
 

1 

Decommissioning of SASSA Pay Points 

Site Reports 

February–July 2019 

 

  



 

2 

Abbreviations  
 

CPS    Cash Paymaster Services 

FGD  Focus Group Discussion 

KII  Key Informant Interview 

NPS    National Payment System 

SAPO     South African Post Office 

SAPS                    South African Police Service 

SASSA   South African Social Development Agency 
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1. Introduction  
Report Overview 
This study, commissioned by Black Sash, offers an overview of SASSA’s decommissioning of pay point 
and its impact on grant beneficiaries, particularly those in rural and peri-rural/urban communities.  

Reflecting on quantitative and qualitative data gathered in a nationwide fieldwork process, the report 
hopes to highlight the beneficiaries’ struggle. This report will also offer recommendations for next 
steps that will best serve and protect the constitutional rights and dignity of South Africa’s vulnerable. 
Below, a brief summary of the decommissioning process and its key role players is presented.  

Report Context  
Currently, SASSA, working alongside SAPO, is responsible for the implementation of the state-led 
hybrid national payment system. Social grants are distributed through three payments methods: 1) 
SASSA/SAPO Special Disbursement Account1 with a basket of free services, 2) personal account or 3) 
institutional accounts with commercial banks. Grants beneficiaries now have to access cash through 
(i) the tellers at the Post Office branch; ii) a designated SASSA cash pay point managed by SAPO; (iii) 
selected retailers who offer cash-back like Boxer, Pick ’n Pay, Shoprite and Spar; and (iv) ATMs of major 
commercial banks within the National Payment System (NPS). Just over 7.8 million (71%) beneficiaries 
have a SASSA/SAPO SDA, but only 4% of all grant beneficiaries (over 11 million) make use of SAPO 
branches and pay points for reasons outlined below. Approximately 34% of beneficiaries withdraw 
their cash as retailers and 61% at ATMs. 

 

Objective of the Report 
This research project considers the effects of the transition to SAPO as a payment agent. The essence 
of this research project identifies the adverse impacts the decommissioning of SASSA pay points has 
had on rural and peri-urban grant beneficiaries’ access to Social Assistance payments, especially with 
regards to finances, time, travel, dignity and opportunity costs.  

2. Research Methodology 
2.1. Fieldwork Overview 
Drawing on the exploratory qualitative work already done by Black Sash, the research conducted case 
studies of grant beneficiaries’ experiences in rural and peri-urban areas in the Eastern Cape, KwaZulu-
Natal, Gauteng, Mpumalanga, Limpopo and Western Cape. The research was conducted over five 
months from February to July 2019.  

This assessment focussed on the effectiveness of the new state-led hybrid grant payment model. 
More specifically, the evaluation identified issues related to accessibility and robustness after the 
decommissioning of the SASSA pay points. 

 

 
1 A ring-fenced bank account that does not permit debit or stops orders. The SASSA/SAPO SDA offers a set of free 
services redeemable at SAPO branches, pay points and retailers. The use of ATMs is not a free service on the 
SASSA/SAPO SDA and for the grant beneficiary’s personal account.   
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2.2. Qualitative and Quantitative data collection 
The data collection consisted of fieldwork which included rural and peri-urban areas with no or limited 
access to the National Payment System (NPS) including SAPO branches, ATMs and Retailers.  

Qualitative data collection included focus group discussions with beneficiaries from 16 locations. Data 
collection tools included: 

 Focus Group Discussions 

 Individual Interview Questionnaires, referred to as Key Informant Interviews (KIIs) 

The table below provides an overview of the number of participants per area, province and date of 
the focus group discussions. In total, 25 focus groups were conducted with beneficiaries. Table 1 
provides the number of individual interviews conducted at each location. 

The Western Cape: A Pilot Study 
The Western Cape served as the initial pilot study for this research project. Thus, we made use of a 
slightly different interview template and approach (hence an increased number of individual 
interviews and locations as well as the reduced number of focus group discussions). This was changed 
for the remaining provinces.  

Interviews were conducted in the home language of participants, using translators and interpreters. 
The nature of the research was explained to beneficiaries and participation was entirely voluntary and 
anonymous. Signed consent forms were received from all beneficiaries who participated in either the 
focus groups or individual interviews.  
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Table 1. Field Work Data Collection 

Nr of Sites Site Location Province Number of KII Number of FGD 

Site 1 Stinkwater Gauteng 6 2 

Site 2 Bophelong Gauteng 5 2 

Site 3 Khutsong Gauteng 5 2 

Site 4 Ga-Motle North West 5 2 

Site 5 Walkraal Limpopo 5 2 

Site 6 Vlaklaagte Mpumalanga 10 2 

Site 7 Hlamvana Eastern Cape 6 1 

Site 8 Nkonxeni Eastern Cape 4 1 

Site 9 Mpophomeni KwaZulu-Natal 10 2 

Site 10 Limehill KwaZulu-Natal 8 2 

Site 11 Gamalakhe KwaZulu-Natal 3 2 

Site 12 Vulamehlo KwaZulu-Natal 5 1 

Site 13 Delft Western Cape 10 1 

Site 14 Robertson Western Cape 7 1 

Site 15 Genadendal Western Cape 15 1 

Site 16 Khayelitsha Western Cape 13 1 

 

3. Key findings from the report 
The research assessed the impact of the decommissioning against SASSA’s approved Norms and 
Standards, beneficiaries’ satisfaction levels and global guidelines of social assistance payment 
systems. 

General Satisfaction 
As is clear from the research, a worryingly high level of dissatisfaction exists among beneficiaries 
because of SASSA-SAPO’S unilateral closure of pay points. 

Norms and Standards 
The findings indicate a direct infringement of beneficiaries ’rights and a blatant dismissal of Cabinet’s 
approved Norms and Standards which specifies that SASSA shall provide: 

 Pay points within a 5 kilometres radius, which ought to be in line with those of access to 
healthcare services; 

 Adequate equipment to ensure a beneficiary does not spend more than an hour waiting in a 
queue; 
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 A Help Desk at each point of payment, including SAPO branches, pay points, retailers and ATMs, 
to effectively and efficiently address beneficiaries’ administrative queries; 

 Shelter, toilet facilities, water and first aid kits to uphold the dignity of beneficiaries;  

 Fixed local offices and service points which should be within 20km radius. (These are not 
available which denies many beneficiaries the right to complaints procedures and recourse. 
This is in direct conflict with the Batho Pele principles.) 

Accessibility 

 The decommissioning completely ignored Cabinet approved Norms and Standards of 5 km 
radius to a pay point which ought to take into account geographical obstacles and the number 
of beneficiaries per pay point; 

 Average travel time for beneficiaries’ return trip from home is, in most instances, far longer; 

 The average cost incurred for beneficiaries is much higher than before decommissioning; 

 The average payment collection time is often far longer than it was before decommissioning; 

 The arrangement to force so many of the poor to use ATMs at commercial banks as opposed 
to those still within the reach of a pay point or a SAPO branch is not only discriminatory, but 
implies that the value of the grant is less than the amount provided for in the Regulations. The 
escalation in costs is exacerbated by transaction costs which banks charge to make profit, 
eroding the value of the benefit and deepening poverty among beneficiaries. This is over and 
above the additional costs that grant beneficiaries now have to bear for traveling. 

 Accessibility to facilities at SAPO is far less than previous pay points;  

 Vulnerable beneficiaries have difficulty accessing payments through the available payment 
channels; 

 Many beneficiaries are struggling with complaints, recourse (administrative justice) and 
refunds due to the fact that SASSA Help Desks are not available at most SAPO branches, pay 
points, retailers and ATMs where grant beneficiaries now access their remittances.   

Robustness 
Vulnerable beneficiaries are now more at risk: 

 Challenges with security at SAPO and other payment channels are found in most of the site 
locations included in this research; 

 Women beneficiaries, who make up the majority of social grant beneficiaries, are becoming 
victims of gender-based violence (including rape and muggings) as a consequence of where the 
new channels are located;  

 Insufficient cash at some pay points increases the cost of travel either to alternative points or 
to return to the same pay point later; 

 Irregular payments and short payments are in contradiction with the Norms and Standards and 
international guidelines.  

Summary of Discussion 
SASSA, in appointing SAPO as the social grants payment agent, decommissioned over 8,000 pay points 
without a rational strategy. This has adversely affected beneficiaries, increasing the hardship of the 
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poorest of the poor. Beneficiaries were effectively ignored during the decommissioning of the pay 
points. In a few extreme cases, violence against women, including rape cases, have been reported. 
The findings indicate major infringement of beneficiaries ’rights and practices that go against the spirit 
of the Batho Pele Principles.  

Based on the research findings, the direct and indirect costs of access to points of payment have 
affected beneficiaries in excessive ways. Millions of beneficiaries incur higher costs to access payment 
delivery channels. Beneficiaries experience many additional challenges when accessing payment 
points such as ATMs. Findings indicate a lack of consideration for the rights and dignity of the poorest 
and most vulnerable. With regards to robustness, the finding indicates a lack of security at payment 
points, leading to increased risk. Additionally, findings identify various locations experiencing 
insufficient cash to ensure payments to beneficiaries. It is incomprehensible how and why SASSA 
flouted the Norms and Standards and exposed beneficiaries to tremendous risk in the process. The 
social costs could be immeasurable. 

Concluding Remarks  
In summary, the findings indicate how beneficiary’s rights and dignity were ignored when SASSA went 
against their Norms and Standards. Overall, findings from the fieldwork review suggest that the 
standards set by SASSA are not being upheld and the needs of beneficiaries are not being taken into 
account, particularly in the rural and peri-urban areas where beneficiaries have less access to 
immediate services and are required to travel long and unsafe distances to access their grants. The 
availability of secure and reliable pay points for these beneficiaries needs to be more thoroughly 
reviewed and addressed.  

Recommendations 
Based on the findings, to the extent that the poorest segment of our communities are now worse off 
than before the decommissioning of pay points, the Black Sash recommends the following: 

 That SASSA re-open decommissioned pay points that meet the Norms and Standards set by 
government for social grants payments, including, amongst others: 

o Access to points of payment within a 5 km radius, taking reasonably and balanced 
cognisance of geographical impediments and the size of the beneficiary population;   

o The provision of Help Desks at Post Offices, pay points, retailers and other payment 
channels to facilitate complaints and recourse; 

o Toilet facilities, water, shelter, etc.; 

 That SASSA offices be established within the 20km radius to provide quality services and 
facilitate recourse and administrative justice; 

 Where beneficiaries are forced to use ATMs (or any other channel that incurs transaction 
costs), that such costs be paid by SASSA so that the value of the grant is in line with that 
published in Government Regulations on an annual basis. 

Below are the individual site reports, as indicated in Table 1.  
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Site Report 

Stinkwater, Gauteng 
CITY/VILLAGE/TOWNSHIP STINKWATER, GAUTENG 

FIELDWORKER NAME Elzeth Zastrau 

FIELDWORK DATES 11 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Rural 

NO. OF FOCUS GROUPS 2 

NO. OF INDIVIDUAL INTERVIEWS 6 

 

Community Mapping: New Pay Point Locations 
Most of the beneficiaries travel to Jubilee Mall to collect their grant because the local ATMs are unsafe 
and they have to wait for many hours at SAPO.  

Figure 1: Distance between SAPO and Local Community Hall 
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The Key Issues Discussed 
In summary, the beneficiaries highlighted three main challenges caused by the decommissioning of 
pay points in their town. Firstly, beneficiaries now need to incur transportation cost and transaction 
costs to access their cash grant. Secondly, older beneficiaries need to stand in long lines without 
proper facilities provided. Lastly, safety and security are very poor. There have been many instances 
of card fraud and distribution of counterfeit money. The following section provides the key findings.  

1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

Cost of Access (Direct and Indirect) 

The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Indirect costs 
 Beneficiaries wait up to 3 hours in lines at ATMs. At the Shoprite, they can wait between 3–6 

hours; however, if they purchase something, only 1 hour at the shops. Waiting period at 
SASSA's decommissioned pay point took only 20 minutes. 

 Many of the beneficiaries travel further now, for there is no shop in town where they can access 
cash. Most of the respondents travel to Jubilee Mall to access payment. There are more ATMs 
and they feel safer collecting payment in the bigger shopping centres. Most of the beneficiaries 
collected payment at the local SASSA pay point before its closure in May 2018. Most of the 
beneficiaries now travel by taxi 20 minutes to the Jubilee Mall located 10 km from the town. 

 Loss of income did not affect this group.  

Direct costs 
 Cost of access to ATMs: ATMs charge between R10–R40. One beneficiary’s payment is made 

into their bank account and only charges R4 for withdrawal.  

 Transportation cost: average between R20–R40 for most of the beneficiaries.  

a. Appropriateness  
Informing beneficiaries of pay point closing 

 Clear communication of the payment point’s closure was not rolled out by SASSA. The first 
Focused Group Discussion (FGD) indicated that they were informed via television or radio. 
However, the second FGD indicated they also received SMS from SASSA.  

b. Rights and Dignity 
Support needed to collect grant 

 Assistance is required for older beneficiaries at the ATMs. They ask the bank staff for assistance. 
Most of the pension beneficiaries indicate that they require assistance with the new payment 
system. Many of the respondents indicated that they do not have a family member who can 
assist them.  

 There is no SASSA assistance at the shops or at SAPO.Beneficiaries need to travel to the SASSA 
office. 
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Customer services and complaints 
 Beneficiaries need to travel to the nearest SASSA office.  

 

 

 

 

 

Figure 2: Distance to SASSA and Jubilee Mall 

 

 There is no customer service at SAPO payment locations. The previous payment arrangement 
suited the beneficiaries’ needs for assistance, which was provided at the SASSA pay points.  

 No Help Desks are provided at SAPO. 

Services and facilities 
 SAPO has limited chairs and the waiting area is very small. The beneficiaries who receive 

payment at the Jubilee Mall need to pay R2 to access toilets. There is no seating at the shops 
or ATMs.  

2. Robustness 
Challenges with regards to robustness include a lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
 Most of those in the FGD indicate that they travel to the Jubilee Mall because they feel safer at 

the mall than they do at the local ATM or SAPO. One beneficiary collecting payment at SAPO 
indicated that there is security at SAPO. 

 There are cases where card fraud occurs, and beneficiaries are slipped counterfeit money at 
the ATMs by people from whom they request help. 

b. Lack of cash management  
 The beneficiaries indicated that, often, the shops and the ATMs do not have enough cash on 

hand to service all the beneficiaries. There is also a lack of cash at the SAPO branch. 

Recommendations 
 Cash management is an issue with all the locations.  
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 The researcher recommends that the SASSA beneficiary list data, in terms of the number of 
beneficiaries, is shared with the local shops and banks to ensure that sufficient money is on 
hand. This recommendation is essential for SAPO as well.  

 Considerations need to be made to educate beneficiaries so that they can withdraw money 
without assistance.  

 Although ATMs are located within a 10 km radius, the security factors are not considered. 
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Site Report 

Bophelong Community, Gauteng 
CITY/VILLAGE/TOWNSHIP BOPHELONG, VAAL, GAUTENG 

FIELDWORKER NAME Abigail Ormellas 

FIELDWORK DATES 11–12 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Peri-Urban 

NO. OF FOCUS GROUPS 2 

NO. OF INDIVIDUAL INTERVIEWS 5 

 

Community Mapping: New Pay Point Locations 
The previous pay point for the Bophelong community and surrounding areas (including the rural plots 
and 18 extensions) was the Bophelong Community Hall. This facility was a central meeting area, had 
facilities such as toilets, running water and seating as well as local vendors and security.  

 

 
Bophelong x 2; Vanderbijlpark x several. Bank affiliated ATM, standard bank 
fees.  

 
Vaal Oewer x 1. Speed Point ATM. 2.5 km from plot lands. R50 withdrawal fee; 
withdrawal limitation; fraud.  

 
Vanderbijlpark x 1. No toilet, water or seating facilities. No charges.  
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Key Issues Discussed 
The impact of the closed community-based pay points was reviewed at length through the focus group 
discussions and individual interviews. Below is a summary of the key findings. 

1. Accessibility 
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 

Time and cost to collect payments 
 Vaal Oewer — 24.3km — Bophelong: R17 one way, R34 return. 

 Mullerstuine — 7.1km — Bophelong: R17 one way, R34 return.  

 Bophelong — 4.5 km — Vanderbijlpark: R12 one way, R24 return.  

