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Abstract
Purpose – Many organisations, including professional councils, operate manually to ensure document
flow to clients and stakeholders. This results in the loss of valuable documentation such as certificates
and the incurring of costs due to the returning of post to the sender. The purpose of this study was to
explore digital transformation of document flow at the South African Council for Social Science
Professionals.

Design/methodology/approach – The methodological approach involved qualitative data collected
through interviews, observation and document analysis in response to research questions. The study was a
participatory action research project that involved collaboration between researchers and study participants in
defining and solving the problem through needs assessment exercise. All three phases of participatory action
research were followed, namely, the “look phase”: getting to know stakeholders so that the problem is defined on
their terms and the problem definition is reflective of the community context; the “think phase”: interpretation
and analysis of what was learned in the “look phase” and the “act phase”: planning, implementing, and
evaluating, based on information collected and interpreted in the first two phases.
Findings – The study identified various issues relating to poor data quality, high rate of registered
postal returns and non-delivery electronic messages that cannot reach all the intended recipients and
accumulation of data for decades. In this regard, the study proposes a framework that can be used by
SACSSP to update and verify their details on the portal, as well as digital certificates for
membership.
Research limitations/implications – Although the proposed framework is tailor-made for the
professional council, it is not depended on prescribed technologies due to usage of open standards that can be used
by industry and researchers. Therefore, it can be applied in other context where institutions such as universities
communicate withmany clients via postal or courier services.
Originality/value – The study used participatory action research involving the researchers and the
organisation to solve the problem. The study presented a workflow that the council can use to ensure that
the documents reach intended recipients. Furthermore, digital transformation of the process will ensure that the
registered professionals are able to access their certificates online and can print themwhen necessary.
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1. Introduction and background to the problem
Many organisations in the global south, including the South African Council for Social
Science Professionals (SACSSP), use postal and messenger services to deliver documents to
their remote clients, as well as internal and external stakeholders. This happens because
some of the clients of such organisations reside in rural areas without access to a
technological infrastructure. The postal service has been in existence in one form or another
since time immemorial. This used to be a physical delivery service. For example, sending
letters through the postal system occurred from around 2400 BC in Egypt, when Pharaohs
were sending decrees throughout the state (Bellis, 2019). The current method of prepaid
postage was introduced through the publication of Post Office Reform: Its Importance and
Practicability in England (Hill, 1837). Prior to this period, postage used to be post-paid and
the receiver was supposed to pay when receiving. This has led to postal returns in the USA
where postal receivers were not accepting the post; the first cases of such were recorded in
the year 1773 (National Archives Catalog, 2020). By 2015, this prepaid method was costing
the United States Postal Service (USPS) about $20bn annually in mail returned to the sender
(Office of Inspector General, 2015). Stangle (2017) has identified factors that lead to postal
returns such as: residents not updating their addresses upon moving and people who
intentionally do not want to be found.

The Republic of South Africa (RSA) has its own share of postal activities, and evidence of
regulation of the post office occurred in 1911, through the enacting of the Post Office
Administration and Shipping Combinations Discouragement Act (Republic of South Africa,
1911). Further amendments were made in 1934 to make provision for postage by the licenced
receiver of unpaid postal service (Hoal et al., 1936). The RSA Government regards the post
office as a channel for communities that do not have access to e-mail in the most rural parts
of the country without access to electronic media and the internet (Republic of South Africa,
2016). One of the challenges that has been experienced is that there has been limited
intervention to ensure universal access of internet connectivity to help marginalised, remote
rural communities. Muriithi, Horner and Pemberton (2016) state that adequate internet
connectivity, institution strategies aiding access and the level of complexity and use are
factors inhibiting the adoption of the use of technology (National Planning Commission,
2012). However, external factors such as the advent of artificial intelligence, blockchain,
Internet of Things and robotics are considered driving the need for digital transformation
worldwide (Verhoef et al., 2019). Digital transformation brings processes that rely on digital
technologies and capabilities, to enable business models to be adopted to create value
(Morakanyane et al., 2020, p. 4356). While the digitisation of records process is ongoing,
organisations are confronted with limited lifespan of digital records which has effect on
digital continuity (ISO 16175–2:2020, p. 3).

