
REQUEST FOR APPROVAL: ADDENDUM TO SITA PRIMARY SLA 8211_001

TO : DIRECTOR GENERAL (ACTING)

MS THULISILE MANZINI

THROUGH : CHIEF FINANCIAL OFFICER (ACTING)

MR IAN CHABALALA

FROM : DEPUTY DIRECTOR: IT & IM

MR ELMON LEKOLOANE

DATE : 25 April 2024

REQUEST FOR APPROVAL: ADDENDUM TO SITA PRIMARY SLA 8211_001

CLASSIFICATION: CONFIDENTIAL

1. PURPOSE

1.1 To request the Acting Director General (ADG) to sign and approve an addendum to the

SITA Primary Service Level Agreement (SLA) 8211_001 for purposes of adding the

Electronic Document Delivery (EDD) service to the SLA.

2. BACKGROUND

The EDD service is not included on the current SITA SLA 8211_001 which expires at

the end of the 2025/26 financial year. The EDD service enables the department’s

employees to receive Pay Slips, IRP5s, and Adjustment Letters electronically. This

eliminates the need for the department to keep voluminous amounts of paper records

which are prone to being lost and unauthorized disclosures. It is against this background

that this service is sought to be added to the SITA SLA 8211_001.



REQUEST FOR APPROVAL: ADDENDUM TO SITA PRIMARY SLA 8211_001

3. ATTACHMENTS

 ADDENDUM 01 TO Annex_001-K VERSION 1.0

 Annex K to SLA 8211_001

 SLA 8211_001

4. LEGISLATIVE IMPLICATIONS

4.1 The SITA Act 88 of 1998.

5. ORGANISATION IMPLICATIONS

5.1 The EDD service will enable the department to receive Pay Slips, IRP5s, and

Adjustment letters electronically.

6. FINANCIAL IMPLICATIONS

6.1 The total cost for the EDD service for the 2024/25 financial year is R2 152.92, while the

cost for the 2025/26 financial year is R 2 258.41. The expenditure will be covered

through Voted fund Programme 1: ICT Unit.

Budget Available YES                NO

Ms. Josephine Dube

Deputy Director: Management Accounting

        Signature _________________      Date _____________________
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7. RECOMMENDATION

7.1 It is hereby recommended that the Acting Director General (ADG) sign and approve an

addendum to the SITA Primary SLA 8211_001 for purposes of adding the Electronic

Document Delivery (EDD) service to the SLA.

REQUESTER

__________________________
MR ELMON LEKOLOANE

DEPUTY DIRECTOR: IT & IM

DATE: ______________________

REQUEST SUPPORTED YES NO

______________________
MR IAN CHABALALA

CHIEF FINANCIAL OFFICER (ACTING)

DATE: __________________

REQUEST SUPPORTED YES NO

________________
MS MBALI MBATHA

CHIEF DIRECTOR: CORPORATE MANAGEMENT SERVICES

DATE: ___________________



REQUEST FOR APPROVAL: ADDENDUM TO SITA PRIMARY SLA 8211_001

7. RECOMMENDATION

7.1 It is hereby recommended that the Acting Director General (ADG) sign and approve an

addendum to the SITA Primary SLA 8211_001 for purposes of adding the Electronic

Document Delivery (EDD) service to the SLA.

RECOMMENDATION APPROVED    YES                         NO

___________________________

MS THULISILE MANZINI

DIRECTOR GENERAL (ACTING)

DATE: _____________________
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Annex K:  Electronic Document Delivery 

K1.  Service Classification  
This Service is classified as Electronic Document Delivery in terms of the SITA Products and Services 
Catalogue and as a non-mandatory service in terms of the SITA Act. 

 

K2. Reference(s) 
a) Notice from National Treasury dated 21-07-2020, document number: PERSAL Notice Number 363. 
 

