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South Africa is globally renowned for its progressive 
constitution; and many, including the Black Sash, 
worked tirelessly for the inclusion of a Bill of Rights. 
Socio-economic rights to adequate health care, food, 
water, social security and housing as well as education, 
are therefore well embedded in the Constitution. Our 
government is obliged to take reasonable legislative and 
other measures, within its available resources, to achieve 
the progressive realisation of each of these rights.

Access to these rights determines the quality of life the 
poor will experience, and for many living in South Africa, 
the Constitution’s promise of dignity and equality for all 
remains a distant dream.

Despite progress over the past 21 years of democracy, 
inequality levels remain high, and structural and other 
manifestations of poverty persist. Attempts by government 
to alleviate poverty, restore social justice and narrow the 
huge income gap are further diluted by immoral, unethical 
and corrupt business practices. Social Security, a Section 
27 right, is a case in point.

The Black Sash’s aim is to enable all, particularly women 
and the girl child, to recognise and exercise their human 
rights, particularly their socio-economic rights, and to 
create a society that has effective laws and delivery 
systems, including comprehensive social protection for the 
most vulnerable.
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Preamble to the Constitution of the Republic of South Africa 1996

As adopted on 8 May and amended on 11 October 1996 by the Constitutional Act 108 of 1996

One Law for One Nation

Preamble
We, the people of South Africa,

Recognize the injustices of our past;

Honour those who suffered for justice and freedom in our land;

Respect those who have worked to build and develop our country; and

Believe that South Africa belongs to all who live in it, united in our diversity.

We therefore, through our freely elected representatives, adopt this                     

Constitution as the supreme law of the Republic so as to:-

 Heal the divisions of the past and establish a society based on                               

 democratic values, social justice and fundamental human rights;

 Lay the foundations for a democratic and open society 

 in which government is based on the will of the people and 

 every citizen is equally protected by law;

 Improve the quality of life of all citizens 

 and free the potential of each person; and

 Build a united and democratic South Africa able to take its 

 rightful place as a sovereign state in the family of nations.

May God protect our people.

Nkosi Sikelel’ iAfrika. Morena boloka setjhaba sa heso.

God seën Suid-Afrika. God bless South Africa.

Mudzimu fhatutshedza Afurika. Hosi katekisa Afrika.



This aim is reflected in our 2012 statement which is still 
very relevant.

Extract from November 2012 
Board of Trustees Statement:

“The Black Sash believes that at this time in the 
history of South Africa, and of our organisation, the 
most urgent issues to be addressed are the on-going 
poverty and inequality afflicting the lives of the most 
vulnerable members of our society. South Africa 
cannot be free as long as the majority of its people 
continue to live under conditions of deprivation and 
injustice.  We are affected and diminished by this...

We therefore commit ourselves to foster, support and 
encourage community initiatives to monitor, record 
and analyse the socio-economic conditions prevailing 
in South Africa.”

This report illustrates some of the work accomplished by the 
organisation in 2014 to take us a step closer to our vision of 
making human rights real in South Africa.

Bongi Mkhabela

Chairperson

Black Sash Board of Trustees
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Human rights are indivisible, interdependent, cross-cutting 
and significantly influenced by systemic, structural 
causes and policy choices, leaving many groups of 
people vulnerable.

The South African Human Rights Commission (SAHRC) has 
identified and is currently working on how government 
regulates and holds business accountable to Constitutional 
rights. The SAHRC holds the view that those “in political 
leadership need to ensure that business is not shaping key 
policy decisions in its interest as opposed to public interest.”

The Hands off Our Grants (HOOG) Campaign has taught 
the Black Sash and partners to vigilantly protect our 
Constitutional rights and watch for its dilution through 
outsourcing arrangements and tender processes of public 
mandates. Business ethics and practices, and the narrow 
pursuit of profit, continue to compromise human rights and 
public interest.

Our cover picture features Ma Grace, a pensioner from 
Makawssie. Minister Dlamini in February 2014 ordered 
SASSA to refund Ma Grace for monthly airtime deductions. 
Ma Grace does not even possess a cell phone. This type of 
deduction repeats itself over and over again throughout
the country.

Ma Gloria Mabindisa, a feisty disabled woman living in rural 
Adelaide, Eastern Cape, had a loan deducted - in full - twice 

from her bank account.  She was eventually refunded. Ma 
Gloria and 400 beneficiaries successfully negotiated with 
SASSA to reopen its Adelaide SASSA office. She and others 
had to fork out the cost of travelling 45 km to and 45 
km from Fort Beaufort, only to be linked to a call centre. 
Recourse and administrative justice for the rural poor in 
particular come at a high price.

The Black Sash works with a network of 400 CBO partners 
across the country implementing three programmes namely:

1) Rights based information, education and training;
2) Citizen Based Monitoring; and
3) Advocacy-in-Partnership. 

We have concluded our RMCH project and have learnt 
valuable lessons which we are integrating into our work 
going forward. We have launched an exciting new way of 
conducting citizen based monitoring through our Making 
All Voice Count project. CBOs partners monitor, collect and 
load data onto tablets and via the internet. Standardised 
infographic reports are used in dialogues between citizens 
and government officials to produce facility Improvement 
Action Plans.

My gratitude goes to our funders who believe in and enable 
us to work towards our goals, the Black Sash staff who 
commit themselves to this work, and our Board of Trustees 
that provides consistent support and direction.

National Director’s Reflections
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The Black Sash Vision and Mission
Our vision is making human rights real.

Our mission is to work towards a South Africa in which:

•	 Human rights are recognised in law and respected in practice;

•	 The government is accountable to all its people and attends to their 

 basic needs;

•	 Members of society (individuals and the private sector) also take   

 responsibility for reducing inequality and extreme poverty;

•	 The Constitution is upheld by all; and

•	 Social and economic justice is recognised as fundamentally important.

Our belief is that, through individual and collective non-violent action, 

people have the power to change their own situation and impact on society 

as a whole.

Our aim is to enable all, with the emphasis on women and children, to:

•	 Recognise and exercise their human rights, particularly their social and   

 economic rights; and

•	 Create a society that has effective laws and delivery systems, including   

 comprehensive social protection for the most vulnerable.

Black Sash contributes to making human rights real in a society 
characterised by more equality of control, ownership and power, as 
well as more equality of access to opportunities and resources, a 

society in which democratic governance, gender, 
social and economic justice and human rights prevail.

