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Background and Introduction 
 
During May and June 2010, the Black Sash Eastern Cape Provincial Offices implementing a pilot phase of the CMAP. The implementation came after 
rigorous planning and consultation with local CSOs, mainly advice offices throughout the province as well as the provincial SASSA branch. Monitoring in 
this province focused on the quality of services experienced by service beneficiaries at SASSA paypoints. 19 Monitors selected from community based 
partner organisations, advice offices and networks, acknowledged earlier in this report, visited 19 SASSA paypoints (the point at which clients receive their 
grant in cash) in the Amathole, Cacadu, Chris Hani, Nelson Mandela Metro and OR Tambo districts. The findings of this intervention are presented in this 
report and are accompanied by observations made by the monitors and recommendations made by service beneficiaries and the Black Sash.  
   
Why this project 
 
The Black Sash, a human rights organisation active for the past 55 years in South Africa, works to alleviate poverty and inequality; and is committed to 
building a culture of rights-with-responsibilities in South Africa. We focus specifically on the socio-economic rights guaranteed by our constitution to all living 
in South Africa.   
 
Despite the principles of Batho Pele (People First) which have officially governed the civil service for more than ten years, we are deeply conscious that 
unaccountable, corrupt and inefficient service delivery ranks high amongst the many factors that prevent the full realisation of these rights.  We are 
concerned that poor service delivery denies millions of people a dignified life, undermines the impact of government spending on other social protection 
programmes, as well as any advances that have been made to create employment and currently leads to growing anger and frustration which inevitably 
results in often violent protest. These protests bring with them the accompanying risks to the economy of the destruction of infrastructure, loss of work days 
and human insecurity.  
 
Similarly, we acknowledge that the South African Government is under increasing pressure to improve access to, as well as the quality and cost 
effectiveness of, service delivery.  Service delivery is a key public determinant of the effectiveness of the state’s use of limited resources; a particularly 
important factor during the current global financial crisis. A high standard of service delivery is a fundamental part of the social compact between the 
government and the population and in today’s more transparent world of accountability, the standard of service delivery underpins the credibility of the 
government. 
 
It is in this context, that the Black Sash Community Monitoring and Advocacy Project is being piloted, in collaboration with other civil society organisations 
and networks.   
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The Project 
 
Our premise is that quality service delivery is one factor that our society should be able to tackle even at a time of economic recession and that we, as civil 
society, should hold our government responsible for delivering - affordably, appropriately, effectively and with dignity as is promised in public speeches, 
ruling party manifestos and service delivery norms and standards.  
 
We argue that only active community-based civil society will be able to monitor service delivery as it is experienced by beneficiaries and constructively 
engage with government at all levels to improve these services.  We believe that it is only aware, informed and active communities that will insist that 
government deliver on the promises made in national, provincial and local elections, and account to their constituencies for policies and practices that 
affect their quality of life. 
 
The objectives of the project are two-fold: 
• To assess and report on the quality of service delivery in specified government departments and municipalities across South Africa as experienced by 

beneficiaries 
• To develop a system for civil society organisations and community members to hold government accountable for the principles of Batho Pele as well 

as specific norms and standards that govern service delivery and promise excellence.  
 

Working closely with our partners, the Black Sash 
• ensures widespread, visible, standardised and regular monitoring of service delivery points by Community Monitors that are selected by CSO 

networks;  
• co-ordinates the development of the monitoring instruments and data bases; collated and analyses the monitoring information; produces and 

distributes regular reports to our partners and the public; 
• presents reports to the appropriate government officials in order to affirm good practice and to work together to make improvements where required 

 
This C-MAP aims to empower communities to access their rights to social protection, civic and immigration services. It seeks to encourage service 
beneficiaries to appraise the quality of services they receive and, through monitors drawn from independent and credible community organisation networks, 
will provide the opportunity for such beneficiaries to express their concerns and appreciation.  
 
This project is built on the tenet that citizens are not passive users of public services but active holders of fundamental rights.  The Project will gather and 
analyse information from the service users’ point of view to provide a strong body of evidence to take back to government and, where necessary, into the 
public domain, to better the delivery of services where needed and to acknowledge good service where it is provided. 
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Pilots and Methodology 
 
The Project is currently piloted in two of four pilot provinces during this initial phase. This is to assess the level of data that will be received; the relevance of 
the monitoring tools and instruments and the usefulness of data received and hence review and amend tools as required.  This second phase of the 
Western Cape Pilot ended as the Eastern Cape pilot began.   
 
The methodology includes a selection of monitors by monitoring partners (CBOs and CBO networks), who are trained to monitor, orientated to the 
monitoring tool and committed by way of a code of conduct. Each monitor identifies the day(s), within a specified timeframe, that they will monitor selected 
sites in the communities where they live or work. Once the site has been visited by the monitor and assessment has been done using the monitoring tool, 
the completed questionnaires are forwarded to the Black Sash for capturing and analysis. The reports developed as a result of this analysis are forwarded 
to the relevant government department for response within an agreed period, where after they will be available to the public.  
 
