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1.	 STATEMENT OF RESPONSIBILITY FOR PERFORMANCE INFORMATION

Statement of responsibility for performance information for the year ended 31 March 
2013

The Accounting Officer is responsible for the preparation of the GPAA’s performance 

information and for the judgments made in this information.

The Accounting Officer is responsible for establishing and implementing a system of internal 

controls designed to provide reasonable assurance as to the integrity and reliability of 

performance information.

In my opinion, this annual report fairly reflects the performance information of the GPAA for 

the financial year ended 31 March 2013.

Goolam Aboobaker      Acting Accounting Officer
Date: 31 August 2013
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2.   AUDITOR-GENERAL’S REPORT:    
      PREDETERMINED OBJECTIVES

The Auditor-General of South Africa (AGSA) 

currently performs the necessary audit 

procedures on the performance information  

to provide reasonable assurance in the form  

of an audit conclusion. The audit conclusion on the 

performance against predetermined objectives 

is included in the report to management, with 

material findings being reported under the 

predetermined objectives heading in the Report 

on other legal and regulatory requirements section 

of the auditor’s report.

Refer to page 157 of the Report of the Auditor-

General, published as Part E: Financial information.

3.    OVERVIEW OF DEPARTMENTAL 
       PERFORMANCE

3.1. SERVICE DELIVERY ENVIRONMENT

The core business of the GPAA is to administer 

benefits on behalf of its primary clients, namely 

GEPF and National Treasury’s Programme 7. The 

focus of organisational performance management 

is thus on the speed and accuracy of benefits paid, 

along with the quality of the client experience.

For the period under review the administration 

systems and processes were still primarily 

manual. The primary processes, such as member 

and employer department interactions, as well 

as claim tracking, are still not automated as the 

modernisation roadmap of 2012-2013 did not 

deliver the planned 30% automation of the benefit 

payment value chain. Pockets of optimisation 

across this value chain, under the banner of 

quick wins, were however implemented during 

2012/2013. In the next two years (2013-2015), 

the GPAA will modernise its systems and improve 

its capability and accessibility.

The subsequent section will cover progress made 

by the GPAA in implementing the set key service 

delivery targets.

   3.1.1. Benefit payments

Though the administration systems and processes 

are still primarily manual, the GPAA managed 

to fulfil its mandate of paying benefits to the 

beneficiaries of the schemes under administration. 

The number of beneficiaries paid for the period 

under review across all schemes, as shown in 

the table alongside, indicates the concerted effort 

made by the organisation to meet the Service 

Level Agreements (SLAs) in place with GEPF and 

National Treasury’s Programme 7.
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Indicator/service offering 2012/2013 2011/2012 2010/2011

Number of beneficiaries paid due to 
withdrawal from GEPF 

54,607 61,174 54,830

Number of beneficiaries paid funeral 
benefits

18,417 17,260 16,785

Number of beneficiaries receiving 
Post-retirement Medical Benefits

78,170 79,000 74,728 

Number of beneficiaries receiving 
Military Pensions

5,636 5,274 5,685 

Number of beneficiaries receiving 
Injury on Duty (IOD) payments

13,852 11,094 10,252

 
Table 2 - Number of benefit payments 

Benefit payment turnaround time

To meet the GEPF and National Treasury SLAs, the GPAA has set out minimum turnaround times to  

pay the scheme benefits to the beneficiaries upon receipt of duly completed documents. The GPAA’s 

performance against these targets requires improvement. 

                                                                                         Target (in days) Actual number of days

GEPF – withdrawal from the Fund 60 52

Funeral benefits 4.6 5.8

Medical benefit administration 60 60

Injury on Duty 60 60

Military Pensions 60 60
 

Table 3 - Benefit payment turnaround times
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3.1.2. Active member and pensioner customer experience

Channel operations and query management 

The GPAA’s channel operations and query management capability is indispensable to realise customer 

satisfaction. In 2012/2013, the GPAA introduced a new service channel called Mobile Offices. The roll-out 

of Mobile Offices was born out of the desire to reach out to members, pensioners and beneficiaries who  

live in remote areas and thus cannot easily reach the established regional and satellite offices. The 

Mobile Offices provide a full range of services offered by the GPAA in areas that are far from the 

current regional offices footprint. The Mobile Offices routes were determined by a GIS study indicating 

the highest concentration of clients and potential beneficiaries of GEPF and National Treasury’s 

Programme 7. During the period under review, 58 locations were visited, assisting an average of 

60 to 90 walk-in visitors per day. Mobile Offices improved the GPAA‘s accessibility in the rural and 

marginalised areas. This is in line with the GPAA’s objective of servicing members in their local areas. 

During the year under review, the GPAA’s Call Centre witnessed an increased volume of calls,with the 

total exceeding the one million mark. The increased volume of calls is attributed to the beneficiaries’ 

improved awareness of GEPF and National Treasury’s Programme 7 product offerings and the 

unavailability of an automated or self-service claim status tracking system.The increased call volumes 

exceeded the current Call Centre capacity, resulting in a service level of 23% below the target of 90%.

Channels 2012/2013 2011/2012 2010/2011

Channels 2012/2013 2011/2012 2010/2011

Call Centre: number of incoming 
calls

1,029,947 968,216 848,146

Call Centre: service level 
percentage 

77% 79% 90%

Walk-in Centres: number of 
interactions  

287,153 308,603 211,516

Mobile Offices: number of 
interactions  

39,027 n/a n/a 

Table 4 - Channel operations
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In 2012/2013 the GPAA introduced a proactive 

process of contacting prospective retirees in 

order to promote the desired service level of 

paying retirement benefits within 30 days of 

their exit date. This Retiring Member Campaign 

(RMC) has identified active members close 

to retirement age and informs them of the 

processes and procedures needed to access 

their pension benefits timeously. Through 

education and communication, many errors and 

issues are resolved before the member retires, 

thus making the exit process quicker and simpler. 

The roll-out of this campaign has increased the 

proportion of timeous and accurate submission 

of retirement exits. Along with this, the “too early 

to pay” category was introduced to accommodate 

retirement forms that are sent to the GPAA prior 

to the member’s exit date.

Issuing of benefit statements

For the first time in the history of the GPAA, active 

members of GEPF were issued with benefit 

statements outlining the benefits they are eligible 

for in the event that they exit the Fund. A total 

of 969,295 benefit statements were issued. The 

issuing of such statements helped to improve 

communication between active members and 

the GPAA and was well received by members. 

Newsletters

Printed newsletters are another way in which the 

GPAA communicates with and educates GEPF 

members and pensioners. Using this channel, 

the GPAA helps to keep GEPF’s stakeholders 

informed about changes in the Fund, as well as 

  3.1.3. Member education and   communication

Awareness and empowerment campaigns 

Member, pensioner and beneficiary education 

and empowerment remains the GPAA’s priority. 

The organisation’s conventional and non-

conventional outreach programmes are thus a 

crucial input to educate all stakeholders about the 

various product offerings. Numerous campaigns 

were undertaken in the 2012/2013 financial year, 

including:

•	 86 member induction sessions for new 

employees, and

•	 538 member information sessions.

 Roadshows 

The community roadshow has emerged as 

the flagship initiative under this banner due to 

the enthusiasm and interest these generate 

among members and pensioners. To this 

end, 15 roadshows were undertaken in five 

provinces during 2012/2013. Roadshows are 

significant as they promote communication with 

stakeholders and afford members, pensioners 

and beneficiaries the opportunity to provide 

feedback on policy and administrative matters. 

Pre-retirement education

During the year under review, 453 pre-retirement 

and information sessions were conducted by 

the Client Liaison Officers (CLOs) throughout 

the country. These sessions are intended to 

empower retirees and to reduce the turnaround 

time of retirement payments.
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time (TaT, received to paid) for cases submitted 

via eChannel is 16,5 days, compared to the TaT 

of 65 days for manual cases. The automation 

of this primary interface has alleviated a host of 

administrative pitfalls for participating employers.

Employer Human Resources Forums

The GPAA holds provincial Human Resources 

Forums in a bid to promote mutually beneficial 

relationships between itself and the human 

resources practitioners working in the employer 

departments. To this end, 53 meetings were held 

during the year under review. In addition, pension 

presentations were made to nine Provincial Heads 

of Department (HOD) meetings.

3.2.	 ADMINISTRATION CHALLENGES

The timely payment of funeral benefits remains 

a challenge within the organisation. This specific 

function has been put under scrutiny to ensure 

that these benefits are paid within 48 hours as is 

required by GEPF’s rules.

Unclaimed benefits have also been an area 

of concern during the year under review and 

concerted efforts, including initiatives aimed 

at eliminating such, have been put in place. To 

date, the amount of unclaimed benefits has 

been reduced by 4% from a baseline of over  

R500 million. This amount will be further reduced 

when the organisation’s tracking and tracing 

capability is enhanced by engaging a suitably 

qualified service provider during the next financial 

year. 

providing information on investments, policies and 

performance. During 2012/2013, six newsletters 

were distributed, as well as informative 

Frequently Asked Questions pamphlets for both 

the benefit statement and the yearly pension 

increase letters sent to pensioners. 

Improved interface with employer 
departments 

Considerable effort in 2012/2013 was directed 

at creating strategic partnerships with employer 

departments. An average of 81% of employer 

departments was thus serviced locally. The 

deployment of Client Liaison Officers (CLOs) 

and Client Service Agents (CSAs) at employer 

departments has contributed immensely towards 

ensuring that the officials responsible for pension 

affairs are well versed in the bouquet of employee 

benefits provided by the GPAA on behalf of 

GEPF and National Treasury’s Programme 7. 

Departments also receive timely feedback on 

cases and are coached on the administrative 

pitfalls, such as incorrectly completed forms, 

errors, candidate members and S-cases, that 

lead to delays in the payment of benefits.     

eChannel 

The current mode of interaction with employer 

departments is primarily manual. In 2012/2013 

the GPAA deployed an online capability called 

eChannel - or GEPF Online - to enable electronic 

claim submissions. During the period under 

review 27 employer departments were signed 

on to this system, exceeding the annual target 

of 15 departments. The average turnaround 
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An employee satisfaction survey conducted amongst the GPAA’s staff showed that both the separation 

of the administration and the Fund and modernisation have raised some anxieties and concerns among 

staff. The employees have been assured by the Minister that they will not be retrenched but will, rather, 

be retrained as part of the Modernisation Programme. The finalisation of the new organisational structure 

and the final and permanent placement of employees should cause the current situation to improve.

Problem/challenge Remedial  actions 

•	 Non-compliance to the GPAA’s regulations by 
some employer departments leads to delays in 
the finalisation and payment of benefits

•	 Engaging with the Department of Public Service 
Administration (DPSA) to encourage higher levels 
of compliance.

•	 Step up education and training initiatives to 
empower human resources practitioners within 
the employer departments with the necessary 
knowledge and understanding of the GPAA’s 
processes and procedures.

•	 Rolling out of the eChannel system to all employer 
departments, thus allowing for the electronic 
submission of exit documents.

•	 Absence of legislation to enforce compliance •	 Establishing Practice Notes to assist with employer 
department compliance.

•	 Call Centre not fully effective due to a lack of 
properly functioning technology

•	 Call Centre optimisation needs to be prioritised by 
the Modernisation Programme.

•	 Unclaimed benefits   •	 Education and outreach.
•	 Engaging a suitably qualified service provider to 

assist with tracking and tracing of beneficiaries.

•	 ICT infrastructure •	 Modernisation of systems and processes.
•	 Updating of ageing technology framework.
•	 Ensuring that the technology deployed is fit for use 

and fit for purpose.

Table 5 - Administration challenges

on a transformational journey in 2011, namely 

the Modernisation Programme. The programme 

is intended to elevate the GPAA’s operational 

effectiveness and efficiency, stakeholder 

management and governance. It is the vehicle 

that is being used to execute the organisation’s 

transformation roadmap. The SDIP will transform 

3.3.    MODERNISATION – THE GPAA’S 
          SERVICE DELIVERY IMPROVEMENT           
          PROGRAMME 	(SDIP)

The GPAA’s vision is to be the leading and 

preferred fund benefits administrator. To ground 

this vision into reality, the organisation embarked 
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eChannel

The automation of the employer interface was 

realised with the deployment of the eChannel 

(GEPF Online) functionality. A total of 27 employer 

departments were signed on, exceeding the 

annual target of 15. The average turnaround time 

(TaT, received to paid) for cases submitted via 

eChannel is 16,5 days, compared to the manual 

cases TaT of 65 days. 

Mobile Offices

The Mobile Offices outreach project has improved  
GEPF’s   manual cases TaT of 65 days. Some 

58 locations were visited across eight provinces 

during the period under review.

Retirement Member Campaign (RMC)

The roll-out of Modernisation’s Retirement 

Member Campaign has increased the proportion 

of timeous and accurate submissions of retirement 

exits. The “too early to pay” reporting category was 

introduced to accommodate retirement forms that 

are sent to the GPAA prior to the exit date.

The following projects will be rolled over to the 

2013/2014 roadmap:

•	 Organisational design

As the GPAA is improving its systems and 

processes to enable it to be an effective and 

efficient benefits administrator, it is equally 

important for the organisation to improve its 

core skills and human capability to deliver 

professional administration services. During the 

the GPAA into a service-oriented entity in line 

with the expectations of its internal and external 

stakeholders.

The first year (2011/2012) was dedicated to 

the definition of a long-term modernisation 

strategy and the development of a competent 

modernisation delivery capability to support the 

GPAA’s turnaround strategy.

Modernisation achievements for 2012/2013

The four critical projects required to implement 

a technology foundation to enable an integrated 

automated pensions administration platform and 

an upgraded Call Centre as per the 2012/2013 

modernisation roadmap were not realised as of 

31 March 2013. These projects are:

1.	 Information   and Technical Architecture 

Design and Implementation 

2.	 Appointment of a vendor to provide a 

modernised administration platform based 

on the outcome of  the Technical Architecture

3.	 Management Information System Foundation

4.	 Data clean-up (includes data sanitisation)

The lack of finalisation has primarily been due to 

the delay in approving key tenders, specifically 

the Technical Architecture Design (TAD), 

Business Process Management (BPM) and 

Human Capital Management (HCM) tenders. 

