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INDEPENDENCE
It is vital to the credibility and success 
of the OBS that it is, and is perceived to 
be,  independent of the  banking  industry 
over which it has  jurisdiction. 

There must be no undue influence 
in this  process by banks, consumers or 
any other party. 

The structure of the scheme ensures 
that the OBS alone decides whether a 
bank has  acted fairly or  unreasonably 
when  investigating a complaint.

The Ombudsman can be dismissed 
for  incompetence, gross misconduct or 
 inability to carry out  duties effectively or 
 senility, but never for  recommendations 
or rulings that are unpopular with the 
banks or  consumer groups. 

He is appointed by an  independent 
board of directors, the majority of 
whom are  unconnected with  banking, 
 and whose tasks include protecting the 
 Ombudsman against improper  pressure 
by the financiers of the scheme.
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VISION
The Ombudsman for Banking Services will 
be known by all banks and their  customers for 
its impartial and well- reasoned  resolutions 
of all complaints within four months.

MISSION
The Ombudsman for Banking  Services 
is  dedicated to providing banks and their 
 customers with a quick and  efficient  dispute 
resolution service. 

Our professional staff aims to do this in 
a fair, impartial and  confidential way and 
strives to improve general banking practice.
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SERVICE STANDARDS
The Ombudsman and his staff are  committed 
to the following core values: 

fairness
independence 
professionalism 
accountability
accessibility
timeliness

(The full service standards document
 is  available on www.obssa.co.za)
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In a period that saw far-reaching regulatory  changes 
approaching realisation amid the very challenging 
 operating environment that is global banking, South 
African banks again proved to be resilient, sound and 
 trustworthy.

They boast advanced technology, considerable 
 expertise and a massive customer base, with  potential 
to expand locally and into Africa. 

The year was not without incident, however, with 
a blemish on bank balance sheets in the form of a hefty 
Reserve Bank fine for treating Financial  Intelligence 
Centre Act (FICA) regulations too  casually, in  failing 
to keep adequate customer  verification details and 
transactional records. 

Having had to hand over R125 million will no 
doubt prompt the ‘formidable four’ to follow the 
 letter of the law from hereon, which will strengthen 
the country’s battle against the scourge of money 
 laundering. 

The fall of African Bank also took its toll, resulting 
in the controversial downgrading by Moody’s  rating 
agency of South Africa’s  major banks, a  decision that 
many commentators  questioned. 

Consumer indebtedness remained of great 
 concern, a trend that has not gone unnoticed at the 
OBS: The OBS receives a steady stream of  complaints 
that have more to do with the   consumer’s  personal 
financial  difficulties than with any  mal administration 
by the banks. 

Against this backdrop, the National Credit 
 Amendment Act was crafted to tighten controls on 
 reckless lending by credit providers. 

Although the banks fear the level of state 
 intervention permitted by the Act, a balance must be 
struck between the rights of  consumers and those of 
credit providers. Accordingly, we support the removal 
of easy credit.

In another move that will reinforce the  protective 
shield afforded to South Africans is the  imminent 
implementation of the Twin Peaks  regulatory 
 framework. 

The Financial Sector Regulation Bill will give 
effect to this plan, by establishing a new prudential 
 authority within the Reserve Bank to oversee the  safety 
and soundness of financial institutions and a market 
conduct authority to protect customers and improve 
the way financial service providers do  business.

The year brought a disappointing halt to the 
 encouraging trend of bringing the unbanked into the 
formal banking system. 

According to Finscope, although the number of 
banked individuals increased from 46% in 2004 to 
75% a decade later, the figure remained static  between 
2013 and 2014. 

With an estimated 13 million citizens still 
 unbanked, there is clearly much to be done. 

Operationally, the banks continue to prioritise 
 efforts to curb cybercrime. Cybercrime costs the 
country about R5,8 billion a year and the global 
economy some $445 billion. 

The investment in information technology (IT) 
is significant in both rands and human resources, as 
banks seek competitive advantage. Banks also  invest 

John 
Myburgh SC
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in an attempt to stay one step ahead of those  dedicated 
solely to perfecting fraud ulent practices and  devising 
intricate new scams to steal from  hard-pressed, 
 unsuspecting consumers. 

The focus on IT is essential, but it would be fool-
hardy for the banks to lose sight of the reason they are 
in business – the customer. 

In fact, conventional wisdom indicates a need to 
focus far more closely than ever on the customer.

 The South African Customer Service Index of 
2014 indicated that consumers are more discerning, 
with increased expectations and greater willingness to 
switch banks if dissatisfied. 

It noted a drop of 2,6% in the overall satis faction 
index for South African banks. 

The PricewaterhouseCoopers (PWC) banking 
industry report for 2014 predicted that banking in 
2020 will be the flipside of the present coin, with the 
traditional bank still playing an important role, but 
the real winners being the institutions that can turn 
on its head the current scenario of having a  simplistic 
understanding of their customers and a vastly  complex 
product set. 

In the words of American investment banker  Felix 
Rohatyn: “At its core, banking is not simply about 
profit, but about personal relationships.”

As stakeholders and the public alike have come 
to expect, Ombudsman Clive Pillay and his highly 
professional team of adjudicators and administrators 
performed their duties with  commitment, vigour 
and, above all, fairness. 

 During the year, the office contracted PWC to 
conduct an audit of the systems and statistics that 
form the backbone of its work. 

The exercise confirmed the integrity,  consistency 
and accuracy of the formulae, algorithms and 
 calculations used, and the reliability of the data on 
which statistical information is gathered. 

The fact that its advice and guidance are sought 
by likeminded organisations and dele gations from 
 countries planning to introduce ombuds schemes, 
 reflects the respect the office enjoys in the  ombudsman 
 community. 

I and my fellow board members acknowledge 
 every individual’s contribution to the enduring  success 
of the OBS and to the maintenance of its reputation 
as a stable, soundly run and ethical entity. 

We have no doubt it will continue to enrich 
the lives of South Africans throughout 2015 and 
 beyond. 

John Myburgh SC

Chairperson
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The OBS entered 2014 on a high note, having 
emerged from one of its busiest years on record. That 
momentum was sustained through the last year, with 
 4 479 files opened and 4 565 closed. 

It is interesting to look back on the caseload of 
the OBS of years gone by. Still in its infancy in 2001, 
the office opened 1 525 files and, 10 years ago, the 
number of files opened stood at 2 885. 

Seen against today’s statistics, this reflects not only 
an increase in the number of banked consumers in 
South Africa, but a growing awareness of the value of 
the OBS’s offering, one of few services to consumers 
that remains truly free. And, we hasten to add, fair. 

As we have come to expect since 2010, ATM 
complaints dominated, with 1 768 matters  being 
 considered, a number of which were found to  involve 
no negligence by the banks. 

These findings contributed to a reduction in 
the number of awards made to the consumer dur-
ing 2014. Another development that influenced our 
 stat istics was the impasse reached on a particular 
 internet banking issue. 

This matter is currently before a judge as a test case, 
and if the judge finds that there is indeed a duty of 
care on a beneficiary bank when opening an  account, 
then it is likely that 19% more awards would be made 
to consumers for cases closed  pending the outcome of 
the test case, bringing that total to 50%.

The standard and speed of our service to 
 complainants are a source of great pride for the OBS 
team and we closed almost 70% of our cases within 
two months, compared to 46% the previous year. 

File closures within six months are almost at 99%. 
This turnaround time – an average of 53 days per case 
– is the best in the world, following a  dramatic plunge 
from the 82 days achieved in 2013.

The performance can be  attributed partly to an 
upgrade of systems and processes in recent years, but 
more significantly to the continued stability of our 
team, which ensures we retain the talent, expertise 
and considerable experience of our case processing 
and assessment unit, and investigations unit, and 
their support staff. 

During 2014, the OBS was privileged to host 
a number of delegations from South Africa and 
 beyond. 

Representatives from the Bank of Uganda visited 
to gather insights on processes and systems, with a 
view to setting up a similar scheme in their home 
country. 

The Institute of Bankers of South Africa met 
our team to discuss using OBS research and  articles 
in its video material for continuous professional 
 development. 

A delegation from the World Bank came in to 
discuss consumer protection and the high cost of 
remittances. We hosted a meeting of the Treating 
 Customers Fairly (TCF) business unit of the  Financial 
Services Board (FSB).

At the request of Advocate Thuli Madonsela, 
we conducted a workshop for a delegation from the 
 Public Protector, giving a presentation on our systems 
and approaches. Fellow ombuds, the Pension Fund 
Adjudicator and the Military Ombudsman, sought 
our input on best ombud practices. 

A presentation on the relationships between banks 
and their  customers was delivered at the  Gordon 
 Institute of Business.

 Another on the benefits of a voluntary  ombuds 
scheme was made at the 2014 conference of 
the  International Network of Financial Services 
 Ombudsman Schemes in Trinidad.

Clive
Pillay
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Our chairperson spearheaded the publication 
of a new edition of the Handbook of the Banking 
 Ombudsman. It was launched early in 2014 and 
was well received by banks, government entities and 
univer sities, with requests for copies coming in even 
from members of the public. 

National Treasury’s Ingrid Goodspeed wrote: 
“The book is a welcome addition to our unit’s library 
and will be well used.”

A very exciting development during the year was 
our debut on the social media scene, with a presence 
on Facebook and Twitter. During 2014, our page 
received 236 likes and we published 120 posts on a 
wide variety of topics, of both general interest and 
educational value. 

We also fielded dozens of queries from bank 
 customers. Almost 100 tweets went out, many of 
which were retweeted. 

These vehicles have given us an opportunity to 
 connect with South African consumers more closely 
and to make ourselves more accessible.

They have heightened our public image and put 
a  ‘human’ face to what is essentially a behind-the-
scenes function. They have strengthened our on going 
campaign to advise consumers of ever-more-elaborate 
fraudulent practices. 

In certain of our interactions with visitors to 
our Facebook page, it was necessary to reinforce the 
 independence of the OBS scheme and the fact that 
we tolerate no interference by banks, consumers or 
any other party in our decisions. 

Our reputation for indep endence and  impartiality 
has been forged over many years and we guard it zeal-
ously and jealously, as it is our most valuable asset.

Again, the highlight of our social calendar, and an 
event eagerly anticipated by the banks, was the OBS’s 
Annual Awards, held last year at the Protea Fire and 
Ice Hotel, Melrose Arch. 

Now in their 14th year, the awards continue to 
honour banks for excellence in complaints handling 
and bank officials for their service to customers. 

First National Bank and Investec scooped the 
awards for large and smaller banks respectively, whilst 
Shalan Rampiara of Standard Bank and Melvin Fish 
of African Bank set the standard for service provided 
by individuals.

