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ANNEXURE 1: QUESTIONNAIRE: FRONT-LINE STAFF

THE ADMINISTRATION AND PROVISIONING OF SOCIAL GRANTS IN THE NORTHERN CAPE AND
WESTERN CAPE: ITS STRENGTHS AND WEAKNESSES.

This questionnaire has been designed to explore the administration and provisioning of social grants in
SASSA in the Northern Cape and Western Cape. It forms part of an investigation to assess grant
administration, its strengths and weaknesses in these two regions. Your co-operation in this venture is
necessary and appreciated. By completing the questionnaire you give consent to partake in the research.

This questionnaire must be completed by the person who is responsible for taking down grant
applications.

Please complete this questionnaire as honestly as possible. The information given by you will not be linked
to you. Below are a couple of guidelines to complete the questionnaire. Please follow them closely. Your
participation in the research is voluntary and permission for conducting the survey has been obtained from
the National Office.

1. Always give your personal honest opinion.
2. Indicate by means of a cross (X) in the space where applicable.

3. Answer all the questions as completely as possible.
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Region

Northern Cape 1
Western Cape 2
District

Frances Baard (Kimberley) 1
John Taola Gaetsewe (Kuruman) 2
Namagqua (Springbok) 3
Pixley Ka Seme (De Aar) 4
Siyanda (Upington) 5
Athlone 6
Bellville 7
Cape Town 8
Eerste Rivier 9
Gugulethu 10
Khayelitsha 11
Mitchell’s Plain 12
Wynberg 13

1. How long have you been working in this position?

0 — less than a year

1 year to less than 3

3 years to less than 5

5 years or more

years years
1 2 3 4
2. Do you have adequate work space?
Yes 1
No 2
3. How often do you get training on the implementation of policy changes in SASSA?
Never Sometimes Most of the times Always
1 2 3 4

4. How often do you receive supervision from supervisors during the implementation of policy changes?

Never

Sometimes

Most of the times

Always

1

2

3

4
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5. How often do you receive mentoring from supervisors during the implementation of policy changes?

Never

Sometimes

Most of the times

Always

1

2

3

4

6. How often do you receive support from supervisors during the implementation of policy changes?

Never Sometimes Most of the times Always
1 2 3 4
7.  How many applications forms do you receive in any given day?
0-10 11-19 20-29 30+
1 2 3 4
8. Do you successfully complete all application forms received in any given day?
Never Sometimes Most of the time Always
1 2 3 4

9. How long does it take to do the attesting on one application form?

Less than 30 minutes

30 minutes to less

An hour to less than

Two hours or more

than an hour two hours
1 2 3 4
10. Do you get the necessary support from your colleagues to do your work?
Never Sometimes Most of the time Always
1 2 3 4

11. Do you receive any policy document / guidelines that regulate the implementation of policy changes in SASSA?

Never Sometimes Most of the times Always
1 2 3 4
12. Do applications get lost / misplaced after the application process?
Never Sometimes Most of the times Always
1 2 3 4
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13. When applications get lost / misplaced, what are the reasons why applications get lost / misplaced?

Yes No
1 No proper mechanism in place to record the movements of files
2 Lack of office space
3 Lack of filing space
4 Staff carelessness
5 Too much applications to work with
6 Other (Please specify)
7 Not applicable
. Please specify other
14. How often do you experience technical difficulties with the computer equipment?
Never Sometimes Most of the times Always
1 2 3 4

15. When you do experiencing technical difficulties with computer equipment, how long does it take to resolve it?

Less than a day

One to three

days

Three to five

days

More than five

Not applicable

2

4
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ANNEXURE 2: QUESTIONNAIRE: DATA-CAPTURER

THE ADMINISTRATION AND PROVISIONING OF SOCIAL GRANTS IN THE NORTHERN CAPE AND
WESTERN CAPE: ITS STRENGTHS AND WEAKNESSES.

This questionnaire has been designed to explore the administration and provisioning of social grants in

SASSA in the Northern Cape and Western Cape. It forms part of an investigation to assess grant
administration, its strengths and weaknesses in these two regions. Your co-operation in this venture is
necessary and appreciated. By completing the questionnaire you give consent to partake in the research.
This questionnaire must be completed by the person who is responsible for the capturing of grants
on the SOCPEN system.

