




 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 





 

 



















 2020/21  2019/20  

Estimate  Actual  

amount 

collected  

(Over)/under collection  

 

Estimate  Actual  

amount collected  

*restated  

(Over)/under 

collection  

 

 R’000  R’000  R’000  R’000  R’000  R’000  

Levy Income  217 000  223 570  6 570 220 000  217 619 (2 381) 

Government Grant  23 597  23 597  - 32 847  32 847 - 

Interest Income  11 556  5 833 (5 723) 14 534  13 607  (927) 

Dispute Resolutions   424    465  41 330 441 111 

Other Income  - -  50 26 (24) 

TOTAL  252 577  253 465  888 267 761  264 540  (3 079)  

 

Programme  

 

2020/21 2019/20 

Estimate Actual 

amount 

collected 

(Over)/under 

collection 

 

Final 

appropriation 

Actual 

expenditure*

restated 

(Over)/under 

expenditure  

 R’000 R’000 R’000 R’000 R’000 R’000 

1. Administration 145 397  74 245  71 152 153 139  68 401  R84 738 

2. Regulation 91 106  40 160  50 946 106 212  29 796  R76 416 

3. Education and 

training 

6 771  6 677  94 8 412   -  R 8 412 

TOTAL 243 274  121 082  122 192 267 763  98 197  R 169 566 

 

    

1. Administration 145 397  - 145 397  

2. Regulation 91 106  - 91 106  

3. Education and training 6 771  - 6 771  

 243 274  - 243 274  

 

 









VALUES

Value  Description  

ACCOUNTABILITY  The CSOS will apply innovative capabilities to improve its service delivery.  

EXCELLENCE  The CSOS will provide excellent services to community schemes in a timely, cost -

effective, and responsive manner.  

INDEPENDENCE  The CSOS will act independently and objectively in the undertaking of its services.  

INTEGRITY  The CSOS will execute its functions in an honest, ethical, transparent, and reliable 

manner.  

 

 







 

 

 

 









INTAKE  ASSESSED  REFERRED 

TO 

CONCILIATI

ON 

CONCILIATED  REFERRED TO 

ADJUDICATION  

ORDERS 

6395 5554 1191 331 410 109 

 

F/Y TARGET ACTUAL VARIANCE  

2020/2021 217 000 000.00  223,594,212.78   6 594 212,78 

2019/2020 220 000 000.00  217 060 576.00    (2 939 424.00) 

 

TATAT RG

7 000

00 000

ACTU

223,594,21

060 576.00



Performance Indicator  2019/20 actual 

achievement  

2020/21 actual 

achievement  

Performance Analysis  

Amount of levy  R 217 060 000 R223,594,212.78 

 

There was a 3% increase compared to the R217 

0000 000 collected on the set target of 

R200 000 000 in the 2019/2020 financial year 

target. 

Number of community 

schemes registered 

1 503 1127 Community 

Schemes Registered 

376 less schemes registered in the 2020/21 financial 

year as compared to the 2019/20 financial year.  

Number of governance 

documentation quality 

assured (new schemes 

and amendments of 

rules) 

1 877 1287 The service quality assured 1287 governance  

documentation against 1538 that were received for 

quality assured. This translates to 84% of schemes 

governance document quality assured. 

590 less governance documentation quality assured 

in the 2020/20 financial year as compared to the 

2019/20 financial year. 

Number of certificates 

issued for community 

schemes governance 

documentation that 

had been quality 

assured 

1 206 1095 100% compliance certificates issued on all amended 

scheme documents. 

108 less certificates issued for community schemes 

governance documentation that had been quality 

assured in 2020/21 financial year as compared to 

2019/20 financial year. 

Percentage of disputes 

finalised 

70% (4 891 

disputes finalised 

out of 6 967) 

(Conciliations: 

331/28% and 

Adjudications: 

109/25%) 

This percentage of disputes resolved has decreased 

in the 2020/21 financial year as compared to the 

2019/20 financial year. 

Number of training and 

education sessions 

conducted for scheme 

executives, owners, 

and occupiers (1 244 

stakeholders trained) 

23 training 

sessions 

conducted (1 022 

stakeholders 

trained) 

18 training sessions  5 less training sessions conducted for community 

schemes owners and executives. 

 

2020/21 actual
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Performance A
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CSOS 2020/21 Annual Performance per Programme  

Programmes  Planned  Achieved  Not achieved  % Achie ved 

Programme 1  9 5 4 56% 

Programme 2  6 2 4 33% 

Programme 3  5 5 0 100% 

CSOS 20 12 8 60% 
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 QUARTER PERMANENT INTERNS TEMPS TOTAL VACANCY RATE 

Q4 (2020/21) 115 23 14 152 42% 

Q3(2020/21) 106 22 18 146 46% 

Q2 (2020/21) 99 2 19 120 50% 

Q1(2020/21) 99 4 12 115 50% 

 

Policy name  Purpose  

Practice Directive on the 

Dispute Resolution 

Process  

Provide for the process of dispute resolution, which includes the process for 

filing a dispute, conciliation process, adjudication process and enforcement of 

adjudication orders.  

Practice Directive on the 

obligation of community 

schemes  

To encourage Community Schemes, continue to register with CSOS and to 

submit its governance documents for quality assurance during lockdown  

Practice Directive on 

Scheme opera tion during 

Covid -19 

How to manage schemes during the lockdown and to continue to be 

compliant.  

Circular on the amendment 

of rules of the STSMA  

This provides for the process for the submission or rules for quality 

assurance, approval of the amendments of rules and issuing of approval 

certificates.  
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MTSF Indicators and role  Outcome 2020 to 2025 SP 

Outcome Indicators  

2021 to 2023 APP 

Indicators 

2020/21 Annual Progress Report  

Consumer protection 

programmes implemented.   

 

 Report on total number of 

community schemes 

registered and paying levies 

as per legislation. 

Outcome 2: An 

effectively 

regulated. 

community 

scheme sector. 

2.1 Percentage 

increase of registered 

community schemes 

over the five-year 

period. 

Number of Community 

Schemes Registered. 