The notable achievements for the year under 

review are the implementation of eChannel, 

Mobile Offices and the Retirement Member 

Campaign (RMC). 
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3.4.    ORGANISATIONAL ENVIRONMENT

The GPAA performs its functions within the 

context of an ever-changing industry. As an 

organisation it therefore needs to re-evaluate 

itself constantly, necessitating a full-scale review 

of its business model.

During the year under review, it became 

imperative for the organisation to develop and 

implement a strategic model that takes into 

account the need for organisational resilience in 

a marketplace that has various alternatives for 

the kind of services that the GPAA offers.

 
3.4.1.   Dependence on two customers

The business of the GPAA is virtually defined 

as administering two funds, the Government 

Employees Pension Fund (GEPF), from which 

93% of its budget is derived, and National 

Treasury’s Programme 7, from whence the 

remaining 7% is derived. The life of the business 

is thus governed by contractual arrangements, or 

Service Level Agreements (SLAs) which expire 

on 31 March 2015. The content of the two SLAs 

is thus subject to change.

3.5.	 KEY POLICY DEVELOPMENTS AND 
	 LEGISLATIVE CHANGES

GEPF’s Board of Trustees amended the 

Government Employees Pension Law (GEP 

Law), and the attendant rules, to improve benefits 

for members and pensioners. The law and rule 

amendments took effect from 1 April 2012 and 

are outlined below.

year under review, the organisation developed an 

organisational structure that is aligned to the new 

operating model and modernisation principles.

The proposed structure was subjected to a rigorous 

consultative process by the staff and Organised 

Labour. It is envisaged that the organisational 

structure will be tabled for approval in June 2013.

•	 Client Liaison Officer (CLO) optimisation

Client Liaison Officer (CLO) optimisation was 

started during 2012/2013 in order to consolidate 

and streamline the functions of the CLOs to 

support the objective of building mutually beneficial 

relationships with employer communities. A 

capacity modelling exercise was done, taking 

the employer departments into consideration, to 

ensure equitable distribution of CLOs.

•	 Operational Management training

The initiative is intended to help operational 

managers and teams to deliver meaningful 

results and improve overall performance.

In 2013-2015 the GPAA will focus on the provision 

of appropriate processes and systems that: 

	

•	 Allow flexibility, customisation and 

continuous development, 

•	 Allow full integration with workflow, 

•	 Allow real-time processing and online 

functionality, 

•	 Fully integrate with financial and third-party 

systems, 

•	 Produce reports and audit trails, 

•	 Allow for automated communication to 

stakeholders, and

•	 Eliminate administrative obstacles.
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3.5.1. Introducing the clean-break principle

The GEP Law was amended to introduce the 

clean-break principle in the case of divorce or 

dissolution of a customary marriage. 

The clean-break principle implies that the non-

member former spouse can receive their share 

of the pension interest shortly after the GPAA 

receives the divorce decree. Before this principle 

was introduced, a divorce payment due to the 

non-member former spouse of a GEPF member 

was only paid when the member exited the Fund. 

With the clean-break amendment to the GEP 

Law and related changes to GEPF’s rules, 

former spouses no longer have to wait to receive 

their portion of the pension interest if certain 

requirements are adequately met. 

3.5.2. 	 All GEPF pensioners are eligible for 	
	 funeral benefits 

Until recently, GEPF’s rules only allowed 

pensioners who became entitled to a pension 

on or after 1 December 2002 to claim funeral 

benefits. The new rule extends funeral benefits 

to all GEPF pensioners, provided they were still 

pensioners on 1 April 2012.

3.5.3. 	 Orphan’s pension benefit extended 

Previously, GEPF’s rules only allowed an orphan’s 

pension to be paid to an orphan of a deceased 

person who had become a pensioner on or after 

1 December 2002. The new rule extends the 

payment to an orphan of any GEPF pensioner, 

provided the pensioner was still a pensioner on 

1 April 2012. 

3.5.4. Resignation benefit improved 

Prior to implementation of the amendments, 

when GEPF members resigned from the Fund 

they could either elect to take a cash resignation 

benefit or to transfer to an approved retirement 

fund. In order to encourage the practice of saving 

for the future, the actuarial interest calculation (the 

amount that would be transferred) was greater 

than the cash benefit. With the new rule, all GEPF 

members are entitled to a resignation benefit that 

is the higher of either the cash resignation benefit 

or the member’s actuarial interest, whether or 

not the member chooses to transfer or to take 

the benefit in cash. This amendment applies 

to members leaving the Fund as a result of 

resignation or discharge on or after 1 April 2012.

4. STRATEGIC OUTCOME-ORIENTED GOALS

After careful consideration of the Minister’s 

Contract, our environment, different analysis 

methods and the outcomes of the SARS 

current state report of 2010, together with the 

modernisation strategy, the following five strategic 

goals were formulated:

1.	 Satisfied customers and clients; 

2.	 Modernised, efficient administration; 

3.	 Mutually beneficial relationships with 

stakeholders; 

4.	 Satisfied, efficient and effective employees; 

and 

5.	 Mutually beneficial partnerships with employer 

communities. 
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4.1. STRATEGIC OBJECTIVES 

The GPAA thus has five strategic objectives as 

outlined below:

Objective 1 

To increase the level of customer and client 

satisfaction through operational excellence via: 

a.	 Timeous and accurate payments of benefits;

b.	 Reduction of backlogs; 

c.	 Improvement of customer service experience; 

and 

d.	 GPAA modernised capability (operating) and 

funding models. 

Objective 2 

To have efficient corporate governance and 

financial management frameworks through: 

a.	 An unmodified external audit opinion with no 

matters of emphasis; 

b.	 Addressed internal audit findings; 

c.	 Sound financial management and controls; 

d.	 Enterprise-wide risk management (including 

fraud and corruption and Business Continuity 

management); 

e.	 Compliance to stakeholder SLAs; and 

f.	 Institutionalised key account management. 

Objective 3 

To enhance service delivery through enabling 

technology and well-documented processes 

through: 

a.	 Efficient and managed processes; 

b.	 Deployment of applicable technology to 

automate processes; and

c.	 Institutionalised business improvement 

capability. 

Objective 4 

To develop core skills and human capabilities to 

achieve professional and efficient administration 

services through: 

a.	 An efficient organisational structure; 

b.	 Human capabilities delivering professional 

and effective administration; 

c.	 Enhanced wellness programmes; and 

d.	 An appropriate reward and recognition 

system. 

Objective 5 

To enhance mutually beneficial partnerships with 

employer communities through: 

a.	 Compliance on the part of employer 

departments with pension and other benefit-

related processes; 

b.	 Concluded and managed formalised 

agreements; and 

c.	 Joint member awareness and empowerment 

programmes. 

4.1.1. Organisational response to strategic 
goals and objectives 

All Programmes contribute to the fulfilment of 

the GPAA’s strategic objectives by ensuring 

improved performance against set targets. In 

this regard, the efforts of the organisation’s 
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programmes have, in the year under review, 

been geared towards: 

•	 The reduction of backlogs; 

•	 The improvement of services offered to 

customers and stakeholders (focusing on 

the improvement of response and resolution 

times); and 

•	 The improvement of institutional governance 

within the organisation.

In addition, the Programmes undertake proactive 

fraud prevention and risk management. 

 

5.	 PERFORMANCE INFORMATION BY 	
	 PROGRAMME

Operations 

The GPAA’s Operations Unit manages three of 

the four GPAA Programmes, namely:

•	 Programme 1:  

Civil and Military Pensions, contributions to 

funds and other benefits

•	 Programme 2:  

Employee Benefits – Government 

Employees Pension Fund (GEPF)

•	 Programme 3:  

Customer Relationship Management (CRM)

Operations thus manages member admission, 

contribution collection, member maintenance 

and exit payments. These key processes ensure 

the accurate and timely payment of benefits to 

members and beneficiaries and high-quality, 

responsive client services. In order to meet client 

expectations, GPAA operates through a network 

of Regional Offices in all provinces, including 

Regional and Satellite Office networks.

Operations has the following measurable 

objectives:

•	 To ensure accurate and timely benefit 

payments to members and beneficiaries.

•	 To provide high-quality, responsive client 

services.
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 5.1	 CORPORATE ACHIEVEMENTS ON KEY INDICATORS AND TARGET 
 

Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for 
variance

Objective 1
To increase 

the level 

of client 

satisfaction 

through 

operational 

excellence

1.	 % of benefits paid 

accurately

Zero - new 

measure

Developing 

a measuring 

methodology for the 

accurate tracking of 

the benefits paid 

Methodology 

documented 

and a pilot was 

conducted on the 

methodology

Achieved.

2.	 % of benefits paid on 

time

78% of 

benefits paid 

within 60 

days

80% of benefits 

paid within 60 days 

of receipt at the 

GPAA 

An average of 

78% of benefits 

were paid in 60 

days

The annual target 

was missed by 2% 

due to constraints 

in appointing new 

staff and in the 

implementation 

of new Standard 

Operating 

Procedures (SOPs) 

to improve controls.

3.	  % reduction of 

backlog (more than 

60 days) baseline

Backlog  

reduced 

by 66% of 

previous 

baseline

Reducing backlogs 

to 50% of baseline 

(128) 

Closed with 511 

cases older than 

60 days

The backlog grew 

due to increased 

controls introduced, 

which resulted in a 

longer turnaround 

time for processing 

claims.

4.	 % of cases in the 

unclaimed account 

successfully traced 

and paid

Zero - new 

measure

Building the 

capability for 

tracing cases in the 

unclaimed account 

Internal tracking 

mechanisms 

were 

implemented 

and unclaimed 

benefits were 

reduced by 18%

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for 
variance

Objective 2
To have 

an efficient 

corporate 

governance 

and financial 

management 

framework

5.	% Call Centre service 

level

91% service 

level

90% Call Centre 

service levels 

maintained

77% service level System availability 

and reliability 

remains a problem. 

The increase in 

turnaround time 

to process claims 

contributed to more 

frequent calls.

Reliant on feedback 

from other units.

6.	% Queries, 

Complaints and 

Requests (QCRs) 

responded to within 

two days

67% in more 

than two 

days

Responding to 80% 

of QCRs within two 

days

An average of 

63% responded 

to within two 

days

The manual QCR 

system has created 

challenges which led 

to non-achievement 

of targets. The GPAA 

has put systems in 

place to respond to 

queries within two 

days; these include 

dedicated back 

offices and officials 

to deal with these 

issues.

7.	% of QCRs resolved 

within seven days

67% in more 

than seven 

days

70% of QCRs 

resolved within 

seven days

An average of 

94% resolved 

within seven 

days

The GPAA has put 

systems in place 

to resolve queries 

within seven days; 

these include 

dedicated back 

office and officials 

to deal with these 

issues.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for 
variance

8.	Customer Satisfaction 

Index (CSI) Survey

Zero - new 

measure

Developing 

measuring 

methodology for 

the Customer 

Satisfaction Index 

(CSI) Survey 

Method 

developed and 

CSI of 64% 

achieved

The GPAA 

prioritised Batho 
Pele principles 

and has been 

very rigorous 

in its customer 

satisfaction 

initiatives.

9.	Defined operating and 

funding models

Zero - new 

measure 

Developing criteria 

for the operating 

and funding models

New 

organisational 

structure defined, 

documented and 

socialised

Benchmarking 

has been 

conducted on 

funding models

The GPAA is 

defining its 

operating and 

funding models in 

consultation with all 

stakeholders and 

this requires time.

Objective 3
To enhance 

service 

delivery 

through 

enabling 

technology 

and well-

documented 

processes

10.	Year-on-year 

reduction of 

significant matters 

of emphasis

Unmodified 

audit rating

An unmodified 

external audit rating 

(100% of significant 

audit findings 

resolved)

58% of significant 

audit findings 

resolved i.e. 

11 have been 

resolved, five are 

in progress or 

partially resolved 

and three 

have not been 

resolved

The GPAA 

management did 

not implement the 

Auditor-General’s 

recommendations 

as the current 

controls in place are 

in line with National 

Treasury Practice 

Notes.

To be implemented 

in the 2015/2016 

financial year.

The performance 

management 

system is being 

reviewed to ensure 

compliance. 
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for 
variance

11.	 Year-on-year 

reduction of internal 

audit findings

Internal 

audit matters 

addressed

Addressing of 
internal audit 
matters (85% 
resolution of 
internal audit 
findings) 

86% resolution 

of internal audit 

findings

Internal Audit 

has indicated 

that internal audit 

findings are followed 

up at least a year 

after the audit. 

Therefore this 

measure is not 

applicable.

12.	% budget variance 17% variance Percentage budget 
variance

26% variance The major causes 

of the high budget 

variance were 

the moratorium 

on the filling of 

vacant positions, 

the decision to put 

maintenance of the 

Head Office building 

and parking on hold, 

and delays within 

the Modernisation 

Programme.

13.	% of risks mitigated 73% of 

top risks 

mitigated

Percentage risk 
mitigation: 60% of 
top risks mitigated

55% of the action 

plan implemented

34% partly 

implemented 

11% not 

implemented

The moratorium 

on the filling of 

positions as a result 

of restructuring led 

to lack of capacity in 

this area.

New action plans 

and emerging 

risks which were 

identified throughout 

the year contributed 

to the non-

achievement of the 

target.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for 
variance

14.	Year-on-year 

reduction of fraud 

cases

40% 

reduction

Percentage 
reduction of open 
fraud cases: 50% 
reduction

30% of cases 

reduced

Decline in 

manpower impacted 

on the non-

achievement of the 

target.

 

Advertising and 

filling of the 

positions is in 

progress.

15.	Extent of Business 

Continuity Plan 

implementation

Interim 

Business 

Continuity 

Plan

Business Continuity 
Plan implemented 
and exercised

Business 

Continuity Plan 

Implemented:

Two Disaster 

Recovery site 

exercises were 

conducted and 

two Business 

Continuity 

desktop 

exercises were 

conducted

Achieved.

