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F O R E W O R D

CEO’s FOREWORD
The CGCSA is proud to announce the launch of the Consumer Goods & Services
Ombud (CGSO), to coincide with World Consumer Rights Day on 15 March 2013.
It is a show of industry support to the plight of the consumer, and our efforts to
promote the basic rights of the consumer, ensuring that they are respected and
protected. We are proud to be part of the celebration and show of solidarity within
the International Consumer Movement and are happy to have industry support
with the launch of the CGSO office.
When the Consumer Protection Act (the Act) came into full effect on 1 April 2011,
the CGCSA and its members fully supported the implementation of the Act. The
consumer packaged goods industry support fair business practices and believe in
protecting consumers across the board from exploitation of any kind. The CGCSA
and its members embarked on formulating a working group that was responsible for
putting an industry code into place, which outlines the minimum standards that all
stakeholders in the industry should adhere to. The code also offers guidance to the
smaller businesses in terms of putting best practices in place that will benefit
the consumer.
The responsibility of the CGSO is to deal with consumer complaints against
suppliers within the consumer goods and services industry in an efficient and fair
manner, negating the need for consumers to have to go to the National Consumer
Commission who are already inundated with complaints. The CGSO call centre has
been running for the last year and the success rate of the resolution of complaints
is laudable.
We thank the industry for their support in agreeing to be part of this voluntary
scheme and for dealing with complaints in such a constructive manner.
This is another of the consumer packaged goods industry’s firsts and we look
forward to many more initiatives.

			
Gwarega Mangozhe
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O verview

OVERVIEW
The CGSO was established to guide industry as to what is considered the minimum
standards of conduct expected when engaging with a consumer and to assist in
resolving disputes that arise between consumers and the Industry in terms of the Act.

Objective
The Code of Conduct for the Consumer Goods and Services Industry is a
code drafted by the Industry in line with the draft guidelines issued by the
National Consumer Commission.
The code regulates the interaction between suppliers conducting business with
the industry and the consumer, and provides for an alternative dispute resolution
mechanism should there be a dispute between them and the consumers.

The purpose of the Code is to:
• Set minimum standards of conduct for Industry when dealing with consumers.
• Raise the standard of conduct in the Consumer Goods and Services Industry
without endangering the vitality and growth of business.
• Generate growth in the Consumer Goods and Services Industry.
• Educate consumers as to their rights and redress available to them.

Application, scope and type of supplier
The Code applies to all suppliers in the consumer goods and services industry,
including retailers, suppliers, wholesalers, distributors, manufacturers, producers,
importers, intermediaries, logistic and supply chain agents.
The Code also applies to all suppliers/subscribers in the consumer goods and
services industry who produce, supply, and/or provide services related to food,
tobacco, beverages, pet food and pet products, electrical appliances, electronic
goods, general merchandise with includes tools, DIY, sports goods, home-care
products, LP gas, furniture, textiles, building material, hardware supplies, jewellery,
cosmetics, toiletries and fragrances as well as toys and stationery.
(Full Breakdown of Sector Industry Categories available.)
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INDEPENDENCE

MAINTAINING
THE INDEPENDENCE
OF THE CGSO
- The CGSO is a voluntary body, which may engage in the resolution of disputes
arising within the consumer goods and services industry;
- The CGSO is controlled by a voluntary association; the Board of the Consumer
Goods and Services Ombud Association. The Board is appointed in accordance
with the provisions of Consumer Goods and Services Ombud Association’s
Constitution (Annexure “A”) and the composition of the Board shall be done in
terms of Section 2.1 thereof;
- The Ombud acts independently and objectively in resolving disputes and is not
influenced by anybody in making his/her decisions. The Ombud enjoys security
of tenure and can only be dismissed on the grounds of incompetence, gross
misconduct, or inability to effectively carry out his or her duties.
The independence of the CGSO and the Ombud is further assured by the fact that
the Ombud and employees of CGSO are:
• entirely responsible for the handling and determination of complaints;
• accountable only to the Council; and
• adequately resourced to carry out their respective functions.
The criteria to be used in resolving disputes include:
• the law, especially the Act and the Code (in cases where there is conflict
between the interpretation of the Code or the Act, the Act will always prevail);
• applicable industry codes or guidelines;
• fairness in all circumstances.
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F U N C T I O N S

FUNCTIONS OF THE
OFFICE OF THE
CONSUMER GOODS
AND SERVICES
OMBUD
Included in the CGSO’s functions is the obligation to enforce the Code by:
- upon receipt of a complaint, investigating and evaluating alleged contraventions
of complaints arising from the Code;
- attempting to facilitate a settlement between parties;
- making a recommendation as to how the dispute should be settled by the parties;
- at the request of a party to a dispute, recording the resolution of a dispute in the
form of an order in terms of Section 70 (3)(a) of the Act;
- with the consent of a complainant, including in the consent order an award of
damages to that complainant in terms of Section 70 (4) of the Act;
- at the request and at the cost of a party to a dispute, submitting the order to
the Tribunal or High Court to be made a consent order, in terms of its rules and of
Section 70 (3)(b);
- terminating the process by notice to the parties in terms of Section 70 (2) of
the Act;
- educating the general public, consumers, suppliers, staff and other interested
parties regarding the existence of the Ombud’s office; its procedures and time
periods, remedies available, where and how to lay a complaint and how to obtain
feedback on the status of the complaint;
- providing access to information in accordance with the Promotion of Access to
information Act 2 of 2000; and
- striving for continual improvement of the complaint handling process and the
quality of the service, by amongst other things, regularly determining the levels of
satisfaction of complaints with the complaints-handling processes.
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F U N C T I O N S

In particular, the CGSO shall:
- receive and deal with complaints and disputes relating
to the Code or Act by a consumer against a retailer,
supplier, wholesaler, distributor, manufacturer, producer,
importer, service provider or their agent free of charge;
- determine whether or not a complaint falls within the
CGSO’s jurisdiction.
Decline to deal with or discontinue dealing with
those matters:
- that do not fall within the CGSO’s jurisdiction; or
- in which the complaint has failed to respond to requests
from the CGSO for information or comments within the
time reasonably stipulated by the CGSO; or
- in which the complaint is trivial, frivolous or vexatious; or
- in which the complaint does not allege any facts which,
if true, would constitute grounds for a remedy under the
Code or the Act;
- in which there does not appear to be a reasonable
prospect of the matter settling or of the CGSO
eventually making a recommendation in favour of the
complainant for whatever reason; and
- issue a letter of non-referral;

- explore any reasonable prospect of resolving a
complaint by a facilitated settlement acceptable
to both parties, and where appropriate, make a
suggestion or recommendation to the parties regarding
how the matter should be settled, in order to resolve a
complaint speedily;
- request a retailer, supplier, wholesaler, distributor,
manufacturer, producer, importer, service provider
or their agent involved in a complaint or dispute to
provide any information to the CGSO, which in the
view of the CGSO relates to that complaint and its
necessary resolution;
- set down and on good-cause-show extend a time limit for
any aspect of these procedures after giving due regard
to any objection from the other party and the urgency of
a matter and circumstances affecting Section 3 (THREE)
vulnerable group category consumers (h);
- inform complainants of the further options available to
them if their complaints are not resolved following the
assistance provided by the CGSO;
- report any non-compliance with the Act or the Code
by a retailer, supplier, wholesaler, distributor,
manufacturer, producer, importer, service provider or
their agent to the industry association of which it is a
member, if any, in order for that industry association to
investigate the allegations;

- refer complaints that would more appropriately be
dealt with by another body;
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- report any influencing or attempting to influence,
or harassing the Ombud or staff of the office of the
Ombud or any consumer by a supplier, their staff
members and their agents to the Commission;
- compile an annual report within 6 (SIX) months of the
close of its financial year regarding the operations
and effectiveness of the Ombud office and make the
report available to stakeholders, including the National
Consumer Commission, through the CGSO website and
other suitable means.
The report must include data regarding:
• complaint type;
• business complained about;
• the type and frequency of the compliant;
• how the complaint was resolved;
• time taken to deal with complaints;
• type of sanction(s) imposed; and
• financial statements and audit reports.

