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MAVC NARRATIVE REPORT TEMPLATE 
 

The purpose of this narrative report is to provide an opportunity for the grantee and the donor to reflect on the status of the project, to 
identify areas for celebration and improvement, and to reflect on insights and lessons emerging to strengthen roll out.  

To be completed by grantee   
Type of report (please specify interim or final) Interim Report 

Date of report submitted:  February 2017 

Reporting period:  August 2016 to January 2017 

Project information – used to contextualise the project  
To be completed by MAVC staff.  CEDs and grants team to use information from the IC form to complete this section.Grantees to amend or add here, 
highlighting any changes for ease of visibility please 

Project Name   Expanding the Presidency’s community based 
performance monitoring project to improve service 
delivery in South Africa 

Organisation Black Sash Trust 

Innovation or scaling grant Scaling (2nd scaling) 

If this is an innovation grant what is innovative? If this is a scaling grant what 
exactly is being scaled and what is the existing evidence to show it works? 

In its first MAVC scaling grant the Black Sash developed 
a survey tool for use on tablets and had partner 
organisations support its use in 16 areas of the country, 
this further scaling is to deepen the work to support 
SASSA to engage and respond to the issues and to take 
over this monitoring tool.  It involves scaling down into 
10 areas in the Western Cape.  
 

What was learned from grantee’s previous experience in doing this work? The most critical learning was the extent and depth of 
relationship building and nurturing required to have 
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trust and momentum in this kind of co-operative 
monitoring approaches.  There was attrition on both 
the CSO partner and SASSA staff fronts and the need to 
have expanded partnerships not relying on individuals 
and champions that may be taken away or leave 
suddenly; leaving a hiatus and stasis that can seriously 
affect a project’s momentum.  

Is the project trying to help the government or service provider do its job, or is 
it trying to shift power relations between different actors? 

Both 
 

Is this project adding technology to an existing body of governance work, or is it 
applying knowledge and experience of technology to address governance 
issues? 

It is adding technology to an existing body of 
governance work. 

What is the role and added value of technology thought to be in this project? The power of the technology is in the analytics and the 
way that Code4Sa supports the Sash to present it in a 
really accessible visual format that works for a mixed 
literacy group and is a great ‘talking focus’ poster 

How will the project activities influence change?  The intention is that it will reach responsiveness and 
have SASSA integrate this approach as part of its MEL 
work in SASSA.  

What question/s will the project test in relation to the assumptions 
underpinning how change is envisaged to happen?   
How does this relate to MAVC’s core learning questions (Making All Voices 
Count)? 
 

• How can the technology (platform) be used to 

facilitate and enhance the quality of citizen-based 

monitoring of SASSA services, with a view to 

provide a model that facilitates a collective 

approach to addressing key service delivery 

problems? 

• How can the technology be used to formalize CBM 

into SASSSA processes in an ongoing way? 
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• How can technology be used to enhance SASSA 

accountability to the communities it services?  

 

Executive summary 
Please highlight key achievements over the reporting period as relates to project results, important issues shaping project 
implementation in relation to context internally and externally, and important lessons and insights.  
 

Key Achievements to date 

This CBM project started August 2016 as planned and by January 2017, the planned activities and milestones as per the project timeframe 
have been achieved.  

• Nine (9) CBOs were selected, contracted and trained as the Community Partners (CPs) implementing this CBM project. They agreed to 

monitor ten (10) SASSA facilities locally, offering services to the communities where these CPs work. One of the CPs will be monitoring 

two SASSA facilities, a pay point and a service office in Khayeltisha, servicing a very large community.  

• Relationships between the nine CPs and the ten SASSA local facilities have been established and this CBM project has been explained 

to SASSA national provincial and local facilities. 

• Monitors selected by the CPs have been trained to introduce the CBM exercise to service users and conduct the data gathering in 

October and November 2016. Black Sash secured the access letter from SASSA national and these were presented by CPs to the local 

SASSA facilities. 

• Code4Sa and the Department of Political Studies, UWC have been contracted to provide the technological and research support as 

detailed in the Black Sash project proposal.  

• Code4Sa expanded the platform to include the new CPs and SASSA sites. Data was stored and analysed, and reports produced for 

each SASSA site as per monitoring CP.  

• The two post-graduate students of UWC under the supervision of the their senior lecturers developed the research tools and 

conducted interviews with two CPs doing CBM for the third time, held focus group discussions with the other nine CPs and wrote up 
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their interviews to date. 

• With regard to the SASSA national office, the first meeting to introduce this CBM project and to seek a measure of alignment with 

SASSA’s official performance management framework was hosted by DPME at their offices in Pretoria. While there were various 

changes in the SASSA’s national CEO position, the relationship with the Executive Manager: Grants Administration was maintained.  

• DPME hosted the helped to secure and hosted the above mentioned meeting. 

 
Important Issues Shaping project implementation in relation to context internally & externally 
SASSA’s contract with CPS for the outsourcing the payment social grant, which was declared invalid by the Constitutional Court, ends 31 
March 2017. SASSA’s inability to either in-source the function or to find a suitable new service provider before the CPS contract ends, 
coupled with the ruling party’s succession battles, has impacted negatively on SASSA. The Minister of Social Development has indicated 
that the invalid contract with CPS is to be extended for another two years. It has failed to apply timeously to the Constitutional Court to 
extend the invalid contract.  
 
The outsourcing of social grants has put 17 million grant recipients at risk, created indebtedness and appears to threaten the 
constitutional order. Black Sash has applied to the Constitutional Court and the case has been set down for 15 March 2017. 
 
The Black Sash has made an urgent application for direct access, in the public interest and in the interests of all grant beneficiaries, most of whom 
are unable to litigate themselves, to seek the re-instatement of the oversight role of this Court for the payment of social grants in order: 

• For the ConCourt to have oversight over the proposed contract between SASSA and CPS for payment of social grants before it is a fait accompli; 

• To ensure that grant beneficiaries continue to receive payment of grants from 1 April 2017; 

• To protect the integrity of the social grant system; and 

• To protect grant beneficiaries from harmful practices by, amongst others, CPS. 
 

The Black Sash brings its application to ensure that SASSA complies with its Constitutional obligations to provide social assistance, to do so 
in a lawful manner, and to protect grant beneficiaries from unlawful depletion of their grants. The Black Sash submits that, given the 
situation SASSA has created, the ConCourt should compel SASSA and CPS to enter into a contract on terms designed to protect grant 
beneficiaries. The Black Sash asks that the ConCourt re-instate its oversight role to oversee SASSA’s further management of its 
Constitutional obligations relating to the lawful and effective payment of social grants. 
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Important lessons and insights 
 
The fluid nature of the Black Sash’s relationship with the SASSA national office as a result of the urgent legal step Black Sash increases the importance 
of maintaining the CBM sharing and learning relationship Black Sash has with DPME.  The looming SASSA crisis with grant payments from 1 April 2017 
compels us to pursue the integration exercise of service user feedback into the SASSA performance management framework with DPME, the holder of 
government’s CBM mandate. By April 2017 the working relationship with SASSA national will be clearer.  
 
In the meanwhile we have found that it is entirely possible to maintain the good working relationships with the good conscientious SASSA officials in 
the provincial, district and local spheres of the agency. Good substantive CBM work has been possible provincially and locally and will be taken 
forward at the Dialogues in the next phase of the project. This will work continue beyond the lifespan of this MAVC CBM project.  
 
We have had to review the survey targets for rural, smaller communities, where it was not possible to secure responses from 300 service users. In one 
of these sites we combined three pay points and use the data collected in this manner to produce one SASSA report.  The lesson here is to do more 
preparatory work with the CP prior to finalising the selecting of the facility to be monitored. 
 
The new CPs engaged in this CBM project need substantial support and guidance from Black Sash. The CPs more experienced in this CBM work offered 
peer support and learning to the new CPs – applying the ‘each one Teach one’ South African principle.  
 
In the case of the urban based established CP in Khayelitsha we learnt 2 things: 

• While it is good to have established, well known organisations such as the SJC partnering with Black Sash to do this CBM project, the SJC has its 

own programmes and it might not always be that easy to get the organisation to fully participate in another NGO’s work. This will be explored 

with the SJC more. 

• We should have insisted on having two sets of monitors – a team for each SASSA facility. We did not reach the 300 surveys target for each SASSA 

facility.  
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Stakeholder Map and Narrative – To be completed by grantee 
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Stakeholder Map Narrative 
Please include a short explanation of the stakeholder map. Note the attitudes or behaviour changes that need to take place for your project to work, 
and describe any changes in the relative power of these stakeholder that you hope to affect via the project intervention.  
 