REFORM POLICIES
AND SYSTEMS

AIM 1: Political, social and 
economic policies and systems 

are changed to better serve 
the needs of all people living 

in South Africa, promote social 
solidarity, and operate from 

the basis of human rights and 
social justice principles.

STRENGTHEN CIVIL 
SOCIETY

AIM 2: Strengthened 
community and civil society 
organisations and networks 

participate in shaping policies 
and systems to promote social 
solidarity, and operate from the 
basis of human rights and social

justice principles.

PROGRAMME THREE: ADVOCACY IN PARTNERSHIP
GOAL 3: Black Sash works in partnership and within networks that 
are more able to conduct effective advocacy to realise human rights,

particularly social and economic rights, as well as democratic
 governance & accountability, with an emphasis on the

 experience of women & girls.

PROGRAMME ONE:
RIGHTS-BASED 
INFORMATION,
EDUCATION & 

TRAINING
GOAL 1: Members and 
leaders of community 

organisations who are better 
informed about human 
rights, particularly social 

and economic rights, as well 
as democratic governance 
& accountability, with an 

emphasis on the experience
of women & girls.

PROGRAMME TWO:
COMMUNITY 
MONITORING

GOAL 2: Community 
organisations which

have improved skills and 
effectiveness in monitoring 
the realisation of human
rights, particularly social

and economic rights, as well
as democratic governance

& accountability, with
an emphasis on

the experience of 
women & girls.

Lynette Maart: National Director



The primary objective of the Hands off Our Grants 
project is to stop the unauthorised, unlawful, 

fraudulent and immoral debit deductions from the 
SASSA bank accounts of social grant beneficiaries.

Background
The Hands off Our Grants (HOOG) campaign was initiated 
by the Black Sash in 2013. KOOR (Katolieke Ontwikkeling 
Oranjerivier), in the Northern Cape, alerted the Black Sash 
to large scale unauthorised debit deductions from the 
SASSA-branded bank accounts of grant beneficiaries. In our 
investigations, we realised that the outsourced contract and 
Service Level Agreements between SASSA and CPS, a Net1 
subsidiary, gave rise to these debit deductions, considerably 
diluting the right to social security enshrined in the SA 
Constitution and the legislation (Social Assistance Act and 
SASSA Act).
 
After the Black Sash brought the deductions issue to her 
attention, the Minister of Social Development, Bathabile 
Dlamini, set up a Ministerial Task Team (MTT) in February 
2014 comprising representatives from the Black Sash, the 
Association for Community Advice Offices in South Africa 
(ACAOSA), other civil society representatives, the Department 
of Social Development (DSD), South African Social Security 
Agency (SASSA).
 
The MTT was mandated to explore ways to stop the 
deductions and ensure that grant recipients access 
appropriate recourse and refunds back- dated to 2012. The 
team found that deductions were often associated with 

NET 1 subsidiaries for advanced airtime and electricity, 
loans, water, and prescribed debt via the SASSA created and 
Grindrod/ Net1 owned grant beneficiaries bank accounts. Six 
meetings of the MTT were held during 2014.  
 
Findings of Ministerial Task Team lead to Press 
Statement from Minister Dlamini

“Big sharks in suits are now in the tank with almost 
unrestricted access to funds in the bank accounts 

of grant beneficiaries”

On 11 September 2014, Minister Dlamini held a press 
conference and endorsed all the recommendations of the 
MTT, and spelled out how the DSD would work to resolve the 
issues that were raised.

Extracts from her statement:
“Access to grant beneficiaries’ confidential data, including 
identity numbers, bank account and contact details, biometric 

Hands off our Grants CampaignChapter 1
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data, appear to fuel the marketing and sale of 
financial products including loans, the Umoya 
Manje [airtime] products of advance airtime and 
electricity coupons. What is more alarming is that 
civil society brought to the attention of the MTT 
that even debit deductions were made for the 
purchasing of water, which is a free basic service”. 
She said the department wants to put a stop to 
this. “The different financial institutions threatened 
to take us to court because of section 26A of the 
Social Assistance Act Regulations. That’s one of 
things we are looking at right now. Already, social 
assistance is busy looking into the regulations 
because it’s easy to change the regulations,” the 
Minister said. The department is also looking into 
changes that need to be made to the SASSA Act. 
While this process is ongoing, Dlamini said, the 
reviewed service level agreement has been with 
CPS for more than six months. “The main issue in 
the reviewed service level agreement is [that] of 
deductions, and they have refused to sign it. 
We are giving them 14 working days to sign the 
agreement. “Thereafter, we are going to take court 
action, because we think it’s honourable to do so. 
We are in the meantime mobilising a number of 
NGOs dealing with vulnerable groups and we will 
take class action,” she said.
 
Typologies
The typologies uncovered by this campaign include 
advances for airtime and electricity, water and 

paraffin, loans (e.g. reckless lending, deductions 
continuing after the loans were repaid, prescribed 
debt), multiple funeral cover and fraudulent 
deductions.  
 
Constitutional Court Rulings in the matter 
of AllPay vs SASSA and CPS
In a gratifying ruling, the Constitutional Court 
(CC), in the matter of AllPay 2 vs SASSA and 
Cash Paymasters Service, ruled the outsourced 
contract between CPS and SASSA invalid. The 
Constitutional Court in the matter of AllPay vs 
SASSA and CPS gave clear direction - corporates 
performing a state function (such as the payment 
of social security) are organs of state subject to 
the same public accountability and scrutiny. The 

contract between SASSA and CPS cannot be 
treated merely as an agreement between two 
parties.
 
However, the judgment of invalidity was 
suspended so as not to cause disruption to 
the payment of social grants. Any disruption 
would have dire consequences for beneficiaries, 
dependent on the monthly cash transfers. The 
ConCourt further ruled that SASSA put out a 
new tender that will run for a period of five 
years. Furthermore SASSA had to ensure that 
the confidential data of grant beneficiaries are 
protected. If the tender is not awarded, CPS would 
continue its five year term ending in March, 2017. 
CPS is obliged to report to the ConCourt on the 
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financial aspects at the end of the contract. The Constitutional 
Court order has direct bearing on the HOOG campaign. For 
example, if SASSA awards a new tender for the national 
payment of social grants in 2015, the function will only revert 
back to the state in 2020 and not 2017.
 
