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Executive Summary
A. Project Background and Rationale
In 2010, the Black Sash Trust and the Social Change Assistance Trust (SCAT) engaged in a
partnership to implement the Community Monitoring and Advocacy Project (CMAP). This
initiative was motivated by persistent challenges in government service delivery and a lack
of constructive dialogue between government and communities. The CMAP aimed to collect
detailed and accurate information around service delivery, and use this information to
advocate for improvements in service delivery. The CMAP is based on the premise that
‘people are not passive users of public services but active holders of fundamental rights’.
Moreover, the CMAP is based on the premise that only an active community-based civil
society will be able to monitor and constructively engage with government at all levels to
improve the delivery of government services. CMAP was thus implemented by community
based organisations (CBOs) as drivers of monitoring and advocacy at community level.
Monitoring was conducted by dedicated community volunteers who were nominated and
supported by these CBOs and trained and mentored for the CMAP by the Black Sash and
SCAT.
The process of monitoring as done in the CMAP involved monitors visiting specified service
delivery points, and:
 Interviewing beneficiaries and officials at service delivery sites, and making
observations regarding basic services at their homes or elsewhere in the community,
 Documenting interviews and observations using structured questionnaires, and
 Posting completed questionnaires in self-addressed envelopes to the Black Sash
National Office.
The questionnaire data was captured and analysed by the Black Sash who then produced
draft reports, based on the information collected through monitoring, which were presented
to government departments for input. The government agencies and departments that were
identified for monitoring were the South African Social Security Agency (SASSA),
Department of Health (DoH), Department of Home Affairs (DoHA) and municipalities.
The principle funder of CMAP was the European Union (EU), with further support from Open
Society Foundation South Africa (OSF-SA) and the Raith Foundation.

B. External Evaluation of CMAP: Process
The Black Sash commissioned the Community Agency for Social Enquiry (C A S E) to
conduct an evaluation of its CMAP programme. The evaluation took place in two phases:
 An interim or mid-term evaluation that was completed by January 2012, and
 A final evaluation that was completed by September 2012.
The mid-term review involved a workshop that was facilitated by C A S E with project
management partners i.e. the Black Sash and SCAT. This report constitutes a discussion of
the findings of the final evaluation. The final review included visits to 21 CBO’s located in the
7

CASE

CMAP EVALUATION REVISED REPORT 05/10/12

nine provinces that signed memorandums of understanding (MoUs) with the Black Sash to
participate as monitoring partners in the CMAP. Over the project period, 1 August 2011-31
July 2012, over 400 individual monitors from over 300 different CSOs, drawn from all nine of
South Africa’s provinces participated in the CMAP. The findings of the final review are thus
restricted to the 21 CBO’s visited and do not represent a national view of all the
implementing CSOs.
The final review focused on the extent to which the monitoring intervention led to an increase
in the capacity for local communities to engage in advocacy around service delivery. These
indicators related to what was working in relation to monitoring and what could be improved.
Site visits took a case study approach, mainly qualitative in nature to measure the extent to
which local advocacy was taking place. Data collection included in-depth interviews (IDIs)
with CBO managers, fieldworkers, monitors, community leaders, and in some cases,
government officials at the service delivery sites that were monitored. During IDIs,
respondents were asked to demonstrate by means of stories based on fact and experience,
the most significant changes that resulted from the CMAP, what worked and what were the
areas that required improvement.
In addition, researchers reviewed project documentation at the sites that reflected CBOs
involvement in advocacy. In total, 58 interviews were conducted across the 20 CBOs and the
findings of this report represent their views.

C. Main findings
The main findings of the review are summarized below.

1. Significant changes attributed to CMAP
The three main significant changes that can be attributed to the CMAP are:
 Improved awareness of rights and active citizenship
 Improvement in service delivery
 Strengthened stakeholder relationships
1.1 Improved awareness of rights and active citizenship
The most noticeable significant change that resulted from the CMAP is that of an improved
awareness of rights amongst service beneficiaries. Through the process of interviewing,
CMAP monitors made communities aware of their rights. As a result, community members
gained the confidence to report poor service delivery either to a monitor or via a recognised
complaints handling systems. To some extent, community members started to actively
participate in service delivery through the establishment of community structures or forums
or by participating in existing municipal planning platforms. In a limited number of cases, the
community challenged government through protest action or petitioning.
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1.2 Improvement in service delivery
There is sufficient evidence from the 20 case studies that government officials tended to
adhere to service delivery principles and standards in the presence of monitors.
Furthermore, there is a general trend reported amongst the majority of respondents that
there had been substantial improvement in communities’ knowledge of their rights, as well
as mechanisms for complaints and redress. Several respondents attributed this improved
awareness to monitors’ interviewing community members as part of CMAP and
simultaneously informing them of their rights during this process. Overall, respondents
observed noticeable improvements in service delivery due to the CMAP, and expressed the
need and importance for monitoring to be sustained beyond the CMAP’s life cycle.

Respondents observed a positive change in the attitudes of government officials, more so
those at SASSA. Officials were said to treat service beneficiaries with respect and dignity
and were more cooperative with both monitors and service beneficiaries. Monitors noticed
an improvement in the implementation of the Batho Pele Principles of service delivery
amongst officials which they attributed to the presence of monitors at the sites. There was a
sense was because monitors’ reports regarding service delivery were based on fact, this
gave them credibility amongst officials. Officials’ vigilance in the presence of monitors
resulted in noticeable improvements in service delivery, especially at SASSA sites and
clinics. Furthermore, the fact that monitors swiftly reacted to address service delivery
challenges encountered while monitoring, led to improvements. Monitors often cited a
reduction in the time beneficiaries spent queuing or waiting for services. Monitors highlighted
the need for continued monitoring due to persisting service delivery challenges.
There is evidence of implementing CBOs and monitors working with government officials to
address service delivery challenges encountered during the process of monitoring. Thus,
monitors were proactive and went beyond data collection and reporting and acted on
information which constituted a form of advocacy that resulted in noticeable improvements in
service delivery. In some of the cases, although limited, monitors and implementing CBOs
advocacy efforts targeted national and provincial spheres of government. These included
discussions with the Chief Executive Officer of SASSA, the Public Protector and the
provincial Department of Education. In earlier years, i.e. prior to respondents’ participation in
CMAP, many engaged in advocacy efforts that targeted national, provincial and local
spheres of government, involved multiple stakeholders (government, Section 9 institutions,
civil society, political parties, and the media) and that was characterized by protest action.
There was limited reference amongst respondents of their or communities utilising protest
action or the media to advocate for change during the implementation of the CMAP. The
majority of local advocacy initiatives embarked on by monitors and implementing CBOs
during the implementation of the CMAP were aimed at district or local spheres of
government, especially local government. The nature of local advocacy involved mainly
engagement with government departments through collaborations to address service
delivery challenges, as well as meetings or discussions and written correspondence. A few
respondents emphasised the need for CMAP to play a stronger role in keeping government
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accountable to act on monitoring information and a respondent from the Eastern Cape noted
that effective advocacy requires sufficient resources and capacity.

1.3 Strengthened stakeholder relationships
Monitors observed a strengthening in the relationships between service beneficiaries,
government officials (DoHA, SASSA, DSD, DoH), participating CBOs and monitors. This
was attributed to increased collaboration amongst monitors and government officials to
address service delivery challenges that emerged from monitoring. Relationships between
monitors and officials at local level were positive where national and provincial government
had bought into the CMAP, and the objectives of the programme had been sufficiently
explained to all role players. In addition, relationships were strengthened where there was
effective sharing of monitoring information.

2. What worked well in the CMAP
Two aspects of the CMAP were particularly successful
 Provincial Workshops
 CMAP a continuation of the implementation of CBOs work
2.1 Provincial workshops
Respondents often noted that the provincial workshops were effective because they served
as platform for project partners and managers to consult with monitors to obtain their ideas
and input. Workshops were also considered useful since they provided monitors with useful
information regarding service delivery legislative frameworks. In addition, monitors were
provided with the opportunity to share their various monitoring experiences.
The provincial workshops also offered capacity building to monitors, the implementing
organisations that they were linked to as well as the communities in which they worked. The
monitors interviewed noted that during the process of monitoring, they often transferred
knowledge and skills acquired to other staff members in their respective organisations, other
CBOs not necessarily participating in the CMAP as well as community members. This
suggests that not only were individual monitors capacitated, but also implementing CBOs
and communities at large.
Several monitors and implementing CBOs visited noted that they did not have experience in
monitoring prior to joining the CMAP. In this regard, they not only had acquired the skill to
conduct monitoring but also to take a structured approach to it. A number of monitors
interviewed said that they were more confident to confront government officials subsequent
to the CMAP training workshops and mentoring visits. Some of the monitors noted that their
organisations benefitted from the training on advocacy and lobbying.
In addition, most monitors interviewed said they have gained new information through the
provincial workshops and some examples cited related to legislation e.g. the Promotion of
Administrative Justice Act (PAJA) and policies and legislation related to local government.
10
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Some of the specific skills that monitors said they acquired through the provincial workshops
and mentoring visits included donor proposal writing, financial management, conflict
resolution and communication.
A few respondents expressed concern that their organisations did not have the capacity to
analyse monitoring information as this was the responsibility of the Black Sash. This is a
possible skills gap that the programme managers could consider addressing amongst
implementing partners.
2.2 CMAP a continuation of the implementation of CBOs work
The majority of respondents regarded CMAP as accommodating of their daily work and did
not see it as a function separate from their operations. Several respondents noted that:
 The CMAP’s foci on monitoring, advocacy and rights education were in line with the
organisation’s existing focus areas,
 The CMAP addressed and identified the important need for monitoring and advocacy
due to persisting service delivery challenges,
 The information collected through monitoring informed their daily consultation with
clients and other stakeholders,
 The CMAP strengthened existing linkages and partnerships, especially with
government departments, which resulted in a more efficient way of assisting the
implementing CBOs clients as well as service beneficiaries encountered during
monitoring.

3. Areas for Improvement
The two main challenges that hampered monitoring activities cited by respondents were:
 Resource constraints
 Access to monitoring sites
3.1 Resource constraints
The main barriers in this regard include the fact that no stipend was paid to monitors as well
as the limited numbers of monitors linked to the organisations that participated in this study.
Respondents noted that the participating CBOs were under-resourced and could not afford
to pay monitors’ transport costs to monitoring sites. As a result, monitors were restricted and
could not reach out to distant sites. Two government departments, SASSA and DoH in
Eastern Cape and Limpopo respectively, noted that they would only allow monitors access
once more monitors were appointed to cover all their sites to give a representative reflection
of service delivery.
Respondents suggested that the programme managers apply for additional funding from
donors in order to pay stipends to monitors that would cover traveling costs to the service
delivery sites, enabling them to reach out to other geographic areas and to recruit more
people as monitors. There was a general sense of commitment toward the CMAP as evident
from the fact that respondents often used their own resources to implement the programme.
However, some respondents noted payment of a stipend would encourage more community
11
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members to participate in the CMAP as poor communities would prioritise paid employment
above volunteerism.
3.2 Access to monitoring sites
The second challenge was that monitors were denied access to some service delivery sites,
particularly DoHA and clinics. In such cases, local service delivery officials refused to grant
monitors access in the absence of letters providing national and provincial authorization for
monitoring to take place. In a few cases, officials viewed monitors with suspicion and
regarded them as “spies”.
Access problems were less pronounced at SASSA sites
compared to other government departments because national SASSA had bought into the
idea of CMAP during its initial implementation stages. In contrast, project partners’
negotiations with other departments, specifically Home Affairs, were drawn out and did not
result in a formal approval for monitoring.
In order to continue monitoring despite access challenges, respondents often had to tweak
the CMAP methodology. Some adaptations to the methodology included:
 Door-to-door visits,
 Monitoring outside the service delivery sites, and
 “Internal monitoring”
There was acknowledgement that for local government services CMAP programme
managers encouraged monitors to interview beneficiaries at their homes or elsewhere in the
community i.e. not necessarily at municipal offices since services were delivered directly to
households. However, due to persisting access problems at other sites including DoHA,
SASSA and clinics, monitors opted for door-to-door visits as well. Monitoring outside the
service delivery site commonly occurred at clinics. One of the respondents based in Limpopo
did not monitor at the sites, but rather interviewed social grant applicants or recipients who
approached their office for assistance. The limitation of these adaptations is that it excludes
interviews with officials, an integral part of the CMAP methodology. However, in some cases
interviewing beneficiaries away from the service delivery site might be private and nonthreatening. Monitors in North West and Limpopo respectively reported that some
beneficiaries were reluctant to be interviewed at the sites out of fear of intimidation and the
possibility of forfeiting their social grants. One of the organisations in the Northern Cape
opted for open-ended interviews with beneficiaries because they had technical difficulty
accessing the standard CMAP monitoring tools. The limitation of open-ended interviews is
that it might not cover all the questions listed in the standard monitoring tools. In addition, it
requires qualitative analysis whereas a quantitative approach is taken to the analysis of
CMAP questionnaires. However, open-ended interviews often give rise to new and rich
information which is not always possible with structured, quantitative questionnaires.
4. Achievement of the objectives of CMAP
The objectives of the CMAP, as stated in the memorandums of understanding (MoU)
between project partners (Black Sash and SCAT) and participating organisations were twofold, to:
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 Assess and report on the quality of service delivery in specified government
departments and municipalities across South Africa ;
 Develop a methodology 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 the quality of services delivered.
The findings from the site visits to 20 of the participating CBOs shows that the CMAP has
achieved its first objective as there is evidence that monitoring reports reflecting the quality
of service delivery were generated by monitoring and project partners. However challenges
to access Departments of Health and Home Affairs, despite the project teams initial effort to
engage this department, prevented monitoring from taking place at selected sites which
compromised data collection. Furthermore, access challenges prevented monitors from
interviewing government officials thus preventing a “balanced view” of service delivery i.e.
from the perspective of both officials and beneficiaries. Moreover, some of the respondents
who participated in this review suggested that the monitoring reports were not regularly
reported to both government officials and CBOs. This concern suggests the need to improve
the dissemination, reporting and communication of monitoring information. There was a
common view amongst respondents that CMAP partners could play a stronger role in
keeping government accountable to respond to monitoring findings.
In terms of its second objective, there is sufficient evidence from the 20 case studies that
government officials tended to adhere to service delivery principles and standards in the
presence of monitors. Furthermore, there is a general trend reported amongst the majority of
respondents that there had been substantial improvement in communities’ knowledge of
their rights, as well as mechanisms for complaints and redress. Several respondents
attributed this improved awareness to monitors’ interviewing community members as part of
CMAP and simultaneously informing them of their rights during this process.
Overall, respondents observed noticeable improvements in service delivery due to the
CMAP, and expressed the need and importance for monitoring to be sustained beyond the
CMAP’s life cycle which came to an end in July 2012.
Sustainability of the CMAP, as noted by the majority of respondent, was largely dependent
on the provision of stipends to monitors to cover travel expenses and lunch meals. Another
recurring suggestion to ensure sustainability of the CMAP was that CBOs be provided with
continued support, beyond CMAP, from the Black Sash and SCAT in the form of regular
workshops and mentoring visits.
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Introduction
The South African Constitution states that all citizens have a right to health care services
(including reproductive health care), sufficient food and water and social security, including if
they are unable to support themselves and their dependents, appropriate social assistance1 .
Despite of this, a large proportion of households, especially those in rural areas and informal
settlements in urban centers, are not accessing services or are receiving services of an
unacceptable quality. Poor service delivery denies many a dignified life despite the principles
of ‘Batho Pele’ or ‘People First’ which is the policy and legislative framework established
more than a decade ago to ensure “access to quality services and a better life for all2.”
Furthermore, there is absence of dialogue related to government service delivery between
government and especially poor communities. As a result, communities by default, often
engage in service delivery protests to raise service delivery grievances and to hold
government accountable. Police crowd control figures suggest an increase in the number of
“gatherings involving unrest” for the period 2009-2012, and the majority of these gatherings
involved protests related to poor service delivery.3 Government’s approach to service
delivery is out of sync with the realities of poor communities due to ineffective consultation
and thus incorrect prioritization of services. Communities’ complaints are often not
substantiated by information which limits meaningful engagement with government. In
addition, a weakened and fragmented civil society meant to hold government accountable
results in limited advocacy at local level.
As a result, the Black Sash Trust and the Social Change Assistance Trust (SCAT) have
engaged in a partnership in 2010 to implement the Community Monitoring and Advocacy
Project (CMAP). The Black Sash Trust is an independent non-governmental human rights
organisation which has been active for the past 55 years in South Africa. The organisation’s
main objective is to work towards alleviating poverty and inequality. It is committed to
building a culture of rights-with-responsibilities, with particular focus on socio-economic
rights, guaranteed by the South African Constitution.
The Social Change Assistance Trust (SCAT), was established in 1984 to facilitate access to
resources for marginalized communities. SCAT works with rural community owned
development organizations especially those focusing on human rights, HIV and AIDS, local
economic development , and the empowerment of women and other groups subjected to
discrimination. SCAT raises funds from funders- corporate and government and civil society
–who support such work but do not have or wish to create the infrastructure necessary to
monitor and support small and remote initiatives. SCAT provides core funds for operating
costs and additional special development funds, promotes local advocacy, on -site support
and training opportunities to rural community owned organizations.
Thus, the Black Sash Trust’s experience in monitoring and advocacy combined with SCAT’s
experience, reach and existing networks in local and rural communities made it an
1
2

3

South African Constitution, Bill of rights, Chapter 2.
Black Sash- Making Human rights real. n.d. CMAP in a Nutshell.
Mail and Guardian: A Massive Rebellion of the Poor, 13 April 2012.
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appropriate partnership to implement a project of this nature. The Black Sash was
responsible for coordinating the CMAP in KwaZulu-Natal, Mpumalanga, North West,
Limpopo and Gauteng. SCAT was responsible for coordinating the programme in the
Western Cape, Eastern Cape, Norhern Cape and Free State.
The CMAP is based on the premise that ‘people are not passive users of public services but
active holders of fundamental rights’. The objectives of the CMAP project are to:
 Assess and report on the quality of service delivery in specified government
departments and municipalities across South Africa, and
 Develop a methodology for civil society organisations and community
members to hold government accountable to the principles of Batho Pele as
well as specific norms and standards that govern the quality of services
delivered.
The rationale for the CMAP is to collect detailed and accurate information around service
delivery, and using this information to advocate for improvements in service delivery. It was
clearly understood from the inception of the project that the information itself was not the
most important aspect of the project. Instead, the act of collecting information was expected
to lead to increased levels of advocacy and ultimately, improved service delivery. The
process of collecting information in itself was seen as a form of advocacy. An intended
outcome of the project was to get people to know that they could engage in local advocacy.
It was in this way that the CMAP was seen as a form of local activism.
Moreover, the CMAP is based on the premise that only an active community-based civil
society will be able to monitor and constructively engage with government at all levels to
improve the delivery of government services. In this regard the CMAP is implemented by
community based organisations (CBOs) as these are drivers of monitoring and advocacy at
community level. Monitoring is conducted by dedicated community volunteers who are
nominated and supported by CBOs, and trained and mentored for the CMAP by the Black
Sash and SCAT.
The process of monitoring as done in the CMAP involves monitors visiting specified service
delivery points, and:
 Interviewing beneficiaries and officials at service delivery sites, and making
observations related to service delivery- monitors are encouraged to interview
beneficiaries regarding basic services at their homes or elsewhere in the community,
i.e. not necessarily at the municipality, since such services are delivered directly to
households.
 Documenting interviews and observations using structured questionnaires,
 Posting completed questionnaires in self-addressed envelopes to the Black Sash
National Office.
The questionnaire data is captured and analysed by the Black Sash who also produced draft
reports, based on this information collected through monitoring, and presented monitoring
reports to government departments for input. The specified government departments which
have been identified in the CMAP are the South African Social Security Agency (SASSA),
Department of Health (DoH), Department of Home Affairs (DoHA), and municipalities.
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The CMAP was piloted at SASSA in the Eastern Cape (paypoints) and Western Cape
(service points) respectively. The aims of the pilot were to4:
 Establish understandings with state departments and agencies,
 Assess the nature of cooperation from community based organisations (CBOs)
 Evaluate the level of data to be collected through monitoring tools, and
 Assess the relevance of the monitoring tools/instruments.
The pilot and initial implementing stages involved extensive consultations with CSOs and
networks including the National Welfare Forum, National Association for the Development of
Community Advice Offices (NADCAO) and the South African Council of Churches and the
national and provincial SASSA offices to introduce the CMAP. Preparatory steps in the pilot
included introducing the concept and achieving written commitment from partner
organisations, developing, in consultation with partners, the monitoring tool and best practice
code for monitors and training partners on the implementation of these and negotiating
access to SASSA sites.
The first phase of the pilot was conducted in the Western Cape, during October-November
2009. A total of 30 SASSA service points in 14 districts spread across Cape Town Metro,
Knysna and Boland areas were visited by 27 monitors selected from community based
partner organisations and networks. During the pilot, 377 respondents were interviewed,
including 38 SASSA officials and 339 service beneficiaries. The second phase took place in
March-April 2010 and involved 19 monitors who visited 22 SASSA service points across
Cape Town metro, Karoo, Overberg, Southern Cape and West Coast areas. A total of 291
respondents were reached, including 25 SASSA officials and 266 service beneficiaries. The
team made recommendations to provincial and national representatives of SASSA based on
the pilot findings and the latter confirmed the findings and committed to address some of the
challenges that were raised.
The third pilot phase of the CMAP was conducted in the Eastern Cape in May-June 2010
and focused on SASSA paypoints. The pilot was conducted by 19 monitors who visited 19
paypoints located in Amathole, Cacadu, Chris Hani, Nelson Mandela Metro and OR Tambo
districts respectively. A total of 217 respondents were interviewed of which 36 were a
combination of service providers and officials and 181 were service beneficiaries. In 2010,
training of monitors were conducted in Gauteng as well as consultation workshops in
KwaZulu-Natal in preparation as groundwork for planned pilots.
The pilot highlighted challenges that required attention to ensure successful implementation
of the CMAP. These included relationship building with specific government departments.
National SASSA, despite initial delays due to shifts in leadership, were more receptive to the
CMAP compared to other government departments. Negotiations with the national
Department of Home Affairs to provide formal approval for CMAP monitors to access its

4

Monitoring Government Service Delivery Project, Final Report to Open Society Foundation, August
2009- July 2010.
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service delivery sites were ongoing5. As an alternative, the project team resorted to
approaching provincial and local departments where the Black Sash and SCAT and CSOs
have existing relationships. The CMAP was also introduced to the Department of Health,
Department of Cooperative Governance and Traditional Affairs and the Government
Communications and Information Systems. The pilot further highlighted the fact that no
stipend was paid to monitors sometimes discouraged volunteerism since implementing
CBOs often operated with limited resources. In this instance, the management team
continued to encourage partner organisations through regular communication via bulk text
messaging and phone calls.
The CMAP was rolled out nationally on 1 August 2010. The CMAP is funded by the
European Union (EU) and the Open Society Foundation (OSF). This work is further
supported by the Raith Foundation and Atlantic Philanthropies. The Black Sash
commissioned the Community Agency for Social Enquiry (C A S E) to conduct an evaluation
of its CMAP programme. The evaluation took place in two phases:
 An interim or mid-term evaluation that was completed by January 2012, and
 A final evaluation that was completed by September 2012.
The mid-term review involved a workshop that was facilitated by CASE with project
management organisations i.e. the Black Sash Trust and SCAT. One of the objectives of the
mid-term review was to fulfill the procedural and compliance requirements of the
programme, required by the donors namely for a mid-term externally facilitated review. The
reports to the donor thus far have extensively covered quantitative and procedural reporting
on the project but a reflection on whether this is resulting in the intended outcome of local
advocacy within the targeted communities was missing. Throughout the rollout of the project,
there were inspirational stories around how local people were taking action based on what
they got out of the project and the monitoring exercise. This was not being captured by the
donor reports. The workshop thus sought to develop a framework of how this would be
measured in the field visits. This framework informed the design of the data collection
instruments that were used in the final review that comprised field visits to implementing
CBOs. This workshop established the programme management views whilst the field visits
aimed to get the view from a local perspective i.e. monitors, fieldworkers and implementing
CBOs. The project management organizations recognised that local organisations have
been doing monitoring and advocacy around service delivery for some time and the idea
was to learn from them and pick out the key learnings with which to inform future
programmes of this nature. Thus, in addition, the mid-term review sought to establish the
level of acceptable expectation that the programme should have of poor communities and
the implementing CBOs as it relies heavily on their participation and buy-in. The findings of
the mid-term review are contained in a separate report that was compiled by C A S E and
are not discussed here.
The current report constitutes a discussion of the findings of the final evaluation. The final
review included visits to 20 CBOs that signed memorandums of understanding (MoU) with
the Black Sash to participate as monitoring partners in the CMAP. Over the project period, 1
5

Black Sash Community Monitoring and Advocacy Project, Interim Report to European Union, 30
October 2011.
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August 2011-31 July 2012, 480 individual monitors from 300 different CSOs, drawn from all
nine of South Africa’s provinces participated in the CMAP. The findings of the final review
are thus restricted to the 20 CBOs visited and do not represent a national view of all the
CBOs participating in the CMAP. The following section elaborates on the objectives and
approach to the final review.
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Methodology
Final review
The final review consisted of visits to 20 CBOs or CMAP sites that signed MoUs with the
Black Sash to participate in the CMAP. In the original terms of reference that was issued by
the Black Sash the aims of the site visits were to determine:
 The level of organisation and participation within the community, as determined by
the number, membership and activities of CBOs and non-governmental organisations
(NGOs), as well as participation in local government activities.
 The level of service delivery within the site.
 The state of implementation of the CMAP within the site.
 The extent to which local and national information generated by the CMAP have
been disseminated among the general community, CBOs, NGOs and service
delivery institutions.
 The effect, if any, this information flow has had on parties concerned.
 The extent to which skills imparted to CMAP monitors have been employed in other
organizational activities.
However after the mid-term review, these objectives were modified to focus on the extent to
which the monitoring intervention led to an increase in the capacity for local communities to
engage in advocacy around service delivery. These indicators related to what was working in
relation to monitoring and what could be improved.
For the project period 1 August 2011-31 July 2012, 300 CSOs were participating in the
CMAP. Thus, one of the aims of the mid-term review was to develop criteria for the selection
of the 20 sites/CBOs for participation in the final review. The selection was guided by the
following criteria that were agreed upon during the mid-term review i.e.:
1. Sites with active monitors based on regular submission of completed questionnaires
2. Sites with non-active monitors based on no questionnaires submitted
3. Sites with less-active monitors i.e. insufficient number of completed questionnaires
sent, but some activity is taking place.
4. Sites with everything in place and waiting for permission.
5. Sites with no evidence of anything being taken forward.
6. Sites showing a spread between the provinces.
7. A spread between the different service delivery sectors.
8. Rural versus urban sites.
9. SCAT supported sites as well as Black Sash supported sites.
The Black Sash provided C A S E a data base of 55 organisations, spread across the nine
provinces,

that were classified as active, less active and not active. The spreadsheet

distinguished between Black Sash and SCAT affiliated organisations, and contained
information on the types of services being monitored i.e. basic services, primary health care,
Home Affairs and SASSA.
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C A S E selected 20 CBOs that were subsequently approved by the Black Sash and SCAT.
In the selection of the 20 organisations to be visisted we were further guided by the following
guidelines that were specified by the Black Sash and SCAT:
 60% active=12 (4 SCAT, 8 Black Sash)
 30% less active=6 (2 SCAT, 4 Black Sash)
 10% non-active=2 (1 Black Sash, 1 SCAT)
The 20 organisations that were selected for site visits are attached as annexure 1 at the end
of this report. Upon approval of the 20 sites, C A S E researchers visited each CBO. Site
visits took a case study approach.

Throughout the rollout of the project, there were

inspirational stories around how local people were taking action based on what they got out
of the CMAP. This was not being captured by the donor reports which were mainly
quantitative in nature. Measuring quantitatively means output gets measured and impact is
not. Furthermore, there is a wealth of quantitative data that is collected around service
delivery by Statistics South Africa (Stats SA). For the Black Sash and SCAT,

the

inspirational stories captured the inspiration for the project and this was what prompted the
case study approach to being adopted. According to Verwey (2012), case studies involve
“taking a particular case, getting to know it well, emphasizing its uniqueness, and placing an
observer in the field to observe the workings of the case” (p. 4).6 A case study is one of
several types of evaluation tools, and is used to determine why and how a policy, project or
programme worked or did not work.7 Seeing that this study involved an evaluation of the
CMAP, the case study approach was thus appropriate.
The methods for data collection in the final review comprised:
 In-depth interviews (IDIs)
 Document reviews and photo taking

In-depth interviews (IDIs)
Respondents for the IDIs were selected purposively i.e. based on their involvement in the
CMAP. Respondents included managers of the CBOs, CMAP monitors, community leaders
familiar with CMAP, Black Sash and SCAT fieldworkers and government officials at any of
the sites being monitored by the organisations. C A S E developed three separate IDI
guides, one for CBO managers, monitors and community leaders, another for Black Sash
and SCAT fieldworkers, and a third for government officials. Although there were separate
guides, the various roles in the organisations often overlapped. For example, a single person
6

Verwey, I.: DBSA Case Study Guidelines, framework and lessons learnt, Development Bank of
Southern Africa, 2012.
7
Ibid.
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often occupied the roles of CBO manager, monitor and community leader. As a result, at
most of the sites, one person was interviewed whom fulfilled these various roles.
The development of IDI guides were informed by several documents. These included the
report based on the mid-term review that was conducted by C A S E, the proposal that Black
Sash and SCAT submitted to the EU, as well as CMAP monitoring reports and provincial
workshops reports. One of the questions in the IDI guides took a story telling approach that
was informed by some aspects of “The Most Significant Change (MSC) Technique”. The
MSC Technique is a form of participatory monitoring and evaluation that involves a variety of
stakeholders.8 The aspect of the MSC technique that was used in this evaluation is the
collection of most significant change stories. In this regard, we asked respondents, more so
monitors, CBO managers and fieldworkers, to tell us stories about changes that occurred
related to local advocacy, community participation and service delivery as a result of their
implementing the CMAP.
C A S E solicited comments from the Black Sash and SCAT on the draft IDI guides,
comments were incorporated and the guides revised, and were subsequently approved by
the Black Sash. Prior to the site visits, researchers were briefed on the background to the
study, the contents of the IDI guides, as well as the approach to data collection.
The Black Sash and SCAT informed the monitoring organisations of the site visits prior to
C A S E contacting the organisations. Subsequent to this, researchers contacted the
organisations to introduce themselves and to establish rapport, to explain the background of
the study, and to schedule appointments for the visits.