SASSA National: While service user feedback through CBM exercises can influence improved service delivery at a local, district or provincial/regional 
level of SASSA, the main stakeholder for this CBM project to ensure inclusion of service user feedback into the official SASSA performance monitoring 
system is the SASSA national executive. Decision making within SASSA is a highly centralised. At the inception of this scaling project we anticipated a 
change of SASSA national CEO and that the change of key officials could nullify investments made relationships. As the contract of Ms Virginia 
Petersen ended in May 2016, an acting CEO was appointed. The new CEO Mr Magwaza (former acting Director General of Social Development) 
appointed in November 2016 served on the Ministerial Task Team (MTT). The members of the MTT to stop unauthorised, fraudulent and unlawful 
deductions from social grants comprise civil society and senior officials of DSD and SASSA.  The working relationship with Ms Dianne Dunkerley 
(executive manager: Grants Administration) was maintained throughout this period. 
 
SASSA regional / provincial / district & local: Working relationships between BS and CPs with SASSA regional, districts and local offices in the Western 
Cape have been steadily built and despite changes in the regional management, these have been maintained. At these levels good relationships are 
important to ensure access to local facilities for CP monitors upon presentation of the SASSA access letter and the active participation of SASSA in the 
development and adoption of the CBM model.  
 
Community Partners (CPs) & their monitors: Credible CPs and trusted monitors understanding the importance of CBM and SASSA’s constitutional 
mandate, able to secure responses by service users   are essential for the implementation of the CBM project. BS has selected, contracted & trained 9 
CPs to implement the CBM model at 10 SASSA facilities. By the end of this reporting period all 9 CPs monitoring 10 local facilities were still actively 
involved.  
 
Service users: The active participation of service users – trusting of the monitors to share their views, not fearing reprisal from a government agency 
when speaking out. CPs and their monitors have introduced the CBM project to SASSA staff at local service and pay point level and monitors have 
done the data gathering – getting service users to speak to them in a language they are comfortable.  
 
Code4SA: Providing and developing technology that supports public accountability and transparency. Enabling civil society, in particular for CPs to 
have technology for local monitoring / research and providing the link to act together.  
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Department of Political Studies, UWC: Enhance our reflective capacity by interrogating our process, offering academic research opportunities for 
post-graduate students and growing the field of public accountability. 
 
What has changed from the project inception until now (interim or final)? At interim/final narrative reporting stage re-draw your stakeholder map 
and include a narrative to describe if, and how, your project has been successful in changing power relations.  Please include current and original 
versions for comparison and briefly describe the changes. 
---- 

SASSA’s contract with CPS for the outsourcing the social grant payments, which was declared invalid by the Constitutional Court, ends 31 
March 2017. SASSA’s inability to either in-source the function or to find a suitable new service provider before the CPS contract ends, 
coupled with the ruling party’s succession battles, has impacted negatively on SASSA. The Minister of Social Development has recently 
indicated that the invalid contract with CPS is to be extended for another two years. It has failed to apply timeously to the Constitutional 
Court to extend the invalid contract.  
 
The SASSA CEO has changed. The previous CEO Ms Virginia Petersen’s contract ended May 2016. Mr Magwaza was appointed in 
November 2016.  An acting CEO appointed for the period June to October was unable to make strategic decisions.  Although this report 
covers the period ending January 2017, it is important to note that at the time of writing this report (March 2017) it has been reported in 
the media and parliament that the new CEO was either suspended or was on sick leave. An Acting CEO, Ms Thamo Mzobe has been 
appointed and at this stage it is unclear for how long she’ll be acting. The situation at SASSA national executive is quite fluid at the 
moment and it is hard to predict what will happen in the next few months.  
 
Black Sash also serves on the Ministerial Task Team (MTT), set up by the minister in 2014, co-lead by the Black Sash director & Mr Zane 
Dangor of the Department of Social Development. The MTT was tasked with developing solutions: 
• To stop the illegal and unauthorised deductions from grant payments due to grant beneficiaries 

• Develop & implement a recourse mechanism for grant beneficiaries affected by these deductions by payment service providers and third party institutions 

• Explore and implement legislative, policy, regulatory and contractual remedies to cease the debit deductions from the accounts of grant beneficiaries 

• Monitor the framework and process by which SASSA in-sources the current payment of social assistance grants based on a clear plan with key milestones, 

deadlines and resource allocations. Bearing in mind a separate MTT dealing with the technical aspects of this in-sourcing which has been established and is 

operational. 

• Monitor the process for the establishment of the Inspectorate based on a clear plan with key milestones, deadlines & resource allocations. 
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The outsourcing of social grants has put 17 million grant recipients at risk, created indebtedness and appears to threaten the 
constitutional order. Black Sash has applied to the Constitutional Court and the case has been set down for 15 March 2017. 
 
In our press statement issued 6 March 2017 we say: 
‘In 2012 the South African Social Assistance Agency (SASSA) contracted CPS to pay social grants on its behalf. This contract was declared invalid by the 
Constitutional Court in 2013.  This order of invalidity was suspended in April 2014 with various conditions including re-running the tender. 
SASSA filed a report with the Constitutional Court on 5 November 2015 that stated that it would not award a new contract, but intended to take over 
the payment of social grants from 1 April 2017, when the suspension of invalidity would lapse. The ConCourt then discharged its supervisory role in 
this regard. 
SASSA is not able to take over the payment of social grants on 1 April 2017.  It appears that at this stage, a revised or new contract between SASSA and 
CPS is the only way to ensure that grant beneficiaries are paid on 1 April 2017.  SASSA now intends to enter into a further contract with CPS to 
continue this function for an unspecified period. 
The Minister of Finance has stated that an extended, or new, contract with CPS would be unlawful and uncompetitive, contrary to the requirements of 
section 217 of the Constitution, and would constitute a deviation from prescribed procurement procedures. The Minister has stated that he will not 
sanction such deviation unless the ConCourt agrees to this request. 
SASSA announced that it would approach the ConCourt for its approval of the proposal.  It subsequently withdrew its application.  On 22 February 
2017, the Minister of Social Development and SASSA informed Parliament that SASSA would not make any application to the ConCourt.  It would 
merely report to this Court, at an unspecified time before 31 March 2017, on what it had done. 
The Black Sash has made an urgent application for direct access, in the public interest and in the interests of all grant beneficiaries, most of whom 
are unable to litigate themselves, to seek the re-instatement of the oversight role of this Court for the payment of social grants in order: 

• For the ConCourt to have oversight over the proposed contract between SASSA and CPS for payment of social grants before it is a fait accompli; 

• To ensure that grant beneficiaries continue to receive payment of grants from 1 April 2017; 

• To protect the integrity of the social grant system; and 

• To protect grant beneficiaries from harmful practices by, amongst others, CPS. 
 
The Black Sash brings its application to ensure that SASSA complies with its Constitutional obligations to provide social assistance, to do so in a lawful 
manner, and to protect grant beneficiaries from unlawful depletion of their grants.The Black Sash submits that, given the situation SASSA has created, 
the ConCourt should compel SASSA and CPS to enter into a contract on terms designed to protect grant beneficiaries. The Black Sash asks that the 
Concourt re-instate its oversight role to oversee SASSA’s further management of its Constitutional obligations relating to the lawful and effective 
payment of social grants. The matter will be heard in the Concourt on 15 March 2017.’ 
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All regional executive managers (REMs) – heading SASSA at provincial level have changed during the latter half of 2016. Our regional 
manager (RM) in the Cape Town regional office (CTRO), Colleen Ryan has managed to build a relationship with the new REM and 
maintained the relationship with Western Cape (WC) senior managers.  
 
On 8 February 2016 Colleen Ryan, (Back Sash regional manager, Cape Town) met with the previous WC REM, Mr Terblanche, to inform 
him of Black Sash’ intention to conduct another annual CBM cycle. She also met Beverley Gardner, SASSA Customer Care Manager, for 
Western Cape Regional office to inform her of the CBM plans. Mr Terblanche requested quarterly meetings with Black Sash and dates for 
these 4 meetings were agreed upon. Mr Terblanche was replaced by Mr Bandile Maqetuka. The first meeting with him was on 18 May 
2016 to introduce Black Sash’s work and present the CBM work for 2016 – 2017. Although Mr Maqetuka was welcoming & expressed his 
desire for a cooperative working relationship, the quarterly meetings as agreed upon with the previous REM did not happen. He was new 
and needed to find his feet. He facilitated a meeting in August 2016 with 4 senior managers in the region to inform them of the CBM 
annual cycle. The presentation was well received and Black Sash regional office was invited to the SASSA provincial Grant Administration 
Forum (GAF) meeting once the survey results are produced in the 1st quarter of 2017. He also permitted the senior managers to 
participate in Black Sash’s organisational external evaluation.Black Sash received a permission letter for monitoring activities for the 
period March 2016 to March 2017.  
 
CTRO RM also engages with SASSA at the MTT meetings held at the SASSA provincial offices and although the REM does not attend these 
meetings, the Black Sash CTRO RMdiligently makes a point of going to the office of the REM to catch up with him& senior managers. 
These are informal engagements and not recorded.  
 
