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SCA Case No. 1028/2(018

{GP Case No. 21504/2015)
{Review Appiication - Page 47)
(Rule 53 Record - Page 138}

SOUTH AFRICAN S0CIAL SECURITY ABENCY

ANNEX “DL7" - Service Level Agreement

dated 3 February 2012 8%

SERVICE LEVEL AGREEMENT

antered info by and between:

THE SOUTH AFRICAN SOCIAL SECURITY AGENCY
{Represented herein by Ms Virginia Petersen, in her capacity as the Chiel Execufive
Officer, and being duly authorized thereto)

(Herelnafter referred to as the "SASSAY)

and

CASH PAYMASTER SERVICES (PTY) LTD

{Represented hereln by Dr Serge Belamant, In his capacily as the Chlsf Exacutive
Officer and belng duly authorized therelo)

(Hereinafter referred to as the “CONTRACTOR")

{Jointly referred to as the “Parties”)

&
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4 8 SCA Case No. 1029/2018 ANNEX “DL7” - Service Level Agreement

{GF Case No, 21904/2015) dated 3 February 2012
{Review Application - Page 50}
{Ruie 53 Racord - Page 138)

South African Social Securty Agency SASSAS CPS Barvice Leve] Agraement

1.  DEFINITIONS

Unless the context Indicates otherwise, the wcrds and expressions sef out below shall bear
the following meanings and cognate expressions shall bear corresponding meanings.

“Act” means the Soclal Assigtance Act, 2004 (Act No.13 of 2004) as amended;

sAgreement” means the agresment concluded between the Parties in refation to the Grant
payment services renderad by tha Contractor to SASSA, fo which this SLA is attached;

“Alternative identificalion™ means the documents as prescribed by the SASSA in tems of
Regulation 11.1 of the Social Assistance Act of 2004;

10 “Beneficiarles” shall bear the meaning assigned o it in the Act and Includes Children;

“Blometric” means the method by which a person Is uniquely identified by evaluating one
or more distinguishable biologlcal tralt, based primarily on fingerprints;

“Businass Day” means Monday {o Friday between the hours of 08:00 to 16:00, excluding
Saturdays, Sundays or a day which from time to time Is proclaimed a public holiday In the
Repubiic of South Afrlca; '

“Calendar Month” means a peried from the first day of the month {o the izst day of a

month;

“Card” means a pocket-sized SASSA branded card with embedded Infegrated circuits,
which Is able to store data, process Payiment and communicale with a Cand Reader;

20 “Card Reader® means an electronle device thel verifles the data stored on a Card;

“Chlld" means any parson under the age of 18 (elghtesn) years who is entitied to benefit
gdirectly from a Grant and in respect of whom an application was made for the Grant;
*Children” shall have a correspondlng meaning;

"GCommencement Date” means 1 Aprif 2012;

“Contractor” means Cash Paymaster Services {Pty) Lid;

“Data” means the Information (including Biometrics) of Beneficlaries obtalned by the
Contractor through the exscution of the Agreement;
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South African Soclal Security Ageacy SASSAJCPS Servics Level Agraement

“Digital Photograph” means a photograph captured In accordance with the Department of
Home Affairs norms and standards,

“Grant” means 2 “soclal grant’, es definad in the Social Assistance Act, 2004;

“involce” means an original tax Invoice reflecting the amount owing by SASSA to the
Contractor end which conforms to the provislons of the VAT Act No, 89 of 1891,

spartles” means the Soulh African Soclal Securlfy Agency (SASSA), the Agency

astablished in terms of section 2 of the South African Social Security Agency Act, 2004 (Act

No. 9 of 2004} and responsible for the administration and payment of soclat assistance in

terms of Chapter 3 of the Soclal Assistance Act, 2004 {Act No. 13 of 2004) and Cash 10
paymaster Services {Pty) Lid ( Contractor); & company duly registered and incorporated in

terms of the company Jaws of the Republic of South Africa bearing the registration humber
1674/007195/07; and a “Party” shall have a comesponding meaning;

spayment” means the loading of a Grant due to a Beneficlary, as per SOCPEN or SASSA
tnstruction, and the disbursement thereof and “Pay” used in the same conlext shall have a

corresponding meaning;

