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Executive Authority Statement

It is with great pleasure that | present the 2025/26 Annual
Performance Plan (APP) of the National Consumer
Commission (NCC).

This APP outlines the programme for the NCC to implement the
Consumer Protection Act (No. 68 of 2008) (CPA) in a manner
that ensures the protection of consumers, particularly the
vulnerable, and equally contribute to Government’s priorities as

outlined in the Medium-Term Development Plan (MTDP).

During this period, the strategic focus of the NCC will be mainly

on nine key areas focused on unsafe and expired foods,
second-hand automotive industry, unfair and unreasonable pricing of goods and services,
unfair and unreasonable terms and conditions, non-compliant Clothing, Textile, Footwear and
Leather goods (CTFL), market monitoring of low-quality and substandard locally produced or
imported goods, false claims on carbon friendly goods (green washing), scams and Ponzi

schemes, and e-commerce.

In addition, the NCC will be required to enhance consumer and business education to enhance

awareness of the CPA.

These focus areas will ensure that the NCC not only tackles consumer protection
transgressions that exploit consumers but also target those areas that undermine
industrialisation and ultimately economic growth. This approach to regulation will directly

contribute to the dtic’s strategy of Diversification, De-carbonisation, and Digitalisation.

This APP of the NCC is endorsed and appreciation is extended to the executive team and staff

to implement this Plan and achieve the stated objectives.

Mr. Parks Tau, MP
Minister of Trade, Industry, and Competition

Republic of South Africa



Deputy Minister Statement

Consumer protection regulation can meaningfully contribute to
Medium-Term Development Plan (MTDP) priorities of Driving
Inclusive Economic Growth and Job Creation, Reducing
Poverty and Addressing the High Cost of Living and
Building a Capable, Ethical, and Developmental State.

The Annual Performance Plan (APP) of the National Consumer
Commission (NCC) is aligned with this mandate, particularly its

emphasis on consumer protection targeted at nine key areas,

. namely, unsafe and expired foods, second-hand automotive
industry, unfair and unreasonable pricing of goods and services, unfair and unreasonable
terms and conditions, non-compliant Clothing, Textile, Footwear and Leather goods, market
monitoring of low-quality and substandard locally produced or imported goods, false claims
on carbon friendly goods (green washing), scams and Ponzi schemes, and e-commerce.
These focus areas will ensure the NCC tackles conduct that seeks to exploit consumers in

areas that hurt South Africans the most.

In this period, the NCC is required to strengthen collaboration with the entities of the dtic,
particularly standard setting bodies and regulators such as the SABS, NRCS, Competition
Commission and ITAC. In addition, more collaborative work is required with other entities with
related mandates, namely, Border Management Authority, South African Police Service and

South African Revenue Service.

Having regard to the consumer protection challenges that lie ahead, it will be important to

ensure that the NCC is adequately capacitated for effective regulation and impact.

This APP positions the NCC to contribute meaningfully to the economy, and is aligned with
priorities of the 7" Administration, by particularly focusing on conduct that hinders
industrialization and overall competitiveness of the marketplace for consumer goods and

services.

| support the 2025/26 APP of the NCC, and | shall provide the necessary support and oversight

towards its implementation.

| have full confidence that the NCC, under its leadership, the executive team, and staff will

implement this plan and realise its goals.



b

Mr. Zuko Godlimpi, MP

Deputy Minister of Trade, Industry, and Competition

Republic of South Africa



Accounting Authority Statement

1.

| am pleased to present this Annual Performance Plan
(APP) of the National Consumer Commission (NCC) for
2025/26. This plan details the NCC'’s strategic goals that
it has committed to. The mandate of the NCC is to
enforce the Consumer Protection Act (No. 68 of 2008)
(CPA) by ensuring that it protects, promotes, and
advances the social and economic welfare of consumers,
thus ensuring a fair marketplace for safe consumer

goods and services.

THE OVERALL FOCUS DURING THE PREVIOUS PLANNING PERIOD

The overall focus for the previous period was to realise the following outcomes:

Accessible and coherent consumer protection;

To promote a fair marketplace;

To promote the supply of safe goods to consumers;

To support transformation of the economy by providing guidance to comply with the
CPA; and

To support industrialisation by combating illegal imports related to Clothing, Textile,
Footwear, and Leather (CTFL).

The outcomes were underpinned by activities in the following strategic focus areas:

Conducting education and awareness initiatives for consumers on their rights and the
provision of the CPA;

Communication of consumer protection activities through media engagement;
Provision of business guidance on the provisions of the CPA to foster compliance;
Monitoring the efficacy of the accredited ombud schemes;

Monitoring and administration of product recalls; and

Investigation and enforcement of alleged prohibited conduct.

The NCC aligned its investigation, enforcement, education, and awareness interventions to

contribute to the core outputs of the dtic.



2. ACCOMPLISHMENTS IN THE PREVIOUS PERIOD
2.1 Overall performance and good governance

The NCC has achieved 11 out of its 11 targets (100%) in the APP. The NCC also obtained a
clean audit opinion in 2023/2024 (the 5" since 2018/19) as a result of good corporate

governance and prudent management.
2.2 Achievements in the previous period

The overall focus for the previous period was underpinned by the following targets:
e Improved turnaround times in the administration of complaints;
e Services rendered by NCC positively impact the socio-economic welfare of
consumers;
e Public awareness of the provisions of the CPA,;
e Curb importation of non-compliant clothing, textile, footwear, and leather (CTFL);
e Goods or services supplied at prices that are fair, reasonable, and just; and

e Curb prohibited conduct.

3. STRATEGIC FOCUS FOR THIS PERIOD
3.1 Overall performance and good governance
The NCC has achieved 11 out of its 11 targets (100%) in the Annual Performance Plan.

The NCC also obtained a clean audit opinion in 2023/2024 (the 5" since 2018/19) as a result

of good corporate governance and prudent financial management.
3.2 Investigations and enforcement

3.2.1 In pursuance of its mandate to protect consumers against harmful products, the NCC
conducted investigations against suppliers of peanut-based products for supplying
products not suitable for human consumption in that the goods contained levels of
Aflatoxin that exceeded the maximum level prescribed by the Food, Cosmetics and

Disinfectants Act 54 of 1972. This investigation is still ongoing.

3.2.2 The investigations on prices of goods in the Northwest, Mpumalanga, and Free State
provinces covered 8 District Municipalities and 15 Local Municipalities. These
investigations focused on bundling prices, disclosure of prices, date marking on goods,

and the sale of unsafe foods.



3.2.3 Enforcement action was taken against 107 non-compliant suppliers, composed of 41

CTFL matters, 11 unfair pricing matters, and 55 referrals to the Tribunal.

3.2.4 In the period under review, the NCC, through its enforcement activities, obtained
redress to consumers in the amount of R5 138 236.26 (Five million one hundred and
thirty-eight thousand two hundred and thirty-six rand and twenty-six cents), and
administrative fines in the amount of R1 807 000.00 (One million eight hundred
thousand rand). Compliance Notices, instructing importers of non-compliant clothing,
textiles, footwear and leather goods (CTFL) to destroy or remove those goods from
the African continent, in the amount of R12 269 379.70 (Twelve million two hundred
and sixty-nine thousand three hundred and seventy-nine rand and seventy

cents) were issued.
3.2.5 Below are the notable cases where enforcement action was taken:

e NCC V Vodacom. In this matter, Vodacom had denied consumers the right to
cancel their fixed term contracts by imposing a cancellation penalty of 75%.
Vodacom required payment of all outstanding fees and the cancellation penalty
before contracts were terminated. The NCC obtained a judgement in the
National Consumer Tribunal where Vodacom’s conduct was declared
unconscionable and was ordered to pay a fine of R1 000 000 (One million

rand).

e We-Buy Cars: Following the intervention by the NCC, the amount of R 1 016
094.15 (One million and sixteen thousand and ninety-four rand and 15
cents) was refunded to the consumers by We-Buy-Cars. The NCC
investigations have found that We-Buy-Cars refuses to refund consumers

where the purchased vehicles are defective.