For those who are unable to adopt technology, the South African Post Office (SAPO) has
been providing advice on reducing undelivered mail, by asking people to ensure the
correctness of addresses and the spelling of street names and towns so that they can receive
their post (SAPO, 2020b). However, the SACSSP is not immune to this challenge because it
has received its share of undelivered mail, as it relies on SAPO for delivery of post to social
service professionals (SACSSP, 2018). Among the items that go through the postal services
are practicing certificates by professionals, invoices, payment receipts, notifications of
membership renewal and other communication to its members. The current regulatory
constraint is that the SACSSP Act only makes provision for notices to social professionals
by registered letter sent through the post to their address as registered in the register
concerned (SACSSP, 1998). The delivery of certificates is important to social service
professionals because it allows them to practice and they are required to produce proof of

GKMC
73,1/2

124



their professional status when they change jobs. Hard copies are prone to manipulation and
digital certificates can be digitally verified with corresponding information in a certificate
vault or database. The SACSSP has been operating on a manual filing system and
disparaged information technology (IT) systems that made it difficult to have an integrated
view in support of digital transformation. All IT services are outsourced and it becomes
difficult for the organisation to access reports, as all access to the databases is controlled by
the service provider (SACSSP, 2018). The members’ qualifications are sent for verification to
the South African Qualifications Authority (SAQA) on an annual basis and the verification
process is delayed due to inconsistent data.

This study was conducted at SACSSP. The SACSSP is a statutory body established in
terms of Section 2 of the Social Service Professions Act, No. 100 of 1978 (RSA 1978: 4) as
amended by Act No. 102 of 1998 (RSA 1998: 4). The council guides and regulates the
professions of social work and child youth care work in aspects pertaining to registration,
education and training, professional conduct and ethical behaviour, ensuring continuing
professional development and fostering compliance with professional standards (SACSSP,
2018). The council’s office is situated in Pretoria, South Africa (RSA 1998: 4). The SACSSP
has been operating on a manual filing system and disparaged IT systems that made it
difficult to have an integrated view in support of IG. The organisation used an obsolete
Silverlight-based application (SACSSP, 2018). All IT services are outsourced, and it becomes
difficult for the organisation to access reports, as all access to the databases is controlled by
the service provider (SACSSP, 2018). The members’ qualifications are sent for verification to
the SAQA on an annual basis and the verification process is delayed due to inconsistent
data. The researcher was part of the exploratory meeting where challenges to information
access were raised, and permission was given for system overhaul to take place with a view
to maximise information efficiency and integration within the organisation (SACSSP, 2018).

The underlying rationale of this study was informed by the challenge of high numbers of
undeliverable documents, including practicing certificates at the SACSSP through the postal
services due to professionals who provide the SACSSP with incorrect addresses or SAPO
delivering to the wrong recipients. This study used three concepts of Control Objective for
Information and Related Technology (COBIT) 2019 under the planning domain as a lens to
explore digital transformation of document flow at the SACSSP.

2. Purpose and objectives of the study
The purpose of the study was to propose a digital transformation framework for document
flow at a professional council in South Africa. The specific objectives were to:

� determine data quality that can be attained to assist in the cleansing of
organisational data;

� assess current data management practices based on COBIT model;
� determine innovative solutions that can ensure that documents are delivered to the

intended recipients; and
� develop a framework for digital transformation for document flow.

The objectives have linkages to COBIT constructs chosen, namely, data quality, data
management and innovation, are explain further in the next section.

3. Theoretical framework and literature review
This study adopted COBIT 2019 as an underpinning framework. The COBIT framework
provides an integrated, top-to-bottom approach to IT governance from a business

End-to-end
digital

transformation

125



perspective (Samiotakis, 2013, p. 15). The framework as described by Mourad et al. (2017,
p. 4) is that COBIT is providing the “why” in solving business problems and supporting the
achievement of business goals. Mourad et al. (2017, p. 45) opine that COBIT may be
perceived as theoretical, as it does not deal with daily operational issues, it rather looks at
the organisation as a whole. Motii and Semma (2017, p. 49) state that COBIT provides a set
of rules for the effective management of IT governance. To reiterate, in this study, three
concepts from COBIT, that is, data quality, management and innovation within a plan
domain, were used to inform the literature review and data collection.

