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Background and Introduction 
 

During the period December 2010 – March 2011, the Black Sash KZN Provincial Offices facilitated the monitoring of 

SASSA services as part of CMAP in the province of Kwa-Zulu Natal. The implementation came after months of 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 service and pay points. 26 Community Monitors selected from community based organisations, advice offices 

and networks, acknowledged earlier in this report, visited a total of 32 SASSA service delivery points of which 19 were 

pay points and 13 service points in the following 6 districts; Amajuba, eThekwini, Umgungundlovu, Sisonke, Ugu and 

Umzinyathi. 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 56 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’s Community Monitoring and Advocacy Project are implemented, in 

collaboration with other civil society organisations and networks.   

 

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, 
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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 improve the delivery of services 

where needed and to acknowledge good service where it is provided. 

 

Methodology 
 

The Project was piloted in four provinces in order to assess the relevance of the monitoring tools and instruments as 

well as the usefulness of data received. These were then reviewed and amend as required.   

 

Monitors are selected by CBOs, CBO networks, civil society groups and faith based organisations and then trained to 

monitor using the monitoring tools. They are also asked to sign 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 



CMAP Report, Monitoring of SASSA Service & Pay Points - KZN  
  Page 6 of 25 

 

site has been visited and the assessment, 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, after which they are made 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 either on where the monitoring organisation is located or where the monitor resides. No 

scientific formulation is used to select the geographic spread; however we do encourage organisations that have a 

diverse presence to participate in the project. We also try to ensure the data generated through CMAP does not reflect 

an urban bias.  

 

This report reflects the findings and recommendations of monitoring completed in KZN. 
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Data analysis  

This section reflects the findings of the monitoring exercise implemented in May to December 2010.  
 

Scope, limits and assumptions  
 
Monitoring was conducted by a total of 26 Community Monitors selected from community based organisations, advice 

offices and networks, acknowledged earlier in this report. Between them, they visited a total of 32 SASSA service 

delivery points of which 19 were pay points and 13 service points in 6 districts - Amajuba, eThekwini, UMgungundlovu, 

Sisonke, Ugu and Umzinyathi. There were a total of 173 respondents to the questionnaires of which 100 were at 

Paypoints and 73 were at service points.   

 

In selecting a sample of respondents, monitors are advised during training to interview at least 10 beneficiaries at any 

one service delivery point. For every 10 beneficiaries interviewed, one official should also 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, that are fed back to 
monitoring organisations and their networks. These reports are posted to the Black Sash website after consultation with 
relevant government departments and agency.  

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  

• In general, the sites that were monitored, opened and closed when they were supposed to and as little time is 
needed to set up equipment, clients were generally served soon after the site was opened.  

• On average 32% of the interviewees at paypoints arrived before 6am, compared to 23% at service points.   

• It is common practice for beneficiaries to stand in a queue outside the venue when they arrive at the service and 
paypoints. This was confirmed by 137 of the 151 beneficiaries interviewed.  

• A worrying 20% of respondents interviewed at pay points and 42% at service points, felt that the shelter used was 
completely inadequate. Even though an overwhelming majority of the respondents felt that the venues were well 
maintained, 70% of the paypoint officials reported that there were not enough clean toilets facilities.  80% also felt 
that the availability of seating remains a problem. 

• While Officials at both service and pay points felt that the above arrangements were in place, a strong observation 
was made by beneficiaries who felt these arrangements lacked consistency and real practice.   

• A key observation was that beneficiaries who access their service at a paypoints, focused much less on the venue 
and its provisions than those using a service point. This was because no matter how long they had to wait, the 
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experience ended positively with their payment. Half of the respondents we spoke to at pay points used public 
transport; 3% used a rented car or their own car and 47% walk. The sample of beneficiaries we spoke to at the 
service points, revealed that 74% used some form of public transport, 7% hired a car or used their own, and only 
20% walked to the site.  

• On average, paypoint beneficiaries travelled a distance of 7km and paid R18.75 on average to access the service. 
These figures were much higher for beneficiaries at service points, where on average, beneficiaries travelled for 
just over an hour, an average of 14km and at an average cost of R29.  

• The issue of safety and the presence of well resourced security personnel or police were of greater concern to the 
beneficiaries and officials at pay points.  

• At service points, 58% of the officials said they felt unsafe in their working environment and although 75% 
confirmed that security were on duty only half or 50% said they felt that he security officers were sufficiently 
resourced to protect them. Added to this, 25% of the sites monitored were not fenced in (despite the fact that this 
is a requirement stated in the 2004 norms and standards for this service).  

