Staturory Instrument No. 157 of 2019

CONSUMER PROTECTION ACT
(Act No. 5 of 2018)

CONSUMER PROTECTION REGULATIONS, 2019
(Published on 2nd December, 2019)

ARRANGEMENT OF REGULATIONS

REGULATION

O P e

. Citation

Lodging of Complaint

Service of summons

Investigation officer to produce identity card
Form of arrangement to settle complaint
Referral to the tribunal

SCHEDULE

IN EXERCISE of the powers conferred on the Minister of Investment, Trade and Industry
by section 47 of the Consumer Protection Act, the following Regulations are hereby made —

Citation

Lodging of
complaint

Service of
SWMImons

1. These Regulstions raay be cited as the Consumer Protection Regulations,
2019.

2.(1) A complaint against violations of the Act to be lodged in accordance
with section 29 of the Act shall be made to the Authority in Form A set out in
the Schedule.

(2) The Authority shall, within 30 days of receiving a complaint made in
accordance with subregulation (1) make available to the complainant a report
containing recommendations as to whether or not there are sufficient grounds
to warrant the investigations of an unfair business practice.

3. (1) A person summoned, in terms of section 31 of the Act to furnish any
information on the subject of an investigation, shall be summoned in Form B
set out in the Schedule.

(2) Service of the summons on the person to be served, shall be effected in
one or other of the following manner —

(a) by delivering a copy thereof to the said person personally;

(b) by leaving a copy thereof at the place of residence, employment or
business of the said person with the person apparently in-charge of the
premises at the time of delivery, being apparently not less than 16 years;

(¢) inthecase of acorporation, by delivering a copy to the company secretary
or other person in charge of administration at the corporation’s registered
office or principal place of business;

{d) in case of a consumer organisation, by delivering a copy to the person
in-charge of administration at the consumer organisation’s principal
place of business; or

{e) where a local authority or a statutory body is to be served, by delivering
a copy to the town clerk or assistant town clerk of such local authority
or to the secretary of such body.

(3) A person appearing before the authority in response to a summons shall be
paid a daily rate of P100 as a witness.



4, (1) An investigation officer shall identify hirnself or herself with the
identity card issued in terms of suwbregulation 2 before commencing any
function of investigation in accordance with these Regulations.

(2) An investigation officer shall be issued with an identity card in Form C,
set out in the Schedule in accordance with section 4 of the Act.

5. (1) An arrangement concluded in accordance with section 34 of the Act
shall be in Form D set out in the Schedule and shall be signed by the parties to
the arrangement and witnesses thereof.

(2) A complainant who receives a settlement in accordance with subregulation
(1) shall complete an acknowledgement of settlement in Form E set out in the
Schedule.

6.(1) Areferral to the Tribunal, whether by the Authority or by a comaplainant
in accordance with section 36 (7) (a@) of the Act, shall be in Form F set out in
the Schedule.

(2) The Authority shall, where it does not refer a case 1 the Tribunal, in accordance
with section 36 (1) (), issue a notice of non-referral to the complainant in
Form G set out in the Schedule.
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SCHEDULE

FORM A
CONSUMER COMPLAINT FORM
(reg, 2)
OFFICIAL USE ONLY

Name of
investigation
Officer: )
Date received:
Date
altocated:
Office
Reference:

INSTRUCTIONS

Please—

{a) Print or type;

{b) Provide all particulars;

{c) Be brief and concise in Section I and E;

{d) Note that the reverse side must also be completed; and

(e) Include copies of all relevant documents.

A.PERSONAL PARTICULARS

L. NI s iriiiiiatararetrrersnsrisinarvsarnmsorsorsrasstsrsnes Cereerer rove

2. Residential Address. . o.ooviieiieiverrciniarrecrresacrrnrresnrareerens

3. Postal Addresst, oo iiirnnisain aenmarrireetusatareerstnaraereannnra aans

4. ID/PASSPOrt NOI. ettt sttt s an s v e e

5. Cell phone NO: vvivviccrrivnnnrinsnrerrresiriarinnes Email ....ccormneerrrerniners

6. HOME Teliuiininirniciniansnesssssnssnssscasassarsess WOFK Telie i vivni s

B. PARTICULARS OF PARTY AGAINST WHOM/WHICH COMPLAINT IS BEING
LODGED

1. Name of the Registered Company and Business trading name:.......ccoivererivnsvensivassr

2. Physical address:...ccccivivuirrirerarioniriririirirenacs xrneers rmvsesenranns rreraraneaie

3. Postal Address:....ocvvviiiiiniiiraireriiianiiion. B U

4. Business Tel NO:. ..ot inciaes ‘rrabeaine

C.PARTICULARS OF A COMMODITY
. Quantity of commodity or service:............ Creredrerainiraniraniorate et eeeant s saararas

. Price of commodity OT8eIvice:....c.ocovvvivirarenns frrvanie KA e Auar e Neaa st tiaer e e aa st nebanna
. Account No/Invoice No/Contract NO. ..o viiviiniiinii i vivens N eresetiaraerereeaies

DB W



If complaint 1s in regard of 4 Motor Vehicle;

6. Model:.o.iiiiiniiiiireinenren e cenneneene REZ.NO. i

T KM REAAING. .. vvoviiiiiiiuiiniiiieiisiiriaci s tere aensrressersssvaonsererarrstonsisrner
8. Year of Manufacture:...............

