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Chapter One  
Introduction 

 
Introduction 

 

Since 1994, Johannesburg has become a center of attraction and a magnet for many 

immigrants from all over the world. Most prominent are immigrants from the rest of Africa 

seeking asylum, and/or greener pastures. Studies have shown that the majority of 

refugees and asylum seekers entering South Africa for the first time often settle in 

Johannesburg largely because of the city’s socio-economic potential (Rogerson, 1996; 

Rogerson, 1997; Chamba, 2005). Chamba (2005) argues that while in Johannesburg, 

they form immigrant ethnic minority groups. Debates about immigrant ethnic minority 

groups are well known. See for example, Martin (1993), Barth (1996), Conversi (1999), 

and Castles and Davidson (2000). It is not certain what the exact refugees population in 

South Africa is, however, guesstimates1 according to Human Rights Watch (2005) stand 

at 142,907 refugees and asylum seekers. Johannesburg hosts a significant number of 

refugees and asylum seekers more especially as, “for a significant number of asylum 

seekers, the Johannesburg office was the first office approached on arrival in South 

Africa” (Human Rights Watch, 2005: 1). According to the Human Rights Watch (2005), 

Johannesburg Department of Home Affairs office currently has the largest number of 

pending asylum seekers applications, approximately 75,000 out of 115,000 applications 

as at the end of 2004. These refugees have emigrated from their home countries because 

of prevailing push factors in their respective countries, and immigrated into South Africa 

because of certain pull factors, which of course is not the topic of discussion in this 

research. There are different categories of foreign population in Johannesburg; each of 

them different in their own rights, ethnicity, identity, and the government has different 

obligations to each of these categories. The focus of this research, however, will be on 

forced migrants especially from other parts of the African continent.  

Most research works and literatures about refugees2 in South Africa and in particular, 

Johannesburg are focused on xenophobia and discrimination (Crush, 1998 and 2001; 

                                                 
1 I used guestimates because most illegal immigrants are not registered in immigration offices hence difficult to exact 
the numbers of refugees/asylum seekers in the city.  
2 Used as an umbrella term to include refugees, asylum seekers and illegal migrants  
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McDonald et al, 1999; Peberdy, 1999; Reitzes, 1998), or refugees as crime perpetrators 

or carriers of diseases (Maharaj and Rajkumar, 1997; Leggett, 1999). Chamba (2005) 

explores the sociological understanding of how refugees experience immigration in South 

Africa, and how they are affected by their new context. However, Chamba’s (2005) work 

was mainly on the West African Diaspora in South Africa, and focuses on immigrants’ 

survival strategies and the development of immigrants’ ethnic minority groups in South 

Africa. Little has been done, especially with the full and active participation of refugees to 

find out whether or not they are accessing services in the country. This research utilizes a 

participatory approach; by involving the full participation of refugees in determining the 

degree of access to services in the country. By access to services, this research focuses 

on those services which, when refugees access can improve their general status and 

employability in the country. They include amongst others, housing, sanitation, job-

opportunities, banking, education, security, and information.  

 

Although it appears that refugees have access to certain services, the reality is that, 

access to basic services for refugees in South Africa is insufficient. Such has 

necessitated the need for more research on how services to refugees can be improved. In 

order to improve the lives of refugees in the country, there is need for more research to 

determine the availability of services for refugees in the country. It is in this light that the 

current research was conceptualized, namely, to investigate the availability and 

accessibility of services for refugees in the country. Against this background, the research 

poses a number of questions, which at the end it hopes to answer. Are refugees 

accessing services in the country? What services are available to refugees in the 

country? What is the State’s position/policy on providing services for refugees, and how 

can the socio-economic livelihoods of refugees in the country be improved? This research 

envisages an enhancement of refugees socio-economic and cultural status provided the 

administration of services by service providers is fairly and properly administered.   

 

Aim and Objectives of the Study 

The main aim of this report is to investigate the extent to which refugees’ access services 

in the country. To achieve this aim, the research has seven specific objectives. 

·  To identify services entitled to refugees in the country 
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·  To investigate the plausibility of refugees accessing services in the country 

·  What constitutes quality service provision from the perspective of both the 

providers and the users 

·  Bring out government policy on access of services for refugees in the 

country. 

·  Determine whether accessing services for refugees has increased or 

reduced in the country. 

·  Established a practical situation of service-delivery in the country, and 

determine how parallel it is with government policy. 

·  Recommend for policy makers, government, NGOs, service providers and 

the general public as a whole on better services delivery for the 

enhancement of refugees.  

  

Significance of the Study 

The Coordinating Body for Refugee Communities (CBRC), commissioned this research, 

to investigate the degree of service delivery to refugees in Johannesburg. It is anticipated 

that findings from this research will inform the government and other service providers on 

the state of refugees in relation to service delivery. Whether or not refugees are receiving 

appropriate services in the country will only be determined at the end of the research. 

Recommendations at the end of the report will inform appropriate measures towards the 

improvement of services for refugees in the country. More so, this research will add to the 

limited literature on refugees and service delivery in the country, and contribute to the 

data for a comprehensive understanding of how refugees experience immigration to 

South Africa. It is envisaged that the results of this study will provide a better 

understanding and an important standpoint for further advocacy on behalf of refugees in 

South Africa. The study will throw more light on basic services available for refugees and 

possibly how accessibility to services can improve the living conditions of refugees. It is 

anticipated that the research will serve as a guide to policymakers and donor 

organizations to better understand the plight of refugees and work out what contributions 

can be made to better the lives of refugees in the country.  From a more general point of 

view, the study will provide an informed situation of refugees’ protection and assistance, 

and create opportunities for government and other service providers to unlock 
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opportunities for refugees in the country. Finally, but not the least on the scale of 

importance, to carry out a research work of this nature with its specific objectives stated, 

will lead to further research, and digress from typical contemporary refugees’ studies in 

South Africa namely, xenophobia, discrimination, and/or refugees as crime perpetrators in 

the country.   

 

 Methodological justifications 

Various research techniques were used to collect the data required for this research. 

First, some two hundred and thirty five open-ended questionnaires that covered a wide 

range of issues relating to the aims and objectives of this study were administered to 

refugees living in Johannesburg. Second, informal discussions and in-depth interviews 

were held with refugees and service providers on aspects relating to the aims and 

objectives of this study. Finally, to attain the aims and objectives of this study, 

observations were conducted in areas were refugees receive some basics services in the 

country. Details of the methodological approach used in collecting the research data are 

discussed in Chapter three below. The sections that follow give a brief summary of the 

study area and of what each chapter of this report discusses.  

The Study Area: Johannesburg 

Johannesburg stands out clearly as a city of distinct ethnic groups, races and 

nationalities, and has gained the reputation as a ‘world city’, that commands a strategic 

position in South Africa (Rogerson, 1996; Rogerson, 1997a & b). The large numbers of 

poor people, refugees, illegal migrants, asylum seekers, and the unemployed in the city, 

motivated the choice of Johannesburg for this research. Hence, Johannesburg’s dense 

concentration of all sorts of business enterprises, cars, hawkers, street kids, homeless 

people, legal/illegal migrants, and sex workers keep her street busy at all times, and 

provide a better setting to study service delivery to refugees in the country. The racially 

mixed character and the high concentration of immigrants in Johannesburg provide a 

suitable setting to properly analyze the types of services available to refugees in South 

Africa. Whether or not they are marginalized, the services entitled to refugees, and the 

quality of services available to refugees will be properly analyzed. Few in-depth studies 

have been done on service delivery to refugees in South Africa particularly in 

Johannesburg. Studies that do exist are related either to crime committed by or against 
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refugees, or to xenophobic hostility towards them. This research encompasses a detailed 

analysis of service delivery to refugees in South Africa, most of whom are living and 

survive in Johannesburg.  

 

Studies have shown that the majority of immigrants entering South Africa often work, stay 

and seek refuge in Johannesburg (Bouillon, 1999a; 1999b).  Chamba (2005) identifies the 

push and pull factors attracting immigrants into South Africa. Studies elsewhere have 

shown that, ethnic diversity, racially mixed traits, the economic potential, drug market, 

cheap accommodation, religious organizations and churches (see for example Chamba, 

2005, Bouillon, 1999a, b; Rogerson, 1996, 1997b; Leggett, 1999) are major pull factors 

attracting African migrants to Johannesburg. Gordimer (1999) described the influx as 

immeasurable, arguing that they consist of people who have come to find work in South 

Africa. On the contrary, Chamba (2005) argues that most of these immigrants are 

unemployed or only self-employed, engaged in small business activities like street 

vendors, running hair saloons, or illegal financial activities. Gordimer (1999) argues that, 

the need for survival might push these immigrants into a criminal class. This might even 

be worse more especially as they are desperate, unemployed and lack basic services.  

 

Structure of the Report 

This section of this report provides a summary of what each chapter discusses. To avoid 

repetition, this section does not discuss every single detail of each chapter, but an 

overview of the important points in each chapter. Chapter two attempts a review of 

government policy and service delivery for refugees in the country. The rationale behind 

this chapter is that, to be able to understand whether or not refugees are getting the 

appropriate services in South Africa, the reader should have a concise understanding of 

the policies governing service delivery for refugees in South Africa. It is only then that one 

can say for sure whether refugees are getting appropriate treatment in the country or not. 

The chapter also reviews international policies on service delivery to refugees. The 

methodological approach employed to collect the research data is discussed in Chapter 

three. The chapter examines the problems encountered during the exercise, how they 

were solved and the shortcomings that were faced. The importance of this chapter is that 

it gives the reader a sense of confidence and reliability of the analyzed results. In the 
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fourth chapter, based on the data collected and the analyzed results, the findings of the 

research are presented.  Finally, the fifth chapter draws up the conclusions and 

recommendations for further research, policy makers, and for civil society as a whole. It is 

important to note that there is a strong relationship between chapters four and five, as the 

conclusions and recommendations emerging from this report are based on the collected 

data. 

