
��

��

��

Quality Customer Service 
KWELANGA TRAINING 

1 

HHOOWW  TTHHEE  NNEEWW  CCOONNSSUUMMEERR  PPRROOTTEECCTTIIOONN  
AACCTT  PPRROOTTEECCTTSS  YYOOUU  

 
 
On 31 March 2011, the new Consumer Protection Act (CPA) 
comes into effect. We look at what it means for you. 
 
The Consumer Protection Act will fundamentally change the 
way business is done in South Africa. It requires businesses to 
transform the way in which they interact with consumers and 
to ensure that all their dealings with consumers are fair, 
reasonable and honest.   
 
Informative labels 
 
Misleading labelling has been outlawed. Labels must disclose 
the country of origin of the product, and for certain products, 
must indicate whether they contain genetically modified 
ingredients.  
 
Honest adverts 
 
According to the new law, marketing is not allowed to be 
deceptive or misleading, and a retailer is not allowed to exaggerate or be unclear about any 
material fact, or even to remain silent on a material fact if that deceives the consumer. 
 
Online orders have to arrive on time 
 
Ordering pizza? Goods will have to be delivered at the agreed date, time and place, or if you have 
not agreed a time, or if you have not agreed a time, within a reasonable time after you concluded 
the transaction. If not, you will be free to accept or cancel the agreement – it’s your choice.  
 
Companies are also obliged to deliver goods that match the sample or description of the product. 
You have the right to examine your purchases before accepting them, and reject them if you’re not 
happy. If you didn’t get a chance to examine the product and are unhappy with it, it can be returned 
at the supplier’s expense. 
 
You will no longer be ripped off by SMS competitions 
 
If the current wording of the draft regulations is incorporated into the final regulations, as of March 
31, companies will not be allowed to charge you an exorbitant R5 or R10 to enter an SMS or MMS 
competition, but will have to stick to the usual network rates. 
 
Quotes 
 
As of March 31, companies have to provide you with an estimate for the work – which you must 
approve – and cannot charge you more than that estimate. 
 
For example, if you send your car to the panelbeaters and they realise, once they begin repairs, 
that they will have to replace an extra part, they have to get your approval before they go ahead. 
Companies also can’t charge you for their quotes, unless you’ve agreed in advance. 
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Privacy and protection from salespeople 
 
According to the new Consumer Protection Act, telemarketers and salespeople cannot bombard 
you with direct marketing calls and SMS’s at certain times of the day and certain days of the year. 
You will also be able to put your name on a blocking registry so they are not allowed to contact you 
at all. 
 
According to the new law, you will have five business days to change your mind about impulse 
purchases which are the result of direct marketing – including large purchases like cars and 
houses. 
 
Notify the company in writing, and they’ll have 15 days to pay you back in full. If goods have 
already been delivered to you, you’ll have to return them before you get your money back. 
 
Note that this applies only where you bought in response to direct marketing, which is when things 
are advertised to you directly, in person, in the mail, or electronically. 
 
Automatic renewal 
 
Ever been billed for that gym or cellphone contract you thought had expired? Thanks to the new 
act, automatic contract renewals will be regulated. Companies will have to contact you – in writing 
– between 40 and 80 business days before your contract expires. They have to give you the option 
to continue your contract, change its terms or cancel it. 
 
Note that the contract will continue on a month-to-month basis until you make your choice. 
 
You will also be able to cancel contracts at any time 
 
No more waiting for the full 24 months to end. If you’re unhappy, all you have to do is give the 
company 20 business days’ notice, in writing and you can be released from the contract. 
Remember though that, while you won’t have to pay the full value of the contract, you may still 
have to pay a cancellation fee. This cancellation fee must be reasonable, and could possibly be no 
more than 10 per cent of the amounts still owed. 
 
It's no longer "what you see is what you get" 
 
The voetstoets clause is used to protect, specifically, the used car industry. According to the new 
Consumer Protection Act, suppliers will be liable for all defects – both obvious and hidden – of the 
product. However, if the supplier has let you know of a particular defect, and you have agreed to 
buy the product in that condition, the supplier will not be liable for that defect. 
 
Returning items 
 
You will now have six months to return faulty or unsafe goods. But bear in mind that this does not 
apply to the general wear and tear of your appliances, and does not cover any goods that have 
been altered after leaving the control of the manufacturer or retailer. 
 
You will be able to choose between the supplier repairing or replacing items, or refunding you in 
full. If the product fails again within the next three months, the supplier is once again obliged to 
replace it or refund you. 
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Bookings 
 
If an airline bumps you off a flight, it must, at its cost, put you on a similar or better flight, or if it 
can't, must refund you your ticket price plus interest, and pay your direct costs that result from the 
airline's breach of its contract with you.  
 
A consumer has the right to cancel any advance booking, reservation or order for goods or 
services. The supplier can charge you a 'reasonable' cancellation fee. The cancellation fee will 
depend on how early you cancel and if the supplier can fill your place. 
 
If, however, the booking is cancelled because of the death or hospitalisation of the person who 
made the booking, no cancellation fee can be charged. 
 
As you can see, the new Consumer Protection Act is primarily to protect you, the individual 
consumer, and ensure that trading of goods and services in South Africa is carried out fairly and 
honestly, ensuring that the standards of quality, safety and accountability are upheld between 
parties. 
 
If you have a complaint about a product or service, contact the Department of Trade and Industry’s 
National Consumer Commission, previously the Office of Consumer Protection, at 0861 843 384, 
fax 012 394 2558, e-mail contactus@thedti.gov.za or write to: The DTI, National Consumer 
Commission, Consumer Complaints, Private Bag X84, Pretoria 0001 
 
Complaint forms can be downloaded at http://www.dti.gov.za/ccrd/complaint forms.htm 
 
 


