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Norms and Standards

For Social Assistance Service Delivery
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Two Years Aftér.App'i‘-oval

Target Audience
The contents of this policy document apply to all

SASSA Employees, its contractors and any other
person undertaking work for or on behalf of SASSA

NOTICE

~ ©2013 SASSA. Al rights reserved.

~ No part of this document may be reproduced or transmitted in any form or by any means
without the express written permission of SASSA.
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~ The first version of norms and standards for social assistance service delivery was developed by
the National Department of Social Development prior to the establishment of SASSA. These norms
and standards were approved by Cabinet in 2003. Since the establishment of SASSA the social
assistance business has evolved and the current version (i.e. version 1.0) needed to be reviewed 1o
be infine with the latest developments in the social assistance service delivery environment, '

‘ To ehsLtre a common understanding among the -:stakehqlders, it is imperative to define the terms
norms and standards. The same definitions on norms and standards as initially presented in the first
version will be repeated in this document for the sake of consistency.

Norm: Is something we all agree upon to actin a particular manner, a set of agreed principles and
procedures. : : ‘ . ' o ‘

Standard: Minimum measures or levels at which we have to operate, these measures have a time,
cost, quality, equity or quantity dimension. '

To provide différeht dé‘ﬂnitions from other sources:

Department of Environmental Affairs and Tourism; norms éfnd sté'ndards,for BMP-S:-

Anorm describes the desired situation. A standard provides the measurable information on whatis
expected ofthe norm. " | : )

'

Forexample: . . .
- The norm: Every boardroom in our office must have watefand glasses.

- The standard:':_Thére must be a minimurm of 1 litre of water ber boardréom and not fewer than 6
glasses. The water must be replaced with fresh water daily. - -

Norms and standards c"-a.n either be enfofceable (decisive) or not (guideliﬁgs). ‘.

ﬂ?ﬁ%ﬂiﬂ%w* %?ﬁ“‘?‘“w o R B e
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Anorm is a generally accepted standard"that describes the actual normal ”slitué_nticin.

A standard is the leve! ofgualiﬁes required that would be set according to np‘rm‘s*.‘
(Source: Oxford English Dictionary)
From the above deﬂpitions, it is clear that each norm defined must be linked to a standard/s set

50 that the achievement of the norm can be measured. Therefore, the presentation of norms
and standards in this document will follow this format.
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Customer -
|engagement

A S R

App[ication prfoees's_‘::"

Jutanures

- I+ Application form must be completed

+ An identifiable SASSA Official must

meet and greet customers at a point of
en‘try in local offices, service points
and pay pemte

I SASSA afficial should also perform
' queue walking to ensure customers

are in the right queue.

[~ Service needs of the custormers wilt be |

identified, registered (intake register) -
-and customers directed to the right
service queue/ counter.

+ Priority to be given to heavily
| pregnant, mothers with very young

babies and the frail or sick customers,

1+ Where follow-up action is required, the

customer will be provided with & full
explanation as to what to expect next
and what is expected from the
‘customer.

i mmram A s errsnnawnrrsy TETTrL PLLTIET TR LATTIPEYIERRNYY

« All.applicants of social grants muyst be

screened to ensure avaiiability of all
reqwred critical and eupportlng
doeuments '

for all applicants.

ELTRTYEECrE e e e LRt AR REREEEEEERELLCEPLEEEEILELEEEIERLY

|+ The apphcatlon must be correctly and

" accurately completed.

.................................................. CTEITRTETERETES

1+ Al applicants’ information coliected

must be validated and verified.

= Approval of all the appilcatmne must
‘be done by designated and delegated
official.

« All applicanis must be informed in
writing of the outcome of their
applications within a prescribed time
frame.

« Name tags will be displayed by all -
officials at all times in local offices,
service paints and pay points.

A FEA RV RFAAp AR nn T

. Customer engagement W|Il net take
more than 6 minutes including
completion of the Customer
Engagement/ Disengagement (intake)
Register. .