S ERXRIY

vettrrsavanevrannes

vAssrevaarvedrinEs iRy en cannoe

D.PARTICULARS OF COMPLAINT (This section MUST be completed)

NB: Please single out the main points of the complaint providing names and dates where
possible. Indicate what steps you have taken to resolve the complaint with the management.
Describe the reasons for your dissatisfaction. Extra paper may be used for more information.
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R R R N R N R R R R R P R L LR
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I L P LS svase

STATE WHAT YOU THINK WOULD BE A REASONABLE SOLUTION TO THE PROBLEM

R R R I R R R A N R I L L R L R N e A L K ]
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. .

Send the form to:

Competition and Consumer Authority
Private Bag 00101

Gaborone

Tel: 3934278



FORMB

SUMMONS
(reg.3)

Office Reft. ..ot icraanns
TO:..... reanas C e e v seraneranraeaenrtnaraaearraaranans e e tetararaeseenasarannrrenneaenarrarnnas

R R R R R R L R R R R L P PR R Y DT R R P T R TR T RS

.
ADDRESS: .o s e e vevwens

................................................................
et eaaeraeteeeeauenratan

in the matter of the alleged*

h e r it tbeeanateneianraeneaniearanny b ratyetenreareraeerearranans e eeteeranrraeeneanas eereneerenens
ctryvewen ‘AP daNb b sy LR devensy LR AR R N R R RS ¢Nbmjdapirplrdsvacpragaag - ANV AmbGpavansnrL st nastaa
---------------- B I NN YA AP YT 3 T d r s ¥ P YN I F A EY Y PP AT Y PV IR SIS ITPSITIRRYAYSI R an v v vandd Srrmadsdntosa bbb ePNAiAttINa

You are heteby summoned to appear before a person in the service of the Authority for the
investigation of the matter of alleged unfair business practice stated above:

(910 T 1 TR UNTUTPPSPORIT . - '« SO PORTUNIPURR . | EER PPN
at..... U TPTORTICUTOTTPTUPSTORRRPRIN | ») 7:L13 I SRR vree o kBIS)

Your appearance is for the purpose of —

(@)**answering questions in connection with the matter stated above; and

(b)y**Producing the fcillowingw

(descrzbe books documents or objects) and be quesuoned
therewith.

*(State alleged unfuir business practice compluined of)

**( Delete whichever Is not applicable)

SO PP PPPRPPR (-}

Chief Executive Officer

Competition and Consumer Authority

RETURN OF SERVICE

Summons received bY......ooriviiiiiii e
Identity/Passport NUMDEL. . .o ovorvarirsecreenmennesnsmeemteisrsiacnemansen
DAL i s e e e

Time....... s v bean e (s A i an e trirratar e araars

Place........... Cerninans



FORM C

INVESTIGATING OFFICER’S IDENTITY CARD

(reg. 4)

COMPETITION AND COMPETITION AND COAT OF ARMS
CONSUMER AUTHORITY | CONSUMER AUTHORITY
LOGO

IDENTIFICATION

CARD

NAME OF OFFICER:
PASSPORT SIGNATURE OF OFFICER:
PHOTO
REVERSE SIDE

Issned under section 4 of the Consumer Protection Act, 2018
This Officer is engaged by the Competition and Consumer Authority under the powers
granted by the Consumer Protection Act and has been authotised to exercise the powers

vested in him under the Act.,

DATE OF ISSUE

SIGNATURE OF CHIEF
EXECUTIVE OFFICER

Property of the Competition and Consumer Authority. If found, hand it to an officer of
the Competition and Consumer Authority or to any Police Officer or mail it to the Chief
Executive Officer, Private Bag 00101, Gaborone




FORM D
ARRANGEMENT TO CONCLUDE COMPLAINT
{reg. M
Made before the
THE COMPETITION AND CONSUMER AUTHORITY

Between

R R R R R T R E R R L R R I

mterARetINIMEIEtIIAPANI LR L AR TR I bRL

COMPLAINANT

P N R R P PR R

and

R R R R R R R R R R R R R R R RN R R PRI P T T PR BT

SUPPLIER/SERVICE PROVIDER

Represented herein by

D R N I N R I R R RN RN P R L

WHEREAS THE PARTIES HAVING NEGOTIATED AND CONCLUDED THE

FOLLOWING ARRANGEMENT:
1. The supplier/service provider has engaged in unfair business practices, namely