“payment Cycle” means the period of a month in which Payments are allowed to be
effected by the Contractor in accordance with the SOCPEN Payment Extraction and cut-off
schedules;

“payment Extraction” means the replica of the Grants raport 5 generated from SOCPEN; 20

“pay Day” means the Business Day In any given Payment Cycle upon which Payment is to .
be made by the Contractor, s specified in the Payment Schedule;

spayment Flle” means the electronic Information provided to the Contractor by SASSA,
which contains gll the information neadsd to effect Payments to Raclplents;

“payment Methodology” means the payment methods of Grants as provided for in the
Regulations, which faclitates the Payment of Grants to Reciplents at designated Pay-Points
or through other alternative payment channels;

“pay Polnts” means a place designated by SASSA for the Payment of Grants, also
referred to as a Pay-Point Faciiity, which may be fixed or mobile;

“payment Schedules” means the Payment times, dates and venues agresd upon between 0

SASSA and the Contractor;
Z) Qﬂ
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{GP Case No. 21904/2015) dated 3 February 2012

{Review Application - Page 52)
(Rule 53 Record - Pags 140}

South African $ocinl Sacurity Agency BASBA} CPS Bervice Leval Agreament

“Payment Perlod” means the number of days I which Payments are made In a specific
month,

“Payment Team™ mean The Confractor's employess responsible to effest payment of
Grants during the Payment Cycle;

“Prime Rate" means the publicly quoted variable prime interest rate as announced from
{ime fo fime by the Governor of the South African Reserve Bank, calcujated at a flat rate.

“Procurator” means a person appointed by a Beneficiary or SASSA to receive one or more
Grant on the Beneflclary’s behalf in terms of the Act;

10 “Province” means a geographically defined ares deslgnated as a Province In terms of the
Constitution of the Republic of South Africa, 1896; and “Region” shall have a corresponding

mesning;

"Reclplent” means a Beneficlary, Primary Cara Glver, & clalmant of Unclaimed Bsnefits or
Procurzior who Iz entitled to reteive one or more Granls;

"Rggistration’? means the electronic capturing and storing of all Recipients’ personal Data
and Blomestrics, and the Issttance of Cards to such Recipients for the purposs of receiving
one or more Grant; "Enrolment” or "Enrof” shall have a camresponding meaning:

“Sgiarvlr:ms;’ki means the Enrolmant and Payment of all Reciplents in the Service Location,
regardless of the Payment Methodology, In accordance with and as more fully described in
20 the SLA and defslled In the Bid Documents as defined in the Confract;

' “Service Levels” means the service levels which the Contractor shall comply with in
rendering the Services as sof ouf in this SLA;

“SLA" means this Service Leve! Agreament;

*Service Location” means all nine Provincels, as per geographical demarcations In terms
of the applicable legislation;

"SOCPEN" means the Soclal Grant Payment System, used to stipport the processing and
Payment of Soclal Granis;

"Sul-Contractor™ means a parly or patties contracied by the Contractor {o render services
to or oh behalf of the Contraclor for the duration of the Cohiracl, while the ovarall

30 responsibllity end accountability of those services remains that of the Contractor; ﬁ
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SCA Case No. 1029/2018
{GP Case No. 21904/2015)

(Review Application - Page 53}
{Rule 53 Record - Page 141}

South African Social Sscurity Agency

SASSA S CPS Sorvice Level Agrasement

*Unclaimed Benefits” means the amount due o the Beneficlary at the end of the month in
which he or she dies, which is pald to a claimant approved by SABSA in lerms of the

legistation;

“JAT” means value added fax In ferms of the Value Added Tax Act No. 89 of 1851 or any
similar tax on the supply or sale of goods anglor services.

2.
2.1.

2.2,

24.

2.5,

3.

