
 

 
 

          20 March 2020 
Dear Stakeholder,  

 
Following recent global developments, as well as our President Cyril Ramaphosa’s announcement on 
Sunday declaring the Coronavirus a national disaster, the CGSO has had to urgently review its 
operations in order to safeguard the health of its employees while ensuring that it continues to service 
its  customers and stakeholders.  

While the CGSO has not been directly impacted by the virus as yet, we are taking the situation 
extremely seriously and putting in place measures to contain its spread. Our focus is on doing what we 
can to ensure the safety and wellbeing of our employees and visitors, insofar as this is possible, while 
still delivering, servicing our clients’ needs and continuing as business as usual, to the highest standards 
possible in the circumstances. 

We are taking the situation extremely seriously and putting in place measures to contain its spread. As 
a result, and taking into account the ban on gatherings of more than 100 people as well as travel to 
some destinations, we have decided to implement the following measure with immediate effect: 

Managing the Spread of the Virus 

 keeping our employees constantly informed of the ongoing situation and measures to protect 
themselves, their colleagues and families;  

 restricting international and domestic travel by our employees;  
 requiring self-isolation by employees who have recently travelled overseas where applicable; 

and  
 taking steps to ensure that our premises are properly sanitized and secured. 

We will also support those who need to self-quarantine or require testing. 

Management of Calls and Complaints 

We have assessed how complainants and suppliers communicate with us and have determined the 
following: 

 We receive an average of 40 complaints and 81 calls per day;  
 In the past 11 months, 99% of complaints were lodged through email and the website; 
 We get an average of 4 walk ins per month;  
 99% of our case resolution is done through correspondence; 
 Our case management system can be accessed remotely by all complaints handling staff; 
 Consumers are advised  to send an SMS “CGSO” to 48030 and they will be called back should 

they need to make enquiries, lodge complaints or follow up on their cases; 
 Suppliers and complainants are required to communicate through email and other 

technologies; and 
 Should a telephonic discussion be essential a number to call for urgent matters will be provided; 
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Work from Home Protocols 

 All vulnerable and affected CGSO staff who are pregnant, using public transport and with 
children in creche or primary school with no caregivers will be required to work from home from 
23 March 2020 to 13 April 2020. 

Planned Meetings, Workshops and Joint Events 

 Effective immediately, the physical attendance of all CGSO-hosted meetings on our premises 
are now suspended until further notice;  

 CGSO encourages members and stakeholders to make use of Zoom, email and other 
technology, to ensure effective continuation of industry activities and projects as far as possible.  

 Meeting attendees are requested to keep an eye on their e-mails, for notifications of how 
respective meetings will be conducted, or cancelled if not critical and agreed by the meeting 
chairperson; 

 Except for specific arrangements and approvals, all CGSO employees have been instructed to 
avoid attending any external meetings;  

 Effective immediately, all CGSO-hosted participant training will be suspended until further 
notice;  

 Attendance and participation in joint workshops with the Provincial Consumer Affairs Offices, 
other Regulators and Stakeholders will also be suspended.  

A COVID-19 task team, which includes senior management, will continue to monitor the situation as it 
develops and may modify our response as appropriate.  

If it deteriorates to the point where we need to close our offices in the interests of protecting our 
employees, clients and the wider communities, we will implement a stage 2 complete shut-down where 
everyone will be required to work from home. We have made the necessary arrangements to ensure 
all key staff are equipped with the necessary resources to be able to effectively work from home. That 
said, we are set up to operate remotely and will continue to deliver a high standard of service to our 
stakeholders regardless of location. 

We will advise you of the revised dates for any suspended meetings once there is more certainty in this 
regard and apologise for any inconvenience.  

Please take care as we navigate through these difficult times. 

 
Regards 
 
 
 
  
 
___________________ 
Queen Munyai 
CEO 


