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Background and Introduction
During the period May - December 2010, the Black Sash Gauteng Provincial Offices facilitated the monitoring of SASSA services as part of CMAP in
Gauteng. The implementation came after months of rigorous planning and consultation with local civil society organisations (CSOs). These were mainly
advice offices throughout the province. Planning and consultation involved the provincial SASSA branch. Monitoring in this province focused on the quality
of services experienced by service beneficiaries at SASSA service - and SASSA pay points. 64 Monitors selected from community based organisations,
advice offices and networks, acknowledged earlier in this report, visited 21 paypoints and 14 service points in the City of Johannesburg, City of Tshwane,
Ekurhuleni, Sedibeng and West Rand district municipalities of the Gauteng province. The findings of this intervention are presented in this report and are
accompanied by observations made by the monitors and recommendations made by service beneficiaries and the Black Sash.

Why this project
The Black Sash, a human rights organisation active for the past 55 years in South Africa, 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 by our Constitution to all
living in South Africa.
Despite the principles of Batho Pele (People First) that has 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. We are
concerned that poor service delivery denies millions of people a dignified life, undermines the impact of government spending on other social protection
programmes, as well as any advances that have been made to create employment and currently leads to growing anger and frustration which inevitably
results in protest that often turns violent. These protests bring with them the accompanying risks to the economy of the destruction of infrastructure, loss of
work days and human insecurity.
Similarly, 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. A high standard of service delivery is a fundamental part of the social compact between the
government and the population and in today’s more transparent world of accountability, the standard of service delivery underpins the credibility of the
government.
It is in this context, that the Black Sash’s CMAP is implemented, in collaboration with other civil society organisations and networks.
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The Project
Our premise is that quality service delivery is one factor that our society should be able to tackle even at a time of economic recession and that we, as civil
society, should hold our government responsible for delivering - affordably, appropriately, effectively and with dignity, as promised in public speeches,
ruling party manifestos and 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.
The objectives of the project are two-fold:
• To assess and report on the quality of service delivery in specified government departments and municipalities across South Africa as experienced by
beneficiaries
• To develop a system for civil society organisations and community members to hold government accountable for the principles of Batho Pele as well
as specific norms and standards that govern service delivery and promise excellence.
Working closely with our partners, the Black Sash
• ensures widespread, visible, standardised and regular monitoring of service delivery points by Community Monitors that are selected by CSO
networks;
• co-ordinates the development of the monitoring instruments and data bases; collates and analyses the monitoring information; produces and
distributes regular reports to our partners and the public;
• presents reports to the appropriate government officials in order to affirm good practice and to work together to make improvements where required.
CMAP aims to empower communities to access their rights to social protection, basic and immigration services. It seeks to encourage service beneficiaries
to appraise the quality of services they receive and, through monitors drawn from independent and credible community organisation networks, will provide
the opportunity for such beneficiaries to express their concerns and appreciation.
This project is built on the tenet that citizens are not passive users of public services but active holders of fundamental rights. The Project will gather and
analyse information from the service users’ point of view to provide a strong body of evidence to take back to government and, where necessary, into the
public domain, to better the delivery of services where needed and to acknowledge good service where it is provided.
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Methodology
During the initial phase, the Project was piloted in four provinces. This was to assess the level of data that will be received; the relevance of the monitoring
tools ,monitoring instruments and the usefulness of data received. Subsequently it was reviewed and amended where necessary.
The methodology included a selection of monitors by CBOs, CBO networks, civil society groups and faith based organisations who are trained to monitor,
orientated to the monitoring tool and committed by way of a code of conduct. Each monitor identifies the day(s), within a specified timeframe that they will
monitor, and the selected sites in the communities where they live or work. Once the site has been visited by the monitor and an assessment has been
done using the monitoring tool, the completed questionnaires are forwarded to the Black Sash for capturing and analysis. The reports developed and
emanating from these analyses are forwarded to the relevant government department for response within an agreed period, whereafter they will be
available to the public.
It is important to note that monitors undertake the monitoring in the areas where they live or work and that the selection of sites to monitor, depends solely
on where the monitoring organisation is situated or where the monitor resides. It is therefore clear that no scientific formulation is used to select the
geographic spread. However, we do encourage organisations with diverse geographical location to participate in the project. This is to ensure the data
generated through CMAP does not reflect an urban bias.
This report reflects the findings and recommendations of monitoring completed in the Gauteng Province.
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Data analysis
This section reflects the findings of the monitoring exercise implemented in May - December 2010.

