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Introduction and Welcome 
We, at the FoodForward SA family would like to welcome you to the fold, and assure you that we 

aim to provide you with the best service possible, so that together, we can address the problem of 

hunger in South Africa.  

 

The information, guidelines, and requirements contained in this document are meant to ensure that 

both FoodForward SA and your organisation adheres to the necessary health and safety standards, 

in order to protect both parties, as well as the beneficiaries.  

 

If you require clarity on any of the below, or would like to add value to the document content, we 

welcome an opportunity to engage further with you.  

 

We wish your organisation well in its endeavours to meet the needs of your community, and assure 

you that we are here to help where we can.  
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Section 1 

BO Criteria 
In order to maintain membership with FoodForward SA, Beneficiary Organisations (BOs) need 

to meet the below minimum requirements. Failure to comply with the guidelines in this 

handbook may result in a change of membership status with FoodForward SA, including 

reorientation, suspension, and / or termination.  

 

Given the large number of BOs that require assistance, compared with the limited resources 

available to FoodForward SA, the following criteria was developed to ensure that the neediest and 

most credible beneficiary organisations are assisted, thereby safeguarding that the support will reach 

the intended recipients – the food insecure poor. The criteria for assistance to BOs may be reviewed 

and / or amended from time to time.  

 

The Two Levels of Criteria 

1. Compulsory criteria: Criteria which must be adhered to, in order to qualify for assistance from 

FoodForward SA. 

2. Preferential criteria: Criteria that is advantageous, but not essential. Preference will be given 

to BOs that meet this criteria.  

 

1. Compulsory Criteria 

 NPO must have a current NPO registration number and certificate. 

 NPO must have a Constitution and Governing Board. A list of all Board members and their 

contact details is required. 

 NPO must have a verifiable physical location from which it operates. 

 NPO must have an email address in the name of the organisation, and contactable telephone 

and cellular phone details for main admin and secondary admin person. 

 NPO must have a bank account in the name of the organisation. 

 NPO must demonstrate that their financial position is such that it requires assistance from 

FoodForward SA. 

 NPO must be operating for at least 12 months from date of registration, and have a proven 

track record. 

 NPO must provide 3 credible references from community organisations in the area that are 

willing to be contacted by FoodForward SA as a reference for the organisation. 
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 NPO must have a daily feeding programme operating at least 4 days per week. 

 NPO needs to have a designated area where they serve food to their beneficiaries that is 

clean and free from rodents and insects. 

 NPO needs to have a designated area for beneficiaries to sit down and eat the meal they are 

served - ideally under cover, clean, out of the elements and free from rodents and insects. 

 NPO must adhere to all statutory requirements in relation to food safety, health safety, 

hygiene etc.  

 NPO must keep proper daily records of their beneficiaries, a template will be provided. 

 NPO must have the necessary equipment and utensils needed for the preparation of food, in 

relation to the beneficiary population served. 

 NPO may not discriminate against any person on the basis of race, nationality, religion, 

political affiliation etc.  

 NPO may not sell, exchange, or barter any donated food. 

 NPO may not donate food received from FoodForward SA to any other person or 

organisation, unless permission has been granted by FoodForward SA in writing. 

 NPO must adhere to FoodForward SA’s Food Handling Requirements.  

 NPO must keep proper record of all food received, including delivery notes, correspondence, 

BO fees paid etc. 

 NPO must attend the quarterly meetings. 

 NPO must be willing to allow FoodForward SA to make unannounced visits to inspect its 

premises and records at any reasonable time. 

 

2. Preferential Criteria 

 NPO with a Public Benefit Organisation (PBO) number. 

 NPO that has been operating for more than 3 years. 

 NPO situated in a poverty nodal area. 

 NPO offering skills training, empowerment, income-generating or similar developmental 

programme. 

 NPO that operates on Social Enterprise principles. 

 NPO offering programmes that offer self-sustainability and independence, and community 

ownership. 

 NPO that has at least 5 permanent staff members. 

 NPO that has specific indicators that monitor performance and progress. 