In conclusion, my sincere thanks go to our board 
members for their ongoing guidance and wisdom, to 
the OBS team for excellence in dispute resolution in 
often very challenging cases and to South  African bank 
consumers, who keep us on our toes at all times.

Clive Pillay 
Ombudsman for Banking Services 
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GROWING RELATIONSHIPS

The OBS continues to forge relationships with 
 various organisations from South Africa and the 
 continent, sharing expertise with those taking 
steps to set up ombuds schemes, hosting meetings 
 focusing on  processes and systems, and presenting 
at  conferences here and abroad. 

In August 2014, Ombudsman Clive Pillay 
 delivered a presentation at a conference of PASA 
(Payments Association of South Africa) and STRATE 
(South African Central  Securities Depository), held 
at the Gordon Institute of Business.

He covered challenges to banks from the  customer 
perspective and explored the factors that influence the 
relationship between banks and their customers.

He subsequently received this letter from PASA: 

“Many thanks for presenting at the GIBS 
 conference. There was sincere appreciation for your 
forthrightness and wonderful presentation style. 

“Your topic was apt and probably even more 
 relevant going forward. 

“Sincerely, your ability to sustain the participants 
during the graveyard shift was truly commendable. 
We enjoyed reflection on the customer quotes and 
the quotes from the UK authorities.

 
– With sincere appreciation from all of us at the 
 Payments Association of South Africa”

SEPTEMBER 2014 – In a feather in its cap, Advocate Thuli Madonsela approached the OBS to request 
that a delegation from the Public Protector visit its offices to study the case management system, with a 
view to implementing a  similar system. The OBS took the delegation of nine through a demonstration and 
explanation of the system and  procedures, from receipt of a complaint to finalisation.  

Those who attended were (from left): Avril Ackers – process engineer,  Papama Mlungwani – senior 
 investigator:  Gauteng Province,  Xolani Mkhathini – investigator: Gauteng Province, Lorraine Mthembu 
– senior administration assistant: Gauteng Province, Thobi Zuma –  senior investigator: Intake Assessment 
and Customer Service Unit,  Ernel Masilela – senior  investigator: Good Governance and  Integrity Units,  
Neels van der Merwe – senior  investigator: Knowledge Management,  Arius Dathi – senior  investigator: 
Service Delivery Unit, and Ignitius Makgoka – acting senior manager: IT.

MAY 2014 – A delegation from 
the World Bank  visited the OBS to 
 discuss consumer  protection and the 
high cost of  remittances. From left are: 
 remittance  analyst Alan Kimlin Fook, 
senior  payment systems  specialist, 
 Alice Zanza, and Isaku Endo, financial 
 sector  specialist.
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JULY 2014 – Muvhango 
Lukhaimane, the  Pension 
Fund Adjudicator,  visited 
OBS to discuss  complaints 
resolution processes and 
systems, staff performance 
management and wellness 
programmes.

FEBRUARY 2015 – Representatives of the Voluntary Ombuds Scheme pictured at a meeting to discuss the 
second draft of the Financial Sector Regulation Bill. Clive, who has been appointed liaison person for the 
Voluntary Ombud Schemes for the Treating Customers Fairly (TCF) initiative of the Financial Services 
Board, is seen here with (from left) Dennis Jooste – Ombudsman for Short-term Insurance, Ron McLaren 
– Ombudsman for Long-term Insurance, and Nicky Lala-Mohan – Credit Ombudsman.

JANUARY 2015 – Clive attended the  annual 
 general  meeting of Bankseta, the  sector 
 education and training  authority for  banking. 
He is pictured with  Bankseta chairperson 
 Martin  Mahosi.
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MARCH 2015 – The CEO of 
the South African Banking Risk 
 Information Centre (SABRIC), 
Kalyani Pillay, visited the OBS to 
discuss trends in banking fraud and 
to exchange information of mutual 
interest.

SEPTEMBER 2014 – Clive evaluated the benefits 
of a voluntary ombuds scheme  versus a  mandatory 
scheme at the 2014 conference of the Inter national 
 Network of  Financial  Services  Ombudsman 
Schemes, held in Port of Spain,  Trinidad. He is 
 pictured with Jwala  Ram barran,  governor of the 
Central Bank of Trinidad and  Tobago. 

JUNE 2014 – A delegation from the Bank of Uganda looked to the OBS to provide insights into the 
 processes and systems associated with running an ombuds scheme, which Uganda plans to establish soon. 
 Pictured from left are Joseph Luboyena, Charles Okello, Sheba Kulabako, Njunwoha Florence and Albert 
Agaba Busingye.
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MARCH 2015 – Among the topics discussed at a 
conference on the National Credit Amendment Act 
were overindebtedness and reckless lending. Clive 
is pictured with Department of Trade and Industry 
deputy director Zodwa Ntuli, who is tasked with 
 implementing the amendments to the Act.

AUGUST 2014 – The Military Ombud,  Lieutenant General (Ret) TT Matanzima, sent his team  members 
(from left) Xoli  Bikitsha,  Johann Behr, Ntabiseng  Ntloedibe and Mpho Makhalelmele to a  workshop at the 
OBS that covered best practices in  governance, risk management, compliance and  accountability, enterprise 
 resource  management, and case management processes and systems.

MARCH 2015 – Reana Steyn,  Deputy 
Credit Ombud, visited the OBS to  discuss its 
 electronic complaints management system. 
A similar  system is envisaged for the  office of 
the Credit Ombudsman.

JUNE 2014 – Andre van der Merwe and Jalda Hodges of 
the  Institute of Bankers visited the OBS to discuss the use 
of OBS research and articles in the institute’s video library 
material for continuous professional development.

JUNE 2014 – The office hosted Janet Ehlers, 
 specialist  analyst from the Financial Services Board, 
and Leanne Jackson, head of the  Treating  Customers 
Fairly (TCF)  initiative. Leanne  presented training 
to OBS staff on TCF outcomes.
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ANOTHER ESSENTIAL GUIDE

“Billions of financial transactions are enacted across 
the world every day. Money changes hands at the 
touch of a button, at a moment’s notice,  irrespective 
of distance and location. But what  actually is  involved 
in the complex network of  financial services that   
 allows money, if the old saying is to be believed, to 
make the world go ‘round?

“The answers are contained in the pages of the 
‘Essential guide to payments’, an informative and 
 interesting work that will create awareness among 
consumers of the journey money takes when it, all 
too quickly in most cases, vacates their bottom line.”

 – Clive Pillay in his foreword to the consumer book 
entitled the Essential Guide to Payments

JUNE 2014 – Clive congratulates Walter 
 Volker, chief executive officer of the Payments 
Association of South Africa (PASA) on his book 
‘Essential guide to payments’.
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SOCIAL MEDIA VOICES FOR OBS

The OBS entered the world of social media during 2014 and has not looked back. Its Facebook and Twitter 
platforms have enabled it to communicate to a wide audience across the country. 

The channels also complement the various other elements of the marketing drive. 

The initiative had four main objectives:

 – To create platforms for communication  between the OBS and stakeholders, whether complainants,  
 bank officials or consumers;

– To reinforce the OBS’s reputation for  professional and efficient service and for fair, impartial and   
 independent dispute resolution;

– To reinforce the OBS’s status as a modern, dynamic organisation committed to  responding   
  timeously to stakeholder queries and concerns;

–  To heighten public awareness of scams and  risky banking behaviour. 

The 130 posts and 112 tweets published in the year to end-February 2015 have enabled it to meet these 
requirements through a combination of general banking industry news of interest, consumer  warnings and 
advice on dealing with complaints. 

 The Facebook page has generated more than 90 visitor posts, some of which have spurred robust  debate 
on issues such as the independence of the OBS, its structure and the processes and procedures it follows to 
resolve consumer complaints. 

 The Facebook page has attracted 252 likes and, on Twitter, OBS has 85 followers.
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REWARDING THE BEST IN BANKING

The prestigious OBS Annual Awards ceremony was 
held in November 2014 at the Protea Fire and Ice, 
Melrose Arch, to honour the top banks in dispute 
resolution and to recognise the efforts of individual 
bank officials. 

Banks are judged on the quality and timeliness of 
responses and on their fairness, while individuals are 
assessed on their knowledge of their bank’s products, 
 services and processes; the promptness and efficiency 
of their responses, and enhancements to the bank’s 
 internal complaints-handling procedures. 

Shalan Rampiara (extreme left) of  Standard Bank 
took the award for excellence in dispute  resolution 
among officials from the large banks. Here he is 
 pictured with (from left) Ina Steyn (OBS board), 
Queen  Tladi and Ayanda Dyasi (OBS) and John 
Myburgh  SC (OBS  chairperson).

Melvin Fish of African Bank took the award for 
 dispute resolution excellence among the smaller 
banks. Robert van der Spuy accepted it on his 
 behalf. He is pictured with Ina Steyn. 
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FNB took top spot for dispute resolution among the large banks. From left are: 
Jeanne Abrie, Veni Soobramany, Dalene Brown, Priya Rajah, Trish Naicker,  Heena 
Ramjee and Vernie Reddy.

Investec triumphed in the smaller banks category. From left are: Gordon  Malcolm, 
Nthabiseng Motaung and Camagwini Ndevu (Investec), Ina Steyn and John 
 Myburgh SC, Dimakatso  Mangena and Kwanda Vabaza (OBS).
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REPOSITORY OF KNOWLEDGE

The OBS prides itself on its extremely low staff turnover, which means that the extensive experience and  expertise 
of its team members are not lost to the industry. A stable team ensures consistent service to  consumers and 
banks alike, and ensures that a wealth of knowledge is applied to each case and that each is handled  thoroughly, 
with a full understanding of its intricacies. During 2014, the office acknowledged the  contribution and loyalty 
of seven long-serving staff members. 

Collectively, these loyal OBS team members have contributed 65 years of exemplary service.

Back from left:
Manager: Investigations – Johan Conradie – 9 years
Administrator –  Maggie Machethe – 9 years
Adjudicator – Helena van der Merwe – 9 years
Adjudicator – Nerosha Moodley – 8 years
Manager: Case Processing and Assessments – Edrich Buytendorp – 9 years

Front from left:
Manager: Finance and Human Resources – Louise Hall – 12 years
Adjudicator – Ronel van der Merwe – 9 years



19

H
ER

IT
A

G
E 

D
AY

 H
A

P
PI

N
ES

S

INSIDE OUR OWN RAINBOW

OBS team members celebrated Heritage Day on 24 September by wearing colourful, traditional outfits 

that reflected their roots or captured their imagination, or both. 