Scope, limits and assumptions
Monitoring was conducted by a total of 64 monitors at 35 different SASSA service points (14) and paypoints (21) in the City of Johannesburg, City of
Tshwane, Ekurhuleni, Sedibeng and West Rand districts.. There were a total of 524 respondents to the questionnaires of which 297 were Paypoints and
227 were service points.
In selecting a sample of respondents, monitors are advised during training to interview at least 10 beneficiaries at a service delivery point. For every 10
beneficiaries interviewed, one official should be interviewed. This should be noted as an encouraged practice as some monitors find it difficult to interview
officials without interfering with the service within their 2-hour monitoring stint.
These findings are the reflections of the situation at the monitored sites on a particular day and are presented as a comparison across the districts
monitored. The findings are presented on the basis of issues raised in the monitoring tool (i.e. time, venue, payment processing & security personal, grant
utilisation and communication) most of which are related to the National Norms and Standards Policy for Social Assistance Service Delivery, produced and
published by the Department Of Social Development, February, 2002.
The findings are compiled in individual site reports as well as provincial reports such as this one which is fed back to monitoring organisations and their
networks. These reports are posted to the Black Sash website after consultation with relevant Government Departments and Agents.
Please note the questions that were not completed by the monitors have not been taken into account in calculating any of the percentages.

Key Findings
•
•
•
•

The majority of the sites monitored opened and closed when they were supposed to and because little time is needed to set up equipment, clients
are generally served soon after the site is opened.
Very few beneficiaries arrive before 6am. In fact, of the 261 respondents at paypoints and 181 at service points, 4 and 5 beneficiaries,
respectively, arrived before 6am
Service points operate longer hours, it takes longer for clients to be seated for the service and subsequently they experience much longer waiting
times before being serviced.
Generally, respondents across the province felt that both the paypoints and service points monitored were located in the best possible place,
provide adequate shelter for all beneficiaries, had adequate toilet facilities and were reasonably well maintained venues.
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•

•
•

•

•
•

•
•
•

•
•

•

Notably, beneficiaries at paypoints were less concerned about the physical conditions and the venue and its provisions, than those accessing their
service at a service point. This was attested to the fact that beneficiaries at paypoints spend considerably less time at the venue with a ‘positive’
result at the end of the wait.
Approximately 25% of the 36 officials compared to 33% of beneficiaries interviewed acknowledge that there were indeed loansharks operating in
or close to the paypoints.
Little or no communication from the doctors to the grant applicants about what the doctors recommend. Individuals with chronic illnesses who
apply for disability grants have to see the doctor at the clinic, he/she is then sent to the doctor stationed at the SASSA offices with a letter and with
another letter to the SASSA officials. The grant applicant is left in the dark throughout the process until they receive a positive or a negative
outcome.
The majority of the beneficiaries interviewed at Paypoints used public transport when collecting their grants compared to the 5% interviewed at service
points. It was interesting to learn that 43% of the beneficiaries interviewed at service made their way to the point by means of a rented car, which we
later found was done in groups so as to split the bill.
Beneficiaries continue to pay a considerable amount on average (R14 travelling to service points, R29 travelling to paypoints).
On the days we monitored, the majority (66%) of the interviewees at service points visited the site for new applications,. 13% came for the review
process, (related mostly to disability grants), 9% appealed previous negative outcomes, 2% visited to check their status of their application, 5%
came to re-apply for grants, (related mostly to disability grants that have lapsed) and another 5% came in search of information about grants.
More than 20% of interviewees were not informed of their right to appeal a negative outcome, and more than 60% of the interviewees did not know
when their first grant payouts would be after positive outcomes
Beneficiaries reported travelling back to the service points to access the same service, on average, 4 times. A staggering 57% of the 181
beneficiaries interviewed reported that they returned more than once for the same service.
Regarding the Batho Pele principles, when asked, the Officials interviewed did not know the principles by their names or what they really meant.
However, upon rating their adherence, the officials linked what they assumed the principles meant to the system implemented at the point of
service delivery.
It is clear that the presence of more staff could possibly increase the number of clients served in one day.
None of the sites monitored displayed a sign with the customer care principles that guides the level of service to be expected by beneficiaries. On
a more positive note, we found that 100% of the interviewees at paypoints and 76% at service points shared the view that their staff was
sufficiently trained for duty.
At all the points monitored, 75% of paypoint officials and 35% of service point officials highlighted that their sites had some form of information
material. However,11% and 9% respectively felt that these were not sufficient. We found that all staff at the paypoints could converse and explain
relevant information in all the local languages of the area.
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Key Recommendations
•
•