 

Annual T: 5 000 

1127 Community scheme registered  

Outcome 4: 

Financially Viable 

and Sustainable 

Organisation. 

Percentage of 

registered schemes 

paying levies. 

Amount of CSOS levy 

collected. 

 

Annual T: R217 000 000 

R223,594,212.78 CSOS levy collected 

Operational Plan indicator: 

Percentage of registered 

schemes paying levies. 

 

Annual T: 75% of registered 

schemes paying levies 

70% (29 364 community Schemes 

registered and 20 422 Community 

Schemes are paying levies) 

Number of consumer dispute 

submitted and resolved within 90 

days. 

Outcome 3: 

Disputes resolved. 

Dispute’s resolution 

services provided 

within 90 days. 

Percentage of disputes 

conciliated. 

 

Annual T: 50% 

28% (disputes conciliated within 90 days  

Percentage of disputes 

adjudicated. 

 

Annual T: 50% 

25% disputes adjudicated within 90 days   

Number of people in the target 

market exposed to educational 

programmes on owning and 

renting a home. 

 

 Implement a borrower, 

homeownership (Zenzeleni) 

help me buy and tenant 

education programme. 

 

 Transactional support 

programme implemented. 

 

 

 

 

 

 

 

 

CSOS to establish a presence in 

the transactional support 

site/centre 

Outcome 5: 

Empowered 

stakeholder 

5.1 Percentage in the 

stakeholder perception 

survey rating over the 

five-year period 

Number of training and 

Education sessions 

conducted for schemes 

executives and owners. 

 

Annual T: 8 

23 training and education sessions 

conducted for schemes executives and 

owners  

Number of stakeholder 

information sessions 

conducted. 

 

Annual T: 12 

14 stakeholder information sessions 

conducted with industry bodies National 

Association of Managing Agents (NAMA) 

and the Association of Residential 

Communities (ARC)  

Number of editions of Shared 

Living e-Newsletters 

published. 

 

Annual T: 4 

Four (4) edition of Shared Living e-

Newsletters was published. 

Number of marketing 

communication campaigns 

executed. 

 

Annual T: 4 

6 marketing communication campaigns 

executed. 

 

CSOS implemented an awareness 

campaign across social, online, TV, 

Radio platforms. 

Number of reports compiled 

on the operations and 

maintenance of existing and 

newly established satellite 

offices.  

(WC:PE and George 

KZN: Bloem & Mbombela 

GP: North West & Limpopo) 

There are 3 Regional Offices and 4 

Satellite Offices operational and 

providing Dispute resolution services.  

 

 







CSOS DERMOGRAPHICS AS AT 

THE END OF Q4  

NATIONAL 

DERMOGRPHICS  

VARIANCE IN Q3  VARIANCE AS AT 

MARCH 2021 (Q4)  

PROGRESS  

Africans  128 85% Africans  79% Over-subscribed 

by 10% 

Over-subscribed by 

6% 

Reduction of the over-subscription by 4%  

Whites  6 4% Whites  8.9% Under -

subscribed by 

5.9% 

Under -subscribed 

by 4,9%  

Reduction of the under -subscription by 1%  

Coloured  8 5% Colored’s  8.9% Under -

subscribed by 

4.9% 

Under -subscribed 

by 3,9%  

Reduction of the under -subscription by 1%  

Indians  9 6% Indians  2.5% Over-subscribed 

by 0,5%  

Over-subscribed by 

3,5% 

Increase in the over -subscription by 3%  

Disabled  0 0% Disabled  2% Under -

subscribed by 2%  

Under -subscribed 

by 2% 

No movement  

 

subscribed

y 3,9

bed

0,5%

Over I

Under movement





Review/ Appeal 

applications against  CSOS 

Adjudication Orders  

Labour Disputes  CSOS Mandate/Process  Civil action  TOTAL  

45 9 1 9 64 

 









Total payments/spending for the year  
R44 447 884.30  

Total BBBEE Expenditure (level 1 -2) R20 781 246.79  

Others (<50% & Level 3 -8) R2 039 200.70  

Unclassified  R21 627 436.81  

 

 

Description Amount 

Number of 

Payments Made  Percentages%  

Invoice Paid within 30 Days 41,517,037.74 347 88% 

Invoices Paid over 30 Days 3,371,137.98 45 12% 

Total Invoices received   44,888,175.72 392 100% 

47 884 30
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Strategic 

Outcome 

Outcome 1: Functional, Efficient, and integrated Government 

Output 

Indicators 

2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

2020/21 Annual 

Target  

2020/21 Actual 

Achievement 

Deviation from 

planned target to 

Actual 

achievement  

2020/21 

Reason for 

Deviation 

1.1.1 Percentage 

of the approved 

Anti-Fraud and 

Corruption 

Implementation 

Plan implemented 

No Target No Target 100% of the 

approved anti-

fraud and 

corruption 

implementation 

plan 

implemented 

The approved anti-

fraud and corruption 

plan was 100% 

implemented. 

Target achieved Target achieved  

1.1.2 Percentage 

implementation of 

the approved risk 

management plan 

No Target No Target 100% 

implementation 

of the approved 

risk 

management 

plan 

80% implementation 

of the approved risk 

management plan 

-20% (Strategic, 

Operational and 

Fraud risk 

assessments were 

not finalised) of the 

approved risk 

management plan 

was not 

implemented. 

The Strategic and 

Operational Risk 

assessment will be 

finalized by end of 

May 2021 as well as 

Fraud risk register will 

be developed. 

1.1.3 Percentage 

of Implementation 

of audit remedial 

plan 

No Target No Target 90% 

Implementation 

of audit 

remedial plan 

92% (13 actions 

were due in 2020/21 

and 12 were 

implemented) 

implementation of 

audit remedial plan 

Target exceed by 

2% 

There were resolved 

Actions that also had 

sub-actions within 

them. 

1.1.4 ERP system 

procured and 

implemented 

No Target No Target Procure and 

Implement two 

(2) modules of 

the ERP system 

(HR and CRM) 

Tender process was 

completed with 

recommendations 

presented to Board 

in January 2021; 

however, the 

recommendation 

was not approved, 

and the tender will 

be readvertised. 