The demands of the Black Sash and civil society partners, 
through the MTT, found direct expression in the specifications 
of the new SASSA tender for the national payments of grants. 
The new Request for Proposal (RFP) issued in October 2014, 
makes provision for a ring-fenced SASSA bank account.  
Potential service providers will be disqualified if they facilitate 
deductions via EFTs, stop or debit orders from the ring fenced 
bank account; or engage in marketing and sales of advances 
for  airtime and electricity, micro loans, unauthorised or 
additional funeral cover, life cover, municipal services for 
water and furniture. Service providers also have to protect the 
confidential data of grant beneficiaries.

Campaign Materials
As part of our exploration, the Black Sash invited experts to 
discuss various issues with Black Sash staff and partners. As 
a result, materials were developed to simplify the campaign 
for a range of audiences including staff of CBOs. The training 
module was delivered at the annual Dullah Omar School for 
Community Advice Offices.
 
Lessons
The combination of working with grounded experience 
(typologies) and well researched content input that allowed 
us to frame the problem differently and working experientially 
with CBOs and campaign partners has produced a powerful 
vehicle for change. Our CBO Ministerial Task Team (MTT) 
members have now become educators in their own right. Our 
work on the MTT has resulted in a discourse change; and we 
are a few steps closer to meeting our demands.
 

Some Media Coverage

For more detail on this Campaign go to our website



Making All Voices Count - Enabling Citizen 
Engagement and Accountable 
Responsive Government
The aim of this methodology of holding government 
to account is to:
•	 contribute	to	improved	levels	of	citizen	participation,
•	 provided	additional	opportunities	for	marginalised		 	
 groups to participate,  
•	 a	change	in	citizen	perception	of	a	solution,
•	 providing	options	/	solutions	that	can	be	used	by	
 citizens  / government to improve the feedback loop; 
•	 lead	to	the	creation	of	new	and/or	sustained		 	
 participatory space that brings  together citizens and  

government bodies. The feedback loop is a very critical 
process to ensure that service delivery takes place ethically 
and effectively (see www.makingallvoicescount.org).

The Black Sash MAVC Methodology
In 2014, the project conducted 26 training workshops for 
20 community based organisations in all 9 provinces. The 
project works mainly in the Social Security and Health sectors, 
those services predominantly used by women, with frontline 
staff also mainly women. A third sector, Local Government 
was chosen as a field to work and learn from – considering 
participatory governance or public participation as an area 
for scrutiny.

Chapter2 Community-based Monitoring:
Making all Voices Count
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Reflections and Lessons

We are... working with new method-
ologies in order to capture data which 

really empowers the CP’s to have a 
greater role in both the gathering and 

capturing of their data.
Evashnee Naidu, BS KZN Regional Manager

The MAVC model has helped to share the 
responsibility for our citizen-based monitor-
ing strategy with our CBO partners.

The Black Sash has been on a sharp 
information technology learning curve that 
has provided us with an opportunity to 
experiment with technology and to shorten 
the time between collecting and capturing 
survey date and then to generating site spe-

cific and comparative reports. We have cen-
tralised information storage and are able to 
produce site specific progress reports. Data 
bundles to send questionnaires are loaded 
centrally and remotely. We concurrently built 
the information technology infrastructure 
(tablets, platform etc.), experimenting with 
software, and refining the questionnaires to 
produce better quality reports.

We have placed a gender emphasis on 
all aspects of this project, including the 
selection of sectors and sites to monitor. 
We have also challenged seasoned CBOs 
like Advice Offices to make space for women 
monitors on a 50% gender basis.

A key lesson from our monitoring projects 
is that joint monitoring is key, and account-

ability through service delivery agencies is 
important. The facilitation of partnerships, 
especially between facility staff and the 
community, is important leading to the 
exploration of communication and joint 
problem solving between different levels of 
staff facility management and communities.

Case Study: Black Sash 
Making All Voices Count (MAVC) 
community partner
“Colleen Ryan of Black Sash invited us at 
Paarl Advice Office to participate in its Mak-
ing all Voices Count (MAVC) community-
based monitoring programme. We attended 
a workshop in August 2014 to learn about 
the MAVC project. The workshop covered 
how to administer the questionnaire, how to 
interview people, and how to introduce ourselves 

The MAVC model shifts the responsibility for citizen-based monitoring and conducting dialogues 
with service providers at facility level to our CBO partners

A two day process - a national consultative workshop with Black Sash and selected 
Community Partners (CPs)- helped to develop monitoring tools and prepare for the 
support to be offered to CPs  to establish relationships with government facilities 
and introduce the MAVC project.

CPs were selected nationally who then selected monitors for the project - with 
an emphasis on women. An innovation to our Community Monitoring was the 
introduction of electronic tablets and an Information and Communication Technol-
ogy infrastructure for central collection and analysis of survey information. Monitors 
were trained to administer surveys digitally using these tablets.

CPs commenced the data collection process in September, aiming to reach 300 
citizens, and 20 frontline staff interviewing mainly women.

The MAVC Process

Preparation- development of tools

Selection and training of monitors

Monitoring and data collection

Our partner, Code for South Africa, helped us to produce Infographic reports for the community dialogue process 
and to build up the ICT strategy.

Black Sash met with CPs to:

- review the results of the citizen monitoring process conducted in 2014,
- validate reports drawn from the monitoring process,
- identify key successes and challenges, and then
- plan for a way forward (how issues would be solved, by whom, and by when).

Dialogues are being conducted between CPs and facility leaders to review priorities identified for effective service 
delivery. Action Plans to address these priorities will be effected by Action Committees selected at the Dialogues.

Production of reports

Preparation for Community 
Dialogues

Next Steps - 2015
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to the government department that we would be working 
with. We get many complaints from the community about 
government services. When Black Sash invited us to work 
this project, we realised that this could help make a differ-
ence. If government offices worked better, there would be 
fewer problems for our clients.
 
Gaining access to the government facility
We had never worked with a government service provider 
like SASSA before. When we started monitoring at the 
sites, we did not know that we had to have IDs and a 
permission letter. Black Sash helped us by sending SASSA 
our names, IDs and a permission letter from a senior 
SASSA official.

