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FROM THE EDITORIAL TEAM

Welcome to our latest issue. One of 
the tenets of consumer protection 
is disclosure and information. 
There are a plethora of goods and 
services in the market. A consumer 
is consistently faced with the need to 
make a decision for best product. It is 
thus very important that information 
about the goods and services is well 
communicated so that a decision 
becomes easier and transactions 
are hassle free. 

One area that has prevalence of 
undisclosed or misleading consumer 
information is the 2nd hand car 
sales market. As a result, consumer 
complaints in this area are among 
the highest nationally. In a bid to 
continuously raise awareness and 
enforce the law, the NCC together 
with key role players undertook 
an enforcement and awareness 
campaign in December 2017. We 
share experiences and some of the 
challenges that were identifi ed as 
the campaign rolled out. 

The Consumer Protection Act 
protects the broader public 
from using and from continued 
exposure to unsafe products. It also 
provides for complete removal of 
identifi ed unsafe products from the 
market through the product recall 
regulations. To this end, the NCC 
has been in discussions with the 
Department of Health to cooperate 
in ensuring that the outbreak of 
Listeriosis is contained. There has 
not been a report of specifi c harmful 
product related to Listeriosis so far 
that require the implementation 
of the product recall regulations. 
However, the process will be put in 
place should the Department or the 
suppliers report such. 
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The NCC continuously interacts 
and participates in international 
fora and it is also active in the 
facilitation of regional consumer 
protection matters.  To this end, the 
NCC chaired the SADC consumer 
protection working group meeting 
in Zambia during December. The 
working group is meant to make 
sure that consumer protection 
policies and laws meet the needs 
of consumers not only within 
jurisdictions but within the region as 
whole. 

Enrolments in tertiary institutions 
sometimes comes with unpleasant 
experiences for consumers. Some of 
the challenges and how a consumer 
is protected are highlighted here.
  
We close by sharing a comic story 
on the problem of information and 
disclosure. Particularly for 2nd hand 
car buyers who have a right among 
others, to know the condition of the 
car before fi nalising the transaction. 

To this 
end, the NCC 
chaired the 
SADC consumer 
protection 
working group 
meeting
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WORD FROM THE 
COMMISSIONER 

The consumer protection world 
is evolving at a fast rate as 
the world turns into one global 
village.  It is becoming ever 
so important for us as consumer 
protection bodies to always keep our 
ear on the ground to respond with haste 
in protecting national consumers. 

Strong stakeholder relations with our 
international counterparts are pertinent to 
enable us to be pro-active in our endeavours 
to protect consumers. Scammers are 
also becoming very savvy and can reach 
unsuspecting consumers worldwide from 
wherever they are in the world. The internet, 
with its benefi ts, has made the life of the 
scammers easier and consumers continue 
to fall victim.

Open lines of communication with 
international counterparts have also become 
important especially when dealing with the 
issue of product recalls that are active in other 
countries as it allows us to speedily engage 
local manufacturers of similar products to 
avert possible disasters in our country. 

Closer stakeholder relations cannot be 
underestimated for local bodies tasked with 
consumer protection be it an agency of 
government or a government department. All 
of us have a key role to play in protecting 
consumers from regulators right through to 

government departments who have in their 
care important regulations geared towards 
protecting consumers. We need a concerted 
eff ort as we are designed to complement and 
support each other.

To this end this realisation has seen the 
Commission as of last year and, going forward 
fostering old relationships and establishing new 
relationships locally, regionally and globally to 
create platforms to share information, engage 
for purposes of building each other’s capacities 
to better serve consumers.

We need a 
concerted effort 

as we are designed 
to complement 
and support each 
other
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Consumer protection and

outbreak

How to eradicate Listeria 
from your kitchen or 
small shop 

1. What is Listeriosis?

Listeriosis is a serious disease caused by 
the bacterium, Listeria monocytogenes. 
It is transmitted to persons through 
the ingestion of contaminated food 
products. It typically causes pregnancy 
associated disease (fetal loss, still-
birth, neonatal sepsis). Anyone who 
consumes food contaminated with 
Listeria can get listeriosis. However, 
persons at high risk of severe disease 
include pregnant women and their 
unborn babies, the elderly (>65 years), 
persons with underlying conditions 
such as diabetes, cancer, chronic liver 
or kidney disease, and persons with 
weakened immune systems due to HIV 
or cancer chemotherapy. 

2.What food products are 
implicated in the 2017/18 
South African Listeriosis 
outbreak? 