 
 

 

Definition of Terms  

I will conclude this chapter by defining some of the key concepts used in this research 

report.  

 

Access to Services 

By access to services, this research implies those services which refugees can access 

and improve their general status/employability in the country. Such services might include 

amongst others, health, education, banking facilities, transportation, information, 

employment, communication, consultation, legal, cultural, accommodation, and 

entertainment services.  

 

Immigration/Emigration 

Immigration and emigration are often used in migration studies to mean the movement of 

people into and out of a country respectively. Immigration involves crossing an 

international boundary, and the person concerned is known as an immigrant. Emigration 

on the other hand refers to the movement of a person out of a country, and the person 

moving out is known as an emigrant. An immigrant is often referred as someone who has 

lived inside his host country for at least one year, and having such intention, and an 

emigrant is someone who moves out of his country of original residence for at least one 

year or more. In this report, when African migrants move out of their countries of origin, 

they become emigrants from their respective countries, and when they enter South Africa, 

they become immigrants in South Africa. The process of moving out of a country and 

entering into another country is known as emigration and immigration respectively. 
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Hence, when African migrants emigrate from their respective countries into South Africa, 

this research report considers them as immigrants in South Africa.      

 

 Immigrant Ethnic Minority  

Many researchers have advanced concise definitions of ethnic minority group (Barth, 

1996; Conversi, 1999; Castles and Davidson, 2000; Castles and Miller, 1993; Martin, 

1993). Castles and Miller (1993) also put forward some similar characteristics of most 

ethnic minority groups. From its simplest understanding, ethnic minority group is a subset 

of a population within a dominant population, which can either be an integrated integral 

part, or excluded entity from the main population. When immigrant communities develop 

as minority groups in a host country, such communities become known as immigrant 

ethnic minority groups. Socio-economic, cultural, political, religious and physical 

differences between immigrants’ communities and the host community qualify immigrant 

communities as immigrant ethnic minority groups (Castles and Davidson, 2000; Castles 

and Miller, 1993; Martin, 1993; Rex, 1996). Immigrant ethnic minority groups are minority 

groups singled out by the society in which they reside, and in varying degrees and 

proportions are subjected to economic exploitation and discrimination. They are often 

disliked or ridiculed because they speak a different tongue, practice different religions, 

have different skin colour and hair texture (Wagley and Harris, 1958). Immigrant ethnic 

minority groups in this research report therefore refer to different African migrants’ 

communities, who are visibly different from South Africans. The term refers to African 

immigrants who mobilize themselves into groups of common solidarity, language and 

place of origin, come from different socio-political settings and traditions, and concentrate 

in particular jobs and neighborhoods.  

 

Ethnicity 

The concept of ethnicity is highly contested in sociological literature. Rex (1996) and 

Geertz (1996) for example have linked ethnicity to primordiality. By primordiality, they 

mean, being born into a particular community, speak particular language, and follow 

particular religion and social practices. Schiller and Fouron (1990) define ethnicity as a 

sense of belonging to a particular ethnic group, and having cultural differences with the 

dominant population. There are other definitions of ethnicity such as those of Conversi 
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(1999), Rex (1996), Eller and Coughlan (1996), Brass (1996), Barth (1996), and Cohen 

(1996). This research report defines ethnicity from the point of view of Schiller and Fouron 

(1990). That is, a sense of belonging to particular groups notably, African immigrant 

ethnic minority groups in Johannesburg, with subcultures in which, group members find 

themselves bound together by a common history, values and altitudes.         

 

Identity 

Early sociological discussion of identities seemed to see identity as having a primordial 

fixed character (Rex, 1996). But more recent sociological thought has seen identity as 

changing in response to social conditions (Hecter, 1996; Malkki, 1992). And even more 

recently, social thought has tended to emphasize the active role of subjects in 

constructing their identity (Hall, 1992). From this recent perspective, in what ways can 

identity be changed, and if identity changes in response to social change? Nonetheless, 

this research report is not to find out if people maintain their existing culture or adopt new 

ones in their new environment as well as the transnational changes of people’s identity. In 

this research report identity implies those factors that actors bring with them as 

immigrants and the formation that occurs once they arrive in their new country.        

 

Diaspora 

The word Diaspora derives from the Greek word to scatter or (sow) has been primarily 

associated with the dispersal of Jews out of their homeland Israel (Skeldon, 1997). 

Today, it is applied to most ethnic groups living outside their homeland. It is worth noting 

here that, although all Diasporas involve migration not all migration makes up a Diaspora. 

From a more general perspective, Diaspora is the movement of any distinct ethnic group 

to other parts of the world. More specifically, it is a massive movement and where the 

numbers who have left their homeland greatly outweigh those that remain (Skeldon, 

1997). The use of Diaspora in this research report refers more to the general rather than 

the specific understanding of the word. Clifford (1994) defines Diaspora as a descriptive 

interpretive term for the contact zone of nations, cultures and regions. According to 

Clifford’s definition, Diasporas are expatriate minority communities that are dispersed 

from an original center to at least two peripheral places that maintain a memory vision, or 

myth about their home countries. Diasporas believe they are not, and perhaps cannot be 
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fully accepted by their host country, hence, they see their home countries as a place of 

eventual return. They are committed to their home countries, and maintain a strong group 

consciousness and solidarity, which is defined by their continuing relationship with their 

home countries (Clifford, 1994). The use of Diaspora in this research report indicates the 

spread of African immigrants outside their countries of origin. As with any other Diaspora 

population, African Diasporas are often expatriate minority communities in their host 

countries, with memory vision or myth about their home countries. They have strong 

group solidarity, maintain continuous relationship with their home countries, and the 

prevailing situation in the country is forcing most of them to plan an eventual return to 

their home countries.  

 

Xenophobia 

There are many definitions of xenophobia (Boehnke et al, 1998; Everett et al, 2002; 

Linder, 1994; Mujica, 2002; Heckmann, 2001). From its simplest meaning, xenophobia is 

the hatred and fear of strangers, which is often expressed by derogatory terms and 

violence against foreigners. In this research report, xenophobia is used primarily to mean 

the fear, and the resultant negative reactions of South Africans on other African 

immigrants in South Africa.  

 

Push and Pull Factors 

‘Push and pull’ factors is a common concept used in migration studies. The concept, 

essentially explains the factors pushing potential migrants out of their region of initial 

residence, and those attracting them to a new region of residence. Alternatively, in 

migration studies, centrifugal and centripetal forces are used to mean push and pull 

factors respectively. Some authors for example, Martin (1993) alternatively used ‘demand 

pull’ and ‘supply push’ factors to mean those factors, which will draw migrants to industrial 

regions, and those that will push migrants out of their countries of origins respectively. 

Castles and Miller (1993) argue that push/pull factors are emanating from existing 

inequalities in wealth between the impoverished South and the industrial North. They 

identified push factors as low living standards, lack of economic opportunities, and 

political repression. While availability of land, good economic opportunity, political 

freedom and demand for labor constitutes the pull factors. Bogue (1969) defines pull 
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factors as opportunities to improve one’s self in areas of destination, while push factors 

are undesired socio-economic and political situations in areas of origin, which exerts an 

explosive push on potential migrants. Castles and Kosack (1973), define push factors as 

those factors, which cause migrants to leave their country of origin, and include 

unemployment, poverty, and underdevelopment, while pull factors are a combination of 

economic, demographic and social development in the Western world.  

 

Asylum Seekers and Refugees 

Asylum seekers and refugees are commonly used terms in immigration and forced 

migration studies. Though they are often wrongly interchangeably used, they are clearly 

different and have different meanings. According to the 1951 Convention Governing 

Refugees and Asylum seekers, a refugee is any person who due to: 

A well-founded fear of being persecuted for reasons of religion, nationality, 

membership of a particular social group or political opinion, is outside the 

country of his nationality and is unable, or owing to such fear, is unwilling to 

avail himself of the protection of that country; or who, not having a 

nationality and being outside the country of his former habitual residence as 

a result of such events, is unable or, owing to such fear, is unwilling to 

return to it. In the case of a person who has more than one nationality, the 

term ‘the country of his nationality’ shall mean each of the countries of which 

he is a national, and a person shall not be deemed to be lacking the 

protection of the country of his nationality if, without any valid reason based 

on well-founded fear, he has not availed himself of the protection of one of 

the countries of which he is a national (Convention of 1951, Article 1A (2)).   

 

In 1969, a convention of the Organization of African Unity (OAU) now the African Union 

(AU) extended the definition for African countries to include as reason for refugee status, 

external aggression, occupation, foreign domination or events seriously disturbing public 

order in either part or whole of a country. On the other hand, asylum seekers are people 

who move across borders in search of protection, but who may not fulfill the strict criteria 

laid down by the 1951 Convention. An asylum seeker is someone who has applied for 
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protection as a refugee and is awaiting the determination of his or her status, while a 

refugee is someone who has already been granted legal protection by a state.  

 

In South Africa, most African immigrants are often regarded, as refugees and this 

research report adopts that ignorance. While there is firm distinction between refugees 

and asylum seekers, this report reiterates their differences. Asylum seekers are those 

immigrants who have applied for legal protection in South Africa, and whose cases are 

still under review, while, refugees are those immigrants whose applications have been 

reviewed, and granted legal protection by the Department of Home Affairs. The majority 

of the immigrants discussed in this research report are asylum seekers, refugees and 

illegal immigrants from different countries of the African continent. 

 

Conclusions 

This chapter has identified the research issues namely, to investigate the degree to which 

refugees are accessing services in the country. The main concerns of the research will be 

examined in-depth in subsequent chapters. The research setting has been justified with 

reasons why Johannesburg was selected for the research. This research observed that 

Johannesburg’s ethnic diversity and racially mixed character, her economic potential, 

drug market, cheap accommodation, religious organizations and churches, her central 

position with an international airport are contributory factors in attracting African 

immigrants to Johannesburg hence, providing a good setting for studying service delivery 

to refugees.  Literature and theoretical debates surrounding the research issues are 

discussed in Chapter Two, while details of this research methodology are discussed in 

Chapter Three. Chapter Four presents the analyzed data using tables, and percentages. 

