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Hands up if you tried to trim your fringe during lockdown, like your hairdresser does it. Did you try to ‘DIY’ 
your kitchen renovation like your local builder? Did you attempt to bake banana bread like your local baker? 
Or make a perfect pizza dough like your favourite pizzeria? Did you manage to master yoga in your lounge, like 
you’d do it at the gym? Suffice to say Covid-19 has taught us to appreciate small businesses. Most of us have 
realised that nobody does it quite like our locals do. Now, more than ever, we know how much we need them.

Everyone has a local. You know that spot nearby that you love to pop into. They always have what you need and 
if they don’t, they know how to find it for you. Best of all, the staff know you by name. As of the middle of last 
year, small businesses made up *98% of businesses in South Africa, employed 50%-60% of its workforce and 
contributed 39% to its GDP. Successive lockdowns and the general impact of a once-in-a-generation pandemic 
have since taken a massive toll on our economy and, more importantly, on those locals that have come to 
occupy a special place in our hearts.

So, to celebrate our favourite small businesses, Santam continued its Most Loved Local initiative, a survey 
aimed at spotlighting some of the country’s best and brightest SMEs. As in 2019, we embarked on a journey to 
find the 12 Most Loved Locals in the land. We asked South Africans to identify their favourite small businesses 
in 12 categories that included Car Wash, Restaurant, Furniture, Fitness/Health, Beauty, Entertainment, Food 
Market, Butcher, Bakery, Material Supplier, Dry Cleaner, and Pharmacy/Wellness. We also delved deeply into 
what it takes for a business to turn its customers into its greatest fans.

One of the main goals behind this initiative was to spread goodwill about the resilient and special businesses 
dotted across the country. In doing so, we found that these businesses had a lot they could teach the rest of 
the country about weathering storms. Most importantly, we wanted to motivate South Africans to buy local, 
because these are the businesses that will be at the forefront of reviving our economy.

We hope that the insights gleaned from this report will help propel the local businesses that we love so much 
to greater heights.

*Source: McKinsey: www.mckinsey.com/featured-insights/middle-east-and-africa/how-south-african-smes-can-survive-and-thrive-post-covid-19
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Research Methodology

Demographics: Group profile (2 489 Respondents)

Santam commissioned World Wide Worx to conduct an independent study. Using scientific methodologies to 
ensure results that were both credible and nationally representative, the research process was conducted in 
two phases. First, they used a combination of Google Maps business and Tripadvisor ratings to select the most 
highly rated businesses in each major city/metro area. Five businesses were shortlisted per geographical 
region in each of the 12 categories. In phase two, the shortlist was inputted into a mobile, text-based survey 
platform to conduct a survey with a minimum target sample of 2 400 respondents. The results of this survey 
determined the overall, national winners in each category.

Gender:Province:

GAU

WC

NC

LIMP

NWP

FS

MPU

EC

KZN

42%

21%

2%

4%

4%

4%

5%

6%

14%

52% 48%

Note: The sample sizes per province are nationally representative, aligned with the economically active population per province. Also note, totals do not 
always add up to 100%, due to rounding up or down of subtotals to make up whole numbers.
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Panel of experts

Gerald van Wyk 
Santam

Arthur Goldstuck
World Wide Worx

Gerald is the Executive Head of Strategic Business Development for 
Santam where he is responsible for identifying and driving targeted 
growth opportunities and strategic partnerships for the Group. He is 
also responsible for developing new market opportunities and acting as 
Santam’s representative across a number of key stakeholder relationships.

Gerald re-joined Santam in 2018 after a previous association with the 
insurer as a relationship manager and regional manager from Gauteng 
West & the Vaal region.
 
He holds a BCom degree in Risk Management from Unisa, with extensive 
experience in the short-term insurance industry. He is also a past president 
and former executive council member of the Insurance Institute of Gauteng 
(IIG).

