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Introducing Mama Siza
Mama Siza is a money wise lady who is going to help you  
make the best choices when it comes to financial matters.  
She knows all about consumer rights, the National Credit Act  
and how you can protect yourself from dishonest lenders.  
Keep a look out for Mama Siza’s hot tips on finances  
and make your way to financial freedom.
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 his year, the National Credit Regulator  
(NCR) celebrates six years since it was 

established as the Regulator of the South 
African credit industry in terms of the National 
Credit Act No. 34 of 2005 (the Act),  and 
commenced operation in June 2006. 

Under the Act, we are tasked with 
carrying out education, research, policy 
development, registration of industry 
participants, investigation of complaints, 
and the enforcement of the Act.

The Act requires the Regulator to promote 
the development of an accessible credit 
market, particularly to address the needs of 
historically disadvantaged persons, low-
income persons and remote, isolated or low-
density communities.
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VIEW FROM THE TOP
A message from NCR CEO, NOMSA MOTSHEGARE

It is very clear that millions of South Africans 
have become over-indebted as a result of 
numerous factors. These range from reckless
lending, unscrupulous credit providers to 
unlawful provisions contained in credit 
agreements.  The current situation makes the 
Regulator’s core focus areas of enforcing the law 
with those who are found to be contravening 
the Act and educating consumers on their 
rights and responsibilities in their interface 
with credit providers, all the more critical.  

The NCR’s Investigations and Enforcement 
department, together with the South African 
Police service, has succesfully conducted a 
number of raids on so-called “mashonisa’s” 
(loan sharks) and credit providers across the 
country. Through these operations, numerous 

criminal charges have been opened and 
arrests have been made in the towns 

visited. The NCR wishes to reiterate 
its heavy-handed approach to credit 
providers contravening the Act, 
and send the message that it will 
continue to conduct many more 
operations of this kind to ensure 
that the exploitation of vulnerable 
and unsuspecting consumers does 
not escalate. 

More broadly speaking, the purpose 

of the NCA is to protect consumers against 
unfair and unlawful credit provision and to 
reduce reckless credit behavior – both by 
credit providers and consumers. The Act does, 
however, place a greater responsibility on 
credit providers to ensure that consumers can 
afford the credit before they commit to it.  As 
a further expression of its mandate, the NCR 
will continue to educate consumers about 
responsible management of credit.

Under all circumstances, it is imperative that 
consumers are aware of their rights and 
responsibilities when entering into credit 
agreements. It is important that consumers 
know that they cannot be charged excessive 
interest charges by credit providers.  But 
equally, we see our role as encouraging 
consumers to take control of their finances 
and advising them not to enter into credit 
agreements when they know they will not 
have the financial capacity to repay their loans. 

Consumers must not be afraid to approach 
credit providers, the NCR or a registered debt 
counsellor when they find themselves in 
financially distressing situations. Through this 
newsletter, we hope to keep you abreast of  
important developments in the quest to 
promote a more equitable, responsible, fair  
and accessible credit industry.  

Nomsa Motshegare,
National Credit Regulator CEO.



        e are excited to introduce “National      
      Credit Matters”, the first edition of  
the National Credit Regulator’s (NCR) 
quarterly newsletter. Our aim is for this 
newsletter to become a lively platform to 
keep you engaged and informed about the  
NCR, about developments in the credit 
industry, and to provide you with useful tips 
and pointers about the industry in general.

We have had a busy few months at the NCR 
this quarter:

The Registrations and Compliance depart-
ment introduced new guidelines for on-site 
visits and conducted a successful awareness 
campaign amongst credit providers about 
the new ICT system. The new system will go 
a long way towards enhancing efficiency 
and service delivery.

The Complaints department’s call centre 
is performing excellently, with a drop 
call rare if between 3-4%. The complaints 
resolution is fairly high. The department’s 
partnership with Ombud Schemes and 
Provincial Consumer Affairs Offices has 
offered consumers more platforms to deal 
with their complaints.

The HR department successfully imple-
mented a learnership programme that 
gave 10 learners job opportunities.  
It is also leading the Change Management  
Programme which is aimed at assisting  
employees to adapt to change occasioned 
by the new ICT system.

The Statistics and Credit Information 
departments have once again timeously 
published the CCRM and CBM reports. 
These reports are not only vital for the local 
credit market, but are “a sought after” by 
foreign investors.
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W The Debt Counselling department has for 
this quarter conducted 127 compliance visits, 
a debt counselling workshop in KwaZulu 
Natal, and a workshop for Magistrates in 
Mpumalanga. The department was central to 
the review and amendment of the industry 
codes which resulted in the withdrawal 
of recognition of the roles of the National 
Debt Mediation Association of South Africa 
(NDMA), Credit Ombud and Debt Counsellors 
Association (DCASA). This means that all debt 
counselling complaints will no longer be 
handled by the aforementioned institutions, 
but by the NCR. The department also oversaw 
the termination of the Service Level Agreement 
with Consumer Protection Excellence, a  
payment distribution agent, which contravened 
the agreement in many ways.