• There were an alarming number of beneficiaries travelling back to the service points to access the same service, 
and on average they did this 4 times. None of the respondents were visiting the service point for the first time and 
the highest number of visits for the same reason was by a 47 year-old woman who visited ten times in her 
efforts to apply for a Child Support Grant at 390 Pietermaritz Road.  

• Our observation is that beneficiaries tend to be prepared to overlook poor service delivery for 2 key reasons: The 
first is if they are guaranteed a ‘positive’ outcome at the end of the ordeal and the second appears to be the 
gratitude they feel towards  government for giving them money even if only a small amount.  

• 67% and 69% of those questioned at pay and service points respectively, felt that officials were unhelpful and did not 
treat clients with respect. 

• Because of the different nature of the services provided at the pay points, they are able to serve more than double the 
number of clients within an average of 5 hour daily operation and with 9 staff on duty. . Because the work at service 
points s more consultative and requires more time, service points operate for an average of 7 hours daily with 6 staff on 
duty. They manage to serve an average of 212 clients in the day.  

• We found that the customer care principles that guide the level of service that is be expected by beneficiaries was only 
displayed by 40% of the pay points and 55% of the service points monitored.  

• 75% of pay point officials and 35% of service point officials said their sites had information materials. However 
11% and 9% respectively felt that these materials were insufficient. Monitors did however observe that all staff at 
the pay points they monitored could converse and explain the relevant information in all the local languages of the 
area.  

            

Key Recommendations  
• RETURN VISITS: There are too many return visits. Clients should be told up-front which documents are required 

for their applications, reviews or appeals. This information should be highlighted in the agency’s outreach 

programmes. Existing infrastructure such as community based organisations, advice offices, clinics, churches and 

other government service sites should also be considered as a means of disseminating this information.  

• ATTITUDES OF OFFICIALS: As result of the high percentage of respondents commenting on the unhelpful 
nature of the officials and their failure to adhere to the Batho Pele principles, we recommend that the agency 
review how its staff are selected, trained and educated on the nature of the service that they deliver and the rights 
of beneficiaries.  

 

• SERVICE LEVEL AGREEMENTS: We recommend that all SLAs with any organisations and agents sub-contracted by 
SASSA to do its work should be made available to the Black Sash and partner organisations of this project.  
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Respondents 

 

151 service beneficiaries responded to 

the questionnaires on the days of 

monitoring. Their profile is reflected in 

the graphs to the left of this text. 66% 

and 72% at service and pay points, 

respectively were female. 63% of the 

respondents at pay points were older 

than 60 years, compared to 39% of 

respondents who fell within the 40 – 59 

and 60+ age groups. .  

 

All respondents were South African 

citizens.  

 

 

 

 

 

 

 

The majority of the pay point 

respondents were recipients of the Older 

Persons Grant and 31% applied for Child 

Support Grants on the days we 

monitored. The remaining respondents 

reasons for accessing the service were 

distributed relatively evenly across 

Disability and Foster Care Grants and 

small percentage applied for Social 

Relief of Distress (SRD).  
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Findings 

Measurements:  
 
The findings of this intervention reflects the quality and efficiency of services provided by SASSA from the view point of 
beneficiaries’ and on duty official’s at the sites monitored on each day. These are summarised below. As stated in the 
introduction of this report, a total of 32 SASSA service delivery points (19 pay points and 13 service points) were 
monitored in the 6 districts of Amajuba, eThekwini, Umgungundlovu, Sisonke, Ugu and Umzinyathi. The service and 
pay points were measured in terms of the following:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

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

• Venue & Security 
- the physical state of the venue  

            -  availability of the chairs, toilets and clean water.   
               Also included in this section, are details of how beneficiaries arrived at the site, how long it took for them to  
               travel to the site and how much it cost to get to the site. 

-  the availability of private security or police at venue and the processing of the payment of grants. 
 

• Payment & Application processing  
- How beneficiaries experienced the actual processing of their payment, application, review or appeal 
process. 
- How often clients had to return for the same service 

 

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

 

• Personnel  
- Customer care and the fundamentals of service delivery – according to the Batho Pele principles 

- number of SASSA officials on duty in relation to number of beneficiaries served whether officials were 

uniformed and identifiable. 

 

• Language & Communication  
- Whether official languages are spoken and foreign language translators are available at sites; and 
whether information about the services offered is provided in all the official languages 
- how much people know about the grants, the services provided by SASSA and   any changes in 
regulations as well as where they got their information.  
 