•
•

•

•
•

Opening on time and servicing clients on time is vital, especially for the older people that might be fragile and not able to wait for a longer time.
It is imperitave that SASSA monitor on a regular basis, the location and physical conditions of the sites, both pay and service points. Particulalrly
service points where service users spend longer hours waiting for service, showed a serious degree of inadequacy in terms of its location, and
facilities.
We recommend that the agency take an audit of the resourcing of its security personnel and where they are found to be inadequately resourced.
It is recommended that SASSA increase their efforts to educate members of the public who are potential applicants about the information required
upon applying for service. It is part of the officials’ duty to inform the client about all the information that SASSA needs in order to process the
application smoothly. Making an applicant have to bear cost of transport thrice or four times for the same service is unacceptable. It is thus
recommended that a public awareness drive be undertaken together with emphasis to the first time applicant on what documents to provide,
preferably in writing.
Whilst we acknowledge the fact that a big percentage 64% of the applicants get to know about the outcome of their application, the 54% who are
only verbally informed, raises a concern, especially where the outcome of their application is negative and appeal process has to be done. It is
highly recommended that the Promotion of Access to Administrative Justice together with Batho Pele policy is upheld. Access to the outcome of
the application, and the reasons for a negative outcome is important especially where further steps are required of the applicant in order to be
consider in their reapplication.
From the above findings, it is clear that an increase in staff would greatly benefit SASSA.
Adherence to PAJA and the use of the 11 languages is critical. The responses given to applicants, positive or negative should be clearly outlined
and communicated so that it would not leave the applicant in a state of confusion regarding the next step to take. Clarity needs to be provided
about the reasonable and prescribed time for an outcome and for appeal. It is thus recommended that all applicants are given the outcome of their
applications in writing at the same time when it is announced to them verbally.
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Respondents
The profile of respondents indicates that beneficiaries across the province were predominantly female and between the ages of 46 – 60 and 60+. See
graphs below. We found that the majority (98% and 94%) of the respondents who visited the paypoints and service points respectively were South African
citizens whose visit related to Child Support Grants and Old Age Grants. 34% of beneficiaries interviewed at service points throughout the province were
applying for, or reviewing their Disability Grant.
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Findings
The findings of this intervention reflects the quality and efficiency of services provided by SASSA from the beneficiaries’ and on duty official’s point view at
the sites monitored on the day. These are measured in terms of:

•

•

•

Time
- operating times of the paypoints
- operating time in relation to the number of beneficiaries
serviced
- the length of time beneficiaries spend waiting to be served

•

•

Personnel
- Customer care and the fundamentals of service delivery –
Batho Pele principles
- number of SASSA officials on duty in relation to number of
beneficiaries served, official’s adherence to Batho Pele and
customer care and whether officials are uniformed and
identifiable,

•

Language & Communication
- Whether official languages are spoken and foreign
language translators are available at sites; how much
people know about the grants and services of SASSA,
changes in regulations, and where they received their
information
- where beneficiaries receive information from

Venue & Security
- the physical state of the venue, availability of the chairs,
toilets and clean water. Also included in this section are details
about how beneficiaries arrived at the site, how long it took for
them to travel and how much it cost.
- the availability of private security or police at venue and the
processing of the payment of grants

Payment & Application processing
- How beneficiaries experienced the actual processing of their
payment, application, review or appeal process.
- How often clients had to return for the same service and how
they were informed of the outcome of their visit.

Use of grants
- how many persons in the household benefited from the
grants and what beneficiaries mainly used their grants for

.
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1. Time
The service points monitored were a combination of mobile (points that
operate on certain days of the month in the communities) and stationary
points (offices that are open for service daily). All paypoints monitored
were mobile and move to more than one venue on the same day, hence
the operating times differ between areas. The majority of the sites
monitored opened and closed when they were supposed to and because
little time is needed to set up equipment, clients are generally served soon
after the site is opened.
With the exceptions of service points such as Chiawello, Tshepiso, Phiri
and Diepkloof, and paypoints such as Phiri Hall, Poortjie, Chiawello and
Phokaza where officials acknowledge that the sites opened on average
30min later than they usually start serving clients. Key reasons for the
late start sighted by officials included: “we had to move from our
previous sight where we were delayed because of machine jams”, “a
lot of traffic this morning”
The Paypoints in Orange Farm Community Centre and Halalafala opened at least 30min earlier that they usually do and start serving clients earlier that the
8am norm.
From the graph above we see that very few beneficiaries arrive before 6am.
In fact of the 261 respondents at paypoints and 181 at service points, 4 and
5 beneficiaries, respectively, arrived before 6am.
The earliest persons to arrive at a service point was a woman aged 65
who walked to the Chiawelo office, as well as a 76 year-old male who
accessed his OAG at the Lethabongo paypoint in Ekurhuleni district
who was attended to by Jabulile Sikhosana.
From the graph to the right, our findings clearly show that service points
operate longer hours, it takes longer for clients to be seated for the service
and subsequently they experience much longer waiting times before being
served. This quite possibly is due to the difference in the nature of the
service rendered at a service point to that of the paypoint. The longest
waiting time experienced by beneficiaries, simply to find a seat was recorded
CMAP Report, Monitoring of SASSA Service & Pay Points - Gauteng
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as 180min at both service and pay points.
It is however important to mention that while the average waiting time at a paypoint monitored was only 46min, a 61 year-old respondent reported
waiting for about 3 hours before accessing his OAG at the Lethabongo paypoint.
We acknowledge that the SASSA staff at both paypoints and service points work a full 8 hour shift daily. Yet the time beneficiaries spend waiting to be
served at service points remains a concern for us. As this waiting time is well out of the norm developed by the Department of Social Development in 2004
as well as the existing Service Level Agreements (SLAs) with ALLPAY, it is our view that these norms and standards should improve, i.e become shorter
and not longer over time.
Our findings further show that not only do beneficiaries wait long to be served by an official, they also have to contend with minimal seating availability and
long waiting times to simply find a seat.
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2. Venue + Security
In this section we share gathered from both officials and
beneficiaries. Generally, respondents across the province felt that,
of the paypoints and service points monitored, they were located in
the best possible place, provided adequate shelter for all
beneficiaries, had adequate toilet facilities and were reasonably
well maintained venues. The findings show clearly that both
officials and beneficiaries who provide and access services from
the service points are less happy with state of the venues (???
Confusing). See graph to the right.
The Vosloorus Kwa-Thema, Moponya Mall, Lethabo, Mogale
and Chiawelo site 704006 were of particular concern to
beneficiaries and officials alike. A range of issues including
insufficient shelter, toilets, seating, and physical location of the
points were highlighted.