The Education department which is at the 
forefront of creating consumer awareness 
embarked on various campaigns to raise 
awareness levels. Various vehicles such as radio, 
TV, partnerships with industry players and print 
media were utilised.

The Investigations and Enforcement 
department has not been idle either, as 
evidenced by the raids conducted on numerous 
credit providers in Thohoyandou, Limpopo, and 
Upington in the Northern Cape. The operations 
resulted in the confiscation of bank cards, 
pension cards, identity documents and several 
arrests. Fourteen cases (14) have  been referred 
to the National Consumer Tribunal for various 
contraventions of the National Credit Act.

A great milestone was achieved when the 
registration of a debt counsellor was cancelled 
by the Tribunal and an administrative fine of 
R100 000 imposed (see NCR in the Spotlight).

A big thank you to the management team 
and staff for their commitment, hardwork and 
dedication to the NCR.

We are pleased to have embarked on this 
journey with you, our readers. Your opinion 
is valuable to us and in the spirit of serving 
you better, we will, in the coming months, 
be asking for feedback from you. 

Our wish is for this to become the definitive 
guide to the work of the NCR, and important 
developments in the credit industry. We 
cannot do this without your help. We 
encourage you to tell us what you enjoy 
and want to see more of, and equally to let 
us know what you don’t think is working. 
Happy reading!

For comments/compliments please 
email: editor@ncr.org.za

Obed Tongoane,
The National Credit Matters Editor

FROM THE

EDITOR...

To avoid getting
into more debt,
downgrade and

CHANGE YOUR 
LIFESTYLE!



NCR IN THE SPOTLIGHT -
Clamping down on non-compliant 
credit providers
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  he NCR, through its tough Investigations      
     and Enforcement department, is proving 
to unscrupulous credit providers across the 
country that it is a force to be reckoned with. 

At the beginning of June, the Regulator 
again intensified its fight against the abuse 
of consumers by credit providers who are 
contravening the National Credit Act (the 
Act) through an initiative termed Operation 
Siyanda.  This forms part of what the NCR terms 
its “Operations” initiative, which has proved 
highly successful in apprehending those credit 
providers violating the law.

OPERATION SIYANDA was conducted in the 
areas of Upington, Kakamas, Keimos and 
Groblershoop in the Northern Cape, in 
partnership with the South African Police 
Service (SAPS) and the Directorate of Priority 
Crimes and Investigation. 

OPERATION SIYANDA, the second clampdown
of its kind this year, led to the arrest of 13 credit 
providers and recovered 130 identity documents, 
5453 pension cards and 1720 bankcards that 
had been kept illegally by the credit providers as 
collateral.  Earlier in the year, a similar operation 
was conducted in Thohoyandou, Limpopo 
province, encompassing 16 joint onsite 
investigations, and resulting in the arrest of nine 
credit providers caught contravening the Act. 
The unlawful activities practiced by such credit 
providers include illegal garnishing, retention of 
pension cards, bankcards, identity documents 
and PIN numbers of clients as surety. 

Nomsa Motshegare, CEO of the NCR says: 
“This kind of conduct is an infringement of 
the NCA and is a criminal offence. This is part 
of the NCR’s ongoing strategy to ensure that 
all credit providers, no matter where they 
conduct business, comply with the provisions 
of the NCA. The exploitation of vulnerable and 
unsuspecting consumers by credit providers 
will not be tolerated.”

Other contraventions of the NCA that were 
found during Operation Siyanda
and similar operations included: 
•	 Excessive	interest	charges	
•	 Unlawful	provisions	contained	in	the
 credit agreements
•	 Failure	to	conduct	proper	affordability
 assessments

•	 Lack	of	pre-agreement	statements	and
 quotations provided to consumers 
•	 Lack	of	proper	credit	agreements	
•	 Use	of	blank	process	documents
 (these documents are later completed
 by the credit providers in order to obtain
 court orders such as garnishee orders) 

With similar Operations having already been 
conducted in the Eastern Cape, KwaZulu-
Natal, Western Cape, and North West, in 
addition to Limpopo and Northern Cape, the 
NCR reiterates that this operation is definitely 
not the last of its kind.   These operations are 
conducted on a regular and ongoing basis and 
credit providers should be warned that the NCR 
will not condone any contraventions of the Act.
 
Below are the findings from the 
Operations conducted in the other 
provinces: 
•	 2845	bank	cards
•	 1238	Pension	cards
•	 551	IDs
•	 53	criminal	charges	opened	and
 arrests in the towns visited.
•	 63	people	were	arrested.
•	 The	six	criminal	cases	opened	with
 the SA Police in Port Elizabeth have
 been finalised in court.

