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1. Background and Context 

The COVID-19 related lockdown, while necessary to curb transmissions of the coronavirus, has 
caused job losses, deepened inequality, increased the risk of food insecurity to many communities 
and heightened exposure to violence. Over eighteen months since the outbreak of COVID-19 in South 
Africa, the virus has shown the fault lines in our society. We have seen, among other things, the 
urgent need for a capable state with functioning state-owned entities to address poverty, inequality 
and the unemployment crisis. This, in the age of the coronavirus, requires interventions aimed at 
adequate public health, comprehensive social protection programs, dignified and decent work, as well 
as access to food, water, sanitation systems and housing. 

The Black Sash COVID-19 SRD Grant Project is a three-part project aimed at monitoring and 
addressing the government’s response to comprehensive social protection (specifically, social 
assistance) to those most affected by the economic hardships of the virus. 

In April 2020, the South African government introduced emergency economic and social relief 
measures to alleviate the impact of the COVID-19 pandemic and the resulting nationwide lockdown 
on individuals and households. This included at R500 top-up of R500 for the Child Support Grant in 
May 2020. People who received Child Support Grants on behalf of children were given a fixed amount 
of R500 per month between June and October 2020 – the Caregiver grant. All other grants received 
a R250 top-up for a period of six months starting in May 2020. One intervention, which was extended 
for a further six months and forms the basis of Phase 3 of the Black Sash’s monitoring, is the COVID-
19 Social Relief of Distress Grant.  

2. COVID-19 Social Relief of Distress Grant 

The rollout of a temporary COVID-19 SRD grant, a R350 monthly payment to those who have no 
income and do not benefit from other social assistance programs, or the Temporary Employer-
Employee Relief Scheme (TERS), was a significant new intervention by the government to ensure 
food and income security to those in need. 

The objective of the Black Sash in Phase 3 is to build on the work of the previous phases, to continue 
to monitor the roll-out of the grant by the South African Social Security Agency (SASSA), and to 
ensure that as many eligible persons as possible apply for, and benefit from, the COVID-19 SRD 
grant – particularly those without Information Communication Technology (ICT) access. 

National Target Group for the Grant: approximately 15 million people since May 2020. 

3. Project Description 

Overall Project Goals: 

●  Education at local level, media (local radio stations and social media), flyers; 

●  Monitoring the application, appeal and recourse processes; 



 

●  Producing reports, with recommendations, for submission to the South African Social Security 
Agency (SASSA) and the Department of Social Development (DSD). 

 

The goals of Phase 3 have been to: 

● monitor the implementation of the grant and to submit data on a weekly basis via the online 
system; 

● provide support for appeals and recourse processes in cases of inappropriate rejections, 
fraud, no responses from SASSA, and non-payments; 

● develop case studies about specific issues or situations that can be used for advocacy 
purposes; 

● follow-up on and track applications where requested; 
● support applicants with the recourse process using tracking numbers; 
● support the BIS #18to59 campaign (Basic Income Support aimed at persons 18-59 years old). 

Phase 3 of the project ran from April to June with 12 community-based monitoring partners and two 
partner organisations who were specifically tasked with writing case studies about the experiences of 
refugees and asylum seekers.1 

 

4. Community Partners  
 

The following Community Partners submitted regular reports and case studies: 

- KZNRO Refugee Social Services Mid April–Mid July 

- National  Scalabrini Centre (CPT) Mid April–Mid June  

1 ECRO Engcobo Community Legal Advice Office Mid April–Mid July 

2 ECRO Tshatshu Advice Centre Mid April–Mid July 

3 ECRO Middelburg Development and Advice Office Mid April–Mid July 

4 GRO Mamadi Advice Office Mid April–Mid June  

5 GRO Dirang Ka Kagiso 2 (CHBC) Mid April–Mid June  

6 GRO Katekani Community Project Mid April–Mid June  

7 KZNRO Zenzeleni Project Mid April–Mid July 

8 KZNRO Vianney CYCC Mid April–Mid July 

 
1 All the monitoring partners have human rights monitoring status from the South African Human Rights Commission (SAHRC) and 
the requisite permission [1] to assist community members either in their homes or in small groups. All monitors have been provided 
with the necessary PPE to prevent transmission of COVID-19. 