3.2.6 The NCC contributes to Immediate Outcomes (I0) number 07 (I07) and 08 (108) of the
Action Plan on South Africa’s Greylisting. 107 requires South Africa to demonstrate “a
sustained increase in investigations and prosecutions of serious and complex money
laundering, in particular involving professional money laundering networks/enablers
and third-party ML in line with its risk profile.” |O8 requires South Africa to “enhance its
identification, seizure and confiscation of proceeds and instrumentalities of a wider
range of predicate crimes, in line with its risk profile”. The NCC has investigated
numerous schemes involved in predicate offences and in this regard, the notable cases

that NCC investigated are:



e NCC VS Priority Escapes. In this matter, consumers booked and paid for their
holidays through Priority Escapes, but the holidays never materialized, and the
consumers were not refunded. The NCC investigated the matter and found that
the CPA was contravened. The NCC, through the National Prosecuting
Authority’s Asset Forfeiture Unit, obtained a preservation order from the North
Gauteng High Court in the amount of R314 757.35 (Three hundred and
fourteen thousand seven hundred and fifty-seven rand and thirty-five
cents), through the assistance of the National Prosecuting Authority’s Asset
Forfeiture Unit to ensure that the consumers’ funds are not dissipated. The

NCC is tracing other funds hidden by Priority Escapes.

e NCC VS Edwin Letopa. In this matter, Mr. Letopa operated a pyramid scheme
through multiple companies of no less than 30 in number. The NCC
collaborated with the National Prosecuting Authority’s Asset Forfeiture Unit, the
South African Reserve Bank, the Financial Intelligence Centre, and the
Financial Sector Conduct Authority. This led to a preservation order in the
amount of R176 000 000 (One hundred and seventy-six million rand) being
obtained from the North Gauteng High Court.

e NCC VS TKL. Although this pig-butchering scam was investigated during the
20221/2022 financial years, the North Gauteng High Court ordered the final
forfeiture of the R716 088.56 (Seven hundred and sixteen thousand and
eighty-eight rand and fifty-six cents) in January 2024. Other applications for

final forfeiture are still pending.

3.3 Stakeholder Relations

3.3.1

3.3.2

The NCC entered partnerships with the universities of Stellenbosch and Limpopo
through memoranda of understanding (MOU). In terms of these MOUs, the academic
institution would offer opportunities to the NCC to educate the students on their rights
and empower law faculty students with skills to offer consumer education to
communities in their catchment areas as part of the universities’ corporate
responsibilities through the student chapters. The partnerships amplify the NCC’s
reach of creating awareness in those communities while inculcating community

involvement in the youth at those universities.

On the 25" to 26™ October 2023 the NCC, as the Chairperson of the SADC Technical
Working Group on Consumer Policy, played a leading role in the processes of drafting

of the SADC Regional Consumer Policy Framework and Model Consumer Law. In
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furtherance of the process of strengthening the legal and policy framework for
promoting and protecting consumer rights in the region, the NCC hosted a training
session for SADC member states to sensitize them on the principles of the Model Law
and laying the foundation for consistent regulation to support the ‘free trade’ within the
SADC region.

3.4 Education Awareness

The NCC uses face-to-face, virtual, print, broadcast, and social media to spread its messages
to South African consumers and suppliers, uphold its good reputation, communicate consumer
and supplier related activities, and inform consumers of their rights while nudging suppliers to
abide by the CPA and its regulations. The NCC is made available and responsive through
regular engagements with the media, prompt resolution of consumer-related queries in the
media space, and observation of social media patterns. Media Relations is an integral aspect
of the NCC'’s strategy to connect with South African consumers and suppliers about numerous
topics. These include significant investigations, rulings, and product recalls. To reach the most
vulnerable South African consumers, the NCC strives to maintain a balance between new and
traditional media, including social media. Social media channels are instantaneous by nature,
and promptly attending to customer inquiries has produced favourable outcomes. In this
regard, the NCC achieved the following:

e The NCC’s business guidance programmes were aimed at reaching SMME, women,
and youth-empowered businesses. As such total number of 24 business guidance

interventions were conducted to support these designated groups.

e A story about a consumer, Mr Mariba, whose vehicle was stolen at a car dealership
broke on Twitter on or about 21 March 2023. It was stated that the dealership was not
responsible for the loss. This resulted in one Sunday Paper contacting the Commission
for comment. The Commission’s response was that the dealership should replace the
consumer’s vehicle and that failure to do so is a contravention that the NCC will
prosecute. The response caught Hyundai SA’s attention, and the dealership replaced

Mr Mariba’s vehicle with a brand-new vehicle in April 2023.
4. STRATEGIC FOCUS FOR THIS PERIOD

The NCC's strategic focus for the 2025-2030 is to protect consumers and promote fair
competition, including focus on emerging issues in the digital economy and transition to
climate friendly business practices, while aligning with the broader national priorities of
reindustrialisation, inclusive growth, poverty reduction, capable developmental state and

ultimately addressing cost of living concerns. This focus is directly derived from the
8



Government of National Unity's Medium-Term Development Plan (MTDP) and the dtic's
economic policy and outputs, which emphasize re-industrialization, localization, beneficiation,

and creating an enabling environment for investment and improved competitiveness.

The strategic objectives of the NCC demonstrate an alignment with the broader government
agenda, particularly focusing on industrialization, and fostering a fair marketplace for
consumer goods and services. The improvement of offering consumer protection using
technology underscores the NCC efforts to more responsive service delivery as articulated in
outcomes that are geared at optimised service delivery, finalizing complaints and product

recalls within strict timelines.

To reduce red tape, and to ensure the NCC operates effectively and efficiently, the NCC has
introduced new targets to reduce the time it takes to investigate complaints from consumers
and to timeously respond to queries from consumers. In the main, two interventions will
contribute to red tape reduction, namely, the further implementation of the electronic system

for filing of complaints and significantly reduced periods for finalisation of cases.

The operationalisation of the Opt-Out Registry is a response to the mandate of NCC to protect
consumers from intrusive unsolicited marketing communication, thus protecting the privacy of
consumers. The NCC will also focus on protecting consumers within ecommerce and reduce
the harm that may be suffered through scams and Ponzi Schemes. These efforts will
contribute to an empowered consumer base, a conducive business environment, and a

streamlined regulatory process.

Furthermore, the NCC's focus on promoting consumer education and awareness in the digital
economy aligns with the dtic's emphasis on skills development, digitalization and opening
opportunities in e-commerce. By empowering consumers in the digital age, the NCC helps
ensure consumers are informed, which in turn supports the growth of a robust and competitive

digital economy.

lllicit trade remains a major challenge threatening the competitiveness and growth of the
domestic economy, with the influx of illicit and low-quality goods. It is therefore crucial to put
in place measures to prevent illicit and low-quality goods from entering the domestic market
particularly CFTL, batteries, furniture and undervalued products. To respond to these
challenges there is the need for deeper collaboration with other regulators for effective
enforcement, stiffer penalties on suppliers supplying non-compliant goods and need to

develop a digital system for tracking transactions, including e-commerce, in the ecosystem.

To achieve these objectives, the NCC will work in close collaboration with the dtic and its

various entities, including standard setting bodies and regulators such as the SABS, NRCS,
9



Competition Commission and ITAC, as well as entities with related mandates in certain
aspects, namely, Border Management Authority, South African Police Service and South
African Revenue Service. This collaborative approach ensures that consumer protection
policies are aligned with broader economic policies and contribute to the dtic's overarching

goal of achieving sustainable and inclusive economic growth.

Skills development is a major driver of industrial development and progress. The NCC will
enter into a strategic partnership with the Public Service Sector Education and Training
Authority (PSETA). This collaboration aims to strengthen ongoing training and development
of interns and workplace skills training. PSETA will, where feasible, provide funding of the

internship programme and workplace skills training to ensure improved training outcomes.

There are continuous challenges in the external environment that the NCC will continue to
respond to. In addition, there are ever present risks of cyber-attacks, and in this period the
NCC will strengthen its capacity to respond to these risks and will also be migrating most of

its systems to the cloud.

The NCC will strive to contribute to a competitive economy that promotes innovation, protects
consumers, and drives South Africa's economic development through industrialisation in line
with the MTDP's vision.
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APP 2025/26

Part A: Our Mandate

THE MANDATE OF THE NCC

Updates to relevant legislative and policy mandates

1.1 The Consumer Protection Act (No. 68 of 2008) (CPA)aims to promote and advance the

social and economic welfare of consumers by:

111

1.1.2

1.1.3
1.1.4
1.1.5
1.1.6

Establishing a legal framework for the achievement of a fair, accessible, responsible
and sustainable market;

Reducing any disadvantages experienced in accessing the supply of goods and
services by low income, low literacy, rural and vulnerable consumers;

Promoting fair business practices;

Protecting consumers from unfair and deceptive conduct;

Improving consumer awareness; and

Providing for an accessible, efficient and effective system of redress.