As a result of NCR’s ongoing 
investigations and enforcement action:
•	 There	are	currently	36	matters	pending
 at the National Consumer Tribunal.
•	 There	are	2	matters	pending	before
 the Supreme Court of Appeal.
•	 The	National	Consumer	Tribunal	has	also
 recently imposed 2 administrative fines.
•	 Upon	cancelling	the	registration	of
 Johan Van Zyl – a debt counselor – the
 Tribunal also imposed an administrative
 fine of R 100,000.00. In addition to
 other contraventions, Van Zyl was acting
 as a Payment Distribution Agent (PDA).
 Despite being informed that he must
 cease such actions he continued to act
 as a PDA. The Tribunal found that Van Zyl
 acted in contempt of the steps taken by
 the NCR. 
•	 In	the	Werlan	matter	the	Tribunal	found
 that the unregistered credit provider
 was engaging in prohibited conduct and
 an administrative fine of R 900,000.00
 was imposed.

T

Kakamas

Upington

Upington clients



 n its role as the national regulator, the NCR is ultimately responsible
 for regulating the consumer credit industry, and for guaranteeing
the rights of consumers, as outlined in the National Credit Act (the Act).

Part of that mandate is to educate and create awareness of the Act, to field
and investigate complaints and to conduct research that will assist consumers
in the credit arena. Equally, the NCR must take steps to enforce the Act by monitoring compliance
with the Act, advising government on policy and legislation and overseeing registration of credit providers,
credit bureaus and debt counsellors.

Codes of Conduct

The way that credit providers, debt counsellors and credit bureaus conduct themselves in relation to consumers is a serious matter for the NCR. 
During April, the NCR spent considerable time reviewing the credit industry codes of conduct, consulting with stakeholders and examining written 
submissions.  In a circular distributed to registered debt counsellors, credit providers, credit bureaus and accredited Payment Distribution Agencies 
(PDAs), the NCR confirmed its decision on the amendment of the codes to ensure that they are within the spirit of the Act.  

These amendments came into effect on 1 May 2013, replacing all previous credit industry codes of conduct approved by the NCR.  The result was 
some	immediate	press	coverage,	in	particular	a	piece	in	FA	News,	reporting	that	the	amended	codes	had	caused	a	“fracas”	in	the	credit	industry.		This	
matter appears under “In the News”, but this issue underscores the importance of NCR’s role as the single body that can exercise direct regulatory 
authority over credit providers, and highlights its power in monitoring reckless lending as one of its key regulatory functions.

De-registration of Debt Counsellors

In the same spirit of enforcing the Act, the NCR successfully obtained orders from the National Consumer Tribunal (NCT) for the cancellation of the 
registration of two debt counsellors, following scrutiny of their activities and levels of compliance.  

Liezl De Klerk, a debt counsellor operating in Clubview, Pretoria, failed to comply with the provisions of the Act, its regulations, and her conditions of 
registration and also failed to meet the necessary requirements in a number of ways.  The debt counsellor’s registration was cancelled with immediate 
effect and her conduct was declared prohibited. All of her files were handed over to a new debt counsellor, who would continue to assist  affected 
consumers.

Similarly, a second debt counsellor, Charmaine Moonasamy, practising in Lenasia South, but now residing in Chatsworth, Durban, also had her 
registration cancelled on 9 May 2013. Numerous complaints had been lodged leading to investigation that revealed that the debt counsellor had 
failed to comply with the provisions of the Act, its regulations and her conditions of registration as a debt counsellor.  Moonasamy had, in addition, 
provided false information to the NCR, by failing to disclose that she was subject to an administration order.

Both cases demonstrate the extent to which the NCR can act on behalf of consumers, ensuring that those operating outside the requirements of the 
Act will be prevented from abusing consumers further.

Choosing registered credit providers

As part of its commitment to protect consumers, the NCR has systems in place to proactively and reactively monitor credit providers in the market.  
These activities include conducting onsite investigations, which it terms “Operations”, and responding to consumer complaints about credit providers  
contravening the Act.

For	their	part,	the	NCR	also	urges	consumers	to	do	their	homework	before	choosing	credit	providers,	particularly	online	credit	providers	and	to	check	
the credit provider’s NCR registration status and registration number before entering into agreements.  

While the regulator will continue to do all that it can to apprehend those credit providers contravening the Act, there will continue to be unregistered 
online credit providers that may request personal information from consumers, increasing the risk of identity theft and fraud.  To protect their own 
interests, therefore, the NCR advises consumers to avoid transacting with unregistered credit providers completely.

High Court Orders

As	further	proof	of	NCR’s	ongoing	monitoring	of	credit	providers,	the	North	Gauteng	High	Court	ordered	Barko	Financial	Services(Pty)	Ltd to stop 
charging and refund consumers service fees charged in excess of the prescribed R50.

The High Court judgment against Barko, located in Burgersfort, Mpumalanga, confirms an earlier ruling by the National Consumer Tribunal, that 
ordered the company to refund consumers the service fees charged in excess of the maximum prescribed service fee of R50. 
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He also points out that the interest and fee 
concessions in the code are not consistently 
given to consumers – in fact, many credit 
providers charge excessive interest rates on 
debt rearrangement orders, or terminate 
debt reviews pending before the courts. 
“Debt counsellors’ restructuring proposals 
are responded to late by credit providers, and 
in some cases one year after they were sent 
to the credit providers,” he says.

