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Introduction 

 

Honorable Chairperson, Lechesa Tsenoli, and members of the Ad Hoc Committee on Service 

Delivery. This submission is one of three made by different Black Sash Regional Offices. Our 

National Advocacy Unit also presented a Submission to your Committee on the 4
th

 of February 

in Parliament.   

 

As a national organization, based in 4 provinces and located within 7 municipalities, we have 

drawn on the “lived realities” of the clients we serve and their personal challenges to access 

efficient service delivery in South Africa. 

 

Our submission in Parliament reflected on a broader national perspective, highlighting the 

challenges of service delivery in crisis situations. The Black Sash submission delivered by our 

Regional Office in Grahamstown in the Eastern Cape focused on the huge challenges of service 

delivery at local government level; irregular expenditure and poor community participation.  

 

This Submission will hopefully provide you with a more detailed understanding of the nature 

and challenges facing the service delivery relating to social grants in the Western Cape. We will 

also share with you the pioneering work done by our office with regards to the monitoring of 

service delivery by community members.  

 

Background to the Black Sash’s Community MAP (Community 

Monitoring Advocacy Project)  
 

On October 12, 2009 the Black Sash Regional Office in Cape Town began implementing the first 

phase in a series of national pilots for the Community Monitoring and Advocacy Project (C-

Map). 27 Monitors, selected from community-based partner organisations and networks, 

visited 30 SASSA service points in 14 districts in the Cape Town Metro, Knysna and Boland 

areas.  

 

The Black Sash would like to acknowledge the willingness of the Department of Social 

Development and SASSA to open their services to the scrutiny of the monitors of our 

Community MAP project.  This transparency is commended and welcomed by civil society 

structures and we believe is an important first step in our joint desire to improve service 

delivery to our people. 

 

The key findings and recommendations of this pilot will be presented in this submission.  
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Why this project? 
 

The Black Sash works to alleviate poverty and inequality, and is committed to building a culture 

of “rights-with-responsibilities” in South Africa. We focus specifically on the socio-economic 

rights guaranteed in our Constitution.    

 

Despite the principles of Batho Pele (People First) which have officially governed the civil 

service for more than ten years, we are deeply conscious that unaccountable, corrupt and 

inefficient service delivery ranks high amongst the many factors that prevent the full realisation 

of these rights.   

 

At the same time, we acknowledge that the South African Government is under increasing 

pressure to improve access to, as well as the quality and cost effectiveness of, service delivery.  

Service delivery is a key public determinant of the effectiveness of the state’s use of limited 

resources; a particularly important factor during the current global financial crisis.  

 

The Project in brief 
 

Our premise is that quality service delivery is one area our society should be able to improve 

even at a time of economic recession. We as civil society should hold our government 

responsible for delivering services - affordably, appropriately, effectively and with dignity - as is 

promised in public speeches, ruling party manifestos and in SASSA’s service delivery norms and 

standards.  

 

We argue that only active community-based civil society will be able to monitor service 

delivery as it is experienced by beneficiaries and constructively engage with government at all 

levels to improve these services.  We believe that it is only aware, informed and active 

communities that will insist that government deliver on the promises made in national, 

provincial and local elections, and account to their constituencies for policies and practices that 

affect their quality of life. 

 

Pilots and Methodology 
 

The Project is being piloted in four provinces during this initial phase to assess the level of data 

received; the relevance of the monitoring tools and instruments; and the usefulness of data 

collected. The first pilot (which took place in October last year) saw SASSA service points being 

monitored in the Western Cape. Phase 2 of this pilot in the Western Cape commenced this 

month (in February 2010).  

 

The methodology includes the selection of monitors by our monitoring partners (CBOs and CBO 

networks), who are trained to monitor, orientated to the monitoring tool and committed by 

signing a ‘Code of Conduct’.  
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Only highlights of our findings and recommendations will be presented here.  For the full 

report, please see http://www.blacksash.org.za/images/docs/cmapreportwcape.pdf. 