The new pay point options for the community are: 

 Bophelong community ATMs – There are two available. These ATMs have been reported 
unsafe. Many of the beneficiaries within the community don’t feel comfortable using these and 
instead travel to town. 

 Vaal Oewer Express ATM – Vaal Oewer, a surrounding plot area, has an express ABSA ATM 
in a local shop. The withdrawal fee is R50 and the shop owner often limits withdrawal to R500. 
Beneficiaries have indicated that sometimes, when returning to withdraw the balance of their 
grant, the ATM reports insufficient funds. 

Vaal Oewer --24,3km—
Bophelong 

Mullerstuine --7,1km—
Bophelong 
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 Vanderbijlpark ATMs and Post Office – The Post Office has available facilities inside the 
venue, (+ 20 Chairs and 3 x 10 litre water containers that they refill). There is 1 mobile toilet 
outside the Post Office. Due to very long queues, however, beneficiaries often are unaware of 
these facilities. Beneficiaries wait for hours, often outside. The ATMs have slightly shorter 
queues, however many elderly beneficiaries indicated they did not know how to use the ATMs 
and felt vulnerable.  

Figure 3. New Collection Points for Beneficiaries: results from individual interviews 

 

 A beneficiary residing in surrounding extensions such as Mullerstuine or local plot areas such 
as Vaal Oewer have to travel between 11.6 km–28 km to town (R29 one way) to collect their 
grants from the Post Office or a safe ATM that does not overcharge or limit their withdrawal. 
Beneficiaries from the surrounding Mullertuine and Vaal Oewer areas are thus spending 
R52–R58 to collect their grants, as well as an entire day traveling and queueing.  

“It depends, because you have to catch two taxis, from Vaal Oewer to Bophelong and from Bophelong 
to Vanderbijlpark. It takes more than one hour. It depends on the transport, on the taxi, because they 
are only using one taxi, so if you are left behind in the taxi, you have to wait. In the taxi, it takes about 
45 minutes one way from Vaal Oewer to Bophelong.” 

 Long travel hours – Beneficiaries now have to travel twice as long, catching two taxis to reach 
the safe and more reliable pay points. Before, they used to only take one taxi. The queues are 
long with no adequate waiting support or facilities. There is poor service support from the Post 
Office. There is more safety risk with increased travel and changing taxis. 

“The difference is that they have to travel twice. They have to catch their taxi twice from where they 
were saying, whereas before they used to only take one taxi. So there is more safety risk with 
increased travel and changing taxis.” 

Transaction fees 
 While there are some available ATM points closer to the residence of beneficiaries, such as the 

express ABSA ATM in Vaal Oewer and the ATM in Bophelong, these are reported as being 
unsafe, charging high withdrawal rates (up to R50) and in the case of the shop-owned express 
ABSA ATM, limiting withdrawal amounts. Some beneficiaries are still forced to use these pay 
points if they do not have the finances to travel to town to collect their grant.  
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“The shop owners what they usually do is limit the withdrawal to maybe R500 and the next time you 
try to go to withdraw the remaining balance you find there is no money. This ATM is situated inside 
the shop.” 

b. Appropriateness  

Informing beneficiaries of pay point closing 
 Beneficiaries indicated they had heard about the closing of the pay points the previous year, 

primarily from SASSA officials at the community pay point. While some said they had received 
advanced notice a few months before, others said there had been no notice, but they were 
simply told that they would now need to use ATMs or the Post Office from the following month.  

 Some beneficiaries reported that, with the changing of cards and pay points, some 
community members did not receive their new cards or grant money, and this is a 
big concern. They indicated that no one has addressed this with them.  

c. Rights and Dignity 

Support needed to collect grant 
 Many beneficiaries indicated they needed support to collect their grants. Often, they took their 

children or grandchildren along with them. Those using ATMs, in particular, indicated needing 
support. However, many participants also said they travelled alone and often felt unsafe.  

Customer services and complaints 
 Beneficiaries were largely aware that, if there was a problem with their card or payment, they 

would need to visit a SASSA office for assistance. This is even further than town. For 
beneficiaries in Vaal Oewer, travel to the nearest SASSA office would take over an hour one 
way and would cost R30. Previously, there were SASSA officials present at the community pay 
point, and this made service access easier for beneficiaries.  

Services and facilities 
 Post Offices and ATMs do not provide any facilities such as toilets, seating or water. Many 

beneficiaries have to queue for long periods of time outside with no shelter. 

 “When they were receiving their grants at the hall, it was much better because they had chairs 
to sit. There were many machines so the queues moved faster. They had facilities and the 
service was good.”  

Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
 Participants in the focus group primarily indicated feelings of poor safety, particularly with  

increased travel, as well as the vulnerability of the elderly when collecting their money in town.  

“There is no safety, regardless of ATM or Post Office because, for both, you have to travel to town and 
the travel makes it unsafe.”  

“Another female participant said it is a bit unsafe for older people, for them to use that ATM at the 
supermarket (extension 9) because there is a lot of fraud that goes on there. Even in town, it’s the 
same thing. It’s unsafe.” 
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 The findings from the individual interviews differed in that more beneficiaries felt safe when 
collecting their grant: 

Figure 4. Feelings of safety when collecting grant: results from individual interviews 

 

b. Lack of cash management  
 Lack of guarantee of full grant – Beneficiaries are finding their grant withdrawal amount 

limited at some ATMs and even retailers. Others have also said that, sometimes, they would 
queue at the Post Office for hours, only to be told there was no more money by the time they 
reached the front. This affects their ability to budget or plan, as they cannot guarantee they 
will be able to access their full grant amount on pay day. 

“You could be queuing the whole day at the Post Office and, by the time you get inside, there is no 
money. So there is no guarantee you will get your money.”  

“It has affected them in terms of them drawing up a budget. You get to where you are supposed to 
get the money, the pay point will be telling you there is no money, or they refuse to give you the 
money, or they limit the money.”  

 Overall, beneficiaries expressed feeling dissatisfied with the changes to the pay point 
location(s).  

Figure 5. General feelings regarding closing of community pay point: results from individual 
interviews 
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3. Recommendations  
 Beneficiaries were near unanimously adamant, bar one or two, that they would benefit from a 

community-based pay point and wished they could return to the pay point at Bophelong 
Community Hall. Others requested opening pay points in the rural plot areas so that they would 
not need to travel as far.  

“If they could open a hall within the plots, they wouldn’t have to wake up early, stand in long queues, 
and also the transport fair is now more.”  

“If only they could go back to the halls, and not the ATMs and Post Offices.”  

“If they could go back to the old pay point. Even if they had an ATM dedicated specifically for grant 
beneficiaries, they would still prefer to use the hall… If ever there is only an ATM, there are no services 
or security. There are officials where they can enquire; there is support.”  

 Suggestions for change from individual interviews included: 

Go back to previous 
pay point at 
Bophelong 
Community Hall 

No 
change 

If the payment point 
could be reopened and 
not needing to spend 
more on transport 

Lot of money is 
spent on transport 
cost than before 

Go back to 
previous pay 
point 
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Site Report 

Khutsong Community, Gauteng 
City/Village/Township Khutsong, Carletonville, Gauteng 

FIELDWORKER Name Abigail Ormellas 

FIELDWORK DATES 11–12 June 2019 

Type of Area (Urban, Peri-Urban or Rural) Peri-urban 

No. of focus groups 2 

No. of individual interviews 5 

 

Community Mapping: New Pay Point Locations 
The previous pay point for the Khutsong community and surrounding areas was the Khutsong 
Community Hall. This facility was a central meeting area, had facilities such as toilets, running water 
and seating as well as local vendors and security.  
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Khutsong x 3. 1 limits withdrawal and known for fraud.  

Carletonville x several. Bank affiliated ATM, standard bank fees.  

 

Khutsong x 1, Pick 'n Pay Liquor. Not good service; often does not pay full grant 
amount; limits payment. 

Carletonville/Khutsong Mall 

 
Carletonville x 1. No charges.  

 

Key Issues Discussed 
The impact of the closed community-based pay points was reviewed through focus group discussions 
and individual interviews. Below is a summary of the key findings. 

1. Accessibility 
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

Khutsong –13,8km—
Shoprite Checkers 

Khutsong --18,4km—
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a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 

Travel distances and cost: 
● Khutsong — 1.3 km — Basothong Caltex Garage (1 x Nedbank ATM): R10 one way, R20 return 

● Khutsong — 3 km — Khutsong Pick ‘n Pay Liquor (1 x ABSA ATM): R10 one way, R20 return 

*Note: this is the ABSA ATM where fraud has been reported. 

● Khutsong —10.1 km — Khutsong Mall (Carletonville Mall): R15 one way, R30 return 

● Khutsong —13.8 km — Shoprite in Carletonville: R15 one way, R30 return 

● Khutsong —18.4 km — Carletonville: R15 one way, R30 return 

The new pay point options for the community are: 
● Khutsong Pick ‘n Pay – It often does not issue the full grant amount and limits payment. 

Beneficiaries would prefer to collect their grants in town, but sometimes cannot afford the 
transport fare and are forced to use this Pick ‘n Pay.   

● Khutsong 3 x ATMs – The Khutsong community has two ABSA ATMs and one Nedbank ATM 
within the Khutsong Mall, Pick ‘n Pay Liquor store and Caltex Garage. However, one of the 
ABSA ATMs was reported as limiting withdrawal and has been known for fraud and deductions. 
Beneficiaries largely felt more comfortable using the ATMs in town (Carletonville). Khutsong 
Mall is still a 10 km distance to travel. 

“The ABSA [Khutsong] limits the withdrawal, and when you return the following day, it shows 
insufficient funds. So sometimes you see your balance is one hundred and something and when you 
return the next day, it says there is no money.”  

● Carletonville Checkers – Some beneficiaries collect their grants at the Checkers teller. They 
expressed feeling safer here, as they were often allowed to wait inside and were treated well. 
Some said they did not enjoy queueing with other shoppers.  

● Carletonville ATMs and Post Office – Primarily, beneficiaries used either the ATMs or Post 
Office in town (Carletonville). Beneficiaries who used the Post Office felt safer there as they 
were unsure about using an ATM machine. The queues are incredibly long. It can take an entire 
day with travel to collect their grant.  

Figure 1. New Collection Points for Beneficiaries: Individual Interviews 
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● A beneficiary residing in Khutsong has to travel between 13.8–18.4km to Shoprite/Checkers or 
the Post Office/ATMs in town (cost ±R15 one way) to collect their grants from a service that 
does not overcharge or limit their withdrawal. It takes 30 minutes to travel to town and an hour 
to return. Previously, it was a 15–30 minute walk to the Khutsong Community Hall pay point. 
Now most of them have to travel to town. 

● It takes 30 minutes to travel to town, and an hour to return. Previously, it was a 15–30 minutes 
walk to the Khutsong Community Hall pay point. Now most of them have to travel to town. 

“It has changed so drastically because, before, you were able to walk. But for some older people who 
can’t walk the distance, they used to hire someone to take them there [Community Hall] which was 
less in terms of cost. Now, to hire a car to town, it has become so steep. All of us, we are not happy 
about this.” 

“If you miss the taxi, you have to wait for another, and wait for it to get full, which can take a long 
time. You can wait 15–30 minutes for the next taxi. Once you are in town, it will take nearly an entire 
day to collect your grant because the queues are so long. You might get there at 9am and leave town 
at 3pm.” 

● By the time beneficiaries are due to collect their grant, they would have likely run out of cash 
which compels them to use the local ATMs. Some are compelled to borrow money, including 
the from loan sharks, in order to be able to get to the pay site (i.e. Mall or Carletonville town). 
This makes the elderly very vulnerable. 

“These are challenges faced by beneficiaries at Pick ‘n Pay, but the problem is, to get the full payment, 
you have to go town. Sometimes, you have to borrow money to go to town. Sometimes, you don’t 
have any means to get to town to get a good service, so that’s why some are forced to use the Pick ‘n 
Pay in Khutsong even though they don’t give the full amount.”  

● Before, they could walk. Now, they have to take a taxi into town, and this takes between 20–
60 minutes depending on how long it takes to wait for a taxi and travel distance.  

Transaction fees 
The following concerns regarding deductions were expressed in the individual interviews with 
beneficiaries: 
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[The] first time I used the bank ATM, I did not get my whole amount. I punched in 1,700.00 and the 
response was insufficient funds. I then drew R1,600.00, [and] there was no receipt. I went back to 
try and get the balance, all in vain. Next month, there was no money [balance]. That R100 was gone, 
being for the bank charges. Since then, I stopped using the ATM. I now go to the Post Office where 
I get all my grant in full. 

Experienced a deduction once. Went to complain, but they said there is nothing they can do. I only 
received R1,400. 

 

 

Informal economy 
● When the pay point was operating in Khutsong, there would be other options to buy groceries 

and basic goods locally, as there would be street vendors and informal trading. However, with 
the closing of the community-based pay point, vendors have moved across to town, forcing 
beneficiaries to travel to town for all their grocery shopping and basic needs. 

● It has affected their informal trading and local services. A grant beneficiary who was also a local 
vendor shared how it has affected her income and made things very difficult for her.  

b. Appropriateness  
Informing beneficiaries of pay point closing 

● Some beneficiaries heard from the radio and/or TV that the pay point was going to close. 
Others were told by SASSA officials at the previous pay point. Some said they heard about the 
closing from Black Sash first and then from SASSA officials. Many said they did not receive 
notice. Some said they got one month’s notice.  

c. Rights and Dignity 
Support needed to collect grant 

● Some beneficiaries said they are not used to using a machine (ATM). Others have children who 
go to town and draw the grant for them. Many beneficiaries don’t understand the ATM, and 
some elderly beneficiaries leave their cards in the ATM or get robbed by people ‘helping them.’ 
They don’t feel safe using the ATMs. Thus, beneficiaries prefer to go to Pick ‘n Pay or the Post 
Office to collect their money.   

● Sometimes, they don’t feel they can trust their children or grandchildren to give them all their 
money, so they go alone even if it is riskier for them. Elders feel isolated: 

“There are people who would love to go [to town] alone, who used to [with the previous pay point], 
because there were taxis waiting who created that atmosphere of safety. You could take care of 
yourself because you could walk and get a taxi. But now, it’s so heart-breaking to come across an older 
person walking alone towards areas to get their money or taxi. Previously, it was a wonderful 
atmosphere to be in that area as elder people. It would be important [if] there could be options where 
the pay point could come into churches so that, at least, the safety of the elders could be taken care 
of." 

● Elders often need assistance when collecting their grant from an ATM. Sometimes, they use 
local security, but this isn’t always reliable and can make them wait longer. 
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“Beneficiaries expressed problems when it came to using the ATMs, because most of the time the first 
problem is to use the ATM, they rely on the security who at some stage abandoned them and say he 
or she is on lunch. They have to wait for that security to come back, so they wait with not only grant 
beneficiaries but with other people like from the mine who are receiving their payment, which makes 
it longer if security is not assisting them.”   

Disrespect of elders and sickly“ – The problem is, wherever you go, whether you go to Pick ‘n Pay, 
wherever, there is a queue. And now there’s no first preference for elder people, we are all queueing 
with younger people who doesn’t want to give us first preference. In the Khutsong Community Hall, 
as the elders would be in the same seats and those who were sick would be given first preference to 
get paid. We were not delayed in the Community Hall." 

Customer services and complaints 
● While most beneficiaries reported that they needed to travel to town to reach the nearest 

SASSA office, research shows that there is a local SASSA branch within 4.3 km from the 
Khutsong Community Hall (the decommissioned pay point). There is no SAPO branch in 
Khutsong.  

● Beneficiaries complained of SASSA staff being unhelpful and shared several personal 
experiences: 

“When you visit SASSA with such cases, the staff become aggressive. They intimidate you and they 
don’t allow you to ask such questions.” 

“If I come across a problem with the merchant, they say, take your slip and go to SASSA.”  

Services and facilities 
● The Post Office has a help desk, and chairs are provided inside for beneficiaries. However, there 

is no running water in the Post Office; two mobile toilets are provided across the street.  

● There is a waiting area where they pick people up in stages of 10 to go inside. It is next to the 
police station, but you hardly ever see security.  

2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
● They all felt very strongly that they were not safe in collecting their grants because they needed 

to travel to town. It didn’t matter what facility they used, the travel made it unsafe for them.  

● For elderly people, it’s a matter of safety. They don’t feel safe in Khutsong or town. The 
challenge is that, if it is month end, they don’t have money to travel to town, so they have to 
take the risk of using the ATMs in Khutsong and hope you get all their money. 