 NPO that provides Annual Financial Statements by independent auditors or Three (3) months 

most recent Bank Statements 

 

Types of Beneficiary Organisations 

 Training / Skills Development Centres 
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 Disaster Relief Organisations 

 Organisations assisting the unemployed 

 Community-owned Early Childhood Development Centres / Community Crèches – 

awaiting registration with DSD, and serving 100 or more children 

 Care Facilities / Centres: 

a) Orphans and vulnerable children  

b) Aged care  

c) Frail care  

d) Disabled care 

e) Special-needs care 

f) Rehabilitation  

g) Nutrition Centre / Community Kitchen 

h) Abused / vulnerable women 

i) Homeless care 

 

Food Parcel Programmes 

FoodForward SA discourages the use of our donated food for making up food parcels because 

of the requirements needed to verify recipients. In exceptional cases, where FoodForward SA 

may allow its donated food to be used for this purpose, the following additional criteria will 

apply:  

1. The BO must keep a list of the specific beneficiaries that receive the food parcel. This 

includes, details of their names and surnames, addresses, identity numbers, the reasons 

for the assistance, and the frequency.  

2. The BO must keep a record of the specific contents of the food parcel given to each 

recipient. The contents must be typed on a form, and the recipient must sign for this. A 

copy of this form must be placed in the regularly updated FoodForward SA file.  

3. A FoodForward SA representative must be allowed to pay unannounced visits to 

randomly selected recipients, to verify that they exist, and to make a determination re 

qualification.  

 

Membership Renewal  

Although BO membership is continuous, FoodForward SA may remove existing BOs and add 

new BOs at its own discretion, from time to time.  

 

Exit Strategy 

FoodForward SA may remove member BOs should they receive assistance for more than 3 

consecutive years, or where BOs are found to have sufficient resources to sustain their own 
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operations and activities. FoodForward SA may also remove BOs that contravene any 

FoodForward SA or statutory requirements.  
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Section 2 

BO Program Requirements 

 

Physical Environment  

1) The BO must meet safe food storage and handling requirements based on inspection from 

FoodForward SA, and the BOs local Health Department, where applicable. 

2) The BOs food may not be stored at a location that is separate from its distribution site, unless 

agreed to in writing by FoodForward SA.  If space at a distribution site is limited, the BO 

should only collect the amount of food it is able to store.  

3) The area where product is stored should be free of rodents and insects.  Pest control must 

be done routinely.  Proof of pest control treatment should be provided to FoodForward SA 

upon request.   

4) Glue traps and poison bates are not appropriate for treating rodent and pest issues.   

5) The site must be locked and secure so only authorised individuals have access to product. 

6) If the location is storing refrigerated and frozen product, there should be clean refrigerators 

and freezers in order to appropriately store this product.  

7) All food product should be stored a minimum of 15 centimetres above the ground.  

Appropriate storage solutions include pallets, crates, shelves, and tables, and no materials 

should be used that may attract mould and dirt.   

8) All cleaning products must be stored separately from any food items.  If not, every 

accommodation should be made to store cleaning items below food products.   

9) The exterior of the building where the food is stored must also be kept tidy.  The yard must 

be kept clean, so as to not attract rodents and / or pests.   

10) All trash cans must be covered and removed from close proximity of the food storage area.   

11) The food storage area must pass routine inspections.  Failure to pass an inspection may 

result in suspension until all issues are remedied to the satisfaction of FoodForward SA (or 

health department, if applicable).   

12) BO needs to have a designated area where they serve food to their beneficiaries that is clean 

and free from rodents and insects. 

13) BO needs to have a designated area for beneficiaries to sit down and eat the meal they are 

served ideally under cover, clean, out of the elements and free from rodents and insects. 

 

Food Safety  

1. Where possible, insulated containers or freezer blankets should be utilised to transport and 

store refrigerated and frozen product, to retain the cold chain.  
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2. BOs preparing and serving meals are required to obtain a R918 certificate from their local 

authority.  

3. Food items obtained from another source must maintain the same health standards as 

product obtained from FoodForward SA.  

4. Food items should be rotated and disposed of properly based on their use by; best before, 

and expiry dates.  