Two (2) modules of 

the ERP system 

(HR and CRM) not 

procure and 

Implement. 

Tender process could 

not be concluded as 

the initial bid process 

did not yield a suitable 

service provider.   A 

new procurement 

process will be 

undertaken in the new 

financial year. 

1.1.5 Core 

System procured 

and implemented 

No Target Not achieved Procure and 

Implement One 

(1) module of 

Core System 

(Registrations) 

Tender process was 

completed with 

recommendations 

presented to Board 

in January 2021; 

however, the 

recommendation 

was not approved, 

and the tender will 

be readvertised. 

Core System not 

procured with no 

modules 

implemented 

 

1.1.6 Percentage 

of network health 

score of 

production 

environment 

New indicator 96.5% of 

network 

health score 

of production 

environment 

96% Network 

health score of 

production 

environment 

98% network health 

score of production 

environment 

Target exceed by 

2% 

Closer more proactive 

monitoring of the 

network infrastructure 

and resources; 

implementation of the 

Change Control Policy 

and procedures to 

affect ICT changes 

(newly approved) and 



Strategic 

Outcome 

Outcome 4: Financially Viable and Sustainable Organisation 

Output 

Indicators 

2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

2020/21 

Annual 

Target  

2020/21 Actual 

Achievement 

Deviation from 

planned target to 

Actual 

achievement 

2020/21 

Reason for Deviation 

4.1.1 Amount 

of CSOS levy 

collected 

R195 672 310 

CSOS Levy 

collected  

R217 060 000 

CSOS levy 

collected 

R 217 

000 000 

CSOS levy 

collected 

R223,569 975 

CSOS levy 

collected 

(R6 569 975) 

CSOS levy 

collected 

Target overachieved, due 

to more community 

schemes being consistent 

in paying the quarterly 

levies 

 

Strategic 

Outcome 

Outcome 6: Community scheme Sector Value chain Transformed 

Output 

Indicators 

2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

2020/21 

Annual 

Target  

2020/21 Actual 

Achievement 

Deviation from 

planned target 

to Actual 

achievement  

2020/21 

Reason for Deviation 

6.1.1 

Percentage 

procurement 

spend to 

majority 

black-owned 

or controlled 

service 

providers 

(>50% black) 

No Target No Target 70% spend 

to majority 

black-

owned or 

controlled 

service 

providers 

(>50% 

black) 

46,75% (R20 

781 246.79 

BBBEE spent 

over R44 447 

884.30 total 

spending for the 

year) 

procurement 

spend to 

majority black-

owned or 

controlled 

service 

providers (>50% 

black) 

-23,25% spend to 

majority black-

owned or 

controlled service 

providers (>50% 

black) 

Previous contract 

awarded were not 

required to be level 1 

and 2 BBB-EE and 

majority of those contract 

expired towards the end 

of the year and others 

expire in 2021.  

 

RFQs that have been 

issued with this condition 

have had to be cancelled 

or re-issued as the 

quality of proposal 

received was not good.  

 

All tenders that have 

been issued and are 

required to be at least 

level 1 and 2 BBB-EE 

and big companies are 

requested to form joint 

ventures with small 

upcoming firms. 
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Subprogramme  Chief Information Officer 

Outcome  Output  Output 

indicator  

2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

Annual 

Target 

 2020/21  

Actual 

Achievement 

2020/21 until 

date of re-

tabling 

Deviation 

from 

planned 

target to 

Actual 

achievement  

2020/21 

Reason for 

Deviation 

Reason for 

revisions to the 

outputs/output 

indicators 

/Annual Target 

Functional, 

Efficient, and 

integrated 

Government 

Ensure 

maximum 

availability 

to CSOS 

ICT 

resources 

Core System 

(Revenue 

Management, 

Registrations, 

Case 

management) 

procured and 

implemented 

No Target No Target Procure and 

Implement 

three (3) 

modules of 

Core System 

(Revenue 

Management 

– Phase 1 

(Module 

development 

and 

integration to 

ERP), 

Registrations, 

Case 

management) 

Tender was 

evaluated 

and 

Adjudicated 

in October. 

The BAC had 

concerns 

relating to the 

evaluation 

and 

requested the 

BEC to re-

evaluation 

with the 

assistance of 

some 

clarification 

on what to 

look for in the 

evaluation 

processes.  

The re-

evaluation 

occurred on 

the 18th and 

26th Nov 

which yielded 

no preferred 

bidder. 

Core system 

not procured. 

Service 

provider not 

appointed, 

and SOPS 

not 

developed. 

No report 

produced 

regarding the 

deployment 

of modules 

Several 

concerns 

were 

identified with 

the detail of 

response 

provided by 

the 

recommended 

bidder in its 

proposal 

which resulted 

in the BAC 

referring the 

matter back to 

the BEC re-

evaluate all 

bids which 

specific focus 

on the detail 

requirements 

of the TOR. 

Proposes a 

reduction of 

number of 

modules procured 

from 3 to 1 due to 

the following 

reasons:  

Business Case 

only approved 29 

May with budget 

recommendations. 

ERP and Core 

System projects 

were previously 

separate projects 

on the 

procurement plan 

and are now one 

project after the 

approving of the 

business case. 

Procurement plan 

approved only on 

29 May with the 

Core systems and 

ERP projects. 

RFP procurement 

was put on hold 

for the COVID 

period nationally 

and approval to 

procure only 

granted in June 

2020. 

Tender to be 

advertised in July 

2020 granted in 

June 2020. 

Tender to be 

advertised in July 

2020 

  ERP system 

Procured 

and 

implemented 

No Target No Target Procure and 

Implement 

three (3) 

modules of 

the ERP 

system (HR 

with 

Performance 

Management, 

legal, and, 

CRM,) 

ERP system 

not procured. 

Service 

provider not 

appointed, 

and SOPS 

not 

developed. 