Complaints resolution
Mashapa says revising the industry codes 
has aligned the complaints resolution  
structure set out the Act. The credit providers’ 
code of conduct conferred jurisdiction on 
the Credit Ombud and NDMA to receive 
and resolve complaints falling outside of 
their jurisdiction in terms of the Act. The 
debt counsellors’ code of conduct which 
confers excessive jurisdiction on the Credit 
Ombud, the Debt Counsellors’ Association of 
South Africa (DCASA) and the NDMA, is not 
provided for in the Act and therefore has no 
legal basis. Readers view NCR’s action as a 
positive intervention that will go a long way 

towards protecting consumers.

Standard guidelines needed
“An appropriate intervention, in the NCR’s  
view,  is to issue guidelines on the debt  
counselling process. These guidelines would 
apply to debt counsellors and credit providers 
alike” says Mashapa. “The interest and fee 
concessions to consumers under debt review 
should be considered in legislation to ensure 
that they are consistently given to consumers 
and can be enforced through the Act.”

Reader’s comment in response to FA 
News article:  
Founder of the Debt Counselling 
Industry (DCI) portal, Deborah Solomon, 
came to the defence of the NCR, stating 
that consumers are, in fact, more protected 
under the amended codes and expressed 
her full support for NCR’s decision to 
exercise direct regulatory authority as per 
its mandate. 

I n the section, NCR Updates, we reported on the    
  NCR’s decision to review the Credit Industry 
Codes of Conduct, and the subsequent FA News 
article in May that examined the reasons for the 
negative reactions in the credit industry.  The full 
article can be accessed via the following link:
http://www.fanews.co.za/article.asp?
Front_Page_Features~25,Straight_Talk~
1146,New_Codes_of_Conduct_throw_credit_
industry_into_disarray~13610
The main reason for amending the codes is 
that they failed to achieve the purpose they 
were intended for, which is combating over-

indebtedness.

The industry codes were revised to enable the 
NCR to exercise direct regulatory authority and 
oversight, which is its mandate, over commitments 
made by credit providers to combat over-
indebtedness and lend responsibly. 

“The NCR has seen consumer over-indebtedness 
rising over the past three years,” says Lesiba 
Mashapa, company secretary of the NCR. “Its 
investigations continue to uncover evidence of 
reckless lending by credit providers, contrary 
to their commitments to lend responsibly. 
Unsecured lending has also been on the 
increase despite the fact that almost half
of credit active consumers have impaired
credit records.”

In NCR’s view, the National Debt Mediation 
Association (NDMA) which is funded and 
controlled by credit providers, failed to monitor 
reckless lending as per the codes. The failure is 
largely attributable to a conflict of interest. 

“The NDMA hasn’t brought a single reckless 
lending situation to the attention of the NCR,” 
Mashapa says. “The monitoring of reckless lending 
is of course one of the key regulatory functions of 
the NCR.”  This lends greater weight to the NCR’s 
decision to amend the new codes.  

The NCR counters claims in the article that the 
decision appears to be undoing the work already 
done to address deficiencies in the Act under the  
Task Team Agreement.   “The so called  
‘voluntary enhancements’ to the statutory debt 
review process were used to introduce a debt 
counselling scheme funded and controlled by 
credit providers that undermined statutory 
debt counselling and the NCA,”  said Mashapa 
in response.

IN THE 

 NEWS
The amended Credit Industry Codes of Conduct:
The National Credit Regulator responds

“For the first time in years, debt counsellors 
feel as if they have a regulator and that their  
regulator is doing something about issues  
that have been a long time contention. 
Every debt counsellor in SA, including 
DCASA, along with the NDMA, PDA’s, and 
all credit providers knew about the NCR’s  
intention to withdraw the codes and every 
stakeholder in this industry was granted  
time to give a written submission to the 
NCR, ” she says. 

Under the old codes, Solomon elaborates, 
if a form 29 was submitted by either 
the debt counsellor or consumer, no 
termination could’ve occurred or further 
legal action be taken by any credit 
provider and one was forced to use a set 
of rules, technology and association to be 
able to afford consumers this protection; 
a controversy in itself, Solomon claims. 

“This is a first for the industry. Consumers 
are more protected under these codes 
than the previous. I have been a debt 
counsellor since 2008, the old codes and 
systems did not benefit the consumers as 
it left out the benefit of reckless lending 
and the in duplum rule. These are two 
important factors provided under the 
provision of the NCA. When entities that 
have vested financial interests in the 
industry, systems, technology, codes or 
new voluntary processes, it becomes 
very difficult to see how things ought to 
be run for the betterment of the industry, 
but especially so for the consumer in 
need.”   (For her full remarks, go to the link 
indicated at the beginning of this article). 