Chapter five is an in-depth examination of the data, and based on the research findings, 

brings out the overall summary, conclusions, and recommendations on how services can 

be improved for the good of refugees in the country.  
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Chapter Two 

Policy Framework and Access to Services 

 

Introduction 

Despite the many discourse on refugees in South Africa, many fundamental issues 

affecting refugees in the country remain neglected. Marion (1997: 1) for example noted 

that, “while Home Affairs has done as well as can be expected with its limited resources 

to set up a progressive system that complies with international refugee law, refugee 

specialists say, it programme is not working”. Recently, the United Nation High 

Commission for Refugees (UNHCR) regional representative Ebirma Camara observed in 

Pretoria that policy on refugees in urban areas “fall(s) critically short of addressing some 

of the fundamental challenges” such as “access to national public services and the 

country’s economy” (IRINnews, 2006: 1). Similar stories can be told about many other 

service providers in the country when it comes to refugee and access to services. This 

chapter attempts a review of government policy and service delivery from service 

providers and their implications for refugees in the country. The rationale behind this 

chapter is that, to understand whether or not refugees are accessing appropriate 

services, the reader should have a concise understanding of the policies governing 

service delivery for refugees in the country.  

 

The limited research on refugees and access to services in the country blurs this research 

perspective and prevents any generalizations on refugees accessing services in the 

country. As a result, it cannot be easily assumed that refugees are accessing appropriate 

services in the country or not. Fortunate enough, the South African constitution, and other 

policy documents such as the Batho Pele3 White Paper and immigration policy 

documents will serve as guiding principles towards establishing the discourse of this 

chapter. Related sections of these policy documents namely, the South African 

Constitution, the Batho Pele document and the White Paper on International Migration will 

be critically examined to determine their role in facilitating refugees’ access to services in 

the country. The analysis of this research data will determine whether or not theoretical 

                                                 
3A Sesotho adage meaning ‘people first’  
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blueprints on accessing services are actually put into practice. But, before drawing 

conclusions from this research data, a critical examination of related policy documents will 

be enlightening. The following sections will start with an examination of the South African 

constitution and its implication on service delivery for refugees in the country.         

 
The South African Constitution   

Post-apartheid South African government has appropriate structures in place to ensure 

that her citizens have easy access and receive quality services in the country. The 1996 

Constitution, for example, described by many as very progressive, provides legislations 

that support refugees’ access to many public services such as health and education. 

According to the Human Rights Watch (2005), legal guarantees enshrined in the South 

Africa’s constitution have not yet been fully put into practice by those responsible for the 

protection and promotion of refugees’ rights. It is stipulated in Chapter Ten of the 

constitution under basic values and principles governing public administration in section 

195(1c) that, public administration should adhere to a number of principles amongst 

which: “Services be provided impartially, fairly, equitably and without bias” and in section 

195 (1e) that, “peoples’ needs be responded to”. Although it appears that these provisions 

apply only to South Africans, it goes beyond all reasonable doubt that refugees in the 

country are equal and legal beneficiaries of these rights. This fact is supported in the 

preamble of the South African constitution which states: “South Africa belongs to all who 

live in it”, and hence must “improve the quality of life of all citizens and free the potential 

of each person”. Notwithstanding, it appears that these rights are more applicable in 

theory than in practice. Studies conducted on service providers in the country have shown 

that refugees do not actually enjoy such services as stipulated under different legislations.  

 

Section 27 (1) (2) (3) of the Constitution, for example, stresses the right to health care 

services for all, and that no one, regardless of nationality or residence status may be 

refused emergency medical treatment. Such obligation to provide basic health care 

services to refugees has been reinforced in Section 27 (g) of the Refugee Act 130 of 

1998. According to this Act, refugees are entitled to have access to the same basic health 

care as South Africans. Although such entitlements are clearly stated, the reality is that 

access to basic health care for refugees is insufficient, and refugees in South Africa 

appear to be less favoured when it comes to health care services. Studies have shown 
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that refugees do not have equal health care services like South Africans (Bhamjee and 

Klaaren, 2004; Pursell, 2004). Bhamjee and Klaaren (2004) show that, xenophobia, and 

exorbitant rates charged on refugees exposed the inequitable nature of health services 

dispense on refugees as it is done to South Africans. They also came up with similar 

findings regarding the dispensation of educational services for refugees in the country 

(Bhamjee and Klaaren, 2004: 55). They observed that: “In practice, foreign learners 

including refugee children are prevented access and admission to schools…” in many 

ways, either by insisting that refugees pay high registration fees, by alleging that the 

schools are full and/or by deliberately under informing refugee’s parents forcing them to 

pay fees even when they are not in a position to do so. Such a stand violates section 5(1) 

of the South African School Act 84 of 1996 which states that: “A public school must admit 

learners or serve their educational requirements without unfairly discriminating in any 

way”.  Further research revealed that refugees and their children often suffer from 

unequal treatment when it comes to foster care grants, places of safety, children’s home, 

social development grants and disability grants. Bhamjee and Klaaren (2004: 57) 

observed: “even after Khoza4, the Social Assistance Act does not explicitly say that 

refugees are eligible for old-age grants or for child-support and care-dependency grants”.   

 

Provisions in the Bill of Rights of the Constitution state that refugees and their children are 

entitled to the same basic education and health service. Again, it seems these provisions 

only exist in theory. Studies conducted by Winterstein and Stone (2004) came up with 

some obstacles faced by refugees and asylum seekers when accessing educational 

services in Johannesburg. Amongst which, the inability to pay school fees, the Feeder 

Zone Policy5, access costs such as transport, uniform and other related costs, language, 

xenophobia, age6 and trauma were the most commonly occurring problems. According to 

Winterstein and Stone (2004: 78): “these obstacles are in many ways due to a lack of 

information on the rights of learners and refugees”. The importance of education 

especially in integrating refugees in their host country is not a new concept though most 

                                                 
4 A constitutional court case between Khoza versus the Minister of Social Development on social grants to permanent 
residents 
5 Under section 34 of the South African School Act (SASA), which stipulates that children who live within the 
designated feeder zone of a school be given priority to register at that school.   
6 Section 3 of the Schedule to the Admission Policy for ordinary Public Schools, relating to age requirement for 
admission into public schools, which declares the statistical age norm per grade as the grade number plus six. Such age 
norm place people according to their peer group rather than intelligent quotient.  
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refugees in the country are still craving to upgrade their educational status in South 

Africa. While lack of information can be one amongst the many reasons why refugees find 

it difficult to access educational services in the country, is itself an indication of the 

difficulties of accessing information as a form of service in the country.  

Similar conclusions can be reached regarding refugees accessing accommodation, 

banking and other basic services in the country. Studies have shown that refugees 

confront many challenges in accessing accommodation particularly in Johannesburg. 

Studies conducted around Johannesburg appear to portray accommodation as amongst 

the biggest problem facing refugees.                          Research works have shown that 

high rents, lack of identification documents, exploitation by landowners, high room 

density, lack of security, discrimination and xenophobia, and increased propensity of 

contracting diseases as some of the challenges faced by refugees and access to 

accommodation (Chamba, 2005; Sadie and Borger, 2004).  

 

‘Batho Pele’ Policy Document  

The ‘Batho Pele’ meaning ‘people first’ document was published on the 1st of October 

1997. The document provides a policy framework and a practical implementation strategy 

for the transformation of public service delivery. It is officially published in five languages 

namely, English, Afrikaans, seSotho, Xitsonga and isiZulu. This has implications on 

refugees. Studies have shown that refugees in South Africa come from various countries 

and speak different languages (Bouillon, 1999ab), none of which appears to be similar in 

syntax or structure to any of the eleven official languages in South Africa. The fact that 

some refugees are beginning to learn some South African languages, as Chamba (2005) 

pointed out, is just another strategy by refugees to fight discrimination and xenophobia in 

the country. It is also an indication of language marginalisation of immigrants in the 

country. Accessing services in a country with five languages, most of which cannot be 

spoken or understood by refugees can be a difficult task. In the interim, publishing the 

‘Batho Pele’ policy document in only five official national languages prevents refugees 

from other language-parts of Africa the right to information.  It is rather doubtful how 

refugees who cannot speak any of the above mentioned languages could access vital 

information in such an important document as the Batho Pele. While in theory it appears 
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plausible, active research involving refugees and service providers will determine the 

practical situation in the country.   

 

The document itself sets out eight national service delivery principles, which act as 

guidelines for transforming public service delivery (Batho Pele White Paper, 1997). In 

theory, the principles are: 

·  Regular consultations with its users 

·  Setting service standards 

·  Increasing access to services 

·  Ensuring higher levels of courtesy 

·  Providing more and better information about services 

·  Increase openness and transparency 

·  Remedying mistakes and failures and, 

·  Getting the best possible value for money.  

 

This research was partly conceptualized to find out if these principles actually apply to 

refugees in the country. While in theory the principles hope for the best to all who live in 

South Africa, in practice, the situation  is different when it comes to refugees in the 

country. The background of the Batho Pele document states that: “Public services are not 

a privilege in a civilized and democratic society: they are a legitimate expectation” (Batho 

Pele White Paper, 1997: 1). While it might hold true for South African citizens, refugees’ 

experiences with some public service providers have shown that accessing public 

services is a privilege and not a right. Details and evidences have been provided in 

Chapter Four below. Currie et al., (2002: 7) have elaborated on the above eight principles 

pointing out that: “Many improvement that the public would like to see cost nothing-a 

smile, treating customers7 with respect, being honest with customers when giving 

information, and apologizing if things that go wrong”. In practical situations, these 

principles appear to be lacking when it concerns service delivery for refugees. Studies 

conducted have shown how some public service providers maliciously treat refugees and 

asylum seekers in the country (HRC, 2000; Crush, 1998; 2001). Such treatments fall 

                                                 
7 The concept of citizen as customers as explained in the Batho Pele document equally applies to refuges first because 
they are customers in the country, and second because South Africa belongs to all who live in it.   
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short of expectations of the Batho Pele document, which expects all sectors of public 

administration to agree to follow the principles set out in the white paper.  