-  
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1. Time & Venue 
 
The service points monitored were a combination of mobile (points that operate on certain days of the month in the 
communities) and stationary points (offices that are open for service daily). All pay points monitored were mobile and 
move to more than one venue on the same day, hence the operating times differ between areas. In general, 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.  
 
Our findings however highlighted 3 service points and 2 pay points that in fact opened their sites later than 
they are due to start serving their clients. These included site number 510100, 100112 in Umgungundlovu 
district that opened 45min (2/11/2010) and 2hours (25/11/2010) late respectively and the service point in Kwa 
Nqulu that opened 1hour 30min later than the time officials are supposed to start serving clients.  The 
Paypoints reported to have experienced similar difficulties included Howick 1 which opened 1hour 30 min late 
on 1/12/2010 and Mbulwana that started 45min late on 8/2/2011.  
 
We further found that the average hour at which 
officials started serving beneficiaries at both service 
and pay points was around 7:30am, which is in line 
with 2004 minimum norms and standards. Our 
monitors also found that the earliest person to arrive 
at the Ndengezi paypoint in eThekwini district 
was a 62 year-old female who had come to 
collect  her Older Person’s Grant and Foster 
Care Grant (FCG).  
 
4 a.m. was the earliest that beneficiaries started 
arriving at the Ahrens and Estongweni service 
points in the eThekwini.  
 
When questioned about the extremely early arrivals 
at these points, respondents insisted that if they “did not get into the queue, the wait could be all day” 
 
Our findings show clearly (in the graph top right) that on average 32% of those interviewed at pay points arrived before 
6am compared to 23% at service points.   
 

It is common practice for beneficiaries to 
stand in a queue outside the venue when they 
arrive at the service and pay points; this was 
confirmed by 137 of the 151 beneficiaries 
interviewed.  
 
From the graph left of this text, our findings 
show that the majority of beneficiaries and 
officials interviewed were happy with the 
availability of seating at the points but 
beneficiaries had to wait up to an hour to be 
seated after arriving at pay points compared 
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to an average of 23min at service points. The longest time someone had to wait to be seated was reported at the 
Ekuphakameni Paypoints (which is run by CPS) in the eThekwini districts where an 85 year-old male waited for 
420min (7 hours) before he was able to sit down. .   
 
We also found that beneficiaries waited on average up to 3 hours at both service and pay points to be served by an 
official on the days we monitored. This finding is of serious concern to us as it is much longer than the time limit set out 
in the 2004 norms and standards that govern SASSA service delivery.  This being the case and taking into account 
improvements to strategy, systems and infrastructure etc., it is our view that waiting times should progressively become 
shorter, not longer as was found on the days we monitored.  
 
  



CMAP Report, Monitoring of SASSA Service & Pay Points - KZN  
  Page 13 of 25 

 

2. Venue + Security  

In this section we reflect data gathered from both paypoint and service point officials.  The findings show (illustrated in 
the graph above) that most respondents felt the at pay points and service points were set up in the best possible 
location. . However, a worrying 20% of respondents at pay points and 42% at service points felt that the shelter used 
was by no means adequate. The overwhelming majority of the respondents felt that the venues were well maintained 
but 70% of pay point officials reported that there were not enough clean toilets and 80% said they felt the availability of 
seating remained a problem. The pay points that were of particular concern to the officials were Mqatsheni, 
Howick1 and Mbulwana pay points and the Mqatsheni and Enhlalkahle service points in Sisonke district.  
 
We observe the admissions of SASSA and pay points officials that the conditions of the venues used to provide the 
services are simply not adequate and infringe on the human dignity of those receiving the service at these points daily.  
We believe that wherever the pay and service points are located, the venues must comply with the existing norms and 
standards that guide SASSA’s service delivery.  This we report was not the case at the sites we monitored December 
2010, through March 2011.  
 

An issue with clear difference of opinion 
between officials and beneficiaries was over 
whether arrangements are made for disabled 
and older persons and pregnant women. This 
is illustrated in the graph to the left. While 
officials at both service and pay points largely 
felt adequate arrangements were in place, 
beneficiaries commented on the lack of 
consistency at pay and service points when it 
comes to catering for vulnerable groups. 
 
Ensuring these arrangements are in place is 
an essential part of rendering a quality 
service. The conditions are also clearly 
stipulated in the norms and standards that 
guide SASSA’s service delivery s well as the 
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service level agreements signed with external contractors.  
The monitors observed that beneficiaries who access their service at a paypoint focus much less on the venue and its 
provisions than those accessing their service at a service point. This was because visits by beneficiaries to pay points 
yielded ‘positive’ result.  Our monitors observed that beneficiaries at pay points were less concerned about the 
‘negative’ aspects of accessing the service as those who waited in queues at a service point.  
 