+ A customer service desk per local
office and service point-supported by a
telephane and fully functlonmg IcT
system.

........ EEprEsissEEEEsssssssEEEEmssmssarsEarannviiFi RN RaARENEE

» Screening of one‘appllcaht shoutd not
take rnore than 156 mrnutes fo
eornplete B

- No missing cntleal documents 100%
aeeuraey should be achieved.

................. ..."...................".-".-...........“-""

+ Ah appllcatlen should not take more
than 20 rminutes to attest.

........... “".""".....-.....................-.-.."-....uq ae

+ An application should not take more
than 10 minutes to quality control.

+ 100% of all.applications should be
quallty eontrolled

[TLLLIYTIVEVTT T T LTI TR

- AnlCT system sheutd be avenabie to

. validate and verify the information

cellected during an application process
before a decision is mads.

............ FET T L L L L L T T N T T L TP O T L T T LA TR P LY ]

+ Adesignated and delegated official
must be appointed in writing to
perform approval of applications with
the approved delegations of authority.

« Any applications resulting in a large
amount should be approved inline with
the 2rd layer verification delegations.

+ An application should not take more
than 10 minutes to verify on the
sysiem.

» Ensure 100% correctness of
applications processed for verification,

[ T T T PP TP TP

= Completion of the application process
from start to finish, will not take longer
than 55 minutes per application.
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; Apphcat:on phase IE

and Custorner
dlsengagement (exxt)

............... '...-._..“...........

Quallty Assuranc:e

B

functions

visit must be confirmed prior to visit.

SERLUSTEEES S S B L LLITTTTTITTCELPPPPPPRTPEPOPRprs

- generate large amounts for the first

...... 'q‘-----------------------'---i--ivl-J

, Mamtenance ‘|* System modifications performed in

The letter of outcome will be posted
via registered mail to the applicant, if
applicant fails to collect in person.

A register of registered mail to be
maintained and all returned letters
foliowed up. |RTS lefters to be placed
on file.

Home visits must be conductad for
grant applicants who need this service.

Required documents for grént ,
applications and date and time of the

The content of the outcome letter must
be explained to the applicant in the
language he/she understands.

Where necessary, customer must be
assisted to lodge request for
reconsideration.

..................... EELYECER R PR R P LTI EERRLLRLTETERENPL O]

Customer must be provided with an -~
opportunity o provide customer
service feedback after a service is
rendered.

........ ‘...-“.--.""".-uunuu-u"-------------------- =

Applications of different grant types -
must be quality assured post-
verification. This includes priority
cases such as alternative identification
applications.and applications which

payment,

accordance with time frames.
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+ Every applicant must be informed in
writing of the outcome of his/her

" application.
|+ Finalisation of applications taken from

gervice points to be done within 21
working days.

No application must take more than 21
days from date of application to
verification. '

LTI Y PETTITCETIELEELY] wramsmmrs

. Home visit to be done within & workrng
days of request,

............. Y LI LI L L L TR R L LR P LR Y ]

- Custorner dizengagement will not take
more than & minutes.

.................... ddlAYARaRmEanEmnnnms ik AN

« Implement customer satisfaction -
questionnaires at exit
. {disengagement).

.................... bwd@EAp s s nnnnnannanannnnddARRAVNIR

A sample of 5% of all completed
_applications to be quality assured
post-verification..

. -Quallty assurance of one file should
not take more than 10'minutes to
complete

« 100 % of aII apphcatlons rasultmg in
large amounts as stipulated in large
amount policy, aswell as applications
using alternative identification
(Regulation) 11(1) and applications by
refugees must be quallty assured post-
verification. '

» Performing systerm modifications, such
as: Address or paypoint change,
method of payment, ete.; is to be
conducted, using full 4 step or 3 step
process, within 15 minute time frame,
as follows:

= Screening = .3 minutes,

- Attesting = 4 minutes,
- Quality control = 4 minutes,
- Verification = 4 minutes

ity
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& Boakmg of medical i+ AII customers who need to apply for |+ It must not take more than 15 minutes

assessments .| ' disability related grants i.e. disahility for boeking a customer for medical
S grant, care dependency grant, and - assessment.