“At times, they try to use the lavatories [toilets] as a safe space after getting paid. So, in order for them 
to segregate their payment, saying this will go to this person, etc., then you find them inside the 
lavatory, having money spilled all over, and it becomes problematic because there are young females 
that will come in and trick them or mug them. In that space, there is nobody to help out. There are no 
police or security and they get robbed [of their] money and other possessions [e.g., cell phones].” 

 

Figure 2. Feelings of safety when collecting grant: individual interviews 
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● Loan sharks – Beneficiaries shared having to borrow money from loan sharks in order to be 
able to travel to town to collect their grants.  

b. Lack of cash management  
● Payment date – Beneficiaries expressed deep concerns about payments needing to be made 

by the first so that their other payments (e.g. funeral policies) do not lapse. They need 
consistency and assurance in order to plan.  

Figure 3. General feelings regarding closing of community pay point: individual interviews 

 

3. Recommendations  
● Beneficiaries expressed the desire to either return to the Community Hall pay point, or to have 

a new form of payment dispensary or mobile payment within their local community.  

“We need the Community Hall back. We want to go back to the Community Hall. Because other people 
are using sticks to walk, and they cannot get in and use taxis.”  

● Results from the individual interviews included the following suggestions for change: 
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Payment should 
be scheduled 
from first of the 
month. Security 
should be 
improved at pay 
points. 

Go back to 
Community 
Hall pay point, 
transport is 
better. 

I suggest that the pay point at our local 
community be re-instated. The reason 
being the distance and cost we are 
incurring before we ever have access 
to the grants. In our local community, 
there was no cost, we walked to the 
pay point or used minimal amount if 
needs be. At the moment, it is very 
costly and strenuous. 

Appreciate if they 
could reopen the pay 
point in our 
community. If we 
could speak as one 
voice so SASSA could 
hear us.  
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Site Report 

Ga-Motle, North West 
CITY/VILLAGE/TOWNSHIP GA-MOTLE, NORTH WEST 

FIELDWORKER NAME Elzeth Zastrau 

FIELDWORK DATES 12 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Rural 

NO. OF FOCUS GROUPS 2 

NO. OF INDIVIDUAL INTERVIEWS 5 

 

Community Mapping: New Pay Point Locations 
The previous SASSA pay point in the Ga-Motle community was located at the local church. This pay 
point was closed in September/October 2018. Since then, beneficiaries access a Net 1 pay point within 
the community or ATMs and a South African Post Office (SAPO) located more than 10 minutes away. 
This site report provides an overview of the findings based on the fieldwork conducted during 12 June 
2019. 

Figure 6: Distance between SASSA and SAPO and town 
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The Key Issues Discussed 
The impact of SASSA decommissioning pay points in the community was discussed during the Focus 
Group Discussion (FGD) and the Key Informant Interviews (KII). The beneficiaries highlighted three 
main challenges caused by the decommissioning in their town. Firstly, beneficiaries need to incur 
transportation and transaction costs to access the cash grant. Secondly, older beneficiaries and the 
disabled feel unsafe at the locations where they currently access cash payment. Lastly, the nearest 
Post Office is located more than 10 km from the previous pay point. The following section provides 
the key findings.  

1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
● Transportation cost: transfer to the nearest SAPO or ATM costs R34 for a return trip 

● The average waiting period for beneficiaries at the SASSA pay point before the 
decommissioning varied between 15–30 minutes. Currently, most of the beneficiaries access 
their payment at a local ATM. The beneficiaries indicate that they have waited in line for the 
entire day.  

● There are only two active ATMs in the town. The third was bombed three months ago and 
never repaired. One beneficiary accesses their State Old Age Pension from the Net 1 pay point 
and indicated that she needs to wait until all the Net 1 payments (green cards) have been made 
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before she is assisted. This can take between 3 to 6 hours. The nearest SAPO is located in 
Soshanguve, more than 10 km outside of the town.  

● Before the decommissioning, the average travel time is estimated between 25–30 minutes. 
Walking to the ATMs is also between 25–30min. The KII data indicates 60% of the respondents 
travel time between 30–60 minutes, similar to before.  

● Further indirect costs include the loss of incomes. The FGD beneficiaries highlighted that they 
needed to leave work for the whole day. Before, it only took them a few hours.  

Transaction fees 
● Cost of access to ATMs and Net 1: charges between R15–R60 with some indicating that Net 1 

charges between R60–R80. 

● Although the travel time has not changed, most of the beneficiaries access cash grants at the 
local ATM or an ATM at the closest mall which increases the direct cost for access.  

“Yes, [we] would like the pay point to be reopened due to safety and receiving grant money in full." 

b. Appropriateness  
Informing beneficiaries of pay point closing 

● Clear communication of the pay point closure by SASSA officials was provided two months 
before the closing of the pay point in September 2018.  

● The value of the transfer is not clearly communicated; not all understand the value of the 
transfer, especially the pension grant beneficiaries. The beneficiaries do receive slips at all 
payment locations.  

c. Rights and Dignity 
Support needed to collect grant 

● With the previous SASSA pay point, beneficiaries made use of biometric fingerprint 
identification to access payment. This allowed older and disabled beneficiaries to access their 
payment without assistance.  

● Currently, at the ATMs, beneficiaries ask for assistance from family members or people in the 
lines. For those ATMs located at a bank branch, the beneficiaries ask assistance from the bank 
security. 

● Although a SASSA satellite office is set up once a week in Ga-Moeka, SASSA only provides 
services for new applications. The transfer fees for a return trip to Mathibestad is R34 and to 
Ga-Moeka R20 (see image below). 

Customer services and complaints 
● Beneficiaries need to travel to the nearest SASSA office in Mathibestad (R34 return with 

transportation). No customer service at ATM, Post Office or Net 1. 

Services and facilities 
● The situation at the ATMs is worse than any of the other pay points. Older beneficiaries need 

to stand for hours in line. There are no facilities or water, so they need to leave their spot and 
go to the small shopping centre opposite the road to use facilities. 

● Older people have fainted in the lines. 
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2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
● The older beneficiaries and the disabled feel very unsafe at the current pay point. They are 

targeted at the ATM because there is no security. There are incidents of card fraud reported at 
the ATMs. The older beneficiaries get pushed out of the line. 

● Before, the pay point at the church had security, and the beneficiaries did not have to rely on 
others for assistance. 

● Cases of physical violence against women was also reported in Ga-Motle. An older female 
beneficiary indicated that the women get pushed out of the ATM queues. This abuse takes 
place regularly, and there is no security present to assist older beneficiaries, particularly more 
vulnerable female seniors. 

b. Lack of cash management  
● Beneficiaries from the FGD indicated that, in certain instances, the ATMs run out of cash on the 

first of the month. This is the same for Net 1.  

3. Recommendations 
● There is a need for a payment point which does not charge fees or transportation costs. There 

is no Post Office or shop in the local town, so all beneficiaries incur cost either with fees or 
transportation.  
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Site Report 

WALKRAAL, LIMPOPO 
CITY/VILLAGE/TOWNSHIP WALKRAAL, LIMPOPO 

FIELDWORKER NAME Elzeth Zastrau 

FIELDWORK DATES 13 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Rural 

NO. OF FOCUS GROUPS 2 

NO. OF INDIVIDUAL INTERVIEWS 5 

Community Mapping: New Pay Point Locations 
The decommissioned SASSA pay point in Walkraal adversely affected the beneficiaries. This location 
has experienced a variety of challenges. The biggest challenge is that there is no access to the banking 
system in or around the town. Furthermore, there is no public transport in the town for beneficiaries. 
Although Net 1 opened a pay point, the point was closed after 2 months because the community 
indicated that they were not paid their full grant value. This site report provides an overview of the 
findings based on the fieldwork conducted during 13 June 2019. 

 

Figure 7: Distance between town and the ATM and Post Office 
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The Key Issues Discussed 
The impact of SASSA decommissioning pay points in the community was discussed during the Focus 
Group Discussion (FGD) and the Key Informant Interviews (KII). The beneficiaries highlighted three 
main challenges caused by the decommissioning of pay points in their town. Firstly, there is no access 
to transportation in the town; beneficiaries need to walk to the road and wait for transport. Secondly, 
the cost of transport is very high. Lastly, safety and security are very poor at the mall where the 
beneficiaries access payment. There have been incidents where the mall was robbed. The following 
section provides the key findings.  

1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
● Transportation cost: R28–R300. Private transportation is required for those who are 

disabled and cannot walk themselves. It costs up to R300. 

● At the SASSA pay point, beneficiaries waited between 30 minutes to 3 hours maximum. After 
the decommissioning of SASSA pay point, beneficiaries stand in line more than 3 hours at the 
ATM. Beneficiaries wait the entire day in line at the shops.  

● The one beneficiary who collects at the Post Office on the 5th of the month only stands in line 
for 1 hour to receive their grant payment. However, those who collect at the Post Office on the 
first of the month indicated that they could wait for the entire day.  

● Beneficiaries need to pay for transportation to the mall in the neighbouring town. Before the 
decommissioning of the SASSA pay point, most of the beneficiaries walked on foot for a 
maximum of 30 minutes. Now, beneficiaries walk to the road outside of the town, wait for 
passing transport to take them to the nearest mall. This usually takes 2 hours and 30 minutes. 
There are no local taxi services available in the town. If overcrowded, beneficiaries need to 
travel to Moutse Mall SAPO. 

Transaction fees 
● Cost of access to ATMs: Bank charges between R10–R30. Those who collect from Post Office 

indicated that they also pay fees between R20–R60.  

Informal economy 
● Pension grant recipients suffer an additional loss of income, as their cattle have to graze 

without supervision for the whole day. Older beneficiaries need to pay for daycare for children 
which was not needed before the decommissioning.  

b. Appropriateness  
Informing beneficiaries of pay point closing 

● The communication of closure of the pay point is unclear. The beneficiaries of one FGD 
indicated that they did not receive notice. However, the second FGD indicated that they were 
informed. The confusion might come from the fact that SASSA pay point closed in September 
2018. Thereafter, Net 1 made payment for two months before closing. The community did 
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report the issues with the local SASSA office. The response was that SASSA only provides a 
location within a 25 km radius. 

● Communication challenges for older beneficiaries include uncertainty about the value of grant.  

● The beneficiaries indicated that Net 1 came out to make payment at the pay point for 2 months. 
However, after challenges of not paying out the full amount, the community pushed them out 
of the town. The FGD indicated that Net 1 made payment in the location for 2 months, and 
there have been many deductions. One pension grant recipient indicated that R1,000 was 
deducted from her payment, and they did not receive any slips as proof during those 2 months.  

c. Rights and Dignity 
Support needed to collect grant 

● Although most of the beneficiaries travel by themselves, they do require assistance. Others 
indicated that they do not want to ask their children because their children do not return with 
the entire amount. One beneficiary indicated that they do ask their child to assist. Those 
beneficiaries who make use of an ATM ask bank security or people in the line behind them for 
assistance.  

● There is no SASSA assistance at the shops or at the SAPO.  

Customer services and complaints 
● Beneficiaries need to travel to the nearest SASSA office which is located more than 10 km away. 

They would travel to the SASSA or Post Office for assistance. In many of the cases, they were 
told at Post Office to go to SASSA. 

● There is no customer service at any pay point.  

 

Figure 8: Distance between town and SASSA office 

Services and facilities 
● The mall does not provide any seating, and the older people needs to stand in long lines for the 

whole day. To use the toilet facilities, they need to pay R2. The Post Office does not provide 
any seating or toilet facilities. 
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2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
● The beneficiaries felt safe when the payment was made at the local community centre, as they 

did not have to travel far and there was sufficient security. Currently, at the mall, there have 
been incidents when they have been robbed. The older people feel like they cannot even walk 
around to do the shopping because they are targeted.  

● One older beneficiary who collects his grant at SAPO on the 5th has not observed any security 
at the SAPO branch. However, he indicated that he does not feel unsafe.  

● Children are left unsupervised for the entire day at their houses.   

b. Lack of cash management  
● Most of the recipients who collect their payment from Shoprite indicated that the shop has run 

out of cash on multiple occasions.  

● In cases, the ATMs been out of service. In most cases, the shops, ATMs and Post Office did not 
have sufficient cash to service all the beneficiaries. Beneficiaries would have to return to the 
pay point the following day. 

3. Recommendations 
● Consider moving back to the pay point located in the area.  
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Site Report 

Vulamehlo, KwaZulu-Natal 
CITY/VILLAGE/TOWNSHIP VULAMEHLO, KWAZULU-NATAL 

FIELDWORKER NAME  Maria Molokomme and Engenas Senona 

FIELDWORK DATES 10 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Rural 

NO. OF FOCUS GROUPS 1 

NO. OF INDIVIDUAL INTERVIEWS 6 

 

Community Mapping: New Pay Point Locations 
Figure 1.  The map shows the distance travelled from Odidini to Umzinto which is around 36 kms. 
Scottburgh is also a new pay point and has almost the same distance of around 36 kms 
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The Key Issues Discussed 
Participants in the focus group were generally unhappy with the closure of the pay point. As one older 
man in the FGD put it, “A bantu Abadalabalimele,” which loosely translated means Old Grant 
recipients were really badly affected by the closure of the pay points. In essence, the FGD participants 
preferred that some of the old pay points be re-opened. 
 
The participants highlighted a number of challenges with regards to closure of old pay points, 
including: 

● Spending additional money on transport to get their grants 
● Being more at risk to criminal elements 
● Poor general service at the new pay points (chairs, toilets, etc.), and 
● Economic loss for local traders. 

 
These issues are highlighted more in detail below. 

1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
“I have to borrow money for transport because, closer to month end, it becomes dry… When I get to 
the pay point in town, the queues are long and, sometimes, if I am not able to withdraw because of 
long queues, I will have to return again the following day. That means I will spend around R100 for 
transport for the two days. The taxi fare return is R50.” 
 

 These were the general views of FGD participants. Participants highlighted that they have to 
spend money on taxis and private cars to get to the new pay points, which is something they 
never used to do. 
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Graph 1: Time change due to travel 

 
 

 New pay point is far: The first participant highlighted that the new pay point was far: “It takes 
about an hour to get to the new pay point by taxi.” 

 
 Lack of transport: The problem is exacerbated by the lack of reliable transport in the area: 

“Taxis leave around here by 8am and, in the afternoon, the last taxis back home leaves around 
4pm in town. There is nothing after that." The challenge here is that, because some 
participants get their money at the shops, which open very early, they sometimes arrive late 
after the shops have run out of money, meaning they have to return the following day: “If you 
don’t catch the taxi by a certain time… they would be finished and you would need to 
hire a car or wait for the following day.”  

 
Transaction fees 

 The participants in the FGD indicated that they do not use the ATM to withdraw their money, 
preferring to use the Post Office and shops. 

 The biggest challenge they highlighted was the EasyPay (everywhere) Card. Participants 
indicated that they have issues withdrawing their full amounts because someone deducts 
money from those cards. 
 

“Sometimes we cannot withdraw the full amount and for what reason we don’t know… We really need 
assistance with this because someone is stealing our money.”  

Informal economy 
 Generally, the local economy has been negatively affected by the closure of pay points. The 

FGD participants indicated that local traders have lost their business and the extra income 
that they used to get from recipients:  
 

“There are no more opportunities for them [local businesses]. The local economy is equally 
disadvantaged by the closure of pay points.”  

 
 Although some participants were sympathetic to local traders losing out as a result, they 

complained that the quality of food from them was not always up to standard and sometimes 
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expensive:  
 

“The problem is sometimes their things were expensive and we did not know whether things 
were expired or not… especially medication, not knowing the expiry date. The only good thing 
is that they were close to us, and they deliver stock to our homes for free, so sometimes we 
just buy because of convenience.”  

 
 Note: Although the closure of pay points negatively affected the local economy, it would 

appear that the benefit to the recipients was them getting things cheaper and fresher in town 
(or new pay points) where they have been forced to receive the grants. 

b. Appropriateness  
Informing beneficiaries of pay point closing 

 Participants indicated that they were not informed in time or given proper notice: 
 

“When we came to collect our money, they just told us that, next month, you must collect 
your money at the new pay point.”  

 
 The pay points were closed in May 2018. 

c. Rights and Dignity 
Support needed to collect grant 

 Needing assistance to collect grant money: Some of the older participants indicated that they 
needed someone to accompany them to town to collect their money. This also meant that 
they have to pay taxi fare for that person:  

 
“As the elderly, we have to go to town with other people who can help us withdraw the 
money… So I have to pay taxi fare for that person as well. It’s costing me because it’s R25 a 
single trip for me only, and R50 return. With the other person, it means I spend R100.”  

