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DEPARTMENT OF TOURISM
NOTICE 438 OF 2018

TOURISM ACT, 2014 (Act NO.3 of 2014)

REGULATIONS ON THE MANNER AND PROCEDURE FOR LODGING AND DEALING WITH
TOURISM COMPLAINTS

|, Derek Hanekom, Minister of Tourism, acting in terms of section 47 read together with section 61(1)(b)
of the Tourism Act, 2014 hereby make the Regulations in the schedule on the Manner and Procedure for

Lodging and Dealing with Tourism Complaints.

[
|

] -
M !1 NYR¥ e
DEREK HANEKOM, MP
MINISTER OF TOURISM

DATE: |72 Aﬁivﬂ ADIR
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TOURISM ACT, 2014 (Act No. 3 of 2014)

REGULATIONS ON THE PRESCRIBED MANNER AND PROCEDURE FOR DEALING WITH AND
LODGING TOURISM COMPLAINTS WITH THE TOURISM COMPLAINTS OFFICER

The Minister of Tourism has under section 61(1) (b} and (c) of the Tourism Act, 2014 (Act No. 3 of 2014),
made the regulations in the Schedule.

SCHEDULE

1. DEFINITIONS

In these regulations a word or an expression defined in the Tourism Act, 2014, has that meaning,
unless the context indicates otherwise-

“Act” means the Tourism Act, 2014 (Act No. 3 of 2014);

“Complainant” means a tourist or a person who lodges a tourist complaint against the
Respondent,;

“Tourism complaint” means any complaint in respect of any tourism services, facilities or
products as contemplated in section 47; and

“Respondent” means a person against whom a fourism complaint is lodged.
2, MANNER OF LODGING COMPLAINTS
Any person who wishes fo lodge a tourism complaint must submit-
(a) information concerning the alleged contravention in terms of or under these regulations in

writing to the Tourism Complaints Officer.

(b) a tourism complaint in respect of an alleged contravention or instance of non-compliance in
terms of or under these regulations, to the Tourism Complaints Officer, in the form substantially
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3.1

3.2

3.3

34

3.5

4.1

4.2

similar to Annexure “A", together with copies of any supporting document the Tourism
Complaints Officer should consider, by-

(i)  mailing it to The Office of the Tourism Complaints Officer, Private Bag X424, Pretoria,
0001;

(i)  delivering the documents by hand to Tourism House, 17 Trevenna Street, Sunnyside,
Pretoria;

(i filing it electronically at www.tourism.gov.za (Website);

(iv) e-mailing it to complaints@tourism.gov.za (e-mail address); or

(v)  any other manner acceptable to the Tourism Complaints Officer.

PROCEDURE FOR LODGING COMPLAINTS

Upon receipt of the tourism complaint, the Tourism Complaints Officer must record the complaint,
give a reference number of the tourism complaint to the complainant, and investigate the tourism

complaint as soon as possible.

The Tourism Complaints Officer must upon receiving the tourism complaint, acknowledge receipt
of the tourism complaint from the complainant, in writing.

The Tourism Complaints Officer must, on receipt of the tourism complaint, refer the tourism
complaint to the relevant institution, indicated in section 47 of the Act, for resolution.

The Tourism Complaints Officer must make regular follow-ups on the tourism complaint with the
resolving institution, until the tourism complaint is resolved.

The Tourism Complaints Officer must, upon resolution of the tourist complaint by the relevant
institution, as indicated in section 47 of the Act, inform the complainant of the outcome thereof in
writing.

MANNER OF DEALING WITH TOURISM COMPLAINTS

Prior to dealing with a tourism complaint, the complainant may in certain instances have to show
that he or she attempted to resolve the dispute with the respondent and that such an attempt
was fruitless.

The Tourism Complaints Officer may deal with minor tourism complaints in the following manner-

(a) Upon receiving a tourism complaint, the Tourism Complaints Officer must acknowledge
receipt of the tourism complaint.
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(b) The Tourism Complaints Officer must first analyse and evaluate the tourism complaint
to identify minor tourist complaints he/she can deal with, from those that should be
referred to the authorised institutions for resolution.