Notably, beneficiaries at paypoints were less concerned about the physical conditions and the venue and its provisions, than those accessing their service
at a service point. This was attested to the fact that beneficiaries at paypoints spend considerably less time and the venue and experience a ‘positive’
outcome at the end of the wait. Notably, our monitors observed that beneficiaries at paypoints cared less to point out ‘negative’ aspects of
accessing the service, than those who waited in queue at a service point.
Notwithstanding the generally good observations made of the state of the venues where the services are carried out, we are of the view that, regardless of
the time spent waiting in a facility, it should be done in a venue that meets the standards of a regularly maintained and safe venue as required by the
existing norms and standards that continue to guide SASSA’s service delivery.
At the Lethabo service and pay points in Ekurhuleni, persons in wheelchairs have no physical access to the points as there are no ramps.
At the (Rhoda Yende Hall - Pay Point), located in Sharpeville, people have to queue outside the fence while there is sufficient chairs inside the
point where only 10 beneficiaries are allowed in at a time.
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The findings reflect that 100% of the staff interviewed at paypoints,
felt safe in their working environment. They also felt that there was
sufficient security personnel on duty. Most officials, (80%+) felt that
the security personnel were not adequately resourced to protect
both officials, the funds and the beneficiaries.
Approximately 25% of the 36 officials interviewed, compared to
33% of respondents interviewed, acknowledge that there were
indeed loansharks operating in or close to the paypoints.
The Halalafalala, Poortjie, Orange Farm Community Hall, Thokoza
and Chiawelo sites were particularly highlighted as paypoints where
the loansharks were identified as a stumbling block to providing a
good service.
When asked what is being done about loansharks lurking around
the paypoints, officials are quoted to have responded as follows:
“We warn our beneficiaries”, “I did nothing”, “Security is asked to intervene and chase loan shark away from the service point.”, “Keep them at
least 100m away from the property, need to rope in police and traffic officers”
Beneficiaries interviewed felt that the security personnel were not present for their protection, but rather for the officials and to protect the cash.
When questioned about the presence of well resourced security personnel at service points, 68% of the officials felt safe in their working environment. All of
the officials acknowledged the presence of the security personnel. Moreover, only 41% felt the security personnel on duty were adequately resourced to
protect, while 62% of the 181 beneficiaries interviewed acknowledge seeing security on duty when they arrived at the site.
However, the beneficiaries were not asked about whether they felt safe nor were they asked what they thought of the resourcing of the security personnel
on duty.
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From the graphs on the left, our findings show that 35%of the beneficiaries
interviewed at Paypoints used public transport when collecting their grants, as
compared to the 5% interviewed at service points – this is 7 times more than
service point interviewees. It was interesting to learn that 43% of the
beneficiaries interviewed at service made their way to the point by means of a
rented car, which we later found was done in groups so as to split the bill.
Only 15% of interviewees at paypoints rented a car to collect their grants.
Almost an equal percentage of respondents reported to have walked to the
points to access the service.
Our findings show that even though beneficiaries travel a relatively short
distance to both paypoints and service points on average, 6km and 7km (see
graph, bottom left), the most common mode of transport used by beneficiaries
are the ones they have to pay for. Although SASSA’s strategy to bring the
service as close to the people may be implemented beneficiaries continue to
pay a considerable amount on average (R14 travelling to service points,
R29 travelling to paypoints).
We should also note that the majority of clients accessing the service are
older persons, as seen from our beneficiary profiles, who may not be in a
position to walk the distance to access the service. The highest amount
paid for travelling was R200 by a 93-year old male who travelled from
Orange Farm to Ennerdale to access his OAG.
The highest cost incurred by service point beneficiaries, was a female,
aged 70, who travelled from Tafelkop, in the Limpopo Province. She paid
R260 for her journey and she was doing the trip for the 3rd time because
she did not have all the information that she needed on the other two
occasions.
It should be emphasised that the cost implications to clients when travelling to
service points is immensely burdensome, yet unnecessary. It is simply
because of the number of times clients return for the same service. This is
looked at in detail under the next section.
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3. Payment & Application Processing