• produce annual reports on the operations and
effectiveness of the Code, which are to be made
readily available to all stakeholders and interested
parties. The reports should provide important
feedback for management and staff within the
industry to continually improve compliance with
the Act;
• address each complaint in an equitable, objective
and unbiased manner through the complaintshandling process;
• engage the services of an interpreter for
consumers who may require such assistance
as and when required;
• classify and analyse all complaints in order to identify
systematic, recurring and single incidents and trends;
• nothing contained in this document precludes the
CGSO from developing internal rules, forms and
procedures that are not in conflict with the provisions
of the Code or the Act.

Furthermore:
• collect data about the origins and caused of the
complaint, and identify systematic trends and
recurring problems that industry members need to
address, make recommendations to the industry as
to how to deal with these as well as identify ways of
increasing compliance;
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J U R I S D I C T I O N

THE OFFICE OF
THE CONSUMER
GOODS AND
SERVICES OMBUD’S
JURISDICTION
Eligible Complainants
- the term consumer is defined in Section 1 of the Act and in clause 3.1.5 hereto;
- as the definition in the Act of “person” includes a juristic person subject to 10.3,
the CGSO may accordingly consider a complaint brought by or on behalf of the
consumer who is:
• a private individual; or
• a juristic person (small business, including a sole proprietor, trust or partnership).

Eligible Complaints
The CGSO can deal with:
• disputes arising in terms of the Code between complainants on the one hand
and suppliers/subscribers on the other hand; and/or
• complaints concerning alleged contraventions of the Act or the Code.

LIMITS ON THE CGSO’S JURISDICTION
Amount Involved
In line with the threshold (limit) determined by the Minister under Section 5(2) of the
Act, the CGCSO may not consider a complaint or dispute that relates to a juristic
person as a consumer whose asset value or annual turnover equals or exceeds the
threshold amount determined by the Minister in terms of Section 6 (1) of the Act.
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J U R I S D I C T I O N

Time Limit
The CGSO may not consider a complaint or dispute that
relates to an act or omission which occurred before the
Act came into effect or in any event more than
30 (THIRTY) months prior to the date when the complaint
was lodged with the CGSO as such claims have become
prescribed by law. The period of 30 (THIRTY) months
commences on the date on which the complainant
became aware or ought reasonably to have become
aware of such occurrence, whichever occurs first. If the
complaint or dispute is older than 30 (THIRTY) months
the CGSO should advise the complainant rather to
approach the National Consumer Commission directly.
Other Processes
After a preliminary assessment of the complaint or at any
stage during the process that any of the factors referred to
below become apparent, the CGSO shall not further consider
a complaint or dispute that in the opinion of the Ombud:
• falls within the jurisdiction of any other statutory
Ombud as enabling legislation; or
• is based on the same event and facts as any matter
which is, was, or becomes, the subject of any
proceedings in any court, tribunal or regulatory body
or by a statutory Ombud of any jurisdiction, unless
CGSO has considered it appropriate to intervene
and is not prohibited from doing so under any law; or
• would more appropriately be dealt with by the
police, a court of law, by any regulatory body or
through any other dispute resolution process.

Excluded
After a preliminary assessment of the complaint or at any
stage during the process that any of the factors referred to
below become apparent, CGSO shall not further consider
a complaint or dispute that in the opinion of the Ombud:
• is being pursued in an unreasonable,
frivolous, vexatious, offensive, threatening
or abusive manner;
• does not allege any facts which, if true, would
constitute grounds for a remedy under the Code
or Act;
• is lacking in substantive merit;
• has been substantially dealt with by the CGSO;
• is based on the same event and facts as any
matter which is, was, or becomes, the subject of
any proceedings in any court or other independent
dispute resolving body;
• is under consideration by a legal practitioner on
behalf of a consumer, whether or not with a view
to institute legal proceedings, unless the Ombud
determines that the involvement of a legal
practitioner is appropriate in the circumstances.

Termination by the Complainant
A complainant may at any time terminate the CGSO’s
handling of the complaint and resort to litigation or
another dispute resolution process by withdrawing
the complaint in writing to the CGSO. Should the
complainant wish to approach the National Consumer
Commission or Tribunal, CGSO shall inform the
complainant of the processes for doing so.
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C O M M I T T E E

THE CGCSA
OMBUD LAUNCH
WORKING GROUP

CGCSA Ombud Launch Working Group
From left to right front: Zoleka Ndlovu (CGSA); Ivan Rathebe (JD Group); Sally Gnodde (CTFA); Sivi Maharaj (Ellerines);
Patricia Pillay (CGCSA); Graham Rebello (Massmart); Kevin Robertson (LP Gas)
From left to right back: Christine Charlton (L’Oréal); Wilson Ratjomana (Tigerbrands); Joe Berinado (Ital Video);
Poloko Mothlabane (DMASA); Nick Tselentis (Aerosol Association); Jason Eason (L’Oréal)
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THE CGSO
LAUNCH INTERNAL
ORGANISING
COMMITTEE

CGSO Working Group
From left to right: Chris Havenga; Mateboho Kawara; Zoleka Ndlovu; Leotha Mathele; Thandi Skosana; Thembile
Mthembu; Patricia Pillay; Hamen Dheda
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MEMBER PROFILES

CONSUMER GOODS
AND SERVICES
OMBUD WORKING
GROUP MEMBERS
CGCSA has led the discussions in the forming and setting up of the Ombud Office,
having monthly meetings at the CGCSA. This process was made possible by
dedicated CGCSA members, associations as well as Consumer bodies who formed
part of the working group. The following have contributed and participated in
the process:

Janusz F Luterek – Hahn & Hahn Attorneys
Janusz is a registered patent attorney who holds degrees in
Chemical Engineering and Law. He is a Professional Engineer
and is a partner of Hahn & Hahn attorneys, a boutique law firm
founded in 1951 specialising in technology and intellectual
property law. Prior to becoming an Attorney, Janusz practised
as an Engineer in the food industry and was involved in projects
in the dairy, fruit juice and beer industries. He is a custodian
member of the South African Association for Food Science and Technology (SAAFoST)
and sits on several committees of the Consumer Goods Council of South Africa
as well as the Food Law Advisory Group of the Department of Health. His in-depth
involvement and consultation with the dti on the preliminary Consumer Protection
Act draft made to the Parliamentary Portfolio Committee, has given him special
insight into the Consumer Protection Act and its likely implementation. Currently
Janusz represents a number of leading manufacturers and retailers in Consumer and
Food Law matters.
Clif Johnston – South African National Consumer Union
Clif Johnston holds a PhD degree in Electrical Engineering and
during his long career as a senior official at SABS, was involved
in all aspects of standardisation and conformity assessment at
national, regional and international levels. He served as
Vice-President of the Geneva-based International
Electrotechnical Commission (IEC) in the years 1996 – 2002.
Since his retirement in 2007, he has been active in the
South African National Consumer Union where he is currently Vice-Chairman.
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MEMBER PROFILES