It is important to note that monitors undertake the monitoring in the areas where they live or work and that the selection of sites to monitor, depends solely 
on where the monitoring organisation is situated or where the monitor resides. It is therefore clear that no scientific formulation is used to select the 
geographic spread; however we do encourage organisations with diverse geographical location to participate in the project. This is to ensure the data 
generated through CMAP does not reflect an urban bias.  
 
This report reflects the findings and recommendations of the Eastern Cape pilot.    
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Data analysis  
This section reflects the findings of the monitoring exercise implemented in May and June 2010.  
 
Scope, limits and assumptions  
 
Monitoring was conducted by 19 monitors at 19 different SASSA paypoints in the Amathole, Cacadu, Chris Hani, Nelson Mandela Metro and OR Tambo 
districts.  There were a total of 217 respondents to the questionnaires of which 36 were a combination of service provider and SASSA officials and 181 
service beneficiaries  
 
In selecting a sample of respondents, monitors are advised during training to interview at least 10 beneficiaries at a service delivery point. For every 10 
beneficiaries interviewed, one official should be interviewed. This should be noted as an encouraged practice as some monitors find it difficult to interview 
officials without interfering with the service within their 2-hour monitoring stint.   
 
These findings are the reflections of the situation at the monitored sites on a particular day and are presented as a comparison across the districts 
monitored. The findings are presented on the basis of issues raised in the monitoring tool (i.e. time, venue, payment processing & security personal, grant 
utilisation and communication) most of which are related to the National Norms and Standards Policy for Social Assistance Service Delivery, produced and 
published by the Department Of Social Development, February, 2002.  
 
The findings are compiled in individual site reports as well as provincial reports such as this one which is fed back to monitoring organisations and their 
networks. These reports are posted to the Black Sash website after consultation with relevant Government Departments and Agents.  

Please note the questions that were not completed by the monitors have not been taken into account in calculating any of the percentages.  
 
Key Findings  
The majority of the paypoints monitored were mobile and move to more than one venue on the same day, hence the operating times differ between areas. 
The majority of the sites monitored opened and closed when they were supposed to and because little time is needed to set up equipment, clients are 
generally served soon after the site is opened. With the exceptions such as the Allenridge Civic Centre, Kwanomzamo, Bagqezini, Elliotdale where officials 
acknowledge that the site opened later than when they usually start serving clients.  
 
The average waiting time varied considerably across the districts, where; clients served in Cacadu and NMMetro waited for up to 15min and 20min 
respectively to be served. And for up to 1 hour and more than 2 hours in the Chris Hani and OR Tambo districts, respectively.     
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Of the officials interviewed, 22% felt that the venues they were using to dispense the grants were inadequate. Some of the issues raised that highlights the 
inadequacies of the various sites include; lack of shelter, seating and fencing.  
 
Majority of clients walked to the paypoints, however the distance travelled were extremely far. A female older than 61 walked for 2,5 hours to access her 
OAG at the Mthonstana paypoint in OR Tambo. The majority of those who travelled with transport also travelled long distances; A woman older than 61 
travelled from Kolomane, 25kms from the Daliwe Community Hall where she collects her OAG. The average cost of travelling to the paypoints across all 
districts was R14.40, which seems minimal however the cost of transport to the site ranged between R5 – R120.   
 
All beneficiaries acknowledged that they received the correct amount of funds accordingly the grant they were collecting and all beneficiaries claimed to 
have received a receipt.  
 
71 out of 181 beneficiaries were brave enough to confirm that they were aware of loan sharks on or close the premises, compromising the safety of the 
clients receiving funds. Only 15% of beneficiaries felt unsafe at the paypoints, whilst 4 of the 36 officials interviewed mainly in the OR Tambo and Chris 
Hani Districts feel unsafe working at the paypoints. A staggering 83% felt not enough was done to keep clients safe once they leave the premises. They felt 
the security provided was there purely to safe-keep the money.         
 
Although a clear majority of the clients felt that the service was good, this was not conquered by the monitors observations. Monitors were of the opinion 
that beneficiaries made this claim because they felt intimidated. They went on to say that the conditions clients were receiving their funding was appalling 
and degrading. 
 
According to officials interviewed, all official languages were spoken at the paypoints, however no information materials were at any of the sites.   
The majority of the beneficiaries were aware of the documents they were required to bring on the day and most were also aware that they could receive 
their funds through banks as well as paypoints. However most clients prefer to receive their funds at the paypoint because they do not “loose” any funds 
through bank charges. Older clients also felt that receiving their funds through at paypoint was better as they were nervous about remembering pin 
numbers and banks in rural areas are absent. 
 