One of the key strategies of SASSA and 
other government departments is to bring 
services closer to the people who need 
them. One of the ways we can measure 
through our monitoring whether or not 
SASSA succeeds in this strategy is by 
assessing how beneficiaries get to the 
service delivery sites; how far they travel and 
how much they pay for their trip to access 
the service.  
 
We can see from the graphs on the left that 
half of the respondents we spoke to at pay 
points use public transport; 3% use a rented 
car or their own car and 47% walked. 
Beneficiaries we spoke to at the service 
points revealed that 74% used some form of 
public transport, 7% hired a car or used their 
own and only 20% walked to the site.  
 
We also found that on average, paypoint 
beneficiaries travelled a distance of 7km and 
paid R18.75 to access the service. These 
figures were much higher for beneficiaries at 
service points, where on average 
beneficiaries travelled for just over an hour; 

around 14km and at a cost of R29 per trip.  
 
These findings concern us for many reasons. Bringing the service closer to people must mean that beneficiaries are 
able to walk for a short distance and pay nothing or very little to access the service. Our findings show the contrary to 
be the case. SASSA follows a norm that says that service delivery points should be no further than 5km from the 
communities they service.  Our findings show that this 2004 norm is not being respected in many cases. This is of 
particular concern as our findings in the next section reveal that clients return for the same service on average 4 times, 
making this an expensive service for beneficiaries who already have very little money for transport.  
 
The smallest amount that clients spent travelling to the service was R10 at both service and pay points. The highest 
amount spent on travel was R150 by 2 beneficiaries at the service point on 390 Pietermaritz Road, in  Pietermaritzburg 
(Msunduzi Municipality).   
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The issue of safety and the presence of well 
resourced security personnel or police was of 
greater concern to the beneficiaries and officials 
at pay points. The findings reflect that while 100% 
of the staff interviewed at pay points 
acknowledged the presence of security 
personnel, 40% felt unsafe working at those sites,  
Beneficiaries were of a slightly different view (see 
graphs on the left) when it came to safety and 
the presence of security personnel. Around 50% 
of the beneficiaries acknowledge to have seen 
security upon their arrival at the sites; just over 
20% were not sure whether there was any 
security on duty at all. This leads us to believe 
that although security may have been on duty, 
they are often not visible which largely defeats the 

purpose of hiring them. Some officials working at pay points told our monitors that they felt unsafe, commenting that 
“The points need fencing”, “Need more security personnel and even the presence of SAPS”.  
 
At service points, 58% of the officials felt unsafe in their working environment. 75% reported that security staff was on 
duty but 50% felt that the security on duty was not sufficiently resourced to protect them. Additionally, 25% of the sites 
monitored were not fenced in as required by the 2004 norms and standards.  
 
Some of the comments made by the officials in explaining why they didn’t feel safe in their working environment 
included - “It is near the taxi rank and there is a store around it. There is a lot of people around this pay point, if 
the pay point can (be) relocated into another area it will be better”, “Maybe put more security (in place,) 
because when the government strikers entered here it was not safe.”, “More security is needed, especially 
fencing”.   
 
At pay points, we asked beneficiaries and officials if they knew of loan sharks operating on or near the pay points. It 
was shocking to discover that their presence was so common, with 70 % of officials and 60% of beneficiaries clearly 
acknowledging their presence.  
 
The Mqatsheni, Howick 1, Ndengezi and Mbulwana sites were particularly noted as pay points where the loan sharks 
were identified as a stumbling block to providing a good service.   
 
 
When asked what was being done about loan sharks lurking around the pay points, officials responded as follows: “We 
warn our beneficiaries”, “I did nothing”, “Security is asked to intervene and chase loan shark away from the 
service point.”, “Keep them at least 100m away from the property, need to rope in police and traffic officers”, 
“have reported the matter to the police” 
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3. Payment & Application Processing  
 
At service points, the main purpose of the 
beneficiaries’ visit was to apply for new grants. 
38% of the beneficiaries who visited the pay point 
because of a review related mainly to Disability 
Grants. 3% of beneficiaries came to appeal a 
negative outcome to their application and 5% 
came in search of information about grants.  
 
We found that of the interviewees who filled out 
new applications, 59% knew the outcome of their 
application on the same day. 30% of those were 
informed in writing and a further 70% verbally.     
 

