Welcome
to a fresh
start.

Annual Report

2017

Old ways
won’t open
new doors
The annual report you’re now reading may look and feel
slightly different from previous annual reports by the
Ombudsman for Banking Services. You may notice the
cleaner layout, the more direct communication, the clever
widget that leads you through the pages.
The reason for the change is simple: the OBS is changing.
Technology is increasingly determining the outcomes of
our lives. On one hand, the world’s banking systems are
trying to adapt to such technological phenomena as global
connectivity, blockchain and cryptocurrencies. On the other
hand, an increasingly diverse South African population is
relying on the banking sector to keep its money safe and
provide the means to turn its dreams into reality. Conflict
is almost inevitable.
Somewhere in the middle and always representing both
sides, the Ombudsman for Banking Services is committed
to providing a dispute resolution service that is free,
fair, independent and effective. To do this, we need to
communicate in a way that is clear, easy to understand,
transparent and direct. We need to adapt to the everchanging environment.

Contact Information
Banking Ombudsman Call Centre: 0860 800 900
Telephone: 011 712 1800
Fax: 011 483 3212
Email: info@obssa.co.za
Website: www.obssa.co.za

At the OBS we need to project an identity our market can
relate to. We must communicate an image that speaks
of professionalism
whileand
inviting
the public
to approach
Registered office
physical
address
us. WeOmbudsman
need to use platforms
and
technology
our market
for Banking Services
is comfortable with while we say and show that we
understand
them,
their
ideals and their aspirations.
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that there
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Road can be no progress without change.
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to be perfect
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provide2198
insight into some of our achievements and changes
implemented at the OBS during the past year.
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Welcome
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Vision, Mission & Independence of the Ombudsman

Service Standards
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Our Vision
To be known as a trusted mediator of disputes, thereby
increasing consumer confidence in the banking sector, and to
proactively promote greater awareness of banking matters on
the part of consumers.

Our Mission
We are committed to resolving disputes that arise between
banks and consumers in the South African banking sector
by providing a free, fair and independent forum for dispute
resolution.

Independence of the Ombudsman
It is vital to the credibility and success of the Ombudsman
for Banking Services 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 OBS ensures that it alone decides
whether a bank has acted fairly or unreasonably when
investigating a complaint.

••

••
••

The Ombudsman is independent and impartial.
Her independence and impartiality are enhanced
by several important factors:

••
••

1. The Ombudsman is appointed by an independent
Board of Directors. She is not appointed by the
banks.
2. The independent Board of Directors has a majority
of independent, Non-executive Directors, unrelated
to, or unconnected with, banking.
3. The purpose of the independent Board is to:
••

Ensure and protect the independence of the
Ombudsman against improper pressure brought

to bear by the banks which fund the OBS;
Ensure that the OBS is adequately resourced.
The OBS must have sufficient human, financial
and operational resources, funded by the
participants in the scheme, to enable the Office
of the Ombudsman to function efficiently;
Appoint and renew the appointment
of the Ombudsman;
Receive and approve the Ombudsman’s
Annual Report;
Approve any changes to the OBS’
Terms of Reference;
Liaise closely with the Ombudsman
on a regular basis.

4. The Ombudsman enjoys security of tenure.
This means that the Ombudsman cannot be
dismissed except in certain exceptional instances
such as incompetence, gross misconduct or inability
to effectively carry out her duties.
5. The Ombudsman is specifically not liable
for dismissal on the grounds of handing down
recommendations or rulings that are unpopular
with either the banks or consumer groups.

Service Standards
Core Values
The Ombudsman and her staff are
committed to the following values:

Fairness
Independence
Professionalism
Accountability
Accessibility; and
Timeliness
The full service standards document
is available on www.obssa.co.za
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“Well done to both the retiring
Ombudsman, Advocate Clive Pillay, and his
successor, Ms Reana Steyn, and to all the
OBS staff on a successful 2017.”
Chairman’s Report
As Chairman of an organisation where banking meets
law, I can attest to the fact that in the past 16 years I have
experienced one constant, and that is change. Sometimes this
change is driven by the law, sometimes by the environment
and more often than not, by the banking industry.
As lawmakers and regulators strive to make definitive
changes, we have seen the banking industry actively drive
the effectiveness and efficiency of their risk and compliance
programmes so that they meet applicable laws, regulations
and customer expectations. The last couple of years must
have been a trial for the banks due to the rapid movement
from traditional banking with individuals holding primary
bank accounts, to a wider basket of financial services,
including being vendors of smart devices and other products
and services, to where we are in banking today. Add the
indefinable competition in this space with retailers and
other non-traditional financial institutions offering banking
services, and it is indeed a space that is brimming with
action and growth, and certainly exhilarating to observe
and work in.
The moment of truth is how this change impacts on the
primary focus, the valued customer. I think it is fair to
state that banking has seen a very dynamic change from
product focus to customer-centricity. The way in which
banks engage with the customer and customers experience
banking has seen a huge turnaround. Improvement with the
aim to not only meet the expectations of customers, but to
retain them, to remain relevant and to be future fit, is what
banking seems to be all about today.

Advocate John Myburgh SC
Chairman

In a world of information and technology one must be
more alert. And certainly, in this Third Industrial Revolution
with its digital technology, one must be alert in even more
dimensions than the traditional face-to-face engagement.
Now more than ever, banks are under pressure to deliver on
the highest security measures. Gone are the days when the
capture of the bank-robber or even the heist-man was the
security firm’s main offering. Cyber criminals are accessing
the most sophisticated of security solutions and are keeping
up with the changes so fast, that the banking industry must
work tirelessly to stay one step ahead. The sad truth is,
however, that too many banking customers are still falling
victim to these cyber criminals.
And where does this leave our customer? Awareness
is not the only solution, but the efforts made by banks
in financial literacy show a robust and rigorous response
to this challenge. The Office of the Ombudsman for Banking
Services has done good work to create awareness through
radio and television campaigns, billboards and press
releases. But more importantly, they have continued
to deliver on their promise to provide effective and fair
dispute resolution services to banking customers, as is
evident from this report and the statistics. I encourage the
Office to continue with the good work, and to continue
to make a positive impact on the lives of South African
banking customers.
Well done to both the retiring Ombudsman, Advocate Clive
Pillay, and his successor, Ms Reana Steyn, and to all the OBS
staff on a successful 2017.

Advocate John Myburgh SC
Chairman
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“At a time of significant change in
our internal and external environment,
we received an unprecedented 35%
increase in disputes.”
Ombudsman’s Report
Once I accepted the role to head up the Office of the
Ombudsman for Banking Services, it felt like I had taken
over a baton. Assuming responsibility for such an important
office in the country and the banking sector does feel like
running a relay race. You are handed the baton by your
predecessor and have the enormous responsibility, within
a limited time, to complete parts of the race. And like in the
race, you are handed the responsibility to see it through
till the finishing line, wherever and whenever that may be.
I would therefore like to acknowledge and congratulate the
previous Ombudsman for Banking Services, Advocate Clive
Pillay, for his excellent work and the efficient office that was
handed over to me.
The journey ahead looks positive. When I was admitted into
practice 28 years ago, the passion to be able to help people
and to contribute to bettering the lives of those I can touch
with my career in law seemed tangible. I am honoured to
be in the position where I may be part of the drive to ensure
fair and equitable dispute resolution for both the man in the
street and our member organisations alike. I am committed
to providing all the support that I have within my power
to the staff and their development as individuals, as well
as building a high-performing team. I believe that through
teamwork we will be able to take this office to the next level.