Nick Tselentis – Aerosol Association
Nick has a far-reaching work history in the Fast Moving Consumer Goods (FMCG) industry, working
with retailers, wholesalers, manufacturers and distribution houses, in companies such as Beechnut
Lifesavers, Edcon, Metro Cash & Carry, Gantech Sales and Thumb Trading. He has held various
executive positions across the FMCG-related industry associations. Nick was Secretary and then
Chairman of the Small Electrical Appliance Marketing Association 1993 – 1996. In 1997, he became
the Executive Director of the Grocery Manufacturers Association, a critical component in the
merging of the associations that is now known as the Consumer Goods Council of South Africa
(CGCSA). In 2002 he was appointed as the Economics and Legislative Affairs Manager for the CGCSA.
Nick is currently the FMCG representative and was nominated by the Department of Trade and Industry to assist the
Interim Management Committee that helped establish the National Regulator for Compulsory Specifications (NRCS).
Lately, he has been working on the industry response to the challenges presented by the Consumer Protection Act
by leading the work on the Industry Code, as well as developing the framework for the Consumer Goods and
Services ombudsman.
Nick holds a BSoc Science Degree from the University of Natal, Durban majoring in Economics, African Government
and Administration. He has also studied Competition Law as well as International Trade Law at the University of the
Witwatersrand; at the Mandela Institute.

Sivi Maharaj – Ellerines Group
Sivi Maharaj is a Legal Advisor to the Ellerines Group, a furniture and appliances retailer. She started
her career as an in-house lawyer with the group in 1995 and has been with them for 17 years.
Her responsibilities cover diverse portfolios in providing support to the group and its 6 trading
brands. She is their legal champion on the Customer Protection Act and has represented the
Ellerines Group on the Ombud Working Group led by the Consumer Goods Council of South Africa.
This working group has been engaged in the drafting and preparation of the Consumer Goods
and Services Ombud Industry Code for accreditation to which Sivi has contributed.

Wilson Ratjomana – Tiger Brands Limited
Wilson joined Tiger Brands Limited in 2012 as the Group Compliance Officer responsible for
governance and compliance function both in South Africa and Africa. He was previously with
Liberty Holdings Limited for seven years where he held the position of Head of Governance,
Risk and Compliance for Liberty Africa in the following countries: Botswana, Namibia, Lesotho,
Swaziland, Uganda, Kenya and Tanzania. During his time at Liberty, he successfully introduced
and implemented the Compliance Management function; Enterprise Risk Management (ERM)
and Governance function to country subsidiaries.
Wilson holds the following qualifications: B-Admin (Honours), B-Tech Honours in Forensic Investigations,
Postgraduate Diploma in Compliance, Postgraduate Diploma in Drafting and Interpretation of Contracts,
Postgraduate Diploma in Enterprise Risk Management (ERM) and Masters in Public Administration specialising in
Ethics. He is currently completing his LLB.
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Viren Jarganath – Woolworths
Viren has been at Woolworths for almost eight years. His role is to assist the board in ensuring that
the company complies with all applicable laws, rules, codes and standards as the compliance
function forms part of the company’s risk management framework. He has assisted the business with
major compliance projects relating to Financial Advisory and Intermediary Services (FAIS), Financial
Intelligence Centre Act (FICA), National Credit Act (NCA) and Consumer Protection Act (CPA)
and is currently involved in the implementation of the forthcoming POPI Act. Viren also represents
Woolworths at various forums and bodies, such as the Consumer Goods Council of South Africa.
Prior to working for Woolworths, he has had vast experience in the banking and insurance sectors on a legal
capacity including New Republic Bank, Consumer Credit, BOE Bank, Nedbank and Old Mutual. His qualifications
are a B.Proc. Law (UNISA) and a Postgraduate Diploma in Compliance Management (UJ).

Silnia Badenhorst – Massmart
Silnia started her career in Food Manufacturing Facilities, which involved quality control, product
development, implementing of food safety systems and adherence to regulatory compliance.
She then spent 7 years with the retail group Pick n Pay where she filled 3 positions in a 7-year period,
which included Food Quality Control Manager, Senior Food Technologist and Legal and Regulatory
Safety Manager, before joining Massmart in 2010.
She is also currently serving on numerous SABS Technical Committees, including, the
	
  
FACS (Food Advisory Consumer Service for South Africa Committee – elected 2007) and serving on the
South African Association for Food Science and Technology Northern Region committee (elected in 2008).
Her qualifications include National Diploma in Food Technology (Tshwane University of Technology Pretoria) and a
Bachelors Degree in Food Science (Tshwane University of Technology Pretoria).

Jason Eason – L’Oréal South Africa
Jason has been at L’Oréal for 12 years and is currently the Manager of the Scientific Division at
L’Oréal South Africa in charge of Regulatory Affairs, Innovation, R&D Clinical research, Consumer
Research Evaluation Centre and Cosmetic vigilance activity in sub-Saharan Africa.
Before joining L’Oréal he worked for 10 years as a Technical Director in charge of industrial
operations and product development at one of the largest cosmetic contract manufacturing
companies in South Africa.
Jason has a Masters Degree in Biochemistry from Rhodes University. His focus was in the field of Neuro-Biochemistry and
Pharmacology investigating the effect of hormones on our sleep-wake cycle and jet lag.
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Paul Crankshaw – National Consumer Forum
Paul Crankshaw is deputy chair of the National Consumer Forum, a voluntary organisation that
supports consumer rights in South Africa. He is also the co-founder of South Africa’s only consumer
rights newspaper, Consumer Fair.
Paul sits on the board of the Short-Term Insurance Ombud, and holds a Bachelor of
Journalism & Media Studies degree from Rhodes University, as well as BA (Hons.) and
MA degrees in Development Studies from the University of the Witwatersrand.

Graham Rebello – Massmart
Graham Rebello is the Massmart Group Collaboration Executive, effectively managing
collaborative opportunities and leverage between Massmart and Walmart. He has 24 years’
service within the Massmart Group, primarily in the Makro store and Head Office environment in
marketing, operations, merchandise, planning, brand development, and in Massmart Channel and
Collaboration management and leadership roles. He is a very active member within the Consumer
Goods Council and participates in the Risk Initiative, Food Safety, Economic and Legislative
(including the Industry Code & Ombuds workgroups) and served as retail chair on FSI and ELA for
over 5 years. He is Massmart’s representative on the SA Retail Council Exco.

Alastair Tempest – (DMA SA) (IIDM)
Alastair started his career with Independent Television in London. He moved to Brussels in 1980
to work in advertising, setting up the European Advertising Tripartite to lobby the European
Commission and European Parliament. He joined Reader’s Digest in 1992 and headed up the
European office in Brussels. He then moved to the Federation of European Direct and Interactive
Marketing, FEDIM (now FEDMA), which has as its mission to promote and protect direct interactive
marketing. He has lead up many projects for FEDMA, and was the Chairman of the Pan-European
Education and Advisory Committee from 2001 to 2010. He writes and lectures extensively on direct
marketing issues. He was part of the TADOBATIS team of media law advisors in Central & Eastern Europe from 199095, and active in the Global Dialogue on eCommerce. He has given evidence on marketing issues at the European
Parliament, the European Commission, the OECD, & the US Federal Trade Commission, among other international
governmental bodies.
He retired from Director General of FEDMA on 1 October 2010, and was appointed President of the IIDM in April 2011.
He was subsequently appointed COO of the DMA in June 2011.

