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S T A T E M E N T
M I S S I O N

Effectively resolve disputes between members of the credit 

industry and credit receivers (consumers and businesses) with 

regard to credit and credit information matters.

Act as an educator of the public in matters pertaining to the 

credit industry.

At all times act honestly, independently and fairly; balancing 

the rights of all parties.

T H E  O F F I C E  O F  T H E 
C R E D I T  O M B U D  W I L L

V A L U E S
We will act in the best interests of all parties, taking both 

sides into consideration and considering the merits of each 

case carefully.

F A I R

We will not take sides and will remain impartial at all times. 

No individual or organisation will be in a position to unduly 

influence us.

I N D E P E N D E N T

We will deal openly with any issue brought before us, asking 

the relevant questions and communicating clearly and 

transparently.

H O N E S T
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V A L U E S  O F  T H E  O F F I C E  O F  T H E  C R E D I T  O M B U D 	 2
M E S S A G E  F R O M  T H E  C H A I R P E R S O N 
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O U R  S T A F F 	 9
O P E R A T I O N A L  R E P O R T  F R O M  T H E  I N T E R I M  O M B U D 
 –  H O W A R D  G A B R I E L S 	 1 0
P E R F O R M A N C E  -  S T A T I S T I C S 	 1 2
C A S E  M A N A G E M E N T  R E P O R T 	 2 4
C A L L  C E N T R E  R E P O R T  	 2 6



T H E  P A S T  Y E A R  –  2 0 1 9  –  M A Y  H A V E  B E E N  
T H E  T O U G H E S T  Y E A R  Y E T  I N  T H E  H I S T O R Y  O F 
T H E  C R E D I T  O M B U D  A S S O C I A T I O N ,  W I T H  T H E 
B A N K S  H A V I N G  D E C I D E D  T O  C O N S O L I D A T E 
T H E I R  C U S T O M E R  C O M P L A I N T S  P R O C E S S  
U N D E R  T H E  O M B U D  F O R  B A N K I N G  S E R V I C E S .  
I  A M  H O W E V E R  H A P P Y  T O  R E P O R T  T H A T ,  A F T E R 
E X T E N S I V E  C O N S U L T A T I O N S  W I T H  B A S A  A N D 
T H E  B A N K S ,  T H I S  T R A N S I T I O N  W A S  C O M P L E T E D 
I N  A  S M O O T H  A N D  S E E M L Y  M A N N E R . 

C H A I RC H A I R
P E R S O NP E R S O N

M E S S A G EM E S S A G E
F R O M  T H EF R O M  T H E
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Despite all these developments, the Credit Ombud 
continued to deliver quality services to the many 
thousands of consumers who called our office for 
assistance. I am proud to report that over the year we 
received some 37 269 calls in our call centre, of which 
29 510 were complaints and general enquiries. Our 
case managers closed 4 937 disputes at an average 
cost of R3 250.52 per dispute. The amount of money 
saved for consumers was R6.95 million, with 57.5% of 
disputes being settled in favour of consumers. 

At the core of its mandate, the Credit Ombud is 
required to contribute to the financial wellbeing of 
consumers through a dedicated education programme. 
Over the course of the year we conducted 122 
workshops and 51 Double Impact workshops. We 
have been active on all media platforms to spread the 
message to consumers far and wide. 

The year ahead will no doubt be a challenging time for 
the Credit Ombud. I continue to have full confidence 
that our management team, staff and the leadership 
of the Council will be able to rise to these challenges 
and lay a solid service delivery foundation for both 
customers and credit providers. 

In conclusion, I confirm that the Credit Ombud 
complies with all statutory and regulatory obligations, 
including section 10(1)(b)(ii) of the Financial Services 
Ombud Schemes (FSOS) Act, 2004. I also confirm 
that the Council, in accordance with our constitution, 
ensures our compliance with all statutory requirements 
through its monitoring of all our activities. 

The departure of the banks as members of the Credit 
Ombud Association forced us to completely rethink 
the role and operations of the Credit Ombud. In 
consequence, the Council had to take the difficult 
decision to retrench 10 staff members. This process 
was concluded at the end of October 2019. I want to 
express my gratitude to the management team and 
the affected staff members for the mature way the 
negotiations were concluded. 

In addition, we took the decision to change the 
constitution of the Council and reduce its membership 
to seven, comprising four independent members 
and three industry representatives. I want to use this 
opportunity to firstly thank the members who resigned 
as Council members after long and dedicated service 
to the organisation; your contribution is valued. Also, 
thank you to the members who remained on the 
Council to carry the baton as we enter a new phase  
in our history.