Objective 4
To develop 

core skills 

and human 

capabilities 

to deliver 

professional 

and efficient 

administration 

services

16.  Number of 

implemented 

training and 

development 

initiatives

Zero - new 

measure

Developing the 
Skills Plan

Workplace Skills 

Plan developed 

and submitted 

to the relevant 

Public Sector 

Education and 

Training Authority 

(PSETA) by 30 

June 2012

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for 
variance

17. Targeted training 

programmes

An average 

of 2.5 days 

of  targeted 

training per 

employee

Implementing 
two development 
programmes

More than two 

development 

programmes 

implemented:

•	 171 

employees 

trained in 

OMS,

•	 90% 

compliance 

to the 

Bursary 

Policy, and

•	 80% 

compliance 

to the 

Workplace 

Skills Plan

Achieved.

Training needs 

are identified 

and provided as 

per performance 

agreements. 

An OMS training 

programme 

was introduced 

to improve 

performance.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for 
variance

18. % Wellness Index 

rating  

Employee 

Satisfaction 

Survey rating 

of 89%

Wellness Index 
rating

74% Wellness 

Index rating  

The Wellness 

Index rating was 

compiled through 

a survey and 

an employee 

satisfaction rating 

of 46% was 

obtained:

a) 100% of 

managers 

received sick 

leave reports,

b) 77% of 

employees 

attended 

wellness 

sessions,

c) 100% of first 

aiders and 20% 

of fire fighters 

were trained, and

d) 20% of 

wellness status 

reports were 

submitted to 

management

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for 
variance

19. % level of 

compliance to 

the Performance 

Management Plan

Zero - new 

measure

Level of compliance 
to the Performance 
Management Plan

Evaluations: 

52% compliance 

for evaluations 

submitted by due 

date (31 May 

2012)

0% compliance 

for payment of 

incentives by 30 

June 2012

100% of all 

evaluation 

incentives paid 

and implemented 

after approval by 

CEO

Agreements:

An overall 

average 

compliance 

rate of 45% for 

agreements by 

the due date (31 

May 2012)

94% submitted to 

date

The performance 

management 

system has 

challenges and 

measures have 

been put in place to 

improve it.

Objective 5
To enhance 

mutually 

beneficial 

partnerships 

with employer 

communities

20. % of employer 

department staff 

trained

CLO 

employer 

training 

Employer 
department training 
by CLOs

31%: 332 

employer 

sessions 

presented for 

3,123 HR officials 

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for 
variance

21. Number of 

formalised 

agreements to 

support Benefit 

Process Automation 

Zero - new 

measure

Development 
of employer 
department 
Practice Notes

Practice Notes 

not in place. 

There has been 

interaction 

between the 

DPSA and the 

GPAA to enforce 

compliance on 

this matter

The consultative 

process is 

ongoing with 

relevant employer 

departments to 

support Benefit 

Process Automation.

22. Number of  

member  awareness  

and  empowerment 

initiatives

More than 

three 

initiatives

More than three 
member awareness 
and empowerment 

initiatives 

More than 

three  member 

awareness and 

empowerment 

initiatives were 

held: 

•	 15 roadshows 

in  five 

provinces,

•	 Four 

exhibitions,

•	 58 locations 

were visited by 

Mobile Offices, 

assisting an 

average of 60 

to 90 walk-in 

visitors per 

day,

•	 53 HR 

Forums were 

conducted, and

•	 Nine HOD 

meetings were 

held

The GPAA has 

accelerated 

outreach 

programmes 

in line with the 

Modernisation 

principles.

Table 6 - Corporate archievements on key indicators and target
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5.2. Programme 1: Civil and Military Pensions, contributions to funds and other benefits 

Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 1
To increase the 
level of client 
satisfaction 
through 
operational 
excellence

1. % of benefits 

paid accurately 

(audited)

Error cases 
reduced by 81%

Develop 
measuring 
methodology

98.8% of benefits 
were accurately 
paid 

Although the annual target 
was to develop the measuring 
methodology, the Programme 
was already using Excel 
spread sheets and samples 
from Civpen to measure this.

2. % of benefits 

paid on time

96% of target 
achieved

80% of benefits 
paid within 60 
days of receipt 
at the GPAA

95.4% of benefits 
paid accurately

The target was exceeded due 
to additional resources in the 
Military Pensions Unit and 
payment efficiencies in the 
Medical section.

3. % reduction 

of backlogs 

(more than 60 

days) baseline

Backlogs 
reduced by 
95% of previous 
baseline

Reduce 
backlogs 
to 50% of 
baseline

Reduced to 22% Achieved.

4. % of QCRs 

responded 

to within two 

days

67% in more 
than two days

80% responded 
to within two 
days

100% responded  
to in two days

Establishment of a dedicated 
office and resources to deal 
with queries.

5. % of QCRs 

resolved within 

seven days

67% in more 
than seven days

70% resolved 
within seven 
days

83.2% resolved 
within seven 
days

The target was achieved due 
to dedicated staff allocated to 
this function.

6. Customer 

Satisfaction 

Index (CSI) 

Survey

Zero - new 
measure

Develop 
measuring 
methodology

Method 
developed and a 
CSI of 64% was 
achieved

The GPAA prioritised the 
Batho Pele principles and 
has been very rigorous in 
its customer satisfaction 
initiatives.

7. Defined 

operating 

and funding 

models

Zero - new 
measure

Criteria for 
operating and 
funding models 
defined

•	 New 
organisational 
structure 
defined, 
documented 
and socialised, 
and

•	 Benchmarking 
has been 
conducted on 
funding models

The GPAA is defining its 
operating and funding 
models in consultation with 
all stakeholders and this 
requires time.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 2
To have 
an efficient 
corporate 
governance 
and financial 
management 
framework

8. Year-on-year 

reduction of 

significant 

matters of 

emphasis

Unmodified 
audit rating

100% of 
significant 
audit findings 
resolved by 
specified date

No significant 
audit findings 
were reported by 
external auditors

Achieved.

9. Year-on-year 

reduction of 

internal audit 

findings

Internal 
audit matters 
addressed

85% resolution 
of internal audit 
findings

90% The target was exceeded 
due to the ongoing focus 
on resolving functions that 
were in the control of the 
Programme. The outstanding 
findings are due to third-party 
delays.

10. % budget    

variance

17% variance Approximately 
2% budget 
variance

 -4% variance Savings were due to 
the migration of Pre-92 
pensioners from Medihelp to 
GEMS and non-expenditure 
by SOMA, the service 
provider.

11. % of risks 

mitigated

73% of top risks 
mitigated

60% of top 
risks mitigated

57% risks 
mitigated

The target was not achieved 
but changes in the new 
financial year will further 
address risks.

12. Year-on-year 

reduction of 

fraud cases

40% reduction 50% reduction 
of open cases 

No fraud cases 
reported

The Programme had no 
detected fraud cases during 
the financial year.

13. % compliance 

to National 

Treasury SLA 

performance 

requirements

95% compliance 95% 
compliance

95% compliance Achieved due to consistent 
feedback and engagement 
between the two partners.

14. Number of 

hours taken 

to respond to 

stakeholder 

complaints

Less than two 
working days

Two hours 
taken to 
respond

An average 
of 86% of 
automated 
responses 
forwarded to 
clients within two 
hours

The majority of responses 
were provided within two 
hours.

15. Number 
of working 
days taken 
to resolve 
stakeholder 
complaints

Less than seven 
working days 

Five working 
days

86% of 
complaints 
resolved in five 
working days

The majority of complaints 
were resolved within five 
working days.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 3
To enhance 
service delivery 
through 
enabling 
technology 
and well-
documented 
processes

16. % of mapped 
core business 
processes

Modernisation 
Programme 
initiated

60% of core 
business 
processes 
mapped

100% of 
Standard 
Operating 
Procedures 
(SOPs) done for 
the Programme

All the SOPs for the 
Programme were finalised; 
however core processes are 
not yet mapped.

17. % of core 
processes 
automated

Modernisation 
Programme 
initiated

30% of core 
processes 
automated

9% automated Accruals and liabilities were 
automated but the rest 
remains to be completed. 

18. Capability 
index

Modernisation 
Programme 
initiated

Determine  
capability 
index rating 
methodology

Embedded in the 
Modernisation 
Programme, the 
index will be fully 
determined in 
the next financial 
year

Plans are ready for 
full implementation of 
Modernisation, which will 
determine the capability index 
in the next financial year.

Objective 4
To develop 
core skills 
and human 
capabilities 
to deliver 
professional 
and efficient 
administration 
services

18. Number of 
implemented 
training and 
development 
initiatives

Zero - new 
measure

Develop Skills 
Plan

Workplace Skills 
Plan developed 
and submitted 
to the relevant 
Public Sector 
Education and 
Training Authority 
(PSETA) by 30 
June 2012

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

20. Targeted 
training 
programmes

An average 
of 2.5 days 
targeted training 
per employee

Two 
development 
programmes  
implemented

More than two 
development 
programmes 
implemented:

•	 171 
employees 
trained in 
OMS,

•	 90% 
compliance 
to the 
Bursary 
Policy, and

•	 80% 
compliance 
to the 
Workplace 
Skills Plan

Training needs are identified 
and provided as per 
performance agreements. 

An OMS training programme 
was introduced to improve 
performance.

21. % Wellness 
Index rating  

Employee 
Satisfaction 
Survey rating of 
89%

Wellness Index 
rating

74% Wellness 
Index rating  

The Wellness 
Index rating was 
compiled through 
a survey and 
an employee 
satisfaction rating 
of 46% was 
obtained:

a) 100% of 
managers 
received sick 
leave reports,
b) 77% of 
employees 
attended 
wellness 
sessions,
c) 100% of first 
aiders and 20% 
of fire fighters 
were trained, and
d) 20% of 
wellness status 
reports were 
submitted to 
management

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

26. % level of 
compliance 
to the 
Performance 
Management 
Plan

Zero - new 
measure

60% level of 
compliance 
to the 
Performance 
Management 
Plan

The level of 
compliance to 
the Performance 
Management 
Plan is 
satisfactory, i.e.  
above 50%

Evaluations: 

•	 Compliance 
level above 
50%

•	 52% 
compliance 
for  
evaluations 
submitted 
by the due 
date (31 May 
2012)

•	 0% 
compliance 
for payment 
of incentives 
by 30 June 
2012 

•	 100% of all 
evaluation 
incentives 
paid and 
implemented 
after 
approval by 
CEO 

Agreements:

•	 An overall 
average 
compliance 
rate of 
45% for 
agreements 
by the due 
date (31 May 
2012)

The performance 
management system has 
challenges and measures 
have been put in place to 
improve it.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 5
To enhance 
mutually 
beneficial 
partnerships 
with employer 
communities

27. % of employer 
department 
staff trained

CLO employer 
training 

25% of 
employer 
department 
staff trained

332 employer 
sessions 
presented 
for 3,123 HR 
officials (27%)

Achieved.

28. Number of 
formalised 
agreements 
to support 
the Benefit 
Process 

     Automation 

Zero - new 
measure

DPSA/
employer  
department  
Practice  Notes 
on pension 
and  benefit 
regulations 

Practice Notes 
not in place

There have been 
interactions 
between the 
DPSA and the 
GPAA to enforce 
compliance

The consultative process 
is ongoing with relevant 
employer departments 
to support the Benefit 
Automation process.

29. Number 
of  member  
awareness  
and  
empowerment 
initiatives

More than three 
initiatives

Four initiatives More than 
three  member 
awareness and 
empowerment 
initiatives: 

•	 15 roadshows 
in five 
provinces,

•	 Four 
exhibitions,

•	 58 locations 
were visited by 
Mobile Offices, 
handling an 
average of 60 
to 90 walk-in 
visitors per 
day,

•	 53 HR 
Forums were 
conducted, 
and

•	 Nine HOD 
meetings were 
held.

The GPAA has embarked on 
an induction and outreach 
campaign to members and 
pensioners. This initiative 
features prominently in the 
Modernisation Programme.

Table 7 - Programme 1 performance against pre-determined objectives
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Achievements and highlights

•	 The Programme paid 98% of benefits accurately, 

from a baseline of 81% in 2011/2012.

•	 The benefits paid within 60 days (benefits paid 

on time) were exceeded by 15.4% during the 

financial year.

•	 The total backlog for the Programme was reduced 

by 78%, compared to the annual target of 50% of 

the baseline.

•	 In terms of external audit findings, from a target 

of 100% the Programme actioned and completed 

78%, while 22% of the findings were either 

partially or not achieved. These were not finalised 

as some of the audit findings rely on third-party 

co-operation for resolution.

•	 The Programme resolved 90% of internal audit 

findings.

•	 A new Risk Register was completed during 

the financial year, and by the end of the fourth 

quarter only 72% of risk mitigating actions were 

completed.

•	 No fraud cases were recorded by the Programme 

in 2012/2013 due to changes in and the 

strengthening of the control environment, mainly 

in Special Pensions and Post-retirement Medical 

Benefits Administration.

Challenges and risks

•	 The current manual processing of pension benefits 

needs to be mapped and automated in order to 

pay benefits speedily, in line with industry best 

practice of less than 30 days.

•	 The reporting engine of the Programme is not 

reliable and is semi-manual and hence an 

appropriate and reliable Management Information 

System (MIS) is required. 

•	 Currently there are no formal agreements with 

employers in terms of query resolution and 

therefore a dedicated team of CLOs is required, 

specialising in the GPAA’s niche services of 

Special Pensions, Military Pensions, Injury on Duty 

and Post-retirement Medical Benefits.

•	 The current administration model with SOMA, the 

health risk manager, needs to be reviewed in order 

to reduce lead times and missed appointments 

and ultimately improve benefit payments in Military 

Pensions.

•	 The Military Pensions Act needs to be reviewed so 

that it is in line with the Constitution, allowing for 

the reduction of administration inefficiencies and 

possible litigation risks.

Way forward 2013/2014

•	 Automation of all core processes for Military 

Pensions, Injury on Duty and Medical Accounts.

•	 Automation of the Z583 (Medical Scheme 

Membership) processes with employers.

•	 Improvement of the reporting system through MIS 

development and configuration.

