
Housekeeping       Dispute and Complaints:  

Internal (Company to Company) Ref: Guidance to Part D  

Complainant: 
Lodges written 
complaint to 
compliance 
person 

5 
ordinary 

days 

Respondent: 
Replies If resolved: case closed 

SAMED: notify EO 

Respondent:  
No reply or not resolved 

Face to face meeting of 
compliance(s) person 

Notify MCA 

Face to face 
meeting CEO-CEO 

Not resolve: written complaint 
to respondent CEO 

5-10 working days 

Self-Regulation 
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Written 
complaint 

Reference 
section of 

Code infringed  

Proof or 
evidence  

Supporting 
material  

1 

Proxy 
Deviation 



Housekeeping 
External process: Lodging complaint with MCA  

Formal written 
complaint lodged 

with EO 

1. Proof of trying to 
resolve complaint 
with respondent 

2. Supporting 
literature for 
scientific issues 

3. Copies of relevant 
advertisements/ 
promotional 
material 

4. Any other relevant 
information 

5. Complaint form 
 

E0 informs  MCA 
MCA sends copy of complaint 
to respondent 

Respondent sends 
response to MCA 
 

MCA sends  copy of response 
to complainant 

Complainant responds to 
MCA 

MCA sends complainant 
response to chairperson of 
adjudicating panel 

EO appoint adjudicating 
panel 

EO inform MCA of 
adjudicating panel 

MCA to set up 
adjudication with 
panel. Hearing at  
their discretion. 

MCA to inform all parties of 
date, time & venue of 
adjudication 

MCA to take minutes & 
note sanctions 

MCA to ensure sanctions are 
implemented by respondent 

Accompanying 
documentation 

Accompanying 
Complaint fee: 

R20000 

Within 
timeframes 

Complainant can 
withdraw 
complaint 

For valid complaints 2wd 

EO scrutinizes all material 

Complainant is  Member of MCA ( 48.2) 2 



Housekeeping 
Complaint finding 
by adjudicating 
committee 

Appellant (respondent 
for complaint) gives 
written notice to EO 
‘Notice of Appeal’ 

EO Makes copies of 
adjudication 
proceedings available to 
Appellant 

Appeal fee : R65 000 

EO advices other party 
(respondent) that 
appeal has been 
lodged & provide 
copies of adjudicating 
proceedings 

Respondent send 
written response 
to EO 

MCA provides 
copy of 
respondents 
response to 
Appellant 

EO to make 
recording of 
hearing & note 
outcome of 
appeal 

Appeals 
Committee 
Chairperson 
to certify 
transcripts 

Chairperson to 
ensure 
proceedings are 
transcribed 

EO to inform 
parties of 
date, time & 
venue of 
appeal 
committee 
meeting/ 
hearing 

EO makes 
copies of 
records to 
Appeal 
Committee 

Outcome can 
be published 

on MCA 

EO to ensure 
sanctions are 
implemented 

EO refers to 
DOH 

Process ends 

To company notice 

Appeals Process 

If no satisfactory 
outcome 
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