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Change is needed and technology can
play a fundamental role in transforming
the structure to a more equitable one.
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Welcome and context

Lwazi Bam, Chief Executive
Officer, Deloitte Africa

Competitiveness is often overlooked when discussing inclusive growth.
Competitiveness means driving efficiency gains, and technology is a powerful
tool to enhance productivity and foster inclusion.
It is important for Africa, and South Africa,
to investigate how it can utilise technology
to build a globally competitive economy
while simultaneously driving inclusive
growth. Africa is a resource-rich continent.
Discussions on Africa often centre on
diversifying economies, but how can
Africa use its proud heritage of natural
endowment as a competitive advantage?
Part of the answer might be in rapidly
advancing technology, which can
enable economies to build globally
competitive environments by using their
natural resources and new technology
advancements, which simultaneously can
assist in diversifying their economies.

This, however, should not be done in
isolation and an inclusive society must be
fostered alongside it.
To shape inclusive growth requires
fundamental change and strong leadership.
This means understanding the purpose
of an inclusive society. Inclusivity is not
only about access. It is about creating an
equitable society, built with everyone’s
input. Increasingly people who are excluded
– those who are looking in – are becoming
disillusioned with the pace of change and
the solutions provided. Change is needed
and technology can play a fundamental role
in transforming the structure to a more
equitable one.

To shape
inclusive growth
requires
fundamental
change
and strong
leadership.
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Panel discussion: How technology
is shaping competition and
collaboration in a converging world

Sola David-Borha, Chief Executive, Africa Regions, Standard Bank Group
Kuseni Dlamini, Chairman, Massmart
Zafar Mahomed, Chief Financial Officer, Cell C
Mark Elliott, Division President, Southern Africa, Mastercard
Robert (Bob) Contri, Global Financial Services Industry Leader, Deloitte
Moderator: Dr Martyn Davies, Managing Director: Emerging Markets & Africa, Deloitte Africa

“The convergence across industry sectors requires new partnerships –
partnerships that put the customer first.”
– Deloitte Africa and Mastercard;
The future of payments in South Africa: Enabling financial inclusion in a converging world.
Convergence is a key challenge for
companies today. Digital technologies
have disrupted markets at a rapid pace,
with ongoing modernisation connecting
previously disconnected sectors.
Financial services often underlie many
of these connecting sectors as financing
and payment systems remain central.
Part of the challenge is “co-opertition”,
i.e. companies simultaneously becoming
business partners and competitors.
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Navigating these new-found relationships
has become a challenge, and requires a
collective strategy.
Digital transformation has also disrupted
revenue streams. In telecoms, customers
are expecting more data for the same
price. Although streaming is driving data
usage, the infrastructure requirements
and costs thereof are vast. For example,
Vodacom and MTN combined are
likely to spend over R20bn this year on
infrastructure. With increasing costs and
revenue flat, if not decreasing, alternative
revenue streams are crucial for survival.

Financial services
often underlie many
of these connecting
sectors as financing
and payment
systems remain
central.
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Customers are at the heart of the change,
with the shop window becoming increasingly
important. It is no longer about the number
of accounts you have, but the number of
eyeballs. For instance, 78% of online decisions
are informed by social media. Hence it is about
creating a market place which encourages
customers to make use of your shop window,
and your ecosystem, rather than another’s.
These challenges require a different type of
thinking, but that is easier said than done.
Around 70% of digital transformation customerfacing programmes do not meet their intended
objectives. This is largely due to programmes
misunderstanding the human element. Success
stems from understanding customers’ needs
and segmenting customer groups by how they
derive value. It requires businesses to remain
relevant to customers in this converging world,
and understanding the value proposition
required. This demands new skillsets for

business to be future-ready in a rapidly changing
environment. This includes:
•• Reorganising the group architecture
•• Removing silos to better serve clients
•• Digitalising processes both in the back- and
front-end by collaborating
•• Hiring the right people, e.g. data scientists
•• Taking every single employee on the digital
journey.

If embraced,
convergence
can lead
to more
sustainable
businesses.

Nonetheless, convergence is an opportunity to
serve clients better. It can assist in responding
proactively to customer behaviour, saving
clients’ money and time. In the retail space, it
often includes convenience. Convergence also
requires reframing and reinventing supplier
relationships, and having new conversations
with non-traditional businesses. If embraced,
convergence can lead to more sustainable
businesses.
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The same trend is occurring across the
continent. Customers in South Africa, Ghana,
Kenya and Nigeria want the same thing: better
client experience, lower costs, greater value
and solutions to their problems. Ultimately,
companies’ relevance depends on how
well they meet those needs. This requires
companies to partner, and compete, with
competitors to better serve clients’ needs.
An example of this is M-KOPA Solar, which
provides pay-as-you-go solar systems to small
businesses and customers. This solution solves
customers’ cash-flow challenges and electricity
needs efficiently and cost-effectively.
Still, ecosystems are what we make of them.
Ecosystems are complex, and unique. M-KOPA
Solar, for example, solves a particular challenge
by using technology to make payments more
inclusive. Different ecosystems should be
treated differently, with deliberation and
collaboration to provide the desired solutions.
For Africa, it means embracing convergence
as an opportunity to create better countries,
a better continent and world for people to live
in. This means thinking strategically, rather
than defensively or reactively. Africa should
take charge, innovate and create scalable and
sustainable technology-driven companies to
drive solutions for all Africans. This includes
private and public collaboration to create
solutions that include the informal sector, fix
broken value chains, create jobs and drive more
inclusive and sustainable economic growth.
In addition, it is important to take a longterm view. This can be seen in China, where
technology has been taken into consideration
when building cities, companies and
ecosystems. For example, wallets are almost
obsolete in China as mobile phones are the
only devices needed. Lessons can be learned
from Asia in its thinking, rapid deployment and
adoption ability.
Convergence brings a new set of opportunities
and challenges. A new brand of leadership
and policy execution is needed to utilise the
opportunities convergence presents, and
overcome the set challenges. Currently a truly
enabling environment is lacking, and countries
would need to reorient themselves to drive
innovation.
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Summary and close

Robert (Bob) Contri,
Global Financial
Services Industry
Leader, Deloitte

Dr Martyn Davies,
Managing Director:
Emerging Markets &
Africa, Deloitte Africa

The case for convergence is compelling. Yet, there are challenges and
uncertainties to overcome in driving convergence.
In the western world, legacy challenges
slow the pace of convergence. Legacy
customers struggle to adopt new
technology. Legacy infrastructure
competes for resources and crowds out
investment for new technology. Legacy
workforces would need to be displaced to
make space for new industries.
The legacy challenge, however, is not one
Africa faces. This was also witnessed in
China with native adopters adopting new
products at a much faster rate. This gives
Africa a competitive advantage: Africa
has few legacy institutions to drag down
investment, a huge workforce that can
be upskilled and many native technology
adopters. There is opportunity for

everyone globally with convergence, but
Africa can absorb new ideas faster, giving
the continent the opportunity to leapfrog
more established economies.
Nevertheless, there is a lot of uncertainty.
The relentless evolution of technology and
the market place is resulting in innovations
that will have uncertain future effects.
What is certain is that these advancements
are reconfiguring the architecture of
companies. Ultimately, it is how companies
capture value for customers in this new
architecture that needs to be addressed.

Africa can
absorb new
ideas faster,
giving the
continent the
opportunity to
leapfrog more
established
economies.
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The future of payments in South Africa
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