(c) The Tourism Complaints Officer must, upon receiving a tourism complaint, write and
send a letter to the respondent by hand or registered mail-

(i) informing the respondent of the nature of the tourism complaint;

(i) inviting the respondent to respond to the alleged tourism complaint and provide
supporting documents, if any;

(iii) inviting the respondent to suggest a way in which the tourism complaint may be
resolved;

(iv) request any other information that the Tourism Complaint Officer may deem
relevant or necessary; and

(v) inform the respondent to respond within 7 days of the date of receipt the letter.

After receiving the response from the respondent, the Tourism Complaints Officer must write a
letter to the complainant, and afford him/her an opportunity to reply, to the response of the
respondent.

Should the complainant be satisfied with the response and the proposed solution from the
respondent, then the tourism complaint will be considered to be finalised.

The Tourism Complaints Officer must, upon resolution of the tourist complaint, inform both the
complainant and the relevant institution empowered to deal with the tourism complaint of the
outcome thereof, in writing.

However, should the complainant be not satisfied with the response or the proposed solution,
the tourism complaint must be referred by the Tourism Complaints Officer to the institution
empowered to deal with it for resolution.
SHORT TITLE AND COMMENCEMENT
These regulations are called Regulations on the Prescribed Manner and Procedure for Dealing

and Lodging Tourism Complaints with the Tourism Complaints Officer and shall commence on
the date of publication.
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tourism

Department:
Tourism
REPUBLIC OF SOUTH AFRICA

ANNEXURE “A”

Tourism House, 17 Trevena Street, Sunnyside. Private Bag X 424, PRETORIA - 0001
Tel (+ 2712) 444 6000- Fax (+ 2712) 444 7000. Call Center: 0860 121 929

TOURISM COMPLAINT FORM

Full names of complainant

ID number of complainant

Postal Address

Physical Address

Cell phone number

Landline number

Fax number

E-mail address

Name of company or Supplier (Respondent)

Sector

Address of company/ person against whom the
complaint is made

Company/ person Landline number

Company / person Fax number

Company / person E-mail address

Nature of complaint, (e.g.)

(Poor service by service provider, Refund for travelling
cancellation, Enquiry on registering travelling
agencies, false advertisement, any other complaint on
complaint in respect of any tourism services, facilities or
products.

This gazette is also available free online at www.gpwonline.co.za




158 No. 41811 GOVERNMENT GAZETTE, 3 AUGUST 2018

Details of the complaint

Steps taken by complainant to resolve the complaint
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List of supporting documents relevant
fo the complaint attached to this form

What outcome do you propose for this
complaint?

Date

Place

Complainant Signature

Office use only

Reference Number

The category of sector in which the complaint falls Tick

Accommodation

Travel

Transport

Safety and Security

Unfair treatment/ discrimination

Inquiry on how to register a tourism business

Any other/s

Resolution suggested

Status of the complaint
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KGORO YA TSA BOETI

TOURISM ACT, 2014 (Molao 3 wa 2014)

MELAWANA KA GA TSELA YEO E BEILWEGO LE TSHEPETSO YA GO SOMANA LE GO DIRA
DINGONGOREGO TSA BOET!I GO MOHLANKEDI WA DINGONGOREGO TSA BOETI

Tona ya tSa Boeti, ka tlase ga karolo 61(1) (b) le (c) ya Tourism Act, 2014 (Molao 3 ya 2014), o dirile
melawana Setuleng.

SETULE

1. DIHLALOSO

Mo melawaneng ye lentShu goba mmolelwana wo o hlalo$it§wego go Tourism Act, 2014, o na
le hlalo3o yeo, ntle le ge tshwaraganyo e hlalo3a ka tsela ye nngwe -

“Molao” o ra Tourism Act, 2014 (Molao 3 wa 2014);
“Mongongoregi” e ra motho yo a dirago ngongorego ya t8a boeti kgahlanong le Mofetodi;

“Ngongorego ya tSa boeti” e ra ngongorego malebana le ditirelo dife goba dife t§a boeti,
didiriSwa goba ditSweletSwa bjalo ka ge go hlalositSwe go karolo; le

“Mofetodi” o ra yoo ngongorego ya t3a boeti e dirwago kgahlanong naye.
2. MOKGWA WA GO DIRA DINGONGOREGO

Motho ofe goba ofe yo a ratago go dira ngongorego ya tSa boeti o swanetse go romela-
(a) Tshedimo$o ye malebana le tatofatSo ya tshelomolao go ya ka goba ka tlase ga melawana
ye ka tsela ya lengwalo go Mohlankedi wa Dingongorego tSa Boeti.