5. Perishable foods are any food that requires refrigeration, or is frozen.  Although fresh fruits 

and vegetables generally benefit from storage under refrigeration, fresh produce does not 

require refrigeration if used soon after receiving it.  

6. A BO that prepares meals must meet all government and local health department regulations 

and must hold all applicable licenses. The BO should keep a copy of the most recent health 

report on file, and ensure that all corrective measures specified during such inspections are 

completed within the timeframe given.  Copies of licenses and inspection reports must be 

provided to FoodForward SA on request.  The BO must immediately notify FoodForward SA 

of any changes in its status. 

7. The BO must designate a sink to be used for hand washing by all staff and volunteers who 

handle food.  This sink cannot be used for food preparation, and must be clearly labelled with 

a sign instructing staff and volunteers to wash their hands. 

8. Prepared foods must be cooked, reheated, and held for serving at safe temperatures: It is 

recommended that 71C or higher is used for cooking and 60C for holding.  A probe 

thermometer should be used to accurately monitor the temperature of the food. 

9. All frozen foods must be thawed in the refrigerator and cannot be refrozen unless fully cooked 

at the appropriate temperature.   

10. Repackaged or opened food should be stored in rodent and insect proof containers and 

labelled with the name of the item and the date the package was opened. 

 

General Policy Guidelines  

1. BOs are encouraged to form affiliations with other organisations in the community that could 

improve its efficiency and effectiveness in providing assistance.   

2. BOs should not rely exclusively on FoodForward SA for its food and non-food products.  BOs 

must make an effort to obtain other sources of food by seeking donations, working with 

sponsors, and, when necessary, by purchasing from a wholesale or retail store.    

3. Unless agreed to in writing with FoodForward SA, under no circumstances should items 

acquired from the FoodForward SA be shared from one BO to another, regardless of whether 

both BOs are FoodForward SA partners or not.   The BOs should rather refer non-member 

organisations to FoodForward SA to apply for FoodForward SA membership.  BOs that 

knowingly supply FoodForward SA items to any organisations are subject to suspension or 

termination of FoodForward SA membership privileges.   
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4. BOs may use publicity to promote their programs affiliated with the FoodForward SA.   BOs 

must seek approval from FoodForward SA for any information they post, mail, send out as a 

press release, or publicise in any way.   The process for seeking this approval is as follows: 

 Create the document / flier you would like to use  

 Submit to the FoodForward SA BO Management Department a minimum of two 

weeks prior to release of the document. 

 Await a written response from FoodForward SA before you utilise the document. 

 Publicise your programs as you see appropriate  

 This process must be used every time you will be publicising a program unless 

another agreement is made between the BO and FoodForward SA 

 The FoodForward SA logo may only be utilised with the permission of 

FoodForward SA.  

5. Although FoodForward SA does not determine the hours of operation of its partner BOs, 

FoodForward SA expects that the BO will be open for a minimum of four days a week in 

order to meet beneficiary needs.  

6. BOs are required to make determinations on the frequency of service to beneficiaries.  

All beneficiaries must be served fairly and equitably. 
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Section 3 

Food Acquired from FoodForward SA 

Food and grocery items acquired from FoodForward SA must be used in accordance with the policies 

and regulations of government, local and provincial health departments, and FoodForward SA. 

 

Charitable Purposes: 

1. The sole allowable use of food received from FoodForward SA is for the care of the 

hungry, those who are ill, the needy, elderly, vulnerable children and indigent populations. 

2. The BO must file all documents / records received from FoodForward SA.  

 

Receiving Payment for Food: 

1. The BO may not use FoodForward SA food for fund raising activities (i.e. cake sales, walk-

a-thons, etc.) EVEN IF THE MONEY RAISED IS INTENDED FOR FURTHER CHARITIABLE 

ACTIVITIES BY THE BO!  

2. Food obtained from FoodForward SA may not be sold, bartered, traded, or exchanged for 

any other item(s) or service(s). 
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Section 4 

FoodShare / Virtual FoodBanking 

FoodForward SA embarked on the development of FoodShare, a web based front end integrated 

workflow management system to increase operational efficiency and create an opportunity to 

harness more food, in order for more people to be fed, using the low-cost model of Foodbanking.  