Arthur is an award-winning writer, analyst and technology commentator. 
A winner of SA’s Distinguished Service in ICT Award, he is the author of 19 
books and editor-in-chief of South Africa’s longest-running online consumer 
technology magazine, Gadget.co.za. He also writes a weekly tech trends 
column for the Sunday Times, South Africa’s largest-circulation newspaper, 
and a weekly consumer technology feature for The Citizen.

He is the founder of World Wide Worx, leaders in groundbreaking market 
research. The company won the Business-to-Business Marketing category 
at the Sabre Awards 2019 for its research on behalf of customers. Arthur 
presents his insights to audiences across the globe, and in 2021 was inducted 
into the Southern African Speakers Hall of Fame.
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SECTION 1

THE MOST LOVED 
LOCAL BUSINESSES IN 

SOUTH AFRICA
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Here are South Africa’s Most Loved Local 
businesses across 12 categories

Viva Gym Walmer

Outeniqua Family Market 

23 on Hazelwood

The Boer & Butcher  
Durbanville

Wash-Day Angels 
Adendorff Machinery 
Mart Rustenburg

Fitness

Food Market

Bakery

Butcher

Dry Cleaning

Building Material Supplier

Block & Chisel Illovo 

Sun City Casino

Home Decor

Entertainment

Belly of the Beast Fleur De Lis Spa

Restaurant Spa

5

Dis-Chem Pharmacy White 
River
Dis-Chem Pharmacy White 
River

Pharmacy

5 Star Car Wash 
Car Wash
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Outeniqua Family Market George

Most Loved Local Food Market
Over a decade ago, former supermarket owner Deon Mocke decided that it was time for a change. After 
consulting with friends and loved ones, he decided that starting a family-friendly farmers’ market near 
one of the country’s busiest stretches of road would be a great way to reinvest the money he had received 
for selling the store. There was just one problem, Deon didn’t know very much about how to operate a 
farmers’ market.

Undeterred, he began travelling the length and breadth of South Africa, visiting every farmers’ market he 
could to better understand the business. Then he went to Egypt, Thailand and Southeast Asia for overseas 
inspiration. The result? The Outeniqua Family Market now attracts over half a million visitors per year 
(pre-pandemic) and, more importantly, has become one of that community’s Most Loved Locals.
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“Great market, pet friendly 
and the Lavish table stall 

makes the best nachos I have 
ever had.”

- Facebook Review

“A stunning market for the whole 
family. A great variety of food to 

enjoy under the big shady trees while 
listening to live music” 

- Google Review

“It’s a family market; something for everyone. Huge ‘enclosed’ playground 
(a thankful toddler parent), ‘trailer’ rides, great variety of foods, fresh air. 

Very nice morning thing to do.”  
- Google Review

What does being voted one of the country’s 
most loved locals mean to you?

“My mother was 78 when she won her first award 
from the municipality. It was such a wonderful 
moment for her. I guess I feel what she must have 
felt at the time. You know you work hard your 
whole life and just try to be as honest as possible 
and hope that it goes well.”

www.outeniquafamilymarket.co.za Opposite the Garden Route Mall, 
on the N2

@outeniquafarmersmarket 
(Facebook)
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Most Loved Local Restaurant
Monotony is often the enemy of creativity. This was certainly the case for Niel Swart and Anouchka Horn who 
used to own a restaurant where the regulars loved their food so much that tinkering with the menu was an 
option that was taken off the table. Having sold their business three years ago, the pair decided it was time to 
try something new, thus Belly of the Beast was born.

Their restaurant specialises in intimate eating experiences. There are no menus. You simply arrive and let 
yourself be immersed in a snout-to-tail dining experience.

Belly of the Beast
Cape Town
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“One of the best contemporary dining experiences in Cape Town! 
Fresh and flavorsome, every bite delectable! Thank you for a 

wonderful experience!”  
- Facebook Review

“Try the tasting menu with the 
wine pairings. Fabulous. Flavours 

are incredibly whimsical and 
satisfying.” 

- Facebook Review

“Just loved the fact that it was small 
and intimate with delicious food 

and wonderful staff. Thanks for a 
fantastic evening.” 