•	 Amendment of the Military Pensions Act and the 

creation of the Department of Military Veterans 

will assist going forward, as will working with the 

DPSA on addressing challenges around Injury on 

Duty documents so as to improve efficiency in the 

payment process.

•	 Concluding of SLAs with key employers and 

stakeholders for Military Pensions, Injury on Duty 

and Medical Benefits Administration.

•	 Preparation of the Programme for the administration 

of a new Military Veterans pension. 

•	 Improvement of the resources and capacity in 

the finance section to meet the requirements of 

National Treasury.
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Programme expenditure

2012/2013 2011/2012

ECONOMIC 
CLASSIFICATION

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

Final 
Budget

Actual
Expenditure

(Over)/
Under 
Expenditure

R’000 R’000 R’000 R’000 R’000 R’000

Compensation of 
employees

35,185 37,116 (1,931) 37,261 36,419 842

Goods and 
services

8,669 7,121 1,548 4,206 2,917 1,289

Total 43,854 44,237 (383) 41,467 39,336 2,131

Table 8 - Programme 1 expenditure

The yearly variance of -4% was due to savings made when the pre-1992 pensioners were migrated from 

Medihelp to GEMS, along with the non-expenditure by SOMA, the external service provider. 
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5.3	 Programme 2: Employee Benefits - GEPF

Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 1
To increase the 
level of client 
satisfaction 
through 
operational 
excellence

1.    Percentage of 
benefits paid 
accurately 
(audited)

Zero - new 
measure

Develop 
measuring 
methodology

Methodology 
documented 
and a pilot was 
conducted on the 
methodology

Achieved.

2.   % of benefits 
paid on time

78% of benefits 
paid within 60 
days

80% of benefits 
paid within 60 
days of receipt 
at the GPAA

An average of
78% of benefits 
were paid in 60 
days

Annual target 
missed by 2% due 
to constraints in 
appointing new 
staff and in the 
implementation 
of new Standard 
Operating 
Procedures (SOPs) 
to improve controls.

3.    % reduction of 
backlog (more 
than 60 days) 
baseline 

Backlog  reduced 
by 66% of 
previous baseline

Reduce backlog 
to 50% of 
baseline of 128 
cases

Closed with 511 
cases older than 
60 days

The backlog grew 
due to increased 
controls introduced 
which resulted in a 
longer turnaround 
time to process 
claims.

6.   % of QCRs 
responded to 
within two days

67% in more 
than two days

80% responded 
to within two 
days

An average of 
63% responded to 
within two days

The manual QCR 
system has created 
challenges which 
have led to non-
achievement of 
targets. The GPAA 
has put systems in 
place to respond to 
queries within two 
days; these include 
dedicated back 
offices and officials 
to deal with these 
issues.

7.    % of QCRs 
resolved within 
seven days

67% in more 
than seven days

70% resolved 
within seven 
days

An average of 
94% resolved 
within seven days

The GPAA has put 
systems in place to 
resolve queries within 
seven days; these 
include dedicated 
back offices and 
officials to deal with 
these issues.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

8.   Customer 
Satisfaction 
Index (CSI) 
survey

Zero - new 
measure

Develop 
measuring 
methodology

Method 
developed and 
CSI of 64% 
achieved

The GPAA prioritised 
Batho Pele principles 
and has been 
very rigorous in its 
customer satisfaction 
initiatives.

9.   Defined 
operating and 
funding model

Zero - new 
measure

Criteria for 
operating and 
funding models 
defined

New 
organisational 
structure defined, 
documented and 
socialised

Benchmarking 
has been 
conducted on 
funding models

The GPAA is defining 
its operating and 
funding models in 
consultation with all 
stakeholders and this 
requires time.

Objective 2
To have 
an efficient 
corporate 
governance 
and financial 
management 
framework

10. Year-on-year 
reduction of 
significant 
matters of 
emphasis

Unmodified audit 
rating

100% of 
significant 
audit findings 
resolved by 
specified date

No significant 
audit findings 
were reported by 
external auditors

Achieved.

11. Year-on-year 
reduction of 
internal audit 
findings

Internal 
audit matters 
addressed

85% resolution 
of internal audit 
findings

On average 
85% of internal 
audit findings 
were resolved 
for all audits in 
the previous and 
current cycles

Achieved.

12. % budget 
variance

17% variance Approximately 
2% budget 
variance

The Programme 
under-spent by 
17%

Not achieved due to 
under-spending on 
staff costs and goods 
and services.

13. % of risks 
mitigated

73% of top risks 
mitigated

60% of top risks 
mitigated

On average 38% 
of the risks were 
mitigated

Risks were partially 
mitigated, however 
they were rolled over 
to the next financial 
year for finalisation.   

14. Year-on-year 
reduction of 
fraud cases

40% reduction 50% reduction 
of open cases

30% of cases 
reduced

A decrease in 
manpower impacted 
on the non-
achievement of the 
target.
 
The advertising and 
filling positions is in 
progress.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

16. % compliance 
to GEPF SLA 
performance 
requirements

90% compliance 95% compliance An average of 
83% compliance 

The SLA was not 
met for a variety of 
reasons which will 
be addressed by 
the Modernisation 
Programme in the 
coming year.

18. Number of 
hours taken 
to respond to 
stakeholder 
complaints

Less than two 
working days

Two hours taken 
to respond

An average of 
86% of automated 
responses were 
forwarded to 
clients within two 
hours

The majority of 
responses were 
provided within two 
hours.

19. Number of 
working days 
taken to resolve 
stakeholder 
complaints

Less than seven 
working days 

Five working 
days

86% of 
complaints were 
resolved in five 
working days

The majority of 
complaints were 
resolved within five 
working days.

Objective 3
To enhance 
service delivery 
through enabling 
technology and 
well-documented 
processes

20. % of mapped 
core business 
processes

Modernisation 
Programme 
initiated

60% of core 
business 
processes 
mapped

Business Process 
Management 
(BPM) tender 
approved

Process 
governance 
manual 
completed and 
awaiting sign-off

Partially achieved.

21. % of core 
processes 
automated

Modernisation 
Programme 
initiated

30% of core 
processes 
automated

9% (the process 
of identifying 
the need to pay 
benefits and 
obtain benefit 
details was 
automated as part 
of eChannel)

This was dependent 
on the Technical 
Architecture tender 
being awarded, 
the corresponding 
acquisition of the 
required technology 
and the appointment 
of a solution 
implementation 
partner. The 
Technical 
Architecture tender 
was not awarded 
in the 2012/2013 
financial year.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 4
To develop core 
skills and human 
capabilities 
to deliver 
professional 
and efficient 
administration 
services

22. Number of 
implemented 
training and 
development 
initiatives

Zero - new 
measure

Develop Skills 
Plan

Workplace Skills 
Plan developed 
and submitted 
to the relevant 
Public Sector 
Education and 
Training Authority 
(PSETA) by 30 
June 2012

Achieved.

23. Targeted 
training 
programmes

An average of 
2.5 days targeted 
training per 
employee

Two 
development 
programmes  
implemented

More than two 
development 
programmes 
implemented:

·	 171 
employees 
trained in 
OMS,

·	 90% 
compliance 
to the 
Bursary 
Policy, and

·	 80% 
compliance 
to the 
Workplace 
Skills Plan

Achieved.

Training needs 
are identified 
and provided as 
per performance 
agreements. 

An OMS training 
programme was 
introduced to improve 
performance.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

24. % Wellness 
Index rating  

Employee 
Satisfaction 
Survey rating of 
89%

Wellness Index 
rating

74% Wellness 
Index rating  

The Wellness 
Index rating was 
compiled through 
a survey and 
an employee 
satisfaction rating 
of 46% was 
obtained:

a) 100% of 
managers 
received sick 
leave reports,
b) 77% of 
employees 
attended wellness 
sessions,
c) 100% of first 
aiders and 20% of 
fire fighters were 
trained, and
d) 20% of 
wellness status 
reports were 
submitted to 
management

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

25. % level of 
compliance 
to the 
Performance 
Management 
Plan

Zero - new 
measure

60% level of 
compliance to 
the Performance 
Management 
Plan

The level of 
compliance to 
the Performance 
Management Plan 
is satisfactory, ie  
above 50%

Evaluations: 

•	 Compliance 
level above 
50%

•	 52% 
compliance 
for  
evaluations 
submitted 
by the due 
date (31 May 
2012)

•	 0% 
compliance 
for payment 
of incentives 
by 30 June 
2012 

•	 100% of all 
evaluation 
incentives 
paid and 
implemented 
after approval 
by CEO 

Agreements:

•	 An overall 
average 
compliance 
rate of 
45% for 
agreements 
by the due 
date (31 May 
2012)

The performance 
management system 
has challenges and 
measures have 
been put in place to 
improve it.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 5
To enhance 
mutually 
beneficial 
partnerships 
with employer 
communities

26. % of employer 
department staff 
trained

CLO employer 
training 

25% of 
employer 
department staff 
trained

31% of employer 
department staff 
trained 

Achieved.

27. Number 
of formalised 
agreements to 
support the Benefit 
Process 
Automation 

Zero - new 
measure

DPSA/
employer  
department  
Practice  Notes 
on pension 
and  benefit 
regulations

Practice Notes 
not in place. 
There has been 
interaction 
between the 
DPSA and the 
GPAA to enforce 
compliance on 
this matter

Formalised 
relationship with the 
DPSA to conclude 
memoranda of 
understanding 
(MOUs). 

Draft MOUs and 
Practice Notes in 
place.

28. Number 
of  member  
awareness  and  
empowerment 
initiatives

More than three 
Initiatives

Four initiatives More than 
three  member 
awareness and 
empowerment 
initiatives: 
·	 15 

roadshows 
in five 
provinces,

·	 Four 
exhibitions,

·	 58 locations 
were visited 
by Mobile 
Offices, 
assisting an 
average of 60 
to 90 walk-in 
visitors per 
day,

·	 53 HR 
Forums were 
conducted, 
and

·	 Nine HOD 
meetings 
were held

The GPAA has 
accelerated outreach 
programmes 
in line with the 
Modernisation 
principles.

Table 9 - Programme 2 performance against pre-determined objectives
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Highlights and achievements

•	 The average number of days taken to pay exit 

benefits in instances where all documentation 

was submitted correctly was 52 days for the 

2012/2013 financial year. 

•	 The percentage of claims paid within 60 days 

of receipt of correctly completed documents 

for this financial year is 77.74 % (2011/2012: 

87.18%). The monetary value of these claims 

paid amounted to approximately R18.4 billion 

(2011/12: R17 billion.) 

•	 The GPAA introduced processing of claims 

via eChannel in June 2012. This process 

allows employer departments to submit their 

claims via the web.  For the financial year the 

GPAA processed 1,228 eChannel claims.  

•	 The GPAA also processed and paid 8,626 

spouse’s pensions, 1,258 orphan’s benefits, 

2,889 recalculated benefits (previously paid 

benefits that have been recalculated), 138 

compensation pension benefits, 18,417 

funeral benefits and 770 clean-break 

payments to non-member former spouses. 

•	 The GPAA activated 4,823 enhanced 

spouse’s benefit choice applications, 6,433 

manual Life Certificates and issued 27,104 

pensioner cards. 

•	 The Programme was able to successfully 

conclude the recognition and payment of 

benefits for those affected by the change in 

legislation regarding Non-Statutory Forces 

(NSF). In all, 22,649 NSF service periods 

were recognised and the Programme 

performed more than 7,509 recalculations on 

exited members’ benefits for the year.

•	 Another major milestone was the initiation of 

the Pension Redress Programme, also known 

as the Past Discriminatory Practices (PDP) 

project. This project started in November 2012 

and as at 31 March 2013, 11,279 applications 

have been verified. 

•	 The Membership Unit checked and processed 

69,795 pension claims in 2012/2013. In 

addition, 58,053 members’ details were 

updated. 

•	 The GPAA issued 969,295 benefit statements 

to its GEPF clients. This has been a first 

for the GPAA and has helped to meet the 

requirements of the Pension Fund Act.

•	 The GPAA improved its communication to 

members by using SMS to keep members 

informed of the status of their claims and other 

service requests.

•	 The Programme successfully implemented the 

Organisational Management System (OMS), 

an initiative of the Modernisation Programme. 

•	 For the financial year ended 31 March 2013, 

the Programme was responsible for the 

collection of approximately R47,003 billion 

(2012: R45 billion).

•	 Outstanding contributions for the current 

year amounted to R44,3 million (2011/2012: 

R28,347 million) which represents less than 

1% of contributions payable and is well 

within the SLA requirement for contributions 

outstanding to be below 5%.

•	 Timeous and accurate collections of 

contributions improved, with specific reference 

to the management of contribution collections 

for employers who do not contribute 

via Transversal systems. There was an 

improvement from 94% in the previous year 

to 99% in the current year in salary schedules 

supporting contribution payments timeously 

received.

•	 The Functional Training component of 

Business Support Services (BSS) was able to 

offer 10,181 hours of training (2012: 5,257.50) 
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and 1,357 (2012: 701) person training days.

•	 The BSS Test Laboratory increased the 

number of change requests deployed to 

production from 393 in the 2012 financial year 

to 645 in 2013.

Challenges and risks

•	 The biggest challenge during this year was the 

effect of the suspension of 10 staff members 

for suspected fraudulent activities within 

Operations in May 2012. None of these staff 

members have returned to work to date. This 

reduction in staff impacted on the production 

of processing pension claims for the rest of the 

financial year. In addition, standard operating 

procedures and internal controls had to be 

improved and strengthened to prevent further 

fraudulent activities.   

•	 Outstanding pension claims for the year 

equalled 5,817 (2012: 10,133), which was a 

direct result of the fraudulent activities.

•	 The backlog within the GPAA increased to 

511 cases older than 60 days.

•	 Legislative changes to the GEP Law and 

Rules were not implemented on time due to 

ICT constraints. This impacted on service 

delivery as manual processes had to be put 

in place to manage the ICT constraints. 

•	 The GPAA had poor service delivery on the 

ICT side with respect to downtime and slow 

and poor response times on PORTAL (used 

for the processing of Funeral Benefits) and 

downtime of the Funeral Benefits fax line. 

This contributed to turnaround times on 

Funeral Benefit claims not meeting the SLA 

requirements.