 

Motivation for Developing FoodShare 

1. To deliver excellent customer service 

2. To scale the Foodbanking model to reach more people, especially rural / outlying areas 

3. To deliver value for money for all stakeholders 

4. To improve efficiency and manage surplus food responsibly and ethically 

5. To serve our Beneficiary Organisations (BOs) in a more dignified manner 

 

The Benefits of FoodShare 

1. It is efficient and cost effective 

2. It can be implemented in various sectors: Retail; Agriculture; Food Service industry etc.  

3. There are no costs to BOs  

4. BO Assessments and reporting is stored in a central data base 

5. Information is immediately available, with custom real time dashboards / reports 

6. The platform uses automatic prompts that monitor, enforce, and report business rules 

7. Suppliers and BOs have their own personal logins to view only their data 

8. We are able to scale the recovery of edible surplus food that would otherwise end up in 

landfills 

9. FoodShare has a user friendly online training manual which new BOs navigate before they 

are made live on VFB 

 

FoodShare’s Capability 

FoodShare has 5 components that make this technology very unique. These are:  

1. Data Base Management 

The client data base stores all the relevant data of each client (BO), including information such 

as Geo location; Contact details; Driver Collection details; Demographics; Programme details; 

Infrastructure and equipment; and Correspondence. 

 

2. BO Applications; Assessments; and Vetting  

2.1 BO Applications 
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The BO application process is online, easy to navigate and only completed applications with 

supporting documentation are processed into a date stamped automated workflow 

authorisation queue.  

 

2.2  BO Vetting 

Once a client application is completed correctly, our BO Co-ordinator will conduct an 

unannounced on site visit, to assess whether the BO is suitable for assistance. During the 

visit, a prepopulated offline assessment form is completed using a tablet, allowing for photos 

to be taken, and data later uploaded into the platform when an internet connection is 

available.  

 

2.3 BO Assessments 

All approved BOs are visited unannounced once per quarter, and a pre-populated offline form 

is generated. The BO Co-ordinator can complete the form and take photos of storage 

facilities, beneficiaries, kitchen facilities etc. and the information will be uploaded when an 

internet connection is available and the information stored for record and reference purposes.  

 

3. Client / Donor Login 

Clients are able to log into the platform to change certain details, view their tonnage information 

year to date, and email / communicate with FoodForward SA. Food donors are also able to log 

in to their personal dashboards. This allows the donor store to verify the person and authorised 

vehicle that is allowed to make a collection at his / her store. Food donors also have the option 

to view and change certain data, and email FoodForward SA.  

 

4. Virtual Foodbanking (VFB) 

VFB is the largest component of FoodShare and involves the linking of a FoodForward SA BO 

with the closest participating retail store, for the daily collection of surplus food and non-food 

groceries. The process is as follows: 

 

For every collection that has been assigned to the BO there are two actions to complete: 

 Action 1: Confirm that you are at the store to make a collection. 

This has to be done within your 1-hour time limit allocated to the collection slot. 

 Action 2: Log the kilogram values / weights for the collection you made before 4pm the 

next day. 

A collection is only complete after both actions has been complete. 
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General Notes Regarding Collections 

1. When you arrive at the store, send us the confirmation immediately. DO NOT wait until 

you receive 

2. Groceries from the store before confirming that you are there. The system will reflect that 

you have 

3. Failed to confirm that you went to the store to make a collection 

4. Complete everything WITHIN the time slot allocated to you by FoodForward SA. If the 

store makes you wait for groceries, please send us an email to support@foodshare.cloud 

with the date, time, and name of store 

5. Name & explanation of what happened 

6. You may not change the collection times with the store since the system monitors these 

times. 

7. If you wish to amend the time for future collection slots, please request this via email or 

call us directly 

8. and wait until we have discussed this with the store manager, and given you authorisation 

to do so. 

9. Our contact details are - Email: support@foodshare.cloud or call us on 021 531 5670 and 

ask for a FoodShare Support representative.  