Undoubtedly the lowest point of the year was having 
to terminate the employment relationship with the 
previous Credit Ombud and lay charges after an 
internal investigation found evidence of financial 
misconduct. The Council appointed Mr. Howard 
Gabriels as the Interim Credit Ombud. I want to 
express my gratitude to Howard for the calm manner 
he managed to stabilise the office and ensure that our 
operations continued smoothly despite the disruption.  
I also want to thank Mr. Liaquat (Lee) Soobrathi and 
Mrs. Avitha Nofal for the way they managed the office 
during this transition.  

Throughout this period, we have had regular 
engagements with the relevant regulatory authorities 
– specifically the National Treasury and the Financial 
Sector Conduct Authority – to appraise them of the 
developments in our organisation. We have been 
advised that the implementation of Chapter 14 
of the Financial Sector Regulation Act, which was 
promulgated in 2017, has been postponed to June 
2020. Chapter 14 provides for the establishment of the 
Ombud Council which will regulate the functioning of 
both the statutory and voluntary ombud schemes in 
the country.



T H E  C R E D I T  O M B U D  I S  A N  “ O M B U D  W I T H 
J U R I S D I C T I O N ”  I N  T E R M S  O F  T H E  F I N A N C I A L 
S E R V I C E S  O M B U D  S C H E M E S  A C T  3 7  O F  2 0 0 4 . 
I T  I S  C U R R E N T L Y  A  N O N - S T A T U T O R Y  O M B U D 
S C H E M E ,  C R E A T E D  B Y  T H E  C R E D I T  I N D U S T R Y 
T O  R E S O L V E  D I S P U T E S  B E T W E E N  C R E D I T 
B U R E A U X  A N D / O R  C R E D I T  P R O V I D E R S  A N D 
C O N S U M E R S  R E L A T I N G  T O  C R E D I T  I N F O R M A T I O N 
A N D  N O N - B A N K  C R E D I T  D I S P U T E S .  T H E  O F F I C E 
I S  A L S O  M A N D A T E D  T O  E D U C A T E  T H E  P U B L I C 
I N  M A T T E R S  P E R T A I N I N G  T O  C R E D I T  A N D  T H E 
C R E D I T  I N D U S T R Y .

R E P O R TR E P O R T
C O R P O R A T EC O R P O R A T E

G O V E R N A N C EG O V E R N A N C E
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R O L E  A N D  R E S P O N S I B I L I T I E S
The Credit Ombud Council independently guides 
the strategic decision-making process of the office 
by ensuring adherence with the constitution of the 
Credit Ombud and its Terms of Reference, with the 
King Reports, the Companies Act and other relevant 
legislation and regulations as guidelines. The Council 
establishes the context within which there is delegation 
of authority to the management of the Credit Ombud.

C O M P O S I T I O N
The Council is made up in terms of the Credit Ombud 
constitution and provides for representation of the 
credit industry and consumer bodies, plus independent 
members. The Council is chaired by an independent 
member, Tefo Raditapole, with Thandiwe Zulu of the 
Black Sash (representing consumer bodies) serving as 
the Deputy Chairperson. 

The current Council members are :
•	 Tefo Raditapole (Chairperson) 

Independent
•	 Thandiwe Zulu (Deputy Chairperson) 

Black Sash 
•	 Marie van der Merwe 

South African National Consumer Union 
•	 Arthur Hlubi 

Large Non Bank Lenders Asssociation 
•	 Jeannine Naude-Viljoen 

Credit Bureaux Association 
•	 Mike Brooks 

Consumer Goods Council of South Africa 
•	 Thuli Zungu 

Independent

Due to efficiency and cost-savings initiatives, the 
Credit Ombud Council decided to reduce the number 
of its members to seven. This was achieved through 
the retirement of the longest-serving members of the 
Council at the end of 2019, namely: 
•	 Laura Kganyago 

Women’s National Coalition 
•	 Darrell Beghin 

SA Credit & Risk Reporting Association 
•	 Hennie Ferreira 

Micro Finance South Africa 
•	 Siva Naidoo 

Independent
•	 Patricia McCracken 

Independent
•	 Hassan Lorgat 

Independent

In addition, Harry Greene of the Banking Association 
of South Africa (BASA) retired in September 2019, 
when (BASA) withdrew the banks’ membership of the 
Credit Ombud.

M E E T I N G S
Frequency, Quorum And Attendance

The Council holds quarterly meetings to fulfill its duties 
pursuant to the constitution. Comprehensive reports 
on activities, finances and statistics are presented to 
the Council for deliberation. A total of seven Council 
meetings were held during 2019. The increased 
number of Council meetings was due to the discovery 
of certain accounting irregularities relating to loans 
granted to the erstwhile Ombud and to proactively 
secure resilience within the office and to reaffirm our 
value proposition to our stakeholders. 