 

9 KZNRO 
KwaMakhutha Community Resource 
Centre 

Mid April–Mid July 

10 WCRO Merweville Advice and Development Office Mid April–Mid June  

11 WCRO Nelspoort Advice and Development Office Mid April–Mid June  

12 WCRO Riversdale Advice and Development Centre Mid April–Mid June  

13 KZNRO Refugee Social Services Mid April–Mid July 

 

Monitors who engaged in community-based monitoring received online training on the COVID-19 
SRD Grant and SASSA. Changes to the application process and criteria have been shared with 
monitors using infographics. Regular updates are provided to the provincial coordinators and monitors 
at weekly project meetings and on WhatsApp groups. 

All community partners received training on the Basic Income Support campaign and the collection 
of signatures petitioning the government to introduce income support for the 19 to 59 age group. This 
training session was conducted on WhatsApp. Infographics have been shared on social media. 

During the monitoring period, 152 monitor observation forms were completed. These forms required 
community-based paralegals and volunteers to observe SRD payments in their communities and 
answer a series of questions about the challenges people are facing. The project also interviewed 
277 beneficiaries and applicants. Questionnaires asked them to share their experience of the COVID 
Grant application and appeals process, as well as time periods for applications, appeals, payouts and 
general communication from SASSA. In addition, Scalabrini and the Refugee Social Services 
partnered with the Black Sash to conduct 37 case studies on the experiences of refugees, asylum 
seekers and special permit holders who tried to apply for the SRD Grant. These case studies were 
instrumental in highlighting the plight non-South Africans face against bureaucratic structures in South 
Africa.  

 

 

 

 

  



 

5. Project Findings 
 

“[I am] not able to go around looking for small jobs, as it has been my life sentence. I could not find 
decent jobs or any formal work. It has been difficult for me.” 

 
The positive impact of the grant cannot be over-stated. The overwhelming majority of people (71%) 
said that they used to grant for food. High on the list of things for which people used the money 
were electricity or power, toiletries and applying for a job. It is clear that the R350 was an insufficient 
amount to meet people's basic needs but, for many, it was their only source of support during the 
lockdown. Half of the beneficiaries interviewed only had the money from the SRD Grant to support 
themselves. The other half received some or other additional support through government food 
parcels or other charitable organisations. This is alarming when considering that the grant is well 
below the food poverty line of R585 and indicates that, had it not been for the grant, many people 
would have starved during the lockdown. 
 

 
 
Despite the grant’s positive impact, there are number of issues with the way in which it was 
administered. These issues are detailed in the following chapters. 
 

5.1 Extended Waiting Period After Application 
 
As has been the trend in a previous report published by the Black Sash,2 people continue to have to 
wait for a response from SASSA, having had very little communication from the agency. In numerous 
public statements, SASSA and the Department of Social Development have claimed that one of the 
reasons for the delays has been the unexpected announcement by the President of the extension of 
the SRD Grant for a further three months. This, however, cannot be incorrect, given that the delays, 
to a large extent, include people who have applied for the grant long before the February 2021 
extension. The length of time people have waited for the grant has exceeded the three month 
extension of the grant. This means that, in the period SASSA was no longer accepting new 
applications for the SRD grant, some beneficiaries were still awaiting for approval and payment from 
the previous grant cycle. Many beneficiaries had been waiting well over six months for their approved 
payment.  
 

 
2 The Black Sash previously conducted a qualitative study in all nine provinces which sought to understand how the COVID-19 SRD 
Grant was distributed and how people experienced its distribution. The hope of these consolidated learnings is to inform the 
development and implementation of Basic Income Support in the near future. 



 

The table below shows the period of time applicants waited for a response and payment from SASSA: 

 
 

5.2 Outdated National Lists 
 
We have seen an array of reasons why people have had their application rejected. Some of these 
responses are concerning, as they mention outdated SARS databases. The Black Sash has already 
raised this issue with SASSA and DSD, both publicly and in quarterly engagements. Statements on 
the impact of late payments on beneficiaries can be found here. 
 