During this initial contact,

researchers asked the CBO managers or monitors, in which several cases these roles
overlapped, to inform and recruit relevant people to be interviewed during site visits.
Additionally recruited respondents included community leaders and government officials at
the monitoring sites whom it was assumed were aware of CMAP. Managers were also asked
to prepare documents that could reflect their involvement in monitoring and local advocacy
prior to and during CMAP for review by researchers.
At several of the sites it was difficult for government officials, to commit to interviews since
they delivered mainly mobile services and were seldom available at the time of the site visit.
This was especially a problem at SASSA and Department of Home Affairs. In cases where
officials visited the areas during site visits, they were extremely busy rendering services to
8

Davies, R. & Dart, J.: The Most Significant Change (MSC)_Technique-A Guide to its Use, April
2005.
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the communities, and researchers refrained from interfering with the service delivery
process. In this regard, some of the officials opted for telephonic interviews. At Graafwater,
Western Cape, the SASSA officials refused to be interviewed, saying that their managers
prohibited them from participating in interviews in general. This was despite the fact that the
district manager, according to the Graafwater monitor, was aware of the CMAP, and
previously agreed telephonically that the officials should cooperate with the monitor. The
officials denied that the manager communicated to them regarding the CMAP. Although the
officials at DoHA at this same site were willing to be interviewed, they insisted that they did
not know enough about the CMAP as well as the role of the monitors at the site. In some
instances monitors were not allowed to monitor service delivery inside clinics and hence did
not interview the clinic staff. As a result, officials from clinics were underrepresented in the
study. Basic services (water, electricity, refuse removal, sanitation), as noted earlier, were
mainly monitored within communities instead of at municipal offices, hence monitors seldom
interacted with local government officials.
At some of the sites, group rather than individual interviews were conducted due to the
respondents’ preference. The permission of interviewees was asked to record the interviews,
and all were comfortable with the interview being recorded. Interviewees were assured of
their rights to anonymity i.e. that their names would not be referred to in the report. The
recorded interviews were subsequently sent to be transcribed for purposes of analysis. The
site visits was completed within the month of July 2012. In total, 58 interviews were
conducted amongst the 20 CBOs spread across the nine provinces.

Document reviews and photo taking
As noted previously, CBO managers were asked to prepare documents reflecting their
involvement in local advocacy that could be perused by the researchers during the site visits.
The aim of the document review was to get an indication of the organisation’s involvement in
monitoring and local advocacy work prior to and during their involvement in CMAP.
Documents that we anticipated for the review included minutes of meetings with other role
players including government, organisational

membership lists,

of CBOs, as well as

documents that reflected planning of advocacy initiatives. In most cases, respondents
showed researchers training materials obtained during the CMAP workshops. In the
absence of the documents, researchers probed during interviews respondents’ involvement
in local advocacy.
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The photo taking exercise served the same purpose as the document review i.e. capturing
involvement in previous and current (CMAP related) monitoring and local advocacy
initiatives that were reflected, for example, on posters on the walls of the organisations. In
addition, researchers took photos of the buildings or structures in which the organisations
were housed, and in some cases, the sites where they conducted monitoring. The photos
were taken with the permission of the CBO managers. Researchers did not take any photos
related to service delivery in the areas visited as service delivery was not a main focus of the
study. In one case, in the North West, upon request of the respondent, pictures were taken
of RDP housing that had structural damages (see Figure 3 below). The respondent was in
the process of assisting affected community members to engage the local municipality, and
the Department of Human Settlements regarding this problem. This case is elaborated on in
the case study of Tshwaraganang Paralegal Office which follows below.

Data analysis
As noted above, in most cases interviews were recorded and transcribed in order to code
the data using Atlas Ti. Atlas Ti is a software programme used to analyse qualitative
information, for example transcripts of in-depth interviews and focus group discussions.
Coding involved grouping themes that were common across all of the interviews, in other
words, themes were not pre-determined but emerged from the data. Where relevant,
information that emanated from the document reviews, or photos taken were used to
substantiate the themes. The following section presents the findings that emerged from the
site visits.

Ethical considerations
In this study, we have acknowledged research participants rights to:
 Informed consent: The Black Sash had informed all participating organisations
about the research prior to their being contacted by C A S E researchers.
Researchers explained the background and purpose of the study before asking
respondents to commit to interviews.
 Refusal: Reseachers recorded interviews only with the consent of respondents.
 Privacy: Researchers conducted interviews in a private, non-threatening
environments.
 Confidentiality: Researchers assured respondents that the documentation perused
during site visits and the information obtained during interviews would not be divulge
to anyone who were not a member of the research (C A S E) and client (Black Sash
and SCAT) teams. The respondents were encouraged to freely express themselves
within an environment of trust and were assured that their views would not be held
against them.
 Anonymity: In the report we did not include the names of individual respondents but
refer to them based on their titles in the CMAP i.e. monitor, CBO manager,
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fieldworker, etc. This was to encourage free expression of views and to prevent
respondents from being identified.

Presentation of case studies
North West
In the North West, we visited three CBOs namely Tshwaraganang paralegal office,
Tlhabologang youth forum and Letsopa advice office. At all three organisations, we
interviewed the CBO managers who were also involved in monitoring. In addition, we
interviewed the Black Sash fieldworker.
One of the respondents had previous experience as coordinator of large scale surveys at
Stats SA and as research fieldworker and supervisor at C A S E. At Stats SA, he was
involved in provincial and national debriefing sessions during which the team evaluated the
census implementation process.
The respondent served as a community leader in his village, and assisted the chief in
developing proposals to the Department of Agriculture to address needs that have been
identified by the community. He initiated a cattle farming project which involved 23 farmers
from Kraaipan. The initiative was motivated by the fact that the land was not demarcated,
which resulted in overgrazing and under fed cattle, that did not sell well on the market.
The respondents reported that he was approached by the Black Sash based on the work
that he had done at C A S E and his involvement in the community. He previously worked
with the Black Sash on the provincial National Health Insurance consultative conference. On
the CMAP, he was responsible for identification and selection of community based
organisations that served communities at “grass roots level” as explained:
I am talking about grass roots organisations because the concept of CMAP is we look at
service delivery from that level. That is why we had to talk to the people who are in the
community, who know the problems of the community and those who know better are those
CBOs like the caregivers, the religious organisations, the tribal leaders.
The respondent explained that he started by making telephonic contact with organisations
he identified, and scheduled face to face appointments during which he explained and “sold”
the CMAP concept to them. MoUs were signed with organisations that bought into the idea
of CMAP. Initially 34 organisations participated in CMAP in North West province, however,
10 organisations dropped out of CMAP which the respondent attributed to high
unemployment in South Africa which forced many leaders to desert their organisations in
search of better opportunities. He noted that many of the organisations seized to exist
subsequent to the departure of the leader.
Ten of the 24 CBOs were mentored by the Black Sash. The fieldworker visited the mentoring
organisations quarterly, and spent up to two days per organisation providing them with
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training based on skills needs that they have identified. Some of the training sessions that
the respondent facilitated included advocacy, fundraising and how to conduct presentations.
He noted that Letsopa advice office and Bojanala advice office benefitted from funding after
he trained them on how to write proposals for funding. The CBO manager at Letsopa advice
office concurred that their success in obtaining funding from the Foundation for Human
Rights (FHR) was as a result of assistance they have received from the Black Sash
fieldworker. The respondent however emphasised that one of the aims of the CMAP was to
equip organisations to be self reliant:
We don’t do these things for the organisations, we show them how to do it and then they do
it themselves. That is where our guidance is and that is how we do these things.
The respondent referred to difficulty monitors initially had in accessing service delivery sites,
even after the CMAP was communicated by the Black Sash to the national and provincial
departments. He noted that monitors were granted access to mainly SASSA sites after its
local sites were furnished with letters requesting access to monitor. He attributed initial
access difficulties to ineffective communication between national, provincial and district
government departments, and suspected that information did not trickle down. He
acknowledged that monitors continued to have difficulty accessing some of the Home Affairs
offices. He was of the view that access was easier in cases where CBOs had positive,
existing relationships with government sites targeted for monitoring.

Tshwaraganang Paralegal Office, Jouberton, Klerksdorp
Tshwaraganang paralegal office was situated on the CBO manager’s residential property at
the time of the study. The office, brown corrugated iron structure, was linked to the house as
shown in Figure 1. In addition to monitoring, the organisation provided mainly paralegal
advice and home-based care (HBC) services.
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Figure 1: Tshwaraganang paralegal office, Jouberton, Klerksdorp

Involvement in community and CMAP
The respondent served as the chairperson of people living with HIV and AIDS (PLWHA) in
the Dr Kenneth Kaunda district, and was the provincial executive member of PLWHA at the
Department of Health. He had been involved in serving his community since 1999, and had
been assisting community members by conducting follow up on their behalf regarding
service delivery with government departments.
Three administrative workers and six home-based caregivers were working at
Tshwaraganang paralegal office at the time of the study. The respondent had been
conducting monitoring for the DoH since prior to his involvement in CMAP. He described the
monitoring for DoH as specialised since it only focused on health service delivery, whereas
CMAP focused on various government departments.
The respondent was recommended to the Black Sash fieldworker in the North West by the
DoH as a suitable candidate for the CMAP. The respondent monitored mainly the Jouberton
clinic (Figure 2), basic service delivery as well as the SASSA paypoint and office sites three
to five days a week depending on his availability.
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Figure 2: Jouberton clinic, Klerksdorp

The home-based caregivers monitored health services by interviewing patients during home
based visits. The respondent supervised the work of caregivers by ‘interviewing’ people who
have been visited. The home based caregivers conducted home visits five days a week from
9:00am until 14:00pm.

Significant changes
When asked if the CMAP led to any significant changes, the respondent cited several
examples of positive improvements in service delivery that he attributed to direct intervention
by the CMAP monitors. He observed service improvements across all sectors of service
delivery i.e. clinics, SASSA and municipalities that the organisation was monitoring.
The respondent told a story of a doctor who used to work at the clinic in Jouberton, and who
was dismissed after he was reported by the respondent for misconduct towards staff and
patients. The doctor reportedly neglected to conduct the procedural interview to inquire
about the patients’ health, which in the respondent’s view resulted in the rejection of several
patients’ applications for social grants:
I phoned the Black Sash, I phoned the SASSA office. I told them that the doctor at the clinic
is so rude and many of the people here, he disqualified their grants and I think the
disqualifying is just like mine because he does not interview the patient. So he was removed.
I reported this also to the department of health and the department sent a spy to look into
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that matter and they interviewed the sister in charge at the clinic and she told them straight
that the doctor is so rude.
The respondent intervened when SASSA mobile services failed to announce the dates of
their visits to specific areas in advance to avoid grant applicants taking futile trips to the
service delivery point. He insisted that SASSA printed service related information brochures
in all the official languages, a request which they have granted.
They (SASSA) have all the official languages now and they have announced on radio that
people from this area should come on such and such a date.
The respondent had written a letter to the DoH, requesting a mobile clinic for ward 14
located on the border of extensions 12 and 13. The department agreed to avail the mobile
clinic in August 2012. The Jouberton clinic, due to the respondent’s intervention, agreed to
build shelter for people queuing outside the clinic while waiting for services.
A neighbour of the respondent, who owed the municipality outstanding rates and taxes, and
whose water and electricity were cut as a result, received access to water subsequent to the
respondent’s intervention. The respondent was supplying his neighbour with electricity in the
interim which demonstrates how monitors sometimes use their personal resources to
address community problems. The respondent noted:
The house owes (sic) the municipality a lot of money about R38 000. Now the services
cut. I interviewed the councilor here and he said that this guy (neighbour) should get
water. So at least they have opened the water but now the main point is that he does
have the electricity. You see this connection here (at respondent’s house) takes
electricity to him.

are
the
not
the

CMAP-defining what is working and areas for improvement
The respondent regarded the CMAP process as consultative because monitors were given
the opportunity to provide input during the provincial workshops. Similarly, another
respondent noted that the provincial workshops served as a channel for CBOs to voice input
or concerns related to the CMAP.
A respondent suggested that the Black Sash continued conducting provincial workshops,
and that it should occur quarterly instead of only two to three times a year. He noted that the
workshops provided useful information to organisations. He observed that in order for some
organisations to remain committed to the CMAP, they required continuous encouragement
which the workshops provided. He suspected that some of the CMAP organisations in his
province might stop monitoring upon withdrawal of the support from the Black Sash. In this
light, another respondent also requested continued support to the CBOs:
My worry is if it (CMAP) comes to an end, the visits that I have been doing are going to come
to an end or be minimal. My wish that the visits and monitoring does not come to an end
even though it may be reduced. My fear is that when this comes to an end, maybe the
quality of services will drop.
A respondent requested that the Black Sash fieldworker supervised monitors frequently to
provide additional support. He noted that the mentoring visits were not sufficient. Mentoring
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organisations were encouraged to invite other organizations, not necessarily participating in
the CMAP, to attend mentoring sessions when visiting as a way of sharing information.
The respondent noted that the CMAP was a continuation of the monitoring work that his
organisation was doing for the DoH, and thus regarded it as accommodative of their daily
work.
The respondent would like monitoring to be extended to departments such as the
Department of Human Settlements. He reported that several households in extension 14 had
complaints regarding the deteriorating quality of RDP houses, and were informed by the
municipality that there was nothing that could be done since the beneficiaries had initially
accepted the “happy letter” i.e. the letter which confirmed that the house was received in
good condition. The respondent was liaising with the municipality regarding these
complaints at the time of the site visit, and anticipated taking up the matter with Department
of Human Settlements. The respondent took the researcher to view two houses in extension
14, Jouberton, Klerksdorp and Figure 3 shows the bathroom with cracked walls.

Figure 3: Bathroom of RDP house, extension 14, Jouberton, Klerksdorp

In terms of building linkages and networks, the respondent had a good working relationship
with the district DoH which was expected due to his existing working relationship with the
department that preceded CMAP. Another respondent substantiated the view that
organisations in many cases had existing relationships and networks that preceded the
CMAP.
The respondentprovided feedback to the local clinic and SASSA offices regarding monitoring
and noted that their responses were often positive. He shared the CMAP information with
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some of the local organisations as well as during ward committee meetings, and since
noticed an improvement in ward committee meeting attendance amongst community
members. However, his involvement in the CMAP might have contributed to animosity
between him and the ward councillor. He presented us with a letter dated 10 July 2012,
addressed to the ward councillor on behalf of the CMAP in which he requested permission to
conduct monitoring in the ward. He suspected that the ward councillor was threatened by
the monitoring:
Right now I and the guy (ward councillor) do not see eye to eye but there is nothing he can
do. He has to accept it because I will never leave it (CMAP). I tell him on his eyes that I am
here to improve the services of the community and not to spy and report him somewhere.
In the same light, another respondent observed that sometimes hostility between CBOs and
ward committees hampered the former’s ability to conduct monitoring. In an attempt to
improve relations, he previously facilitated a session between a community based
organisation and the ward committee which he said had a positive outcome as told below:
There is this Youth Connection, it is a CBO. It is run by very young people. They had
problems with ward councillors and ward committee members and the chief but when I got
there they raised this issue because they could not do the monitoring freely and in most
cases they were not recognised but I had to get there to talk to the chief, call the councillor
make them meet and when I went out of that place, they were working harmoniously until
now.
Regarding capacity building, the respondent noted that participation in CMAP had equipped
him with relevant information to inform the community about their human rights. He
expressed gratitude towards the Black Sash whom he said assisted him to improve on
writing business plans and funding proposals.

Tlhabologang Youth Forum, Coligny
Tlhlabologang Youth Forum operated from a container at the time of the study as shown in
Figure 4. At the time of the interview, 20 volunteers worked there. The organisation assisted
community members to apply for grants, to access food parcels from the Department of
Social Development (DSD) and referred people to relevant government departments.
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Figure 4: Tlhabologang Youth Forum, Coligny, North West

Involvement in community and CMAP
The respondent had been serving as a “fieldworker” at the organisation since 2009. The
social auxiliary worker assisted the organisation to apply for funding from DSD and the
organisation received funding for the years 2011 to 2012. The funding was used to invest in
food gardens for PLWHA.
The respondent has been managing Tlhabologang Youth Forum since September 2011.
She noted that the organisation was introduced to the CMAP in 2009. However, the
previous CBO manager discontinued participation in the CMAP when she left the
organization in 2011 because she had other priorities. The previous CBO manager was
employed at the Tlhabologang clinic at the time of the interview. The respondent was
uncertain of her roles on the CMAP, beyond monitoring of government service delivery. She
attributed this to the fact that CMAP was not formally explained to her and that she was not
introduced to the Black Sash as the new CMAP representative at the organisation. She
suspected that the Black Sash was not informed of the previous managers’ resignation as
they continued to send monitoring reports and questionnaires to the previous manager. The
respondent complained that she often received the materials from the previous manager
late:
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I don’t like that, I think that it is important thatthe information must come straight to me. Since
I sometimes don’t even receive forms from the previous manager on time.
She noted that the Black Sash fieldworker onlyvisited the organisation during the previous
CBO manager tenure. The respondent had not attended any of the CMAP provincial
workshops, and noted that she was unable to attend the workshop that took place on 2nd and
3rd July 2012.
The respondent was the only monitor at the organisation at the time of the interview and
noted that the previous monitor lost interest in the CMAP. She knew of one other individual
who was interested in working as a CMAP monitor.
The respondent was monitoring Tlhabologang clinic (Figure 5) daily, and SASSA and Home
Affairs once a week. However, she noted that many of the service beneficiaries at SASSA
were reluctant to speak to her as a monitor because they feared losing their social grants.

Figure 5: Tlhabologang clinic where monitoring takes place

She noted that although she was not formally introduced as her previous manager’s
predecessor on CMAP, she continued to send the completed questionnaires to the Black
Sash and posted approximately 35 questionnaires per month at the organisation’s expense.
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Significant changes
Asked about any significant changes that came about as a result of CMAP, she noted that
information collected through the CMAP regarding the number of people who needed to
access social grants or documentation such as IDs, resulted in the social workers
subsequently approaching her office to obtain this information and to assist the relevant
people. This example demonstrates efficient use of information generated through the
CMAP and suggests an efficient and coordinated working relationship between
Tlhabologang Youth Forum and the DSD and DoHA.
The effective use of CMAP information was corroborated by another respondent in the North
West who noted that through pamphlet distribution and workshops initiated by the
participating CBOs, communities were informed of how to go about applying for identity
documents and social grants. Furthermore, monitors often received complaints from
beneficiaries about short payments of social grants which was suspected to be perpetrated
by corrupt officials. The respondent noted that this problem was communicated to the
regional office of SASSA and was being looked into.
Another respondent through the following quotation, demonstrated a working relationship
between herself and clinic personnel where she attempts to collaborate with clinic staff to
address service delivery challenges:
For example, if a client complains of maltreatment by a certain sister (at the local clinic). I will
then approach the sister and let them know of the complaint, and maybe try and help ...
However, the respondent was despondent about changes in service delivery at the clinic and
noted that the clinic was not responsive to complaints.

CMAP-defining what is working and areas for improvement
The respondent had not been able to make input into the CMAP because she was not
formally introduced to the Black Sash and she had not attended any of the CMAP provincial
workshops. She was thus not able to comment on whether the CMAP was “bottom up”. She
suggested that the Black Sash fieldworker formally introduce her to the Black Sash. The
previous CBO manager who had better knowledge of how the programme was introduced to
the organisation during the initial stages was not available for an interview.
The respondent reiterated the need for more people to assist with monitoring. Given the fact
that she was the only one conducting monitoring at the time of the study, she did not regard
it feasible to extend monitoring beyond the clinic and SASSA to other government
departments.
The respondent described an effective working relationship that predated CMAP between
the eight CBOs that were serving Coligny. The respondent is a ward committee member and
noted that the committee had initiated a meeting, scheduled for end of July 2012, with
various provincial government departments and community based organisations during
which community members were expected to express their grievances related to service
delivery. She noted that due to the fact that she was not formally briefed on the CMAP and
that she often received monitoring reports late, she did not feel at liberty to discuss CMAP
information during ward committee meetings or with other community based organisations.
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She suggested that the Black Sash formally introduce her to the community as the CMAP
monitor and expressed concern that CMAP workshops were held in Mafikeng only. In her
view, CMAP workshops should be conducted locally in order for Black Sash to meet with
other community based organisations in Coligny to inform them of the CMAP.

Letsopa advice office9
Letsopa advice office conducted mainly referral services and had worked with departments
including Consumer Affairs, Labour, Health and Social Development.

Involvement in community and CMAP
The respondent had been involved in serving the community since 2003. The advice office
staffed 25 home-based care givers and two peer educators.
The respondent noted that most of the cases that the organisation dealt with involved farm
evictions and labour dispute resolutions between farm owners and workers. The office had
conducted several information dissemination workshops targeted at the community during
which various topics were explained including the social grant application process. The
respondent said he did not have any experience in monitoring of government service
delivery prior to CMAP.
The respondent was introduced to the CMAP through the coordinator of the paralegal forum.
At the time of the interview, three people, including him, were conducting. He recruited two
monitors who were serving as peer educators at Letsopa advice office’s sister organisation,
the “Good Samaritan Project”. Monitoring of the clinic took place on almost a daily basis. The
monitors usually interviewed patients, outside the clinic, after they had been assisted. The
respondent explained that monitoring inside the clinic was not effective because space was
limited and patients were not forthcoming with information when they were still waiting to be
assisted.
The SASSA and Home Affairs mobile services were monitored once a month, on the dates
that they were scheduled to visit Letsopa. Monitoring of mobile services occurred
sporadically, according to the respondent, because the two departments sometimes failed to
show up for service delivery. On some of the set dates, none of the monitors were available
to visit the sites. He noted that the Black Sash advised that instead of monitors physically
visiting Home Affairs, they could interview people in the community who have previously
received services from the department.

Significant changes
The respondent noted that their involvement in the CMAP had reduced narrow perceptions
amongst community members of their organisation as a trade union and enabled them to
define their scope of work:
Some of CMAP work increases our organisational profile. CMAP has made us become
aware of the issues that fall within our scope of work.
9

We were unable to take a picture of Letsopa advice office because the respondent agreed to meet
us for the interview at Tswaraganang Paralegal office in Jouberton, Klerksdorp.
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He said that since CMAP, he noticed improvements in service delivery at the clinic because
staff members were aware of the CMAP monitors’ presence. He reported that patients
spent less time queuing for services because the nurses have reduced their time spent on
tea and lunch breaks.
He observed an improved working relationship between social workers and peer educators
in assisting people to access foster care and disability grants. He told a story of a family who
was recently assisted by Letsopa advice office and the Black Sash to obtain identity
documents and as a result, they were able to access social grants:
We took (Black Sash) to go to those houses. We took all the necessary information and sent
it to (Black Sash) and he called the department of social development to assist because they
said it was only the social worker who can recommend the person to apply for IDs and those
people have received grants.

CMAP-defining what is working and areas for improvement
The respondent said the fact that no stipend was paid by the Black Sash to monitors posed
as a challenge. He noted that monitors were often labeled as “spies” by government officials
and community members. Perceptions of monitors as “spies” and lack of financial
compensation could de-motivate them as explained by the respondent:
The problem is people are not interested (in CMAP) because there is no stipend. There is a
low level of volunteerism. The problem in our community is if you are seen talking to a
person from another camp you are regarded as a spy.
The issue of the stipend was also raised by another respondent in the province who noted
that organisations often exited the programme because they were not able to carry the
financial costs that came with monitoring:
During the last workshop, the stipend issue was very serious because one of the
organisations have lost almost six of their people who had been in the organisation for more
than four years each but they couldn’t cope further because of the stipend.

In addition, most of the home based caregivers who served as monitors at the organisation
were older persons, who were illiterate and the respondent expressed concern regarding
their levels of participation in the CMAP:
The other challenge, during the payment of SASSA most of us will be away there is no
person to do the monitoring because some of our people are old ladies who did not go to
school.
The respondent felt that the CMAP adequately accommodated his organisation’s way of
working and added that the association with a credible organisation such as the Black Sash
opened up several opportunities, including opportunities for funding as noted below:
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Black Sash has assisted our organisation since we have never been funded but since we
teamed up with Black Sash we received the funding from FHR. We approached this
company to build us an office and at least when we mention that we work with Black Sash
they listen to us.
In terms of building links, the respondent noted, as discussed earlier, that he observed an
improved working relationship between monitors and social workers, who worked in a more
coordinated manner when assisting people to access social grants. Dissemination of CMAP
information had the potential to serve as the basis around which networks could be formed.
However, according to the respondent, his organisation did not share the monitoring reports
with local organisations that were not involved in CMAP. Although the Black Sash had
involved some of the organisation’s monitors in its presentation of monitoring reports to
provincial SASSA, there was no evidence of further engagement between the organisation
and provincial SASSA.
The respondent said there was a need for monitoring to be extended to Delareyville because
most of the people from the villages, farms and small areas accessed services there where
the district offices were located. He noted that the mobile services that were meant to serve
these marginalised communities were unreliable and felt that monitoring would provide them
the opportunity to voice concerns related to service delivery. In addition, he expressed
interest in monitoring the Department of Labour because it was suspected of corrupt
practices as explained below:
If a person has been dismissed from the farm he or she will report it to labour. The inspector
will go to that farmer, he will only talk to the employer and he will never talk to the employee.
After that the case disappears.
He noted that his organisation benefitted from capacity building opportunities presented
through the CMAP. During mentoring, two training sessions were presented to the
organisation’s peer educators upon their request on peer education and financial
management respectively. In addition, they were trained on networking and proposal.

Western Cape
In the Western Cape we visited three organisations namely, Tasted, Sandveld Local
Development Agency (SALDA) and the Rural Association for Youth Development. We also
interviewed the SCAT fieldworker who was supporting these organisations.
One of the respondents had been working for SCAT since January 2009. Prior to SCAT, the
respondent worked for another NGO as the coordinator for voluntary counseling and testing
(VCT). The respondent acknowledged that the CMAP constituted the first engagement with
focused advocacy work as this was SCAT’s area of specialisation.
In the Western Cape, 30 organisations were involved in CMAP of which 10 were mentoring
organisations. The SCAT respondent’s role on the CMAP involved training provision and
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support to the 10 CMAP mentoring organisations in the Western Cape. The respondent
noted that since CMAP, her duties have doubled because while previously she visited
organisations three times per year, she now visited each organisation six times per year.
The respondent noted that the letter permitting monitors access to SASSA expired in
January 2012 and since then they were not able to access the site. Furthermore, monitors
were denied access to clinics which was attributed to a perception amongst staff that
individual staff members would be monitored. In this case the respondent advised monitors
to interview clients outside the clinic, after they have been assisted by clinic staff.

Saldanha Rural Association for Youth Development10
Involvement in community and CMAP
This was a group interview that was attended by six people. Four interviewees were
members of the Saldanha Women Network, a sister organisation of the Saldanha Rural
Association for Youth Development and another served on the municipal housing
committee. One of the respondents served on the Saldanha Women network, the ward
committee as well as the municipal housing committee. There were plans to amalgamate the
Saldanha Rural Association for Youth Development and Saldanha Women Network.
All respondents, except the representative of the municipal housing committee who
participated in the interview, served as CMAP monitors. The representative of the municipal
housing committee had limited knowledge of the CMAP concept, but was aware of the work
done by the monitors as her office was on the same premises as the monitoring sites.
Monitors explained that although monitoring occurred during their free time, they have tried
to monitor the clinic and SASSA at least four times per month respectively, SASSA
paypoints three times per month and DoHA two times per month.
Prior to involvement in the CMAP, monitors served the community mainly through referrals.
One of the respondents told the story about a complaint they have lodged with the DSD
against “Huis van Liefde”, also known as “Vital Connection”. Vital Connection, an NGO, was
reportedly not rendering services equally to the four wards in Saldanha which they were
meant to serve, but stood accused of preferential treatment to members of a certain church
that was associated with one of its staff members. The organisation was charged with
abuse of foster care children which resulted in dismissal of social workers. The respondent
noted that Saldanha Rural Association for Youth Development was monitoring Vital
Connection but that the organisation was resisting their efforts.

Significant changes
We asked respondents if there were any significant changes that could be attributed to the
CMAP.
The respondents agreed that monitors came to play an important link of communication
between service delivery officials and service beneficiaries, as the latter preferred to enquire
10

This organisation does not have a building from which it operates.
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from monitors as opposed to officials regarding service delivery. All of the respondents
described officials as rude and said most of SASSA officials communicated in English which
is not spoken and understood by the majority of service beneficiaries who are predominantly
Afrikaans. In this instance, monitors served as translators and have observed improvements
in the speed of service delivery as a result of their assistance.

CMAP-defining what is working and areas for improvement
The respondents noted that monitoring occurred under extremely difficult conditions because
they did not have a building, and did not own office infrastructure such as telephones and
computers. This was despite of the fact that the organisation received a once-off amount of
R7939 earlier in the year from SCAT which they reported was meant for purchasing office
equipment. However, the money was divided amongst the respondents. The CBO manager
was hoping to secure the old advice office building in the area.
All the respondents interviews lived in poor conditions and on most days were unable to
address their own basic needs, for example buying pre-paid electricity, or even bread for
their families. Hence, two of the respondents requested funding from the Black Sash.
Respondents told stories of their often monitoring in rainy weather and suggested that Black
Sash provide them with rain coats and bags to protect their stationary and questionnaires
from water damage. They have expressed interest in “door-to-door” monitoring and
emphasised the need for monitors to be easily identifiable by the community in order to
establish credibility, and ultimately gain access to homes. In this regard, some of the
respondents suggested that the Black Sash supply them with bibs containing the CMAP
logo, name tags and clip boards. The respondents concurred that they have previously
communicated these requests to the Black Sash during a visit to Saldanha in September
2011 and they were confident that their suggestions were considered.
Only one of the respondents previously attended the CMAP workshops. He was planning a
two-day workshop to share the information received through the CMAP with other monitors,
however noted that the realisation of this workshop was entirely dependent on the availability
of funds. The Saldanha Rural Association for Youth Development was awaiting its Non-profit
organisation registration number at the time of the interview, and was hence not receiving
funding from DSD at the time of the intervieiw As a result, the organisation engaged in its
own fundraising initiatives. Respondents noted that they discussed the findings of monitoring
reports during their organizational meetings, but did not disseminate or share information
with other local organisations. They were not involved in monitoring feedback sessions to
provincial departments and noted that these presentations were mainly conducted by the
Black Sash and SCAT. Monitors were concerned that they did not have the capacity, nor the
resources to analyse monitoring questionnaires which would become their responsibility
once the CMAP ended.
One of the respondents suggested that the CMAP be extended to monitor housing delivery.
She noted that in the past 12 to 13 years, 595 houses were allocated to residents of
Saldanha, but since than, the number of people on the waiting list had increased to 2000.
She noted that some people have been waiting as long as 13 years for houses. In addition,
respondents lamented the poor quality of RDP housing, and referred to a “promise” that was
made by the Department of Housing 13 years ago to extend the houses, which had not
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materialised. The respondent regarded the CMAP as an appropriate mechanism to hold the
Department accountable.
Some of the respondents noted that residents of Hopland were planning protest action
against poor housing delivery, and were concerned that residents did not have the capacity
to arrange protests and were not consulting community based organisations for support. As
a result, the two organisations distanced them from the planned protest action. Some of the
respondents suggested that the CMAP monitorsthe social unit within the Saldanha
municipality. All respondents suggested that the Black Sash approached the Saldanha
municipal management i.e. the executive mayor and the head director to inform them of the
CMAP as the municipality refused to grant monitors access.
There was a suggestion for the SAPS (SAPS) to be monitored which were suspected of
corruption, poor service delivery and insentivity toward victims of gender-based violence.
There was a further suggestion for the CMAP to be extended to the Saldanha magistrates’
court.