On average 5 persons in the household benefited from the grants received by the beneficiaries. And the grants were said to be used mainly to sustain the 
household with food, rent and school uniforms for school-going children.    
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Key Recommendations  
The Agency take appropriate measures to ensure that grants are paid to beneficiaries in a dignified manner and therefore must ensure basic facilities 
shelter, seating, toilets, water, fencing are available at all times at all paypoints.  
 
It is recommended that the Agency negotiate service level agreements with service providers that allow for review and standard application at all sites 
which will ensure that the beneficiary is ultimately protected. We further recommend the contracts allow the Agency to monitor regularly and to act 
reasonably when a breach of contract occurs.   
 
A direct relationship exists between the distance beneficiary’s travel and the location of paypoints.  The Agency must use delivery mechanisms that are 
feasible and cost effective. The measures in the existing Norms and Standards must reduce the time spend travelling to a paypoint and expand on the use 
of banks, post offices, schools or others to deliver cash. 
 
We recommend that the Agency negotiate with relevant banks, post office for reduced rates and charges to pay beneficiaries, where appropriate, and their 
grants through these institutions. All charges should be born by the Agency and not the beneficiary.   
 
The Agency must produce an assessment report on the banking and post office infrastructure that exists around fixed paypoints and in areas where the 
current mobile paypoints operate to measure where beneficiaries are situated in relation to this infrastructure. 
 
The Agency embarks on an effective communication strategy to educate beneficiaries of the benefits of more convenient ways to receive grants. 
Beneficiaries must be able to elect the payment method most convenient for them. 
 
We recommend that the Agency as part of the Norms and Standards provide that all beneficiaries will feel safe when collecting their grants and 
immediately ensure that the safety of beneficiaries receives sufficient attention at all paypoints.    
 
We further recommend that visible security guards are employed at each paypoint in relation to beneficiaries served to be able to adequately protect 
beneficiaries during the operation of the paypoint. 
 
We recommend that additional measures like parole vehicles are employed at paypoints to patrol areas immediately outside the pay point and ensure the 
safety of beneficiaries when they leave the premises.  
 
We recommend that SASSA arrange with the South African Police Service to monitor pay points regularly as an additional security measure. 
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We recommend that The Agency take appropriate measures to ensure that grants are paid to beneficiaries in a dignified manner and therefore must ensure 
basic facilities shelter, seating, toilets, water, fencing are available at all times at all paypoints. That the Agency enters into agreements or amends existing 
agreements with service providers that ensure the service is delivered according to the principles of Bato Pele.    
 
We recommend that the Agency holds its service providers accountable when grants are paid out in an undignified manner and where there is a clear 
breach of contact by insisting on better service delivery and .We recommend that the Agency use the paypoints more effectively and make beneficiaries 
aware of legislative and regulatory changes through information materials suitable for the sites, and in relevant languages. Photocopies of information 
sheets should be seriously considered if budget allocations are exhausted for printed materials.  
 
That information material should be displayed at all paypoints to address standing issues such as: the validity of documentation, relevant time periods, 
required documentation, right to apply for Social Relief of Distress and the Agency’s toll free number.  
      
In addition to the implementation of our recommendations under ‘venue’ we recommend that The Agency and prospective Banking partners use paypoints 
to embark on an effective communication strategy to educate beneficiaries of the benefits of banking and the associated responsibilities involved.  
Beneficiaries must be able to elect the payment method most convenient for them.  
 
We recommend the continued payment of grants to beneficiaries because it assists with the immediate needs of not just the direct beneficiaries but others 
in the household where grants are received.   
 
We recommend that the policy gaps that remain in the grants system be narrowed and the inclusion of more vulnerable into this safety net. 
 
The Agency are not necessarily able to implement these recommendations but the findings once again highlights the important role of the Agency as a 
delivery agent entrusted to effectively deliver the grants to beneficiaries with dignity. Failing to do so not only effect the beneficiary but scores more in 
households where grants are received. Therefore we must reiterate our recommendation that the Agency ensures that grants are paid in a dignified 
manner and on time.     
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Respondents 
 
The profile of beneficiaries indicates that the majority of beneficiaries interviewed
shows that there were more female respondents overall
Tambo, Chris Hani, Nelson Mandela Metro and Amathole Districts, 
Cacadu, most visits related to the collection of CSG.   
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that the majority of beneficiaries interviewed across the province were female, mostly aged 61+
more female respondents overall, mostly in the age group 61+, who visited the paypoints to collect mostly CSG and OAG

Tambo, Chris Hani, Nelson Mandela Metro and Amathole Districts, the majority of the respondents visited the paypoints to collect their OAG whereas in 
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Findings & Recommendations 
 
 
The findings of this intervention reflects the quality and efficiency of services provided by SASSA from the beneficiaries’ and on duty official’s point view at 
the sites monitored on the day. These are measured in terms of:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
  

 
 

• Time 
- operating times of the paypoints  
- operating time in relation to the number of beneficiaries 
serviced  
- the length of time beneficiaries spend waiting to be served is 
an important observation 
 

• Venue  
- the physical state of the venue, availability of the chairs, 
toilets and clean water.  Also included in this section is how 
beneficiaries arrived at the site, how long it took for them to 
travel and how much it cost. 
 