Pictured from left were: 

Maggie Machethe, in a Basotho Seshoeshoe dress, with a Modianyewo hat and Sanamarena blanket

Lize-Ann Noortman, in a colourful contemporary dress

Nerosha Moodley, in a Punjabi worn by Indian women during traditional festivals and rituals

Irene Thupi, in a traditional Sepedi celebration outfit

Ayanda Dyasi, wearing a Seshoeshoe-print outfit from the Setswana culture

Cylvia Rapodile, proudly African in a Nigerian native outfit

Queen Tladi, wearing a Seshoeshoe outfit from South Sotho culture, and

Dimakatso Mangena, wearing a Venda-inspired outfit, with a bright skirt of red for soil or God, blue for 

sky that brings rain, and white for happiness.
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DEMOGRAPHIC DATA

To enable it to take the right message to the right people in the right areas, the OBS studies the  demographic 
make-up of its cases. In this way, it is able to tailor its marketing strategy to the trends it observes and 
to  identify and address the needs of consumers in different population groups and geographic areas so 
that  communication is finely focused. During 2014, complaints emanated predominantly from Gauteng, 
 KwaZulu-Natal and  Western Cape, with the majority being from black consumers and white consumers. The 
other  population groups  combined accounted for only 18% of complaints.

Population group Age Nature of complaint Number Percentage

Black males 40+ ATMs 247 9%
Internet banking 86 3%
Mortgage finance 60 2%

Black males 31 – 40 ATMs 97 3,5%
Internet banking 35 1%

Personal loans 32 1%

White males 40+ ATMs 147 5%
Internet banking 82 3%
Mortgage finance 60 2%

Black females 40+ ATMs 119 4%
Internet banking 56 2%
Mortgage finance 23 1%

White females 40+ ATMs 85 3%
Internet banking 38 1%
Mortgage finance 27 1%
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INVESTIGATING STAFF

Lize-Ann Noortman
Administrator

Nerosha Moodley
Adjudicator

Frans Maja
Adjudicator

Johan Conradie
Manager:
Investigations

Yvonne Barnard
Adjudicator

Ayanda Dyasi
Adjudicator

Vaheeni Naidoo
Adjudicator
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Case flow comparison

Total assets – October 2014

Files opened per bank

CASE STATISTICS

There were nominally fewer cases in 2014, but the 
 office received 2 216 more enquiries than in 2013. 

Of these enquiries, 955 more cases were referred 
to the banks than in 2013. 

Because this referral process entails capturing of 
all relevant information from the complaint onto the 
OBS case management system prior to the  complaint 
being referred to the bank, the office, in effect, worked 
on 821 more cases than in 2013.

The number of files opened in 2014 per bank 
is not necessarily indicative of the individual bank’s 
 customer complaints handling performance or its 
performance in general. 

Banks vary considerably in size, client  profile, 
product mix and liability to the public, the 
 last-mentioned variance ranging from less than 1% 
to as high as 30%. All of these factors impact on the 
number of complaints made against a bank.

ENQUIRIES 2010 2011 2012 2013 2014

Walk in 369 191 382 361 340

Referrals 4 712 1 893 2 040 3 802 4 757

Call centre 33 060 18 748 16 698 15 860 17 142

Total enquiries 38 141 20 832 19 120 20 023 22 239

FILES OPENED 4 212 3 684 4 450 4 613 4 479

How closed:

Matter solved at bank 2 716 2 482 3 214 3 676 3 342

Ombudsman investigates  1 013 1 242 1 236 1 458 1 223

Total closed 3 729 3 724 4 450 5 134 4 565

Total (at October 2014) 4 099 315 194

Absa 812 897 503

First Rand 841 052 728

Nedbank 695 935 759

Standard  1 054 873 680

Other  694 555 524

 2014 2013

Absa 639 970

FNB 787 927

Standard 1 630 980

Nedbank 635 688

Capitec 640 867

African 97 112

Teba/Ubank 21 27

Investec 6 7

Mercantile 3 9

 2014 2013

Ithala 4 8

Bidvest 7 10

Bank of Athens 7 5

VBS 1 0

Grindrod 1 0

Sasfin 0 1

HBZ 0 1

HSBC 0 1

CitiBank 1 0
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Cases opened per category in 2014

The number of ATM cases increased by 7% year on year. In this category, card 
swapping increased  dramatically, from 27% of  complaints in 2013 to 60% of 
complaints in 2014. Fraudulent ATM  complaints, ie where the  consumer is 
the victim of a fraud,  compared to ‘friendly fraud complaints’, increased by 
18%.  Internet  banking complaints remained relatively stable at 17% of all 
 complaints, but phishing complaints increased from 30% to 45%.
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How the cases were closed in 2014
Case category For bank % For public % Cases Total %

ATMs 1 394 79% 374 21% 1 768 100%

Internet banking 480 75% 163 25% 643 100%

Mortgage finance 275 65% 149 35% 424 100%

Personal loans 157 54% 136 46% 293 100%

Credit cards 124 50% 126 50% 250 100%

Current accounts 109 52% 102 48% 211 100%

Car finance 105 61% 68 39% 173 100%

Savings accounts 33 50% 33 50% 66 100%

Debit orders 25 45% 31 55% 56 100%

Investments 23 50% 23 50% 46 100%

Cash/cheque scams 20 65% 11 35% 31 100%

Current accounts 17 55% 14 45% 31 100%

Estates and trusts 19 63% 11 37% 30 100%

Cheques 12 41% 17 59% 29 100%

Foreign exchange 20 74% 7 26% 27 100%

Insurance 13 52% 12 48% 25 100%

Other 16 73% 6 27% 22 100%

Overdrafts 13 76% 4 24% 17 100%

Teller deposit disputes 10 83% 2 17% 12 100%

Business finance 6 67% 3 33% 9 100%

Credit bureau 1 17% 5 83% 6 100%

Suretyships 4 67% 2 33% 6 100%

Safety deposits 2 67% 1 33% 3 100%

Security 1 100%  0% 1 100%

2014 grand total 2 879 69% 1 300 31% 4 179 100%

2013 comparison   60%    40%
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How the 4 179 cases were resolved in 2014

Period from opening to closing of all files in 2014

Service standard targets

Cases closed at assessment

 2014 2013

Closed within 0 - 2 months 69,9% 46%

Closed within 2 – 4 months 23% 30%

Closed within 4 – 6 months 5,7% 18%

Closed within 6 – 9 months 1,4% 6%

Closed after more than 9 months 0% 0%

 2014 2013

Files closed in 6 months 98,6% 94%

Average days to closure   53  82

 2014 2013

 73%  72%

For the first time in the office’s existence, turnaround times fell below 60 days. Some 5% more cases were 
closed within six months and the 1,4% of cases that took longer than six months were finalised within nine 
months.

Result Case Total  Percentage

The complainant withdrew the case  8 0,20%

The complainant did not respond to requests

for information, leading to closure of the file  9 0,20%

The complaint was upheld fully 810 19,40%

Only a portion of the complaint was upheld  375 8,95%

The complaint was not upheld  2 862 68,50%

No award was made, but information was provided 115  2,75% 
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 Millions 

2010 11,6

2011 17,6

2012 16,4

2013 23,0

2014 9,0

Result 2014 2013

Assessment reports 1 203 1 436

Formal mediations 18 18 

Provisional recommendations 1 3

Final recommendations 1 1

1 223 cases for further investigation finalised

Total recovered from banks

There was a 4% increase in ‘through the bank’  referrals. This would suggest that banks are committed to 
 resolving customers’ complaints. The movement in the other categories is insignificant.

Fewer findings in favour of consumers 
in ATM complaints and the number of 
 internet banking complaints placed on 
hold pending the outcome of the test case, 
 impacted significantly on the total  recovered 
from banks.

It is often very difficult to reflect a  finding 
made by the OBS in actual  monetary terms, 
as many recom mendations take the form 
of the bank providing a  specific  service, 
 performing a specific task or writing off 
certain amounts. 

The amounts reflected alongside are, 
therefore, indicative only and do not 
 necessarily reflect actual payments made by 
the bank to the customer. 

How the complainant learnt of OBS
 2014 2013

Through the bank 48% 44%

Word of mouth 45% 45%

Newspaper 2% 3%

Radio 1% 2%

Television 1% 2%

Magazines 0% 0%

Referred by other organisations 1%  1%

Other  2% 3%
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FAIRNESS OUTCOME ON EACH CASE

When enacted into law, the Treating Customers Fairly (TCF) initiative of the Financial Services Board (FSB) 
will underpin the Twin Peaks regulatory framework. 

It promises six fairness outcomes:

 – Customers know they are dealing with firms with a culture of fair treatment

 –  Products and services meet the needs of customers

–  Customers have clear information and are kept informed

–  Advice is suitable and takes account of customer circumstances

–  Products perform as promised and service meets expectations

–  There are no unreasonable barriers when changing a product, switching a provider, 

 submitting a claim or making a complaint.

In anticipation of the law, the OBS proactively assigns a TCF outcome to each case closed:

Grand totals on all 

six TCF categories

 1 – Clear 

information

 2 – Culture 

and governance

Category Grand

total

Total 

%

Number 

of cases

% of

cases 

Number 

of cases

% of

cases
ATMs 809 34,32% 172 7,30% 261 11,07%
Car finance 186 7,89% 45 1,91% 87 3,69%
Current account 202 8,57% 40 1,70% 119 5,05%
Internet bank 427 18,12% 95 4,03% 190 8,06%
Mortgage finance 442 18,75% 89 3,78% 217 9,21%
Personal loans 291 12,35% 67 2,84% 143 6,07%
Grand total 2 357 100,00% 508 21,55% 1 017 43,15%

3 – Delivering on 

expectations and 

fair service

4 – No  barriers to 

 claiming,  switching 

or  complaining

5 – Suitable 

advice

6 – Suitably 

designed products 

and services

Category Number 

of cases

% of 

cases

Number 

of cases

% of 

cases

Number 

of cases

% of 

cases

Number 

of cases

% of 

cases
ATMs 256 10,86% 72 3,05% 38 1,61% 10 0,42%
Car finance 23 0,98% 17 0,72% 9 0,38% 5 0,21%
Current account 17 0,72% 10 0,42% 4 0,17% 12 0,51%
Internet bank 59 2,50% 66 2,80% 8 0,34% 9 0,38%
Mortgage finance 51 2,16% 36 1,53% 36 1,53% 13 0,55%
Personal loans 29 1,23% 13 0,55% 21 0,89% 18 0,76%
Grand total 435 18, 46% 214 9,08% 116 4,92% 67 2,84%
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Fixed but not on good terms
The complainant took a personal loan in 2011. Apart from the normal monthly premium, she paid an 
 additional sum monthly towards credit life protection. In 2013, she lost her job and lodged a retrenchment 
claim with the bank.