No report 

produced 

regarding the 

deployment 

of modules 

Proposes a 

reduction of 

number of 

modules procured 

from 3 to 1 due to 

the following 

reasons:  

Business Case 

only approved 29 

May with budget 

recommendations 



Subprogramme  Chief Financial Officer  

Outcome  Output  Output 

indicator  

2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

Annual 

Target 

Actual 

Achievement 

2020/21 until 

date of re-

tabling 

Deviation 

from 

planned 

target to 

Actual 

achievement  

2020/21 

Reason 

for 

Deviation 

Reason for 

revisions to 

the 

outputs/output 

indicators 

/Annual Target 

Outcome 4: 

Financially Viable 

and Sustainable 

Organisation 

Revenue 

Collected 

 

Amount 

of CSOS 

levy 

collected 

 

R195 

672 310 

CSOS Levy 

collected  

R217 060 

000 CSOS 

levy collected 

R 220 

000 

000 

R160 594 

329 CSOS 

levy collected 

(R2 973 853) 

CSOS levy 

collected 

More 

community 

schemes 

are 

consistent 

in paying 

the 

quarterly 

levies 

Only 98% of 

the 2019/20 

target was 

achieved, this 

is due to the 

impact of the 

COVID – 19. 

The revised 

target of R217 

000 000 is 

based on the 

actual 

collection for 

the 2019/2020 

financial year. 
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STAKEHOLDER  STATUS  NEXT STEP  DUE DATE  

Deed Office  CSOS already has data on sectional titles 

registered with Deeds. Verification of 

schemes registered with CSOS has been 

finalised.  

Procure an updated sectional titles register.  Done  

CIPC  An Agreement has been signed with the 

CIPC to allow CSOS to access data on 

NPC.  

Analysis of data to identify the HOA’s, Share Block Companies and 

Housing Co -Operatives as provided for by the CIPC.  

Ongoing  

Surveyor -General  The Surveyor -General provides CSOS 

with data on Township development on 

quarterly basis.  

Analysis of the information on the database against the CIPC data  Ongoing  

SARS  A follow -up request and a draft MoU 

has been submitted to SARS.  

A proclamation signed by the Minister of Finance authorizing  CSOS to 

access the information. This is due to the restrictions on access to 

information held by SARS in terms of Tax Administration Act. CSOS has 

again attempted to interact with SARS, and we aw ait feedback from 

them.  

Ongoing  

Community schemes / 

Managing agents  

Verification notice sent to Managing 

Agents on the system to verify 

registration status.  

Update the registration database as part of the registration database 

cleansing project. CSOS h as compiled a list of managing agents in 

South Africa as well as identified PDI Managing Agents.  

Ongoing  
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ACTIVITY  DETAILED ACTION PLAN  DUE DATE  

Registration database validation  Validation of the registration information on the database.  30 June 2021   

Analysis of Annual Return Annual return assessment to confirm the levy payment and other 

regulatory compliance as per the checklist  

Every quarter  

Analysis of IRBA notification  IRBA notification sent to schemes identified  Every quarter  

Amendment of the CSOS Act  Receive inputs from NAMA and other industry players on the 

amendment of the CSOS Act and the STSMA. The actual drafting of the 

Sectional Title Bills has commenced however CSOS is not the custodian of 

this Bill nor the Property Practioners Bill as the custodians are 

respectively the Department of Rural Developments and Land Reform 

and the Estate Agents Affairs Board.  

Ongoing   

Stakeholder Engagement  Implementation of Marketing and Comms Strategy  

The Training & Education Strategy will be presented to EXCO and Board 

for approval in Q1  

Ongoing  
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2020 

Description 

Financial 

Year 

Regions Q1 Q2 Q3 Q4 TOTAL 

Finalized 

conciliated 

2019-20 GP 

KZN 

WC 

177 

54 

32 

654 

70 

88 

277 

60 

29 

84 

56 

15 

155 

2020-21 GP 

KZN 

WC 

0 

5 

2 

187 

30 

82 

640 

51 

142 

675 

191 

124 

990 

Adjudications 2019-20 GP 

KZN 

WC 

176 

94 

57 

286 

47 

110 

308 

35 

56 

192 

78 

32 

302 

2020-21 GP 

KZN 

WC 

1 

0 

0 

2 

1 

0 

18 

1 

1 

88 

4 

22 

114 

 

 2019/2020: Disputes Resolved & 

Finalized 

Q1 

  GP     KZN   

WC 

Q2 

 GP     KZN    

WC 

Q3 

   GP    KZN    

WC 

Q4 

GP 

Q4 

KZN 

Q4 

WC    

Total 

Withdrawn 36 7 4 107 20 18 50 13 6 
25 46 8 

79 

Settled by Parties 14 0 0 8 2 2 13 4 2 
15 0 0 

15 

Rejection (No Jurisdiction etc) 18 5 1 83 7 24 63 5 8 
12 0 27 

39 

Conciliation 102 4 4 171 7 10 136 10 4 
25 4 4 

33 

Adjudication 176 94 57 286 72 110 308 22 45 
192 

 

78 22 
292 

No Further Particulars 1 10 0 279 4 22 2 6 9 
0 3 17 

20 

No application fee received  0 28 22 1 0 12 0 22 0 
0 3 0 

3 

Other 5 0 0 5 0 0 13 0 0 
7 0 0 

7 

Total 
352 148 88 940 112 198 585 82 74 

 

84 

 

65 

 

0 149 

2

70
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990
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352

142 124

6

94

57

286

47

308 192 302

GP

KZN

WC

Resolved

c)

176

1 10

28 22

0 5 0

112 198 585 82 74 84 65 0 149



2020/2021 

: Disputes Resolved & 

Finalized 

Q1 

  GP   KZN   

WC 

Q2 

  GP    KZN    

WC 

Q3 

   GP   KZN    

WC 

Q4 

GP 

Q4 

KZN 

Q4 

WC 

Total 

Withdrawn 
0 0 0 35 1 10 87 22 29 

126 30 36 
192 

Settled by Parties 
0 0 0 8 0 0 14 18 4 

9 19 2 
30 

Rejection (No 

Jurisdiction etc) 
0 1 1 12 0 30 83 9 38 

118 38 28 
184 

Conciliation 
0 0 0 0 0 3 44 10 16 

86 12 23 
121 

Adjudication 
1 0 0 1 1 0 18 1 1 

88 4 32 
124 

No Further Particulars 
0 0 0 81 5 3 155 22 14 

1 22 12 
35 

No application fee 

received  
0 4 1 0 61 36 194 96 41 

248 70 23 
341 

Other 
0 0 0 17 0 0 63 0 0 

87 0 0 
87 

Total  

1 

 