K3. Benefit Statement 
 

 

# Aspect of business challenge 
Value statement 

Area Statement 
1 Going Green Cost No more paper usage  
2 Planned business Time Contracted SLA for 3-5 years 

3 Duplication Cost 

Government entities need not 
cater for EDD equipment, 
personnel and human 
resources 

4 Service delivery Cost 
The speed that SITA can deliver 
the documents is possible 
through our capacities 

5 Efficiency Time 

The automation capability 
enabled by cloud computing 
reduces routine tasks such as 
system/environment 
provisioning and de-
provisioning. Relief from these 
tasks enables SITA IT to focus 
more on value added initiatives 
and projects to improve the 
competitiveness of the 
business.  
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K4.  Electronic Document Delivery – Configured Service 
 

K4.1 Service Metric:  
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iv
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Service 
Offering Service Description 

Configured Service Workload 

Service 
Components 

Measurement 

Service M
anagem

ent 

Basic features 
Additional 
features 
required 

Contracted Cap Metric Unit of measure 

Electronic 
Document 
Delivery 

Receiving / merging / 
manipulating of variable 
data to be processed on 
predefined templates and 
distributed to various 
platforms.(SMS, E-Mail, 
Web enabled Platforms) 

EDD  

12 million 
documents 

within 
contracted 
timeframe 

Unlimited 
Documents 

within 
contracted 
timeframe 

Pre-processing 1. Number of hours 
2. % instances meet 
 

1. Hours 
2. Volumes 
 Any pre-processing 

added 
 

Document composition  

Forms design  

Backup service  

SLA Reporting  

24 x 7 (including public 
holidays) 

 EDD 1. 99% of documents 
processed within 
contracted timeframe 

2. 95% of incidents will be 
resolved within 
resolution times rolled 
up across all priorities as 
follows: 
• Critical: 4 Hrs 
• High: 8 Hrs 
• Med: 16 Hrs 
• Low: 32 Hrs  

1. Hours 
2. Percentage 
 

Volume [>10 million 
documents] vs. 
contracted timeframe 

 

Scheduled capacity to be 
added after hours  

 

Pressing timelines  

Prioritization  

Storage  EDD server 
storage 
 
 

1. 99% Availability 1. % Availability  

Electronic Document 
Delivery  
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Service Desk 

The handling of agreed 
inbound communication 
channels within acceptable 
response times and quality 
levels. 

1. Responsiveness and 
quality of Service 
Desk 

None 
Available 

  

1. Service Desk: 
Call Answering 

1. 80% of calls handled in 20 
seconds. 

2. 80% Satisfaction Levels 

Responsiveness 
and quality of 
Service Desk 

Incident and 
Request 

Management 

Implementation of the 
Incident/ Request 
Management process 
supporting effective 
monitoring and escalation 
as defined by the escalation 
procedure with the 
Customer. 

2. Incident / Request 
Escalations 

None 
Available 

  

2. Incident and 
Request 
Management: 
Monitoring 
and escalation 

90% Escalations as per 
agreed escalation procedure 

Incident / 
Request 

Escalations 

Incident 
Management 

Provision of Incident/ 
Request Management 
reports on the performance 
of all Technical Support 
environments. 

3. Availability of 
Incident/ Request 
Management 
Performance Reports 

None 
Available 

  
3. Incident 

Management: 
Reporting on 
performance 
against all 
Incidents and 
Request 

90% Availability of Service 
Management Reporting 
Platform 

 

Availability of 
Incident/ Request 

Management 
Performance 

Reports 
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K4.2 Services Detail 

Product/ 
Service 

Category 

Product/ 
Service 

Sub 
Category 

Product/ Service 
Component 

Product/ Service 
Component 
Description 

Product/ 
Service 

Measures 

Definition of Product/ 
Service measures Service Level Metrics Dependencies 

Electronic 
Document 
Delivery 

Electronic 
Document 
Delivery 

Pre-processing: 
(scanning, data 
conversion, 
document 
composition, form 
creation) 

Preparation of raw data 
into a preferred printable 
print stream for printing 
and a readable print 
stream for viewing. 