One recurring reason why someone has been rejected is that they have an IRP5 certificate, or that 
they are listed as a taxpayer. This discrepancy in the taxpayer database continues to exist despite 
Black Sash’s calls for this to be addressed. Applicants continue to be rejected for reasons that relate 
primarily to outdated (or simply wrong) government databases that wrongfully claim applicants are 
being subsidised or assisted by the government in other ways. These databases include SARS, UIF, 
TERS and NSFAS databases. This continues to be a great barrier for many people trying to obtain 
the grant. Below are some of the responses from monitors about the outdated reference lists SASSA 
used to verify applicant’s income:  
 
 

 
 
 
 
 



 

5.3 Home Affairs 
 
Other issues, such as the continued limited capacity of Home Affairs, remain a problem. We see this 
especially for those awaiting asylum seeker or other foreign permits. While there were not many 
issues related to Home Affairs highlighted by beneficiaries, monitors reported several issues for those 
without a South African Identity Document; almost two-thirds were not assisted by SASSA. This is 
illustrated in the pie chart below. This demonstrates SASSA’s inability, be it in good faith or not, to 
adapt its systems to anomalies. This is especially egregious when we take into account that, for the 
majority of the now over 500 days of lockdown, Home Affairs has not operated at full capacity. 
Obtaining a new ID is especially onerous on the poor. This is seen in case studies from asylum 
seekers, who were repeatedly told they cannot be helped without a 13-digit Identity Number. This, 
despite litigation and directives from the Department of Social Development stating that qualifying 
asylum seekers ought to receive the SRD Grant.  

 
 
One concerning quote from a beneficiary is worth noting: 
 

It was a difficult time for me, as I was wait[ing] for my ID almost 14 months and, while waiting, 
I also lot my birth certificate. Therefore, I couldn't access my grant, and I couldn't rewrite my 
metric nor apply for a job. 
 

5.4 South African Post Office 
 
A continuous, worrisome problem has been the South African Post Office (SAPO). Several issues 
with SAPO have been reported. They include the following: 

1. Several beneficiaries have reported going to collect their grant at the SAPO only to find that 
the system is off-line, not working for some reason, short staffed or, most alarming, SAPO had 
insufficient cash to pay the grant.  

2. From both from monitor observations and beneficiary questionnaires, we have seen that 
queuing for hours has become a huge part of grant collecting. SASSA’s insistence that this 
entire SRD Grant process be online and that beneficiaries are unable to collect from SASSA 
offices has possibly meant that SAPO was not correctly capacitated to handle the volume of 
beneficiaries.  

3. SASSA not handing out grants has given beneficiaries few options to collect their grant. 
 



 

The charts below demonstrate the extent of the problem beneficiaries and monitors have 
encountered, demonstrating the role SAPO has played in making the beneficiaries’ experience a 
difficult one. 
 
Questions asked to beneficiaries: 
 

 
 

 
 
Observations from monitors: 
 

 



 

 
 
Both the questionnaires to beneficiaries and the observations made by monitors demonstrate the 
fundamental role that SAPO offices play in realising the grant beneficiaries’ right to be treated with 
dignity and to access their much-needed grant with as few obstacles as possible.    
 

5.5 Communication from SASSA to Beneficiaries 
 
Communication from SASSA to grant applicants and beneficiaries remains a key challenge. Many 
beneficiaries have not been told that their money is in their account and have been surprised at SAPO 
that the money is, in fact, not there. Some beneficiaries experienced the opposite: there had been no 
communication and, when going to SAPO to inquire in person, found that there was money in their 
account.  For many, they have been awaiting communication with no response from the department. 
The SRD appeals email provides no response or acknowledgement of receipt.  

The snapshot below demonstrates that almost 10% of applicants received no communication from 
SASSA about the status of their application. Over a third needed to try to contact SASSA to find out 
about their status. Almost half received no communication that payment had, in fact, been made by 
SASSA. 

The second chart below is particularly telling. When beneficiaries were asked if they needed to make 
any follow up calls to SASSA or to visit the Post Office to find out about the status of their application, 
five of the beneficiaries responded that they had their status checked by their community advice 
centre,3 44% responded that they needed to do a follow up and 52% of beneficiaries said they did not 
need to. 