22

9026 OMBUD REPORT V4.indd 22

2013/03/12 11:44 AM

Ivan Rathebe – JDG Trading (Pty) Ltd
Ivan Rathebe has been a Legal Advisor for the past 7 years within the Financial Services Industry.
Ivan started out in the Financial Services Industry with Momentum Group Limited in 2006 as a
Legal & Compliance Officer. Thereafter he moved into legal advisory services within the Financial
Planning Division dealing with employee benefits, investment, legal research, drafting of opinions,
publishing legal articles, compliance and insurance. Prior to joining the Financial Services Industry
and Employee Benefits Administration he worked as an article Clerk at the Germiston Legal Aid
and Judge’s Associate at Labour Court (Department of Justice).
Ivan is presently the Legal & Compliance Officer of JDG Trading (Pty) Ltd responsible to ensure that the Group complies
with applicable regulatory law with specific focus on the Consumer Protection Act compliance. He is also a full-time
member of the Compliance Institute of South Africa. His qualifications are as follows: BA Education, LLB, LLM
(Estate Planning), Higher Diploma in Tax Law, Postgraduate Diploma Cyber Law, Certificate in Money Laundering
Control and a Certificate in Compliance Management.

Reema Maharaj – Pick n Pay
Reema Maharaj is currently the regulatory affairs manager for Pick n Pay, based in Gauteng.
She has a wealth of experience in the food industry and has been involved for the last 18 years.
Reema holds a BTech degree in food Technology, a Diploma in Packaging and a Diploma in
Production Management. She worked as a microbiologist at the National Brands Group Research
and Development Laboratory before joining Pick n Pay in 1998, initially as a food technologist.
In this role she handled all categories of food products, working closely with suppliers on all
Pick n Pay private label products, as well as in-store personnel on health, hygiene and food safety issues. She later
became the packaging manager for all Pick n Pay private label packaging.

Joe Berinado – CGCSA
Joe has been in the service industry for over 30 years. A former Senior Vice President at the FTA,
Joe also represented the FTA at SABS, dti, and other technical forums. Currently he represents
independent retailers and is a technical advisor to the CGCSA. He also serves as a member of
the SARC committee. Joe furthermore assists the NCC and the new Ombud on technical issues,
working directly with major players in the industry such as Samsung, LG, Sony, Pioneer, SABC,
MultiChoice, Defy, among others.
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MEMBER PROFILES

Anthony Glazer – Shoprite
A CA(SA) by qualification, Anthony served his articles at KPMG and then went on to work in
the management consulting field, motor vehicle leasing, medical insurance and loss adjusting
industries. Anthony currently enjoys a wide range of Financial and Operational portfolios at the
Shoprite Furniture Division, where he has been since January 2011.

Christine Broadhurst – Unilever South Africa
Christine is the Consumer Affairs Manager for Unilever South Africa, responsible for all aspects of
consumer care including regulatory issues. She has worked at Unilever for 23 years.
Christine is currently the chairperson of ILSI South Africa (International Life Sciences Institute) and
sits on the executive committee of SOCAP (Society of Consumer Affair Professionals). She is also a
member of SAAFost, as well as the Food Safety Initiative and Sustainability forum of the CGCSA

Karin Carstensen – Woolworths
Karin Carstensen obtained a BSc majoring in Food Science and Chemistry from Stellenbosch
University. She also completed a diploma in Packaging Technology at the Cape Technikon and
a Legal Compliance Management certificate at UCT.
Karin joined Woolworths and spent the first 10 years as the bakery technologist looking after
national bread and yeasted product production. Thereafter in 2000, she moved to the newly
established Central Food Technology division. Currently she is responsible for the legal compliance
of foods; handles crisis and issue management, stakeholder liaison and provides training both to
producers and internal staff.

Fred Makgato – ASA
Fred completed a BProc degree at the University of Natal in 1996, and upon completion
attended Practical Legal training in Johannesburg where he served his articles of clerkship at
Haaroff Fourie & Partners between 1998 and 1999. He was admitted in 2000 as Attorney of the
High Court of South Africa and practised as a Professional Assistant at Mashile-Nthloro Inc from
2000 – 2001.
He joined Madhlopa Attorneys between 2001 and 2002 as a senior Professional Assistant;
thereafter he joined Langa Attorneys from 2002 to 2003 as a senior Professional Assistant. Fred opened his own law
firm, Makgato Attorneys in 2003 and practised as such until 2007. He subsequently was appointed Head: Legal and
Regulatory affairs at the ASA until present.
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Patricia Pillay – CGCSA
Patria Pillay heads the Consumer Goods Industry Affairs division within Consumer Goods Council
of South Africa where she sits on the Credit Ombud, W & R Seta and NDMA board. She joined
CGCSA in April of 2010 after being at Barloworld as group employee relations manager for
3 years, where she served on the DRC board (Dispute Resolution Council) for the motor industry.
Her work experience in the FMCG, retail and wholesale sector, equips her with the ability to
flourish in her current role, as she represents CGCSA members on different platforms and advises
them on regulatory and legislative matters.
Prior to joining Barloworld she worked at the South African Motor Union (SAMU) heading up their Natal division where she
was vice-chairman of the Highveld Region at MIBCO (Motor Industry Bargaining Council). She also worked at ER Africa
Consulting as well as Discovery Health.
Miss Pillay studied at the University of Natal where she obtained a Social Science and LLB honours degree. She has also
since furthered her studies through Wits business school completing a management advancement programme. She is a
certified part-time commissioner at the CCMA and an admitted attorney of the High Court of South Africa.

Sally Gnodde – Cosmetic Toiletry and Fragrance Association
Sally is currently the Executive Director at the Cosmetic Toiletry and Fragrance Association (CTFA).
The CTFA has built a reputation for encouraging a responsible South African Industry by
developing Codes of Practice and Standards. Through these tools and a committed industry,
bound by morals and ethics, consumer safety has remained the main focus, upon which the CTFA
will continue to build.

Marlene McConnell – Lewis Group
Marlene was admitted as an Attorney of the High Court after completing her articles with a Cape
Town based law firm. She obtained her Law Degree from the University of the Western Cape and
her Master’s Degree from the University of Cape Town.
Marlene held various positions in the legal field, but now mainly focuses on Corporate
Governance; Legal and Secretarial Compliance. She was employed as the Company Secretary
of Sekunjalo Investments Limited and its subsidiaries for three years and subsequently joined the
Lewis Group Limited and its subsidiaries where she has been the Company Secretary for the past five years.