One of our key concerns is the number of 
beneficiaries who are NOT being informed of 
critical processes regarding their grants. We 
have found, for example, that more than 50% of 
those interviewed by our monitors were not 
informed of their right to appeal a negative 
outcome. More than 50% of the interviewees did 
not know when their first grant payouts would be 
made and 33% of the beneficiaries we spoke to 
were not given the option to receive their funds 
through banks. Instead, they were simply given 
documents to open accounts into which their 
grants would be paid should their applications be 
approved.  These beneficiaries claim they were 
not properly informed that they were able to 
access their grants through pay points if they 
wished to do so.  
  
Although we acknowledge the importance of using banks for cost and safety reasons, the inadequate banking facilities 
in certain areas makes it hard for many beneficiaries to access their funds. This is particularly so when it comes to 
when and how they want to access these funds. Coupled with the continued lack of sufficient information about 
receiving grants through the banks, and the subsequent bank charges incurred at the beneficiaries’ expense, it is even 
more critical that the client be given the choice over how to receive their money. Until SASSA can ensure that banking 
facilities are available in all areas and those beneficiaries do not incur bank charges clients should continue to be able 
to decide how they want their money paid out.    
  
Our findings show alarming numbers of beneficiaries travelling back to the service points for the same service. The 
average for repeat visits is 4 times. The highest number of visits for the same reason was 10 times by a 47 year-old 
woman applying for a Child Support Grant at 390 Pietermaritz Road, Pietermaritzburg. This woman paid R14 
for transport each time she went to the service point and said that she had been “coming to the point for the 
last year, with no positive outcome.” 
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With an average travel cost of R29 incurred by beneficiaries and 100% of beneficiaries returning more than once for the 
same service, it raises the “value for money” principle that should be adhered to by government departments and 
agents.   
 
Another disturbing discovery made during the monitoring was that it is not a common practice by SASSA to provide 
some form of proof to beneficiaries who visit the service points. 62% of the beneficiaries at service points claim not 
have received a receipt or some form of proof of their visit to the service or paypoint on the days we monitored.  For 
some beneficiaries, especially those who have jobs, or face losing a day’s pay because they have no receipt or letter to 
prove they were at the SASSA point on a particular day, this is a serious shortcoming.  It is also of utmost importance 
that beneficiaries are able to prove when their first visit to the point was for a particular process.  
 
 

 
From the rest of the findings documented in this 
report, it is evident that beneficiaries have mixed 
feelings about the overall quality of the services 
rendered at service and pay points.  
 
The trends show that beneficiaries are prepared 
to overlook poor service delivery for 2 key 
reasons: Firstly, if they are guaranteed a ‘positive’ 
outcome at the end of the ordeal and secondly, 
because of the gratitude they feel towards the 
government for giving them money, even if only a 
small amount.  
 

This is illustrated by the fact that beneficiaries at pay points reported a more positive service even though our monitors’ 
observed quite the opposite. At service points, beneficiaries were more open to sharing their feelings honestly and 
freely. This can be seen in the graph above.   
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4. Personnel 
 

 
 
Our monitors observed the adherence to the Batho Pele Principles of official’s who were on duty on the day of monitoring. 
Their observations recorded that most of the officials interviewed did not know the principles by their names or what they 
really meant. However, when rating their adherence, the officials linked what they assumed the principles meant to the 
system implemented at the point of service delivery. The responses from the officials are reflected in the above graph.  
 
The 8 Principles of Batho Pele guide the way in which all public servants as well as their service providers should deliver 
public services.  These are therefore the values that beneficiaries can use to measure the quality of the services they 
receive.  
 
Great emphasis is placed on the link between Batho Pele and customer satisfaction in the 2002 norms and standards policy, 
particularly in sections 7.3 and 7.6. . It specifically highlights the need for training of staff in this area to encourage good 
customer relations. This also emphasised in the Service Level Agreement (SLA) with Cash Paymaster Services (CPS) in 
section 8 but it is of concern that it does not appear in the SLA with AllPay Consolidated Investment Holdings (AllPay). 
The SLA makes provision for all service provider officials including security personnel to undergo regular courses and 
awareness sessions on these principles.  
 
Our findings show (in the graph above) that overall, paypoint officials felt their adherence to the eight principles was average. 
Compared to their colleagues at the service points whose adherence to the principles came in below average in some cases. 
Other principles, such as consultation and redress, came through well below average.    
 
There is a clear link between 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. We can only conclude that, in all likelihood, this is a result of 
insufficient training which leads to their lack of understanding of these principles.          
 
