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1. INTRODUCTION
Section 16(1)(b)(i) of the National Credit Act 34 of 2005 (“the Act”), empowers the National Credit Regulator 
(“NCR”) to provide guidance to the credit market and industry by issuing explanatory notices on the 
interpretation of the Act. 

2. PURPOSE OF THIS GUIDELINE
The purpose of this Guideline is to clarify the standard of “credible evidence” required to verify disputed 
consumer credit information and to ensure consistent, fair, and lawful treatment of all disputes handled in 
terms of section 72(3) of the Act and its Regulations.

3. BACKGROUND
There is a recognised need for clarity on the standard of evidence required to confirm or correct disputed credit 
information. Inconsistent practices across the credit market have led to consumer prejudice, poor-quality data, 
and misaligned reporting.

Accurate and verifiable credit information is essential for the integrity of the credit reporting system. Where 
disputed information cannot be supported by credible evidence, it must be removed in accordance with 
section 72(3).

This Guideline provides clear parameters for what constitutes credible evidence to ensure that credit 
information is verified, reported accurately, and classified correctly. Consistent standards support fair treatment 
of consumers, reliable credit decision-making, and compliance with the Act and its Regulations.

Although some data suppliers fall outside the NCR’s direct regulatory jurisdiction, their conduct affects the 
quality and integrity of credit information. This Guideline therefore outlines expectations for all entities that 
provide data to credit bureaus.

4. DEFINITIONS
For purposes of this Guideline,

Dispute/Challenge means: where a consumer challenges the accuracy of consumer credit information on their credit 
profile in terms of section 72(3) of the Act.

Credible evidence means: Objective, reliable and verifiable information that is sufficiently detailed to prove, on a 
balance of probabilities, that the disputed credit information is accurate. This typically includes documentary records 
generated in the ordinary course of business (such as contracts, statements of account, court orders, cession 
documents, system logs and communications records) that can be independently verified. Furthermore, what 
constitutes credible information depends on the nature of the consumer's factual enquiry and factual dispute.

Data supplier means: Any person or entity that supplies consumer credit information to a credit bureau, including 
credit providers.

5. THE STATUTORY PROVISIONS

5.1. Section 72(3) of the Act provides that:

“If a person has challenged the accuracy of information proposed to be reported to a credit bureau or to the national 
credit register, or held by a credit bureau or the national credit register, the credit provider, credit bureau or national 
credit register, as the case may be, must take reasonable steps to seek evidence in support of the challenged 
information, and within the prescribed time after the filing of the challenge must: 

(a) provide a copy of such credible evidence to the person who filed the challenge; or

(b) remove the information, and all record of it, from its files if it is unable to find credible evidence in support of the 
information…”

5.2. Regulation 20(2) of the Act states that: 

 “If the accuracy of the consumer credit information has been challenged by a consumer in terms of section 72(3)(a) 
and (b) of the Act, the person to whom the challenge has been made must take the steps set out in section 72(3) 
within 20 business days after the filing of the challenge.”
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6. PRINCIPLES FOR CREDIBLE EVIDENCE

6.1. In applying this Guideline, credit bureaus and data suppliers must ensure:
6.1.1. Objectivity: Evidence must consist of objective, factual records and not opinions or unsupported 
                  assertions.
6.1.2. Contemporaneity: Evidence should, wherever possible, have been created at or near the time of the 
                  event being verified.
6.1.3. Traceability and auditability: Evidence must be capable of independent audit, including system logs 
                  that show dates, times, and communication channels.
6.1.4. Sufficiency: Evidence must, on a balance of probabilities and prima facie, confirm the accuracy of     

the disputed information. Bare confirmations (i.e. “the listing is correct”) do not meet this standard.
6.1.5. Data protection compliance: All evidence must be obtained, stored and shared in line with   

applicable privacy and confidentiality requirements.

7. OBLIGATIONS RELATING TO CREDIBLE EVIDENCE

7.1. Credit bureaus must take reasonable steps to seek and provide credible evidence in support of
disputed credit information within twenty (20) business days as required by section 72(3) read with
Regulation 20(2) to the Act.

7.2. Credit bureaus must provide a copy of such evidence to the person who filed the challenge.

7.3. Credit bureaus must, upon receipt of a dispute, temporarily mask the disputed information during the
investigation. If credible evidence supporting the information cannot be obtained within the
prescribed period, the credit bureau must remove the disputed information and all record of it from
their files.

7.4. Credit bureaus must keep adequate records of all disputes, the evidence obtained and the outcome of
each dispute, in a format that allows effective auditing by the NCR and other authorised bodies.

7.5. Credit bureaus must ensure that procedures are in place to prevent the re-insertion of information that
has been removed whether due to a lack of credible evidence or because credible evidence indicates
the information is inaccurate, unless new credible evidence is subsequently obtained.

7.6. Credit providers must maintain adequate internal records and respond promptly to evidence requests
from credit bureaus.

7.7. Credit providers and other data suppliers must acknowledge that bare confirmations (for example “the
listing is correct”) without supporting records do not meet the standard of credible evidence required
by section 72(3).

7.8. All data suppliers who submit information to credit bureaus should:
7.8.1. keep adequate internal records to support the information they submit;
7.8.2. respond promptly and reasonably to requests for information from credit bureaus in relation to   

consumer disputes;
7.8.3. provide objective, verifiable records in line with the minimum evidence requirements in this    

Guideline when requested to do so; and
7.8.4. ensure that the gathering, storage and disclosure of information complies with applicable data 

protection and confidentiality laws.
7.9. Consumers have the right to dispute any inaccurate or incorrect information about them that is being 

reported or is already held by a credit bureau and may require the credit bureau to investigate the  
accuracy of any challenged information free of charge.

7.10. Consumers must submit disputes relating to the accuracy of their consumer credit information to any 
of the hosting credit bureaus. The credit bureaus must handle such disputes in line with the applicable 
provisions of the Act and the Regulations. The procedures for the submission and resolution of 
consumer credit information disputes are detailed in Guideline 005/2024 issued by the NCR.

7.11. Consumers may submit supporting documents, but the primary duty to locate credible evidence rests 
with credit bureaus and data suppliers.
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Disclaimer:  

While the NCR has taken reasonable care to ensure the factual accuracy of this guideline, 

it cannot guarantee such accuracy, especially with regards to future events. Accordingly, 

NCR does not accept any liability for damages incurred by any party as a result of 

decisions or actions taken pursuant to this guideline. 

8. MINIMUM REQUIREMENTS FOR CREDIBLE EVIDENCE

8.1. Credit bureaus must obtain credible evidence to support disputed information within twenty (20) 
business days of receiving a dispute.

8.2. Annexure A sets out the minimum evidence required to confirm the accuracy of each type of disputed 
credit information.

9. EFFECTIVE DATE

This Guideline is effective immediately.

FOR MORE INFORMATION, QUESTIONS OR CLARITY RELATING TO THIS 
GUIDELINE: 

Please address all queries to the Executive Legal Unit at ExecutiveLegalUnit@ncr.org.za  
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