A EPERNINEIAN LA tIAIEINAI NIt amlvrnnnnnwryrdnvrinrrrtiviadibaanaa

BacRcEaV eV U Il eahttdabAN s har T innsinarnin

TemtarmEmensndvati At el Al iaatrarranacstranTAd AR s oA I hE NS Aan

ArerrEELsesraserraematnbashrranarvavennans

2. The supplier/service provider shall:
2 X

R R N T N R R P PR R R R T L P T N R P P R NN

Beesracarvracdsiateditnatarsinntanannborminbarmrniomany

sadssvassarryerrarwan

sersaraava BevesrvrreNstaprranaa

sahtarisansrsvdemnarnta

P A PSR AS YRR AN AT LA PPN ERI P AT VP I IE s bbbt A s nanan At dn TR ARt tanibsasabbnsanban

YeraraveanrTry

PurdATAsLABAVIAP PN
2.3-.-.‘--.....- R R R R I R R S L Rl N R R N R RN

sranina

R R e N R e N e R R RN

[EEEET TR

Dl et e ettt e e et aeaar e er e e teeen o aaeeea e aenaes et setane s e aarseanaeraaeteneranas

R R L LR R R S R N P P RN T RN PR Y PR TR

Aressiarna

SEIFAPRNLAVIARN

R R R RN B N R R N N R R N R R R S LR

Aseraraamcanaarmaraas

“saepan

R I R R I N I T R T I R R R N P e Y R LR AL T T

araa

dAsntreveturtita

R RN R R R R N PN PR

B R AR R R N R

T N R Y R R

“evvrsnarrrvrNFAadbaa
2v8.ovv.--oov»»vuo.

BParRIIETRMIAOLEICOITNIRIIS Y S

S T LY R

I R O e

R LR LR R R R R R R R R R P P L R E Y R PR

N RN YRR RPN



...............

......

3. The Competition and Consumer Authority shall not act under Part (V) of the Consumer
Protection Act ot institute any other legal proceedings against the supplier /service provider

61 T:1+11-) OO USRI in relation to this Coraplaini that has been
resolved as foresaid.
Dated at........... Vesesvanaees this ........ Civcrveena eeeaveanas dayof....coviiiiniinninnn 20.......
T TN E S SES 1 iiiirairtiitranrerarrrsesnatrirseovatstssossasessraranensssonsimmimesses
For and on behalf of
COMPETITION AND CONSUMER AUTHORITY
WITNESSES  eiiiriciiiiiimiciansvirenneenans Cerrecenan e resedeanaans ferreamrennineras
For and on behalf of the SUPPLIER/SERVICE PROVIDER
WITNESSES

---------------------------------------------------------------------------



FORM E

ARRANGEMENT TO CONCLUDLE COMPLAINT (ACKNOWILIEGEMIENT)

(reg. 5(2)
PR PRI (Consumer) acknowledge that
have received the goods/service provided (HAMEY... ... ottt aecn or
1T = {577 L A0 1 R O O S O OO
From:

ConsumMEr SIZNALUIE . .out ..ottt ee it iiee st et rae e taeaiiaaaes

Stam:



FORM F

REFERRAL OF CASE TGO THE TRIBUNAL
(BY AUTHORITY OR COMPLAINANT)
(reg 6 (1))
To: THE TRIBUNAL
Cc: THE AUTHORITY THE COMPLAINANT

Concerning:
(Name and file number of compiaint)

|I. TAKE NOTICE THAT 1/We have referred the case to the Tribunal for the following rea-
sons:

@
(B) -oreoemommemmoem e

()

2. I/We bhave enclosed the foliowing attachments:
(@)

e ., - i - -

0

3. THUS DONE AND SIGNED this day of- year

......................

......

WITNESS



FORM G

COMFETITION AND CONSUMER PROTECTION AUTHORITY
NOTICE OF NON-REFERRAL OF CASE TO THE TRIBUNAL

(reg. 6 (2))

To:
------ — {the complainant details)

Concerning:
{Name and file number of complaint)

1. Take notice that in the matter of the afore-mentioned which has been under investigation

for day(s)/month(s), the Authority shall not refer the case to The Tribunal on
the following grounds;

(a)

&)

(e}
Etc.

2. The Authority has henceforth decided to: (tick as appropriate)
o Discontinue with the investigation

o  Extend the period of the investigation as provided for vnder section —-—--- of the Act
0 As per section ~--rracas of the Act, not refer to the Tribunal the following particulars
of the complaint:
1)
2)
3)

3. The indicated particulars shall not be referred to the Tribunal on the following grounds:

(@)

(&)

©



Name and Title of person authorised to sign:

Authorised Signature: Date:

MADE this 22nd day of November, 2019.

PEGGY O. SERAME,
Minister for Investment, Trade and Indusiry,