5 

 

2 

 

154 

 

68 

 

82 

 

658 

 

178 

 

143 

 

675 

 

195 

 

131 

 

1001 

 

 

2020  Q1 

 GP       KZN        

WC 

Q2 

  GP        KZN      

WC 

Q3 

  GP        KZN      

WC 

Q4 

GP 

Q4 

KZN 

Q4 

WC 

Total  

Appeals  0 0 0 0 3 4 0 2 0 2 3 3 8 

REGION  INTAKE  ASSESSED REFERRED TO 

CONCILIATION 

CONCILIATED REFERRED TO 

ADJUDICATION 

ORDERS 

GP 4253 3474 557 201 389 99 

KZN 

 

1080 1020 297 50 16 6 

WC 1062 1060 337 80 34 4 

TOTAL  6395 5554 1191 331 410 109 

Overall 

achievement  

 86.8%  28 %  25% 

 

22

0 18
19 2

30

12

0

1 0

culars

No application fee 

IN

4253

1080

5554

86.8%

38

3 44 10 16
86 12 23

121

1 1 0

0 81

4 1

0 0

1

KZKZK

0 0

ASSESSED

3474

337

1191 331 109

28 % 25%



 

2020 GP KZN WC 

 

Total 

Data Capturer 3 2 1 6 

Case Management Officer 5 2 2 9 

Intern 6 4 2 12 

Conciliator 3 4 4 11 

Investigator 0 1 1 2 

Adjudicator 3 2 2 7 

Administrator 0 1 (Bloemfontein 

Satellite Office) 

1 (Eastern Cape 

Satellite Office) 

2 

Receptionist 0 1 1 2 

General Assistant 1 1 1 3 

Office Manager 1 1 1 3 

Complaints Manager 1 0 0 1 

Regional Ombud 1 1 1 3 

Part Time Adjudicator 12 5 0 17 

Total 35 25 17 81 

 

1 1

7

1 (Bloem

Offfff ice)

0

ator

1 2

1 1 3

1 3

1

12

35



Strategic 

Objective  

OUTCOME 2: An effectively regulated community scheme sector  

Output 

Indicators  

2018/19 

Audit/Actual 

Performance  

2019/20 

Audit/Actual 

Performance  

2020/21 

Annual Target  

2020/21 Actual 

Achievement  

Deviation from 

planned target to 

Actual 

achievement  

2020/21  

Reason for Deviation  

2.2.1 Number 

of Community 

Schemes 

registered  

2 423 

Community 

Schemes 

registered  

1 503 

Community 

Schemes 

registered  

5 000 

Community 

Schemes 

registered  

1127 Community 

Schemes 

Registered  

-3 873 Community 

Schemes not 

registered  

The CSOS is not 

receiving the anticipated 

numbers of registration 

documentation. 

Implementation of the 

Go-To Market Campaign 

to highlight the mandate 

of CSOS and attract 

schemes not registered  

will address this 

challenge.  

2.2.2 

Percentage of 

quality assured 

schemes 

governance 

documentation  

2 088 

Governance 

Documenta tion 

quality assured  

1 877 

Governance 

Documenta tion 

quality assured  

70% Quality 

Assured 

Schemes 

Governance 

documentation  

84% ( 1538 

received and 

1287 quality 

assured) Quality 

assured schemes 

governance 

documentation  

Target exceeded 

by 14%  Quality 

assured schemes 

governance 

documentation  

An article was issued on 

the Quality Assurance of 

Schemes Governance 

Documentation  and 

Scheme  governance 

officers continue to work 

remotely, and delivery of 

service has not been 

impacted.  

2.2.3 

Percentage of 

Compliance 

certificates 

issued on all 

amended 

schemes 

documents  

1 305 

Certificates 

issued for 

community 

schemes 

governance 

documenta tion 

that has been 

quality assured  

1 206 

Certificates 

issued for 

community 

schemes 

governance 

documenta tion 

that has been 

quality assured  

100% 

Compliance 

certificates 

issued on all 

amended 

scheme 

documents  

100% (1095) 

Compliance 

certificates issued 

on all amended 

scheme 

documents  

Target achieved  Target achieved  

 



Strategic 

Objective 

OUTCOME 3: Disputes resolved 

Output Indicator 2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

2020/21 Annual 

Target 

2020/21 Actual 

Achievement 

Deviation from  

planned target to 

Actual 

achievement  

2020/21 

Reason for 

Deviation 

3.1.1 Percentage 

of disputes 

conciliated. w ithin 

90 days 

No Target No Target 50% of disputes 

conciliated within 

90 days 

28% (1191 referred 

and 331 

conciliated) of 

disputes conciliated 

within 90 days 

-22% of disputes 

not conciliated 

within 90 days 

The decline can be 

attributed to the 

Covid-19 lockdown 

regulations.  

 

In the 2021/22 

financial year 

CCSOS will 

prioritize the 

finalization of both 

old and new 

matters w ith the 

assistance of the 

appointed part-time 

adjudicators  

3.1.2 Percentage 

of disputes 

adjudicated within 

90 days 

No Target No Target 50% of disputes 

adjudicated within 

90 days 

25% (109 

adjudicated out of 

410 referred) of 

disputes 

adjudicated within 

90 days. 

-25% of disputes 

not adjudicated 

within 90 days 

The decline can be 

attributed to the 

Covid-19 lockdown 

regulations. 