The CGSO Board Members will be announced in due time.
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ASSOCIATION
PROFILES
1. SA CHAMBER OF BAKING

Business Intent:
• To promote the common interests of members carrying on business
in the baking industry:
- The promotion of Baking training
- The marketing of the Chamber, the Baking Industry and Baked Products
- Lobbying on behalf of the industry by representing the industry on various
- Government, Non-Government Forums and Consumer-related bodies
- Supplying market and technical information to members
- Meeting all other appropriate general needs of members
• Supporting the baking industry to provide quality baked products at affordable
prices so as to ensure the long-term growth and prosperity of the industry and
its stakeholders
• To encourage its members by lawful means to abide by a Code of Good
Business Practice, setting out standards of business practice to protect
Consumer Interests
Vision
To be recognised as the home of the baker and the voice of the baking industry.
Mission
To serve and promote all sectors of the Baking Industry.
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2. DIRECT MARKETING ASSOCIATION
The Direct Marketing Association is
essential for the stability and growth of
interactive and direct marketing in
South Africa. The DMASA (a Section 21
Company) aims to protect both the
industry and consumers from unethical
or ignorant practitioners, and to lobby
with government and other regulatory bodies. Key to the
DMASA’s activities is the promotion and expansion of
interactive and direct marketing within the country and
region.
Our Code of Practice is designed to be easy to follow and
is fully compliant with all existing laws of relevance to the
Interactive and Direct Marketing industry (IDM). We offer a
Hotline for both consumers and competitors to complain
and we seek to resolve issues through arbitration. The
DMASA is also an active member of the Advertising
Standards Authority (ASA). The DMASA works with Services
Seta,
SAQA & accredited trainers to provide members with
top-quality training & education opportunities through the
Institute of Interactive & Direct Marketing (IIDM).
Vision
• advocate, manager and authority on key public
policy issues affecting direct marketers;
• provider of knowledge, leading-edge interactive
and direct marketing intelligence and professional
development opportunities; and
• Catalyst for networking and business opportunities
within the direct marketing community.
Mission
To create an environment that fosters the responsible
growth of interactive and direct marketing in
South Africa by:
1. Representing the interests of our members on
key issues;
2. Taking a leadership role in identifying, planning for
and reacting to issues affecting direct marketing in
South Africa;Influencing and shaping policy
initiatives that impact interactive and direct
marketing, through the education of government,
media, special interest groups and the public;

3.

4.

5.

6.

E
 stablishing and promoting ethical standards of
practice for direct marketing and taking an active
role in ensuring compliance;
P
 romoting integrity and high standards of business
conduct among our members in the interest of
consumers and one another;
B
 eing a major source of knowledge, direct
marketing intelligence and professional
development; and
Providing opportunities for members to meet, network,
exchange information and do business together.

3. AEROSOL ASSOCIATION OF SOUTH AFRICA
The Aerosol Manufacturers’ Association
(AMA) represents over 50
manufacturers, packaging and
component suppliers, propellant,
equipment and service providers in
the supply chain. South African local
production of 260-million filled cans exceeds 75% of the
market consumption. Industrial sectors that utilise aerosol
packaging include:
Food, cosmetics, personal care, car care, home care,
domestic insect control, paint and pharmaceutical.
The Aerosol Manufacturers’ Association celebrates its
50th Anniversary in 2013.
TECHNICAL
The AMA also is involved in providing training for the
industry, and in:
• Policy engagement with DOE
(Environment/Waste Act)
• Policy engagement with Dept of Agriculture –
Act 36 Pesticide Registration
• Standard development engagement with
SABS/STANSA
• Regulatory (and policy) engagement with NRCS –
legal metrology, detergents/disinfectants
• Policy engagement with dti on Industry
Development and ChallengesEngage on Consumer
concerns in South Africa through SA National
Consumer Union, Consumer Goods and
Services Ombud
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GOVERNANCE
• Code custodian “AMA APPROVED” and
Aerosol Industry Code of Practice
• Providing the Industry with a well-governed
Business Association

4. Liquefied Petroleum Gas Safety
Association of South Africa (LPGSASA)
Established in 1987, the Liquefied
Petroleum Gas Safety Association of
South Africa (LPGSASA) is a non-profit
organisation that represents companies
which are involved in the distribution,
installation, hardware and retailing of
LP Gas and LP Gas appliances and equipment.
The primary aim of the Association is to ensure the
sustainable growth of the LP Gas industry through
promoting safety and compliance with best business
practices. We bring together companies involved in
one, several or all activities in the industry and develop
long-term partnerships with local and international
organisations and government bodies to ensure the
continued safe use of LP Gas.

5. ADVERTISING STANDARDS AUTHORITY
The Advertising Standards Authority of
South Africa (also known as the ASA) is
an independent body set up and paid
for by the marketing communication
industry to ensure that its system of
self-regulation works in the public
interest. The ASA has a president independent from
the industry.
Self-regulation is a system by which the marketing
communication industry voluntarily regulates the content
of advertising. The three parts of the industry – the
advertisers who pay for the advertising, the advertising
agencies responsible for its form and content, and
the media which carry it – work together, to agree
advertising standards and to set up a system to ensure
that advertisements that fail to meet those standards are
quickly corrected or removed.
The Code of Advertising Practice is the guiding
document of the ASA. The Code is based upon the
International Code of Advertising Practice, prepared
by the International Chamber of Commerce. This is
internationally accepted as the basis for domestic
systems of self-regulation. It forms the foundation of
this Code in which the basic principles laid down in
the International Code are related to the particular
circumstances of advertising in South Africa. The
Code is drawn up by the ASA with the participation
of representatives of the marketing communications
industry, and is amended from time to time to meet the
changing needs both of the industry and of our society.
This Code is supplemented by individual codes, which
are determined by the various member organisations
or negotiated with governmental institutions. These
individual codes are reflected in the Appendices to the
Code. All such codes conform to the general principles
laid down by this Code and differ only in detail where the
individual needs are to be met.
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6. SOUTH AFRICAN POULTRY ASSOCIATION
(SAPA)

7. COSMETIC TOILETRY AND
FRAGRANCE ASSOCIATION

SAPA represents the food industry that
produces more animal-protein
products for local consumption than all
other animal-protein sources
combined, with the poultry industry
providing more than 2.2-billion tons per
annum being some 65% of locally produced animal
protein consumed on a mass basis. Justifiably claiming to
feed the nation, the South African poultry industry
continues to dominate the agricultural sector.

The CTFA has built a reputation for
encouraging a responsible South
African Industry by developing Codes
of Practice and Standards. Through
	
   these tools and a committed industry,
bound by morals and ethics, consumer
safety has remained our main focus, upon which the
CTFA will continue to build.

	
  

SAPA’s Vision:
To create an environment within which members can
become world-class competitors in the food market.
SAPA’s Mission:
To be an industry-driven organisation to address
collective issues.
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CONSUMER BODIES
NATIONAL CONSUMER FORUM
The National Consumer Forum (NCF) is an individual
membership, non-profit and autonomous organisation
that is dedicated to the protection and promotion of
consumer rights and interests in South Africa.
The NCF aims to:
• Monitor and raise vital consumer issues
• Focus on the consumption of goods and services,
their motives and consequences, and the
consumers’ potential to positively influence them
• Inform, generate opinion and coordinate campaigns
• Work to increase consumers’ influence on the
marketplace
The NCF asserts the right of all consumers to a wholesome
environment, a fundamental quality of life; good quality
in the goods and services provided by the private and
public sectors alike.
We work to assert and defend the rights of consumers as
stated in the United Nations Guidelines on
Consumer Protection of 1985 (and as amended in 1999)
and to ensure that consumer rights find expression in
consumer policy.
The NCF is an affiliate member of Consumers
International (CI), a federation of over 250 consumer
organisations in more than 120 countries.
Visit www.consumersinternational.org for more
information on CI.

