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Turbulent trip to get a refund from British Airways

T

he Consumer Protection Act
(CPA) also applies to foreign
companies operating in
South Africa, and that includes
British Airways (BA), whose call
centre agent, Bhavneeta, told Leo
and Colleen Harford of Vredehoek
that it had no relevance when their
planned overseas trip had to be
cancelled because of an emergency
medical procedure.
Not only that, the Harfords battled to get back the R29 065.44 they
paid for their flights.
Ms Harford wrote to BA, “My
husband and I are booked to fly on
Saturday May 9 from Cape Town to
Heathrow London and return on
Sunday May 31, but we need to cancel these bookings as my husband
has a serious heart complaint and
will not be able to fly. Please will you
cancel the bookings and refund the
amount that was paid by credit card
to Leo Harford,” and she included
a letter from a specialist physician
confirming her husband’s condition.
Then Mr Harford wrote to BA

again: “My wife, Colleen, was told
when she phoned BA on 011 441
8600 and spoke to Pravda, that the
email (April 30) had been received
and we would receive a refund less
R1 600 for each passenger within
10 working days. We didn’t receive
any refund and on May 20, Colleen
phoned again and spoke to Ashwin,
who then conveniently changed
the refund period to three weeks.
Then on May 29 I called for the first
time as I was too ill to do so before,
having undergone open heart surgery. I spoke to Bhavneeta who said
she had received the email cancelling the flight but said there
would be a deduction of R1 600 for
each passenger. While I waited she
contacted the refunds department

and then told me an extra R42
would be deducted for each passenger. When I agreed, she said there
would be another waiting period of
between seven and 10 days. I understood from her that ‘my medical
problem had no bearing on my
right to cancel’.”
Mr Harford told Bhavneeta that
he had an angiogram on May 4 and
a coronary bypass on May 8.
But it appeared to be like water
off a duck’s back. The Harfords also
received an email from BA that the
airline was unable to retrieve their
booking reference 24AEY2, “Even
though the four people we spoke to
at different times were able to trace
it and confirm that it was with the
refunds department,” Mr Harford
said.
“We would really like to get our
money back from BA who have
treated us so shoddily. Can you
help us?” the Harfords asked.
Spokesman for British Airways,
Stephen Forbes said that they were
investigating. “The refund should
not have taken so long and the

regional commercial manager has
now chased this up to make sure it
happens,” he said. But nothing
happened.
After some more prodding, BA
told me the refunding of Mr Harford’s tickets had been poorly handled. “He should have received the
money within a week to 10 days of
his first call. There are various reasons this did not happen, none of
which are an excuse. This is not the
sort of customer service we aim to
provide. We will be calling Mr Harford to apologise and ensure that
he gets his refund within the next
24 hours.
“The responsible managers have
been told what the problems were
(although BA didn’t tell me what
they were) and will make sure this
cannot happen again,” said Mr
Forbes, who confirmed that the
transaction had been done.
“We received R22 869.44 in two
payments of R11.434.72,” said Mr
Harford. “But there is still a shortfall of R2 996 on the agreed refund
amount,” said Mr Harford who

added that he had received a call
from Mr E Frost of BA who promised to sort it out.
The Harfords received an email
and an apology from BA’s commercial support manager, Heidi Catt,
giving him a breakdown of the figures, and confirming the shortfall
had been paid.
“But,” said Mr Harford, “When I
asked BA to give me breakdown of
the figures they appeared reluctant
to commit to anything in writing.
However, we finally got our refund
less the interest we had to pay on
the money we borrowed from our
access bond.
“It should not have taken more
than 10 working days, but I am certainly happy with the final result.
Thanks for your help,” Mr Harford
said.
The CPA is quite clear about
cancellations and refunds: If the
consumer has made a reservation,
the full amount must be refunded
in full if the booking has been cancelled because the customer has
been hospitalised or has died.

■ John Lucas of Durbanville is making strides in the field of
conservation innovation.

■ John Lucas raises conservation awareness at schools in the Cedarberg.

Durbanville resident has a passion for citizen science
MIKA WILLIAMS

At the tender age of 7, nature conservationist John
Lucas told his mother he would like to own a game
farm.
Years later, that dream has morphed into
Explore4knowledge, an organisation the 26-year-old
Durbanville resident created to teach pupils about
nature conservation and promote “citizen science”
projects.
After completing matric, Mr Lucas studied nature
conservation at Cape Technikon in the CBD and later
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He said the “citizen sci“I have always been interence approach” was growested in conservation and
have had a passion for it since I was a boy. ing globally with organisations and
As I grew older, I gained knowledge and research entities creating such projects.
“The major research project for my
the understanding about what is needed
Master’s degree looks at water quality. Sciin the industry,” he said.
entists can’t do everything, and if we can
Explore4knowledge started in 2011.
“It started after a group of friends and give members of the public tools they can
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use to quickly conduct a mini-SASS assessment and using their smartphone upload
the information to a specific database that
will help to share the load.”
He said Explore4knowledge empowers
others through learning, initiatives and
projects.
He said anyone could benefit from
Explore4knowledge.
“We tailor-make our syllabus to suit the
audience we are talking to. I have spoken
at the graduate school of business, to corporate CEOS and Grade R pupils,” he
said.
Some of his other accolades include
being nominated for the Enviropaedia
awards in the youth category for innovation in conservation in September last
year.
“In November last year South African
National Parks (Sanparks) presented me
with the Kudu Award for the establishment of Explore4knowledge.”
Mr Lucas outlined the province’s current conservation challenges.
“As a country, fresh-water resources are
something one never looks at but which is
a dwindling resource. In the Western
Cape, 76% of our rivers are classed as critically endangered. A river works as an ecosystem and if one component is removed,
the entire river falls apart. It’s not that our
rivers will dry up; it’s a case of us polluting
our rivers to such an extent that we can no
longer use them for consumption.”
● Visit www.explore4knowledge.com
to learn more.