The following table sets out the number of meetings 
attended by Council members.

COUNCIL MEMBERS MEETINGS 
ATTENDED

Tefo Raditapole (Chairperson) 7

Thandiwe Zulu (Deputy Chairperson) 7

Marie van der Merwe 7

Laura Kganyago 7

Arthur Hlubi 5

Jeannine Naude-Viljoen 6

Harry Greene 3 out of 4*

Mike Brooks 7

Darrell Beghin 7

Hennie Ferreira 6

Thuli Zungu 7

Siva Naidoo 4

Patricia McCracken 7

Hassan Lorgat 0**

* Cas Coovadia (BASA) attended 1 out of 4 meetings
** Hassan Lorgat was on sabbatical for the year

The Council has appointed the Finance, Audit and Risk 
Committee, the HR & Remuneration Committee and 
the Corporate Governance and Compliance Committee 
to attend to delegated tasks and to oversee specific 
areas of responsibility. 



C O U N C I L  S E C R E T A R I A T  &  H E A D :  C A L L  C E N T R E
A V I T H A  N O F A L

COMMITTEE MEMBERS MEETINGS 
ATTENDED 

Arthur Hlubi (Chairperson) 4

Laura Kganyago 4

Jeannine Naude-Viljoen 3

Harry Greene 3 out of 3*

Mike Brooks 4

Hennie Ferreira 0

Thuli Zungu 4

*Harry Greene (BASA) resigned from the Credit Ombud

HR & Remuneration Committee (REMCO)

REMCO held five meetings. It has five members 
and is chaired by Tefo Raditapole. The Committee 
recommended the appointment of an interim Ombud, 
as a result of the erstwhile Ombud having resigned, 
and the retrenchment of 10 employees. 

COMMITTEE MEMBERS MEETINGS 
ATTENDED 

Tefo Raditapole (Chairperson) 5

Thandiwe Zulu (Deputy Chairperson) 5

Marie van der Merwe 5

Laura Kganyago 5

Mike Brooks 5

Corporate Governance & Compliance 
Committee (CORPGOV)

CORPGOV held five meetings. It has six members and 
is chaired by Tefo Raditapole. The Committee proposed 
that the Credit Ombud constitution and Terms of 
Reference be incorporated into one document. The 
constitution was to provide for the recomposition of the 
Council and the assimilation of the constitution and the 
Terms of Reference. 

The following table sets out the number of meetings 
attended by the members of each Committee.

The past year has been a challenging time as we had 
to announce that the previous Ombud had been placed 
under precautionary suspension and had subsequently 
resigned. Deyzel Odendaal and Partners were 
appointed to conduct a forensic audit into accounting 
anomalies emanating from the previous Ombud’s 
conduct. The appointment of an interim Ombud was 
approved for a period of six months by the Council to 
stabilise the Credit Ombud in respect of operations and 
to drive a future strategy for the office by creating a 
suitable funding model for member contributions.

COMMITTEE MEMBERS MEETINGS 
ATTENDED 

Tefo Raditapole (Chairperson) 5

Jeannine Naude-Viljoen 5

Hennie Ferreira 1

Siva Naidoo 4

Patricia McCracken 5

Hassan Lorgat 0

Finance, Audit & Risk Committee (FINCO)

FINCO has seven members and is chaired by Arthur 
Hlubi. The Committee held four scheduled meetings 
during the year. The Committee recommended the 
appointment of a new firm of auditors to commence 
work in the new year (i.e. 2020) to conduct full audits 
on the Credit Ombud’s financials and to conduct a 
forensic audit. 

The 2019 Annual Financial Statements were audited 
by Deyzel Odendaal and Partners. The financial 
statements were prepared in accordance with the Credit 
Ombud constitution and in line with the Companies 
Act. The annual financial statements present fairly, 
in all material respects, the financial position of the 
Credit Ombud. Considering the decision by Council to 
no longer investigate non-member disputes and the 
withdrawal of the banks, the Committee was further 
delegated to research and submit a ‘fit for purpose’ 
funding model that would be amenable to all members. 

The following table sets out the number of meetings 
attended by the Committee members.