Our information showed that 67% and 69% of respondents, at pay- and service points respectively, felt that officials were 
unhelpful and did not treat clients with respect. 
 
 
 
 
 



CMAP Report, Monitoring of SASSA Service & Pay Points - KZN  
  Page 19 of 25 

 

 
 

We compared the efficiency of on duty staff, taking 
into account their operating hours and the numbers of 
clients served. Our findings are reflected in the 
graph to the left. .  
Considering the difference in the nature of the 
services provided between service and pay points, we 
see that pay points are able to serve more than 
double the number of clients with an average of 5 
hours of daily operation and 9 on-duty staff members.  
This compares to the service rendered at service 
points which is more consultative in nature and 
requires more time. They operate for an average of 7 
hours a day, with 6 on-duty staff members and 
manage to serve an average of 212 clients in the day.  
 
 
It is clear from this observation that more staff will 

increase the number of clients served in one day. Of course, staffing is only one factor that is taken into account in this 
particular observation.  
 
An equally important aspect to consider here is the outdated technical equipment currently being used by the service 
providers. This may hinder the quality and efficiency of service delivery. We understand that due to the very long delays in 
the commencement of the tender process for new service providers, SASSA currently finds itself in the unfortunate position 
where the quality of the service rendered is dependent on the likelihood of the contract of the existing service provider being 
extended. This is not an ideal position for SASSA to be in as they will continue to be judged on the quality of the services 
provided despite the fact that the service is outsourced to another service provider.    
 

We found that the customer care principles 
that guide the level of service to be 
expected by beneficiaries was only 
displayed by 40% of pay points and 55% of 
service points monitored.  
 
Generally the feeling amongst staff was 
that their colleagues were well trained and 
easily identifiable by means of name tags 
or uniforms. The results of our findings can 
be seen on the graph to the left.  The 
importance of the visibility gives 
beneficiaries peace of mind as they then 
know who is working on their affairs and 
who they should ask if they have any 
queries or want to express any 
dissatisfaction. 
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5. Language & Communication 
  

Respondents: 151 responses by beneficiaries Pay Points Service points 
Beneficiaries who knew what documents to bring for their visit 97% 82% 

Beneficiaries who DID NOT KNOW that certain documents expire after a period of 
time 

57% 46% 

Beneficiaries who were aware that SASSA communicates information on the back 
the receipts 

60% 38% 

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. 

91% 93% 

Beneficiaries who were aware they can receive money from grants at pay points as 
well as at the bank 

66% 67% 

Beneficiaries who were aware that all persons aged 60 can access the Older 
Persons Grant from 1 April 2010.  

72% 67% 

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. 

49% 61% 

Beneficiaries who were aware they could apply for Social Relief of Distress (SRD) if 
in immediate need.  

24% 39% 

 
At all the points monitored, 75% of pay point officials and 35% of service point officials highlighted that their sites had 
some kind of information materials. Yet, 11% and 9% respectively felt that these were not sufficient. 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 most interviewees were aware of the documents they were to bring to the point on the 
day. However, those who were receiving funds for the first time were not very clear. Most beneficiaries knew that 
SASSA communicated vital information on the back the receipt but an overwhelming majority acknowledged that they 
did not know the SASSA toll-free number to call for information and queries around grants.  
 
The majority of all respondents understood that they have an option to receive their funds through other channels such 
as banks and the post office. However, the preference remains 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 to 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 Child Support Grant extension as well as the age equalisation of the State Old 
Age Pension. However, very few respondents had a clear understanding of how the Social Relief of Distress Award 
(SRD) works. There is a clear need for SASSA to raise awareness around SRD.              
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Recommendations 
 

• RETURN VISITS: There are too many return visits. Clients should be told up-front which documents are 
required for their applications, reviews or appeals. This communication and information sharing should be 
improved in the agency’s outreach programmes. Existing resources and infrastructure such as community 
based organisations, advice offices, clinics, churches and other government service sites should also be 
considered as a means of sharing useful information.  
 
Information materials, particularly the service rights brochures, should be available at all service and pay 
points.  
 

• PROOF OF VISIT: this piece of evidence confirming the client’s visit is crucially important as proof of visit 
when it comes to any further engagements with SASSA. It is also useful proof for clients who are employed 
and who may miss a day’s work/income as a result of the visit.   
 

• ACCESS TO SITES: considering the long distances travelled by respondents to service points and the fact 
that most clients travel to the cities to access their services, we would  recommend that  more Mobile 
Application Points or service points operate within communities.  
 