1.2 The main functions of the NCC are to:

1.2.1
1.2.2
1.2.3

1.2.4

1.2.5
1.2.6
1.2.7
1.2.8

Improve consumer protection through education and awareness interventions;
Improve compliance with the CPA through business guidance interventions;

Receive complaints concerning alleged prohibited conduct and deal with them as
prescribed by the provisions of the CPA;

Monitor the consumer goods and services market to prevent, detect and/ or prosecute
contravention;

Conduct investigations against suppliers allegedly engaging in prohibited conduct
Issue and enforce compliance notices;

Negotiate and conclude undertakings and consent orders; and

Refer matters to the NCT and appear before the NCT.

1.3 The NCC is responsible for enforcing the Consumer Protection Act (CPA) and

investigating consumer complaints. Where the investigation reveals that the CPA has been

contravened, that finding is not the of the matter as the NCC has to refer the case to the

National Consumer Tribunal for adjudication. The Consumer Tribunal adjudicates cases



referred by the NCC and has the authority to hear cases, make rulings, and impose

penalties on businesses that breach consumer protection laws.

2,

Updates to institutional policies and strategies

2.1 THE MEDIUM-TERM DEVELOPMENT PLAN

2.1.1.

2.1.2,

2.1.3.

21.4.

2.1.5.

The Medium-Term Development Plan (MTDP) National Development Plan (NDP) is a
strategic framework designed to guide South Africa's development over the next five

years. This plan focuses on three primary objectives:

Driving Inclusive Economic Growth and Job Creation: The government aims to
achieve a 3% economic growth rate by implementing structural reforms, particularly in
critical sectors like energy, transport, and logistics. These reforms are intended to
remove obstacles hindering growth and to foster an environment conducive to

investment and employment opportunities.

Reducing Poverty and Addressing the High Cost of Living: The MTDP
emphasizes the importance of supporting rural enterprises and investing in public
infrastructure in underserved areas. By prioritizing land reform and enhancing post-
settlement support, the plan seeks to empower marginalized communities and ensure

equitable access to resources.

Building a Capable, Ethical, and Developmental State: To enhance service delivery
and governance, the plan includes measures to strengthen municipal governance,
revise policy frameworks, and implement targeted empowerment initiatives. This
involves appointing qualified individuals to senior municipal positions and ensuring

independent oversight of the appointment processes.

The MTDP aims to address South Africa’s key socio-economic challenges over the

next five years. Its main aims include:

Accelerating Economic Growth and Job Creation

a) Targeting a 3% economic growth rate by implementing structural reforms in key
sectors like energy, transport, and logistics.

b) Encouraging investment and industrialization to create sustainable jobs.

c) Supporting small businesses, agriculture, and rural enterprises.

Reducing Poverty and Improving Living Standards

14



2.1.6.

21.7.

2.1.8.

Addressing the high cost of living by investing in public infrastructure, social
security, and basic services.

Advancing land reform and providing better post-settlement support for land
beneficiaries.

Strengthening food security programs and supporting local economic

development.

Enhancing Governance and Service Delivery

a)

b)

c)

Building a capable, ethical, and developmental state by improving government
efficiency and accountability.

Ensuring municipal governance reforms by appointing qualified officials and
strengthening oversight mechanisms.

Tackling corruption and maladministration in both the public and private sectors.

Investing in Human Capital and Social Development

Strengthening education and skills development to prepare the workforce for the
Fourth Industrial Revolution.

Expanding healthcare services and improving social welfare programs.
Supporting vulnerable communities through social grants and youth employment

initiatives.

Sustainable Development and Climate Resilience

a)
b)

Promoting green energy solutions and reducing reliance on fossil fuels.

Improving water and environmental management to address climate change risks.

15



2.2 THE INDUSTRIAL POLICY

South Africa’s Industrial Policy for 2025-2030 is centred around decarbonization,

diversification, and digitalization, aiming to drive sustainable economic growth, global

competitiveness, and inclusive development.

2.21. Decarbonization: Transitioning to a Low-Carbon Economy

Key Strategies:

a)

Renewable Energy Expansion: Through the Renewable Energy Independent
Power Producer Procurement Programme (REIPPPP), South Africa is increasing
investments in wind, solar, and hydro energy.

Green Hydrogen Development: The government is exploring green hydrogen
projects with international funding, including a $35 million EU grant to support
clean energy infrastructure.

Carbon Tax and Emissions Reduction: The introduction of a carbon pricing
mechanism aims to encourage industries to shift towards low-carbon
technologies.

Just Energy Transition Plan (JETP): With $8.5 billion in funding from
international partners, South Africa is working to phase out coal dependency while

protecting workers and communities in affected regions.

2.2.2. Diversification: Strengthening Economic Resilience

Key Strategies:

a)

b)

Sectoral Master Plans: Supporting high-growth sectors such as automotive
manufacturing, steel, pharmaceuticals, and agribusiness.

Export Market Expansion: Diversifying trade partnerships beyond China and the
EU and increasing African intra-trade under the African Continental Free Trade
Agreement (AfCFTA).

Tourism and Creative Economy: Investing in film, music, and digital content
creation, as well as boosting eco-tourism and heritage tourism.

Agricultural Innovation: Strengthening precision farming, agritech, and
sustainable food security programs.

Infrastructure Development. Encouraging public-private partnerships to

modernize transport, logistics, and energy infrastructure.
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2.2.3. Digitalization: Advancing the Fourth Industrial Revolution

South Africa is embracing digital transformation to enhance economic efficiency, expand

technological access, and prepare the workforce for the future.

Key Strategies:

a) 5G and Broadband Expansion: Increasing digital connectivity, particularly in
rural and underserved areas.

b) Digital Skills Development: Training young professionals in Al, cybersecurity,
robotics, and data analytics ETC.

c) E-Government & Smart Services: Enhancing public sector efficiency by
digitizing tax filing, smart ID applications, and health records.

d) Fintech and E-Commerce Growth: Expanding mobile banking, digital payments,

and blockchain technology to improve financial inclusion.

The Industrial Policy is to respond to priorities of the 7" Administration, namely, high
unemployment levels particularly of young people, high levels of poverty, high cost of living,

and reversing the current slow growth path and deal with the levels of inequality.
2.3 STRATEGIC FOCUS

The NCC’s strategies are derived from the national policies outlined above to ensure

alignment between the focus areas of the NCC and that of government.

The NCC has aligned its work to contribute to the government’s policies through the
implementation of its governing legislation. The NCC has identified the following strategic

objectives:

a) Contribute to Government’s industrialization goals.
b) Curb prohibited conduct.
c) Address the high cost of living.

d) Efficient delivery of services.
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To achieve these strategic objectives, the NCC will pursue the following outcomes:

a)

b)

c)

d)

f)

Eradication of practices that undermine local production and industrialization.

Reduced harm suffered by consumers from unsafe products, unfair trading practices
and unfair pricing.
More efficient, predictable, and sustainable local economic environment through

harmonised consumer protection interventions.

Increased business and consumer awareness of the CPA.
Increasing skills and work experience for the economy.

Contribution to the realization of a capable state.

To achieve these strategic objectives, the NCC has key priority areas, namely:

a)
b)
c)
d)
e)
f)

9)
h)
i)

Unsafe and expired foods;

Second-hand automotive industry;

Unfair and unreasonable pricing of goods and services;

Unfair and unreasonable terms and conditions;

Non-compliant Clothing, Textile, Footwear and Leather goods (CTFL);

Market monitoring of low-quality and substandard locally produced or imported goods;
False claims on carbon friendly goods (green washing);

Scams and Ponzi schemes; and

E-commerce.

In this period, the NCC will implement measures to strengthen collaboration with other

regulatory authorities, particularly with entities within the dtic, namely, standard setting bodies

and regulators including SABS, NRCS, Competition Commission, ITAC as well as various

Government departments (National Department of Health, Department of Agriculture,

Forestry, Fisheries and Environment) and related entities. The NCC will also strengthen

oversight over ombud schemes, namely, the Motor Industry Ombuds of South Africa and the

Consumer Goods and Services Ombud.
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3. Updates to Relevant Court Rulings
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The NCC appraises the rulings and decisions of the High Courts and the NCT regularly. The NC considers the likely impact of these decisions
when crafting our strategic plans. A summary of recent court decisions and rulings is provided in the following page:

Table 1: Update to relevant court rulings

Matter Name Court & Case reference Legal issues and status
number
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No. Matter Name Court & Case reference Legal issues and status
number

specifically answer any allegation that it contravened section 56 (2)(a) of the CPA.
In the circumstances, it would not be appropriate for the NCT to make a finding on
whether the refusal to replace the vehicle took place and whether it constitutes
continuing conduct.