The following table sets out the number of meetings 
attended by the Committee members.
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S T A F FS T A F F
O U RO U R

I N T E R I M  C R E D I T  O M B U D
H O W A R D  G A B R I E L S

C A S E  M A N A G E R
A N T H O N Y  K G A F E

P A  T O  T H E  C R E D I T  O M B U D S M A N
K A B E L O  T E M E

C A L L  C E N T R E  A G E N T
L U C Y  M O K H W E B A

H E A D :  C A S E  M A N A G E M E N T  /  D I S P U T E  R E S O L U T I O N
L I A Q U A T  L E E  S O O B R A T H I

C A S E  M A N A G E R
B E R N A D I N E  N A I D O O

S W I T C H B O A R D  O P E R A T O R
J A C O B  S E F U R E

C A L L  C E N T R E  A G E N T
F U N D I S W A  G W A N T S H U

L E G A L  A D V I S O R
S A D H I A  K H A N

C O U N C I L  S E C R E T A R I A T  &  H E A D :  C A L L  C E N T R E
A V I T H A  N O F A L

C A L L  C E N T R E  I N B O U N D  A D M I N I S T R A T O R
D A I S Y  G U N T E R T

O F F I C E  A S S I S T A N T
E S T H E R  B A L O Y I



I N T E R I MI N T E R I M
C R E D I T  O M B U DC R E D I T  O M B U D

R E P O R TR E P O R T
F R O M  T H EF R O M  T H E

I T  I S  M Y  P R I V I L E G E  T O  P R E S E N T  T H I S  R E P O R T 
O N  T H E  A C T I V I T I E S  F O R  T H E  F I N A N C I A L  Y E A R 
E N D I N G  3 1  D E C E M B E R  2 0 1 9 .  I  W A S  A P P O I N T E D 
A S  T H E  I N T E R I M  C R E D I T  O M B U D  W I T H  E F F E C T 
F R O M  1  N O V E M B E R  2 0 1 9  A N D  T H I S  R E P O R T 
T H E R E F O R E  C O V E R S  I N  L A R G E  P A R T  W O R K 
C A R R I E D  O U T  B Y  T H E  C R E D I T  O M B U D  T H A T  I  W A S 
N O T  P E R S O N A L L Y  A  P A R T  O F .  A T  T H E  O U T S E T  I 
W A N T  T O  T H A N K  M R .  L I A Q U A T  ( L E E )  S O O B R A T H I 
( H E A D :  C A S E  M A N A G E M E N T )  A N D  M R S .  A V I T H A 
N O F A L  ( C O U N C I L  S E C R E T A R I A T  A N D  H E A D :  C A L L 
C E N T R E )  F O R  T H E  P R U D E N T  M A N N E R  I N  W H I C H 
T H E Y  H A V E  S U P P O R T E D  M E  I N  M A N A G I N G  T H E 
A F F A I R S  O F  T H E  C R E D I T  O M B U D  D U R I N G  W H A T 
W A S  A  V E R Y  C H A L L E N G I N G  P E R I O D .



C
R

E
D

IT
 O

M
B

U
D

 A
N

N
U

A
L

 R
E

P
O

R
T

 2
0

19
 i P

A
G

E
 11

Sector Conduct Authority (FSCA) and the National 
Credit Regulator (NCR). We have been advised that 
the provisions of Chapter 14 of the Financial Sector 
Regulation Act (2017) will take effect in June 2020. 
This will provide for the establishment of an Ombud 
Council which will regulate all financial sector ombud 
organisations, and will also stipulate that all registered 
credit providers must belong to an ombud scheme.

The Credit Ombud is a member of the International 
Network of Financial Ombudsman Schemes (INFO 
Network). The INFO Network is an international 
association of financial services ombudsmen. The 
highlight of the INFO Network’s annual calendar 
is the INFO conference, which South Africa was 
privileged to host in September/October 2019. Some 
of our employees attended the conference, where 
they benefitted from informative presentations 
and breakout sessions chaired by external experts 
discussing significant topics. It was an excellent 
networking opportunity which confirmed that different 
international ombud offices experience many of the 
same issues. Learning how these are dealt with around 
the world was especially informative. 

Throughout 2019, we continued to build our 
relationships with our members through regular visits 
and meetings. We also engaged with the different 
associations such as Micro Finance South Africa, the 
National Clothing Retail Federation, Large Non-Bank 
Lenders, the Furniture Traders Association and the 
Banking Association of South Africa (BASA).  

We continue to be an active member of the 
Ombudsman Association of South Africa. This is an 
important platform for the various ombud schemes to 
coordinate their responses to changes in the regulatory 
environment and to share experiences and learnings 
that will allow all members to grow.

Finally, I want to thank the staff of the Credit Ombud 
for the consistent dedication and professionalism they 
display when dealing with both consumers and credit 
providers. This past year has been particularly difficult 
for staff due to the need to carry out retrenchments. In 
the short period that I have been here as Interim Credit 
Ombud, members have consistently praised our staff 
for the insightful and empathetic way they deal with 
disputes. 

It would be remiss of me to not also thank the 
members of the Council for their guidance and  
support throughout this year. 