•	 Retrieval of pension files from document 

storage was also slow and did not meet the 

desired service standard. This resulted in 

beneficiaries being paid late. 

•	 The poor quality of pension claims from 

employer departments resulted in a number of 

claims being sent back to the departments to 

be corrected and resubmitted. This back and 

forth movement of pension claims between the 

GPAA and the employer departments resulted 

in delays in the payment of claims.

•	 Member data quality remains a concern. This 

relates to data other than salary information, 

such as contact details, service information 

and so on, which is dependent on the quality 

of the information supplied by the employer. 

•	 The contribution reconciliations with respect 

to manually contributing participating 

employers remain a challenge. This is due 

to the employers in question not submitting 

salary schedules with information to support 

contribution payments, which would in turn 

enable timeous reconciliations. 

•	 The collection of additional liability claims 

payable to GEPF remains problematic, given 

the financial constraints of participating 

employers and challenges to the basis of the 

recovery of the contributions.

•	 Office space remains a problem, with staff 

working in different areas as opposed to one 

specific area.

•	 The GPAA also had a shortage of business 

analysts during the year under review. The 

impact of this shortage resulted in delayed 

responses to business requirements, which 

has influenced the delivery of services.  
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Future improvements

•	 The Programme is closely involved with 

the Modernisation Programme and will 

be significantly affected by Modernisation 

initiatives. The Benefit Payment Automation 

(BPA) project has a direct impact on the 

core operations of the Programme and 

this will be beneficial to the GPAA as it will 

improve service delivery. The Modernisation 

Programme initiatives for Programme 2 will 

focus on new business processes, improved 

working methodology, increased automation 

and innovative ways to service the GPAA’s 

clients.

•	 Most of the business processes within 

the Programme will be documented and 

modernised during the coming year. The 

first phase was implemented in July 2012, 

with the implementation of eChannel for 

exit form (Z102) submissions from employer 

departments to the GPAA. 

•	 The implementation of the Past Discriminatory 

Practices (PDP) project is likely to have a 

significant impact within the coming financial 

year as approximately 138,000 application 

forms are expected for this redress 

programme. The biggest challenges will be 

system readiness, high claims volumes and 

the number of enquiries anticipated. 

•	 The focus for 2013/2014 will be on improving 

member level contribution reconciliation, 

reducing discrepancies identified and 

sanitisation of member data.
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Programme expenditure

2012/2013 2011/2012

ECONOMIC 
CLASSIFICATION

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

R’000 R’000 R’000 R’000 R’000 R’000

Compensation of 
employees

67,266 59,016 8,250 61,358 55,201 6,157

Goods and services 8,753 3,378 5,375 8,996 5,064 3,932

Capital expenditure 10 (6) 16 15 - 15

Total 76,029 62,388 13,641 70,369 60,265 10,104

Table 10 - Programme 2 expenditure

The under-spending variance of 18% (R13.3 million)  for 2012/2013 is mainly due to the moratorium placed on the 

filling of positions and under-spending on consulting due to actuarial services that have not yet been utilised.
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5.4	 Programme 3: Customer Relationship Management (CRM)

Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 1
To increase the 
level of client 
satisfaction 
through 
operational 
excellence

1. % of benefits 
paid accurately

Zero - new 
measure

Develop 
measuring 
methodology

Methodology 
documented 
and a pilot was 
conducted on the 
methodology

Achieved.

2. % of benefits 
paid on time

78% of benefits 
paid within 60 
days

80% of benefits 
paid within 60 
days of receipt 
at the GPAA

An average of
78% of benefits 
were paid in 60 
days

Annual target missed 
by 2%. 

3. % reduction 
of backlog (more 
than 60 days) 
baseline

Backlog 
reduced by 
66% of previous 
baseline

Reduce 
baseline to 
60% of a 
baseline of 128 
cases

Closed with 511 
cases older than 
60 days

The backlog grew due 
to increased controls 
introduced, which 
resulted in a longer 
turnaround time to 
process claims.

4. % of cases in 
the unclaimed 
account 
successfully 
traced and paid

Zero - new 
measure

Build tracing 
capability

Tracing capability 
built

Evaluation done 
and is subject to 
approval by the 
Bid Committee 

Achieved.

5. % Call Centre 
service level

91% service 
level

 90% service 
level

77% service level System availability and 
reliability remains a 
problem. 

Increase in turnaround 
time to process claims 
contributed to more 
frequent calls.

Dependent on other 
units for feedback.

6. % of QCRs 
responded to 
within two days

67% in more 
than two days

80% 
responded to 
within two days

An average of 
63% responded to 
within two days

The manual QCR 
system has created 
challenges which 
have led to the non-
achievement of targets. 
The GPAA has put 
systems in place to 
respond to queries 
within two days; these 
include dedicated back 
offices and officials to 
deal with these issues.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

7.   % of QCRs 
resolved within 
seven days

67% in more 
than seven days

70% resolved 
within seven 
days

An average of 
94% resolved 
within seven days

The GPAA has put 
systems in place to 
resolve queries within 
seven days; these 
include dedicated back 
offices and officials to 
deal with these issues.

8.   Customer 
Satisfaction 
Index (CSI) 
survey

Zero - new 
measure

Develop 
measuring 
methodology

Method developed 
and CSI of 64% 
achieved

The GPAA prioritised 
Batho Pele principles 
and has been very 
rigorous in its customer 
satisfaction initiatives.

9.   Defined 
operating 
and funding 
models

Zero - new 
measure

Criteria for 
operating and 
funding models 
defined

New 
organisational 
structure defined, 
documented and 
socialised

Benchmarking has 
been conducted 
on funding models

The GPAA is defining 
its operating and 
funding models in 
consultation with all 
stakeholders and this 
requires time.

Objective 2
To have an 
efficient corporate 
governance 
and financial 
management 
framework

10. Year-on-year 
reduction of 
significant 
matters of 
emphasis

Unmodified 
audit rating

100% of 
significant 
audit findings 
resolved by 
specified date

No audit finding 
received

No audit findings.

11. Year-on-year 
reduction of 
internal audit 
findings

Internal 
audit matters 
addressed

85% resolution 
of internal audit 
findings

100% resolution 
of internal audit 
findings

No new internal 
audit findings

Achieved.

12. % budget 
variance

17% variance Approximately 
2% budget 
variance

8% variance Moratorium on filling of 
vacant positions.

13. % of risks 
mitigated

73% of top risks 
mitigated

60% of top 
risks mitigated

41% of top risks 
mitigated

Some risks were 
deferred to the next 
financial year.

14. Year-on-year 
reduction of 
fraud cases

40% reduction 50% reduction 
of open cases

30% of cases 
reduced

Decrease in manpower 
impacted on the non-
achievement of target.
 
Advertising and filling 
of the positions is in 
progress.



Annual Report 2012/2013
Government Pensions Administration Agency (GPAA)

65

Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

15. Extent of 
Business 
Continuity Plan 
implementation

Interim Business 
Continuity Plan

Plan 
implemented 
and exercised

Business 
Continuity Plan 
implemented:

•	 Two Disaster 
Recovery site 
exercises 
conducted, 
and

•	 Two Business 
Continuity 
desktop 
exercises 
conducted

Achieved.

16. % compliance 
to GEPF SLA 
performance 
requirements

90% compliance 95% 
compliance

83% compliance 
on average

The SLA was not met 
for a variety of reasons, 
which will be addressed 
by the Modernisation 
Programme in the 
coming year.

17. % compliance 
to National 
Treasury SLA 
performance 
requirements

95% compliance 95% 
compliance
 

95% compliance Achievement is due to 
consistent feedback 
and engagement 
between the two 
partners.

18. Number of 
hours taken 
to respond to 
stakeholder 
complaints

Less than two 
working days

Two hours 
taken to 
respond

An average of 
86% of automated 
responses were 
forwarded to 
clients within two 
hours

Achieved.

19. Number 
of working 
days taken 
to resolve 
stakeholder 
complaints

Less than seven 
working days 

Five working 
days

86% of complaints 
resolved in five 
working days

The majority of 
complaints were 
resolved within five 
working days.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 3
To enhance 
service delivery 
through enabling 
technology and 
well-documented 
processes

20. % of mapped 
core business 
processes

Modernisation 
Programme 
initiated

60% of core 
business 
processes 
mapped

BPM tender 
approved

Process 
governance 
manual completed 
and awaiting sign-
off

Delays associated with 
supply chain processes.

21. % of core 
processes 
automated

Modernisation 
Programme 
initiated

30% of core 
processes 
automated

9% (the process 
of identifying 
the need to pay 
benefits and 
obtain benefit 
details was 
automated as part 
of eChannel)

This was dependent 
on the Technical 
Architecture tender 
being awarded, 
the corresponding 
acquisition of the 
required technology 
and the appointment 
of a solution 
implementation 
partner. The Technical 
Architecture tender 
was not awarded in the 
2012/2013 financial 
year.

22. Capability 
index

Modernisation 
Programme 
initiated

Determine 
capability 
index rating 
methodology

Embedded in the 
Modernisation 
Programme, the 
index will be fully 
determined in the 
next financial year

Plans are ready for 
full implementation of 
Modernisation, which 
will determine the 
capability Index in the 
next financial year.

Objective 4
To develop core 
skills and human 
capabilities 
to deliver 
professional 
and efficient 
administration 
services

23. Number of 
implemented 
training and 
development 
initiatives

Zero - new 
measure

Develop Skills 
Plan

Workplace Skills 
Plan developed 
and submitted to 
the relevant Public 
Sector Education 
and Training 
Authority (PSETA) 
by 30 June 2012

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

24. Targeted 
training 
programmes

An average 
of 2.5 days 
targeted training 
per employee

Two 
development 
programmes  
implemented

More than two 
development 
programmes 
implemented:

•	 171 employees 
trained in 
OMS,

•	 90% 
compliance to 
the Bursary 
Policy, and

•	 80% 
compliance to 
the Workplace 
Skills Plan

Achieved.

Training needs are 
identified and provided 
as per performance 
agreements.

An OMS training 
programme was 
introduced to improve 
performance.

25. % Wellness 
Index rating  

Employee 
Satisfaction 
Survey rating of 
89%

60% Wellness 
Index rating  

74% Wellness 
Index rating  

Wellness Index 
rating was 
compiled through 
a survey and 
an Employee 
Satisfaction rating 
of 46% was 
obtained:

a) 100% of 
managers 
received sick 
leave reports,
b) 77% of 
employees 
attended wellness 
sessions,
c) 100% of first 
aiders and 20% of 
fire fighters were 
trained, and
d) 20% of 
wellness status 
reports were 
submitted to 
management

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

26.  % level of 
compliance 
to the 
Performance 
Management 
Plan

Zero - new 
measure

60% level of 
compliance 
to the 
Performance 
Management 
Plan
 

Evaluations: 

•	 52% 
compliance for 
evaluations 
submitted by 
the due date 
(31 May 2012),

•	 0% compliance 
for payment of 
incentives by 
30 June 2012, 
and

•	 100% of all 
evaluation 
incentives 
paid and 
implemented 
after approval 
by CEO

Agreements:

An overall average 
compliance 
rate of 45% for 
agreements by the 
due date (31 May 
2012)
94% submitted to 
date

The performance 
management system 
has challenges and 
measures have been 
put in place to improve 
it.

Objective 5
To enhance 
mutually 
beneficial 
partnerships 
with employer 
communities

27. % of employer 
department 
staff trained

CLO employer 
training 

 25% of 
employer 
department 
staff trained

31%:
332 employer 
sessions 
presented for  
3,123 HR officials 

Achieved.

28. Number of 
formalised 
agreements 
to support 
Benefit 
Process 

       Automation

Zero - new 
measure

DPSA/
employer  
department 
Practice  Notes 
on pension 
and  benefit 
regulations

Practice Notes 
not in place. 
There has been 
interaction 
between the 
DPSA and the 
GPAA to enforce 
compliance on this 
matter

The consultative 
process is ongoing 
with relevant employer 
departments to support 
Benefit Process 
Automation.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

29.  Number 
of  member  
awareness  
and  
empowerment 
initiatives

More than three 
initiatives

Four initiatives More than 
three  member 
awareness and 
empowerment 
initiatives: 

•	 15 roadshows in 
five provinces,

•	 Four 
exhibitions,

•	 58 locations 
were visited by 
Mobile Offices, 
assisting an 
average of 60 
to 90 walk-in 
visitors per day,

•	 53 HR 
Forums were 
conducted, and

•	 Nine HOD 
meetings were 
held

The GPAA has 
accelerated outreach 
programmes in line 
with the Modernisation 
principles.

Table 11 - Programme 3 performance against pre-determined objectives

Highlights and achievements

•	 Mobile Offices became operational in eight provinces during 2012/2013.

•	 eChannel was piloted in the Western Cape Department of Health, SAPS, SARS, Department of Justice, National 

Treasury, Mpumalanga Department of Education and in departments in the North West. 

Challenges and risks

•	 System downtime and ICT support were challenging during 2012/2013.

•	 Low productivity was also a challenge due to changes in the exit benefit process. 

•	 Communication with clients was not clear and incorrect information was used.

•	 The CLO Optimisation project was delayed due to the lack of approval for new positions. 

•	 Updating of the GEPF website with roadshow information and marketing of roadshows were also notable 

challenges.
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Way forward 2013/14 

•	 Enhanced productivity
•	 Backlog reduction
•	 Enhance the eChannel process and roll it out to more employers
•	 Roll-out of Mobile Offices to the Western Cape
•	 Define the query resolution process

Programme expenditure

2012/2013 2011/2012

ECONOMIC 
CLASSIFICATION

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

R’000 R’000 R’000 R’000 R’000 R’000

Compensation of 
employees

101,952 93,348 8,604 97,860 84,675 13,185

Goods and 
services

28,892 27,575 1,317 26,670 23,383 3,287

Capital 
expenditure

15 (6) 21 - 4 (4)

Total 130,859 120,917 9,942 124,530 108,062 16,468

Table 12 - Programme 3 expenditure

The variance of 8% (R9.9 million) is due to positions that were budgeted for not being filled as a result of the moratorium 

on the filling of positions and under-spending on telecommunications was due to expenditure originally budgeted for 

under CRM being moved to ICT at a later stage.
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5.5	 Programme 4: Auxiliary Divisions

Sub-Programme 4.1: CEO’s Office

•	 The purpose of the CEO’s Office, and the units within it, is to plan, direct and support the organisation 

in order to ensure that funds and schemes are administered according to the relevant legislation and 

Service Level Agreements. 

