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REAL WOMEN, REAL TRANSACTIONS,
AND REAL LIVES
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Women's Month provides an opportunity to cele-
brate the strength, resilience, and invaluable con-
tributions of women to our families, communities,
workplaces, and the economy. Every day, women
in our province make countless purchasing deci-
sions on behalf of their families and businesses,
making them key participants in the consumer
marketplace. From the woman on the street corner
selling fruit to the woman in the boardroom, wom-
en consumers are fast becoming the backbone of
our economy.

As we commemorate Women's Month, we proudly
dedicate this publication to the women of KwaZu-
lu-Natal. We acknowledge the many responsibili-
ties carried by the women who have boldly report-
ed their consumer complaints. Whether they are
business owners, professionals, single parents,
wives, mothers, grandmothers, caregivers, stu-
dents, or retirees, women continue to make signif-
icant contributions to society while managing the
demands of their personal and professional lives.

As consumers, women deserve to be treated fair-
ly, honestly, and with dignity. They have the right
to receive quality goods and services, accurate
information, fair contracts, and effective remedies
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when their consumer rights are infringed upon.
For these rights to be meaningful, they must be
supported by a robust legislative framework and
accessible mechanisms that provide effective re-
dress when unfair business practices occur.

The Consumer Protection Act, 2008 (Act No. 68
of 2008), provides this protection by promoting a
fair, accessible, and sustainable marketplace for all
consumers. Guided by this legislation, the Office
of the KwaZulu-Natal Consumer Protector contin-
ues to play a pivotal role in safeguarding consum-
ers against unfair business practices and ensur-
ing that their rights are upheld. A cornerstone of
consumer protection is the ability of consumers to
seek and obtain redress when they have suffered
financial loss or prejudice as a result of unfair, de-
ceptive, or unconscionable conduct by suppliers.

During the previous and current financial years,
the Office of the KwaZulu-Natal Consumer Pro-
tector, together with the KwaZulu-Natal Consum-
er Tribunal, has successfully resolved numerous
consumer disputes involving women. These mat-
ters have included wedding planning services, the
cancellation of advance bookings, the non-delivery
of goods, defective products, poor workmanship,



unsatisfactory services, and other unfair business
practices. These successful interventions demon-
strate that every consumer complaint matters, re-
gardless of the value of the transaction. Whether
the financial loss is small or substantial, every con-
sumer has the right to seek assistance and expect
fair treatment.

The Office of the KwaZulu-Natal Consumer Protec-
tion Service remains committed to ensuring that
consumer justice is accessible to every resident of
the province. With offices located across all eleven
district municipalities, consumers can access as-
sistance regardless of where they reside. Our ser-
vices are provided without discrimination based
on race, gender, age, social standing, or economic
status, ensuring that every consumer has an equal
opportunity to exercise and enforce their rights.

The Office of the KwaZulu-Natal Consumer Pro-
tector remains steadfast in its commitment to
protecting women in the consumer marketplace.
Through consumer education, awareness pro-
grammes, dispute resolution, and the effective
enforcement of the Consumer Protection Act, we
strive to empower women with the knowledge and
confidence to assert their rights and seek redress
whenever those rights are violated.

The following cases highlight some of the Office’s
recent success stories, illustrating how women
consumers have obtained meaningful redress
through the Consumer Protection Act. These ex-
amples demonstrate that consumer protection is
more than legislation; it is about restoring dignity,
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promoting fairness, and ensuring that every wom-
an can participate in the marketplace with confi-
dence.

Following consumer complaints lodged with the
KwaZulu-Natal Consumer Protector and sub-
sequent thorough investigations, the Office has
referred several cases involving businesses pre-
viously prosecuted for prohibited conduct to the
KwaZulu-Natal Consumer Tribunal.

One such case involves a repeat offender, Events
by Nasrin, an events coordinator who had previ-
ously been ordered to refund a plaintiff R120,000.00
for services not rendered. The business was re-
ported again for similar misconduct. In the new
case, the consumer sought a refund of R66,500.00,
which had been paid as a deposit for services that
she cancelled. After numerous unfulfilled promis-
es, the matter was investigated and referred to the
Tribunal. The Tribunal subsequently ordered the
respondent to refund the full amount owed and
imposed an administrative fine of R30,000.00.