Reana Steyn
Ombudsman

In July 2017 when I reported for work at the OBS, among
all the ideals I held, I knew for certain that I would have to
bring my team along with me to realise the goals I have.
We started off with a quick win strategic list for the Office,
and top of the list was improving efficiencies and the time
to resolve complaints. Through the implementation of
ground-breaking measures in automation, especially
related to ATM and internet banking complaints, which
are the highest number of complaints the Office resolves,
we are well on our way to achieving better results. Another
strategic goal was to ensure the positioning of the Office
in the public eye and with all the stakeholders in financial
services by creating more awareness through employing
a permanent marketing specialist. Thirdly, we decided to
refresh the OBS brand to make it new, approachable and

friendly and thus more encompassing of the customers
and stakeholders of the organisation. I applaud my team
for the relentless work and effort this has taken to achieve
within just a few months. We are pleased with the positive
feedback already received from several sources.
At a time of significant change in our internal and external
environment, we received an unprecedented 35% increase
in disputes. In responding to the extra demands placed on
the Office, we tackled the increased numbers by continuing
to adapt our processes to resolve disputes more efficiently,
whilst continuing to concentrate on delivering a fair and
efficient dispute service. This office plays a crucial role with
regard to banks and their customers. Fairness, impartiality
and accessibility are amongst the values that this office
embraces. The banking market will always have many firsttime entrants, some due to our history, and other newcomers
who have just left school. There are so many things that
can go wrong, leaving vulnerable consumers out of pocket.
At the same time, these events give rise to many moments
where education is called for, which this office must make
the most of. Explaining difficult financial concepts and the
law with a good measure of empathy goes a long way.
This is the reason why I believe that bringing financial
literacy to customers can pre-empt many of the problems
that this office adjudicates over.
I have to thank my super talented management team
as well as every member of staff for their enthusiasm and
the manner in which they embraced the changes over the
past year. I also wish to record my gratitude to the Board
members, and in particular to the Chairperson, Advocate
John Myburgh SC, for his unfailing wisdom and guidance.
I am grateful for every person’s commitment to the Office
and I am confident that together we can make the most of
the challenges that the future holds.

Reana Steyn
Ombudsman for Banking Services
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Case Statistics

Based on information provided by 1 938 complainants

CASES OPENED PER CATEGORY

0%
2%

0%

AFRICAN MALES
AGE GROUP 40+
449 CASES RECEIVED
23%

AFRICAN FEMALES
AGE GROUP 40+
270 CASES RECEIVED
14%

2%

WHITE MALES

1%

1%

2%

2%

0%

AGE GROUP 40+
267 CASES RECEIVED
14%

3%

7%

7%
10%
10%
Internet banking 114 (5,88%)
ATM		
112 (5,77%)
Credit card		
56 (2,89%)

Internet banking
ATM		
Credit card		

79 (4,07%)
56 (2,89%)
46 (2,37%)

Internet banking 106 (5,47%)
ATM		
41 (2,11%)
Credit card		
26 (1,34%)
Mortgage		
26 (1,34%)

9%
10%
11%
11%

WHITE FEMALES
AGE GROUP 40+
195 CASES RECEIVED
10%

11%

AFRICAN MALES
AGE GROUP 31-40
165 CASES RECEIVED
9%

13%

28%
18%
Internet banking
ATM		
Credit card		

67 (3,46%)
29 (1,50%)
35 (1,81%)

Internet banking
ATM		
Credit card		
Personal loans

49 (2,53%)
39 (2,01%)
15 (0,77%)
15 (0,77%)

Of all the complaints received where
complainants were willing to complete
the demographic information section,
the percentages per age group are:
Age group 40+
31-40		
<31		

COMPLAINTS
PER PROVINCE
TAKEN FROM
DEMOGRAPHICS REPORT

Gauteng		43%
KwaZulu-Natal
14%
Western Cape
12%
Eastern Cape		
9%
Mpumalanga		
6%
Limpopo		
5%
Free State		
5%
North West		
4%
Northern Cape
2%

70,17%
21,20%
7,63%

Other
Estates and trusts
Investment
Savings accounts
Debit orders*
Car finance
Personal loans
Current accounts
Mortgage finance
Credit cards
ATM
Internet banking

22%

20%

2016

2017

*Debit orders became its own category of complaint in 2017 following the larger number of complaints received for this category. Previously it was
categorised under Current accounts.
In 2017 we received more internet banking complaints than in 2016. These complaints show the need for increased security measures as they varied
between cellphone banking and fraud-related cases. The correlation between the increased referrals and overall cases opened is interesting to note
as it reflects the validation and trust the OBS office enjoys with both the banks and their customers.
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HOW CASES WERE CLOSED IN 2017
CASE
CATEGORY

INVESTIGATIONS STAFF
Nerosha Maseti
Johan Brouwer

Ayanda Baepi
Kwanda Vabaza

Manager: Investigations
Adjudicator

CASE FLOW COMPARISON

Adjudicator
Adjudicator

CASES OPENED PER BANK

2017

2016

WALK-INS

242

252

REFERRALS

7 173

FORMAL CASES OPENED

2017

2016

STANDARD BANK

1 669

1 279

5 690

FNB

1 422

1 036

7 056

5 219

CAPITEC BANK

1 225

948

FORMAL CASES CLOSED

6 519

5 214

ABSA

1 125

888

CALLS RECEIVED BY CALL CENTRE

22 943

17 036

NEDBANK

1 393

888

AFRICAN BANK

The 10% decrease in the number
of walk-ins reflects the steady
use of the electronic channel,
via the website.
The increase in the number of formal
cases shows the complexity of the
matters that are brought to the
Office, reflecting a positive 92%
closure rate.

156

123

UBANK

8

17

BIDVEST BANK

14

12

INVESTEC

17

11

ITHALA

4

6

BANK OF ATHENS

5

4

MERCANTILE

3

2

FINBOND MUTUAL BANK

4

1

HABIB OVERSEAS BANK LTD

1

1

SASFIN

3

1

GRINDROD

2

1

TOTAL

VBS

2

1

ALBARAKA

2

0

HBZ

1

0

7 056

5 219

TOTAL CASES

IN FAVOUR
OF BANK
CASES

PERCENTAGE

IN FAVOUR OF
COMPLAINANT
CASES

PERCENTAGE

INTERNET BANKING

1 377

1 064

77%

313

23%

ATM

1 115

919

82%

196

18%

CREDIT CARDS

764

509

67%

255

33%

MORTGAGE FINANCE

663

495

75%

168

25%

CURRENT ACCOUNTS

608

390

64%

218

36%

PERSONAL LOANS

605

416

69%

189

31%

CAR FINANCE

405

312

77%

93

23%

DEBIT ORDERS

200

97

49%

103

52%

SAVINGS ACCOUNTS

185

105

57%

80

43%

INVESTMENT

124

93

75%

31

25%

ESTATES & TRUSTS

66

45

68%

21

32%

OVERDRAFT

52

40

77%

12

23%

OTHER

44

28

64%

16

36%

FOREIGN EXCHANGE

38

23

61%

15

39%

INSURANCE

35

29

83%

6

17%

BUSINESS FINANCE

31

24

77%

7

23%

CASH/CHEQUE SCAM

26

21

81%

5

19%

CREDIT BUREAU

23

15

65%

8

35%

TELLER DEPOSIT DISPUTE

14

12

86%

2

14%

85%

2

15%

CHEQUES

13

11

SURETYSHIP

4

2

50%

2

50%

SAFETY DEPOSIT

1

1

100%

0

0%

SECURITY

1

0

0%

1

100%

6 394

4 651

73%

1 743

27%

3 825

76%

1 208

24%

GRAND
TOTAL
2016

This does not include cases that were closed as outside jurisdiction, as this method of closure cannot be seen as “in favour of complainant” or “in favour
of the bank”. In total we closed 125 cases as outside jurisdiction matters. The 73% closure rate in favour of banks shows the fairness with which the banks
and their internal resolution departments treat complainants and their complaints.

HOW THE 6 394 CASES WERE RESOLVED:
2017

PERIOD FROM OPENING TO CLOSING OF FILES
2016

2017

THE COMPLAINANT
WITHDREW THE CASE

9
(0,14%)

8
(0,2%)

THE COMPLAINT WAS FULLY UPHELD

1 384
(21,6%)

836
(16,6%)

ONLY A PORTION OF THE
COMPLAINT WAS UPHELD

290
(4,5%)

272
(5,4%)

THE COMPLAINT WAS NOT UPHELD

4 640
(72,56%)

3 818
(75,8%)

NO AWARD WAS MADE, BUT
INFORMATION WAS PROVIDED

71
(1,1%)

99
(2%)

2016

CLOSED WITHIN 0 - 2 MONTHS

70,43%

69,33%

CLOSED WITHIN 2 - 4 MONTHS

28,77%

27,04%

CLOSED WITHIN 4 - 6 MONTHS

0,80%

3,63%

CLOSED WITHIN 6 - 9 MONTHS

0%

0%

CLOSED AFTER 9 MONTHS

0%

0%

P13

Case Statistics

Case Statistics

Annual Report 2017

The commitment to resolve
cases in 4 months is being
positively upheld, with an
impressive rate of 99%.
TOTAL ASSETS PER BANK