•	 This group of Business Units is responsible for ensuring that the organisation is effectively managed 

so as to deliver services that meet or exceed the requirements of clients. 

•	 Finally, the CEO’s Office is responsible for the overall performance of the organisation. 

Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 1
To increase the 
level of client 
satisfaction 
through 
operational 
excellence

1. Customer 
Satisfaction 
Index (CSI) 
Survey

Zero - new 
measure

Customer 
Satisfaction 
Index (CSI) 
Survey

Method developed 
and CSI of 64% 
achieved

The GPAA prioritised 
Batho Pele principles 
and has been 
very rigorous in its 
customer satisfaction 
initiatives.

2. Conduct quality 
gap analysis

Zero - new 
measure

60% gap 
analysis 
completed

80% gap analysis  
completed

Quality gaps were 
prioritised.

3. GPAA website Outdated GPAA 
intranet

Revamped 
GPAA intranet

Intranet revamped Achieved.

Objective 2
To have 
an efficient 
corporate 
governance 
and financial 
management 
framework

4. Year-on-year 
reduction of 
significant 
matters of 
emphasis

Unmodified audit 
rating

80% reduction 
of significant 
matters of 
emphasis

No significant 
audit findings 
were reported by 
external auditors

Achieved.

5. Year-on-year 
reduction of 
internal audit 
findings

Internal 
audit matters 
addressed

70% reduction 
of internal audit 
findings 

No internal audit 
findings

Achieved.

6. % budget 
variance

17% variance Approximately 
2% budget 
variance

37% budget 
variance

High vacancy rate 
due to restructuring.

7. % of risks 
mitigated 

73% of top risks 
mitigated

70% of risks 
mitigated

38% of risks 
mitigated

Some risks were 
deferred to the next 
financial year.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

8.   Medium Term 
Expenditure 
Framework 
(MTEF) Strategy

MTEF Strategy 
2011 - 2014

MTEF Strategy 
2012 - 2015

Final Strategy 
submitted on 18 
February 2013 
to the Minister 
and in April 
2013 to National 
Treasury’s
Planning Lekgotla

Achieved.

9.   Annual 
Performance 
Plan 

Annual 
Performance Plan  
2011/2012

Annual 
Performance 
Plan  
2012/2013

Final Annual 
Performance Plan 
submitted on 18 
February 2013 
to the Minister 
and in April 
2013 to National 
Treasury’s
Planning Lekgotla

Achieved.

10. Contribution 
to National 
Treasury’s 
Estimates 
of National 
Expenditure 
(ENE)

ENE submitted 
by 30 September 
2011

ENE submitted 
by 30 
September 
2012

ENE planning 
done and 
submitted to 
the Department 
of Finance for 
consolidation and 
submission to 
National Treasury 
during the second 
quarter

Achieved.

11. Annual Report Annual Report 
submitted by 18 
September 2011

Annual Report 
submitted by 
30 September 
2012

Annual Report 
was submitted to 
Parliament on 30 
September 2012

Achieved.

12. Number of 
Institutional 
Performance 
Reports

Four Institutional 
Performance 
Reports

Four 
Institutional 
Performance 
Reports

Four Institutional 
Performance 
Reports

Achieved.

13. Number of 
Evaluation 
Study Reports

Four Evaluation 
Study Reports

Five Evaluation 
Study Reports

Six Evaluation 
Study Reports

Achieved.

14. Number of 
Research 
Reports

Three Research 
Reports

Four Research 
Reports

10 Research 
Reports produced

Overachieved as 
there were numerous 
requests for reports 
from various 
Programmes.

15. Number of 
policies drafted

13 policies in draft 21 policies to 
be drafted

21 policies were 
drafted

Achieved.

16. Number of 
implemented 
policies

48 implemented 
policies

69 policies 
to be 
implemented

42 policies 
implemented

Delays due to the 
consultation process.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

17. % of projects 
completed 
within scope

Zero – new 
measure

80% of projects 
completed 
within scope

75% of projects 
have been 
completed within 
scope

Delays due to supply 
chain processes.

18. % of projects 
progressing on 
time

Zero – new 
measure

65% of projects 
progressing on 
time

40% of project 
progress is on time

Delays due to supply 
chain processes.

Objective 4
To develop 
core skills 
and human 
capabilities 
to deliver 
professional 
and efficient 
administration 
services

19. % of projects 
within budget

Zero – new 
measure

50% of projects 
within budget

30% of projects 
within budget

Delays due to supply 
chain processes.

20. % of Standard 
Operating 
Procedures 
(SOPs) 
developed

40% of SOPs 
developed

80% of SOPs 
developed

90% of SOPs for 
core processes 
developed,  
including for 
Programmes 1, 2, 
3 and 4

Achieved.

21. % of SOPs 
implemented

40% of SOPs 
implemented

SOPs 
implemented

80% of SOPs for 
core processes 
implemented

Achieved.

22. % of Quality 
Management 
Frameworks 
and Quality 
Guidelines 
developed

20% of Quality 
Management 
Frameworks and 
Quality Guidelines 
developed

70% of Quality 
Management 
Frameworks 
and Quality 
Guidelines 
developed

90% of Quality 
Management 
Frameworks 
developed

Achieved.

23. % of Quality 
Management 
Frameworks 
and Quality 
Guidelines 
implemented

20% of Quality 
Management 
Frameworks and 
Quality Guidelines 
implemented

70% of Quality 
Management 
Frameworks 
and Quality 
Guidelines 
implemented

90% of Quality 
Management 
Frameworks 
implemented

Achieved.

24. Internal 
Communication

52 internal 
publications

52 internal 
publications

52 internal 
publications

Achieved.

25. External 
Communication

Eight external 
publications

Eight external 
publications

Six external 
publications

Lack of content 
approval on time due 
to delays in receiving 
inputs from key role 
players.

26. Minister’s 
Report

Submitted by the 
10th of the second 
month

Minister’s 
Report 
submitted 
quarterly

30 April 2012 Achieved.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

27. National 
Treasury SLA 
Report

Submitted by the 
10th of the second 
month

National 
Treasury 
SLA Report 
submitted 
quarterly

30 April 2012 Achieved.

28. GEPF SLA 
Report

Submitted by the 
10th of the second 
month

GEPF SLA 
Report 
submitted 
quarterly

30 April 2012 Achieved.

29.Successful 
Business 
Continuity 
exercises

Three successful 
Business 
Continuity 
exercises

Four successful 
Business 
Continuity 
exercises

Business 
Continuity Plan 
implemented:
•	 Two Disaster 

Recovery site 
exercises 
conducted, 
and

•	 Two Business 
Continuity 
desktop 
exercises 
conducted

Achieved.

Objective 5
To enhance 
mutually 
beneficial 
partnerships 
with employer 
communities

30. Number of 
member 
awareness and 
empowerment 
initiatives

Six roadshows in 
provinces

Number of 
member 
awareness and 
empowerment 
initiatives

More than 
three  member 
awareness and 
empowerment 
initiatives: 
•	 15 roadshows in 

five provinces,
•	 Four exhibitions,
•	 58 locations 

were visited by 
Mobile Offices, 
assisting an 
average of 60 
to 90 walk-in 
visitors per day,

•	 53 HR Forums 
were conducted, 
and

•	 Nine HOD 
meetings were 
held

The GPAA has 
accelerated outreach 
programmes 
in line with the 
Modernisation 
Programme 
principles.

Table 13 - Sub-Programme 4.1 performance against pre-determined objectives
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Highlights and achievements

•	 The Monitoring, Evaluation and Research sections have continued to provide support to various initiatives 

and this has led to performance improvement.   

•	 There was capacity building for Monitoring and Evaluation in the form of training for managers.

•	 Corporate Communications published 52 internal publications and six external newsletters to ensure that 

external and internal members are kept abreast of the latest developments. 

•	 The Sub-Programme supported outreach programmes including roadshows and Mobile Offices in eight 

provinces.

•	 The GPAA has been compliant with PFMA and National Treasury Regulations in terms of requirements 

for strategy and Annual Performance Plans. 

•	 75% of projects were completed, including renovation and Modernisation projects.

•	 Standard Operating Procedures (SOPs) were finalised for various business processes.

Challenges 

•	 The vacancy rate was a challenge during 2012/2013 as it resulted in a high budget variance.

•	 Ad hoc evaluation studies were also an issue as they diverted time and resources from the implementation 

of planned projects.
 
Way forward 2013/2014

•	 Appointment of an external service provider to conduct surveys, specifically to conduct a survey on the 

implementation of the recommendations provided in Monitoring and Evaluation reports. 

•	 Quality management and performance measures to be enhanced. 

•	 Development of a media campaign strategy.

•	 Development of a communication strategy for the GPAA.  

•	 The Project Management Office intends to put extra effort and resources into the implementation of 

the projects that were delayed in order to meet the set objectives and targets as set out in the Annual 

Performance Plan.

•	 Cascading of the Annual Performance Plan to all Business Units to ensure accountability across the entire 

organisation.
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Sub-Programme expenditure

2012/2013 2011/2012

ECONOMIC 
CLASSIFICATION

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

R’000 R’000 R’000 R’000 R’000 R’000

Compensation of 
employees

26,382 17,945 8,437 21,456 15,763 5,693

Goods and 
services

38,984 23,330 15,654 34,492 27,395 7,097

Capital 
expenditure

25 14 11 172 106 66

Total 65,391 41,289 24,102 56,120 43,264 12,856

Table 14 - Sub-Programme 4.1 programme 4.1 expenditure

The variance of 37% (R24 million) under-spending is mainly due to the following:

•	 Under-spending on compensation of employees due to positions budgeted for but not filled as a result of the 

moratorium placed on the filling of positions;

•	 Under-spending on consulting due to consulting services that have been absorbed by the Modernisation 

Programme and the delay in appointing a Business Continuity Manager; and

•	 The delay in printing and issuing of the fourth quarter newsletter. The newsletter was issued towards the end of 

May 2013.
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Sub-Programme 4.2: Finance

•	 Finance directs and manages the financial resources available to administer pensions and other benefits using 

best practice principles. In this regard, Finance ensures that financial policies are adhered to, financial record-

keeping is done according to an appropriate framework and sufficient cash flow levels are maintained for 

operational activities.

•	 Finance has the following measurable objectives:

1.	 To ensure efficient management of the financial resources available to administer the GPAA;

2.	 To ensure adherence to financial policies; and

3.	 To ensure that record-keeping is done according to an appropriate framework.

Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual performance 
against target 
2012/2013

Reasons for 
variance

Objective 1
To increase the 
level of client 
satisfaction 
through 
operational 
excellence

4.    % of cases in 
the unclaimed 
account 
successfully 
traced and paid

Zero - new 
measure

Build tracing 
capability 
for National 
Treasury’s 
unclaimed 
benefits

Build tracing 
capability 
for GEPF’s 
unclaimed 
benefits

Internal tracking 
mechanisms were 
implemented and 
unclaimed benefits 
were reduced by 18%

Achieved.

Objective 2
To have 
an efficient 
corporate 
governance 
and financial 
management 
framework

10. Year-on-year 
reduction of 
significant 
matters of 
emphasis

Unmodified 
audit rating

100% of 
significant audit 
findings resolved 
by specified date

Audit findings 
resolved

Achieved.

11. Year-on-year 
reduction of 
internal audit 
findings

Internal 
audit matters 
addressed

85% resolution 
of internal audit 
findings

100% resolved The resolution 
of internal audit 
findings was 
prioritised and 
monitored.

12. % budget 
variance

17% variance Approximately 
2% budget 
variance

2% variance for 
Programme 4.2

Achieved.

13. % of risks 
mitigated

73% of top 
risks mitigated

60% of top risks 
mitigated

25% of risks mitigated Some risks 
can never be 
totally mitigated, 
but can only 
be partially 
mitigated.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual performance 
against target 
2012/2013

Reasons for 
variance

14. Year-on-year 
reduction of 
fraud cases

40% reduction 50% reduction of 
open cases

30% of cases reduced The decline 
in manpower 
impacted on the 
non-achievement 
of target.
 
Advertising and 
filling of positions 
is in progress.

15.  Extent of 
business 
Continuity Plan  
implementation

Interim 
Business 
Continuity Plan

 Plan 
implemented and 
exercised

Business Continuity 
Plan implemented:

•	 Two Disaster 
Recovery 
site exercises 
conducted, and

•	 Two Business 
Continuity 
desktop exercises 
conducted

Achieved.

16. % compliance 
to GEPF SLA 
performance 
requirements

90% 
compliance

95% compliance 83% compliance The target was 
missed because 
not all benefit 
claims were 
paid within the 
specified time.

17. % compliance 
to National 
Treasury SLA 
performance 
requirements

95% 
compliance

95% compliance 95% compliance Achieved due 
to consistent 
feedback and 
engagement 
between the two 
partners.

18. Number of 
hours taken 
to respond to 
stakeholder 
complaints

Less than two 
working days

Two hours taken 
to respond

On average, 86% of 
automated responses 
were forwarded to 
clients within two 
hours

The majority of 
responses were 
provided within 
two hours.

19. Number of 
working days 
taken to resolve 
stakeholder 
complaints

Less than 
seven working 
days 

Five working 
days

86% of complaints 
resolved in five 
working days

The majority of 
complaints were 
resolved within 
five working 
days.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual performance 
against target 
2012/2013

Reasons for 
variance

Objective 4
To develop core 
skills and human 
capabilities 
to deliver 
professional 
and efficient 
administration 
services

23. Number of 
implemented 
training and 
development 
initiatives

Zero - new 
measure

Develop Skills 
Plan

Workplace Skills 
Plan developed 
and submitted to 
the relevant Public 
Sector Education and 
Training Authority 
(PSETA) by 30 June 
2012

Achieved.

