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Introduction  

The Black Sash welcomes the opportunity to contribute to the work of the Committee 

of Enquiry that is mandated to investigate and recommend an appropriate model of 

payment for social assistance benefits in terms of the Regulation 20 of the National 

Treasury Regulations 2005. 

We appreciate the extension given until 1 October 2010 to be able to make this 

submission. We would, however, like to place on record our concern over the short 

notice period given by SASSA and the Committee. We appeal to them to provide 

adequate time for public participation in the process. We also call on SASSA and the 

committee to extend the deadline for written submissions as well as hold public 

hearings in all the provinces. Affected communities should be properly informed (by 

advertising on community radio stations and in community newspapers) and given 

sufficient time to respond to the work of the Committee and the proposed changes to 

the system. 

When it comes to the distribution and payment of social grants, it is important to 

remember that effective and efficient service delivery continues to be undermined by 

decades of unequal and disproportionate infra-structure development across the 

country. Government, together with the private sector and to a lesser extend civil 

society, need to find ways to bridge these gaps and minimise the damaging effects 

this legacy has had on the delivery of social grants to particularly rural communities.  

 

Black Sash remarks on the current grant payment 

system  

The Black Sash, a human rights organisation that has been active for the past 55 

years in South Africa, works to address and alleviate poverty and inequality. We are 

committed to building a culture of rights-with-responsibilities in South Africa. We 

focus specifically on the socio-economic rights guaranteed by our Constitution. 

Public service delivery is the implementation of those services provided by 

government (local, municipal, provincial and national) and making sure they reach 

those people and places they're intended to. The Black Sash remains extremely 

concerned that poor public service delivery is denying millions of people in our 

country access to a decent and dignified life.  

The standard of service delivery is a key determinant of the effectiveness of the 

State’s use of its limited resources and underpins the credibility of any government. It 

is in this context that Black Sash continues its long tradition of monitoring the 

delivery of services, particularly those of the Department of Social Development and 

SASSA.  
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Last year, the Black Sash launched a national ‘Community Monitoring and Advocacy 

Project’ (CMAP) in collaboration with other civil society organisations and networks.  

This submission draws from the draft CMAP report which will be sent to SASSA 

when finalised. The findings contained in this CMAP report include responses from 

grant beneficiaries to questions around the pay point system. As an organisation that 

works in this arena, we also have views on the grant payment system, which we 

have shared below.  .  

SASSA Service Level Agreements (SLAs)  

In an effort to produce a considered submission and understand the service delivery 

standards or benchmarks that have been set, the Black Sash requested the Service 

Level Agreements (SLAs) between SASSA and its service provider’s, ALL PAY and 

CPS.  

Ms. Raphaahla Ramokgoba, Acting Executive Manager: Strategic and Business 

Development, SASSA has however informed us via email that “the request for inputs 

is not directly related to work / contracts with CPS & All Pay’s, but to enrich the new 

thinking that come from experiences of beneficiaries and community.”  

We respectively do not agree with Ms Ramokgoba’s view and continue to believe 

that the SLAs have a direct influence on the way we measure and understand 

service delivery at the pay points. It is imperative to refer and to compare SASSA’s 

administrative services against the services delivered or rendered by the contracted 

service providers. They are, after all, subject to legal and regulatory scrutiny (i.e. 

Auditor-General, Public Finance Management Act, etc).  

In the interest of transparency, it should be noted that we will be submitting a PAIA 

request to obtain these SLAs for future analysis. 

 

Grant beneficiary remarks on the current payment 

system  

As we have mentioned above, the Black Sash is able to include in this submission 

the views of grant beneficiaries who are at the receiving end of the current pay point 

system. Our findings are based on data collected through our Community Monitoring 

and Advocacy Project (CMAP) which has monitored services at the pay points in the 

Amathole, Cacadu, Chris Hani, Nelson Mandela Metro and the OR Tambo Districts 

of the Eastern Cape. These pay points are serviced by either CPS or ALLPAY.  

Although we have gathered very specific information and data relating to each 

individual pay point, our general  findings are as follows: 
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• The majority of sites at which beneficiaries receive grants in the OR Tambo 

district are in a shocking condition, lacking even basic infrastructure.  

• In most rural communities, the majority of beneficiaries are forced to walk 

to the pay points. The distances travelled are often extremely far and even 

those who do have access to transport, are paying a lot of money to access 

the pay points.  

• High levels of crime at pay points (such as (cash-in-transit and armed 

robberies) continue to disrupt the payment of social assistance grants.  

• Loan sharks on or close the premises also continue to compromise the 

safety of beneficiaries collecting money. The majority of beneficiaries 

interviewed felt not enough was done to keep them safe at and around the 

pay point sites. They believed the security provided was purely focussed on 

protecting the cash. The need for more visible policing to complement the 

existing private security services is paramount. 

• All official languages were spoken at the pay points we monitored (according 

to the officials interviewed) but no information materials were available at 

any of the sites.   

• Although the majority of beneficiaries we spoke too said the service was 

good, this was not supported by our monitor’s observations who reported that 

the conditions were appalling and degrading. Our community monitors 

believed the beneficiaries made this claim as they felt intimidated.  

• Positively, all beneficiaries that were interviewed said they had received the 

correct amount of funds and a document confirming payment. 

 

Recommendations to improve the grant payment 

system  

Finding the most cost effective system to pay grants 

The Black Sash remains concerned over the unacceptably high cost of 

administrating the payments of grants. We believe it would be more cost effective for 

SASSA to provide this service itself and move away from subcontracting to 

expensive third party or external service providers.  