HOW THE COMPLAINANT LEARNED OF THE OBS

2017

2016

ABSA

951 216 605

922 483 094

FIRST RAND

1 097 696 942

1 006 358 966

NEDBANK

891 067 069

865 170 835

STANDARD BANK

1 245 998 556

OTHER

919 264 612

2017

2016

WORD OF MOUTH

31%

46%

THROUGH THE BANK

45%

51%

NEWSPAPER

4%

0%

1 230 938 308

RADIO

4%

2%

853 677 061

TELEVISION

2%

0%

MAGAZINES

0%

0%

REFERRED BY OTHER ORGANISATION

1%

1%

OTHER

13%

0%

SERVICE STANDARD TARGETS
2017

2016

PERCENTAGE OF FILES CLOSED IN 4
MONTHS

99%

96%

PERCENTAGE OF FILES CLOSED IN 6
MONTHS

100%

100%

AVERAGE DAYS TO CLOSURE
(INCLUDING WEEKENDS)

48 days

AVERAGE DAYS TO CLOSURE (BUSINESS
DAYS)

34 days

52 days

CASES CLOSED PER DEPARTMENT
2017

2016

13%

12%

ASSESSMENTS

60%

62%

INVESTIGATION

27%

26%

CASE PROCESSING
(SETTLED BY BANK AFTER
FORMAL CASE OPENED)

ASSESSMENT STAFF

HOW CASES THAT REQUIRED FURTHER
INVESTIGATION WERE FINALISED
2017

2016

ASSESSMENT

1 754

1 340

FORMAL MEDIATION

4

4

PROVISIONAL RECOMMENDATION

0

1

FINAL RECOMMENDATION

0

0

BACK
Edrich Buytendorp
Maggie Machethe

Manager: Assessments
Administrator: Assessments

SEATED
Tamaren ten Oever
Alison de Bruin
Audrey Tau

Adjudicator
Adjudicator
Adjudicator

“The world as we have
created it is a process
of our thinking. It cannot
be changed without
changing our thinking.”
Albert Einstein
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Treating
Customers
Fairly

Although not yet law, the OBS continues to proactively
assign a TCF outcome to each case concluded. There is
broad consensus between the OBS and the banks on how
cases should be categorised in terms of TCF outcomes.
The OBS envisages ongoing discussions with the banks
as TCF increasingly becomes a part of the culture of banks.

TCF comprises six fairness outcomes:
•
•
•
•
•
•

CLEAR INFORMATION

CATEGORY

# OF CASES

% OF CASES

ATM

1 077

16,85%

BUSINESS FINANCE

29

0,45%

DELIVERING ON
EXPECTATIONS AND
DECENT SERVICE

CULTURE AND
GOVERNANCE
# OF CASES

% OF CASES

Annual Report 2017

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.

NO UNREASONABLE
BARRIERS TO CLAIMING,
SWITCHING OR COMPLAINING

# OF CASES

% OF CASES

# OF CASES

24

0,38%

1

% OF CASES

Banks need to embrace TCF outcomes and ensure that
the outcomes become embedded in their culture.

SUITABLY DESIGNED
PRODUCTS AND SERVICES

SUITABLE ADVICE

# OF CASES

The most common complaint by bank customers is the lack
of clear information, followed by complaints that banks do
not deliver on expectations and decent service.

% OF CASES

GRAND TOTAL ON
ALL TCF PRODUCTS

# OF CASES

% OF CASES

GRAND
TOTAL

TOTAL %

13

0,20%

1 115

17,45%
0,49%

1

0,02%

1

0,02%

31

5

0,08%

4

0,06%

CAR FINANCE

383

5,99%

13

0,20%

405

6,34%

CASH/CHEQUE SCAM

25

0,39%

1

0,02%

26

0,41%

CHEQUES

11

0,17%

2

0,03%

13

0,20%

CREDIT BUREAU

20

0,31%

2

0,03%

23

0,36%

CREDIT CARDS

732

11,45%

4

0,06%

13

0,20%

765

11,95%

CURRENT ACCOUNTS

572

8,95%

1

0,02%

17

0,25%

DEBIT ORDERS

185

2,89%

8

0,13%

ESTATES & TRUST

65

1,02%

FOREIGN EXCHANGE

37

0,58%

INSURANCE

35

0,55%

INTERNET BANKING

1 246

19,48%

127

1,99%

INVESTMENT

119

1,86%

2

0,03%

1

0,02%

MORTGAGE FINANCE

632

9,89%

1

0,02%

20

0,31%

2

0,03%

OTHER

41

0,64%

1

0,02%

2

0,03%

OVERDRAFT

48

0,75%

PERSONAL LOANS

576

9,01%

SAFETY DEPOSIT

1

0,02%

SAVINGS ACCOUNTS

169

2,64%

SECURITY

1

0,02%

SURETYSHIP

2

0,03%

TELLER DEPOSIT DISPUTE

12

0,19%

GRAND TOTAL

6 018

94,15%

1

4

1

12

0,06%

0,02%

0,19%

14

4

1

6

0,02%

0,09%

2

0,03%

14

0,20%

5

0,08%

7

0,11%

608

9,50%

2

0,03%

5

0,08%

200

3,13%

1

0,02%

66

1,03%

38

0,59%

35

0,55%

0,02%

0,22%

0,06%

2

0,03%

1

0,02%

253

3,94%

1

3

2

16

1

0,02%

0,02%

0,05%

0,03%

0,25%

2

20

0,03%

0,31%

4

0,06%

1 378

21,55%

2

0,03%

124

1,94%

6

0,09%

662

10,36%

44

0,69%

4

0,06%

52

0,81%

9

0,14%

606

9,48%

1

0,02%

183

2,86%

1

0,02%

4

0,06%

5

0,08%

1

0,02%

14

0,22%

75

1,16%

6 394

100,00%
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A marriage of inconvenience

Breaking through boundaries
The complainant was a victim of numerous phantom
withdrawals. The perpetrator performed disputed
transactions using the complainant’s card and secret PIN.
A substantial amount of money was withdrawn from the
complainant’s account between 28 September 2016 and
10 January 2017.
The daily withdrawal limit on the complainant’s account
was set at R5 000.00. In September 2016, the perpetrator
successfully withdrew a total of R10 000.00, exceeding the
daily withdrawal limit by R5 000.00. The OBS recommended

that in the absence of a signed mandate instructing the bank
to increase the daily withdrawal limit, a refund of R5 000.00
should be made to the complainant. The bank agreed to the
refund.
PRINCIPLE: The bank may not breach its contractual
duty of care towards its customer. If the customer has
contracted with the bank to transact within certain limits
on a specific account, the bank will be liable in instances
where that limit was exceeded without the customer’s
permission or instruction.

Put your affairs in order
The complainant and his partner entered into a joint bond
account. The complainant’s partner subsequently passed
on. His complaint was founded on the premise that surplus
balance from the insurance policy settling the outstanding
home loan account should have been paid to him instead
of to the Deceased Estate.
The complainant demanded sight of the written mandate
instructing the bank to pay the surplus funds into the
Deceased Estate because he was the joint bond holder with
the deceased. The OBS found that the bank correctly paid
the surplus funds into the Deceased Estate in accordance
with the provisions of the Administration of Estates Act
66 (1965) (“the Act”).

In addition, the Master of the High Court had appointed
the deceased’s daughter to perform the duties of executrix
of the Deceased Estate.
PRINCIPLE: The executrix does not derive an economic
benefit from performing her duties in terms of the Act.
The surplus funds were not paid to her. Being a joint bond
holder with the deceased did not entitle the complainant
to perform the functions of the executrix of the Deceased
Estate nor to become a beneficiary of a will or a policy
wherein he was not nominated as such.
The bank would have acted unlawfully if it did not adhere
to the provisions of the Act and would have opened itself
up to liability.

The deceased had not nominated a specific beneficiary
in the policy to whom any surplus should have been paid.

The complainant, who had an existing Revolving Credit
Plan Loan (“RCP”) with the bank, instructed the bank
to increase the available limit. Due to a bank system error,
the instalment amount debited was not increased in line
with the increased limit.

Furthermore, the complainant did not mitigate his position
and the resulting loss he sustained, and he continued to
revolve on the loan which inflated the balance from time
to time, thereby benefiting from the credit made available
to him.

The complainant subsequently fell on hard times and
was handed over. The complaint was of the view that
the bank’s error placed him in a precarious financial position.
Instead of paying what was owing in respect of the term
initially agreed to, he was paying an increased instalment
for a longer term. He requested that the bank write off the
increased cost of the RCP loan due to their error.