I N T E R I M  C R E D I T  O M B U D
H O W A R D  G A B R I E L S

The main purpose of the Credit Ombud is to provide 
a safe haven in which consumers and credit providers 
can resolve their disputes. To fulfill this role, both 
consumers of credit and providers of credit must 
trust that the Credit Ombud is impartial, independent, 
fair and honest. Over the years, we have built a team 
of professionals that deal with complaints from 
consumers in a fair and understanding way, thereby 
earning the respect of both consumers and credit 
providers.

Our services to the consumer are provided free of 
charge. We have made it easier and simpler for the 
consumer to contact us either through our call centre, 
by email, or by completing the form on our website. 
Recently, we also introduced a free SMS service.  
Consumers can send an SMS to the office to alert us 
to call them back and take down the details of their 
complaint or provide them with general advice relating 
to their queries. 

It is a globally accepted principle that governments, 
financial businesses and consumers benefit when 
consumers have confidence in the financial markets. 
One of the key factors in increasing consumer 
confidence is to provide accessible and user-friendly 
arrangements to resolve disputes that may arise 
between consumers and credit providers. 

Consumer education is a vital part of our mandate. 
We believe that one of the major contributions we can 
make to the credit industry is to increase consumer 
awareness of not only their rights, but also their 
responsibilities. 

We have worked closely with various consumer bodies 
to ensure that we reach as many consumers as 
possible. During 2019, we conducted 122 workshops 
and 51 Double Impact workshops for our members. 
Our public relations campaign saw us regularly 
contribute to TV and radio programmes and print 
media articles. 

Over the year we secured more than R66 million of 
media space as measured by the Advertising Value 
Equivalent (AVE) calculations. More importantly, 
every time a consumer calls our office, a process of 
education begins. Each call is an opportunity to help a 
specific consumer understand their rights, obligations 
and responsibilities. Over the past year, we held more 
than 37 000 such telephone sessions. 

On the regulatory front, we have had regular 
engagements with the National Treasury, the Financial 



COMPL AINT S AND ENQUIRIES CALL CENTRE CALLS RECEIVED
2018: 26 065                                     2019: 29 510 2018: 45 198                                     2019: 37 269

(13.22% Increase) (17.54% Decrease)

DISPUTES OPENED DISPUTES CLOSED
2018: 5 112                                         2019: 4 439 2018: 5 447                                         2019: 4 937

(13.17% Decrease) (9.36% Decrease)

AVER AGE TIME TO  
RESOLVE DISPUTES

AMOUNT OF MONE Y  
SAVED FOR CONSUMERS

2018: 49.9 days                                2019: 43 days 2018: R8 365 141.84            2019: R6 949 865.90

(14.0% Decrease) (16.92% Decrease)

MEDIA ADVERTISING 
VALUE EQUIVALENT ( AVE)
2018: R42 259 719.19        2019: R66 530 969.78

(57.43% Increase)

COS T PER DISPUTE CLOSED TOTAL E XPENSES FOR THE YE AR
2019: R3 250.52 2019: R16 047 825.00

WORKSHOPS CONDUCTED CONSUMER
Workshops:        2018: 128                     2019: 122 Satisfaction Survey:   2018: 87%          2019: 80%

DI Workshops:    2018: 50                       2019: 51 Referral Survey:         2018: 88%          2019: 83%

PERCENTAGE OF DISPUTES RESOLVED 
IN FAVOUR OF CONSUMERS
2018: 61.42%                                     2019: 57.5%

(6.38% Decrease)

       K E Y
F I G U R E S

A T  A  G L A N C E



C R E D I TC R E D I T
O M B U DO M B U D

S T A T I S T I C SS T A T I S T I C S
O F  T H EO F  T H E
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C O M P L A I N T S  &  E N Q U I R I E S

G E N E R A L  E N Q U I R I E S

H O W D I D  C O N S U M E R S  H E A R  A B O U T U S ?
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ATTORNEY/SCORPION/CLIENTELE/LEGAL WISE   0,8%

OMBUD INBOX   9,9%

OTHER   0,9%
CIO WEBSITE   0,9%

REPEAT CONSUMER   1,4%

WORD OF MOUTH   14,4%

CREDIT BUREAU   4,0%

CREDIT GRANTOR   2,9%

NCR   0,5%

INTERNET/GOOGLE   42,9%
MEDIA (RADIO/TELEVISION/NEWSPAPER/MAGAZINE)   21,5%
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D I S P U T E S

H O W D I D  C O N S U M E R S  H E A R  A B O U T U S ?