GUIDANCE: It is urged that the report should clearly reflect the following: (1) What
was the Consumer's election and when; (2) What is the exact cause of the
complaint; (3) When did the cause of the complaint arise

8. NCC V The Turbo| NCT/174555/2020/73(2)(b) | NATURE OF THE MATTER: This was an application for contravention of section
Man CC 26(2) and (3) and section 56 (3) of the CPA in that three consumers took their
vehicles for repairs but after collecting those vehicles, initial and further defects were
then discovered. However, the consumer took almost two years to report the matter
at MOISA, resulting in two of those matters having been referred to the NCT after 3
years has lapsed.

PRINCIPLE: Whether the referral of the matter to MIOSA interrupts prescription in
terms of section 116 of the CPA

RULING: NCT rules that previously it has held on various matters that such referral
interrupts prescription in terms of section 116 of the CPA, but since the decision of
the High Court where it was held that there is no provision in the CPA that deals
with interruption of prescription therefore if a matter is referred to the NCT after the
lapse of three years from the date of the cause of action complained about, the NCT
is barred from entertaining that matter.
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No. Matter Name Court & Case reference Legal issues and status
number

RULING: The supplier was ordered to refund the purchase price with interest as
from the date of cancellation and refund the costs of the warranty.

GUIDANCE: Where a vehicle is purchased as a second hand and the contract
contains clauses that makes the supplier not liable for any defect, such clause is not
applicable without the consumer having been specifically informed of existing defect
at the time of purchasing the vehicle but elected to buy the vehicle with such defects.

12. | NCC V Kempster| NCT/210256/2021/73(2)(b) | NATURE OF THE MATTER: In this matter the consumer bought a second-hand
Sedgwick t/a CMH Mercedes Benz motor vehicle fitted with tyres that are not recommended by
Used Cars Mercedes Benz (i.e., run flat tyres and no spare wheel was provided because such
cars are designed not to have a spare wheel. The NCT agreed with the NCC that the
supplier was in breach of section 55 (2) in that the vehicle was not suitable for the
purpose for which it was designed for (i.e. to be driven even in dangerous areas
because if the tyre is poked by a sharp object whilst being driven in a dangerous
area, the driver won'’t be able to drive such vehicle until he/she reaches a garage/safe
area. The supplier was ordered to replace the fitted tyres with run flat tyres.

APPLICABLE SECTION of the CPA: Interpretation of section 55 (2) of the CPA i.e.
right to safe and good quality goods.

PRINCIPLE: When applying the provisions of section 55 (2) one must look at how
the defect will limit the purpose for which the goods are generally intended for. One
need not only consider whether the defect goes to the heart of the purpose for which
the vehicle is generally used (i.e., means of transport) but also consider the extent of
harm which the defect can cause.
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No. Matter Name Court & Case reference Legal issues and status
number

defective at the time of sale resulted in a financial penalty and legal consequences.
This could serve as a deterrent to other businesses from neglecting consumer rights.

RULING: The respondent was found guilty of prohibited conduct for refusing to repair
the vehicle and was ordered to refund the consumer R31,088.28 and Innovation
Group R75,000. An administrative fine of R100,000 was imposed, and the
respondent was prohibited from engaging in similar conduct in the future.

18. | NCC VS BRAAI| NCT/341406/2024/73(2)(b) NATURE OF THE MATTER: The NCC initiated an investigation into the respondent,
BLOCK Braai Block (Pty) Ltd's conduct, after receiving a tip-off about potential violations of
the Consumer Protection Act (CPA). The allegations were that the respondent failed
to include the location of its trading address on tax invoices and charged a varying
service fee on transactions, depending on the price of each meal. The NCC
conducted an investigation, confirming that the respondent’s sales records did not
show the location of the business and that service fees were charged inconsistently.

APPLICABLE SECTION OF CPA: Sections 23(6)(a) and 26(3)(b) of the CPA.

GUIDANCE: The Tribunal's ruling emphasizes that businesses must adhere strictly
to the requirements of price display under the CPA. The violation of charging
consumers more than the displayed price reinforces the importance of price
transparency in transactions. This case sets a clear precedent that any deviations
from displayed pricing are considered a contravention of the CPA, strengthening the
protection of consumers from deceptive pricing practices.

RULING: The respondent is required to pay an administrative fine of R1,000,000.00
within 90 days.
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No. Matter Name Court & Case reference Legal issues and status
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been filed by July 2023. As the complaint was filed late, the Tribunal dismissed the
case, stating it was time-barred and awarded no costs.

APPLICABLE SECTION OF CPA: Section 116 of the CPA.

GUIDANCE / IMPACT: The impact of this case is primarily related to the strict
application of the three-year limitation period set out in Section 116(1) of the
Consumer Protection Act (CPA). The case highlights the Tribunal’'s strict adherence
to the three-year time limit for filing complaints under the CPA. Even if the consumer
experiences ongoing issues or new developments (like the respondent refusing to
repair the vehicle), the clock starts ticking from the original act or omission, not from
the latest incident. This reinforces the importance of acting promptly in filing
complaints. The ruling reinforces that the Tribunal has limited discretion to extend
the three-year period. The Tribunal is bound by previous case law, such as the High
Court ruling in First Rand Bank Ltd v Ludick, which restricts its ability to apply
extensions or interruptions to the time limit. This clarifies the Tribunal’s jurisdictional
boundaries and limits the scope for delays in filing complaints. In cases where there
are continuing issues, the time period begins from the original act, and failing to
address complaints within the prescribed time frame may result in a case being
dismissed. This ruling limit access to justice by consumers affected by time frames.

RULING: The NCC’s application is dismissed.

21. | JULIE WILLIAMS | NCT/300948/2023/75(1)(b) NATURE OF THE MATTER: The applicant increased her cellular contract limit and
vs activated international roaming. After exceeding her limit in France, she was invoiced
R11,265.32. Despite objections by the consumer, the respondent upheld the

CELLCLTD charges. The National Consumer Commission issued a non-referral, but the
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No. Matter Name Court & Case reference Legal issues and status
number

The cases brought before the NCT, and other courts demonstrate the evolution of legal interpretations and enforcement of the CPA. Consumer
rights concerning product quality and contract fairness remain central themes, with suppliers increasingly held accountable for failing to meet
their obligations. However, enforcement challenges persist, particularly when suppliers evade compliance by dissolving and reestablishing under
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new names. Recent decisions reinforce the need for transparency in vehicle sales and adherence to refund obligations and the evolving scrutiny
on corporate practices affecting consumers. These cases collectively reflect a strengthening of consumer protection but also underscore ongoing
hurdles in enforcement and regulatory oversight.
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Part B: Strategic Focus
4. Situational Analysis

The NCC operates in an ever-changing environment, and it strives to keep abreast of these
changes. The NCC is influenced by government policies and regulations. Changes in political
leadership and policy direction necessitate that the NCC reviews its approach in the delivery

of its mandate, reassess its risk posture and operations.

As government’s priorities are around inclusive growth, poverty reduction and improved
efficiencies, the NCC had to shift its paradigm in ensuring that the efforts and priority areas
contribute towards the political direction. The current situational analysis of the NCC in terms

of the PESTEL framework is assessed below:
4.1 Political

The NCC operates under the Consumer Protection Act, which is influenced by government
policies and regulations. Changes in political leadership or policy direction can impact its

mandate, risk appetite and operations.
4.2 Economic

Economic factors such as inflation, unemployment, and economic growth influence consumer
behaviour and the types of complaints the NCC receives. Economic downturns can lead to

increased consumer grievances.

4.2.1 Global and Domestic Economic Outlook

The global economy is projected to grow by 3.1% in 2024 and 3.2% in 2025, suggesting some
relief for consumer markets through inflation moderation and stable growth. However, higher
interest rates are expected to sustain elevated prices for goods and services. This combination
of factors will directly affect consumer spending, household income, and consumer

expectations.

In South Africa, economic growth remains subdued, with real GDP increasing by just over 1%.
Interruptions in supply chain processes caused by geo-political tensions affect consumer
markets. Limited availability of goods, rising costs, and reduced consumer confidence are
prominent issues. Employment growth has been positive but not sufficient to put a dent on

unemployment, leaving many consumers vulnerable.
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4.2.2 Impact of High Prices on Consumer Behaviour

Whether at a global or local level, high prices have significant effects on consumers, leading

to an increase in complaints, including:

a)

b)

d)

Higher Expectations for Quality: Rising prices result in heightened expectations
regarding product quality, durability, and service standards. Any shortfall leads to

dissatisfaction, with more consumers scrutinizing the value for money.