Tasted, Riviersonderend
Tasted specialised in mediating in labour disputes between farm owners and workers and
assisted farm workers who have been evicted from farms. The organisation contributed to
job creation by tendering for public works opportunities on behalf of local people. Tasted was
running a catering business initiative for women that was sponsored by the Eskom
Foundation Trust. The organisation provided legal advice and assisted clients with the
completion of social grant application forms, as well as forms related to the Department of
Labour. Tasted partnered with the local municipality to establish a youth forum. The
organisation benefitted from several workshops that were presented by the Networking
HIV/AIDS Community of South Africa (NACOSA) .
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Figure 6: Tasted advice office, Riviersonderend

Involvement in community and CMAP
Tasted closed in March 2006 because the previous manager pursued a political career and
because the organisation was not financially sustainable as noted by one of the
respondents. It re-opened in 2010 after receiving funding from the FHR.
We interviewed the CBO manager and the monitor. The CBO manager described his roles in
the organisation as office management and networking. The monitor served as a fieldworker
in the organisation. One of the monitor’s recent projects within the organisation included
recruitment of 10 unemployed youth (18-35 years) who held a minimum of grade
10/standard 8 to participate in a 12 month skills training programme that was offered by the
Department of Agriculture in collaboration with Tasted. The training involved production and
marketing of natural tea and offered the youth a stipend of R1500 per month.
In earlier years, Tasted had been involved in protest action and two-three months prior to
this interview, it was tasked by the community to lead a march against poor service delivery,
and to call for the dismissal of the ward councillor whom stood accused of not consulting and
involving the community in local government initiatives. Despite local government
responding that many of the community’s grievances fell outside its scope, one of the
respondents noted some improvements in service delivery since the protest.
manager respondent observed that community members tended to lose interest when
protest action did not yield immediate results. He advised that the key to successful protest
action involved establishing linkages with important stakeholders within the communities
prior to taking action, and clarifying the purpose of a protest to ensure sustained commitment
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from all roleplayers. The organisation had been involved in monitoring of service delivery
prior to its involvement in CMAP as recounted by one of the respondents:
We monitor doctors asking them why people have to repeatedly re-apply for social grants;
we monitor schools asking them why they dismiss learners without involving parents; next
week I’ll be meeting with the Integrated Development Plan (IDP) manager to enquire about
the budget.
One of the respondents expressed uncertainty about his role in the CMAP but nevertheless
regarded his role as supervisory and supportive and he was also conducting monitoring.
According to one of the respondents, the sister at the clinic requested a letter from DoH to
grant monitors permission to monitor inside the clinic. The monitors and SCAT resolved to
approach monitoring at the clinics by interviewing clients outside, after they have been
assisted. The monitor noted that the Black Sash only provided them with official letters
permitting access to monitor SASSA sites. The access letter became void and monitors
were denied access to SASSA sites when a new company (monitor did not know the
company’s name) was appointed in April 2012 to administer payments of social grants on
behalf of SASSA. Local government service delivery was monitored by interviewing Tasted’s
clients regarding their access to basic services when they visited the organisation for
assistance.
The community of Riviersonderend received government service delivery through mobile
structures. Respondents complained that although DoHA published its scheduled visits in
the local gazette, it would do so late which made it difficult to plan monitoring in advance.
The respondents agreed to approach Home Affairs and SASSA to avail their visiting
schedules timeously.

Significant changes
Asked if there were any significant changes that could be attributed to CMAP, respondents
referred to a reduction in the number of incidents related to police “illegally searching” people
as noted:
There has been reduction in illegal searching of people on the streets because at least now
they bring people to the police station; as part of the monitoring we went to talk to the
captain and he addressed it.
Although monitors were not allowed access to clinics, they have addressed a letter to the
district DoH voicing community grievances related to service delivery, and had since noticed
an improvement in the response time of the ambulance.
The respondents have approached the provincial DoE to act against a local primary school
principal who dismissed children suspected by teachers of learning and behaviourial
problems and this unconstitutional practice had since been stopped.
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CMAP-defining what is working and areas for improvement
One of the respondents saw CMAP as continuation of Tasted’s work, thus the organisation
was able to accomodate the programme. In contrast, another respondent interviewed in the
Western Cape felt that the CMAP was not as accommodative as it resulted in her having
additional administrative responsibilities. She noted that reporting templates changed
frequently and the reasons for changes were not always clearly communicated by the Black
Sash. The respondent noted that the appointment of a new Black Sash CMAP coordinator in
mid-2011 might have contributed to project changes. She suspected that the previous and
the new coordinator had different interpretations of the project.
The majority of Tasted’s cases related to the Department of Labour, hence the
organisation’s vested interest in monitoring this department. However, one of the
respondents noted as a challenge, the fact that they were often expected to do government
officials’ work which left limited time for monitoring:
They (SASSA) are not there for what they are supposed to do, so when the public sees me
they come to me and I end up completing grant application forms (on behalf of applicants)
for the day instead of doing what I was supposed to do…
As a result, Tasted developed a template to capture details of the number of cases handled
per month, the nature of cases, and the outcome. The information generated through this
template would be handed over to the Departments of Labour, Social Development and
Consumer Affairs to apply for funding because Tasted assisted people with cases that fell
within the scope of service delivery of these departments.
Given the lack of service delivery by government departments, one of the respondents
argued for a stronger advocacy role of the CMAP:
Moving forward (with the CMAP) we should become strict on government… What is the use
of employing someone that is earning a high salary and someone like me who get a lot less
or nothing, should do their work and they do nothing.
Tasted had existing partnerships with several role players as noted earlier, and was involved
in efforts to engage local government departments around service delivery. However, the
respondent described the relationship between Tasted and the local municipality as “very
poor” which he attributed to party politics:
I don’t know if it is because we have a DA led government. In every town our local
councillors do not want to work with the community. They prefer ward committees but
nothing happens and then the people come to us…
The respondent was not sure if the CMAP had any influence on the relationship between
monitors and SASSA officials but noted vigilance from officials in the presence of monitors
as noted:
When I monitor, the SASSA people get a bit nervous when they see me with the orange bib
as well as the All Pay people….
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The relationship between monitors and the police seemed to be more constructive as the
police responded positively to the monitor informing them of the rights of detainees and this
information exchange resulted in tangible changes. Furthermore, the quote that follows
provides evidence of increased awareness amongst community members of their rights as
they are proactive in approaching monitor. Another respondent in the Western Cape
supported this view and cited a greater awareness of active citizenship as the most
prominent change that resulted from the CMAP. A respondent noted:
There are things they (police) were not aware of and I informed them of this, like if you are
picked up for drinking in public you are only supposed to be detained for four hours not the
whole night. I spoke to the captain about this and now they allow us to go in and check. And
it is working well as even the assaults in the cells have decreased. People come to us after
they have been assaulted in the cells.
Although the respondent did not initially refer to SAPS as one of the sites that he was
expected to monitor, he was subsequently given permission by Black Sash to monitor the
police. Similarly, the Department of Labour was not initially included as a CMAP site. The
respondent noted that they were not given a tool by the Black Sash to monitor this
department. Nevertheless, monitoring was done at these two sites due to ease of access
and the fact that Tasted specialised in labour issues. Monitoring of SAPS and Labour was
further motivated by the fact that Riviersonderend received mainly mobile government
service delivery which was described as unreliable:
Unfortunately we want to (monitor new areas of service delivery) … unless we go to
Caledon, Somerset, Cape Town etc. We sit without government here and we struggle to get
government to us…
There was effort amongst respondents to disseminate information generated through the
CMAP to other stakeholders. One of the respondent ssaid he used information on various
legislative frameworks to question and hold government accountable. Respondents were
planning a meeting to take place subsequent to the CMAP provincial workshop that was
scheduled for August 2012 with various stakeholders including the police, clinic, ward
committee, municipality, churches, businesses and community members. The aim of the
meeting was to discuss social challenges as well as the CMAP monitoring reports.
In terms of capacity building, the respondent requested that Black Sash and SCAT continue
workshops subsequent to the discontinuation of the CMAP. The respondent said that he
benefitted from the information related to local government and various types of legislation
gained through the CMAP workshops, as well as the opportunities that were created for peer
exchange.
The respondent was of the view that monitoring and advocacy would be sustained (beyond
CMAP) by passionate and committed individuals and organisations:
I don’t think the advocacy will come to an end, it depends on all the offices in the country that
was involved in this program (CMAP) and on every individual like myself. I think that is why I
am working here at the advice office; I am for the community. I don’t think I will stop it
whether there is money or no money.
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The other respondent noted that provision had been made in their budget to continue with
the CMAP. He added that they were planning to raise funds to cover stipends for monitor’s
travelling and meal expenses. The respondent further said the CMAP prompted the
organisation to evaluate its own services and they were planning annual community surveys
to obtain feedback on their services. He advised that there was a need for the ‘powers’ of
monitors to be clearly delineated, and to indicate the departments which they were
authorized to monitor, preferably on name tags, in order to reinforce their credibility amongst
members of the public as well as government officials.

Sandveld Local Development Agency (SALDA)
SALDA, situated in Graafwater, had been operating from a cottage in the backyard of a
residential property at the time of the interview. The owner of the residence, a community
member, as a goodwill gesture, had been allowing SALDA to operate from his premises free
of charge. However, the landlord was in the process of searching for a new house which
meant that SALDA was faced with the possibility of losing its offices. The landlord noted that
he would continue accommodating the organisation if he managed to find a house with a
cottage.
SALDA was established after the previous advice office was closed down due to corruption.
It received funding from SCAT and officially started operating in October 2011. The
organisation had 50 registered members at the time of the interview. The organisation was
due to have their annual general meeting over the weekend, subsequent to this interview,
where the aim was to draft resolutions to community problems, and to discuss these with the
relevant government departments. In this regard, the respondent engaged with the director
of the Department of Agricultural Development and Land Affairs, and was in the process of
engaging other departments including social development to respond to the community’s
resolutions. The organisation handled paralegal cases related to evictions and unfair
dismissal of farm workers.
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Figure 7: Sandveld Local Development Agency (SALDA)

Involvement in community and CMAP
The respondent attempted to arrange interviews with government officials at SASSA and
Home Affairs for the day of the site visit. SASSA declined the interview, noting to the
researcher that they were not allowed to speak to anyone, and referred us to their manager.
The respondent noted that the Black Sash had engaged the SASSA provincial offices whom
granted permission for monitoring activities, however this message seemed to have not
reached the officials at the service delivery sites.
Nevertheless, officials at Home Affairs were willing to be interviewed, and although they saw
the respondent on occasion interviewing and assisting clients, they said they were not
informed of his purpose at the site, and were not familiar with the CMAP:
When I got here and I saw this man all around me; he irritated me. What is this man’ story?
Understand? Why is he making such a nuisance of himself? Why is he concerned with other
peoples business as he is not working for Home Affairs? Because we don’t understand what
is going on.
The respondent explained that he liaised with the head of DoHA one week prior to the
C A S E site visits to negotiate permission for the interview. The head of department
reportedly gave the go-ahead for C A S E to interview the officials. Furthermore, the head
of department was informed of the CMAP in November 2011 and he granted permission for
the monitoring. However, it appeared that the officials at local level were not informed.
The respondent had eight years experience initiating and coordinating community projects.
He was an HIV/AIDS activitist and focused on human rights aspects of the epidemic
especially as it related to farm workers. The respondent had extensive experience in
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stakeholder engagement and ran a farm worker development programme. He explained how
he engaged several stakeholders the day before this interview was conducted to assist farm
workers who have been evicted from the farm:
Yesterday I handled a farm eviction case and used the information received from the eviction
forum that we’ve established in 2009. I handle cases related to evictions and unreasonable
dismissals and in yesterday’s case I’ve involved all role players including social workers and
the police and Cedar berg municipality in order to find a solution to the problem. They’ve
supplied temporary accommodation, food and security.
In May 2012 the organisation ran a workshop on worker rights and ethics for farm workers.
The respondent explained how he managed to gain access to the farms:
We have easy access to the farms. I have developed a system where I have “agents” on the
farm, I build a relationship with one person on a farm and I ask them to contact me regarding
any issues on the farm. I receive information from various farms, I don’t even have to go
there physically.
He was introduced to the CMAP and started monitoring in July 2011. He recruited and
trained two new monitors who started their first day monitoring SASSA and Home Affairs on
the day of this interview. He noted that monitoring was sometimes hampered by rainy
weather:
One problem though is when it rains, we are not in a very fortunate position to have SASSA
on a daily basis, because they come here once a month, so when it rains, it’s difficult to
monitor; you are unable to fill out questionnaires when it rains. On one of the rainy days we
covered ourselves in plastics in order to monitor SASSA paypoint.

Significant changes
He noted that one of the highlights of the CMAP programme was that it led to an increase in
the number of paralegal cases which they became aware of when interviewing people as
part of the monitoring.
We used to handle 10-12 cases per month which has risen to 29-36 cases per month as a
result of the CMAP. The highest was 22 complaints obtained in one day in February through
the CMAP when we monitored Home Affairs. To date from July 2011 to June 2012 we have
administered 109 cases and CMAP contributed approximately 80% to these cases. I am
currently handling a case that I would not have been aware of if it wasn’t for the monitoring.
The researcher perused a graph that the organisation developed to indicate trends in their
case load related to DoHA, SASSA and Department of Labour. The high case load was also
affected by the fact that Graafwater were mainly served by mobile government services that
visited the town approximately once a month and which meant CBOs such as SALDA had to
handle complaints in the absence of government services.
The respondent noted that CMAP assisted monitors to identify and address gaps in service
delivery. He informed us that patients at the clinic often have to wait long periods before they
receive assistance, and monitors took advantage of this opportunity to serve the community
as noted:
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During our 16 days of activism, in November 2011 until 1 December, we’ve engaged with the
sister and told her that we’ve identified this problem and we’ve decided to provide a meal on
a daily basis to people at the clinic and we had an information table; CMAP advised us to
provide information on the grants application process, etc. We served 62 people over those
16 days and it was a direct result of the CMAP.
However, he noted that other role players often felt threatened by the CMAP. His
organisation was investigated by DSD after the food and information distribution initiative
that took place during the 16 days of activism. They were accused of interfering with the
work of the soup kitchen that was funded by the Department, and their way of working was
questioned as SALDA had taken the initiative to approach businesses such as Spar and
Shoprite that have agreed to donate food.
The respondent noted that the presence of CMAP monitors led to prompt service delivery
because monitors often intervened to assist clients as explained:
I interact with people after they have received a service and when I see that they are still
confused, I take them back to the officials and make enquiries. The officials are well aware
of our presence. The officials often send people to obtain certified copies from the police
which is a waste of time, and I would suggest that they ask the police to come to the service
point to avoid a person leaving and rejoining a queue or return late when the officials have
already left. So we bring all role players together.
In addition, the respondent was proactive in engaging the municipality to arrange transport
for people from the neighbouring farms in order to access IDs and birth certificates as told:
We’ve asked them to transport all the farm workers to Home Affairs and on that day in
February 2012, Home Affairs served 102 people as a result of CMAP. We wrote letters to
the council and they availed a combi. I’ve liaised with my “agents” on the farms to get all
people on the farms ready who have problems with IDs and birth certificates, etc. We even
visited the farms in order to get people ready for 21 February.
The respondent noted that the CMAP enabled monitors to inform community members of
their human rights during the process of interviewing which resulted in an improved
awareness and eagerness to learn amongst people.

CMAP-defining what is working and areas for improvement
The respondent perceived the CMAP as accommodative and in alignment with their goals
and mandate as an organisation as it enabled them to actively engage with the community.
He said that through this interaction, they became aware of new cases.
He further regarded the CMAP as “bottom up” because they have engaged with the Black
Sash through what he termed “cluster meetings”. In contrast, another respondent in the
Western Cape did not regard the CMAP as “bottom up” and felt that the input of other role
players who worked closely with CBOs were not considered in the conceptualization of the
project.
A respondent expressed concern related to the resolution of service delivery challenges that
resulted from monitoring:
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I want to know, whether the challenges that we identify through the monitoring will be taken
up with the relevant departments, will these things be addressed.
One of the respondents was not sure if monitoring reports were circulated regularly by the
Black Sash to the participating organisations and noted that the participating organisations
were concerned about the outcome of the monitoring reports upon submission to the Black
Sash:
They monitor at their sites but don’t get informed throughout the process what actually was
done with their work, what it contributed to, how can the information actually help them and
not just Black Sash and funders?
With regards to CMAP’s influence on stakeholder relationships, a respondent noted that they
have made some “enemies” through the process of monitoring. He noted that Cedarberg
district municipality was resistant to the process of monitoring, however they had a good
relationship with the local municipality. Through the CMAP, the respondent interacted with
SASSA in January 2012 regarding the fact that the paypoint site was situated too far from
the community:
I spoke to SASSA and suggested that they use the local church because it has a fence but
the process is taking long; they told me that it would take six months to move the paypoint
closer to the community. SASSA said that they have already made the payments for the new
premises that they want to rent but I don’t know why it is delaying.
He noted a positive relationship between SALDA and the other CBO in Graafwater, Stop
Crime against Children (SCAC). They sometimes collaborated on cases or referred cases to
one another, especially since SALDA’s case load had increased since the CMAP. The
respondent noted that there was room for improvement in stakeholder engagement at the
local level and in this regard proposed a stakeholder meeting to Cedarberg municipality
which he said welcomed the suggestion. The aim of the meeting was to discuss the CMAP
findings and ways to address the identified challenges.
The respondent was concerned about the low level of community participation in Graafwater
which he attributed to a lack of capacity amongst community members to mobilise. In this
regard, SALDA developed a survey questionnaire to measure community participation and
the respondent attributed this initiative to the CMAP:
The survey is trying to test community participation; there was election in May 2012 and with
the new municipality, new leadership there has been many complaints. The development
happens, but people still complain. They are currently busy building RDP housing and I am
trying to find out if people are aware of what is happening in the community and to stop
complaining but to get involved…
The respondent said the survey findings would be used as a basis for stakeholder
engagement and to inform SALDA’s proposals to potential funders. The respondent further
attributed the limited community participation to the fact that the ward committees and the
municipality were not consulting and involving the community in its initiatives. In addition,
there was a low level of awareness of the ward committee amongst community members as
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evident through the initial findings of the SALDA initiated community participation survey.
Furthermore, ward committee meetings were held at Cedarberg municipality which was
located far from where the residents of Graafwater resided. The respondent described the
ward committee as a “political play ball” that was not concerned about serving community
interests.
The respondent suggested that the monitoring be extended to other government
departments including Departments of Labour and Social Development as well as the SAPS.
He also suggested that CBOs be monitored as they played an instrumental role in service
delivery.

Limpopo
In Limpopo, we visited Haipfunani Shipingwana, Relemogile advice office and Opret advice
office. We also interviewed the Black Sash fieldworker in the province. One of the
respondents had been managing a legal advice office since 1993 and was appointed
provincial coordinator of community based paralegals in 1999. His roles as provincial
coordinator involved capacity building of paralegals and networking with government
departments, which is similar to his roles on the CMAP. He started work on the CMAP in
November 2010 and his roles included identification and recruitment of community based
organisations and negotiating access to government departments that were targeted for
monitoring. He conducted capacity building workshops to mentoring organisations and noted
that he visited organisations upon request and availability.
In addition, we interviewed the assistant manager at SASSA, Mopane district who explained
that his roles included ensuring that disbursements of social grants occurred under
conditions specified in the SASSA norms and standards for paypoints. A total of eight “pay
teams” were serving the five local offices under Mopane district.

Lusaka Aiponaneng Shipingwana, Tzaneen
This organisation operated from the respondent’s home (Figure 8). Lusaka Aiponaneng
Shipingwana was established in 1999 as a response to high levels of crime. Its sister
organisation, United People against Crime through job creation, was established in 2010.
United People against Crime through job creation had 3756 registered unemployed
community members at the time of the interview.
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Figure 8: Lusaka Aiponaneng Shipingwana- operating from the home of the CBO manager

Involvement in community and CMAP
The respondent, who served occupied a diversity of roles within his community. The
respondent is community leader and pastor and facilitated a burial scheme amongst
community members. He served on the ward committee, one term as the official for housing
and another representing safety and security.
He was a member of the Victim
Empowerment Forum of the Greater Letaba police station where he interacted with the
SAPS, DSD, DoH and other NGOs and CBOs on a monthly basis. He served as a member
of the Mbalathi Head Kraal which met weekly to discuss community problems. He served as
a politician, and emphasised the importance of politics in community development:
If an area doesn’t have politicians who stand for the needs of the people, that area cannot be
developed. You need to be outspoken in terms of your needs and a strong advocacy must
be carried out in order to make noise and concientize the upper structures to understand that
at the ground level there is urgent need…
Prior to CMAP, the respondent was instrumental in several advocacy initiatives which
involved engagement with national government. In 2002/2003, he spearheaded an initiative
which resulted in the electrification of an area called Mamameitjies in 2011. This was in
response to the death of 34 people due to illegal electricity connections. He consulted the
community and a memorandum was handed over to the local municipality, and
subsequently, the Office of the Premier. The matter was elevated to the minister of
Provincial and Local Government. Eskom and the SAPS was involved. The latter provided
the case numbers of the 34 people who died in order to strengthen the memorandum. The
respondent started a petition which contained approximately 3000 signatures and faxed it to
the chairperson of the National Council of Provinces, the Office of the Presidency, the
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Democratic Alliance and the Congress of the People. In 2005, the respondent advocated for
the tarring of a road in his area which was under construction at the time of the interview. He
reported that he used the media on several occasions to expose issues:
The issue of electricity, I took it to the media; the issue of backlog of housing, I took it to the
media; corruption at the crèche, I took it to the media; the disappearance of the developer of
RDP housing at Nkowankowa C who was the relative to the councilor, I took it to the
media…
The respondent was introduced to the CMAP through the Black Sash fieldworker in
Limpopo. He reported that the fieldworker briefed the executive committee of Lusaka
Aiponaneng Shipingwana and the respondent was selected as representative of the CMAP.
The organisation was subsequently selected, and the respondent attended a two day
workshop in Polokwane. The respondent’s role in the CMAP involved mainly monitoring at
SASSA paypoint and service offices, DoHA, clinics and municipal services. When asked
how often he monitored, he explained that there was no set schedule for monitoring, and
that it depended on the individual’s availability and resources:
The Black Sash personnel does not give you a target, it is up to the monitor to stand up and
do the work because they do not provide subsidy for transport and food during fieldwork.
Although there is no set schedule for monitoring, the respondent monitored the SASSA
mobile paypoints once a month, and simultaneously made observations of municipal service
delivery in the surrounding areas. The respondent sent on average 60 questionnaires per
month to the Black Sash. He complained that the five questionnaires received during
workshops were insufficient and that they were not always able to make their own copies
once running out of questionnaires. He noted that in some cases monitoring halted when
they ran out of questionnaires.
He noticed that beneficiaries of government services were often reluctant to be interviewed
which he attributed firstly to corruption. The respondent suspected that the payment officials
contracted by SASSA were “stealing” portions of beneficiaries’ grants as explained:
The money comes from the machine; when you punch R1200 the machine will give you
R1200 accurately. It depends when you take that money out from the machine, how you
squeeze R200 down and you give the elder R1000; it’s you not the machine because when
I go there complaining as a monitor you find the official taking (the missing amount) not from
the machine but from down there (from underneath the counter)….
He further explained the implications of the alleged corruption for monitoring:
It creates a spirit of friction between the service provider and the community because the
community does not trust the service provider and if you come in as a neutral person in
order to assist (referring to his role as monitor) the victims who are the beneficiaries, it is not
easy for the beneficiary to be open and transparent.
He secondly ascribed beneficiaries’ reluctance to be interviewed by monitors to their having
limited knowledge of their basic human rights:
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They (beneficiaries) think that if they become outspoken, things can change dramatically or
services cannot be provided any further for them. So it is very necessary for me to say that
this program of CMAP has taken us a step forward but a lot still needs to be done in terms of
conscientizing our communities regarding human rights.
Lusaka Aiponaneng Shipingwana and its sister organisation, United People against Crime
through job creation embarked on several mass meetings in 2011 aimed at schools and
churches to conscientise the community on several issues including health matters
(HIV/AIDS, substance abuse), crime prevention and job creation.

Significant changes
The respondent noted improvement in government service delivery as noted:
I arrive at a clinic with my uniform and with all the questionnaires; they (clinic staff) start to
move, they know that there is a lion in the house they become proactive and efficient and the
malicious words which the community used to complain about that they are insulted by
nurses and abused, and the lack of privacy in those clinics where you find a person is being
consulted by a nurse but the others are not afraid to enter and see the privacy of a patient, it
has decreased…
He noted that the presence of monitors led to reduction in corruption suspected to be
perpetrated by payment officials contracted by SASSA, because beneficiaries were
proactive in reporting short payments to monitors as recalled:
Six or seven times people realized that their money is short, they called me when they are in
front of the machine, they called me Mosioni come here (mali yami yashota) which means
my money is short. And you find out when I count, I confirmed that it’s short of R200/R300
and immediately I confront the official which could not been done if not by the intervention of
the CMAP program.
Although short payments of social grants to beneficiaries were often suspected by
respondents interviewed to be the result of officials pocketing money, it could also be
attributed to the switch from AllPay to Cashmaster Payment Services (CPS), SASSA’s new
payment service provider. One of the respondents noted that the shift in service provider
was accompanied by a few “teething problems” as most officials were not yet accustomed to
the new systems.
However, despite of improvements in service delivery, two respondents acknowledged that
there were persisting infrastructure (lack of toilets and shelter, etc.) related challenges at
selected pay points which the respondent attributed to resource constraints:
For one pay point I think it was around R390 000 or something. Here in Mopane we were a
given a budget of R600 000 so we only built at three paypoints; a palisade fence, two toilets
and connection of water and the shelter.
The respondent further noted that they have lost a lot of money due to upfront payments
made by SASSA to building contractors and as contingency they are in the process of
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negotiating a mutually beneficial agreement with local churches or community halls to rent
their facilities since payment of grants occurred only once a month.

CMAP-defining what is working and areas for improvement
The participating CBO could reportedly easily implement the CMAP because the respondent
said he had time to participate in the programme. In addition, he noted that the programme
did not require the organisation to engage in fundraising. He had mixed views about whether
the CMAP process was “bottom up”. He used an analogy and described the CBOs
participating in CMAP as “visitors” that had to oblige to the “house rules” of the Black Sash
which he referred to as the “owner” :
If you say no loud music in my house, you obey, so that is the kind of strategy which Black
Sash came with. Black Sash identified NPOs and CBOs, assembled us, provided us a
workshop in terms of how they want us to operate and they gave us drafted questionnaires.
In contrast to this analogy, the respondent gave examples where he was given opportunity
by the Black Sash to share his ideas. During a provincial workshop he suggested that
monitors use digital or cellphone cameras to capture evidence of poor service delivery. In
response, Black Sash agreed to table this as a suggestion to government departments. In
another instance, the respondent designed a questionnaire because of his interest in
monitoring the Department of Justice, and was encouraged by Black Sash to submit the
questionnaire for consideration. However, he said Black Sash did not return to him with
feedback on the questionnaire. He noted that Black Sash did not effectively communicate
and referred to the situation where they did not supply monitors with additional
questionnaires upon requests.
The respondent was of the view that resource constraints negatively impacted commitment
and volunteerism toward the CMAP. This view was shared by another respondent in this
province who advised that monitors be compensated for traveling expenses as the lack of
stipend discouraged some from continuing with the CMAP. According to the respondent
some of the CBOs who initially joined CMAP seized to continue due to a lack of
remuneration:
It (lack of stipend) made some of those monitors to backslide, to not submit reports, to not
monitor; but there are people who have passion for service delivery who by nature are
community servants.
The respondent noted that because many of the CBOs operated with limited resources, it
affected their ability to interact with each other and to share experiences on the CMAP, thus
the only platform to exchange experiences was through the Black Sash workshops.
The respondent was very passionate about the issue of resource constraints and considered
the fact that monitors were not paid stipends as “exploitation” and “violation of human rights”.
He requested that the Black Sash applied for additional funding from funders in order to
address the identified resource constraints. He suggested that the Black Sash remunerated
monitors on the basis of deliverables and commitment to the CMAP:

53

CASE

CMAP EVALUATION REVISED REPORT 05/10/12

Compensation or remuneration should be based on the services and reports which the
monitor provides to them (Black Sash) because I have realized that out of 35 organisations,
since the beginning of CMAP there are those who have never reported.
The respondent was of the view that the CMAP did not have a significant influence on
building of partnerships and linkages, especially between monitors and government
departments, because the latter continued to view the former with suspicion, and failed to
cooperate with monitors as recalled:
A partnership must be defined by discussions, We’ve been introduced to SASSA, clinics are
aware of us, but never invited us to discuss challenges and irregularities reported by the
community so that we can look into ways of improving them. SASSA is still refusing to
provide us with time tables of visits to pay points and venues. What kind of partnership is
that? You cannot deny me resources of the government and define that as partnership,
there is no relationship. We are not wanted as monitors.
The respondent was of the view that cooperation from government with CBOs were more
likely when CBOs or monitors had influence and (political) networks within the community:
There is no department which I cannot go to; I can arrive today and say I’ve got a request for
an urgent meeting with the mayor, I will be granted because they know that I’m an activist
and I’m a politician and they look to the status in terms of how far can you take them up…
The respondent was to an extent using the CMAP information to keep his existing
partnerships abreast of information generated through monitoring. On two occasions, more
recently June 2012, he discussed findings related to corruption at SASSA pay points with
members of the Victim Empowerment Programme.
In terms of capacity building, the respondent said he was familiar with the legislative
frameworks discussed during the CMAP workshops, and thus did not learn anything new.
However, he noted that the community benefitted from the fact that monitors advocated on
their behalf and conscientized them about their rights.
The respondent was concerned about the literacy levels of monitors, and suggested that
workshops occurred more frequently, i.e. three times per month instead of twice per annum.
He advised that the Black Sash adequately screened monitors prior to recruitment:
There was a need for, if Black Sash deploys a monitor, that monitors must have capacity to
understand the questionnaire because some who do not bring reports, is because they do
not even understand what and where to write. They look at the questionnaire and some of
them cannot speak English…
Similarly, another respondent in this province expressed concern about the literacy levels of
monitors:
The issue is when they (monitors) sit down and go through the material, some of them do
not understand English. And if you have a problem of understanding, you will have a
problem of implementation and some, I am not sure if it is fear, when they see a government
door, they have fear to walk in there…
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manager respondent previously suggested to the Black Sash that monitoring be extended to
the Department of Justice due to disappearance of case dockets and to Department of
Correctional Services because of cases related to assaults and sodomisation of prisoners
that were reported to him during his pastoral missions. He said that the Black Sash regarded
these suggestions as out of the CMAP scope.
The respondent was disappointed that the CMAP was coming to an end because he noticed
improvements in service delivery, and described the programme as “one of the good
examples of community participation which is not bias, and not politically oriented”. He noted
that his organisation would discontinue participating in the CMAP once it ended due to
limited resources. He also noted that theylacked capacity to analyse questionnaires, and
compile and report findings to higher levels of government which was done by the Black
Sash. He was concerned that the gains achieved through the CMAP, especially related to
service delivery, would be lost or reversed once monitoring ended.

