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About me

Experience
Banking, Development, Infrastructure,
Utility, Insurance, Pension Funds and 
Consulting

COO Role
IT, Case Management, Client Services, 
Accident Prevention

Role in the SAP Project 
Sponsor, Member of the 
change board, Steering 
Committee chair
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Background

Vision

Mission

Seamless Strategy

Strategic Imperatives

SMVAF Background

Public Enterprise established in 1991, funded through 
a fuel levy paid by all motorists for compensating 
motor vehicle accident victims and dependents for 
injuries, losses, and funeral costs.

A social insurance Fund that provides excellent service 
for value.

To sustainably provide timely compensation benefits to
all our claimants.

Hybrid Proactive model.

Financial Sustainability
Customer Experience
Transformation and Innovation
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• Multiple systems enable working in silos and    prolonged p  
processes1

2

3

4

5

Case Study Overview 
SMVAF Challenges

Production of inconsistent reports which may lead to poor 
decision making

Lack of data integrity and consistency

Duplication of payments

Incompatibility with other systems 

Lack automated updates on progress of a claim
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Why ERP – S4Hana?

People 

Technology

Process

Facilitate the consolidation of the various 
systems 

Provide a single source of data and enable collaborative work 
across the various departments Provide a single source of data 
and enable collaborative work across the various departments

Drive a truly digital transformational strategy that will integrate 
with the Fund’s ecosystem to enable customer centricity, 
automated processes, process efficiencies and data driven 
decision making

Address the functional elements, and introduce extensive automations 
to enable efficiency gains, and address the core of the pain points in 
all of the Fund’s departments.
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Critical choice criteria

Private vs Public Cloud 

More flexibility

Flexibility

PRIVATE CLOUD PUBLIC CLOUD

Comprehensive

Customizability

Can customize core functions

Core

Complete control and easy for compliance

Control and compliance

Limited flexibility

Flexibility

Limited

Customizability

Clean core, standardized

Core

Cloud provider provides control and 
compliance

Control and compliance
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Implementation Plan
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Key lessons from the journey

Prioritise Data 
Migration

Prioritise migration 
of data in the 
project plan

Continous Training
Training , ensure users 
understand how SAP 
works .  
Do not train once.

Dedicated full 
time project team

User competency 
testing

Overoptimism

Over optimistic  
timelines may affect 
the overall quality of 
the project product

Do a competency test 
frequently to ensure data 
quality

Essential to have a dedicated 
project team
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Benefits 

Team

Costs

Customer experience

Process

• Collaboration
• Cohesion
• Accountability
• Effectiveness

• Single view of the client and 
therefore greatly improved 
the customer experience

• Improved customer 
feedback

• Increased customer touch 
points

• Reduced costs per claim
• Infrastructure costs
• Admin costs

• Accurate data analytics
• Improved business 

efficiency, workflows, 
funeral claims

• Real time access
• Data driven decision 

through the BI department



Challenges

Project challenges encountered

Gen Z
Change Management
Change Management
Change Management

Fatigue
Balance load
Rotate teams

Uncertainty 
among staff
Continuous 
Communication

Stakeholders
Continuous 
Communication

Detractors
Strong leadership

Scope creep
Strong project 
governance



© AFSUG 2023 | All Rights Reserved.

Guiding Principles

Things that worked well

Shifting the user's 
mindset  to a new 

cloud solution , most 
struggled to 

comprehend on how 
S4 HANA works but 
we managed to apply 
tools like the  Change 
Impact Analysis(CIA) 

to expedite this 
change

Continuous Vendor
Engagement – helped
to address project
issues quickly

Recruitment of  
temporal staff   

allowed the project 
team to have more 

time and commitment 
on project

Early Go-Live assisted 
on enforcing  users to 
work on the system 
and identify issues 

quickly

Weekly SAP meetings

with EXCO guidance

to review progress and

make decisions
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Prospects

What the future holds!

Transformation and Innovation is one of the pillars of our 
2024-2028 strategies and it emphasizes employing 
technology innovations to transform the business.

Improved throughput through 
artificial intelligence

Improved collaboration 
through the SAP CX

Cost efficiencies and 
diversification.

Streamlined business 
processes through Signavio
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