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South Africa

Feedback of users of SASSA Service Offices

Participants Female Male

SASSA Service Office: Dr CN Phatudi Hospital (Lephepane) 339 272 67
SASSA Service Office: Gugulethu 300 206 94
SASSA Service Office: KwaMhlanga 284 224 60
SASSA Service Office: Mahube 305 199 106
SASSA Service Office: Mthatha 159 114 45
SASSA Service Office: Paarl 257 165 92
SASSA Service Office: Uitenhage 300 201 99
SASSA Service Office: Utrecht 241 156 85
South Africa 2185 1537 648

Please answer yes or no to the following questions
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Did you know before you came what documents you had to bring with you?

Female Male
1256
523
N m -
Yes No Yes No

Did the person serving you tell you their name or wear a name tag?

Female Male

942

593 1431}
217

No No

Did any official (including security) ask you for money or a favour in order to help
you?

Female Male
1514
641
23 7
Yes No Yes No

Are you aware that you can apply for a grant even if you do not have an ID book,
using alternative identification methods? (Regulation 11)
Female Male

390
1012

258

525

Yes No Yes No

How would you rate the performance of the staff in the
following areas?



What was the state of the waiting area?

Female

1193

1

Negative Neutral Positive
How well did the staff manage queues?
Female
1201

—

Negative Neutral Positive

How respectful were the staff to you?

Female

1282

1

Negative Neutral Positive

Did the staff answer your questions clearly and give you the correct information that

you needed?

Female

1260

233
1

Negative Neutral Positive

44

Male

519

1

Negative Neutral Positive

Male

524

1

Negative Neutral Positive

Male

541
1

Negative Neutral Positive

Male

539
—

Negative Neutral Positive



Were you satisfied with the service that you received?

Female

230
58

Negative Neutral Positive

Some questions about you

How old are you?

Female

Under 25 years old
26 - 40 years old
41 - 60 years old

Older than 60 years

218

580

Male

555

20 73
1

Negative Neutral Positive

Male

Under 25 years old
26 - 40 years old

41 - 60 years old

Older than 60 years 190



What kind of grant/s do you receive - or are you applying for?

Female

State Old Age Grant

Disability Grant

Child-Support Grant

Foster Child Grant

Care Dependency
Grant

War-Veteran's Grant

Social Relief of
Distress

Grant in aid

352

248

807

102

13

13

11

Male

State Old Age Grant

Disability Grant

Child-Support Grant

Foster Child Grant

Care Dependency
Grant

War-Veteran's Grant

Social Relief of
Distress

Grant in aid

16

I
(<2}

264

268



What kind of service did you come here for?

Female

Apply for a new grant

Sort out a problem
with an existing grant

Get a 'proof of life'
certificate

Appeal against a
previous decision not
to pay you a grant

Enquire about
deductions from your
grant or short
payments

General enquiry or get

722

Male

Apply for a new grant

Sort out a problem
with an existing grant

Get a 'proof of life'
certificate

Appeal against a
previous decision not
to pay you a grant

Enquire about
deductions from your
grant or short
payments

General enquiry or get

294

information about 26 information about
grants grants
Complain about bad Complain about bad
service that you 5 service that you
received received

Other (please specify) 98 Other (please specify) 34

What was the total amount you had to pay for transport to the service office?

Female Male

Nothing 138 Nothing

Less than R10 Less than R10

R11 - R25 671 R11 - R25 263
R26 - R50 573 R26 - R50 247
R51 - R75 R51 - R75

More than R75 16 More than R75 7



How long did you wait in the queue before you were attended to?

Female Male

Less than 30 minutes 237 Less than 30 minutes

30 minutes - 1 hour 508 30 minutes - 1 hour
1 -2 hours 1 -2 hours
2 -4 hours 2 -4 hours 108
4 - 6 hours 155 4 -6 hours
More than 6 hours 30 More than 6 hours 12

How many times have you come to this office for the same issue - because it was not

resolved the first time?

Female Male

This is my 1st visit for o) This is my 1st visit for

this issue this issue

This is my 2nd visit for 507 This is my 2nd visit for

this same issue this same issue

This is my 3rd or more This is my 3rd or more
visit for this same 106 visit for this same 55

Do you think that this service office will learn from this survey and improve their
services?

Female Male

506
1125

346 124

Yes No Maybe Yes No Maybe

266

352
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