- Dineplan Review

 What makes your business stand out?

“Because we are so small (24-seater) we can do 
attention to detail really well. I have always hated 
cooking for large groups of people and having 
an establishment this size really lends itself to 
making sure every part of the dining experience 
is done just the way we want it to be. We are so 
grateful that people seem to be enjoying it.”

www.bellyofthebeast.co.za 110 Harrington Street, Cape Town @BellyoftheBeast_CT 
(Instagram)
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Fleur De Lis Spa
Durban

Most Loved Local Beauty Business

Back in 2011, Alvina Naidoo had a dream and two spa rooms. Getting to where she was at that moment had 
been a long road. Raised in Phoenix, Alvina’s family was not well off, but she would never have known it. Doted 
on by her parents, it was only when she got older that the gravity of their financial limitations became clear 
to her. Undaunted by the idea that she would have to carve her own path, she set up a mobile spa during the 
World Cup. 

That did so well that she was able to purchase a small two-room spa space. Now, Alvina owns multiple 
sites and helps thousands of clients annually. Fleur De Lis is the flagship of her growing empire, with 
people from far and wide seeking it out as part of their self-care journeys.
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“Wonderful experience, 
and excellent service 

provided.” 
- Google Review

“Absolutely amazing value for 
money!!! My wife and I booked a 

couple’s package for a last-minute 
birthday treat and we thoroughly 

enjoyed our experience.” 
- Google Review

“What an amazing place with friendly and warm staff. Mandisa 
was simply delightful, made my experience a 5-star one, and even then, that 

rating would fall short of my awe.”  
- Google Review

What does being voted one of the country’s 
most loved locals mean to you?

“We are deeply honoured to have been chosen by 
our community for an accolade like this. Behind 
the scenes, we have spent a lot of time and 
resources making sure each client that walks into 
our spa feels special and leaves stress-free. So, 
it is really special to see that the hard work is 
paying off.”

www.spadurban.co.za 315 Peter Mokaba Rd, 
Musgrave, Durban, 4001,

@Spadurban (Instagram)
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Alvina Naidoo, owner



Most Loved Local Pharmacy
Service at chain stores could find yourself waiting a while. Lorna Botha and her staff at the Dis-Chem in 
White River, Mpumalanga, are the exception to that rule.

Lorna is passionate about ensuring every customer who enters her doors walks away with a smile on their 
face. That’s why so many voted her Dis-Chem one of the country’s Most Loved Locals.

Dis-Chem Pharmacy 
White River

Nelspruit
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What makes you stand out?

“We stand out because we are a close-knit family. 
I know all the staff personally. I’ve been to their 
houses and met their children. That means we all 
share the same ethos when it comes to wanting 
every customer to leave the store happy and we 
all work very hard to make sure that happens.” 

www.dischem.co.za/white-river-crossing-
mpumalanga

Shop 28 White River Crossing, 2 
Vereeniging Drive, Cnr Sabie Road 

(R537) and Chief Mgiyeni, White River, 
Mpumalanga, 1240

@Dischem_pharmacies 
(Instagram)

“The staff are helpful and friendly. All Covid-19 rules 
are adhered to.”  

- Google Review

“Like all Dis-Chem stores this branch is fully stocked with most pharmacy 
products, including plenty of gift ideas. They also have a winter range of 
socks, gloves, slippers and hot-water bottles. The staff are helpful and 

friendly. All Covid-19 rules are adhered to.” 
- Google Review
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The Boer & Butcher  
Durbanville

Cape Town

Most Loved Local Butcher
What do a 60 m2 hair salon and meat have to do with each other? Well, back in 2012, Edu took over a space 
that had been designed for sculpting hair and converted it into a place where he could sculpt cuts of meat 
instead. The idea to start The Boer & Butcher stemmed from his desire to sell his produce directly to the client, 
rather than having to go through a middleman.