SASSA staff members were afraid that we might say bad 
things about them, but we reassured them. It felt good to 
have completed so many questionnaires, and capturing 
information on the tablet.

Developing the survey tools
The Paarl office did not participate in developing the 
survey tools, but it made some suggestions for improv-
ing the survey. We felt that some of the questions were 
irrelevant, and  felt excluded because it was not invited to 
participate in the early stages. 
 
Training in monitoring: Getting to know 
the surveys and use the tablets
Black Sash provided training in how to administer the 
MAVC surveys in September 2014, and the Paarl advice 
office monitors started work the following month. Black 
Sash assisted the Paarl office staff to organise themselves 
participate in this project.  This helped to improve work 
productivity.
 
Monitoring of government service facility
We explained the survey process to the people in the 
SASSA waiting room and responded to questions. We 
told them we could not make any promises, but that 
we would talk to SASSA staff about the results, and 
that this could lead to service delivery improvements. 
There were a lot of angry people waiting for explana-
tions about why deductions were being made from their 
SASSA accounts. We told them that we were at the of-
fice to do monitoring, not to deal with deductions. Only 
SASSA staff could respond to their queries, we said, but 
the people had received no answers from SASSA. We 
had to listen carefully to their problems and patiently ex-
plain our role. People queued to speak with the monitors 
and to complete the questionnaires.  A Black Sash staff 
member was present at the beginning of the monitoring 
process to help us and provide support. It was not an 
easy exercise.
 

Capturing the information and sending
it to Black Sash
We completed 300 questionnaires on the first 
day and 145 on the second day of monitor-
ing. We discovered that some of the questions 
were not easy to complete. We used the paper 
questionnaires to gather information and then 
captured the answers on to the tablet. The 
training we got the Black Sash team on how to 
use the tablets was helpful. Black Sash loaded 
data airtime on to the tablets beforehand. As we 
captured the data, we could see that it was being 
uploaded onto the MAVC database.
 
Feedback preparation: Getting ready to 
report the findings to the community and 
the government facility
Black Sash provided us with support to organise 
community dialogues around the results of the 
research and how to resolve service delivery 
problems at SASSA.
 
Dialogues: Feedback about the survey and 
engaging the government service facility
Black Sash gave us the monitoring results on 

posters, explained the results, and 
told us how we could communicate 
the results in a simple way so that the 
project beneficiaries could understand. 
At the beginning it was very difficult 
to understand the report, particularly 
what the percentages meant.The Paarl 
office prepared the programme for the 
Dialogue and prepared a presentation 
on the MAVC project, the law on social 
assistance, SASSA norms and standards, 
the process of gathering information 
from clients at government service 
centres. At the end of the Dialogue, the 
Paarl office and Black Sash staff held 
a debriefing session to speak about 
lessons learned for future dialogues 
and how staff felt about the dialogue 
process. The Paarl office staff appreciated 
the support of the Black Sash staff to 
prepare themselves for the Dialogue.
 
Action/ improvement plan 
and action committee
The community and government 
officials agreed that the service could 
be improved and that certain issues needed 
to be addressed. The SASSA officials agreed to 
do a presentation about Regulation11 of the 
Social Assistance Act to all advice officers in 
the Western Cape. SASSA staff members now 
all wear uniforms and name tags, and there is 
a better working relationship between SASSA 
and the Paarl advice office. The posters about 
the results of the survey have been placed on 

the walls of the SASSA office in Paarl, as well 
as information about Regulation 11. The good 
relationships that have been built mean that 
problems can be resolved more easily, and that 
there are fewer problems overall. This has helped 
the advice office to deliver a better service to
its clients.”
Read more on our website: http://www.
blacksash.org.za/index.php/sash-in-action/
making-all-voices-count 10



Case Study - Monitoring Service Delivery 
at SASSA Lebaleng Paypoint

During a field visit to Lebaleng Advice Office (LAO) 
North we, together with representatives from LAO, 

embarked on a monitoring exercise of the Lebaleng 
Pay point, at the local community hall. We were 
informed by the SASSA officials that they pay out to 
approximately 900 beneficiaries, and they usually 
take the whole day at the site, given the ratio of 

Chapter 3 Monitoring Service Delivery
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staff members to that of the beneficiaries.

 Kabelo Modisadife, the LAO coordinator, 
introduced us to the gentlemen in charge of 
the management of the site. We were well 
received by one of them who did not hesitate 
to allow us onto the site. This was, however, 
obstructed by another official who was 
apprehensive and cited issues of security, 
permission to monitor and identification to 
block the process. We eventually managed 
to break through after a lengthy discussion. 
This was quite an eye opener that gave us 
firsthand experience of what our community 
monitors are likely to go through when they 
attempt service delivery monitoring at sites.

What we observed

Overcrowded conditions and poor 
queue management
There were only two SASSA officials who 
managed the queues, provided assistance 
and provided help desk services. Although 
there was a security staff presence, there 
seemed to be high risk for the beneficiaries 
and staff in the event of robbery, especially 
since the back  of the wall surrounding the 
hall had fallen in and was not secured.

Poor seating arrangements
Whilst awaiting their turn to get paid, 
the beneficiaries were not provided with 

chairs; some even brought their own from 
home. Most had to stand for most of the 
time. Those that were old, disabled and 
fragile had to lie or sit on the floor inside 
and outside of the hall.

Location of physical payment of grants
Although the process of waiting for payment 
once the clients’ turn came seemed to be 
quick enough, the van that carried the 
money was parked outside the hall. When 
the clients’ turn came, they went out in 
groups of ten to the van. We asked about 
what happens when it rains, and were told 
that they would have to stop the payments 
until the rain subsided.

Facilities such as bathrooms 
are limited 
Only a few of the bathrooms 
inside the hall were functioning 
on the day in question. These had 
to accommodate the needs of 
approximately 900 beneficiaries; 
presenting serious health 
challenges.

Under-staffing
This was a huge and serious issue 
that needed urgent attention. 
The number of beneficiaries to be 
attended to versus the the staff 
members on site was extremely 

disproportional. This leads to extremely 
poor service provision,  compromising the 
beneficiaries‘ dignity in line with the policies 
such as Batho Pele. The staff members 
themselves expressed demoralization and 
burnout. This explained the defensive 
attitude and frustration which resulted in 
the attempt to block us access.