A massive outbreak of listeriosis is 
currently underway in South Africa with 
over 700 cases reported during 2017 
and over 900 cases since the outbreak 
began. Cases have been reported from 
all nine provinces, but particularly in 
Gauteng Province. According to the 
World Health Organization, this is the 
largest ever outbreak of the disease. 
Ready-to-eat, processed meat – 
specifi cally polony – from two South 
African companies – Enterprise®, and 
Rainbow® - is strongly associated with 
development of listeriosis. Shops have 
been instructed to remove products 
made at these factories from their 
shelves. The National Department of 
Health has released a notice indicating 
that persons should avoid all processed 
meat products that are sold as ready-
to-eat meats. 

3.What are the risks 
of spread of listeria in 
private homes and small 
retailers (shops)? 

Food implicated in the outbreak, 
including polony and viennas, 
may be contaminated with Listeria 
bacteria on the inside and outside 
of their packaging. Listeria bacteria 
can ‘cross-contaminate’ other 
foods that are stored in the fridge. 
Therefore all persons who have had 
polony and other ready to eat meat 
products from these producers in 
their fridge should thoroughly clean 
and decontaminate their fridges, 
knives, cutting boards and kitchen 
surfaces. Shops (retailers) should 
thoroughly clean the shelves, 
fridges and surfaces where polony 
and ready to eat meat products 
are stored. Meat slicing machinery 
should be taken apart (dissembled), 
washed and disinfected as below. 

The Consumer Protection Act (CPA) 
protects the broader public from 
using and from continued exposure to 
unsafe products. It also provides for 
complete removal of identifi ed unsafe 
products from the market through 
the product recall regulations. In light 
of the listeriosis outbreak, the NCC 
issued the identifi ed ready-to-eat, 
processed meatmanufacturers with a 
safety recall notice in terms of section 
60(2) of the CPA on Sunday 04 March 
2018. Consumers are urged return all 
the aff ected products i.e Enterprise 
and Rainbow ready to eat process 
meats to the nearest supermarket for 
a full refund.Consumers do not need 
to bring a till slip to be able to claim 
this refund.

Consumers are also urged to 
understand their rights and 
responsibilities to ensure limited 
exposure and risk. See below a 
publication by the National Institute 
for Communicable Diseases (NICD) 
that highlights the frequently asked 
questions on Listeriosis. Consumers 
are also urged to familiarise themselves 
with precautionary measures as 
communicated by the Department of 
Health.
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4.How can surfaces and 
cutting machinery in kitchens 
or shops be cleaned and 
decontaminated? 

All kitchen surfaces, retail surfaces, 
fridges and machinery should be 
washed thoroughly with warm water and 
soap. After this, surfaces, fridges and 
machinery should be decontaminated 
with a dilute solution of bleach (Jik®). 
Mix one teaspoon of unscented bleach 
to one litre of water. Flood the surface 
with the bleach and leave to stand for 10 
minutes. Take apart the cutting machinery 
and soak it in bleach, so that the bleach 
gets everywhere – into all the cracks. It is 
important to clean refrigerators regularly 
and to clean hands and kitchen surfaces 
often. 

5.What else can I do to keep 
my kitchen free from Listeria? 

Listeria can contaminate other food 
products through spills in the fridge. 

6.How can Listeriosis be 
prevented? 

Unlike most other foodborne 
pathogens, Listeria monocytogenes 
can grow in refrigerated foods that 
are contaminated. To prevent this, 
it is recommended to have fridge 
temperatures below 4oC; and freezer 
temperatures below -18oC. Check the 
refrigerator temperature often and be 
sure to keep foods as cold as possible 
without causing them to freeze. 

Always ensure that good basic food 
hygiene is followed. This includes: 

Clean up all spills in your fridge 
right away—especially juices from 
processed foods and raw meats. 
Consider using paper towels to avoid 
transferring germs from a cloth towel; 
Clean the inside walls and shelves 
of your refrigerator with warm water 
and liquid soap, then rinse. Once a 
month, clean the fridge with a mixture 
of bleach and water (one teaspoon of 
bleach with one litre of water). 

•

•

Listeria can spread from one surface 
to another.

