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ANALYSIS OF ENQUIRIES  2009/2010 CITY OFFICE
	EMPLOYMENT     2,996
	New
	Repeat
	APPEALS                 23       
	New
	Repeat

	Situations
	   16
	      43
	Destitute
	5
	12

	Wages
	    214
	    696
	Transport
	4
	  2

	UIF
	      25
	      95
	Nursing/Baby sit
	0
	  0

	Pensions
	    187
	 1,301
	Befriending
	0
	  0

	Compensation
	    35  
	    156
	MISCELLANEOUS    25
	
	

	Unfair Dismissals
	      67
	    161
	Information
	11
	14

	HOUSING                   75 
	
	
	LEISURE                       0
	
	

	Accommodation
	      3
	   1
	Hobbies/Sport
	  0
	0

	Eviction
	      5
	      12
	Social
	  0
	0

	Rent/Lease
	     1
	   9
	Travel/holidays
	  0
	0

	Purchase/Sale/Transfer
	      13
	       23
	MEDICAL                   100
	
	

	Neighbours
	      0
	    2
	Services
	0
	13

	Administration
	     2
	    4
	Disability Pensions
	6
	48

	FAMILY                     81
	
	
	Mental Health
	1
	  5

	Marriage/Divorce
	      10
	  15
	Sex
	1
	  0

	Welfare
	      4
	  15
	Medical Aid/Accounts
	2
	16

	Maintenance
	     9
	        4
	Physical Abuse
	4
	 4

	Children
	     3
	   9
	MUNICIPAL                12
	
	

	Addictions
	     0
	   0
	Rates/Accounts
	3
	5

	Missing Persons
	     1
	   1
	Pollution/Noise
	0
	0

	FINANCIAL             479
	
	
	Services/Problems
	2
	1

	Loans/Banks
	  16
	  71
	Traffic Dept
	0
	1

	Debt
	     26
	       90
	Regulations
	0
	0

	Fraud
	   7
	       46
	CONSUMER                22
	
	

	Insurance/Tax
	       2
	       37
	Advice/Information
	0
	3

	Death/Wills/Estates
	     20
	117
	Complaints
	6
	8

	Accident Claims
	    8
	  39
	Legislation
	0
	1

	REGISTRATION       60
	
	
	Repairs
	0
	3

	Birth/Death/Marriage
	3
	10
	Business
	0
	1

	ID/Passport
	5
	34
	OFFERS OF HELP        1
	
	

	Trade Licence
	3
	3
	Volunteers
	     0
	       0

	Residence/Asylum
	2
	0
	Disposal of Goods
	     0
	       1

	AGED                        6  
	
	
	Services
	
	

	Accommodation
	1
	0
	REFUGEES               492
	
	

	Pensions
	2
	2
	Labour/Pensions
	60
	268

	Employment
	1
	0
	Asylum/ID/Permits
	14
	  37

	Concessions/Assistance
	0
	0
	Accommodation
	  5
	 11

	LEGAL                     166
	
	
	Legal/Police
	 4
	 21

	Action/Advice
	   37
	53
	Family/Welfare
	 15
	43

	Court Cases
	5
	38
	Financial
	  3
	11

	Lawyer Complaints
	2
	  3
	
	
	

	Police
	3
	  6
	NEW CASES
	    894   

	Prison
	5
	14
	REPEAT CASES
	            3 675

	Constitution
	0
	0
	TOTAL CASE COUNT
	            4 569 

	EDUCATION              31
	
	
	Telephone Cases
	            1 644   

	Education/Training
	5
	15
	Daily Case Average
	19.4         

	Funding
	0
	10
	
	

	Vocational Guidance
	0
	  0
	Disbursements for Cases
	      R 235171,00

	Adult Education
	0
	 0
	
	

	Educational Enterprises
	0
	 0
	
	


ANALYSIS OF ENQUIRIES  2009/2010 SAULSVILLE OFFICE
	EMPLOYMENT    1135
	New
	Repeat
	APPEALS                 0       
	New
	Repeat

	Situations
	0
	     0
	Destitute
	0
	0

	Wages
	    30
	     0
	Transport
	0
	0

	UIF
	    18
	   10
	Nursing/Baby sit
	0
	0

	Pensions
	  300
	 720
	Befriending
	0
	0

	Compensation
	13
	     3
	MISCELLANEOUS    0
	
	