 
3 Thandeka is a reference to a Community Based Paralegal. Many beneficiaries were left in the dark about the entire process and 
relied on help and information from Community Advice Offices in their area. 



 

 

 

The charts above demonstrate the extent of the lack of communication. The first chart shows that 
22% of beneficiaries received no communications from SASSA at all, while the third chart shows that 
the majority of beneficiaries (52%) received no notification as to when their grant was to be paid. The 
ability to properly communicate with applicants and beneficiaries speaks to the capacity of both 
SASSA and the SAPO, but it is also an issue of dignity and respect. 

 

5.6 Inconsistency in Timeframes 
 

Other issues are inconsistencies and delays with payments as well as the large number of ‘pending’ 
applications. SASSA has not provided timeframes for the appeals process. It is important to get 
commitment from SASSA that the cases which are still ‘pending’ do get attention and are honoured 
even after the period for this grant ends. The chart below shows that over 7% of beneficiaries received 
the grant once and never again. 43% received it inconsistently and only 24% have received it every 
month since April/May 2020. 

 
 

 



 

5.7  Long Delays  

 

This grant was made to meet people's immediate needs, but there were often unnecessary delays to 
getting people their money. We know that, in addition to cash shortages and onerous application 
procedures, there were also delays to communicating approval and approving the application itself. 
The chart below shows the amount of time beneficiary applicants had to wait until they heard that 
their application was successful, with some waiting in excess of six months. Just over 25% of 
beneficiaries we interviewed waited less than a month to have their application approved. These 
beneficiaries who qualified did receive back pay when applicable, but it should be alarming that it took 
this long, given the dire straits people were in. 

 

5.8 Declined Applications 
 
The table below indicates the three primary reasons applications are declined: receiving another 
grant, ID related issues or other sources of income. The Black Sash has previously highlighted that 
the gross exclusion of beneficiaries can be attributed to challenges with the online and administrative 
processes, such as applications being verified on a monthly basis against outdated databases, delays 
and glitches with payments and corruption within government departments. In October 2020, the 
Black Sash asked the government to make these outdated databases an urgent priority in order to 
improve these emergency measures. The chart below, however, shows that SARS databases and 
other outdated databases such as UIF continue to be the reason that applications are rejected.  

 



 

5.9 Non-Compliance with SASSA-SAPO SLA  

 

As reported under Phase 1 and 2, the challenges of non-compliance with the SAPO/SASSA Service 
Level Agreement, especially from the side of the Post Office, persists. This is a systemic issue that 
has been raised year after year when looking at the Service Level Agreement and has been 
exacerbated by COVID-19. SAPO's difficulty in paying social grants is a national problem. The crisis 
at SAPO with respect to SRD payments is especially urgent when we consider that the majority of 
beneficiaries are receiving their SRD grant at SAPO.4 There were several concerns about SAPO, 
including the issue of bribery and corruption. Over 13% of beneficiaries were asked to pay a bribe, 
and eight beneficiaries admitted to paying a bribe in order to access their R350 Grant. 

 

Beneficiary accounts of their experience with SAPO are important to take into account. The following 
are stark examples of the treatment beneficiaries received from the SAPO: 

● “No. SAPO does not tell us when [they’re] off-line. We wait for long.” 
● “Nobody care[s] about us from the Post Office staff including SASSA .” 
● “Not at all. They[‘re] not that kind at the Post Office.” 
● “No, because I was asked to pay [a] bribe to skip the line, and other people who agreed to 

pay the bribe skipped the line, even though they came late.” 

This story from a beneficiary is especially important: 

The only problem I encountered is the fact that I had to wait in a long qu[eu]e outside in the 
hot sun and then, when you get inside the Post Office, you also have to wait to be helped 
because the Post Office Staff are having conversations with each other first before helping 
the clients. They are also offline a lot of times. I also noticed that some beneficiaries pay 
R50 to receive the[ir] grant quicker, so they must give the ID document to the staff members 
and they will be helped first. 

  

 
4 69% of beneficiaries interviewed received their grant from the SAPO. 