grant-in-aid must be booked for

medical assessment,

Medical assessment should be done
 within 30 days from the date of
Bookmg official to adhere o bookmg booking.

guudetmes
7 |Medical - Assessments fo be conducted in line {+ Amaximum of 40 medical
assessments with medical guidelines. agsessments per doctor per day.
| | | Doctors trained by SASSA on Social |+ Assessment by the doctor to take not

| - Assistance requirements are to more than 12 minutes per custorner.
conduct agsessments. ‘ )

| Aregister of sample signatures,
Medical Practitionar (MP) nutmbers
and Practise (PR) Numbers of
asmssmg doctors to be maintained,

--------------- 1-llu-l-----'------------nucuu unn------------------------------u"uud----------------------u.o.u.........................‘......‘..........;..............”

3 Collectlon of medical |+ Medical assessments must be + Completed asséssment forms to be
-assessment forms " captured on the master list. ‘ collected by SASSA officials and
Co D e returned to the relevant SASSA office
latest by the close of business the day
after the assessments were
conducted '

|+ Medical forms must correlate with
medical bookings. -

LR L L L L LR ELEEELEELLITE CLTTITTPE VLY AP P EY PP o--d\ln----4'---»---»--“0-1-' .........................

9 Qual:ty assurance of « Al completed medical assessment . 100% of all cumpleted ‘assessment
med:cal forms .. | forms must bie administratively quality | fdrms to be admmlstratlvely quality
cop R assured. ‘ .‘assured ‘

It should ot take more than 3 minutes
S S ‘ | to administratively quality assure a
o g : C completed medical assessment farm,

Administrative quality assurance 1o be
completed within 48 hours following
the collection of completed
- assessment forms.
A Atechmcal quality assurance must be |- Post application technical QA

‘ 7§ conducted post-application, after an conducted within 6 weeks of
application has been finalized. application being concluded.

1+ 10% of all.new medical assessments
to ba technlcally quality assured.

e S T s
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10 [Accessto services |- SASSA officials dealing with the public |+ No SASSA office 1o close over the
B must be accessible / available dunng lunch hour — ataff availability to be
all working hDurs staggered to ensure that offices are

apen from 08h00 to 16h30 daily.

* |mplement schedule for staff
availability through multiple channels,
to Improve accessibility.

« Multiple access channels available to |+ Location of fixed offices should be with
address customer service needs. in 40kms radius of major residential

: areas.

= Counter service points served by
mobile tearn/s should be available to
respond to social assistance needs
L : communities where a SASSA office
1 does not exist.
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Call Management

LLTELLETYY P ) #¥aarssmmsnmarnn ‘wmrn s

Complaint handling

Customer
Satisfaction -

-'unu vaned

Customer servme
standards :
Goverage .
Branding -

4

Internal
recongicleration
sysiem

= Implement robust communication and

........................................................... [A——

+ Analysis of dropped calls to be
undertaken to identify how service can
be impraved.

+ Systern should have “cail back” option.

aACIERL LT EE R LY P AdeurswrrasrsrsssmERssssmamEannands

*+ Local offices and service points must
have a formal complaints procedure
management process implemented.

Provide oppertunities for customers to
express opiniens about the quallty of
the service,

Conduct customer surveys annually.
“Mystery shopper” surveys

Customer service standards should be
-comimunicated to customers in all local
offices and service points in the
language they understand.

---------- A mTaEETEEErEEEEEEEEEEEEAEEARREEARASyyEEmasaEEEEEEEanE

marketing strategy to create
© gwareness on SASSA services

llllllllll 4 NN AN AN NN NN A NN EEEE S NN NS ASAA G yamamEERE TSRS RS AR

+ There must be branding and
marketing of SASSAn order to
promaote its services 1o the
community.

* Implement effective internal
reconsideration system {o reconsider
contested social asgistance
administrative decisions.