Financial Strain and Economic Pressure: Elevated costs prompt consumers to
closely monitor their spending, increasing complaints about unexpected fees,

incorrect charges, and affordability issues. Unfair pricing practices are key concerns.

Increased Scrutiny of Services: Consumers expect superior customer service and
prompt delivery. Any service failures, such as delays, poor communication, or

insufficient support, are more likely to result in complaints.

Durability and Reliability: Expensive products are expected to be more durable,
and any defects or breakdowns often lead to higher dissatisfaction levels and

complaints about warranty or repair issues.

As household budgets shrink, consumers are more likely to voice concerns about
inflated prices, particularly in competitive markets where they may seek better deals

from alternative providers.

Inferior Products: Low-income consumers often purchase lower-cost goods that are
of inferior quality and lack durability. The demand for low-cost goods creates
opportunities for the proliferation of poor-quality products and counterfeit goods that

flood our markets.

Under current economic conditions, suppliers are likely to engage in unfair trade practises

which include:

a)

Suppression of Local Industries: Unfair trade practices, such as dumping cheap
products in developing markets, can undermine local industries. When local
businesses cannot compete with the low prices of imports, they may shut down,

leading to job losses and deepening poverty within communities.
38



o,

~/

b)

c)

d)

f)

9)

APP 2025/26
Monopoly Power and Exploitative Pricing: In some markets, businesses with
significant market power can set prices unfairly high. Unfairly high prices on essential
goods and services disproportionately impact low-income consumers. This limits
consumer choice and forces low-income individuals to overpay for basic goods,

perpetuating economic hardship and inequality.

Planned Obsolescence: Some manufacturers deliberately design products to fail or
become outdated within a short period, forcing consumers to buy replacements more
frequently. For low-income individuals, this leads to a continuous cycle of spending
on unnecessary items, hindering their ability to save and improve their financial

situation.

Exploitative Service Contracts: Consumers, particularly in low-income brackets,
are often bound by unfair service contracts that impose unreasonable terms or
penalties, hidden fees, long-term commitments, or exorbitant early termination
charges can place a heavy financial burden on individuals who are already struggling,
which concerns have mainly been observed in e-commerce, retail and

telecommunication markets.

Unsafe and Counterfeit Goods: The sale of counterfeit goods, particularly in low-
income areas, can lead consumers to buy unsafe or ineffective products, such as
food, and household items. This not only wastes money but can also poses health
risks, further exacerbating poverty by increasing medical costs and reducing

productivity.

Non-compliance with Consumer Protection Laws: Companies engaging in
unethical practices often violate consumer protection laws, targeting low-income
individuals who lack the knowledge or means to seek redress. The absence of
enforcement of these laws in certain regions can perpetuate poverty by allowing

exploitation to continue unchecked.

False Advertising: Misleading claims about products or services can lead
consumers to spend money on items that do not meet their needs or provide the
promised benefits. For low-income individuals, this can result in wasted resources
that are crucial for their survival or well-being.
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The above conditions are also reflected by the increase in complaints and types of complaints

received by the NCC. This is borne out by the increase in complaints as demonstrated below:

FY 2021/2022: Total Complaints: 3274

Figure 1: Complaints by Category
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Figure 2: Complaints by Category
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FY 2023/2024: Total Complaints: 4381
Figure 3: Complaints by Category
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e The National Consumer Commission launched an e Service portal in 2023 which

revised the categories.

In response to both global and domestic economic pressures, the NCC must play an active
role in safeguarding consumer rights and preventing exploitative practices. Under these
economic conditions, the NCC'’s role in protecting vulnerable consumers becomes even more
critical. The NCC can mitigate the impact of both global and domestic economic pressures on
consumers, ensuring that their rights are protected and that they are not unduly burdened by

unfair pricing or substandard services during times of economic adjustment.

The NCC'’s budget and resources are dependent on government funding, which can be further

affected negatively by the overall economic climate.
4.3 Social

The level of consumer awareness and education about their rights impacts the volume and
nature of complaints. The NCC needs to engage in continuous public education campaigns.
South Africa’s diverse population, with varying levels of income and education, affects the

types of consumer issues that arise. The following social factors are relevant:
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Limited Access to Remedies: Low-income consumers often face barriers to seeking
legal recourse when they are subjected to unfair contract terms or deceptive practices.
Lack of awareness, resources, or legal support limits their ability to fight back against

such exploitation, leaving them more vulnerable to financial hardship.

Intrusive unsolicited communication from direct marketers: Consumers are
constantly exposed to intrusive marketing by marketers, and this has significantly
increased over the years using multiple channels like emails, mobile phone, landlines,
automated calls and similar. The lack of an approved Opt-out Registry (the Registry)
for consumers to register a pre-emptive block to prevent marketers from engaging in

intrusive marketing infringed the consumers’ right to privacy.

Exclusion from Competitive Pricing: Unfair trade practices in the consumer market
often limit access to fair and competitive pricing, particularly in rural or underserved
areas. Without competition, monopolistic or oligopolistic companies can charge
excessive prices for essential goods and services, disproportionately affecting low-

income populations.

Digital Divide: In the modern economy, access to digital platforms can provide
consumers with competitive prices and greater choices. However, many low-income
individuals are excluded from these benefits due to lack of internet access or
technological literacy. This can force them to rely on traditional, often more expensive,

markets.

The high cost of living erodes consumer confidence. As consumers become more
cautious about spending, it leads to leads to consumers being vulnerable to expired

foods, substandard goods and food, and non-compliant goods.

44 Technological

Advances in technology can help the NCC improve its complaint handling processes and

outreach efforts. the NCC’s revamped website that affords consumers with a cost-effective

self-service capability to access information from the NCC without having to dial the contact

centre line. On the other hand, technology also has significant implications for consumers and

the NCC. It brings unique challenges that need to be addressed by the NCC. The ability of

new technologies, including Artificial Intelligence, to generate convincing fake content,
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including deepfakes, fabricated news, and fraudulent digital identities, makes it harder for

consumers to discern between real and artificial content,

The NCC analyses and identifies trends, address systemic issues in this space more

frequently.
4.5 Environmental

South Africans are becoming aware of and are concerned about the environment and these
concerns seem to be influencing their consumer decisions. Most consumers may then
incentivise suppliers that purport to offer more sustainable goods and services. However,
consumers rights to make informed decision may be curtailed by a lack of clear, accurate and
easily understandable information about the environmental impact of the products, and

misleading claims by suppliers.

To address these, the NCC has to collaborate with other regulators in reshaping policies to
take action against suppliers that provide misleading claims on their products offered to

consumers.
4.6 Legal

The NCC operates within a complex legal framework that includes various consumer
protection laws and regulations. Changes in legislation can impact its operations and risk
posture. Ensuring businesses comply with consumer protection laws and effectively enforcing

these laws is a continuous challenge.

There is an increasing trend of suppliers appealing NCT judgements which requires the
allocation of funds by the NCC to fund the litigation. This places a significant strain on the

NCC’s limited financial resources.
4.7 Conclusion

The current economic environment places the majority of consumers under pressure due to
high cost of living concerns. The NCC must be responsive to these concerns in its enforcement
and case selection process. In addition, technological advancements present both
opportunities and challenges. Furthermore, growing concerns around environmental issues,
sustainability, prevalence substandard goods and food safety issues add to the complexity of
the NCC’s work. Despite these challenges, the NCC remains committed to safeguarding
consumer rights, though it faces resource constraints, particularly as the volume of complaints

continues to rise.
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Part C: Performance Measures

5. Institutional Performance Information
5.1 Programme 1: Contribution to Government’s industrialization goals.

5.1.1 Purpose: The programme seeks to reduce the availability of non-compliant and substandard goods and foodstuffs and to inculcate a
culture of compliance with the CPA.