Her claim was rejected, as she was employed on a fixed-term contract. She said that the bank was aware of 
the contract when the policy was taken out and she asked that it write off the balance owing and compensate 
her for distress and inconvenience. 

The bank refused, claiming that the policy did not cover employees with fixed-term contracts.

The OBS found that, at the time the policy was granted, the bank was fully aware of the fixed-term 
 contract and recommended that it honour the policy or refund the premiums as it erred in selling this product 
to the  complainant.

The policy clearly stated: ‘In the case of retrenchment, we will pay your instalment for six months.’

The bank agreed to uphold the retrenchment claim, which would have equalled a payment of R15 600 to 
the  complainant. However, it offered rather to write off R17 400, being the arrears amount owing since the 
 complainant did not meet her payment obligations for two months after being retrenched. The bank agreed to 
pay a further R2 000 for distress and inconvenience.

PRINCIPLE: Reading glasses are a necessary accessory for all parties signing on the line. 

A clear statement of loss
On noticing a number of unauthorised ATM withdrawals on his account, the complainant immediately 
 contacted the bank and cancelled his card. He advised that he had gone on holiday to Cape Town earlier in 
the month and saw no reason to opt for a withdrawal receipt each time he transacted. Nor did he have an SMS 
facility loaded. 

The complainant asked that the bank reimburse him R14 700 for the disputed transactions.

The bank confirmed that his card had been cloned and agreed to reimburse 50% of his loss, since the 
 complainant was given the option of receiving transaction receipts and ought to have accepted it, which would 
have enabled him to mitigate his loss.

However, there was no proof that the complainant compromised his card and PIN, and in such cases a full 
reimbursement is made. 

The office concluded that, if the bank had expected him to carry the risk of loss if he did not opt for a 
 transaction receipt, this should have been made clear in its contract with him or at the ATM. 

The bank accepted the assessment and reimbursed the complainant in full.

PRINCIPLE: If you are given the choice of a statement and you decline, you can’t be held responsible for 
losses, unless there is a clause in your contract or your liability is made clear at the ATM.

Executrix dominates
The bank allegedly unlawfully and fraudulently transferred R196 000 belonging to the estate of the 
 complainant’s late father to the account of the complainant’s sister, who had since resigned as executrix. 

The bank advised that the sister, at that stage still executrix, opened a deceased account in the name of her 
late father during 2010. During July 2011, the complainant informed the bank that he had been  appointed 
the new executor of the estate, providing a letter from the master of the High Court. 

The complainant  requested information about the account, but the branch official refused on the grounds 
that the executrix had to visit the branch with the original High Court documents before the bank could 
change the mandate. 
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Between September 2011 and February 2013, the branch did not hear from the complainant. In  February 
2013, the branch official informed the erstwhile executrix that the account had become dormant. 

 She visited the bank a week later to close it and transferred the funds to another account. At no stage did 
she advise the bank that she had resigned as executrix. The account was closed and a cheque for R196 000 
handed over. 

From the time the complainant lodged his complaint, there had been several communications between the 
bank and the executrix, who advised that she no longer had control of the funds, as a court order had been 
obtained and the funds transferred from her account. 

After a long investigation, the OBS received confirmation from the bank that R195 000 had been  recovered 
and a without-prejudice settlement offer was made to the complainant to pay the recovered funds over to 
him. 

When an agreement to that effect, approved by the parties, was sent to the complainant’s attorney for 
 signature, he enquired about the R15 000 interest and R25 000 legal costs on the amount claimed. 

The bank stated that the complainant’s acceptance of its offer was binding and invited him to take legal 
action if he wanted to take things further. 

 The complainant’s attorney argued that all parties had to sign the agreement. 

 The OBS reminded the complainant that after he advised the bank of his executorship, he made no 
 contact for 18 months, until he became aware of the funds having been paid to the former executrix. 

During this time, interest accrued to her and not to the bank. As executor, he made no effort to claim the 
funds or close the account, thus it was unreasonable to instruct the bank to pay interest it had not received. 

The matter was referred to the OBS, whose services are free. The complainant elected to appoint an 
 attorney at his own cost. 

However, as the bank paid the funds to the executrix and, in view of the time taken to resolve this matter, 
the office recommended a distress and inconvenience award of R2 500. The bank accepted.

PRINCIPLE: If the bank didn’t cause the loss, it’s not going to cover it. An award for distress and 
 inconvenience may, however, be warranted.

Woman grabs hold of her mandate
The estranged wife transferred R583 000 from the complainant’s account to her own account, allegedly 
 without his consent or authorisation, and he demanded that the bank refund him.

The bank indicated that he had signed an authority-to-operate mandate, giving his estranged wife access 
to his account. He countered that it gave her only limited powers, but the bank advised that it uses no such 
 document. 

The bank could not provide the mandate signed by the complainant, but an affidavit provided by him 
proved that he authorised the wife to operate on his account.

The bank cancelled her authority and placed a hold on her account, after which the complainant returned 
to the branch with his wife and requested that the hold be lifted. 

The OBS found that some form of authority was given to the wife, but that neither the bank nor the 
 complainant could produce a signed document showing the extent of the authority. 

The office found that the complainant could have mitigated his loss, but instead he asked that the hold 
be lifted. 

Although there was maladministration by the bank to the extent that it could not provide the signed 
 documents, the estranged wife, and not the bank, was liable for the loss. 

PRINCIPLE: Get your mind around what you are signing. If in doubt, ask, ask, ask. 
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A bad dose of SARS
The bank was appointed executor of the estate of the complainant’s husband. Although the bank  indicated that 
the process had been concluded, she discovered that there was a R16 000 payment owing to the South African 
Revenue Service, which should have been settled by the bank.

 The bank had signed off the annual financial statements, which showed the tax due to SARS, and it was 
clear that the accountant involved had been paid the amount to settle the debt.

 The bank pointed out that it was appointed to oversee the winding up of the estate and not the affairs of 
the close corporation (CC) in which the deceased had 100% interest. This tax liability was a CC issue. 

The deceased held interests in various CCs and it was necessary to appoint an accountant to bring the 
financials of these entities up to date to establish their values. 

In the OBS’s view, in terms of the Close Corporation Act (now repealed), the assets and liabilities of a CC 
do not form part of the deceased estate, but continue to belong to the CC. A deceased member is not liable 
for the debts of the CC. In this case, the estate was wound up by the executor and not the CC. No duty is 
placed on the executor to pay the CC’s liabilities on the death of a member. The CC was not dissolved and 
the  complainant acquired the member’s interest from the deceased estate. There was no maladministration by 
the bank.  

PRINCIPLE: When the bank is executor, your duties need to be made crystal clear.

Pinned down by the barrel of a gun
The complainant was held at gunpoint in his home and was forced to hand over his bank card and disclose 
his PIN. On being rescued by the South African Police Service, he immediately went to a branch to stop his 
cards. His account had a balance of R800 at the time. Transactions nevertheless continued and the amount 
stolen escalated to R93 000.

The complainant wanted the bank to compensate him and to refund the related fees and charges.

The bank stated that it was not liable for the loss as the fraudulent transactions were performed with the 
complainant’s own card and PIN and that the transactions occurred before the incident was reported to the 
bank. The OBS received documented proof from the bank that supported this. The complainant stressed that 
some of the transactions reflected only after he had stopped the card. 

However, point-of-sale transactions reflect on one’s statement only once the merchant processes or ‘banks’ 
the transaction. It was an unfortunate situation, but there was nothing the bank could have done to prevent 
the transactions and, thus, it could not be held liable.

PRINCIPLE: Jack up your home security system. 

Edict to evict
The occupants of a property bought by the complainant were evicted, but the community refused to allow 
him access to the property.

He wanted the sale cancelled and removal of his name from the credit bureaux.

The OBS appreciated his predicament, but could not overlook that he had entered into the agreement of 
sale with the seller, not with the bank. The bank was merely the financier. 

The property was transferred from the seller’s name to the complainant’s name in accordance with the sale 
agreement and the purchase price paid to the seller according to his instruction to the bank. 

The bank could not be held liable for the complainant’s inability to take occupation and he remained liable 
to repay the loan. Any claim was against the seller. 

PRINCIPLE: Repossessed properties may come with unwanted accessories that are difficult and expensive 
to remove.
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Overdrawn and overwrought
The bank paid the complainant’s staff salaries in good faith as per a salary schedule submitted. The pay-
ments rendered the account overdrawn, but the bank believed that this would be corrected by a payment the 
 complainant expected from the government. The complainant then directed this payment into an account at 
another bank. 

She argued that the salary schedule was not properly authorised, but when the bank offered to reverse the 
payments she refused. She further insisted that the payments were not for salaries, but for stipends. She was 
also upset because the bank approved an overdraft facility for which she had never applied. 

The OBS agreed that the bank should not have made the salary payments, but disagreed with her refusal 
to allow the bank to correct the mistake. 

The office explained to her that salaries and stipends are the same thing and that an account with an 
 overdrawn status differs from an account with an approved overdraft facility. 

PRINCIPLE: Have enough dough in your account to put bread on employees’ tables. Being overdrawn may 
well attract a negative credit rating, so get back in the black rapidly. 

Getting from A to B 
The complainant requested a BOC (bank’s own cheque) to be issued from his account at bank A as he was 
opening an investment account at bank B. 

Bank B accepted the deposit and presented the BOC to bank A for payment, which noticed that it was 
postdated. It was discovered that bank B teller’s date stamp was incorrect and it obtained a replacement BOC 
from bank A and backdated the investment, negating any potential loss of interest to the complainant. 

Bank A detected alterations on the cheque and refused to provide a third cheque to bank B, insisting that 
the complainant obtain one directly. 

Bank B never received the third BOC and could, therefore, not open the investment. 

The complainant assumed the investment at bank B was processed because the funds were debited from 
his bank A account.

When he discovered the investment was never opened, he held that bank B was liable for loss of interest. 

It turned out that his complaint was actually against bank A, as bank B had assisted him each time an error 
was found on the BOC, but could not have opened the investment without receiving the funds from bank A. 
The OBS suggested that bank A trace the funds and credit him with interest. The matter was resolved between 
the two parties.

PRINCIPLE: It’s your money – make sure it’s where you intend it to be. Never assume.

On hold, with funds on the line 
On attempting an ATM transaction, the complainant’s card was retained and an unauthorised transaction 
 followed. She claimed she called the bank before the disputed transaction took place and thus wanted the bank 
to refund the disputed R5 000.The bank provided proof that the card and PIN were used for the disputed 
transaction. The bank  initially advised that the complainant’s card had been stopped after the fraudulent 
transactions occurred. 