Thoroughly wash food preparation 
surfaces with warm, soapy water. 
Every month, clean the surfaces 
with a mixture of bleach and water 
(one teaspoon of bleach with one 
litre of water). 
Wash cutting boards with warm, 
soapy water after each use. 
Nonporous acrylic, plastic, or 
glass boards can be washed in a 
dishwasher; 
Dish cloths, towels and cloth grocery 
bags should be washed often in hot 
water or in the hot cycle of a washing 
machine; 
It is also important to wash hands 
with warm water and soap for at 
least 20 seconds before and after 
handling food. 

•

•

•

•

Thoroughly cook raw foods – all 
bacteria are killed at temperatures 
above 70oC; 
Wash your hands before preparing 
food, before eating and after going 
to the toilet; 
Wash raw vegetables and fruits 
thoroughly before eating; 
Separate raw and cooked food, 
and don’t mix utensils and surfaces 
when preparing food; 
Wrap or cover foods with a sheet 
of plastic wrap or foil, or put foods 
in plastic bags or clean covered 
containers before you place them in 
the refrigerator. Make certain foods 
do not leak juices onto other foods; 
Use leftover, precooked and ready-
to-eat foods as soon as possible. 
The longer they are stored in the 
refrigerator, the more chance listeria 
has to grow 

•

•

•

•

•

•

7. Where can I fi nd out 
more information?

For more information: contact the Centre 
for Enteric Diseases or the Outbreak 
Response Unit 

Non-health care workers 
and members of the public 
should contact their attending 
clinicians. 
For Laboratory or other 
enquiries, including clinical-
related queries: The Centre for 
Enteric Diseases The Centre 
for Enteric Diseases, Dr Juno 
Thomas junot@nicd.ac.za 
For medical or clinical-related 
queries: NICD Hotline +27 82 
883 9920 
Enquiries may be emailed to 
outbreak@nicd.ac.za 
Helpful international 
resources include https://
www.fda.gov/ForConsumers/
ConsumerUpdates/ucm274114.
htm 

•

•

•

•

•
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Avoid the frustrations of 
enrolling for unaccredited 
courses

Newly enrolled students and those who 
are to register for the fi rst time in tertiary 
institutions are often subjected to unpleasant 
surprises when they fi nd themselves 
in institutions that are not registered or 
enrolled in courses that are not accredited.  

Financial losses present themselves, but 
mostly the loss of time attending a hoax 
course or institution. 

As consumers of services, students and 
their parents are protected by the Consumer 
Protection Act against such practices and 
service providers. The Act is against any 
presentations by suppliers of goods and 
services that are false, misleading and 
deceptive to the consumer. 

The suppliers of tertiary education are not 
allowed to exaggerate or be ambiguous 
with regards to the service that they are to 
deliver to the students. In terms of the law, 
the suppliers may not claim that courses are 
accredited and have been approved by the 
relevant registration authorities if that is not 
the case. They are also not allowed to claim 
that courses are of a particular standard or 
grade if that is not the case. 

Students are encouraged to not only 
check if the institution is registered with 
the Department of Higher Education, they 
also need to ensure that the courses and 
modules off ered are of the proper level and 
standard and have been accredited by the 
relevant accreditation institution like South 
African Qualifi cation Authority (SAQA).   

Another potential course of displeasure that 
faces those enrolling at learning institutions 
is related to the cancellation of contracts. 
Parents and students may fi nd themselves 
at loggerheads with learning institutions 

(service providers) in instances where a fi xed 
term study contract needs to be terminated. 
The learning period usually has a fi xed term 
lasting for three months, a semester or any 
other applicable term of less than 24 months. 
It may happen due to various reasons that a 
student has to terminate the attendance at 
the institution. Often tuition fees have been 
paid to a certain degree. There is also an 
expectation on the part of the institution that 
all enrolled learners will pay their fees for the 
entire learning period. 

The Consumer Protection Act provides that a 
contract may be cancelled upon its expiry or 
at any other time by giving a twenty (20) day 
written notice to the service provider. Students 
however need to understand that the service 
provider may impose a penalty for cancellation 
before a full term of the contract. The 
student is also liable to pay the 
fees owed to the institution up 
to the date of cancellation. 
The institution should also 
reimburse the student 
any money that is due 
to the student that was 
paid in advance.   

Consumers are 
encouraged to 
know their rights and 
responsibilities and to 
be confi dent to approach 
suppliers of goods and services 
when they are not satisfi ed with the 
goods or the service. 