National Credit Matters readers:
We are interested to hear your views 
on the codes, which have since been 
circulated, once you have had a chance 
to review them thoroughly. 
Email to: editor@ncr.org.za 



O6

 s a state owned entity, the National 
 Credit Regulator (NCR) cannot 
disburse funds to charities or other worthy  
causes. However, this does not preclude the 
NCR from contributing to society in other 
ways. 

Every year the NCR supports Cell C’s “Take 
a girl child to work” campaign. Launched 

A by Cell C in 2003, the campaign aims to expose 
young women to the workplace and the 
various job opportunities and roles on offer in 
order to bring more women into the workplace 
and address gender inequality. 

In South Africa, women are still under-
represented in the formal economy and even 
more so in corporate leadership positions. 

As a result, the campaign strives to inspire 
young women to achieve their potential 
and, through exposure to diverse jobs 
and positive role models, assist them in 
preparing for a career.   

This year the NCR hosted 10 learners 
from Realogile Secondary School, a 
disadvantaged school in Alexandra 
township, Johannesburg. The learners took 
a tour of the NCR, learnt about its mandate, 
and were informed of the various job 
opportunities and different roles that 
women can fill in the organisation. 

The initiative was a valuable experience for  
the learners who were made more aware 
of the importance of the NCR and the 
requirements of the workplace. The NCR has 
been a proud contributor of this initiative 
for more than 4 years and looks forward 
to hosting the next group of learners next 
year.

with Cell C’s “Take a Girl Child to Work”

NCR INTRODUCES  
FEMALE LEARNERS TO THE WORKPLACE

Mr Mpfariseni Mudau, NCR HR Manager with learners from Realogile Secondary School in Alexandra, 
Johannesburg 



 here has been a growth focus over the      
         past six months on the state of the credit 
industry in South Africa. In particular, much 
attention has been given to the increase in the 
provision of unsecured credit to consumers by 
credit providers, the state of indebtedness in the 
country and the unlawful collection methods 
used by credit providers.
 
In its quest to increase knowledge and 
understanding of the credit industry and of the 
consumer market, the NCR conducts research 
to keep abreast of consumer trends and leading 
patterns in the market.  Presenting a paper at the 
CIPC	Regional	Doing	Business	Conference	on	18	
April 2013, Ms Louisa Hetisani, Manager: Credit 
Information and Research, focused on the current 
consumer credit landscape in South Africa and 
consumer protection.
 
Hetisani began by outlining the consumer rights 
guaranteed under the National Credit Act, as 
many consumers are not aware of the extent 
to which they are protected by the Act. These 
include rights associated with applying for credit, 
to receive documentation in the language of the 
consumer, confidentiality and the right to access 
and challenge information held by the bureaux.
 
In her assessment of the current credit landscape, 
she referenced figures indicating that, by the end 
of December 2012, there were19.97 million credit 
active consumers, of which 53% (10.62 million) 
were in “good standing”. The flip side of this 
picture,	of	course,	 is	 that	46.8%	are	not	 in	good	
standing, or as it is termed in the industry, have 
“impaired records”.

The percentage share of mortgages granted, 
against	 total	 credit	 granted,	 fell	 from	 51.8%	 in	

T
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December 2007 to 23.9% in December 2012, 
while	 unsecured	 credit	 increased	 from	 7.8%	
to 24.4% over the same period. The current 
maximum interest for unsecured credit is 31% 
per annum vs a maximum rate of 16% per annum 
for mortgages.

This state of affairs is an ongoing concern 
about the deterioration of consumer health. 
A further indication of the pressure of debt on 
consumers at present is that more than 390,000 
consumers have applied for debt counselling, 
with an average of 6,200 applications for debt 
counselling every month. This is also evidenced 
by the number of complaints received by the 
NCR – more than 13,000 since inception, and 
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on average 3,000 calls per month – largely 
involving complaints around debt counselling 
or general credit agreements.  The upside is 
that	98%	of	these	complaints	are	resolved,	with	
approximately R9 million in refunds and balance 
adjustments disbursed to consumers.  

Given this state of affairs, the NCR announced 
its plans to issue affordability assessment 
guidelines in terms of the NCA, to assist credit 
providers to conduct proper assessments of 
the consumers’ affordability in relation to credit 
applications. It is hoped that these measures will 
help to combat consumer over-indebtedness as 
well as reckless lending.



 he proposed credit amnesty aims to
 assist over-indebted consumers and 
combat over-indebtedness in general. 
The NCR’s Lesiba Mashapa provides 
further insight.
The final report on the proposed credit 
information amnesty was presented to the 
Select Committee on Trade and International 
Relations by the Department of Trade 
and Industry (dti) on 5 June 2013. This 
marked the completion of the research and
consultation phases on the credit amnesty.