5.1.2 Outcomes, outputs, output indicators, and targets

Table 2 Programme 1: MTEF targets

OUTCOME KPI Output Output Audited/ Estimated MTEF Period
Number indicator Actual Performance
Performance
2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030

Decrease in
the value of
illegal

imports and

illicit trade
in key focus
areas (or
sectors).
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through
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KPI Output Output Audited/ Estimated MTEF Period
Number indicator Actual Performance
Performance
2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030
2. Finalised Time taken - Finalize Finalize Finalize Finalize Finalize
CTFL matters | to finalize CTFL matters | CTFL matters | CTFL matters | CTFL matters | CTFL matters
that lead to a | CTFL within 40 within 40 within 40 within 40 within 40
decrease in | matters to business business business business business
the value of | ensure non- days. days. days. days. days.
illegal compliant
imports and | CTFL is
illicit trade in | destroyed or
key focus | exported to
areas (or | the country
sectors). of origin and
compliant
CTFL is
released to
market.
3. Procurement | Percentage - 60% of | 60% of | 60% of | 60% of | 60% of
from SMME's | of preferential preferential preferential preferential preferential
in designated | preferential procurement | procurement | procurement | procurement | procurement
groups. procurement from SMME's | from SMME's | from SMME's | from SMME's | from SMME's
from SMME's in designated | in designated | in designated | in designated | in designated
in designated groups. groups. groups. groups groups
groups.
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increased
local
procuremen
t spend.
Competitive
and
complaint
industrial
parks for
developmen
t of local
industries

Increasing
skills and
work
experience
for the
economy.

KPI
Number

Output

Output
indicator

Audited/
Actual
Performance
2024/2025

Estimated
Performance

2025/2026

2026/2027

MTEF Period

2027/2028

2028/2029
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2029/2030

4. Suppliers in | Number  of - 4  business | 4 business | 4 business | 4 business | 4 business
industrial business education education education education education
parks education initiatives initiatives initiatives initiatives initiatives
compliant programs targeted at | targeted at | targeted at | targeted at | targeted at
with the CPA. | targeted at companies in | companies in | companies in | companies in | companies in

companies in industrial industrial industrial industrial industrial
industrial parks parks parks parks parks
parks conducted. conducted. conducted. conducted. conducted.
conducted to

ensure

compliance

with the CPA.

5. Work Number  of - 20 interns | 20 interns | 20 interns | 20 interns | 20 interns
experience interns placed by the | placed by the | placed by the | placed by the | placed by the
provided. placed by the NCC, NCC, NCC, NCC, NCC,

NCC,
accredited
ombud
schemes
namely,
MIOSA and
CGSO, and
other
partners.

accredited
ombud
schemes
namely,
MIOSA and
CGSO, and
other
partners.

accredited
ombud
schemes
namely,
MIOSA and
CGSO, and
other
partners.

accredited
ombud
schemes
namely,
MIOSA and
CGSO, and
other
partners.

accredited
ombud
schemes
namely,
MIOSA and
CGSO, and
other
partners.

accredited
ombud
schemes
namely,
MIOSA and
CGSO, and
other
partners.
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5.1.3 Output indicators: Annual and quarterly targets

Table 3: Programme 1: Annual and quarterly targets

KPI No Output indicator Annual Target
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KPI No Output indicator Annual Target ‘

5.1.4 Explanation of planned performance

Inspections are designed to ensure compliance with national laws and safety standards. This includes product labelling. The NCC will follow both
the pro-active and reactive approaches to detect practises that undermine industrialisation. The NCC will intensify the collaboration with ITAC,

SARS Customs, the Boarder management and the Provincial Consumer Protection Authorities.

49



~Z

8
RATIOKAL CONSUMER COMMISSION APP 2025/26

5.2 Programme 2: Curbing prohibited conduct.

5.2.1 Purpose:

To ensure that vulnerable populations are not exploited by deceptive practices, or fraudulent activities. By safeguarding consumers' rights, this
outcome aims to promote fair market practices and enhance financial security for low-income households. The goal is to safeguard vulnerable
consumers from financial exploitation and contribute to a more equitable economic environment, ultimately improving living standards and
reducing the financial burden on low-income households.

5.2.2 Outcomes, outputs, output indicators, and targets

Table 4: Programme 2 MTEF Targets

OUTCOME KPI Output Output Audited/ Estimated MTEF Period
Number indicator Actual Performance
Performance
2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030

Decrease in
the value of
illegal

imports and
illicit trade

in key focus
areas (or
sectors).
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OUTCOME

.

Minimized
harm to
consumers
caused by
unsafe or
defective
goods and
exploitative
supplier
practices.

Operationali
zed Opt-Out
Register
System.

Minimized
harm to
consumers
caused by
unsafe or

KPI
Number

Output

Output
indicator

Audited/
Actual
Performance
2024/2025

Estimated
Performance

2025/2026

2026/2027

MTEF Period

2027/2028

2028/2029

APP 2025/26

2029/2030

of vulnerable business business business business business
populations. days. days. days. days. days.

7. Initiate  high | Number of 4 high impact | 4 high impact | 4 high impact | 4 high impact | 4 high impact
impact high impact investigations | investigations | investigations | investigations | investigations
investigation. | investigation initiated. initiated. initiated. initiated. initiated.

s initiated.

8. Finalize high | Number  of 4 high impact | 4 high impact | 4 high impact | 4 high impact | 4 high impact
impact high impact investigations | investigations | investigations | investigations | investigations
investigation. | investigation. finalized. finalized. finalized. finalized. finalized.

9. Direct Percentage 25% of direct | 70% of direct | 80% of direct | 100% of | 100% of
marketers of direct marketers marketers marketers direct direct
registered on | marketers registered on | registered on | registered on | marketers marketers
the opt-out | registered on the  opt-out | the opt-out | the opt-out | registered on | registered on
register. the  opt-out register (| register. register. the  opt-out | the  opt-out

register. measured register. register.
from 1
January
2026).

10. | Finalized Percentage 75% of | 75% of | 75% of | 75% of | 75% of
complaints in | of complaints complaints in | complaints in | complaints in | complaints in | complaints in
priority areas | in priority priority areas | priority areas | priority areas | priority areas | priority areas
(excluding areas finalized. finalized. finalized. finalized. finalized.
CTFL at ports | (excluding
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OUTCOME

defective
goods and
exploitative
supplier
practices.

KPI
Number

Output

Output
indicator

Audited/
Actual
Performance
2024/2025

Estimated
Performance

2025/2026

2026/2027

MTEF Period

2027/2028

2028/2029

APP 2025/26

2029/2030

of entry and | CTFL at ports

scams). of entry and
scams)
finalized.

11. | Administer Time taken to Administer Administer Administer Administer Administer
product administer product product product product product
recalls and | and issue recalls and | recalls and | recalls and | recalls and | recalls and
issue communicati issue issue issue issue issue
communicati | on on product communicati | communicati | communicati | communicati | communicati
on thereon. recalls. on thereon | on thereon | on thereon | on thereon | on thereon

within 40 | within 40 | within 40 | within 40 | within 40
business business business business business
days of | days of | days of | days of | days of
receipt of | receipt of | receipt of | receipt of | receipt of
recall notice | recall notice | recall notice | recall notice | recall notice
from from from from from
suppliers. suppliers. suppliers. suppliers. suppliers.

12. | Finalize Percentage Finalize 90% | Finalize 90% | Finalize 90% | Finalize 90% | Finalize 90%
energy- of  energy- of  energy-| of energy- | of  energy- | of energy- | of  energy-
related and | related and related and | related and | related and | related and | related and
false claims | false claims false claims | false claims | false claims | false claims | false claims
about about about about about about about
environment | environment environmenta | environmenta | environmenta | environmenta | environmenta
ally friendly | ally friendly Iy friendly | Ily friendly | lly friendly | lly friendly | Ily friendly
(Carbon (Carbon (greenwashin | (greenwashin | (greenwashin | (greenwashin | (greenwashin
Neutral). Neutral) g on carbon| g on carbon | g on carbon | g on carbon| g on carbon

products neutrality) neutrality) neutrality) neutrality) neutrality)
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OUTCOME KPI Output Output Audited/ Estimated MTEF Period
Number indicator Actual Performance
Performance
2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030
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5.2.3 Output indicators: Annual and quarterly targets

Table 5: Programme 2: Annual & quarterly targets

KPI No Output indicator Annual Target

APP 2025/26
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KPI No Output indicator ‘ Annual Target ‘ Q4

KPI1 9 | Percentage of direct | 25% of direct | N/A N/A N/A 25% of direct
marketers marketers marketers
registered on the | registered on the registered on the
opt-out register. opt-out system opt-out register

(measured from 1 (measured from 1
January 2026). January 2026).