INTERPRETATIONS

Any reference to legistation or subordinate legistation Is reference fo such legislation
ot subordinate legistation at the date of signature hereof and as emended and/or re-
enacted from time to time,

Words importing: (8) the singuler shall include the plural, and vice versa; (b) words
importing the masculine gender shall include the feminine and neuter genders, and
vice versa; and {c) words Importing natural persons shall include legal persons, and
vite versa.

Where any provision of the SLA requires a Party to perform any act In writing, this
requirement will only be satisfled if such performance Is made In a written or paper
based form. The provisions of the Electronic Communicaflons and Transactions Act
25 of 2002 are expressly exduded from the SLA,

Any term defined within the context of any perticular clause In the Service Level
Agreement, shall bear the same meaning as ascribed to it for all purposes in terms of
the SLA, notwithstanding that the term has nof been defined in the definition clause.

When any number of days is prescribed In the SLA, same shalf be reckoned
exclusively of the first and inclusively of the fest day. '

DURATION

The rights and obligations of the Partles in terms of and pursuant to the provisions of the
SLA shall commence on the Commencement Date and shall remaln In force unti

termination of the Agreement.

4.
4.1.

4.1.1.

THE SERVICES

The Confractor shall_render the Services in terms of end In accordance with the
Service Levels contained In the Agreement. The Services include, In broad terms:

Enroiment of all efiglble Reciplents as per the Enrolment plan o be agreed to by the

‘ Parties, '
4.1.2. Issulng of Cards fo all Raciplents. M
£ P
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SCA Case No. 1025/2018
(GP Case No. 21904/2015)

{Review Application - Page 54)
(Hule 53 Record - Page 142)

South Alrican Soclal Security Agency

4,1.3.
4.14.

4.1.5,
4.1.8.
4.1.7,

4.1.8.

4.2.

5‘

SASSA | TPS Service Level Agreement

Payment of Granis to all Reclplents.

Raconclliation of pald, unclaimed and unpaid Granis and aflowing SASSA accass fo
reconciled payment Information electronically, at no additional cost.

Payment of Unclaimed Benefits.

Provislon of managament Information.

SASSA may, in writing, request further agreed report analysis, which must also be
provided &t no additlonal cost,

Provision of adequate securlty during the entire Payment process in accordance with
this SLA, including the transportation of money and proteclion of Recipients and

personnel at Pay Points.

Provision of adequate Infrastructure & Pay Polnts In accordance with this SLA,

ENROLMENT

The Contraclor shalt be responsible for two distinot phases of Enrciment which will take
place, namely bulk Enrolment (the initial Enroiment of every Recipient at the
commencament of the Contract) and on-geing Enrelment of new Reciplents,

5.1.
51.1.

5.2.

$.2.1.

§5.2.2.

Bulk Enroiment

The buik Enrolment process shall be in accardance with an Enrolment plan agreed to
bstween SASSA and the Contracior, which Enrolment plan will be conciuded by no
later than 29 February 2612,

On-going Enrolment
On-going Enrolment will teke effsct from 1 March 2012 for all new Reclipisnts.

The Contractor must manags Enrolment information on a daily basls and must at all
{mes make Enrolment information slectronically accessible to SASSA st no
=

addilional cost.

fy
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SCA Case No. 102812018
(GP Case No. 21804/2015)

(Review Application - Page 55)
{Rule 53 Record - Page 143)

South Afrlcan Soclel Security Agency

SASSA T CPS Servics Lavel Agreamsnt

513, The Enrolment process: informatien

5.3.1,

5.3.1.4,

53.1.2.

5.3.1.3.

5.3.14.

5.3.1.5.

5.3.1.6.

53.2.

5.3.3.

53.4.

5.3.5.

5.3.6.

5.3.7.

Enrolment process entails the capturing and registration of the following data:

Name, sumame, Digital Photograph (not applicable to Chiidren) and identification
number of the Reciplent.

Current address {physical and postaf), cell phone numbers, afternata contact
numbars, employment, name and address of schoo! attended by tha Child.

Grant lype.

All 10 fingerprints where possible, or two palm prints, or two foot prints (new-bom

fo 6 years) and volca,
The place of Enrolment,

Enroiment officer's detalls,

The Contractor shall provide a plan for Enrolment Data capluring, Data storage, Data
transfer and Data management, Including reporting.