 

In the 2021/22 

financial year 

CCSOS will 

prioritize the 

finalization of both 

old and new 

matters w ith the 

assistance of the 

appointed part-time 

adjudicators  

 



Strategic Objective OUTCOME 6: Community scheme Sector Value chain Transformed  

Output Indicator 2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

2020/21 Annual 

Target 

2020/21 Actual 

Achievement 

Deviation from 

planned target 

to Actual 

achievement  

2020/21 

Reason for 

Deviation 

6.1.2 Number of 

previously disadvantaged 

individuals identified as 

executives managing 

agents 

No Target No Target 10 Previously 

disadvantaged 

Individuals 

identified as 

executives 

managing agents 

Not achieved  0 previously 

disadvantaged 

individuals were 

identified as 

executives 

managing 

agents 

The Panel for 

Executive Managing 

Agents was 

advertised; however, 

the response was 

poor.  

 

The advert for 

executive managing 

agents will be re 

issued on a broader 

platform, inclusive of 

an online platform. 

The advert will also 

be circulated to the 

industry bodies, 

namely: NAMA and 

ARC.  

 

The EAAB will be 

approached to 

provide CSOS with 

the list of Estate 

Agents or Managing 

Agents within the 

database falling 

within this category. 

 



Subprogram

me  

Governance, enforcement and compliance 

Outcome  Output  Output 

indicator  

2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

Annual 

Target 

Actual 

Achievement 

2020/21 until 

date of re-

tabling 

Deviation 

from 

planned 

target to 

Actual 

achievemen

t  

2020/21 

Reason for 

Deviation 

Reason for 

revisions to 

the 

outputs/out

put 

indicators 

/Annual 

Target 

Outcome 6: 

Community 

scheme 

Sector Value 

chain 

Transformed 

Training of the 

previously 

disadvantaged 

individuals 

managing 

executive 

agents 

6.1.1 Number 

of previously 

disadvantage

d individual’s 

executive 

managing 

agents 

trained 

No target  No target 10 36 Previously 

disadvantaged 

individual’s 

executive 

managing 

agents trained 

Target 

exceeded 

with 31 more 

Previously 

disadvantage

d individual’s 

executive 

managing 

agents 

trained 

Two 

training 

videos were 

shot and 

circulate 

two 

webinars 

were held 

to train both 

SAICA and 

all Trafalgar 

clients. 

The training 

was not 

targeted for 

the functions 

of an 

Executive 

Managing 

agents 

Appointment 

of previously 

disadvantaged 

individuals’ 

executive 

agents for 

community 

schemes 

6.1.2 Number 

of previously 

disadvantage

d individuals’ 

executives 

managing 

agents 

appointed 

No target  No target 10 Not yet due  N/A N/A Rephrased 

the targets 

from 

Executive 

management 

appointed to 

identified, as 

the 

appointment 

process will 

involve the 

request from 

Community 

schemes.  

 



Subprogramme  Dispute Resolution 

Outcome  Output  Output 

indicator  

2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

Annual 

Target 

Actual 

Achievement 

2020/21 until 

date of re-

tabling 

Deviation 

from 

planned 

target to 

Actual 

achievement  

2020/21 

Reason 

for 

Deviation 

Reason for 

revisions to 

the 

outputs/output 

indicators 

/Annual Target 

OUTCOME 3: 

Disputes 

resolved 

Disputes 

are 

conciliated 

3.1.1 

Percentage 

of disputes 

conciliated 

within 90 

days 

No Target No Target 85% 

disputes 

conciliated 

10.38% 

disputes 

conciliated 

within 90 days 

- 74.62% 

disputes 

conciliated 

within 90 

days 

The 

Regional 

Offices 

were 

occupied 

primarily 

with the 

old 

disputes. 

The proposal to 

reduce the 

percentage 

from 85% to 

50% is based 

on the empirical 

evidence that 

the Entity was 

able to finalise 

70% of the 

disputes with all 

the resources 

full time in the 

office and the 

utilisation of the 

usual method of 

face to face for 

Conciliation and 

adjudication.  

Disputes 

are 

adjudicated 

3.1.2 

Percentage 

of disputes 

adjudicated 

within 90 

days 

No Target No Target 85% 

disputes 

adjudicated 

38.6% 

disputes 

adjudicated 

within 90 days 

-46.4% 

disputes 

adjudicated 

within 90 

days 

 











OUTCOME 5 Empowered stakeholders 

Output Indicator 2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

2020/21 Annual 

Target 

2020/21 Actual 

Achievement 

Deviation from 

planned target to 

Actual 

achievement  

2020/21 

Reason for 

Deviation 

5.1.1 Number of 

training and education 

sessions conducted 

for schemes 

executives and 

owners 

12 Stakeholder 

engagements 

events 

coordinated 

23 Training 

sessions 

conducted (1022 

stakeholders 

trained) 

8 Training and 

education 

sessions 

conducted for 

schemes 

executives and 

owners 

18 Training and 

education 

sessions 

conducted for 

schemes 

executives and 

owners 

Target exceeded 

with 10 Training and 

education sessions 

conducted for 

schemes executives 

and owners 

Due to restrictions 

on face-to-face 

interaction, CSOS 

has opted for virtual 

training. 

5.1.2 Number of 

training sessions 

conducted for 

adjudicators and 

conciliators 

No Target 50 Core Staff 

Trained 

6 Training 

sessions 

conducted for 

adjudicators and 

conciliators 

10 Training 

sessions 

conducted for 

adjudicators and 

conciliators 

Target exceeded 

with 4 training 

sessions conducted 

for adjudicators and 

conciliators 

Due to restrictions 

on face-to-face 

interaction, CSOS 

has opted for virtual 

training. 

5.1.3 Number of 

stakeholder 

information sessions 

conducted 

12 Stakeholder 

information 

Sessions 

conducted 

No Target 12 Stakeholder 

information 

Sessions 

conducted 

14 stakeholder 

information 

sessions 

conducted  

Target exceeded 

with 2 stakeholder 

information sessions 

conducted 

Engagements with 

Major Stakeholders 

were done virtually, 

and the 

implementation of 

the Marketing and 

the Communication 

Strategy was not 

impacted by 

restriction of face-to-

face interaction. 