The complainant provided the OBS with a reference number for the calls she logged with the bank, but 
was unable to provide itemised billing to prove the time she contacted the bank. 

On further investigation by the bank, it was discovered that the disputed withdrawal occurred while the 
customer was on the line waiting to get through to the call centre. She had done what she could to mitigate 
her loss. Therefore, it was recommended that the bank refund the R5 000. 

PRINCIPLE: Once a card is stopped, the bank takes the fall. Keep reference numbers and phone logs. 
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Claim set-off, but a catch
The complainant demanded that the bank refund R3 000 debited from his savings account without consent. 

The bank had, legally, effected set-off to pay a debt that the complainant owed it. As the customer had 
received more than R10 000, the set-off amount deducted was minimal. 

There was no basis for the bank to refund the set-off because the customer has chosen to make payment to 
his preferred creditors rather than attend to his debt with the bank, which still amounted to R29 000.

The complainant told the OBS that he had asked the bank’s attorneys to provide a statement of his account 
and that he had made no commitment to pay off the debt.

On receiving proof of payment and statement on the arrears account from the bank, the office discovered 
that the debt had prescribed in terms of the Prescription Act. The bank, therefore, was obliged to refund the 
complainant. 

PRINCIPLE: Set-off is a ripoff, but only if the debt has prescribed. 

Closing the door doesn’t avoid the draft
The bank’s attorneys claimed money for an overdraft that had been in arrears since 2011. The complai nant 
told the bank that she had stopped banking there in 2006 and asked that her name be cleared at the credit 
bureau.

The bank confirmed that the client opened a cheque account in August 2003 and received an overdraft 
facility. 

Her monthly salary was deposited into the account. 

The account was in credit until 2008, when the credit amount dwindled. 

In subsequent months, the client did not deposit any funds into the account and failed to alert the service 
providers whom she had authorised to process debit orders, a task that is not the responsibility of the bank. 

The account, therefore, incurred unpaid debits orders, with attendant penalty charges, and the  outstanding 
balance increased. It remained open, as the full outstanding balance must be settled before an account can be 
reconciled and finalised for closure.

An OBS investigation revealed that the debt had prescribed, meaning that the bank would no  longer 
 pursue the client. However, due to the account not being fully paid, the client might be affected  negatively 
should she wish to enter into future business with the bank.

PRINCIPLE: Tardiness in managing accounts makes for unsound relationships with your bank.
 

Instascam?
While the complainant and his wife were making an over-the-counter cash withdrawal of R49 000, they 
 noticed a man taking photographs. They drove off and as they reached the gate of their home, they were 
robbed at gun point, the complainant was shot and R18 000 was stolen. It was the complainant’s submission 
that the bank must be held liable for his loss and for his injuries because it failed to stop the man with the 
camera. 

The bank countered that it could not have prevented the incident, as it took place off its premises. 

The OBS agreed and, furthermore, found no evidence of any bank staff involvement in the robbery, 
 directly or indirectly. The claim was rejected. 

PRINCIPLE: Develop eyes in the back of your head when you have wads in your wallet.
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Claim built on shaky ground
The complainant transferred funds to the account of a builder for services completed. The bank later placed a 
hold on the builder’s account, whereupon the complainant tried to recall the funds unsuccessfully. He asked 
the bank to return the funds, blaming it for putting a hold on the account. 

Although the funds had not been used by the accountholder at the time of the complaint, he could not be 
contacted to give his consent to release the funds, which is required. 

An investigation showed that the complainant and the accountholder had entered into a legitimate  building 
contract and that the complainant was satisfied with the work done.

A recall of funds generally occurs when an error has been made in the beneficiary’s account number, 
when there is an error or a duplication of payment, or when there is reasonable suspicion of fraud by the 
 transferor. 

The recall, in this case, did not fit into any of the three categories. Furthermore, the bank could not 
 become involved in a dispute between the parties, nor was it the bank’s responsibility to determine whether 
the builder’s work was complete. The OBS agreed with the bank that there were no grounds for a reversal of 
the payment. 

PRINCIPLE: It’s your call, but you will pay fees for a recall, so don’t do it lightly. And don’t take your 
 personal gripes with a contractor to the bank.

Flight of fancy
Before the complainant left South Africa, he went to the bank to activate his internet profile. While in Canada, 
he could not access his profile and emailed the bank for assistance. On receiving no reply, he sent a second 
email five days later. In that email, he mentioned that he was returning to South Africa due to a  family 
emergency. In a complaint lodged with the OBS months later, he blamed the bank for his early return and 
 demanded a R42 000 refund to cover flight costs. 

OBS adjudicators considered whether or not there was a link between the complainant’s early return and 
the bank’s failure to properly activate his internet banking profile or its failure to assist him when he emailed 
for help. The adjudicators satisfied themselves that the cause was a family emergency and not an internet 
profile. 

This rendered the claim unjustifiable. A consequential claim such as this would be more suited for a court 
of law. The bank offered the complainant R1 000 for its delay in responding to his emails, which the OBS 
found to be a fair offer.

PRINCIPLE: If you cry wolf, don’t expect the bank to respond to your howling.

Dread by the bundle
The complainant obtained a personal loan from the bank a day before she turned 60. The loan included 
life cover, disability cover, dread disease and retrenchment benefits bundled into one product. A monthly 
 premium of R230 was debited from the account. 

The terms and conditions of the product stated that the dread disease and retrenchment benefits ended 
at 60. However, the bank continued to debit a full premium from the loan account although she was eligible 
only for the disability cover, which ended at 65, and life cover, which was for the full term of the loan. A year 
later, the complainant was retrenched and submitted a claim, which was rejected.

The OBS found that, although the bank is allowed to sell a bundle of products, such a transaction must 
be beneficial to the consumer. The product should meet the needs of the customer as required in terms of  
 Treating Customers Fairly (TCF) outcomes, to which banks should subscribe. 
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The complainant was not treated according to TCF outcomes and the office recommended that the bank 
settle this matter fairly with her. Furthermore, the bank’s conduct was in contravention of Section 13 (1) of the 
Consumer Protection Act (CPA), which restricts a supplier from bundling products unless the  convenience or 
economic benefit to the consumer outweighs the limitation on the consumer’s right to choose. Alternatively, 
bundled goods or services should be offered separately and at individual prices.

The consumer should have been offered separate cover suited to her needs. The only components that 
suited her needs at the time were the disability benefit and the life cover. The office deemed that it was unfair 
that she was paying the full premium and that it should have been reduced by at least 50%. 

The bank made an ex gratia offer of R2 500, which the OBS considered fair and reasonable. 

 PRINCIPLE: One size doesn’t cut it – ensure you get the right fit. 

Under the gavel, soon to unravel
The complainant bought a R910 000 property on auction with a loan secured by a bond. The auctioneer 
was to receive a 10% commission, the buyer was to pay a 10% deposit and the offer would be subject to the 
seller’s and the bank’s acceptance. The complainant and the seller signed the conditions of sale. Thereafter the 
complainant paid the commission and the deposit into the auctioneer’s trust account. The bank granted the 
complainant a bond, the guarantees were sent to the conveyancers and the transfer process began. 

It later transpired that the purchase price was not sufficient to settle the bond and the seller had to sign 
an acknowledgement of debt (AOD) before transfer. The seller refused to sign and the sale was cancelled by 
the bank. The complainant was refunded the deposit, but the auctioneer refused to refund the commission of 
R91 000 plus accrued interest on the grounds that because the bank had accepted the sale, he had earned his 
commission. The complainant wanted the bank to proceed with the sale or refund the commission. The bank 
stated that it could not accept the offer due to the possible shortfall on the account. The OBS found that the 
cancellation of the bond was conditional upon the signing of the AOD.

The bank was entitled to protect its own interest by ensuring that the bond account was settled before the 
bond was cancelled, or ensure that the seller acknowledged his indebtedness to the bank. 

Therefore, the OBS could find no basis on which to hold the bank liable for the commission or insist that 
it proceed with the sale or bond cancellation. Furthermore, the auctioneer was instructed by the seller to sell 
the property on public auction, and not by the bank. 

PRINCIPLE: Only parties to the agreement enjoy the rights and incur the obligations.
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DIRECTORS’ RESPONSIBILITIES
FOR THE YEAR ENDED 31 DECEMBER 2014

The directors are required in terms of the South African Companies Act No 71 of 2008 to maintain  adequate 
accounting records to enable the company to satisfy all reporting requirements applicable to it and  provide 
for the proper conduct of an audit. The accounting records required to be kept by the Act and this  regulation 
must be kept in such a manner as to provide adequate precautions against theft, loss or intentional or 
 accidental damage or destruction, falsification, to facilitate the discovery of any falsification and to comply 
with any other applicable law dealing with accounting records, access to information, or  confidentiality. It is 
their responsibility to ensure that the annual financial statements satisfy the financial reporting standards as 
to form and content and present fairly the statement of financial position, results of operations and business 
of the company, and explain the transactions and financial position of the business of the company at the 
end of the financial year.

The annual financial statements are based upon appropriate accounting policies consistently applied 
throughout the company and supported by reasonable and prudent judgements and estimates.

The directors acknowledge that they are ultimately responsible for the system of internal financial 
control established by the company and place considerable importance on maintaining a strong control 
 environment.

To enable the directors to meet these responsibilities, the board sets standards for internal control aimed 
at reducing the risk of error or loss in a cost-effective manner. The standards include the proper delegation of 
responsibilities within a clearly defined framework, effective accounting procedures and adequate  segregation 
of duties to ensure an acceptable level of risk. 

These controls are monitored throughout the company and all employees are required to maintain the 
highest ethical standards in ensuring the  company’s business is conducted in a manner that in all reasonable 
circumstances is above reproach.

The focus of risk management in the company is on identifying, assessing, managing and monitoring 
all known forms of risk across the company. While operating risk cannot be fully eliminated, the company 
 endeavours to minimise it by ensuring that appropriate infrastructure, controls, systems and ethical  behaviour 
are applied and managed within predetermined procedures and constraints.

The directors are of the opinion, based on the information and explanations given by management and 
the external auditors, that the system of internal control provides reasonable assurance that the financial 
records may be relied on for the preparation of the annual financial statements. 

However, any system of internal financial control can provide only reasonable, and not absolute,  assurance 
against material misstatement or loss. The going-concern basis has been adopted in preparing the financial 
statements. Based on forecasts and available cash resources the directors have no reason to believe that the 
company will not be a going concern in the foreseeable future. The financial statements support the viability 
of the company.