All data and the format there-of in respect of Enrolmant, payment, reconcliiation,
stafisticat and management information files have fo comply with SASSA linkage
specifications and other spetifications set by SASSA.

The Contracior must ensurs that the 13 diglt identification number or Alternative
Identification number {7777) Issued by SASSA ralates to one set of ingerprints, paim
print or altemate blometric idantification.

The Contractor's system must ensura that at all times there are no duplicafions.

The Contractor's system must allow for periodic suditing of any cﬁanges mada fo the
Beneficiary Data to ensure Data integrity.

The Biomatric Data captured during Enroiment shall be used for matching and

ANNEX “DL7" - Service Level Agreement
dated 3 February 2012

33
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authenticating during Payment prbcess., The Contractor's Payment solution
allow and enable these business functions.
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SCA Case No. 1028/2018 ANNEX *BLT” - Seivice Level Agreement

{GP Case No. 21904/2015) dated 3 February 2012
{Review Application - Page 56)
{Rule 53 Recerd - Page 144)

South African Soclal Security Agency SASSAJ CPS Sarvice Leve! Agresmant

5.3.8. The Coniractor must verify the identity of all Reciplsnts and Children before
Enrolment.

5.3.9. The Contractor's sysiem must Inferface with the SOCPEN system.

5.3.10 The Parties record that the capturing of the information recorded In clause 5.3.1.2 is
an additional function requested by SASSA. The Partles shail discuss the obligation
afsing from such additional function and agree on the remuneration payable to the
Contractor by SASSA in respect thereof as well as the Imﬁaf:t on timing/delivery
schedules. If the Partles are unable to agree on a suilable remuneration andfor
timing/delivery varlations, the Contraclor shall not be required fo rendaer such

agditional dutles or functions.

5.4. Enrolment Process: Contractor's Blomefric System
5.4.1. Blometric Data processing must allow one (1} fo many matching during Enrolment.

5.4.2, The Blometric images and / or templates must conform to infernational standards
and will ba accessible, readable and ussble by SASSA and should be transfened to

SASSA on a monthly basls.
5.4.3. Bensficlaries will be Enmolled from an encrypted SOCPEN fila provided by SASSA.

5.4.4. Enrgiment Data will be used o enable the life cerfification procaess during Paymenis.

5.5, Enrciment Infrastructure

5.5.1. The Contractor must enstre fhat

5.4.5.4, ali Enrolmeant workstations are af all times fully cepacitated to capture all the
relevant data;

5.1.5.2, there are adequate basic facliities (incuding shefter, ablution facilities, drinking
water, chalrs) durlng Enrolments and facllitfes are accessible for older persons
and paopls with disabllities, and mothers with young chiidren;

5.1.5.3, Enmolments are carded out In order of vulnerabliity;

5154, for roving Pay Points, Enrolment does not Impact on the Payment of
Beneficiarias at subsequent Pay Polnts;

i
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SCA Case No. 1029/2018
(GP Case No. 24604/2615)

{Review Application - Page 57)
(Rule 53 Record - Page 145)

South Afrlean Social Bacurity Agancy SASSAJ CPS Ssrvice Lava] Agresment

6. PAYMENT CARDS

6.1. The Contractor must lssue a Card {o every Racipient af Enrolmant on/before the next
Payment Cycle.

62. The Contractor must ensure that the Card provides for enhanced protection of the
information and is durabla and able fo withstand rigorous use,

6.3. The following minimum Information must be stored on the Card:

8.3.1. 13 digit Identity number or Altamative identification number of the Recliplent;

6.3.2. Bilometric information; and -

6.3.3. Digital Photo of the Beneficlary.

6.5.4. Ensure that the Card is able fo interoperale af the banking infmstruéture conhected
to the National Payment System or Pay Point infrastructure in order to provide the
Benaficlary or Reclplent with full flexibility and cholce.