T Y P E S

G E N E R A L E N Q U I R I E S 

WORD OF MOUTH   11,9%

ATTORNEY/SCORPION/CLIENTELE/LEGAL WISE   5,1%

OTHER (INCLUDING MALL)   3,6%

OUTREACH (WORKSHOPS AND EDUCATIONAL TALKS)   1,1%
SOCIAL MEDIA (FACEBOOK AND TWITTER)   0,9%

OTHER BODIES (INCLUDING NDMA AND SAFPS)   1,2%

CREDIT BUREAU   18,9%

OTHER OMBUDS (ALL LISTED OMBUDS)   3,5%
REPEAT CONSUMER   0,9%

OMBUD INBOX   7,4%

NCR   2,9%

INTERNET/GOOGLE   31,0%

CREDIT GRANTOR   2,9%

MEDIA (RADIO/TELEVISION/NEWSPAPER/MAGAZINE/NEWSPAPER)   8,9%

COMPLAINT AGAINST CREDIT BUREAU   1%

COMPLAINT AGAINST DEBT COUNSELLOR   3%

ENQUIRY   13%

COMPLAINT AGAINST CREDIT GRANTOR   39%

CREDIT APPLICATION DECLINED   1%
PRESCRIPTION   2%

PAYMENT PROFILE COMPLAINT   1%
ADMINISTRATION ORDER   1%

OTHER COMPLAINT   3%

DEBT COUNSELLING COMPLAINT   10%

JUDGEMENT LISTING   2%

DEFAULT LISTING   14%

CONSUMER REQUESTING CREDIT PROFILE   8%
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D I S P U T E S  C L O S E D  –  N O N - B A N K C R E D I T

C L O S E D  BY J U R I S D I C T I O N  –  A L L D E PA R T M E N T S
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OUTSIDE JURISDICTION   12,9%

PRESCRIPTION OF DEBT   4,6%

CREDIT INFORMATION REFERRED TO BANKING OMBUD   1,8%
NON-MEMBER DISPUTE REF TO NCR   3,3%

CONTRACTUAL DISPUTES   2,8%
CREDIT INSURANCE SEC 106   0,6%

CONSUMER COMPLAINT NOT UPHELD/ INVALID   32,9%

GARNISHEE ORDERS   0,7%

FRAUD CASES   3,7%

INACCURATE CREDIT INFORMATION SUPPLIED   0,7%

SERVICE DISPUTES   4,3%

OUTDATED CREDIT INFORMATION   3,4%

STATEMENTS OF ACCOUNT   12,9%

INSUFFICIENT/INCOMPLETE CREDIT INFORMATION   9,9%

CONSUMER WITHDREW COMPLAINT / NOT CONTACTABLE   5,4%



C L O S E D  BY J U R I S D I C T I O N  –  C R E D I T  I N F O R M AT I O N

C L O S E D  BY J U R I S D I C T I O N  –  N O N - B A N K C R E D I T

CREDIT INFORMATION REFERRED TO BANKING OMBUD   5%

AMNESTY REG / NCA AMENDMENTS   1% 
NON-MEMBER DISPUTE REF TO NCR   4%

CONSUMER COMPLAINT NOT UPHELD/INVALID   35%

PRESCRIPTION OF DEBT   8%

CONSUMER WAS NOT NOTIFIED OF ADVERSE LISTING   1%
DOUBLE LISTING   1%

FRAUD CASES   4%

CONSUMER WITHDREW COMPLAINT / NOT CONTACTABLE   6%

INACCURATE CREDIT INFORMATION SUPPLIED    2%

OUTDATED CREDIT INFORMATION   8%

INSUFFICIENT/INCOMPLETE CREDIT INFORMATION   26%

NON-MEMBER DISPUTE REF TO NCR   3%  

PRESCRIPTION OF DEBT   2%

CONTRACTUAL DISPUTES   5%

CREDIT INSURANCE SEC 106   1%

OUTSIDE JURISDICTION   21%

GARNISHEE ORDERS   1%

SERVICE DISPUTES   6%

CONSUMER WITHDREW COMPLAINT / NOT CONTACTABLE   5%

STATEMENTS OF ACCOUNT   21% CONSUMER COMPLAINT NOT UPHELD   31%

FRAUD CASES   4%
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M A N N E R  O F  F I N A L I S AT I O N