KPI 10 | Percentage of | 75% of complaints in | 75% of complaints in | 75% of complaints in | 75% of complaints in | 75% of complaints in
complaints in priority | priority areas | priority areas | priority areas | priority areas | priority areas
areas (excluding | (excluding CTFL at | (excluding CTFL at | (excluding CTFL at | (excluding CTFL at | (excluding CTFL at
CTFL at ports of | ports of entry and | ports of entry and | ports of entry and | ports of entry and | ports of entry and
entry and scams) | scams) finalized. scams) finalized. scams) finalized. scams) finalized. scams) finalized.
finalized.

KPI 11 | Time taken to | Administer product | Administer product | Administer product | Administer product | Administer product
administer and issue | recalls and issue | recalls and issue |recalls and issue |recalls and issue | recalls and issue
communication on | communication communication communication communication communication
product recalls. thereon within 40 | within 40 business | within 40 business | within 40 business | within 40 business

business days of | days of receipt of | days of receipt of | days of receipt of | days of receipt of
receipt of recall | recall notice from |recall notice from | recall notice from | recall notice from
notice from | suppliers. suppliers. suppliers. suppliers.
suppliers.

KPI 12 | Percentage of | Finalize 90% of | Finalize 90% of | Finalize 90% of | Finalize 90% of | Finalize 90% of

energy-related
complaints finalized
within a specified
period.

energy-related
complaints within 6
months.

energy-related
complaints within 6
months.

energy-related
complaints within 6
months.

energy-related
complaints within 6
months.

energy-related
complaints within 6
months.
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5.2.4 Explanation of planned performance

Data from consumer complaints, market research, and financial reports will be used to identify at-risk groups, geographic regions where financial
exploitation is more common. Ongoing monitoring of industries known for exploiting vulnerable consumers will be conducted to detect and prevent
deceptive practices. Collaboration with Financial Sector Conduct Authority, the National Prosecuting Authority and the South African Police
Services will be enhanced.

5.3 Programme 3: Education and Awareness.

5.3.1 Purpose: To Educate consumers to demand quality goods and services and enforce their rights and demand quality goods and business
is educated their obligations in terms of the CPA, thus focussing on preventing harm to consumers and change business practises that
are harmful to consumers.

Table 6 Programme 3: MTEF targets

OUTCOME KPI Output Output Audited/ Estimated MTEF Period
Number indicator Actual Performance
Performance

2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030

Enhanced
public
knowledge

and
understandi
ng of the
CPA
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KPI
Number

Output

Output
indicator

Audited/
Actual
Performance

Estimated
Performance

MTEF Period

APP 2025/26

2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030

14. | Number  of | Number of 8 business | 8 business | 8 business | 8 business | 8 business
business business education education education education education
education education and and and and and
and and awareness awareness awareness awareness awareness
awareness awareness initiatives initiatives initiatives initiatives initiatives
programs programs targeted at | targeted at | targeted at | targeted at | targeted at
conducted. conducted. SMMEs, and | SMMEs, and | SMMEs, and | SMMEs, and | SMMEs, and

informal informal informal small informal
business business business business business
conducted. conducted. conducted. conducted. conducted.

15. | Number of | Advocacy 10 advocacy | 10 advocacy | 10 advocacy | 10 advocacy | 12 advocacy
advocacy interventions interventions | interventions | interventions | interventions | interventions
interventions | in in in in in in
in municipalities municipalities | municipalities | municipalities | municipalities | municipalities
municipalities
for industrial
development
and SMME
support.

16. | Joint Number of 6 joint | 6 joint | 6 joint | 6 joint | 6 joint
initiatives joint initiatives initiatives initiatives initiatives initiatives
conducted in | collaborative conducted in | conducted in | conducted in | conducted in | conducted in
collaboration | initiatives. collaboration | collaboration | collaboration | collaboration | collaboration

with
regulatory
bodies.

with
regulatory
bodies.

with
regulatory
bodies.

with
regulatory
bodies.

with
regulatory
bodies.

with
regulatory
bodies.
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5.3.2 Output indicators: Annual and quarterly targets
Table 7: Programme 3: Annual & quarterly targets

KPI No Output indicator Annual Target Q1

58



Output indicator

Annual Target

KPI 16 Number
collaborative

initiatives.

joint

6 joint initiatives
conducted in
collaboration  with
regulatory bodies.

APP 2025/26
Q1
2 joint initiatives | 1 joint initiative | 2 joint initiatives | 1 joint initiative
conducted in | conducted in | conducted in | conducted in

collaboration  with
regulatory bodies.

collaboration  with
regulatory bodies.

collaboration  with
regulatory bodies.

collaboration  with
regulatory bodies.

5.3.3 Explanation of planned performance

The Education and Awareness Division is responsible for this function. The consumer and business education and awareness initiatives will be
conducted through various platform, including but not limited to workshops (in person and virtual) and webinars.
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5.4 Programme 4: Efficient delivery of services.

5.4.1 Purpose: To enhance the overall effectiveness and responsiveness of services to deliver faster, higher-quality services to customers in a
timely, reliable, and cost-effective manner. Also to keep its online systems fit for purpose by maintaining a high availability of systems to
enable consumers to file complaints or access information quickly. This reduces red tape by simplifying the filling and handling of consumer
complaints thus reducing the time it takes to file a complaint and get feedback from the NCC.

5.4.2 Outcomes, outputs, output indicators, and targets

Table 8 Programme 4: MTEF targets

OUTCOME KPI Audited/ Estimated MTEF Period

Success
before NCT
and Courts.

Continuous
improvement
of business
processes to

Number

Output

Output
indicator

Actual
Performance
2024/2025

Performance

2025/2026

2026/2027

2027/2028

2028/2029

2029/2030

17. | Success rate | Percentage 80% success | 80% success | 80% success | 80% success | 80% success
in cases | of cases in rate in cases | rate in cases | rate in cases | rate in cases | rate in cases
presented favour of the presented presented presented presented presented
before  the | NCC matters before the | before  the | before  the | before  the | before  the
National brought National National National National National
Consumer before the Consumer Consumer Consumer Consumer Consumer
Tribunal and | National Tribunal Tribunal Tribunal Tribunal Tribunal
Courts. Consumer and/or and/or and/or and/or and/or

Tribunal Courts. Courts. Courts. Courts. Courts.
and/or
Courts.

18. | Available Percentage 95% 95% 95% 95% 95%

complaints of availability availability of | availability of | availability of | availability of | availability of
of complaints complaints complaints complaints complaints complaints
handling e- handling e- | handling e- | handling e-| handling e- | handling e-
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OUTCOME KPI Output Audited/ Estimated MTEF Period
Number indicator Actual Performance
Performance
2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030

increase
productivity
and reduce
inefficiencies.
Improved
turnaround
times for
payment of
service
providers
Mobile unit to
increase
brand
awareness,
enhance
visibility,
expand
reach, and
create direct
engagement
with
consumers,
particularly in
rural
communities.




(Y

~S

5.4.3 Output indicators: Annual and quarterly targets

Table 9: Programme 4: Annual & quarterly targets

KPI
No

Output indicator

Annual Target

APP 2025/26

KPI | Percentage of cases | 80% success rate in | 80% success rate in | 80% success rate in | 80% success rate in | 80% success rate in

17 in favour of the NCC | cases presented | cases presented | cases presented | cases presented | cases presented
matters brought | before the National | before the National | before the National | before the National | before the National
before the National | Consumer Tribunal | Consumer Tribunal | Consumer Tribunal | Consumer Tribunal | Consumer Tribunal
Consumer Tribunal | and/or Courts. and/or Courts. and/or Courts. and/or Courts. and/or Courts.
and/or Courts.

KPI | Available 95% availability of | 95% availability of | 95% availability of | 95% availability of | 95% availability of

18 | complaints complaints handling | complaints handling | complaints handling | complaints handling | complaints handling
handling e-Service | e-Service  System | e-Service  System | e-Service  System | e-Service  System | e-Service  System
System and Website and Website and Website and Website and Website
and Website

KPIl | Number of days | Pay service | Pay service | Pay service | Pay service | Pay service

19 | taken to pay | providers within 20 | providers within 20 | providers within 20 | providers within 20 | providers within 20
suppliers. business days. business days. business days. business days. business days.

KPI | A functional mobile | Business case for | N/A N/A N/A Business case for

20 unit the mobile unit. the mobile unit.
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5.4.4 Explanation of planned performance

The planned performance is aimed at providing support to the NCC to ensure that the appropriate technology architecture, electronic
communications channels and other associated information resources and services are available to ensure that the NCC can operate efficiently
and securely.

