
You may have a complaint about your credit bureau listing if, for instance, you 
applied for credit and you become aware that you are negatively affected due 
to incorrect or unfair credit information listed on your credit profi le.

NB: We cannot provide you with your credit bureau report. Contact the credit 
bureaus to obtain your credit bureau report.

You are entitled to one free copy of your credit bureau report, once a year, 
from each one of the registered credit bureaus. 

You may have a complaint arising from a credit agreement entered into with 
any one of the non-bank credit providers.

Examples are short-term unsecured money loans, furniture store accounts, 
clothing store accounts or even some motor vehicle fi nance or home loans. 

Typical complaints that our legally qualifi ed staff assist consumers with 
relate to a wide range of issues, such as:
• Incorrect balances 
• Incorrect interest or fees being charged
• Reckless lending and issues regarding affordability
• If you are not able to obtain a statement of paid-up letter from your
 credit provider
• A dispute about the terms of the agreement
• Any issues relating to the collection of an outstanding debt
 – especially by debt collecting agencies
• Cancellation of the agreement or a breach of the
 terms of the agreement by one of the parties

If you have a complaint about an Emolument Attachment order
(monies being deducted from your salary) after defaulting on any of the types 
of agreements listed above we can also assist you.

Complaints about credit 
agreements with any one of
the registered banks must be 
referred to the Banking Ombud.

THE PROCESS
TO FOLLOW

THE PROCESS
TO FOLLOW

If your application for credit is refused, 
or you have a bad credit rating, fi nd 
out the name of the credit bureau that 
provided the report. 

Contact all four credit 
bureaus listed on the 
reverse side of this 
pamphlet and request 
your free copy of your 
credit profi le. 

The credit 
bureau must
give you a 
reference  
number

First try to resolve the complaint 
with the credit provider

Remember to make notes of the 
names and telephone numbers of 
people you speak to (we will need 
that information)

Give the credit 
provider 20 business 
days to resolve the 
complaint

Check if the information is 
factually correct 

If it is not, contact the relevant credit bureau 
and lodge a dispute with them to correct the 
information

The credit bureau 
must correct the 
information or 
resolve the dispute 
within 20 business 
days

If you are not satisfi ed with the outcome, 
or if you did not get an answer from the 
credit bureau, Lodge a complaint with us 
(see details on overleaf)

If you are not satisfi ed with the 
outcome, or if you did not get an 
answer from the credit bureau, 
Lodge a complaint with us (see 
details on overleaf)
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Call Centre: 0861 OMBUDS / 0861 66 2837
SMS: “Help” to 44786
Email: ombud@creditombud.org.za
Website: www.creditombud.org.za
Postal address:
PO Box 805, Pinegowrie, 2123
Fax: 011 388 8250 or 086 674 7414

Numbers for other
organizations: 
TransUnion: 0861 886 466
Experian: 0861 105 665
Compuscan: 0861 514 131
XDS: 0860 937 000

CONTACT US

Injongo yethu wukuxazulula izikhalo futhi senze ngokungachemi phakathi 
kwabathengi ngakulolu hlangothi, labo abasinika izikweletu kanye nabagcini 
bemininingwane yomlando wokukhokha ngakolunye.

Isikhalo esisithola kubathengi siphenywa ngobuqotho, ngobulungiswa 
nangokungachemi. 

Uma sithola ukuthi isitolo sikuphathe ngendlela enganabulungiswa noma 
ngokungemthetho, siyoxazulula inkinga ngokuxoxisana, ngokombono wethu
noma ngokuthatha isinqumo.

Uma sithola ukuthi isitolo sikuphathe ngendlela enobulungiswa 
nangokusemthethweni, sizokunika wena mthengi incazelo egcwele kanye 
nezizathu.

Sisiza ngezikhalo eziqondene nemibiko yezikweletu nokufakwa ngendlela 
engenhle kubagcini bemininingwane yomlando wokukhokha.