3.1 Data quality
COBIT outlines the definition and communication of quality requirements of all the
processes, and the procedures of enterprises to the satisfaction of the stakeholders (ISACA,
2018, p. 125). The process helps to identify quality requirements and/or standards and its
deliverables and to document how it demonstrates compliance with quality requirements
and/or standards (PMI, 2017, p. 277). The quality of services provided is determined by the
customer, based on whether their needs were met (Motii and Semma, 2017, p. 53). According
to ISO 16175–2:2020 standard the use of software applications enables business activities or
transactions that captures through the involvement of identifying sets of digital information
to serve as records that are linked to their business context using metadata. Once data has
been processed, the contents need to be described and organised in a way to facilitate its
access through metadata (Borgman, 2003, p. 68).

Enterprises should decide that the sources of their data require quality checking before
analysis (Zikopoulos et al., 2013, p. 228). According to Heim (2020), the US National Archives
had altered images of a women’s march that was critical of previous US President, Donald
Trump at the time, which raises concerns about the quality of data presented to the
unsuspecting public. The process involved the blurring, editing and digitally altering of
images, thereby erasing something that was accurately captured by camera. The same
happened to a young climate activist, Vanessa Nakate from Uganda (Nakate, 2020), who
stated on social media that she was cropped out of a group photo taken at the World
Economic Forum in Davos 2020. When she complained about the omission, the altered
photo was removed and the original picture was published (Dahir, 2020). The original intent
of digitising records was to improve and expand access, and this is evident in the increased
access to online museums and libraries (Borgman, 2003, p. 64).

A data quality assessment approach that must be adopted by organisations dictates that
data should be explored, transformed, prepared and cleansed before the application of
algorithms (Polzonetti and Sagratella, 2017, p. 1481). The components that are needed in
data quality assessment are tabulated in Table 1 to ensure cleanliness and accuracy of
information.

After data standards have been set, underlying technologies such as unstructured
supplementary service data (USSD) and the quick response (QR) code system will have to be
deployed to support the contact verification processes that is executed in data management.

3.2 Data management
Data management as described in COBIT is regarded as the achievement and sustenance of
“effective management of the enterprise data assets across the data life cycle, from creation
through delivery, maintenance and archiving” (ISACA, 2018, p. 143). Data embedded in
paper records have been accumulated and preserved for decades by public institutions, and
therefore it has been difficult for organisations to digitise legacy documents to support data-
driven decision-making (Brown and Toze, 2017, p. 587). Such data will become inaccessible
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because of the degradation of storage media or because of obsolescence of the hardware,
which led to software being used to create them (Borgman, 2003, p. 230). Han et al. (2011,
p. 5) point out the challenges encountered by organisations that have accumulated large
deposits of data in their databases, known as big data.

Gartner (2012) defines big data as “high-volume, high-velocity or high-variety
information assets that demand cost-effective, innovative forms of information processing
for enhanced insight, decision making and process optimisation.”Walker and Brown (2019,
p. 1) describe three characteristics of big data, namely, volume, which is regarded as a large
amount of data; velocity, which refers to the speed of data creation transfer; and variety,
which refers to different types of data collected. However, there is a serious challenge in
analysing huge amounts of data when an organisation tries to harness big data for making
business decisions (Valacich and Schneider, 2018, p. 43). SAPO (2020a) has incentivised
organisations and people to update their records on the postal data description enhancement
system for data cleansing and verification. Figure 1 is a depiction of the adoption of mail
workflow by the United States Patent Classification to update addresses of customers.