PRINCIPLE: The complainant should also have viewed
his statements and noted that the instalments did not
increase with his increased limit and reported
it immediately. Alternatively, he could have effected
a manual payment of the difference which was owning,
which he did not do. There is a duty on the bank and
a customer to ensure that the account is in order.

We did not find in favour of the complainant, as the bank
took corrective measures and reversed the interest charged
to the account.

You snooze, you lose
Due to a delay with the registration of his property,
the complainant suffered a loss of interest in the amount
of R8 047.00. The bank offered R6 594.83, which did
not include the interest he would have earned had the
funds been placed in an interest-bearing account.

in an interest-bearing account. Due to the delay,
the complainant was prejudiced.

The OBS’ investigation revealed that there had been an
undue delay on the part of the bank with the registration
of the property. The complainant should have earned an
amount of R8 047.80 from investing the purchase price

PRINCIPLE: The bank is liable for any loss suffered
by the complainant if the loss is as a result of negligence
or maladministration on the part of the bank.

The bank agreed with our recommendation and the
complainant was fully refunded.

Having your cake while saving more revenue

Wishing you a speedy recovery
Shortly after the complainant’s card was retained by the
ATM, funds were stolen from his account. The complainant
reported the incident to the bank. However, the card was
blocked after the fraudulent withdrawals had been made.
The complainant was holding the bank liable for a loss
of R3 000.00.
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As the fraudulent withdrawals occurred a few minutes
after the complainant reported the fraud, the bank
refunded the amount of R3 000.00.
PRINCIPLE: As the complainant reported the matter
timeously, the bank agreed to refund his claim in full.
In order to mitigate their losses, bank customers should
report fraud on the accounts timeously.

The complainant requested a chargeback on a deposit
made into his trading account held and managed by a
trading company abroad. The request for the chargeback
was called for after discovering that the said company
had been operating without a licence for some time.
As per the Visa Chargeback Rules effective from 21 April
2017, banks do not have the right to effect chargebacks
on disputes involving a trading account, more specifically,
when the complainant wilfully transferred funds to the
said account.

PRINCIPLE: It is always important to remember that as
a bank customer, when transacting with your card, using
the PIN functionality and where the physical presence
of the card is not required, the cardholder will be held
responsible for such transactions, as the bank would have
processed the transaction as one that was voluntary and
authorised by the cardholder.

P19

Case Summaries

Case Summaries

Proof of ownership
The complainant had settled his home loan account and
was demanding that the bank provide him with a title deed.
It is important to note that mere settlement of the balance
outstanding in a home loan account does not automatically
result in the account being closed and the bond cancelled.
The account holder ought to provide the bank with a clear
notice of the intention to cancel the bond. The bank appoints
attorneys (conveyancers) to assist in the process. The bank

For richer or for poorer
does not charge to cancel the bond; however, the attorneys
will charge a fee for their services. The account holder
is liable for the bond cancellation fee.
PRINCIPLE: If the account holder wants to cancel the bond
after settlement, he will need to give a clear instruction
to the bank to this effect.

Is it business or personal?
The complainant wanted the bank to close a dormant
business account. The bank would not adhere to the request
as there were amounts owing to the bank due to unpaid bank
and debit order charges. The complainant wanted the bank to
close the account, as the business was no longer operating,
but the account was in a remediation programme. The bank
requested updated documentation for compliance purposes
following a CIPC check, where the bank noted a directorship
change and no proof of the operating address on file.
The complainant refused to comply, as he did not see the
point of disclosing such documents when all he wanted was
to close an account that kept on accumulating bank charges
and fees for which he was ultimately responsible.
The Financial Intelligence Centre Act (FICA) (“the Act”)
expects an accountable institution to refrain from conducting
a transaction in the course of a business relationship with

a customer if the customer is not fully compliant with the
identification and verification requirements as specified
in the Act.
The Financial Intelligence Centre Regulator stated that the
closure of a non-compliant account and the transferring
of the remaining balance to a customer constitutes a
transaction in the course of the business relationship with
a customer. Therefore the bank was justified in refusing to
uphold the complainant’s request, as it would have amounted
to a direct contravention of legislation.
PRINCIPLE: The bank has a duty to comply with the
relevant legislation; the bank cannot act contrary to the
law. If it is your intention to close an account, then you
will need to satisfy all the legal requirements before your
request can be actioned.

Double jeopardy
The complainant was under debt review and felt the bank
charged her a high interest amount on a debt review
balance of R43 000.00. She enquired whether the bank had
transgressed the In Duplum Rule. (This rule provides that
interest on a debt will cease to run where the total amount
of interest in arrears has accrued to an amount equal to the
outstanding principal debt.)
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After the investigation by the OBS the bank agreed, as a
gesture of goodwill, to refund the complainant an amount
of R20 274.60 and close her account.
PRINCIPLE: Where it is clear that the bank has
transgressed a rule or law, then the bank will be
responsible to place the complainant in the position
he would have been in had the rule or law not been
transgressed.

The complainant wanted to know how her business cheque
account had been linked to her ex-husband’s business
account without her consent and knowledge. She also wanted
to know the identities of beneficiaries of funds transferred
from her personal cheque account to her husband’s business
account and further questioned credit cards issued in her
name for which she never applied. The complainant wanted
to be reimbursed for the damages she had suffered.
The bank advised that the complainant’s personal cheque
account was linked to her ex-husband’s business account
in February 2014 and provided signed documents showing
that the complainant had authorised the linking. The bank
also provided proof that the complainant’s ex-husband
was never linked to her business account and that all the
credit cards issued under her profile were collected by the
complainant. The beneficiary account holder’s information
was private and confidential, and the complainant needed
to obtain a subpoena to obtain the information.

The OBS considered the facts and the documentary evidence
that was provided and concluded that the complainant had
linked her personal cheque account with her ex-husband’s
business account. The OBS found no evidence that the exhusband was linked to her business account. The evidence
also led to the conclusion that all credit cards issued under
her profile were issued to her and that the internet banking
transfers that were made from her personal cheque account
were probably made by her husband with her confidential
internet banking credentials. We found that there was no
maladministration by the bank and that the bank’s refusal
to provide her with the beneficiaries’ information was legally
justified.
PRINCIPLE: There is no basis to hold the bank liable
if the bank can show that it acted in accordance with
the mandate that was given. In this instance the
complainant authorised the linking of her cheque
account to her husband’s business account.

Inter banking in motion
The complainant’s laptop and cellphone were stolen from
his vehicle but he only became aware of the theft a day later.
The incident was reported to the bank on 26 March 2017.
Fraudulent transactions totaling R24 980.00 were made
from his account. The bank could recover and refund
R8 357.55 but the complainant was unhappy and wanted
a full refund.

The OBS found that although the complainant’s confidential
banking credentials were compromised, the loss that was
suffered was not because of the compromise, but was due
to the fact that his bank failed to notify the beneficiary bank
of the fraud timeously. It was our recommendation that the
complainant’s bank refund the complainant, and the bank
agreed.

The bank advised that the fraudulent transactions were
made via the bank’s app suite, hence the bank could show
that the complainant’s confidential access credentials were
compromised. Some of the funds were transferred from the
complainant’s bank to a beneficiary bank. The beneficiary
bank was able to recover R8 357.55, which amount was
refunded to the complainant.

PRINCIPLE: Complainants should report fraud timeously
to the bank, and if the bank fails to take the necessary
measures to mitigate the loss, the bank will be held liable.

The facts showed that the complainant reported the fraud
to his bank on 26 March 2017. The complainant’s bank
advised that it became aware of the incident on 27 March
2017, and only alerted the beneficiary bank on 29 March
2017.

P21

Case Summaries

Case Summaries

Please advise me
The complainant contacted his bank manager and was
advised that a payment could be reversed if a sale turned
out to be a scam, since the payment would take 48 hours
to transfer. The complainant paid R300 000.00 for a vehicle
on 10 April 2017 and on 11 April 2017 realised that the
transaction was a scam and reported it to the bank. The
complainant was advised that the funds had already been
credited into a beneficiary account held at another bank
and that all the funds had been withdrawn. The complainant
wanted his R300 000.00 from the bank as he made the
payment based on the advice he received from the bank
manager.
The bank advised that it was the complainant’s responsibility
to clear the legitimacy of the beneficiary prior to making the
payment and the bank declined the complainant’s request
for a refund.
After consideration of the facts as well as the bank
manager’s statement, the OBS found that the bank manager
had failed to exercise reasonable care and skill to prevent
the complainant’s loss, which was reasonably foreseeable.