Relationships between CPs and BS are on course.  

Black Sash contracted, trained and supporting 9 selected CPs to monitor 10 SASSA facilities. One CP, Social Justice Coaltion,is monitoring 2 
SASSA sites in Khayelitsha. Relationships between CPs & the local SASSA offices are being built – and this is at uneven levels.  The changes 
at REM level and the uncertainty in SASSA as a whole filter throughout the Agency. Black Sash and CPs have managed to maintain the 
already established relationships at provincial, district and local level.  
 

Relationship with DPMEis on course – represented by Jonathan Timm, Director: Citizen Based Monitoring 
DPME has hosted the first meeting between BS & SASSA in Pretoria where this CBM model & framework was presented. Surveys were 
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adjusted to accommodate SASSA & DPME suggestions.  Although we are still waiting for the signed MoU from DPME, the sharing and 
learning with DPME continues. Black Sash participated in organising, attended and presented at the DPME hosted OGP Commitment 1 
workshop held in September 2016. This workshop was held in Gauteng, attended by over fifty people from civil society organisations, 
academia, technology and government to share experiences in CBM.  DPME has asked to attend or co-facilitate 3 of the local Dialogues (1 
of the MAVC Dialogues & 2 others not part of this project) taking place in March & April, the next phase of the project.   
 
Relationships with Code4Sa and Political Studies, UWC are on course and keeping to agreed deliverables.  
Code4Sa is and are continuing to work on the IT Platform to automate the data capturing, analysis & production of survey results. The 
quest for automation will eliminate the need for cleaning of data to a large extent. The technology support to the CPs has been good. 
Code4Sa is working towards making it possible for Black Sash to manage the platform in-house with support from Code4SA. See: 
https://cbm.code4sa.org/ 
 
The relationship with the Department of Political Studies UWCis continuing and has again been contracted to provide an evaluative 
research function in this project. Two post-graduate students have been contracted to do this work under the supervision of two senior 
lecturers, Professors Cherrel Africa and Laurence Piper. The latter is involved with the participedia project and showcases their 
collaboration with Black Sash in this arena. See: http://participedia.net/en/organizations/black-sash 
 

 
Project Learning  
The purpose of the following two sections (Part A and Part B) are to capture what you are learning, or have learnt, through implementing your Making All 
Voices Count funded project.  As well as hearing about what went well, we would like to learn about what could have been improved.  Please share the 
good things that happened and please be frank about what didn’t go quite according to plan.  Mistakes matter and looking at what went wrong on a project 
and working out how to do things differently next time is a key way to improve project success.  When answering the questions below please provide 
qualitative and quantitative information (where appropriate) and examples to illustrate your responses.  The information that you provide will be used to 
help Making All Voices Count build an evidence base of how, where and when innovation contributes to improved  relationships and increased 
opportunities for constructive dialogue between citizens and governments or elite private sector power-holders. 

 
PART A – To be completed by grantees at interim report stage and updated at final report stage 

https://cbm.code4sa.org/
http://participedia.net/en/organizations/black-sash
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Support for the Presidency's Community Based Performance Monitoring Project 
 

Original aims and objectives(Please cut and paste below the original aims and objectives of the project (as set out in the project proposal/contract) 

 

The project will seek to achieve three outcomes 
● Work with government to implement the CBM model and integrate into the SASSA Performance Management system 

● Further develop the CBM model, particularly the dialogue(s) and advocacy steps and the Information Technology Platform. We will be 

building on the web platform developed over the past 18 months and further populate the site with comparative data- see the cycle of 

the seven core steps of the CBM model (http://cbm.code4sa.org/). 

● CBOs or CPs take ownership of and participate actively and effectively in implementing the Citizen Based Monitoring model of selected 

SASSA services in the 10 facility sites. We will be building on relationships we have established with appropriate government entities; 

selecting and training community partners in 10 locations; developing surveys (both annual service assessments and in-depth focus on 

burning issues such as irregular grant deductions); monitoring facilities and reporting findings; conducting dialogues, developing 

Improvement Plans (IPs)with service users and the staff of public facilities and establishing Joint Monitoring Committees to oversee IP 

implementation. 

Overall Objective(s): Improved and more responsive service delivery, ensuring that women’s issues are considered and addressed 

 
Objective 1:  Work with government to implement CBM model & integrate into SASSA Performance Management System  
Objective 2: Further develop the CBM model, particularly the Dialogues and Advocacy steps and the Information Technology platform 
Objective 3: CBOs take ownership of and participate actively and effectively in Citizen Based Monitoring of select SASSA services in 10 facility sites 

 
The successes - what has gone well and why?   
Please describe your successes and explain why these were successful.  If relevant, please include examples of both intended and unintended 
successes as well as any information which relates to and/or supports the assumptions being tested, or points to alternative/additional assumptions 
(e.g. assumptions about technology access, attitude or behaviour change of government or citizens) 
 
Objective 1: Work with government: SASSA & DPME 

http://cbm.code4sa.org/
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For the period under review we aimed to have had two interactions / workshops / meetings with SASSA & DPME to discuss and introduce 
this MAVC CBM project in the Western Cape province, as well as the other SASSA CBM work the organisation beyond the Western Cape 
province. DPME facilitated the discussions with SASSA to have our first meeting on Friday 26 August 2016 with SASSA national 
representatives in Pretoria in the DPME offices. This meeting was attended by two of SASSA’s national managers, for monitoring & 
evaluation and for stakeholder relationsand Black Sash’s Lynette Maart, Zanele Mdletye, Colleen Ryan and Deena Bosch. The decision to 
have DPME (responsible for CBM in government) hosting it proved to be wise.  
DPME’s own CBM experiences complement that of Black Sash and DPME eased SASSA’s fears that they would be overloaded by too many 
monitoring activities and the resultant CBM fatigue which could set in. DPME explained that our exercise – that of an independent civil 
society would benefit DPME’s own CBM activities and government and SASSA’s own attempts to improve its service. We also verified that 
this CBM cycle of Black Sash would happen at SASSA facilities where DPME is not conducting any CBM exercises during the period August 
2106 to August 2017. With the benefit of hindsight, we should have asked DPME if any of the sites now being monitored by Black Sash 
was monitored by DPME in the past. We only became aware of DPME’s previous work at the Mitchell’s Plain facility in March 2017, after 
the 1st community Dialogue was conducted. It would have been useful to have known at the inception of this project what their 
Improvement Plan was and to base the introduction of this CBM project on their previous CBM experience. Black Sash’s work and that of 
the CP will take into consideration the Improvement Plan adopted by all stakeholders in 2015 and published in poster form by DPME. 
The SASSA input into the surveys proved valuable. Not all of their suggestions could be integrated into the service user survey and the 
idea of a Monitor Observation Survey was born. Community Monitors used these for their own observations of the sites monitored. 
These are captured on the IT platform and form part of the reports produced for this CBM exercise.  
 
DPME’s support with this meeting and offering their latest improved survey tools was used to considerably simplify the frontline staff 
survey. After discussions with SASSA national we agreed to make the frontline staff survey an optional one – only in cases where the CPs 
and SASSA facilities felt comfortable to complete the surveys were these self-administered by staff and included in the results produced 
for the sites that opted to include the frontline survey. 
 
Most of the continued interaction with SASSA national happened telephonically, via email or at the MTT meetings attended by the Black 
Sash National Director and the Cape TownRegional Manager. After several emails and telephone calls we finally got the official SASSA 
access letters dated 28 September 2016 via email on Friday 30 September and data gathering commenced 1 October and ended 30 
November 2016. 
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One of the SASSA senior managers who attended the DPME hosted meeting with us, John Tsalamandris - responsible for Stakeholder 
Relations, indicated via email that he wanted to observe data gathering at some of the SASSA sites. These were provided to him via email 
and our partners were informed of his intention to do these observation visits. Unfortunately he did not attend and did not let us know 
beforehand that he will not make it. Naturally our partners were quite disappointed. 
 
This was a fine balancing act of many months – pushing SASSA, Department of Social Development and the ministry for the important and 
delicate work of the Black Sash’s Hands Off our Grants (HOOG) national campaign demands at MTT level, while not fracturing the 
relationship with SASSA that may close the doors to this CBM exercise.  The delicate advocacy work that emanated from Black Sash’s 
earlier CBM work on SASSA. As one of the Black Sash staff members say: ‘Never underestimate the power of Community Based 
Monitoring – gathering of credible evidence and taking all reasonable steps to get government to improve service delivery.’ 
 
The working relationship with DPME became ever more valuable as the interactions with SASSA could not always keep to the desired 
activities and timelines. We envisaged to have had two workshops with SASSA during the period under review, but had to combine the 2 
workshops and only had the one meeting hosted by DPME.  
 