5.1.4 Number of 

editions of Shared 

Living e-Newsletters 

published 

4 Stakeholder e-

newsletter 

published 

Four (4) editions 

of Shared Living 

e- Newsletter 

published 

4 Editions of 

Shared Living e-

Newsletters 

published 

4  Editions of 

Shared Living e-

Newsletters 

published 

Target Achieved Target Achieved 

5.1.5 Number of 

marketing 

communication 

campaigns executed 

Bulk messaging 

campaign ,2 

Radio live read 

live read 

campaign ,4 

online campaign 

conducted 

4 Marketing 

communication 

campaigns 

4 Marketing 

communication 

campaigns 

executed 

6 Marketing 

communication 

campaigns 

executed 

Target exceeded 

with 2 marketing 

communication 

campaigns executed 

Part 2 of the 

campaign ran from 1 

to 31 March 2021. 

The campaign was 

published on the 

following platforms: 

- Facebook 

- Twitter 

- LinkedIn 

-Google (same 

content) 

-YouTube (same 

content) 

 



Subprogramme  Dispute Resolution 

Outcome  Output  Output 

indicator  

2018/19 

Audit/Actual 

Performance 

2019/20 

Audit/Actual 

Performance 

Annual 

Target 

Actual 

Achievement 

2020/21 until 

date of re-

tabling 

Deviation 

from 

planned 

target to 

Actual 

achievement  

2020/21 

Reason for 

Deviation 

Reason for 

revisions to the 

outputs/output 

indicators 

/Annual Target 

Empowered 

stakeholders 

Community 

Schemes 

executives 

are trained 

5.1.1 

Number of 

training 

and 

education 

sessions 

conducted 

for 

schemes 

executives 

and 

owners 

12 

Stakeholder 

engagements 

events 

coordinated 

23 Training 

sessions 

conducted 

(1022 

stakeholders 

trained) 

16 

Training 

and 

education 

sessions 

conducted 

for 

schemes 

executives 

and 

owners 

4 Training 

and 

education 

sessions 

conducted for 

schemes 

executives 

and owners 

-4 Training 

and 

education 

sessions 

conducted 

for schemes 

executives 

and owners 

There were 

no training 

sessions 

conducted in 

Q1, due to 

Covid 19 

lockdown, 

restriction of 

face to face 

gathering 

There were no 

training 

sessions 

conducted in 

Q1, due to 

Covid 19 

lockdown, 

restriction of 

face to face 

gathering 
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  PERMANENT INTERNS TEMPS TOTAL 

PERCENTAGE OF 

PERMANENT 

APPOINTMENTS BASED 

ON THE APPROVED 

STRUCTURE 

Q4 (2020/21) 115 23 14 152 42% 

Q3(2020/21) 106 22 18 146 46% 

Q2 (2020/21) 99 2 19 120 50% 

Q1(2020/21) 99 4 12 115 50% 

 

ENT IN

23

19

115

MPSS TOTALL

152 42%

46%







CSOS DERM OGRAPHICS AS 

AT THE END OF Q4 

NATIONAL 

DERM OGRPHICS 

VARIANCE IN Q3 VARIANCE IN Q4 PROGRESS 

Africans  128 85% Africans  79% Over-subscribed 

by 10% 

Over-subscribed 

by 6% 

Reduction of the over-

subscription by 4% 

W hites 6 4% W hites 8.9% Under-

subscribed by 

5.9% 

Under-subscribed 

by 4,9% 

Reduction of the under-

subscription by 1% 

Coloured’s 8 5% Coloured’s 8.9% Under-

subscribed by 

4.9% 

Under-subscribed 

by 3,9% 

Reduction of the under-

subscription by 1% 

Indians 9 6% Indians 2.5% Over-subscribed 

by 0,5% 

Over-subscribed 

by 3,5% 

Increase in the over-

subscription by 3% 

 



 

Output  Output Indicator  Annual Target 

(2020/21) 

YTD Actual YTD Variance Comment on target achieved 

Vacancy rate reduced Percentage reduction 

of vacancy rate 

5% Q1 – Q4  

Recruitment plan 

implemented 

 Recruitment Plan 

implemented.  

 Target exceeded 

by 3%. 

 The annual target of 

reducing the vacancy rate 

by 5% of the has been 

exceeded. 

 

 The vacancy rate at the end 

of 2019/20 was at 50%.  

 

 The vacancy rate has been 

reduced by 8% as at the end 

of Q4. 

 

 More permanent positions 

interviewed in Q4 will be 

filled in Q1 of the 2021/22, 

further reducing the 

vacancy rate, and exceeding 

the target set. 





Programme Total expenditure 

(R’000) 

Personnel 

expenditure (R’000) 

Training expenditure 

(R’000) 

Personnel 

expenditure as a % 

of total expenditure 

Average personnel 

cost per employee 

(R’000) 

ICT R3 536 379,18 R3 486 754,28 R49 624,90 9,6 R10,38 

Supply Chain  R2 720 954,36 R2 673 203,36 R47 751 7,4 R13,54 

Dispute  R7 170 063,15 R7 152 836,15 R17 227 19,7 R5, 06 

Corporate Service  R5 359 324,69 R5 349 480,69 R9 844 14,7 R6,76 

Finance  R3 641 603,30 R3 634 220,30 R7 383 10,0 R9,96 

Internal Audit R3 935 984,95 R3 928 601,95 R7 383 10,8 R9,21 

Company Secretary  R1 582 643,68 R1 580 182,68 R2 461 4,4 R22,89 

Governance  R3 029 790,28 R3 024 868,28 R4 922 8,3 R11,96 

Adjudication R4 124 238,50 R4 121 777,50 R2 461 11,3 R8,77 

Planning and Monitoring R1 236 501,91 R1 234 040,91 R2 461 3,4 R29,32 

Total R36 337 484,00 R36 185 966,10 R151 517,90 100% R127,85 

 

Salary band 

(Paterson grades) 

Number of posts on 

approved 

establishment 

Number of posts filled % Vacancy rate Number of employees 

additional to the 

establishment 

A2-A3 N/A N/A            N/A          N/A 

B2-B5 15 9   

C1-C5 21 6   

D1-D5 18 4   

E1-E4 2 1   

F1                                           

Total      

 

Salary band 
Personnel expenditure 

(R’000) 

% Of total 
personnel 

cost 

Number of 
employees 

Average personnel cost per employee 
(R’000) 