6.4. The Contractor must provide the first Card at Enroiment at no cost to SASSA or the
Recipient.

8.5, Oﬁiy one Card will be Issued to the Beneficiary irrespactive of the number of Granis
that the Beneficlary recelves, and no Cards wiit be lssued to Children

5.6. The Grant Reciplent must present the Card to access Payment. -

6.7. Tha Card shalt provide the Reciplent flexibility for Payment.

§.8. Interms of Card Replacement.

6.8,1. The Contractor shall, In the case of technlcal fault on the Card, ba responsible for the
replacement Card atits own cost,

§.8.2. The Contractor shall replace Cards that ara lost/damaged or have a technical fault
within 3 (three) Business Days after the Reciplent has notifled the Contracfor to
enable collection of the Card by the Beneficlary before or &t the next payment cycle
elther at SASSA's offices or at the Pay Point as specified on the Card replacement
epplication.

6.8.3. In cases of damaged or lost Cards, he replacement will bo at the Benefictaries’ cost,
which cost shall not exceed R20.00.

6.84. The replacement cosf will be per arrangement between the Coniraclor and the

Beneficlary; however, there will ba no direct daduction from the Grant amo
recelpt must be lssued fo the Benaficlary upon Payment. @;
7 / KO
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SCA Case No. 102612018 ANNEX “DL7” - Service Level Agreement
{GP Case Mo, 21804/2015) dated 3 February 2012

{Review Application - Page 58)
{Rule 53 Record - Page 146)

South African Soclel Securlty Agensy SASSA I CPS Service Lavel Agresment

$.8.5. Replacement Cands and costs charged must be monitored as part of the
Management information.

6.8.6. The Contractor must be In a position to provide monthly recotds or raports to SASSA
in relation ta Reciplents whose Cards were replaced and costs assoclated with such

replacements per Reciplent.

7. PAYMENT COMPLIANCE

7.1, The Contractor shall provide details on the measures that the Contractor will put in
place to: '

7.1.1, ensure that the right person is pald the correct amount.

7.1.2. ensure that there ars effective measures are In place to detect, prevent and report
fraud,

7.1.3. ensure that all Paymants are effected upon authentic verification,

7.1.4. ensure that Payments to Reciplents are effected not In contravention with any laws.

7.1.5. ensure Payment of the right amount, to the right person and at the right time.

7.1.6. ensure that Payment occurs under humane and dignified conditlons In accordance
with Bathe Pele principles.

7.1.7. ensure that the Beneficlary receives only the Soclal Grants amounts they are eligible
for during the Payment Cycle. In the event that Incorrect payments are made, the
Contractor shall be direclly fable for any costs assoclated with the double payments.

7.2.  Where false rejection of fingarprints or patmprints occurs, pay the Reciplent on the
presentation and Identification of a valid South African 13 (thireen) digt bar coded
identity document or acceptabls Alternative Identification, subject to wiitten approval
and positive identification by SASSA's help desk official. A copy of this approval Is fo
ba retainad by both the authorising SASSA officlal and the Contractor.

7.3. Whers payment has occumed under the conditions referred fo In 7.2 above, the
Contractor must be sble to prove at any time that such payment was epproved by

SASSA.

8. PAYMENT CRITERIA

The following criteria are performance related and will form part of the Conlract, (%/
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SCA Case No, 10292018

(GP Case No, 21904/2015) dated 3 February 2612
{Review Application - Page 55}
{Rule 53 Record - Page 147}

South Alrizan Soclal Becurity Agency BASSA T CPS Survics Luvel Agreement

8.1.
8.1.4

8.1.2.

8.1.4.

8.1.5.

8.1.8.

8.2,
g.2.1.

Payment Avallabitity

Payment to Recipients will fake place over the period of a Celendar Month, In
accordance with the Payment Schedule and the refevant legislation.

The Parfies must agres on the above referved Payment Schedule 8 {six) months in
advance. Adjustments due to unforeseen reasons cah be agreed to by the Parlies.

. Enswre that as soon as an application has been approved by SASSA and

communicated to the Contractor, the Reciplent Is enrolled before or by the next
payment cycle.