SOUTH AFRICAN CONSUMER UNION
A united responsible voice, the South African National
Consumer Union is a voluntary autonomous body that
today represents millions of consumers. Its membership
extends from the vitally important grassroots support
of leading women’s organisations such as the various
Women’s Agricultural Unions, the National Council of
Women of South Africa, through to influential bodies such
as the DENOSA, the Association of Retired Persons and
Pensioners, KONTAK, etc. Being an independent

organisation, the Consumer Union speaks with authority
on behalf of all consumers. Its opinions are sought by
manufacturers, retailers, the agricultural sector, the
SA Bureau of Standards and Government. It works in
close cooperation with all of the abovementioned where
the interest of the consumer is concerned. Its policy has
always been one of communication and consultation
before confrontation. It aims to build up consumers’
awareness of their rights, responsibilities and bargaining
powers through education, information and protection.
MOTTO AND MISSION
1. To form a united consumer front in South Africa that
will coordinate all views on consumer-related matters
of general and specific concern.
2. To pursue issues in the interest of consumers that
can contribute to a healthy and stable national
economy.
3. To resolve the problems of consumers satisfactorily;
to lobby continually for the establishment of effective
complaints-handling mechanisms.
4. To liaise continually to bring about healthy
relationships among consumers, producers,
commerce, industry, financial institutions and the
Government.
5. To keep all sectors of the consumers and the suppliers
of goods and services informed of matters that
concern them to educate them as to their legal
rights and obligations.
6. To encourage, strengthen and broaden the
consumer movement in South Africa.
7. To strive continually to maintain a well-informed
consumer community regarding matters affecting
them. Bimonthly meetings of SANCU create a
valuable forum where consumer matters are
discussed on a regular basis by all affected parties.
8. To cooperate with other organisations, locally
and overseas.
9. To submit the coordinated opinion of consumers to
the Government and other relevant bodies
for action.
10. To organise the consumers of South Africa into a
united front by inviting membership from all sectors
of the community. To invite producers, commerce,
industry, regulatory bodies and non-governmental
organisations to become members of the Union.
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THE COMPLAINTS
PROCESS
STAGE 1: LAYING THE COMPLAINT
Referral to Subscriber
Refer complaint: A complainant who is dissatisfied with goods or a service that he or
she received from a subscriber must first refer the matter in dispute to the subscriber,
in accordance with the subscriber’s internal complaints-handling process, however,
should the consumer initiate his or her complaint at the CGSO, without referring to the
Subscriber first, the CGSO shall refer the consumer back to the subscriber.
Time limits for complaining: The complainant must refer the complaint to the subscriber
as soon as practically possible after the complainant has become aware of it.

STAGE 2: REFERRAL TO THE OFFICE OF THE CONSUMER GOODS AND
SERVICES OMBUD
Complaining to the Office of the Consumer Goods and Services Ombud
Referral to CGSO: A complainant who referred a complaint to the subscriber
concerned, and who is dissatisfied with the manner in which the subscriber is
dealing with it, or how it has been dealt with, or the outcomes thereof, may refer the
complaint to the CGSO in the prescribed form annexed hereto and marked “E”. The
complaint may be submitted by hand; mail; fax or email at the following addresses:
Physical Address: Association House, Bond Street Business Park, cnr Bond Street and
Kent Avenue, Ferndale, Randburg or
PO Box 168, Randburg 2125 or
Fax Number: 021 532 2095 or
Email Address: cgssa@121group.co.za
Time Limits for Complaining: The complainant must refer the complaint to the CGSO
as soon as it is reasonably possible and within the time limit specified in Clause 10.3.2.
Acceptance of Complaint: The complaint shall be reported with the supporting
information and unique identifiable code. The record of the initial complaint
should identify the remedy sought by the complainant and any other information
necessary for the effective handling of the complaint. Receipt of each complaint
should be acknowledged to the complainant within two business days either via
email, fax or phone call.
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Initial Assessment of the Complaint: After receipt, each
complainant should be initially assessed to ascertain
whether it falls within the jurisdiction of the CGSO and in
terms of severity, safety implications, complexity, impact
and the need and the possibility of immediate action.
Time Limits of Complaint Resolution: The CGSO shall
make every effort to resolve all complaints within 60
(SIXTY) business days of receipt by it, failing which it will
refer the complaint to the National Consumer
Commission or motivate to Ombudsman for an
extension of this time limit.
Tracking the Complaint: The complaint should be
tracked from the initial receipt through the entire
process until the complainant is satisfied or the final
decision is made. An up-to-date status should be made
available to the complainant upon request and at
regular intervals, at least at the time of preset deadlines.
Processing of Complaint: Referral
-w
 hen the CGSO receives a complaint that does not fall
within the CGSO’s jurisdiction, the CGSO shall decide
which other body (including the National Consumer
Commission), if any, would be best able to assist the
complainant and shall inform the complainant either
by post, fax, telephone or email;
- t he discretion to refer the complaints to alternative
bodies, ombuds or institutions rests with CGSO. If it
decides to do so, the CGSO will refer the matter to the
alternative body, ombud or institution, and give the
complainant a copy of the referral letter which it sends
to such alternative body, ombud or institution;
- if the dispute/complaint is one that appears to fall
within the CGSO’s jurisdiction and the complainant
has not taken the matter up directly with the subscriber
as a first step in trying to resolve the matter, the CGSO
must advise the complainant to refer the matter to the

subscriber, to give it the opportunity to resolve
the complaint. Alternatively, the CGSO may directly
refer the matter to the subscriber with the permission of
the complainant;
- any complainant who is advised to refer the matter
to the subscriber must be informed that he or she can
again approach the CGSO if the complaint is not
satisfactorily resolved;
- if it would, in the CGSO’s opinion, with particular
reference to Section 3 of the Act (vulnerable
consumers), cause a complainant undue hardship
or inconvenience to refer to the subscriber before
obtaining the CGSO’s assistance, the CGSO may
deal with the complaint as if the complainant had
approached the subscriber;
- if the enquiry/complaint is one that appears to fall
within the CGSO’s jurisdiction and the complainant
has already taken up the matter with the subscriber,
the CGSO shall inform the person responsible for
complaint resolution within the subscriber, hereinafter
referred to as the Designated Official (“DO”), in
writing, that a complaint has been lodged with the
CGSO and that the subscriber shall have 15 (FIFTEEN)
business days from receipt of the communication to
investigate and attempt to resolve the dispute with the
complainant or to provide its reasons for repudiating
the complaint. If the subscriber is unable to resolve
the complaint within the period for reasons such as
ongoing technical testing, internal enquiries within the
subscriber’s organisation or reliance on information that
was not initially readily available to the subscriber, the
subscriber may, at the discretion of the CGSO,
be permitted additional time to resolve the matter;
- the CGSO may refer a complainant to either the
retailer or the manufacturer, or both, as the CGSO
considers appropriate in the circumstances;
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- once the decision has been made to refer the
complaint, it must be referred to the relevant party,
body or institution within 2 (TWO) business days of it
being received by CGSO;
- the CGSO will provide the subscriber concerned
with full details of the complaint, including copies of
the relevant documentation submitted to CGSO, to
the extent the CGSO considers it necessary, by post,
telefax or email;
- the CGSO shall keep track of all the complaints it
refers to the subscriber, so that all of the complaints
are addressed;
- the subscriber must acknowledge receipt of the
notification within 2 (TWO) business days and may
do so by letter delivered by hand or sent by post,
telefax or email;
- conflict that may arise between one or more sets of
industry codes and disputes or challenges regarding
competencies or jurisdictions of the ombud must be
reported to the National Consumer Commission;
- complainants should be addressed promptly in
accordance with their urgency. The complainant
should be treated with courtesy and be kept informed
of the progress of their complaint through the
complaints-handling process; and
- the CGSO shall adopt a customer-focus approach and
be open to feedback including complaints, and show
commitment to resolving complaints by its actions.