5.4.5 Programme resource considerations
5.4.6 Revenue Analysis

The projected revenue in the MTEF is shown in the below table:

Table 10: Revenue

Revenue 2024/2025 2025/2026 2026/2027 2027/2028
Annual Budget Annual Budget Annual Budget Annual Budget
R’000 R’000 R’000 R’000
Government Grants 71220 71 360 73790 77128
Interest 4 950 4 856 5080 5309
Total Revenue 76 170 76 216 78 870 82 437

Revenue remains almost the same between 2024/25 and 2025/2026, with a steady increase each year from 2026/2027 financial year. By
2027/2028, the total revenue rises to R82.437 Million, an increase driven by both grants (R77.128 Million) and interest income (R 5.309 Million).
However, the reliance on grants remains a significant and primary part of the budget, emphasizing the need for careful fiscal management as the
budget is vulnerable to shocks should the grant be reduced. This trajectory highlights the importance of balancing the present needs with long-
term fiscal health.
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5.4.7 Expenditure Analysis
Table 11: Expenditure Analysis

Expenditure per strategic objective

APP 2025/26

2024/2025 2025/2026 2026/2027 2027/2028
Annual Budget Annual Budget Annual Budget Annual Budget

R’000 R’000 R’000 R’000

Administration 45 416 46 099 47 963 50 214
Programme 1: Contribution to Government's 12 931 13 842 14 265 14 910
industrialization goals

Programme 2: Curbing prohibited conduct. 7 330 5543 5 568 5820
Programme 3: Education and Awareness. 5294 5319 5348 5507
Programme 4: Efficient delivery of services 5199 5413 5726 5 986
ezl 76 170 76 215 78 871 82 437

The expenditure figures for each of the years from 2024 to 2028 are exactly matched with the revenue. There is no projected deficit or surplus,
which indicates that the NCC maintains fiscal discipline. However, the tight budgeting limits the NCC’s flexibility to respond to unexpected
economic shocks or emergencies. Revenue will not increase between 2024/25 and 2025/26 financial years. However, it is projected to increase
at an average rate of 3.63% inclusive on interest collection. While this reflects some optimism for increased revenue collection, it may not fully
account for inflation or other needs of a growing population. If the cost of delivering services rises faster than revenue, this could strain the NCC’s

to meet its mandates.

64




~/

>

APP 2025/26

Table 12: Economic Classification

Economic Classification 2024/2025 2025/2026 2026/2027 2027/2028
Annual Budget Annual Budget Annual Budget Annual Budget
R’000 R’000 R’000 R’°000
Current expenses 74 070 76 216 78 870 82 437
Compensation of employees 50 890 50 890 50 890 53 190
Goods and services 25 280 25 326 27 980 29 246
Total 76 170 76 216 78 870 82 437

5.4.8 Materiality Framework

Due to the nature of the NCC’s business, the best indicator regarding business activity is expenditure. There is lower risk on revenue as 93% of
the revenue is made up of government grants. As such, a 0,50% of expenditure was selected for this framework. As a result, transactions in
excess of the below amounts are considered material:

Table 13: Materiality Framework

Materiality 2024/2025 Annual 2025/2026 Annual 2026/2027 2027/2028
Budget Budget Annual Budget Annual Budget
R’000 R’000 R’000 R’000
Expenditure 76,170 76, 216 78, 870 82, 437
Materiality 0,50% R381 R381 R394 R412
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6. Key Risks and mitigation

6.1 Risks relating to the outcomes.

Table 14: Key Risks and mitigation

Outcomes Key Risks Risk Mitigation
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Risk No Outcomes Key Risks Risk Mitigation
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6.2 Fraud Prevention

The Public Finance Management Act, No. 1 of 1999 and Treasury Regulations, 2005 requires
the Accounting Authority (Commissioner) to adopt a risk management strategy that must
include a formal Fraud Prevention Plan and to submit the Fraud Prevention Plan together with

the Annual Performance Plan to the Executive Authority annually.

The NCC has an approved Fraud Prevention Policy, Strategy, and Implementation Plan.
These documents were developed to prevent, detect, and address acts of corruption. A fraud
and corruption risk assessment was conducted, and action plans were identified and
monitored on a quarterly basis. Regular communication, including workshops and information -
sharing sessions, was undertaken to promote awareness and reporting of fraud and corruption
within the NCC.

Additionally, the NCC has an approved Whistleblowing Policy that serves as a mechanism
and guide for reporting suspected fraud and corruption. The policy outlines the procedures for
reporting such incidents anonymously. This information has been communicated to all

employees.

Fraud reporting boxes have been placed within the building, and the hotline number for
reporting possible fraud or corruption is displayed on each box and in the Whistleblowing
Policy. Internal reports of fraud and corruption can also be submitted via the NCC’s designated

email: fraud@thencc.org.za .

68


mailto:fraud@thencc.org.za

PART D

TECHNICAL
INDICATOR
DESCRIPTIONS
(TIDS)




NATIONAL CONSUMER COMMISSION APP 2025/26

Part D: Technical Indicator Descriptions

7. Technical Indicator Descriptions (TIDs)
71 TID1: Enforcement action against suppliers of illicit goods, expired goods

illegal imports

Table 15: TID1: Enforcement action against suppliers of illicit goods, expired goods
and illegal imports

Indicator title Enforcement action against suppliers of illicit goods,
expired goods and illegal imports
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7.2 TID2: Finalize CTFL Investigation
Table 16: TID2: Finalize CTFL Investigation

Indicator title Finalize CTFL Matters
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7.3 TID3: Preferential Procurement

Table 17: TID3: Preferential procurement

Indicator title Preferential Procurement
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7.4 TID4: Business Education at Industrial Parks

Table 18: TID4: Business Education at Industrial parks

Indicator title Business Education at Industrial parks
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7.5 TID5: Internship Programmes Provided.

Table 19: TID5: Internship Programmes Provided

Indicator title Internship programmes provided
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7.6 TID6: Finalize investigations of Ponzi Scheme, Al and Fake reviews on digital
platforms for goods and services

Table 20: TID6: Finalize investigations of Ponzi Scheme, Al and Fake reviews on
digital platforms for goods and services.

Indicator title Finalize Ponzi Scheme, Al and Fake reviews and Online
Investigations
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7.7 TID7: High Impact Investigation Initiated
Table 21: TID7: High Impact Investigation Initiated

Indicator title High Impact Investigation Initiated
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7.8 TID8: High Impact Investigation Finalized
Table 22: TID8: High Impact Investigation Finalized

Indicator title High Impact Investigation Finalized
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7.9 TID9: Register Direct Marketers on the Opt-Out Register.

Table 23: TID9: Register Direct Marketers on the Opt-Out Register.

Indicator title Register Direct Marketers on the Opt-Out Register
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7.10 TID10: Finalize Complaints in Priority Areas
Table 24: TID10: Finalize Complaints in Priority Areas

Indicator title Finalize Complaints in Priority Areas
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TID11: Administer Product recalls

Table 25: TID11: Administer Product recalls

Indicator title Administer Product recalls
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711 TID12: Finalize Energy-Related Complaints.

Table 26: TID12: Finalize energy-related complaints.

Indicator title Finalize Energy-Related Complaints
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712 TID 13: Consumer Education and Awareness Programs

Table 27: TID13: Consumer Education and Awareness Programs

Indicator title Consumer Education programs conducted to
consumers
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7.13 TID14: Business Education and Awareness Programs

Table 28: TID14: Business Education and Awareness Programs

Indicator title Business Education programs conducted for
consumers
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7.14 TID15: Advocacy interventions in municipalities for industrial development and
SMME support

Table 29: TID15: Advocacy interventions in municipalities for industrial development
and SMME support

Indicator title Advocacy interventions in municipalities for industrial
development and SMME support
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7.15 TID16: Joint Initiatives Conducted

Table 30: TID16: Joint Initiatives Conducted

Indicator title Joint Initiatives Conducted
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7.16 TID17 Percentage of Success at the NCT and Courts

Table 31: TID17: Success rate at the NCT and Courts

Indicator title Success Rate at the NCT and/or Courts
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717 TID18: Available Complaints handling e-Service System and Website

Table 32: TID18: Available Complaints handling e-Service System and Website

Indicator title Available complaints handling e-Service System and
Website
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7.18 TID19: Pay Service Providers.

Table 33: TID19: Pay service providers

Indicator title Pay Service Providers
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7.19 TID20: Procure Mobile Unit.

Table 34: TID20: Procure Mobile Unit.

Indicator title Procure Mobile Unit
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