 We have continued to support and 
encourage the partner organisation that is 
closely situated to the pay point. Our partner 
has indicated that the relationship with 
SASSA is in good standing that the issues 
that were identified were being worked on.

 

Our Monitoring programme requires our offices to offer support, resourcing and networked 
exchange to those of our community partners who are interested in monitoring rights adherence 

within their communities as a basis for further action.  This support can take place through Black 
Sash monitor forums which will provide opportunity for training, peer reflection and learning; as 

well as through field engagement and resourcing of partners. 

Gauteng Regional Office
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The Formation of the Makana Civil Society 
Coalition
The Makana Civil Society Coalition (MCSC) was 
formed to monitor and respond constructively to the 
governance and service delivery crisis that led to the 
collapse of Makana municipality.  Key challenges 
include: lack of good governance, administrative 
instability, capping of wasteful expenditure, poor 
service delivery, lack of leadership, corruption, and 
maladministration.

The idea to form the MCSC germinated at an Eastern 
Cape Civil Society Local Government Strategic Planning 
Workshop that was held in Port Elizabeth in June 2014. 
A small group from various organisations, including 
the Black Sash, met several times at Public Service 
Accountability Monitor and Masifunde to pursue the idea 
of forming a coalition of locally based organisations to 
discuss ways and means to engage with the municipality. 13

Chapter 4 Advocacy in Partnership

This deliberately apolitical group was launched 
on the 7th of October 2014.

From a representative and participatory 
perspective, the group agreed that 
constituent representatives from NGOs, 
faith-based organisations, business, trade 
unions, sport, public transport, education, 
environment, ratepayers, academia, etc 
should be invited to the founding meeting. At 
the founding meeting, a Steering Committee 
was elected to spearhead the coalition 
activities (e.g. meetings, media liaison).
 
Key Engagements of the Coalition
When the part-time Administrator 
commenced with her intervention mandate, 
the MCSC Steering Committee approached 
her with a request to engage. The 
Administrator was open and recognised the 
importance of collaborating with civil society, 
and a meeting was then held her with 
regards to issues raised in our letter.
 
The coalition also drafted a letter addressed 
to the Administrator, which was copied to 
MEC for Local Government, and the Head 
of SAPS in EC for corruption reporting with 
regards to concerns related to the Forensic 

Kabuso Report into fraud at Makana 
municipality on the 2nd of December 2014.

Recognition for the coalition was shown 
by an invitation by the Administrator to 
Stakeholder workshop held in the November 
at the Public Library; as well as an invitation, 
as part of broad stakeholders, to a Local 
Government Summit in December. A pledge 
was made at the summit to support the 
Administrator’s turn - around plan.

In 2015, the coalition has, successfully, 
and on an on-going basis, continued to 
participate and contribute to the various 
work streams set up by the Administrator 
from January 2015. It has also regularly 
communicated using media outlets to 
keep people informed, and also 
through sending e-mails and 
occasional reports/letters to the 
media. Letters, and a submission, 
have been sent to various 
stakeholders, such as the NCOP, 
COGTA on issues identified as 
concerns related to political and 
governance challenges within 
municipality.

Future Plans
•	The	coalition	proposes	litigation	on	a			
 number of issues which include discussing  
 an idea of setting up a Commission of  
 inquiry into issues of maladministration,  
 and punitive financial action against   
 individual managers as per the Municipal  
 Finance Administration Act and Protecting  
 assets from further seizure. 
•	Educational	community	workshops	to		
 capacitate community with regards to local  
 Government law etc. planned. 
•	There	are	also	plans	for	formalising	the		
 coalition, and ensuring its existence beyond  
 the Administrator’s tenure that ends on  
 June 30th 2015.

The Makana Civil Society Coalition: Change through collaboration
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Background
Maternal and child health mortality rates in South Africa 
remain unacceptably high in South Africa, and community-
focused efforts are crucial in addressing this situation. 
This DFID- funded project aimed to strengthen public 
accountability mechanisms at community health facilities, 
in order to improve maternal and child healthcare services, 
using a community score card methodology. The project 
was rooted in the Eastern Cape and KZN provinces, and 
therefore implemented at a regional level by the Black Sash 
Port Elizabeth and Durban Regional Offices.

It investigated if, and how, existing accountability structures 
in communities and public health facilities can be 
strengthened and included strategies to increase community 
participation to improve maternal and child health.

The project showed that strengthening the accountability 
function of these Clinic Committees, involving service users 
and service providers, and other multi-stakeholders involved 
in Maternal, Newborn and Child Health (MNCH), has the 
potential to form a social compact to jointly address supply 
and demand challenges.

The Black Sash RMCH Project
The Black Sash RMCH Project identified clinic committees 
as the accountability mechanism on which to focus the 
overall RMCH intervention.  Clinic Committees together 
with service providers such as community and facility based 
health care workers and outreach staff - Community Health 

Workers (CHWs), Community Care Givers (CCGs) and District 
Clinical Specialist Teams (DCSTs)- play an important role in 
addressing demand side barriers.

Black Sash piloted the Community Scorecard intervention 
in two health sub-districts Port St John’s in Nyandeni Sub-
District of OR Tambo District in the Eastern Cape (EC), and 
in Bruntville in Mpofana Sub-District of uMgungundlovu 
district in KwaZulu-Natal (KZN), to test this intervention.  
The project thus contributed to the RMCH Demand and 
Accountability objectives in addressing challenges at 
community and health facility level, which contribute to 
high mortality rates of mothers and their babies.

Project Methodology
Situational Analysis and Literature Review
The project started out with an extensive situational analysis 
in 2013, resulting in a Baseline Report on the functionality of 
existing accountability structures and challenges relating to 
Maternal and Child Health in OR Tambo and uMgungundlovu. 
It also conducted a literature review on experience in 
strengthening clinic committees and on possible interventions 
to strengthen demand and accountability for MNCH services 
such as community scorecards, safe motherhood groups 
and participatory budgeting, as intervention methodologies. 
These findings were shared with stakeholders in OR Tambo 
and uMgungundlovu districts during several workshops held 
in February 2014 and together with stakeholder input, a 
preferred intervention strategy was chosen.