STAGE 3 – COMPLAINT RESOLUTION BY THE
SUBSCRIBER
Intervention by the Subscriber
If a complaint is referred to a subscriber by the CGSO in
terms of 11.2.7.6, the subscriber shall:
- contact the complainant to clarify any issue, to
ascertain the essence of the complaint and to attempt
to settle the complaint to the reasonable satisfaction of
the complainant;
- if able to resolve the complaint, provide CGSO with
reasonable proof that the complaint has been settled
and that any undertaking made by the subscriber has
been complied with;
- undertake any investigation that is necessary.
The level of investigation should commensurate with
the serious, frequency of occurrence and severity of
the complaint;
- if the subscriber is unable to resolve the complaint
referred to it by the CGSO in terms of 11.2.7.6, provide
the CGSO with a report outlining the investigation that
it undertook and the reasons that the matter was not
resolved and its reasons for repudiating the complaint;
- if the CGSO is of the view that the subscriber has
provided the assistance sought by the complainant or
provided an acceptable explanation for its conduct
complained of, the CGSO may inform the complainant
of this fact and indicate that the file will be closed
unless the complainant challenges the view, or
provides new information to the complaint within
10 (TEN) business days;
- during the time set in terms of 11.2.7.6, the CGSO may
facilitate a settlement between the subscriber and the
complainant if the CGSO considers that it would be
appropriate and helpful to do so.
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STAGE 4 – INVESTIGATION AND COMPLAINT
RESOLUTION BY CGSO
Investigation by CGSO
The CGSO may, if it decides that it requires these for the
purpose of arriving at the resolution of a matter:
- require the subscriber, through its Designated Official, to
provide it with records of the transaction or process that
gave rise to the dispute, including:
• sales records
• advertising copy
• inspection or repair records
- require, through the subscriber’s Designated Official, a
statement from any technical, legal, sales, marketing,
complaints-handling and other personnel working on
behalf of the subscriber, as appropriate to the dispute;
- require comment or clarification from either the
complainant or the subscriber (both retailer and
manufacturer if considered appropriate) on any matter,
including information provided by the other party;
- require the complainant or subscriber, whichever is
appropriate, to provide it with the product to which the
complaint or dispute relates for inspection or testing, if
the product is still available.
The CGSO may consult any person it considers suitably
qualified to assist it in resolving the dispute.
The complainant or the subscriber must make every
effort to comply with the requests made by the Ombud
within 7 (SEVEN) business days unless other reasons such
as ongoing technical testing are preventing this.

Facilitation by the CGSO
- The CGSO may, in order to settle a dispute speedily,
make an assessment of its merits without taking an
investigation and suggest to the parties how the matter
should be settled;
- The CGSO may, after collecting relevant records and
information, form an initial view on the matter with
respect to the subscriber’s potential liability and the
remedies, if any, it believes the complainant is entitled
to. The possible outcomes include:
• resolving the matter as requested by the
complainant;
• providing some but not all of the remedies requested;
or
• providing none of the remedies requested and
advising the complainant of other options available
to the complainant.
- The CGSO shall communicate its view to the subscriber
and to the complainant as soon as the decision is taken
and invite their responses;
- The subscriber and the complainant must advise
the CGSO in writing within 10 (TEN) business days of
receiving the said communication as to whether they
accept the terms of the recommendation or not;
- If the matter is resolved as a result of both parties to
the dispute accepting the CGSO’s proposed resolution
or the CGSO’s assistance in arriving at a mutually
acceptable compromise settlement, the resolution
must be recorded and carried out. The CGSO may at
the request of a party to a dispute, record the resolution
of the dispute in the form of an order in terms of
Section 70 (3)(a) of the Act.
If a resolution is not agreed upon at this stage, the CGSO
shall inform the parties of the further options available to
them, including a recommendation by the Ombud.
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Mediation by CGSO
The CGSO may, in its discretion, mediate any matter
that the Ombud believes is appropriate for mediation,
taking into consideration the wishes of the parties and
the nature of the complaint, without undertaking an
investigation. The involvement of legal representatives
shall be at the discretion and/or the alternative
recommendation of the Ombud.
- The Ombud may, in any case where a matter has
not been settled through facilitation, make a written
recommendation setting out how the matter should
be resolved and the reasons for the recommendation.
Where the matter has been referred to both the
manufacturer and retailer, the recommendation should
state which of the two, if either, the Ombud considers to
be liable;
- prior to making a recommendation and subject to the
considerations of confidentiality, the Ombud shall, to
the extent considered appropriate, permit each of
the parties to comment on the information provided
to the CGSO by the other during the investigation or
facilitation stage;
- the subscriber and the complainant must advise the
Ombud in writing within 10 (TEN) business days from
receiving the recommendation whether they accept
the terms of recommendation or not;

- if the complainant rejects the recommendation
or fails to respond within the time limit set in 11.6.1.3,
the recommendation will fall away and the file may
be closed;
- if the matter is resolved as a result of both parties to the
dispute accepting the Ombud’s recommendation, the
CGSO may, at the request of a party to the dispute,
record the resolution of the dispute in the form of an
order in terms of Section 70 (3)(a) of the Act;
- if both parties accept the terms of recommendation,
they must comply with its provisions within the period of
time prescribed in the recommendations. If either party
fails to comply, the CGSO shall inform the parties of
further options available to them, including a referral to
the National Consumer Commission or Tribunal, and the
recording of the resolution of the dispute in the form of
an order and having made an order and having made
an order of court or the institution of legal proceedings,
both of the last two mentioned options are at the
parties’ own expense.
If a resolution is not agreed upon at this stage or if a
party fails to comply, the CGSO shall inform the parties
of the further options available to them, including a
referral to the National Consumer Commission and
the institution of legal proceedings at the parties’ own
expense, if so advised.

- neither a complainant nor a subscriber shall be bound
to accept a recommendation made by the Ombud,
but if a subscriber does not accept a recommendation
that has been accepted by a complainant, the
number of those cases and those details thereof that
the Ombud considers appropriate shall be published in
the CGSO’s annual report and by other means that the
Ombud considers appropriate;
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CGSO COMPLAINTS FORM
Record Information:

Contact Method:

Reference:

Status:

Agent:

Date:

Time:

VOICED:

Category:

Other:

Sub-Category:

Consumer Information
Title:
First Names:
Surname:
ID Number:
PO Box Address:

Physical Address:

Cellphone:
Landline:
Fax:
Email:
Previous Complaint:

Previous Reference:

Company Details
Supplier Company:
Company Not Listed:
Company Address:

Company Note
Landline:
Fax:
Email:
Details of Complaint:

Nature of Complaint:

Products Available for Inspection/Collection:

Details of steps to be taken to resolve complaint:

List of Documents relevant to complaint:

The outcome proposed for this complaint:

Record History:
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Since its inception in 2011, the complaints centre has been receiving an average of 450 calls monthly. The 121 Group
has
been
appointed
be the service provider and has been rendering excellent service.
January
2012
to Januaryto2013

Call Trend - Received Calls

121 Group
From left to right back: Eugene du Plessis; Rughshana Zoutenberg; Rudi du Toit
From left to right front: Colleen Jacobs; Grace Speelman
Below are the call trends:

Call Trend - Monthly Totals
January 2012 to January 2013
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Call Trend - Monthly Busiest Day
January 2012 to January 2013

Call Trend Per Hour
January 2012 to January 2013
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Contact Method