• WRITTEN NOTIFICATION: Written notification should be given to all clients regarding any outcome of their 
visits.   
 

• FACILITY IMPROVEMENTS: Access/Quality/Security: these must be assessed on a continuous basis and 
must be brought in line with the existing norms and standards. If the conditions do not meet the minimum 
standards, these should be corrected immediately.   
 

• ATTITUDE OF OFFICIALS: in light of the high percentage of respondents who commented on the unhelpful 
nature of some officials, we recommend that the agency review how their staff is selected, trained and 
orientated around the service they are expected to deliver.  
 

• SERVICE LEVEL AGREEMENTS: we would ask that all SLAs with organisations and agents contracted by 
SASSA be made available to the Black Sash and the partners of this monitoring project.  
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Monitors Observations  
 
Besides interviewing beneficiaries and monitoring service sites, the monitors recorded their own observations from 
December 2010 to March 2011.  
 

Monitor’s observations - issues emerging at different Paypoints:  
 
Lamontville Community Hall, eThekwini district – monitored on 7/12/2010 
 
There were enough chairs but the toilets were not working on site. There were however temporary toilets available.  
Physically disabled and old people were put in the front of the queue and were attended to first. The pay point opened 
late at 9:40 due to the fact that the local councillor had sent people to do a soup kitchen and CPS had to wait for 
SASSA officials who only arrived at 9:20. Payment was quick although people had to stand outside in the rain until the 
hall was opened after 9:20.  
 
Mevana Paypoint, Umgungundlovu district – monitored on 1/12/2010 
 
The Clients are afraid to talk to the monitors. They claim their money will be taken away from them by SASSA officials 
without their knowledge. They also claim to dislike the service that is happening at their pay point.  
 
Mqatsheni Paypoints, Ugu district – monitored on 3/12/2010 
 
The service at this pay point is bad; there is no shelter, no water, no toilets, no fencing and no seats at all. A woman 
that was interviewed said she wants government to come to this pay point and see for themselves so that they can fix 
it. She also said that she is sick of municipal councillors and government workers because they vote for them and they 
do nothing. They ride fancy cars and build big houses and after 5 years come back to beg for more votes. She feels 
that their rights are being violated by the lack of proper services and they are left struggling. She further said that, “The 
people have a good relationship with the officials but they have a problem with no seats, toilets and the venue isn't so 
good. Loan sharks are everywhere even though the officials are trying to chase them away.  
Some pay point officials are taking people’s money but people are too scared to say anything.”  
The client sometimes does not get all of her money at the pay point and when she asks the supervisor he informs her 
that they are out of money and she must just make do with what she has got. 
 
Howick 1, Amajuba district – monitored on 1/12/2010 
 
Some of the pensioners need basic education on how to sign for themselves and they don't know if they are getting all 
of their money because they can't count it themselves. Some of the workers have no respect, chasing the people out of 
the gate.  
They need more toilets and training in how to treat people like equals.  
Sick people are sleeping on the floor and there is not enough chairs and shelter.  
. There are over 1000 people using 2 toilets and they are waiting for more than 5 hours at a time.  
 
Boxer Store, 286 Long Market Street, Umgungundluvo- monitored on 30/11/2010  
 
They work fast. People get their money quickly. There are no long queues. There is a practice that people who receive 
money at this point have to buy products for a certain amount of money and then they get the change from the original 
grant amount in cash. There is no specific amount or percentage. This is determined by the person behind the counter. 
For example, a woman getting CSG had to buy stuff for R30 – R40 and someone who received a disability grant (DG) 
had to buy products worth R70 on the day of monitoring.  
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Molefe TC, Umzinyathi district – monitored on 30/11/2010 
 
Clients do not know about the toll free number and there is no information at the back of the receipts. A monitor 
suggests that the centre must have a place for wheelchairs for clients who are old or who have a disability.  
The client does not know about the toll free number, she is having a problem as her 16 year old child is not receiving a 
grant.  
 
Paypoint number 510100, Umgungundluvo district – monitored on 29/11/2010 
 
This place needs shelter, chairs and a bus service. There are no chairs, shelters, supplies and toilets. Time frame 
needs to be changed and extended.  Loan sharks are working with CPS officials and this should not be allowed. People 
are complaining about shelter and security. The pay point is not safe, People need more information.  The toilet is 
locked and people cannot use it.  
 