1. Number of 
hours 
 
2. % instances 
met 

Number of hours 
and/or 
Number of pages handled 

1. 24 hours for processing 
services 
 
2. 95% of instances 
(volumes and timeframe) 
met 

• Timely supply of data  

Electronic 
Document 
Delivery 

Electronic 
Document 
Delivery 

Electronic 
Document 
Delivery 

Receiving / merging / 
manipulating of variable 
data to be processed on 
predefined templates and 
distributed to various 
platforms.(SMS,E-Mail, 
Web enabled Platforms) 

1. Number of 
documents 
processed 
2. Time period 

Number of hours 
and/or 
Number of pages handled 

99% of documents 
processed within 
contracted timeframe. 
 
2. 95% of incidents will be 
resolved within resolution 
times rolled up across all 
priorities as follows: 
• Critical: 4 Hrs 
• High: 8 Hrs 
• Med: 16 Hrs 
• Low: 32 Hrs 

 Scanning: 
  • Condition of original document 
  • Timely supply of original documents to be 
scanned 
Data conversion: 
  • Data integrity 
  • Timely supply of original data to be 
converted 
Document composition: 
  • Data integrity 
  • Timely supply of original data to be 
converted 
  • Specifications from client 
Forms design: 
  • Data integrity 
  • Timely supply of original data to be placed 
  • Specifications from client for outlay 

Electronic 
Document 
Delivery 

Electronic 
Document 
Delivery 

Electronic 
Document 
Delivery Server 
Storage 

Storage and archiving of 
data 

Availability Storage Availability 
Online 1 Year 

99% availability • Timely supply of data  
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Product/ 
Service 

Category 

Product/ 
Service 

Sub 
Category 

Product/ Service 
Component 

Product/ Service 
Component 
Description 

Product/ 
Service 

Measures 

Definition of Product/ 
Service measures 

Service Level Metrics Dependencies 

Electronic 
Document 
Delivery 

Electronic 
Document 
Delivery 

Service Desk: Call 
Answering 

The handling of agreed 
inbound communication 
channels within 
acceptable response 
times and quality levels. 

Responsiveness 
and quality of 
Service Desk 

Number of calls handled 
that have breached 20 
seconds before being 
answered) / Total number 
of calls received for the 
calendar month (within 
stipulated service hours) 

1. 80% of telephone calls 
handled in 20 seconds, and 
e-mail calls within 30 
minutes, over a period of 
one calendar month 
2. 80% Satisfaction Levels, 
i.e. (Inbound calls) 

1. Volumes of calls as per proposal not 
exceeding (10) per month also taking into 
account demand patterns.  
2. Volumes of emails / faxes as per proposal not 
exceeding (100,000) per month also taking into 
account demand patterns.  
3. Level of users participating in the survey to 
obtain a reasonable sample impact by Client 
intervention. 

Electronic 
Document 
Delivery 

Electronic 
Document 
Delivery 

Incident and 
Request 
Management: 
Monitoring and 
escalation 

Implementation of the 
Incident/ Request 
Management process 
supporting effective 
monitoring and escalation 
as defined by the 
escalation procedure with 
the Client 

Incident / 
Request 
Escalations 

% of automated 
escalations carried out as 
per agreed escalation 
procedure. 

90% escalations as per 
agreed escalation 
procedure 

1. The Client must provide a process owner.  
2. As per agreed scope of the escalation 
procedure enabled by the Client and/or 3rd 
Parties. 