From the findings depicted in the graphs above, we see that the majority (66%) of the interviewees at service points visited the site for new applications on
the days we monitored. 13% came for the review process, (related mostly to disability grants), 9% appealed previous negative outcomes, 2% visited to
check their status of their application, 5% came to re-apply for
grants, (related mostly to disability grants that have lapsed) and
another 5% came in search of information about grants. We found
that of the interviewees who made new application on the days we
monitored, 64% knew the outcome of their application on the same
day. 46% of those were informed in writing and a further 54%
verbally.
One of our key findings under this section, and of great concern to
us, is the numbers of beneficiaries who are NOT being informed of
critical processes regarding their grants. We found that:
• more than 20% of interviewees are not informed of their
right to appeal a negative outcome,
• more than 60% of the interviewees did not know when
their first grant payouts would be after positive outcomes
of the applications and;
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• almost 30% of the beneficiaries were not given the option
to receive their funds through banks, but were simply
given documents to open accounts into which their
grants, should the applications be approved, be paid.
These beneficiaries claim they were not properly
informed that they were able to access their grants
through paypoints if they chose to do so.
Although we acknowledge the importance of migration to banks, for cost and safety reasons, the current inadequate banking facilities in certain areas make
it hard for many beneficiaries to access their funds, and to do so when and how they want to. This, coupled with the continued lack of sufficient information
about receiving grants through the banks and the subsequent bank charges incurred at the beneficiaries’ expense, makes it even more critical that the
client is given the choice, with the correct information, of how to receive their money. Until SASSA can ensure that banking facilities with zero bank charges
or a similar trustworthy and honest system are available even in the most remote places, the client should remain with the choice.
Our findings show alarming numbers of beneficiaries travelling back to the service points
to access the same service on average 4 times. As shown in the chart to the left, we
found that, for a staggering 57% of the 181 beneficiaries interviewed,they were required
to return more than once for the same service. Some of the reasons cited for this were:
“Lost ID and SASSA Card “, “The first time I did not come with all the documents
which are needed”, “was asked to bring in a bank statement”. 17 of the
interviewees shared their frustration at having to return more than 5 times for the
same service, due to the “fact that SASSA do not give all the information they
need”
With an average cost of R14 incurred by beneficiaries and at least 57% of beneficiaries
returning more than once for the same service, questions the “value for money” principle
that should be adhered to by government departments and agents.
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Another shocking discovery made during the monitoring is depicted in the graph to the
right. Our findings may indicate that it is not common practice by SASSA to provide some
form of proof to beneficiaries who visit the service points.
The consequence for some beneficiaries, especially those who have jobs, is that they
lose a day’s pay because they have no receipt or letter of proving they were at the
SASSA point on a particular day.
There is little or no communication from the doctors to the grant applicants about their
recommendations. Typically, for individuals with chronic illnesses who apply for disability
grants, they have to see the doctor at the clinic, he/she is then sent to the doctor
stationed at the SASSA offices with a letter and with another letter to the SASSA
officials. Throughout this process, the grant applicant is left in the dark up until they
receive a positive or a negative outcome.

4. Personnel
Our monitors observed the adherence to the Batho
Pele Principles of officials who were on duty on the day
of monitoring.
From their recorded observations, we learnt that most
of the officials interviewed did not know these
principles by name or what they really meant.
However, upon rating their adherence to these
principles, the officials linked what they assumed the
principles meant to the system implemented at the
point of service delivery. The responses from the
officials are reflected in the graph on the right.
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The 8 Principles of Batho Pele guides the way in which all public servants, as well as their service providers, deliver public services to service users. These are
therefore the values that beneficiaries can use to measure the quality of the services they receive.
Great emphasis is placed the link between Batho Pele and Customer satisfaction in the 2002 norms and standards policy in sections 7.3 and 7.6 specifically. It
specifically highlights the need for training of staff in this area to encourage good customer relations. This also emphasised in the SLA with Cash Paymaster
Services (CPS) in section 8, however it is worrying that this area does not appear in the SLA with AllPay Consolidated Investment Holdings (ALLPAY). The SLA
makes provision for all service provider officials including security personnel to undergo regular courses and awareness sessions on these principles.
Our findings show (in the graph above) that overall, paypoint officials felt their adherence to the eight principles was average. However, their colleagues at the
service points whose adherence to the principles came in below average. Then, in some cases such as for principles of consultation and redress, service point
officials scored well below average.
There is a clear trend from the manner in which officials ranked their understanding and adherence to these principles to the rest of the findings in this report.
Monitors observed that when they asked officials about these principles, a large majority had to be reminded of these principles and what they meant. It is
reasonable to conclude that, on this issue, staff were insufficient trained and require a better understanding of these principles and how it links to their work.
Our monitors observed that at the Mogale City (MPCC) service point the offices used by the officials are not conducive for providing a good service.
The space is too small even to house the officials comfortably. Moreover, additional customer service training is required and better monitoring of
implementing these principles is needed.