Please complete this questionnaire as honestly as possible. The information given by you will not be linked
to you. Below are a couple of guidelines to complete the questionnaire. Please follow them closely. Your
participation in the research is voluntary and permission for conducting the survey has been obtained from
the National Office.

1. Always give your personal honest opinion.
2. Indicate by means of a cross (X) in the space where applicable.
3. Answer all the questions as completely as possible.
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Region

Northern Cape 1
Western Cape 2
District

Frances Baard (Kimberley) 1
John Taola Gaetsewe (Kuruman) 2
Namagqua (Springbok) 3
Pixley Ka Seme (De Aar) 4
Siyanda (Upington) 5
Athlone 6
Bellville 7
Cape Town 8
Eerste Rivier 9
Gugulethu 10
Khayelitsha 11
Mitchell’s Plain 12
Wynberg 13

1. How long have you been working as a data capture officer?

Less than a year

1 year to less than 3

3 years to less than 5

5 years or more

years years
1 2 3 4
2. Do you have adequate work space?
Yes 1
No 2
3. How often do you get training on the implementation of policy changes in SASSA?
Never Sometimes Most of the times Always
1 2 3 4

4. How often do you receive supervision from supervisors during the implementation of policy changes?

Never

Sometimes

Most of the times

Always

1

2

3

4
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5. How often do you receive mentoring from supervisors during the implementation of policy changes?

Never

Sometimes

Most of the times

Always

1

2

3

4

6. How often do you receive support from supervisors during the implementation of policy changes?

Never Sometimes Most of the times Always
1 2 3 4
7. How many applications forms do you receive in any given day?
0-10 11-19 20-29 30+
1 2 3 4
8. Do you successfully capture all application forms received in any given day?
Never Sometimes Most of the time Always
1 2 3 4

9. How long does it take to do the capturing on one application form?

Less than 30 minutes

30 minutes to less

An hour to less than

Two hours or more

than an hour two hours
1 2 3 4
10. Do you get the necessary support from your colleagues to do your work?
Never Sometimes Most of the time Always
1 2 3 4

11. Do you receive any policy document / guidelines that regulate the implementation of policy changes in SASSA?

Never Sometimes Most of the times Always
1 2 3 4
12. Do applications get lost / misplaced before or after capturing?
Never Sometimes Most of the times Always
1 2 3 4
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13. When applications get lost / misplaced before or after capturing, what are the reasons?

Yes No
1 No proper mechanism in place to record the movements of files
2 Lack of office space
3 Lack of filing space
4 Staff carelessness
5 Too much applications to work with
6 Other (Please specify)
Not applicable
. Please specify other
14. How often do you experience technical difficulties with the computer equipment?
Never Sometimes Most of the times Always
1 2 3 4

15. When you do experiencing technical difficulties with the computer equipment, how long does it take to resolve it?

Less than a day

One to three

Three to five

More than five

Not applicable

days days days
1 2 3 4 5
16. Do you receive incomplete applications?
Never Sometimes Most of the times Always
1 2 3 4
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17. When you do receive incomplete applications, how do you handle it?

File the application as incomplete

Take the application back to the first attesting officer

Contact the applicant to return to the office for completion of application

Wait until the client come back to do a follow-up on the application

Process the application

Other (Please specify)

Not applicable

e  Specify other

18. Any suggestions how to handle incomplete applications?

19. Do backlogs exist with regard to the capturing and approving of normal applications?

Never Sometimes Most of the times

Always

1 2 3

4
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20. When backlogs exist with regard to the capturing of normal applications, what are the reasons why?