Before access can be granted to anybody to update records, technologies such as a facial
recognition system can be used. Facial recognition is based on accessing human faces from
several databases and shows variability in facial expression, resolution, gender, age,
lighting, background and makeup, among other facial attributes (Kak et al., 2018, p. 164).
However, there has been growing resistance to the implementation of facial recognition
systems, which has led to San Francisco public agencies banning the use of these, due to
tracking and monitoring that have led to compromised civil rights (Andrejevic and Selwyn,
2019, p. 3). Activists in the UK have painted their faces as a form of protest against mass
surveillance (Laney, 2020).

3.3 Innovation
The most important aspect of record creation is that it must be linked to the context of the
business processes and use. Despite these linkages and business classifications, most
computing solutions fail because basic human factors are not considered, whereas the focus
is on features, among other things (Borgman, 2003). One example stated by Katuu (2016)
would be the standards that do not move with times in embracing collaborative approach
and not responding to current electronic records management software. The creation of
business processes can ensure that innovation as seeking to “achieve competitive
advantage, business innovation, improved customer experience, and improved operational
effectiveness and efficiency by exploiting information and technology developments and
emerging technologies” (ISACA, 2018, p. 18). A study conducted by Mhlungu et al. (2019,
p. 7) concludes that customers’ favour enterprises that provide digital offerings, which

Table 1.
Data quality
components

Component Component explanation

Parsing Separation of data and parsing it into a structured format
Standardisation Determination of the placement of data in each field and ensuring its storage in

standardised format
Validation Ensuring the consistency of data against the pre-set validation rules
Verification It involves checking of data against a source of verified information
Matching It identifies duplicate records and merges those records correctly

Source: Zikopoulos et al. (2013, p. 228)
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clearly shows that an organisation has the capability to respond to the market. These
initiatives have brought a huge improvement in bringing innovative solutions to the market.
Previously, universities and companies had research programmes that were complex and
involved bureaucratic processes, which often resulted in the actual innovations becoming
outdated and failing to reach the intended market (Valacich and Schneider, 2018, p. 30). The
organisations such as Kodak and Blackberry that became obsolete due to their failure to
innovate (Mui, 2012).

To counter that, Chesbrough and Bogers (2014, p. 12) use the term “open innovation,”
which is defined as a

Distributed process based on purposively managed knowledge flows across organisational
boundaries, using pecuniary and non-pecuniary mechanisms in line with the organisational
business model. These flows of knowledge may involve knowledge inflows to the focal
organisation (leveraging external knowledge sources through internal processes), knowledge
outflows from a focal organisation (leveraging internal knowledge through external
commercialisation activities).

3.3.1 Drivers of innovation. Organisations that innovate will be able to do things faster,
better and cheaper than its competitors and in the process gain a more competitive
advantage (Valacich and Schneider, 2018, p. 102). Email, audio and video-conferencing have
assisted in speeding up the flow of information and eased the task of coordinating and
controlling business activities (Wild and Wild, 2016, p. 42). Investing in intellectual capital
that would work in a shared-effort strategy through open source systems to produce large-
scale efficiencies can be advantageous (Maney et al., 2011, p. 192).

3.3.2 Challenges in the adoption of innovation. Despite the advances in innovations, most
computing solutions fail because basic human factors were not considered, whereas the
focus was on features, release timing and price, among other things (Borgman, 2003).
Innovation is short lived, risky and open to be replicated by competitors: one example that
comes to mind is the Uber ridesharing app that was disrupted by its own invention in China
by Didi Chuxing (Valacich and Schneider, 2018, p. 93). Most publishers suffer financial
losses due to copyright infringements resulting from them photocopying and printing from
one purchased copy and providing a mass delivery service at a cheaper rate (Feather, 2013).

Figure 1.
Mail workflow
(Stangle, 2017)
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3.3.3 Unstructured supplementary service data technology for contacts verification. The
USSD technology has primarily been used by cell phone providers in Africa to perform
money transactions and certain enquiries, such as requesting prepaid airtime from the cell
phone network provider (Zhou et al., 2015, p. 57). According to Nkoma (2018), USSD uses a
protocol used by global system for mobile communication networks for communication
between a subscriber and the service provider’s servers to provide a service. Unlike short
messaging service (SMS), USSD is a service-oriented technology that provides immediate
warranty on delivery of messages sent (Black et al., 2012). This form of technology is not
reliant on the internet or a smartphone to be accessed, but uses simple USSD instructions
that bear no costs. USSD is considered a better solution that offers more privacy, even when
used in the least expensive phones. Since USSD is session-based technology, sensitive data
of the customer is encrypted in the servers of the service provider (Kumar et al., 2019).