 

6. Case Studies: the experience of asylum seekers, refugees and 
those with special permits  

 
The Grant has been a lifeline for many, especially for vulnerable groups who are often vicariously 
unemployed, such as refugees, asylum seekers and those with special permits. 
 

6.1 The LGBTI community 
 
While the Black Sash has often looked at the impact the grant has had on women, it has been 
important to realise that the SRD Grant has also been a lifeline for those in the LGBTI community. 
One important account from a Scalabrini interviewee shows us this: 
 

He has not had any permanent employment in South Africa. He is an LGBTQI+ individual, 
originally from Somalia. He was not permitted to complete school in Somalia, and so has no 
formal education. This has impacted his job opportunities in SA. In addition, upon arriving in 
SA, he was attacked by members of the Somali community as they do not accept his sexuality. 
Thus, he was unable to rely on his country of origin community for any type of support. He has 
thus relied on welfare funds from NPOs, such as the Scalabrini Centre, Adonis Musati Project, 
and the Fruit Basket, as well as part time cleaning work in order to make ends meet. When 
the lockdown happened, he did not know how he was going to survive because he would not 
be able to even get a small amount of employment. The welfare from NPOs helped him, and 
when the grant eventually came through, this was a great relief to him as he could then pay 
some bills that had added up, like his rental amount. 

 
Case studies indicate that there is a lack of communication or congruency between SASSA and SAPO 
with respect to how asylum seekers and refugees’ COVID SRD Grants are processed. This has 
resulted in beneficiaries being sent from pillar to post in order to obtain their grant.  
 
Below are important stories collected by Scalabrini about this: 
 

One such person is Arnold, who has a special Angolan permit and applied online for the grant 
in August 2020 after hearing about the grant from resource centre, Scalabrini. Six months 
later, in January 2021, he received further communication from SASSA instructing him to take 
his passport to the nearest post office to collect his SRD grant. To his surprise, he received 
backdated payment to the value of R1800 and was told that he could not get more that day 
but could come the following day. The next day he went and he was given R350; then the 
following month R350 (Feb) and the month after R350 (March). In April, for the final month of 
the SRD grant, he was told there was no money for him. He has been repeatedly told this in 
subsequent months. For Arnold, the grant was incredibly useful. He was able to get himself a 
small room to rent so that he and his girlfriend and baby could stay somewhere. They were 
also able to buy some food. Unfortunately, since then they have had to leave and [he] is now 
living in an abandoned car. 
 

Below is another harrowing story of a beneficiary receiving the run around from SAPO: 

He received an SMS saying that his application for a SASSA SRD grant had been successful. 
That message said he must take his asylum document and the SMS to his local post office.  



 

When he went to his local post office – the one at Jabulani Mall in Soweto – the post office 
staff said that they could not find his file number on the system. He tried again over the next 
few months on four different occasions. But it was the same each time he went – they could 
not assist him because of his asylum document.  

He then tried in Tshwane at a post office there, and was told a similar thing by the staff. They 
suggested that he go to the main post office in Pretoria. 

 
In the Western Cape, we have a number of case studies of asylum seekers who were not assisted 
because the SAPO office is unaware of how to process their successful application. Asylum seekers 
have shared with each other preferred branches where they know that perhaps a staff member there 
would know the process for asylum seekers. A case study of this is below: 
 

In late January 2021, he received notification [that] his application for the SRD grant had been 
approved. The notification was by SMS and instructed him to take his asylum document to his 
nearest Post Office. He went to Goodwood Post Office in order to collect his grant money. 
However, he met with difficulties.  
 
The lady at the Goodwood Post Office indicated that she couldn’t help because there was a 
problem with “CTR numbers” (asylum seeker permit numbers) as they were not in the Post 
Office system. She indicated that the system is only configured for IDs and passports, not for 
asylum documents. 
 
He then went home and contacted Scalabrini Centre (SCCT). He heard back from SCCT to 
say that SASSA had now sent information to the various Post Offices, and so the issue ought 
to have been sorted out, and so he could try again. He then went and tried again at Goodwood 
Post Office. However, they said the same as before. He then decided to try a different Post 
Office, one that might be more familiar with the asylum seeker community. So he went to 
Parow Post Office. The Post Office staff member there was aware of asylum documents. He 
said he needs a copy of the document, and so took a copy from the grant applicant. He was 
then instructed to come back to the Post Office later that same day as the asylum seeker 
document “needs verification.”  
 