 

The Black Sash and our partners have recently presented this full report to SASSA who has 

responded in some detail in writing.  Unfortunately, this document is not yet public, but we are 

sure SASSA will share key elements with this Committee on request.  We have held a productive 

meeting to discuss the matters arising from both documents and look forward to constructive 

future engagements in the interest of improved service delivery.    

 

 

Key Findings 
 

Time 

 

Our questions related to the opening and closing times of the service point and the length of 

time beneficiaries spend waiting to be served. While the Knysna service point achieved positive 

results with respect to time, we have concerns with respect to the Metro and Boland: 

 

• 20% of service points in the Metro did not begin their service on time 

• 64% of respondents in the Metro and 100% in the Boland arrived at the service point 

before 8am to secure a place in the queue.  In these situations, beneficiaries wait 

outside of secure areas and are at risk of crime. 

• The average queuing time in the Metro and Boland was over three hours, with over 60% 

in the Metro and over 80% in the Boland waiting more than two hours to be served. 

• The longest waiting time by a respondent was 13 hours in Belhar by a man over 60.  

 

Venue 

 

Our questions related to the physical state of the venue, availability of the chairs, toilets and 

clean water. Based on the data interviewees are generally satisfied that SASSA provides 

adequate and well maintained shelters.   

 

However, 25% of SASSA officials confirmed that their sites had inadequate seating available.  

On the issue of special arrangements for persons with disabilities, old and frail persons and 

pregnant women, the SASSA officials felt there were adequate special practices for these 

groupings.  However 42% of beneficiaries interviewed felt these practices were only available in 

theory.  

 

Security  

 

Our questions related to the availability of private security or police at venue.  While the 2002 

Norms and Standards only consider security issues for paypoints, we are concerned that these 

do not take account of the vulnerability of the majority of applicants who arrive before the 
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service point opens, often in the early hours of the morning, and before eight o’clock when the 

service point opens.   In this context, it is cause for concern that our monitors found that 22% of 

Metro points, 100% of Boland points and 80% of Knysna points were without adequate 

security. 

 

Transport  

 

Questions related to how beneficiaries arrived at the site, how long it took for them to travel 

and how much it cost.  We found that over 65% of respondents were comfortable to walk to 

the service site.  In the Metro over 80% of respondents said the venue was within 5km of where 

they live, but this fell to 40% in Knysna, where one respondent reported travelling for 5 hours 

to get to the service point, and another reported a cost of R50 to travel to the point. 

 

Personnel 

 

Our questions related to customer care and here we found the Boland service points to be 

particularly poor.  Monitors observed that officials were not identified by badges, there was no 

help desk or ‘floating’ official and customer norms were not displayed. Not surprisingly, in this 

area 50% of respondents felt that SASSA did not provide good service and did not treat them 

with respect.  This contrasts with respondents in the Metro and Knysna where under 10% were 

dissatisfied.  Monitors observed in the Metro that the administration infrastructure of satellite 

service sites was inadequate and led to inefficient service.   

 

Language & Communication 

 

Our questions relate to whether official languages are spoken and foreign language translators 

are available at sites; how much people know about the grants and services of SASSA and 

where they received their information.  It is clear from our data that communication remains a 

problem.   

• 40% of the interviewees were unaware that some crucial documents expire after three 

months 

• 33% were unaware that SASSA communicates information through all-pay receipts  

• 42% of beneficiaries interviewed were not aware of the toll free number. 

 

Processing of Grants  

 

Our questions related to how long it took for a matter to be resolved and how this was 

communicated to beneficiaries (including whether receipts were provided).  Our data shows 

that beneficiaries return on average once to resolve their matters, which conflicts with the 

SASSA norm that an application process must not take more than 45 minutes to complete and 

approve.   

 

We found particularly at satellite service points that the system was inefficient and was 

observed as follows. 
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• The beneficiary registers his/her name in the morning at the service point, 

• There is an interview process which screens the client and the client receives a number 

of forms and is sent home to complete them. 