Payment at fixed Pay Points must be avallable during Business Days and Payment
teams are not {o leave the fixed Pay Points earfler than an agreed upon iime,

Cash payment of Grants at any Pay Point, whether portable or mobile, is not fo
contlnue after 16400, or take place on days not designated as Pay Days, except by
aangement by both Partles.

When a Payment Team is ready to leave any Pay Point, consultation between
SASSA's official, whera applicable the committes member representing Reclplents
at a Pay Point, and the Payment Team seader must take place In order fo ensure that
Reclplents remaln Informed and every reasonable effort has been made to pay every
Reciplent. '

Casual lliness

Provision Is to be made by the Contractor for the Payment of the Recipients, as
provided for by the legisiation, in accordance with the following procedure, in the
avent of Casual liiness of a Recipient: '

8244, The Beneficlary wili duly authorise a nominee to collect his Grant on his behalf,

8.2.9.2. This authorisation is to be captured on the approved SASSA form or & letler, on

which the thumb print, names and identity numbers of bath the Beneficiary and
the Procurator ara clearly displayed.

82.1.3. The local district office Is to approve the request, by stamping and signing the

9.

8.1,
911

farm.

FINANCES

Transter of Grant Funds

SASSA agress to make avallable tha funds required by the Contracter, which will
utilized for the rendering of the Services. The funds required during any gliven

7
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SCA Case No. 102972048 ANNEX “DL7" - Service Level Agreement
{GP Case No. 21804/2015) dated 3 February 2012

{Review Application - Page 80)
{Rule 53 Record - Page 148)

South Afrlean Socis! Security Agency SASSA S CFP3 Bervice Level Agreoment

Payment Cycle witl be paid fo the Contractor at least 2 {two} business days prior to
the Pay Day, the payment day baing tha 1 (first) day (or the next business day) of

each month,

9.1.2. The Contractor will have nine {9) dedicated bank accounts specifically and only for
Grant transfers, These accounts must be at a registered South African Bank;

0.1.3. Onihe 20th {twentieth) day of every month or the Business Day prior, the Contractor
shall provide SASSA with an advance projection requirement for the funding of
Granits for the first 5 days of the next Payment Cycle. One day after the provision of
the Payment Extraction, the Contractor shall provide SASSA with a second advance
funding requirement for the remalinder of the days of the Payment Cycle which
second advance, together with the first advance, shall equal the tolal payment
extraction as per SOCPEN.

9,14, The pre-funding and staggering of payments shall be in accordance with SASBA’s
Pay Flle. '

9.1.5. Bank charges Incurred on the Contractor's bank account will be for the account of
Contracior. ‘

9.1.6. The Contractor must, as parf of the reconcillation process, refund SASSA all un-Pald
pre-funded Grant amounts, with aclual interest eamned thereon, within four (4)
business days after the SOCPEN cut-off date.

8.1.7. The Contractor’s sysiem must provide management and reconciliation Information 1o
SASSA at the end of each Payment Cycle, The Payment and reconciliation reports
must list Reciplents, amounts Pald, Payment dates and unpeid Grants.

9.2, Unclalmed Benefits

9.2.1. The Contractor shall arrange fo pay the Unclaimed Benefits to the clelmant as
approved by SASSA, )

5.3. Stop Paymenis

9.3.1. SASSA mey Instruct the Contractor, not later than 2 {fwo) Business Days prior to the
Pay Day, to stop Payment and the Contractor must comply with such instruction

falling which the Contractor will carry the costs for such transactions.

10. INVOICING, PAYMENT AND STATEMENTS

10.4. The Contractor must submit en original involce and & reconcliiation of Payments as
well as management information reports to SASSA within 7 (seven) Days after the

end of the Payment Cycle. p
.2 P
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(P Case No. 21904/2015) dated 3 February 2012

{Review Application - Page 61)
{Ruie 53 Record - Page 149)

South Afrlean Soclal Bscurity Agency BASSA ) CP3 Service Level Agreement

102, SASSA shall, notwithstanding dispute in relation to an Invelce, effect payment not
leter than thirty {30) days afier the date of receipt of the Involce and reconciled
Payment report from the Contractor and payment shall be In accordance with the
foliowing:

10.2.1. Payment of an invoice will not, subject to clause 10.2, be effected before verification
to the final SOCPEN reconcilfation numbers, services randersd, and management
informatlon requirad in terms of the SLA has taken place.