Similarly, the Consumer Protector referred the
matter of Thobela Mtini Wosiyane Cold Rooms
Manufacturers CC to the Tribunal following an in-
vestigation, along with two related cases involving
the same business. In these cases, the business
accepted upfront payments but failed to deliver
the purchased goods. The Tribunal found the con-
duct to be in violation of consumer protection laws,
imposed an administrative fine of R45,000.00, and
ordered the business to refund the consumer the
full purchase price of R66,000.00 for the fridge.

,""

WEDDING GONE WRONG

Ms. Noxolo Cele entered into an agreement with
an event management company to plan and coor-
dinate her wedding. In terms of the agreement, the
wedding ceremony was to take place in a chapel
and include, among other services, the provision
of décor. The consumer paid a total amount of R78
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960.00 for these services.

On the day of the wedding, Ms. Cele discovered
that the ceremony had been set up in a marquee
rather than in the chapel as agreed. Furthermore,
some of the services and décor provided did not
meet the agreed specifications or the standard



that she reasonably expected.

Despite her dissatisfaction, the wedding pro-
ceeded as planned. Following the event, Ms. Cele
lodged a complaint with the business regarding
the quality of the services provided and request-
ed a partial refund. The business declined her re-
qguest, maintaining that it had fulfilled its obliga-
tions in accordance with the agreement.

With the assistance of the KwaZulu-Natal Con-
sumer Tribunal, the parties subsequently reached
a settlement in terms of which the consumer re-

ceived a full refund. The settlement agreement was
made an order of the Consumer Tribunal, bringing
the matter to a successful conclusion.

OUTCOME: FULL REFUND OF R78 960.00
AWARDED TO THE CONSUMER.

CANCELLATION OF ADVANCE BOOKINGS

Ms. Khajal Ramswak paid a deposit to a wedding
venue to secure a date for her upcoming wedding.
During the months that followed, the parties ex-
perienced ongoing miscommunication and sever-
al changes to the proposed wedding dates. As a
result, the consumer ultimately elected to cancel
the booking and requested a refund of her deposit.

After several months of attempting to resolve the
dispute amicably, the parties reached a settlement
agreement in terms of which the consumer re-
ceived a refund of R23 240.00.

This matter demonstrates the important role
played by consumer protection structures, such
as the KwaZulu-Natal Consumer Tribunal, in facil-
itating the fair and efficient resolution of disputes
arising from consumer transactions.

The Consumer Protection Act, 2008 (Act No. 68
of 2008) seeks to provide consumers with a con-
sistent, accessible, and effective system for the
consensual resolution of disputes. One of the key
objectives of the Act is to promote and advance
the social and economic welfare of consumers
by ensuring that prohibited conduct is identified
and that appropriate enforcement action is taken
against suppliers who contravene its provisions.

As part of its mandate to protect consumer rights,
the Consumer Tribunal assists in securing redress
for affected consumers and ensuring that busi-
nesses are held accountable for their obligations.
In this case, the intervention of the consumer pro-
tection framework resulted in a successful out-
come for the consumer.

OUTCOME: REFUND OF R23 240.00 PAID TO
THE CONSUMER.

BUILDING MATERIAL NEVER ARRIVES AT THE

BUILDING SITE

Ms. Slindile Ngcobo purchased building mate-
rials from a supplier for an amount of R61 881.97.
Delivery was expected about two weeks later,
however the supplier failed to deliver the goods
as agreed. After numerous attempts, the consum-
er approached the South African Police Service
(SAPS) for assistance but was not successful and
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the matter remained unresolved. She subsequently
lodged a formal complaint with the KwaZulu-Natal
Consumer Protection Office.

Following the Office's intervention, the supplier
delivered a portion of the building materials. How-
ever, the supplier failed to fulfil the entire order,



leaving some of the goods outstanding.

In accordance with Section 19 of the Consumer
Protection Act, 2008, consumers have the right to
receive goods that they have purchased. The Act
provides that it is an implied condition of every
transaction that a supplier must deliver goods on
the agreed date and at the agreed time or within a
reasonable period.