 
Customer services and complaints 

 EasyPay Card: FGD participants using the EasyPay card complained that they never receive 
their full grant: 

 
“Sometimes we cannot withdraw the full amount and for what reason we don’t know… We 
really need assistance with this because someone is stealing our money.”  
“EasyPay must just leave us alone… They must go; they are stealing our money.”  

 
 Short Payments on SASSA Gold Card: Some beneficiaries are also experiencing bank charges 

and short payments on their SASSA Cards when they are forced to draw at EasyPay sites. 
 

 Money owed by Post Office: Some of the FGD participants indicated that they had been owed 
money by the Post Office, and they want it back. They claim that, at the time when they were 
switching to the Post Office, the Post Office never gave them their money and it has not been 
back paid. 

 
Services and facilities 

 On the queues: As highlighted earlier, FGD participants generally have to wait for hours in the 
queues, mainly due to the fear that money will run out. Most prefer to go to the payment 
points (shops and Post Office) from as early as 5am in the morning. They have also indicated 
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that, even when arriving this early, they would already find a queue formed at the site because 
some recipients would have slept there. 

 
 No seating or toilets available: Although some of the recipients highlighted that they were 

happy with the facilities at some of the new payment points, the majority complained of the 
lack of facilities where they were getting the grants. Some highlighted that the old pay point 
(Community Hall) had all these facilities, but now, at the Post Office, “We have to queue up in 
the sun without shade, toilets and chairs.” This was the same at the shops; they have to look 
for facilities elsewhere around town. 

 
 Sleeping at pay points: Some of the recipients have sometimes resorted to sleeping in town, 

rather than returning back home, so that they can be first in the queue and receive their 
money. Already at 5am, there would be long queues of people waiting to receive their grant 
money. One participant voiced their frustration: 

 
“The Post Office used to come to where the people were, but now the people have to go 
where the Post Office is." 

 
 Overcrowding at Taxi Ranks: The FGD participants said that it gets overcrowded at the taxi 

rank in town, as it's very small. As one FGD participant put it:  
 

“The rank is very small and overcrowded. You can easily get hurt or bumped by a car." 
 

2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
“It is not safe there. There are many criminals.”  
 

 FGD participants highlighted that having to collect their money in town has put them more at 
risk of being robbed because there are many criminals in town. The overcrowding at the taxi 
rank also made them feel uneasy. 

b. Lack of cash management  
 Money running out at shops: Participants receiving money at the shops indicated that one of 

the reasons for queuing early was because of the fear that the money would run out (which 
happens often). The implication of this is that recipients have to come back the following day. 
Participants indicated that some people resort to sleeping at the pay points to be first in 
queues, ensuring that they receive the money on that day. 

 

3. Recommendations 
All participants in the FGD were in favour of the re-opening of some of the closed SASSA pay points. 
Some of the suggested pay points to be reopened include (note some of the names may not match 
the true names of the pay points): 
 

 Madlalathi 
 ILembe 
 Dumayo 
 Ophondweni/Odidini 
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 Khakhama 
 Mxinilseli (Okhaweni – Ngongoma Store) 

 
“The old pay points were fine… even though sometimes they also cheated us.” (The cheating part 
seemingly refers to unauthorised debit orders and USSD platform deductions.) 

Following the Focus Group Discussions in Vulamehlo, it is very clear: not only were grant recipients 
negatively affected by the closure of pay points, but the wider community was also affected, including 
local businesses. To this end, the following recommendations are made: 
 

a) Re-opening of the old pay points: The obvious recommendation following the discussion 
with recipients at Vulamehlo is to immediately re-open some (if not all) of the old pay points. 
Implementation of this recommendation will return dignity to some of the recipients who, 
at times, have to sleep at payment channels in town to get their money, as well as ensure 
that they get the full benefit of their grant monies instead of spending a significant portion 
of it on transport (most spend between R20 to R41 for a return trip). It was clear that the 
current Thandabantu pay point was not relevant to beneficiaries as it was too far from them. 
Some did not even know the area in which it is situated. 

b) Provide free transport to new pay points: As a temporary measure, SASSA should provide 
free transport to affected grant recipients to the new pay points whilst they determine which 
of the pay points to re-open. This will ensure that no recipient sleeps at a pay point and no 
recipient spends a significant portion of the grant money on transport. 

 

The following recommendations are also made for the current service pay points, in the event that 
they are left open after re-opening the old pay points: 
 

a) Improved service standards at shops: Participants complained about the general lack of ablution 
facilities at the shops and long queues. This has negatively impacted the recipients, especially 
the elderly, who have to stand for hours in queues without any toilets at the facility. The 
recommendation is for the shops to accommodate grant recipients especially on the collection 
days by i) providing appropriate seating and ii) where possible, providing ablution facilities 
(possibly through arrangements with stores that have toilets in them and for beneficiaries to 
have access to those).  

b) Increased cash flow at shops: SASSA should ensure that their service points, especially shops, 
have sufficient cash flows on the days grant recipients get paid. This will ensure that no grant 
recipients return home without receiving their monies, forcing them to return the following day. 
Beneficiaries also complained about retailers that force them to purchase before receiving cash 
back, like Rhino, Jwayelani and Boxer Stores. Although it was unclear how much the shops 
required from recipients before assisting them, the fact is they are not supposed to force them 
to shop if the recipients do not want to.  

c) Improved queue management: Beneficiaries indicated that queue management needs to be 
improved at all service points (such as people cutting in, having to start at the back of the queue 
when going for toilet breaks and many “dodgy” characters loitering around grant queues). A 
recommendation is therefore made for the shops, banks and Post Office to implement some 
queue management system which would include ensuring that there are no people cutting in 
and no unnecessary/unauthorised people around the queues. 
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d) Unauthorised debit orders: Although this was not part of the study, the challenge of unauthorised 
debit orders is still a challenge in the area, especially those receiving their monies on the EasyPay 
(everywhere) Card. A recommendation is therefore made for the Black Sash to make SASSA 
aware of these cases and assist beneficiaries in cancelling the debit orders. 

 

Pictures of participants                                                ATM at the garage at Dududu 

  



 

41 

 
Site Report 

Hlamvana Village, Eastern Cape 
CITY/VILLAGE/TOWNSHIP HLAMVANA VILLAGE, EASTERN CAPE 

FIELDWORKER NAME Sorano Consulting 

FIELDWORK DATES 14 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Rural 

NO. OF FOCUS GROUPS 1 

NO. OF INDIVIDUAL INTERVIEWS 6 

Community Mapping: New Pay Point Locations 
Decommissioned pay point was “at the pay point here in Hlamvana.” It was a 5–10 minutes walk away. 

New pay point collections:  

 Post Office in Port St Johns 

 Boxer, Usave retailers, cash tills and ATMs 
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“The reason they go to town is because it’s too full at Tombo, because the owner of that shop, he 
provides a truck to get people from other villages to come to his place for withdrawal. So, it gets too 
full during payment, so that’s why they opt for Port St Johns because there is Usave and Boxer there, 
and there are other ATMs that they can go to."  

Beneficiaries indicated that they don’t really opt for SAPO because they always run out of cash. 

The Key Issues Discussed 
The impact of the closed community-based pay points was reviewed in length through the focus group 
discussions and individual interviews. Below is a summary of the key findings. 

 

Hlamvana Focus Group Discussion                Hlamvana decommissioned pay point 

 

1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
Cost: 

 When pay points were available, it was easier for them to budget. Now, they have to spend 
money on travel and food on the road. 

 Taxi fare to Tombo is R13 (R26 return), to Port St Johns R27 (R54 return).  

 Beneficiaries in Hlamvana are now incurring travel expenses, whereas they could walk to the 
decommissioned pay point before.  

“Because of this decommission, I have wasted more money because I have to borrow for the first 
day and the second day, up until the third day… and that money has interest from the loan sharks… 
After that, nothing is left because the sharks are waiting for that money.” 
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Figure 1. Cost to new pay point 

 

Figure 2. Taxi pick up point, where beneficiaries wait for 3 or more hours every month 

 

Beneficiaries sometimes negotiate with taxi drivers to get rides on credit and pay later. 

“uMama says they are the victims of EasyPay who deducts R20 for each grant. Not for each beneficiary, 
for each grant. They even go to town, maybe twice or thrice, and they are forced to borrow money 
from the money sharks.”  

 Time 

“[It takes the] whole day. It’s a struggle because, a day before, we don’t sleep. We wonder if we will 
get a transport to go there because all the transport come[s] from other villages, so it’s full already. 
Maybe it might happen that this day when you are planning to go to town, you don’t get transport. 
So, it’s the full day without getting any payment. Then the following day, again at 4am, you must be 
at the stop, and still you have to wait. The entire day you are in town, and you come back again without 
receiving cash. So, it can be the entire time that there is payment because payment happens on the 
first, second and third. It’s supposed to. So, you might go to town all those 3 days.”  

“Sometimes we stand and wait 5 hours or 6 hours. Really!” 
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“You know what? On payments day, some people wake up at 3 or 2 am in the morning. So… ask 
yourself… That person at 3 am is already in the town when we wake up. So, it’s affecting them because 
this area, there is another village… The battle starts there… when they passing here [the taxis], they 
[are] already full."  

“They stand in the queues for a very long time. One day, there was one beneficiary who even lost a 
child in the queue… We tried to report the matter to Councillor. He promised to call SASSA to reopen  
[the] closed pay point to manage long queues in town, but even still today, they are still waiting for 
them. They didn’t resolve the matter… It happened last year.”  

Figure 3. Distance to new pay points 

 

Beneficiaries from Hlamvana now take a taxi to Port St Johns, 20 kms away, in order to draw their 
grants. 

Transaction fees 
“There is no clear idea regarding the charges because, when you go to a retailer, you have to buy 
something… so that you can get your grant. That’s the charge. But before, at the pay point, we got all 
our money [old method]. Everything is more and more.” 

“At the retail store, you can’t really tell how much the deduction is because you have to buy something, 
but it’s confusing us that, when withdrawing from the ATM, they can’t really see the bank charges."  

“Overcrowding at SAPO results in people going to the dealers which forces them to buy before they 
get that money grants, otherwise at SAPO there are no deductions at all.”  

 EasyPay deducts R20 from each grant, not each beneficiary/transaction, even if the grants are 
linked to one card. This means that they have to travel to town twice or thrice for one payment. 
Beneficiaries are then forced to borrow money from the loan sharks because the grant is not 
enough to cover these and other expenses. 

 At Boxer you have to pay an illegal R10 to the cashiers to jump the queue and be served first. 

Informal economy 
 An older man who was a participant used to sell bread and chips at the old pay point. 
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“From the traders, they have some items from them, and now they have to go to town with those 
items. They have to spend money to go to town, but before, the traders came to the pay points." 

“You see, also the funeral schemes used to come to pay points, then people would pay them, and now 
people have to go there [to town] to pay the schemes.”  

“So, there are traders who sell jerseys, umbrellas when it’s raining, but the main thing out of those 
traders was the funeral scheme… and when you don’t pay for 5 months, you are out of the funeral 
scheme." 
 

b. Appropriateness  
Informing beneficiaries of pay point closing 

 “There was no communication in terms of the payment dates. SAPO maybe failed to 
communicate the date for receiving the grant." 

“Every month, they went to the pay point spot because they were never told it was closed. Every 
month until they decided, ok, let’s go and try Tombo or try Port St Johns, but no one ever came to 
inform them of the closure." 

“The people from SASSA, they did come, but they didn’t come to inform them of the closing, of the 
decommissioning. They only came to inform them of the card swap. That the contract with CPS is now 
ending and the Post Office is taking over and how they will now access their grants after SAPO has 
taken over.  But it was never communicated to them that the pay point is going to close.”  

“She is saying that they were never told about the closure. Every month, they went there but, like 
most people, they changed back to the green cards because CPS was always there to give payment to 
those who had a green card. But if you have a SAPO card, then you were supposed to go to Tombo or 
to town. So, they never got their money there if [they didn’t] have a green card." 

“So, Mama is saying [that] a family member, after she changed to the SAPO card from 2017, she never 
got her cash. Maybe because of fraud or what[ever], but she never got her cash from the SAPO card. 
She has been receiving food parcels ever since til today. Every time she goes to SASSA, she is told that 
it’s in the process." 

c. Rights and Dignity 
Support needed to collect grant 

 Beneficiaries explained that it is a struggle for older and disabled people now because they do 
not have wheelchairs. When the pay point was closer, they used wheelbarrows to transport 
disabled people. Now, they have to take a taxi to Tombo or Port St Johns. 

 3 beneficiaries present sent someone else to receive their grant. 

“He is struggling now in Tombo because it’s a PIN. But when he was at his pay point, it was biometric. 
The children know the PIN. He knows his PIN, but he can’t do it himself. It was easier with the 
fingerprint." 

“We are sending their children to receive the grant on their behalf. They can’t go by themselves 
because the older people don’t know how to use ATMs and they are scared [of] fraudsters in town. 
There is money lost somewhere.” 

“The PIN system is too difficult for them. It’s better [to use] biometric.” 
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“Old people, they send their children to receive their grant. So, the children don’t buy groceries, they 
just do their own stuff, so it’s where monies went missing there." 
 
Customer services and complaints 

 The South African Post Office (SAPO) does not give specific payment dates to beneficiaries. The 
next payment date is given to Councillors and they do not convey the date to everyone 
effectively. 

“What is happening [is that] SAPO does not provide the next date for payment for beneficiaries. Then 
also CPS (EasyPay) has earlier dates than SAPO. Also, CPS (EasyPay) deducts R20 for each child, so if 
you have three children, they deduct R20, R20, R20 [R60 total], not per beneficiary. So, it’s like that. 
So, she comes twice in one month, EasyPay.” 

“Funeral policies are affected because funeral scheme officials no longer come to the pay point to 
collect. Beneficiaries now have to travel to town to make payment themselves, and they end up not 
paying, causing policies to lapse.” 
 
“SASSA doesn’t take any responsibility. They have to pay R10 in order to be assisted faster than 
other people at Boxer. Also, they rob disabled people who come themselves to withdraw their 
cash… They give them short cash because they won’t be able to count their money." 
 

“They report the matter to SASSA. They go to town to report short money. We must go to town. We 
go on the same day." 

“Everybody has agreed that, when there is a problem, you can go to SASSA in Port St Johns.” 

 There is no clarity regarding whose responsibility it is to resolve issues between SAPO and 
SASSA. 

Services and facilities 
 “During the Gold Card swap, things changed for the worst. People started suffering from there. 

They go to town to fetch their grants. EasyPay came to distribute the grants to the beneficiaries 
and came earlier than the Post Office, so sometimes we do not have a choice but to accept 
payment from EasyPay [even] though we know they are fraudsters." 
 
 

 “There’s no water provided by SAPO. The area is not clean at all. They can be hurt by snakes 
because the grass is too tall.” 

“[There is ] only one toilet provided and the condition is not good. For female and male, there is no 
privacy." 

 There is no place to count your money. Immediately they give [it] you. You must go out then. 
You count outside. If it’s short, you are not helped." 

2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
 They are no longer safe because they no longer travel in groups when getting their grants.  



 

47 

 Older people ask for assistance from strangers in town to withdraw their cash.  

“There are also lots of robberies now because they have cash and they are in town, so the tsotsis are 
looking out for them." 

“When you are from SAPO offices to the main town now, then there is a bridge between SAPO and 
the town, so there is a problem there of too many tsotsis, they are not safe with the money." 

“Since this pay point closed, there is no safe area at all, because when you go out of the Post Office, 
they are not safe. The tsotsis want your money and you take and give them because they trample 
you." 

“They have to wake up early in the morning at around 3am because there’s a long queue there. At 
Boxer, she said they get robbed there also by the tellers, the cashiers at Boxer, and then they say we 
must go complain at SASSA. SASSA does not take any responsibility. They have to take R10 in order to 
be assisted faster than other people." 

Violence against women 
 Sometimes women travel by foot to Tombo as they are saving bus fare. Since the only way to 

Tombo is through a bushy area, there have been lots of rape and robbery incidents. 

 

 It was reported in Hlamvana that, while traveling alone from Tombo, a female beneficiary was 
robbed of her child support grant payments for her two children; her attacker pointed a knife 
at her and tried to rape her. He wanted to drag her to a more secluded area, but she sat down 
and he was unable to lift her. Fortunately, other people appeared, and he took her money and 
threw her bag back at her. She reported the matter to the Chief’s house and her attacker was 
beaten.  