10.2.2.1n the Instance of emors and or disputes of the inwolces, the Contractor will be

informed In wiiting thereof within 7 (seven) days of receipt of any Involce and wil
affect the necessary changes in the event of an error and or respond within (2) two
business days of such written notification.

10.2.3. In the event of an averpayment arising from clause 10.2, SASSA shall be entitled to
recaver any proven overpald amotnts from the next invoice.

10.3. SASSA shall make alf payments into the Conltractor's nominated bank account, The
bank account detalls shall be noted on each invoice. Changes in banking details

shall be communicated to SASBA In writing, when applicable no later than 7 days
prior to any payment due to allow for verification. The Bank account shal be verified

acconding to SASSA and National Treasury standards.

10.4. Immediately upon SASSA making payment of an Invoice, In full, by way of bank
transfor, SASSA's liabliity fowards the Contractor In refation o such invoice will be

deemed {o have been complled with,
10.5. Al original Involces must be daiivaregi to SASSA's address as stated in the Contract.

10.6. The Contracior shall Issue a consolidated monthly Involca in accordanca with each
Payment Flle with detalled Informafion for each Province, for the applicable Payment
Cycle, indicating:

10.8.1. Fees for the fotal number of Reciplents pald out as per the SOCPEN reconciliation
report; and

10.6.2. Any other services rendered, as agreed betwsen SASSA and the Contractor.

10.7. The Contractor must submit a statement of account monthly to SASSA.

10.8. Involtes pald iater than the due date shall bear interest at the Prime Rate, calculated
from and Inciuding the due date,

14, CONTRACTOR SYSTEM GENERATED RECEIPTS .
11.4. The Contactor shall ensura the following: /‘//
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South Afrfcen Socfal Security Agancy BASSA! CPS Servics Leval Agreement

11.1.1. A system-generated recelpt Is glven to each Reclplent as proof of Payment recejved,
The recelpts will amongst others indicate the next Pay Day,

11.1.2. Recelpis are balanced dally with the Grants Paid;

14.1.3. An electronic copy of all recelpts Is avallable to SASSA on request; and

11.1.4. Any querles from Reclpients, which may oceur In respect of Payments, are fo be
resolved by the Coriractor within ten {10) Business Days.

12. PAYMENT DATA
12.1. Al Data obtained by the Contractor in order o pr_ovtde the Services shall be stored
10 and malntainad by the Contractor on & separate and distingt information technology
database which shafl be SQL compliant,

12.2. Al Payment records, Data and Blometric Data shall remain the property of SASSA,
and may not be altered or disposed of without prior approval of SASSA.

12.3. SASSA shall have access to and be entitled to utilize, for the malnienance and
development of its own systems, ali the Data in the Contractor's possession.

12.4. The Payment solution must have appropriate record keeping end transaction Data
security pravislons.

42.5. The Contractor shall ensurs that SASSA s able {o access the electronic data In
respect of Enrclment, Payment information, statistical information, management
20 informatlon and any other agreed upon relevant information at any given fime.

13, PAYMENT EQUIPMENT

13.4. Enhancement or replacement of faully technology or obsolete equipment will be for
the account of the Confraclor.

13.2. The equipment used for Payment must be accessible to Recipients with disablifties,

433. There should be no intermediary between the Cash dispenser at the Pay Point and
the Reclplent; the Reclpient must be the only person to remove the money from the

Cash dispenser.
134, Ownership of the automated Payment equipment and éys!ems remaing with th
Contractor,
30 14, CONTRACTOR PERFORMANCE

44.1, The Contractor may not transfer & Reciplent from one Pay Point to another,
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14.2.

14.3.

14.4,

14.5.

14.6.