Contact Method

January 2012 to January 2013

January 2012 to January 2013

Member Complaints Per Month
January 2012 to January 2013

Member Complaints Per Month
January 2012 to January 2013
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Industry Call Status - All Entries
January 2012 to January 2013

Industry Call Status - All Entries
January 2012 to January 2013
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Industry Call Status - Members
January 2012 to January 2013

Industry Call Status - Members
January 2012 to January 2013
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Industry Call Status - Non-Members
January 2012 to January 2013

Industry Call Status - Non-Members
January 2012 to January 2013

45

9026 OMBUD REPORT V4.indd 45

2013/03/12 11:44 AM

scenarios

SCENARIOS
EXAMPLES OF QUERIES DEALT WITH
Customer opened an account to purchase goods and
it was approved. After two days, he went back to the
store to cancel the deal because his contract stated
his instalment would be R400, but according to the
advertisement, it was supposed to be R100. The sales
person refused to cancel the deal and told him that it is
a problem to deal with illiterate people. The goods were
never delivered to him but they are deducting money
from his account. Call Centre handled the case and
customer was refunded in full.
A consumer bought food for herself and her two
children. When she got home, she immediately noticed
her son had diarrhoea and he was vomiting. The very
same day, she took the leftover food back to the store.
The floor manager referred her to the branch manager,
who accused her of lying. She was refunded, but she
is not happy with the manner in which her complaint
was handled by the branch manager. The matter
was resolved at store level, the customer’s meal was
replaced and the store was very apologetic.
Customer is happy.
Customer opened an account and purchased goods.
Her mother went to the store at a later stage and added
other goods without her consent, under her account.
Customer has informed the store that she cannot afford
to pay the revised amount and advised the store that
she would like them to pick up the goods as she
never signed for the additional goods. Call Centre
handled the complaint and the matter was resolved
to her satisfaction.

Customer ordered a product via the internet.
The product was delivered, but was missing extras
that it was advertised with. When she queried
this, she was told that it was not included in the
package. Complaint was handled and the matter
was resolved to the customer’s satisfaction.
Customer bought goods that have been sent for repairs
several times. The goods were taken in again and the
customer has been to the store many times, but they do
not know where the goods are. Customer was replaced
with a new machine and he is happy.
Customer bought goods on Hire Purchase. She has been
paying her account regularly, but she was paying the
store directly. The Bank contacted her and informed
the customer that she needs to pay her account. This
caused confusion at the Bank as they had no record
of the monies paid directly to the store. The matter was
resolved and her balance was reduced.
The customer is happy.
A customer bought a product on HP and after fetching
it he noticed that the box was marked faulty. He took
it back to the store still in the same packaging without
being used. The product was sent away for repairs. In the
meantime, he stopped paying for it. He was then listed
on ITC. After contacting the store it was agreed that the
customer’s name will be cleared at the credit bureau.
The matter was resolved by the management of the
store and the customer was happy.

Customer bought goods, but after a few months lost his
job. He also had a loan that he had to service and could
not pay. He had since received a letter from the attorney
that he still has an outstanding balance. The customer
was advised and arrangements with the store to pay off
the outstanding balance were made.
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T E S T I M O N I A L S

TESTIMONIAL
OVERVIEW
Since the inception of the Consumer Protection Act (CPA)
in April 2011, the CGCSA has been inundated with calls
from consumers. These calls range from enquiries to
complaints about furniture, food & appliances,
amongst others. The CGCSA has set up a share-call
number to deal with these calls and has been tracking
them so that we can also conduct industry & consumer
awareness campaigns.

mechanism for the industry. The Voluntary Ombud office
will enable the Consumer Goods and Services industry to
have an efficient, reliable complaints-handling channel
that will serve as a mitigator for complaints from being
escalated to the National Consumer Commission, as well
as most importantly to ensure that consumers get speedy
resolution of their complaints.

We boast a 90% resolution rate of all calls received for
our industry and it is this success that prompted the
CGCSA to develop an alternate dispute resolution (ADR)

Agri Western Cape Building

t +27 21 860 1920

A Division of Pioneer Foods (Pty) Ltd

17 Textile Street

Sasko a division of

1st Floor, 11 Market Street

f +27 21 860 1930

t/a Sasko Bakeries.

Paarl 7645

Pioneer Foods (Pty) Ltd

Paarl 7646

w www.sasko.co.za

HEAD OFFICE

PO Box 24
Malmesbury 7299



 








f +27 21 872 7719
e info@pioneerfoods.co.za

Paarl 7620

w www.sasko.co.za

Republic of South Africa

Republic of South Africa



t +27 21 870 2600

PO Box 405

To whom it may concern

20 January 2012

121 Outsource Group offers exceptional and prompt feedback to all our Sasko Bakeries’
customers who have any queries regarding our product range. All the enquiries are
consistently resolved in an efficient and expedient manner, which truly attests to their motto
of being “The Outsource Specialists”. We are indeed delighted to be associated with a
company of such calibre!
Regards,
Tholoana Pheko







Pioneer Foods (PTY) LTD T/A Sasko Bakeries.
DIRECTORS: HE Blanckenberg, JA Louw

Division of Pioneer Foods (PTY) LTD • Reg. No. 1957/000634/07 .

Vat Reg No. 4610103865. Comp Reg. No. 1957/000634/07

DIRECTORS : WA Hanekom & LR Cronjé
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SIMBA (PROPRIETARY) LIMITED
Reg. No. 1995/003667/07

22 September 2011

24.01.2012

Rughshana Zoutenberg
121 Group
Ndabeni
Cape Town

Tydstroom has been working with 121 outsource for the last 18 months
and we are more than satisfied with the service we receive from the
friendly and efficient staff at 121.

Dear Rughshana
Subject:

121 Group

I would like to thank 121 for the great service to Simba. Your professionalism in managing consumer and
customer complaints is commendable, always ensuring close off of complaints and managing complaints
effectively to resolution. The ability to retain all information for critical complaints have aided Simba in dealing
with issues directly with clear line of sight into all communication made to the consumer, which has been very
helpful.
The concise and accurate reporting generated from 121 has been instrumental in detailing the actions within
our production facilities and indeed the greater business. The overall service of logging not only complaints but
also compliments and enquiries has provided great insight into the impact on consumers.

Nothing is ever too much to ask and they often go the extra mile in
satisfying the customer that phones in.
Tydstroom is kept up to date on a daily basis with reports of any
complaints that come through on our toll free line.
We receive a weekly and monthly report on any complaints submitted as
well as the outcome of each complaint.
I would recommend the service of 121 outsource for any company.
Regards
Carol Bacon.
Tydstroom Poultry
Sales Manager.

Thank you for your continuing hard work in meeting our requirements.

Yours Sincerely,
Nicolette Samson
National Quality Manager

André Greyvensteyn Avenue
P.O. Box 99, Isando, 1600, South Africa
Tel: +27 (0) 11 928-6000, Fax +27 (0) 11 974-3079
Directors:
Company Secretary:

A. Henderson (British), C. De Quintal, C. Godwin, D. Jessop (Australian), R. Mehmood (Pakistani), R. Robinson (American), R. Shah
M. Caldwell
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C O N TA C T D E TA I L S

Contact us
Office of Consumer Goods & Services Ombud
Johannesburg Head Office: Association House, Bond Street Office Park, cnr Bond and Kent, Randburg
Cape Town Satellite Office: 55 Morningside Road, Pinelands, Cape Town
Tel: 0860 000 272 (CPA)
Fax: 021 532 2095
Email: info@cgso.org.za
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