• Payment processing & Security  
- the availability of private security or police at venue and the 
processing of the payment of grants 
 

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

 
 

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

• Language & Communication  
- Whether official languages are spoken and foreign language 
translators are available at sites; how much people know about 
the grants and services of SASSA and where they received 
their information.  
- where beneficiaries receive information from 
- we assess whether the official languages are spoken and if 
information is available in these language, whether language 
translators are available at sites; how much people know about 
the grants and services SASSA offer and changes in 
regulations, etc.  
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1. Time 
 
Respondents: 36 officials, 181  beneficiaries Amathole Cacadu Chris Hani NM Metro OR Tambo 
Paypoints that opened later than they usually start attending to 
clients.   

Site number:  184552510, 201616 in Engcobo, Allenridge 
Civi Centre, Kwanomzamo, Bagqezini, Elliotdale,  

 

2 1 1 1 2 

 
Four sites started paying clients before 8am as agreed upon in the SLAs with SASSA. These include; Daliwe Community Hall and Peddie Town Hall in Amathole, Cradock Town 
Hall in Chris Hani and Bagqezini in OR Tambo 
 
Beneficiaries arriving between midnight - 7am 

Earliest arrival time was:  
6am by 4 clients: 3 in the OR Tambo District and 1 in the 
Nelson Mandela Metro.  

 

1 5 0 1 16 

Average length of time waited in a queue by the beneficiaries at 
all service points 
 

24min 10 - 15min 45 – 60min 15 - 20min More than 
120min 

Availability of seats 
Longest time spent waiting for a seat was 70minutes by a 
female aged 61+ in Chris Hani District at a CPS site 
number 201684.  

 

100% 100% 50% 100% 0% 

 
The majority of the paypoints monitored were mobile units and move to more than one venue on the same day, hence the operating times differ between 
areas. The majority of the sites monitored opened and closed when they were supposed to and because little time is needed to set up equipment, clients 
are generally served soon after the site is opened. With the exceptions such as the Allenridge Civic Centre, Kwanomzamo, Bagqezini, Elliotdale where 
officials acknowledge that the sites opened later than they usually start serving clients.  
 
As the payouts are only meant to start at 8am, very few interviewees arrived before 7am, where 6am was the earliest time recorded of the 23 beneficiaries 
who arrived before 7am.  
 
Four(4) of the 19 sites monitored started paying out grants before 8am, the agreed time that service providers are meant to start their service. And only one 
site, Bantwanana in the O.R Tambo District continued payouts after 4pm, the agreed time to stop payouts. The payout times are stipulated clearly in the 
Service Level Agreements (SLAs) with the service provider; however on the day we monitored all beneficiaries could not be serviced during the 8:00 – 
16:00 time slot.       
 
The average waiting time varied considerably across the districts, where; clients served in Cacadu and NMMetro waited for up to 15min and 20min 
respectively to be served, and for up to 1 hour and more than 2 hours in the Chris Hani and OR Tambo districts. Although these waiting times may be in-
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line with the existing norms and standards (of 2002) and the SLAs with CPS (Nov 2005) and ALLPAY (March 2010), they show no progression towards 
shorter waiting times for clients. A key reason for this includes the lack of fixed service providers to implement this task. CPS and ALLPAY have been the 
only contractors implementing this task and a new tender process for service providers to take on this task is eminent. However monthly extensions are 
currently are being signed with the existing service providers to continue doing rendering the service until the new tender process is undergone.  
ALLPAY and CPS have made no capital improvement to their equipment over the years they have provided the paypoint service and with the uncertainty 
they currently face with regard to new tender process, they are likely not going to make any improvements. This means that the current payout 
infrastructure does not work at its optimal level and hence little improvements will be seen in shortening of waiting time experienced by grant beneficiaries.    
 
Our findings show that not only do clients in the Chris Hani and OR Tambo Districts wait longer to be served; they also have to contend with the lack of 
seating arrangements. These districts coincidently saw majority female clients aged 61+ on the days we monitored.       
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Recommendations: Time  
 

• We recommend the release of an updated and relevant National Norms and Standards Policy that guides the implementation of the Agency’s and its 
service providers operations at all paypoints in all provinces.  

 
• We further recommend the implementation of clear norms and standards which guides the operations and payment grants through mobile units and fixed 

paypoints to ensure that beneficiaries do not wait longer than 30 minutes for their grant payment.  
 

• We recommend that the implementation of the recommendations in all the categories below will reduce the time beneficiaries will spend at paypoints. 
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2. Venue & Transport 
 
Respondents: 36 officials, 181 beneficiaries 
 

so, what changes have been made to ensure the delivery of the service in a dignified manner. 
example of a site where beneficiaries are receiving
funds.  
   
