
RMA launches digital claims platform, transforming  
service delivery for South Africa’s workforce
Rand Mutual Assurance (RMA) is proud to announce the launch of 
e‑CARE, an advanced digital claims platform designed to modernise 
the organisation’s service delivery, streamline claims processing and 
significantly enhance the experience of injured workers, employers, 
healthcare providers and internal teams.

The platform marks a major milestone in RMA’s digital transforma‑
tion journey and reinforces its commitment to strengthening South 
Africa’s social protection systems.

Positioned as a flagship innovation, e‑CARE introduces a modern, 
intuitive and fully integrated digital environment that simplifies the 
claims process from end to end. It replaces manual, paper‑based 
workflows with a seamless digital experience that improves turn‑
around times, reduces administrative burden, and enhances trans‑
parency for all stakeholders.

“eCARE represents a bold step forward for RMA and the communities 
we serve. It is more than a system upgrade – it is a strategic invest‑
ment in service excellence, operational efficiency and beneficiary 
centred care,” says RMA Chief Information Officer Keneilwe Gwabeni.

“Our goal is to ensure that every injured worker receives the support 
they need quickly, transparently and with dignity. e‑CARE helps us 
deliver on that promise.”

The introduction of e‑CARE is driven by RMA’s ambition to become 
a digitally progressive social protection partner. The platform has 
been designed to address long‑standing challenges in claims 
administration, including delays, fragmented communication, and 
limited visibility for claimants and employers.

Key enhancements include:
• Faster claims processing, supported by automated workflows and 

real‑time data validation.
• Improved transparency, with users able to track claim progress 

and access documentation online.
• Reduced administrative burden, enabling employers and health‑

care providers to submit information digitally.
• Enhanced accuracy and compliance, supported by structured data 

capture and integrated verification.

“We know that delays in claims processing can have a direct impact 
on a person’s recovery, livelihood, and sense of security. eCARE is 
designed to remove friction from the process and ensure that deci‑
sions are made faster and more accurately,” says Gwabeni.

RMA plays a critical role in supporting injured workers under 
the Compensation for Occupational Injuries and Diseases Act 
(COIDA). By modernising its claims environment, the organisation 
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safety by employing dedicated personnel who are qualified to manage 
safety; assumingly, they have an allocated budget for this. However, 
the evidence indicates that budgets are inadequate. Additionally, the 
safety teams are not always ‘heard’, are disempowered, and are unable 
to implement corrective actions (timeously) to ensure that safety is 
prioritised. In some cases, the teams are demoralised when leadership 
does not take safety seriously. The findings showed that:

• corrective action was not taken when employees did not wear 
personal protective equipment (PPE);

• legal appointments were not in place;
• legal liability training was not provided to executive management;
• there was a lack (or poor guarding) of equipment;
• hazardous materials were being used without (or with incorrect) PPE;
• there were issues relating to unsafe equipment;
• there was a lack of safety training; and
• there was poor incident management.

In larger organisations, it is expected that significant business 
focus is on safety as the consequences of neglecting this can result 
in financial, reputational, and legal ramifications. It is sadly a reflec-
tion that prevention is not a business imperative. RMA believes that 
further attention, awareness, and education around prevention at 
a managerial level is warranted. The need for a cost-benefit discus-
sion between RMA and these organisations is evident. Spending  
R1 million in compensation for occupational injuries and diseases 
must surely ring alarm bells, especially during the economic hard-
ships facing our country. This financial risk serves as a motivation to 
join RMA’s Prevention Programme; investing in safety is cost effective 
in the long term.

The third insight from 2022 pertains to the eagerness for col-
laboration in preventing injuries, loss of life, and occupational 
diseases in employees, by labour organisations. Stakeholders from 
both the employer (such as employer associations, e.g. the Steel and 
Engineering Industries Federation of Southern Africa (SEIFSA)) and 
employee representatives (such as trade unions, e.g. National Union 
of Metalworkers of South Africa (NUMSA)) have demonstrated a keen 
willingness to support RMA’s Prevention Programme. It is imperative 
for safety initiatives to succeed. Safety must be tackled by all participat-
ing entities within an organisation. RMA’s stakeholders’ involvement 
in the Prevention Programme extends beyond the promotion of the 
programme; it includes further education, awareness, and training 
around prevention of injuries and diseases. 

The final insight relates to perspective. Although there was a 
slow start in terms of members joining the Prevention Programme in 
2022, there is no doubt that it is much needed in the metals space, as 
indicated by the number of claims received by RMA. There is a need to 
drive further participation in the programme if it is to make a tangible 
difference to the severity and incidence rate of injuries and disease in 
the metals class. Complementing our members’ existing health and 
safety systems and helping them to become legally compliant (and 
take them to best practice) is at the top of our agenda. 

Interventions provided by RMA to create healthier and safer 
workplaces is the focus for 2023. Sustainability is critical to making a 
significant difference. This year, we aim to implement solutions and 
interventions for continuous improvement and the inculcation of 
safety as a key business imperative. Ultimately, we want our members’ 
employees to return home healthy and safe every day.

For further information about how the Prevention Programme could work 
in your organisation, contact the RMA team at rmaprevention@rand 
mutual.co.za  
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aims to contribute to broader national goals of improving labour 
security, economic productivity and access to social protection. 

The platform supports:
• Faster recovery and return‑to‑work outcomes for injured workers.
• Improved coordination between employers, healthcare providers, 

and RMA.
• Greater accountability and data‑driven decision‑making across 

the claims value chain.
 
“Our responsibility extends beyond processing claims; we are cus‑
todians of a system that protects workers and supports economic 
resilience. eCARE strengthens that system by improving access, 
efficiency and trust,” Gwabeni explains.

RMA brings deep experience in managing large, regulated 
benefit environments, combining operational discipline with 
technology‑driven innovation. Its platforms are built for efficient, 
transparent, and compliant administration at scale, supporting 
employers and beneficiaries in increasingly complex regulatory 
and operational landscapes.

Within this framework, e‑CARE has been developed as a modern, 
enterprise‑grade platform that extends RMA’s legacy of administra‑
tive excellence. It reshapes the delivery of compensation, insurance 
and benefit administration, enabling a more seamless, data‑driven 
and resilient service model.

“Digital transformation succeeds when people feel confident, 
informed and supported. We are investing heavily in training and 
communication to ensure that every stakeholder understands the 
value of eCARE and feels empowered to use it,” says Gwabeni.

“This platform signals a new era for RMA. It reflects our commitment 
to innovation, reliability, and service excellence. Most importantly, 
it demonstrates our dedication to the people who rely on us during 
some of the most challenging moments of their lives.”

As RMA progresses and adapts to new challenges and opportunities, 
the e-CARE platform will play a pivotal role in shaping the future 
developments of the organisation. It will serve as the cornerstone 
for a series of enhancements that are on the horizon. These include 
the implementation of advanced analytics that will enable more 
insightful data analysis and decision-making processes.

Additionally, e-CARE will feature expanded self-service capabili‑
ties, allowing users greater autonomy in accessing and managing 
their information. Moreover, there will be an emphasis on fostering 
deeper integration with national systems, ensuring seamless com‑
munication and coordination across various platforms and sectors. 
This holistic approach aims to enhance overall efficiency and effec‑
tiveness in managing risk and serving stakeholders.

 “We are building a future ready organisation that is agile, transpar‑
ent and centred on the needs of South Africa’s workforce. eCARE is 
a major step toward that future,” Gwabeni concludes.
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