24. Targeted training 
programmes

An average 
of 2.5 days 
targeted 
training per 
employee

Two 
development 
programmes  
implemented

More than two 
development 
programmes 
implemented:

•	 171 employees 
trained in OMS,

•	 90% compliance 
to the Bursary 
Policy, and

•	 80% compliance 
to the Workplace 
Skills Plan

Achieved.

Training needs 
are identified 
and provided as 
per performance 
agreements.

An OMS training 
programme 
was introduced 
to improve 
performance.

25. % Wellness 
Index rating  

Employee 
Satisfaction 
Survey rating 
of 89%

60% Wellness 
Index rating  

74% Wellness Index 
rating  

Wellness Index rating 
was compiled  through 
a survey and an 
Employee Satisfaction 
rating of 46% was 
obtained:

a) 100% of managers 
received sick leave 
reports,

b) 77% of employees 
attended wellness 
sessions,

c) 100% of first aiders 
and 20% of fire 
fighters were 
trained, and

d) 20% of wellness 
status reports 
were submitted to 
management

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual performance 
against target 
2012/2013

Reasons for 
variance

26. % level of 
compliance to 
the Performance 
Management 
Plan

Zero - new 
measure

60% level of 
compliance to 
the Performance 
Management 
Plan
 

Evaluations: 

•	 52% compliance 
for evaluations 
submitted by the 
due date (31 May 
2012)

•	 0% compliance 
for payment of 
incentives by 30 
June 2012, and

•	 100% of all 
evaluation 
incentives paid 
and implemented 
after approval by 
CEO

Agreements:

•	 An overall average 
compliance 
rate of 45% for 
agreements by the 
due date (31 May 
2012)

•	 94% submitted to 
date

The performance 
management 
system has 
challenges and 
measures have 
been put in place 
to improve it.

 
Table 15 - Sub-Programme 4.2 performance against pre-determined objectives

Sub-Programme expenditure

2012/2013 2011/2012

ECONOMIC 
CLASSIFICATION

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

R’000 R’000 R’000 R’000 R’000 R’000

Compensation of 
employees

32,390 33,203 (813) 66,767 64,102 2,665

Goods and services 7,151 6,139 1,012 9,430 8,502 928

Capital expenditure 300 (275) 575 24 (3) 27

Total 39,841 39,067 774 76,221 72,601 3,620

 
Table 16 - Sub-Programme 4.2 expenditure

The yearly variance is mainly due to the moratorium placed on the filling of permanent positions.
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Sub-Programme 4.3: Corporate Services

•	 The primary aim of Corporate Services is to support the GPAA in achieving its strategic goals through the 

management, co-ordination and oversight of all management support and human resources services within the 

organisation. In working towards the realisation of these goals, Corporate Services ensures compliance with all 

legislative requirements for policy formulation and frameworks. This Programme therefore works to provide a 

conducive environment for the employees of the organisation in order to promote optimal service.

•	 Corporate Services has the following measurable objectives:

1.	 To reduce absenteeism;

2.	 To provide training and development; and

3.	 To ensure safety and security.

Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 2
To have 
an efficient 
corporate 
governance 
and financial 
management 
framework

10. Year-on-year 
reduction of 
significant 
matters of 
emphasis

Unmodified audit 
rating

100% of 
significant 
audit findings 
resolved by 
specified date

Audit findings 
resolved

Achieved.

11. Year-on-year 
reduction of 
internal audit 
findings

Internal 
audit matters 
addressed

85% resolution 
of internal audit 
findings

64% resolved Some audit findings 
were not in the 
Programme’s control 
and in other cases 
the actual finding was 
resolved. 

12. % budget 
variance

17% variance Approximately 
2% budget 
variance

30% variance The moratorium on 
the filling of vacant 
positions, maintenance 
of the Head Office 
building and parking 
was put on hold and 
the Modernisation 
Programme were the 
major causes of high 
budget variance.

13. % of risks 
mitigated

73% of top risks 
mitigated

60% of top risks 
mitigated

91% of risks 
mitigated

Achieved.

14. Year-on-year 
reduction of 
fraud cases

40% reduction 50% reduction 
of open cases

30% of cases 
reduced

The decrease in 
manpower impacted on 
the non-achievement of 
the target.
 
The advertising and 
filling of positions is in 
progress.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

15. Extent of 
Business 
Continuity Plan  
implementation

Interim Business 
Continuity Plan

Plan 
implemented 
and exercised

Business 
Continuity Plan 
implemented:

·	 Two Disaster 
Recovery site 
exercises 
conducted, 
and

·	 Two 
Business 
Continuity 
desktop 
exercises 
conducted

Achieved.

16. % compliance 
to GEPF SLA 
performance 
requirements

90% compliance 95% compliance 83% compliance The target was missed 
because not all benefit 
claims were paid within 
the specified time.

17. % compliance 
to National 
Treasury SLA 
performance 
requirements

95% compliance 95% compliance 95% compliance Achieved due to 
consistent feedback and 
engagement between 
the two partners.

18. Number of 
hours taken 
to respond to 
stakeholder 
complaints

Less than two 
working days

Two hours taken 
to respond

An average of 
86% of automated 
responses were 
forwarded to 
clients within two 
hours

The majority of 
responses were 
provided within two 
hours.

19. Number 
of working 
days taken 
to resolve 
stakeholder 
complaints

Less than seven 
working days 

Five working 
days

86% of complaints 
resolved in five 
working days

The majority of 
complaints were 
resolved within five 
working days.

Objective 4
To develop 
core skills 
and human 
capabilities 
to deliver 
professional 
and efficient 
administration 
services

23. Number of 
implemented 
training and 
development 
initiatives

Zero - new 
measure

Develop Skills 
Plan

Workplace Skills 
Plan developed 
and submitted 
to the relevant 
Public Sector 
Education and 
Training Authority 
(PSETA) by 30 
June 2012.

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

24. Targeted 
training 
programmes

An average of 
2.5 days targeted 
training per 
employee

Two 
development 
programmes  
implemented

More than two 
development 
programmes 
implemented:

•	 171 employees 
trained in 
OMS,

•	 90% 
compliance to 
the Bursary 
Policy, and

•	 80% 
compliance to 
the Workplace 
Skills Plan

Achieved.

Training needs are 
identified and provided 
as per performance 
agreements.

An OMS training 
programme was 
introduced to improve 
performance.

25. % Wellness 
Index rating  

Employee 
Satisfaction 
survey rating of 
89%

60% Wellness 
Index rating  

74% Wellness 
Index rating  

Wellness Index 
rating was done 
through a survey 
and an Employee 
Satisfaction rating 
of 46% was 
obtained:

a) 100% of 
managers 
received sick 
leave reports,

b) 77% of 
employees 
attended 
wellness 
sessions,

c) 100% of first 
aiders and 20% 
of fire fighters 
were trained, 
and

d) 20% of 
wellness status 
reports were 
submitted to 
management

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

26. % level of 
compliance 
to the 
Performance 
Management 
Plan

Zero - new 
measure

60% level of 
compliance to 
the Performance 
Management 
Plan
 

Evaluations: 

•	 52% 
compliance for 
evaluations 
submitted by 
the due date 
(31 May 2012),

•	 0% compliance 
for payment of 
incentives by 
30 June 2012, 
and

•	 100% of all 
evaluation 
incentives 
paid and 
implemented 
after approval 
by CEO

Agreements:

•	 An overall 
average 
compliance 
rate of 45% for 
agreements by 
the due date 
(31 May 2012),

•	 94% submitted 
to date

The performance 
management system 
has challenges and 
measures have been 
put in place to improve 
it.

Objective 5
To enhance 
mutually 
beneficial 
partnerships 
with employer 
communities

27.  % of employer 
department 
staff trained

CLO employer 
training 

 25% of 
employer 
department staff 
trained

31%:
332 employer 
sessions 
presented for  
3,123 HR officials 

Achieved.

28. Number of 
formalised 
agreements to 
support Benefit 
Process 
Automation

Zero - new 
measure

DPSA/
employer  
department  
Practice Notes 
on pension 
and  benefit 
regulations

Practice Notes 
not in place. 
There has been 
interaction 
between the 
DPSA and the 
GPAA to enforce 
compliance on 
this matter

The consultative 
process is ongoing 
with relevant employer 
departments to support 
Benefit Process 
Automation.
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Strategic 
objective

Performance 
indicators

Baseline (annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

29. Number of 
member 
awareness and 
empowerment 
initiatives

More than three 
initiatives

Four initiatives More than 
three  member 
awareness and 
empowerment 
initiatives: 

•	 15 roadshows 
in five 
provinces,

•	 Four 
exhibitions,

•	 58 locations 
were visited 
by Mobile 
Offices, 
assisting an 
average of 60 
to 90 walk-in 
visitors per 
day,

•	 53 HR 
Forums were 
conducted, 
and

•	 Nine HOD 
meetings 
were held

The GPAA has 
accelerated outreach 
programmes in line 
with the Modernisation 
principles.

Highlights and achievements

•	 60 positions were advertised during this period.

•	 The Recruitment Section made offers to 22 

applicants during this period and three employees 

on Senior Management level assumed duty.

•	 A Recruitment Committee was established to 

review and make recommendations on all requests 

for positions to be advertised.

•	 All performance management information was 

captured on PERSAL for the first time.

•	 Implementation of PSCBC Resolution 1 of 2012 

commenced, covering the amendments to the 

housing, leave and long service determinations 

from the DPSA.

•	 A Sexually Transmitted Infections (STI) week was 

hosted for all employees.

•	 The GPAA received a third place Public 

Administration Leadership and Management 

Academy (PALAMA) award in the Category: Best 

Performing National Department in providing 

Public Service Induction.

•	 Elementary-level Facilities staff were upskilled 

through GPAA Product Knowledge training.

•	 Operational Management Systems (OMS) training 

was conducted for 150 staff members.

Table 17 - Sub-Programme 4.3 performance against predetermined objectives
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•	 From the 106 bursary applications received, 91 

were awarded and a total amount of R619,747.00 

was paid out.

•	 The last intake of interns was successfully 

implemented.

•	 The Emerging Management Development 

Programme (EMDP) was successfully completed.

•	 The Employment Equity report for 2011/2012 was 

submitted to the Department of Labour.

•	 The Labour Relations Unit handled eight 

disciplinary and three dispute cases during this 

period.

Challenges 

•	 As a result of the Modernisation Programme, the 

filling of certain positions was put on hold. 

•	 A high number of terminations took place during 

the year, resulting in an increase in the turnover 

rate.

•	 ICT constraints affected service delivery.

•	 The current Health Risk Manager’s contract 

expired on 31 December 2012 and the DPSA is 

still in the process of appointing a new service 

provider. This will result in backlogs of incapacity 

leave and ill-health retirement applications.

•	 There were delays in finalising outstanding appeal 

cases.

•	 Poor attendance of employees at change 

management and training interventions.

Way forward 2013/2014

The way forward for the next financial year will be 

dictated by the Modernisation Programme: 

•	 Continue the recruitment process for the positions 

advertised. 

•	 Initiate a tender process for the appointment of risk 

assessment and recruitment service providers. 

•	 Track compliance to the timeframes set out in the 

Performance Management Policy.  

•	 Continue investigating the automation of 

performance management documentation. 

•	 Revise the Human Resources Administration 

Policies in alignment with the mandate of the 

GPAA.

•	 Finalise all the Standard Operating Procedures in 

the Unit. 

•	 Continue implementing PSCBC Resolution 1 of 

2012.

•	 The finalisation of appeals through the intervention 

of the Offices of the CEO and the Minister will be 

pursued.

•	 Appoint an Occupational Health and Safety 

specialist.

•	 The Emerging Management Development 

Programme (EMDP) and Management 

Development Programme (MDP) will be 

implemented.

•	 Investigate the placement of the Facilities staff 

trained on GPAA products.

•	 Implement the GPAA’s approved Client Liaison 

Officers’ training programme.
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Sub-Programme expenditure

2012/2013 2011/2012

ECONOMIC 
CLASSIFICATION

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

R’000 R’000 R’000 R’000 R’000 R’000

Compensation of 
employees

38,398 33,344 5,054 34,726 29,708 5,018

Goods and 
services

52,526 34,036 18,490 47,056 27,692 19,364

Capital 
expenditure

8,171 2,427 5,744 6,900 1,802 5,098

Total 99,095 69,807 29,288 88,682 59,202 29,480

Table 11 - Sub-Programme 4.3 expenditure

The yearly variance of 30% (R29, 288 million) is mainly 

due to the following:

•	 The moratorium placed on the filling of permanent 

positions,

•	 Upgrading of office buildings and acquisition of 

office furniture put on hold pending the outcome of 

the Modernisation Programme, and

•	 Consulting work which has been absorbed by the 

Modernisation Programme.
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Programme 4.4: Risk and Audit

Risk and Audit has three key responsibilities: to promote a fraud-free environment within the GPAA, to manage 

enterprise-wide risks and to provide an internal audit service within the organisation.

Risk and Audit has the following measurable objectives:

1.	 To mitigate and manage enterprise-wide risk at the GPAA; and

2.	 To reduce, eradicate and investigate fraudulent activities at the GPAA. 

Strategic objective Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 2
To have an 
efficient corporate 
governance 
and financial 
management 
framework

10. Year-on-year 
reduction of 
significant 
matters of 
emphasis

Unmodified 
audit rating

100% of 
significant 
audit findings 
resolved by 
specified date

No audit findings No audits conducted.

11.  Year-on-year 
reduction of 
internal audit 
findings

Internal 
audit matters 
addressed

85% 
resolution of 
internal audit 
findings

53% of audit  
findings were 
implemented 
(followed up from 
2010/2011)

The target was not 
reached due to a backlog 
of case volumes as a 
result of lack of human 
capacity due to high staff 
turnover and scarce skills 
in this function.

12. % budget 
variance

17% variance Approximately 
2% budget 
variance

24.4% This is mainly due to a 
high vacancy rate due to 
resignations.

13. % of risks 
mitigated

73% of top risks 
mitigated

60% of top 
risks mitigated

45% of risks 
mitigated

The moratorium on the 
filling of positions as a 
result of restructuring led 
to a lack of capacity in 
this area.