 
On the issue of special arrangements for persons with disabilities, old and 
frail persons and pregnant women, only 20% of paypoint
in the Chris Hani District and 37% in OR Tambo felt there were adequate 
special practices for these groupings.  However in 3 of the 5 districts, 
beneficiaries interviewed disagreed and felt that no special arrangements 
were practiced. Where these practices exist, officials served these vulnerable 
groups before the remaining beneficiaries.     
 

   

 
Based on the data, interviewees (paypoint 
satisfied that they provide adequate and well maintained shelters
the Amathole, Cacadu and Nelson Mandela Metro areas
points monitored in the Chris Hani and OR Tambo Districts fell short 
of this commitment signed upon by the service providers. The sites in 
the OR Tambo district was of particular concern as beneficiaries 
received their grants in appalling or simply no infrastructure at all.   
 
All accept on paypoint monitored in this district, Lower Mnceba, was 
serviced by CPS. This is a clear violation of the clauses 7.3.14 and 
7.3.15 of the SLA held between CPS and DSD. However a further 
clause 7.3.17 indicates that the conditions of the sites will be 
evaluated by the department throughout the contract period. This 
leaves one to wonder if this evaluation had indeed taken place and if 

so, what changes have been made to ensure the delivery of the service in a dignified manner. The Mthontsasa site in OR Tambo district was a clear 
example of a site where beneficiaries are receiving their grants under no shelter, not even a fence around the area where they receive their 

On the issue of special arrangements for persons with disabilities, old and 
paypoint officials interviewed 

felt there were adequate 
in 3 of the 5 districts, 

disagreed and felt that no special arrangements 
exist, officials served these vulnerable 
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(paypoint officials), are generally 
provide adequate and well maintained shelters in 

the Amathole, Cacadu and Nelson Mandela Metro areas. However the 
and OR Tambo Districts fell short 

rvice providers. The sites in 
the OR Tambo district was of particular concern as beneficiaries 
received their grants in appalling or simply no infrastructure at all.    

All accept on paypoint monitored in this district, Lower Mnceba, was 
This is a clear violation of the clauses 7.3.14 and 
held between CPS and DSD. However a further 

clause 7.3.17 indicates that the conditions of the sites will be 
evaluated by the department throughout the contract period. This 

to wonder if this evaluation had indeed taken place and if 
The Mthontsasa site in OR Tambo district was a clear 

under no shelter, not even a fence around the area where they receive their 
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The norms and standards policy (2002) and the SLAs with ALLPAY and CPS indicate that all mobile paypoints must be within 5kms
however from our findings we can show that this not the case. Too many beneficiaries spend either large amounts of money or time navigating the paypoint
their grants on a monthly basis. 

   

Our findings show that SASSA’s strategy to bring the service as close to 
the people as possible is working better for some areas than others. From 
the graph to the left; we can see that the large majority of respondents 
walk to the paypoint to access their grants in three(3) of the five(5) districts 
monitored throughout the province. But although majority of clients walked 
to the paypoints,the distance travelled were extremely far. 
than 61 walked for 2,5 hours to access her OAG at the Mthonstana 
paypoint in OR Tambo. 
 
Amathole and Chris Hani, shows the use of taxis as the most common 
mode of transport used by beneficiaries.  
Although walking is the chosen method of travel by most interviewees, we 
found that 49%, 44%, 38% and 16% of the clients in Amathole, OR 
Tambo, Chris Hani and Cacadu Districts respectively, travelled further 
than 5km on the day to access their grants. 
travelled was by a female who travelled 45km to Elliotdale to collect 
her child’s CSG.  
 
 

The norms and standards policy (2002) and the SLAs with ALLPAY and CPS indicate that all mobile paypoints must be within 5kms
e can show that this not the case. Too many beneficiaries spend either large amounts of money or time navigating the paypoint

Further findings (that can be seen the graph to the left)
average kilometres travelled by beneficiaries 
throughout the country and the average cost of travel remains seemingly 
low at between R13 – R34, however the cost of transport to the site 
ranged between R5 – R120 which is a large sum of money for a 
household that gets along with very little. The highest cost incurred by a 
beneficiary was R120 by a female who travelled from Sputsklurf Farm 
to Chris Hani town hall to collect a foster care grant. 
 