Yes

No

1 Staff shortage

2 Lack of office space

3 Lack of connectivity points

4 Staff carelessness

5 Too many applications to work with
6 System related problems

7 Other (Please specify)

8 Not applicable

e  Please specify other

21. Any suggestions how the handling of normal applications can be improved?

22. Do backlogs exist with regard to the capturing and approving of review cases?

Never Sometimes Most of the times

Always

1 2 3

268



23. When backlogs exist with regard to the capturing and approving of review cases, what are the main reasons why?

Yes

No

1 Staff shortage

2 Lack of office space

3 Lack of connectivity

4 Staff carelessness

5 System related problems

6 Because reviews are handled by head office
7 Beneficiaries do not comply with notifications

8 Other (Please specify)

9 Not applicable

. Please specify other

24. Any suggestions how the handling of reviews can be improved?

25. What are the major challenges with regard to the capturing and approval of applications?

26. Any suggestions to improve services at the data section?
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ANNEXURE 3: QUESTIONNAIRE: PAY-POINT TEAM MEMBER

THE ADMINISTRATION AND PROVISIONING OF SOCIAL GRANTS IN THE NORTHERN CAPE AND
WESTERN CAPE: ITS STRENGTHS AND WEAKNESSES.

This questionnaire has been designed to explore the administration and provisioning of social grants in
SASSA in the Northern Cape and Western Cape. It forms part of an investigation to assess grant
administration, its strengths and weaknesses in these two regions. Your co-operation in this venture is
necessary and appreciated. By completing the questionnaire you give consent to partake in the research.

This questionnaire must be completed by the person who is responsible for working at pay-points
during payment cycles (pay-point team member)

Please complete this questionnaire as honestly as possible. The information given by you will not be linked
to you. Below are a couple of guidelines to complete the questionnaire. Please follow them closely. Your
participation in the research is voluntary and permission for conducting the survey has been obtained from
the National Office.

4. Always give your personal honest opinion.
5. Indicate by means of a cross (X) in the space where applicable.

6. Answer all the questions as complete as possible.
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Region

Northern Cape 1
Western Cape 2
District
Frances Baard (Kimberley) 1
John Taola Gaetsewe (Kuruman) 2
Namagqua (Springbok) 3
Pixley Ka Seme (De Aar) 4
Siyanda (Upington) 5
Athlone 6
Bellville 7
Cape Town 8
Eerste Rivier 9
Gugulethu 10
Khayelitsha 11
Mitchell’s Plain 12
Wynberg 13
1. Isthe pay-point disabled friendly?
Yes 1
No 2

2. Are there enough chairs for beneficiaries to sit on during payments?

Never Sometimes Most of the time Always
1 2 3 4
3. Are there toilet facilities at the pay-points?
Never Sometimes Most of the time Always
1 2 3 4
4. Is there drinking water available at the pay-points?
Never Sometimes Most of the time Always
1 2 3 4
5. Does the payment contractor arrive late at the pay-points?
Never Sometimes Most of the time Always
1 2 3 4
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6. Does the SASSA staff arrive late at pay-points?
Never Sometimes Most of the time Always
1 2 3 4
7. Do payments at pay-points commence on time as scheduled?
Never Sometimes Most of the time Always
1 2 3 4
8. When payments are delayed, how long does it take before payments commence?
15-44 45 -59 An More than Not
minutes minutes hour an hour applicable
1 2 3 4 5
9. Are beneficiaries informed about delays?
Never Sometimes Most of the time Always
1 2 3 4
10. Are there broken payment machines during payments at pay-points?
Never Sometimes Most of the time Always
1 2 3 4
11. When machines break down during payments, how long does it take before payments commence?
15 -44 45 -59 An hour More than Not
minutes minutes an hour applicable
1 2 3 4 5
12. Is there enough money at pay-points to pay all beneficiaries?
Never Sometimes Most of the time Always
1 2 3 4
13. When there is not enough money at the pay-point, how long does it take to get more money?

Less than 30

minutes

30 minutes to less

than an hour

An hour to less

than two hours

Two hours or

more

Not applicable

1

2

3

4
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14. How long do beneficiaries wait in the queue before they receive their grant payment?

Less than 30 minutes

30 minutes to less

An hour to less than

Two hours or more

than an hour two hours
1 2 3 4
15. Do beneficiaries receive wrong grant amount payments?
Never Sometimes Most of the time Always
1 2 4
16. Do hawkers and vendors sell products inside the pay-points?
Yes
No
17. Are security guards available at the pay-points during payments?
Never Sometimes Most of the time Always
1 2 4
18. Who is responsible for controlling access at pay-points?
Yes No

1 Volunteer

2 Security guard from the paymaster

3 SASSA staff

4 All of the above

5 There is no control access

6 Other
. Please specify others

19. Is the pay-point fenced all around?

Yes

No
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20. What types of infrastructure is been utilized at pay-points? Mark only one.