New action plans and 
emerging risks identified 
throughout the year 
impacted on the non-
achievement of the 
target.

14. Year-on-year 
reduction of 
fraud cases

40% reduction 50% reduction 
of open cases

30% of cases 
reduced

The decrease in 
manpower impacted on 
the non-achievement of 
the target.
 
The advertising and 
filling of the positions is in 
progress.
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Strategic objective Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

15.  Extent of 
Business 
Continuity Plan 
implementation

Interim 
Business 
Continuity Plan

Plan 
implemented 
and exercised

Business 
Continuity Plan 
implemented:

•	 Two Disaster 
Recovery 
site 
exercises 
conducted, 
and

•	 Two 
Business 
Continuity 
desktop 
exercises 
conducted

Achieved.

16.  % compliance 
to GEPF SLA 
performance 
requirements

90% 
compliance

 95% 
compliance

83% compliance The target was missed 
because not all benefit 
claims were paid within 
the specified time.

17.% compliance 
to National 
Treasury SLA 
performance 
requirements

95% 
compliance

95% 
compliance

95% compliance Achieved due to 
consistent feedback and 
engagement between the 
two partners.

18.  Number of 
hours taken 
to respond to 
stakeholder 
complaints

Less than two 
working days

Two hours 
taken to 
respond

An average 
of 86% of 
automated 
responses were 
forwarded to 
clients within two 
hours

The majority of 
responses were provided 
within two hours.

19.  Number 
of working 
days taken 
to resolve 
stakeholder 
complaints

Less than 
seven working 
days 

Five working 
days

86% of 
complaints 
resolved in five 
working days

The majority of 
complaints were resolved 
within five working days.
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Strategic objective Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 4
To develop core 
skills and human 
capabilities 
to deliver 
professional 
and efficient 
administration 
services

23.  Number of 
implemented 
training and 
development 
initiatives

Zero - new 
measure

Develop Skills 
Plan

Workplace Skills 
Plan developed 
and submitted 
to the relevant 
Public Sector 
Education and 
Training Authority 
(PSETA) by 30 
June 2012

Achieved.

24.  Targeted 
training 
programmes

An average 
of 2.5 days 
targeted training 
per employee

Two 
development 
programmes  
implemented

More than two 
development 
programmes 
implemented:

•	 171 
employees 
trained in 
OMS,

•	 90% 
compliance 
to the 
Bursary 
Policy, and

•	 80% 
compliance 
to the 
Workplace 
Skills Plan

Achieved.

Training needs are 
identified and provided 
as per performance 
agreements. 

An OMS training 
programme was 
introduced to improve 
performance.
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Strategic objective Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

25.  % Wellness 
Index rating  

Employee 
Satisfaction 
Survey rating of 
89%

60% Wellness 
Index rating  

74% Wellness 
Index Rating  
Wellness Index 
rating was 
compiled through 
a survey and 
a Employee 
Satisfaction 
rating of 46% 
was obtained:

a) 100% of 
managers 
received sick 
leave reports,

b) 77% of 
employees 
attended 
wellness 
sessions,

c) 100% of first 
aiders and 
20% of fire 
fighters were 
trained, and

d) 20% of 
wellness 
status 
reports were 
submitted to 
management

Achieved.
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Strategic objective Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

26.  % level of 
compliance 
to the 
Performance 
Management 
Plan

Zero - new 
measure

60% level of 
compliance 
to the 
Performance 
Management 
Plan
 

Evaluations: 

•	 52% 
compliance 
for 
evaluations 
submitted by 
due date (31 
May 2012),

•	 0% 
compliance 
for payment 
of incentives 
by 30 June 
2012, and

•	 100% of all 
evaluation 
incentives 
paid and 
implemented 
after 
approval by 
CEO

Agreements:

•	 An overall 
average 
compliance 
rate of 
45% for 
agreements 
by the due 
date (31 
May 2012), 
and

•	 94% 
submitted to 
date

The performance 
management system has 
challenges and measures 
have been put in place to 
improve it.

Table 18 - Sub-Programme 4.4 performance against predetermined objectives
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Highlights and achievements

•	 The GPAA has adopted a zero tolerance policy 

with regard to fraudulent and corrupt activities. 

During the period under review, 11 employees 

were suspended and some were dismissed for 

fraud-related activities. 

•	 The GPAA participated in the Anti-Corruption Day 

(on 9 December 2012) held at UNISA, together 

with other government departments, in support of 

International Anti-corruption Day and the global 

fight to eradicate fraud and corruption.

•	 70 re-issues of benefits were paid to the rightful 

beneficiaries to the value of R16,948 million. 

Beneficiaries were traced on old cases that dated 

back to 2002; this is significant as some of these 

beneficiaries were previously untraceable.

•	 Awareness programmes were undertaken across 

the Business Units and fraud articles were placed 

in newsletters issued to members and pensioners, 

bringing about an increase in enquiries on 

possible “suspicious” documents prior to payment 

being made (verification of signatures, identity 

documents and photographs).

•	 Awareness programmes at HR Forums across 

the provinces/departments have had a positive 

impact as GPAA employees have begun to be 

more vigilant and aware of modus operandi and 

are also forwarding cases on possible suspicious 

activities for investigation.

 

Challenges 

•	 Human capacity declined during the year under 

review, and the ratio of cases per investigator is 

now 1:209. This followed the resignation of six 

employees during the period under review. Data 

capturing, monitoring and office administration 

have been severely hampered as a result. This 

has a direct impact on statistical data required for 

reporting purposes.

•	 A total of 37 cases related to Special Pensions 

were investigated for fraud/corruption; lack of 

capacity remains a challenge in this regard.

•	 The turnaround time on cases referred to SAPS 

and other law enforcement agencies remains a 

challenge.

•	 Fraud detection software was not acquired 

as anticipated. This is awaiting the initiation 

of Modernisation projects to identify the most 

suitable detection capabilities, aligned with the 

Modernisation Programme.

 

Way forward 2013/2014

•	 The review of the organisational structure and 

sourcing of additional human capacity will enhance 

the capacity to deal with fraud, risk and corruption. 

•	 The Risk Implementation Plan and the Risk 

Strategy, Whistle-blowing Policy and Fraud 

Prevention Plan will be prioritised.

•	 Monitoring capabilities will be increased to detect 

fraud at an early stage, for example re-evaluating 

the current control measures and their ability to 

prevent and detect fraud.

•	 Risk assessments are to be conducted at Regional 

Offices and at Head Office, including for pre-

planned Modernisation projects 

•	 A project-based approach and outsourcing of some 

functions to service provider(s) will be explored to 

reduce case volumes and backlogs

•	 An ethical culture will be promoted within the 

organisation through training and awareness 

programmes and ensuring that policies and 

procedures are in place to guide employees 

towards ethical behaviour.

•	 Software (with investigative analysis and data 

access solutions), linked with Modernisation, will 

be procured to deal with systems-based fraud and 

corruption activities.
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Sub-Programme expenditure

2012/2013 2011/2012

ECONOMIC 
CLASSIFICATION

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

R’000 R’000 R’000 R’000 R’000 R’000

Compensation of 
employees

16,519 12,381 4,138 14,705 11,802 2,903

Goods and services 3,221 2,586 635 4,048 1,672 2,376

Capital expenditure 31 - 31 23 - 23

Total 19,771 14,967 4,804 18,776 13,474 5,302

Table 19 - Sub-Programme 4.4 expenditure

The variance of 24,3% under-spending is mainly due to Forensic and Fraud audits that occur when the need arises; 
to date no audits have been done. Another major contributing factor was positions budgeted for but not yet filled as 
a result of the moratorium on the filling of positions (R3.9 million).
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Sub-Programme 4.5: Legal Services

•	 The purpose of Legal Services is to provide an enterprise-wide legal service. As the GPAA is a service provider to 

both GEPF and National Treasury, Legal Services is responsible for providing legal support in areas of operations 

for which the GPAA is responsible.

•	 Legal Services has the following measurable objectives:

1.	 To establish a legal identity for the GPAA.

2.	 To improve the GPAA’s governance and compliance framework.

3.	 To improve service delivery through ensuring compliance with legislative requirements.

Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 2
To have 
an efficient 
corporate 
governance 
and financial 
management 
framework

10. Year-on-year 
reduction of 
significant 
matters of 
emphasis

Unmodified 
audit rating

100% of 
significant 
audit findings 
resolved by 
specified date

No audit findings Achieved as there are no 
significant findings.

11. Year-on-year 
reduction of 
internal audit 
findings

Internal 
audit matters 
addressed

85% resolution 
of internal 
audit findings

No audit findings Achieved as there are no 
significant findings.

12. % budget  
variance

17% variance Approximately 
2% budget 
variance

40% variance The nature of Legal Services 
is that it cannot anticipate 
when external services 
will be used as litigation 
may occur at any stage, or 
opinions could be required at 
any interval.

13. % of risks 
mitigated

73% of 
top risks 
mitigated

60% of top 
risks mitigated

80% mitigated Exceeded as the GPAA’s 
Legal Services is working 
together as a unit to transfer 
skills:

•	 Mentoring is 
implemented,

•	 Meetings are held 
regularly, and

•	 All opinions are valued 
and discussed.

14. Year-on-year 
reduction of 
fraud cases

40% 
reduction

50% reduction 
of open cases

30% of cases 
reduced

The decline in manpower 
impacted on the non-
achievement of the target.
 
The advertising and filling of 
positions is in progress.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

15. Extent of 
Business 
Continuity Plan 
implementation

Interim 
Business 
Continuity 
Plan

Plan 
implemented 
and exercised

Business 
Continuity Plan 
implemented:

•	 Two Disaster 
Recovery site 
exercises 
conducted, 
and

•	 Two Business 
Continuity 
desktop 
exercises 
conducted

Achieved.

16. % compliance 
to GEPF SLA 
performance 
requirements

90% 
compliance

95% 
compliance
 

83% compliance The target was missed 
because not all benefits 
claims were paid within 
specified time.

17. % compliance 
to National 
Treasury SLA 
performance 
requirements

95% 
compliance

95% 
compliance

95% compliance Achieved due to consistent 
feedback and engagement 
between the two partners.

18. % of QCRs 
responded to 
within two days 

     Hours taken 
to respond to 
stakeholders 
complain.

67% in more 
than two days

80% 
responded 
to within two 
days

Two hours 
taken to 
respond

An average of 
63% responded 
to within two 
days

The GPAA has put systems 
in place to respond to 
queries within two days; 
these include dedicated back 
offices and officials to deal 
with these issues.

19. % of QCRs 
resolved within 
seven days

     Working days 
to resolve 
stakeholder 
complaints

67% in more 
than seven 
days

70% resolved 
within seven 
days

Five working 
days to 
resolve 
stakeholder 
complaints

An average of 
94% resolved 
within seven 
days

The GPAA has put systems 
in place to resolve queries 
within seven days; these 
include dedicated back 
offices and officials to deal 
with these issues.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

Objective 4
To develop core 
skills and human 
capabilities 
to deliver 
professional 
and efficient 
administration 
services

23. Number of 
implemented 
training and 
development 
initiatives

Zero - new 
measure

Develop Skills 
Plan

Workplace 
Skills Plan 
developed and 
submitted to the 
relevant Sector 
Education and 
Training Authority 
(PSETA) by 30 
June 2012

Achieved.

24. Targeted 
training 
programmes

2.5 days 
average 
targeted 
training per 
employee

Two 
development 
programmes  
implemented

More than two 
development 
programmes 
implemented:

•	 171 
employees 
trained in 
OMS,

•	 90% 
compliance 
to Bursary 
Policy, and

•	 80% 
compliance 
to Workplace 
Skills Plan

Achieved.

Training needs are identified 
and provided as per 
performance agreements 
and the OMS training 
programme was introduced 
to improve performance.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

25. % Wellness 
Index rating  

Employee 
Satisfaction 
Survey rating 
of 89%

60% Wellness 
Index rating  

74% Wellness 
Index rating  
Wellness Index 
rating was done 
through a survey 
and an Employee 
Satisfaction 
rating of 46% 
was obtained:

a)  100% of 
managers 
received sick 
leave reports,

b)  77% of 
employees 
attended 
wellness 
sessions,

c)  100% of first 
aiders and 
20% of fire 
fighters were 
trained, and

d)  20% of 
wellness 
status 
reports were 
submitted to 
management

Achieved.
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Strategic 
objective

Performance 
indicators

Baseline 
(annual) 
2011/2012

Annual target 
2012/2013

Actual 
performance 
against target 
2012/2013

Reasons for variance

26. % level of 
compliance to 
the Performance 
Management Plan

Zero - new 
measure

60% level of 
compliance 
to the 
Performance 
Management 
Plan
 

Evaluations: 

•	 52% 
compliance 
for 
evaluations 
submitted by 
due date (31 
May 2012),

•	 0% 
compliance 
for payment 
of incentives 
by 30 June 
2012, and

•	 100% of all 
evaluation 
incentives 
paid and 
implemented 
after 
approval by 
CEO

Agreements:

•	 An overall 
average 
compliance 
rate of 
45% for 
agreements 
by the due 
date (31 May 
2012), and

•	 94% 
submitted to 
date

The performance 
management system has 
challenges and measures 
have been put in place to 
improve it.

Table 20 - Sub-Programme 4.5 performance against predetermined objectives
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Sub-Programme expenditure

2012/2013 2011/2012

ECONOMIC 
CLASSIFICATION

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

Final 
Budget

Actual
Expenditure

(Over)/Under 
Expenditure

R’000 R’000 R’000 R’000 R’000 R’000

Compensation of 
employees

7,761 4,834 2,927 5,474 4,069 1,405

Goods and services 4,741 2,609 2,132 3,070 2,246 824

Capital expenditure - 1 (1) - - -

Total 12,502 7,444 5,058 8,544 6,315 2,229

Table 21 - Sub-Programme 4.5 expenditure

The variance of 40% (R5 million) is mainly due to the moratorium placed on the filling of vacant positions (R656,000), 

and legal services that have not yet been utilised due to the reduction of cases against GEPF and the GPAA 

(R561,000).












































































































































