	Unfair Dismissals
	    38
	     3
	Information
	0
	0

	HOUSING                 41 
	
	
	LEISURE                    0
	
	

	Accommodation
	4
	0
	Hobbies/Sport
	0
	0

	Eviction
	   19
	       1
	Social
	0
	0

	Rent/Lease
	0
	 0
	Travel/holidays
	0
	0

	Purchase/Sale/Transfer
	     4
	       0
	MEDICAL                    8
	
	

	Neighbours
	1
	 1
	Services
	0
	0

	Administration
	   11
	 0
	Disability Pensions
	2
	2

	FAMILY                     37
	
	
	Mental Health
	1
	3

	Marriage/Divorce
	    10
	5
	Sex
	0
	0

	Welfare
	  4
	2
	Medical Aid/Accounts
	0
	0

	Maintenance
	    14
	       2
	Physical Abuse
	0
	0

	Children
	 0
	0
	MUNICIPAL                 4
	
	

	Addictions
	 0
	0
	Rates/Accounts
	1
	3

	Missing Persons
	 0
	0
	Pollution/Noise
	0
	0

	FINANCIAL               34
	
	
	Services/Problems
	0
	0

	Loans/Banks
	4
	0
	Traffic Dept
	0
	0

	Debt
	      2
	       0
	Regulations
	0
	0

	Fraud
	 1
	       3
	CONSUMER                 1
	
	

	Insurance/Tax
	      1
	       1
	Advice/Information
	1
	0

	Death/Wills/Estates
	      0
	0
	Complaints
	0
	0

	Accident Claims
	 4
	     18
	Legislation
	0
	0

	REGISTRATION         9
	
	
	Repairs
	0
	0

	Birth/Death/Marriage
	0
	0
	Business
	0
	0

	ID/Passport
	1
	0
	OFFERS OF HELP       1
	
	

	Trade Licence
	4
	0
	Volunteers
	      1
	       0

	Residence/Asylum
	1
	3
	Disposal of Goods
	      0
	       0

	AGED                           1
	
	
	Services
	
	

	Accommodation
	0
	0
	REFUGEES               2
	
	

	Pensions
	1
	0
	Labour/Pensions
	1
	1

	Employment
	0
	0
	Asylum/ID/Permits
	0
	0

	Concessions/Assistance
	0
	0
	Accommodation
	0
	0

	LEGAL                     16
	
	
	Legal/Police
	0
	0

	Action/Advice
	2
	0
	Family/Welfare
	0
	0

	Court Cases
	7
	3
	Financial
	0
	0

	Lawyer Complaints
	0
	0
	
	
	

	Police
	0
	0
	NEW CASES
	            510   

	Prison
	0
	0
	REPEAT CASES
	            787

	Constitution
	1
	3
	TOTAL CASE COUNT
	          1297 

	EDUCATION             8
	
	
	Telephone Cases
	            147   

	Education/Training
	7
	0
	
	

	Funding
	0
	0
	
	

	Vocational Guidance
	1
	0
	
	