As reflected in the graph on the right, we found that with almost the same average operating hours between paypoints and service points, doubling the average
number of staff results in more than double the average amount of beneficiaries served.
Whilst we do take into account the different nature of the service being delivered, the data
shows that the presence of more staff could increase the number of clients served in one day.
It is understood that staff complement is only one factor impacting on the number of clients
served.
An equally important point to consider here is the number of outdated technical equipment
currently being used by the service providers. This hinders the quality and efficiency of
service delivery. We have learnt that, because of the very long delays in the commencement
of the tender process for new service providers, SASSA currently finds itself in a negative
power relationship with the existing service providers, where the quality of the service that is
rendered depends on the likelihood of contract extensions. This is not an ideal position for
SASSA to be in, as the Agent will continue to be judged on the quality of the services
provided despite the fact that the service is provided by an outsourced service provider.
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None of the sites monitored displayed a sign with the customer care
principles that guides the level of service to be expected by beneficiaries. On
a more positive note, we found that 100% of the interviewees at paypoints
and 76% at service points shared the view that their staff was sufficiently
trained for duty. We also found that 83% of paypoint staff and 46% of
service points staff indicated that their on-duty colleagues were identifiable by
visible name tags and/or uniforms.
The importance of the visibility of staff gives beneficiaries the peace of mind
to know who works with their affairs and should they have any queries or
need to report any dissatisfaction, they are able to do so. This is catered for
under the principle of openness and transparency.
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5. Language & Communication
Respondents: 442 responses by beneficiaries
Beneficiaries who knew what documents to bring for their visit
Beneficiaries who DID NOT KNOW that certain documents expire after a period of time
Beneficiaries who were aware that SASSA communicates information on the back the receipts
Beneficiaries who were NOT aware that SASSA had a toll-free number that could be used when seeking advice
and/or information on social assistance.
Beneficiaries who were aware they can receive money from grants at pay points as well as at the bank
Beneficiaries who were aware that all persons aged 60 can access the Older Persons Grant from 1 April 2010.
Beneficiaries who were aware that the Child Support Grant has been extended to age 18 and that all eligible
children born on or after 1 October 1994 can apply for the grant in 2010.
Beneficiaries who were aware they could apply for Social Relief of Distress if in immediate need.

Pay Points

Service points

96%
36%
60%

84%
47%
51%

94%

97%

71%
72%

74%

65%

73%

15%

22%

At all the points monitored, 75% of paypoint officials and 35% of service point officials highlighted that their sites had some form of informative material.
However 11% and 9% respectively felt that the material available was not sufficient. We found that all staff at the paypoints could converse and explain
relevant information in all the local languages of the area.
Our findings further reveal that most interviewees were aware of the documents they were to bring to the point on the day; those who were receiving funds
for the first time were not very clear. Most beneficiaries knew that SASSA communicated vital information on the back of the receipt.
An overwhelming majority did not know that the SASSA toll-free number that can be used for information and /problems around grants.
The majority of the respondents understood that they have an option to receive their funds through other transactions, such as banks and the post office.
However their preference remained the paypoint for the following reasons:
-

Banks and post offices are not very visible in rural areas,
Older persons are nervous about misplacing and forgetting their pin numbers,
Beneficiaries are worried about losing funds through bank charges, and
If beneficiaries access their funds through local shops in the communities, they are obliged by the shop owners to purchase produce to the value
of a certain percentage of the funds they wish to withdraw.

As can be seen from the table above, the majority of respondents are familiar with the changes in the regulations, particularly around the CSG extension as
well as the age equalisation of the OAG. However very few respondents have a clear understanding of how the Social Relief of Distress (SRD) works. This
points to the need for raising awareness on the specificities of this grant.
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Recommendations
Time
•
•

Opening on time and servicing clients on time is vital, especially for the older people that might be fragile and not able to wait for a longer time.
Make the conditions in the office conducive by providing enough chairs for proper seating whilst waiting to be served.

Venue and Security
•

•
•

It is imperative that SASSA monitors on a regular basis, at both paypoint- and service site locations, the physical conditions of the sites.Particularly at
service points, where service users spend longer hours waiting for service, there was a serious degree of inadequacy in terms of facilities and whether in
fact its location was ideal.
We recommend that SASSA takes an audit of the resourcing of its security personnel. Where it is found to be inadequately resourced, the Agency
addresses this issue as a priority.
It remains quite expensive for beneficiaries to access service and pay points located far away from where they reside. We recommend that SASSA
reassesses which is directly linked to the distance they have to travel for the service.the physical positioning of its sites and make adjustments where
needed, to ensure they operate within the current norms and standards.

Application and Payment Processing
•

•

•

It is recommended that SASSA educates potential applicants on the information they are required to provide upon applying. It is part of the officials’ duty
to inform the client the first time of all the information that SASSA needs in order to process the application smoothly. Making an applicant have to bear
cost of transport thrice or four times for the same service is unacceptable. We recommend that a public awareness drive be undertaken together with
emphasis to the first time applicant on what documents to provide. We suggest that the applicant acquires this information in writing.
We understand that SASSA prefers payments of grant via bank transfers, and is the most convenient method for the service provider for a range of
reasons. However, this should remain one option that the beneficiaries can choose to utilise. We request that officials states this choice to beneficiaries.
We maintain that not all the beneficiaries are able and comfortable to utilise automated teller machines (ATMs). For some of these beneficiaries,
collecting their grant from the paypoint gives them an opportunity to socialise and also shop for essential needs. This is something that an ATM payment
system may alienate them from. Recreation and a monthly outing is an important social need for many beneficiaries. We therefore recommend that
officials provide the correct information and leave the beneficiaries with options to choose the best method that will suit them.
Some beneficiaries’ needs demand that they are accompanied by a caregiver. Some caregivers have to take time off from work to be able to assist their
members of the family of friends. We therefore recommend that a confirmation letter/note be provider to the caregiver, acknowledging that they were
indeed at the pay point/service point to assist their relative or friend who needed to collect or lodge her/his application on the day in question. As stated
before, this may assist the caregiver and prevent her/him from losing a day’s pay. Furthermore, it will require the employer of the caregiver to recognise
the time taken off for family responsibility and/or paid leave, instead of unpaid leave.
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•