B2-B5 6 305 628,96 9,22 34 214 871,44 

C1-C5 12 787 456,57 17,41 38 362 827,8033 

D1-D5 39 422 892,34 51,05 48 842 143,59 

E1-E4 14 660 454,42 21,04 9 1 851 161,60 

Stipend 698 583,48 0,88 23 30 373,19 

TOTAL 78 875 015,77 99,6 152 3 301 377,53 

 



Salary band 

(By Paterson Grades) 

Number of employees at 

beginning of period 

1 April 2020 

Appointments and 

transfers into other 

business units 

Terminations and transfers 

out of other business units 

Turnover rate 

A2-A3  

N/A 

  

N/A 

 

N/A 

 

N/A 

B2-B5 48     

N/A 

1  

2,0% 

C1-C5 26           2 N/A    

D1-D5 43           1 3 6%  

E1-E4 8           1 N/A  

F1  N/A         N/A N/A N/A 

TOTAL 125          4 4 3,2% 

 

Occupational category  Male Female Total 

African Coloured  Indian White African Coloured  Indian White 

Paterson grade F  0 0 0 0 0 0 0 0 0 

Paterson grade E  4 0 2 0 3 0 0 0 9 

Paterson grade D  15 3 0 2 17 2 2 3 44 

Paterson grade C  11 0 1 0 14 1 1 0 28 

Paterson grade B  14 1 0 0 31 0 1 1 48 

Interns  8 0 0 0 12 1 2 0 23 

Total 52 4 3 2 77 4 6 4 152 

Employees with disabilities  0 0 0 0 0 0 0 0 0 

 



Occupational band Male Female Total 

African Coloured Indian White African Coloured Indian White 

Paterson grade F 0 0 0 0 0 0 0 0 0 

Paterson grade E 4 0 2 0 3 0 0 0 9 

Paterson grade D 15 3 0 2 17 2 2 3 44 

Paterson grade C 11 0 1 0 14 1 1 0 28 

Paterson grade B 14 1 0 0 31 0 1 1 48 

Interns 8 0 0 0 12 1 2 0 23 

Total 52 4 3 2 60 4 6 4 152 

          

 

Occupational band Male Female Total 

African Coloured Indian White African Coloured Indian White 

Paterson grade F 0 0 0 0 0 0 0 0 0 

Paterson grade E 0 0 1 0 1 0 0 0 2 

Paterson grade D 3 2 0 0 1 0 0 1 7 

Paterson grade C 4 0 1 0 4 0 0 0 9 

Paterson grade B 2 0 0 0 13 0 0 0 15 

Interns 8 0               0             0 12 1 2 0 23 

Total 17 2 2 0 31 1 2 1 56 

Employees with disabilities  0 0 0 0 0 0 0 0 0 

 

Occupational band Male Female Total 

African Coloured Indian White African Coloured Indian White 

Paterson grade F 0 0 0 0 0 0 0 0 0 

Paterson grade E 0 0 0 0 0 0 0 0 0 

Paterson grade D 2 0 0 0 3 0 0 0 5 

Paterson grade C 0 0 0 0 0 0 0 0 0 

Paterson grade B 1 0 0 0 6 0 0 0 7 

Interns 1 0 0 0 2 0 0 0 3 

Total  4 0 0 0 11 0 0 0 15 

Employees with disabilities           

 



Occupational category Male Female Total 

African Coloured Indian White African Coloured Indian White 

          

Dispute (E, D1-D5 & B2-B5) 1 

 

 1  5   1 8 

Finance (D1-D5 & B2-B5) 2 

 

   3    5 

Company Secretary (E & B2-B5) 1 

 

   1    2 

Corporate Service (HR, Marketing& 

Legal) (E, D1-D5 & B2- B5) 

2    4    6 

Governance (E, D1-D5 &B2-B5)     2   1 3 

Internal Audit (E & D1-D5) 3        3 

Planning and Monitoring (D1-D5)     1    1 

Supply Chain (D1-D5, B2-B5 & 

interns) 

5    6    11 

Adjudication (E)     1    1 

ICT (E, D1-D5 & B2-B5) 3  1  3    7 

Total         47 

Employees with disabilities         0 

 

Patterson Grades Total days Number of 

employees 

using sick leave 

% of total 

employees 

using sick leave 

Average days per employee 

Interns 1 1 0.66 1 

A2 – A3 0 0 0% 0 

B2 – B5 60 19 12.5% 3.16 

C1 – C5 44 7 4.6% 6.28 

D1 – D5 52 13 8.5% 4 

E1 – E4 13 1 0.66% 13 

F 0 0 0 0 

Total 169 40 26.26% 5.22 

 



Patterson Grade  Total days taken  Number of employees using annual leave  Average per employee  

Interns  6 4 1.5 

A3 – A3 0 0 0 

B2 – B5 474.5 37 12.82  

C1 – C5 233 20 11.65  

D1 – D5 466.664  31 15 

E1 – E4 86 8 10.75  

F 0 0 0 

Total  1260.16  100 12.60  

 

Subject matter Date 

Total number of collective agreements  None 

 

Outcomes of disciplinary hearings  Number % of total  

Correctional counselling  0 0 

Verbal warning  0 0 

Written warning  0 0 

Final written warning  0 0 

Suspended without pay  0 0 

Fine 0 0 

Demotion 0 0 

Dismissal 4 0 

Not guilty  0 0 

Case withdrawn  0 0 

Total 4 0 

 Total num ber of disciplinary hearings finalised 2 

 

Number of people suspended  0 

Number of people whose suspension exceeded 30 days  0 

Average number of days suspended  0 

Cost of suspension (R’000)  0,00  
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 Type of misconduct   Number  % of total  

 Disciplinary process based on the Auditor -General’s findings 

2016/17 and the recommendations thereof.  

1 100% 

 Disciplinary process based on the payroll -related Internal 

Audit findings in September 2018.  

1  

 Disciplinary process - not submission of Matric certificate  1  

 Insubordination and insolence following refusal to carry out 

an instruction related to an employee’s duty.  

1  
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Programme  Pages in the annual 
performance report  

Programme  2 – Regulations  43-59 

 

























































































 

 

 