Relemogile legal advice office, Tzaneen
The building of Relemogile legal advice office (Figure 9) was funded by the British
Commission in 1998. Relemogile advice office was established in September 1993, to
provide human rights education and paralegal services to people in Khopho village. In earlier
years, the organisation received funding from the Traditional National Development Trust
(now the National Development Agency), British Commission and the National Department
of Health. Other funders included the National Lottery Distribution Trust Fund and Anglo
American. The organisation obtained funding from the FHR and HIVOS which the CBO
manager attributed to their involvement in the CMAP. He was of the view that donors had a
preference for funding organisations that were monitoring service delivery.
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Figure 9: Relemogile advice office, Tzaneen

Involvement in community and CMAP
We interviewed the CBO manager, who simultaneously served as the CMAP monitor. We
also interviewed a community leader who was aware of the monitoring activities at SASSA
paypoints. Although the respondent did not have any experience in monitoring, prior to
CMAP, the organisation had been involved in several advocacy initiatives during the earlier
years of its existence. The respondent recalled that in previous years the community initiated
a protest against a local farmer who was accused of perpetrating brutal acts against farm
workers, which led the farmer to desert his land and flee from the area. The land was
subsequently controlled by the Department of Agriculture and the Traditional Authority who
had plans to convert it to residential land. The respondent emphasised the importance of
involving the police, the traffic department and the Department of Justice to ensure that
marches proceeded peacefully.
The other respondent had been serving on the South African National Civic Organisation
(SANCO) since 2010 and had been the representative for water affairs on the ward
committee since February 2012. He was the chairperson of the Limpopo Tzaneen Growers
Association . Both respondents described the community as proactive in fighting for their
rights. One of them noted that three weeks prior to this interview the community initiated
protest action against poor water delivery to the area. This resulted in the municipality
repairing water infrastructure. The municipality was tarring the roads at the time of this
interview, reportedly in response to the community’s protest action.
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One of the respondents, in earlier years, used to work for the Black Sash on a voluntary
basis. He was introduced to the CMAP by the Black Sash fieldworker for Limpopo. Although
the other respondent saw the monitors on several occasions wearing their bibs and
interviewing grant beneficiaries at SASSA paypoints, he was not aware that the initiative was
called CMAP.
The respondent worked with three monitors in Mopane district municipality which included
Greater Tzaneen, Letaba, Giyani, Phalaborwa and Maruleni local municipalities. He said
monitors were unable to reach all these localities because they were few. The other
respondent shared the same concern and expressed the need for more CMAP monitors to
be appointed.
The respondent noted that the Black Sash advised monitors against traveling to sites that
were located too far away as they were not paid stipends. The Black Sash reportedly
advised monitors to submit at least 10 questionnaires per month, however the respondent
managed to send approximately 30 on a monthly basis. He monitored when he had the time
as advised by the Black Sash and focused on mainly municipal basic service delivery and
SASSA paypoints whereas monitors who worked in other areas focused on different
services as explained:
We (monitors) have been divided into sections, some monitor clinics, others service delivery,
other Home Affairs because you can’t monitor everything otherwise you will be a failure, you
must specialize. I am specializing in (municipal) service delivery within the community.
Monitors were denied access to clinics and were requested by staff to contact the district
department of health for permission to monitor. According to the respondent, they have not
yet contacted the district. One of the other respondents in this province said Black Sash
consulted national Departments of Home Affairs and Health regarding CMAP, but they were
reportedly not responsive. He suggested that, due to ineffective communication amongst
government spheres and departments, that provincial rather than national departments be
consulted first. The province should then provide authorization for monitors to access local
service delivery sites.

Significant changes
One of the most significant changes that both respondents attributed to the CMAP was that
the initiative gave the organisation easier access to SASSA which they did not previously
have links with.
The guards (at SASSA paypoints) don’t allow anybody to get in except the monitor because
he is wearing this (CMAP bib). He is the only person who is allowed to move around. That is
why we tell our people there is somebody who is wearing this bib and if there is a problem
please go to him and he will help you.
Another respondent in this province explained that he negotiated access to SASSA by
meeting with the regional office situated in Polokwane. However, he initially encountered
challenges because there was not an effective flow of information from the regional to the
local levels as stated:
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The problem was how do we cascade the information down to managers, because we go to
the regional office and they will say everything is okay and when you get to the local office
they are not aware.
Eventually, the regional office assisted the respondent to facilitate a meeting between
monitors and district managers at the SASSA, Mopane district. He noted that during the
most recent provincial CMAP workshop which was attended by SASSA district managers,
officials agreed to include monitors to participate in their informal forum. He noted that the
particulars of the meetings would be communicated by officials directly to the monitors.
Yet another respondent confirmed this initial meeting with district managers and said
theCMAP was approved by SASSA because the national and provincial offices bought into
the idea and monitors were considered as additional support to identify service delivery
challenges:
We said as long as the national and provincial offices agreed, we don’t have any problems.
They (monitors) are assisting us without us giving a cent so why should we say no. They told
us they will write a report, take it to their office and also bring the report to us. Where ever
they see discrepancies in terms of how the grant is being dispensed to our beneficiaries, will
be reported to us. They are increasing our eyes at the pay points because, they will notify us
and we will immediately intervene and see that we solve problems.
However, the respondent was not aware of the provincial CMAP workshop that were
attended by other SASSA managers which demonstrates ineffective communication within
government departments:
There was miscommunication because if it is a provincial workshop, I think district offices
must be notified. ..they (Black Sash) can’t take an official from a local office or service point
without us at the district knowing, unless they notified the district manager and did not tell
me. I don’t know of such, but I believe we should have known maybe also as a manager. I
don’t think my subordinates can attend a meeting and I don’t attend…
Furthermore, the respondent was unable to discuss any significant changes that came about
as a result of CMAP because he had not received any monitoring reports from the Black
Sash as noted:
We are still waiting for that meeting with the (Black Sash) about the report where they will be
able to identify some discrepancies…the solution will not come from us, but will come from
both of us…
The second significant change referred to by all respondents was that there was a reduction
in the number of cases involving short payments of social grants to beneficiaries. The
respondents attributed this change to the new automated method used to disburse grants as
opposed to manual disbursements, as well as vigilance of monitors:
The pay points now start to give full amounts even though at some places we may not be
there, they (paypoint officials) are afraid that something may happen, those people
(monitors) can come anytime.
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CMAP-defining what is working and areas for improvement
The respondent said the organisation was able to implement the CMAP because its activities
overlapped with their focus area which is human rights education. He regarded the CMAP as
“bottom up” because the programme was introduced to all partners, and the Black Sash
negotiated access on behalf of monitors to the relevant government departments. In order to
further demonstrate the “bottom up” nature of the CMAP, the respondent recalled a story of
the Black Sash and SASSA officials’ consideration of monitors’ suggestion to use digital
cameras to take pictures of their observations:
We were with the senior SASSA official of Mopane during the time we had a workshop with
the Black Sash and we talked to him about taking photos when we are at the pay points so
that we can have a full report of what is happening there and he said he will talk to them
(officials at local level)…
Another respondent agreed that the CMAP was adequately introduced and explained to all
organisations:
The way we communicated with organizations was to say the way in which CMAP operates,
was to make sure that we strengthen the organization, it was not only about Black Sash or
CMAP…
Another respondent concurred that the Black Sash adequately consulted national and
provincial government departments and also expressed concern that the message often took
long to reach the officials at the local service delivery sites. Although monitors had a good
working relationship with SASSA, Mopane district, they were denied access to monitor
clinics as previously noted. This is despite the project management team’s initial
consultations with DoH..
The respondent was concerned that monitors were informed by the Black Sash that 7
November 2012 was the deadline for the final batch of questionnaires, which he “heard” was
“the end of the CMAP”. He further noted that the Black Sash empowered the CBOs to be
self reliant, and had encouraged them to continue monitoring even “when CMAP comes to
an end”. He noted that his organisation would continue monitoring but requested the Black
Sash to continue supplying them with questionnaires and to allow monitors to use the CMAP
bibs. Community members and government officials were familiar with the CMAP bibs which
fostered trust and gave monitors credibility.
One of the respondents was confident that monitoring would be sustained and noted that the
Black Sash was planning on introducing a “paralegal fieldworker”. He explained that the role
of this “new” fieldworker would be to provide additional and sufficient support and training to
CBOs, especially related to advocacy. In addition, he advised that in order to strengthen
advocacy, CBOs needed to avoid operating as individuals, but to cooperate with one another
in a united and coordinated manner. In order to realise this recommendation, he was of the
view that forums that represented these organisations should have been approached during
the initial introduction of CMAP as opposed to individual organisations. As noted earlier,
CMAP planning documentation shows that CSO networks were consulted during the
planning phases of the project.
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Relemogile advice office was one of the organisations who had experience in proposal
writing and in applying for donor funding, thus was more self reliant than the other
organisations interviewed in this province. The organisation was in a position to make
additional copies at own cost when running out of CMAP questionnaires. In addition to the
copies of completed questionnaires that were sent to the Black Sash, the respondent noted
that he filed copies for their own records which he used to strengthen the organisation’s
proposals to donors for funding. The respondent further took initiative to design CMAP name
tags containing the photos of monitors at own cost (R50) for the four monitors in Mopane
district. He confirmed that Black Sash paid for postage of completed questionnaires. The
respondent was concerned about their lack of capacity to capture and analyse the
completed questionnaires:
It is a challenge because once sending these questionnaires to Black Sash, they capture all
information they send them there which means that we ourselves we must know the system,
how to compile those things and send them to the relevant structure because Black Sash
was doing this…
Two respondents interviewed in this province noted that their was need for monitoring to be
extended to other parts of Mopane district and said it would require financial support to
recruit more monitors as most people would not be willing to work on a voluntary basis:
There is an attitude from people, they say we use them and we get money while we give
them nothing. That is what rural people can be like because of poverty and starvation. If I
get people to assist me free of charge but they see me eating, they say I am using them so
that I can eat. So if I get them, I will need assistance with transport and food money…
In terms of linkages and partnerships, the CMAP led to a cooperative relationship between
organization interviewed and SASSA, Mopane district, as noted previously. Respondents
interviewed expressed the need for relationships to be established between monitors and
district departments of health as well as home affairs. With regards to monitoring of basic
services, one of the respondents noted that the Black Sash was in the process of assisting
him to draft a letter to the South African Local Government Association (SALGA) to negotiate
permission to monitor municipalities.
The fact that monitors often question government officials regarding poor service delivery
might not always be perceived in a positive light and has the potential to create tension:
We (CBOs) are really networking with the different government departments but others still
get challenges because like the municipalities, if they do not deliver the services we have to
fight with them…
A respondent emphasised importance of buy-in to CMAP by government departments. He
found that monitors lost legitimacy amongst community members when SASSA paypoint
officials were initially denying them access to monitor:
Once you (monitor) are rejected by the officials, in front of the community, they (community
members) don’t trust you. They (officials) say you go out and do those things outside the

60

CASE

CMAP EVALUATION REVISED REPORT 05/10/12

boundary not here while the pensioners are listening. Once you are accommodated by the
SASSA officials there is trust from communities.
A respondent said that if they were given funding, they would present workshops to
disseminate CMAP information amongst members of the pension committee, a body that
was elected by the community to monitor services provided by CPS. The committee
constituted older persons who were mainly illiterate. As a result they were not effectively
delivering on their mandate of monitoring but instead mainly did queue control. Another
respondent said SASSA had a help desk in place at the pay points to monitor service
delivery and to address beneficiary complaints.
Relemogile advice office regularly embarked on door-to-door visits to conduct human rights
education and the respondent noted that the CMAP workshops equipped them with recent
information on various issues that improved their daily work. Another respondent referred to
a rights education workshop that was hosted by Relemogile advice office one week prior to
this interview. There was approximately 30 community members in attendence.

Opret advice office, Mokopane
Opret advice office (Figure 10), unlike the previous organisations visited in Limpopo that
were based in the villages, operated in the central business district of Mokopane. The
organisation dealt with cases related to social grants and conducted referrals, for example to
the DSD and SASSA. Their work involved assisting people who were eligible, to apply for
social grants, and conducting follow ups with departments on behalf of clients.
The organisation mainly did case work and advocacy and the respondent noted they had
limited experience in monitoring until they were introduced to the CMAP. She recalled one
case, as an example of their advocacy work, in which she assisted a 52 year old woman in
September 2011. The client’s temporary disability grant had been canceled by SASSA
because the medical report declared her fit to work. According to the respondent, her client
had a chronic disease and was visibly ill. The respondent engaged various role players for
assistance including SASSAs district and provincial offices, the Black Sash fieldworker and
the local government’s support programme for indigent individuals. The case was ongoing
at the time of the interview and the client remained without a grant and interim support.
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Figure 10: Opret advice office

Involvement in community and CMAP
The respondent noted that the Black Sash fieldworker for Limpopo approached Opret advice
offices during the first quarter of 2011 to introduce them to the CMAP. She said during this
initial visit, they expressed concern regarding the fact that the CMAP did not pay stipends to
monitors. In this regard the respondent explained that the monitor rather than the
organisation had signed an agreement with the Black Sash.
Due to a lack of stipend to travel to sites, the organisation conducted mainly “internal
monitoring” which the respondent explained :
The clients come to the office for assistance, for example if their grants have been cut
(reduced). After we are done advising them, we tell them there is a questionnaire (CMAP
questionnaire) that we need them to complete…
Thus monitoring was not conducted at government service delivery sites but Opret’s clients
who approached the office were interviewed subsequent to receiving services from SASSA.
The respondent said they completed, on average, 10 CMAP questionnaires with clients
monthly but did not send questionnaires to the Black Sash. They were planning to use the
monitoring questionnaires to inform their future proposals for donor funding:
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We are gathering these questionnaires just to indicate to the funders that if they can cater for
this program, we will be willing to assist.
In addition, the organisation opted for internal monitoring due to denial of access to SASSA
sites. The respondent said SASSA, Waterberg district, denied that the CMAP was
introducted to them and requested a letter requesting approval to monitor. Another
respondent in this province agreed that monitors were unable to gain access to Waterberg
district municipality and attributed it to wary perceptions of the Black Sash amongst officials:
I was at SASSA, Waterberg but then the SASSA district manager was not there but he
delegated the local office manager to speak to me and a corporate representative leader
because they have this perception that Black Sash wants to take people to court and they
cannot speak to us and so we correct them to say but that is not the case with CMAP…
The respondent subsequently introduced the Opret advice office monitor to the manager of
SASSA at Waterberg district offices. Another respondent noted that although the Waterberg
district manager welcomed the concept of CMAP, he was reluctant to permit a single person
to monitor an entire district as this would not be representative of SASSA service delivery:
Waterberg has 6 local municipalities so they cannot allow one person to do the job because
he cannot meet all the pay points and offices. They (SASSA) proposed that Black Sash
appointed 12 people to monitor in Waterberg…

Significant changes
The respondent was not able to discuss significant changes related to the CMAP because
they were not monitoring service delivery at the sites. However, she noticed that the
monitor’s knowledge regarding social and legislative issues had increased due to his
participation in the CMAP workshops.

CMAP-defining what is working and areas for improvement
She said Opret is interested in actively participating in the CMAP on condition that the Black
Sash pays monitors stipends:
We don’t have problems in assisting and doing the work of the Black Sash provided there
will be compensation; we don’t have funding to cater for this programme…
The organisation was anticipating approaching other funders to fund the monitoring activities
and the respondent said they will not be reporting to the Black Sash if they received funding
elsewhere.

Eastern Cape
Nonesi Development and Legal Advice Office
Nonesi Development and Legal Advice Office was situated in the township of Ezibeleni, on
the outskirts of Queenstown. The organisation was established in 2003 and operated as a
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legal advice CBO to the surrounding communities in the Lukhanji local municipality and the
broader district municipalities. Their aim was to build vibrant, sustainable and self-reliant
communities that are capable of effecting positive socio-economic and political change.
Nonesi Advice Office had previously been funded by the National Lottery Distribution Trust
Fund, Rhodes University and SCAT. Projects included human rights awareness, local
economic development (LED) support, a health desk, and HIV/AIDS programme and
paralegal services. The CBO shared the building with SASSA offices, local government
offices and a LED project that was initiated by the organisation.
A group interview was conducted with the general manager of the CBO, the health desk
assistant, the HIV/AIDS activator programme representative, paralegal officer (the latter
three staff members' responsibilities include CMAP monitoring), SASSA team leader for
monitoring, and the local councillor. The general manager and informants felt that because
of their working relationship with the government official and local councillor, they preferred
that a group interview rather than individual interviews be conducted. The SCAT fieldworker
interviewed was based in Cape Town and interviewed telephonically. She visited the site
quarterly.

Figure 1: Nonesi Development and Legal Advice Office: Ezibeleni, Queenstown

Involvement in community and the CMAP
Nonesi Advice Office’s core service to the community was the legal advice service they
provided, which aimed to advise community members and advocate for change. The office
organised community workshops aimed at human rights promotion and was involved in
HIV/AIDS interventions that sought to care for carers of those affected by HIV/AIDS. The
CBO also supported income-generating projects by mentoring organisations to self-reliance.
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In addition, the office also organised sessions for the Rural Education Access Programme
(REAP) to interview community youth who wanted to apply for education bursaries.
A comprehensive service delivery monitoring and advocacy programme called the Social
Security Services (SSS) existed at the organisation prior to the implementation of the CMAP.
This project was funded by the National Lottery in the period 2010/2011 and in this period
door-to-door research on the social life of community residents was conducted. Information
was collected by seven staff members regarding the living conditions and service delivery of
community residents with the aim to advocate for adequate service delivery. The programme
was described as similar to CMAP, but with a broader scope. The programme and
subsequent interventions were supported by Section 9 institutions and local government. A
comprehensive monitoring tool was developed and the informants interviewed cited several
successes of the project including the example in the Thembani location where the issue of
electricity, sanitation and housing was taken to Public Protector and the issue (with the
assistance of the local councillor, the local municipality, the Legal Resource CBO and Black
Sash) was resolved. Another example of a success of the SSS project was the resolution of
rebates in Ezibeleni. The office organised that community members could apply for rebates
at an office located adjacent to the Nonesi Advice Office, eliminating the travelling costs for
many residents who would previously have had to travel to town for this service. It was also
organised that residents could process their grants from a SASSA office that was also
located adjacent to the Nonesi Advice Office. In addition, clients waiting for the processing of
grants could collect food parcels and if necessary, services such as photocopying were
made available to community members at the advice office. Research was also conducted to
identify child-headed households in the community and in collaboration with local
government and the local councillor, this information was escalated to the Department of
Social Development. Basic services such as adequate sanitation and food parcels were
subsequently provided to these vulnerable households. When the CMAP was introduced it
was seen as fitting “on top” of these existing monitoring activities which the organisation had
already initiated and had made much headway in terms of linkages, communication with
government departments and community mobilisation.
Whilst the CMAP had recruited one monitor who was trained as the CMAP monitor, the
organisation suggested that for greater impact, two other monitors whom were working in the
SSS project and had prior experience of monitoring, could be utilised. Until the SCAT core
grant came to an end in April 2012, the CMAP monitoring was conducted at SASSA sites
and the Department of Home Affairs. The Department of Health sites were not monitored as
it was felt after discussions with the department, that the organisation’s lack of resources
would limit monitoring to only a few clinics or hospitals in the area and this would not be an
adequate representation of service delivery of the department. The advice office however did
assist community members with referrals to obtain letters from the Department of Health
which enabled residents who were ill to claim their grants from SASSA.
The SASSA team leader interviewed was responsible for monitoring the infrastructure and
customer care approach at the SASSA pay points. Whilst he was not clear about the
objectives of the CMAP, he had been assisting the CMAP monitors with transport to the
SASSA sites and introduced the CMAP monitors to the pay point staff. It was explained that
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the CMAP was introduced to the head of SASSA in the area by Nonesi Advice Office’s CBO
manager who had then referred the office to this particular SASSA official without explaining
the details of the CMAP to the official. The local councillor interviewed assisted the office in
terms of resource support, assistance at workshops and linking the CBO’s activities with the
community.
The SCAT fieldworker had been working as a senior fieldworker since the project
implementation stages. Prior to her work on the CMAP she was working as an administrator
at SCAT where her responsibilities included monitoring funds granted to organisations by
SCAT. The fieldworker’s responsibilities in the CMAP included organising workshops and
supporting the implementation of CMAP by the organisations, which included interacting with
government officials to gain access to monitoring sites.

Significant changes
Since the advice office was involved in monitoring prior to CMAP and had comprehensive
programmes and services available to the community it was, in some cases difficult to
decipher whether the significant changes cited were attributable to the CMAP only, or to the
wider community work that the organisation was involved in.
When asked if the CMAP led to any significant changes, the respondent reported on
significant changes at the SASSA sites. She elaborated that since the implementation of the
CMAP, SASSA agents were cautious of their behaviour towards beneficiaries and had an
increased awareness regarding Batho Pele principles. Agents were also aware that in
addition to the SASSA official that was conducting monitoring, there were CMAP monitors
also conducting monitoring. Another respondent cited an example at the Indwe Advice
Office where issues of staff responsibilities, inadequate medication, inadequate security and
staff shortages were resolved. In this case the Department of Health had not granted
permission for monitors to monitor inside the clinic, however because one of the advice
office staff members were on the clinic’s elected committee, he had provided information to
the monitors about the issues and they were subsequently resolved. Some of the
respondents felt that the monitoring at the SASSA sites made a significant difference and the
problems addressed at the first visit for example, inefficient officials were addressed swiftly.
The monitor provided the SASSA official with details of the problems at the site, who then
made follow-ups and undertook to resolve the problem immediately.
Another respondent cited the strengthening of relationships between various government
departments and the implementing organisations as a significant change that resulted from
the CMAP. The CBO manager cited an example where a district forum was created with
Department of Home Affairs staff and staff from Nonesi Advice Office to discuss service
delivery issues. The creation of the forum was a direct result of the CMAP monitoring.
In general, it was reported that monitoring and advocacy created a greater awareness
amongst the community of their rights. Some of the respondents also mentioned the
formation of a forum called the Ezibeleni Anti-Crime and Abuse Forum, a concerned group
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that mobilised in an attempt to deal with the rape crisis that the community faced. The
community organised marches and petitions regarding their concern about the problem and
also organised a community consultation meeting.
Another respondent added that they had noticed significant changes since the
implementation of the CMAP, as the community had a greater awareness of the monitoring
activities that were taking place, they were aware of the Nonesi Advice Offices’ services and
they knew that in order to participate in community issues they had to establish their own
structures. In terms of the way that government responds to the community complaints, the
respondentfelt that there were significant changes. He reported that the local government
discussed the budget and timeframe for the 2012/2013 financial year with community
residents and he monitored these timeframes.
Other respondents reported on the successful control of the informal money-lenders or
“machonisas”. Informal money-lenders would take the SASSA cards and identity documents
of beneficiaries, develop inauthentic burial associations and collect money owed to the
beneficiaries. The informants argued that with the visibility of CMAP monitors at the SASSA
pay points and the assistance of the local councillor, these practices were reduced
significantly.
“They (money-lenders) know that we (monitors) are working for Black Sash/ SCAT and they
are scared.”

CMAP - defining what is working and areas for improvement
When elaborating on the successes of the CMAP, the informants expressed the good
working relations between the government departments and the organisation, including the
CMAP monitors. The respondentelaborated that the relationship with some government
departments were enhanced through the efforts of the SCAT fieldworker who had met
personnel at the government departments, wrote letters to them and encouraged and
convinced departments that the monitoring would be beneficial to them. This had resulted in
a change in attitude of some of the government departments regarding the monitoring
activities. The respondentagreed that relationships with some government departments were
good, however commented that with some government departments it had been a challenge
as the district offices had not received communication from their provincial and national
departments about the CMAP and were therefore reluctant to grant monitors access. In
some cases the Department of Health district offices were aware of the reported issues at
their sites, but felt that could do little to change the situation, as the decision-making
occurred at a higher level.
Another respondent commended the good working relations between the SASSA official and
the CMAP monitors and attributed the CMAP monitoring of SASSA sites to the assistance of
the SASSA official, who transported the monitors to the sites and was accommodative of the
monitoring processes. Nonesi Advice Office did not have the resources to transport monitors
to the sites and the SASSA official would travel with the monitors to the sites.
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“Without his (SASSA official’s) intervention, they (CMAP monitors) would never make it.
(SASSA official) is of assistance in terms of going out, as we are no longer having resources
to go to the sites. We negotiated with the head at SASSA to arrange that he (SASSA official)
sometimes carries them (CMAP monitors) along.”
Some of the respondents felt however that the CMAP monitors should not have to rely on
the SASSA official for resources, as this occasionally disrupted or compromised the work of
the monitors.
“We should not be relying on SASSA official’s resources to do the monitoring. Sometimes
the SASSA official has to be somewhere else, but the monitors are not finished, so we are
sometimes disorganising his work. We have to be independent. It is good that he had
introduced us to the sites and so forth, but he has to do his own work in his own way.
Sometimes we do not do our work effectively, as he is rushing to another site”.
This contrasted with the view of another respondent who felt the sharing of the vehicle
meant that the CMAP monitors and official could “discuss the findings on the road and then
take it further.”
When the informants were asked if the CMAP had built local capacity, respondent felt that
the program built awareness and enhanced the self-reliance of communities and
participation in their own governance. If the community did not receive certain services, they
were aware that they had the right to demand them. When asked if the community was more
aware of their socio-economic rights because of the CMAP, the respondent felt that the
community was aware of their rights prior to the implementation of the CMAP and that the
CMAP strengthened that knowledge.
From the comments made by the respondent, it seemed that there was an initial enthusiasm
toward the CMAP as it was seen as a good monitoring programme to build on and intensify
the existing SSS monitoring programme. However, the lack of financial support from the
partner organisations resulted in the CBO management getting frustrated with the CMAP.
“What organisation can live on R 4000? We said guys (Black Sash/SCAT) this is killing us,
the work is good, but provided that you support the programme.”
The respondentalso expressed the lack of certainty regarding the support of Black Sash, as
one of the co-partners of the CMAP. She expressed that it was only because of the core
grant from SCAT that the CMAP was able to be implemented and these funds were not
meant to be utilised for the CMAP.
“We used to query this in meetings (provincial workshop) that guys (SCAT/Black SASH) you
were never transparent to us about this. Surely the programme being implemented has
funding, but they used to tell us that they have no funds. The R4 000 was from SCAT, but
what was from Black Sash for this? The capacity building was not enough support. We are
well-capacitated in terms of human rights, we are well-capacitated for advocating for rights
for the people but in terms of implementing the project, what did they put on the table? That
was our cry. The programme is really fruitful for society to participate in their own
governance, however it is not supported fairly.”
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A respondent also pointed to the fissures in the relationship between SCAT and Black Sash
and the unclear communication due to the Black Sash CMAP project coordinator being out
the country. This also put pressure on the fieldworker who had to answer to organisations
about accreditation letters, questionnaires and material.
“She (CMAP project coordinator) left the programme whilst there were challenges of
stipends and letters and it kind of broke our relationship with Black Sash as we’re fighting
with them and we’re not communicating well with them (Black Sash). For instance
organisations were promised the questionnaires and they (Black Sash) took time to develop
them. We (fieldworkers) were under pressure from other organisations as they were asking
where the questionnaires are, where the identification for fieldworker is, etc”
The sharing of the monitoring reports was also mentioned as a challenge by one of the
respondents who felt that it was crucial to share the reports with the fieldworker for planning
purposes and with the community.
“No they (Black Sash) were not sharing with the community, also with us the fieldworkers
and this was a challenge for us because in order for you to plan you need to read the report
to see where the challenges are, but the forms were just filled by them (organisation) and
posted to Black Sash.”
The CBO manager also explained that there had been an initial delay regarding the signing
of the MoU because of the differences amongst the partner organisations and the advice
office about how the monitoring was to be done. The advice office felt that for the monitoring
to be conducted effectively, the necessary resources needed to be provided and that it was
not effective for one monitor, who also had other responsibilities in the organisation to
conduct the CMAP monitoring.
“The CMAP work is additional to her (paralegal office’s) core work. Is that not an overload?
They said you are going to use just one day per month to the field to monitor, but does that
give an impact?
This frustration was also experienced by the SCAT fieldworker, who felt frustrated by this
process of negotiation and poor communication from Black Sash.
“It was a big problem as a result in the Eastern Cape the programme started very late as we
were still negotiating with them (Black Sash) and this was frustrating to us especially the
fieldworkers because we were not getting a good answer from Black Sash.”
A respondentalso cited an example with the Department of Health where the Black Sash felt
that it would be adequate to monitor the sites outside of the clinics, since an agreement had
not been reached with Department of Health to monitor inside the clinics. However the
advice office disagreed with this, arguing that it was not effective to monitor service delivery
outside of the sites. This was relayed to Black Sash, however no further action was taken on
this issue.
“We said it is not going to work. As long as we are not going to do this effectively and
sufficiently enough, we rather not do it. We are going to give a wrong reflection. The work
that we are going to monitor is inside the clinic. If they are out of the clinic, what are we
going to monitor in terms on Batho Pele?”
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It was suggested by the respondents that the CMAP provided stipends to monitors or
financial resources and that the CMAP would have had a greater impact if this support was
provided. The respondent cited the lack of funding as the main challenge of the CMAP. A
further comment was made by a respondent that recruiting the CMAP monitors as
volunteers from a community that was unemployed was seen as an insult.
In reference to financial support it was stressed that in order for the organisation to advocate
change, resources were required. The office felt that once the monitoring process took
place, it was crucial that the organisation acted on the information gathered. The advice
office felt that they were well-capacitated in terms of advocating change and communicating
issues to the highest level if necessary, however these efforts required resources. It was
also emphasised that the organisation felt that it was not enough to “research” communities
about their issues, but that these issues needed to be acted on.
“You need support in terms of operations to conduct advocacy, you need to be capacitated
in terms of communication. We are not accredited to represent in courts, but we can
advocate better than in the courts, using social mobilisation strategies, but we need
resources to do that.. If we had support, we would be far. This monitoring alone, to research
and write the grievances of people and not do anything about it, we cannot do that, we need
to advocate. With resources we would have a better impact.”
The respondent elaborated that the provincial workshops provided useful resource
documents on the monitoring process and what was expected of government departments. It
was felt that the workshop on public administrative justice, whilst covered in too short of a
period of time, was of great value. The CMAP monitors reported that the sharing of
experiences and exchange of skills also occurred at the provincial workshops.