The matter was referred to the Consumer Tribunal
and the respondent was ordered to deliver the en-
tire order as per Section 19 of the CPA. Following
the order by the Consumer Tribunal, Ms. Ngcobo
received the remainder of her building materials
from the supplier.

This matter highlights the important role of the
KwaZulu-Natal Consumer Tribunal in ensuring that
consumer rights are protected and that disputes
are resolved efficiently and effectively. Through
the enforcement of consumer protection legisla-
tion, the Tribunal continues to provide meaningful
redress and hold suppliers accountable for their
obligations.

OUTCOME: THE SUPPLIER WAS ORDERED
TO DELIVER THE OUTSTANDING BUILD-
ING MATERIALS, AND THE CONSUMER RE-
CEIVED HER FULL ORDER.

Ms. Nomzamo Ximba

| purchased a Massey

Ferguson tractor in May

2025 for use in her small
farming business, where

Following the purchase,
Ms. Ximba experienced
significant difficulties obtaining the tractor’s
logbook and registration documents. The delay
was caused by outstanding licence fees that had
not been settled by the supplier. As a result, she
faced ongoing challenges with the tractor’s reg-
istration and spent more than a year attempting
to have the outstanding amounts paid and the
necessary documentation provided.

Unable to resolve the matter directly with the
supplier, Ms. Ximba approached the KwaZulu-Na-
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tal Consumer Protection Office for assistance.

Following the intervention of the Office, the sup-
plier settled the outstanding licence fees, en-
abling Ms. Ximba to collect the tractor’s logbook
and registration documentation. This allowed her
to regularise the registration of the tractor and
continue operating her farming business without
further administrative obstacles.

OUTCOME: OUTSTANDING LICENCE FEES
SETTLED, REGISTRATION DOCUMENTATION
PROVIDED, AND THE CONSUMER ABLE TO
CONTINUE OPERATING HER FARMING BUSI-
NESS.




ANOT SO MINUTE PROBLEMS WITH A MAGNITE

Ms. Ntombizethu
Gumede intended to
purchase a new 2025
Nissan Magnite - Man-
ual. While awaiting
finance approval, she
was approached by the
-~ dealership’s used ve-
hicle department and
| persuaded to purchase
~ aused 2024 Nissan
Magnite - Automatic
' instead.

- During the sales pro-
‘ cess, Ms. Gumede
was informed that the

vehicle had been returned by its previous owner
who wanted an upgrade. However, when she later
signed the offer to purchase documents, she was
told that the vehicle had actually been used as a
demonstration model. The consumer stated that
she never received a clear, truthful, or consistent
explanation regarding the vehicle’s history.

[ —

Ms. Gumede collected the vehicle on 28 March
2025. Within six to seven working days of use,
she began experiencing serious operational and
safety concerns. The vehicle repeatedly failed to
recognise whether it had been placed in drive,
neutral, or reverse. On 08 April 2025, the vehicle
became immobile in the middle of the road and
displayed a warning message instructing the driv-
er to “Select Neutral Fearing for her safety, the
consumer drove the vehicle directly to the dealer-
ship and requested to return it.

During a test drive conducted by the Used Car
Sales Manager, the same fault occurred. Despite

witnessing the defect, the dealership maintained
that there was nothing wrong with the vehicle
and advised the consumer that she could not
return it.

Due to her concerns about the vehicle's safety
and reliability, Ms. Gumede left the vehicle at the
dealership.

The consumer initially referred the matter to the
Motor Industry Ombudsman of South Africa (MI-
OSA) as advised by the Office of the Consumer
Protector. MIOSA recommended that the deal-
ership conduct a diagnostic assessment. After
receiving MIOSA's findings, the Office of the Con-
sumer Protector intervened and engaged with
the dealership to facilitate the assessment. The
dealership’s report concluded that no fault could
be identified, but the consumer remained dissat-
isfied as she believed the vehicle was unsafe.

The Office of the Consumer Protector then ad-
vised the consumer to obtain an independent di-
agnostic assessment. After considering the inde-
pendent assessment, the Office engaged further
with the dealership and requested that the con-
sumer be provided with a replacement vehicle.