	Adult Education
	0
	0
	Male
	              704

	Educational Enterprises
	0
	0
	Female
	              593


CHAIRPERSON’S REPORT
It is a pleasure to report to you on the work that has been done in the year April 2009 to March 2010.   It has been a year like no other as we worked to implement the two projects set up with funding from the Canadian International Development Agency (CIDA) – and as we worked to get more African language speakers involved in our advice services - while keeping everything else going along as always.   We have greatly enjoyed the challenges we have faced.
CIDA generously funded two projects for us.   First a project in which a trainee was paid to work in our offices doing advice work on a one year contract.   Our appointee was a graduate of the Tshwane University of Technology with a diploma in Paralegal studies – Vuyelwa Xhamfu.   This appointment was announced at the last AGM.   Vuyelwa was a great success – very professional, a hard worker, supportive of her colleagues.   She herself handled 1854 client requests out of the total of 4569, an excellent performance.   We enjoyed having her in the office and were sorry when she resigned one month short of the end of her contract due to the difficulties associated with being a mother of a small child.   We believe we gave her good work experience which will stand her in good stead in the workplace in the future.
Our most exciting project was setting up a branch office in Saulsville, manned by our two CIDA appointees, Ms Boitumelo Moloto and Mr Lucky Matseke.   We who live in the east of the city have no idea how poorly resourced many parts of the townships still are.   We struggled to find affordable accommodation and were most grateful when we were offered an office at the Evangelical Lutheran Church by Dean Masoga.   You will see the statistics of the work done in that office.   I think it was commendable, seeing that the staff had to set up the office, make themselves known to the community and win their trust.   We had never done outreach work before and so the two staff were pioneers in promoting the service as a whole and in meeting the community and making their rights known to them.   CIDA wanted women and youth particularly to be targeted and you will see that the percentage of women reached in Saulsville/Atteridgeville was much higher than in the city office.   
As a result of the marketing of our services done by our Saulsville staff, we have grown the number of client  requests we have handled in the city from 3701 last financial year to 4569 this year, an improvement of 23%.   Add to this 1297 handled in the Saulsville office, and DCAB has grown its services by 58%.   In addition the Saulsville staff reached 3743 people in their weekly community days.   If you consider that for every person reached there are likely to be four to five additional family members benefiting from the information on human rights being given out, then their work will certainly have had an impact on peoples knowledge of their rights and how to attain them.   With respect to women being helped, in the Saulsville office the percentage of women clients seeking help was 45% of the client total, in contrast to the city office where the percentage is only 20%.   I think the volunteers and the CIDA appointees deserve warm congratulations.
When I talk of volunteers I include the Legal Assistant students from Tshwane University of Technology who have been doing experiential learning in our offices.   We have been delighted to offer to a number of students the opportunity to do work in our offices as part of their course.   We have been most impressed with the training they get at the University, with their knowledge of the law and particularly labour law.   We think we give them real life experiences in working in our offices as they get to handle cases just like any other volunteer.   Of course they also bring to the equation their ability to speak African languages, which is greatly appreciated by our clients.
With respect to clients, a feature of this year has been the large number of refugees we have had coming to the office.   This is a group which is truly difficult to service.   Their needs for accommodation, food and work are so great and our capacity to help so limited.   The matter is compounded by the formalities and delays around registration and the difficulty they experience in achieving their rights even when they have legal status.   I must pay tribute to the invaluable donations of food from both volunteers and friends and family of volunteers – your contributions are greatly appreciated.

The fundraising committee has worked steadily throughout the year, sending out project proposals for funding.   Lisa Zucchini has been most imaginative in the fundraising she has done and her efforts are greatly appreciated.   However we have been unable to secure large funding again.   We recognise that times are hard and that the World Cup Soccer has been a huge preoccupation.   We soldier on in this respect.   Surely DCAB is an NGO not only worth saving but worth fostering.
I would like to pay tribute to Martzi Eidelberg who worked in our offices for more than 35 years.   Not only did she work as a counsellor at CAB but she also found new volunteers for us and new donors.   She had many connections in many communities through her work in the Anglican Church.   Martzi moved to the USA in April – we think of her often as she starts a whole new life there.

I would like to end this report by recognising those who have made this year such a unique one.   Firstly to Dean Masoga who helped us with office accommodation in Saulsville and who in spite of his commitments showed a great interest in our work.   To our two CIDA appointees who worked in Saulsville, you did pioneering work for us and we are proud of your achievements.   To the CIDA appointee in our city office, thank you for the huge amount of work you did, your technical support to the rest of us and for being a part of the team.   To the Legal Aid of South Africa who have sent candidate attorneys to our offices in the city and in Saulsville on a monthly basis – thank you for your help.   Most importantly I pay tribute to all our voluntary workers who gave so willingly of their time   The load has grown so much that three volunteers per day are needed to do counselling work in the city office, as opposed to the usual two.   Many of you have given in extra measure as we dealt with the changing environment.   Let me just single out my Deputy Judy Rubin who continues to give time and energy in many creative ways and is the only person involved in advocacy work – thank you Judy.   To the members of Executive who have also volunteered their services, thank you for your interest, your ideas and your time.   Dilshaad Gani particularly has brought a fresh view to the organisation which we have greatly enjoyed.   Our challenge now for this financial year is to find a sponsor for a follow-on project.
Thank you to you all,