= Internal reconsiderations applications
should be quality assured,

e T AT
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*

= Customers should be provided with a
call centre number and/or a local office
number where enquiries can be
lodged.

------------------------------------------------- NismmmEEwanErEEnE

All calls to be answered within 3 rings.

+ Wrap up calls within 3 minutes, if

possible to resolve telephonically.

« If referral is necessary, then the matter

to be resolved within 5 working days.

Aamgusdnrannn ETEEEFEEssEEEEEEEEEEEssssamEEEEAREEEE FET T —

Complaints or queries received should
be resolved on the same day. Where g
complaint or query is referred, it
‘shoutd be resolved within & working
days from the date of receipt.

Suggestion boxes should be opened

on a weekly basis. The complaints

lodged to this channel, should be

- attended to-and resolved within 5
working days, :

Customer satisfaction questionnaires
at exit (disengagement).
Customer satisfaction survey report

must be submitted by the end of each
financial year.

Work towards 95% customer
satisfaction.

Customer care charter will be
displayed in all SASSA offices in the
languages the customers understand,

------------- B L L T e L L e

Increase penetratlon or coverage rates
to +90%. . ‘

EEmEmmsEsLsmEssmssuqrrIiTTINN YNEEEEEEEETErAREEEEIEEEEEEEEREEEE LX)

- All SAS5A offices must be branded in
. line with SASSA branding st[ategy.

All paypoints and counter service
points must at all fime dlsplay SASSA
branding. ‘

Relevant and updated promotional
and marketing material on SASSAin
all SASSA offices and pay points
should be available for distribution,

100% of applicaticns for internal
reconsideration finalized within 90
days.

Quality assurance of a 5% sample of
reconsidered decisions.

R A T AT T T i P R S
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* Every application/benaficiary who

| requested reconsiderationtobe .
informed of outcome in writing as well
as his/her right to lodge an appeal. All -
reconsideration cases, where the
decision is to uphold the original
decision will be scanned and emailed

o ITSAA immediately upon finalisation
of the decision,

e kel ettt A ARLLALALLEELEERED) hCRLLEEELEEEELEEEEE L] LLLETEEETEE T YR EEP ISP ERERY CPT P TPV AR A Y TR R AR AR EEEE AR R R EEEEE R EmEEEEE [

18 |Appeals . 1= Implement effective menegement\bf all]= All.appeals lodged at Local Ofﬁcee or
: requests for appeal lodged at local Service Points to be forwarded to the
offices and appeal outcomes received | Records Management Centre within 5

from the Independent Tribural for working days of receipt.

Social Assistance Appeals (ITS5AA).

+ Records Management Centre to
retrieve file, copy all required
documentation and farward appeal to
Independent Appeals Tribunal within
10 working days of receipt.

= Quicomes received from the -
Independent Appéals Tribunal
implemented on Socpen.within 5
WOrkmg days of recemt

All pay points shall have basic facilities
such as-seating, toflets, water, medical
first aid Kits, wheel chairs, and shelter

‘-durlng payment times.

ent. ° faCIlltIeS and equipment.
(Hi lstorlcal cash pay :

jpolnts only) O, TS S A A errvserms s
: I-" I Adequete equipment to ensure a ~|* The number of machines at a pay
beneficiary does not spend more than | point must be deployed according to
an hour waiting in a queue. ; number of beneficiaries to be paid

“Within the set time from 8:00 - 16:00
+ Down time of equipment not to exceed
1 hour ther the work station must be

fixed or another backup machine set
up as a replacement

+ Repair or replacement of payment
equipment within 1 (ene) hour of -
‘ feﬂure or breakage.

AAERASiidiEEEEEEEAE IR AR RAREaanany ANt eannakraEE S NN N RS EEEEIEEESEEEEEEEEEEEESEEEEEE EYTTITIIIL]

* Adherence to the agreed payment  |*® Cash Payments must start at 8:00 in
times. ‘ morming &nd rmust be finalised by
| 16:Q0. .