"They are victims because they travel alone now instead of traveling as a group when pay point was 
still available." 
 
"Mama is pleading with the government to reopen the pay points because it's too far when they get 
their grant, and it's not safe at the same time. They get robbed and raped. They have to wake up early 
in the morning at around 3 am because there's a long queue there.”  
 
“Mama was robbed when she was on the way to come to this side from Tombo. She was robbed this 
year, 20 January. Also, with regards to SAPO… she says there are no reports that maybe there’s a 
shortage of money. They wait there for a long time, and then they need to go to the retailers, so it’s 
where they are being robbed.”  

b. Lack of cash management  
“At Boxer, if you go for cash at the till, you don’t expect that they are going to give you short money 
because they don’t have enough cash in the till. So, they gave a lady R700 instead of R1700 without 
any explanation and she went home. She found out that her money was short and she had to go back 
again the following day. She did not receive the cash because she didn’t even know who served her 
the previous day, where she had to pay the 10 percent again. Boxer also forces the people to buy 
before they can receive their cash. So, it’s a struggle.”  

 Beneficiaries queue for long hours and later told SAPO ran out of cash and have to travel back 
the following day. 
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3. Recommendations 
“They don’t want EasyPay, they want mobile SAPO units.” 

“They should reopen all the pay points.”  

“EasyPay should close down in this area. Only SAPO must come here, and then everything will be 
better.”  

 The beneficiary participants were happy that Black Sash came to interview them about the 
effects of the decommissioning and expressed hope that they will be consulted again with 
feedback on progress made to resolve the critical matters. 

“Tata gave a vote of thanks. He mentioned three things that they’ve been crying for but they had 
nowhere to cry to, so today they felt like we are here to comfort them on their cries.” 

“Secondly, they see the departments going to other villages. They have never had anyone who comes 
to them and understand[s] their situation." 

“Thirdly, they will patiently wait for us to come back. They want to see you here the next time, coming 
here to give feedback of what happened, what’s going on and how we are assisting them. Maybe we 
will be here when they are reopening the station and they will slaughter a cow.” 
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Site Report 

Nkonxeni Village, Eastern Cape 
CITY/VILLAGE/TOWNSHIP NKONXENI VILLAGE, EASTERN CAPE 

FIELDWORKER NAME Sorano Consulting 

FIELDWORK DATES 14 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Rural 

NO. OF FOCUS GROUPS 1 

NO. OF INDIVIDUAL INTERVIEWS 4 

Community Mapping: New Pay Point Locations 
Previously, everybody from Nkonxeni went to the pay point at the clinic. 

New pay points: 

 6 ATMs in Tombo 

 SAPO in Port St Johns 

 6 retailers (Boxer, etc.) in Port St Johns 
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The Key Issues Discussed 
The impact of the closed community-based pay points was reviewed at length through the focus group 
discussions and individual interviews. Below is a summary of the key findings. 

 

Figure 1. Nkonxeni Focus Group Discussion        Figure 2. Community crèche hosting Focus Group 
Discussion 

1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
Cost: 

 R54 return for the taxi, plus food, therefore R100 or more. 
 “We spend more money because we have to borrow money from loan sharks to fetch our 

grants from Port St Johns.”  
 Having to travel more than once to Port St Johns because of many challenges faced (cash 

shortages, forgetting pin, card loss, etc.). 
 Their grants no longer cater for their basic needs; it’s for transport with interest plus paying 

debts from taking food on credit because of non-payment. 
 Having to travel with someone to Port St Johns to assist at ATMs and pay double fare. 
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Figure 1. Cost to new pay point 

 

Time: 

 Beneficiaries wait for taxis up to the whole day, as they are full coming from other villages. 

 “He is pleading to the government, because the government is failing them… They have to 
waste a lot of time there as compared to the previous system, so he is pleading government to 
reopen Nkonxeni." 

 Beneficiaries spend much more time going to collect their grants. 

 “We wake early in the morning, around three, to wait for the queue there." 

 “[We] wake up early in the morning without food and then go there, spending the whole day. 
Maybe [we] come back without even getting that money.”  

 They have to waste a lot of time there, as compared to the previous system. In the old system, 
CPS used to be there at 9am, and at 12am they were done making payments to every 
beneficiary. 

Figure 3. Distance to new pay points 
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Transaction fees 
 EasyPay deductions of R20 for each grant one receives is perceived as robbery facilitated by 

the government 

 Retailers require beneficiaries to make purchases at their shop to the value of 10% of their 
grants. 

 R50–R80 deductions/bank charges at Tombo ATM. 

Informal economy 
 The funeral schemes are no longer coming to Nkonxeni to collect premiums, so they have to 

go to town to pay them. Many are not even sure where their offices are in town. This results in 
lapses of schemes and policies  

 

 There are no longer people to sell to since the pay points were closed. 

 It was easier to get small stuff (like umbrellas and freshly baked foods) from the pay points 
instead of having to go to town.  

 “If someone has taken something on credit, that person doesn’t come there anymore.” 

 “Even the people who were employed by the vendors, they lost their jobs at the vendors."  

 
b. Appropriateness  

Informing beneficiaries of pay point closing 
 “There was no communication. There was no transparency that they going to close. They just 

saw that there was no car there when they went there on numerous occasions." 

 Every month, they had to check at the pay point before deciding to go anywhere else for 
payment. 

 “Immediately after, they didn’t see the cars. Then they went to the shop, but the other month 
again, they [came] back to check for the cars, because they know there are no deductions when 
they are getting paid in the cars. So again, they went back. So they come and check if it’s not 
there, then they go to the shops." 

 

c. Rights and Dignity 
Support needed to collect grant 

 At Boxer and Tombo, they are given slips from the ATM to take to the cashier. Older people are 
sometimes confused as it’s not explained to them and lose their slips. Whoever has the slip 
gets the grant. Sometimes they are even robbed by the cashiers themselves. 

Customer services and complaints 
 People first report the matter to the managers at the shops. 

 

 “Beneficiaries go to SASSA straight after that, but even there, nothing gets to be resolved. They 
are shouted at by SASSA officials, saying that the money has been drawn already because of 
their carelessness with the cards and pins." 
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 Old age pension beneficiaries are tricked out of their monies in many ways and at SASSA “they 
say no, your money has been drawn maybe yesterday.” 

 

 SASSA accuses them of owing EasyPay, when they do not, or else blames their husbands for 
taking their money. 

 

 They are sent from pillar to post as there is no clarity of which issues are resolved by SASSA and 
by SAPO (card loss, pin reset, getting statement to see deductions, etc.). 

 

 “One day, a beneficiary tried to draw the money at the ATM in Tombo, at the FNB, and then 
the money was not there. Then they went to SASSA. SASSA didn't resolve the matter. So, it was 
like that. Up and down wasting the money every day." 

 

 “The grant is for the six children, but she didn't find it, not even a cent.." One beneficiary did 
not receive January payment for her 6 children. She was told it was withdrawn the previous 
night. The following month, she did not receive any refund up to date. She claims this was the 
third time she didn’t receive the grant, but the first two times were with CPS and she never got 
refunded. 

 

 “When they go to receive their grant, nothing comes out, so when they go to report to SASSA, 
SASSA [tells] them that that money has been drawn." 

 

 "She is talking about the Old Age grants especially. Because, at the ATM slips, special FNB is 
using those vouchers. There are two slips there. So, you find out the old people [don’t] know 
about these slips… They throw maybe the slip there, so somebody can take the slip and get the 
grant. When the old people go back, they say, no your money has been drawn maybe 
yesterday, you see?” 

 

 “Sisi just mentioned that they are chowing the money themselves at SASSA.”  

 
Services and facilities 

 At SAPO, they are not allowed to count their cash inside the premises. So, if it’s short, it is their 
loss. 

 “There are 2 toilets. No, this is not enough." 

 At SAPO, they are safe. There are securities who are managing even the queues. There is a 
waiting area and, even if it is full there, there is a tent to wait with chairs. There is a queue 
marshal.  
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2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
 No safety at all. 

 “It has affected them because we spend money, borrow money from money sharks, and 
sometimes they are being robbed by the robbers." 

 “We give our goats to loan sharks as collateral for the amount lent to us; we only get them 
back when we pay them in full." 

 Beneficiaries are vulnerable to robberies because of the distance they have to travel and the 
fact that they have to travel one by one, not as a group, as they used to when the pay point 
was available. 

 “Everyone agreed they felt safer at the pay points.”  

 The entire area around the ATM and en route to the homes is not safe. “The open area there 
by the clinic, behind, even around the clinic, even there at the Tombo Centre." ” 

 Some experienced robberies, their bags with the full grant snatched with the full grant. It was 
reported that someone was stabbed last year. 

 "In Tombo, they are robbed by their own kids. They are easy targets because they no longer 
walk in groups, as they usually did when pay points were available." 

 “In town, they are even robbed by the cashiers, so it is not safe." 

Violence against women 
 In Nkonxeni, a female beneficiary was on her way back from the Ntabeni Supermarket ATM, 

when she was robbed of her grant payments for her two children. She reported this to the 
Chief but was told to let it go because he was from a poor family.  

 

b. Lack of cash management  
 Sometimes beneficiaries have to make the trip more than once due to pay-out limits at the 

retailers or ATMs. 

 Limits of R1500 withdrawal means a second trip, and withdrawal charge has to be made the 
following day to withdraw. 

3. Recommendations 
 
The Focus Group agreed that the following are the most important issues regarding the closure of the 
pay points: 

 The opening of SAPO pay points.  

 Employment of security staff.  

 The arrest of robbers, like EasyPay and the tsotsis. 
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Other requests: 

 SASSA should employ males behind the counters as the females are verbally abusive towards the 
beneficiaries and have a negative attitude. 

 “SAPO cars should be the ones coming to the villages, not CPS… We end up going to CPS to get our 
payments, not because we want to, but because they are closer and faster." 
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Site Report 

Mpophomeni, KwaZulu-Natal 
CITY/VILLAGE/TOWNSHIP MPOPHOMENI, KWAZULU-NATAL 

FIELDWORKER NAME  Maria Molokomme and Engenas Senona 

FIELDWORK DATES 18 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Peri-urban 

NO. OF FOCUS GROUPS 2 

NO. OF INDIVIDUAL INTERVIEWS 10 

 

Community Mapping: New Pay Point Locations 
Figure 1. Shows the distance between one of the furthest closed pay point and the Post Office where 
some of the beneficiaries have to get their money. 

 

 
 



 

57 

 

 

 

 

 

Figure 2. The new pay points in Howick include the Post Office, Boxer and the ATMs (FNB, Standard 
Bank). SAPS is shown here with a green place marker. 

 

The Key Issues Discussed 
There was a mixed feeling with the closure of pay points in Mpophomeni. The participants were split 
between the young and the old. For the elderly, the closing down of pay points was generally a 
problem: “I am not happy that it is closed. I can’t go to town.."  

On the other hand, younger recipients indicated that they did not have a problem with the pay points 
closing, as they did not use them anyways. They went to ATMs instead: “I don’t mind because, most 
of the time, I need to go into town at the bank, so I did not have a problem." 

For disabled recipients, the closure of pay points was a problem: “For me, it was a difficult thing as a 
disabled/hurt person. In some cases, the month ends and I have no money left, which means that I 
need to borrow money or ask for transport money so I can go into town." 

The impact of the closed community-based pay points was reviewed in length through the focus group 
discussions and individual interviews. Below is a summary of the key findings. 
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1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
 Transport costs: Some of the participants highlighted that they spend about R28 (return) to get 

to the new pay points, something for which they had not budgeted.  

 

 Travel buddy: The elderly participants indicated that they often have to ask one of their kids to 
accompany them to the new pay points, just so they have someone who can assist them. 
“Sometimes we travel together as a group, which is safer.” The implication here is that this 
never used to happen at the old pay points. It also has financial implications as recipients have 
to pay taxi fare for their travel buddies.  

 Travel time: FGD participants indicated that travel time definitely increased. “My issue is that 
we queue at ranks, and then we have to queue again at the shops. We find very long queues 
on the first [of the month]. You don’t move. You will wait 3 hours in the store… and you will 
wait in another queue when you have to go back home [at the taxi rank]. You waste 5 to 6 
hours." ” 

 
 

 About 90% of the key informants were female and 50% of all the respondents were over the 
age of 60 years old. 70% of the key informants received adult grants including the Older Persons 
Grant and Disability Grant. 

 

 All the key informants indicated that they spend between R21–R40 a month to collect their 
grant. With regards to travel time, a significant number of the participants now have to spend 
more time on the road to collect their grants, as highlighted in Graph 1 below.  
 
 

 (Note on Graph: 1 = less than 10 minutes, 2 = between 11 and 20 minutes, 3 = between 21 
and 30 minutes, 4 = between 31 and 60 minutes, 5 = over an hour). Key informant 1 in the graph 
indicated that they used to travel between 21 and 30 minutes before, but now they spend over 
an hour on the road to collect their grant. 
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Graph 1: Travel time before and after decommissioning of pay points 

 

 
 Walking great distance to new points: “We are not happy because now we have to walk far to 

the Post Office and back." Recipients highlighted that, in the event that they don’t have money, 
they sometimes walk a great distance in order to get to the Post Office, as this is situated in 
Howick which is 11 kms away. 

Transaction fees 
 Participants were aware of the transaction fees, especially bank charges, going through their 

accounts. There were generally no complaints (or nothing out of the ordinary) that participants 
experienced. Other participants simply changed the method of payment to receive their 
monies, in full, at the Post Office, so no charges there. 

Informal economy 
 No longer saving: “For me, it has abused me, because I end up spending in town. I used to save 

money, but since going into town, I am not saving anymore." These sentiments were shared by 
a few other participants. One said, “I can’t save anymore because, when I send my kids to Boxer 
to collect my money, they buy groceries afterwards, a whole lot more because of the variety 
offered." 

 
 There was mixed reaction from the group with regards to the local traders: 

“We sympathise with those that used to sell because they are not working, it is difficult." 

“We feel sorry but they use to rob us, I don’t buy from them." 

“They are still there, and there is a lot of them on pay day. People selling things, we get everything." 

 Other participants highlighted that, because most people buy their groceries in town, the local 
traders would not have lost much in terms of revenue. 

 
b. Appropriateness  

Informing beneficiaries of pay point closing 
 Participants who used the pay points indicated that they were treated like kids and given no 

explanation why the closure was happening:  
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“We were just told that the following month they will close… We signed and changed cards because 
the ones we had would no longer work." 

 A number of the elderly participants indicated that they were given enough time to change 
their cards, but that they thought they were just changing cards. Nothing was said about the 
closing of the pay point;  

“We just went there and assumed the dates had changed. And we went back on different dates and 
it was still empty. No one was there. And you would ask others, and they would say the branches have 
closed, but we were not given full information." 

 Other participants, however, highlighted that SASSA did notify them, some six months before, 
that pay points would be closing. The participants said this did not matter much to them 
because they were not using the pay points anyway. 

c. Rights and Dignity 
Support needed to collect grant 
Lack of courtesy for the elderly and vulnerable: “Another thing is that, at the pay points, they need to 
think or be considerate of the old people and the disabled and sick [including those who are 
pregnant]."  

 The participants felt that these vulnerable groups of people were subjected to unnecessary 
hardship (lack of chairs, waiting in long queues, etc.). 

A participant who was disabled indicated that “transport is always full, taxi ranks are full and [for] 
someone like me with crutches… people in a rush often push me into the taxi without much 
consideration of my disability." 
 
Customer services and complaints 
Required to shop: “The ones that use the SASSA and Post Office cards, the old people will ask for cash 
back, and they will say they cannot give you a cash back if you have not bought anything. The old 
person is abused because they need to get out of the queue and go find something to buy that they 
don’t want or need." 

 This was happening at the Pick ’n Pay store, whilst it was unclear as to how much the “bought 
goods” should be worth, the fundamental point is that an exception should be made to social 
grant recipients. This will enable them to cash their full amounts and shop where they see fit, 
often at cheaper prices.  

Different tellers for shopping and withdrawal:“ It happens, and I tell them that my leg is sore, you want 
money and the cashier says… I don’t have it, try the next one. The next one says try the next one, and 
the other one says try the next, and I see they are making a fool of me, I am now tired. But she has to 
stand in different queues and she had to fight with them." 

 This was in reference to the Pick 'n Pay store where recipients supposedly have to stand or go 
to a different teller if they want to withdraw and buy groceries.  