Electronic 
Document 
Delivery 

Electronic 
Document 
Delivery 

Incident and 
Request 
Management: 
Reporting on 
performance 
against all 
Incidents and 
Requests 

Provision of Incident/ 
Request Management 
reports on the 
performance of all 
Technical Support 
environments 

Availability of 
Incident/ 
Request 
Management 
Performance 
Reports 

Provision of access to 
automated reports on: 
• Mean Time to Resolve 
(MTTR) per service 
category and priority 
• Mean Time to Respond 
(MTTr) per service 
category and priority 

90% Availability of Service 
Management Reporting 
Platform 

1. Process / Procedures must be followed by 
Client and/or 3rd Parties.  
2. Information integrity captured by Client 
and/or 3rd Parties.  
3. Performance service levels are to be defined 
by Client for parties involved in execution for 
SITA to monitor, evaluate and report on 
performance 
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K5. Roles and responsibilities 
 

Service  
Sub-category 

Responsibilities 

SITA Client 

Pre 
Processing 

1. SITA is responsible for the processing of data 
provided by the application programs of the 
Client/ application owner. 

2. SITA shall backup and store all master files, 
forms, logos and graphics. 

3. SITA shall maintain adequate levels of 
consumables. 

 

1. The application owner shall inform SITA in 
writing at least 30 working days in advance of 
any change regarding processing requirements 
of resources or of a change in service 
procedures. All changes shall be channelled 
through the SITA Service Desk. 

2. The Client/ application owner shall inform SITA 
on the same day when delivery has been taken 
of the processed documents, whether any 
erroneous processing has occurred. 

3. The application owner/Client shall inform SITA 
before 12:00 on Fridays if special runs are to be 
required over weekends. 

EDD 1. Processing of data provided by the application 
programs of the Client/ application owner. 

2. Correct execution of the tasks.  
3. Inform the application owner one (1) calendar 

month in advance of any change or upgrade.  
4. Backup and store all master files, forms, logos 

and graphics. 
5. Maintain authorised access control. 
6. Compile annual processing schedule together 

with all parties. 
7. SITA will prioritize distribution based on the 

following criteria: 
●     Email present, cell number present – Email 
●     Email present, cell number absent – Email 
●     Email absent, cell number present – SMS 
●     Email absent, cell number absent - upload 
 

1. Responsible for the integrity and correctness of 
the input data together with the application 
owner. 

2. Inform SITA in writing at least 30 working days 
in advance of any change regarding processing 
requirements of resources or of a change in 
service procedures via the SITA Service Desk. 

3. Inform SITA on the same day when delivery has 
been taken of the processed documents of any 
erroneous processing. 

4. Comply with the minimum security 
requirements governing the service as specified 
in the References. 

5. Inform SITA before 12:00 on Fridays if special 
runs are to be required over weekends. 

Post 
Processing 

1. SITA shall maintain adequate levels of Service 
2. Ensure quality of processing and media. 

 

1. Clear post processing instructions. 
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K6. Pricing 
SITA is currently in the first bracket but will invoice accordingly based on increasing volumes. Invoicing will indicate 
where SITA is with regards to volumes. The pricing model is usage based and also volumes driven: 
 

K6.1 Pricing from 01 April 2024  
 

Client Monthly Costing  Quantity Cost 
Monthly Pay slips 357 R 135.66 

15% Vat R 20.35 

Annual Total (VAT incl.) R 139.09 

    
Client Monthly Costing  Quantity Cost 
Annual Pay slips 4 284 R 1,627.92 

Annual IRP5's 321 R 122.09 

Annual Adjustment Letters 321 R 122.09 

15% Vat R 280.82 

Annual Total (VAT incl.) R 2,152.92 
 

K7. Penalties  
If SITA fails to achieve the service levels that are stipulated above, and provided that such a failure is not caused by a 
failure of the Client to comply with its obligations and duties in terms of this SLA, SITA will be responsible for a 5% 
penalty for the unavailability of this service to the value of transactions not met within the SLA between SITA and its 
clients. This penalty will not be enforced if the unavailability of the services is due to power failures and/or SITA’s 
infrastructure.  Credit notes will not be processed for such penalties in the event of the Client’s Account being in the 
arrears. 
 