Sizokwazi futhi ukuphenya ngezikhalo eziqondene nezikweletu zemali  
yokubolekwa kwesikhashana, ezempahla yasendlini, impahla yokugqoka, kanye 
nemali ebolekiselwa ukuthenga izimoto neyokuthenga izindlu.

Uma udinga noma luphi ulwazi mayelana nodaba oluhlobene nezikweletu shayela 
isikhungo sezingcingo (call centre) lapha ngezansi; khona-ke abasebenzi bethu 
abaqeqeshiwe bezokwazi  ukukusiza ngesiZulu noma ngolunye ulimi olukhethayo.

NGOBULUNGISWA NGOKUZINZILE 
KAHLE KANYE NOKUKUSIZA

FREE HELP AND ADVICE ON CREDIT RELATED MATTERS
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USIZO LWETHU 
LUMAHHALA!
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First try to resolve your 
complaint with the credit/
service provider or credit 
bureau concerned.
If you are still unhappy, or 
don’t get a response to your 
complaint within 20 working 
days, you can approach us.

Also known as the Credit Ombud, we’re an independent body that provides a 
FREE service to the public. 

Our purpose is to resolve complaints and settle disputes between consumers 
on the one hand, and credit grantors and credit bureaus on the other. 

Each complaint that we receive from consumers is carefully considered and 
investigated in an honest, fair and impartial manner.  

If we fi nd that a business has treated you unfairly, or unlawfully, we will 
resolve the matter through negotiations, recommendations or a ruling. 
Should we fi nd that the business has treated you fairly, and within the law, we 
will still provide you, the consumer, with a detailed explanation and reasons.  

If you require any information regarding any credit related issue please 
phone the call centre at 0861 66 2837. Our trained staff would be able to 
assist you in your language of preference.

FAIR, BALANCED
AND AT YOUR SERVICE

Yes, increasingly, as awareness of our services has grown.

On average, we receive roughly 25 000 calls and deal 

with over 6000 disputes annually.

Not just when you have a complaint! One of our roles is to educate 
consumers about credit-related matters in general. We also can assist 
with a wide range of enquiries regarding credit matters.  Find out 
more on our website.  

We can’t guarantee that complaints will always be resolved in your 
favour, but, as an independent party, the Ombud takes the law and 
fairness into consideration in every case. We have had an impressive 
record in settling disputes in the areas of credit and credit 
information for the past 10 years.

We can assist with questions such as:

On receiving your Complaint Form, and assessing your complaint, we will 
• Ask you for more information or documents, if necessary
• Inform the business concerned
• Investigate the matter
•  Advise all parties of the outcome of our investigations and advise on the 

way forward

BUT DOES IT WORK?

WHEN ELSE IS THE 
OMBUD USEFUL?
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WHEN DO WE STEP IN?03

?

?

Why is my balance of my 
Emolument Attachment 
order not reducing even 

though I am paying? Please assist me to 
have the judgment 
removed from my 

profi le – now that it is 
paid up

I have never missed 
a payment, but the 
payment profi le for 
my account appears 
to indicate missed 
payments

I am listed for a default on 
the credit bureau but I never 

received any notifi cation prior 
to such listing

I do not agree with the 
balance on my account and 

the credit provider/ debt 
collector will not assist me

We try to make it as easy and uncomplicated as possible for consumers to log 
their complaints with our offi ce. You can log the complaint telephonically and 
one of our agents will assist you to take down the details.
Phone 0861 66 2837

Alternatively, you can complete a Complaint Form, which you can do online at 
www.creditombud.org.za

You can also print it, complete it by hand and email to
ombud@creditombud.org.za or post it to PO Box 805, Pinegowrie, 2123.

Any relevant documents that will assist us must be sent when lodging your 
complaint.

The complaint process and the matters we deal with are spelt out in more detail 
elsewhere in this leafl et.

05 LODGING YOUR 
COMPLAINT

01 ABOUT THE
CREDIT OMBUDSMAN

DO MANY PEOPLE
USE THE OMBUD??THE NEXT STEPS04 WHAT TYPE OF 

MATTERS CAN
THE OMBUD
ASSIST WITH?
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