The work undertaken to build and maintain the relationship with the Western Cape Province’s regional executive highlighted above is 
repeated here: 
On 8 February 2016 Colleen Ryan, (Back Sash regional manager, Cape Town) met with the previous WC REM, Mr Terblanche, to inform 
him of Black Sash’ intention to conduct another annual CBM cycle. She also met Beverley Gardner, SASSA Customer Care Manager, for 
Western Cape Regional office to inform her of the CBM plans. Mr Terblanche requested quarterly meetings with Black Sash and dates for 
these 4 meetings were agreed upon. Mr Terblanche was replaced by Mr Bandile Maqetuka. The first meeting with him was on 18 May 
2016 to introduce Black Sash’s work and present the CBM work for 2016 – 2017. Although Mr Maqetuka was welcoming & expressed his 
desire for a cooperative working relationship, the quarterly meetings as agreed upon with the previous REM did not happen. He was new 
and needed to find his feet. He facilitated a meeting in August 2016 with 4 senior managers in the region to inform them of the CBM 
annual cycle. The presentation was well received and Black Sash regional office was invited to the SASSA provincial Grant Administration 
Forum (GAF) meeting once the survey results are produced in the 1st quarter of 2017. He also permitted the senior managers to 
participate in Black Sash’s organisational external evaluation.Black Sash received a permission letter for monitoring activities for the 
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period March 2016 to March 2017.  
 
CTRO RM also engages with SASSA at the MTT meetings held at the SASSA provincial offices and although the REM does not attend these 
meetings, the Black Sash CTRO RM diligently makes a point of going to the office of the REM to catch up with him & senior managers. 
These are informal engagements and not recorded.  
 
CTRO RM also engages with SASSA at the MTT meetings held at the SASSA provincial offices and although the REM does not attend these 
meetings, the Black Sash CTRO RM diligently makes a point of going to the office of the REM to catch up with him & senior managers. 
These are informal engagements and not recorded.  
 
Successful efforts to build relationships with SASSA at district and local facilities, including the CPs: 
 

Prior to the commencement of the MAVC scaling project, the Black Sash conducted a workshop in July 2016 at the Grail Centre in 
Kleinmond) on our HOOG campaign with CPs, including CPs involved in the MAVC project. It included session on how to introduce CBM to 
SASSA and to build a working relationship with the local facility / office. This section of the work was refreshed during the first MAVC 
workshop with CPs mid-September 2016. CPs was therefore ready, prepared and comfortable to approach the local SASSA facilities , even 
before the official SASSA access letter for this project arrived at the end of September 2016. We could use the letter offered by the SASSA 
REM for the Western Cape to show to the local management and staff.  
 

For some CPs (Lighthouse, Paarl, Step-UP  & SJC it started with the HOOG Speakouts where they invited local SASSA managers to be 
present to hear the problems grant recipients are experiencing using the Recourse Mechanism for dealing with funeral and other 
deductions from their SASSA accounts. For the SpeakOut organised by Women Hope 4 the Nation in Lavender Hill the Regional Payments 
Manager, Busisiwe Latompa was present. 
 

The CPs, Woman Hope 4 the Nation and Lighthouse, facilitated their own meeting with SASSA Wynberg Office - Local Manager.  It was a 
productive meeting with the monitors. They were only waiting for the SASSA national access letter.   
Some of the CPs used the SASSA contact list provided by Black Sash to set up introduction meetings with the local offices.  
Early in September 2016 the Witzenburg Rural Development Centre’s (WRDC) Marita, their CBM coordinator, was accompanied by Black 
Sash to the Ceres local SASSA office. Introducing WRDC to the SASSA office & to introduce the MAVC CBM project to the SASSA local 
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manager, Mr Horn. This was not a pre-arranged meeting. BS was in Ceres on HOOG matters and decided to visit SASSA as well and it 
turned out to be a productive meeting. It was a sharing of ideas of how monitoring for the Ceres area should be done given low volumes 
at many of the Pay Points due to the fact that many of the beneficiaries are using bank ATMs.  This was a useful discussion which was 
taken back to the Project Manager for amendment to how the IT Platform is configured to ensure accuracy when capturing. It was also at 
this meeting that an observation was made regarding communication tools being used by SASSA. In this case a useful poster was on 
display, but it was outdated.  This information could be used to advocate for change. Regular visits to the SASSA office prior to monitoring 
would serve as a useful baseline with notes taken by CPs and / or Black Sash staff member. 
 
Sandveld Local Development Agency (SALDA) supported by Black Sash met the SASSA West Coast office, based in Clanwilliam. This 
meeting with two SASSA local officials, Mr Gerhardus Booyse and Ms Nikelwa Mazomba, was co-ordinated by the SALDA office and held 
at the SALDA office in Graafwater.  Because MAVC funding arrived later than expected, we combine this meeting with a planned HOOG 
monitoring visit. Another productive exercise with SASSA warning us that due to low volumes our survey targets of 300 service users per 
site targets may not be reached. We decided to keep to the original plan, and even if the 300 target is not reached, to go ahead with the 
monitoring exercise – bearing in mind that numbers will be lower than 300 for this rural site. It was also useful to learn from this SASSA 
office which areas of service delivery they would like to be assessed for improvement and to be taken into consideration for the 
Improvement Plan development and to be taken.  
 
It became obvious that all of the meetings prior to final selection of public service sites should be done prior to the monitoring cycle 
starts. The selection of SASSA facilities and sites would be informed by discussions with CPs and SASSA local officials. It would contribute 
to ensuring greater joint advocacy by all role-players for improved service delivery. This would certainly be valuable for the local CP, 
SASSA locally and Black Sash as well as the SASSA district management who are not always able to successfully motivate why they request 
additional staff and other resources.This is an important point to consider going forward.  We should do the preparatory work with either 
a different Black Sash budget or plan the project such that the work starts only after money has been received – deposited to the 
organisation’s bank account. Otherwise the groundwork for the CBM exercise becomes too rushed and we may miss important elements 
to consider.  
 
Social Justice Coalition (SJC) meetings with the SASSA local office in Khayelitsha. 
The first meeting on 18 April 2016, while developing the MAVC proposal was between Black Sash staff (Colleen & Bongi) with the SASSA 
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local manager, Mr S Magcoba and the assistant manager, Mr Freddie.  Introducing the BS and the work of the MAVC CBM project. SJC was 
not part of this meeting as they had not yet selected their monitors and BS wanted to get the relationship with the local SASSA going.  
SJC ‘s monitors, Nosipho and Simphiwe, were part of the second meeting on 3 October 2016. Many local SASSA officials were present in the meeting 
including the district manager. We introduced the SJC & re-explained the MAVC CBM exercise. It was also a platform for SASSA to ask questions & 
clarify any uncertainties. On this day, 3 October, data gathering commenced in Khayelitsha. The local Manager Mr P Magcoba offered to accompany 
the monitors to the pay point.  It offered monitors the opportunity to point out challenges experienced by grant recipients to SASSA. 

 
Objective 2: Further develop the CBM model, particularly the Dialogues and Advocacy steps and the Information Technology platform 

This work is ongoing as the basis has been laid for the two Dialogues in the period ahead and the advocacy steps to be taken after the 1st 
Dialogue scheduled for March/April 2017. 
 
The IT platform is being expanded to include more CPs and the automation thereof is on course. Almost seamlessly, registration of new 
CPs and monitoring sites were added,  support from Code4Sa to Sash staff and CP monitors ensured data gathering was  conducted as 
planned and results were produced on time – early February, in time Dialogue preparations which will form part of the next, final report. 
The further development of the IT platform, the automation thereof to a large degree limits the mistakes that we picked up in the 
previous MAVC project reports.  
 
Objective 3: CBOs take ownership of and participate actively and effectively in Citizen Based Monitoring of select SASSA services in 10 facility sites 
Selection & Contracting of Community Partners (CPs): 
Selection and contracting of CPs worked well. Our previous experiences and lessons pointed to the importance of ensuring that CPs 
understood well what the project is about and will have the resilience to see it through and beyond – have the will and ability to carry on 
with the project even if Black Sash was no longer directly involved in their work. The CBM website was presented to CPs to give them an 
idea of what their CBM project would look like. A Whatsapp group was established for ease of communication and peer support with the 
guidance of Black Sash.  
 
Training of CPs existing 3 & 6 new: 
The first training workshop covering all the aspects of to commence this CBM project by Black Sash attended by all 9 CPs took place 13 – 
15 September 2016. Attended by 20 participants in total. Participants were offered the space to develop their implementation plans for 
the first phase of their CBM exercises. These were presented and critiqued by fellow CPs. It provided a good opportunity for peer learning 
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and building confidence to present the CBM project to others, such as SASSA local offices.  
 
Introduction CPs to SASSA local & CBM framework & timelines:  
All CPs, some supported by BS as explained above, were able to introduce the project to SASSA local and district offices.  
 