The grant applicant returned to the Parow Post Office the following day, and was told that 
verification had happened and he would get a R2400 pay-out. He was given a piece of paper 
which he had to sign, and then was paid out the money in cash at the post office.  
 
He has heard generally that pay outs, and ease of getting one’s pay out, that it depends on 
the staff working at the post office and whether they’re familiar with asylum documents. 
 
 

6.2 Xenophobia at SAPO 
 
There has also been a number of incidents of beneficiaries being discriminated against based on their 
citizenship. As one beneficiary succinctly put it: 
 

If you hold an ID in your hand they serve you, but if you have a passport you have to wait. 
 



 

One stark story from a Scalabrini case study is this one: 
 

[He] has been in South Africa for 21 years. He has a refugee certificate and a refugee ID. He 
works washing cars. His refugee document was only renewed for 6 months at a time by DHA, 
when it should be renewed for four years. So, this meant he couldn’t apply for a refugee ID. 
This meant that he could not apply for a SASSA grant as a refugee.  
 
He heard about the SRD grant, and so he applied. But it was difficult without the 13-digit ID.  
[He] went to the Post Office this year to collect his grant after he had received the SMS saying 
that he could collect his grant. This was in February or March. He tried Muizenberg and they 
refused. Then went to Plumstead, and they said they don’t accept any documents except 
passport and citizen ID. Then Kenilworth Centre, there they said they could help him but they 
said they don’t have money so he must go elsewhere. He went to Claremont and he was told 
to wait and come back the next day. He went back, and they said “you foreigners are not 
supposed to get this money, but I will give it to you today.” He was given R350. [He] can’t 
remember the exact month as he doesn’t have receipts on him now. 
 
The following time, he tried Kenilworth Main Road, and he was assisted. He showed the 
paperwork and the directions from the Minister of DHA, which he had received from staff at 
Scalabrini Centre. He was then given R350. 
 
The following time he went to Kenilworth, he was told that people came to rob that office and 
so he couldn’t get money there. He then tried Observatory, and he was told foreigners should 
not get this money. He went the next month to Main Road Kenilworth, but it was still closed. 
So [he] tried Main Road Rondebosch. They made him sit aside for a long time, and then he 
was eventually given R700. 
 

The following is another account of xenophobia at the Post Office: 
 

It was only in late January that she received SMS confirmation that her application was 
successful that she knew more. The SMS simply indicated that her application was successful 
and instructed her to take her asylum seeker document to her nearest Post Office in order to 
receive her pay-out. 
 
When she went to the Sea Point Post Office, she showed them the asylum [seeker document] 
and the SMS, and the post office employee responded by asking, “What is this?” Applicant 
indicated it was not a nice experience. She then tried to show them the messages from 
SASSA. However, they told her that the numbers that SASSA gave were not in their system. 
So it was very difficult for them and they couldn’t assist her.  
 
She was turned away and told that she must email SASSA, as the Post Office could not help 
her and “They have nothing to do with this.” She then emailed Scalabrini Centre who provided 
her with further information and updates, including that SASSA was trying to sort out the 
problem by communicating with Post Offices. She then tried again to go back to the Post 
Office. [She] was feeling very low, as [she] was desperate. [She] just needed something to 
buy food with the money. On that day, the Post Office staff gave her a print out of a 
communication sent to “Outlet Manager” dated 3 February 2021, which indicated that asylum 
seekers should be assisted. However, the post office employee told her that she must call 



 

0800 533 350 or email pbhelpdesk@postbank.co.za. She emailed and, as soon as she got a 
response, she went back to the Post Office. When she went back into the Post Office the staff 
recognised her and laughed. She felt ridiculed. She showed them the message, they tried 
again, and then they gave the money to her and paid her. It was an incredibly frustrating 
process. 