Our findings show that the amount of time and money spent 
areas) to access the paypoints, undermines SASSA’s commitment to bring 
the service closer to the communities and brings into the cost 
effectiveness of the service for its beneficiaries.
progression in practices that ought to improve the quality of the service for 
its beneficiaries.   
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The norms and standards policy (2002) and the SLAs with ALLPAY and CPS indicate that all mobile paypoints must be within 5kms of reach of the clients 
e can show that this not the case. Too many beneficiaries spend either large amounts of money or time navigating the paypoints for 
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however the cost of transport to the site 

a large sum of money for a 
The highest cost incurred by a 

beneficiary was R120 by a female who travelled from Sputsklurf Farm 
to Chris Hani town hall to collect a foster care grant.     

amount of time and money spent (in some 
, undermines SASSA’s commitment to bring 

and brings into the cost 
effectiveness of the service for its beneficiaries. It also shows little 

mprove the quality of the service for 
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Recommendations: Venue 
 
 

• The Agency take appropriate measures to ensure that grants are paid to beneficiaries in a dignified manner and therefore must ensure basic facilities 
shelter, seating, toilets, water, fencing are available at all times at all paypoints.  

 
• It is recommended that the Agency negotiate service level agreements with service providers that allow for review and standard application at all sites 

which will ensure that the beneficiary is ultimately protected. We further recommend the contracts allow the Agency to monitor regularly and to act 
reasonably when a breach of contract occurs.   

 
• A direct relationship exists between the distance beneficiary’s travel and the location of paypoints.  The Agency must use delivery mechanisms that are 

feasible and cost effective.The measures in the existing Norms and Standards must reduce the time spend travelling to a paypoint and expand on the 
use of banks, post offices, schools or others to deliver cash. 

 
• We recommend that the Agency negotiate with relevant banks, post office for reduced rates and charges to pay beneficiaries, where appropriate, and 

their grants through these institutions. All charges should be born by the Agency and not the beneficiary.   
 

• The Agency must produce an assessment report on the banking and post office infrastructure that exists around fixed paypoints and in areas where the 
current mobile paypoints operate to measure where beneficiaries are situated in relation to this infrastructure. 

 
• The Agency embarks on an effective communication strategy to educate beneficiaries of the benefits of more convenient ways to receive grants. 

Beneficiaries must be able to elect the payment method most convenient for them. 
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3. Payment Processing & Security 
 
Respondents: 36 officials, 181 beneficiaries 
 

 
As security plays a major role in the provision of a quality service at a paypoint, it is expected that the standard of security on site must be at a level that allows 
staff and beneficiaries to fee; completely safe while at the site and when leaving. From the findings depicted in the graphs abo
that although private security may be commissioned at the paypoints, many of them 
presence is inadequate for the safekeeping of the staff and beneficiaries.  
 
There is a clear trend from the findings that indicates, when staff felt that security was under resourced they simp
confirm the presence of security personnel at the Amathole, Cacadu and NMMetro sites, however a very worrying finding is the 
security present at the sites monitored in OR Tambo and 52% who felt security was not visible, hence they were not sure of their presence. 
 
71 out of 181 beneficiaries were brave enough to confirm that they were aware of loan sharks on or close the premises, 
officials who were prepared to comment on this. Only 15% of beneficiaries
in the OR Tambo and Chris Hani Districts feel unsafe working at the paypoints. A staggering 83% felt not en
leave the premises. Beneficiaries argued that the security provided was there purely to safe
 
All beneficiaries acknowledged that they received the correct amount of funds 
have received a receipt.  

   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

of a quality service at a paypoint, it is expected that the standard of security on site must be at a level that allows 
ff and beneficiaries to fee; completely safe while at the site and when leaving. From the findings depicted in the graphs above, save for the NMMetro it is clear 

at the paypoints, many of them are either poorly resourced and not sufficiently visible
presence is inadequate for the safekeeping of the staff and beneficiaries.    

There is a clear trend from the findings that indicates, when staff felt that security was under resourced they simply felt unsafe at their place of work. Beneficiaries 
confirm the presence of security personnel at the Amathole, Cacadu and NMMetro sites, however a very worrying finding is the 41% of clients who said their no 

Tambo and 52% who felt security was not visible, hence they were not sure of their presence. 

71 out of 181 beneficiaries were brave enough to confirm that they were aware of loan sharks on or close the premises, compared to the 16 of the 36 
Only 15% of beneficiaries overall, felt unsafe at the paypoints, whilst 4 of the 36 officials interviewed mainly 

in the OR Tambo and Chris Hani Districts feel unsafe working at the paypoints. A staggering 83% felt not enough was done to keep clients safe on
the security provided was there purely to safe-keep the money not the people.        

All beneficiaries acknowledged that they received the correct amount of funds accordingly the grant they were collecting and all beneficiaries claimed to 
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Recommendations: Payment Processing and Security  
 
 

• We recommend that the Agency as part of the Norms and Standards provide that all beneficiaries will feel safe when collecting their grants and 
immediately ensure that the safety of beneficiaries receives sufficient attention at all paypoints.    
 

• We further recommend that visible security guards are employed at each paypoint in relation to beneficiaries served to be able to adequately protect 
beneficiaries during the operation of the paypoint. 
 

• We recommend that additional measures like parole vehicles are employed at paypoints to patrol areas immediately outside the pay point and ensure the 
safety of beneficiaries when they leave the premises.  
 