3.3.4 Quick response code system. One of the mitigating factors that can be used is the
QR code system that can be used to verify the validity of the certificate presented by social
service professionals (Goyal et al., 2016). The QR code was developed by Denso Wave
Incorporated, a division of Toyota, Japan, in 1994 as a code for quick reaction (Kiryakova
et al., 2013, p. 370). The QR code is a machine-readable two-dimensional (2D) label that
contains information that is encoded in four standardised encoding formats such as,
numeric, alphanumeric, byte/binary and kanji, as depicted in Figure 2 (Ozkaya et al., 2015,
p. 210). A convenience of QR codes is that they can be designed without any costs involved
to developing websites. One of the benefits that a QR code brings is that it can be used by
the elderly because of the limitation on typing either uniform resource locator addresses or
telephone numbers on the cell phone screens (Baik, 2012, p. 3).

The use of this technology requires a compatible camera and a QR reader on a
smartphone. Valacich and Schneider (2018, p. 182) found that an important aspect of a QR
code is that it points a customer to an intendedWeb service with predetermined actions that
must be acted upon to achieve desired results. Kiryakova et al. (2013, p. 374) identify one of
its drawbacks as its inability to provide the requesters with the information they need or to

Figure 2.
QR code example
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provide adequate content. Baik (2012, p. 7) proposes a QR code technology to conveniently
retrieve and access digital information as depicted in Figure 3 as follows:

� The requester will scan a QR 2D bar code using a smartphone.
� The translation service is activated by scanning software.
� Information is transmitted to a portal.
� Information is classified, and stored in the database.
� The requester obtains access to the requested information service.

4. Methodology
This study is a participatory action research project that involved collaboration between
researchers and study participants in defining and solving the problem through needs
assessment exercise (Creswell and Creswell, 2018). In this study, all three phases of
participatory action research were followed, that is, the “look phase”: getting to know
stakeholders so that the problem is defined on their terms and the problem definition is
reflective of the community context; the “think phase”: interpretation and analysis of what
was learned in the “Look phase”; and the “act phase”: planning, implementing, and
evaluating, based on information collected and interpreted in the other phases (Stringer,
2014). The current study made use of the qualitative research approach which involved the
collection of data through interviews, observations and document analysis (Bryman, 2016).
Interviews were conducted with purposively chosen staff members responsible for postal
dispatching – Participant A, communication – Participant B, registration – Participant C
and a board member – Participant D, as well as a representative of the service providers for
digital systems – Participant E and Participant F. Observations were also made in the
storage, as well as the registry where postage were sorted. Documents such as policies,
templates and directives were analysed. Data collected were integrated and organised
thematically to address the objectives of the study.

5. Ethical considerations
The researchers were part of the exploratory meetings where challenges to information
access were raised and permission was given for system digitisation to take place, with a
view to maximising information efficiency and integration within the organisation
(SACSSP, 2018, p. 1). We also participated in meetings where the issues involving digital

Figure 3.
QR process flow
(Baik, 2012, p. 7)
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certificates and enterprise resource planning system were discussed. Ethical clearance was
requested as prescribed by the policy of the University of South Africa for the ethical issues
that arose during the study. Furthermore, the SACSSP granted access to the researchers to
conduct the study. One of the ethical principles in governing research is that the researcher
should act with integrity at all stages of the project, which are design, implementation, and
dissemination (Given, 2016). All pictures taken during the study were presented to
management and permission was granted to include them in the study. Interviews were
conducted in the organisation and the interviewer took notes of the discussions, and
adjustments were made where necessary.