 
 

6.3 Issues with Accessing Payment 
 
Several asylum seekers reported to have been informed of a successful application, but up until July 
2021, they still have not received any payment. The Refugee Social Services reports several such 
instances; one applicant, despite having an updated permit, and receiving a notification of success, 
has had to go to the SASSA office monthly, without any joy hereto. In the month of June, the Refugee 
Social Services submitted 12 case studies, each of refugee or asylum seekers rejected or 
uncommunicated with by SASSA. The following is a summary of reasons for rejection: 
 

Case study Reason (verbatim quotes from the case study) 

1 He did not receive the money as his ID card was expired and his refugee permit was not 
accepted as proof of identity. Additionally, the person’s refugee status will expire in 
January 2022. The SAPO did not accept the Refugee Status Doc as proof of identity. 

2 Applicant applied using asylum seeker documents before the portal was developed. He 
failed to take any further action and did not receive any response to his initial 
application. 

3 The beneficiary was notified that his application was successful but to date has received 
no monies. 

4 He is still struggling to access the balance of his payments for the 7 months from 
October 2020 to April 2021, despite being approved for same and monies being 
available. 

5 Upon completing the application process through the WhatsApp number, (redacted) 
received a message stating that her status as an asylum seeker, based on her document 
did not qualify her to receive the COVID-19 R350 relief fund. She was not aware of the 
Scalabrini Judgment and hence failed to apply after the success of that judgment. 

6 The applicant was not able to complete the process. After entering her document’s 
reference number, the system did not generate any prompts. She attempted to enter 
her document’s reference number several times; however each time she entered it, the 
system would take her back to the first page of the form.  She then later tried applying 
with her husband’s document details. They were able to fill the form, however, no 
reference number or feedback was ever sent to her phone. 

7 My application was declined because I did not have a refugee status yet we were told 
that even as asylum seekers should apply and qualify for the grant. I did not know that 
there was an appeal process. 



 

8 They only told him that they will come back to him and that is the last time he heard 
from them. They asked him to verify his account, which he agreed. 

9 No reason was given as no feedback was received 

10 No reason was given as no feedback was received 

11 Yes it was successful in a way and he was even told that the money is in but when he 
went to the post office he was told that they can’t see his account; they told him that 
even his ID has expired. After insistence, he was told to go to SASSA. When he went 
there he was told that his case is pending. The application was successful but he does 
not understand why he has not received his grant money. Although his ID has expired, 
his refugee Status was renewed just before lockdown and was valid… 

12 Client applied for COVID-19 SRD Grant in May 2020 and it was approved.  
He indicated that he lost his ID in 2020. He applied for a new ID on 21.01.2020.  
Client alleged that when he approached Post office to get COVID-19 SRD Grant, he was 
told that he cannot receive the money as he did not have his ID document with him.  
Client alleged that he shared that he had lost his ID, but that he had applied for a new ID 
and he presented proof of the application. However he was informed that he could not 
be assisted without presenting the original ID. The client’s refugee status and ID will  
expire on 22.08.2021.  

 
 

7. Summary of Findings and Conclusion  
 
The COVID-19 SRD Grant has become a lifeline to millions of people in South Africa. However, in 
spite of the fact that it has now been in place for over a year, several systemic challenges remain. 
 
The key findings of the report are: 
 

 Beneficiaries have experienced extended waiting period after submitting their application.  
 Many of these applications have been rejected because of outdated national databases.  
 There are inconsistencies in SASSA’s implementation of the grant and failure to effectively 

communicate with beneficiaries.  
 In addition to the failings of SASSA, beneficiaries have also had to struggle with broader 

government and other agencies’ institutional failings during the lockdown including Home 
Affairs and the South African Post Office.  

 The monitoring during this phase of the COVID Grant found numerous examples of serious 
non-compliance with the SASSA-SAPO service level agreement from the Post Office.  

 Our monitoring partners reported mismanagement and xenophobia as well as technical issues 
at the South African Post Office when serving asylum seekers, refugees and those with special 
permits who were trying to access the grant. This resulted in numerous delays for people 
trying to access the social relief of distress grant, even once they had a successful application.  

 SASSA continues to fall short of making sure the right beneficiaries get the right grant the right 
amount at the right time.  