Outcome

As a result of the intervention by the Office of the
Consumer Protector, the dealership agreed to
replace the vehicle. The consumer was allowed to
choose another vehicle of her preference, com-
pleted the required documentation, and collect-
ed the replacement vehicle from the dealership
within a few days.

This intervention ensured that the consumer
received a suitable replacement vehicle and
brought the matter to a satisfactory resolution.

AT-CROSS NOT CROSSING THE LINE

Ms. Jennifer Els purchased a new 2024 Volk-
swagen T-Cross in November 2024. On 07 March
2025, when the vehicle had travelled approximate-
ly 5140 km, she began experiencing numerous de-
fects. These included faults affecting the front right
indicator, taillight, Apple CarPlay, voice prompts,
reverse camera, |Q Lights, Park Assist system,
motion sensors, suspension, air conditioning and
driver's seat compression.

The defects were reported to the dealership, and
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the vehicle taken in for repairs was on 11 March
2025. The vehicle was returned on 19 March 2025;
however, several faults, including the right indica-
tor and taillight, remained unresolved. Ms. Els re-
turned the vehicle to the dealership the following
day, but no faults were detected at that time.

On 27 March 2025, additional warning lights ap-
peared on the dashboard. The dealership only at-
tended to the complaint on 16 April 2025, during
which the consumer insisted on being present



while diagnostic tests were conducted. The diag-
nostic assessment confirmed faults affecting the
front right side of the vehicle and the parking sys-
tem, which prevented the reverse gear from func-
tioning correctly.

During the investigation, the dealership request-
ed permission to remove the vehicle tracker that
had been installed by its outsourced service pro-
vider when the vehicle was sold. The dealership
suspected that the tracker installation may have
interfered with the vehicle'’s software. The tracker
was removed, and further testing was conducted.
Despite these efforts, additional defects later de-
veloped, including faults with the driver’s and rear
passenger seats.

Ms. Els advised that she had lost confidence in the
vehicle due to the repeated defects and unsuc-
cessful repair attempts. As a single mother with
school-going children, she emphasised the impor-
tance of having a safe and reliable vehicle. She fur-
ther reported that the vehicle had begun switching
off while in motion, raising serious safety concerns.

On 23 May 2025, the dealership offered the con-
sumer a software upgrade and proposed a usage
deduction of R40 839.50 should she exchange the
vehicle for a Volkswagen T-Roc. Ms. Els declined
the offer, as she believed it did not adequately ad-
dress her concerns.

She subsequently referred the matter to the Mo-
tor Industry Ombudsman of South Africa (MIO-
SA) and Volkswagen Customer Interaction Centre
(VW CIC).

MIOSA did not identify sufficient evidence to sup-
port her claim, and the consumer thereafter ap-
proached the Office of the Consumer Protector on
31 March 2026 for further assistance.

The Office of the Consumer Protector considered

the matter in terms of Sections 55 and 56 of the
Consumer Protection Act, which require suppliers
to provide consumers with goods that are of good
quality, free from defects, fit for purpose and dura-
ble. Despite MIOSA's findings, the Office engaged
extensively with the respondent'’s attorneys and
relied on the available evidence, including the re-
peated defects experienced by the consumer and
the concerns relating to the tracker installation.

Outcome

Following the intervention of our Office and ne-
gotiations with the respondent’s attorneys, the
matter was successfully resolved. On 13 July 2026,
the consumer received a full refund of R531 481.12,
with no vehicle usage charges deducted.

The refund comprised:

» R320 000.00 refunded directly to the consumer
for her deposit

« R211 48112 paid to WesBank in settlement of the
outstanding vehicle finance.

This outcome ensured that the consumer received
full financial redress after enduring repeated ve-
hicle defects and unsuccessful repair attempts,
while affirming her rights under Sections 55 and
56 of the Consumer Protection Act.

BUILT-IN INSTALLATION SUSPENDED FOR 17 MONTHS

A consumer embarked on a family home improve-
ment project involving the installation of built-in
cupboards. In February 2025, she purchased ma-
terials for the project from a supplier in Pieter-
maritzburg at a total cost of R60 915.00.