» Payment made to beneficiary within
one hour of joining the quaua
(between 8:00 to 16: 00).

* No person to stand in a queue for
- longer than 1 hour,

MATEETIETETEIEEEEsEaEEEEEEEman e L L L TR TP LR T (T PP T EF P FT P PRYPFITRVEPETY Ni-d¥sidvirrerrrvasaTaassansanaEnans

« SASSA staff to wear branded clothing
and name tags, to ensure that they are
visible at pay points. The minimum
‘standard being that every staff
mernber will wear a name fag.

+ Contractor staff to wear name badges
at all times,

= Pay points to only cafry SASSA
branding. ‘

. SASSA pay points to be easily
identifiable and secure,

E e o A LT ¥ AT e Dy e s e e L AT Ry - e
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F‘aypomt hielp desk
function

YT L LT mErmsamssrEszmans

" .Péybdint lacation

. e —

Paypoirit monitoring

Beneﬂmary payment
channets ‘

CCLLIELTTT L CICR R EETELLELECNERLENE

Payment and

s country during the calendar month of

reconciliation of tlme ‘
| schedules

+|= Interface between systems of .

» Effectively and efficiently address
- beneficiaries’ administrative querles at
the pay point.

................................... e E L T LR LTI AR AL IRRC LY

+ implement infrastructure strategy .

- Ensure effective and efficient " e
monitoring of payment services.

Agreement.

= Beneficiaries must have multiple - .
payment channels to access their
social grants everywhere in the

payment.
{+ All data transfers should be .
automated.
* |+ Servica Level Agreement must be .

standardised and strictly managed.

contractor and SASSA established,
strict adherence to Service Level
Agreement, give effect o penalty
clauses, monitoring system,.

PRI T A
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*

_|* Monitor compliance to Serwce Level |-

Rrels

SASSA help desk supported by

telephone and ICT facilities to be

available at every cash pay-point.

At least T SASSA staff member trained
in social assistance, regulations,
customear care, elementary first aid
and queue management must be
deployed.in each cash paypoint..

Complaints or queries received should
be resolved on the same day. Where a

" complaint or query is referred, it

should be resolved within 7 working
days from the date of receipt.

MDbI|E pay- pomt WIthln 5 km rad|u5

and 20 km distance to a fixed pay
point.

Comphance fo the agreed service
standards as spelt out in the Service
Level Agreement

Penalties to be mvoked in cases of

non-compliance as specified in the

 monthly payment reports which must

be submitted within the first week
following the payment month. Specific

" incidents with dates, times, issues and

ac:tion"taken must be spelt out.

Benet’ clanes will receive their social
grants through one or more of the

L followmg c:hannels

- Cash paypmnts

ATMs;
Merchants

.Commercial banks.

‘IOD% payments and reconciliation
within monthly time schedules.

Number of times a payment schedule
should be changed, Zero. If extremely
necessary, notice to be given to
beneficiaries 3 months prier to change
of payment schedule date,

T
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Local. office files

25
management
26 . |Eunction of Records:
Management Centre
(RMC) :

+ Al files should be batched and sent to
records management centre within
stipulated timeframe.

All files should be reconciled agamst
SocPen system to ensure files
captured and verified on Socpen are
all sent o records management
centres,

............................... MrsrrarasEsaEEsisssmensnnannnas

- Fllmg of ﬂes
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» Shelving of files

R N N RN N ENE P ERE NN PN Ry amanrarnn A

'|= Retrieval of files

..................................... A rE R R R AR A Ay ywamwmnn

+ Transfer of files

................................................. dawammmmnmnnnn

+ Archivmg of files

------------------------------------ L .

= Destruction of files

* Continuous tracking and mamtorlng of
RMC normative functions,

Frssawssmmmanan Adrrnamanar

-
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Files to progress from back office to
record management cenire within 5
days. .

Ensure 0 missing critical docurnents -
on files bafore batehing and
transporting to records management
centre. -

No files should be stored at [ocal
offices or service points.

