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1 CONSUMER GOODS
o1l & SERVICES OMBUD

Fairplay between consumer & supplier

A CONSUMER GUIDE TO LODGING A COMPLAINT WITH THE

CONSUMER GOODS & SERVICES OMBUD

Resolving Consumer Goods & Services Disputes Effectively & Independently



WHO WE ARE

The Consumer Goods and Services Ombud is an impartial, independent
dispute resolution scheme established in 2013 in terms of section
82(6) of the Consumer Protection Act (CPA). The office of the Ombud
is mandated to receive and mediate consumer complaints relating
specifically to the consumer goods and services sector. We report to the
National Consumer Commission, the Department of Trade, Industry and

Competition and our board of directors. Our services are free of charge
for consumers.



WHAT WE PROUDLY DO

We are mandated to:

e mediate disputes and ensure that industry players abide by the
Consumer Goods and Services Industry Code of Conduct

e educate consumers about their rights and redress should an industry
member breach the CPA or the Code

e offer guidance to participating companies around compliance with
the CPA

HOW TO ACCESS CGSO SERVICES AT THE
NORTH-WEST UNIVERSITY HELPDESK

Complainants can visit the CGSO satellite office:

e NWU Community Law Centre Building F9 Cnr James Moroka &
University Drive. Matlalong Cemetry Road Mmabatho Office G24
Operating Hours: Mon to Fri |08:00-16:30

You may also contact:

Ms. Dimpho Jodo: Dimpho)J@cgso.org.za



HOW TO LODGE A COMPLAINT WITH THE
CONSUMER GOODS AND SERVICES OMBUD

1. Try resolving the issue with the supplier first.

2. If unresolved, submit your complaint through the CGSO website or
contact the North-West University helpdesk officer.

3. Attach relevant documents like receipts or correspondence.

4. Once lodged, your complaint will be assessed and, if valid, referred
to the supplier.

5. If unresolved within 15 business days, CGSO will mediate.

6. Arecommendation will be made based on the evidence.

7. If still unresolved, you may escalate the matter to the National
Consumer Commission or seek legal assistance.

WHAT WE CAN’T HANDLE

Complaints older than 3 years

Cases already in court or handled by other ombuds
Matters involving businesses earning over R2 million
Legal disputes with legal representation already involved
Issues outside the consumer goods and services sector

TIME FRAMES & PROCESS

Some complaints take longer than others, especially where

the supplier is uncooperative. In terms of the Code, we have
60 days within which to finalise a case. This is the maximum
amount of time consumers can expect to wait.

YOUR RIGHTS AS A CONSUMER

You are entitled to:

Learn more at: www.cgso.org.za/vour-rights

Equality

Privacy

Choice

Disclosure

Fair Marketing

Fair & honest dealings



https://qrco.de/bdwhi5
http://www.cgso.org.za/your-rights

GETIN TOUCH

CONTACT

SHARECALL: 086 000 0272 (CPA)
WHATSAPP: 081 335 3005
WEBSITE: www.cgso.org.za
EMAIL: info@cgso.org.za

HEAD OFFICE PHYSICAL ADDRESS:
292 on Surrey 1 292 Surrey Avenue | Ferndale | Randburg.

HEAD OFFICE POSTAL ADDRESS:
PO Box 3815 | Randburg 1 2125

CGSO: Resolving consumer goods and services disputes effectively and
indeendendently.
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