One of the stated aims of the National Credit 
Act is to address and prevent consumer 
over-indebtedness. Six years have elapsed 
since the Act came into existence and 
this aim has clearly not been achieved.  At 
the time when the research on the credit 
amnesty began, nearly half of all credit 
active consumers, being some 9,254,300, 
were credit impaired, having at least one 
account at least three months or more in 
arrears. Of that number, some 5,355,680 
are significantly more credit impaired, 
ranging from having adverse information, 
judgments and administration orders. The 
level of consumer credit impairment has 
grown significantly between June 2007 and 
September 2012, from 36.4% to 47%. 

The NCR statistics compiled during the 
research on the credit amnesty showed that 
unsecured lending was growing rapidly in 
an environment of constantly increasing 
numbers of credit impaired consumers. 
In addition, 6200 consumers on average 
apply for debt counselling every month, 
highlighting the extent of the problem.  

There are many drivers of consumer over-
indebtedness and credit impairments. These 
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T include economic factors, rising prices 
and the personal circumstances of 
consumers. The inadequate affordability 
assessments conducted by credit providers  
also contribute to the problem. In its 
analysis of these assessments, the 
NCR has found that credit providers, 
amongst others, frequently lend to the 
maximum of the consumers’ discretionary 
income leaving no margin to cater for 
changes in their financial circumstances. 
In addition, they often accept the low living 
expenses declared by consumers in credit 
applications, and delay the approval of 
credit from the time credit information was 
obtained from the credit bureaux. 

The high levels of consumer over-
indebtedness and credit impairment 
require appropriate interventions to 
address the underlying causes of these 
problems and improve the overall 
financial health of consumers. A number 
of interventions have been proposed 
through the credit amnesty. These include 
standard credit literacy surveys, affordability 
assessment guidelines, discretionary 
income guidelines, uniform listing rules, the 
prohibition on the collection of prescribed 
debt, and measures to promote the culture 
of payment by rewarding consumers who 
repay their debts. 

The consultations with the industry and the 
impact assessment of the amnesty provided 
useful insight. The final report proposes the 
once-off removal of adverse information 
as part of the amnesty and the removal of 
adverse information and judgments on an 
ongoing basis where the underlying debts 
have been settled. Consumers will no longer 
have to incur legal costs to have judgments 

 CREDIT AMNESTY
PROPOSES REGULATORY REFORMS 

listed on their credit records rescinded by 
the courts, but can have these removed 
from their records. They will also no longer 
have to wait out the full retention periods 
to have adverse information and judgments 
listed on the credit records removed. 
These measures will serve as incentives to 
consumers to repay their debts and will also 
benefit credit providers. 

The once-off removal of adverse information 
will provide relief to a significant number of 
over-indebted consumers but with minimal 
impact on credit providers. These consumers 
will have renewed opportunities to access 
employment, rental accommodation and 
new credit if they can afford it. 

There is clearly a need to ensure that the 
scope and impact of the amnesty is not 
detrimental to the industry and consumers. 
The payment profile information will not 
be removed as part of the credit amnesty. 
In addition, the implementation of the 
affordability assessment guidelines before 
the introduction of the credit amnesty 
is intended to ensure that credit is not 
given to consumers who cannot afford it 
and to offset an unhealthy surge in credit 
acceptances following the implementation 
of the amnesty. 

The NCR will continue to work with the dti 
to improve the regulation of the consumer 
credit industry for the benefit of our country. 

Lesiba Mashapa,
Company Secretary

START SAVING CONSISTENTLY. Put aside at least 15% of your income every month
in a safe investment. Save for your retirement as well.

PAY YOUR DEBTS ON TIME.  Paying late will affect your credit rating
and possibly your ability to take out credit in the future.  If you can’t meet the installment,
call your credit provider and try to re-arrange payments.
Do not wait until you skip payments.

TIPSTIPS
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NCR HOSTS debt counselling
workshop in Kwazulu-Natal
 n 29 May 2013 the National Credit 
 Regulator hosted a workshop on 
debt counselling in Pinetown, KwaZulu-
Natal. The workshop served as a platform for 
industry stakeholders to share information, 
knowledge and experiences to improve the 
debt counselling services provided to the local 
community.  

The workshop, attended by 65 people, kicked 
off with a presentation by Jolindie Ferreira 
from	 the	 National	 Consumer	 Tribunal.	 Ferreira	
detailed their internal processes for the referral 
of debt counselling cases to the Tribunal. 

This was followed by a presentation on 
garnishee orders by Frans Haupt of the 
University of Pretoria Law Clinic. He presented 
the results of a project that looked at garnishee 
orders in South Africa. The university plans to 
do a follow-up project and Haupt called on all 
debt counsellors to submit examples of illegally 
obtained garnishee orders to help with the 
research. 

Magistrate Oriel Vele, from the Johannesburg 
Magistrates Court, shared some insights with 
debt counsellors on the necessary requirements 
for the referral of cases to court. He emphasized 
that debt counsellors should index and paginate 
their documents before filing them at court. 