• The client returns on another occasion with the completed forms which are checked by 

the officials 

• If the forms are completed correctly, the client receives verbal notice that they should 

return to the site within at least two weeks to check for a letter confirming the outcome 

of the application/review.  

 

Throughout this process all details were handwritten by the SASSA officials – a process that 

takes up much time. Upon interviews with officials, the majority of the officials indicated that 

the use of technology (computers linked to the same online system used at the local/district 

office) at the satellite service points would shorten the application process and feedback time. 

 

An average of 47% of the beneficiaries interviewed claimed not to have received receipts as 

proof of them entering the application process. “It would be nice to get a receipt of a note that I 

can take to my boss to prove that I was at the SASSA office for the whole day. I will not get paid 

for the day that I did not work unless I have a certificate showing that I was at the doctor or 

maybe here”.  Receipts should be given as a matter of course. 

 

Key Recommendations 

 
General 

 

• That National Norms and Standards Policy for Social Assistance Service Delivery of 2002 

should be amended in line with acceptable current day service delivery norms and 

standards and to ensure that they are applicable to all SASSA contact points to avoid any 

ambiguity.      

• That SASSA puts in place mechanisms to ensure that all service points adhere to the 

opening and closing at Belhar, Harare and Joe Slovo begin their service at the stated starting 

time.  

• That SASSA investigate and remedy the particular causes of the unacceptably long waiting 

periods at contact points.   

• That SASSA consider instituting the following administrative systems at sites (with local civil 

society input) 

• An appointment system  

• A floating official to manage the queues. In the absence of staff being appointed for this 

financial year we recommend that each official play that role for at least half an hour of 

their time at the service point until a dedicated person is appointed. This is to eliminate 

applicants waiting in a queue for forms. Monitors observed at most sites that applicants 

who need forms are not directed to these. 

• That SASSA consider increasing its visits to service points to at least twice a week.  
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Venue  

 

• That SASSA continues to provide the service close to the people in the Cape Town Metro 

but takes measures to assess the physical conditions and improve shelters at the service 

sites in the Boland and Knysna.  

• That SASSA treat the Bridgetown and Westridge service points (where the longest waiting 

time was experienced) as priority sites to be equipped with sufficient chairs to comply with 

the average time waiting for a chair.  

• That SASSA monitor the service points at Du Noon, Eersterivier, Heideveld, Hanover Park, 

Joe Slovo, Resource Centre as these sites did not have enough to cater for all clients on the 

day  monitoring was done. 

• That SASSA takes particularly care with regards to special arrangements for persons with 

disabilities, old and frail persons and pregnant women.  We suggest that SASSA  

• Compares and, where necessary, adjusts its sites against the Disability framework 

adopted by DSD.  

• Immediately arrange for temporary disability-accessible toilets at the sites, based on the 

flow of beneficiaries, and plan to build permanent toilets or source a new site which has 

accessible toilets for persons with disabilities. We recommend that this be implemented 

at the Boland service points as a matter of urgency by the end of 2010. 

• Organises visits to people’s homes within a 5 km radius to provide services to people 

who are older and too frail to wait in queues, as provided for in the 2008 Regulations to 

the Social Assistance Act 

 

Security  

 

• That SASSA implement the recommendations made in the section on “Time” to address the 

unacceptably long queues urgently in order to minimise the need for beneficiaries to wait 

outside in unprotected and insecure areas; and that as an interim measure, SASSA employ 

security guards at service sites.  

• That SASSA arrange with the South African Police Service to monitor service sites regularly 

in the early mornings and on the days the sites are open for business.    

 

Transport  

 

• We recommend that these sites continue to be demographically placed in communities that 

need the service. And that SASSA particularly look at the geographical spread of its service 

points in the Knysna area.  
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Personnel  

 

• That the same administrative support, personnel, technology infrastructure are extended to 

the satellite service points (on the assumption that the satellite service points are seen as 

an extension of the local/district offices), and that immediate efforts are made: 

• To increase the number of staff (formal or informal/volunteer) to enable an efficient 

service.  