6. Presentation of data
The study used the constructs: data quality, data management and innovation of the
planning domain from the COBIT 2019 Framework, to inform the objectives, literature
review, as well as categorise the results. The results are presented alongside issues
encountered, as well as through pictures and verbatim quotes of the participants. To ensure
anonymity, participants had been assigned codes fromA to F.

6.1 Data quality
COBIT 2019 requires organisations to do data quality before analysis to identify situations
where data have been altered. For example, according to Heim (2020), the US National
Archives altered images of women’s march that was critical to US President, Donald Trump,
which brings concerns with regard to the quality of data presented to unsuspecting public
consuming this information. The process involved blurring, editing and digitally altering of
images, thereby erasing something that was accurately captured by camera. In the current
study, the biggest issue concerning quality of data in the organisation was inconsistencies
that led to the rejection of social service professionals’ qualifications. The following factors
(SACSSP, 2019) were found to contribute to data quality issues:

� No identity or passport number was found on some records.
� Incorrect identity values did not follow the numbering convention.
� Date of birth not matching identity number.
� Garbage values rejected – records which would be rejected by SAQA.
� Duplicate identity numbers.
� Invalid email addresses – submitted e-mail address validation checks failed, records

submitted with blank e-mails but need to be fixed on register for communications
aspects, etc.

� Physical address fields left blank with the input field defined as not compulsory.

It was found that the current system of sending documents by registered post had a high
rate of returns. The cost of postage and storage of returned items is about R32 for hard-copy
certificates and R18 for invoices and other small-sized documents. All undelivered post is
considered as a loss because the organisation incurs costs for posting and reprinting. For
example, Participant A, whowas responsible for dispatching post, indicated that:

We suffer significant losses due to undeliverable post. We are bound to create new files monthly
to archive these certificates and only go to them when the social professional concerned calls to
request an undelivered certificate. This is the time we get updated contact details. I can say that if
we post 100 documents, 60 of the posted documents are returned.
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This problem is also identified by Maluleke (2019) when he states that university
libraries experience the problem of losing materials in transit due to document delivery
services by the post office. This places significant financial burdens on academic
libraries, as the costs cannot be recovered (Maluleke et al., 2020). However, the SACSSP
has mitigation strategies to deal with the anticipated loss of certificates by sending
them by registered post. This process involves documents being tracked from source to
collection point and SAPO sending a slip to the recipient to collect from the relevant
SAPO branch.

In other instances, it was noted that social service professionals incur costs when
travelling to SACSSP offices to physically collect the returned certificates. Figure 4 depicts
files and cabinets with returned certificates that SAPO found to be undeliverable.

6.2 Data management
Data management is regarded as achievement and sustenance of “effective
management of the enterprise data assets across the data life cycle, from creation
through delivery, maintenance and archiving” (ISACA, 2018, p. 143). Data embedded in
paper records have been accumulated and preserved for decades by many public
institutions, and now it has been difficult for organisations to digitise legacy documents
to support data-driven decision-making (Brown and Toze, 2017, p. 587). This has also
been a challenge for the SACSSP. As a start, the SACSSP sent bulk SMSs with notices
to all social service professionals to update their details. For example, Participant B
indicated that:

We have a contracted company that provides bulk SMSs that are sent to all social service
professionals that are on our databases. Through those notices, they must update their details if
they have changed, but it is not the case.

Alternatively, periodic notices are posted on the SACSSP website for the social service
professionals to make direct enquiries about specific matters of concern (SACSSP, 2020).
Figure 5 is an example of one of the notices that the organisation uses as a form of
communication with social service professionals.

The current registration certificate has an embossment and other security features that
indicate authenticity. It was also found that the hardcopy certificates are posted together
with the practice cards as seen in Figure 6. A social service professional is not regarded as
an authorised practicing professional without the certificate and the practice card used to
verify the holder.

Participant C stated that:

The current hardcopy certificate has been created with a unique artwork that is embossed with a
red die that is impressed onto the specially bought paper that is difficult to replicate.