Black Sash is aware of the social security reform proposals and  the current  

discussions around the “modernisation and integration of payment systems which 

offers scope for cost-saving, bringing existing fragmented payments systems into a 
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unified interface between SASSA accounts administration and the national payments 

system”1. 

In light of cost of service agreements and the proposal of a more integrated payment 

system for social security provisions, the Black Sash proposes that careful 

consideration be given to a payment system that is managed by government and 

modelled along the lines of those run by SARS as well as UIF, COIDA and RAF. 

In addition, any payment system needs to be integrated with a efficient application 

process such as that being piloted by the Integrated Grant Application Project (IGAP) 

which clearly also needs to be properly funded. 

The Black Sash believes any new integrated payment system should include the 

availability of secure and cost-efficient banking services for beneficiaries near to pay 

points. A more assertive move towards paying beneficiaries directly into their bank 

accounts would be in line with the views expressed by those interviewed in the 

Eastern Cape as part of CMAP. However, it would be critical to address concerns 

over exorbitant bank charges as well as security fears, if this was to be pursued 

more aggressively. Although most beneficiaries were aware that they could receive 

their grants through the banks, most still preferred the pay points as they didn’t want 

to “lose” or “waste” any money on bank charges. Older beneficiaries were also 

anxious about remembering their pin numbers and those who lived in rural areas, 

were rightfully concerned about the lack of access to banks in the areas where they 

lived.  

Improvements relating to subcontracting relationships 

While moving towards becoming a more independent organisation that takes full 

ownership of its grant payment system, SASSA should be aware of the following 

when entering into any new agreements with service providers: 

• SASSA should ensure that it secures the rights to the electronic payment 

systems and even equipment used by service providers to pay grants. The 

Black Sash believes it is unacceptable that these rights remain in the hands of 

private companies delivering a public service. These electronic payment 

systems cannot function without the data provided by SASSA. SASSA is also 

ultimately responsible for the enrolment of beneficiaries in accordance with 

the applications system.  

• SASSA should conduct its procurement processes in an open and transparent 

manner (i.e. in compliance with National Treasury Regulations). The Black 

Sash believes that the procurement of services for this year was conducted in 

such a manner that it would be difficult to hold those responsible accountable 

for the agreements. At this time, the public is only aware of Service Level 

                                                 
1
 Social Security update report to the UIB, September 2010 
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Agreements (SLAs) with payment contractors that ended in  March 2010. We 

were told that a tender process would be started in April 2010 but we have not 

seen any evidence of this in the public domain.  We again urge SASSA to 

make the tender process public and ensure that it complies with the Public 

Finance Management Act, Public Audit Act and National Treasury 

Regulations. 

• SASSA hold its service providers accountable when there is a clear breach of 

contract and that the penalty clauses are implemented without any delay. The 

Black Sash further recommends that any service contracts allow SASSA to 

monitor delivery regularly and to act reasonably when a breach of contract 

occurs.   

Improvements to the service provided by sub-contractors 
 

SASSA needs to ensure that future Service Level Agreements (SLAs) must include 

the improvement of the current infrastructure at pay points. There is very little 

evidence that ALLPAY or CPS have made any capital improvement to their 

equipment over the years. It is also unlikely they are going to start now considering 

the present uncertainty over the new tender process.  

 

The current payout infrastructure is not working at its optimal level which means we 

won’t see any improvements in the long waiting time experienced by grant 

beneficiaries until it has been upgraded. The Black Sash recommends that SASSA 

negotiate SLAs with service providers that allow for a review of equipment against 

set norms and standards to ensure cost effective and efficient delivery to 

beneficiaries.  

 

The Black Sash also recommends that SASSA take appropriate measures to ensure 

that grants are paid out to beneficiaries in a more dignified manner. This means that 

basic facilities such as shelter, seating, toilets, water and fencing are available at all 

pay points and at all times. Service providers must be compelled to honour their 

contractual obligations as outlined in the SLAs and these must reviewed and brought 

in line with the principles of “Batho Pele” (or ‘people first’).  

 

Additionally, we recommend that SASSA use the pay points more effectively to 

providing information and rights education materials which would help make 

beneficiaries more aware of legislative and regulatory changes. This information 

should be displayed and available at all sites and in all relevant languages. 

Photocopies of information sheets could also be considered if there are budget 

constraints. Information on standing issues such as the required documents; relevant 

time periods; the Social Relief of Distress Award and SASSA’s toll free number 

should also be on display at all pay points.  
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SASSA needs to ensure that it makes use of delivery mechanisms that are feasible 

and cost effective, and reduce the time spend travelling to a pay point. The Black 

Sash recommends that SASSA does an assessment of the banking and post office 

infrastructure that exists around fixed pay points as well as the mobile pay points in 

an effort to better understand how they can improve access to services. 

We also recommend that SASSA negotiate with these banks and post offices to 

secure reduced rates and charges for beneficiaries. This should be accompanied by 

an effective communication strategy to educate beneficiaries on the benefits of 

receiving their grants through these institutions. Beneficiaries should then be able to 

choose the payment method that is most convenient for them.  

Lastly, the Black Sash recommends that SASSA takes steps to ensure that all 

beneficiaries feel safe when collecting their grants at all pay points. This should be 

part of their own ‘Norms and Standards’. There needs to be visible and sufficient 

security guards and police deployed at each pay point. Additionally, police patrol 

vehicles should monitor activity immediately outside the pay point and ensure the 

safety of beneficiaries when they leave the premises. SASSA needs to make 

arrangements with the South African Police Service to monitor all pay points 

regularly as an additional security measure. 

 