 

Using USSD 

To interact with our USSD, please dial the following number *120*192#. You will be greeted by 

a menu with the following options: 

1. Confirm Collection:  Here you will confirm that you are at a store to make a Collection. 

2. Nothing to Collect:  Here you will log a Nothing to Collect option. Nothing to collect is used 

when you arrive at the store and they inform you that there are no groceries for the collection. 

You then select the Nothing to Collect option so that we are also notified. You do not log 

kilograms when you have nothing to collect. When you arrive at the store for your collection, 

give them the name of your organisation and confirm whether there are groceries to collect. 

3. Submit kilograms received: Here you will log the kilogram values / weights of the groceries 

received from the store. You can only log kilograms for collections that you have successfully 

confirmed that you are collecting.  

4. Unable to collect: If you are unable to make your collection for the day you will use this option 

to inform FoodShare. FoodShare will then offer the collection to another BO to collect for that 

day only. You can collect as normal on the following day. 

5. Collection offered: You will use this option to accept any additional Collections that has been 

offered to your organisation. 
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Step 1: Acknowledge that you are at the Store 

When you arrive at the store within your one hour time slot, please dial our USSD number 

*120*192# and send us confirmation that you are at the store to collect groceries. Please follow 

the steps below. 

 

 

 

Step 2: Log KG Values of Groceries Collected from a Store 

Once you have sent confirmation that you are at the store, you have until 4pm the next day to 

send FoodShare the KGs / weight of all the groceries that you have collected in the various 

categories. To do this please dial our USSD number *120*192# and follow the prompts (see 

below). There are 6 different categories: (1) Food Groceries (2) Mixed Fruit (3) Mixed Vegetables 

(4) Mixed Bakery (5) Non-food Groceries (6) Waste 
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Step 3: Indicate that you are Unable to Collect 

If you are unable to make your collection for the day you will use this option to inform FoodShare. 

During your one hour time slot for the allocated collection that you are not able to collect, please 

dial our USSD number *120*192# and inform FoodShare that you are unable to collect by following 

the instructions below. 

 

Step 4: Accept an Additional Offer to Collect 

From time to time we may have additional collection options for your organisation. You will use this 

option to accept any additional offers to collect that have been made to you. Your administrator will 

receive a sms to inform you that an additional offer has been made to your organisation and that you 

should please log into the USSD platform to accept the offer. Please dial our USSD number 

*120*192# to view the offer. You can either accept or decline the offer. Please Note: If you take too 

long to respond, the offer will expire.  
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Reporting 

FoodShare’s reporting capability allows for real time information to be exported into a CSV or excel 

format. Whatever information is stored in FoodShare can be accessed. This includes demographics, 

number of BOs per province, how many BOs focus on a specific demographic, tonnage information 

etc.  

 

There is a BO FoodShare Toolkit which will be provided to you separately, once you are activated 

to collect via virtual foodbanking, along with links to a tutorial and FoodShare video.  
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Section 5 

Monitoring and Inspection 

New BOs are inspected prior to membership approval. All BOs are monitored on a continual basis 

thereafter. FOODFORWARD SA reserves the right to visit and inspect BOs without prior 

notice. Please note the following:  

 

1. Corrections or improvements must be made either immediately, or within 30 days of the site 

visit.  If the inspection visit is unsatisfactory and a revisit is necessary, the BO will be revisited 

without notice. 

2. FoodForward SA reserves the right to suspend a BO’s membership privileges until required 

corrections are made. A BO in gross violation of FoodForward SA or Health Department policy 

may be immediately suspended until the problem(s) are corrected. 

3. BOs that prepare and distribute food must have their premises inspected by their local health 

department in addition to the inspection conducted by FoodForward SA and provide 

FoodForward SA with the certificate of acceptability.  

4. Attempts to visit BOs for inspections are made on an availability basis and as courtesy to our 

BOs.  In the event that we are unable to locate a BO to schedule a visit, we will make a written 

attempt to contact the BO.  If we are still unable to contact the BO, we reserve the right to 

suspend services until this requirement has been met.   