The financial statements have been audited by the independent auditing firm, Nkonki Inc. which has 
been given unrestricted access to all financial records and related data, including minutes of all meetings of 
the board of directors and committees of the board. The directors believe that all representations made to the 
independent auditor during the audit were valid and appropriate. The external auditors’ unqualified audit 
report is presented on page 40.

The annual financial statements as set out on pages 38 to 57 were approved by the board on 4 March 
2015 and were signed on its behalf by:

  JF Myburgh SC     TN Raditapole
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DIRECTORS’ REPORT
FOR THE YEAR ENDED 31 DECEMBER 2014

5 Directors
Directors of the company during the year and to the date of this report are South African citizens, and are:

JF Myburgh SC Independent Non-Executive Senior Counsel, Banking Ombudsman Chairperson 

TN Raditapole Independent Non-Executive Attorney and Director: Cheadle, Thompson & Haysom

C Coovadia Banking Sector MD: Banking Association of South Africa

NM Lala-Mohan* Banking Sector (alternate) GM: Banking Association of South Africa

P Beck Independent Non-Executive Attorney. Member: National Consumer Tribunal

I Steyn Banking Sector Head: Customer Services and Insights, Barclays Africa

T Venter Independent Non-Executive Advocate of the High Court

J Taylor Banking Sector Head: FNB Risk 

TN Msibi Independent Non-Executive CEO: Advertising Standards Authority of South Africa

* NM Lala-Mohan is GM: Legislation and Regulatory Oversight at the Banking Association

6 Secretary
The company’s designated secretary is Corporate Law Services (Pty) Ltd. Its address is on page 41.

7 Auditors
Nkonki Inc. was the auditing firm for the year under review. The reappointment of the auditors will be done 
in accordance with Section 90 of the South African Companies Act No 71 of 2008 at the annual general 
meeting.

The directors present their report for the year ended 31 December 2014.

1 Review of activities
Main business and operations
The principal activity of the company is banking dispute resolution and related services and it operates 
 principally in South Africa. There were no major changes herein during the year. The operating results and 
statement of financial position of the company are fully set out in the attached financial statements and do not, 
in our  opinion, require any further comment.

2 Going concern
The annual financial statements have been prepared on the basis of accounting policies applicable to a going 
concern. This basis presumes that funds will be available to finance future operations and that the realisation of 
assets and settlement of liabilities, contingent obligations and commitments will occur in the ordinary course 
of business.

3 Events after reporting date
All events subsequent to the date of the annual financial statements and for which the applicable financial 
reporting framework requires adjustment or disclosure have been adjusted or disclosed. The directors are not 
aware of any matter or circumstance arising since the end of the financial year to the date of this report that 
could have a material effect on the financial position of the company.

4 Directors’ interest in contracts
To our knowledge none of the directors had any interest in contracts entered into during the year under 
 review.
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To the shareholder of Ombudsman for Banking Services
We have audited the annual financial statements of Ombudsman for Banking Services, which comprise the 
statement of financial position at 31 December 2014, the statement of comprehensive income, the  statement 
of changes in equity and the statement of cash flows for the year then ended, and a summary of significant 
 accounting policies and other explanatory notes as set out on pages 42 to 57.

Directors’ responsibility for the financial statements
The company’s directors are responsible for the preparation and fair presentation of these financial statements 
in accordance with International Financial Reporting Standards and the requirements of the Companies Act 
of South Africa, and for such internal control as the directors determine is necessary to enable the preparation 
of financial statements that are free from material misstatements, whether due to fraud or error.

Auditors’ responsibility
Our responsibility is to express an opinion on these financial statements based on our audit. We conducted 
our audit in accordance with International Standards on Auditing. Those standards require that we comply 
with ethical requirements and plan and perform the audit to obtain reasonable assurance that the  financial 
 statements are free of material misstatement. An audit includes performing procedures to obtain audit  evidence 
about the amounts and disclosures in the financial statements. The procedures selected depend on the  auditors’ 
judgement, including the assessment of the risks of material misstatement of the annual financial statements, 
whether due to fraud or error. In making those risk assessments, the auditor considers internal control  relevant 
to the entity’s preparation and fair presentation of the annual financial statements in order to design audit 
 procedures that are appropriate in the circumstances, but not for the purpose of expressing an opinion on 
the effectiveness of the entity’s internal control. An audit also includes evaluating the   appropriateness of 
 accounting policies used and the reasonableness of accounting estimates made by the directors, as well as 
evaluating the overall presentation of the annual financial statements. We believe that the audit evidence we 
have obtained is sufficient and appropriate to provide a basis for our opinion.

Audit opinion
In our opinion, the annual financial statements fairly present, in all material respects, the financial position 
of the company at 31 December 2014, and its financial performance and cash flows for the year ended in 
accordance with International Financial Reporting Standards and the requirements of the Companies Act of 
South Africa.

Other matter
Without qualifying our opinion we draw attention to the fact that supplementary information set out on page 
58 does not form part of the annual financial statements and is presented as additional information. We have 
not audited this information and accordingly do not express an opinion thereon.

 

Other reports required by the Companies Act
As part of our audit of the annual financial statements for the year ended 31 December 2014, we have read 
the directors’ report for the purpose of identifying whether there are material inconsistencies between this 
report and the audited financial statements. The directors’ report is the responsibility of the directors. Based 
on  reading the directors’ report we have not identified material inconsistencies between this report and the 
 audited financial statements. However, we have not audited the directors’ report and accordingly do not 
 express an opinion thereon.

Nkonki Inc. 
4 March 2015 

AUDITORS’ REPORT
FOR THE YEAR ENDED 31 DECEMBER 2014

Per: Nyarai Muzarewetu 
Chartered Accountant CA(SA)
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In terms of Section 88(2)(e) of the Companies Act, 71 of 2008, as amended, I certify that, to the best of my 
 knowledge and belief, the company has lodged with the Companies and Intellectual Properties Commission 
(CIPC) for the financial year ended 31 December 2014 all such returns and notices as are required of a public 
company in terms of the Act, and that all such returns and notices are true, correct and up to date.

Corporate Law Services (Pty) Ltd.
Company Secretary

The address of the Company Secretary is:

Corporate Law Services (Pty) Ltd

Business address Postal address

Central Office Park

Unit 3 PO Box 77550

Centurion Centurion

0157 0046

The address of the Accounting Officer is:

Nkonki Inc.

Nkonki House

1 Simba Rd, cnr Nanyuki Rd

Sunninghill

2157

COMPANY SECRETARY’S REPORT
FOR THE YEAR ENDED 31 DECEMBER 2014
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FINANCIAL POSITION
FOR THE YEAR ENDED 31 DECEMBER 2014

Figures in Rands Note(s) 2014 2013

Assets

Non-Current Assets

Property, plant and equipment 5 702 253 906 093
Intangible assets 6 400 870 398 012

1 103 123 1 304 105

Current Assets

Trade and other receivables 7 231 550 275 234
Cash and cash equivalents 8 22 900 380 27 132 187

23 131 930 27 407 421

Total Assets 24 235 053 28 711 526

Equity and Liabilities

Equity

Retained earnings 1 307 739 2 100 715

Current Liabilities

Trade and other payables 11 22 783 883 26 355 473
Current portion of long-term liabilities 9 143 431 255 338

22 927 314 26 610 811

Total Equity and Liabilities 24 235 053 28 711 526
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FOR THE YEAR ENDED 31 DECEMBER 2014

Figures in Rands Note(s) 2014 2013

Subscriptions 12 22 054 664 21 961 642
Other income 2 500 6 300
Operating costs (23 640 498) (21 485 076)
Operating (loss)/surplus 13 (1 583 334) 482 866

Finance income 14 790 359 790 468
(Loss)/surplus for the year (792 975) 1 273 334

Retained income at 1 January 2014 2 100 715 827 380
(Loss)/surplus for the year (792 975) 1 273 334

Retained income at 31 December 2014 1 307 740 2 100 715
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CHANGES IN EQUITY
FOR THE YEAR ENDED 31 DECEMBER 2014

Figures in Rands

Retained 

earnings

 Total 

Balance at 1 January 2013 1 030 388 1 030 388
Other-operating lease smoothing (203 007) (203 007)
Total comprehensive income for the year

Surplus for the year 1 273 334 1 273 334
Total comprehensive income for the year 2 100 715 2 100 715
Balance at 31 December 2013 2 100 715 2 100 715

Balance at 1 January 2014 2 100 715 2 100 715
Total comprehensive income for the year

Loss for the year (792 975) (792 975)
Total comprehensive income for the year 1 307 740 1 307 740
Balance at 31 December 2014 1 307 740 1 307 740
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STATEMENT OF CASH FLOWS
FOR THE YEAR ENDED 31 DECEMBER 2014

Figures in Rands Note(s) 2014 2013

Cash flows from operating activities

Surplus/(loss) for the year (792 975) 1 273 334
Operating lease smoothing – (203 007)
Amortisation of intangible assets 470 100 336 403
Depreciation of tangible assets 590 663 494 736
Investment income (790 359) (790 468)
Profit on disposal of property, plant and equipment (2 500) (6 300)
Operating cash flow before working capital changes (525 071) 1 104 698

Working capital changes
Decrease/(increase) in trade and other receivables 43 684 (150 535)
(Decrease)/increase in trade and other payables (3 571 591) 6 597 431
Cash (utilised in)/generated by operating activities (4 052 978) 7 551 594
Interest received 790 359 790 468
Net cash from operating activities (3 262 619) 8 342 062

Cash flows from investing activities

Property, plant and equipment acquired (386 821) (464 676)
Intangible assets acquired (472 959) (649 698)
Proceeds on disposals of property, plant and equipment 2 500 6 300
Net cash utilised in investing activities (857 280) (1 108 074)

Cash flows from financing activities

Loans (repaid)/raised (111 907) 255 338
Net cash (utilised in)/generated by financing activities (111 907) 255 338

(Decrease)/increase in cash and cash equivalents (4 231 806) 7 489 326
Cash and cash equivalents at beginning of the year 27 132 186 19 642 861
Cash and cash equivalents at end of the year 8 22 900 380 27 132 186
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ACCOUNTING POLICIES 
FOR THE YEAR ENDED 31 DECEMBER 2014

1 General information
The Ombudsman for Banking Services is a Non Profit Company incorporated in South Africa.

2 Statement of compliance with International Financial Reporting Standards
The annual financial statements have been prepared in accordance with all applicable International  Financial 
Reporting Standards (IFRS), which includes all applicable individual International Financial Reporting 
Standards, International Accounting Standards (lASs) and Interpretations issued by the IFRS Interpretations 
 Committee, and the requirements of the Companies Act of South Africa. A summary of   significant accounting 
policies is set out in note 3.