{(b) ngongorego mabapi le tshelomolao goba taba ya go se obamele go ya ka goba ka tlase ga
melawana ye, go Mohlankedi wa Dingongorego tSa Boeti, ka foromo yeo e swanago le
Selomaganyo “A’, gammogo le dikhophi t3a ditokomane dife goba dife tSa thekgo tSeo
Mohlankedi wa Dingongorego t5a Boeti a swanetSego go di eleletSa, ka -
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(i)  go di romela ka meile go Kantoro ya Mohlankedi wa Dingongorego tSa Boeti/ The Office
of the Tourism Complaints Officer, Private Bag X424, Pretoria, 0001,

(i) go romela ditokomane ka seatla go Tourism House, 17 Trevenna Street, Sunnyside,
Pretoria;

(iiiy  go di dira ka elektroniki go www.tourism.gov.za (Wepesaete);

(iv) goromela go complaints@tourism.gov.za (aterese ya emeile); goba

{(v) mokgwa ofe goba ofe yo 0 amogelegilego go Mohlankedi wa Dingongorego tSa Boeti.
TSHEPETSO YA GO DIRA DINGONGOREGO

Ge a hwetsa ngongorego ya tSa boeti, Mohlankedi wa Dingongorego tSa Boeti 0 swanetse go
ngwala ngongorego, nea nomoro ya tShupetSo ya ngongorego ya t8a boeti go mongongoregi,

mme a nyakisiSe ngongorego ka bonako.

Mohlankedi wa Dingongorego tSa Boeti ge a hwetSa ngongorego ya tSa boeti, o swanetSe go
amogela khwetSo ya ngongorego ya t8a boeti gotSwa go mongongoregi, ka tsela ya lengwalo.

Mohlankedi wa Dingongorego tSa Boeti 0 swanete go, ge a hwet3a ngongorego ya tSa boeti,
i§a ngongorego ya sehlongweng se malebana, seo se hlalositswego go karolo 47 ya Molao,
bakeng sa tharollo.

Mohlankedi wa Dingongorego t§a Boefi o swanetSe go dira lebelela tshepetSo ya dingongorego
t8a boeti ka nako le nako dihlongweng t3a tharollo t3e malebana, go fihlela ngongorego e
rarollwa.

Mohlankedi wa Dingongorego tSa Boeti o swanetSe, ge go rarollwa ngongorego ya t3a boeti ka
sehlongwa se malebana, bjalo ka ge go hlaloditSwe go karolo 47 ya Molao, tsebisa
mongongoregi ka ga poelo ya yona ka tsela ya lengwalo.

MOKGWA WA GO SOMANA LE DINGONGOREGO TSA BOETI

Pele go ka Somanwa le ngongorego ya t8a boeti, mongongoregi a ka laetSa mo mabakeng a
mangwe gore o lekile go rarolla thulano le mofetodi mme le gore ga se a atlega.

Mohlankedi wa Dingongorego t5a Boeti a ka Somana le dingongorego t8a boeti tSe nnyenyane
ka mokgwa wo o latelago-

(a) Ge a hwetSa ngongorego ya tSa boeti, Mohlankedi wa Dingongorego t5a Boeti o
swanetSe go amogela khwetSo ya ngongorego ya t3a boeti.
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(b) Mohlankedi wa Dingongorego tSa Boeti o swanetSe go sekaseka le go fetleka
ngongorego ya t3a boeti go tsopola dingongorego t3e nnyenyane tSeo a ka Somanago
le tSona, go tSeo di swanetSego go romelwa dihlongweng tSeo di dumeletSwego bakeng
sa tharollo.