 

A recent report by the National Consortium for Refugee Affairs (NCRA) pointed out that, 

although refugees and asylum seekers in South Africa have some reasonable amount of 

legal rights, accessing such rights are far from guaranteed. The report also observed that 

because refugees are not camped and/or put in refugees’ detention facilities, the 

responsibility of ensuring that refugees are safe, healthy and protected is shared amongst 

government, service providers, the police and legal services, NGOs, religious bodies and 

businesses (NCRA, 2006). The findings of NCRA (2006) further observed that, despite 

South Africa’s positive commitments in promoting a just society for all, “refugees and 

asylum seekers face significant obstacles to protection in South Africa” (NCRA, 2006: 3). 

Amongst these obstacles, the NCRA (2006) observed that, in the initial access to the 

asylum procedure, the screening process helps reject some applicants even before they 

are interviewed by the Status Determination Officer (SDO). Further inquiries show that 

long queues, refugees and asylum seekers are forced to visit the Refugees’ 

Determination Office several times before they can file in an application. The problems 

faced by asylum seekers and refugees in the Department of Home Affairs (DHA) are 

equally well documented by Human Rights Committee (2000). Other obstacles 

highlighted by NCRA (2006) report include, delays and irregularities in the status 

determination process, inadequate resources dedicated to addressing the massive 

backlog of asylum claims, lack of access to documentation, inadequate programs for 

assisting unaccompanied children, difficulties accessing government-funded social 

services and unlawful harassment, arrest, detention and deportation (NCRA, 2006). 

 

Meeting International Standards 

Based on the 1951 UN Convention, the 1967 Protocol relating to the status of refugees as 

well as to the 1969 OAU Convention governing specific aspects of refugee problems in 

Africa, South Africa has an obligation to try to secure the rights of refugees within its 

national borders. Considering the high rates of xenophobia and discrimination against 

other Africans in the country, it is doubtful if refugees’ rights are properly secured in the 

country. Public hostility and violence towards foreigners in South Africa are common, and 
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cases of xenophobia, discrimination, resentfulness and suspicion of black foreigners are 

well documented (see for example Chamba, 2005; HRC, 2000; McDonald, 2002; Crush, 

2001; Singer, 2000; Mbeki, 2001). The apparent failure of some service providers 

particularly the Department of Home Affairs in meeting up with international standards 

can be attributed to a number of reasons. See for example Chamba (2005) and Human 

Rights Review (2001). Some of the glaring reasons include amongst others,     

·  The notion of a safe country, in which, cases are not considered on individual 

bases but on whether or not the country of origin is at war. 

·  Applications for asylum are considered on collective rather than on individual 

bases. 

·  Lack of updated information about applicants’ country of origin. 

·  Lack of proper and qualified interpreters and translators 

·  Lack of sufficient and well trained staff. 

·  Unnecessary delays in providing services.  

·  Not enough information about legal advice, counseling and assistance 

·  Bribery and corruption between officials and refugees while interpreters act as 

middlemen in the corrupt act.  

 

The absence of refugee camps in South Africa placed the onus on the state to provide 

and/or support refugees with adequate housing. The constitution stipulates that the state 

should take reasonable legislative and other measures, within its available resources to 

achieve the progressive realization of this right (South African Constitution, section 26: 

1and 2). Unlike in elsewhere (Ethiopia, Darfur, Kakuma in Northern Kenya and Daadab in 

North East Kenya) for example where refugee camps are provided, in South Africa 

refugees are left on their own to fight for survival and secure their own shelter. Ironically, 

the Human Rights Review, 2001 argues that refugees in South African cannot enter a 

lease agreement for residential or office accommodation except with the help of a South 

African identity holder. 

 

The Human Rights Review (2001) argues that discrepancies in health and educational 

services are based on social status and affluence. While this might be a controversial 

point, it can be rightly argued that refugees in South Africa have a derogative status, and, 
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marginalisation and discrimination of refugees in the country have made them less 

affluence than South Africans. According to the Human Rights Review (2001; 114): 

“Some refugees claim that their educational standards are being deliberately downgraded 

by the HSRC and that they are thereby denied access to educational institutions and to 

the job market”. The story is same when it comes to access to justice. However, the 

Human Rights Review (2001) blames the difficulties of refugees accessing equal and fair 

justice on refugees’ reluctance to have recourse to the courts. The Human Rights Review 

(2001:116) argues: “This is not due to fear of discrimination of any kind, but more often 

due to their ignorance of the protective mechanism available for their use”.  

 

Conclusions 

Post Apartheid South African constitution has appropriate theoretical blueprints which 

cater for the basic needs and services of all who live in South Africa. But the effectiveness 

of these blueprints is more theoretical than practical and is apt only in theory. The laid 

down principles in the South African constitution stipulating the impartial, fairly, equitable 

and unbias provision of services to all appears to exclude refugees even though they form 

a subset of ‘all who live in it’. The ‘Batho Pele’ document stipulating the practical 

implementation strategy of service delivery in the country undermines the geographical 

and linguistic background of refugees in the country. On the contrary it has become a 

privileged document and not a legitimate expectation to refugees. From an international 

point of view, there is an apparent failure to meet up with international standards when 

dealing with service delivery to refugees in the country. Many reasons account for this 

failure and can be blamed on both the service providers as well as the refugees 

themselves.           
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CHAPTER THREE 

Methodology 

Introduction 

This research on forced migrants’ access to services in Johannesburg used different 

methods to collect the data. The methods used were tailored according to how the 

research was conceptualized. The aim of the research is to investigate the degree to 

which refugees are accessing services in the country. It is against this background that 

the main research questions were conceptualized. Amongst which, are refugees 

accessing services in the country? What are the available services due for refugees in the 

country? What is the State’s position/policy on providing services for refugees, and how 

can the socio-economic livelihoods of refugees in the country be improved? These 

questions were central in the conceptualization of this study, and from its inception, the 

questions guided the research and helped maintain the required focus.   

 

To investigate the state of service delivery for refugees in the country, a wide range of 

data and information was needed to meet up with the main aim of this study. The complex 

nature of researching human experiences, wishes and desires necessitated the use of a 

multiple perspective approach, to reflect the richness of the data. It is in this light that both 

qualitative and qualitative research methodologies were employed. Duffield (1998: 1) 

observes that: “different research ideologies lead to applying different methodologies”.   

 

The advantages for using both methodologies in social science research have been 

spelled out in Bowen (1996) and Duffield (1998). It is argued that when qualitative and 

quantitative methodologies are merged in social science research, the internal validity of 

the research design is strengthened (Bowen, 1996). In effect, a combination of the two 

methodologies brings out and utilizes the inherent differences between the two to the 

advantage of the social researcher. Duffield (1998: 1) states: “If social research is the 

vehicle for the analysis of social phenomenon, then in parallel to the breadth of societal 

issues, so must social research contain equally diverse methods of discovery and 

analysis”. However, the analysis of this study will be largely qualitative, its sample does 

not claim to be fully representative of refugees in Johannesburg, and neither does the 

conclusion claimed to be definitive. Qualitative methods were supplemented by 
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quantitative methods and participant observation. Nonetheless, the findings of this 

research seem to be suggestive of some important insights.    

       

This chapter examines the different methodological techniques used in collecting and 

analyzing the research data. The merits and demerits of each technique, problems faced, 

and how they were solved during this phase of the research are highlighted in the 

discussion. The techniques used to collect this research data include primary and 

secondary data, survey (interview schedule), in-depth interviews, and observations.  

Methodology 

Review of Primary and Secondary Materials  

Relevant literature and policy documentation in South Africa were reviewed and analyzed 

with particular reference to what they say about refugees and access to services. The 

focus was guided by what the constitution and the ‘Batho Pele’ documents say about 

refugees and accessibility to basic services such as health care, education, banking 

facilities, accommodation and other public services.  

 

Primary and secondary materials used in the literature were useful in providing an insight 

of what policy documents say about refugees and access to services. It was observed 

that, although these documents are in place to cater for the safety and security of 

refugees in the country, in practice the situation appears to be different. The information 

gathered was equally useful in that, it reinforced much of the data collected from other 

methodological techniques employed for this research. Newspapers and Internet articles 

provided an invaluable source of information and data required for this research, 

especially when examining refugees’ interactions with South Africans, and their 

relationship with state departments such as the South African Police Services (SAPS) 

and the Department of Home Affairs (DHA). Such information was equally very useful as 

it reinforced subsequent chapters of this research.   

 

The use of Open-Ended Questionnaires 

This technique was central in collecting the data required for this research. It was a useful 

method in that; information relating to refugees’ opinions, and how they are treated in 

their host country were easily collected. The use of open-ended questionnaire in research 
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that seeks peoples’ opinion has been widely acclaimed in the social sciences such as 

sociology (O’Barr et al, 1973; Neuman, 2000). Even though some researchers have 

criticized its descriptive nature, and its inability to explain certain phenomenon (Marsh, 

1979), such criticisms have been watered down on grounds that such bias can be 

avoided by employing other methodological techniques. The present research used other 

techniques such as at observation and in-depth interviews. Several reasons supported 

the use of an open-ended questionnaire for this research. First, it allows the refugees to 

freely express themselves. In this way, they could bring out details, which might have 

been ignored in the questioning process. Second, it could capture important details 

especially when researching individual’s beliefs and feelings. Third, it permits an unlimited 

number of possible answers and, refugees can answer in details, with more qualified and 

clarified responses. 

 

The questionnaire was organized in such a way that it provided the best possible 

responses from refugees (see appendix 1), and was conceptualized around five central 

questions:  

1. What are the services available to refugees in the country? 

2. How plausible are refugees accessing services in the country? 

3. What is the state’s position on providing services to refugees? 

4. What is the current state of services delivery for refugees? 

5. What recommendations can be made to improve service delivery for refugees in 

the country? 