• To provide SASSA officials with appropriate technology (including laptops equipped with 

SOCPEN and the relevant network connections for it to operate effectively) 

• To implement the same administrative system used in local offices at satellite offices. 

• That a ‘floating’ official should be deployed to manage the queues. In the absence of staff 

being appointed for this financial year we recommend that each official play that role for at 

least half an hour of their time at the service point until a dedicated person is appointed. 

This is to eliminate applicants waiting in a queue for forms. Monitors observed at most sites 

that applicants who need forms are not directed to these. 

• That all SASSA officials at all service points have identifiable name tags.  

• That SASSA continues to instil ‘Batho Pele’ principles in their training of staff. 

• That SASSA displays and distributes its customer care norms at all service points.  

 

Language & Communication 

 

• That SASSA official’s are made aware of legislative and regulatory change in order for the 

officials to communicate this with clients.  

• That SASSA make beneficiaries aware of legislative and regulatory changes through 

information materials suitable for the sites, and in relevant languages. Photocopies of 

information sheets should be seriously considered if budget allocations are exhausted for 

printed materials.  

• That information material should be displayed at all SASSA service sites to address standing 

issues such as: the validity of documentation, relevant time periods, required 

documentation, right to apply for Social Relief of Distress and the SASSA toll free number.  

• That SASSA continue information drives beyond the service points using various 

communication vehicles.   

• That SASSA continues to commission officials who are able to communicate with their 

clients in the language of their choice.  

• That SASSA pay particular attention to the Knysna area where language access is weakest. 

• That all SASSA’s information materials are available in all three languages and are 

distributed at all service points.   

• That an effort is made to ensure the availability of sign-language interpreters where they 

are need.  
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Processing of grants 

 

• That the application process is in line with the norms and standards of SASSA and take no 

more than 45 minutes to complete; and further that the verification takes place within 

same amount of time. 

• That the same administrative support, personnel, technology infrastructure are extended to 

the satellite service points (on the assumption that the satellite service points are seen as 

an extension of the local/district offices), and that immediate efforts are made:  

• To increase the number of staff (formal or informal/volunteer) to enable an efficient 

service.  

• To provide SASSA officials with appropriate technology (including laptops equipped with 

SOCPEN and the relevant network connections for it to operate effectively) 

• To implement the same administrative system used in local offices at satellite offices. 

• That SASSA provide clients with the option of a receipt as a matter of course for any service 

that was offered as the majority of interviewees indicated that they do not receive a receipt 

and monitors observed that this would generally be of assistance to the interviewees. 

 

Conclusion 
 

Thank you for this opportunity to present the first findings of our Community Monitoring and 

Advocacy Project to the Ad Hoc Committee on Service Delivery. 

 

Like you, the Black Sash is deeply concerned that poor service delivery denies millions of people 

the right to lead a dignified life. It also undermines the impact of increased government 

spending on other social protection and employment creation programmes, leading to growing 

anger, frustration and sometimes violent protest.  

 

We wish the Committee well in its important deliberations. 

 

THANK YOU.  
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For further information, please contact: 

 
Leonie Caroline – Black Sash Regional Director: Western Cape 

 

Black Sash Trust 

3rd Floor, Matador Centre 

62 Strand Street 

Cape Town 

8001 

 

Tel:  021 4253417 

Fax:  021 4253423 

Email: leonie@blacksash.org.za 

Website: www.blacksash.org.za  

 

Gouwah Samuels – Black Sash Monitoring Project Coordinator 

 

Black Sash Trust 

3 Caledonian Street 

Mowbray 

7700 

  

Tel: 021 686 6952 

Fax: 021 686 6971 

Cel: 079 864 2877 

 www.blacksash.org.za  

  

MAKING HUMAN RIGHTS REAL! 