(c) Mohlankedi wa Dingongorego t8a Boeti 0 swanetse, ge a hwetSa ngongorego ya tsa
boeti, ngwala le go romela lengwalo go mofetodi ka seatla goba ka meile yeo e

ngwadisitSwego —
(i) tsebiSa mofetodi ka ga seemo sa ngongorego ya boeti;
(i) lalet3a mofetodi go fetola ngongorego yeo a latofaditSwego ka yona mme le go

phethagaletSa ditokomane tSa thekgo, ge di le gona;

(iii) laletSa mofetodi go dira swayaswayo ya tsela yeo ngongorego ya t3a boeti e ka
rarollwago;

(iv) kgopela tshedimo3o ye nngwe yeo Mohlankedi wa Dingongorego t5a Boeti a ka
bonago ele maleba goba e hlokega; le go

(v) tsebisa mofetodi go fetola mo matSatsing a 7 a letSatSikgwedi la kgwetSo ya
lengwalo.

Morago ga go hwetSa phetolo gotSwa go mofetodi, Mohlankedi wa Dingongorego tSa Boeti o
swanetSe go ngwalela mongongoregi lengwalo, mme a mo nee monyetla wa go araba phetolo
ya mofetodi.

wews

ngongorego ya boeti e phethagaleditSwe.

Mohlankedi wa Dingongorego tSa Boeti 0 swanet3e, ge go rarollwa ngongorego ya tSa boeti, go
tsebiSa mongongoregi le sehlongwa se malebana seo se swanetSego go Somana le ngongorego
ya t8a boeti ya poelo ya yona, ka tsela ya lengwalo.

wivae

ya boeti e swanetSe go romelwa ke Mohlankedi wa Dingongorego tSa Boeti go sehlongwa se
malebana seo se swanetSego go Somana le yona bakeng sa tharollo.

THAETLELE YE KOPANA LE GO THOMA GO SOMA

Melawana ye e bitSwa Melawana ka ga Tsela yeo e Beilwego le TshepetSo ya go Somana le Dira
Dingongorego tSa Boeti le Mohlankedi wa Dingongorego tSa Boeti mme e tla thoma go 3oma ka
letsatsi la gatiso.
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o Department:
tf;g Tourism
w REPUBLIC OF SOUTH AFRICA

SELOMAGANYO “A”

Tourism House, 17 Trevena Street, Sunnyside. Private Bag X 424, PRETORIA - 0001
Mogala (+ 2712) 444 6000- Fekese (+ 2712) 444 7000. Lefelo la go amogela megala: 0860 121 929

FOROMO YA NGONGOREGO YA TSA BOETI

Maina ka botlalo a mongongoregi

Nomoro ya ID ya mongongoregi

Aterese ya Poso

Aterese ya Madulo

Nomoro ya sellathekeng

Nomoro ya mogala

Nomoro ya fekese

Aterese ya emeile

Leina la khamphani goba moabela tirelo (Mofetodi)

Lekala

Aterese ya Khamphani/ motho yoo ngongorego e
dirwago kgahlanong le yena

Nomoro ya mogala ya Khamphani/ motho

Nomoro ya fekese ya Khamphani/ motho

Aterese ya Emeile ya Khamphani/ motho

Mokgwa wa ngongorego, (mohlala.)

(Tirelo ye e sa kgotsofatSago ka moabela tirelo, PuSetSo
tefelo bakeng sa phumolo ya leeto, PotSiSo ngwadiSong
Diagente t$a maeto, papat$o ya bofora, ngongorego efe
goba efe malebana le ditirelo t3a boeti, didiriSwa goba
ditdweletSwa.
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Dintlha t5a mongongoregi

Magato ao a tSerwego go rarolla ngongorego
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Lenaneo la ditokomane tSa thekgo tSe

malebana le ngongorego le

lomagantSwe foromo ye

Naa o ka thabela poelo ya mohuta

mang ngongoregong ye?