Adelaide Advice Office
The Adelaide Advice Office was situated in the township of Adelaide. The CBO aims to
empower community members by providing skills needed to affect change in the community.
The CBO provided community members with assistance in family, legal, consumer and
labour matters and runs an HIV/AIDS support group, home-based care and a programme for
orphaned and vulnerable children (OVC).
The CBO manager (also the CMAP monitor), CBO administrator, Department of Home
Affairs supervisor from Alice and the SCAT fieldworker were interviewed.
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Figure 2: Adelaide Advice CBO, Adelaide

Involvement in community and the CMAP
The Department of Home Affairs official interviewed did not know much about the CMAP and
related his experiences of working with the Adelaide Advice Office when asked about the
CMAP. The office assisted the Department of Home Affairs to plan and organise scheduled
days when community members could apply for identity documents and birth certificates at
the advice office. The CBO also assisted clients of the Department of Home Affairs in the
application of identity documents and resolving identity document issues with the
department.
The CBO manager and administrator, both involved in the CMAP monitoring had a long
history of community work in the area. Both informants served as ward committee members.
The CBO manager was the chairperson on the school governing body and served on the
Sports Desk of the Adelaide Football Association. The administrative assistant was a
member of the Community Policing Forum, which monitored crimes in the community and
resolved to take action through the councillor, community workers, local municipality and
police. The CBO was also involved in a refugee programme, where the community was
educated about refugee rights and refugees were assisted in obtaining official documents. In
addition, the CBO provided legal advice to farm workers, conducted employee rights
awareness workshops with farm workers and employees and contacted the Department of
Labour to resolve cases if necessary.
The CBO ran an HIV/AIDS desk that organised support groups for community members
affected or infected by HIV/AIDS. In addition, the CBO monitored OVC and their households
by utilising a system of individual files to record important information such as their parent’s
or caregiver’s employment status, whether they had access to adequate food and school
uniform and their performance. In these cases, the required support was rendered to the
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children. Recently, the CBO had made a proposal to the Department of Social Development
that the CBO assists in the administration and monitoring of Department of Social
Development -funded projects in the community, such as the Department of Social
Development -funded community bakeries, chicken projects, piggery and sewing projects.
The administrator felt that the monitoring would assist with the sustainability and success of
the projects, as they had observed many of the projects failing due to inadequate
management of funds.
CMAP responsibilities included assessing services at SASSA temporary pay points and the
Department of Home Affairs services. Local government service delivery was also monitored
through door-to-door research, assessing the services available to community members.
The informants mentioned that the Department of Health clinics were monitored from the
outside of the site, as the officials were not aware of the CMAP. The SASSA pay point sites
were monitored on a monthly basis, depending on the schedules of the temporary office
visits. Regarding the Department of Home Affairs, community members would approach the
office with issues that needed to be resolved, as there was no local Department of Home
Affairs office in the area. The cleaner and the HIV/AIDS desk staff member also assisted in
the CMAP monitoring.

Figure 3: Advocacy campaign posters, Adelaide Advice CBO, Adelaide

Prior to his employment as a SCAT fieldworker, the informant was working as a fieldworker
at SCAT’s refugee programme and as a paralegal in the Uitenhage Advice Centre. The
fieldworker’s responsibilities in the CMAP included assisting implementing organisations with
resources to carry out the CMAP activities and linking them with Section 9 institutions such
as the Public Protector to advocate for change.
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Significant changes
When asked about significant changes that the CMAP had brought about, the informants
mentioned that the attitudes of officials towards clients had changed substantially due to the
CMAP monitoring. The informants added that there were no longer queues at the pay points
and the pay points now accommodated disabled and pregnant clients.
Some of the respondents mentioned an example where three siblings were registered with
incorrect dates of birth on their birth certificates, as the Department of Home Affairs official
had captured their birth dates incorrectly. This affected the children negatively as they could
not access schooling. When these matters were highlighted, the department denied
responsibility for the mistake and instructed the applicant to pay for the correction. The
advice centre took the matter to the Public Protector and was awaiting resolution of the case.
The respondentresponded that the CMAP gave a “voice to the poorest of poor in the process
of service delivery” and made government departments aware that ordinary community
members could monitor service delivery.
“Officials are not used to somebody coming to just check that they are not performing. I think
it was kind of a strange concept to them because they are used to having someone internally
checking whether they are doing their duties and now they have the poor participating in that
process and checking if they are doing (their job)”
The respondentmentioned that the organisation had been involved in monitoring for many
years, however the introduction of the CMAP brought a more advanced design to the
monitoring as issues could be resolved at a higher-level. He felt that the impact of the
monitoring was therefore greater and had a lasting impact.
“Those stories don’t just remain in the community but they are taken to upper levels,
meaning that the impact is bigger or more effective than just collecting. It means even in
future the government will listen to these guys when they say we are here to monitor, we are
coming from the community or from an NGO. It’s not going to be something new, at least
they will not start afresh.”

CMAP - defining what is working and areas for improvement
Some of the respondents acknowledged that government departments were not used to
being monitored and this process was sometimes perceived negatively by officials who then
hindered the process by requesting official letters at each visit. For example, at the SASSA
sites, it depended on the current personnel whether the CMAP monitors were allowed in the
building or not.
“In other areas they(SASSA official) would give you an approval today, but tomorrow if there
is another official then that official would query that. After a certain period, they will require
the CMAP monitor to bring a new letter with a new date that says we are requesting that we
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can monitor in this site. To me this was a certain form of resistance, a way of saying that we
don’t need you here.”
The respondenter mentioned the lack of resources as the main challenge in the
implementation of the CMAP, arguing that if such a programme was to be implemented by
an already under-resourced organisation, resources should accompany the implementation
plan. Whilst he commended SCAT on their support to advice offices, he felt that the
organisation did not have the resources that the implementing advice offices required.
“Most of advice offices are at the verge of closing down - they do not even have A4 papers
and printers. When you bring such a programme you should also bring resources for such a
programme. SCAT has done their role in terms of trying to assist with resources as a donor
but the issue of resources is a big issue. Advice offices are doing a marvellous job but the
problem is they do not have resources to play that role”
The respondentemphasised that for effective monitoring activities to take place it was crucial
that resources were provided. Some of the respondents suggested the granting of stipends
for monitors and reimbursement for administrative costs incurred for the CMAP activities.
They mentioned that the sites that needed to be monitored were located a distance from
each other and the organisation did not have the resources for transport costs. The
respondentagreed and added that in his opinion, the organisational development of the
advice offices were neglected in the implementation of the programme.
“How do you move then without money? How do you call a certain department with no
money, because other people even used their cell phones and contributing from their own
pockets. Another thing is that there was neglect of organisational development side to focus
on monitoring, how do you focus on monitoring only saying that we need results without
looking at organisational development of an organisation. Also the fact that people who are
doing the monitoring, when they go home will they have food?”
When asked for suggestions on ways to improve the CMAP, it was suggested by a
respondent that the monitoring could cover sites around the area where the monitors were
and not specifically the department sites or offices that Black Sash had suggested. For
example, for Department of Health, it was suggested that monitoring was not limited to
clinics but to wider health services, such as the community’s ambulance services. Another
respondent reported that the one ambulance that services the area was out of operation and
the advice centre was attempting to resolve this issue.
The respondentsuggested that the community and stakeholders, including the government
departments monitored should have an opportunity to engage with the monitoring reports
and interact with the information from the reports.
When asked about the monitoring tools, the respondentalso mentioned the Department of
Health questionnaires asked sensitive information that some informants felt that they could
not respond to. Another respondent suggested fewer instruments to simplify the process,
whilst still obtaining the information required.
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Kwazulu-Natal
Utrecht Suid-Afrikaanse Vrou Federasie (SAVF), Utrecht
Utrecht SAVF was a local branch of the national SAVF, a welfare organisation that aims to
render social services to individuals and families in order for them to improve their quality of
life. The Utrecht SAVF office was established July 2002 with the focus on community
development in the rural areas of Osizweni, Dannhauser and Dundee. In October 2006 a
foster care programme, which included foster parent screening, parent capacity-building and
group work with foster children was implemented in the Inkhosi Mbatha area.
The informants interviewed included the regional manager for SAVF based at the Utrecht
SAVF offices, a grant administrator from SASSA and the CMAP monitor, previously based at
Utrecht SAVF as a volunteer. The Black Sash fieldworker interviewed was responsible for
overseeing both organisations visited in Kwazulu-Natal.

Involvement in community and CMAP
The regional manager at SAVF and the two full-time staff based at the office at the time of
the site visit (social worker and administrative assistant) had limited or no knowledge of the
CMAP. The organisation had been involved in CMAP activities through a volunteer, who was
previously based at SAVF and had since left. The volunteer had signed an MoU with Black
Sash in her individual capacity and had informed them when she left the SAVF. The current
manager did not have much knowledge about the CMAP and had not received any
communication from Black Sash or SCAT about the programme. The manager was aware
however, that the SAVF volunteer at the time had attended a meeting where the CMAP was
discussed, but that the volunteer had attended the meeting as a community member and not
as a representative of SAVF. Since the volunteer involved in CMAP activities had left the
organisation, the organisation itself hads not been involved in CMAP activities.
The volunteer, previously based at Utrecht SAVF was a social auxiliary worker and was
involved in community work in the area where she lived, however at the time of the interview
was not affiliated to any organisation. She had previously worked at the SAVF old-age
home, where her work included noting down complaints regarding abuse or ill-treatment of
residents by their family and taking action, if necessary. The volunteer reported that whilst
based at the Utrecht SAVF as a volunteer, she had been conducting monitoring for the
CMAP at selected SASSA sites. Her involvement included visiting SASSA sites to monitor
and complete questionnaires, which was conducted irregularly depending on when she was
in the area or on the days designated for pension pay-outs. She reported that on average,
she had visited the SASSA sites twice a month in the last three months. The CMAP monitor
did not report the CMAP monitoring activities through any organisation, but directly to the
Black Sash fieldworker.
The CMAP monitor reported that other sites originally earmarked for monitoring, such as the
Department of Home Affairs sites, clinics and hospitals were not monitored since personnel
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at these sites had no knowledge about the CMAP and did not agree that these sites could be
monitored. Whilst there was consultation at national and provincial levels, this had not
trickled down to the local levels.
The main responsibilities of the official at SASSA included the payment and approval of
social grants and monitoring activities during the pension payments. The official had been
briefed about the CMAP by the monitor and understood the CMAP as being a programme
for improvement of service delivery across all departments. The official commented that his
involvement in the CMAP was limited to the completion of a questionnaire given to him by
the CMAP monitor and the reporting of service areas that were in need of improvement at
the site.
The Black Sash fieldworker interviewed had worked for Black Sash since 2009 as a
paralegal prior to his appointment as a fieldworker in 2010. Prior to his employment at Black
Sash, he was appointed as a paralegal at the Community Law Advice Development Centre
where he was responsible for human rights education in rural communities. His monitoring
experiences included involvement in a domestic violence project based in rural areas.
Communities would alert the project team about domestic violence cases they had heard of
or observed in the community via text messages and the team would respond with an
appropriate intervention, depending on the case. In addition, he was involved in human
rights education workshops for farm workers, which included visits to farms to monitor
working conditions. The fieldworker’s responsibilities in the CMAP were to recruit
organisations that would carry out CMAP activities, ensure that the MoU was signed, provide
monitors with a code of conduct for monitoring activities and provide support to implementing
organisations (provision of accreditation letters, liaising with department officials, etc.) The
monitor was responsible for mentoring ten organisations in the province.

Significant changes
When asked if the CMAP led to any significant changes, some of the respondents cited the
example regarding the pension pay-outs at retail stores, which they reported could be
attributed to direct intervention by the CMAP. A respondent observed that clients who
wanted to withdraw their pension pay-outs at specific retail stores were being charged a
percentage of the amount that they wanted to withdraw. This issue was reported at the
provincial CMAP workshop and to the Black Sash fieldworker, who took the issue up with the
owners of the retail stores and the provincial SASSA structure and as a result the issue was
resolved.
“We had the problem with the stores that were charging pensioners money before they could
give them their pension money. They (pensioners) must buy first before they could get their
pension money. Those problems were solved because we went to the workshop in Durban
and they (Black Sash) told us (CMAP monitor) to go and oversee those stores because they
are not supposed to do that. We (CMAP monitor) had a little fight with them and then we
called (Black Sash fieldworker) who sorted the problem out and everything was okay now.”
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In addition to the above example, some of the respondents noted that there had been
general improvements in government service delivery due to the fact that government
departments or officials were aware that their activities were being monitored.
“The service at SASSA is okay because they know that there are people who are watching
them.”
“I think because we know how Black Sash works around the community, that made a great
impact in government departments.”
A respondentalso pointed to an example at a SASSA service office in Umzimkulu where he
and the CMAP monitor observed the unsuitable conditions for clients. Shelter to protect
clients from the extreme weather was not provided, there was no security and clients had to
wait in long queues. Upon investigation, the respondent also found that the office was illequipped due to resources not provided as a result of provincial boundary changes. This
matter was addressed by the respondentwith the SASSA executive and as a result, a
community hall, security, a suitable waiting room and new computers were provided. The
respondent also cited an example, where clients were left unattended at a SASSA office
where plug points for personal computers were not operating. The respondent liaised with
the municipality, whom SASSA was renting the office from and the problem was resolved
swiftly. Another example quoted was at the Umzinto SASSA service centre where the issue
of overflowing mobile toilets was resolved when the fieldworker contacted the SASSA office
manager and arranged that the contractor service the toilets on a more regular basis.
Whilst the positive successes of the project were noted, one of the respondentshowever
reported that most of the changes that took place as a result of the CMAP were “internal”
changes, such as a change in the communication between SASSA and the monitor,
however there were limited changes regarding the complaints about the safety at the
pension pay-out sites, for example.
“There is no change, only change inside with the officials. There are complaints we laid
about the SASSA centres that deal with pension payouts – that sometimes it is not safe,
(there are) no shelters, but there is no change.”

CMAP - defining what is working and areas for improvement
When elaborating on the successes of the CMAP, the CMAP monitor highlighted that her
involvement in the CMAP led to an improved knowledge regarding rights to community
services and she gained more insight on the steps that needed to be followed to resolve
issues.
“When I got into CMAP it made things clear - like steps to take when you have a certain
problem. The municipality in Utrecht, there are some things that they withhold from the
community here that we didn’t know about, like the free service that the municipality gives to
the community and we also didn’t know about our human rights”
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Another respondent was of the opinion that the community was not aware and involved in
the CMAP. She had requested the Black Sash fieldworker to hold a meeting where the
community could be briefed about the CMAP and interested members could be involved, but
this was not done. When asked about the level of commitment and volunteerism toward the
CMAP, she commented that she was aware of perhaps four or five other people who would
be interested in volunteering as a CMAP monitor. She suggested that the CMAP activities
were made more visible to the community.
“CMAP must come into the community, so that the community can know about it (CMAP).”
Some respondents also suggested that Black Sash provided a stipend to the monitors to
cover the travelling costs to the sites identified for monitoring. It was noted that implementing
organisations were already under-resourced and the stipend for monitors was crucial.
In terms of building linkages and networks, both some respondents did not comment on any
linkages and networks created as a result of the CMAP. A respondent rather noted the lack
of communication regarding the successes of the project and the monitor noted that they
were burdened with the task of communicating to government departments at the local level
about the project.
“All the workload is on the monitor. Even there (SASSA) you must introduce yourself and do
the whole thing, that is wrong.”
“I can’t say at the moment because I am not clear about how they are working around the
community because some of the things are not communicated to me. If there is may be
successes they don’t communicate with me.”
This was confirmed by another respondent, who elaborated that with some government
departments it had been difficult to get permission from the national structures to authorise
the monitoring of sites and even at the SASSA sites, where permission and authorisation
letters had been provided, officials sometimes denied monitors access.
“SASSA gave us the letters of authority, so now you find that even if they (SASSA) did, it
depends on whether that person is at that office allowed an entry or not and then if he or she
is allowed, we can monitor. ”
Contrary to the comments made by the CMAP monitor and SASSA official, a respondent
perceived the CMAP process to be genuinely bottom-up and commented that organisations
had brought up other issues outside the original areas of the CMAP that they felt should be
included in the programme, such as issues of farm worker rights. When the
respondentvisited the communities, he also attempted to deal with these issues. An example
was given of a tractor driver who had been injured and not paid adequate compensation by
his employer. The respondent tried to assist by referring the matter to his Black Sash
colleagues.
Regarding capacity building, the respondent noted that whilst there was no formal capacity
building, she felt that she had gained the confidence and knowledge to advocate change
regarding service delivery in her community.
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“It has changed because I can stand up for myself in the meetings and ask questions and tell
them that they(government) are doing wrong in our community. Services such as free water,
electricity and indigence register, that we never had here in our municipality.”
The respondentadded that in his opinion, the CMAP monitors had substantial knowledge
about monitoring and socio-economic rights and the CMAP had built on this existing
knowledge.

Utrecht Christelike Maatskaplike Diens (CMD), Utrecht
The Utrecht CMD was a local branch of the national CMD, a Christian charity organisation
founded by the NG Kerk that aimed to provide physical, social and spiritual services to
clients. The Utrecht CMD provided family-centered social welfare services, including care
and support for those infected and affected by HIV/AIDS. Activities included information and
referral services, placement of children in foster care, assistance in obtaining social grants
and networking between non-profit organisations working with HIV/AIDS.
The informants interviewed included the CMAP monitor based at Family Preservation
Programme at the head office in Pietermaritzburg and the Black Sash fieldworker
responsible for overseeing the CMAP activities in the province.

Involvement in community and CMAP
The CMAP monitor was a social auxiliary worker and had been employed at Utrecht CMD
since 2008. His primary work was his involvement in the Family Preservation Programme
which dealt with bringing children and their families together. This was a project that fell
under the Department of Social Development which the CMD was implementing. The CMAP
monitor started working with the CMAP in early 2012 after being approached by the social
work manager in Vryheid to attend the CMAP provincial workshop. The monitor was involved
in monitoring SASSA sites and sent the completed questionnaires to the Black Sash
fieldworker. The Utrecht CMD did not have a MoU with Black Sash and the monitor reported
directly to the Black Sash fieldworker about CMAP activities. The monitor was not sure
whether he had signed an MoU with Black Sash.
Black Sash information leaflets on grants, security workers rights and the right to schooling
were available at the Utrecht CMD.

Significant changes
When asked about significant changes that CMAP had brought about, the
respondentresponded that there were no significant changes that had come about. He
reported on the inadequate shelter at the SASSA pay point that he monitored, where people
were not protected from extreme weather and had no proper waiting area and commented
that no action was taken regarding this issue. He had approached the SASSA officials and
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told them of these problems, had reported it to the Black Sash fieldworker and also noted it
on the questionnaires submitted to Black Sash.
“No, there has not been changes; I experienced nothing because we went to the payment
station in Midred (not sure of the name). What I heard is that last year it was snowing but
people were getting paid on that day. So even today they did nothing about it.” “Up to so far,
nothing has changed. Everything is still the same.”
Another respondent however referred to a success story of intervention in the area of social
grants. He relayed the story of SASSA clients who were directed to the South African Post
Office (SAPO) to collect their grants and were turned away. Through his consultation with
SAPO and SASSA it was found that SAPO had not been loaded with the money for the
grants and clients were then referred to retail stores to collect their grants. In this case, the
reasons for the lack of services was followed up with the relevant authorities and
communicated to the community.
The respondentcommented that when they conducted monitoring at the SASSA sites,
officials and clients would approach him with cases that needed action. These were issues
that fell outside the CMAP monitoring, such as access to grants. In those cases, the monitor
referred people to the correct persons or offices for assistance and in some cases sought
the advice of the Black Sash fieldworker. The monitoring role had thus led to the CMAP
monitor serving as an outlet for clients to state their grievances and to obtain referrals to
resolve a range of service delivery issues.
“So we just write all information down. Others sometimes come with the problems that are
not on the form then we try to address those issues. Like some people when they see us
they say “please I want you to answer few questions, or just help me with few things.”
In terms of making a lasting impact on the community, the respondentacknowledged that the
programme had resulted in increased awareness and information regarding service delivery
processes. However, he added that as a community worker, he would be involved in that
type of information-sharing to the community regardless of the CMAP.
“If the community has no information, they would be going nowhere. Now because they have
received information and know how to do things, it makes them to be on a better side, so
that is the impact of it. I have been going around telling people. I just took the apron from
them (CMAP).”
The respondentwas more enthusiastic about the impact on the community and felt that the
programme, through the information provided in the questionnaires had changed the way
that the community responded to problems. Through the CMAP they had gained information
about where to seek assistance regarding certain problems.
“Other people just sit with the problem not knowing where to relay them, so then that’s when
the CMAP saw the loophole of getting all those problems that people had, and not knowing
where to forward them. CMAP has made that platform where people are able to speak up
about the problems that they are facing or that they are living with”.
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In addition to the above example, a respondentcommented that there may be general
improvements in government service delivery due to the fact that government departments
or officials were aware that their activities were being monitored.
The respondent commented that Black Sash’s long-standing reputation in advocating for
rights in the community was well-known in the communities and that implementing
organisations were enthusiastic about the project as it assisted them in dealing with the
issues that clients had brought to their offices.

CMAP - defining what is working and areas for improvement
The respondentreported that only the SASSA sites were monitored as those were the sites
where access was granted to Black Sash. He reported that he did not think that the
monitoring would be conducted at other sites, such as clinics, as he had to wait for the Black
Sash fieldworker to obtain permission from the provincial office. In addition, the fieldworker
had instructed him that he should only monitor SASSA sites. In the case of SASSA sites, the
monitor reported that even though he was equipped with an access letter from Black Sash,
the officials had denied them access and requested a new letter to be drafted each time a
visit was to be done.
“At first the manager from SASSA refused us to come do the monitoring. Then we spoke to
him and he said he is going to phone the manager from the district office. We proceeded, but
he said every time we come there we must come with the letter to him. Then I told him that I
will send the letter to (Black Sash fieldworker) so that they can address this issue because
we cannot always come there and he doesn’t want us to do the monitoring.
The comments made by the CMAP monitor showed that he felt that the project was not
genuinely bottom-up and that Black Sash and SCAT had decided on which sites should be
monitored and had instructed him to do so. He also felt that the suggestions that he put
forward regarding linking the CMAP with other programmes was not taken into
consideration.
“If you receive a message from the people who came with the programme, I don’t feel like
doing anything, I just hear from them. I told him (Black Sash fieldworker) before, actually I
asked him “can we do some other things like linking this programme with other programmes
like joining other NPO’s those who do something that we can help with, but he(Black Sash
fieldworker) said strictly SASSA for now.”
This contrasted with the comments made by the other respondent who felt the workshops
were a useful platform for monitors to voice their suggestions and that they were given an
opportunity to suggest what other areas they would like to monitor.
One of the respondents reported that the relationship between him and the SASSA officials
had deteriorated after the implementation of the CMAP and prior to the monitoring he had
had a good working relationship with them. Another respondent however, elaborated on the
good relationship established between SASSA and Black Sash.
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“SASSA is so transparent with us, so on whatever issue that we bring to them they just tell
us that things are supposed to be done this way and if somebody did it wrong we (SASSA)
are able to send the task team that will look into it. We have that because we (Black Sash)
compile a report quarterly and forward it to provincial SASSA and they look at it and we
clarify all the issues.”
One of the respondents also felt that the community did not know about the CMAP and the
context which they knew about the project related to those individuals that they had asked to
complete the questionnaires at the site. In that way individuals had appreciated that
someone was asking them questions regarding service delivery.
“The people from the community, I can’t say they really know about the CMAP. But some
people when they see us, they are happy, they always come and ask us questions and then
we just answer them.
The respondent suggested that Black Sash organise an awareness campaign where
stakeholders and community members could obtain information about the project. He also
reported that he was of the opinion that community members were not ready to volunteer as
CMAP monitors without a stipend, as they would instead opt to spend their time on
employment-seeking activities. Another respondent also highlighted the issue of stipends as
problem in implementing the CMAP, as monitors had used their own resources to travel to
sites. However, contrary to the other respondent’s , he observed enthusiasm from the
community to become volunteers and noted that more volunteers had been willing to
participate in the programme than anticipated.
The respondentstressed that for the programme to make an impact, the reports from the
questionnaires that were sent to Black Sash should be considered seriously and action
taken on those issues.
The respondentvoiced concern about the limited monitoring of sites and felt that the
monitoring should not be limited to SASSA sites and should be expanded to other
government department such as hospitals. However, he acknowledged that there was a
problem obtaining access to the clinics and home affairs offices, as there had not been a
buy-in from the Department of Health and Home Affairs regarding the monitoring.
A recommendation was made by the monitor that the meetings with the Black Sash
fieldworker should occur more regularly so that issues that needed action could be dealt
with. There was a concern that the monitoring was limited to the completion of forms and
that there was no action on the issues reported.
“As long as they can come and inform us about the new things, and they (Black Sash)
should come again so that we can have someone to tell, not just to fill in the forms.”
Regarding capacity building, the CMAP monitor noted that the information received at the
provincial workshop was very useful and he learnt how to monitor service delivery and

82

CASE

CMAP EVALUATION REVISED REPORT 05/10/12

gained the confidence to approach officials who did not deliver. He added however that he
did not observe any capacity-building for the community through the CMAP.
When asked for suggestions to improve the CMAP, the respondentsuggested the use of
mobile phone technology to allow easier access and retrieval of questions and mentioned
possible linkages with organisations that were utilising mobile phone technology to conduct
monitoring.

Mpumalanga
Bohlabelo Resource and Advice Centre, Bushbuckridge
Involvement in community and CMAP
The Bohlabelo Resource and Advice Centre was providing paralegal services to
communities in the vicinity of the Bushbuckridge region. Located in the sub-district of
Bushbuckridge in the Ehlanzeni district in Mpumalanga, the organisation started working in
2000, but was formerly registered as an NGO in 2005. Four full-time staff members worked
at the organisation - the organisation’s coordinator, two office administrators and the
paralegal worker responsible for educating communities about their rights through
workshops. In addition, five fieldworkers worked for the organisation on a casual basis and
assisted in gathering cases from community members that required assistance through
door-to-door campaigns. Describing the organisation’s activities, the CMAP monitor said
that:

“We involve communities because we hold awareness workshops teaching people about
customary marriages, human rights, and about the Immigrant Refugee Act because around
Bushbuckridge there are a lot of immigrants. We are able to assist them to get what they
require if they need particular types of documents. Bushbuckridge is very broad. We choose
wards around Bushbuckridge where we conduct workshops. Usually we choose very rural
wards because that is where there are many problems and many people who live there are
old and illiterate and a lot of information does not reach them. We have an implementation
programme which guides how many workshops, depending on funding; we would do in a
year.”
The organisation had extensive experience working with a number of cases that were
collected and submitted to other organisations such as the Mpumalanga Access to Justice
Cluster, Commission for Human Rights, the Foundation for Human Rights, the Commission
for Gender Equality and the Legal Aid Board. The respondentechoed what was said above
in the following manner:
“Let me first start by saying that we are an NGO and being an NGO, we focus on issues
affecting the communities in terms of people that did not have access to justice. Basically we
do education awareness but while we execute the functions of the organisation we find
people who have serious challenges in terms of their day-to-day life and challenges in terms
of other things they do not get what they are supposed to get. We are a paralegal
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organisation, we are addressing issues that affect people and those people do not have the
money to see lawyers who can assist them to challenge those injustices. So basically, this is
what we do at Bohlabelo Resource and Advice Centre.”
The story in the textbox below sums up the major achievements of this organisation in terms
of the work that it had done prior to its involvement in the CMAP. This story, narrated by the
organisation’s coordinator, did not only exude the seamless services that the organisation
had been providing, but also how influential it had been as a paralegal institute involved in
advocacy work.
That area near KaJoseph is Zucknog. There is a clay brick factory which has been there for
some time and employed people to work there but what happened in that area, there were
many complaints that children were inhaling the dust caused by the moving of the trucks. So
people were saying that their children are likely to be infected by asthma because of the dust
and there are also people who were complaining about the cracks of their houses. Of course
we took that matter up with relevant stakeholders such as the local municipality until at a
point where a very big march was organised and after a few days, the factory closed down
because there were a few things that were not done right when the factory was established.
So that is one of the cases that we can talk about. Then another case is the issue of eviction.
We had a case about the RDP house at Mkhuhlu, Malobane, where a group of people were
evicted from their house by the municipality. These people did not have any resources to
challenge eviction. So they came to our office and we assisted them. They managed to win
their case.
The Bohlabelo Resource and Advice Centre became involved in the CMAP in 2011. Given
its focus on community issues and that it was community-based, the organisation signed a
MoU with Black Sash and subsequently assigned its paralegal adviser to monitor
government services. Explaining how their organisation got involved in the CMAP, the
organisation’s respondent noted:
“I was invited (by Black Sash) to a workshop in Nelspruit where we were given a briefing
about the CMAP. Then my organisation was selected as one of ten organisations to do
monitoring but we were many.”
Asked about why Black Sash selected their particular organisation to monitor in
Bushbuckridge, the respondent noted that:
“I think they saw that in our organisation we work closely with communities. We handle
cases of people failing to get satisfactory services at government departments or people
saying that they have been to government departments for several times without getting
help. In our office we do voluntary work. I got into CMAP while working in this organisation.”
Explaining the reason why the Black Sash invited Bohlabelo to be part of the CMAP, the
respondent concurred:
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“Because we are a CBO they felt that partnering with us will also assist in the question of
bringing awareness to people in terms of the services that are due to them. So for this
programme we sent (our monitor so) that she should work with Black Sash because we have
got a lot of work in the office but she is not working alone. We work as a collective.” (
As indicated hitherto and given the confluence between the organisation’s focus areas and
the programmatic focus of the CMAP, Bohlabelo was able to assign one person at the
organisation to conduct the monitoring. Supported by the organisation and especially its
coordinator who plays an overseeing role in the organisation’s activities in the CMAP, the
service delivery areas monitored were mainly government services such as health care
centres (clinics and hospitals), Department of Home Affairs offices and SASSA pay point.
Only one SASSA pay point was being monitored in Bohlabelo and this was located at the
Bushbuckridge central business district. The monitor checked if government departments
correctly served the people and whether people were getting the services they needed at
these departments. Speaking about what services their organisation monitored, the
respondentsaid:
“We do monitor at SASSA, the Department of Home Affairs, and health facilities (clinics and
hospitals). Then there was the last one that they (Black Sash) gave us where we have to
monitor around communities where we live, such as roads and houses and other public
infrastructure. We look at whether people have access to water and other things. I think this
is the most important one because the issues facing people are prevalent in communities in
which they live rather than where they go and seek for services. We do have questionnaires
which we were given by Black Sash so that we will ask community members and officials.
We ask them how officials are serving the people. We ask people what time they arrived at a
particular service delivery point; why they are there; and whether it is safe to be there. We
ask the officials what time they started working and how many people they service each
day.”