Figure 4.
Returned documents
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6.3 Innovation
According to Valacich and Schneider (2018), organisations that innovate will be able to do
things faster, better and cheaper than its competitors and in the process become more
competitive advantageous. To be innovative, the SACSSP, together with the researchers,

Figure 5.
Notice posted on the

website

Figure 6.
Sample practice card
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conducted three benchmarking processes of digitising the certificates. Two service
providers were invited to make presentations. The first company wanted to completely
control the issuance of the certificates with a requirement that the SACSSP should provide a
comma separated values file with a list of social service professionals to the service provider.
Participant C raised a privacy concern that:

Giving the job to the external service provider will be a violation of our customers’ data privacy
and open to manipulation. What if data is exposed to external people who are not supposed to
view it and, in the process, violating the Protection of Personal Information (POPI) Act?

The process includes converting manual certificates to generate digital certificates and to
ensure that the service provider offers storage facilities in their digital vault for the created
certificates (Limelight Software, 2020). Participant E from the service provider indicated
that:

Access is ensured through authentication on internet from anywhere for customers to view their
certificates. The costs involved for hosting the digital certificates were setup fees of 15 000 South
African Rands, while each certificate generated would cost seven (7) South African Rands and
access would be valid for one year with unlimited access for that period.

Benchmarking with the second service provider provided a proposal for the development of
an in-house certificate vault to be integrated with the enterprise resource planning (ERP)
system and did not involve any human intervention. It was found that the solution
addresses the concerns with the first benchmarking session. Service provider B, Participant
1 stated that:

Our solution only involves integration with your database through an application program
interface (API) and all data is hosted in your premises. The only things we need to work on are
inclusion of security features as per your requirements.

Further benchmarking was done with an organisation in the pharmaceutical industry that
provides the same service on data verification and updating. The response from their IT
participant was that:

Our practitioners have user credentials to log on to our portal and update their own details onto a
staging database. What is happening in the background is that a registration officer at the back
office will verify the changes and apply the new details.

7. Discussions
The results are discussed as per the themes emanating from the objectives of the study
which include data quality, data management, and innovation.

7.1 Data quality
The process of sending notices and bulk SMSs to all social service professionals to
update their records has not yielded the desired results. Authentication methods such
as username and password, and linkage of the handset used must be implemented to
ensure that the person updating the records is the person authorised to do so. A two-
factor authentication can be used if a user is using either Web-enabled computing
equipment or the fingerprint reader of any smartphone. These are represented by a
facial image that is then compared to a stored image of a social professional with facial
recognition software or the scanning of fingerprints to complete the comparison.
Sending documents to third parties creates POPI issues, as data are exposed. The
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organisation should implement mechanisms to mitigate data privacy issues that might
arise. Systems proposed will have an API to send data for printing without human
interaction. Section 107 of the POPI Act details punitive actions that would apply to
organisations, such as a maximum penalty of R 10m or imprisonment for a period not
exceeding ten years, or both, for guilty offenses as outlined in Sections 100 to 106
(Republic of South Africa, 2013, p. 108). ISACA (2018, p. 28) warns organisations that
issues of data quality or data integration can have a serious impact on the success of an
organisation, and that it is very important to establish correct processes, roles and
responsibilities, among other requirements, to furnish the organisation with value from
information. However, having analysed the records that were managed in a group, the
researchers could not ascertain which organisation dealt with the preservation period
of returned post and the disposal thereof.

7.2 Data management
The current system of filing the returned mail is unsustainable because of the
organisation’s space limitations. It would be of great service to the organisation to
implement data management strategies to achieve effective management of the
enterprise data assets across the data life cycle from creation to delivery, maintenance
and archiving (ISACA, 2018, p. 18). In future, this will assist the organisation in
overcoming cost-related problems related to returned mail such as information
technology, data collection and information sharing (Badenhorst, 2013). What the study
uncovered is that the SACSSP has been communicating with its stakeholders through
websites, social media and direct contacts such as bulk SMS and emails (SACSSP,
2020). Implementation of innovative solutions would complement and enhance the
strategies that are already in place.