A consumer complaint that could not 
be resolved by the supplier 
or the ombudsmen can 
be directed to the 
National Consumer 
Commission.
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“Every 

economic 
decision or 
activity in a country has to result 
in a gain by citizens through 
consumption. Ensuring the welfare 
of the consumer is respected and 
protected from market abuses within 
the business environment is therefore 
one of the major responsibilities of 
every government”. These were 
the words of Mr. Chilufya Sampa, 
Executive Director Competition and 
Consumer Protection Commission 
(CCPC) Zambia. He said this 
while opening the Southern African 
Development Community (SADC) 
consumer protection working group 
meeting. The meeting took place in 
Lusaka on 01 December 2017. 

There is need for SADC countries 
to ensure that consumer protection 
policies and laws meet the needs 
of consumers not only within 
jurisdictions but within the region. 
Seven SADC member states 
attended the meeting namely; 
Lesotho, Malawi, Mozambique, 
South Africa, Tanzania, Zambia 
and Zimbabwe. The meeting was 
chaired by South Africa (NCC) and 
Zambia (CCPC) was the secretariat. 
South Africa and Zambia were 
nominated as the Task Team which 
would jointly coordinate consumer 
protection issues within the SADC 
region. The meeting was called 
to fi nalise and endorse the SADC 
Consumer Protection Memorandum 
of Understanding (MOU). It was 
also to develop a framework for 
collaboration with other already 
existing consumer protection 
platforms such as the African 
Consumer Protection Dialogue, the 
International Consumer Protection 

and Enforcement Network 
(ICPEN) and Consumers 

International (CI) among 
others. The meeting was 

further used to develop a work 
programme which facilitated the 

creation of sub-working groups which 
would monitor the interventions of the 
overall working group. 

In his opening remarks Mr Sampa 
presented that article 25 of the SADC 
protocol on trade required member 
states to implement measures that 

fostered competition and prohibited 
unfair business practices. He said that 
the operationalisation of this SADC 
consumer protection working group 
should have come earlier. However, 
there was still time for SADC countries 
to mobilise themselves and start to 
nurture the African consumer protection 
agenda and position ourselves for 
inclusion of our agenda into the broader 
international consumer protection 
agenda. He further stated that it was 
time that consumer protection equally 
took centre stage through cooperation 
among the member states within the 
SADC region.

The proposed MOU desires to enhance 
the eff ective enforcement of our 
consumer protection legislations by 
creating a framework that provides for 

cooperation between the respective 
Consumer Protection Authorities or 
the Consumer Commissions. 

NCC’s Deputy Commissioner Ms 
Thezi Mabuza representing South 
Africa, iterated the fact that the fi rst 
world had developed faster than Africa 
in the area of consumer protection 
and the consumer issues that the fi rst 
world was dealing with were not always 
relevant for Africa. In discussing the 
need to have a synergised manner 
in dealing with other consumer 
protection networks, she shared that 
it is necessary for SADC countries 
to organise themselves so as to use 
the advantage of participating in the 
international bodies and fora. These 
are bodies such as the ICPEN, the 
OECD and the Africa Dialogue 
among others. Members agreed that 
they need to fi nd ways of making sure 
these international organisations 
begin to include the African Agenda 
in their discussions and activities.

The meeting created three sub-
working groups that will deal 
with enforcement; education and 
advocacy as well as research and 
policy development. Members were 
encouraged to support the Zambian 
ICPEN presidency in 2018. The 
revised MOU and the work plan 
would be both submitted to the Heads 
of State summit at the annual SADC 
meeting in May, 2018. 

The SADC Consumer 
Protection Working Group 
at work
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Second Hand Car Dealership 
Campaign

The second hand car sales market 
provides an alternative for those 
consumers who for some reason or 
another opt to buy pre-owned vehicles. 
With the state of the economy as 
it is, it proves to be a better option 
than to buy a new vehicle that one 
may not even aff ord.  However, the 
second hand vehicle market, like 
any other market is fraught with lots 
of non-compliance and injustices 
against unsuspecting buyers of these 
vehicles. On the other hand consumer 
complaints received by the NCC and 
MIOSA against second hand dealers 
ranges from issues of non-disclosures 
in contracts, warranties that are not 
provided or honoured, additional fees 
that are not declared upfront amongst 
other things. 

It is for these reasons that the NCC, 
SAPS’s vehicle unit, SARS, NCR, 
and Motor Industry Ombud (MIOSA) 
embarked on a multi-agency campaign 
on the Second Hand Motor Vehicle 
dealerships to check for compliance. 
All these agencies have their own 
respective legislations that they have 
to enforce within the second hand 
car sales industry. The campaign 
took place in December focusing on 
dealerships around Pretoria North. 