Significant changes
Opinions among the informants interviewed at this organisation were varied about the impact
of the CMAP. When asked if the CMAP led to any significant changes, one of the
respondents indicated that several changes had occurred as a result of the programme, but
emphasised the point that change was a process which did not happen in one day. He made
reference to a decrease in the number of cases that they used to deal with from community
members as a pointer to the impact the CMAP has had in assisting their concerns without
having to revert to Bohlabelo for assistance. In addition, the CMAP had led to increased
community participation on issues of monitoring and advocacy.
Further, the respondent at this organisation said that the CMAP had built linkages between
governments, community based organisations, community policing forums and ward
councillors. He gave the example of how their organisation collaborated with the Department
of Home Affairs and the Department of Social Development to assist immigrants who did not
have the legal documentation required to live in South Africa to access food parcels while
waiting for the processing of their documents. This informant also reported that the CMAP
had played a critical role in educating members of the public about their rights. She indicated
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that knowledge of rights among members of the public had strengthened linkages between
communities and government officials and especially enabled public members to be able to
effectively claim their rights:
“There are cordial relations (between government and people) because as I explained,
people are able to express the way they feel. It is no longer similar to the past when
government officials were mistreating them and they used to keep quiet because they did
not know the steps to take when an official verbally abused them or may be the steps they
were supposed to take when they did not get the service due to them. They know what to do
now in order to get satisfactory services from government departments.”
With regards to key achievements in terms of monitoring and advocacy, the Bohlabelo
CMAP monitor noted:
“What I noticed since we started with the monitoring and advocacy project, the SASSA
officials are now able to work with communities. It is now different from before when they
were not concerned with the way they treated people. Now they are able to speak to the
people. They are able to inform the people what to do if they need something.”
The two informants at this organisation felt that the CMAP had built their organisational
competencies. Particularly, they felt that the workshops attended by the CMAP monitor
enabled them to gain know-how which they have transferred to ordinary members of
community. Example of such is how to lodge a complaint when mistreated by workers at
service delivery institutions. One of the respondents indicated that while the programme has
imparted a lot of knowledge in their organisation as a whole, she had also personally gained
from the programme. Regarding capacity building, the respondentsaid:
“The CMAP has taught me a number of things and also as an organisation we have been
able to gain enough information that we did not have before.”
She however indicated that this capacitating was not confined to advocacy and monitoring
but was general. Thus said this informant:
“It personally built my competencies since it started. I have a lot of information that I had
never imagined I would get before. It has made me aware of some of the things I did not
know. They (Black Sash) did organisational mentorship about what we did not know such as
advocacy and lobbying.” However, in terms of whether the CMAP had led to any significant
improvements in service delivery the informant was of the view that there were still a number
of issues that needed to be addressed:
“We have not witnessed that huge change because there are still a number of things that
need to be altered such as the SASSA offices that are small. People stand in long queues
for a long time. There is no place or chairs for elder persons to sit on. But I have seen that
there is shortage of staff at SASSA. There are few officials but the workload is huge. I have
raised all these issues in my reports.” (
Similarly, another respondent was of the view that the impact of the CMAP has been
insignificant given that community awareness about the programme had been minimal.
However, the respondent indicated that the CMAP was crucial in light of its objective to
encourage dedication amongst government officials to service members of the public. He
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also indicated that the CMAP has made a substantial improvement in terms of the way
government responds to concerns from community members:
“I am personally happy about the job that they (CMAP monitors) are doing because it
(CMAP) also makes government officials to improve the way they are working because we
work with the members of the community and we must make sure that we care for these
community members.”

CMAP-defining what is working and areas for improvement
Whereas the impact of the CMAP, in the view of informants from Bohlabelo and SASSA, had
been limited in terms of improving the level of service delivery, some aspects of this
programme had certainly worked. First, the use of CBOs such as Bohlabelo as
implementation drivers of the programme is a plus. The advantages of using such
organisations included facilitation of community participation in the programme. Bohlabelo’s
programmatic focus prior to involvement in the CMAP also dovetailed with what the CMAP
focused on, and hence it was not difficult for the organisation to undertake the CMAP
obligations of monitoring service delivery points. A respondent said the following explaining
why her organisation had found it easy to be involved in the CMAP and why even without the
CMAP, her organisation would be able to continue monitoring and advocacy work:
“I think we have been doing monitoring. Maybe it is just that we did not have the kind of
questionnaires which gives us insight on which questions to ask people. (Before the CMAP)
we used to speak to community members only. We did not speak to officials.”
When asked about the level of commitment and volunteerism toward CMAP, informants at
this organisation indicated their willingness to volunteer their time to this programme. The
respondentindicated that whereas she was willing to volunteer her time and service to
monitor, the lack of a stipend was a hindrance for her work. In addition, she could not extend
her monitoring activities beyond the areas where she was working. This informant indicated
that whereas it could be difficult to pay a stipend to her, it could at best be paid to her
organisation which could in turn disburse this money that would assist her to travel to areas
that needed monitoring. Although she was willing to undertake monitoring in other wards, the
fact that her organisation was not receiving a stipend was a major stumbling block, which
had also dampened their volunteerism.
Whereas the informants at Bohlabelo found the CMAP flexible, they highlighted the
challenges of insufficient time and human resources to conduct the monitoring. The
respondent at this organisation indicated that the fact that she was the only person who was
assigned to monitor was a challenge given the vastness of the Bushbuckridge region. This
had made it difficult for her to reach some wards and presented challenges for her to meet
her organisation’s obligations, especially when it happened that certain activities of the
CMAP were to be executed at the same time as those of her organisation. This informant
suggested the need to increase the number of monitors and to inject resources that would
enable expansion of monitoring and advocacy work in the Bushbuckridge region. Referring
to the issue of financial resources, the respondent said:
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“Bushbuckridge is very big. I raised this issue (with Black Sash) last time when we went for a
workshop that we should maybe get a kind of transport so that I can go to other wards such
as Mkhuhlu. Let us say around Bushbuckridge there could be four monitors, may be the
work can progress well because we could reach other wards.” (
Another respondent echoed the other respondent’s sentiments about the need to increase
human resources in order to facilitate the expansion of the CMAP in the following words.
“I think that the programme can be fairly well implemented because the impact that it makes
in the community is marvelous. But the only snag (is that) there are very few people that are
working on the programme. I don’t know whether it is lack of resources on the part of Black
Sash.”
The CMAP was reported to have had strengthened government-community relations as well
as relations between CBOs and government officials. Whereas government officials were
initially skeptical about the intentions of the CMAP, there was a common acceptance of this
programme as an important tool for improving service delivery. Attesting to this general
attitude, the respondentassigned to mentor some of the organisations said the following:
“I would like to say something about the relationship that now exists between the department
of home affairs and the community. (When I took cases to the) KwaMhlanga home affairs,
(before) I used to go straight to the manager but today when I arrive with people, the staff is
willing to help me. The manager decided that I organise a day during which they will send a
home affairs mobile office so that you do not have to (go to KwaMhlanga) every time.
Unfortunately these past days I have been very busy to organise this day. We planned that
when this home affairs truck comes, there should be a SASSA mobile service so that people
can get help simultaneously. Yesterday I was speaking to the ward councillor about that and
he showed some enthusiasm about this. He asked me to inform him about the date and they
will lend us their speaker to broadcast to the community.”
Another respondent concurred:
“At the beginning of the CMAP it was difficult because they could not welcome us as
monitors at government departments. They feared us and saw us as spies. By the time we
went to explain the aim of CMAP to them they began to see that CMAP is here to (assist)
them and the community. That is why they opened their hands to welcome us. Now our
relationship with government is very cordial. (

Simile Sonke Tjakastad Kwanda Project, Tjakastad, Gert
Sibande District
Involvement in community and CMAP
The Simile Sonke Tjakastad Kwanda Project was a non-profit organisation which dealt with a
range of socio-economic challenges facing the communities, namely: the high rate of
teenage pregnancies, HIV/AIDS, an increasing number of OVC, and high unemployment
and illiteracy among youth.
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The organisation was structured into four sub-committees or departments, namely
HIV/AIDS, crime, teenage pregnancy and positive lifestyle and entrepreneurship. The
HIV/AIDS department addressed the socio-economic drivers of HIV proliferation with a focus
on educating members of the public, especially young people about preventing themselves
from contracting HIV and positive living for those infected. The specific programmatic action
of this department was awareness and education about the HIV/AIDS behavioural factors
leading to vulnerability to infection and the impact of the epidemic. This was done by holding
workshops in schools and in the communities of Avontuur, Aranburg, Ekulindeni and
Elukwatini, Nhlazatshe, Mbhejeka and Tjakastad. The organisation was located in Tjakastad
and its programmes operated from this area. Due to financial constraints, the project did not
have offices to operate from and at the time of the study, operations were directed from the
residence of the chairperson.
The team devoted to addressing crime, worked in partnership with the SAPS and the
Community Policing Forums (CPFs). This team conducted awareness campaigns among
communities with regards to crime.
The teams that dealt with teenage pregnancy and positive lifestyles addressed the high rate
of teenage pregnancies by educating young girls about the negative consequences of early
parenting. This team encouraged the youth to abstain from sex, however the thrust of this
team was impartation of life skills and resilience.
Finally, within each of the above teams was the entrepreneurship programme that assisted
community members in initiating income-generating projects. Outlining their organisation’s
work, the CMAP monitor at this organisation said:
“Here at Simile Sonke (Tjakastad Kwanda Project) we work in partnership with communities.
We work on areas such as HIV/AIDS and teenage pregnancy, OVCs, health and crime. In
crime, we mostly work in partnership with the South African Police Services and on OVCs
we work with SASSA and home affairs because children and adults sometimes need birth
certificates and identity documents.” (CMAP monitor, Simile Sonke Tjakastad Kwanda
Project)
The organisation was established in 2009 and its involvement in the CMAP started in 2010.
It was reported that it was easy to integrate the CMAP activities into the Simile Sonke’s
activities as the organisation had, since inception been conducting monitoring and advocacy
work. As indicated above, prior to involvement in the CMAP, the organisation was and
continued to be involved in advocacy to improve service delivery and address other issues
affecting communities. Mentored by a Black Sash fieldworker the organisation had assigned
one of its members to do CMAP monitoring and appointed its chairperson as the overseer of
the CMAP activities. The support rendered to this organisation by the Black Sash fieldworker
included the provision of enabling resources, such as questionnaires and negotiation of
access to monitor particular areas.
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Significant changes
Asked about significant changes that occurred as a result of the advocacy work of the
organisation, informants pointed to a number of positive changes. One of the respondents
pointed to positive outcomes that related to change of sexual behaviour and attitudes
towards VCT and the interpersonal relations among members of the Tjakastad community.
He indicated that whereas people in their communities were initially scared to access VCT,
their campaigns have increased VCT uptake. The campaign against gender-based violence
had assisted them to conscientise community members, especially women to report cases of
abuse and to actively engage in community policing forums which fight against other social
ills such as theft and burglary. Thus said the respondent:
“Since we started with our programmes people are now coming forward to report cases of
domestic violence. Before people usually reported cases relating to burglary and theft but
now this has changed.”
The CMAP was reflected in positive light with regard to improvements at particular service
delivery points. At the SASSA pay points in particular, important changes were reported
regarding the manner in which government officials dealt with clients. The respondent of this
organisation noted that:
“Since we started working with SASSA we have seen a lot of improvements because old
people for instance used to get paid through these machines. So you would find that they
were being robbed by officials. But through members who go and assist old people at
SASSA pay points there has been a reduction in such cases because where old people
were afraid to tell the officials that their money is short, now they are being assisted by our
monitors who help count the money for them.”
The respondentconcurred with this observation and indicated that the monitoring had
changed government and community relations. She noted that whereas people previously
feared to register for social grants because of the manner in which SASSA officials treated
them, the CMAP taught people about their rights to the extent that they were able to lodge
complaints against officials who did not perform their tasks appropriately. In that way she
argued, even if the CMAP were to end, it would leave a lasting legacy with regards to
educating people about their rights and how they should be treated at service delivery points.
This view was corroborated by another respondent:
“I see it (CMAP) leaving a legacy in the following way. Issues of services delivery and
problems facing the communities are based in the communities themselves. The CMAP is
relevant and will leave a legacy in that it teaches people to report issues going wrong in their
communities. It encourages people to report issues and also promotes the culture of
knowledge about where things come from. Where does the responsibility of the government
end; what is the role of officials from different government departments, and teaches
members of the public what their rights are? It encourages everybody to take part in
development.”
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Additional positive impacts of the CMAP were mentioned, that included the impact of the
CMAP in terms of facilitating the creation of linkages and networks between CBOs and
government officials and the promotion of peer education between CBOs.

CMAP-defining what is working and areas for improvement
It was clear from the comments made by informants that the CMAP was an important
programme not only in terms of helping in educating the public about their rights and how to
claim these rights, but also to address the socio-economic challenges that the Simile Sonke
Tjakastad Kwanda Project sought to deal with. Given that the CMAP focused on the same
issues as those that Simile Sonke deals with, the organisation’s involvement in this
programme was therefore not considered as a diversion but a continuation of the
organisation’s programmatic focus areas. Asked about whether the programme was flexible
enough to allow their organisation’s involvement, a respondent indicated that the CMAP has
been integrated into their core functions hence it was not treated as a separate function.
It must be emphasised that the use of CBOs to monitor for the CMAP was a noble idea.
However there were areas for improvement with regards to facilitating these organisations to
effectively undertaking their monitoring obligations and continuing to implement their
programmes in an optimal way. A respondent indicated the impact of limited financial
resources on her work:
“Sometimes I have to travel to areas that are far apart. My problem is shortage of money. As
a result I monitor in one place because of lack of money. For example there are places
which I think need monitoring such as Avontuur but because I do not have money I cannot.
At Avontuur people get their grants in the open. There is no shelter, toilets and security.”
The need for a stipend to assist monitors was emphasised, but it was also mentioned that
one monitor was over-burdened and needed to be assisted by other monitors. The
suggestion was to increase the number of monitors and to bring on board the participation of
other stakeholders, such as community development workers, Tribal Authorities and other
NGOs such as Love Life to create a pool of monitors.
The informants reported that knowledge of the CMAP was reported to be low. and One of
the respondents whose office was being monitored felt that knowledge of the CMAP was
limited to Tjakastad whereas other areas did not know about the programme. Another
respondent at this organisation reported that SASSA officials constantly asked her what she
was doing, which demonstrated that the level of conscientisation about the programme was
low. According to the respondent, this was partly caused by the fact that there were no
advertisements of the CMAP, for example posters, at service delivery points that were being
monitored. This view was confirmed by another respondent:
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“In my observation I do not think members of the public know about CMAP. I think people
always see (the CMAP monitor) wearing the Black Sash bib and also knowing (this monitor)
as the member of Kwanda.”
In conclusion, the following was emphasised. First, the CMAP was an important programme
as it had created a “go-between” government and the people, to use the terminology of one
of the respondents interviewed in Tjakastad. It was also important in the sense that
community members had found conduits in monitors through whom they could relate their
service delivery concerns without having to go through the tedious bureaucratic structures of
municipalities. These were the people they trusted and to whom they confided personal
information without restraint due to fear of being reprimanded. Thus said the respondent:
“CMAP has assisted in building linkages between government because it is a go-between us
and communities. Community members have a tendency to be naturally shy. If you give
somebody a service they might be afraid to ask questions but if there is someone chosen
and whom they know they can talk about the things that they could not reveal. That is why I
am saying that it is a bridge between us and members of the community.”
Secondly, the Simile Sonke Tjakastad Kwanda project was poised to effectively implement
the CMAP but it would be ideal that its challenges with regards to funding could be
addressed. Consideration needs to be made about how the CMAP monitor could be assisted
with regards to the stipend as this would enable her mobility to monitor other areas.
According to one of the respondents , there were areas that needed monitoring which she
was unable to access due to limited financial resources:
“My problem is shortage of money. As a result I monitor in one place because of lack of
money. For example there are places which I think need monitoring such as Avontuur but
because I do not have money I cannot. At Avontuur people get their grants in the open.
There is no shelter, toilets and security.”

Northern Cape
Keimoes: Katolieke
Advice Centre

Ontwikkeling

Oranjerivier (KOOR)

Involvement in community work and CMAP
The previous manager of the organisation had signed a MoU with Black Sash in August
2010 and the organisation had been involved in the CMAP since then. A joint interview was
conducted with the current office manager, who also acted as one of the organisation’s
community monitors and another employee who fulfilled the role of a monitor.
According to the current manager, the main objective of KOOR was to improve the living
conditions of the Keimoes community. Their aim was to develop the community by
92

CASE

CMAP EVALUATION REVISED REPORT 05/10/12

empowering them through various programmes. The focus areas or programmes of the
organisation were:
• Poverty alleviation and food security - with specific focus on the ‘poorest of the poor’,
• Savings plan - where community members saved at least five cents per day, and
• Offering advice – the office gave advice to people on different issues such as labour
related problems (farm workers), women in abusive relationship, etc.
We also interviewed the SCAT fieldworker who provided mentoring support in terms of the
CMAP to the organisation and a community leader who was aware of the work the monitors
were doing and what the objectives of the CMAP were.
When asked about their previous experiences in terms of monitoring and advocacy prior to
their involvement in the CMAP, both the CBO manager and the monitor indicated that their
roles at the organisation included an aspect of monitoring, but more so in terms of advocacy,
as they were often involved in advocating on different aspects within the community. The
monitor noted that even though she did not have training in terms of monitoring, working for
a developmental advice office, she had made an effort to keep her “finger on the pulse” in
terms of service delivery and if she noticed a problem, she acted swiftly in an attempt to
have the problem addressed.
Regarding their current responsibilities in terms of the CMAP, the CBO manager and the
monitor noted that they were monitoring SASSA, which used a building on the same
premises where the organisation was located. The monitors however did not use the
questionnaires provided by Black Sash when conducting their monitoring. This was mainly
due to difficulties they were faced with when sending and receiving information
electronically, due to their faulty internet system.
Additionally, according to the manager, the previous manager had not done a proper handover when he left the organisation. For instance, he had left with all the documentation
regarding the CMAP and did not hand over the monitoring tools and the identifying clothing
(CMAP bibs) he received from Black Sash.
On the day of the pay-outs the monitors would approach community members and ask them
whether they were comfortable with the situation at the pay point, whether they felt safe and
whether they had any complaints or questions about the service. Thus, in conducting the
monitoring, the monitors mainly used their own discretion, asking questions that gave one a
sense of how satisfied the community was with the delivery of services at the pay point.
However, the monitors mentioned that when they discussed with the fieldworker, he had
given them an indication of the kind of questions they should ask and what observations they
should make. They also noted that they informed the fieldworker that they did not have the
monitoring tools, however they had not received a new batch from him. They did however
indicate that he may have sent it via e-mail, but with all the problems they were facing with
their system, they had not received them.
After having conducted the monitoring, the two monitors usually discussed their experiences
and the manager reported to the SCAT fieldworker. Given the problems the organisation
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faced in terms of sending and receiving documentation, the manager often submitted
telephonically although she tried to send a monthly written report.
The monitors noted that when they received complaints or came across issues, they
addressed them immediately. However, they also reported to the fieldworker who further
reported these issues to the management at Black Sash. At the next regional meeting or
training, management then reported back about what they had done in an attempt to
address the complaints.

Significant changes
We asked informants whether the CMAP led to any significant changes in relation to
monitoring and advocacy. In terms of monitoring, some of the respondents noted that
community members now asked questions or commented when they noticed poor service
delivery. Additionally, they also had more courage to stand up for themselves when they
faced injustice. One of the respondents noted that the biggest change was that community
members, who visited SASSA, particularly on the day of the payouts, were treated with
much more respect and dignity, and that people told them that the quality of service delivery
at the pay point had improved after commencement of the monitoring at SASSA.
Regarding advocacy, a respondent cited an example of a farm worker’s community who had
been ‘dumped’ by the local municipality on a plot on the outskirts of Keimoes, when they
were evicted from the farm they lived on. She added that the community consisted of about
80 families, who had been ‘forgotten’ by the local municipality. The community did not have
access to clean water, proper sanitation and they lacked proper road infrastructure
connecting them to a major road to get access to a town. At a government Integrated
Development Plan (IDP) meeting, the respondent raised the issue and pleaded with the
municipality to intervene immediately in order to assist the community. After a month, the
organisation visited the community again. During this visit they learned that the ward
councillor had not done anything to assist the community. The organisation decided to
intervene and through their food security program, held information sessions where they
taught the community how to grow their own vegetables and also provided seeds to get
them started. Due to the support they received from KOOR, particularly in terms of advice
and noticing how members of the organisation stood up for them, the community became
empowered to speak up for themselves in order to have their issues addressed.
Empowering the community was a major focus and through the training sessions, Black
Sash assisted the organisation in this regard. For instance, the organisation selected
individuals from the community to attend the trainings or information sessions presented by
Black Sash where they learned about their rights and the responsibilities of the local
municipality toward the community.
“When we go out to do work in the community, we tell them about their rights and that they
must always be treated with dignity. It is a community who is developing with knowledge
(about their rights), to realise their own self worth, despite their appalling conditions.”
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Some of the respondents noted that to their surprise ,in May 2012, the same community
organised a march to the municipal offices where they handed over a memorandum to the
municipality which outlined how they want their community to be assisted.
When asked about the success stories of the CMAP, a respondent related a story of how
she discussed the problems the community was faced with and offered possible solutions to
the chief executive officer of SASSA, when she visited the area, earlier in 2011. Among
others, she informed he of the long distances people have had to travel from the surrounding
villages to the pay point and the fact that grant applications could not be processed locally (it
had to be sent to Kimberley or Upington) and of the lengthy period for grant applications to
be finalised. In response to the first problem, the monitors suggested that a mobile bus be
sent out to the villages and for the second problem the monitors suggested that extra staff
be appointed at the local SASSA offices. The chief executive officer promised that she would
see to these problems as soon as possible and this was indeed the case. The respondent
noted that she was very glad to see that additional staff had been appointed at the local
SASSA offices and as a result the process was more efficient. As for the other issues, she
commented that they would give the process some time and would wait to see whether
these concerns would be addressed.
The respondentcited another example where they intervened at the SASSA pay point. She
told of how one of the security guards disrespected community members, speaking to them
in a rude and offensive manner. The respondentapproached the security guard and informed
him of the understanding between the organisation and SASSA and what was expected of
service delivery agents at the pay points. She noted that it was clear that he changed his
attitude after she reprimanded him.

CMAP - defining what is working and areas for improvement
When asked about the level of commitment and volunteerism toward the CMAP, a
respondent noted that the community had been very supportive of the work the monitors
were doing. The community leader we interviewed reported that she had never heard
community members speaking about the CMAP. Although they were aware of the work that
KOOR’s monitors were doing, they did not necessarily know what the ‘bigger picture’ was in
terms of the CMAP and its objectives. This notion was confirmed by another respondent
who noted that community members often refer to the ‘monitors of KOOR’ when speaking
about the CMAP, but did not necessarily know what the project was about.
Some respondents referred to the challenges they faced when working with the local
municipality. Seemingly, this was as a result of a letter the organisation’s previous manager
wrote, which was published in the press, about the poor conditions of a farming community
(not the same as mentioned above) in the area and how despite various invitations by the
organisation to cooperate in solving the problem, the municipality failed to assist the
community. According to the respondent, one of the municipal officials informed her that the
municipality no longer wanted to work with KOOR as the organisation had ‘negatively
reported’ about the municipality’s delivery of services. However, the poor relationship
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between the local municipality and the organisation was not necessarily due to the
implementation of the CMAP, but rather because of the active role in terms of advocacy that
the organisation was playing in the community.
The respondent noted that they had raised this issue with the fieldworker and SCAT
management. SCAT asked them to request a meeting to be attended by the organisation, a
representative of Black Sash and the officials of the local municipality, where they could
discuss how to improve the relationship. However, the municipality was not willing to ‘open
this door’ for discussion with KOOR. The respondent emphasised that it would be very
helpful if Black Sash liaised with the local municipality and informed them of the task and
important function they had given to the organisation and also to assist them in establishing
a more cooperative relationship between KOOR and the local municipality.
Regarding capacity building, one of the respondents referred to the valuable skills the
monitors received during training from SCAT. He added that when SCAT had a training
workshop, it was advised that organisations sent a person who would be able to go back to
the organisation and transfer the knowledge and skills gained during training. He concluded
that the monitors also seemed to benefit from the mentoring support, particularly during site
visits when monitors were given an opportunity to ask questions.
The respondent noted that they strongly requested that Black Sash provided funding for the
CMAP, in particular with a view of job creation amongst the youth in the area. She explained
that because the organisation serviced such a vast area, they could employ a number of
youth at a small fee and deploy them to different sites in the community. Additionally, it
would also be very helpful in terms of gaining access to various sites and raising awareness
of the CMAP in the community, if they had the identifying clothing. They therefore requested
that Black Sash send them the bibs.
When asked in what way the CMAP had made a lasting impact in the community, some of
the respondentsnoted that community members were now able to go to the pay points with
confidence and that they gained the courage to demand better services when they noticed
that they were not being treated fairly.
Regarding ways in which the CMAP could be improved, the respondent suggested that
Black Sash improved its administrative processes. He went on to explain that the monitors
sent completed monitoring tools directly to Black Sash, meaning that he did not see the
monitoring tools and therefore the information captured on the forms. Unless he asked the
monitors what they reported on or what sort of assistance they required, he had no way of
knowing what the issues were within the communities. As a result, he did not know where he
needed to support or on what he could advise the organisation. Unfortunately, the monitors
could not always make copies of the completed forms.
To further illuminate the issue, the respondent cited an example of how the monitoring tools
went lost through post. The respondent explained that the person from Black Sash to whom
the monitors sent completed monitoring tools was based in Cape Town, then moved to
Johannesburg and was now no longer with the organisation. Initially, monitoring tools were
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sent to Cape Town, however when the person moved completed monitoring tools had to be
sent to Johannesburg and now that the person had left the organisation, the tools had to be
sent to Cape Town. During this process, some of the completed forms sent to Black Sash
got lost and information could not be recovered as the organisations have not made copies
of the documents. The respondent noted that the forms should be sent to the organisation
i.e. Black Sash, and not to an individual.
Another respondent emphasised that she viewed the CMAP as a very valuable programme
and hoped that it would continue. She emphasised that changes in the mindset of the
community have been monumental. Community members no longer kept quiet when they
were being humiliated or victimised, as they now knew their rights and how to exercise them.
Through the CMAP, their community have become more empowered, a factor which had
always been an important objective of the organisation.

Port Nolloth - Richtersveld Advice Office
Involvement in community work and CMAP
At the time of the site visit, the office manager had left the organisation and the organisation
was about to start the process of employing a new office manager. We therefore conducted
an interview with the chairperson of the board who had been acting as a part-time office
manager after the previous manager left.
The organisation had been in existence for 21 years and had been involved in the CMAP
since April 2011. The main focus areas of the organisation included:
• HIV/AIDS - education and prevention,
• Food security - where they assisted community members in producing a vegetable
garden, and
• Paralegal services - where they gave advice in terms of labour related issues, etc.
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Figure 11: Richtersveld Advice Office in Port Nolloth, with CMAP monitor.

We also interviewed the SCAT fieldworker who provided mentoring support to the
organisation and conducted a joint interview with the two monitors. In addition, we
interviewed an official at SASSA at one of the service points where monitoring was
conducted.
We asked informants about their experience in terms of monitoring and advocacy prior to
their involvement in the CMAP. The chairperson indicated that as an area manager for Avroy
Shlain (direct sales) she had twelve group managers who each in turn have had more than
twenty consultants reporting to them, whom she monitored. She noted that her
responsibilities within the organisation meant that she was always in some way involved in
advocacy, even before the implementation of the CMAP. For instance, the informant referred
to a case where a shop owner was accused of repeatedly raping three young girls while they
visited his shop. When the organisation heard about this, they mobilised the community and
organised a march to the court. On this occasion, the organisation, in cooperation with the
community handed over a memorandum in which they stated their opposition to child abuse
and demanded that the relevant authorities take decisive action.
Regarding her responsibilities in terms of the CMAP, the chairperson noted that she mainly
checked whether the monitors have conducted the monitoring and she coordinated the
reports that the monitors submitted to the organisation and to Black Sash about the CMAP.
One of the CMAP monitors noted that although she did not have any previous experience in
terms of monitoring, the training received from Black Sash adequately prepared her to
conduct the monitoring. The monitors reported that their current responsibilities included
going to the various service delivery points and checking whether service delivery was up to
standard. They completed monitoring tools with community members at the points. The
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monitors conducted monitoring at the different SASSA pay points including, shops, i.e. Pick
and Pay, the post office and at the local clinic. At SASSA and the local clinic, they
interviewed community members and service delivery officials. At the shops, they
interviewed community members only. Figure 12 shows the post office where the monitors
noted they were trying hard to have the facilities made more comfortable, particularly for
older persons and people with disabilities. The monitors explained that there were no chairs,
particularly for older persons and people with disabilities and no toilets for use by community
members while waiting for their pay-outs. The monitors noted that they had spoken to the
postmaster about addressing these issues and mentioned it at the stakeholders meeting on
various occasions, but have failed to get the matter resolved.