School / class room 1
Church 2
Community hall 3
Tent 4
Open shelter 5
Other (Please specify) 6
e  Please specify others
21. Isthere afirst aid kit available at the pay-points?
Never Sometimes Most of the time Always
1 2 3 4

22. What would you regard as major challenges at pay-points?

23. What are the implications of these challenges on service delivery?

24. Any suggestions to improve services at pay-points?
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ANNEXURE 4: QUESTIONNAIRE: BENEFICIARIES AT PAY-POINTS

THE ADMINISTRATION AND PROVISIONING OF SOCIAL GRANTS IN THE NORTHERN CAPE AND
WESTERN CAPE: ITS STRENGTHS AND WEAKNESSES.

QUESTIONNAIRE FOR ELIGIBLE BENEFICIARY:

This questionnaire has been designed to explore the administration and provisioning of social grants in
SASSA in the Northern Cape and Western Cape. It forms part of an investigation to assess grant
administration, its strengths and weaknesses in these two regions. Your co-operation in this venture is
necessary and appreciated. By completing the questionnaire you give consent to partake in the research.

This questionnaire must be completed by a recipient of a social grant at the pay-point. The pay-point
team members should assist beneficiaries in completing the questionnaire.

Please complete this questionnaire as honestly as possible. The information given by you will not be linked
to you. Below are a couple of guidelines to complete the questionnaire. Please follow them closely. Your
participation in the research is voluntary and permission for conducting the survey has been obtained from
the National Office.

7. Always give your personal honest opinion.
8. Indicate by means of a cross (X) in the space where applicable.

9. Answer all the questions as complete as possible.
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Region

Northern Cape 1
Western Cape 2
District
Frances Baard (Kimberley) 1
John Taola Gaetsewe (Kuruman) 2
Namagqua (Springbok) 3
Pixley Ka Seme (De Aar) 4
Siyanda (Upington) 5
Athlone 6
Bellville 7
Cape Town 8
Eerste Rivier 9
Gugulethu 10
Khayelitsha 11
Mitchell’s Plain 12
Wynberg 13
1. Isthe pay-point disabled friendly?
Yes 1
No 2

2. Are there enough chairs for beneficiaries to sit on during payments?

Never

Sometimes

Most of the time

Always

1

2

3

4

3. Are there toilet facilities for beneficiaries to use at the pay-points?

Never

Sometimes

Most of the time

Always

1

2

3

4

4. Is there drinking water available for beneficiaries at the pay-points?

Never Sometimes Most of the time Always
1 2 3 4
5. Does the payment contractor arrive late at the pay-points?
Never Sometimes Most of the time Always
1 2 3 4
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6. Does the SASSA staff arrive late at pay-points?
Never Sometimes Most of the time Always
1 2 3 4
7. Do payments at pay-points commence on time as scheduled?
Never Sometimes Most of the time Always
1 2 3 4
8. When payments are delayed, how long does it take before payments commence?
15-44 45 -59 An hour | More than Not
minutes minutes an hour applicable
1 2 3 4 5
9. Are beneficiaries informed about delays?
Never Sometimes Most of the time Always
1 2 3 4
10. Are there broken payment machines during payments at pay-points?
Never Sometimes Most of the time Always
1 2 3 4
11. When machines break down during payments, how long does it take before payments commence?
15 - 44 45 -59 An hour More than Not
minutes minutes an hour applicable
1 2 3 4 5
12. Is there enough money at pay-points to pay all beneficiaries?
Never Sometimes Most of the time Always
1 2 3 4
13.

When there is not enough money at pay-points to pay all beneficiaries, how long does it take to get more money?

Less than 30

minutes

30 minutes to

less than an hour

An hour to less

than two hours

Two hours or

more

Not applicable

1

2

3

4
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14. How long do you wait in the queue before you receive your grant payment?