The Boer & Butcher has been able to deliver a product that is unrivalled in quality and whose success 
feeds into the communities that support it.
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“We had an excellent butcher’s 
breakfast, and then bought some 
biltong steaks, sourdough bread 

and boerewors. I am going to try the 
hamburger patties next 

time for sure.” 
- Google Review

“Definitely recommend them. Bought a whole lamb; they packed and labelled 
each pack. Meat looks good and not too fatty. Very friendly staff and helpful. 

Definitely going back for my next purchase, thinking of a lekker steak.”
- Google Review

“Had a great meal at the bistro 
while waiting for my meat order 
to be packed. I’ve never been let 
down by The Boer & Butcher. The 

burgers are especially a must-
try.”

- Google Drive

What does being voted one of the country’s 
most loved locals mean to you?
“I think for us as a team being recognised now 
by the public as a loved local business tops it for 
us. We are also honoured and privileged to be 
able to use this platform as a vehicle to create 
opportunities in the community.”

www.boerandbutcher.co.za 27 Main Road, Durbanville @theboerandbutcher (Instagram)
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Block & Chisel 
Illovo 

Most Loved Local Furniture Business 

Thirty-four years ago, master cabinet maker Sibley McAdam and Lynn McAdam combined their eye 
for timeless design and a love for traditional quality craftsmanship to create Block & Chisel. Fast- 
forward three decades and seven stores later, and this local business – whose designs are inspired 
by the past and handcrafted for the future – has become one of the country’s premier names in 
furniture. 

Johannesburg’s Illovo branch in particular has come to epitomise what bespoke, high-end service 
should look like. It should come as no surprise then that for furniture lovers across the nation, 
Block & Chisel in Illovo is one of our Most Loved Locals.
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“An outstanding store filled with 
beautiful merchandise. Something 

for everyone’s taste in home 
furnishings.”

- Google Review

“The service is awesome.  The 
environment is just divine. 
Tshiamo Machaka gives you 
VIP treatment as if you are 

their only customer.” 
- Google Review

“Beautiful furniture, decor, carpets and helpful staff that knows their 
products. Excellent service…” 

- Google Review

What does being voted one of the country’s 
most loved locals mean to you?

“We’ve always prided ourselves on creating 
beautiful, handcrafted pieces. For people to come 
out and say that our work and our service is the 
Most Loved is something that is incredibly special 
to us.”

www.blockandchisel.co.za 40 Central Ave, Sandhurst, Johannesburg @blockandchisel (Instagram)
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Margie Robbertze, JHB area manager



Adendorff 
Machinery Mart 

Rustenburg

Most Loved Local Building Material Supplier
One thing the pandemic has taught us is how to DIY. Confined to our homes, we delved deeply into 
plumbing, carpentry and just about anything else that would keep us occupied during the lockdown. 
Many turned to Adendorff Machinery Mart, which specialises in everything from home DIY gear to the 
kind of machinery that wouldn’t be out of place in a factory. Of the 24 stores nationwide, the Adendorff 
Machinery Mart in Rustenberg has been voted the standout performer.

By not only providing outstanding service but also furnishing locals with the tools to build their DIY 
dreams, this Most Loved Local is the perfect example of how doing it yourself can be a rewarding 
experience.
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“Staff friendly, helpful and store is 
well stocked :-) will definitely order 
from them again, but this time, will 

get them to deliver.” 
- Google Review

“Need a drill? Screwdrivers? Torque wrench? 14lb builder’s mallet? 
Workbench? Lathe? Compactor? Gennie? You get the picture - the 
place is huge and has pretty much anything you could need in your 

garage or shop.” 
- Google Review

“I would give 10 stars if I could for 
the service I received from these 

okes. JP, Andre, Robin, the service 
was excellent. Well worth the R170k 

spent. Thanks.”
- Google Review

What makes your business stand out?