We are in this together
Since the bank manager informed the complainant that the
Business Online payment option takes up to 48 hours for the
funds to reflect in the beneficiary account of an agent bank
and that the Business Online payment option was therefore
the best way to effect the payment, the complainant was
reasonably justified in his reliance on the advice he received
from the bank manager. The OBS further found that the
bank manager should have clearly informed the complainant
that, based on his professional opinion and experience,
the possibility of the funds immediately clearing was more
than a likelihood. Instead, the bank manager provided
the complainant with advice that made it appear that the
payment could be recalled if the recall was done within 48
hours, which was clearly incorrect and resulted in the loss
suffered.

Whilst in New Zealand, a bank customer attempted
a transfer of funds to take advantage of the good forex
rates at that point. She emailed the bank on numerous
occasions, but unfortunately they failed to respond.
As a result, the complainant suffered a loss of R9 000.00.
The bank countered by refunding the complainant one
month’s service fee.

The OBS found that the bank was liable to refund the
complainant’s loss in full and the bank agreed.

The complainant became aware that two purchases on his
credit card statement had not been performed by him. The
purchases were made using the “budget” facility at shops
never frequented by the complainant.

PRINCIPLE: If the bank misrepresents the complainant
and the complainant acts on the misrepresentation to his
detriment, the bank will be held liable for the loss.

CASE PROCESSING STAFF
Administrator: Call Centre
Receptionist

SEATED
Nqobile Ngwenya
Charne Willemse
Tumelo Babusi
Cylvia Tladi
Ronel van der Merwe

daily as claimed and the bank had failed to respond to the
queries timeously.
It was concluded that both parties had been negligent,
and the bank reimbursed the complainant 50% of her claim.
PRINCIPLE: Both the bank and the complainant
have a duty to ensure that they do not act negligently.

Upon investigation it was found that both parties were
at fault because the complainant had not contacted the bank

Be in two places at the same time

The bank statement also showed purchases that the
complainant recognised as made by him.
The complainant reported the purchases to the bank and
requested the bank to reverse the purchases. The bank
refused, providing different reasons as to why it was
unable to reverse the purchases.

BACK
Zukiswa Dyasi
Boitumelo Mpitsang
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It therefore appears impossible that these transactions could
have been conducted by the same person using the same
original card, due to the times the transactions occurred and
the distances between the locations where the transactions
took place.
Considering where and when the disputed transactions took
place and the fact that the bank was unable to provide proof
that the original card was used, the OBS concluded that
there were two cards present and found no way to explain
how the transactions could have occurred other than with
a cloned card.

The bank advised that the transactions were chip and PIN
driven and could therefore only have been performed by the
complainant or a fraudster who had obtained the credit card
and PIN. Furthermore, the transactions were beyond the
allowable 120-day time frame for cardholder disputes/fraud
type chargebacks and the claim was declined in accordance
with the MasterCard Chargeback Processing Rules and
Regulations as the complainant was out of time for such
a dispute to be raised.

In terms of the Code of Banking Practice the bank has
a responsibility to “provide reliable banking and payment
systems services and take reasonable care to make these
services safe and secure” and a customer must keep his
card safe and PIN number secret.

The OBS investigated and found that the disputed
transactions took place at different locations to where
the complainant was at the time.

PRINCIPLE: If it is found, after consideration
of the evidence and on a balance of probabilities, that
a complainant’s card was closed and there is no evidence
of negligence on the part of the complainant in this regard,
then the bank will be held liable.

The OBS recommended that the bank refund the complainant
the disputed transactions and the bank agreed to our
recommendation and refunded the complainant.

Administrator: Call Centre
Administrator: Case Processing
Administrator: Case Processing
Administrator: Case Processing
Manager: Case Processing & Call Centre
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For the first time in the history of the
annual awards, the Ombudsman also
acknowledged excellent service from
one of its own staff members.
Annual Awards
The Ombudsman for Banking Services Awards are held
annually in recognition of excellent service and performance
by the banking industry, insofar as the banks co-operate
with the Ombudsman’s office in resolving consumer
disputes.
The awards have become an industry calendar item that
epitomises the independence of the Ombudsman, as the
nominations and voting are done by the Office based on
actual experience and factual case resolution.
The tradition is one of a gala dinner with some entertainment,
making it an evening that is full of celebration for the past
year’s achievement.
For the first time in 10 years, Standard Bank walked away
with the award for the bank with the best dispute resolution
among the Big 5, which also includes ABSA, FNB, Nedbank
and Capitec. The bank’s dispute resolution department was
well represented at the prestigious awards function and the
representatives were elated.
The criteria used to rate each of the 6 765 cases that
the OBS resolved during the period 1 November 2016
to 31 October 2017, are:
•
•
•

Quality of the written response to the complainant.
The response time.
The overall fairness of the response.

Investec Limited was the winner in the category for smaller
banks, and they are also a second-time winner.
In addition to the award for excellence for the banks, the
Office of the Ombudsman for Banking Services presented
awards to individual staff members of the banks who
impressed with their consistent excellence of service.

In this category, the criteria set a high standard, namely:
1. Treating all complainants with equal dignity and respect
and affording all complaints the necessary
level of attention;
2. Providing prompt and efficient service to complainants
and the OBS;
3. Initiating and/or improving measures and/or service
level agreements to enhance the bank’s level of service
in complaints handling; and
4. The individual must be knowledgeable about his or her
bank’s products, services and processes, including
internal complaints handling mechanisms, as well as
those of the OBS.
The winners were Gabriel Vilar Da Mota of ABSA and Tarryn
Reddy from African Bank.

Advocate John Myburgh with Tarryn Reddy
of African Bank, who won an award for
consistent excellence of service by individual
staff members of the banks.

Joint winner of an award for outstanding
individual service, Gabriel Vilar Da Mota
of ABSA, being congratulated by
OBS Chairman Advocate John Myburgh.

Investec Bank was a second-time winner of the award
for best dispute resolution in the category for smaller banks.

For the first time in the history of the annual awards, the
Ombudsman also acknowledged excellent service from
one of its own staff members. The criteria for the
nominations were:
•
•

One nomination per person.
Qualities of the nominated person:
•• REAP (respect, employee empowerment,
accountability, positive attitude).
•• Other: professionalism, building the OBS brand,
ambassador for the Office, helpful colleague,
inspires others, etc.

Cylvia Tladi was the recipient of this award. Her colleagues
agreed that she was extremely helpful, good at engaging
with customers and certainly represented of all the REAP
values. Cylvia is an administrative assistant who has been
with the Office for 6 years.

Standard Bank won the award for best dispute resolution among the Big 5 banks
for the first time in 10 years. The bank was well represented at the awards.

Cylvia Tladi of the OBS was nominated by her
peers for a special award for outstanding service.
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Investigations Staff

The Office of the Ombudsman for Banking Services prides
itself on encouraging staff at all levels to further their
education. We provide the necessary funding for approved
studies and our track record is proof that this enabling
environment is conducive to staff retention and satisfaction.
In the year under review, three staff members enrolled
for their LLM degrees at the University of Johannesburg
(UJ), namely Kwanda Vabaza, Audrey Tau and Ayanda
Baepi. Kwanda also successfully completed his Compliance
Diploma at UJ. Another two staff members completed
certificate courses as part of their Compliance Diploma
studies and will complete the qualification next year, namely
Ismail Surtee and Tamaren ten Oever. Karin van Rooyen also
successfully completed her Commercial and Contract Law
course through the University of Cape Town.
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During the early part of the year, the staff of the OBS rated
and re-evaluated the cultural values of the Office through
individual interaction and surveys being conducted by
external specialists in the field. All agreed on the formulation
of a new set of values and with the assistance of Mr Alan
Brews of StratAlign, these values were further entrenched
in a few workshops held during the course of the year.
In line with the vision of the new Ombud, two training
sessions were held on the topic of improved customer
satisfaction and ensuring that OBS staff continuously
deliver better service to all stakeholders.
The OBS will continue to encourage staff to improve
through formal studies as well as informal information
sharing opportunities.