Dindi paypoint, Umgungundluvo district – monitored 1/12/2010 
 
The loan sharks are everywhere at this pay point. 
Although old people are the first to get paid, they still have to stay in the queue for approximately 120 mins (2 hours) to 
get helped. Security is a problem, since the hall has no doors or gates which make the pensioners vulnerable.  
Most pensioners do not have any other information about SASSA. Loan sharks and hawkers are a threat to pensioners 
"Security does not respect the old people and they take bribes. They are really rude and swear at the people”  
 
Klug paypoint, Umgungundluvo district – monitored 1/12/2010 
 
The monitor observed how a loan shark took a “granny’s” money just like that in front of security. They don't have 
enough seats, chairs or security. 
Old people are scared to give information because they are scared that the grant could be terminated. They want 
shelters and seats; they also want them to start early to pay the people because some are sick and very old.  
Security also needs to be more hands on and get loan sharks off the property. The monitors also need more visibility 
because we are being chased away at some pay points. The grannies are scared to give us all of the information as 
they are scared that the grant will be taken away from them.  
 

Monitors Observations - Service Points 
 
(Vulindlela Child Welfare, Umgungundluvo  district – 2/12/2010) 
 
The social workers are a big concern because they change every year. When you come with an issue, you need to 
start all over from scratch because the new social worker does not understand.  
 
Underberg service point, Umzimkulu district – monitored on 29/11/2010 
 
One client was very upset and he was scared to talk because he thought they will not approve his grant. He mentioned 
that they had previously chased him away two times before, without any consideration towards the fact that he is 
paying for transport and that he is sick.   
 
People were scared at this site to say things to monitors. They were whispering that the officials might not approve of 
them commenting on how they do their jobs and treat people with a lack of respect. They were also scared that they 
may not give them their grants.  
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Officials are taking people’s rights away. They don't explain in a polite way so that people can understand they just 
shout and chase people away knowing that it will take time for people to come back because of financial problems.  
 
"Some of the officials were very upset about us monitoring and talking to this gentleman as he stood up for himself and 
talked to us about the lack of service and how officials are not concerned about the people. To calm him down/ bribe 
him to keep quiet, the SASSA official gave him a food voucher" 
 
People were afraid to talk.  
 
Umbumbulu service point, Umzimyathi district, - monitored on 9/12 2010 
 
Staff members need training. Some only come in for work at 11h00 and they send many people home without any 
assistance. Clients do not get receipts and they are expected to wait until 16:00 when they close and then they are 
eventually sent back.  
 
Service point 390  Pietermaritz Road, Umgungundluvo district – monitored on 30/11/2010 
 
A woman client has been coming back and forth to SASSA for the last year and nothing has yet happened. They treat 
people badly at this Service point and people are scared to talk out against them for fear that their grants will be taken 
away.  
 
She was very upset because they are not treated well. They are sent from one office to the other without more 
information about what is going on or what should be done next.  
 
Monitors observed that many clients did not know what to bring when they came to apply and because of this they were 
just told to come another day. They were not given the proper information by the officials about what to bring the next 
time nor was it explained what they need to do.  
 
They should have an office where such cases can be fast-tracked because old people get tired of moving from office to 
office and later being told they should come back another day. They should get people to do their jobs.  
 
Service point 100112, Umgungundluvo district – monitored on 2/12/2010 
 
This place needs more security for safety, more chairs, shelters and wheel chairs. At this service point there are loan 
sharks outside the gate.   
Shelters are very important because it is raining. Chairs are needed because people are standing in the queues. 
Wheelchairs are needed too because some are disabled and they are using chairs that are not right.  
It is not right how they are treating people, letting them stand outside in the rain.  
The machines need to be serviced. People complained about services not being good here 
 
Mqatsheni service point, Ugu district – monitored on 29/11/2010 
 
One client mentioned that this SASSA point has no respect for the clients and they are not helpful at all. They inform 
clients with the wrong information and send them up and down, costing them more money.  Many people also do not 
get their grants approved here.  
Some clients still do not know which documents to bring and they queue for hours only to be told later that they are 
missing something.  
Many of the people need to come back day after day because the not getting the correct information from officials.  
People are waiting a very long time before getting assistance.  
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Some of the SASSA employees treat the people badly. There are also lots of people here for Foster Child Grants and I 
think this should be investigated by a social worker.  
When the person came to apply for this grant, she was treated very badly and told to go and get the father of the 
children to give her money even though the kids are not her own.  
SASSA personnel must be more transparent regarding information and also must avail themselves to help those who 
came for their grants to be reviewed. Personnel should also be more pro-active in terms of giving help to pregnant 
women, the elderly and people with disabilities.  