The questionnaire was divided into four major sections.  Section one was aimed at 

obtaining basic demographic data of refugees living in and around Johannesburg, the 

second section focused on services available and delivery to refugees, the third section 

looks at the quality of services available to refugees and the fourth section investigated 

the conditions of improving services delivery for refugees. The subsequent section looks 

at how the respondents were selected. 
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Selecting the Respondents (Snowball Sampling)     

Piloting the Questionnaire  

An initial pilot survey was conducted in the months of March and April 2006, to find out 

some of the problems in the questionnaires. Problems such as, long questioning, lengthy 

nature of the questionnaire, inadequate instructions, repetition of questions, and 

ambiguous questions were identified in the pilot stage. These problems were 

subsequently adjusted, and the questionnaire reduced to a manageable length.   

 

Due to the difficulties in the way of obtaining a statistically representative sample, 

selecting the respondents was based on a non-probability sample technique. It was 

difficult to identify refugees some of whom refused to reveal their status for fear of 

victimization. It was in this light that a snowball sampling technique was adopted to 

facilitate the identification and the whereabouts of refugees. Snowball sampling has been 

variously defined. For Stark and Roberts (1998: 88), is: “Assembled by referral, as 

persons having the characteristic(s) of interest identify others”. Neuman (2000) throws 

more light:  “Snowball sampling (also called network, chain referral, or reputational 

sampling) is a method for identifying and sampling (or selecting) the cases in a network”. 

According to Neuman (2000), this technique begins with one or few people or cases and 

spreads out on the basis of links to the initial cases. Earlier, Russsell (1994: 97) argued 

that snowball sampling is useful in studies of social networks, small, bounded, or difficult 

to find population, members of elite groups, recently divorced women, and urban 

migrants. In the same vein, Schutt (1999: 131) observed that: “This technique is useful for 

hard-to-research or hard-to-identify interconnected population (at least some members of 

the population know each other), such as drug dealers, prostitutes, practicing criminals 

…and informal organization leaders”. This research involved researching refugees in 

Johannesburg most of whom have formed close networks around the city.   

 

The process began with the identification of a refugee who has lived in Johannesburg 

since the early 1990s. After interviewing the refugee, he was asked to name other 

refugees he knows and how they could be contacted for interviewing. Each time new 

contacts were contacted and interviewed, they were equally asked to name others they 

think would be willing to cooperate with this research. The process continued 
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uninterrupted by further asking new respondents to name other potential respondents 

whom they thought would be prepared to respond to the research questions. MacGaffey 

and Bazenguissa-Ganga (2000: 24) observed about snowball sampling technique that: 

Such a snowball survey, in which trust is established by interviewing friends 

of initial contacts, then their friends, and so on, is the best method …In this 

way, it is possible to get access to a wide range and number of informants 

and to engage in repeated, extended, informal interviews. 

 

For this research, once a refugee was identified, the process snowballed from one 

refugee to another until a required number was attained. In all, some 235 African 

immigrants in South Africa were contacted and interviewed. This total was considered 

sufficient to provide data that would sufficiently satisfy the aim and objectives of this 

study.  

The questionnaires were administered using two techniques. First, face-to-face interviews 

were conducted with refugees, and second, questionnaires were distributed to refugees 

through their community leaders and fixed dates were arranged with the different 

community leaders for collection. One advantage of a face-to-face interview is that:  

“Face-to-face interviews have the highest response rates and permit the longest 

questionnaires” (Neuman, 2000: 272). In addition, it often creates a relationship of trust 

between the researcher and the respondent, which may allow the respondents to freely 

express themselves (O’Barr et al, 1973). On the other hand, because of the difficulties of 

identifying some refugees due to fear of self-identification, questionnaires were distributed 

to leaders of refugees’ communities to do the administration. In this way, it was 

anticipated that refugees’ would trust their community leaders and respond freely to the 

questionnaires.  

 

The questionnaires were largely open-ended questions though some close-ended 

questions were also included with sufficient probes to avoid any misunderstanding of the 

questions by the respondents. The interviewer and not the refugees filled in the 

questionnaires for a number of reasons. First, some of the refugees’ could not read or 

write hence would need the assistance of the interviewer. It also permitted clarification of 

the questions to some of the refugees. Thirdly, by so doing, interviewers might be able to 
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reduce the number of ‘don’t know’ and ‘not sure’ answers by probing for finite answers. It 

was also a better way of observing refugees, their surroundings and where/how they 

interact. Refugees were interviewed on the spot except in cases were they were busy. 

When every a refugee was busy, an appointment would be made for another date.    

 

Limitations  

Few problems were encountered during this phase of the research. First, it was difficult to 

identify refugees especially when it comes to the distinction between refugees and 

asylum seekers. However, this particular problem was solved when the bulk of the 

questionnaires were distributed to leaders of refugees’ communities. Much time was 

usually spent with refugees trying to convince them to talk. Some refugees reluctantly 

cooperated just because of the persistence on them to cooperate. Some refugees could 

not speak English while others from French and non-English and/or French speaking 

countries could barely speak English. In situations where the refugee could not speak 

English, an interpreter was often called to do the interpretation.  

 

In-depth Interviews 

To compliment the questionnaires and to hear from the ‘horse’s own mouth’, the 

questionnaires and in-depth interviews were conducted with some service providers in 

Johannesburg. In-depth interviews provided an opportunity to understand the measures 

that the government and other service providers have taken to ensure that refugees in the 

country receive adequate and appropriate services. The questions asked centered 

around the aim and objectives of this research, and their responses were tape-recorded. 

Though each time an in-depth interview was being conducted it looked like a friendly 

conversations, the discussion and the questioning had a clear purpose, to find out about 

the degree of service delivery to refugees in the country. The process was useful as it 

allowed for probing, listening and recording of the conversations about the services 

available to refugees in the country.  
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Selecting the Respondents   

A total of 235 respondents were approached and interviewed in-depth on a face-to-face 

basis, and their responses tape-recorded. It was anticipated that those to be interviewed 

for this research should include amongst others,  

·  An official from the Department of Home Affairs (DHA) 

·  An official from the South African Police Services (SAPS) 

·  A medical practitioner from the Hillbrow hospital 

·  An official from the Department of Education 

·  One official each from First National Bank and  Nedbank 

·  An official from the Post Office.  

·  A member of the Human Rights Lawyers  

However, some of the anticipated interviewees could not be reached due to red tapes and 

other constraints. Notwithstanding, very informed discussions were conducted with those 

available, and key themes of this research were discussed. The discussion especially 

enlightened some of the issues surrounding the myths about service delivery for refugees 

in the country. In addition, using a tape recorder allows for lengthy conversations, as well 

as capturing long verbatim quotations. Fetterman (1998) noted that when responses are 

tape recorded, the tapes can be analyzed many times. The time frame for conducting the 

in-depth interviews varied, and depended on how prepared-to-talk the respondent was. 

But on average, the in-depth interviews lasted for about an hour and thirty minutes.  

 

Observations 

This study aimed at investigating the degree at which refugees are accessing services, 

and to establish government policy/position on refugees accessing services in the 

country. It is as a result that observations were made in some services delivery facilities in 

Johannesburg. Fetterman (1998: 9) observes: “The most important element of fieldwork is 

being there to observe, to ask seemingly stupid but insightful questions and to write down 

what is seen and heard”. Issues that were under observation included amongst others, 

how refugees are treated by service providers, the facilities available to refugees, how 

refugees interact with service providers, and whether or not service providers are actually 

practicing what the policies say about providing services to refugees.  
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Direct observations were conducted in some service providers. The process involved 

spending much time in these service providers, observing the process of service delivery, 

and refugees’ interaction with service providers. In some cases, the research had 

conversations with those being observed and the theme of our conversations usually 

focused on the aims and objectives of this research. Hunt (1985) pointed out that direct 

observations might begin with or without a conversation with the actors and/or might 

eventually allow the research to take part in the daily life of the people whose identity and 

goals are being observed. This form of investigation enjoys the advantages of allowing 

the researcher to get closer to the people being studied. It also minimizes the influence of 

the perception of the researcher(s) as an individual or as a member of a group.  Duffield 

(1998) argued that, this technique has an ethical advantage of ‘no secrets’ about the 

research, leaving the observer free to concentrate on the objectives rather than covering 

identity. While this technique provides a richer and broader data collection, there is also 

the possibility of collaborative work, as a result enjoys the option of inter-subjectivity 

between the subject and the observer, leading to a mutual creation of data (Duffield, 

1998). The need for an understanding of how, and what services are available to 

refugees in the country were amongst this research questions yet to be answered. This 

necessitated the use of direct observation techniques on service providers. On several 

occasions, service providers were visited, observations were made, and notes taken.  

 

Analysis of the Data 
The data was analyzed in many levels. First, materials collected from the interview 

schedule were grouped according to the different themes of the research. From these 

broad categories, simple means, tables, percentages and charts were calculated. The 

categorization of the raw data under the various themes followed the same structure as 

the questionnaire. The first section concentrated on the demographic characteristics of 

refugees, the second section examined the services available and delivery modalities. 

The third section examined the quality of services and finally, the last section investigated 

ways by which services for refugees can be improve.  

 

The data collected from in-depth interviews was transcribed and organized according to 

the broad themes of this research. A similar organization was done with the data collected 

from observation. These data were fitted in the relevant sections of the main research 
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instrument, the questionnaire. As the themes were already well structured in the 

questionnaires, the transcribed materials easily fitted with the themes. Transcribing was 

costly and a difficult exercise, as it required some of the tapes to be replayed over and 

over again. The field notes collected during the process was tailored according to the 

objectives of the observation. As the objectives of the observation were very clear to the 

researcher, the raw data collected easily fitted with the major themes and objectives of 

this research.  