Nerosha Maseti
Manager: Investigations

Kwanda Vabaza
Adjudicator

Johan Brouwer
Adjudicator

Ayanda Baepi
Adjudicator

Lucia Baloyi
Adjudicator

Lize-Anne Noortman
Administrator

Executive Assistant & Finance

ALL STAFF
BACK
Maggie Machethe
Audrey Tau
Karin van Rooyen
Kwanda Vabaza
Charne Willemse
Cylvia Tladi
Johan Brouwer
Edrich Buytendorp
Zukiswa Dyasi
Louise Hall

Administrator: Assessments
Adjudicator
Executive Assistance and Office Manager
Adjudicator
Administrator: Case Processing
Administrator: Case Processing
Adjudicator
Manager: Assessments
Administrator: Call Centre
Chief Financial Officer

MIDDLE
Tamaren ten Oever
Mpho Sejabeng
Irene Moloi
Nqobile Ngwenya

Adjudicator
Housekeeping
Office Assistant
Administrator: Call Centre

SEATED
Boitumelo Mpitsang
Ronel van der Merwe
Reana Steyn
Alison de Bruin
Nerosha Maseti

Receptionist
Manager: Case Processing & Call Centre
Ombudsman
Adjudicator
Manager: Investigations

Karin van Rooyen
Executive Assistant and Office Manager

Louise Hall
Manager: Chief Financial Officer
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Assessment Staff

Case Processing Staff

Edrich Buytendorp
Manager: Assessments

Tamaren ten Oever
Adjudicator

Ismail Surtee
Adjudicator

Ronel van der Merwe
Manager: Case Processing and Call Centre

Tumelo Babusi
Administrator: Case Processing

Annicee Emmanuel
Administrator: Case Processing

Audrey Tau
Adjudicator

Alison de Bruin
Adjudicator

Maggie Machethe
Administrator: Assessments

Cylvia Tladi
Administrator: Case Processing

Zukiswa Dyasi
Administrator: Call Centre

Charne Willemse
Administrator: Case Processing

Nqobile Ngwenya
Administrator: Call Centre

Lisbeth Mokhachane
Administrator: Call Centre

Boitumelo Mpitsang
Receptionist

Support Staff

Irene Moloi
Office Assistant

Mpho Sejabeng
Housekeeping
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Advocate John Myburgh
Chairperson

Felina Fernandez
Director

Mrs Thembi Msibi
Director

Mrs Penelope Beck
Director

Doug Hardie
Director

Mr Tefo Raditapole
Director

Mr Cas Coovadia
Director

Mrs Marguerite Jacobs
Director

Mrs Tanya Venter
Director

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.
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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 goingconcern 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 34.
The annual financial statements as set out on pages
36 to 47 were approved by the board on 7 March 2018
and were signed on its behalf by:

Advocate JF Myburgh SC

TN Raditapole
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Company Secretary’s Report
For the year ended 31 December 2017

OMBUDSMAN FOR BANKING SERVICES
(Registration Number 2000/002577/08)
Annual Financial Statements for the year ended 31 December 2017
The directors present their report for the year
ended 31 December 2017

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.

•
•
•
•
•
•

M Jacobs		
C Burgers		
T Venter		
J Taylor		
TN Msibi		
P Beck		

Name 		

Nationality

Date of resignation

•
•

South African
South African

31 December 2017
31 December 2017

The following directors have been appointed after the date
of this report:
Name 		

Nationality

Date of appointment

F Fernandez
DWL Hardie

South African
South African

1 January 2018
1 January 2018

6. Secretary

The company’s designated secretary
is Corporate Law Services (Pty) Ltd.
Business address:
Central Office Park Unit 3
257 Jean Avenue, Centurion

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.

Postal address:
P.O. Box 77550
Centurion

4. Directors’ interest in contracts

7. Auditors

To our knowledge none of the directors had any interest
in contracts entered into during the year under review.

5. Directors’ report

South African
South African
South African
South African
South African
South African

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 2017 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.

Audited Financial Statements in compliance with
Companies Act 71 of 2008
Prepared: LD Hall
Position: Chief Financial Officer
Audited: Nkonki Inc.
Position: Registered Auditors

The address of the Company Secretary is:

The following directors of the company during the year
and to the date of this report resigned:

J Taylor
C Burgers
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Corporate Law Services (Pty) Ltd
Corporate Law Services (Pty) Ltd.
Company Secretary

Business address
Central Office Park Unit 3
257 Jean Avenue
Centurion 0157
Postal address
PO Box 77550
Centurion 0046
The address of the Auditors is:
Nkonki Inc
Nkonki House
1 Simba Rd,
cnr Nanyuki Rd
Sunninghill
2157

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 of the company during the year
and to the date of this report are as follows:
Name 			Nationality
• JF Myburgh		
South African
• TN Raditapole
South African
• C Coovadia		
South African

P33

Financials

Auditors’ Report

Annual Report 2017

Auditors’ Report
To the Members of Ombudsman
for Banking Services
Opinion

We have audited the financial statements of Ombudsman
for Banking Services set out on pages 36 to 47, which
comprise the statement of financial position as at
31 December 2017, and the statement of Comprehensive
Income, statement of changes in equity and statement
of cash flows for the year then ended, and notes to the
financial statements, including a summary of significant
accounting policies and other explanatory notes.

2017
Financials

In our opinion, the financial statements present fairly,
in all material respects, the financial position of Ombudsman
for Banking Services as at 31 December 2017, and its
financial performance and cash flows for the year then
ended in accordance with International Financial Reporting
Standards and the requirements of the Companies Act
of South Africa.

Basis for Opinion

We conducted our audit in accordance with International
Standards on Auditing (ISAs). Our responsibilities under
those standards are further described in the Auditors’
Responsibilities for the Audit of the Financial Statements
section of our report. We are independent of the company
in accordance with the Independent Regulatory Board
for Auditors Code of Professional Conduct for Registered
Auditors (IRBA Code) and other independence requirements
applicable to performing audits of financial statements
in South Africa. We have fulfilled our other ethical
responsibilities in accordance with the IRBA Code and
in accordance with other ethical requirements applicable
to performing audits in South Africa. The IRBA Code is
consistent with the International Ethics Standards Board
for Accountants Code of Ethics for Professional Accountants
(Parts A and B). We believe that the audit evidence we have
obtained is sufficient and appropriate to provide a basis for
our opinion.

Other Information

The directors are responsible for the other information.
The other information comprises the Directors’ Report
as required by the Companies Act of South Africa. The
other information does not include the financial statements
and our auditors’ report thereon.
Our opinion on the financial statements does not cover the
other information and we do not express an audit opinion
or any form of assurance conclusion thereon.

In connection with our audit of the financial statements,
our responsibility is to read the other information and,
in doing so, consider whether the other information is
materially inconsistent with the financial statements
or our knowledge obtained in the audit, or otherwise
appears to be materially misstated. If, based on the work
we have performed, we conclude that there is a material
misstatement of this other information; we are required
to report that fact. We have nothing to report in this regard.

Responsibilities of the Directors for the
Financial Statements

Directors are responsible for the preparation and fair
presentation of the financial statements in accordance with
International Financial Reporting Standards and for such
internal control as the directors determine is necessary to
enable the preparation of financial statements that are free
from material misstatement, whether due to fraud or error.
In preparing the financial statements, the directors are
responsible for assessing the company’s ability to continue
as a going concern, disclosing, as applicable, matters
related to going concern and using the going concern basis
of accounting unless directors either intend to liquidate
the company or to cease operations, or have no realistic
alternative but to do so.

Auditors’ Responsibilities for the
Audit of the Financial Statements

Our objectives are to obtain reasonable assurance about
whether the financial statements as a whole are free from
material misstatement, whether due to fraud or error,
and to issue an auditors’ report that includes our opinion.
Reasonable assurance is a high level of assurance, but
is not a guarantee that an audit conducted in accordance
with ISAs will always detect a material misstatement
when it exists.
Misstatements can arise from fraud or error and are
considered material if, individually or in the aggregate,
they could reasonably be expected to influence the
economic decisions of users taken on the basis of
these financial statements.
As part of an audit in accordance with ISAs, we exercise
professional judgement and maintain professional
scepticism throughout the audit. We also:
•

Identify and assess the risks of material misstatement
of the financial statements, whether due to fraud or error,
design and perform audit procedures responsive to
those risks, and obtain audit evidence that is sufficient

•

•

•

•

and appropriate to provide a basis for our opinion.
The risk of not detecting a material misstatement
resulting from fraud is higher than for one resulting
from error, as fraud may involve collusion, forgery,
intentional omissions, misrepresentations, or the
override of internal control.
Obtain an understanding of internal control relevant
to the audit 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
company’s internal control.
The appropriateness of accounting policies used and
the reasonableness of accounting estimates and related
disclosures made by the directors.
Conclude on the appropriateness of the directors’
use of the going concern basis of accounting and base
on the audit evidence obtained, whether a material
uncertainty exists related to events or conditions that
may cast significant doubt on the company’s ability
to continue as a going concern. If we conclude that
a material uncertainty exists, we are required to draw
attention in our auditors’ report to the related disclosures
in the financial statements or, if such disclosures are
inadequate, to modify our opinion. Our conclusions are
based on the audit evidence obtained up to the date
of our auditors’ report. However, future events or
conditions may cause the company to cease to continue
as a going concern.
Evaluate the overall presentation, structure and content
of the financial statements, including the disclosures,
and whether the financial statements represent the
underlying transactions and events in a manner that
achieves fair presentation.