Data gathering: 
All 9 CPs gathered data, using the paper surveys when interviewing service users and later capturing it onto the tablets and loading the 
data onto the IT platform.  Although the Tablets were not ready when the training workshop was conducted, Sash staff paid support visits 
to CPs outside of Cape Town encountering technology problems and ensured that these were overcome. CPs based in Cape Town came to 
the Sash office for support and mentoring.  
In the case of SASSA pay points in rural areas with low numbers per pay point, like Ceres, we decided that 3 pay points will be monitored 
by the Witzenburg Rural Development Centre (WRDC). No significant variances were presented from the individual points and results 
were presented as 1 report for all 3. In the case of the SALDA monitoring in Graafwater, we learnt through a discussion with the staff at 
the SASSA office in Clanwilliam that it would have been more beneficial if a different site was monitored, one they know that have been 
beset with problems – something we will bear in mind when next monitoring in the area. The SASSA staff members were quite welcoming 
of the CBM exercise and appreciate how it could help them to improve their service and the CBM results could help to strengthen their 
requests / suggests for improved service to the regional and national offices of SASSA. 
 
The challenges – what hasn’t gone according to plan and why? Please describe the big issues or challenges i.e. what hasn’t gone according to plan, 
what didn’t work so well, or what could have gone better, and why? If relevant, please include details of any expected and unexpected challenges as 
well as any information which relates to and/or substantiates or challenges/negates the assumptions being tested or questions being explored 
 
The MAVC money arrived later than expected – money deposited into the BS account on 6 September 2016. Although the preparation 
work continued while waiting for the funding, items such as the computer tablets could only be purchased once the money landed in the 
BS bank account. As a result we had to scramble to get it ready for the training with CPs in mid-September. The administrative work, 
registering SIM cards, loading airtime for each CP’s tablet, charging of the batteries, etc. were still ongoing as the training occurred. We 
managed to catch up though during support and mentoring visits to CPs.  
 
Data gathering:  
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• Khayelitsha serves a very large community and the fact that we did not reach the 300 target foreach of the sites monitored is disappointing. We should have 

insisted that the CP devoted more monitors to this CBM project.  Next time we should ensure that there are two separate teams – one for each site.  

• Rural areas: low number of service users at SASSA Pay Points due to grant recipients using other facilities such as ATMs. Importance of meeting with SASSA local 

before finalising monitoring sites. This might also decide which partners to work with. We usually work with CPs working in communities where service users live 

or work, to ensure that the exercise remains alive in the locality. 

• CPs such as SJC have their own established programmes. It is not so easy for them to bring in new work with other NGOs. However,smaller & under resourced 

partners like Women Hope 4 the nation makes the CBM central to their work.  

• SJC had trouble with CPS trying to gate-keep monitoring entry to pay point. Truly not understanding that SASSA has the say and should be overseeing CPS’s work 

as well! 

• New CPs needed substantial support from Black Sash. Black Sash engaged the more experienced CPs to assist the new ones – applying the South African motto 

of ‘each one teach one’. Peer learning and support will be employed throughout the CM project.  

 
Technology: arrived late & the loading of the ODK onto the devices late, but CPs started data gathering on time with paper & pens and 
loaded to the system once these arrived.  
 
Voluntary nature of monitors’ services: some CPs (Paarl & Women Hope 4 the Nation) lost the more experienced and trained monitors to 
gainful employment. Replacement monitors had to be trained.  
 
It was once again shown that the lack of resource mobilisation for community based organisations is a huge barrier for most of them, 
but it is essential that these organisations remain part of any CBM exercise to ensure that service users in poor communities have a say 
and resources to undertake the necessary advocacy actions to effect change.   
Adaptations 
MAVC wants to learn about how funded partners adapt within project time frames.    Please describe any current or upcoming changes to project 
plans or adaptations. What, if anything, have you already changed or adapted as a result of your experiences so far, and why?  Given what you’re 
learning through the project, is there anything that you plan to change or adapt and why?  For example, have you had to change your strategy for 
engaging with stakeholders and shift your focus – if so, does the stakeholder diagram need more information flows or actors, and what will this mean 
for your project?  

 

The only adaptation at this point is the more prominent role we have to ask DPME to play in order to get SASSA national to stay with this 
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project. Given the fluid nature of the relationship with SASSA national, we will have to be played this by ear. We will know in April how to 
engage with SASSA national.  
 
Risks:  Are you facing any risks going forward? What are your mitigation plans? 
 
The major risk to this project going forward is the working relationship with SASSA national. This risk is tied to the contract for social grant 
administration and payment awarded in to CPS in 2012 which ends 31 March 2017. The Black Sash’s HOOG campaign is focusing on this unlawfully 
awarded contract and SASSA’s ability to in-source the administration and payment of social grants. 
 
While the working relationship between SASSA, Black Sash and community partners has been functional during the period under review, it could 
become strained if SASSA is not ready to in-source this function and tries to extend the contract with CPS. A stronger advocacy response, even 
litigation workby Black Sash may be necessary.  
 
In the meanwhile our working relationship with the DPME has been going well and the intention to integrate CBM into SASSA’s official performance 
monitoring system will be worked on with DPME. DPME has already requested to attend some of the local public Dialogues and is in particular 
interested to see how the Joint Monitoring Committees could strengthen cooperation between government departments or agencies and 
independent civil society organisations engaging in CBM. The integration project will be ongoing and as we know this work takes time and as CBM 
practice becomes more entrenched in the country, this CBM project will continue the work with SASSA through DPME. 

Project outcomes 
Please provide a statement of what has changed as a result of this project.  Use answers to the questions below to summarize the observable change 
in the behaviour, relationships, activities, or actions of a social actor influenced by the activities and outputs of the project. 

• Who - be as specific as possible about the individual, group, community, organization, or institution that changed. 
• What – state concretely what changes were noted in behaviour, relationships, activities, policies, or practices? 

• When – be as specific as possible about the date the change took place. 
• Where - include the political or geographic locale with the name of the community, village, town, or city where the actor operates – locally, 

nationally, regionally, and/or globally. 
• Assess the outcomes and ensure that they are specific (including both quantitative and qualitative data in the outcome statements)  

 
The most important changes as a result of this project are the closer working relationships between CPs and local SASSA offices. CPs are now known to 
the local SASSA and social grant matters beyond the MAVC CBM project can also be addressed independently of Black Sash. This to us is an indication 
of the potential sustainability of this CBM project.  The acceptance of the CBM project by the SASSA regional executive makes enhances 
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communication with and access to local and district offices. This we believe will be strengthened once the results are presented to SASSA and the 
Dialogues are held.  

 
Project outcome Statement:  

The 9 Community Partners (CPs) contracted and trained in September 2016 have shown resilience and determination in their efforts to  
• establish working relationships with the local SASSA management and staff,  

• ensuring that the monitors conduct the data gathering as planned in October and November 2016 in a professional manner, and in some cases addressing SASSA 

service shortcomings observed by monitors as the data gathering continued.  

 
Black Sash presented the project to SASSA national and subsequently obtained Access Letters for data collection and monitoring of 10 
SASSA sites by the 9 CPs. 
 
The projects’ contribution 
Please use answers to questions below to describe the projects’ contribution and other factors that helped or hindered the change process desired. 

• What was the project/organisation’s role in influencing the outcome(s) described above?  If several outcomes have occurred, discuss each 
outcome separately and specifically.   

• How much of the change can be attributed to the intervention?   
• What evidence substantiates this attribution?  Specify the activities, processes, products, and services that you consider to have influenced 

each outcome 

• How did the project/organisation inspire, persuade, support, facilitate, assist, pressure, or even force or otherwise contribute to the change in 
the social actor?  

• How did the context help or hinder this change and the reported outcomes? 

 
Project contribution: 

The changes described above are of a direct result of this project. The mere fact that SASSA and the CPs know that the CBM project will 
provide survey results make it a worthwhile exercise for them and these results are comparable over time.  
 

Project specific learning questions: Please reflect on the two questions below. 
 

• Referring back to the learning questions you identified at the start of your project, what have you learnt about how change does, or 
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doesn’t happen? 

Technology does enhance and can facilitate good quality service user feedback to SASSA and DPME. Technology makes it possible in this 
case to go to scale - bring in many community partners and deliver results in a relatively short period of time. But technology on its own 
does not change the quality of service delivery. The brokering of relationships between CPs and SASSA play an important role to build 
trust. Determination and resilience on the part of civil society and community stakeholders will bring change. The possibility for 
enhancing SASSA accountability is still achievable through the use of this kind of technology.  

 
 

• Were project outcomes expected or unexpected, and has anything surprised you, or validated/challenged your assumptions? 

Outcomes were mostly expected. The challenge with SASSA national office will have to be worked on. Black Sash is a respected 
organisation and valued by SASSA. And we hope that after the Constitutional Court case this relationship will continue to be built and the 
value of this CBM model will be appreciated by SASSA.  
 