 

Conclusion 

Different research methodologies were used in collecting the research data. First, a 

review of relevant literature and policy document on service delivery for refugees was 

conducted. Second, interviews were conducted with refugees, using snowball sampling to 

select the respondents. Third, interviews were complemented by in-depth interviews, and 

lastly, observations were also conducted, an invaluable methodology that provided most 

of the information about how service providers interact with refugees in the country.   

 

All of the above methodologies applied in this research were very useful, and mutually 

reinforcing one another. Though they were not without problems, most of the problems 

encountered in the data collection process were more technical rather than 

epistemological. Notwithstanding, the methods provided the data necessary in 

understanding and explaining access to services for refugees in the country.  
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CHAPTER FOUR 
DATA PRESENTATION 

 
 

Introduction 

This chapter presents the data of this research. The presentation is tailored according to 

the design of the questionnaires. Accordingly, the chapter has four sections. The first 

section presents the demographic characteristics of the respondents; the second section 

presents a picture of services available and delivery to refugees, section three deals with 

the quality of services and the last section presents a picture of how services to refugees 

can be improved to better their livelihood in South Africa. The chapter concludes with a 

summary of the emerging issues arising from the chapter.   

 
Section One: Demographic Characteristics  

 

Table 1: Ages of respondents 

Age in Years Number of Cases % 

15-20 05 02 

21-26 45 19 

27-32 70 30 
33-38 70 30 
39-44 20 09 
50 and more 10 04 
No response 15 06 
Total 235 100 

 

 

Table 2: Gender of Respondents 

Gender  Number of cases % 

Males 190 81 

Females    45 19 

Total  235 100 
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Nationality of respondents 

Respondents were selected from different nationalities to get a broad picture of the nature 

of service delivery. Prominent amongst the nationalities were respondents from Nigeria, 

Cameroon, Ivory Coast, Ghana, DRC, Kenya, Swaziland, Uganda, Eritrea, Angola, 

Zimbabwe, Sudan and Somalia.  

 

Language(s) of respondents 

Most of the respondents speak English and/or French. However, other languages 

mentioned were Swahili, Lingala, Portuguese, Arabic, Somali, Ndebele, and Shona. 

Interview results suggest that the respondents could at least speak and understand the 

English language. The degree to which refugees speak and understand the English 

language varies, and is only as requirement to facilitate the accessing of services in the 

country. Hence, the focus of this study however was not to investigate refugees’ 

proficiency in the English language, but to find out whether or not refugees are accessing 

services in the country.   

 
Table 3: Educational status of Respondents 
 

Educational Status No of respondents % 
Postgraduate 86 37 
Undergraduate 57 24 
Diploma 15 06 
High School 26 11 
Secondary School 28 12 
Primary School 07 03 
No education 03 01 
No response 13 06 
Total 235 100 

 
Table 4: Marital status of Respondents  

Marital status Number % 

Single 150 64 
Married 75 32 
Divorce 0 0 
No response 10 04 
Total 235 100 
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Nationality of Spouse 

Of the total number (32%) of respondents who are married, only 13% are married to 

South African citizens. The rest, 87% are married to spouses from other nationalities. 

Interview materials suggest that, the spouses come from the same nationality as the 

respondents.  

 

Number of Children in South Africa 

A total of 45% of the respondents have children in South Africa and 55% of the 

respondents do not have children in South Africa. The number of children of the 

respondents varies, and ranges from one child to ten children in South Africa. The 

number of children of the respondents of this research is reflected in the table below.  

Table 5: Number of Children in South Africa 

No of Children No % 
01 05 02.1 
02 17 07.2 
03 12 05.1 
06 27 11.4 
07 24 10.2 
10 20 09 
None  130 55 
Total 235 100 

 

 Occupation of respondents 

The majority of the respondents (7.23%) for this study were students, followed by self-

employed (3.8%), unemployed 1.7%, housewives and PC technicians 1.2% each. Other 

occupations of the respondents included hairdresser, movie producer, translator, social 

worker, driver, security and receptionist.  

 

Section Two: Services Available and Delivery  

Some 21.3% of the respondents claimed that there are no services in the country that 

they enjoyed. The majority, 78.7% affirmed that there are at least some services in the 

country that they like. Featuring the list of services mentioned are, health care, banking, 

educational, entertainment, communication and transport, postal and Internet, utilities 

(water and electricity), and security services. 
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Liked to Access Services  

Even though respondents confirmed that they liked certain services in the country, 

indications suggest that they would like to have even better access to these services. 

Amongst the services refugees would like to access are medical and health care services, 

employment, accommodation, banking, education, state protection and security, police 

protection and services from the Department of Home Affairs.  

 

Problems Accessing Services 

Only 22.5% (53) of the respondents claimed they do not have problems in accessing 

services in the country. The majority, 77.5% acknowledged they have problems in 

accessing services in the country. 

Table 6: Problems Accessing Services  

Problems accessing services? No % 

No  53 22.5 
Yes 182 77.5 
Total  235 100 

 

The 77.5% who agreed they have had problems accessing services in the country 

mentioned employment, banking medical, education, accommodation, documentation 

with Home Affairs, language, traveling facilities and lack of proper information as typical 

examples. To support their point, a respondent said about employment services: “I am 

being discriminated because I am a foreigner, they request a work permit which is not 

easy to get”. Another respondent notes: “I often face the difficulty of paying my rent since 

I cannot find a full time or secure employment”. Another respondent observed about 

banking services: “Since I don’t have a South African ID, I find it difficult to open bank 

accounts, even the freedom of walking freely without fearing the police”. An immigrant 

who holds an asylum seekers’ permit complained: “I cannot travel; I am forced to remain 

in South Africa as I do not have traveling documents, besides I cannot rent a flat”. Data 

materials show that these problems have continued to exist since the democratization of 

South Africa, and little efforts have been made to ensure proper service delivery to 

refugees and asylum seekers in the country. According to a respondent interviewed for 

this research: “It’s a lot, I cannot say anything, I was here 11 years ago and nothing has 

changed”. Interview data with respondents for this research revealed a steady increase of 
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discrimination against foreigners for services in the country. A total of 3% of the 

respondents claimed they were turned down for services in 1999. As the years go by, the 

increase has been steady and peaked in 2006 with 59% of the respondents saying they 

were turned down for basic services in the country. The table below provides a vivid 

picture of increased discrimination of basic services to refugees over the years.  

Table 7: Year when Service was Refused 

Year when service was refused  No % 
1999 05 03 
2000 07 04 
2001 09 05 
2002 13 07 
2003 13 07 
2004 12 6.9 
2005 15 08 
2006 108 59.1 
Total 182 100 

    

Only 31% of the respondents claimed that they had never been turned down for any 

service in the country. The majority, 69% of the respondents said they have at least once, 

in their entire stay in South Africa been turned down for one or more services in the 

country. Interview materials suggest employment services, lack of South African 

documentation and education, medical and health services as major services, which have 

been denied to refugees in the country. A respondent who wanted to open a bank 

account said: “They told me I need a work permit to open an account with my own hard 

earned money”. Another refugee said: “They all refused to give me loan for my studies 

they told me they don’t give loans to refugees”. One refugee recounted how he lost a 

sales person position: “I went for an interview as a sales person and was qualified but 

was denied the job position because I am using a refugee permit”. Another said: “I was 

asked to produce my papers; the asylum seeker permit I produced was not what they 

were expecting therefore they never called me back”. A refugee recalled his share of 

discrimination in the following words: “A petrol attendant deliberately denied serving my 

car even though I was ahead of the queue; he opted for a South African who was behind 

me”. Refugees’ experiences in the hospitals and clinics are not very different form those 

of other service providers. One refugee recounted what happened to him at the Hillbrow 

clinic: “I was ill, when I go to the clinic they refused to treat me because I did not produce 

any papers”. Not all the respondents think medical and health services for refugees are 
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bad. According to one refugee in the study: “I have been to Hillbrow Hospital and enjoyed 

good services”. The following section examines the quality of services available to 

refugees.  

 

Section Three: Quality of Available Services to Ref ugees 

Data materials show that the majority (59.5%) of the respondents do not access proper 

services in the country. Only 40.5% of the respondents claimed that they access proper 

services in the country. Those who claimed they access proper services (59.5%) 

advanced the following as reasons why they think so. A refugee student interviewed for 

this research reported: “At the university I have been studying for two years with my 

asylum seekers’ paper without any problem. That is to say, university staff takes into 

consideration this status and respect its holders”. Another respondent said: “within my 

environment I am allowed access to all available services without discrimination”. While 

the definition of services was not limited to basic services, it appears respondents 

conceived services to mean that which is most important to them, and not that which is 

most basic. Accordingly, one respondent said: “because I have a legal document in the 

country, I can have access to services like citizenship”. Another respondent claimed that 

because basic services like health, education, banking and transportation are rendered to 

her equally like South Africans, she thinks she accesses proper services in the country. In 

all, the majority of respondents in this group think services such as education, 

entertainment, transport and health services can be considered satisfactory, while other 

services such as banking, employment, accommodation legal and information services 

still need to be upgraded.  

 

With regards to those who claimed that they do not access proper services in South 

Africa (40.5%), the majority blamed the lack of information in accessing proper services. 