The consumer collected a portion of the order,
while materials valued at approximately R52
000.00 remained in the supplier's possession
pending completion of the project.

A dispute subsequently arose between the con-
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sumer, the contractor, and the supplier regarding
the specifications and colour of the materials or-
dered for the built-in cupboards. The matter re-
mained unresolved for more than a year. During
this period, the supplier imposed storage fees at a
rate of 2% per day on the outstanding order value,
resulting in substantial charges being accumulat-
ed.

On 22 May 2026, the consumer lodged a formal
complaint with the Office of the KwaZulu-Natal



Consumer Protector. Following an investigation
and engagement with the parties, the Office suc-
cessfully facilitated a resolution of the dispute.

Outcome

As a result of the intervention by the Office of the
KwaZulu-Natal Consumer Protector, the consum-
er received the remainder of the materials that had
been retained by the supplier, valued at approxi-
mately R52 000.00.

In addition, the supplier agreed to waive the ac-
cumulated storage fees, which had escalated to

Hi | just wanted to take a moment to
thank you for assisting us in getting the
materials we purchased a long time ago.
We really appreciate that we were able
to *collect it at the shop

20:17

This is the first load

R563 073.00 during the course of the dispute.

This intervention secured significant financial re-
dress for the consumer. By receiving the outstand-
ing materials and having the storage fees waived,
the consumer realised a total benefit of R615
073.00.

The matter demonstrates the importance of effec-
tive consumer protection mechanisms in resolving
disputes and ensuring fair outcomes for consum-
ers who may otherwise face substantial financial
prejudice.

ENSURING FAIR REDRESS: CONSUMER RECEIVES
REFUND AFTER LAUNDRY DAMAGE

In March 2026, a consumer took her duvet to a
laundromat for a wash-and-dry service. During
the cleaning process, the duvet cover, valued at
R750.00, was damaged beyond repair.

The consumer initially lodged a complaint with the
laundromat and sought compensation for her loss.
However, despite several attempts to resolve the
matter directly, her complaint was disregarded by
the business. She subsequently approached the
Harry Gwala District Consumer Protection Office
for assistance.

In terms of Section 54 of the Consumer Protection
Act, 2008 (Act No. 68 of 2008), when a supplier
undertakes to perform a service on behalf of a
consumer, the consumer has the right to expect
that the service will be provided in a manner and
quality that persons are generally entitled to ex-
pect. Service providers are therefore required to
exercise reasonable care, skill, and diligence when
handling consumers' property.

Following the intervention of the Consumer Pro-
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tection Office, the matter was successfully re-
solved. The supplier accepted responsibility for
the damage and agreed to compensate the con-
sumer for her loss.

Outcome

The consumer received a full refund of R750.00, en-
abling her to purchase a replacement duvet cover.

This outcome demonstrates that every consumer
complaint matters, regardless of the monetary val-
ue involved. It also highlights the Office's commit-
ment to protecting consumer rights and ensuring
that consumers receive fair and appropriate re-
dress when suppliers fail to meet their obligations
under the Consumer Protection Act.

In recognition of its cooperation in resolving the
matter and its commitment to consumer rights,
the business was subsequently awarded the Busi-
ness Compliance Pledge, an achievement that re-
inforces its reputation as a responsible, consum-
er-focused enterprise.



If you are experiencing problems with a retailer or service provider who do not want to assist you with a
consumer complaint, you can contact Office of the Consumer Protector-KZN. Visit our online complaint's
portal on https://kznconsumeraffairs.gov.za

Please remember the following:

» Lodge the complaint as soon as possible.

« Make sure you have all your supporting documents, such as proof of purchase, invoices, contracts, etc.

« If the complaint relates to a motor vehicle, please ensure that you give the make and model, kilometre
readings (at date of purchase and when the problems started).

When writing your complaint statement, give a detailed description of the product or service, and what
the defect/problem is. Provide details of the timelines when informing the retailer of the problem and
their actions to try and resolve the issue.

The complaint will be directed to the relevant district where you, the consumer resides, and the adviser
dealing with the matter will contact you and advise on progress.

CONNECT WITH US

@ consumer.complaints@kznedtea.gov.za

@ 083 5611699
083 823 8680
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