Project sustainability:  Please provide some information on the sustainability of your intervention.  For example, are there signs that the project will 
be taken up by government, or funded by another donor?   
 
CBM is a foundational programme of the Black Sash. This work will continue and forms part of the organisation’s regular fundraising efforts. There are 
also the very beginnings of ideas sharing with DPME that an independently managed and adjudicated CBM fund be set up in the country for NGOs like 
Black Sash to compete for tenders to conduct DPME CBM work. But this we believe still has a long way to go.   
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Project Activities– To be completed by grantee at both interim and final report stages 
Partner Milestones Table: for the period under review: August 2016 to January 2017 

 
Activities Milestones 

1. Nine selected CPs contracted and each signed the Memorandum of Understanding 

with Black Sash, agreeing to participate in this CBM exercise, committingto carrying 

on with the work to realise their respective Improvement Plans to be lead by a Joint 

Monitoring Committee of which the CP plays a leading role. 

2. All CP monitors were trained in September 2016, mentoring and support visits to each 

CP paid. Experienced CPs supporting the new CPs.  

3. Monitors were trained on how to administer the surveys and urged to complete the 

Monitor observation Surveys each time they visited a SASSA facility during the data 

gathering process.  

4. All CPs, supported by Black Sash introduced this MAVC CBM project to local SASSA 

offices and shared the objectives of the exercise and the timeframe of the exercise. 

5. All CPs were prepared to use the technology, the tablet computers to capture paper 

surveys administered with service users &where possible with frontline staff.  

6. Data gathering performed by each CP during the period 1 October – 30 November 

2016.  

7. A data gathering debriefing session was held with all CPs on 27 October 2016 to 

share experiences, lessons and to prepare for the November data gathering visits to 

SASSA facilities.  

8. Data gathering concluded 30 November 2016. Feedback was given by Code4Sa to 

ensure all surveys were captured and loaded onto the platform early December. 

These were checked with each CP and where surveys still needed to be captured, 

partners were allowed 1 week’s grace to catch up. 

9. Code4Sa performed data clean up and analysis during December 2016. After the end 

of year break, by mid-January Black Sash & CPs were asked to check results before 

final production of reports.  

 
 
 
• Contracting CPs 

• Training Sessions: equipping CPs and their monitors with the 

knowledge & skills to conduct this CBM annual Cycle, 

including establishing healthy working relationships with the 

local SASSA management and staff. 

• Data Collection – each CP to administer  

o up to 300 service user surveysper facility 

o Frontline staff – optional 

o Monitor Observation Surveys to be completed for 

each data gathering visit to SASSA facility 

• Production and packaging of survey findings 

• Meetings with DPME &SASSA national, provincial & local – 

introducing the CBM model & timeframe  
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10. Final reports were produced and published early February. Five Poster reports & 100 

handouts for each CP produced & the results were published on the CBM platform – 

in time for Dialogue preparations. 

11. Meetings and interactions with DPME & SASSA national and regional were held in 

September to introduce the CBM project, received input on the surveys. 

12. Ongoing email communications with SASSA to get the official SASSA access letter to 

gain monitoring access at the local sites. 

 
Have the activities that were originally planned in the milestones table (above) now been completed?  If not please explain why.  Please include 
details, case-studies, photos or links to illustrate the tasks completed. 

 

The activities as per the original plan are on track and completed as planned. See: cbm.code4sa.org for the IT platform featuring brief 
descriptions of the CPs contracted, the survey results, based on the data gathered by monitors of the CPs, cleaned and analysed by 
Code4Sa. By the end of January all CPs were still active in the project.  
 
Results produced by Code4sa are as follows: 
Poster report for each site – containing service user feedback;  
Comments feedback by service user for each site – contained in a word document 
Frontline staff (optional) – presented for sites where staff opted to complete surveys 
Monitor observations – where these were completed and submitted by monitors  
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MAVC Funded Partner Monitoring, Evaluation & Learning Framework – To be completed by grantee at interim and final report stage 

Please fill out the MEL framework in line with the one prepared at the project inception stage.  If there are any changes indicate clearly what they are, why 
they were made and how these differ from the original plan. 

Grantee’s 
Goals/Outcomes 

Quantitative and/or 
Qualitative 
indicator/data  

Baseline if 
relevant* 

Target  if relevant** Data Source, 
collection method 
and analytical 
approach 

Interim result Final result Status, comments, 
descriptions 

SASSA is transparent 
and accountable in 
managing, 
administering and 
payment of social grants 

 
 
 
 

Level of transparency 
and financial 
accountability 

 

Service level targets are 
met  

 

Irregular, 
fruitless and 
wasteful 
expenditure 
of R 1.047 
Billion1: 
including 

Irregular 
expenditure: 
R316m for re-
registration 
of grants 
beneficiaries, 
R74,6k for 
forensic 
investigations
, R223,5k for 
lease 
payments, 
R414k for 
physical 
security 
services & 
R16.4k for 
Diagnostic 

Clean audits with no 
irregular and wasteful 
expenditure  

 

AG Report - Audit 

SCOPA 

 

 

This is long 
term work.  
No definitive 
results to date. 

  

                                                 
1SASSA Annual Report 2015/ 16, P 16  & 17 



  

26 

 

Risk 
Assessment 
Heat Maps, 
implementati
on plans and 
pay point risk 
assessment. 

Fruitless & 
wasteful: 
R10.911m. 
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Outcomes (e.g. 
government responses 
and improvements in 
relationships) 
 

Quantitative and/or 
Qualitative 
indicator/data  

Baseline if 
relevant* 

Target  if relevant** Data Source, 
collection method 
and analytical 
approach 

Interim result Final result Status, comments, 
descriptions 

Outcome: 
Community partners 
engage with SASSA in 
ways that address 
community needs 
 
 

 
Quality of ongoing 
partnership with SASSA 
at local level 

Percentage of local 
SASSA offices that are 
responding positively to 
local community needs 

 

Variable 
levels of joint 
efforts/ 
cooperation2 

 Zero 

 

Joint efforts to 
improve service 
delivery 

At least 60% of local 
SASSA offices are 
responding positively 
to local community 
needs 

 

 

UWC Evaluation  
Report 

Black Sash  
reports 

Reports to close 
out dialogues 
 
Document review 

 
 
 

 
 
 
 
End of project 

All 9 CPs introduced 
their organisations & 
presented CBM project. 
Gain access for data 
gathering and informed 
local SASSA offices 
results will be shared 
with them & invitations 
will be sent for 
Dialogues. 

Outcome: 
SASSA has committed to 
integrate independent, 
credible CBM into their 
PMS system 
 
 
 
 
 
 

 

Alignment between  
CBM and SASSA PM 
framework owned by 
SASSA 

Recognition of value of 
independent credible 
CBM as core to 
improving service 
delivery 

 

No level of 
ownership 

Some level of 
recognition 
articulated  

 

Ownership by SASSA 
articulated 

CBM fully recognised 
as essential tool to 
improve service 
delivery 

 

SASSA  
documentation 

Interviews with 
SASSA 
management at 
local and 
national levels  

Document 
review 

 

  
End of project 

CBM project was 
presented to SASSA 
national, surveys 
presented & adjusted as 
per SASSA 
recommendations. 
Access letters provided 
for each CP & Black Sash 
staff to do monitoring 
work. 
 

Outcome: 
Community partners 
have increased 
knowledge of the policy 
framework governing 
social assistance and 

Level of  working 
knowledge of policy 
framework3 

Level of skills to 
interview, capture and 
load data4 

Low levels of 
knowledge 

Low levels of 
skills to 
interview, 
capture and 

Satisfactory levels5 of 
working knowledge of 
policy framework  

Satisfactory levels6 
skills to use 
technology to do CBM  

 

Monitor  
Observation 
Survey  

UWC evaluation 

Survey results on 

 
During data 
collection 
 
1st quarter of 
project 

 Training conducted with 
9 CPs in September. 
Data gathered in 
October – November 
2016. Monitors were 
able to administer 

                                                 
2Two of nine have some level of cooperation with SASSA at a local level  
3Includes the following: (i) the Social Security Act; (ii) Norms and Standards; (iii) Batho Pele principles  & (iv) DPME framework for CBM 
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skills to use technology 
to do CBM 
 

Number of surveys 
conducted & accurately  
captured  

load data 

Zero 

At least 300 surveys 
conducted / site over 
project duration 

IT platform 

document review 

surveys and answer 
service user questions in 
language of the service 
users. Surveys were 
accurately captured. 
Survey numbers for 3 
sites lower than target. 

Outcome: 
Community partners 
have increased skills to 
interpret and report 
results to community 
stakeholders and SASSA 

 

Level of skills7 for 
hosting and facilitating 
community dialogues 

 

Six with no 
capacity 

Three with 
previous 
experience 

 

Six are hosting 
dialogues with BS 
support  

Three are hosting with  
limited BS support 

 

Dialogue Reports 

 

Black Sash reports 

 

Document review 

 
 
From  
2nd quarter 

  
This will be reported in 
final report once 
Dialogues have taken 
place. 