•
•
•

We acknowledge that a large percentage (64%) of the applicants receive information about the outcome of their application. However, the fact that 54%
are only verbally informed, raises a concern. This is especially so when the outcome of their application is negative and an appeal process is to be done.
We strongly urge that the Promotion of Access to Administrative Justice (PAJA) requirements, together with Batho Pele policy principles, are upheld.
Applicants require access to the outcome of their application, and the reasons for a negative outcome. This is important especially where further steps
are to be undertaken by the applicant.
Tied to the recommendation above, the officials also have to proactively inform the applicant of their right to appeal the decision.
Recommendations from Social Workers/ Community Workers must be taken more seriously in the outcomes of applications.

Personnel
•

•
•

The fact that the officials, especially at service points, score below average on almost all the Batho Pele principles is a serious concern. The service point
is the first port of call where potential applicants report to, in order to gather the information they require for any form of Social assistance. We are further
concerned about the quality of service at pay points, where the scores are just at 50%. At face value, these scores can lead one to conclude that service
delivery is poor. We suggest a refresher training course to remind staff on Batho Pele policy and that is is one of the core guiding policies in the public
sector.
The monitor findings confirms that more staff leads to more output. An increase in staff would be a great benefit.
For quality and efficiency, updating technical equipment is vital. This goes hand in hand with turn-around time on addressing the tender processes in
advance in order to eliminate a scenario where a contract is renewed with a company that is not delivering at its best. It would therefore be highly
recommended that such processes are aligned and proactively engaged with in time.

Language and Communication
•

•
•
•

Adherence to PAJA and the use of the 11 languages is critical. Positive or negative responses in an appropriate language to applicants will not leave the
applicant in a state of confusion regarding the next steps they need to take within the required or prescribed timeframe. We recommended that all
applicants simultaneously receive the outcome of their applications in writing, when announced to them verbally.
We recommend at least one or two interpreters at each point of delivery so that information and the rights that the applicants have, are known and
communicated effectively. This may enable applicants and beneficiaries to claim and exercise their rights accordingly.
Sms technology be used to inform people of what services are delivered and what documents to bring.
We propose that SASSA takes out regular ads in local community papers and radio stations to inform communities about their services
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Monitors Observations
During the monitoring exercise from May – December 2010, community monitors recorded the following recommendations and observations:

•

The unfair behaviour of SASSA officials - SASSA offices around Soweto have been moved to two big malls around Soweto namely Maponya Mall
and Jabulani Mall. At the service point situated in Maponya Mall it was reported that beneficiaries were not happy with the officials’ behaviour with
regards to preferential treatment that prevails in that office. It was observed that SASSA officials at this branch let their relatives who were
perceived not to be eligible for any form of social assistance or grant to receive preferential treatment. People or clients arrived as early as 06h00
and even though they were the first in the queue, these relatives of officials were allowed to pass through or give their ID books to officials. Also,
after these persons received food parcels or vouchers, those who were in line and who are truly in need, were turned away.

•

Doctors at the SASSA offices - Some clients lodged complaints about doctors, who informed them that their prescription declared them as not
disabled, though they have been living with a disability for an extended period of time. Others with chronic illnesses reported being cleared for
work by these doctors. The monitors were interested to know whether the doctors were being contracted by SASSA.

•

Some clients complained that they are not happy about the service that they received from the doctors at the SASSA offices. These clients are
concerned that most of the persons examined by the doctor(s) receive diagnoses that declare them as not disabled, despite the fact that most of
the people complaining were previously diagnosed as permanently disabled, with some living with this disability for more than a decade. Some are
being turned away or informed that they don’t want to look for employment. In one case, a client who is an epileptic (and known to everyone in the
community as such), experiences these epileptic fits as often three times a day, was declared fit to be employed by a SASSA doctor. Monitors
were interested to understand who was paying doctors, and whether they were contracted by SASSA?