7.3 Innovation
The implementation of digital certificates – electronic certification service – dramatically
speeds up the documentation process, helping social service professionals to avoid the costs
and delays associated with the issuing and transportation of hard copy certificates. The
certificates can be verified by scanning a QR code, which would contain information that is
cross-referenced with an organisation’s database containing the social professional’s details,
such as full name, practice number and validity of the certificate (Narayanan, 2012). The
practice card as depicted in Figure 6 will be imprinted with a QR code to assist with
verifications. This can happen if data are cleansed when transferred between systems before
any processing can take place, and the reliability of the destination system has been
controlled and secured (International Organization for Standardisation, 2016). In addition,
the SACSSP needs to create agile structures that would support automation and enhanced
customer experiences, while supporting digital transformation initiatives are highlighted
(Verhoef, 2019, p. 7).

8. Conclusion and recommendations
The presentation of summary of findings is based on the research objectives. Furthermore,
conclusions of the study are stated and recommendations are drawn from them. The study
proposes a digital transformation framework for SACSSP.
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8.1 Data quality
Multiple sources, such as website portal access, QR codes and USSD technologies can be
provided to social service professionals to give them direct access to their membership
records at their convenience. The availability of communication technology systems such as
email and social media can greatly assist in ensuring that people who are in remote areas or
who have mobility limitations or disabilities are catered for (PMI, 2017). Kiryakova et al.
(2013) advise organisations to create a successful marketing strategy through planning, by
using technology that is fit for use and purpose.

8.2 Data management
Security measures need to be implemented to protect the social service professionals’
information from unauthorised access. The use of cloud technology ensures that digitised
data, information and records are always available because they are backed up on multiple
computing storage devices, which increases the possibility of data availability and retention
for the clients to access (Mosweu, Luthuli andMosweu, 2019).

8.3 Innovation
The study proposed innovative technologies such as USSD and QR code systems for entry-
level handsets and smartphones, respectively. These interventions will ensure that rural and
marginalised communities are not left out when innovative plans are conceptualised
and implemented. The journey to digital transformation is driven by the changing needs
and behaviours of an organisation and external factors impacting on the organisation,
whereas the organisational heads must champion the digital agenda (Morakanyane et al.,
2020, p. 4360). It is recommended that the professional council can also consider introducing
digital certificates for registered professionals. Digital transformation of the process will
ensure that the registered professionals will be able to access their certificates online and to
print themwhen necessary.

8.4 Proposed framework for digital transformation
The proposed digital transformation framework would enable the SACSSP to adopt tailored
technologies for document flowwithin the organisation. The social service professionals will
be able to change details about their address, cell phone number and other details from a
predetermined menu item (Figure 7).
The implementation of USSD technology proved successful to rural health practitioners in
Uganda when they migrated from paper-based reporting to USSD-based reporting, because
it was possible even on entry level handsets (Nakibuuka et al., 2019, p. 164). The advantage
of adopting USSD technology is that it creates a real-time connectivity with the server, that

Figure 7.
Sample of proposed
phone USSD-based
contacts update
interface
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allows a two-way exchange of data for a limited time (Robertson and Jeoffreys-Leach, 2017,
p. 12).

Sending of personalised QR codes to social service professionals can help to verify
their credentials when needed. QR code implementation has the advantage of being
easily created and can be used by mobile subscribers with smartphones to update
their records (Ozkaya, et al., 2015, p. 211). According to Valacich and Schneider (2018,
p. 189), the use of QR coding can digitally transform the organisation by enabling social
service practitioners to update their contact details or verify their membership status.

Postal services are still playing a big role and the complementary services will reduce the
burden of returned letters that contain confidential information about social service
professionals. SAPO still has the largest footprint of mail deliveries through a network of
5,500 outlets (Trimble et al., 2015). The use of technology to update contact details will help
improve the cleansing of data and enable the SACSSP to overcome the challenge of high
rates of non-delivery of mail to affected social professionals (Ord�oñez, 2015). Figure 8 depicts
the proposed process flow that can be used by social service professionals to update/verify
their detail on the portal.

It is concluded that the proposed process flow can be used by social service
professionals to update/verify their detail on the portal. Failure to digitally transform
the current situation will result in increasing numbers of certificates not reaching the
intended recipients.
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