Outcome: 
Community partners 
have increased capacity 
to monitor and manage 
the implementation of 
Improvement Plan 

# of advocacy actions 
taking place 

Number of community 
partners that  are able 
to implement CBM 
model 

 

Zero 

Six with no 
capacity 

Three with 
previous 
experience 

 

 

At least one advocacy 
action/ community 
partner has taken 
place 

Six are able to 
implement CBM 
model with BS 
support. Three are 
able to do this with 
limited support 

 

CP presentation 
to close out 
dialogue 

Black Sash 
Reports 

 

UWC evaluation 

 

Document review 

 
 

 
 
 
At close out of 
project 

 
 
This will be reported in 
the final report once 
Improvement plans 
have been developed 
and advocacy actions 
have taken place. 

Outcome: 
SASSA has increased 
awareness of how CBM 
can strengthen their 
service delivery at local, 

 

# of access letters 
provided by SASSA 

 

 

Zero 

 

 

Ten  access letters 
provided for project 
roll out  

Consistent presence 
and partnership on 

 

Access letters 

Close out dialogue 
reports 

UWC evaluation 

  
 
At close out of 
project 

There are already 
indications that SASSA 
regional, district and 
local offices are 
becoming aware of CBM 

                                                                                                                                                                                                                                          
4Able to   (i) enter into a monitoring relationship with local SASSA,  (ii) have the skills and knowledge including technology to do data gathering,  (ii) to understand and work with the data 
results and survey findings,  (iv) to be able to share data at community level, (v) to develop improvement plans, (vi) to implement improvement plans and (vii) work through Joint Monitoring 
Committee  
5At least minimal understanding of the areas identified  
6At least minimal skills base of the areas identified  
7Includes (i) interpretation of monitoring results; (ii) presenting the monitoring results and (iii) facilitating in an inclusive way  
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national and provincial 
levels 

Quality of SASSA 
participation on JMC 

No functional 
JMCs in place 

JMC with community 
stakeholders 

Black Sash 
Reports 

Document review 

value to strengthen 
service delivery. 

Outcome: 
Improved understanding 
and synergy between 
CBM model, SASSA’s 
performance 
management framework 
and DPME 
 
 

Degree to which 
strategic information8 is 
shared across critical 
stakeholders 

Degree to which SASSA 
understands the value 
of CBM9 in aligning with 
its framework 

Some level of 
strategic 
information 
sharing taking 
place  

Some level of 
understandin
g, variable by 
region 

High levels of 
consistent sharing of 
strategic information 
over project duration 

SASSA understands 
value of independent 
CBM 

 

Black Sash 
Reports 

 

UWC evaluation – 
local level 

 

Document review 

 Over project 
duration 

 
This has so far 
happened to a limited 
extend with SASSA. 
DPME is sharing & 
learning with Black 
Sash. DPME CBM toolkit 
been shared on our 
CBM platform and 
looking at how DPME’s 
CBM results can be 
shared on Sash CBM 
platform. 

 

 

 

 

 

                                                 
8Refers to information that can assist to understand institutional and policy context within which CBM integration could be optimized   
9Refers to owning the importance of regular, independently administered, service user feedback through community engagement to improve service delivery 
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Outputs (e.g. access and 
usage of innovation 
systems, engagement 
and empowerment, 
including by women) 
 

Quantitative and/or 
Qualitative 
indicator/data  

Baseline if 
relevant* 

Target  if relevant** Data Source, 
collection method 
and analytical 
approach 

Interim result Final result Status, comments, 
descriptions 

Output:  
Skills training workshops 
on survey tools, research 
ethics and technology 
would have taken place 
 
 
 
 

# of workshops at 
different levels  

# of participants trained 
at the regional 
workshop  
(disaggregated for 
gender) 

# of MOUs in place 

Zero 

 

Zero 

10 workshops: 

one TOT and 9 local at 
start up of project 

At least 2 persons/ 
organization with a 
minimum of 50% 
women 

9 MOUs in place 

 

Participant 
Registers 

Workshop plan & 
training material 

MOU 
 
Document review 
 

 
 
At start up of 
project 

  
 
These have all been 
implemented as 
planned.  

Output: 
Mentoring  and support 
sessions  to introduce  
and start CBM would 
have taken place 
 
 
 

# of mentoring sessions/ 
partner 

Degree to which 
experienced CPS provide 
peer support to support 
new CPS 

Zero 

 
No peer 
support taking 
place 

At least 2 mentoring 
and support sessions 
per partner over 
project duration 

At least 6 peer support 
sessions over project 
duration 
 

 
 
Quarterly reports 
 
Document review 

 
 
As & when 
needed 

 All CPs have received at 
least 1 of these 
sessions.  
 
Some have received 
more than 1 visit.  
 

Output: 
Community facilitation 
skills building workshops 
have taken place 

# of participants trained 
in community 
facilitation and 
presentation skills 
(disaggregated for 
gender)  

Zero 2 per community 
partner with a 
minimum of 50% 
women  

Participant 
registers 

Workshop Plan 
and training 
material  

Document 
review 

 

  
Once off, 
middle of the 
project 

 
This is planned for the 
next phase and will be 
reported in the final 
report. 
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Output:  
Public Dialogues have 
taken place  
 

# of dialogues that have 
taken place 

Range of participants 
(disaggregated based on 
SASSA profile)10 

Zero  

Variable  and 
specific to 
each 
community  

10 dialogues by end of 
project11 

Range of participants 
showing 
representation of 
beneficiary needs 

 

Dialogue Reports 

 

Document 
review 

 
 

 
 
Twice in second 
half of project 

 
This will be covered in 
the final report 

Output: 
 Improvement Plans have 
been developed  

 

# of improvement plans 
developed 

 

Zero 

Ten improvement 
plans in place by mid 
project 

 

Plans 

Document 
review 

 

  
Once, second 
half of project 

 
Final report will cover 
this aspect of the work. 

Output: 
Joint Monitoring  
Committees of 
community organizations 
and SASSA have been 
established  

 

# of  JMCs in place 

 

 

 

 

Zero 

 

10 JMCs in place 

 

Names will be 
listed in Dialogue 
Reports 

Document review 

  
Once, second 
half of report 

 
Final report will cover 
this work. 

Output: 
Mentoring support for 
implementation of IPs 
have taken place 

# of mentoring 
sessions/partner 

 

Zero  At least 2 mentoring 
and support sessions 
per partner over 
project duration 

Quarterly reports 

 

Document review 

As & when 
needed 

  
Final report will cover 
this work. 

Output: 
Close out community 
dialogues would have 
taken place 

# of dialogues that have 
taken place 

Range of participants 
(disaggregated based 
on SASSA profile)12 

Zero  

 

Variable  and 
specific to 
each 
community 

10 dialogues by end of 
project13 

 

Range of participants 
showing 
representation of 
beneficiary needs 

Dialogue Reports 

 

Document review 

  
 
Once off, end of 
project 

 
Final report will cover 
this work. 

                                                 
10Refers to beneficiary groups 
11One per community partner, with one partner doing two communities hence two dialogues  
12Refers to beneficiary groups 
13One per community partner, with one partner doing two communities hence two dialogues  
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Output: 
Learning around 
appropriate advocacy 
strategies is documented 
(local level)  

Write up of lessons 
emerging from local 
initiatives by 
community partners 

Not in place At least one learning  
reflection per 
community partner 

Close out Report 

UWC evaluation 

Document Review 

  
Once off, end of 
project 

 
Final report will cover 
this work. 

Output: 
Ongoing relationship 
building and 
management takes place 

# of  strategic 
engagements at local, 
district, national and 
regional level 14 

Zero At least one 
engagement per 
quarter over project 
duration 

Black Sash 
Reports 

UWC evaluation 

Document review 

 

Over project 
duration 

 This has taken place by 
all CPs supported by 
Black at local and 
district level.   

Same is done by Black 
Sash at regional and 
national level. 

Output 
 Information is packaged 
electronically and 
otherwise to profile CBM 

IT platform is 
functioning 

Survey results in poster 
and  word document 
format/ community  

In place 

 

Design in 
place 

IT platform is 
continuously updated 

Ten sets of reports 
and one consolidated 
summary report 

CBM website 

Reports 

Posters 

Review  

Over project 
duration  

 All CP & site reports 
publish electronically 
and hard copies.  
Regional & national 
consolidated reports in 
process of being 
finalised. 