Files 1o progress from service points to
local office for capturing daily. Files.
can be transported on a weekly basis
if personnel only return to Iocal ofﬂce
once per week, ‘

----------------- s kErEmEEEaREEAEEEEEEEREE R darrasmmEnEE Ry

A mirimum of 350 main files must be
captured on the reglstry system per
day per official.

Filing and capturing of loose
correspondence at & rate of a
minimurm of 450 foose correspondence
ttems-per official per day.

Frftumrrnsnnunan s mn s LY T

All files captured should be filed in the
box and the' boxes should be shelved
daily after quality assured.

A minimim of 8 baxes of files should
be quality assured (i.e. registry-related

. QA) per official, per day.

7(% of Loose Correspondence hoxes
captured must be quality assured (i.e,
registry-related QA)

A second quality assurance (j.e.
registry-related QA) to be done by

- Bupervisor and it should equal 30% of -

the daily work (all work done) by the
registry offmals

mann e AT Af4dusvammarmnsnsEnanana IYETILIT]

R it of 450 Fies shai be
retrieved per official per day.

LRy PR T T P T TP P T T E T ———. O

Transfer of files to other reqgions
should be a minimum of 500 files par
persan per day. This is on the specific
day when transfer of files should be
done,

Transfer of files to be done on a
ronthly basm

Booking-in ofArchlve files shou!d be a
minimum of 350 files per day per
official,

Archiving requests to be finalised
within 24 hours. Archiving should be
done on weekly basis.

Files should be destroyed on quarterly
basis. This should be in line with ‘
SAS5A policy guidelines on
destruction of files.

A rminimum of 200 files should he
prepared per day per registry official
for destructmn

No mlssmg files, regular reconciliation
between Reglstl‘y system and Socpen
should be done and all exceptions
escalated to manager immediately.
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SASSA HEAD OFFICE
SASSA HOUSE

501 Prodinsa Building

Cnr Steve Biko and
Pretorius Street

Pretoria

- Private Bag X55662
Acardia

Pretoria

0083

Tel: 312 400 2000
{Switchboard)
Website:.
WWW.sassa.gov.za

EASTERN CAPE .

1st Floor ‘
Waverley Office Park
3-33 Phillip Frame Road

Private Bag X9001
Chiselhurst

East London

5200

Tel: 043 707 6300
Fax: 043 707 6487.

. FREE STATE
African Life Building
75 St. Andrews Street
Bloemfontein

Private Bag X20553
Bloemfontein ‘
9300

Tel: 051 410 8304/5
Fax: 051 409 0862
]
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GAUTENG

28 Harrison Street
Johannesburg
2000

Private Bag X120
Marshailtown
2107 '

Tel: 011 241 8300
Fax: 011 241 8305‘

KWAZULU NATAL
1 Bank Street

- Pietermaritzburg

3201

Private Bag X 9146
Plietermaritzburg
3201

Tel: 033 846 3300
Fax: 033 846 9595

LIMPOPO
43 Landros Mare
Paolokwane

- 0699

Private Bag X8677
Polokwane :
0700

Tel: 015 291 7400

Fax: 015 291 7996

MPUMALANGA
18 Ferreira Street
Nelspruit

Private Bag X11230
Nelspruit
1200

Tel: 013 754 9380
Fax: 013 754 9501

4013/013

NORTH WEST
Master Centre’

. Industrial

Mafikeng
2735

Private Bag X44 -
Mmabatho

Tel: 018 388 0060
Fax: 066 611 9740

NORTHERN CAPE
95-87 Du Toit Span Road
Kimberley

8300

Private Bag X6011
Kimberley
8300

Tel: 053 802 4900
Fax: 053 832 5225

WESTERN CAPE
Golden Acre
Adderley Street

Cape. Town

8001

Private Bag X9189
Cape Town

8000

Tel: 021 4690200
Fax: 021 469 0260
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REPUBLIC OF SOUTH AFRICA Call: 0608 50 10 11/0800 7.131 701
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