• We recommend that SASSA arrange with the South African Police Service to monitor pay points regularly as an additional security measure.    
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4. Personnel 
 
Respondents:  36 Officials, 181 beneficiaries 

These vast differences are as a result of a number of factors including beneficiary migration to banks, which remains a key priority for the Agency in its turnaroun
strategy. However a large number of beneficiaries continue to receive their funds through the paypoint due to la
losing funds through bank charges and fear of forgetting pin numbers or these pin numbers landing the wrong hands. 
 
Equally important to consider here is the number of outdated technical 
equipment currently being used by the service providers which hinders 
the quality and efficiency of service delivery. Because of the very long 
delays in the commencement of the tender process for new service 
providers, SASSA currently finds itself in a negative power rela
with the existing service providers, where the quality of the service that 
is rendered depends on the likelihood of contract extensions. This is 
not an ideal position for SASSA to be in, as the Agent will continue to 
be judged on the quality of the services provided despite the fact that 
the service is provided by an outsourced service provider. 
 
From our findings shown in the graph, right of this text, we see that 
even though, a large majority of interviewees were never asked to rate 
the quality of the service at the paypoint, an equal majority rated the 
service provided as a good one. Only OR Tambo fell short with only 
3% feeling that the service they received were indeed good.  

Amathole Cacadu Chris Hani NMM

199 140
231

109
5 3 8 5

# of beneficiaries served with available staff on the 
day

Ave number of beneficiaries served on the day

Ave number of staff on duty on the day

   

None of the sites monitored displayed a sign with the customer care 
principles that guides the level of service to be expected by beneficiaries 
and similarly none of the sites monitored had staff on duty
name tags or uniforms.   
 
89% of all beneficiaries felt that the officials were helpful and treated 
them with respect.  
 
From the data reflected in the graph to the left, we see that an average of 
8 staff members served an average of 411 beneficiaries in the OR 
Tambo region while the same number of staff s
beneficiaries in Chris Hani district. Similarly we see that on average a 3
member staff component served and average of 140 beneficiaries whilst 
an average of 5 staff members served on average only 109 beneficiaries. 
 

of a number of factors including beneficiary migration to banks, which remains a key priority for the Agency in its turnaroun
strategy. However a large number of beneficiaries continue to receive their funds through the paypoint due to lack of access to most banks in rural areas, fear of 
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paypoint

% of beneficiaries who feel they experience a GOOD service at the 
paypoint they frequent
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Beneficiaries shared the view that SASSA was not interested to ha
initiative was one way of giving services users the opportunity to give honest feedback on the service they experience every 
 
 

A clear majority of the respondents claim that they adhere most to the principles 1(consultation), 4(ensuring courtesy), and 
respondents felt they failed to both understand and adhere to the 7
6(openness and transparency) quite moderately and principles 3(increasing access) and 5(providing information) below average.
 
There is a clear trend from the manner in which officials ranked the
Monitors observed that when asked this question a large majority of the officials had to be reminded of the various principle
conclusion can be derived that insufficient training was received by the 
 
    
 

Consultation

Setting service standards

Increasing access

Ensuring courtesy

Providing information

Openness and transparency

Redress

Value for money

Staff ratings on their adherence to the Batho Pele 
Principles

   

Beneficiaries shared the view that SASSA was not interested to have any feedback and contributions from their clients and they concluded that this CMAP 
initiative was one way of giving services users the opportunity to give honest feedback on the service they experience every month.   

The 8 Principles of Batho Pele guides the way in which all public 
servants as well as their service providers deliver public services 
to service users. These are therefore the values that beneficiaries 
can use to measure the quality of the services they receive. 
 
Great emphasis is placed the link between Batho Pele and 
Customer satisfaction in the 2002 norms and standards policy in 
sections 7.3 and 7.6 specifically. It specifically highlights the need 
for training of staff in this area to encourage good customer 
relations. This also emphasised in the SLA with CPS in section 8, 
however it is worrying that this area does not appear in the SLA 
with ALLPAY. The SLA makes provision for all service provider 
officials including security personnel to undergo regular courses 
and awareness session on these principles. 
 
During our monitoring intervention, we asked that paypoint 
officials rate (using a scale 1 – 5, 5 being most positive) their 
adherence and understanding of the 8 principles. Their 
responses can seen in the graph, left of this text.
 

A clear majority of the respondents claim that they adhere most to the principles 1(consultation), 4(ensuring courtesy), and 8(value for money).
respondents felt they failed to both understand and adhere to the 7th principle of redress. Paypoint staff ranked principles 2(setting service standards) and 
6(openness and transparency) quite moderately and principles 3(increasing access) and 5(providing information) below average.  

There is a clear trend from the manner in which officials ranked their understanding and adherence to these principles to the rest of the findings in this report. 
Monitors observed that when asked this question a large majority of the officials had to be reminded of the various principles and what they meant. A clear 

usion can be derived that insufficient training was received by the staff, which leads to their lack of understanding of these principles. 