Services and facilities 
 Long queues: Participants complained about the long queues at the pay points, especially the 

shops (Pick ’n Pay and Boxer), where they often have to stand for long periods without chairs:  

“We are old and disabled people. We can’t be standing that long anyway. Young able-bodied people 
don’t understand, and they don’t want the cashiers to help us first. I even sat down at Boxer [on the 
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floor]. So I have to queue." Other participants reported going hungry whilst waiting for monies at the 
long queues.  

Attitude from the tellers: “I am ok at the bank. At the shops, those ladies at the tills act like it is their 
money if they ask for cash back." 

2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
 Once more, it was the elderly who highlighted that they felt unsafe at the new payment 

channels, but they indicated that there is nothing they can do.  

 The younger indicated that they did not feel more in danger at the new pay points than the old 
ones. 

b. Lack of cash management  
NA 

 
3. Recommendations 
The elderly participants were in favour of some of the pay points being re-opened. This would help 
them reduce their travel costs and reduce the stress associated with having to go to town. 

Although they want some of the branches re-opened, participants indicated that they also had 
challenges, including running out of money, at the old pay point “There is no time for opening. If I 
leave home at 4 or 5 am, as an old person, I get there and sit until the car arrives at 14:00. I am hungry. 
That was the abuse at the branches." 

 

Photo 1: FGD 1  

Photo 2: Maria conducting an individual interview with a beneficiary from FGD 1. 

Overall, social grant recipients at Mpophomeni (both focus groups), especially the elderly, were not 
happy about the decommissioning of pay points and wanted at least some of them to be re-opened. 
To this end, the following recommendations are made: 

a) Re-opening of the old pay points: The obvious recommendation following the discussion with 
recipients at Mpophomeni is to immediately re-open some (if not all) of the old pay points. 
Implementation of this recommendation will return dignity to some of the recipients who, at 
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times, have to sleep at pay points to get their money, and to ensure that they get the full benefit 
of their grant monies instead of spending a significant portion of it on transport. 

b) Provide free transport to new pay points: As a temporary measure, SASSA should provide free 
transport to affected grant recipients to the new pay points whilst they determine which of the 
pay points to re-open. The majority of recipients now have to spend between R20 to R40 a 
return trip just to collect the grant money, this is between 5 to 10% of the CSG recipient’s 
amount. Implementing this will also ensure that no recipient sleeps at a pay point and no 
recipient spends a significant portion of the grant money on transport (to collect their grant). 

The following recommendations are also made for the current service pay points, in the event that 
they are left open after re-opening of the old pay points: 

c) Shopping should not be a requirement: SASSA should ensure that they payment channels, 
specifically shops, should exempt recipients from having to shop before receiving their cash 
back. If need be, SASSA should carry the costs for recipients. The reason is that recipients know 
how best to utilise their money. This includes shopping where goods are cheaper, which may 
not necessarily be at the new payment channel.  

d) Improved service standards at shops: Participants complained about the general lack of 
ablution facilities at the shops and long queues. This has negatively impacted the recipients, 
especially the elderly, who have to stand for hours in queues without any toilets at the facility. 
The recommendation is for the shops to accommodate grant recipients especially on the 
collection days by: i) providing appropriate seating and ii) where possible, providing ablution 
facilities (possibly through arrangements with stores that have toilets in them and for 
beneficiaries to have access to those). Recipients also complained about the general attitude 
of the shop tellers. SASSA should ensure that the shops improve customer management across 
all provinces.  

e) Improved queue management: Beneficiaries indicated that queue management needs to be 
improved at all service points (people cutting in, having to start queues at the back when going 
for toilet breaks and many “dodgy” characters loitering around grant queues). A 
recommendation is therefore made for the shops, banks and Post Office to implement some 
queue management system which would ensure that there are no people cutting in and no 
unnecessary people around the queues.  
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Site Report 

Gamalakhe, KwaZulu-Natal 
CITY/VILLAGE/TOWNSHIP GAMALAKHE, KWAZULU-NATAL 

FIELDWORKER NAME  Maria Molokomme and Engenas Senona 

FIELDWORK DATES 11 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Rural 

NO. OF FOCUS GROUPS 2 

NO. OF INDIVIDUAL INTERVIEWS 3 

 

Community Mapping: New Pay Point Locations 
Participants in the Focus Group were asked whether they have any issues with the pay point being 
closed. As a matter of fact, it is true that, if SASSA were to re-open the pay point, they would still not 
use it:  

Grant Recipients: “Yes”. This was unanimous. 
 
Map 1: The decommissioned pay points were in Gamalakhe, Qina-About, Okhalweni and Thuthuka . 
The new pay points are in Port Shepstone and Shelly Beach. 
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Map 2: SASSA offices are 2.5 km from the Post Office. 

 
 

Map 3: Traveling from Gamalakahe to Shelly Beach Centre is a distance of about 12 km, 20 minutes 
by car. 

 

The Key Issues Discussed 
The impact of the closed community-based pay points was reviewed in length through the focus group 
discussions and individual interviews. Below is a summary of the key findings. 
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1. Accessibility  
The first challenges with the decommissioning are increased lack of accessibility provided to 
beneficiaries, which includes the cost of access, appropriateness, rights and dignity. A key challenge 
with the decommissioning is an increased lack of accessibility, including the cost of access, 
appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
“I was getting my grant with SASSA at Pick ‘n Pay, and it was alright, and at the bank in town because 
there is a lot that I do there. It is easier to get paid there and do errands. So, when the cards changed, 
I got a bank card. I already had a Nedbank card and I am happy.” 

“I saw it was better to go to town because I have other bills to pay.”  

 The statement above was the general feeling of the focus group regarding the closure of the 
pay points. Around 10 of the participants collect their grants at the Post Office. And with the 
exceptions of minor issues, including sometimes long queues, there were no other major 
problems identified.  

 Some of the participants who use the Gold Card indicated that, sometimes, money gets 
deposited onto the card on the 30th or the 31st of each month. Because there are no 
notifications, they sometimes travel to town on those days in the hopes that the money is in, 
only to find that it’s not there. This has financial implications on them because they have to 
return the following day to get their money. A taxi fare return is R24 and about R150 to hire a 
private car.  

 Residents were not happy with the closure of Zibambeleni pay point (an old age home). 
 
Transaction fees 

 Overall, the participants in the FGD were aware of the additional bank charges from the banks 
but were seemingly ok with them. As one participant highlighted when asked whether bank 
charges were too high: 

“No, they are not. It was always my card, even before. So I asked them to deposit the grant money in 
the existing card. I don’t like changes, so I saw it best to leave it. Pick ‘n Pay was nice, but you do not 
get to see your transactions, you only see that the money is getting finished. And you can see if the 
bank is holding money [bank charges]. You get a small receipt, but you can also go inside the bank 
branch and request a statement. They can sit with you and explain it to you and it’s right.” 

 However, there were a couple who were not sure whether they were being charged for getting 
their grant at Pick ’n Pay and Boxer. They indicated that they would need to monitor their 
statements closely. 

Informal economy 
NA 
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b. Appropriateness  
Informing beneficiaries of pay point closing 

 Participants indicated that they were informed “well in advance.” CPS informed people that 
they must start moving to other pay points. 

c. Rights and Dignity 
Support needed to collect grant 

 None of the participants indicated having issues with receiving the grant money at the new 
service points, including ATMs, bank branches, various shops and the Post Office.  

 When asked about the ATM running out of money, participants said to go inside the branch. 
 
Customer services and complaints 

 Services at the banks and Post Office: When asked whether the Banks and Post Office offer 
better service in terms of queue management and how they are treated, participants said: 

“They respect us.” 

“Yes, at the Post Office, they even give us chairs.” 

“Yes, there are security guards at Nedbank [who] assist us.” 
 

 FGD participants receiving their grants at the Post Office indicated that they were generally 
happy with the service they receive at the Post Office as well as the infrastructure at the Post 
Office:  

“Yes, everything is alright.”   
 
Services and facilities 
“It depends on the date you go. If you go on the first there is a long queue because we all start there. 
But if you go on the second it is better.”  

 Participants highlighted that, generally, the first of the month is always problematic with 
regards to long queues, whether at the shops or ATMs. As such, participants indicated that they 
prefer going to collect their money on the second or third of the month: 

“We go on the second or third.” 

“We hold our teeth.” (Seemingly implying that they hold off getting food and other 
necessities until later in the week.) 

“But it depends on what is happening at home.”  

 On the queues, however, the participants indicated that the wait time is generally 1 to 2 hours:  

“If you get to Pick ‘n Pay at past 7 (am) you will leave at past 8 (am).” 

 The biggest challenge with the queues and that there were no seats available, especially at the 
shops and ATMs. 

 The availability of toilets at shops: Participants highlighted that there were no toilets available 
where they collected the cash at the shops and banks. They have to go to surrounding areas to 
use toilets and sometimes at cost (although very little): “We use toilets at KFC and we have 
to pay R2.”  
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2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
“Yes, I am safe because I get paid now, and I take it back. Even if you try to mug me you will 
mug a naught."  

 This was the view of one participant who seemingly implied that, as soon as she gets to town 
to get her money, she spends it on necessities, and therefore returns home with goods rather 
than hard cash. 

 Other participants highlighted the general safety issue around the community: 

“There are always some suspicious people roaming around in town. Safety is always a 
problem. There is a need for queue marshal to help control the queue, that will make people 
feel safer.” This comment was directed to the SASSA offices. 

b. Lack of cash management  
 Money running out at shops: On occasions where money runs out, especially at Boxer, 

participants indicated that they have to wait until the money is available: 

Grant recipient: It takes a while.   

FGD interviewer: Is it an hour or two hours? 

Grant recipients: 2 hours. 

 Participants highlighted that the problem usually starts later in the day: “When they open, they 
are ready and there is money by the tellers. The problem starts after 11 [when] money runs 
out.”  

3. Recommendations 
Generally, the Gamalakhe focus group participants highlighted that they were generally happy with 
the current status quo and that the re-opening of the SASSA pay point is not necessary at this stage. 
However, there are key recommendations for Black Sash to note and take forward to relevant parties. 
These are: 

a) Improved service standards at shops: Participants complained about the general lack of 
ablution facilities at the shops and long queues. This impacts the recipients, especially older 
ones, who have to stand for at least an hour in queues and without any toilets at the facility. 
The recommendation is for the shops to accommodate grant beneficiaries especially on the 
collection days by i) providing appropriate seating and ii) where possible, providing ablution 
facilities (possibly through arrangements with stores that have toilets in them and for 
beneficiaries to have access to those). 

 

b) Increased staff at the Post Office and shops: Beneficiaries indicated that there is one official 
working at the Post Office on days when they collect their grants which leads to long queues. 
Similarly, recipients collecting their monies at the shops indicated that one or two tellers are 
assigned to them which also leads to long queues. A recommendation should be made to the 
Post Office to get additional staff especially on the days of grant collection to manage the 
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queues better, and for the shops to open up and or allocate more tills to grant recipients on 
the days when they are collecting grants. 

 

c) Improved queue management: Beneficiaries also indicated that queue management needs to 
be improved at all service points (people cutting in, having to start queues at the back when 
going for toilet breaks and many people, “dodgy” characters loitering around grant queues. A 
recommendation is therefore for the shops, Banks and Post Office to implement some queue 
management system which would include ensuring that there are no people cutting in and no 
unnecessary people around the queues.  

 

d) Improved notification system on Gold Cards: The recommendation is that the notification SMS 
should reflect on the day that the grant payment is made to beneficiaries to avoid them having 
to go town on the assumption that the money has been transferred.  
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Site Report 
Limehill, KwaZulu-Natal 

CITY/VILLAGE/TOWNSHIP LIMEHILL, KWAZULU-NATAL 

FIELDWORKER NAME  Maria Molokomme and Engenas Senona 

FIELDWORK DATES 19 June 2019 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Rural 

NO. OF FOCUS GROUPS 2 

NO. OF INDIVIDUAL INTERVIEWS 8 

 

Community Mapping: New Pay Point Locations 
Participants highlighted that they were collecting their grants at Limehill, Uitval Boxer,* Waaihoek and 
Tholeni. These were all within walking distance from their home (between 500 metres and 2 km). The 
new pay points in Ladysmith are 47 km away from Limehill. Other participants are collecting their 
grants in Dundee which is 28–30 km from the surrounding villages. Beneficiaries also use Uitval Boxer 
which costs R20 return from any of the outlying villages. If you purchase groceries, you need to hire a 
personal private taxi to transport you home. 

Overall, the closure of the pay points has had a negative impact on the lives of the participants in the 
FGD. Participants reported that they are struggling. They have to travel to town to collect their grants. 
They sometimes have to spend the whole day waiting to collect their grants, standing in long queues 
and going hungry in the process. They also highlighted having to return the following day in cases 
where they were unable to access the grants, resulting in additional transport costs.  

Whilst some participants access their grants at the Post Office in Dundee, they have to wake up early 
(around 5 am). Some indicated that they have to sleep over closer to town with their friends or 
relatives so that they can get there early to catch the queue. 

More than two thirds (70%) of the participants used the SASSA/SAPO Gold Card. Seven out of ten 
(70%) of the participants were informed well in advance about the closure of the pay points. They 
were informed by the SASSA officials. The pay points that are currently being used to collect grants 
are Ladysmith (20%), Dundee (30%) and Uitval Boxer (50%). 

*Please note that Uitval Boxer has been erroneously labelled as decommissioned, but is in fact one 
of the overburdened pay points in Limehill. 
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Map 2: Distance between closed pay points and new one 
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The Key Issues Discussed 
The impact of the closed community-based pay points was reviewed in length through the focus group 
discussions and individual interviews. Below is a summary of the key findings. 

1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
 Transport Costs: With the new payment channels, FGD participants indicated that they now 

have to travel to town to collect their grant monies at an average return cost of R20. The 
previously decommissioned pay points where all within walking distance for the FGD 
participants (on average, less than 2 km), but the new pay points are far, with Ladysmith being 
47 km away. Those who collect at Dundee also have to travel at least 28–30 km from the 
surrounding Limehill villages. Participants also highlighted that they have to borrow money for 
taxis/transport and then reimburse it after collecting their monies. 

 

 Travel Time: Because the new pay points are so far, FGD participants highlighted that they now 
have to wake up very early (around 5am) to catch taxis to town. “I used to walk to the pay 
point. It was close here in the community. Now, we have to travel in taxis.” Other 
participants indicated that they have to sleep with relatives or friends closer to town so they 
can get to the queue early.  

 

 “It takes about 30–45 minutes to get to Dundee or Ladysmith.” Participants indicated that 
it was difficult to estimate the total time it takes to collect a grant because they (i) have to wake 
up early, (ii) queue for the taxi, (iii) queue at the new pay points to collect their grants and (iv) 
queue again to for a returning taxi. This is especially worse in the first two days of grant 
payments when it’s crowded in town. 
 

 

Most of the key informants indicated that they now spend more money on travel costs and more time 
on the road to go collect their money. As indicated in Graph 1 below, Key Informants 7, 8 and 1 
indicated that, before closure of pay points, they use to spend less than 10 minutes on the road to 
fetch their grants. However, since the decommissioning of those pay points, they now have to travel 
over an hour to get their grants.  
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Graph 1: Before and after travel times due to decommissioned pay points: 

 

 

Transaction fees 

 One participant highlighted “illegal deduction” problems on their SASSA Gold Cards ranging 
from of R20 to R50 a month for three consecutive months. The participant indicated that the 
problem stopped when they decided to collect their grant at the Post Office. They now get their 
full social grant.  

 Three fifths (60%) of the participants had varied deductions from their accounts, from 
unexplained amount of R20 to around R40. They did not know where to report the missing 
money.  

 Required to shop: “At Boxer, they tell us to take some food and we will get the rest of our 
money at some other time… and you don’t know the day you will get it.” Participants indicated 
that, at the Uitval Boxer, they are coerced into buying food from there. This is especially when 
the money has run out. Recipients are told to return on the following day. Although it was 
unclear from recipients how much they are required to buy, the underlying principle is that 
recipients should not be coerced into buying anything if they don’t want to. 

 Illegal deductions: FGD participants indicated that EasyPay stole many of the grant 
beneficiaries’ monies, citing airtime, insurance and loans unknown to the card holders. The 
participant’s expressed their wish for the local pay points to be reopened without CPS. 

Informal economy 
“The closure of the pay point has badly affected the traders. There are no more opportunities, even 
for the youth, while unemployment rate here is too high.” 