According to a respondent for example: “because I do not know who to consult when I 

need a service and I do not know the procedure to follow when I need a service that is 

why I do not have access to the services that I want”. One refugee claimed that the issue 

is not due to lack of information but that certain services like medical aid and security 

cover are just not available for refugees in the country. While these services might exist 

on paper, it seems in practice is the reverse. Materials from the data suggest that 
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refugees in the country do not have equal considerations like South Africans more so 

because, they are not South Africans and they are not given the chance to contribute 

towards the national cake. Another respondent reported that some services are not 

accessible to refugees because of their non-citizenship status, while others thought 

inclusive of refugees, are not properly delivered by those responsible. According to this 

respondent: “even where you have the right they treat you as if you are a criminal and 

sometimes, they totally refuse to give you what is yours”. Data materials also suggest that 

most of the respondents in this category feel that the government should supply refugees 

with basic needs like housing, food, health and clothing. According to another refugee: 

“Refugees have nothing (house, food, health cloths…) and are supposed to be taken care 

of by the government”. Another refugee was more explicit in explaining why he thinks 

refugees do not access proper services in the country. In his own words: “I say no 

because if you do not produce papers, there is no employment as well as banking 

facilities”.  Another refugee from Ivory Coast blamed the lack of services on the ignorance 

of the locals. According to this refugee: “Many services and opportunities are refused to 

refugees and asylum seekers because even the average South African does not know 

which kind of documents we are carrying”. Suggestions from the data show that housing, 

proper and reliable documentation, education, health, loans and other financial services 

are those that need to be reconsidered as far as refugees and asylum seekers are 

concerned. This lack of proper access to services by refugees has far reaching 

implications, and appears to antagonize refugees in the country with refugees. According 

to a refugee: “In my own view I think refugees are treated like the last grade of people in 

the country”.  

 

Data materials suggest that accessing services has never been easier for refugees in the 

country. According to responses collected for this research, only 29% of refugees feel that 

it is easier accessing services now than before. A total of 57% of the respondents think 

that nothing has changed, 5% of the respondents are not sure about the level of change, 

and another 9% of the respondents prefer to remain neutral to the question. According to 

reports from respondents, service delivery to refugees is slow and insufficient. One 

refugee commented: “There is no evidence of advancement or change”. Another 

respondent reported that for his two years in South Africa things seems to remain the 
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same: “there is no difference between now and then”. A refugee from Nigeria reported: 

“For my side, things are still the same. I am still struggling to get access to services 

because I am a foreigner. I can’t have equal access like South Africans”. Perhaps, as 

suggested by one respondent, that the lack of change towards providing services to 

refugees in the country is because of: “the fact that some legislations are being made as 

amendments to the former and/or existing laws”. Services which were commended by 

refugees towards this regard were banking services, especially with the FNB whose doors 

are opened to refugees and asylum seekers, the Hillbrow clinic and some schools around 

Johannesburg.  

 

 

Section Four: Improving Service Delivery 

The majority of respondents in this research think that access to services can be 

improved. Some of the ways by which access to services can be improved were 

suggested by the respondents. Amongst others, one refugee suggested as follows: “If we 

have people who reach directly to the refugees, so that they know the problem facing 

them in accessing services might improve the situation”.  Other suggestions include the 

provision of free drugs, business grants, and small earnings account with less monthly 

charges. One refugee commented: “South Africans must learn to treat people of other 

African countries with more attention”.   Other suggestions include equal treatment for 

both South Africans and non-South Africans reduced discrimination in the administration 

of drugs especially to African migrants, providing basic services to refugees in the 

country, and promptly providing proper documentation to refugees and asylum seekers in 

South Africa. Through these ways, refugees and asylum seekers in the country can have 

proper access to services in the country. Some respondents are of the opinion that 

refugees and asylum seekers in the country are undermined hence preventing services 

due to them. According to one refugee: “They should stop looking down on refugees but 

look at them as human beings just like themselves. We are all created by one God so we 

should learn to love each other equally”.  Another refugee noted: “The authorities that be 

should try as much as possible to process peoples application for asylum so as to give 

them the proper identification papers so that they too can be treated as normal people”. 

Hence, according to the respondents for this research, proper permits and documentation 
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that do not expire too frequently, provision of housing, opening up banking and financial 

opportunities and employability can be achieved if South Africa wants refugees and 

asylum seekers to contribute to the country’s nation building.         

 

Only a small percentage (12.8%) of the respondents feels that access to services for 

refugees cannot be improved. A refugee, who falls in this category, claims that the 

treatment of refugees and asylum seekers in the country falls far beyond human dignity 

and seems nobody is taking note of that fact. In his own words: “Refugees in South Africa 

are treated beyond the human dignity requirement. Go to Home Affairs for refugees and 

see how they are poorly treated (cases of dead refugees)”. An asylum seeker thinks that 

accessing proper services in the country is almost impossible for refugees and asylum 

seekers because: “…refugees are treated like the last grade of people in the country”.  

Another refugee who thinks that it is difficult to access proper services in the country 

argues that: “In South Africa, refugees are given a three months permit which when 

looking for employment the employers always reject your application”. 

 

Difficulties faced by refugees in accessing services contribute to one of the biggest 

problems experienced by refugees and asylum seekers in the country. Interview material 

shows that these difficulties tempt some refugees to return to their home countries. An 

interview with a refugee about difficulties in accessing services recorded the following: 

“Sometimes one feels it is better to go back home”. Another refugee summed up the 

implications of having difficulties in accessing services: “If you have no access to 

services, you end up being poor, no money to survive with, no education, no work and no 

protection of your life”.  For some refugees, difficulties in accessing health care services 

impact on all aspect of their life in South Africa, because, according to one refugee: 

“everyday I have to struggle for life. There is no structure to ensure everyday’s needs”. 

From an economic point of view, difficulties faced by refugees in accessing services 

equally impact on the country’s economy. This is particularly true in the informal sector, 

which is largely dominated by African migrants in the country. While these difficulties 

make life tough for refugees in the country, it discourages refugees from investing in the 

country. One refugee reported as follows: “It makes life a bit tough and discourages me 

from investing in any project because I am being discouraged to stay in the country”. 
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Another skilled refugee from Ivory Coast noted the following: “Sometimes you feel that 

you are useless, while you know that you have skills to contribute to the development of 

your host. The main problem is that with time, if there is no improvement, one can lose his 

skills”. For some refugees, survival becomes impossible as they are always in need of 

basic services in life. Response from one refugee noted the following: “It makes me 

unhappy, and when I am unhappy I can’t do anything right. I need those basics for 

motivation and survival”. Another refugee said: “It makes one feel uncomfortable and 

gives you the feeling that you are not wanted in the country”. This has implications for 

refugees and the state. While refugees might develop a sense of rejection and 

marginalization, it might simultaneously influence their manners and directions of 

operation in the country. One refugee notes: “Since basic rights are not guaranteed, life is 

difficult, and pressure is mounting on me especially from my family members who used to 

rely on me when I was home”. From interview materials, difficulties in accessing services 

in the country renders refugees vulnerable to thieves, health hazards and/or death, and 

expose them to all the problems imaginable. According to a refugee:  

If I can’t go to hospital it means when I fall sick I am dead, if I can’t go to school it 
means I can’t help my family, if I don’t have employment it means my family and I 
are dead, if I can’t have proper papers it means when I go out I will be arrested,, 
if I don’t have accommodation it means I am a street kid.  

 

Others feel that it has disadvantaged the progress of their education as reported by one 

refugee: “It has strongly affected my education because since I left school in 2001 I have 

not been able to continue”. The emotional and psychological effects cannot be ignored. 

One refugee said: “It has broken my heart and haunted my soul”.  Although this research 

is not a psychological investigation on the state of refugees in South Africa, the availability 

however, of basic services to refugees does have an impact on their emotional and 

psychological selves. 

 

Given the difficulties faced by refugees in accessing services in the country, interview 

materials suggest that access to services need improvement, irrespective of which 

service. Amongst others, the services highlighted by refugees, are, education, 

employment, banking and small business loans, health and medical services, security, 

transport, documentation and immigration procedures and housing and accommodation 
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services. Suggestions from refugees also highlighted on possible ways of improving these 

services. Theses suggestions include; 

·  Opening special banks to take care of refugees and asylum seekers. 

·  Banking collaboration with refugees’ organization. 

·  Formulating policies that will allow the employment and assimilation of 

refugees and asylum seekers. 

·  Providing housing and accommodation support to refugees and asylum 

seekers. 

·  Providing cheap drugs to refugees in the country. 

·  Free accessibility to all refugees and asylum seekers in the country 

·  Educating the police and other law enforcement authority to respect 

refugees and their documentation. 

·  Fight discrimination and xenophobia in the country. 

·  Establish and develop a culture of cooperation with African migrants in the 

country. 

·  Provide free education for all refugees, asylum seekers and their kids 

where necessary 

·  Refugees and asylum seekers should be inclusive in the South African 

budget 

·  Practice human rights and apply it to all who live in South Africa. 

·  Understand and practice the dictum that “Equality is equity”. 

·  Stop the extortion and exploitation of refugees and asylum seekers 

especially by Home Affairs officials, police and traffic cops.  

·  Create opportunities for refugees to freely express themselves and their 

problems 

·  Support refugees to develop their emotional, social, economic and 

educational abilities 
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CHAPTER FIVE 

 
Conclusions and Recommendations 

 
Introduction 
 
The main aim of this report was to investigate the degree to which refugees’ access 

services in the country. Specific objectives were used to help achieve this aim. The 

rationale behind this research is to inform government and other service providers in the 

country on the state of refugees in relation to access to services. In this light, it was 

appropriate to examine government policy on service delivery in the country, conduct 

formal and informal interviews with refugees and other service providers as well as carry 

out observations in areas where refugees’ access services in the country. The concluding 

section of this report will provide a summary of the main findings, before coming up with 

policy recommendations that can benefit both refugees as well as service providers in the 

country. 

 

Conclusions 

Data materials collected for this research report suggests that, the majority of refugees 

interviewed for this research are young adults between the ages of 21 to 38 years old 

(see Table 1 Chapter Four). The age selectivity of migration is reflected in this report, 

confirming the maxim that under normal conditions, younger people are more prone to 

migration than older people. The suggestion in Table two Chapter Four is that the majority 

of the respondents in this research were males, very suggestive ceteris paribus of the sex 

selectivity of migration. Nationals from different parts of the African continent participated 

through interviews, and were observed for this research purpose. Amongst the prominent 

ones were nationals from Nigeria, Cameroon, Cote d’Ivoire, Ghana, Angola, Eritrea, 

Somalia and the Democratic Republic of the Congo. The research data suggests that the 

majority of these refugees can speak English, or have learnt English while in South Africa. 