Figure 12: Post office where monitoring is conducted

However, one of the monitors noted that lately community members requested that she
come to their houses to complete the monitoring forms. The community members noted that
they needed to go to town after receiving their pay-out and did not always have the time to
be interviewed.
Both monitors reported that they also fulfilled other functions within the organisation. One
monitor worked as the HIV/AIDS coordinator, while the other worked as the coordinator of
the Food Security Programme.

Significant changes
We asked informants whether the CMAP led to any significant changes in relation to
monitoring and advocacy. In terms of monitoring, the respondent noted that community
members knew who the monitors were and that they could approach the monitors if they
needed assistance with a particular issue. In essence, community members were now more
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aware of their rights and responsibilities. They were also very willing to assist monitors in
completion of the monitoring tools. The respondent explained that before the implementation
of the CMAP, the community did not care about the quality of service delivery, they simply
wanted their ‘money’ (the grant). After the implementation of the CMAP, the community was
more interested in service delivery issues and approached the organisation or the CMAP
monitors to inform them when they noticed a service delivery issue that needed attention.
This notion was confirmed by both other respondents.
She added that the fact that the CMAP engaged the community on service delivery had
improved the confidence of community members. They knew that it was their right to
demand, albeit in a respectful manner and to be treated with dignity and respect. In terms of
advocacy, some of the respondents reported that community members were encouraged by
the fact that the monitoring tool honestly and objectively captured their opinions.
When asked whether there was a change in the way government responded to community
complaints, a respondent noted that as a result of the CMAP, government departments, in
particular SASSA, had become more willing to engage with the community and the monitors.
Officials were said to be proactive in an attempt to find solutions to the community’s
problems. This sentiment was supported by another respondent . She explained that before
the CMAP, when their organisation (a representative) raised issues related to service
delivery, government officials tended to assume that a person was simply complaining about
something ‘you heard on the street’. However, now that there were specific persons doing
the monitoring and in such a systematic manner, government officials and other
stakeholders saw the information gathered as valuable. Thus, when issues were raised
based on this information, the issues were perceived and treated as credible.
Added to that, government officials particularly the clinic staff, interacted with the monitors
regarding issues that needed attention. Some of the respondents related a story of a nurse
who asked them to mention at the CMAP training workshop that the community was in need
of a doctor and an ambulance. In this manner, the government officials were assisting them
in monitoring service delivery and informed them of the resources required to deliver better
services to the community. In turn, monitors often acted as mediators between community
members and officials, when the former were dissatisfied with service delivery.
We also asked informants to provide examples of success stories related to the CMAP. All
four informants referred to the changes that happened at the local clinic. Previously, the
nurses employed a very discriminatory system. For instance, different coloured cards were
given to patients diagnosed with HIV, tuberculosis and other sicknesses. All patients who
were diagnosed with HIV would receive a red-coloured card, while patients diagnosed with
tuberculosis would receive a yellow-coloured card. Additionally, different rooms were
designated for patients with particular sicknesses. This meant that the patients’ right to
privacy was violated. Moreover, previously patients who needed to see a doctor had to be
transported to Kimberley or Springbok (each about 900 kilometres far) because there was no
resident doctor in Port Nolloth. According to the respondent, a few critically sick patients died
while they were being transported to see a doctor.
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The monitors raised these issues at a training session held by SCAT and at the stakeholders
meeting (described in the following section) where they also reported on delivery of services
within the community. The SCAT who attended the training took the issue up with the
relevant authorities and the situation changed significantly as a result of their intervention.
The clinic no longer used different coloured cards to patients diagnosed with particular
sicknesses and patients with particular illnesses were no longer examined in specifically
designated rooms. The community was given access to a resident doctor. Not only were
patients afforded more privacy, but the municipality was also in the process of renovating the
clinic and building a new hospital for the community (previously the clinic was also used as a
hospital, see Figure 13 ). Having a resident doctor meant that patients were no longer
transported to the bigger cities when they needed more advanced medical care.

Figure 13: The hospital which was being built for the community of Port Nolloth

CMAP - defining what is working and areas for improvement
We asked informants about the level of commitment and volunteerism from the community
and government officials toward the CMAP. One of the respondents noted that although the
community was very supportive of the monitoring process, no one had really volunteered to
become more involved in the project. This, she noted, may be because community members
viewed the monitoring as the job of the monitors and respected their position as such.
SASSA reportedly attempted to conduct their own monitoring at the site prior to the
implementation of the CMAP. However, due to a lack of human resources, SASSA was
unable to sustain the monitoring. As it lessens the burden on them, SASSA seemed quite
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appreciative of the CMAP monitors at the pay points. The respondent also noted that it was
better to have specific persons appointed and paid to do the work, rather than relying on
unpaid volunteers who may not be as committed.
When asked whether any links or networks were built through the implementation of the
CMAP, some of the respondents referred to a quarterly stakeholders meeting that came
about before the implementation of the CMAP, in which the organisation participated. The
stakeholders who normally attended the meeting included a delegation from the local
municipality, representatives from different civil society organisations (CSOs) and
representatives from the business sector. At these meetings, stakeholders discussed issues
of communal concern and what the best possible solutions to these problems could be. The
different actors provided a report of the work they have done and what factors they needed
other actors to assist with. Each actor was also given an opportunity to give feedback on
how they addressed issues that came up in the previous meeting to ensure that problems
were addressed as efficiently as possible. Either one of the monitors often attended the
meetings where they used this opportunity to inform all the stakeholders of the CMAP and
the issues they came across which needed to be addressed. The informants confirmed that
having this platform to inform community leaders about the CMAP had ensured greater
acceptance and ease of access to the different service points for monitoring. All
stakeholders were now able to communicate communal concerns from an informed
perspective and stayed abreast of service delivery issues that affected the community. This
therefore served as an example of how the CMAP information was being used effectively.
One of the respondents referred to Luvuyo Drop-in Centre, an organisation he encouraged
the Richtersveld Advice Office to work with. Although Luvuyo Drop-in Centre also did
advocacy and monitoring for Black Sash, they were not part of his mentoring group. He
noted that although the organisations were not working together in terms of monitoring, they
did collaborate on a vegetable gardening project. Additionally, when one of the organisations
did advocacy on a particular issue, the respondent always encouraged them to enlist the
support of the other organisation. According to the respondent, he also linked the advice
office to the National Alliance for the Development of Community Advice Offices (Nadcao),
an organisation the advice office was able to get assistance from in terms of funding and
advice.
In terms of capacity building, the respondent noted that the monitors seemed to have
benefited from working on the CMAP and also from participating in the training workshops
presented by Black Sash. Another respondent noticed improvement in staff members’
interpersonal skills such as communication and conflict resolution. The monitors she
explained, now had the courage to approach people and communicate with them about
issues of mutual concern and were better able to handle conflict situations, i.e. between
community members and service delivery officials.
When asked in what way the CMAP made a lasting impact in the community, the respondent
noted that the CMAP provided community members with a legitimate, non-violent platform to
voice their concerns or to complain about poor service delivery. Community members,
especially pensioners, now felt much safer during pay-outs of grants because they knew that
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the monitors were looking out for their best interests. Some respondents added that the
community had been very positive about the CMAP and often asked whether the information
gathered would indeed be used by the government to address the service delivery
challenges they faced.
The respondent emphasised that she viewed the CMAP as a very good initiative, one that
brought about change and ‘a better way of doing things’, as it related to the quality of service
delivery. She added that they appreciated that the Black Sash paid the monitors a stipend
for conducting the monitoring. The monitors have been receiving this stipend every month
since the inception of the programme in April 2011. She noted that the stipend served as a
good incentive, as even the most enthusiastic volunteer would become despondent if they
had to work continually without pay.

Free State
Welkom- The South African Catholic Bishops’ Conference (SACBC)Justice and Peace
Involvement in community and the CMAP
We visited one of Justice and Peace’ Diocese11 ‘groups’ in Odendaalsrus in the Free State.
However, the SCAT fieldworker that we interviewed was situated in Welkom, while the
monitor we interviewed was situated in Odendaalsrus. Both individuals however did not run
an organisational office, particularly because they were affiliated to the church ‘groups’
rather than an NGO. The fieldworker noted that after receiving information regarding the
CMAP, he discussed the possibility of the diocese becoming involved in the programme with
the national coordinator. Following discussions with the church and Black Sash, he was
offered a contract as a fieldworker and tasked with recruiting monitors to implement the
programme.

11

A diocese is the district under the supervision of a bishop. It is divided into parishes.
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Figure 14: Thabiso Skills Development Centre, Welkom

He occupied an office at the Thabiso Skills Development Centre, where various other
services were also being delivered to the community by other organisations (Figure 14
above). As part of his responsibilities he coordinated all the Justice and Peace groups in the
district. Besides providing support to all the groups to conduct the monitoring, he also acted
as a monitor when visiting the different groups (situated in different areas). Regarding
previous experience in monitoring and advocacy, the fieldworker noted that prior to his
involvement in the CMAP, while he was only working for Justice and Peace, he was very
involved in monitoring. Justice and Peace, he noted, had its own monitoring programme and
he had gained much experience in monitoring through the programme.
As part of his current duties in terms of the CMAP he coordinated twelve groups doing
monitoring in the respective areas. Initially, he had to recruit the groups and solicited their
participation in the CMAP. These groups then received training after which they embarked
on the CMAP. The different groups conducted the monitoring at local clinics, local
government service delivery (within the community) and at SASSA pay points. On a monthly
basis, he provided resources such as questionnaires, mentoring and any other support the
groups needed to do the monitoring. He also wrote a quarterly report based on his
monitoring and any issues the groups advocated for.
The monitor noted that in 2005 he attended a paralegal course with Black Sash. Upon
completion of the course he focused all his attention to community work. However, in
February this year he decided to look for an opportunity to broaden his skills. In pursuit of
such an opportunity he searched the internet, including the Black Sash website where he
came across the CMAP. Noting that the CMAP was a possible opportunity, he contacted the
programme managers asking what steps he should follow if he wanted to become involve.
The managers informed him that he must contact the fieldworker (referred to earlier) and
discuss further involvement with him, which he did.
104

CASE

CMAP EVALUATION REVISED REPORT 05/10/12

When asked about previous experience in monitoring and advocacy, the monitor noted that
in terms of monitoring, from 2006 to 2009, he worked as a coordinator of observers for the
Independent Electoral Commission during local elections. His duties in this regard were to
train and monitor each observer at their respective stations during elections. In terms of
advocacy, he had always been very involved in the community assisting wherever
communal issues needed to be addressed. The informant was a member of the ward and
the clinic committees respectively.
As part of his responsibilities in terms of the CMAP, he did monitoring at the local clinic and
within the community, the latter focusing on local government service delivery. He noted that
he was passionate about conducting monitoring at the SASSA pay points, but unfortunately
had not been able to do this as yet.

Significant changes
We also interviewed the clinic manager in Odendaalsrus where the monitor completed the
CMAP questionnaires. When asked if the CMAP led to any significant changes, some of the
respondents agreed that the most noticeable change was that community members were
now more aware of their rights and were able to exercise these rights. In the quote below
one of the respondents explained the manner in which the CMAP had an effect in this
regard:
“Yes, it (CMAP) has made the people wiser… About their rights and so forth, I don’t know if I
can say this, but before the programme started, you know how the people are, they (clinic
staff) like to treat people as if they are inferior but now people know. They (clinic staff) were
taking advantage because they (the community) saw these people (clinic staff) as people
who need to help them and that this is the person (clinic staff) who is supposed to walk all
over them.”
The respondent also noted that people were more aware of the procedures that needed to
be followed to have their complaints addressed. As a result, the community now exercised
their rights or demanded basic services following the necessary procedures without
necessarily fighting or turning towards violent protests to have their voices heard. Another
respondent confirmed this sentiment by adding that because community members knew
their rights, they were able to speak up against injustice or complain about poor service
delivery without the fear of being victimised as was previously the case. Both informants
noted that this was because the monitor also shared critical information about local
government functions with the community while they were doing the monitoring. In this
regard, the respondent referred to talks that he had given at the clinic where he informed
patients about their rights in terms of health issues and how they could go about having their
issues addressed through engaging with the clinic staff in a respectful manner. Both
informants noted that community members who received information directly from the
monitor tended to go back to the broader community where they shared their knowledge.
The informants based this assertion on the notion that community members often noted that
a different person within the community had said that the monitor taught them about their
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rights regarding an issue, i.e. about receiving quality service in terms of health. This
community member had then told the next person and that was how information was spread
throughout the community. The informants concluded that as a result, the community
members were now more informed individuals and this was something no one could ever
take from them.
In terms of advocacy, the respondent noted that very little had been done in this respect as
people within the community were reluctant to participate in advocacy action. He further
pointed out that very rarely would their community stand in unison and advocate on a
particular issue. The respondentdid not indicate whether the delivery of services in their
areas was of such a nature that it warranted advocacy. However, when asked the same
question, another respondent cited an example where the CMAP monitor was directly
involved in advocacy. She referred to a letter written by the community that the monitor
brought to the clinic. She noted that in the letter the community complained that patients
were not treated with respect and that the community wanted to meet with the area manager
to discuss the issue. A meeting was then held between the area manager and the
community after which the clinic staff changed their approach and treated patients with the
necessary respect and dignity.
When asked whether there were any changes as a result of the CMAP in the way the
government responded to community complaints, one of the respondents noted that the
manner in which the government responded to community complaints had been a major
success of the CMAP. He explained that before he was involved in the CMAP, he used to
raise issues at ward committee meetings, but these issues would not necessarily be given
the credence they deserved. This was because other committee members viewed the issues
as ‘just another complaint’ that was not necessarily based in fact. However, with the
information gained through the CMAP monitoring tools, he could now boldly raise issues at
meetings, knowing that he had spoken to community members, had heard ‘the real issues’
and had documented evidence of it. He noted that now (after implementation of the CMAP)
when he raised an issue, whether at ward committee level or on any other platform, people
knew that he was speaking from an informed position. More than that, rather than simply
raising issues or complaining, he was able to offer possible solutions to the challenges the
community faced. Service delivery officials, in particular the ward committee and ward
councillor, were thus more likely than before to take note and acted swiftly to address issues
he raised.
The respondent also noted that due to his involvement in the CMAP, his relationship with
other government officials, in particular the clinic staff, improved significantly. This is
because as a CMAP monitor he also educated the community not only about their rights, but
importantly their responsibilities. The latter, an aspect which government officials had great
appreciation for and a reason why they were so receptive of him doing the monitoring.

CMAP - defining what is working and areas for improvement

106

CASE

CMAP EVALUATION REVISED REPORT 05/10/12

When asked about the level of commitment and volunteerism toward the CMAP, the
respondent noted that there seemed to have been a high level of interest in the programme
within the community. He added that once he had explained what the CMAP was about and
what its objectives were, the community was very willing to assist and complete the forms. In
addition, the community as a whole was very supportive of his work on the CMAP. However,
‘interest’ he noted did not necessarily translate into increased involvement in the CMAP.
Although a person may be interested in becoming involved in the CMAP, the moment they
learned that it was volunteer work and that there would be no compensation, they did not
want to be involved. However, the respondent was very proud of the one person he recruited
and trained. According to him, this person became so good at doing the monitoring that he
had the confidence to send her to the CMAP training in March this year, when he was
unable to attend.
We also asked informants whether any linkages and networks were built through the CMAP.
Some respondents noted that no new linkages were built due to involvement of the CMAP.
One of the respondents noted that there was a serious lack of social groups advocating on
particular issues within the community. More than that, the social groups that did exist
seemed reluctant to cooperate with other social groups, even if it was on an issue of mutual
concern. The respondent noted that the reason for this reluctance was not clear to him. The
respondent went on to explain that as a result of this, he had failed to build linkages amongst
other social groups and the CMAP. He told of how he attempted to have a rights awareness
campaign, focusing on aspects such as HIV/AIDS and human rights. He reported that he
made all the preparations and ensured that all relevant groups were informed and received
invitations well in advance. However, despite all his efforts, on the day the campaign march
was supposed to take place, not one of the NGO’s or community groups he invited to take
part showed up. He noted that if it was not for his own involvement in the community prior to
his involvement in the CMAP, it would have been much more difficult for him to implement
the CMAP in his community. He referred to how through the initial phases of implementing
the project he had to rely heavily on his (own) existing networks within the community, to
ensure acceptance from both government officials and the community.
He cited the lack of adequate support from the CMAP management as one of the major
challenges of the CMAP and suggested that perhaps once a month or term, the managers of
the programme could visit the area and engage with high-level government officials locally
about the project and how it aimed to assist the local community. In terms of the kind of
support he required, the respondent referred to an incident where there was a sewer
problem within the area. At the time, due to his lack of resources (telephone or e-mail) he
could not get hold of the councillor to ask for his assistance in addressing the issue. He
noted that when there was an issue that needed to be addressed, he tended to use his
‘political office’ (as a member of ward committee) rather than receiving any assistance from
Black Sash. This was an area where he would appreciate more assistance from the CMAP
management.
This sentiment was supported by another respondent. He referred to the various challenges
faced regarding access to monitoring at different sites. For instance, at SASSA, the service
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provider had refused to grant the monitors access, and the same problem was experienced
at the Department of Home Affairs. He referred to a conversation where Black Sash
management asked him how the problem of access could be resolved. However, according
to the informant this is an aspect where Black Sash could assist him, liaising with both
provincial and national government to ensure access. He specifically referred to Department
of Home Affairs and commented that it was difficult for him to make contact with high level
officials to request access. In the quote below, the respondent related some of the
challenges he experienced:
“Yes, if you go to the Department of Health; you will get some difficult managers and they
would ask me for my proposal. And they will never reply, you call and they say no, I will call
you tomorrow and he never calls. When you go there and say, I have been waiting for you
for more than a month now; they will say, ‘no, I’m afraid I can’t do anything’. Most of the
people are afraid to take action because they are afraid that somebody from the province will
say: ‘You shouldn’t have given Black Sash access.”
Some of the respondents referred to the lack of adequate communication between them and
Black Sash. According to one of the respondents , if there was more support and
communication about developments about the CMAP, he would have felt more empowered
and motivated to do the monitoring.
In terms of capacity building all three informants agreed that the CMAP had built local
capacity in various ways. One of the respondents noted that as a member of the clinic
committee, the monitor had been instrumental in teaching them about monitoring and how
the clinic could ensure that it delivered a high standard of service to their community.
Another respondent noted that people who have attended training by Black Sash went back
to their communities or groups and trained them in turn by sharing the knowledge they
gained. He emphasised that the training created the opportunity for monitors from different
areas to learn from each other.
“Whenever we have professional trainings, whereby each group comes and then they speak
about their differences. From the different areas we learn a lot about the issues, how others
struggled, how others are successful in terms of monitoring. We ask each other questions
like, how are you doing this and we keep in touch. And we say, do this and do this or call an
NGO and say I am struggling with this; so I need help in terms of this.”
Informants agreed that one of the CMAP’s major strengths was that it allowed the monitors
to do their work independent of any political affiliation or other organisations. This created an
opportunity where community members could be honest about their issues without having to
fear retaliation from any source. Similarly, government officials allowed the monitor to do
their work without any fear of being exposed. Generally, it allowed for an amicable
relationship between role players involved in service delivery and communities who were the
recipients of services.

Ficksburg Advice Office
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Involvement in community and the CMAP
The Ficksburg advice office was a CBO that provided free paralegal services to the
community members of Ficksburg. According to the CBO manager, the office had once
partnered with stakeholders, such as the Legal Aid Board with the aim of assisting
community members who needed their cases to be heard in court but could not afford a
lawyer.
Two informants were interviewed on behalf of the advice office; the manager of the office as
well as a board member who was interviewed as a community leader. Their day-to-day
duties included conducting door-to-door research by interviewing people about their level of
satisfaction with basic service delivery in the community.
We asked the manager about her previous monitoring and advocacy experience and she
indicated that she did not have much experience related to monitoring and advocacy prior to
her involvement in the CMAP. She was informed of the CMAP by SCAT. The informant
stated that initially the objectives of the project were not communicated clearly by SCAT
because the volunteers have been misinformed that the project would run on a permanent
basis and that all the volunteers or monitors would receive a stipend.
“We started to get a clear picture when Black Sash took over and (name of CMAP manager)
came to us and explained that thing (CMAP) thoroughly to us. That’s why we started late
because everyone was confused.”
The project was subsequently explained by the CMAP manager who indicated that the
programme would run for a few months and that no individual would be paid a stipend.
The informant’s responsibility in the CMAP included recruiting organisations in the Free
State to participate in the project. She coordinated the work of the CMAP participating
organisations. The CBO manager also worked as a monitor.
As mentioned, we also interviewed a board member of the Ficksburg advice office who
served as a community leader and pastor. He provided paralegal services to the community
members of Ficksburg. When asked about his involvement in the community , he stated that
the church had a committee that assisted orphaned children. The church also provided
counselling and food parcels to the poor in the community. We asked the board member
about his involvement in monitoring and advocacy practices prior to involvement in the
CMAP. He described his involvement in basic service delivery with a particular focus on the
eradication of dumping sites.
The community leader became involved in the CMAP in the year 2011. He was a board
member at the Ficksburg Advice Office and his duties involved overseeing the operations of
the office. Moreover, he added that he aimed to ensure that the municipality’s service
delivery policies were implemented accordingly.
Basic services were being monitored in Ficksburg. Staff at the Ficksburg advice office went
from one house to house in order to interview residents about their levels of satisfaction with
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the services that the municipality provided. During this time residents were also questioned
about the levels of service at SASSA, the Department of Home Affairs and the local clinic in
their community.
Monitoring were conducted door-to-door, i.e. not at service points, because the officials at
SASSA, the Department of Home Affairs and the local clinic stated that they have not
received communication from the provincial offices regarding the CMAP. The CBO manager
therefore based her responses on her duties as a fieldworker in the southern part of the Free
State (where monitoring was allowed at the service points) as well as her monitoring duties
in Ficksburg.

Significant changes
The respondent was asked if she had observed any changes in relation to monitoring and
advocacy after the implementation of the CMAP. She stated that approximately 30
volunteers had been hired and financially compensated by the municipality to remove refuse
in Meqheleng, the township in Ficksburg. She attributed this job creation initiative to their
monitoring and advocacy efforts.
Moreover, the Ficksburg advice office had taken initiative to educate the community about
keeping their environment clean by not creating dumping sites. Community members were
encouraged to burn their refuse instead. Members of the advice office have drafted a
document that explained the problem of dumping sites in Ficksburg (metropolitan and
township). The document also had a programme outline of how they planned to address this
challenge.
Youth in Tomsberg, the southern part of Free State were asked by the CMAP monitors to
queue for older citizens at the local clinics, who usually waited for a long time before they
were served. On the other hand, another respondent was of the opinion that changes
brought about by monitoring efforts were not yet as desired. He stated that some
governmental institutions such as the local clinics and SASSA did not understand the
purpose of the project and therefore become intimidated by their monitoring and advocacy
efforts.
“The municipality still gets frightened as to why monitoring has to take place at their service
points, how this will affect them as a municipality and where this information is taken to. It
seems like we are a threat to other departments such as SASSA as well, for instance.”
However, he noted that there was increased interest in the project shown by the community
in relation to monitoring and advocacy.
“The more you explain to them what this is all about, the more they also would like to take
part in those kinds of developments”.
This interest however was not shared by everyone in the community. Councillors tended to
misinterpret monitoring and advocacy efforts thinking that monitors were canvassing for the
position of councillor.
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CMAP - defining what is working and areas for improvement
The respondentstated that volunteers (fieldworkers and monitors) have not been given an
opportunity to provide input into the running of the CMAP. The opportunity for input only
arose when there was a misunderstanding pertaining to the issue of stipends. The
respondent suggested that Black Sash raised funds to ensure that monitors received
stipends and were encouraged to do the work.
On the other hand, the level of commitment and volunteerism towards the programme was
referred to as ‘100% commitment’ by one of the respondents. She explained that she had
maintained a good working relationship with organisations that she had recruited for the
CMAP in the southern part of the Free State. She stated that volunteers of those
organisations were monitoring SASSA, the Department of Home Affairs and local clinics.
A respondent concurred stating that the level of commitment by the Ficksburg Advice Office
was good as the monitors sometimes took money from their own pockets to ensure that the
project was running efficiently.
According to a respondent, the structure of the organisation could engage this project ideally
as members of the board at the advice office released her to work full-time on the CMAP.
This was because a need for the project in the community was identified due to poor levels
of basic service delivery in Ficksburg. She noted that the board saw potential around the
CMAP.
According to the respondent, what made the CMAP unique was that they were collaborating
with a credible organisation such as the Black Sash. She noted that the programme made a
lasting impact in the community as the people of Meqheleng were now free to voice their
concerns regarding service delivery complaints.
“People of Meqheleng are free to speak now. They’re not like before, when they have to get
a blessing from the councillor from their wards before continuing to do this and they cannot
do this because the councillor does not want it to happen. They see the importance of
standing up for their rights, to live in a clean and safe environment, rather than waiting for
municipality because sometimes municipality cannot do anything.”
The community’s freedom of expression can be seen as a breakthrough for Ficksburg as
one of the respondents noted that since the death of Andries Tatane, who had been killed a
few years ago by the police during a protest in Ficksburg, residents were afraid to voice their
opinion upon experiencing dissatisfaction in the community. This was because of fear for
their lives.
The respondentstated that the advice office managed to assist with a problem of burst sewer
pipes in Ficksburg. This he believed had made a lasting impact in the community. According
to another respondent , the CMAP had built links, in Ficksburg as well as in the southern part
of the Free State. She noted that there was a working relationship and consultation between
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organisations recruited for the CMAP and local authorities or government departments that
they were monitoring. Regarding links with NGOs, the respondentstated that church
organisations and school governing bodies would be approached, so that they could assist
with tackling community problems. This working relationship would continue even beyond
lifespan of the CMAP.
According to the respondent, the CMAP did not build local capacity in Ficksburg. She
indicated that the advice office had planned to start a programme where dumping sites
would be turned into parks. The Department of Water and Forestry as well as the
Department of Agriculture were to be roped-in to transfer skills. The plan was for women in
the area who could do bead work to showcase their work at the parks. The Department of
Social Development was targeted to be approached for funding so that the women could
generate an income from their art work.
In the southern part of Free State some organisations that have been recruited to assist with
the CMAP requested skills on computer literacy, financial as well as management skills to be
transferred to their volunteers. In this regard, the respondentused to contact Black Sash as
well as relevant government departments or organisations that could assist in addressing
these needs. The respondentnoted that she provided workshops to monitors on how to refer
service-related problems to relevant government departments. She stated that she used a
Constitution from the South African Human Rights for this purpose.
According to the respondent, the community was well-informed of the CMAP as she
announced it via the community radio station. People were told about the programme and its
purpose which had assisted her to be well received when going from door-to-door to enquire
about the levels of satisfaction with the government services that were identified for
monitoring.
The respondentnoted that she had asked the CMAP manager to invite provincial managers
of government departments to a provincial workshop and to inform them about the CMAP.
She noted that this would have enabled them to have an improved understanding of the
programme and to provide monitors with easy access to the service points. In this regard,
another respondent reiterated the need for Department of Home Affairs and SASSA in
Ficksburg to be monitored:
“You’ll find that most people especially those from rural areas, don’t have ID’s as well as the
right kind of information, as to what is needed in order to make one. The ID could assist
them especially if they are not working, to access grants, for example.”
Furthermore he suggested that more workshops be provided by Black Sash on the
implementation of the CMAP. He felt that with more training, volunteers would be able to
understand the objectives of the project better. The respondentsuggested that the period of
the implementation of the project be extended and that other funders be approached. In her
opinion, this would ensure the sustainability of the project and the implementation of the
CMAP in all the towns of the Free State province.
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Gauteng
In the Gauteng province two organisations, Khutsong Youth Friendly Services in
Carletonville and Refentse Health Care Giving Programme in Stinkwater, Hammanskraal
were visited.
The Black Sash Gauteng regional office in Johannesburg central business district was
visited and the Black Sash fieldworker was interviewed. He had been employed by Black
Sash for approximately two years, as a paralegal giving advice to the members of the public
before taking on responsibilities as a fieldworker. His paralegal duties included human rights
education for members of different communities and NGOs on various topics related to
social assistance and social insurance.
The fieldworker’s responsibilities on the CMAP were to identify NGOs for participation in the
programme and to oversee the signing of the MoU. He commented that Black Sash’s role
was to capacitate NGOs and enabling them to understand the role of monitoring in
advocating for improved government service delivery.

Khutsong Youth Friendly Services

Figure 15: Khutsong Youth Friendly Services, 20 July 2012

Involvement in community and the CMAP
Khutsong Youth Friendly Services was an organisation that promoted HIV/AIDS awareness
in Khutsong, a township situated in Carletonville. The organisation’s duties included
educating youth in schools about the causes, prevention and treatment of HIV/AIDS. Figure
113

CASE

CMAP EVALUATION REVISED REPORT 05/10/12

16 illustrates a board utilised for training on health-related topics. The organisation also ran
literacy programmes for older citizens in the community.
We interviewed only one respondent at the organisation, who was the coordinator and
assistant manager of the organisation. His responsibilities were to ensure that programmes
of the CBO were implemented accordingly. He was also an executive member of the
Harmony sports committee in their community where he coordinated the running of sports
facilities in the community of Khutsong.
The assistant manager expressed that he did not have any experience in monitoring or
advocacy prior to his involvement in the CMAP. He had become involved in the CMAP in
2009 and his responsibilities were to ensure that monitoring was conducted and that the
community was appropriately serviced by government departments. The SASSA pay points,
Department of Home Affairs and the local clinics that were monitored operated from the
same property. Monitors reportedly received the most cooperation from Department of Home
Affairs compared to other sites.

Figure 16: Training on health issues, 20 July 2012

Significant changes
The respondentswere asked about the most significant changes that took place in relation to
monitoring and advocacy. He stated that he had not observed any changes at the service
points since CMAP started. On the other hand, he indicated that people in the community
showed interest in monitoring efforts since they wanted to know more about the process of
monitoring and how it would assist them. According to the respondent, this could be seen as
a positive change as the people of Khutsong became despondent to advocacy work after a
long battle where they had fought for the Merafong City Local Municipality to be demarcated
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under Gauteng and not the North West province. The outcome of the protests was
successful as all areas of Merafong City Local Municipality, including Khutsong were
reincorporated (after they had been incorporated into North West province, early September
2005) into the Gauteng Province in 2009. He indicated that since that period, people in the
Khutsong community were not free to express their opinion concerning community problems.
“A lot of things have happened in our community and now people don't trust. Remember we
once fought for the Anti- North West thing, so since that thing (demarcation), people are not
really free to talk about those things.”
According to respondent, the organisation provided workshops aimed at teaching the
community about monitoring and advocacy since the implementation of CMAP. He stated
that people attended the workshops but did not participate in actual monitoring and
advocacy work, perhaps because of the battles experienced regarding the demarcation.

