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Ombud? Historical Concept of an Ombudsman

The term "ombudsman" originates from Sweden, where it was first established in 
1809 as a government position to oversee public administration and ensure that 
citizens were treated fairly by state authorities. The role was designed to investigate 
complaints of maladministration, corruption, and injustice, acting as an 
independent mediator between the government and the public. Over time, the 
concept spread globally, with many countries adopting ombudsman institutions to 
promote good governance and accountability.

Application in the world of Consumerism

An ombudsman is an independent, impartial body that is established to resolve 
conflict and is to execute this function in a fair, impartial and independent manner. 

Provides an alternative to formal legal action, offering a more accessible, cost-
effective redress. 

Empathy, Active Listening, Balancing power!

“Peace is not the absence of 

conflict but the ability to cope 

with it.”



Who We Are & What We Do

About the CGSO

Independent dispute 
resolution

Established 2013 under CPA 

section 82(6)

Consumer 
protection

Consumer Goods and Services 

Services Industry Code of 

Conduct (March 2015) – 

MANDATORY 

Consumer 
education

Rights awareness and 

and redress options

Not-for-profit 
structure

Funded by participation 

participation fees

Prom ote fair business practices 

and resolve consum er 

com plaints

Our Mandate 

Our Impact

Thousands of disputes resolved annually; 

supporting consumer trust and 

business accountability



CPA REDRESS FRAMEWORK

Courts

NCT

NCC

Ombuds / ADR Agents

Supplier

Complaints  
Resolution 
Process 



Consumer Protection Legal Framework

The Consumer Protection Act 68 of 2008, 
24 April 2009

The Consumer Protection Act 
Regulations, 1 April 2011

The Consumer Goods and Services 
Industry Code, 30 March 2015 (CGSI)

Electronic Communications and 
Transactions Act, 25 of 2002

National Credit Act 34 of 2005



Purpose of CPA and NCA





Credit Standing of  Consumers – NCR CBM  Second Quarter June 

2025

• 29.24 million credit-active consumers

• Consumers classified in good standing - 18.70 million consumers

• Consumers with impaired records - 10.54 million – 34%

Questions that arise:

• With 42 million adults in South Africa, how are the other 12 
million adults accessing credit or financing?

• How many are accessing funding through BNPL?

• How is their affordability assessed?



.

BUY NOW PAY LATER -

The question is not whether Buy 

Now, Pay Later is good or bad. 

The question is whether South 

Africa has sufficient evidence to 

determine whether the current 

balance between innovation, 

financial inclusion and consumer 

protection is the right one!



BNPL and Lay-Bys ito S62 of the CPA



Rights of Return ito CPA and ECTA 

 



How does BNPL affect ROR?

• How does the BNPL platform interact with 
the Consumer and Merchant when a 
return is logged (seamless or delayed)?

• Once a refund is authorised, who is 
responsible to process refund into hands of 
the consumer?

• Are Consumers made aware of the this 
refund process and the associated risks – 
S49 of the CPA?



How can we 
adapt to the 
South 
African 
context?



What should we be looking at TOGETHER:

• CPA and ECTA perspective, how seamless is the return and refund 
processed?

• What percentage of purchases are logged for return and refund?

• NCA, Does BNPL fall within the definition of ‘credit’ as defined?

• Who is the Consumer that is affected here? Income Band / Category? 
What is current data telling us?

• How can we overlap the data to gain insights and thereby promote 
s3 of the CPA and NCA?

• Of the 10.5 million (34%) with impaired records how many 
consumers have been granted access to funding through BNPL?

• Importantly, how many have since defaulted and now liable for 
default interest and fees, which may indicate the effectiveness of 
BNPL within the South African context?



Thank You! Direct call: +27 (0) 11 781-2607

Share call: 0860 000 272

WhatsApp: +27 (0) 81 335 3005

Email: info@cgso.org.za

Website: www.cgso.org.za  

Office address: 292 on Surrey, 292 Surrey Avenue, Ferndale, Randburg

Postal address: PO Box 3815, Randburg, 2125

 FOLLOW US
X: @cgsombud

Facebook: Consumer Goods and Services Ombud

LinkedIn: Consumer Goods and Services Ombud

Instagram: cgso_sa

YouTube: Consumer Goods and Services Ombud

mailto:info@cgso.org.za
http://www.cgso.org.za/
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