
Business Guide to honour refunds for Online Transactions 

With the levels of lockdown going down and the country opening economic activity, the NCC 

has noticed an increase in the number of complaints against suppliers who do not deliver 

according to the online contract sale agreement entered into with consumers. At the height 

of the COVID-19 pandemic, the country issued Regulations that limited consumer movement 

to manage the spread of the disease, resulting in most suppliers closing their physical business 

premises in compliance.  

This move resulted in online transactions increasing as people found options to buy goods 

and services due to the lockdown. Many suppliers had to find innovative ways to keep their 

businesses afloat by offering goods online using existing and mushrooming online platforms.  

When engaging with these platforms, consumers are expected to pay upfront for goods and 

services and are promised delivery within a certain period. In terms of Section 47 of the 

Consumer Protection Act 68 of 2008 (CPA), it is illegal for a supplier to accept payment for 

products or services if; 

➢ they do not intend to supply them; 

➢ they intend to supply materially different products or services; 

➢ they know or should have known, they would not be able to supply the products or 

services within the timeframe indicated or if no timeframe was provided, within a 

reasonable time.  

 

In most online transactions, consumers will purchase goods based on pictures and description 

given by the supplier, only to find that the goods do not meet the description given. In such 

cases a consumer may return goods to the supplier, and 

➢  receive a full refund of any consideration paid for those goods; or 

➢ in instances where the consumer receives goods that they have not had an 

opportunity to check and has not accepted delivery of such goods.   

 

 

 



What is expected from business regarding refunds for online services? 

➢ Terms and Conditions must be available in the platforms website, to allow consumers 

an opportunity to familiarise themselves before concluding the contract;  

➢ Contact details (emails, telephone numbers, business address etc.) must be valid and 

available. Consumer will be able to authenticate if the premises are actually legitimate 

and operational; 

➢ Suppliers must not make false or misleading claims as part of their marketing and 

promotional activities; 

➢ There must be proper disclosure of cost implications other than the cost price, like 

packing and postage costs so that consumers are not shocked by demand of such as a 

condition of delivery of the goods or services 

➢ Refund process must be clear in the event of cancelation or non-delivery of goods; 

➢ If a supplier has accepted payment of goods and services, they must supply those to 

the consumer by the date they have indicated or within a reasonable timeframe, (if 

no timeframe was specified); 

➢ Many suppliers are managing supply and delivery delays due to circumstances arising 

from the impact of COVID-19. In the current circumstances, a reasonable timeframe 

is likely to be longer than what is usual; 

➢ A supplier should provide consumers with information about whether the product 

they ordered is in stock, and an estimate of when they can expect to receive the goods;  

➢ Active and frequent communication can help businesses manage consumer 

expectations and reduce the need to divert resource into managing consumer 

complaints.  

If a supplier makes a commitment to supply goods and services on a specified date and time 

and fails due to capacity and insufficient stock to supply those goods and services, or similar 

or comparable or goods and services of a better quality, class or nature, the supplier must: 

➢ refund to the consumer the amount paid in respect of that commitment plus interest 

at the prescribed rate from the date on which the amount was paid until the date of 

reimbursement; and  

➢ compensate the consumer costs directly incidental to the supplier of contract. 



But the above provisions are not applicable if the non-supply of goods and services is due to 

circumstances beyond the suppliers control, and the supplier took reasonable steps to inform 

the consumer of the shortage of stock and lack of capacity as soon as it was practically 

possible to do so.  

How to contact the NCC? 

For Virtual or one on one Presentations, contact Ms Bulelwa Hewu at 012 428 7766 or send 

an email to b.hewu@thencc.org.za. 

For Advisory Opinion or Clarification send an email to advisory@thencc.org.za  with a synopsis 

of the required advice.   
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