These observations indicate that there is lack of information being dissesminated regarding lodging appeals.. I would strongly recommend to SASSA that it
engages on a drive to educate and inform the potential applicants for disability on the appeal process. I would also recommend as indicated above on
communication, that applicants be verbally and in writing, be informed of the process and their rights thereof.
Lack of Co-operation from some SASSA officials:
Some SASSA officials, at some service and paypoints were not willing to co-operate with the monitors when they were asked to respond to some of the
questions in the questionnaires. They refused and some said they don’t want to be in trouble. Some refused even when they were requested to fill the
forms in during their spare time. Certain officials felt they were being investigated.
Comment: The process of engaging with SASSA and the reason for monitoring was shared prior to actual monitoring. SASSA positive or negative indicated
that they will assist and highlight all aspects and perceptions about their service, whether the favourable, unfavourable or worse. The intention of our work
was to have inputs from both sides and an informed and objective intervention strategy that can be used internally to motivate for better and improved
service. It is sad that these officials felt threatened by a process that clearly can be seen to have benefits for all, including for example, potential benefits to
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officials around their conditions of employment and for beneficiaries who are active recipients of services of this agency. We suggest that this be tabled for
discussion with SASSA in relation to their communication internally with their staff members.
Physical accessibility Offices and necessary requirement:
Some offices are not providing a user friendly service for those beneficiaries who are physically challenged – since these offices are on the first floor, where
only escalators and stairs are used.
Boxer stores
One of our monitors alerted Black Sash Gauteng office about unusual practice in at the Boxer Store located near one of the biggest taxi ranks, known as
Noord Taxi Rank in Johannesburg. It is alleged that people arrive daily at these stores in the early hours of morning, some as early as 04h00 in order to be
the first in the queue when these stores opened at 07h00. The reason for them being there is to cash in their grants earlier than the due date stipulated.
The service rendered by this store is as a result of a service level agreement that SASSA has with the store, as a service supplier on their behalf. These
agreements were reached, apparently as a way of alleviating pressure from SASSA and its systems in paying the grants. It appears that it was in this way
that Boxer stores became a paypoint.
At the time of monitoring, a staff member of the Black Sash, namely Muzikayise Tshabalala, a Gauteng fieldworker, was deployed to the site to observe the
practice and reports as follows:
Muzikayise together with a monitor arrived on site around 8h30am on the 24th August 2010. On arrival at the site, it was chaotic as people were standing in
long queues. It was mostly women some with children and also elderly and frail. The place is at a very busy part of the city as it is near one of the biggest
taxi ranks in the City of Johannesburg. It is also a transport hub where people travelling to and from the city from all over South African (SA) provinces and
beyond the borders of the country arrive and depart from.
Our observation was that the queue was very long and was moving very slowly as there was only one person rendering a service to those waiting. Our
initial assumption was that she was a SASSA official. We later learnt that she is actually a store employee. Those standing at the queue were exposed to
the sun, no chairs were provided nor did people have access to bathroom facilities. . As the day progressed, we observed that at around 10am, the
employee of Boxer just stood up went for tea break without any warning to the queue. People in the queue were left unattended for half an hour to 45
minutes. The main entrance steps are not user-friendly and did not accommodate those who were physically challenged or the elderly. There was no
shelter, chairs, tap water, toilets at this vicinity, taking into consideration the time that beneficiaries spend awaiting service.
Inside the store there is a food court that the grant recipients were prohibited from using as it was meant for customers who came there to dine. Yet, upon
payment, these grant beneficiaries were obliged to buy for a certain amount of groceries from the same store where the grant was disbursed from.
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Our staff member spoke to a few women and they expressed their frustration of having to wait for hours on end, but were then told later that there was no
money left for them. The environment is not at all convenient for this service, on top of which the area is known as high crime zone. As customers, they felt
that they were not treated with dignity at all.
The observation one made was the fact that the clients’ right of choice as citizens are being grossly violated. The recipients expressed dissatisfaction in the
practice of the compulsory deal they find themselves in where they are obliged purchase from the store from the payout they received. For example, after
receiving a child support grant CSG (R230 per month at the time), they had to spend an amount equal to R 50. Similarly, for the Old Age Grant, they
needed to spend at least R210-00 at the store. So, when an individual cashed CSG’s for 5 children she was obliged to spend R 310-00.
Of the clients we spoke to, we learnt that sometimes they are told that “the store or the money is finished from the till”. This meant they would not be paid
for the day. For those who came hoping to get money that will also enable them to go back home, it was the beginning of misery.
A very interesting part of this learning, was that all the beneficiaries collecting their benefits there, were not all from the Gauteng province but in fact from
the provinces of KZN, the Eastern Cape, and Limpopo etc. They were able to cash their benefits in advance, but they paid the price for that by being
subjected to business practices that limits their rights to freedom of choice. Gauteng beneficiaries wee not catered for, as the store has no agreement with
SASSA Gauteng. Yet these payments are happening at various points in the Gauteng province e.g. in Vereeniging. This was confirmed in the presence of
a SASSA official that we had invited to accompany us on our field visit.
In our opinion the store double dips in the sense that common knowledge tells us that SASSA already pays those service provider that they contract to pay
the grants on their behalf. The fact that the store still enforces the compulsory purchase principles is seriously questionable given our current consumer
protection legislation. It is critical to know how much mark up does the store put on their prices that give the store profits over and above the administration
fee paid by SASSA?
At the time of drafting this report a Promotion of Access to Information Act (PAIA) request for the SLAs (service level agreements) has been administered
by the Black Sash advocacy team in an attempt understand the commitments made between SASSA and its subcontractors.
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