Staff ratings on their adherence to the Batho Pele 
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Recommendations: Personnel  
 

• We recommend that The Agency take appropriate measures to ensure that grants are paid to beneficiaries in a dignified manner and therefore must 
ensure basic facilities shelter, seating, toilets, water, fencing are available at all times at all paypoints. That the Agency enters into agreements or amends 
existing agreements with service providers that ensure the service is delivered according to the principles of Bato Pele.    
 

• We recommend that the Agency holds its service providers accountable when grants are paid out in an undignified manner and where there is a clear 
breach of contact by insisting on better service delivery and . 
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5. Language & Communication 
  
Respondents: 181 responses by beneficiaries Amathole Cacadu Chris Hani NM Metro OR Tambo 
Beneficiaries who knew what documents to bring for their visit 100% 100% 84% 89% 91% 
Beneficiaries who were aware that SASSA communicates information on the back the 
receipts 40% 74% 59% 23% 37% 

Beneficiaries who were NOT aware that SASSA had a toll-free number that could be used 
when seeking advice and/or information on social assistance. 99% 100% 97% 89% 100% 

Beneficiaries who were aware they can receive money from grants at pay points as well as 
at the bank 87% 100% 74% 100% 55% 

Beneficiaries who were aware that all persons aged 60 can access the Older Persons 
Grant from 1 April 2010.  57% 64% 95% 100% 55% 

Beneficiaries who were aware that the Child Support Grant has been extended to age 18 
and that all eligible children born on or after 1 October 1994 can apply for the grant in 
2010. 

53% 53% 91% 100% 55% 

Beneficiaries who were aware they could apply for Social Relief of Distress if in immediate 
need.  19% 0% 38% 34% 9% 

 
At all the points monitored, we found no trace of information materials and no foreign language interpreters. We found however that all staff at the 
paypoints could converse and explain relevant information in all the local languages of the area.  
 
Our findings further reveal that not all interviewees were aware of the documents they were to bring to the point on the day; these apply particularly to those 
who were receiving funds for the first time. A clear minority knew that SASSA communicated vital information on the back the receipt and an overwhelming 
majority acknowledged not knowing the SASSA toll-free number that can be used for information and /problems around grants.  
 
Majority of all respondents understood that they have an option to receive their funds through other mediums, such as banks and the post office, however 
their preference remain the paypoint for the following reasons;  

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

of a certain percentage of the funds they wish to withdraw.  
 
As can be seen from the table above, our findings also show the majority of respondents are familiar with the changes in the regulations particularly around 
the CSG extension as well as the age equalisation of the OAG, however very few respondents have a clear understanding of how the SRD works. pointing 
to a clear need for awareness raising on the specificities of this grant.             
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Recommendations: Language and Communication  
 

• We recommend that the Agency use the paypoints more effectively and make beneficiaries aware of legislative and regulatory changes through 
information materials suitable for the sites, and in relevant languages. Photocopies of information sheets should be seriously considered if budget 
allocations are exhausted for printed materials.  

 
• That information material should be displayed at all paypoints to address standing issues such as: the validity of documentation, relevant time periods, 

required documentation, right to apply for Social Relief of Distress and the Agency’s toll free number.  
 

• In addition to the implementation of our recommendations under ‘venue’ we recommend that The Agency and prospective Banking partners use 
paypoints to embark on an effective communication strategy to educate beneficiaries of the benefits of banking and the associated responsibilities 
involved. Beneficiaries must be able to elect the payment method most convenient for them. 
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6. Use of Grants  
 
Respondents: 181 beneficiaries 
 
 

Part of this monitoring exercise was to asses just how many individuals 
ultimately benefit from the social assistance safety net as well as to gain an 
understanding as to what the key items are that these grants are spent on.  
 
From the chart to the left, we can see that on average for every one (1) grant 
paid out, benefits on average a five (5) person household.  
 
With exiting poor economic climate and negative market for decent jobs, the 
need for this kind of safety net is emphasised and should be encouraged. 
However the quality of its delivery should be improved to a level of realistic 
norms and standards.   
 
We also found that the grants were said to be used mainly to sustain the 
household with food, rent, funeral policies and school uniforms for school-
going children.    
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Recommendations: Use of Grants 
 
 

• We recommend the continued payment of grants to beneficiaries because it assists with the immediate needs of not just the direct beneficiaries but 
others in the household where grants are received.   
 

• We recommend that the policy gaps that remain in the grants system be narrowed and the inclusion of more vulnerable into this safety net. 
 

• The Agency are not necessarily able to implement these recommendations but the findings once again highlights the important role of the Agency as a 
delivery agent entrusted to effectively deliver the grants to beneficiaries with dignity. Failing to do so not only affect the beneficiary but scores more in 
households where grants are received. Therefore we must reiterate our recommendation that the Agency ensures that grants are paid in a dignified 
manner and on time. 