Chapter 5 Reproductive Maternal and Child Health 
Community Scorecard Methodology
The community scorecard methodology was 
chosen as the most appropriate method 
to be tested under the RMCH project. This 
methodology aimed to monitor the district’s 
delivery and the community’s uptake of 
MNCH services through the joint identification 
of problems, solutions and action.

To implement the community scorecard initiative, 
Black Sash developed several products including 
training materials and manuals, as well as infor-
mation pamphlets on MNCH services.

Strengthening Public Accountability Mechanisms to Improve Maternal and Child Health (RMCH)

RMCH is committed to helping reduce the high number of avoidable maternal and child 
deaths in South Africa by strengthening the primary health care system. The programme 
provides technical assistance to the South African National Department of Health (NDoH) 
and the Districts to improve the quality of, and access to, reproductive, maternal and child 
health services for women and children living in poorer, underserved areas in South Africa.
website: blacksash.org.za

This documentary has been developed in support of the Reducing Maternal and Child 
Mortality through Strengthening Primary Health Care in South Africa Programme (RMCH). 
The RMCH programme is implemented by GRM Futures Group in partnership with Health 
Systems Trust, Save the Children South Africa and Social Development Direct, with funding 
from UK aid from the UK Government. The views expressed do not necessarily reflect the 
UK Government’s official policies. All reasonable precautions have been taken to verify 
the information contained in this documentary.

website: www.rmchsa.org

This short film illustrates the use of a ‘Community Scorecard’ process, during a 
pilot project in two local communities in South Africa, to increase active citizenship, 
promote multi-stakeholder dialogue and action orientated problem-solving.

 It follows the dialogues between service users (communities) and service providers 
(health workers) and evaluates the methodology’s potential as a tool to address 
challenges experienced in maternal and child health.  

Duration: 18 minutes 07 seconds

website: blacksash.org.za      email: info@blacksash.org.za

The Community Scorecard
Addressing Maternal and 

Child Mortality in South Africa
A film by Mira Dutschke

B L A C K S A S H
MAKING HUMAN RIGHTS REALHealth

Department:

REPUBLIC OF SOUTH AFRICA

health
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The scorecard implementation was a five step process:

Planning and 
preparation

Community and Facility 
Scorecard meetings

Multi-stakeholder 
Meeting

Implementation of the 
Action Plan

On-going reflection on 
progress and evaluation

Train RMCH Action Groups

Recruit participants for the 
Scorecard meetings

Hold two separate meetings – 
one with the community and 
one with facility staff

Score the indicators on a 
scale of 1 – 5 depending on 
the extent to which they are 
fulfilled in the local setting

Convene a multi-stakeholder 
meeting

Develop an action plan

Designated people take action

Keep track of what is 
happening

Revise the plan as required

RMCH Action Groups are trained on MNCH rights and 
responsibilities and how to facilitate the Community 
Scorecard process.

RMCH Action Group members must come from the 
community in which the intervention is taking place as they 
have to encourage community members and facility staff to 
come to the Scorecard meetings

At the meetings each group independently identifies the 
challenges they experience in delivery or uptake of services. 
Participants then translate these challenges into key 
indicators or ‘things they want to see’ changed. Rights and 
responsibilities are key principles as the indicators are based 
on what both parties need to bring to the table. The process 
fosters social accountability.

Each side provides evidence for the scores and 
recommendations on how the scores can be improved.

Take the Scorecards from the facility and the community 
meeting to a joint meeting. Here all stakeholders, including 
government representatives and other relevant community 
representatives, are invited to develop an action plan on how 
to improve the indicators.

Relevant actors, actions and time frames are given to each 
point on the plan for implementation.

The relevant persons identified at the meetings carry out the 
actions in the plan.

All stakeholders monitor implementation of the action plan 
throughout the process. The RMCH Action Group, however, 
plays a key role in evaluation, to determine which actions were 
taken and if they had an effect on the relevant indicators.

If the identified actions did not achieve the desired outcomes 
then more appropriate actions should be collectively 
identified in the next cycle. 16
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RMCH Action Groups
The intervention also built the capacity of the 
CCs in the two pilot districts to form RMCH 
Action Groups (RAGs) to lead the implementation 
of the community scorecard process with the 
service users, service providers and other multi-
stakeholders. They received training from Black 
Sash on relevant content to ensure they could 
engage in an accountability process to strengthen 
demand for MNCH. 
The training focused on
•	 the roles and responsibilities of CCs, the health  
 system in South Africa,
•	 MNCH service entitlements and challenges  
 undermining the health of women and their  
 babies, and
•	 how to implement a community scorecard  
 process to address these challenges at 
 community level.

Following extensive planning and preparation 
the Black Sash worked with the RMCH Action 
Groups to conduct the Community Scorecard 
process in the implementation districts, and 
through the multi-stakeholder meetings, discussed 
and identified key challenges, as well as jointly 
developed solution-focused action plans.

Lessons and Reflections
A major challenge of this project was getting 
clinic staff to participate and talk openly about 
their issues. In some instances, it was also very 
challenging to access and include key health 
officials in the various stages of implementation 

of the project.  The commitment, passion and 
engagement of the RMCH Action Groups in 
both districts were crucial factors contributing 
to the success of this project. In OR Tambo 3 
facility staff members (including a midwife) were 
also part of the RMCH Action Group. This made 
conducting the community scorecard with the 
health facility in that district a lot easier than 
it was in uMgungundlovu. This highlights the 
importance of including health facility staff in 
the scorecard process.
 
Key lessons
• A key lesson learnt from this project is that  
 joint monitoring and accountability through  
 Clinic Committees is important. To facilitate  
 partnerships especially between facility staff  
 and the community, exploring communication  
 and joint problem solving between different  
 levels of health care staff and facility   
 management is a key recommendation.

• Using this intervention, monitoring maternal  
 and child health outcomes (as identified in  
 the agreed upon action plan) has to be   
 repeated several times over a long period of  
 time, to observe any changes and impact.

• The RMCH Action Groups in the districts   
 have the capacity to implement the community  
 scorecard process independently, but require  
 adequate support and resources to do so.

•	 Emphasis should be placed on government  
 providing adequate financial support to   

 CCs so that they need not rely on project cycle  
 funding from CSOs, which is not sustainable  
 in an environment of reduced donor support to  
 South Africa’s civil society sector.
 
