
The CPA and referral protocols  
 
The National Consumer Commission (NCC) is the primary regulator of consumer-
business interaction in South Africa, and was established  to ensure economic welfare 
of consumers.  
 
The NCC is responsible for administering and enforcing the  Consumer Protection Act, 
(Act 68 of 2008) with the aim of promoting eight consumer rights. The Commission 
promotes a fair, accessible and sustainable marketplace for consumer products and 
services, establish norms and standards relating to consumer protection, provide for 
improved standards of consumer information, prohibit unfair marketing and business 
practices, promote responsible consumer behaviour, and promote a consistent 
legislative and enforcement framework relating to consumer transactions and 
agreements.  
 
 
Section 70 of the CPA provides for consumers to resolve any dispute in respect of a 
transaction or agreement with a supplier by referring a matter to an Alternative Dispute 
Resolution agent (ADR). This may be an ombud with jurisdiction, a provincial 
consumer protection authority, an industry ombud accredited in terms of Section 82(6) 
of the CPA), a person or entity providing conciliation, mediation or arbitration services. 
The Commission may choose to refer the matter to an ombud with jurisdiction or a 
provincial consumer protection authority for the purpose of assisting the parties to 
attempt to resolve the dispute in terms of s70.  
 
Once the matter fails at mediation, a consumer will be referred to the NCC. The 
Commission, upon receiving a complaint in a prescribed manner and form, registers 
and assesses that complaint, investigates any alleged prohibited conduct by a 
supplier. If the Commission believes that a person has engaged in prohibited conduct 
an inspector is going to be appointed to investigate the matter as quickly as it is 
practical to do so and refer the matter to the National Consumer Tribunal (NCT) for 
further enforcement.  
 
There are two accredited Ombud with jurisdiction: 
 

• Motor Industry Ombuds of South Africa (MIOSA) 
 
Contact details: 086-116-4672 
Email address: info@miosa.co.za 
 

 
 

• Consumer Goods and Services Ombuds (CGSO):  
  
               Contact number: 0860 000 272 
               Email address: Info@cgso.org.za 
 
Consumers can contact us at 012 428 7000/ 0800 014 880 

mailto:Info@cgso.org.za