The preparation of financial statements in conformity with IFRS requires management to make  judgements, 
estimates and assumptions that affect the application of policies and reported amounts of assets and liabilities, 
income and expenses. The estimates and associated assumptions are based on historical experience and various 
other factors that are believed to be reasonable under the circumstances, the results of which form the basis of 
making the judgements about carrying values of assets and liabilities that are not readily apparent from other 
sources. Actual results may differ from these estimates.

3 Summary of significant accounting policies

3.1 Property, plant and equipment
Property, plant and equipment are tangible non-current assets that are held for use in the production or supply 
of goods or services, rental to others, or for administrative purposes, and are expected to be used during more 
than one period.

The cost of an item of property, plant and equipment is recognised as an asset if it is probable that future 
economic benefits associated with the item will flow to the entity and the cost of the item can be measured 
reliably. All property, plant and equipment is initially recorded at cost, with subsequent measurement at cost 
less accumulated depreciation and any accumulated impairment losses.

The realised portion of the revaluation reserve is transferred to accumulated reserves. An annual transfer 
from the revaluation reserve to accumulated reserves is made for the difference between depreciation based 
on the revalued carrying amount of the asset and depreciation based on the asset’s original cost.  Additionally, 
 accumulated depreciation as at the revaluation date is eliminated against the gross carrying amount of the  asset 
and the net amount is restated to the revalued amount of the asset. Upon disposal, any revaluation reserve 
relating to the particular asset being sold is transferred to accumulated reserves.

An item of property, plant and equipment is derecognised upon disposal or when no future economic 
benefits are expected from its use or disposal. Any gain or loss arising on derecognition of the asset – calculated 
as the difference between the net disposal proceeds and the carrying amount of the asset –   is included in the 
statement of comprehensive income in the year the asset is derecognised.

Subsequent expenditure is capitalised only when it is probable that future economic benefits associated 
with the expenditure will flow to the company. All other expenditure and ongoing repairs and maintenance 
are expensed in the period in which they are incurred.

The assets’ residual values, useful lives and methods of depreciation are reviewed, and adjusted if  appropriate, 
at each financial year end.

Depreciation is provided on the straight-line basis, which is estimated and will reduce the carrying amount 
of the assets to their residual values at the end of their useful lives. Items of property, plant and  equipment are 
depreciated from the date that they are installed and available for use.

Where an item of property, plant and equipment comprises major components with different useful lives, 
the components are accounted for as separate items of property, plant and equipment.
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The major categories of assets are depreciated at the following rates:

IT equipment  3 years

Furniture and fittings 5 years

Security equipment 5 years

Office equipment 5 years

The carrying amounts of the company’s tangible and intangible assets are reviewed at each year end to 
determine whether there is any indication of impairment. If there is any indication that an asset may be 
 impaired, its recoverable amount is estimated. The recoverable amount is the greater of its fair value less cost 
to sell and its value in use.

3.2 Intangible assets
An intangible asset is an identifiable, non-monetary asset without physical substance. Intangible assets are 
 identifiable resources controlled by the entity from which the entity expects to derive future economic 
 benefits.

An intangible asset is identifiable if it either is separable, ie is capable of being separated or divided from 
the entity and sold, transferred, licensed, rented or exchanged, either individually or together with a  related 
 contract, identifiable asset or liability, regardless of whether the entity intends to do so, or if it arises from 
 contractual or other legal rights, regardless of whether those rights are transferable or separable from the entity 
or from other rights and obligations.

An intangible asset is recognised if it is probable that the expected future economic benefits that are 
 attributable to the asset will flow to the entity and the cost of the asset can be measured reliably.

The entity assesses the probability of expected future economic benefits using reasonable and supportable 
assumptions that represent management’s best estimate of the set of economic conditions that will exist over 
the useful life of the asset.

Intangible assets that are acquired and have finite useful lives are initially recognised at cost with  subsequent 
measurement at cost less any accumulated amortisation and any impairment losses.

Intangible assets are derecognised upon disposal or when no future economic benefits are expected from 
their use or disposal. Any gain or loss arising on derecognition of the asset  – calculated as the difference 
 between the net disposal proceeds and the carrying amount of the asset – is included in the statement of 
 comprehensive income in the year the asset is derecognised.

An intangible asset is regarded as having an indefinite useful life when, based on all relevant factors, there 
is no foreseeable limit to the period over which the asset is expected to generate net cash inflows.  Amortisation 
is not provided for these intangible assets. For all other intangible assets amortisation is recognised in the 
 statement of comprehensive income and is provided on the straight-line basis, which is estimated and will 
reduce the carrying amount of the assets to their residual values at the end of their useful lives.

Intangible assets are amortised at the following rates: 

Computer software 2 years

3.3 Amortisation
Except for goodwill, intangible assets are amortised on a straight-line basis in comprehensive income over their 
estimated useful lives, from the date that they are available for use. Amortisation methods, useful lives and 
residual values are reviewed at each reporting date and adjusted if appropriate.
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3.4 Financial instruments
The company initially recognises loans and receivables on the date that they are originated. All other  financial 
assets (including assets designated at fair value through comprehensive income) are recognised initially on 
the trade date, which is the date that the company becomes a party to the contractual provisions of the 
 instrument.

The company derecognises a financial asset when the contractual rights to the cash flows from the asset 
 expire, or it transfers the rights to receive the contractual cash flows in a transaction in which substantially 
all the risks and rewards of ownership of the financial assets are transferred. Any interest in such transferred 
financial assets that is created or retained by the company is recognised as a separate asset or liability.

Financial assets and liabilities are offset and the net amount presented in the statement of financial  position 
when, and only when, the company has a legal right to offset the amounts and intends either to   settle on a net 
basis or to realise the asset and settle the liability simultaneously.

The company classifies non-derivative financial assets into the following categories: financial assets at fair 
value through comprehensive income, loans and receivables and available-for-sale financial assets.

Financial assets

3.4.1 Trade and other receivables
Trade and other receivables are initially measured at fair value and, after initial recognition, at amortised cost 
less impairment losses for bad and doubtful debts, if any, except for the following receivables:

 Interest-free loans made to related parties without any fixed repayment terms or, the  

 effect of discounting being immaterial, that are measured at cost less impairment 

 losses for bad and doubtful debt, if any; and

 Short-term receivables with no stated interest rate, and the effect of discounting being

  immaterial, that are measured at their original invoice amount less impairment losses 

 for bad and doubtful debt, if any.

At each statement of financial position date, the company assesses whether there is any objective evidence 
that a receivable or group of receivables is impaired. Impairment losses on trade and other receivables are 
recognised in operating surplus or deficit when there is objective evidence that an impairment loss has been 
incurred and are measured as the difference between the receivable’s carrying amount and the present value 
of estimated future cash flows – excluding future credit losses that have not been incurred – discounted at its 
original effective interest rate, ie the effective interest rate computed at initial recognition. The impairment 
loss is reversed if, in a subsequent period, the amount of the impairment loss decreases and the decrease can be 
related objectively to an event occurring after the impairment was recognised.

 

3.4.2 Cash and cash equivalents
Cash comprises cash on hand and at bank and demand deposits with bank. Cash equivalents are short-term, 
highly liquid investments are readily convertible to known amounts of cash and are subject to an  insignificant 
risk of changes in value.

3.4.3 Available-for-sale financial assets
Available-for-sale financial assets are non-derivative financial assets that are designated as available for sale 
or are not classified in any of the above categories of financial assets. Available-for-sale financial assets are 
 recognised initially at fair value plus any directly attributable transaction costs.A
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Subsequent to initial recognition, they are measured at fair value and changes therein, other than 
 impairment losses and foreign currency differences on available-for-sale debt instruments, are recognised in 
other comprehensive income and presented in the fair value reserve. When an investment is derecognised, the 
gain or loss accumulated in reserves is reclassified to profit or loss.

Impairment losses on available-for-sale financial assets are recognised by reclassifying the losses  accumulated 
in the fair value reserve to comprehensive income. The cumulative loss that is reclassified from reserves to 
 comprehensive income is the difference between the acquisition cost, net of any principal repayment and 
 amortisation, and the current fair value, less any impairment loss recognised previously in comprehensive 
income. Changes in the cumulative impairment losses attributable to the application of the effective  interest 
method are reflected as a component of interest income. If, in a subsequent period, the fair value of an  impaired 
available-for-sale debt security increases and the increase can be related objectively to an event  occurring after 
the impairment loss was recognised, then the impairment loss is reversed, with the amount of the reversal 
recognised in comprehensive income. However, any subsequent recovery in the fair value of the impaired 
available-for-sale equity security is recognised in other comprehensive income.

3.4.4 Trade and other payables
Trade and other payables are initially measured at fair value and, after initial recognition, at amortised cost, 
except for short-term payables with no stated interest rate and, the effect of discounting being immaterial, that 
are measured at their original invoice amount.

3.4.5 Provisions
A provision is recognised if, as a result of a past event, the company has present legal or constructive  obligation 
that can be estimated reliably, and it is probable that an outflow of economic benefits will be required to 
 settle the obligation. Provisions are determined by discounting the expected future cash flows at a pre-tax rate 
that reflects current market assessments of the time value of money and the risks specific to the liability. The 
 unwinding of the discount is recognised as finance cost.

3.5 Employee benefits

a – Post-retirement obligations
The company provides benefits to employees through a defined benefit plan and a defined contribution plan 
in terms of the Pension Funds Act, 1956. The pension plans are funded by payments from employees and the 
company, taking account of the recommendations of independent actuaries.

Obligations arising from the defined contribution plan are recognised as an expense when they are due.

For the defined benefit plan, the pension accounting costs are assessed using the projected unit credit 
method. Under this method, the cost of providing pensions is charged to the statement of comprehensive 
 income to spread the regular cost over the service period of employees in accordance with the advice of 
 actuaries who carry out a full valuation of the fund every three years. The pension obligation is measured as the 
present value of the estimated future cash outflows using interest rates on government bonds that have terms 
to maturity approximating the terms of the related liability. When the calculation results in a benefit for the 
company, the recognised asset is limited to the net total of any unrecognised past service cost and the present 
value of any future refunds from the plan or reductions from future contributions to the plan.

Any actuarial gain or loss is recognised in other comprehensive income when it occurs.
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b – Short-term employee benefits
The cost of all short-term employee benefits is recognised on an undiscounted basis during the period in which 
the employee renders the related service.

Accruals for employee entitlement to annual leave represent the present obligation which the  company has 
to pay as a result of employees’ services provided to the balance sheet date. The accruals have been  calculated 
at undiscounted amounts based on current salary rates.