Going forward
Existing partnerships with Civil Society 
Organisations (CSO), who are members of the 
RMCH Action Group, will assist with sustainability 
and potentially allow RMCH Action Groups to 
repeat the scorecard process and follow up on the 
actions developed and agreed upon.

Our regional offices across the country have developed a range of information, education and training 
methodologies, based on the needs expressed by partners and subject to resources available to our teams.  
Here is a quick pictorial look at just a few of these activities for networks of organisations, and individual 
organisations; as well as at other rights education engagements during 2014.

Black Sash participation in the KZN SAHRC 
Roundtable on Human Rights and Business in Durban

A workshop with community health workers at 
Lentegeur Civic Centre to discuss unlawful deductions 
from social grants

Participation in a Stakeholder Dialogue on Mandela Day 
in Bruntville, where the highest number of deaths with 
mothers and babies/children are recorded

A rights education workshop with farm workers and 
community members in Ceres on invitation from 
Witzenberg Community Advice Centre



20

Presentation on the rights of the aged, in an annual 
collaboration with The Association for the Aged 
(TAFTA) for Human Rights Day

The small fishing village of Gansbaai in the Cape 
hosted Black Sash workshop to discuss deductions 
from social grants

Black Sash was part of a panel discussion on 
Yilungelo Lakho on SABC, focusing on Consumer 
Rights as part of celebrating Human Rights Month 
and Consumer Awareness Month

Black Sash participated in a call-in radio show 
(in Zulu) on Child Maintenance on Ukhozi Fm

Black Sash responded to the South African Human 
Rights Commission report on public hearings on 
water and sanitation rights (and violations) in 
South Africa

Presentation at a local government structures 
workshop in Lotus River on the role and duties 
of the Mayor and Councillors, and how the 
communities should monitor service delivery

A weekly rights education slot with Thetha FM, 
here focusing on Social Assistance

An annual 2-day rights education workshop for 
City Year in Johannesburg attended by 100 young 
service leaders

The residents of Aberdeen with support from 
the Black Sash have set a precedent by jointly 
conceptualising their own advocacy action plan to 
address the town’s many socio-economic challenges

A presentation at a National Colloquium on 
Community Health Centres hosted by UCT- an 
engagement between civil society, community 
health committees and NDoH on how best to 
support community health committees

A Rights Education session with a network 
of organisations on amendments proposed to 
the UIF Bill was attended by 15 advice office 
representatives

Workshop at the KZN Deaf Association on 
the impact of SASSA/ CPS Voice Recognition 
system on the deaf community, and to look at the 
issue of reviews, lapses and suspensions of the 
disability grant

19



Growth of the National Black Sash Helpline
The Black Sash free, national, multi-lingual, multi-
media Helpline forms a central feature of our Black 
Sash strategic plan. During 2013, the Black Sash 
National Helpline provided assistance with 2883 
queries from the public – a significant increase 
from the previous year. In 2014, this number 

went up to 3030 queries.

The Helpline team responds directly to enquiries which 
come via telephone calls, emails, letters, facebook and 
text messages. In addition, consistently, there are other 
advice offices who contact our Helpline for advice on 
their case loads.

Our Clients: Gender Breakdown 
Statistics show that the majority of enquirers are women, 
(58% females and 42% males for 2014). This is not 
surprising when matched with the percentages relating to 
areas of interest, namely social security,  social insurance, 
and community and social services. Many women take the 
brunt of poverty, having to make provision for the children 
and those who are vulnerable in households.

Our Clients: Provincial Breakdown
Gauteng is consistently the province from which most 
enquiries come, followed by KwaZulu Natal, with the 
Western Cape at third highest, confirming that the 
Helpline has been mostly used by members of the 
public in the provinces where our offices are based. The 
appointment of our new Cape Town Regional Manager 

in July 2014 saw us finally making inroads into the Northern Cape, 
making the Helpline a truly national resource.

Queries come from across a wide range of public including businesses/
employers; those working for the government, those in jail; and NGOs 
and CBOs.

Our Clients: Top 5 Areas of Interest
1. Social insurance (21%) – The majority of enquiries here relate to 
unpaid pension benefits emanating from the security sector. A minority 
of issues  relate to claims for injuries on duty and road accidents.
2. Social assistance (20%) – Most of these enquiries relate to 
deductions that may be unlawful and complaints about deductions on 
loans that are higher than what was contracted. There were a number 
of enquiries relating to the role of SASSA in providing loans. 
3. Work and livelihoods(19%) - Generally these enquiries directly link 
to Basic Condition of Employment i.e. working conditions, minimum 
wages especially from domestic employment by both the employers 
and employees; and unpaid salaries. We have also dealt with Labour 
Relations enquiries where there is a need for legal representation at 
Labour Court and CCMA, unfair dismissals and to a certain extent 
unfair labour practice enquiries. 
4. Family, community and social services (11%) – These are  largely 
maintenance issues relating to disputes with respect to paternity, 
a disappearing/defaulting parent, disputes about the maintenance 
amount to be paid, staff attitudes at the maintenance court, 
information on application processes and fraud/corruption.
5. Consumer Protection (6%) - The majority of issues here relate 
to harassments by debt collectors, over indebtedness and debt 
counselling where complaints are about debt counsellors’ alleged 
malpractice and fraud.

Chapter 7 Public Reach
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Reach in Numbers

410 000 views of different flyers online

157 796 hits on our You and Your Rights section 

 of our website

124 408 unique visitors to the Black Sash website

24 565 hard copy rights education flyers distributed

4 300 twitter followers 

3 306 people participated in our rights 

 education sessions

3 030 enquiries were dealt with by our 

 National Helpline

1 549 facebook followers

392 mentions of the Black Sash in the 

 public media

46 community organisations engaged with

 our rights materials and events

26 workshops held for community monitors

20 community organisations participated

 in monitoring training

6 media statements released

2 submissions

Case Study #1: A mentally challenged 
beneficiary had her grant discontinued 
because she refused to attend a SASSA 
assessment and disability review. After many 
attempts, the family eventually reported the 
matter to SASSA. They were assured that the 
grant would not be terminated. However, 
when the review time came, the client was 
told to re-apply. When the family sought 
our intervention, the office sent an email to 
both the district and provincial customer care 
manager at SASSA North West. They followed 
up the case and the grant was reinstated.