However, there are others who still have difficulties in speaking and/or understanding the 

English language. The suggestion here is that, this category of refugees finds it difficult to 

access services such as information and education in the country. Even though the 

majority of refugees interviewed for this research have had some sort of formal education 



 45 

(see Table 3 Chapter Four), and up to 7.23% of the respondents were students, 

researches conducted elsewhere have shown many difficulties faced by refugees in 

accessing education in the country (see for example Winterstein and Stone, 2004, and 

Bhamjee and Klaaren, 2004). Up to 45% of the respondents for this research have 

children in South Africa, suggestive of the important need for basic services for their 

children. While this is true in theory, practical situations proof the contrary. Refugee 

children are most times discriminated in the country, and undermined when it comes to 

providing basic services. It can be argued that refugee children born of South African 

mothers or fathers enjoy equal facilities like South African nationals. In theory, it appears 

true but in practice it is a moot point. More so, interview materials show that of the total 

number of married respondents for this research, only a small proportion (13%) are 

married to South African citizens meaning that the majority of refugee children in this 

research still remained foreigners in the country.  

 

Interview materials suggest that some refugees enjoy some basic services in the country. 

Only a small proportion (21.3%) of the total number interviewed declared that there are no 

services they enjoyed in the country. However, even those who claimed they enjoy 

services in the country advocated for better access to services, suggestive of the 

difficulties for refugees to access services in the country. Services mentioned which need 

more improvement and easy access according to the refugees in this study were medical 

and health care, employment, accommodation, banking, education, Home Affairs, 

security and police protection. These services are under the umbrella of basic services, 

which any refugee will need to sustain a living in his or her host countries. This research 

finding shows that refugees have serious problems accessing services in the country (see 

Table 6 Chapter Four). For one reason or another, but largely because of their refugee 

status, they are discriminated and treated with xenophobic hostility when it comes to 

accessing services in the country. This in itself violates the Equity Act of the country, 

which prohibits unfair discrimination on any grounds. Notwithstanding the Equity Act and 

equal opportunity for all in South Africa, the majority of refugees interviewed for this 

research confirmed that they have been denied some basic services in the country (see 

Table 7 Chapter Four). 
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While some refugees feel they access proper services in the country (59.5%), others 

(40.5%) think they do not. This research observed that the meaning of proper services 

was unclear to the respondents. This was evident when respondents understood basic 

services to mean most important services. This is not to argue that basic services are not 

important to refugees, but to say that getting proper identification papers for example is 

very important for refugees as this document facilitates access to other basic services like 

accommodation, banking, health and medical services. In other words, access to proper 

documentation is certainly very important to refugees even though not a basic service. 

However, the lack of information, unavailability of services for refugees, and lukewarm 

attitude of service providers are the main reasons why access to services is a far-fetched 

dream for refugees in the country. The research findings suggest that accessing services 

in the country has never been better. The findings indicate that service delivery to 

refugees in the country is slow and often insufficient.  

 

Recommendations 

In-depth discussions and interviews with refugees suggest that there are possibilities of 

improving the provision of services to refugees in the country. These improvements are 

listed below in the form of recommendations for government and other service providers. 

·  Government and other services providers should take into consideration the 

language deficiency of some of the refugees entering the country.  

·  Provide free education and proper facilities to refugees and their children. 

·  Keep refugees informed about services available and how they can access these 

services. 

·  Uphold the principle of “Equality is Equity”. 

·  Government and other service providers should develop a method of monitoring 

and measuring accessibility to services to ensure that theory translates into 

reality. 

·  Educate service providers and refugees on how to provide and access services 

respectively 

·  Create opportunities for refugees to jumpstart a living in their host countries. 

Such opportunities should include free medical facilities, special business grants, 

and special refugee accounts with minimal monthly charges. 
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·  Continue the fight for discrimination and xenophobia in the country. 

·  Issue proper documentation to refugees, and must be respected by all service 

providers, employers and law enforcing officials. 

·  Respect refugees in the country and see them as humans who deserve basic 

human rights. 

·  Provide a complaint mechanism for refugees and asylum seekers to register 

complaints. In such a case, complaints should be considered without prejudice, 

and by independent members from service delivery departments.  

·  State policies to accommodate and assimilate refugees especially in areas of 

employment, education and banking. 

·  Establish a culture of cooperation with refugees in the country, and make service 

delivery to refugees enjoyable. 

·  Strategize in a way that refugees are recognized and included in the South 

African budget. 

·  Open up forums for refugees to express themselves, and be able to present their 

problems for all to hear and see.  

·  Help refugees to develop their skills and talents acquired from their home 

countries for the benefit of all in South Africa.  

In sum, a development of a culture of inclusion and participation of all in South Africa is 

crucial for South Africa to be able to develop a common nation’s consciousness that 

would ensure that South Africa is united in direction and diverse in contribution. This it self 

would not only benefit refugees in the country but the country as a whole. A paradigmatic 

shift where refugees are seen as an opportunity rather than a problem, and advisory 

bodies that work with service delivery organizations in the country are urgently needed to 

ensure the proper, urgent and easy access to services delivery to refugees in South 

Africa.    
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Appendix 1 
 

The Coordinating Body of Refugees’ Communities (CBR C) 
SURVEY of Non-South Africans and access to services  in Johannesburg  

Instructions to the interviewer:   
Please fill in the information below before administering the questionnaire  

 
Name of interviewer………………………………… .………………………………… 
Questionnaire number…………………………………………………………………. 
Place of interview………………………………………………… ……………………. 
Date of interview…………………………………………………..……………………. 
Time of interview……………………………………………….………………………. 
Nationality of interviewer………………………………………………..…………… . 
Purpose of the survey  

·  This short survey is designed by CBRC to try to provide information and an 
understanding of whether or not refugees/non South Africans have proper access 
to services in the country. 

Definition:  By access to services this research implies those services which refugees 
can access and improve their general status/employability in the country. Such 
services might include amongst others, health, education, banking facilities, 
transportation, information, employment, communication, consultation, legal, 
cultural, accommodation, and entertainment services.  

Confidentiality  
·  Your name is not require and the information that you provide will be treated as 

confidential 
·  The interviews and/or the identity of the respondent will not be released to any 

official authority. 
·  All the information collected for this survey will remain confidential and the sole 

property of CBRC.  
Help available   

·  If you have any problem completing this questionnaire, please contact CBRC at: 
0114034429 or 0721587420 or email cbrc@xsinet.co.za  

Section One: Demographic Characteristics  
1. Age/careful estimate…………………………….……………………… 
2. Gender……………………………………………………………………. 
3. Nationality……………………………………………………………….. 
4. Language(s)……………………………………………………………… 
5. Educational status………………………………………………………. 
6. Marital status……………………………………………………………. 
7. If married state nationality of spouse…………..........………………… 
8. Number of children in South Africa…………………………………….. 
9. Present residence……………………………………………………….. 
10.  Occupation………………………………………………………………  

Section Two: Services Available and delivery to Ref ugees  
10. Provide a list of services you enjoy in the country 

·  ………………………………….……………………………………………. 
·  …………………………………………………….…………………………. 
·  ………………………………………………………………………………. 
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·  …………………………………………….…………………………………. 
      
 11. List other services that you would have liked to access in the country 

·  ………………………………………………………………………………. 
·  ………………………………………………………………………………. 
·  ………………………………………………………………………………. 
·  ………………………………………………………………………………. 

12. Do you have problems accessing services in the country? 
Yes…………………………..No………………………………………………. 

13. If yes, what problems do you encounter?  
………………………………………………………………………………………………
………………………………………………………………………………………………
………………………………………………………………………………………………
……………………………………………………………………………………………… 

14. Have you ever been turned down for any service in the country? 
Yes……………………………….No……………..……………………………… 

15. If yes to question 14 state when…………………and where…………………. 
16. What happened? …………………….…………………………………………….. 
               …….…………………………………….………………………………………  
Section Three: Quality of Services to Refugees/non South Africans  
17. Would you say that you access proper services in South Africa? 

Yes………………………………….No……………………………………… 
18. If yes to question 17 state reasons (Why yes?) 

………………………………………………………………………………………………
………………………………………………………………………………………………
………………………….……………………………………………………………………
………………………………………………………….. 

19. If no to question 17 provide reasons why? (Why no?) 
………………………………………………………………………………………………
………………………………………………………………………………………………
………………………………………………………………………………………………
………………………………………………………………………………………………
……………………………………………………. 

20. Is it easy accessing services now than previously/before?  
Yes……………………………….No…………………………………………… 

21. Provide justification(s) for your answer to question 20 above 
………………………………………………………………………………………………
……………………………………………………………………………… 

22. Would you say that you have more access to services now than before? 
Yes………………………………..No……………………………………………. 

23. Provide justification(s) for your answer to question 22 above 
………………………………………………………………………………………………
………………………………………………………………………………………………
……………………………………………………………………… 

 
Section Four: Improving Services Delivery for Refug ees/non South Africa 
 
24. Do you think access to services can be improved? 
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Yes……………………….No…………………………………………………… 
25. If yes to question 24 how? 

………………………………………………………………………………………………
………………………………………………………………………………………………
……………………………………………………………………… 

26. If no to question 24 support your answer 
………………………………………………………………………………………………
………………………………………………………………………………………………
…………………………………………………………………….. 

27. How does difficulty in accessing services affect your stay in the country? 
………………………………………………………………………………………………
………………………………………………………………………………………………
……………………………………………………………………… 

28. Which services do you think needs improvement or more accessibility? 
1. ……………………………………………………………………………. 
2. ……………………………………………………………………………. 
3. ………………………….………………………………………………. 
4. …………………………..………………………………………………. 
5. ……………………………………………………………………………. 

29. Suggest ways of improving these services. 
1. ………………………………..………………………………………… 
2. …………………………………………………………………………… 
3. …………………………………………………………………………… 
4. …………………………………………………………………………… 
5. …………………………………………………………………………… 

30. Any special comment as far as accessing services in the country? 
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