We communicate with the directors regarding, among
other matters, the planned scope and timing of the audit
and significant audit findings, including any significant
deficiencies in internal control that we identify during
our audit.

Nkonki Inc.
Per: Brian Mungofa CA
(SA) Registered Auditor
27 March 2018
1 Simba Road
Cnr Nanyuki
Sunninghill
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Statement of Financial Position

Statement of Changes in Equity

(Registration Number 2000/002577/08), Annual Financial Statements as at 31 December 2017

(Registration Number 2000/002577/08), Annual Financial Statements for the year ended 31 December 2017
FIGURES IN R

RETAINED EARNINGS

TOTAL

ASSETS

BALANCE AT 1 JANUARY 2016

2 553 912

2 553 912

NON-CURRENT ASSETS

TOTAL COMPREHENSIVE INCOME FOR THE YEAR
(DEFECIT FOR THE YEAR)

(140 656)

(140 656)

BALANCE AT 31 DECEMBER 2016

2 413 256

2 413 256

BALANCE AT 1 JANUARY 2017

2 413 256

2 413 256

TOTAL COMPREHENSIVE INCOME FOR THE YEAR
(DEFECIT FOR THE YEAR)

(2 280 009)

(2 280 009)

BALANCE AT 31 DECEMBER 2017

133 247

133 247

FIGURES IN R

NOTE(S)

2017

2016

Property, plant and equipment

5

669 920

800 488

Intangible assets

6

328 913

246 031

998 833

1 046 519

CURRENT ASSETS

Trade and other receivables

7

482 298

481 477

Cash and cash equivalents

8

20 296 843

22 723 694

20 779 141

23 205 171

21 777 974

TOTAL ASSETS

24 251 690

EQUITY AND LIABILITIES

Statement of Cash Flow
(Registration Number 2000/002577/08), Annual Financial Statements for the year ended 31 December 2017

EQUITY

Retained earnings

133 246

2 413 255

FIGURES IN R

CURRENT LIABILITIES

Trade and other payables

11

21 297 768

21 783 932

Lease adjustment

9

346 960

54 503

21 644 728

21 838 435

21 777 974

TOTAL EQUITY & LIABILITIES

24 251 690

Statement of Comprehensive Income
NOTE(S)

SUBSCRIPTIONS

12

2017

2016

CASH FLOWS FROM OPERATING ACTIVITIES
(DEFICIT) FOR THE YEAR

(2 280 009)

(140 656)

AMORTISATION OF INTANGIBLE ASSETS

285 832

389 419

DEPRECIATION OF TANGIBLE ASSETS

324 016

479 813

INVESTMENT INCOME

(991 876)

(925 813)

PROFIT ON DISPOSAL OF PROPERTY, PLANT AND EQUIPMENT

-

(13 250)

OPERATING CASH FLOW BEFORE WORKING CAPITAL CHANGES

(2 662 037)

(210 487)

DECREASE/(INCREASE) IN TRADE AND OTHER RECEIVABLES

(821)

(168 946)

(DECREASE)/INCREASE IN TRADE AND OTHER PAYABLES

(486 164)

5 297 543

CASH (UTILISED IN)/GENERATED BY OPERATING ACTIVITIES

(3 149 022)

4 918 110

INTEREST RECEIVED

991 876

925 813

NET CASH FROM OPERATING ACTIVITIES

(2 157 146)

5 843 923

WORKING CAPITAL CHANGES

(Registration Number 2000/002577/08), Annual Financial Statements for the year ended 31 December 2017
FIGURES IN R

NOTE(S)

2017

2016

23 938 201

24 095 845

Other income

-

13 250

Operating Costs

(27 210 086)

(25 175 564)

OPERATING (DEFICIT)/SURPLUS

13

(3 271 885)

(1 066 469)

Finance income

14

991 876

925 813

(DEFICIT) FOR THE YEAR

(2 280 009)

(140 656)

Retained income at 1 January 2017

2 413 256

2 553 912

(Deficit)/surplus for the year

(2 280 009)

(140 656)

RETAINED INCOME AT 31 DECEMBER 2017

133 247

2 413 256

CASH FLOWS FROM INVESTING ACTIVITIES
PROPERTY, PLANT AND EQUIPMENT ACQUIRED

5

(193 444)

(722 279)

INTANGIBLE ASSETS ACQUIRED

6

(368 713)

(214 280)

PROCEEDS ON DISPOSALS OF PROPERTY, PLANT AND EQUIPMENT

-

13 250

NET CASH UTILISED IN INVESTING ACTIVITIES

(562 157)

(923 309)

LOANS (REPAID)/RAISED - LEASE SMOOTHING ADJUSTMENT

144 961

201 999

NET CASH (UTILISED IN)/GENERATED BY FINANCING ACTIVITIES

144 961

201 999

(DECREASE)/INCREASE IN CASH AND CASH EQUIVALENTS

(2 426 851)

5 122 613

CASH AND CASH EQUIVALENTS AT BEGINNING OF THE YEAR

22 723 694

17 601 081

20 296 843

22 723 694

CASH FLOWS FROM FINANCING ACTIVITIES

CASH AND CASH EQUIVALENTS AT END OF THE YEAR

8
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Accounting Policies
1. General information

Ombudsman for Banking Services is a Non Profit Company
incorporated in South Africa.
The Annual Financial Statements are presented in SA Rands.

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 (IASs) 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 (PPE) are tangible noncurrent 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 it is 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.
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.
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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.

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.

An intangible asset is identifiable if it either is separable,
i.e. 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 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.

Amortisation methods, useful lives and residual values are
reviewed at each reporting date and adjusted if appropriate.

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 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.
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

3.4 Financial instruments
The company initially recognises loans and receivables on
the date that they are originated. All other financial assets
(including assets designated as 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 classified 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.
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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, i.e. 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 that are readily convertible
to known amounts of cash and which 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.
Subsequent to initial recognition, they are measured
at fair value and changes therein, other than impairment
losses and foreign currency differences on availablefor-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

Accounting Policies

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.

B. Short-term employee benefits
The cost of all short-term employee benefits is
recognised during the period in which the employee
renders the related service on an undiscounted basis.

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.

Accruals for employee entitlement to annual leave
represents 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.

3.4.5 Provisions
A provision is recognised if, as a result of a past event,
the company has a 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.

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.

3.5 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.

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:
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- 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.

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.
The following standards will have an impact on the
Ombudsman for Banking Services:
•

Leases IRFS 16

- 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;
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FIGURES IN RANDS

(Registration Number 2000/002577/08), Annual Financial Statements as at 31 December 2017

COST

ACCUMULATED
DEPRECIATION

2017
CARRYING VALUE

COST

ACCUMULATED
DEPRECIATION

2016
CARRYING VALUE

COMPUTER SOFTWARE

OWNED ASSETS

Furniture and fittings

744 347

(246 373)

497 974

1 366 477

(762 091)

604 356

Other property,
plant and equipment
(Security equipment)

-

-

-

21 600

(11,880)

9 720

Office equipment

148 219

(8 445)

139 775

41 864

(20 899)

20 965

IT equipment

489 551

(457 380)

32 171

1 631 382

(1 465 929)

165 454

1 382 117

(712 198)

669 920

3 061 293

(2 260 799)

800 488

2016

COST

ACCUMULATED
AMORTISATION
/ IMPAIRMENT

2017
CARRYING VALUE

COST

ACCUMULATED
AMORTISATION
/ IMPAIRMENT

2016
CARRYING
VALUE

582 992

(254 080)

328 913

878 768

(457 597)

246 031

582 992

(254 080)

328 913

878 768

(457 597)

246 031

The carrying amounts of intangible assets can be reconciled as follows:
CARRYING VALUE
AT BEGINNING
OF YEAR