LetSatSikgwedi

Lefelo

Mosaeno wa Mongongoregi

Bakeng sa tiriSo ya ka kantorong
fela

Nomoro ya TShupetSo

Legoro la lekala leo ngongorego e welago go lona

Swaya

Madulo

Leeto

Dinamelwa

Polokego le T$hireletSego

Swarompe/ kgethollo

NyakisiSo mabapi le gore go ngwadidwa kgwebo ya boeti
ka tsela efe

T3e dingwe

wewe

Maemo a ngongorego
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DEPARTMENT OF TRADE AND INDUSTRY

NOTICE 439 OF 2018

STANDARDS ACT, 2008
STANDARDS MATTERS

In terms of the Standards Act, 2008 (Act No. 8 of 2008), the Board of the South African Bureau of Standards has acted in
regard to standards in the manner set out in the Schedules to this notice.

SECTION A: DRAFTS FOR COMMENTS

The following draft standards are hereby issued for public comments in compliance with the norm for the development of
the South Africa National standards in terms of section 23(2)(a) (ii) of the Standards Act.

preparation of samples for specific tests.

Preparation of test samples. Describes the preparation of samples
of coal from the combination of primary increments to the

Dra:tnﬁtaE':;ii?i:: No. Title, scope and pl:’pﬁt ) ) Closing_]_)ite
SANS 13909-1 Hard coal and coke - Mechanical sampling Part 1: General 2018-09-12
Ed2 introduction. Defines the basic terms used in the sampling of solid
mineral fuels, describes the general principles of sampling and
details the information to be provided in the documentation and the
o sampling report.
SANS 13909-3 Hard coal and coke - Mechanical sampling Part 3: Coal - 2018-09-12
Ed2 Sampling fiom stationary lots. Specifies procedures for the
mechanical sampling of coal from stationary lots.
SAN§35329O9-4 Hard coal and coke - Mechanical sampling Part 4: Coal - 2018-09-12

SCHEDULE A.1: AMENDMENT OF EXISTING STANDARDS

The following draft amendments are hereby issued for public comments in compliance with the norm for the development
of the South African National Standards in terms of section 23(2)(a) (ii) of the Standards Act.

Draft Standard No.

1 Title Scope of amendment Closing Date
and Edition
SANS 1707-1 Sawn eucalyptus timber Part 1: Proof-graded | Amended to update the referenced 2018-09-12
Ed12 structural timber. standards and the figure on
equilibrium moisture content.
SANS 1931 Particle board - Highly moisture-resistant | Amended to update referenced 2018-09-12
Ed12 exterior tvpe. standards.

SCHEDULE A.2: WITHDRAWAL OF THE SOUTH AFRICAN NATIONAL STANDARDS

In terms of section 24(1)(C) of the Standards Act, the following published standards are issued for comments with regard to
the intention by the South African Bureau of Standards to withdrawn them.

Draft Standard No.

specilications lor civil engineering construction

and Edition Title Reason for withdrawal Closing Date
T | Code of practice folr use with standardized
SANS 10120-1:1986 specifications for civil engineering construction .
Ed3 and contract documents Part 1: Format and Standards is obsolete 2018-09-30
contents
AT 0120 B Code of practice for use with standardized
AN 20-2 INTRO:1 specifications jfor civil engineering construction :
Ed3 and confract documents Part 2: Project Standards is obsolete 2018-09-30
specilication, Introduction.
Code of practice for use with standardized
SANS 10120-2 A:1986 specifications for civil engineering construction .
Ed 2 and confract documents Part 2: Project Standards is obsolete 2018-09-30
specification Section A: General
SANE 101202 AR 1558 Codef of pra;‘ctice folr use with standardized
20- 11 specifications jfor civil engineering construction :
Ed 3 and contract documents Part 2: Project Standards is obsolete 2018-09-30
specilication Section AA. General (small works).
SANS Code of practice for use with standardized
ANS 10120-2 AB:1986 specifications for civil engineering construction :
Ed2 and contract documents Part 2: Project Standards is obsolete 2018-09-30
specification Section AB: Engineer’s office.
SANS 10120-2 AD:1986 | Code of practice for use with standardized | gy, qards is obsolete

2018-09-30
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