Rose McGillivray

CHAIRPERSON, VOLUNTARY WORKERS REPORT

In our archives I came across an annual report dated 1976.   In there a 
Mrs J L Savage had written her Directors report. I would like to quote from it

“…..1976 showed once again the ever present need for an organization such as the Citizens Advice Bureau.  The number of cases dealt with increased yet again and nearly three hundred more cases were handled than in the previous year.   The first Annual Report published in 1969 records that 714 cases were dealt with.   In 1976 the number was 1534.   Many of the queries and problems are discussed over the telephone although the majority of clients come into the office.…..”

33 years later I can report that our total case count is 4569 and telephone cases 1644.   What makes DCAB so special that over so many years we can still provide a service to our  clients?   We survive with grants and donations and the unselfish support of voluntary workers and information team.   The 1976 case count shows that they handled 347 employment cases.   In 2009/10 the number was 2996.   The need for help and assistance is still growing.  

Mrs Savage wrote further

…..The fact that the Pretoria Citizens Advice Bureau continues to be known and more widely known as a place where everyone is given an opportunity to discuss their problems in confidence and in a caring atmosphere is largely due to its dedicated counsellors.   The quality of the service depends greatly on the concerned understanding and patience of these people who so willingly and cheerfully give their time to do this work ….”

What more can I add then but to thank Rose McGillivray and Judy Rubin for their unending support during the years.  To the voluntary workers and information team, without your dedication and support we would be unable to continue.  I am proud to be part of such a great organization.

May God bless you all

Willy Rensen 
REPORT ON QUALITY MANAGEMENT

Of the five aspects in managing quality handling of cases and enquiries which clients bring to the bureau, Training has been the poor relation this year:  no topics were presented for our stimulation or growth.   The management of Legal Aid has invited our Voluntary Workers to join the presentations offered to their paralegals twice a month, and I encourage us all to take advantage of this generous offer.

The daily reports of casework attended to in the Pretoria and Saulsville Offices are Checked regularly.   The permanent Voluntary Workers have all been enthusiastically engaged in our dedicated, yet lively, interactive helping services for many years which explains the high standard of output attained and which needs little checking.   Our CIDA Office Trainee, Vuyelwa Xhamfu, learned quickly and became a powerhouse of technical know-how and her handling of cases was business-like and confident.   Boitumelo  Moloto and Lucky Matseke were extremely able at handling the enquiries/problems in the Saulsville Office.  They ran a praiseworthy bureau from scratch.

The monthly Voluntary Worker Meetings are always the melting pot of matters which arise from the daily case-work:   the notes I make from those case-work reports, and the discussions centreing around difficult cases encountered in the month.   It is from these case discussions we become aware of injustice in current legal practises which hinder right outcomes and make it necessary to embark into the field of Advocacy
In last year’s report I mentioned the neglect by the Dept of Labour to handle UIF claims made by workers holding foreign identity documents/passports.   I am thrilled that input we made was used to give the Legal Resources Centre success in their case to make amendments to the UIF regulations towards the end of 2009 and make it possible for our case, a widow, to have her claim for death benefits honoured.   

Lawyers for Human rights agreed to take on the case of 40-50 workers owed money for many months by their Security Industry employer and an ultimatum was delivered.

The University of Pretoria Law Clinic took the case of a defrauded sub-contractor by demanding R20,000 from the construction contractor.   Sadly, this poor abused worker has not yet been located.   Other situations which need attention from our law-makers, are: a) the un-reasonable charges made by lawyers administering court garnishee orders and b) the charges made by Sheriffs of the Court when handling writs of execution against respondents.

The Information Section provides the foundation for our service.   They meet each week to update and enlarge the data base on both electronic and index card systems, sourcing from the Internet, newspapers and other resources.   Reports of this new information are shared at the monthly meetings, thereby equipping us in readiness for action.

Yes!   Real problems, real needs, real people, yet DCAB must probe deeply to find really objective funders amongst the many subjective ones whom we cannot satisfy!

Judy Rubin

“For the Son of Man came to seek and to save the lost”     Luke 19:10
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