Though there was a level of compliance 
within the second hand car dealers 
that were sampled, at the same time 
there is a huge number of dealers that 
have a nonchalant attitude towards 
complying with the legal requirements. 
This was also shown in a recent 
judgment that was issued by the 
Consumer Tribunal against a certain 
Western Cape second hand car dealer 

who failed to disclose crucial information 
to a consumer when they were buying a 
pre-owned car. To make matters worse, 
the dealer blatantly disregarded the law 
even when interventions were made to 
try and resolve the case amicably. This 
behaviour unfortunately led to the dealer 
having to pay back the total amount that 
was paid by the consumer as well as a 
hefty penalty. 

Indeed the campaign showed us the 
shortfalls with the industry. What came 
out glaringly was the blatant lack of 
disclosure of critical information that 
would assist consumers to make 
informed decisions about the product 
sold.  That means there was non-
compliance by dealers, leading to 
consumer always getting the short end 
of the stick. The issue of disclosure 

relate to the breakdown of the Total 
Costs that the consumer would incur, 
e.g. Licensing and Registration as 
well as Delivery costs; terms and 
conditions attached to the sale etc. 
Some cars are sold not being “fi t for 
purpose” and consumer are then 
required to go and have them tested 
and registered for roadworthiness 
themselves. Some of the cars are 
cloned and some are re-builds.

The CP Act requires suppliers to 
expressly disclose the condition of 
the car, if it’s not in good working 
condition/ scrap/ not fi t for the purpose 
its bought for, and consumer must 
accept to buy the car in that specifi c 
condition.  
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Again, in this day and age there 
are still suppliers who sell cars 
“Voetstoots” without providing the 
mandatory 6 month warranty on the 
quality of the vehicle as provided by 
the Act. Some dealers even go as far 
as limiting the warranty period to 30 
days from the day of taking delivery 
of the vehicle, after which consumers 
are left to their own devices. This 
is opposed to issues of safety as 
provided by the Act which allows 
a consumer to return a product, at 
the expense of a supplier, if it fails 
to perform or gets faulty within the 
six months period after a consumer 
accepts delivery of the vehicle. The 
supplier is then expected, at the 

discretion of the consumer to either 
refund the monies paid or replace 
or repair the goods bought. In the 
event that the goods are repaired, 
the supplier must further warrant 
every new or reconditioned part 
that has been installed including 
the labour required to install for at 
least three months. 

It was also found that some dealers 
do not show the price of the 
vehicles and claim the price will 
only be disclosed on enquiry by 
the consumer. This is contrary to 
the CPA as the price needs to be 
conspicuously displayed in Rands. 

Consumers are urged to always be vigilant 
and not feel pressure when they buy second 
hand vehicles. Knowing your rights as well 
as what to look out for before signing on the 
dotted line is key as it would be diffi  cult to 
get out of your obligations once the contract 
is signed. Remember you can always go 
to the dealer next door if the terms and 
conditions are not to your satisfaction. 
Know your rights and exercise them.  
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Province Telephone Website E-mail address 

Eastern Cape 0860 007255 www.dedea.gov.za Consumer.proetector@dedea.gov.za

Gauteng 011 355 8006 www.ecodev.gov.za consumer@gauteng.gov.za

Mpumalanga 013 766 4802 www.mpg.gov.za MNkosi@mpg.gov.za

Limpopo 015 293 8300 www.lededt.gov.za fi ndo@ledet.gov.za

North West 018 387 7700 www.nwpg.gov.za rbalepile@nwpg.gov.za

Free State 051 400 9611 / 0861 102 185 www.detea.fs.gov.za radikelt@detea.gov.za

KwaZulu-Natal 033 264 2500 www.kznded.gov.za Tshepiso.Selepe@kznedtea.gov.za

Northern Cape 053 831 5562 www.ncpg.gov.za Aleciaph100@yahoo.com

Western Cape 021 483 5133 / 0800 007 081 www.westerncape.gov.za consumer.protector@westerncape.gov.za

Provincial of ces of the consumer protector

Dispute resolution agents / accredited ombud bodies

Province Telephone Website E-mail address 

Ombud Telephone fax E-mail address 

Motor Industry Ombud of South Africa (MIOSA) 0861 164 672 0861MIOSA 0866 630 141 info@miosa.co.za

Consumer Goods and Services Ombudsman (CGSO) 0860 000 272 0862 061 999 info@cgso.org.za
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