5. Food Parcel Programmes 

FoodForward SA discourages the use of our donated food for making up food parcels because 

of the requirements needed to verify recipients. In exceptional cases, where FoodForward SA 

may allow its donated food to be used for this purpose, the following additional criteria will 

apply:  

1. The BO must keep a list of the specific beneficiaries that receive the food parcel. This 

includes, details of their names and surnames, addresses, identity numbers, the reasons 

for the assistance, and the frequency.  

2. The BO must keep a record of the specific contents of the food parcel given to each 

recipient. The contents must be typed on a form, and the recipient must sign for this. A 

copy of this form must be placed in the regularly updated FoodForward SA file.  

3. A FoodForward SA representative must be allowed to pay unannounced visits to 

randomly selected recipients, to verify that they exist, and to make a determination re 

qualification.  
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Section 6 

Fiscal Management and Accountability 

FoodForward SA will make every effort to provide good quality edible surplus food and non-food 

items to its partner BOs so they may serve their beneficiaries.  Products are collected by 

FoodForward SA and distributed to the BOs.  The monthly fee related to being associated with 

FoodForward SA is called a “membership fee”. A BO can view this monthly fee as a small 

contribution towards FoodForward SA’s cost of having to collect, sort, store, and distribute a variety 

of suitable products for BOs.  

 

BO MEMBERSHIP FEES 

We have amended the BO fiscal management process in order to streamline the process. The 

process outlined below is to be implemented immediately.  

 

Monthly BO membership fees are payable in advance i.e. payment is due by the end of the previous 

month for the month in which food is to be supplied. 

 

An SMS reminder will be sent from the BO Department by the 24th of each month to remind each 

BO that payment is due by the end of the month. 

 

The Accounts Department will issue a Debtors Age Analysis to each Branch Manager of the BO’s in 

their specific branch and the respective BO Co-ordinator on the 1st working day of each month and 

thereafter on a weekly basis. 

 

Another SMS requesting payment will be sent from the Branch Manager to all BO’s where payment 

was not received by the 1st. 

 

The branch is only allowed to issue food to BO’s with a zero or credit balance therefore BO’s who 

only make payment later in the month will only receive food when their account reaches a zero or 

credit balance. 

 

BO Accounts that are one month in arrears will receive an SMS from the Branch Manager requesting 

to pay the outstanding month plus the ensuing month or their account will be put on hold and risk 

being blocked. 

 

BO Accounts that are two months in arrears will automatically be blocked for further invoicing. A 

letter of demand will be sent from the Accounts Department requesting outstanding payment within 



“Securing quality food” Page | 20  

seven working days and also informing them that the BO’s account will be suspended for a period 

of twelve months should payment not be received by the stipulated time. 

 

The defaulting BO will only be allowed to re-apply for membership after a period of twelve months 

and all written off amounts are fully repaid. 
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Section 7 

Reporting and Record Keeping 

1. BOs must maintain adequate beneficiary records demonstrating that all items received from 

FoodForward SA were distributed to the BO’s beneficiaries. The BO should have the 

following information on record:   

 The total number of beneficiaries served per household 

 The name and address of each beneficiary 

 The number of persons in each household 

 The total household income 

 Whether the beneficiary’s or a household member receives any government 

assistance 

 The beneficiary signature  

 All other information requested on the FoodForward SA BO Quarterly Report 

2.  

If requested, beneficiary records must be made available during FoodForward SA monitoring 

visits to comply with the requirements of FoodForward SA’s food and funding sources.  

FoodForward SA personnel will protect beneficiary confidentiality at all times.  Records 

should also be available to auditors if and when required.   

3. If the BO is receiving government assistance, the details must be submitted to FoodForward 

SA. 

4. All member BOs wishing to receive groceries from FoodForward SA are required to submit 

an annual report as well as ad-hoc reports, when requested to do so.  

5. BOs must keep all documentation for no less than 3 years.  
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Section 8 

Warehouse Guidelines 

1. Warehouse Hours of Operation 

 Monday – Thursday: 7:30 – 16:30  

 Fridays – 7:30 – 15:30 

2. Warehouse Rules 

 No eating or drinking is allowed on the warehouse floor.  