 Overall, FGD participants indicated that the closure of pay points was detrimental to local 
communities. Participants indicated that traders were really struggling. Some of the 
participants, who themselves were traders, indicated they were selling food at the old pay 
points but now have lost the extra income.  

“The pay point was very beneficial for many in the community. The traders there would give the grant 
beneficiaries a credit and grace to pay at the next pay date. The credits helped to make the little 
money that we have to go a longer way.” 
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“We used get sweet potatoes, food and other indigenous utensils [umtshanelo or broom] and other 
goods from other towns… They are now no longer accessible.”  
 

b. Appropriateness  
Informing beneficiaries of pay point closing 

 All of the participants from the two focus groups indicated that they were well informed about 
the closure of the pay point and were told well in advance (around six months). They 
highlighted that there was an announcement made by CPS and SASSA officials at the pay point 
every time they went to collect grants. 

c. Rights and Dignity 
Support needed to collect grant 

 No biometrics: One of the biggest challenges for the elderly at the new pay points is the lack of 
biometrics. Participants indicated that, because of age, the elderly sometimes forget their pin 
numbers and end up seeking assistance from strangers or tellers, who end up knowing the pins 
and stealing their money. They also highlighted that the money is sometimes stolen by 
grandchildren, whom they sometimes ask to accompany them to the new payment channels. 
They highlight that this was never a problem for them at the old pay points where biometrics 
where used to release their money. 

Customer services and complaints 
 Staff assistants stealing money: Some of the elderly participants indicated that, at the new pay 

points (excluding Post Office), the people who give them money steal it during the counting 
process. The tellers would count with them, and it will all be there, but when they are alone or 
give it to relatives to check again, the money would be short, sometimes R20, R50, or worse, 
up to R500. And when they go back to complain, nothing is done about it. The lack of recourse 
or complaint procedure needs to be highlighted and addressed. 

“We are really abused. The painful thing is the people stealing our money at EasyPay branches. You 
get there, and you are missing R100. They say they want to count your money for you. EasyPay/Cash 
Paymaster has abused us. If it reopens, those people shouldn’t return. New people who won’t steal 
our money should come.”  

“The money is less R500. I can say that in front of you today. When they count the money, it is the 
whole amount, but when I give it to my sister, there is R500/R300 missing. You don’t even know where 
it happens because they do not move when they are counting the money. We would like [for] the 
branches [old pay points] to return.”  

 Not paying the right recipient: “I would also like assistance to get the branches [old Limehill pay 
point] back. The branches help us a lot… The people there [new pay point] would pay my sister’s 
child, as he drives a car and would get there before me… When I get there I find that he has 
already been paid/taken the money.” Presumably, in the old pay points, biometrics were used 
to cash out the grants, which did not allow for the “sister’s child” to take out the money on 
their own. But at the new pay point, he is able to. It was unclear whether he used just a PIN or 
card to withdraw the cash.   

 

 Staff assistance at pay points: FGD participants who withdraw from the ATMs indicated that 
they often seek help from the security officers: “When we encounter problems from the 
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banks, we ask the security officer to help us, but because the queue is long and there are 
too many people, they can’t help them all. The security officers do not request any 
payment.”  

 

 FGD participants also indicated that staff/tellers at the Boxer store are often rude to them and 
make them feel small.  

Services and facilities 
 Long queues: FGD Participants complained about the long queues at the pay points, including 

at shops and Post Office. They highlighted that they sometimes have to spend the whole day 
waiting to collect their grants and often go hungry doing so.  

“Sometimes we have to return the following day because we couldn’t get our grant money [because 
of the queue]… This means spending more money on transport.” This problem seems to be the same 
at the SAPO as well:“ At Ladysmith, outside the Post Office, we queue up in the sun and have to stand. 
There are no chairs." 

 Lack of seating arrangements: “I get [my grant] at the Post Office. I get all my money, but it is 
hard work. I sit down on the floor. We struggle as the gogos.” The lack of seating arrangements 
was true at all new pay points. Participants complained about having to stand in queues for 
longer periods without being offered seating.  

 Lack of Toilets: FGD participants getting their monies at the shops and banks indicated that 
they have to use facilities around town, not necessarily where they receive their money. Those 
receiving at the Post Office seemed to be satisfied with the ablution facilities. 

2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
 Overall, FGD participants felt that they did not feel safe at Uitval, Dundee or Ladysmith as it is 

very crowded and with “too many thieves.”  

“It is not safe at all [at] the pay points that they are using now: Ladysmith, Dundee and Uitval Boxer. 
When we withdraw the money, the thieves are already targeting us. There are so many scams in town 
to try and get our money. It is not safe. You don’t feel free there and always have to be cautious.”  

“One lady from the community was robbed in town of around R2,000. Her purse was stolen in town 
after she had collected her grant [had to withdraw multiple grants]. She slept for three days at home 
after that.”  

 The participant was highlighting to the fact that there are people in town who always try and 
scam them and/or distract them from their purses on pay days. They also indicated that when 
going to the police they “tell us that we don’t pay back stolen money.” Seemingly, all they 
can do is investigate the case. Recipients indicated that they never do. 

 One of the elderly participants highlighted that her hand bag was cut whilst in town. She was 
lucky to be informed by someone on the streets, so she did not forfeit her money, but now the 
participant does not feel safe. 

 The majority (90%) of the participants did not feel safe when collecting their grants in town.  
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b. Lack of cash management  
 Money running out: “At Boxer, we are often told that the money for grants is finished and that 

they should return on the following day.” The implication is that beneficiaries have to spend 
additional money to come back the following day at the pay point. Worse, recipients would 
have spent the whole day trying to get their money only to be told at the end of the day that 
the money has run out. 

3. Recommendations 
 
More than two thirds (76%) of the participants from the two focus groups said that they would rather 
collect their grants from the old pay point if it was reopened. The central one that was recommended 
was Limehill. 

However, they were strongly against EasyPay/Cash Paymaster Services returning to those pay points 
as they were “part of the people who were stealing our money.” 

 

Overall, social grant recipients at Limehill (both focus groups) were not happy about the 
decommissioning of pay points and wanted them to be re-opened. To this end, the following 
recommendations are made: 

a) Re-opening of the old pay points: The obvious recommendation following the discussion 
with recipients at Limehill is to immediately re-open some (if not all) of the old pay points. 

Safety at the new 
paypoint venue

Very safe Not very safe

Community 
general feeling 

about the closure 
of the paypoint

Neither satisfied nor dissatisfied
Very dissatisfied
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Implementation of this recommendation will return dignity to some of the recipients who, 
at times, have to sleep with friends or relatives to be first in line to get their money and to 
ensure that they get the full benefit of their grant monies instead of spending a significant 
portion of it on transport. Participants indicated that the Limehill pay point, which was 
central, would be the most ideal re-opening. This is in the event that not all 
decommissioned pay points could be re-opened. However, in FGD 2, there was also a 
recommendation that, together with the Limehill pay point, Kwa Hlati should also be 
opened, as those living in that area have to take two taxis just to get to Limehill and another 
two to return. 

 

b) Provide free transport to new pay points: As a temporary measure, SASSA should provide 
free transport to affected grant recipients to the new pay points whilst they determine 
which of the pay points to re-open. Participants indicated that they have had to spend an 
additional R20 to R40 per return trip just to collect their money. This will also ensure that 
no recipient sleeps at a pay point and no recipient spends a significant portion of the grant 
money on transport. 

The following recommendations are also made for the current service pay points, in the event that 
they are left open after re-opening of the old pay points: 

a) Increased cash flow at shops: SASSA should ensure that their service points, especially 
shops, have sufficient cash flows on the days grant recipients get paid. This will ensure that 
no grant recipients return home without receiving their monies, thus forcing them to 
return the following day. Further to this, SASSA should ensure that the Boxer store at Uitval 
should not force or coerce recipients to buy any of their groceries if they do not want to.  

 

b) Improved feedback and complaints mechanism: Some of the recipients at Limehill indicated 
that they don’t know to whom to complain with regards to illegal deductions on the SASSA 
cards. Those who have complained indicated that nothing has happened. A 
recommendation is made to SASSA to improve their feedback and complaints mechanism, 
including putting more information out on where to complain with regards to illegal 
deductions. SASSA should also ensure that cases are followed up and the recipient is kept 
informed of progress on the investigation.  

 

c) Improved service standards at shops: Participants complained about the general lack of 
ablution facilities at the shops and long queues. This has negatively impacted the 
recipients, especially the elderly, who have to stand for hours in queues without any toilets 
at the facility. The recommendation is for the shops to accommodate grant recipients 
especially on the collection days by i) providing appropriate seating and ii) where possible, 
providing ablution facilities (possibly through arrangements with stores that have toilets in 
them and for beneficiaries to have access to those). 

d) Increased security measures: This is more in relation to the pay point officials (SAPO and 
retail shops), who recipients have reported short-change their monies on pay days when 
they count it. SAPO should enforce strict security measures including security cameras, and 
independent monitor officials at pay points to oversee the transfers between staff and 
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recipients. They should also implement internal control systems such as searching staff 
before and after pay days to ensure that they are not leaving with unusually large amounts 
of money.  

 

e) Improved queue management: Beneficiaries also indicated that queue management needs 
to be improved at all payment channels (people cutting in, having to start queues at the 
back when going for toilet breaks, and many“dodgy” characters loitering around the 
queues). A recommendation is therefore made for the shops, banks and Post Office to 
implement some queue management system which would ensure that there are no people 
cutting in and there are no unnecessary people around the queues.  

 

f) Unauthorised debit orders: Although this was not part of the study, the challenge of 
unauthorised debit orders is seemingly still a challenge in the area, especially for those 
receiving their monies on the EasyPay card. A recommendation is therefore made for the 
Black Sash to make SASSA aware of these cases and assist beneficiaries in cancelling the 
debit orders.   
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Site Report 

Vlaklaagte, Mpumalanga 
CITY/VILLAGE/TOWNSHIP VLAKLAAGTE, MPUMALANGA 

FIELDWORKER NAME  Maria Molokomme and Engenas Senona 

FIELDWORK DATES 25–26 June 2019  

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Peri-urban 

NO. OF FOCUS GROUPS 2 

NO. OF INDIVIDUAL INTERVIEWS 10 

 

Community Mapping: New Pay Point Locations 
Map 1: An overview of the distance between Vlaklaagte (Point B, where some of the beneficiaries live) 
and the new pay point at Kwagga Mall. The decommissioned pay points around the area of Vlaklaagte 
are Boekenhouthoek, KwaMhlanga, Gembokspruit, Kwaggafontein A up to E, Vlaklaagte 2 and Mathys 
Zyn Loop.  
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Map 2: The distance from Vlaklaagte 1 to Kwagga Mall is around 8 km, as indicated on the map. 
However, depending on which village or section one is coming from, the distance can be around 10–
14 km. 

 

Map 3: A map showing the decommissioned pay points and the route from Vlaklaaget 1 to Kwagga 
Mall. The map clearly shows around eight pay points closer to Vlaklaagte 1 and some within a walking 
distance. Vlaklaaget 2 and Gembokspruit were the two main alternative pay points that were used by 
the people in the community of Vlaklaagte 1. 
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 The participants unanimously expressed dissatisfaction as a result of decommissioned pay 
points in the community.  

 The participants explained that they were badly affected by the closure of pay points because 
they now have to spend money to collect their grants. The grant beneficiaries were unhappy 
that they had to pay return taxi fares of R28, and R300 if hiring special transport for the elderly, 
sick and the disabled.  

 These transport costs, coupled with bank charges for those that use ATMs to withdraw, 
significantly reduces their money and affects their living expenses: 

“The reason we are getting these grants is because we are already poor. The closure of the pay points 
takes away from the very little that we have… This is just pushing us deeper into poverty.”  

The Key Issues Discussed 
The impact of the closed community-based pay points was reviewed in length through the focus group 
discussions and individual interviews. Below is a summary of the key findings. 

1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
 Transport costs: “Some of the disabled here really struggle because they have to hire transport 

to get to the pay points. Private cars are expensive [about R300 out of the R1700].” The FGD 
participants indicated that it was better when the pay points were here. “We can’t use the taxis 
because they just pass us. They don’t want to carry us… When they do stop for us, we must pay 
extra because the wheelchair needs space.” Other FGD participants said that they now have to 
spend R28 on a return trip to the mall to go and collect their money. Sometimes, they have to 
spend twice the amount to return the following day (because of ATM issues, long queues, etc.). 

 

 Travel time: “People wake up at 3am around here and go to the pay points… They get there 
around 5am, and it’s already full.” FGD participants highlighted that travel time has definitely 
increased. It used to take less than ten minutes for some participants. Now, it’s over 30 minutes 
“just to get our money.”. 

 

 On average, participants now spend 20 minutes more to collect their grants, as highlighted in 
graph below (Note: 1 = less than 10 minutes, 2 = between 11 and 20 minutes, 3 = between 21 
and 30 minutes, 4 = between 31 and 60 minutes, 5 = over an hour). 
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Graph 1: Before and after travel times due to decommissioned pay points. 

 

Transaction fees 
 Bank charges: Participants were aware of the additional bank charges. However, their biggest 

issue was that the ATMs often did not always allow them to withdraw the full amount; they 
were forced to make numerous transactions resulting in additional charges. 

 Illegal deductions or unauthorised debit orders: Some of the card holders highlighted that, 
sometimes, they don’t receive the full amount. R20 to R50 would be missing on their cards. 
When probed as to whether they highlighted this to SASSA, participants said no.  

 (Note: Researcher encouraged them to do so and find out who is taking their money.) 

Informal economy 
 “I get a grant, but I would also sell some stuff at all two pay points before they closed. I used to 

make around R600 to R800 a month… Since the closure of the pay points, I get nothing… All 
the business has gone to the mall.” In addition to this, the participant indicated that they do 
not make enough money to pay rent for the small stalls at the mall: “The competition there is 
too high and tough… The traders who were there before have already monopolised the market 
and make it difficult to enter.”  

 “Because now we are forced to go to town, local spaza shops may possibly have lost business 
because we just buy some of the things there… In that sense, then the businesses have 
suffered.”  

 “I used to buy cabbages for R30 here… Yes, they may have not looked appetising, but that's 
what I could afford… Now, I have to pay R50 for the kilograms of cabbages… It’s more 
expensive at the malls.”  

 Participants indicated that, since the closure of pay points, the local traders are no longer 
operating there. They are forced to go to town where goods are expensive. It was more 
convenient for them to shop at the local traders, as they were near, as opposed to going to 
town. 
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b. Appropriateness   
Informing beneficiaries of pay point closing 

 Participants indicated that SASSA initially promised them that the pay point would not be closed 
in Vlaklaagte: “We were only told in the eleventh hour that pay points around here would 
be closed.” Although communication with regards to the pay points was there, they never 
worried much because their pay point was not one of the affected.  

 When they enquired as to why SASSA decided to close the pay point, they were told stories 
including, “It’s an instruction from national.” 

c. Rights and Dignity 
Support needed to collect grant 

 FDG participants indicated that the elderly are more susceptible to being defrauded at the 
Kwagga Mall. The mall is also very congested; some of the elderly participants indicated that 
they sometimes panic. “They fall prey because they need help to withdraw their money, 
especially when using ATMs, when they share their pins with the person helping them.” 

 No biometrics: The FDG participants indicated that it would be better to bring back the 
biometric system, especially for the elderly and the vulnerable. This will ensure that they don’t 
keep asking strangers for assistance.  

Customer services and complaints 
 5 SASSA cards and one bank card ATM procedure: FGD participants also reported to the fact 

that, at ATMs near to SAPO, the machine will only release cash to 5 SASSA cards in a row before 
declining, meaning that another beneficiary with a normal bank card has come in between 
before the ATM accepts and releases cash to another 5 SASSA cards. 

 Staff assistants stealing money: FGD participants indicated that the elderly are often short-
changed of their money at the payment channels (including shops and Post Office): “The 
elderly sometimes forget to check their money after collecting. They will only realise 
when they get home that the money is missing… But if they check whilst still on the 
premises, they can go back to the teller/staff assistant [and say] that the money is short 
and they give it to them.” What is implied here is that the tellers or staff assistants were aware 
that they had robbed the elderly of their cash and, thus, were taking their chances on them not 
counting the money when they leave. 

 
Services and facilities 

 ATMs out of order: The FGD participants indicated that, because of the large number of people 
withdrawing money during the day, the ATMs often go out of order. People have to come back 
the following day or travel to other ATMs to get money.  