This was followed by presentations by 
African Bank, FNB and Absa on their internal 
escalation procedures as well as challenges they 
experience when dealing with debt counselling 
matters. 

The workshop was an opportunity for debt 
counsellors to engage credit providers such 
as SA Home Loans and Standard Bank in order 
to resolve issues. A representative from the 
KwaZulu-Natal Department of Health presented 
on the debt counselling challenges their 
department faces.    

The workshop was a great opportunity for all 
participants to gain a deeper understanding of 
the industry as well as practical skills that will 
assist in their daily work. The NCR representatives 
used the workshop as a platform to give an 
overview on the functions of the different 
departments. 

These workshops are integral to the work the 
NCR does in educating South Africans about 
credit and show the value of educational 
interventions targeted at debt counsellors. 

Morris Maluleke addressing the audience.

Audience attending Debt Counselling Workshop in Pinetown, KwaZulu-Natal.

WORKSHOP
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THE NCR INVESTS
in young adults with talent

 he National Credit Regulator (NCR) is 
 tasked with regulating the credit industry 
as well as educating South African consumers 
about their rights in terms of the National Credit 
Act. Education and skills development are central 
to what the organisation does. 

The Human Resources department has taken 
this one step further by training and upskilling 
learners to infuse them into the organisation. 

Experience has shown that the combination of 
knowledge and skills required for financial sector 
regulation is hard to find and often cannot be 
bought. The NCR, therefore, came up with a 
solution to develop the human resources it 
needs through a learnership programme. 

The first learnership programme was introduced 
in 2011/12 with the help of the BANKSETA, 
who funded the programme, and Boston 
City Campus and Business College who 
provided the course work. 

Learnerships are structured learning 
programmes that are supported by Sector 
Education and Training Authorities (SETAs). 
They were introduced by government to help 
skill the nation and to prepare people for the 
workplace. Learnership programmes help young 
people gain the necessary skills and workplace 
experience while earning a modest salary, 
although they do not automatically lead to 
permanent jobs. 

To be eligible for selection, applicants must have 
completed a relevant undergraduate degree. 
The training focuses on the National Credit Act 
and other laws impacting on credit services. 
Some learners specialise in just one aspect of the 
NCR’s operations, while others rotate through 
different departments. Each learner is assigned a 
mentor from among the NCR’s employees.

Seven out of the original crop of 10 learners took 
up permanent posts at the NCR. 

The initiative proved highly successful and 
the HR Department immediately set to work 
to continue the programme in 2013. The new 
programme started in April 2013 with ten new 
recruits. 

“I enjoyed my work as a learner and 
learnt a lot about the purpose of 
the NCR and the impact it has on 
the everyday lives of South African 
citizens. I acquired the necessary skills 
to enable me to review, investigate 
and resolve complaints. I am currently 
employed on a permanent basis as a 
complaints officer. On a daily basis I am 
still learning new things and this keeps 
me motivated.”

David Mohale,
Complaints Officer and former learner

“The best part about the learnership 
programme was that one was treated 
like a normal employee and got the 
opportunity to engage with senior 
employees and management. The 
programme was structured in such 
a way that it equipped one with the 
necessary skills and relevant market 
knowledge. The on-the-job training I 
received resulted in me being absorbed 
permanently as a junior compliance 
analyst.”

Thabiso Motloung,
Junior Compliance Analyst
and former learner

“As a learner I visited debt counsellors 
and conducted an assessment of 
their processes, attended workshops, 
seminars and training courses, and 
monitored compliance with the 
(National Credit) Act and conditions of 
registration, as well as offering general 
support to debt counsellors.”

Portia Mofokeng,
Compliance Assistant
and former learner
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to prepare employees fo change. Business 
Connexion has been contracted to manage 
the process.

The change management process titled 
“Tswelopele-Mvelaphanda” kicked off on 
21 June 2013 with a launch event organised 
by the HR team and attended by all NCR 
employees. 

HR Manager Mpfariseni Mudau introduced 
the discussion with background about the 
project and the NCR’s approach to the process. 
He also outlined the critical success factors, 
phase of change initiatives, advantages 
of the new system and how the change 
management process would work. 

At the launch Jane Khaled ,  Project 
Director from Bytes Technology, took the team 

F or many years the National Credit 
 Regulator has been using manual 
systems to conduct its core work. 
Registrations, complaints management 
and compliance monitoring have all been 
conducted manually. 

This is set to change with the introduction 
of a state-of-the art electronic platform that 
will automate many of these functions. The 
new ICT system is being developed by Bytes 
Technology and will be introduced in phases, 
starting in the third quarter of 2013. The new 
ICT system will enhance efficiency and service 
delivery.

Although there will be no job losses as a result 
of the introduction of this new system, many 
employees’ functions will change. The NCR has 
embarked on a change management process 

THE NCR launches  
the change management system

through the challenges, the activities, time 
lines and the go live dates. 