 Please do not bring children into the warehouse.  If you do, they must wait in your 

vehicle.  The warehouse is too dangerous for children! 

3. Collecting Food 

 The warehouse staff will provide you with the collection schedule information.  

 Bring a copy of your NPO certificate / authorised card / documentation.  

 When your items arrive on the dispatch area, check to be sure your goods are 

correct and complete.  Please do so before loading it in your vehicle!  Once you 

leave the premises with product that your volunteers / staff have signed off on, it 

is assumed that your order was correct.   

 If items are frozen, we suggest you bring a freezer blanket; if it is raining, items 

must be covered to protect boxed items from rain damage. 
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Section 9 

Suspension, Termination and Appeal 

1. The loss of non-profit, tax-exempt status by the BO will result in immediate termination of 

membership. 

2. A BO may be placed on suspension by FoodForward SA until a specific problem or issue is 

corrected / investigated.  While under suspension, the BO will lose its privileges, including 

the right to receive food and other products. Where a BO belongs to Virtual FoodBanking 

(VFB), suspension may result in all collection slot reassignment to an alternative BO, it is 

important to note if restitution was made by the defaulting BO it will not guarantee that 

previous collections slots are returned to defaulting BO.  A BO under suspension may be 

terminated by FoodForward SA if the BO fails to apply corrective measures within the 

timeframe requested. 

3. Possible reasons for suspension and/or termination may include, but not limited to: 

 Failure to comply with Health Department or other government regulations, along with 

the food storage requirements of FoodForward SA, or failure to correct food storage 

problems (within 30 days) found during a FoodForward SA inspection visit. Please be 

advised that this is a case by case scenario to be evaluated by FoodForward SA for 

a final decision.  

 An indication or report that the BO sells, transfers, or barters for money or services 

any items obtained from FoodForward SA, or that the BO charges or is reimbursed 

for said food, unless agreed to in writing by FoodForward SA.  

 An indication or report that the BO requires individuals to attend a religious service or 

political meeting in order to receive food assistance / meals. 

 An indication or report that the BO denies services on the basis of race, appearance, 

age, religion, national origin, gender, sexual orientation, disability, or political 

affiliation. 

 An indication or report that the BO fails to prove or misrepresents the needs of the 

individuals it serves. 

 Failure to comply with FoodShare systems that control all collection, monitoring, 

dispatching and record keeping of Food distributed to BO’s. 

4. The procedure for termination of a BO is as follows: 

 Post-investigation, the termination decision will be made by FoodForward SA, which 

is final.  

 A letter will be sent to the BO explaining the specific reasons for the termination and 

a description of the appeals procedure. 



“Securing quality food” Page | 24  

 A BO may appeal the decision to FoodForward SA within 10 working days of receiving 

the notice of suspension, by submitting a letter specifying the reasons why the BOs 

membership should not be terminated.  If a letter is not received during this time 

period, an appeal will not be considered. 

 FoodForward SA may schedule a time to meet with the suspended BO, and the BO 

will be notified in writing when to appear. 

 FoodForward SA may suspend privileges of the BO pending the decision, if this has 

not already been done. 

 The decision of FoodForward SA regarding the appeal is final. 

 A letter stating the decision by FoodForward SA will be sent to the appealing BO within 

seven working days of the decision. 

 FoodForward SA at all times reserves the right to proceed with legal action if the 

termination is as a result of illegal behaviour that can bring FoodForward SA into 

disrepute with our donors and partners. 
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Section 10 

Grievance Procedures 

1. Grievances Against Member BOs: 

 FoodForward SA will respond promptly to complaints by the public about any 

of FoodForward SA partner BOs. 

 FoodForward SA will notify the BO, by telephone or visit, of the specific 

complaint that was received.  

 Multiple complaints may result in an unannounced investigation to ensure that 

the BO is operating as it should be.   

 A letter by a FoodForward SA representative may follow the telephone 

conversation, or BO visit. 

 The conclusions of the investigation and any recommendations will be 

presented to the FoodForward SA MD and will be documented in the BO’s 

file. The BO will be notified in writing of the conclusions and any actions to be 

taken. 