ADDITIONS

AMORTISATION
/ IMPAIRMENTS

RECLASSIFIED
HELD FOR SALE /
DISPOSALS

2017
CARRYING
VALUE AT END
OF YEAR

246 031

368 713

(285 833)

-

328 913

246 031

368 713

(285 833)

-

328 913

CARRYING VALUE
AT BEGINNING
OF YEAR

ADDITIONS

AMORTISATION
/ IMPAIRMENTS

RECLASSIFIED
HELD FOR SALE /
DISPOSALS

2016
CARRYING
VALUE AT END
OF YEAR

421 171

214 280

(389 419)

-

246 031

COMPUTER SOFTWARE

The carrying amounts of property, plant and equipment can be reconciled as follows:
CARRYING
VALUE AT
BEGINNING
OF YEAR

ADDITIONS

DISPOSALS

DEPRECIATION

2017
CARRYING
VALUE AT END
OF YEAR

Furniture and fittings

604 356

35 654

-

(142 036)

497 974

Other property,
plant and equipment
(Security equipment)

9 720

-

-

(9 720)

Office equipment

20 965

132 675

IT equipment

165 454

25 115

800 488

193 444

FIGURES IN RANDS

2017

6. INTANGIBLE ASSETS

5. PROPERTY, PLANT AND EQUIPMENT
FIGURES IN RANDS
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OWNED ASSETS

COMPUTER SOFTWARE

7. TRADE AND OTHER RECEIVABLES
TRADE DEBTORS

182 115

114 143

-

PREPAID EXPENSES

300 183

271 335

(13 865)

139 775

DEPOSITS

-

96 000

-

(158 394)

32 171

482 298

481 477

-

(324 016)

669 920

20 296 843

22 723 694

346 960

54 503

346 960

54 503

(144 959)

(201 999)

8. CASH AND CASH EQUIVALENTS
CARRYING
VALUE AT
BEGINNING
OF YEAR

ADDITIONS

DISPOSALS

DEPRECIATION

2016
CARRYING
VALUE AT END
OF YEAR

Furniture and fittings

29 051

708 693

-

(133 388)

604 356

Other property,
plant and equipment
(Security equipment)

14 040

-

-

(4 320)

9 720

Office equipment

28 896

-

-

(7 934)

20 965

IT equipment

486 034

13 586

-

(334 171)

165 454

558 021

722 279

-

(479 813)

800 488

FIGURES IN RANDS

FAVOURABLE CASH BALANCES

Bank balances

OWNED ASSETS

9. LEASE ADJUSTMENTS
CURRENT BALANCE OF LEASE ADJUSTMENTS

REPAYABLE WITHIN ONE YEAR
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2017

2016

FIGURES IN RANDS

10. COMMITMENTS UNDER OPERATING LEASES

13. OPERATING SURPLUS/(DEFICIT)

The entity rents several offices under an operating lease. The lease is for an average
period of five years, with fixed rentals over the same period. The lease expires on 31
March 2021.

Operating deficit is arrived at after taking into account the following items:

MINIMUM LEASE PAYMENTS UNDER OPERATING LEASES RECOGNISED AS AN EXPENSE DURING THE YEAR

INCOME
PROFIT ON DISPOSAL OF PROPERTY, PLANT AND EQUIPMENT

1 495 124

2 114 289

AMORTISATION – OWNED ASSETS
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2017

2016

-

13 250

(285 832)

(389 419)

(142 036)

(133 388)

(9 721)

(4 320)

(13 865)

(7 934)

(158 394)

(334 171)

(609 848)

(869 232)

145 176

138 295

1 957 734

2 114 289

991 876

925 813

DEPRECIATION - OWNED ASSETS

Furniture and fittings

At year-end, the company has outstanding commitments under
non-cancellable operating leases that fall due as follows:

Other property plant and equipment (Security equipment)
Office equipment

WITHIN ONE YEAR

1 495 124

1 636 898

LATER THAN ONE YEAR BUT WITHIN FIVE YEARS

3 364 028

5 319 919

LATER THAN FIVE YEARS

-

-

4 859 152

6 956 817

AUDITORS’ REMUNERATION

Audit fees – current

11. TRADE AND OTHER PAYABLES

OPERATING LEASE CHARGES

PROVISION FOR LEAVE PAY

204 943

34 062

ACCRUED EMPLOYEE COSTS

839 736

4 247

19 993 516

18 814 004

TRADE CREDITORS

248 659

56 453

VALUE ADDED TAX

10 914

2 875 166

21 297 768

21 783 932

23 938 201

24 095 845

SUBSCRIPTIONS RECEIVED IN ADVANCE

IT equipment

Premises

14. FINANCE INCOME
INTEREST INCOME

Interest received

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
SUBSCRIPTIONS RECEIVED
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Income Statement

Detailed Income Statement

2017

2016

JF Myburgh

128 631

120 000

TN Raditapole

102 657

109 218

T Venter

89 670

83 757

TN Msibi

104 676

97 716

P Beck

104 676

97 716

C Coovadia

-

-

M Jacobs

-

-

Finance income

C Burgers

-

-

Profit on sale of fixed assets

J Taylor

530 310

FIGURES IN RANDS

15. DIRECTORS’ EMOLUMENTS
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2017

2016

23 938 201

24 095 845

23 938 201

24 095 845

991 876

925 813

-

13 250

-

991 876

939 063

508 407

24 930 077

25 034 908

Amortisation – intangible assets

285 832

389 419

Auditors’ remuneration

145 176

138 295

FIGURES IN RANDS

DETAILED INCOME STATEMENT
GROSS SUBSCRIPTIONS

Subscriptions received

OTHER INCOME

EXPENDITURE

BOARD ATTENDANCE 2017
JF
MYBURGH

TN
RADITAPOLE

T VENTER

TN MSIBI

P BECK

C
COOVADIA

M JACOBS

C BURGERS

J TAYLOR

Auditcom 22.02

-

Y

-

Y

Y

-

-

-

-

11 572

10 168

Board 08.03

Y

Y

Y

Y

Y

-

Y

Y

-

Board fees

530 310

508 407

AGM 24.05

Y

-

Y

Y

Y

-

Y

Y

-

Call centre

141 658

102 254

Board 14.06

Y

Y

Y

Y

Y

-

-

-

-

Consulting fees

141 469

144 992

Board 23.08

Y

Y

Y

Y

Y

-

Y

Y

-

Depreciation – tangible assets

324 016

479 813

Remcom 19.09

Y

-

Y

-

-

-

Y

-

-

Entertainment and travel

201 363

173 084

Equipment rental and maintenance

211 421

201 139

-

1 922 609

Insurance

100 484

99 305

IT expenses

983 603

1 186 389

1 957 734

2 114 289

-

17 455

4 439

11 162

41 852

54 422

1 038 976

773 854

Auditcom

11.10

-

Y

-

Y

Y

-

-

-

-

Board 15.11

Y

Y

Y

Y

Y

-

-

Y

Y

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.
Cash flow forecasts are prepared and adequate utilised borrowing facilities are monitored.

Bank charges

Relocation costs

Lease rental on operating lease
Off-site storage
Postage and courier services
Printing and stationery
Promotions
Events

322 054

-

INTEREST RISK

Recruitment fees

678 205

383 720

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

Repairs and maintenance

149 829

169 588

19 331 607

15 734 717

Staff welfare

35 731

35 097

Subscriptions and publications

72 633

79 507

-

27 360

Telephone

210 467

240 212

Training and development

289 655

178 307

27 210 086

25 175 564

(2 280 009)

(140 656)

INVESTMENT RISK

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

Salaries

Written off bad debts

(DEFICIT) FOR THE YEAR

The supplementary information presented does not form part of the annual financial statement and is unaudited.
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A new way,
a better way
The Ombudsman for Banking Services
will continue to adapt and change
to increase the confidence of all South
Africans in the country’s banking sector
by providing a fair, independent and
transparent dispute resolution service
to individuals and organisations that use
banking products and services. We want
to be known as a reliable, trustworthy
and honest organisation committed to
the effective resolution of disputes in the
banking industry, no matter how small.
Contact Information
Banking Ombudsman Call Centre: 0860 800 900

Registered office and physical address
Ombudsman for Banking Services

Telephone: 011 712 1800
Fax: 011 483 3212
Email: info@obssa.co.za
Website: www.obssa.co.za

34 - 36 Fricker Road
Ground Floor
34 Fricker Road
Illovo
Johannesburg
2198
Postal address
PO Box 87056
Houghton
Johannesburg
2041
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