NON-BANK CREDIT DEPT: CURRENT YEAR
1. INTERVENTION  1 331 49%

2. FACILITATION  1 409 51%

3. MEDIATION  -   0%

4. RECOMMENDATION  -   0%

5. RULING  -   0%

TOTAL  2 740 100%

INTERVENTION   50%

INTERVENTION   51%

INTERVENTION   49%

FACILITATION   50%

FACILITATION   49%

FACILITATION   51%

ALL DEPARTMENTS: CURRENT YEAR
1. INTERVENTION  2 459 50%

2. FACILITATION  2 478 50%

3. MEDIATION  -  0%

4. RECOMMENDATION  -  0%

5. RULING  -  0%

TOTAL  4 937 100%

CREDIT INFO DEPT: CURRENT YEAR
1. INTERVENTION  1 128 51%

2. FACILITATION  1 069 49%

3. MEDIATION  -   0%

4. RECOMMENDATION  -   0%

5. RULING  -   0%

TOTAL  2 197 100%



D I S P U T E S  BY P R O V I N C E

NORTHERN CAPE   1%

MPUMALANGA   4%

LIMPOPO   3%

NORTH WEST PROVINCE   4%

GAUTENG   47%

FREE STATE   4%

EASTERN CAPE   9%

KWAZULU-NATAL   11%

WESTERN CAPE   18%
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M O N T H LY C O N S U M E R  S AT I S FA C T I O N  S U R V E Y:  T R E N D S
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C O N S U M E R  S AT I S FA C T I O N  R E F E R R A L S U R V E Y
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   W H E N  Y O U 
K N O W  B E T T E R …
   Y O U 
D O  B E T T E R

M A Y A  A N G E L O U



T H E  O F F I C E  O F  T H E  C R E D I T  O M B U D 
A S S O C I A T I O N  E N D U R E D  M A J O R  C H A N G E 
A N D  C H A L L E N G E S  I N  2 0 1 9  B Y  D R A W I N G 
O N  I T S  R E S E R V E S  O F  A G I L I T Y  A N D 
A D A P T A B I L I T Y .  A M I D  T H E S E  C H A L L E N G E S , 
I  B E L I E V E  T H A T  G R E A T  L E S S O N S  H A V E 
B E E N  L E A R N T  -  L E S S O N S  W H I C H  W I L L 
S T A N D  T H E  O F F I C E  I N  G O O D  S T E A D  I N 
T H E  F U T U R E .

R E P O R T
C A S EC A S E

M A N A G E M E N TM A N A G E M E N T
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The current global pandemic has brought the need for 
further change and will challenge the way we think, act 
and execute our various roles and functions. From a 
regulatory standpoint, there is much to be considered - 
if ever there was a time for the credit industry to come 
together, that time is now. 

The office was established to assist the credit industry 
in dispute resolution, and in so doing, we undertake to 
act honestly, independently and fairly, and to balance 
the rights of stakeholders. Consumers often approach 
the office in a state of panic or frustration, requiring 
us to manage these emotions in a way that leaves a 
lasting impression of trustworthiness, regardless of the 
outcome. I believe this to be one of our most important 
attributes. 

I would like to thank our skilled team for their 
dedication, commitment and hard work in assisting 
the office in exercising its function. Your efforts do not 
go unnoticed, and I am grateful to each of you. I would 
also like to extend my appreciation and thanks to all 
stakeholders for their valuable support in assisting the 
office to fulfil its mandate. We look forward to the year 
ahead and remain positive about the service we offer 
to the credit industry, credit consumers and society at 
large. 

Having closed 4 937 disputes in 2019, the office has 
assisted with a plethora of issues over the past year, 
some of which are illustrated in the case studies below, 
and include:

•	 Credit information disputes;
•	 Cost of credit;
•	 Prescription of debt;
•	 Fraud;
•	 Credit insurance;
•	 Collections cost; and
•	 Interest charges.

H E A D :  C A S E  M A N A G E M E N T  /  D I S P U T E  R E S O L U T I O N
L E E  S O O B R A T H I

C A S E  S T U D I E S

A |	� Credit Information –  
notice prior to default listing

The complainant approached the office claiming that 
the credit provider did not provide the requisite notice 
prior to listing a default under her credit profile at 
the credit bureaux. The investigation revealed that 
the notice provided was defective and warranted the 
removal of the default listing.

B |	� Credit information dispute –  
prescription of debt

The complainant logged a dispute claiming prescription 
on a loan account reflecting under his credit profile. 
The credit agreement was sold to a third party which 
continued with collection on the outstanding balance. 
Upon investigation, prescription was confirmed, and 
the account closed. This resulted in a write-off in the 
amount of R 6 630.47

C |	� Interest – section 103(5) of the  
National Credit Act 34 of 2005

The complainant disputed the outstanding balance on 
the account claiming that the credit provider had been 
overcharging on interest and fees. Upon investigation 
it was found that the interest charged was in breach 
of S103(5) of the National Credit Act 34 of 2005. The 
account was adjusted accordingly, resulting in a refund 
to the value of R 1 686.62 

D |	� Credit insurance

The complainant’s claim for retrenchment cover under 
his credit agreement was short paid. The complaint 
was resolved in favour of the consumer by having 
the full claim paid out, which resulted in a further 
allocation of R 12 579.21.

