shared services management
model between Security Unlimited and SBV Lesotho
and are uniquely positioned to provide a complete endto-end service offering to our customers.
This year against the backdrop of severe economic
pressure, union negotiations in Lesotho proved to be
challenging. We have however, made good progress
and secured an agreement for the upcoming year.
We are pleased to announce that Arrie van Wyk,
General Manager for SBV Lesotho, has been appointed

to act as an advisor on the Ministerial Advisory
Committee on labour in the country for the next
four years.

Namibia Operations
SBV currently operates from two cash centres in
Namibia. Our cash centre in Windhoek was established
in 2014, and the other in Ongwediva in 2017. Our core
role in Namibia is the provision of multibank cash
centre facilities.
Furthermore, SBV offers wholesale cash processing
services and ATM custodian services. CIT services in
Windhoek are outsourced to a third-party logistics
provider, operating under our standards and
regulations.
SBV in Namibia is also a strategic partner to the Bank
of Namibia and manages all coin repatriation between
Namibia and South Africa.
We have received positive feedback to take on
additional business from our bank partners in Namibia,
who are exploring a partnership with SBV for multibank
cash centre services.
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CASHLOGIX
CashLogix was formed in 2012 as a division of SBV
to perform a supply chain management function on
behalf of the banks for the backend of the cash supply
chain. CashLogix ensures the availability of cash (notes
and coins) for 21 host centres across the country while
optimising the associated costs for cash holdings, CIT,
and the SARB’s fees.

CashLogix’s key functions include:
•	Forecasting of cash requirements on behalf of the
industry;
•	Host centre replenishment planning and inventory
management;
•	SARB orders, clearances and cash movements
between host centres;
• Industry CIT management; and
•	Cash industry administration including participation
calculations and Payment Clearing House Compliance.
CashLogix engages strategically with the banks, the
SARB and SBV to resolve challenges associated with
the cash supply chain.
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The past year has been one of the most uncertain
periods to date, and the impact of COVID-19 has
been significant on cash demand patterns. CashLogix
managed to ensure cash availability across the country
at all the host centres while managing costs at the
same time.
The overall industry cost reduced by 9% during the 2020
calendar year when compared to the previous year,
while the withdrawals and deposits increased slightly.
Reduced interest rates have helped, however, improved
planning and collaboration during the uncertain times
supported the industry in capitalising on favourable
variables.
The collaboration between stakeholders including
the SARB, CIT service providers and the banks have
increased significantly in the past year due to a greater
focus on serving our customers while managing the
impact of COVID-19.