A liability is recognised for the amount expected to be paid under short-term bonuses in the company as 
the company has a present legal constructive obligation to pay the amount as a result of past service provided 
by the employee, and the obligation can be estimated reliably.

3.6 Subscription recognition
Subscriptions are recognised to the extent that it is probable that the economic benefits will flow to the 
 company and the revenue can be reliably measured. Revenue is measured at fair value of the consideration 
received or receivable and represents amounts receivable or received for services provided and goods delivered, 
net of discounts and value added taxation (VAT) and where there is reasonable expectation that the income 
will be received and all attaching conditions will be complied with.

In these financial statements, surplus is used instead of profit as the company is not profit driven, yet could 
generate surplus revenue over costs.

a – Rendering of services
Subscriptions are accounted for when services are rendered. When the outcome of a transaction involving 
the rendering of services can be estimated reliably, subscriptions associated with the reference “to the stage of 
completion of the transaction” shall be recognised at the statement of financial position date. 

The outcome of a transaction can be estimated reliably when all the following conditions are satisfied:

 – the amount of subscriptions can be measured reliably;

  – it is probable that the economic benefits associated with the transaction 

  will flow to the company;

 – the stage of completion of the transaction at the statement of financial position 

  date can be measured reliably;

 – the costs incurred for the transaction and the cost to complete the transaction

  can be measured reliably.

When the outcome of the transaction involving the rendering of services cannot be estimated reliably, 
subscriptions shall be recognised only to the extent of the expenses recognised that are recoverable.

3.7 Finance income
Finance income comprises interest income on funds invested, dividends received and gains on day one of 
recognition of an external interest-free loan.

Interest income is accrued on a time apportionment basis, by reference to the principal outstanding and 
at the effective interest rate applicable, which is the rate that exactly discounts estimated future cash receipts 
through the expected life of the financial asset to that asset’s net carrying amount.
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 4 Leases
A lease is classified as a finance lease if it transfers substantially all the risks and rewards incidental to  ownership. 
A lease is classified as an operating lease if it does not transfer substantially all the risks and rewards incidental 
to ownership.

4.1 Operating leases – lessee
Operating lease payments are recognised as an expense on a straight-line basis over the lease term. The  difference 
between amounts recognised as an expense and the contractual payments is recognised as an operating lease 
asset. This liability is not discounted.

Any contingent rents are expensed in the period they are incurred.
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5 Property, plant and equipment

Cost Accumulated

depreciation 

2014 

carrying 

value

Cost Accumulated 

depreciation

2013 

carrying 

value
Owned assets
Furniture and fittings 657 754 (497 152) 160 602 657 754 (365 601) 292 153
Other property, plant 

and equipment 

(security equipment)

18 900 (539) 18 361 40 372 (40 372) –     

Office equipment 43 310 (18 248) 25 062 142 741 (135 535) 7 206
IT equipment 1 538 801 (1 040 573) 498 228 2 038 473 (1 431 738) 606 735

2 258 765 (1 556 512) 702 253 2 879 340 (1 973 246) 906 094

NOTES TO FINANCIAL STATEMENTS
FOR THE YEAR ENDED 31 DECEMBER 2014
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Figures in Rands

The carrying amounts of property, plant and equipment can be reconciled as follows:

Carrying 

value at 

beginning 

of year

Additions Disposals Depreciation 2014 

 carrying value 

at end 

of year
Owned assets
Furniture and fittings 292 153 –  – (131 551) 160 602
Other property, plant 

and equipment 

(security equipment)

– 21 600 – (3 240) 18 361

Office equipment 7 206 24 122 – (6 266) 25 062
IT equipment 606 735 341 099 – (449 606) 498 228

906 094 386 821 – (590 663) 702 253

Carrying 

value at 

beginning 

of year

Additions Disposals Depreciation 2013 

 carrying value 

at end 

of year
Owned assets
Furniture and fittings 423 704 – – (131 551) 292 153
Other property, plant

and equipment

(security equipment)

– – _ _ _

Office equipment 3 489 8 646 – (4 929) 7 206
IT equipment 508 961 456 030 – (358 256) 606 735

936 154 464 676 – (494 736) 906 094
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Figures in Rands

6 Intangible assets

Cost Accumulated 

amortisation/

impairment

2014 

carrying 

value

Cost Accumulated 

amortisation/

impairment

2013 

carrying 

value

Computer software 1 122 655 (721 785) 400 870 1 297 686 (899 674) 398 012

1 122 655 (721 785) 400 870 1 297 686 (899 674) 398 012

 
The carrying amounts of intangible assets can be reconciled as follows:

 Carrying 

value at 

beginning 

of year

Fair value 

gains/ 

additions

Amortisation/

impairments

Reclassified 

held for 

sale/

disposals

2014 
carrying value

at end

of year
Computer software 398 012 472 959 (470 101) – 400 870

398 012 472 959 (470 101) – 400 870

Carrying 

value at 

beginning 

of year

Fair value 

gains/ 

additions

Amortisation/ 

impairments

Reclassified 

held for 

sale/

disposals

2013 

carrying value

at end 

of year
Computer software 84 717 649 698 (336 403) – 398 012

84 717 649 698 (336 403) – 398 012
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Figures in Rands 2014 2013

7 Trade and other receivables

Trade debtors 54 720 156 408
Prepaid expenses 80 830 12 312
Deposits 96 000 96 000
Tax refund – 10 514

231 550 275 234

8 Cash and cash equivalents

Favourable cash balances
Bank balances 22 900 380 27 132 187

9 Borrowings

Current portion of long-term liabilities 143 431 255 338
143 431 255 338

Repayable within one year transferred to current liabilities (143 431) (255 338)

– –

10 Commitments under operating leases

The entity rents several offices under operating leases. The leases are for an 

average period of five years with fixed rentals over the same period

Minimum lease payments under operating leases recognised 2 245 801 2 181 225
as an expense during the year

At year-end the company had outstanding commitments under 

non-cancellable operating leases that fall due as follows

Within one year 1 831 839 1 831 839
Later than one year but within five years 457 960 2 289 798
Later than five years – –

2 289 799 4 121 637
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Figures in Rands 2014 2013

11 Trade and other payables

Provision for leave pay 109 733 209 462
Accrued employee costs 1 061 197 974 790
Subscriptions received in advance 21 186 473 24 800 317
Trade creditors 15 992 85 131
Value added tax 410 488 285 773

22 783 883 26 355 473

Creditors and accruals principally comprise amounts outstanding for trade 

purchases and ongoing costs. The average credit period taken is less than 60 

days. The carrying amounts approximate fair value.

Employees’ entitlement to annual leave is recognised when it accrues to 

 employees. An accrual is made for the estimated liability for annual leave 

due as a result of services rendered by employees up to statement of  financial 

position date.

12 Subscriptions

An analysis of subscriptions is as follows:
Subscriptions received 22 054 664 21 961 642

13 Operating (loss)/surplus

Operating surplus is arrived at after
taking into account the following items: 
Income
Profit on disposal of property, plant and equipment 2 500 6 300

Depreciation

Owned assets

Furniture and fittings (131 551) (131 551)
Other property, plant and equipment
(security equipment) (3 240) –
Office equipment (6 266) (4 929)
IT equipment (449 606) (358 256)

(590 663) (494 736)
Auditors' remuneration
Audit fees – current 130 706 118 462

Operating lease charges – premises 2 245 801 2 181 225
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Figures in Rands 2014 2013

14 Finance income

Interest income
Interest received 790 359 790 468

15 Directors’ emoluments

Fees paid 

to directors 

for  services 

2014

Fees paid 

to directors 

for  services 

2013
JF Myburgh SC 118 982 149 793
TN Raditapole 111 652 88 468
D Terblanche – 34 026
T Venter 97 090 90 736
TN Msibi 97 090 79 394
P Beck 97 090 22 684
C Coovadia – –
NM Lala-Mohan – –
I Steyn – –
J Taylor – –

521 904 465 101

16 Risk management

Liquidity risk

The company’s risk to liquidity is a result of the funds available to cover future commitments. The company 

manages liquidity risk through an ongoing review of future commitments and credit  facilities. Cash flow 

forecasts are prepared and adequate utilised borrowing facilities are monitored.

Interest risk

The company has no borrowings that are either at fixed interest rates or market interest rates.

Investment risk

Credit risk consists mainly of cash deposits, cash equivalents, derivative financial instruments and trade  debtors. 

The company deposits cash with only major banks with high quality credit standing and limits exposure to 

any one counterparty. The company deposits the bulk of its cash in a money market call  account managed by 

Stanlib and transfers cash to an FNB current account as and when funds are required for  operations.
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INCOME STATEMENT
FOR THE YEAR ENDED 31 DECEMBER 2014

Figures in Rands 2014 2013

Gross subscriptions

Subscriptions received 22 054 664 21 961 642
22 054 664 21 961 642

Other income

Finance income 790 359 790 468
Profit on sale of fixed assets 2 500 6 300

792 859 796 768
22 847 523 22 758 410

Expenditure

Amortisation – intangible assets 470 100 336 403
Auditors’ remuneration 130 706 118 462
Bank charges 10 808 10 184
Board fees 521 904 465 101
Call centre 178 591 212 952
Consulting fees 108 243 161 519
Depreciation – tangible assets 590 663 494 736
Entertainment and travel 142 439 116 718
Equipment rental and maintenance 202 179 239 256
Gifts 3 268 2 265
Insurance 99 666 84 956
IT expenses 1 225 985 992 458
Lease rental on operating lease 2 245 801 2 181 225
Offsite storage 16 847 17 248
Postage and courier services 13 444 9 836
Printing and stationery 42 104 44 177
Promotions 893 568 668 268
Recruitment fees 110 465 238 928
Repairs and maintenance 93 864 88 049
Salaries 16 055 788 14 485 014
Staff welfare 39 310 36 037
Subscriptions and publications 61 409 54 799
Tax penalties and interest – 75 769
Telephone and fax 168 685 161 479
Training and development 214 661 189 237

23 640 498 21 485 076

(Loss)/surplus for the year (792 975) 1 273 334

The supplementary information presented in this income statement does not form part of the annual  financial 

statements and is unaudited.
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CONTACT DETAILS

Banking Ombudsman Call Centre 0860 800 900

Financial Ombudsman General Call Centre 0860 Ombuds

0860 662 387

Telephone 011 712 1800

Fax 011 483 3212

Email info@obssa.co.za

Website www.obssa.co.za

Registered office and physical address Houghton Place, First Floor

51 West Street

Houghton

Johannesburg

2198

Postal address PO Box 87056

Houghton

Johannesburg

2041
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