2. Grievances Against FoodForward SA: 

 A BO may submit a written statement of grievance addressed to the 

FoodForward SA MD.  This letter must include the reasons for the grievance, 

pertinent facts, and what the BO believes would be an acceptable solution to 

the problem. 

 The MD, following an investigation and recommendations from the staff, will 

determine the plan of action and decision on this grievance within 10 working 

days of receiving the grievance letter.  The BO will be notified in writing of the 

decision. 

 The decision of the MD is final. 

 

A BO will not be discriminated against, harassed, or suffer any reprisals as a result of filing a 

grievance.  Beneficiaries will be offered the same privilege of voicing their opinion without fear of 

retaliation on the part of the BO.  
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Section 11 

Residential Care Facilities 

1. The BO must hold as current, any facility licenses issued to them, by the appropriate 

authorities. A copy of this license must be submitted to FoodForward SA.  

2. The BO must have a Health Department Inspection that is updated and current, a Food 

Permit issued by the municipality (where applicable), and any other documents requested 

to meet the requirements of on site preparation facilities. This license needs to be 

submitted to FoodForward SA.  

3. The BO must provide a current Fire Department Inspection sign-off. This license need to 

be submitted to FoodForward SA.  

4. The BO must demonstrate that they are serving a needy population group/s in their 

community. 
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Section 12 

‘Adoption’ of BOs 

The ‘adoption’ of BOs is managed by the Fund Development team and involves them approaching 

corporates to cover the direct costs of FFSA to support BOs  - collection, sorting, storage and 

distribution of surplus food.  

 

Adopted BOs receive food tonnage based on the actual number of beneficiaries x the actual needs 

per day. BOs that are not adopted receive food solely based on the size of the BO.  

 

Process Flow 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 

2. Fundraiser speaks to BO Co-

ordinator who recommends a 

BO to be sponsored. 

1. A donor shows interest in 

sponsoring one or more 

beneficiary organisations. 

3. Finance checks that the BO is 
up to date with their monthly 
membership payments.  8. FD Administrator provides 

sponsor with a report at least 2 
months before the sponsorship 
lapses.  

4. Once approved at Finance, 
Fundraiser gets the BO 
beneficiary numbers from the BO 
Co-ordinator and works out a 
sponsorship amount. 

7. Sponsorship will always start 
on the first day of the following 
month. 

5. The Fundraiser sends 
the donor a request for 
payment.  
 

6. Once the payment has been 
reflected in the FFSA bank 
account, the sponsorship is 
considered confirmed and the 
Fund Development Administrator 
updates the BO Sponsorship list 
and distributes it as soon as 
possible to: 
BO Co-ordinators, Finance, 
Warehouse Managers  
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Section 13 

Characteristics of a Good BO 

It is vital that FoodForward SA only approves and partners with BOs that are credible, have capacity, 

are able to cook / provide meals at least 4 days per week, have good governance and organisation 

structure in place and meet the criteria we have in place. Good BOs are able to serve more people 

locally, and they give confidence to our food and financial donors that the donations are reaching 

the intended beneficiaries and that they are making a difference in their communities.  

 

Beneficiary Organisation Co-ordinators are at the coalface of the work we do, and it is important, 

when visiting BOs, to assess accurately whether the BO meets our criteria in general, exceeds our 

expectations, or falls short.  

 

Characteristics of a Good BO 

 They see the value in FFSA’s partnership  

 They have credibility, are well known in the areas in which they operate, and are well known 

for their impact and / or services 

 They do good work, meet specific needs,  and are needed in their community 

 They meet FFSA requirements and adheres to FFSA criteria 

 They demonstrates ability / capacity to feed people – They have a physical facility from which 

they operate, has a specially set up kitchen, equipment and utensils 

 They implement skills development and income generating projects  

 They have the capacity to expand / grow in order to reach more people 

 They demonstrate good record-keeping – especially of their beneficiary data base and 

finances 

 Their facility is always clean, neat and tidy 

 They have separate and safe storage facilities for the food 

 They have the necessary and applicable municipal documentation  

 When visiting, you can visibly see people being served, fed, or attended to 

 They have full time staff to implement their programmes 

 