Less than 30 minutes 30 minutes to less An hour to less than Two hours or more
than an hour two hours
1 2 3 4

15. Do you receive wrong grant amount payments?

Never Sometimes Most of the time Always
1 2 3 4

16. Do hawkers and loan sharks harassed you at pay-points?

Never Sometimes Most of the time Always
1 2 3 4

17. Are security guards available at the pay-points during payments?

Never Sometimes Most of the time Always
1 2 3 4

18. Do you feel safe at the pay-points?

Never Sometimes Most of the time Always
1 2 3 4

19. How far is the pay-point from your home?

Yes No
1 Walking distance 1 2
2 Need to make use of public transport 1 2
3 Need to make use of own transport 1 2
4 Other 1 2
e  Specify other
20. Do you experiencing problems at the pay-points?
Never Sometimes Most of the time Always
1 2 3 4
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21. When you do experiencing problems, who do you speak to at pay-points?

Yes No
1 SASSA official 1 2
2 Payment contractor 1 2
3 Volunteers 1 2
4 Other 1 2
5 Not applicable 1 2

. Specify others

22. When you do speak to somebody at the pay-points, are your problems resolved?

Never Sometimes Most of the Always Not
time applicable
1 2 3 4 5
23. Is there shelter in the queue at the pay-point?
Yes 1
No 2
24. Does the grant improve your quality of life?
Did not improve Improve a little Improve Improve a lot
at all moderately
1 2 3 4
e  Please motivate

25. Please indicate your degree of satisfaction with the services SASSA renders at the pay-points.

Very unsatisfied

Unsatisfied Satisfied

Very satisfied

1

2 3

4

. Plea

se motivate
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26. What would you like to see improve about grant administration policies in SASSA?
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ANNEXURE 5: LETTER: REQUEST TO CONDUCT RESEARCH IN SASSA

7,

»
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T s
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24554

The Office of the CEO
Private Bag X55662
Arcadia

Pretoria

0083

Request to conduct research in SASSA.

Purpose
The purpose of this letter is to request approval to conduct research for academic
purposes in SASSA.

Background

| am currently employed by SASSA and function as a district manager (Siyanda district)
in the Northern Cape. | am also a registered student at the North-West University for the
PhD in Social Work. The research is for academic purposes. An empirical study
(research) of such a nature forms part of the requirements for the fulfilment of the PhD
in Social Work.

Certain policy changes were made since the inception of SASSA in order to expand its
services and to reach more people. For improved service delivery, the researcher wants
to determine how the grant administration system operates.

The objectives of the study are therefore to:

e Describe the current social security system of South Africa;

e Assess the strengths and weaknesses of the South African Social Security Agency
and

e To develop a memorandum of the strengths and weaknesses to be submitted to the
top management of SASSA.
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Discussion and Motivation

For economic reasons only four regions will form part of this research project. Two
urban, namely Western Cape and Gauteng, and two rural regions, Northern Cape and
Limpopo will form part of the target group. Four paypoints per region will be included in
the project. A total of twenty staff members as front-line staff per region will be included
in the project. The supervisors of these front-line staff will be identified and trained to
administer the questionnaires on behalf of the researcher. The grant administration
managers at regional office level will be included in the sample in order to explore policy
matters, specifically how new policy changes are managed.

Attached is the approved research proposal as well as the different questionnaires
which will be used during the research project. A comprehensive report will be made
available to the Agency once the research is completed. The research will take
approximately three (3) months.

Financial Implications
All costs involved will be carried by the researcher.

Mr. Donald Joseph: District Manager
Siyanda District
19 January 2010

Recommended / Not Recommended

Mr. Stalin Links

Acting Regional Executive Manager (Northern Cape)
Date:

Approved / Not Approved
Acting Chief Executive Officer
Mr. C Pakade

Date:
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ANNEXURE 6: LETTER: RESEARCH IN THE NORTHERN CAPE

The Office of the Regional Executive Manager: Northern Cape
95-97 Du Toitspan Road

Du Toitspan Building

Kimberley

Purpose
To inform the REM about a research project that will be conducted in the Northern Cape

Region.

Background

The Siyanda District manager in the Northern Cape, Mr. Donald Joseph, is a registered
student at the North-West University (Potchefstroom Campus) for PhD Social Work. A
comprehensive research forms part of the fulfilment of the requirements for completion
of the PhD (see attached proof of registration as well as the approval letter from the
Acting CEO to conduct the research).