K8 Dependencies and constraints  

K8.1 Dependencies: 
1. The timely provision of the exact specifications and correct implementation date of requests related to form, font 

and logo design or modification.  
2. The written approval by the Client of the concept design of logos, font and forms, before implementation. 
3. The Client’s correct definition of the forms, fonts and logos in the application forms. 
4. The written approval by application owner of the concept design of logos, font and forms, before implementation. 
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K9. Certification: 
 
We hereby certify that this Annex covers the full extent of the Electronic Document Delivery as required.  We further 
accept the service and the price accordingly.  
 
 
This Annex shall be effective from 1 April 2024 until 31 March 2026. 
 
 
Thus done and signed at ____________________________ on this ______ day of _______________ 20_____ 
 
 
 
Signature: _______________________________   
 
 
Full names: _______________________________________                                                                                       
On behalf of the Department of Small Business Development 
And duly authorised thereto 
 
 

  
 
 
 
Thus done and signed at ____________________________ on this ______ day of _______________ 20_____ 
 
 
 
Signature: _____________________________   
 
 
Full names: ______________________________________ 
On behalf of State Information Technology Agency SOC Ltd  
And duly authorised thereto 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

p.p.

Centurion 24th April 24

Elsje Guldenpfennig

Pretoria 25 April 24



 
 

ADDENDUM 03 TO 8211_001 ver 2.0 (PRIMARY SLA 8211_001 VERSION 2.0)  

 

between 

 

DEPARTMENT OF SMALL BUSINESS DEVELOPMENT 

(hereinafter referred to as “the Client”) 

 

and 

STATE INFORMATION TECHNOLOGY AGENCY (PTY) LTD  

a state-owned company registered in terms of the Companies Act, 2008 (Act 71 of 2008), as amended 
Registration number 1999/001899/30 

(hereinafter referred to as “SITA”) 

 

(jointly referred to as the Parties) 

 
 

 

 

 

 

 

 Non-Executive Dir ector s : 

Mr K Pillay (Chairperson), Ms L Petlele (Deputy Chairperson), Ms N Pietersen, Ms K Sibanda, 

 Ms L Abrahams (Dr), Mr M Mnisi, Mr L Keyise, Ms L Mseme, Ms R Naidoo 

 

Executive Dir ector s : 

Mr S Dzengwa (Managing Director: Acting) Mr MK Kgauwe (Chief Financial Officer),  

Ms Bridget Laka (Company Secretary) 
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1. INTRODUCTION 

1.1. The parties entered into Primary SLA 8211_001 ver 2.0 on 01 April 2016   
 

1.2. The parties have agreed on the amendment of the Agreement, as set out hereunder. 
 

1.3. This Addendum constitutes an agreed written amendment to the Primary SLA 8211_001 ver2.0. 

2. ADDENDUM TO THE SLA 

2.1. Addendum to Primary 8211_001 ver. 2.0. This Addendum is legally binding.  

 

2.2. All other provisions of the SLA which have not been amended by this addendum will remain enforce.  

3. COMMENCEMENT OF THIS ADDENDUM 

3.1. Notwithstanding the date of signature of this Addendum, this Addendum shall commence on 01 April 2024 until 
March 2026. 

4. AMENDMENT TO AGREEMENT  

The below table depicts the cost breakdown of all services rendered through various annexes.  

 
4.1. The parties agree that the Agreement is amended to reflect all the service annexes that are linked to the Primary 

SLA and the costing associated thereof will cover the period from 01 April 2024 to 31 March 2026. 