Output: 
 Information generated 
by different 
interventions are used to 
lobby for systemic 
change  

 

# of presentations15 to 
SASSA management    

(disaggregated 
geographically16)  

 

 

 

Zero 

At least 10 
presentations at a 
local level 

At least  three 
presentations at a 
regional level 

At least three 
presentations at a 
national level  

 

 

Presentations 

Black Sash 
Reports 

Document review 

 
Over project 
duration 

  
Presentations to SASSA  
are being done in the 
2nd half of the project 
and will be covered in 
the final report. 

                                                 
14Includes one on one meetings, presentations at conferences, telephone calls and other forms of networking 
15It will include Survey Results, Improvement Plans and Close out Dialogue Reports 
16Refers to local, regional and national 
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MAVC log-frame indicators -– To be completed by grantee at interim and final report stage 

 

Indicator Means of Verification # Male # Female Description 
Comments/ 
Questions for 
clarification 

 
Outcome indicator 1 

 
# of citizens receiving response 

from relevant government 
agencies where MAVC operates 

How many citizens have received responses from relevant 
government agencies (disaggregated by gender where 

possible).  Please describe responses. 

Acknowledging/ recognizing/ 
providing explanations 

    
The public community 
Dialogues to be hosted 
in the 2nd half of the 
project will offer the 
opportunity for 
community 
stakeholders, service 
users and SASSA 
officials to discuss the 
survey results and any 
other service delivery 
deficiencies that may 
be highlighted in the 
Dialogues. Key 
challenges will be 
prioritised, included in 
the Improvement Plan. 
JMCs formed to lead to 
implementation of the 
IPs. 
 

 This will be 
reported on in the 

final report. 

Incorporating and positively 
responding to citizen demands 

    

Collaborating/ co-producing 
information or policy solutions 

    

Indicator Means of Verification 
# of 

changes/improvement
s 

Description 
Comments/ 
Questions for 
clarification 

 
Outcome indicator 2 

 
# of changes/ improvements in 

government  policy (e.g. on 
transparency) related to MAVC 

work 

Have there been changes and/or improvements in 
government policy or practice?  How many?  Describe 

changes or improvements and how the project has 
contributed to change, and if it was necessary or 

sufficient. 

Changes/improvements in 
government policy 

  

 The same as described 
under indicator 1. 

  
Changes/improvements in 

government practice 
  

Indicator Means of Verification # Male  # Female Description 
Comments/ 
Questions for 
clarification 
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Output Indicator 1.1 and 1.1b  

 
Number of citizens that have 

access to innovative solutions for 
improved participation that are 
linked to MAVC (supported by 
MAVC or MAVC innovations 

taken up by others).  Cumulative 
totals from year 1 – 4.5 

How many people have access to the innovation 
(disaggregated by gender where possible)?  What type of 

participation is this (informing, consultation, deciding 
together, acting together, supporting community 

interests)? 
 

listened to radio broadcasts 
(estimated using listenership figures) 

    

  Service users:  
paper survey, loaded 
onto a tablet by CP 
monitors and 
captured on the CBM 
platform 
 
10 sites monitored 
Total of 2347 service 
users agreed to 
complete surveys. 

We aimed to 
administer 300 

service user 
surveys per site. 
Rural areas had 

low numbers are 
Pay points & one 
of the urban CPs 

monitoring 2 sites 
should have had 
more monitors, 
we realise now. 

registered on platform  618  1729 

received SMS messages     

social media outreach: following on 
twitter or like a FB page 

    

trained citizen journalists     

attended consultations or training 
workshops 

    

viewed website      

called hotline     

downloaded an app     

other (please specify)     

Indicator Means of Verification Yes/No Description 
Comments/ 
Questions for 
clarification 

 
Output Indicator 1.2 

 
Number of MAVC innovation 

and scaling initiatives that 
have reached citizens and 

government actors (as direct 
participants, or indirectly by 

working with theories of 
change that clearly, and 

realistically set out how they 
can be reached and 

influenced).  Cumulative 
totals from year 1 – 4.5. 

Has the projected reached citizens and government 
actors (yes/no)? 

Direct participants Yes   At this stage of the 
Scaling project - 9 
CPs introduced this 
CBM project to 10 
SASSA local facilities, 
gaining local buy-in 
for CBM of service 
delivery by randomly 
selected service 
users willing to 
participate 
anonymously. Local 
regional and national 
SASSA agreeing to 
active participation. 

 In the 2nd half of 
this Scaling 
project the 

Dialogues at 10 
sites and the 

advocacy actions 
to improve 
services will 
deepen this 

work. 

Indirectly by working with 
theories of change that clearly, 

and realistically set out how they 
can be reached and influenced 

  

Indicator Means of Verification Yes/No 
Type of 
participa
tion 

Description 
Comments/ 
Questions for 
clarification 

 Has the project provided opportunities for Women  yes survey  The majority of the   
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Output Indicator 1.3 
 

Percentage of MAVC 
initiatives that provide 

additional opportunities for 
participation in governance 
specifically to specific target 

groups (individuals and 
groups) that normally lack 

influence in society e.g. 
Women, LGBT, people with 

disabilities, marginalised 
ethnic communities, youth, 

people living with HIV /AIDS, 
and victims of (political) 

conflict. 

marginalised groups to participate (Yes/No).  Who 
and what type of participation (informing, 

consultation, deciding together, acting together, 
supporting community interests).  How have 

marginalised groups have been given opportunities 
to participate and how has politics or power 

influenced participation?   Describe activities used 
to include marginalised groups and explore any 

reasons why participation differs for marginalised 
groups and if different methods are more/less 

successful for them? 

LGBT  Yes    survey service users 
surveyed are women 
at 74%. 
We’re not able to 
disaggregate for the 
other categories as 
these were not 
covered in the 
survey. Social grants 
are however offered 
to these groups, in 
particular for 
disabled people, 
unable to work 
gainfully & foreign 
nationals living in SA 
are eligible for 
grants. 

PWD  yes   survey 

Marginalised ethnic groups 
  

Youth     

PLHA  yes   survey 

Victims of conflict  yes  survey 

Other (please specify)     

Indicator MOV Yes/No Description 
Comments/ 
Questions for 
clarification 

 
Output indicator 2.1b 

 
Percentage of projects in 

which citizens are directly and 
indirectly interacting with 

government agencies either 
using online solutions (using 
SMS, IVR, radio call-in, social 

media, online platforms); 
offline solutions; or both 

In the project do citizens interact with government 
agencies (using online solutions, offline solutions or 

both)?  Interaction includes: providing spaces for 
citizens to directly express their voices/opinions/ 

concerns/respond to government or service 
providers.  Describe the type of tech is being used. 

Was the project originally 
designed to have an impact 
pathway that leads to either 
direct or indirect citizen and 

govt/duty bearer interaction (i.e. 
what it set out to do rather than 

what it achieved) 

yes    

 Service user 
feedback via surveys 
captured toOnlne 
platform and 
Dialogues for 
engagement of 
service users, 
community 
stakeholders & 
SASSA officials 

  

In the project do citizens and 
govt agencies interact directly? 

Online   

    

Offline yes  

Both   

In the project do citizens and 
govt actors interact indirectly 

Online   

Offline   



  

36 

 

 

 

 

(via intermediaries such as 
NGOs)? 

Both  yes 

Indicator MOV Yes/No 
# of 
respons
es 

Description 
Comments/ 
Questions for 
clarification 

 
Output Indicator 2.3 

 
Percentage of MAVC funded 
initiatives in which there is 

responsiveness from 
governments or duty bearers 
in response to citizen’s views.  

Is there a degree of responsiveness from 
government or duty bearers to citizens views 

(yes/no)? How many responses have been received 
from govt/duty bearers? Please describe the 

response and which category it would fall into. 
Describe how any changes in response correlate 
with project activities.  What evidence exists to 

support arguments that the project has made the 
contribution and not other factors?  What will the 

change mean (i.e. an increase may not indicate 
success if it relates to acknowledging complaints but 

not taking action). 

Acknowledging, recognizing or 
providing explanations 

    

 This will happen 
during the 2nd half of 
the Scaling project. 
Dialogues, 
Improvement Plans, 
Joint Monitoring 
Committees  

  

 Incorporating and positively 
responding to citizen demands 

    

Collaborating/ co-producing 
information or policy solutions 

    

Indicator MOV Yes/No Description 
Comments/ 
Questions for 
clarification 

 
Output Indicator 4.1b  

 
Number of sub-national and 
national partnerships (formal 

and informal) formed with 
funders, experts or mobilisers, 

to support transparent, 
accountable governance.  

Cumulative totals 

Have the funded partner formed a formal/informal 
partnership with other funders, govt/duty bearers, 

experts/mobilisers?   

Formal (e.g. MOU, TOR, 
Contract) 

 yes 
This scaling project is 
co-funded by other 
core donors, SASSA 
national in agreed to 
this project, DPME 
supports – waiting 
for signed MoU, 
experts Dept of Pol 
Studies, UWC and 
Code4Sa  contracted. 
 

  Informal (e.g. email 
documentation detailing 

intention to work together) 
  