 

 One ATM at Post Office: Although the Post Office has two ATMs near to it (ABSA and FNB), FGD 
participants indicated that they as grant recipients are only allowed to use one ATM, whilst the 
other is reserved for SAPO customers/Post Office business: “The problem is the queue is long. 
People take time at the ATM and we are allowed to only use one… There aren’t enough 
chairs inside the Post Office… You will only get to sit when you are inside, not when 
outside”. 
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 Network not reliable: Participants highlighted that the area around the shops and Post Office 
is that the area is plagued by poor network coverage (needed by the speed point machines), 
adding to the delays of withdrawing the cash and the long queues. 

 

 Long queues: There are generally long queues at the pay channels, including the Post Office 
and ATMs. This has resulted in hardship for the elderly: “Our gogos have high blood sugar 
levels. [They] can’t stand for long periods [and] have other elderly sicknesses… They have 
to queue with those conditions… Some have even fainted whilst [in] the queue.” Some of 
the participants indicated that they queue from 3am, and the mall gates only open at 
5:30am: “When the gates are opened, people run inside to the mall to queue up at their 
different pay points… This leads to pushing and possible stampede,s and it is mostly the 
elderly [who] suffer.” 

 

 The problem of long queues is the same across all new pay channels. The problem has resulted 
in some of the recipients sleeping at the pay points just to ensure that they are first in queues 
and are able to get their money. There is also no one managing the queue: “We end up doing 
this ourselves and end up fighting amongst ourselves.” 

 

 Lack of tellers: FGD participants complained that there are few tellers dedicated to them at the 
shops and Post Office. This also contributes to the long queues.  

 

 Lack of seating arrangements: “Chairs are only available inside the Post Office… There is a long 
queue outside and there are no chairs.” Participants indicated that, even at the mall where 
they collect their grant, there are no chairs available. They have to stand in the long queues for 
long periods.  

 

 Lack of toilets: “The toilets are very far… Especially for the elderly, the situation is bad.” 
This was in reference to the toilets at the Post Office. They say they are there, but there are no 
signs of where they are and they are far. Participants who go to town indicated there are no 
toilets at the shops and ATMs where they get their money, but they pay R2 each to use toilets 
at the malls. 

 

 Facilities not disability friendly: “We really struggle. There are no hand rails, no ramps for 
wheelchairs... The Government does not take care of people with disabilities.” Some of the FGD 
participants highlighted that, in addition to being disabled, they have to suffer pay points not 
being disability friendly. They have to keep on asking for assistance. 

2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 
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a. Safety and security 
 The participants highlighted that they did not feel safe at the mall when collecting their grants. 

They indicated that the mall gets crowded during pay days and there are “criminals” roaming 
around.  

 Participants, especially the elderly and the disabled, felt much safer collecting their grants in 
the community at the old pay points. The pay point at Vlaklaagte 1 had a group of volunteers 
who helped manage the queue: 

“These volunteers were proud of their work and dedicated to giving back to the community, as they 
had represented a sense of working together and belonging… Since the closure of the pay point, they 
have nothing to look forward to.” 

 The FGD participants also shared a story of one elderly man who has died as a result of being 
hit by a car: 

“Baba Mahlangu used to collect his grant at the pay point at Vlaklaagte 1, but due to the closure of 
the pay point here, he resorted to collecting at Kwagga Mall like the rest of his fellow community 
members. Baba Mahlangu always rode a bicycle to collect his grant, but one day, he met his untimely 
death cycling to Kwagga Mall to collect his grant... He was hit by a car.” 

 The focus group participants stressed that, had the pay point not been closed, this would 
probably have not happened, and he would be alive today. 

b. Lack of cash management  
 Money arriving late: “I leave home, taking my last R14 to catch a taxi, only to get to the pay 

point and be told that money has not arrived… I am hungry [by] that time and have no money… 
The grant money arrives late in the day after lunch.” The statement made here was in reference 
to the new pay points in town. Participants indicated that, sometimes, officials would use 
excuses like the machine is not working or it’s still being fixed, when the truth is that money 
had not arrived.  

 

 Cash disbursed at ATM’s: FGD participants indicated that the ATMs around the area have a 
problem of disbursing low denomination amounts (R10 and R20) on the days when recipients 
go and collect their grants: “Just imagine withdrawing R1500 and it’s just R10s and R20s… 
Because of this, sometimes the machine limits us to the amount we can withdraw.” This 
challenge was further exacerbated by the fact that, when recipients come back to withdraw 
the rest of the money, they don’t get all of it: “You won’t get the full amount when you come 
back.” Although it was unclear on this part what the reasons were, the chances are that this 
was as a result of bank charges. Either way, the participants rightly indicated that “They should 
not be held liable when they are forced to make a number of transactions at the ATMs.” 

3. Recommendations 
Participants highlighted that the pay point, especially the one at Vlaklaagte, had to be re-opened, as 
it is the one most central to the other places. 
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FGD 1 on 25 June    FGD 2 on 26 June 

Overall, social grant recipients at Mpumalanga (both focus groups) were not happy about the 
decommissioning of pay points and wanted them to be re-opened. To this end, the following 
recommendations are made: 

a) Re-opening of the old pay points: The obvious recommendation following the discussion 
with recipients at Vlaklaagte is to immediately re-open some (if not all) of the old pay 
points. Implementation of this recommendation will return dignity to some of the 
recipients who, at times, have to sleep at pay points to get their money and ensure that 
they get the full benefit of their grant, instead of spending a significant portion of it on 
transport. Participants indicated that the Vlaklaagte 1 pay point would be the most ideal 
location to be re-opened. This is in the event that not all decommissioned pay points could 
be re-opened.  

b) Provide free transport to new pay points: As a temporary measure, SASSA should provide 
free transport to affected grant recipients to the new pay points whilst they determine 
which of the pay points to re-open. This will ensure that no recipient sleeps at a pay point 
and no recipient spends a significant portion of the grant money on transport. 

The following recommendations are also made for the current service pay points in the event that 
they are left open after re-opening of the old pay points: 

a) Disability friendly facilities: SASSA should ensure that the new pay points are accessible to 
people living with disabilities as per their Norms and Standards. This would ensure that 
people living with disabilities are not marginalised further.  

 

b) Improved cash management at ATMs: SASSA should, in partnership with the banks 
servicing the relevant ATMs (especially at Kwagga Mall), ensure that the ATMs are properly 
stocked to meet the necessary cash needs of the people. They should be stacked with more 
high denomination notes (R50s and R100s) than low ones (R10s and R20s). This will ensure 
that beneficiaries withdraw their monies at once without limits. 

 

c) Improved service standards at pay points: Participants complained about the general lack 
of ablution facilities at the shops and long queues at all pay points. This has negatively 
impacted the recipients, especially the elderly, who have to stand for hours in queues 
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without any toilets at the facility. The recommendation is for the shops to accommodate 
grant recipients especially on the collection days by i) providing appropriate seating and ii) 
where possible, providing ablution facilities (possibly through arrangements with stores 
that have toilets in them and for beneficiaries to have access to those). 

 

d) Increased security measures: This is more in relation to the pay points officials, whom 
recipients have pointed to short-changing their monies on pay days when they count it. 
SAPO should enforce strict security measures, including security cameras and independent 
monitor officials at pay points, to oversee the transfers between staff and recipients. They 
should implement internal control systems, such as searching staff before and after pay 
days to ensure that they are not leaving with unusually large amounts of money.  

 

e) Improved queue management: Beneficiaries indicated that queue management needs to 
be improved at all service points. A recommendation is therefore made for the shops, 
banks and Post Office to implement some queue management system to ensure that there 
are no people cutting in and no there are unnecessary people around the queues.  

 

f) Unauthorised debit orders: Although this was not part of the study, unauthorised debit 
orders are seemingly still a challenge in the area, especially those receiving their monies 
on the EasyPay card. A recommendation is therefore made for the Black Sash to make 
SASSA aware of these cases and assist beneficiaries in cancelling the debit orders.   
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Site Report 

Pilot Study, Western Cape 
CITY/VILLAGE/TOWNSHIP DELFT, ROBERTSON, GENADENDAL & 

KHAYLETISHA, WESTERN CAPE 

FIELDWORKER NAME Prof Laurence Piper, Ms Sondre Bailey and Ms 
Robyn Pasensie 

FIELDWORK DATES 4, 5 ,15 & 28 February 2019 

1, 8, 28 & 29 March 2019 

1, 2, 10 & 12 April 2019. 

TYPE OF AREA (URBAN, PERI-URBAN OR RURAL) Peri-urban / peri-rural 

NO. OF FOCUS GROUPS 4 

NO. OF INDIVIDUAL INTERVIEWS 45 

 
 

The Western Cape served as the initial pilot study for this research project, and thus made use of a 
slightly different interview template and approach (hence an increased number of individual 
interviews, combined locations and reduced number of focus group discussions). This was later 
changed for the remaining provinces.  

Community Mapping: New Pay Point Locations 
Based on the initial reports from Black Sash, the study explored the impact of decommissioning in 
terms of five variables: the change in distance travelled to get the grant, changes in cost to access the 
grant (for example, increased taxi fares to travel further) and changes in the time taken to access 
grants. The last two variables were not as easy to measure. They were dignity – physical and emotional 
experience of the change – and opportunity costs, the lost chance to do various things like shop while 
in the queue. 

Three key trends emerged from the data. The first was that there is an increase in costs for all 
participants. The second revealed a significant difference between urban and rural respondents’ 
experiences, with rural respondents having to travel much further to access grants (thus, an increase 
in distance, time and cost). The third was a common experience: a lack of safety and dignity.  Queues 
at the new national payment channels are extremely long and do not take into account the needs and 
infirmities of the elderly and disabled, who also appeared generally much more vulnerable to crime.  
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The Key Issues Discussed 
The impact of the closed community-based pay points was reviewed in length through the focus group 
discussions and individual interviews. Below is a summary of the key findings. 

1. Accessibility  
A key challenge with the decommissioning is an increased lack of accessibility, including the cost of 
access, appropriateness, rights and dignity.   

a. Cost of Access (Direct and Indirect) 
The cost of access refers to the indirect cost associated with waiting for payment and travel time as 
well as the direct cost of transportation and fees. 

Time and cost to collect payments 
Figure 1: Costs change in Rands. 

Costs of accessing grants increased for everyone. Costs went up roughly 3 times for urban respondents 
(from R13 to R39). For rural respondents, it 

increased nearly 9 times (from R11 to R96).  

A major reason for cost increases for both 
urban and rural areas was increased 
transport fees and bank charges due to using 

ATMs and retailers, each of which have different 
fees incurred.  

For rural respondents, the increase was mostly 
due to added transport costs. 

 
Figure 2: Changes in average travel distance 

(km). 

Overall, total travel distance nearly 
doubled from an average of 3.4 km per 
respondent to 6.37 km. 

This overall increase was due mostly to rural 
respondents whose travel distance 
increased dramatically.  

Notably, urban respondents reported little 
change or even a drop in distance to access 

the social grant. This was due to the fact that 
urban respondents could access their 
grants at retail shops and ATMs that were 

closer to them or a similar distance away from the previous pay point. 
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Figure 3: Changes in time travelled to access grant (minutes). 

The changes in travel costs and distance 
were reflected in travel time. Overall, the 

average increased from 77 to 88 
minutes, but this concealed urban 
versus rural differences. 

Thus, for urban residents, there was little 
difference from before. Indeed, travel 

time to access grants dropped. 

However, for rural respondents the time 
taken to access grants rose threefold, 

from 37 minutes to 93 minutes.  

 
 

Transaction fees 
 Beneficiaries accessing the grants on the commercial bank system are subjected to bank fees 

and charges ranging between R20–R50.  

Informal economy 
 At the previous pay points, informal traders were selling their products to beneficiaries on 

credit or at reduced costs. These no longer exist, as the Post Office, bank ATMs and retailers 
invariably prevent informal trading on or near their premises. There is also an important social 
dimension to this loss as well. People no longer gather with their peers at the pay point but 
rather join a queue with mostly strangers. Beneficiaries that were interviewed lamented that 
they miss the informal traders. They now have to purchase products at local malls where they 
have to purchase goods at higher prices than before.  

“There were cheap stores at pay points selling food [and] socks at low prices. Now, at [the] ATM, we 
can only buy from malls.” 

“I used to buy socks, underwear and small appliances [e.g., radio] there. It was cheap and convenient. 
There were fish and vegetables. We don’t see them at all anymore. They lost their source of income. 
I need to travel with a taxi to Caledon now to buy my things. And the things are a bit expensive." 

“Hier is nie meer stalitjies nie. Ek moet nou Caledon toe. Daar was wasgoed pennetjies, spices, biscuits, 
koek. Dit was gemaklik, ek het altyd vir my doughnuts gekoop. Ek het baie vriende daar ontmoet, ons 
kan nou glad nie meer byeen nie. Ons tye is nie dieselfde nie. Dis eintlik n groot vermisting.” (There 
are no stalls here anymore. I now have to go to Caledon. There used to be pegs, spices, biscuits and 
cake. It was comfortable. I always used to buy doughnuts there. I used to meet many friends there. 
Now, we can’t meet up anymore. Our times are not the same anymore. It’s actually a big loss.) 

b. Appropriateness  
Informing beneficiaries of pay point closing 

 Beneficiaries noted a lack of communication with regards to pay points closing. Few noted that 
they only became aware of it once they went to the pay point to access their grants. They were 
then referred to the Post Office.  
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c. Rights and Dignity 
 The overwhelming majority of respondents felt that the decommissioning of the SASSA pay 

points had come with greater indignities. These were both physical and mental.  

Support needed to collect grant/customer services and complaints 
 In terms of the mental indignities of decommissioning, respondents identified two main things. 

They complained of a lack of support and help with accessing grants, as the people staffing tills 
or the like were not there to assist with social grants and any complaints they may have.  

"Daar is niks geriewe by die bank nie. Daar is geen mens om te vra hoekom my geld min is nie, so ek 
los maar.” (There are no facilities at the bank. There is no one to ask why I have money being deducted, 
so I just don’t ask anyone" 

"I will not go to the Post Office again. Your card gets swallowed, and they don’t explain why. We are 
old people.” 

“I have to stand in line alone because friends aren’t allowed to help or accompany me. [She is blind.] 
I don’t know my PIN. I have a friend who keeps the card because I lose the card. Shoprite doesn’t 
always believe that I am blind and they won’t allow my friend to help me… The staff are rude and 
unhelpful.”   

Services and facilities 
 In terms of the physical conditions, a key issue concerns queueing. In the old SASSA system, old 

people and the disabled got preference in the queues, there were chairs available for them to 
sit on, toilets, shelter from the sun or rain, water if it was hot and security. They could leave 
the queue if they needed to and return to their place without having to go to the back. In the 
new system, whether at the Post Office, bank ATMS or retailers, grant recipients join the same 
queues as the rest of the public and are not specifically catered any more.  

 

"I wish there were chairs at the ATM. We are expected to stand very long. There is no special 
treatment for [the] elderly. We are treated as everyone else". 

”Jong en oud moet maar saam staan. Die jonk wil nie pad gee vir ons nie.” (The young and old need 
to stand in the same line. The young people don’t allow the old people to go ahead of them.) 
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Queueing in Robertson at the banks (above) and retailers (below) 

 

 

“There are long lines at the ATMs. A long time is spent waiting for the taxi to fill up. My daughter has 
to collect my money for me because I cannot go out on my own to collect due to my health condition. 
My special transport arrangement costs me R100 for the return trip.” 

"I collapsed one year at Pick ’n Pay because of my high blood pressure. I was lucky that I knew a lady 
in line that drew my money for me.”  

"People stand in rain and sun. There is no shelter, not even a chair. I need to finish going to the toilet 
at home as there [are] no facilities.” 

2. Robustness 
Challenges with regards to robustness include lack of security at the pay point, liquidity and cash 
management. 

a. Safety and security 
 One of the most common complaints was heightened vulnerability due to a lack of security 

presence as compared to the old SASSA system. This includes no queue management. 

"Nou is dit nie meer veilig nie. Daar is nie n afdak nie. Geen respek of orde nie" (It is no longer safe. 
There is no shelter or order.) 

b. Lack of cash management  
NA 

3. Recommendations 
 

 The final finding of the research was that the majority of respondents (60%) want the old 
SASSA pay points back, especially rural respondents (68%) due to cost, time, dignity and 
security implications. SASSA ought to reconsider opening pay points within the rural areas 
where there is no other national payment alternative. 