Discussion and Motivation

The research will commence during June 2011. Although the research is for academic
purposes, the results would obviously be of immense advantage to SASSA. The title of
the research is: “An evaluation of the administration and payments of social grants in

the Northern Cape and Western Cape: Its strengths and weaknesses. For economic
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and practical reasons will the research only be conducted in two regions, namely the
Northern and Western Cape. All five districts in the Northern Cape will form part of the
target group, especially those districts where applications are taken down, together with
at least two local offices per district. Four data-collection instruments (questionnaires)
were developed. The first questionnaire targets the attesting officer who takes down
grant applications. The second questionnaire targets the capturers, the third targets the
pay-points and the fourth questionnaire targets the beneficiaries. Personal and

telephonic interviews will also be conducted with the grant administration managers.

Financial Implications
The researcher has been awarded a SASSA study aid which will cover the costs. Any
other costs outside the ambit of the study aid will be the responsibility of the researcher.

Study leave and vacation leave will be taken to conduct the research.

Recommendation/s

It is therefore recommended that:

1) The REM allows the official to conduct the research in the region;

2.) The REM informs all the different district managers, local office and grant
administration managers about the research in order to secure effortless access
to offices, service points and pay-points.

Mr. Donald Joseph
Siyanda District Manager
23 May 2011

Approved/ Approved

Mr. Stalin Links
Acting Regional Executive Manager (Northern Cape)
Date:
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ANNEXURE 7: LETTER: RESEARCH IN THE WESTERN CAPE

The Office of the Regional Executive Manager: Western Cape
20" Floor Golden Acre
Adderley Street

Cape Town

Purpose
To inform the REM about a research project that will be conducted in the Western Cape

Region.

Background

The Siyanda District manager in the Northern Cape, Mr. Donald Joseph, is a registered
student at the North-West University (Potchefstroom Campus) for PhD Social Work. A
comprehensive research forms part of the fulfilment of the requirements for completion
of the PhD (see attached proof of registration as well as the approval letter from the
Acting CEO to conduct the research).

Discussion and Motivation

The research will commence during June 2011. Although the research is for academic
purposes, the results would obviously be of immense advantage to SASSA. The title of
the research is: “An evaluation of the administration and payments of social grants in
the Northern Cape and Western Cape: Its strengths and weaknesses. For economic

and practical reasons will the research only be conducted in two regions, namely the
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Northern and Western Cape. Only the urban districts/areas in the Western Cape,
namely Athlone, Bellville, Cape Town, Wynberg, Eerste Rivier, Gugulethu, Khayelitsha
and Mitchell’s Plain will be included in the research project. In the Western Cape, at
least two local offices in close proximity of the district office will be included. Four data-
collection instruments (questionnaires) were developed. The first questionnaire targets
the attesting officer who takes down grant applications. The second questionnaire
targets the capturers, the third targets the pay-points and the fourth questionnaire
targets the beneficiaries. Personal and telephonic interviews will also be conducted with

the grant administration managers.

Financial Implications
The researcher has been awarded a SASSA study aid which will cover the costs. Any
other costs outside the ambit of the study aid will be the responsibility of the researcher.

Study leave and vacation leave will be taken to conduct the research.

Recommendation/s

It is therefore recommended that:

1) The REM allows the official to conduct the research in the region;

2.) The REM informs all the different district managers, local office and grant
administration managers about the research in order to secure effortless access

to offices, service points and pay-points.

Mr. Donald Joseph
Siyanda District Manager
23 May 2011
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Approved/ Approved

Dr. W Terblanche

Regional Executive Manager (Western Cape)
Date:
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ANNEXTURE 8: DECLARATION: EDITING

Annette Combrink Language Services
Plot 25 vyfhoer, PO BoxX 19124, Noordbrug 2522
Tel: 082 551 9840, Fax: 06954164

E-mail: Annette.Combrink@unwuw.ac.za
Declaration

This is to declare that |, Annette L Combrink, accredited
translator/language editor of the South African Translators’ Institute,
have edited the study by

DONALD EDWARD JOSEPH

With the title
An assessment of the strengths and weaknesses of the
South African Social Security Agency in the Northern and

Western Cape Provinces

Prof. Annette L Combrink
Accredited translator and language editor,
South African Translators’ Institute
Membership no. 1000356

Date: 15 November 2012
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