CMAP - defining what is working and areas for improvement
The respondentstated that the CMAP process was genuinely bottom-up since the monitors’
opinions of the processes of CMAP was considered during the provincial workshops.
According to the respondent, their organisation was very committed towards the project,
however Black Sash had not delivered questionnaires for two months, which made
monitoring difficult. He said that normally the organisation would have carried the cost of
photocopying, but expressed that they had been financially constrained.
Another respondent stated that the problem of stipends made it difficult to engage other
CBOs in the programme. Despite of this, he noted, there were organisations who willingly
took part in the CMAP:
“It has been difficult to engage people in this type of programme. However, I think
organisations that wanted to be part of this, committed themselves, well being aware of the
lack of finances for travelling. So we are very grateful that at least, apart from funding and
travelling costs, they are also interested in participating in this process.”
Moreover, after attending workshops on the CMAP, the respondentsaid that they have
trained their staff about the steps involved in advocacy. This indicated their level of
commitment and volunteerism towards the programme as they ensured that they were
transferring the knowledge that they have gained.
The respondentexpressed that the CMAP accommodated the manner in which their
organisation is working as it fitted well with their daily programmes. For example, they were
now able to provide information about the services at SASSA or Department of Home Affairs
to people who visited their organisation regarding health-related queries.
“CMAP is more of a catalyst. It is here to speed up community development quickly and
relates beautifully with the programmes because we have partnership with the home-based
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care. They would call us and say we have this client who does not have a birth certificate,
such things. So now with CMAP on board it is very easy liaising with other organisations
(DHA).”
The respondentfelt that they were making a positive impact in the community of Khutsong as
people recognised their monitoring services, and even noticed if they have not seen
monitors at the service points in a while.
The respondentwas asked if the CMAP had built local capacity. He noted that it did as upon
returning from provincial workshops they used to educate other youth organisations about
monitoring and advocacy. He also noted that even the capacity of government officials at the
monitoring sites was built since they gained knowledge on how to conduct monitoring of their
own services. This was something that they have not been aware of before the CMAP took
place.
Regarding communication about the CMAP to the community, the respondentstated that
initially their organisation was given an access letter prior to them starting the monitoring at
service points. This letter informed the government officials of the programme and how it
would unfold. Once they had access, monitoring included providing community members
with a pamphlet from the Black Sash, which basically informed them of the processes to
follow when applying for a social grant or ID document and a questionnaire asking them
about their levels of satisfaction with the services provided. The pamphlets were also
distributed door-to-door by volunteers of the organisation and handed out in the streets in
the Khutsong area. This according to the respondentensured that the community as well as
departments that they were monitoring became aware of the CMAP.
The respondentsuggested that more training on how to implement the CMAP should be
offered by the Black Sash. He voiced that CMAP workshops did not occur frequently and
thus were not sufficient to ensure that his organisation was properly capacitated to
implement the project.
“Usually when you go to the workshops, you expect to have documents, if one has to
present about SASSA, people on the floor need to have documents too. They ( Black Sash)
also need to have presentation sheets and most of the time, they don’t supply us. They
(Black Sash) say that they will send documents but they don’t arrive.”
The other respondent suggested that there should be constant mentoring and support for
organisations:
“We have four mentoring sessions in the four years and I think that if there is constant
mentoring for those organisations...because at some point when the support breaks...who
knows what happens to the NGOs.. Because of the challenges that they face, so constant
support is necessary for such organisations.”
One of the respondentadvised that monitoring be done more frequently in order to exert
pressure on government officials to serve the community better. He stated that additionally,
he would like to monitor municipal service delivery as well as schools.
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Suggestions made by one of the respondents for improvement of the CMAP included
refresher courses for the monitors, which he advised could be conducted monthly or
fortnightly. He also suggested debriefing sessions for those monitors that worked at clinics,
since they often came across “depressing situations”

Refentse Health Care Giving Programme

Figure 17: Refentse Health Care Giving Programme

Involvement in community and CMAP
Refentse Health Care Giving Programme dealt with three projects related to home based
care , support groups and education. In the Home Based Care Project, volunteers visited the
sick and monitored whether they received the required treatment and were taking the
medication as prescribed. The support group was aimed at tuberculosis (TB) and HIV/AIDS
patients. The peer education programme was aimed at young people in the community and
addressed prevention of HIV/AIDS, TB and sexually transmitted infections. The CBO
operated from their office in Stinkwater, located in Hammanskraal, Pretoria.
We interviewed two respondents at the ‘Refentse Health Care Giving Programme’– the CBO
manager and peer educator. Both respondents served as monitors in the CMAP. The CBO
manager also served as a peer educator and his duties included ensuring that the
organisation addressed the needs of the community related to health, human rights
awareness and job creation. He was also a member of the ward committee and the
chairperson of the regional committee. Some of the stakeholders on the committees
included representatives of NGOs, businesses and church committees.
The CBO manager had been involved in CMAP for almost two years and became involved
through networking. He indicated that their organisation was based in the North West before
moving to the Gauteng province. They once attended one of the Black Sash conferences in
Mafikeng and then tried to build relations with the Black Sash as they felt that it would be
beneficial for them to gain skills from an established organisation. According to the CBO
manager, the Black Sash in the Gauteng province informed their organisation of the CMAP
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and invited them to a conference, which they attended and then decided that they wanted to
participate in the project.
The CBO manager’s responsibilities in the CMAP were monitoring at SASSA pay points in
Hammanskraal (Stinkwater and Temba offices) two to three times a month. These
processes according to the respondent included going to the pay points to interview
members of the community by utilising questionnaires that were provided by Black Sash.
The questionnaires were sent back to Black Sash offices.
The CBO manager highlighted that they only monitored SASSA service points and not at
Department of Home Affairs and local clinics, as they did not receive access letters from
Black Sash for the latter sites. As a result they were denied access to monitor at these
service points. The CBO manager stated that he had no prior experience in monitoring and
advocacy.

Figure 18: Office of the Refentse Health Care Giving programme, July 2012

The peer educator became involved in the CMAP in 2011. She attended a workshop about
the CMAP where they had an opportunity to get practical exposure to monitoring. Her duties
in addition to CMAP involved disseminating information to the youth about topics such as the
causes of teenage pregnancy and prevention of HIV/AIDS. As a peer educator she visited
schools and did presentations, plays and health talks. She was involved in setting up help
desks at taverns where condoms and VCT were provided. The peer educator stated that
they have engaged rehabilitated drug addicts through gardening projects as shown in Figure
19.
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Figure 19: Gardening projects, July 2012

Significant changes
One of the respondents stated that before they started monitoring SASSA pay points there
was a backlog of files and long queues.
“When we started monitoring at SASSA, there was a backlog. There were many files that
had not been processed that we found in piles. People also slept outside the offices in order
to be served first. We then engaged with SASSA about these problems”
Subsequent to the introduction of the CMAP to the officials at the SASSA offices, a few
changes in service delivery were observed. A satellite office was created in their community
which addressed the challenge with long queues and community members also saved on
taxi fare. The officials promised the monitors that they would address the backlog of files.
Another respondent indicated that there had been a keen interest from NGOs and
government departments such as SASSA and Department of Home Affairs since the
implementation of CMAP. The departments reportedly responded when they were requested
to make presentations for NGOs. The presentations centred on the services provided by the
departments as well as the Batho-Pele principles. He indicated that these presentations
enabled CBOs involved in the CMAP to identify and establish ways to partner with the
department(s) to facilitate the dissemination of the information gained from the presentations
to communities.

CMAP - defining what is working and areas for improvement
The respondentswas asked whether they were adequately consulted regarding the
implementation of the programme. One of the respondents stated that they had been fully
involved in a sense that after the CMAP was presented to them, they suggested plans on
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how it could be implemented as a project in Hammanskraal. Those plans mainly involved
requesting Black Sash to capacitate them so they were able to monitor.
Another respondent indicated that Black Sash merely played a facilitating role in the CMAP,
so that organisations involved in the monitoring process knew where and how monitoring
needed to take place, instead of imposing specific ideas about CMAP on CBOs.
“Absolutely, I think the role of Black Sash in CMAP was merely to facilitate so that
organisations engaging in monitoring, they know where the monitoring needs to take place.
They submit the reports; deal with the problems where they need to monitor. So I would say,
the programme is democratic and bottom-up as well.”
According to the respondent, their organisation displayed “100% commitment” towards the
programme in that they did all that they could to see the programme becoming a success.
He stated that what drove them was the change that they observed in their community
relating to the improvement of services at the SASSA pay points. The respondent stated that
their organisation could engage this project ideally as he believed that it was an integral part
of their organisation to be involved in monitoring and advocacy on behalf of their community.
Hence, it was not difficult to align the CMAP to their daily functions.
The respondentwas of the opinion that the programme was unique in a sense that it was for
the first time that they had come across a project of this kind. He added that what made a
lasting impact in the community about CMAP was that government departments were kept
accountable to function well in the services that they provided.
The respondentstated that links were built within the community because people who
experienced problems with the services at SASSA knew that they could go to the Refentse
Health Care Giving Programme offices to obtain the necessary assistance. This indicates
links between the CBO and community members as a result of CMAP. The
respondentstated that information from their organisation about monitoring and advocacy
reached other neighbouring communities through representatives of CBOs from those
communities at ward meetings. He suggested that a strong relationship between CBOs
could be created by capacitating CBOs on monitoring and advocacy and encouraging CBOs
to partner in order to advocate for community or service delivery problems.
“The intention is to ensure that the monitoring organisation is also able to transfer the skills
to other members of the community (including CBOs that had not been involved in the
CMAP).”
The respondentstated that the fact that their organisation was involved in monitoring and
advocacy was an indication of capacity building since they previously did not have such
skills.
Another respondent indicated that Black Sash equipped organisations according to their
identified needs :
“For example, an organisation will say that they lack financial skills and we will provide that
capacity.”
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The respondentnoted that most people within the community were aware of the CMAP. They
have engaged with community members at the service points and explained the CMAP to
them.
The respondent suggested that a specific person within their organisation be designated to
focus solely on the implementation of the CMAP. In his view the designated person would be
able to prioritise engaging the departments around access.
One of the respondents noted that more people were required to assist with monitoring. In
her opinion, two monitors were not sufficient to ensure the smooth implementation of the
project.
A respondent expressed interest in monitoring the Department of Education , as well as the
municipality. He noted that the governing bodies at most schools were influenced by
management to do things that were not part of their roles and responsibilities. Furthermore,
he stated that schools were not functioning well because the interests of teachers, instead of
learners were prioritised.
A respondent suggested that the Department of Public Works be monitored, as she
expressed dissatisfaction with the levels of services. She noted that when she visited the
department, she had to wait for a very long time before she was served. Another respondent
suggested that the CMAP be rolled out to all governmental departments.

Composite Overview
Evaluation of Key Themes in the Black Sash Community Monitoring
and Advocacy Project (CMAP)
The respondents highlighted what was working in terms of implementation of the CMAP, as
well as what was not working as a way to improve the CMAP should it continue in future.
Strengths, areas for improvement and recommendations are discussed below within the
broad themes that emerged from the mid-term review that was conducted by C A S E with
the CMAP project managers. These themes were distilled from the mid-term review and they
were used to try and develop areas of measurement that would move beyond the
quantitative reporting of the extent and range of monitoring that had taken place. In essence
these themes shaped the qualitative case study approach that was used in the mid-term
review.
Questions- Key Themes:
1. Is CMAP “bottom-up”?
2. Has CMAP led to more advocacy and private lobbying?
3. Has CMAP inculcated a sense of volunteerism?
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4. Has CMAP built linkages and networks?
5. Has CMAP built capacity?
6. Has CMAP built effective communication strategies?

1. Is CMAP “bottom-up”
What is working?
The most salient view amongst most of the respondents was that the CMAP was “bottom
up”. Several respondents regarded it as a continuation of their work related to rights
education, monitoring and advocacy. Thus, they said, it did not require them to deviate from
the work that they were doing.
There was acknowledgement and appreciation from several respondents that the
programme managers of the CMAP created space for monitors and fieldworkers to make
input into the programme through the provincial workshops. This was supported by the
almost unanimous assertion that the provincial workshops be held more frequently. There
was an overwhelming acceptance amongst respondents that the provincial workshops were
very helpful in information sharing and ensuring that what came out from the field filtered
upwards into the overall programme. This upward sharing of information created the
potential for local issues to be elevated to higher levels of attention within government.
The findings of this evaluation confirm that it is indeed advantageous that the programme
was designed to be driven by civil society organisations. This is because several of the
organizations that participated in this final review had existing linkages and networks which
in a few cases enabled monitors to get easier access to sites, and to obtain buy-in from
various role players represented in local communities.
There was a general feeling amongst respondents that although they have been monitoring
government service delivery prior to CMAP, it was not as structured and organised as in the
CMAP i.e. interviewing beneficiaries and officials using monitoring tools (questionnaires).
Respondents mostly welcomed this structured approach to monitoring. In this way the
programme added structure to what they were already doing. This structure enabled higher
meaning, exposure and advocacy to happen.

Areas for improvement
A few respondents were of the view that the CMAP was not “bottom up” because some
aspects of its design did not consider the realities in which their organisations operated. In
this regard, the pre-selection of government departments targeted for monitoring (i.e. Health,
SASSA, Home Affairs and municipalities) was regarded by some respondents as an
imposition on organisations. This is because several organisations that participated in the
final review worked in areas that were served by mobile government services (SASSA,
Home Affairs) which made it difficult to frequently monitor these sites as these services were
available mainly once a month. Some of the respondents complained that these services
were not reliable e.g. mobile services sometimes did not ‘show up’ on the scheduled visits or
the departments often neglected to publish schedules informing communities’ of their visits
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in advance. Furthermore, the fact that monitors were not paid a stipend resulted in them
often not having resources to travel to sites that were located far away from them because
monitors and participating organisations operated within an environment characterised by
poverty and resource constraints.
As a result of mobile service delivery, lack of money to travel to sites, and lack of access to
certain sites, in a few cases, some respondents, opted for monitoring departments that did
not fall within the scope of CMAP, but were conveniently located, easily accessible or
overlapped with their programme focus areas. The departments that fell outside of the
CMAP scope but that were monitored by some respondents, included Department of Labour,
SAPS and the Post Office.
Several respondents expressed interest in monitoring other departments in addition to the
specified departments i.e. SASSA, Home Affairs, municipalities and clinics. Departments
commonly mentioned by some respondents included the Department of Housing or Human
Settlements, the SAPS and the magistrates’ courts. There were a few examples found in the
review where organisations were innovative and adapted the CMAP model in order to
circumvent challenges related to resource constraints and access to departments, and to
ensure that the process of monitoring the said entities and departments continued. This
showed initiative and leadership on the part of the respondent. For example, some
organisations, instead of monitoring at the service delivery sites, conducted “door-to-door
monitoring” i.e. interviewing household members regarding municipal service delivery, and
simultaneously enquiring about services received from SASSA and Home Affairs. Two
organisations, instead of visiting service delivery sites, interviewed clients who had
approached their offices for paralegal advice using the CMAP questionnaires regarding
assistance they had received from the relevant departments. In this regard, the respondents
regarded the CMAP as flexible in accommodating the realities of their organisations.
Given the challenge of resource constraints, perhaps the Black Sash and SCAT could
consider giving CBOs more scope to identify the departments that they would want to
monitor. This being said, it is important that a level of commonality in terms of departments
to be monitored be maintained to enable comparisons of the quality of service delivery
across provinces during analysis of monitoring information.

2. Has CMAP led to more advocacy and private lobbying?
What is working?
If CMAP is built on the premise that the mere act of monitoring in itself could be considered
advocacy, it could be argued that several of the organisations interviewed have been
actively involved in advocacy even prior to the CMAP. As noted earlier, however,
organisations did not take as structured an approach to monitoring as in the CMAP. As a
result, during interviewing, it became apparent that where organisations have initiated
monitoring and advocacy initiatives prior to, or in conjunction with the CMAP, it was not
always easy for respondents to isolate the changes that were brought about by the CMAP.
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Nevertheless, what emerged as a recurring theme was that the CMAP resulted in community
members becoming more assertive in voicing their grievances to government officials either
on their own, or through a CMAP monitor. This was because communities were informed by
monitors of their rights and mechanisms for complaints and redress while they were
interviewed by monitors. Some of the respondents described the collection of data as an
educational process that engaged and capacitated communities with confidence that led to
an increase in advocacy and lobbying. The fact that community members were more
informed and assertive about their rights through the CMAP is a positive finding because
they now have the potential to sustain the positive impact on service delivery beyond the
CMAP by continuing to hold officials accountable, even in the absence of monitors.
Another recurring theme was that there were noticeable improvements in service delivery as
monitors, through their presence at the sites, were holding government officials accountable
to the Batho Pele principles. There were several examples cited by respondents where
monitors, due to their daily experience in advocating for the rights of communities, actively
engaged and collaborated with several role players including government, Black Sash and
SCAT in an attempt to find solutions to the service related problems that were identified
through the process of monitoring.
In some of the cases, although limited, monitors and implementing CBOs advocacy efforts
targeted national and provincial spheres of government. These included discussions with the
Chief Executive Officer of SASSA, the Public Protector and the provincial Department of
Education. In earlier years, i.e. prior to respondents’ participation in CMAP, many engaged in
advocacy efforts that targeted national, provincial and local spheres of government, involved
multiple stakeholders (government, Section 9 institutions, civil society, political parties, and
the media) and that were characterized by protest action. There was limited reference
amongst respondents of their or communities utilising protest action or the media to
advocate for change during the implementation of the CMAP. The majority of local advocacy
initiatives embarked on by monitors and implementing CBOs during the implementation of
the CMAP were aimed at district or local spheres of government, especially local
government. The nature of local advocacy involved mainly engagement with government
departments through collaborations to address service delivery challenges, as well as
meetings or discussions and written correspondence. A few respondents emphasised the
need for CMAP to play a stronger role in keeping government accountable to act on
monitoring information and a respondent from the Eastern Cape noted that effective
advocacy requires sufficient resources and capacity.
For a few organisations, monitoring led to an increase in their case load which often meant
collaborating with stakeholders to assist people. The effort made by organisations to address
community problems as they emerged through the process of monitoring could be regarded
as a form of advocacy.

3. Has CMAP inculcated a sense of volunteerism?
What is working?

124

CASE

CMAP EVALUATION REVISED REPORT 05/10/12

Based on the findings from the 20 case studies, there was an indication that the most of the
respondents are committed to the work that they do since they have been actively involved
in serving their communities, often on a voluntary basis, prior to joining the CMAP. Many
respondents acknowledged that the CMAP is a volunteer programme.
Most of the respondents generally wanted to go beyond what was expected of them in the
CMAP as evident from the fact that several wanted to extend monitoring to other
geographical areas but could not due to resource constraints. In addition, the CMAP has
ignited in some of the organizations visited an interest to monitor ‘new’ government
departments i.e. that did not fall within the scope of the CMAP.
Some of the respondents noted that monitors, due to the multiple roles which they fulfill
within their communities, went beyond monitoring because community members approach
them as individuals and their organisations for assistance on social issues. As a result, at
service delivery sites, monitors often served as mediators between government officials and
service beneficiaries assisting with clarifying queries, doing follow up on behalf of
communities, and taking up cases. A couple of government officials, at sites where the
CMAP was positively received, were pleased with the monitors’ presence at the sites, and
regarded them as an extra “pair of eyes” to ensure that service delivery occurred
accordingly. In two provinces, the Departments of Health and SASSA respectively requested
that more monitors be appointed to be deployed to all their service delivery sites in order to
obtain a ‘representative’ picture of service delivery. Although several organizations visited
were willing to continue monitoring, they were concerned that monitoring might not be
expanded and sustained due to resource constraints.

Areas for improvement
Despite respondents’ passion for community work, there was a general sense of
unhappiness that monitors were not paid stipends to cover expenses to travel to the service
delivery sites, and to purchase lunch meals. The general feeling amongst respondents was
that monitors were from poor communities, and that the participating CBOs operated with
minimal resources. According to the EU grant application form the main precondition for the
project is “…an enabling environment that included financial and human resources”. The
findings suggest that the lack of financial resources in several cases prevented monitors
from fulfilling their duties optimally, which negatively affected morale.
The question remains whether despite these challenges the CMAP inculcated a sense of
volunteerism and a commitment to participatory democracy amongst the CBOs visited and
the local communities whom they served. Monitors and staff linked to the participating CBOs
that participated in this review, as noted earlier, were in many cases serving at the
organisations on a voluntary basis prior to introduction of the CMAP. However, because the
CMAP model involved a more formalised approach to monitoring, it did require organisations
to adhere to certain administrative responsibilities i.e. completing and posting questionnaires
using the stamped envelopes provided by the Black Sash as stated in the MoU. Although
Black Sash, as it was their responsibility, carried the costs related to postage, a few
organisations reported that they had to bear these costs. Furthermore, some respondents
noted that their organisations, when running out of questionnaires were unable to make new
copies because they did not have the resources required. Other organizations visited that
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were better resourced were able to make additional copies of questionnaires. A number of
respondents complained that they often requested blank questionnaires from the Black Sash
but had not received them. This was de-motivating and prevented monitoring from taking
place.
Respondents frequently alluded to the fact that the lack of stipends for monitors negatively
affected volunteerism and commitment to the CMAP. Some respondents were reluctant to
recruit new people as monitors although this was their responsibility as monitoring partners.
They argued that people in poor communities tended to prioritise paid employment
opportunities, and would not be eager to be involved in the project without being paid a
stipend. In this regard, some respondents suggested that the Black Sash and SCAT paid
stipends either directly or indirectly (i.e. via organisations) to monitors to cover expenses
related to traveling and lunch meals. There was also a request from some respondents for
organisations to be reimbursed for administrative costs that were incurred as a result of the
CMAP.

4. Has CMAP built linkages and networks?
What is working?
The fact that the CMAP is not politically aligned was considered by a few respondents as a
good foundation on which to build and strengthen relationships amongst role players.
Furthermore, the fact that CMAP was driven by CBOs was reinforced as an advantage
because the majority of these organizations visited, due to the nature of their work, had
existing relationships with role players, including CBOs and government. Although, there
were a few cases where respondents referred to animosity between monitors and ward
committees and local government authorities; this was often attributed to a view that the
latter stakeholders felt threatened by the CMAP. In the few cases where sharing of
monitoring information occurred amongst role players at community level as reported by
some respondents, monitors gained credibility because they were speaking from an
informed perspective as they had statistics to substantiate their arguments. The provincial
CMAP workshops served as an important platform that promoted sharing, learning and
strengthening of networks amongst monitors, but more so, CBOs. In some instances, where
organisations were grouped, mentoring visits also offered opportunities for peer exchange.
Relationships between CBOs and government departments were collaborative and positive
in those cases where the CMAP was sufficiently introduced to the national, provincial and
local departments.

Areas for improvement
The findings show that relationships between local stakeholders, including monitors, CBOs
and government, have been strengthened during the process of collaboration to address
service delivery challenges that were identified during monitoring.
There was very limited interaction between monitors who participated in this study and
higher spheres of government because the Black Sash mainly provided feedback and
reporting of monitoring findings or reports to provincial departments. Although there were
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some cases where monitors discussed and shared the monitoring reports with stakeholders
at local level, these cases were not the norm. Several respondents, including government
officials, noted that they did not receive the final monitoring reports from Black Sash at all, or
on a regular basis which prevented them from communicating the findings to stakeholders.
This opportunity for stakeholders to engage with the monitoring information has the potential
to improve working relationships. Timely and frequent return of monitoring reports to all
partners were important as both the project and monitoring partners were obliged, in terms
of the MoU, to use the monitoring information for purposes of advocacy.
There were low levels of awareness of the CMAP and its objectives amongst government
officials who were interviewed, especially at the local levels. This was despite the fact that
the Black Sash introduced the CMAP to the provincial and national departments, and
obtained access letters permitting monitoring. There were reports, however minimal
compared to other departments, of denial of access to SASSA sites. Due to lack of
awareness of the CMAP amongst local officials interviewed, the monitors were often denied
access to sites. In many cases at clinics, for example, monitoring is done outside the clinics
after beneficiaries have been assisted. The exclusion of interviews with officials modifies the
CMAP model as the approach involves interviews with both officials and beneficiaries. There
is evidence in the project managers’ reporting to donors that the project partners sufficiently
consulted various role players to inform them of the CMAP. Despite of these efforts, some
respondents suggested that community members did not identify with the concept of CMAP
but rather with individual monitors which they advised necessitated a campaign to make
government officials and community members aware of the CMAP.
In several cases, there seemed to have been an insufficient flow of information from the
national and provincial spheres of government, to which the CMAP had been introduced by
project partners, to the local levels where the programme was being implemented. There
was a question raised especially by some of the respondents regarding where responsibility
was located to negotiate access for monitoring with national and provincial departments. The
general view was that this responsibility should rest with the Black Sash and SCAT as
project managers, and this view was in alignment with the MoU.
Community members, as reported by some respondents, were generally familiar with the
monitors as individuals who were known figures in the community, however they were not
knowledgeable about the concept of the CMAP. As noted previously, community members
became more aware of their rights and were educated through the interviews conducted by
monitors. As a result, there were a few views that community members were thus, due to
improved awareness, more likely to follow the departments’ designated channels for
complaints handling and redress.

5. Has CMAP built capacity?
What is working?
Respondents often noted that the provincial workshops were effective because it served as
platform for project partners’ and managers’ to consult with monitors to obtain their ideas
and input. It was also considered useful since it provided monitors with useful information
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regarding service delivery legislative frameworks. In addition, it provided monitors the
opportunity to share their various monitoring experiences.
The provincial workshops offered capacity building to monitors, the implementing
organizations that they were linked to as well as the communities in which they worked. The
monitors interviewed noted that they often transferred knowledge and skills acquired to other
staff members in their respective organizations, other CBOs not necessarily participating in
the CMAP as well as community members during the process of monitoring. This suggests
that not only was individual monitors capacitated, but also implementing CBOs and
communities at large.
Several monitors and implementing CBOs visited noted that they did not have experience in
monitoring prior to joining the CMAP. In this regard, they have acquired the skill to conduct
monitoring and to take a structured approach to it. A number of monitors interviewed
admitted that they were more confident to confront government officials subsequent to the
CMAP training workshops and mentoring visits. Some of the monitors noted that their
organisations benefitted from the training on advocacy and lobbying.
In addition, most monitors interviewed said they have gained new information through the
provincial workshops and some examples cited related to legislation e.g. the Promotion of
Administrative Justice Act (PAJA) and policies and legislation related to local government.
Some of the specific skills that monitors said they acquired through the provincial workshops
and mentoring visits included donor proposal writing, financial management, conflict
resolution and communication.

Areas for improvement
Several monitors called for the continuation of provincial workshops and mentoring visits,
and that these be held more frequently. This request created a tension with one of the aims
of the CMAP which was for CBOs to become self-reliant. There was a concern regarding
retention of skills transferred through the CMAP once monitors have left an organisation.
There were some cases where monitors had left, and no one else in the organization was
able to continue with the CMAP.
A few respondents expressed concern that their organizations did not have the capacity to
analyse monitoring information as this was the responsibility of the Black Sash. This is a
possible skills gap that the programme managers could consider addressing amongst
implementing partners.
Some of the respondents were also concerned about the literacy levels of some of the
monitors as they noted that some were not able to adequately understand English because it
is not their first language. The project partners when developing workshop and mentoring
content should consider this to adapt training content to participants’ level of understanding.

6. Has CMAP built effective communication strategies?
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What is working?
The provincial workshops and the mentoring visits were reported as the most effective tools
for communication between project and monitoring partners. The workshops, as noted
earlier, presented the opportunity for monitors and fieldworkers to discuss challenges and
experiences related to the implementation of the CMAP. In addition, project partners were
also encouraged to provide input during these workshops. Some of the respondents noted,
due to the fact that they were unable to travel to other participating CBOs due to resource
constraints, the workshops presented the opportunity to network and share ideas. The
mentoring visits in a similar way provided opportunity for monitors and their associated
organizations to interact with the appointed fieldworker regarding their challenges. One of
the roles of the fieldworker was to assist participating CBOs and monitors in addressing their
identified challenges through training workshops or consultations with the project managers.

Areas for improvement
Project partners’ reports to donors demonstrate that effort has been made to introduce the
CMAP to national as well as provincial spheres of government. However, several
respondents were denied access to some of the sites identified for monitoring. For example,
most of the respondents were unable to monitor inside of the clinics which they noted was
due to the fact that officials denied them access. At some of the SASSA sites, although
limited compared to clinics or Home Affairs, some of the respondents were denied access
when access letters demonstrating authority to monitor expired or were continually asked to
furnish new access letters in cases where new officials joined service delivery sites. In
Graafwater in the Western Cape SASSA officials told the researcher that they were
prohibited by their superiors to grant interviews to third parties and insisted that they were
not informed of the CMAP. The CMAP participant in Graafwater contested this view as he
noted that the SASSA district manager was informed of the CMAP. In addition, at the same
site, the Home Affairs officials noted that they were not informed of the CMAP. This is
despite of the fact that the CMAP participant in Graafwater reported that their managers
were informed and granted approval for monitoring.
These examples suggest need for an effective communication strategy to make government
at the local sites where the CMAP is being implemented, aware of the project and its
objectives. There is evidence that the CMAP had been communicated by the Black Sash to
the national and provincial departments of SASSA, national Department of Home Affairs,
Cogta and Health. The findings suggest that approval obtained from national and provincial
government for the CMAP was not sufficiently communicated by those spheres to the local
sites where the CMAP was being implemented.
With regards to communication amongst programme managers and the implementing
organisations, a few respondents complained that the Black Sash was not always
responsive to their requests. They cited the example where they would request blank
questionnaires from the Black Sash, but would not receive any feedback regarding their
request. Some respondents suggested that the communication barriers could have resulted
from organizational changes within the Black Sash, including the change in CMAP
coordinator. In addition, there were a few cases where there was no indication of
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communication from the participating CBOs visited by the Black Sash and SCAT to inform
them of resignations of staff who were responsible for the CMAP. In these cases there was
no proper hand-over and thus often no continuity in terms of the monitoring activities.
There were concerns around communication of the CMAP findings. Some respondents
noted that they did not frequently receive the final monitoring reports from the Black Sash,
and were thus not able to share the information with their partners at local level. There was
also a concern amongst some respondents regarding the use of monitoring reports
subsequent to submission to the Black Sash. They were questioning whether the
government departments were held accountable by the CMAP project managers to respond
to service delivery challenges highlighted in monitoring reports.
Although some organizations visited are well-capacitated to advocate around the issues
found in the reports especially at the local level, there was concern amongst some
respondents that higher level advocacy initiatives required resources and capacity that most
organizations interviewed did not possess.
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