Finally	 Aden-Paul Flotman, a consultant 
from Business Connexion, explained the 
importance of change and how it affects 
different people. He explained the Change 
Agent’s role in the project and how they 
will be involved in ensuring that employees 
are at ease with the transition. He also 
introduced selected “Change Agents” from 
the various departments who will act as 
intermediaries between their respective 
teams and the service providers.

Look out for more information on the 
new system and how it impacts on you 
in the coming months! 

PRIORITISE YOUR HOME LOAN REPAYMENTS.  You don’t want to lose your home.  

CHECK YOUR CREDIT REPORT REGULARLY – if you do,
you can identify any errors and correct them.  Under the NCA a credit bureau MUST provide you with

one free copy of your credit report a year. 

An additional credit record will not cost you more than R25.00.

TIPSTIPS

NCR staff at ICT launch held at Bytes Conference Centre. Introduction of Change Agents to NCR staff.
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 CONTACTS: Who to contact when you need 
assistance or advice for problems 
related to:

CREDIT RELATED MATTERS AND DEBT 
COUNSELLING
The National Credit Regulator 
Sharecall: 0860 627 627
Telephone: 011 554 2600
Fax:	011	805	4905
Post:	PO	Box	209,	Halfway	House,	1685
Email: for debt counselling complaints: 
dccomplaints@ncr.org.za or for general 
complaints: complaints@ncr.org.za
Website: http://www.ncr.org.za

CONSUMER PRODUCTS AND SERVICES
The National Consumer Commission
Telephone:	0860	266	786
Fax:	0861	515	229
Post:	Private	Bag	x84,	Pretoria
Email: NNetshitomboni@thencc.co.za
Website: http://www.nccsa.org.za

BANKING
The Ombudsman for Banking Services
Sharecall: 0860 800 900
Telephone:	011	838	0035/38/39
Fax:	011	838	0043
Post:	PO	Box	6728,	JOHANNESBURG,	2000
Email: info@obssa.co.za
Website: http://www.obssa.co.za

LIFE ASSURANCE 
Ombudsman for Long-term Insurance.
Sharecall: 0860 662 837
Telephone: 021 657 5000
Fax: 021 674 0951
Post: Private Bag X45, Claremont, 7735
Email: info@ombud.co.za
Website: http://www.ombud.co.za

MEDICAL SCHEME 
The Council for Medical Schemes 
Sharecall: 0861 123 267
Telephone: 012 431 0500
Fax: 012 431 0560
Post:	Private	Bag	X34,	Hatfield,	0028
Email: support@medicalschemes.com
Website: http://www.medicalschemes.com

PENSION FUND 
The	Pension	Funds	Adjudicator	
Telephone:	012	346	1738	/	012	748	4000 
Fax:	086	693	7472
Post:	PO	Box	580,	Menlyn,	0063
Email: enquiries@pfa.org.za 
Website: http://www.pfa.org.za

SHORT-TERM INSURANCE
The Ombudsman for Short-term Insurance 
Sharecall: 0860 726 890
Telephone:	011	726	8900
Fax: 011 726 5501
Post: PO Box 32334, Braamfontein, 2017
Email: info@osti.co.za
Website: http://www.osti.co.za

CREDIT BUREAU AND NON-BANK 
FINANCIAL SERVICES
The Credit Ombud 
Call Centre: 0861 662837
Telephone:	011	781	6431
Post: Postnet Suite 444, Private Bag 1, JUKSKEI 
PARK, 2153
Email: ombud@creditombud.org.za
Website: http://www.creditombud.org.za

FINANCIAL ADVICE
The	Office	of	the	Ombud	for	Financial	Services	
Providers 
Sharecall: 0860 324 766
Telephone:	012	470	9080
Fax:	012	348	3447
Post: PO Box 74571, Lynwoodridge, 0040
Email: info@faisombud.co.za
Website: http://www.faisombud.co.za

INVESTMENTS
The	Financial	Services	Board	
Toll-free: 0800 110 443 or 0800 202 087
Telephone:	012	428	8000
Fax: 012 347 0211
Post: PO Box 35655, Menlo Park, 0102
Email: info@fsb.co.za
Website: http://www.fsb.co.za
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CREDIT INSURANCE.  Where it exists, familiarise yourself with the terms of the insurance to avoid surprises when you most need it.

BE HONEST.  When applying for credit,  make sure that you are honest in disclosing all the information required by the credit provider. 
Dishonesty may cause you to lose the protection offered by the National Credit Act. 

BUDGET, BUDGET, BUDGET! Create a monthly budget and stick to it.  Work out  your
monthly household income and expenses.  

CAN YOU AFFORD IT?  Can you pay for your debt and cover all your expenses?
If not, reduce your debt as quickly as you can and cut down on expenses.

PLAN FOR UNEXPECTED COSTS. Such as if someone in the family
is retrenched, has an accident, or has to make an urgent trip.  

IF YOU EXPERIENCE FINANCIAL DIFFICULTIES: Approach your credit 
provider or a debt counsellor. TIPSTIPS