5. CONFIRMED FINANCIAL IMPLICATION 

5.1. The below table confirms the financial implication on Primary SLA 8211_001 ver 2.0  

 

 
 

  

Description Annex Annual Total (2024/25)  Estimate price (2025/26)  

Mainframe Hosting E R335 223.53 R351 649.48 

LAN and Desktop Support (Security Management s & 

Desktop Management services) 
F 

R2 156 218.61 R2 261 873.32 

LAN and Desktop Support G R151 261.32 R158 673.12 

Hosted Batch Printing H Annex to be terminated 

Electronic Document  K  R2 152.92 R2 258.41 

Total per annum (15% VAT Included)  R2 644 856.38  R2 774 454.34  
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6. GENERAL 

6.1. No amendment to this Addendum shall be valid unless reduced to writing and signed by the duly authorised 

representatives of both parties. 

 

7. SIGNATURES  

 

Thus, done and signed at ________________________ on this _____ day of _______________ 2024. 

 

 

________________________________________ 

SIGNATURE 

 

FULL NAMES: _______________________________________________________ 

On behalf of the State Information Technology Agency SOC LTD   

And duly authorised thereto 

 

______________________    ______________________ 

AS WITNESS      AS WITNESS 

 

 

Thus, done and signed at ________________________ on this _____ day of _______________ 2024. 

 

 

________________________________________ 

SIGNATURE 

 

FULL NAMES: _______________________________________________________ 

On behalf of the Department of Small Business Development 

And duly authorised thereto 

 

______________________     ______________________ 

AS WITNESS       AS WITNESS 

Benoni 24 April

BONKE  NKOSI

25 AprilPretoria










































































	238224: Yes
	238225: Off
	238226: 26 April 2024
	238227: 
	238216: 25 April 2024
	238217: 25 April 2024
	238229: Yes
	238230: Off
	238231: 22 July 2024
	238232: The Department may want to look into a permanent solution
	238234: Thulisile Manzini
	238236: Thulisile Manzini
	238219: 25 April 2024
	238220: The system period can be extended and be aligned to the main agreement with SITA
	238221: Off
	238222: Yes
	238211: 25 April 2024
	238212: The budget is available
	238213: Off
	238214: Yes
		JDube@dsbd.gov.za
	2024-04-25T09:54:04+0000
	-23.4012946, 29.4179324
	Josephine Dube
	Signed by  Josephine Dube, JDube@dsbd.gov.za


		elekoloane@dsbd.gov.za
	2024-04-25T09:55:07+0000
	Lesetja Elmon Lekoloane
	Signed by  Lesetja Elmon Lekoloane, elekoloane@dsbd.gov.za


		Ichabalala@dsbd.gov.za
	2024-04-25T10:40:01+0000
	-29.6015249, 30.3790245
	Ian Chabalala
	Signed by  Ian Chabalala, Ichabalala@dsbd.gov.za


		Ichabalala@dsbd.gov.za
	2024-04-25T10:40:24+0000
	-29.6015249, 30.3790245
	Ian Chabalala
	Signed by  Ian Chabalala, Ichabalala@dsbd.gov.za


		MMbatha@dsbd.gov.za
	2024-04-26T12:00:25+0000
	Mbali Mbatha
	Signed by  Mbali Mbatha, MMbatha@dsbd.gov.za


		MMbatha@dsbd.gov.za
	2024-04-26T12:00:54+0000
	Mbali Mbatha
	Signed by  Mbali Mbatha, MMbatha@dsbd.gov.za


		tmanzini@dsbd.gov.za
	2024-07-22T14:31:34+0000
	-25.8355, 28.166
	Thulisile Manzini
	Signed by  Thulisile Manzini, tmanzini@dsbd.gov.za


		tmanzini@dsbd.gov.za
	2024-07-22T14:31:44+0000
	-25.8355, 28.166
	Thulisile Manzini
	Signed by  Thulisile Manzini, tmanzini@dsbd.gov.za


		tmanzini@dsbd.gov.za
	2024-07-22T14:32:20+0000
	-25.8355, 28.166
	Thulisile Manzini
	Signed by  Thulisile Manzini, tmanzini@dsbd.gov.za