Case Study #2: We followed up on the 
closure of a SASSA office due to electricity 
supply cut by the local municipality because 
of non-payment of rent by the landlord. The 
SASSA office is in Groblersdal, a farming town 
situated 32 km north of Loskop Dam in the 
Sekhukhune District of Limpopo. Due to the 
closure, grant recipients were then expected 
to travel long distances in order reach the 
nearest SASSA service point. The Black Sash 
contacted the district manager of Groblersdal 
who herself expressed shock and alleged that 
the provincial office was not aware of that 
situation. This matter was followed up and it 
is a pleasure to report that this matter was 
addressed. We were later informed that the 
office is fully functioning on a daily basis.



Bele, Jerome
Paralegal Fieldworker

Beukman, Ratula
Information, Education 
and Training Manager

Bosch, Deena
MAVC Project Manager

Bunce, Brittany
RMCH Project Manager

Bunsee, Lindsy
Project Administrator

Coombe, Jane
National Programmes 
Manager

Donnelly, Diana
RMCH Administrator

Ehrenreich, Sonya
Donor Compliance Manager 

George, Andrea
Communications Manager

Gcabe, Phila
RMCH Administrator

Hlongwa, Buselaphi
Cleaner 

Lane, Alexa
Regional Manager

Lelaletse, Tebogo 
Paralegal Fieldworker

Maart, Lynette
National Director

Marques, Jacques
Human Resources Officer

Mashego,Plaatjie 
Paralegal Fieldworker

Moreroa, Ntsoaki
Helpline Paralegal

Mshumpela, Bulelwa 
National Programme Manager

Mzongwana, Phakama 
RMCH Administrator

Naidu, Evashnee
Regional Manager

Ndhlovu, Nombulelo
Cleaner 

Ngabase, Chuma
Paralegal Fieldworker

Ntamo, Wellington
Helpline Paralegal

Ntanga, Yongama
General Assistant

Nyati, Noluthando
Cleaner 

Paulse, Tania
Finance Administrator

Paulus, Elroy
Advocacy Manager

Peters, Abigail
Administration/Fieldworker

Phillips, Lynn
RMCH Researcher

Rayner, Shanaaz
Data Administrator 

Rethman, Eltena
CSI Fundraiser

Interns: Our interns have come from Germany, France, England, USA and South Africa: Claire Tapscott, 
Bob Stijnen, Ross Parsons, Katherine Nasol, Auberi Lemonnier, Jennifer Koekoek, Lucinda Klarich-Khan, 
Simon Chouvellon, Mathilda Chauvet, Hubert Barre. 
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Ryan, Colleen 
Regional Manager

Saunders, Tracey 
Finance and Operations Manager

Siwahla, Lindiwe
RMCH Fieldworker

Soni, Nomhle
RMCH Fieldworker

Tshado, Sharon
Paralegal

Walton, Jonathan
Paralegal Fieldworker

Xaba, Nelisiwe
Paralegal Fieldworker

Zulu, Thandiwe
Regional Manager

Thanks to the following for their respective contributions and we wish them well in their life journeys: 
Noluthando Nyati, Zama Mboyisa, Edwin Mongala,  Nolitha Mazwayi, Ratula Beukman, Jane Coombe, 
Tebogo Lelaletse, Nomhle Soni, Lindiwe Siwahla, Plaatjie Mashego, Lynn Phillips, Brittany Bunce, Pila 
Gcwabe, Sharon Tshado.

Welcome to Colleen Ryan, Deena Bosch, Eltena Rethman and Bulelwa Mshumpela.
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Annual Financial Statements for the year ended 31 December 2014

Statement of Financial Position

Figures in Rand

Assets

Non-Current Assets
Investments

Current Assets
Trade and other receivables

Cash and cash equivalents

Total Assets

Funds and Liabilities

Funds

Restricted funds

Reserve funds

General funds

Deferred funds

Liabilities

Current Liabilities

Trade and other payables

Total Funds and Liabilities

Note(s)

2

3

4

5

6

2014

2,509,056

1,889,714

7,450,479

9,340,193

11,849,249

1,619,865

4,504,689

3,123

5,482,526

11,610,203

239,046

11,849,249

2013

2,538,196

474,929

9,792,812

10,267,741

12,805,937

1,623,540

5,095,505

651,536

4,886,036

12,256,617

549,320

12,805,937
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Audited Financial Statements
Annual Financial Statements for the year ended 31 December 2014

Statement of Comprehensive Income

Figures in Rand

Income

Grant income

Other income

Investment Income

Swiss Agency for Development 
and Cooperation

Total income

Expenditure

Staff costs

Operating costs

Staff support and development

Co-ordination and governance

Capital expenditure

Project costs

Interest paid

Advancement

Sheena Duncan Biography

Total expenditure

Surplus/ (Deficit) for the year

2014

12,829,624

283,600

715,007

– and 

13,828,231

8,562,164

1,572,142

194,346

418,610

58,540

3,994,196

21,192

62,454

53,000

14,936,644

(1,108,413)

2013

In
11,597,661

639,596

571,567

2,054 

12,810,878

7,216,144

1,482,062

148,802

383,898

101,276

2,523,904

–

80,427

335,349

12,271,862

539,016

Note(s)

In

7

8

9

Ope

10
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Preamble to the Constitution of the Republic of South Africa 1996

As adopted on 8 May and amended on 11 October 1996 by the Constitutional Act 108 of 1996

One Law for One Nation

Preamble
We, the people of South Africa,

Recognize the injustices of our past;

Honour those who suffered for justice and freedom in our land;

Respect those who have worked to build and develop our country; and

Believe that South Africa belongs to all who live in it, united in our diversity.

We therefore, through our freely elected representatives, adopt this                     

Constitution as the supreme law of the Republic so as to:-

 Heal the divisions of the past and establish a society based on                               

 democratic values, social justice and fundamental human rights;

 Lay the foundations for a democratic and open society 

 in which government is based on the will of the people and 

 every citizen is equally protected by law;

 Improve the quality of life of all citizens 

 and free the potential of each person; and

 Build a united and democratic South Africa able to take its 

 rightful place as a sovereign state in the family of nations.

May God protect our people.

Nkosi Sikelel’ iAfrika. Morena boloka setjhaba sa heso.

God seën Suid-Afrika. God bless South Africa.

Mudzimu fhatutshedza Afurika. Hosi katekisa Afrika.
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