14.7,

15.
181

SASSA T CPS Service Level Agreement

The Contractor must be able fo Pay the Reciplent anywhere subsequent to the
official Pay Day having elapsed, but prior to the ast day of ithe Payment Cycls.

The Contractor may not combine, close or refocate Pay Points, unless both Partles
have agreed fo such action In writing. '

The Contractor shall not overtide the Payment system or any Paymant related
instruction, except where It is confimed that funds have been generated by
SOCPEN for Payment to & Recipient and the Contractor's system is unable to read
the Card or positively identify a Reciplent through Blometrics, arangements may be
made fo ensure that the Recipients ars Peid by manual pracess.

In the case of a lost Card, the principle of “ne Card no payment’, will apply. However,
if the replacement perlod of three (3) Business Days for reportad lost Cards is not
met, Payments must be affected by the Contractor, and the Contractor will bear all

the risks with such Payment.

The Contractor will provide exception reports of all iransactions exceeding R5000,00
{five thousand Rand) monthly, one day sfter SOCPEN data is avallable. The
Contractor may effect retrospactive Payments exceeding RE000. 00 (five thousand
Rand) unless advised otherwlse, In writing, two days prior to the commencement of
the Payment Cycle, by the designated provinclal representative of SABSA as per the
applicable procedures.

The Contractor will reconcile the Payment Flles received from SCCPEN after
conclusion of tha Payment Cycle In accordance with the BOCPEN cut-off schedules.

CONTRACTOR MANAGEMENT INFORMATION

The Contractor will provide SASSA with ar enable SASSA fo acquire reports from the
database and ensure the abifity to create customized reports In order to provida inter
alla the following management information:

15.1.1. Payment Audit Trail,

15.1.2. Banking / Personat Information Exceptions.

15.1.3. Mathod of payment in terms of Pay Points, merchanis and banks.

15.1.4, Migration of payment methods.
15.1,8, Pay Point management.

15.4.6. Number of replacement Cards issued.

15.1.7. Identiffcation method. : /ﬁﬁzﬁ

97 T
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T g squipment must be replaced with & suitable backup unit,
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15.1.8. Proof of Iife.
15.1.9. Unpald Grants.
16.1.10. Change of Baneflciary detall.

16.1.11, Large amounts pald, Enrolmenit statistics, stop payment insiruction.

15.1.12. Unclaimed Benelits.

15.1.13. information with regards to casual iliness (Including numbers, locality).

16. INFRASTRUCTURE, EQUIPMENT AND FACILITIES

16.1, Al payment equipment must be able fo operate at places where no eleclriclty Is .
10 avallable, For locatlons that normally have eleciriclty, an aftemative pay out
mechanism must exist in the event of power fallure o enable normal payments
functions to be resumed within one hour.

16.2. The equipment used for Enrolment and payment of Baneﬂclaﬁasfﬁecipients shall In
all instances be accessible to all Reciplents.

16.3. Payment teams shall have technical expertise o attend to all fechnlcal issues.

16.4. Should a fault occur with an aulomated cash dispenser which resulis In a distuption
of grani payments, such faull must be rectified with the Jeasi inconvenience fo
Reciplents.

16.5. If the fault cannct be rectifled at the Pay Point within 1 (one) hour, the affected

16.6, The preparation and clean-up of the Pay Point Is the sole responsiblity of the
Contractor to leave it in the same condition as when the Payment Team arived,

16.7. Pay Point Infrastructure inciuding venuas, seating, water, ebjution facilities and
fencing will be progressively improved to meat minimum normms and standards In line
with a plan joinfly developed by the Parties. The objective baing to ensure that over
time there are no Pay Points which opsrate in opan spaces or in facilities which are
not conduclve to the service provided.

16.8. No hawkers, money lenders and other vendors or unauthorized individuals will be
allowad on the premises of Pay Points during Payment Period,

30 16.0. ‘The Contractor shall implament a gueue menagement system {o assist with crowd
control,

18.10, The Contractor shall supply all Equipment, Including Industry stam% and

software necessary for Enroiment and the Payment of Grants. @\Qf
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