E |	� Fraud

The complainant disputed purchases made on 
the account with the credit provider, claiming that 
these purchases were fraudulent transactions. Upon 
investigation fraud was confirmed, and transactions  
to the value of R 20 983.62 were reversed.

F |	� Cancellation of credit agreement

The complainant terminated her credit agreement 
with the credit provider. The account continued to 
reflect as due and payable on her credit profile at the 
credit bureaux, which prevented her from successfully 
applying for further credit with other credit providers. 
The investigation revealed that the account was in 
fact cancelled and the relevant credit bureaux were 
requested to update their records accordingly. 



R E P O R T
C A L LC A L L

C E N T R EC E N T R E

T H E  C A L L  C E N T R E  A T  T H E  C R E D I T  O M B U D 
E X I S T S  T O  P R O M P T L Y  A N S W E R  C A L L S  W H I L E 
E N S U R I N G  T H A T  A C C U R A T E  I N F O R M A T I O N 
I S  C O N V E Y E D  I N  A D D R E S S I N G  C O N S U M E R S ’ 
C O N C E R N S  A N D  Q U E R I E S .  O U R  A I M  I S  T O 
P R O V I D E  A  M O R E  T H A N  S A T I S F A C T O R Y  I N I T I A L 
C O N T A C T  W I T H  O U R  C A L L E R S  T H R O U G H 
S K I L L E D ,  E M P A T H E T I C  A N D  E F F I C I E N T 
I N T E R A C T I O N S .  O U R  C A L L  C E N T R E  A G E N T S 
A S P I R E  T O  B E  A  C O M P A S S I O N A T E  P O I N T 
O F  C O N T A C T  F O R  C O N S U M E R S  A N D  O T H E R 
S T A K E H O L D E R S  W I T H I N  T H E  C R E D I T  A N D  R I S K 
R E P O R T I N G  I N D U S T R Y .
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C O U N C I L  S E C R E T A R I A T  &  H E A D :  C A L L  C E N T R E
A V I T H A  N O F A L

Our call centre remains focused on its contribution 
to achieving the overall mandate of the Credit 
Ombud: that is, ensuring that the office provides an 
independent, impartial, timeous and efficient dispute 
resolution process that is free to consumers whose 
attempts at resolving disputes directly with credit/
service providers have been unsuccessful.   

General enquiries and disputes received at the Credit 
Ombud call centre come from our ‘Ombud Inbox’, 
SMSs, telephone calls, faxes, by post and from walk-
in complainants. During the year under review, the 
call centre continued to receive calls and enquiries in 
respect of credit and other industries from members  
of the public.  

A total of 37 269 calls were received, which 
represented a 17% decrease on the previous year. 
This may be accounted for by the decision taken by 
the Credit Ombud Council in July 2019 to no longer 
accept non-member disputes. In addition, the Banking 
Association of South Africa (BASA), after having 
considered that regulators wanted a single point of 
entry for ombud services, concluded that its members 
were not required to belong to both the Credit Ombud 
and the Banking Ombud.  

BASA decided that it would be more practical for 
the Banking Ombud to deal with all bank disputes 
and terminated the banks’ membership of the Credit 
Ombud with effect from 1 October 2019. Consumers 
wishing to file complaints against non-members 
or banks relating to credit information and credit 
agreements are now referred to the National Credit 
Regulator (NCR) and the Ombudsman for Banking 
Services (OBS) respectively.  

Statistics for referrals to the NCR and the OBS are 
tracked. Of the 37 269 calls received, 29 510 related 
to general enquiries. The balance of the calls related 
to queries on existing disputes and administrative 
matters.

With Chapter 14 of the Financial Sector Regulation 
Act 2017 due to come into effect on 1 June 2020, and 
making it compulsory for all financial service providers 
to belong to an ombud scheme, we anticipate an 
increase in the number of calls and enquiries to our call 
centre from the second half of 2020.

In determining the source of the general enquiries and 
disputes logged, approximately 35% of consumers 
contacting the Credit Ombud call centre confirmed that 
they heard about the office through the internet.   

The main categories of general enquiry received at the 
call centre were complaints from consumers whose 
matters were not upheld by credit/service providers, 
default listings at credit bureaux, debt counselling 
queries and enquiries about how and when the Credit 
Ombud could assist consumers in matters relating to 
the credit industry. 



C R E D I T  O M B U D 
 

Tel: +27 (0)11 781 6431  
Fax: +27 (0)11 388 2445 

Email: ombud@creditombud.org.za

First Floor, Silver Fern Building 
Fernridge Office Park 

5 Hunter Street 
Ferndale, Randburg 2194

PO Box 805 
Pinegowrie 2123 

 
www.creditombud.org.za 

Centralised Helpline: 0861 66 28 37