“Helping people build things is our passion and 
we try to infuse that passion into everything we 
do. To be honest, we never thought we would be in 
line for something like this, but I guess it speaks 
of how hard our staff work to make and keep our 
customers happy.” 
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David Jacobs, owner

www.adendorff.co.za Oliver Tambo Drive Corner Beyers 
Naude Drive (R104)

 @adendorffmachinerymartsa (Instagram)

Fan Reviews



Most Loved Local Laundry Business

Have you ever found yourself wondering how to clean a puffer jacket? Apparently, you’ll need a brush, 
some detergent and a couple of tennis balls. Alternatively, you could just call Wash-Day Angels, 
Kimberley’s premier luxury laundry and ironing service. 

Whether you are just in town for a quick meeting or live in the area and don’t feel like doing the laundry 
yourself, Wash-Day Angels has built a reputation for offering a bespoke service that the City of Diamonds 
loves.

Wash-Day Angels
Upington
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“Our laundry was returned spotless 
on both occasions. Prices are 

calculated per kg. 
They offer an ironing service 

too at an extra small fee.”
- Facebook

“I like the atmosphere in the 
laundry and I trust them with my 
clothes that they will do a good 
job. Also, the place is easier to 

find.”
- Facebook

“Great service, will definitely recommend it!”
- Google Review

What makes your business stand out?

“Our aim is always to provide our customers with 
the best service possible. That means we’re not 
just interested in cleaning people’s garments, we 
also want to make sure we give them great advice 
and have them leave with a smile.” 
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www.washdayangelslaundry.co.za 1 Law Street, New Park, Kimberley

Hermus Venter, owner



Sun City Casino
Rustenburg

Most Loved Local Entertainment Business

As a South African, visiting Sun City is basically a rite of passage. Whether it is the Valley of the Waves, 
the plethora of surf and safari options or the world-class casino, Sun City has long been a national 
favourite when it comes to family entertainment. 

Having hosted the likes of Michael Jackson, Drew Barrymore, Adam Sandler and Tiger Woods, Sun City is 
not just well loved locally but also across the globe.
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“This is a place to be if one needs 
to re-energize. The service is super 

good and environment out of this 
world. I was so glad about excellent 

Covid-19 protocols that were 
followed, we really felt safe with our 
family. Thank you, you will definitely 

see us again.”
- Google Review

“Clean and super service. Place 
is professional and absolutely 
international class. Staff are 
never just sitting and lazing 

around, everyone is always doing 
something and keeping the place 

running smoothly ... loads for 
kids and adults to do.”  

- Google Review

“Almost back to what it used to be before Covid. A lot of maintenance happening 
and very neat. An enjoyable experience.” 

- Google review

What does being voted one of the country’s 
most loved locals mean to you?

“Having been a staple in South African culture 
for so long it is incredibly humbling to know we 
still hold a place in the nation’s heart, especially 
because of how hard this pandemic has been. We 
would like to offer our sincerest thanks to South 
Africa for this honour.”

www.suninternational.com/sun-city Rustenburg, North West Province  @suncityresortsa 
(Instagram)
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 Enid Vickers, Sun City public relations 



Most Loved Local Car Wash

In certain parts of the country, getting your car washed isn’t just about getting your vehicle cleaned. The 
car wash is where impromptu weekend plans get made and music videos get shot. It’s where business 
deals get negotiated and the very best of local street food gets sampled. At 5 Star Car Wash, all of this is 
combined with the inimitable vibrancy of South Africa’s coolest kasi, Soweto, to create the country’s most 
loved local car wash. 

Owners Thulani Msimang and Nkosana Dlamini pride themselves on offering the very best in South African 
street food, while clients have their four-wheeled babies taken to the cleaners. In short, 5 Star Car Wash 
offers food, fun and shiny wheels – what’s not to love?
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“I absolutely loved their service; they 
have a system in place whereby they 
run things efficiently and effectively 

while offering the best quality service. 
We didn’t even wait long for the car to 
be all done, but needless to say, it was 

cleaned to perfection, spotless and 
smelling as fresh as ever. They really 

do back up their name.”
- Google Review

“The service is great, the people 
are friendly and clean, the whole 
establishment is tops, safe and 

clean. The quality of their service 
deserves more than 6 stars. I will 

most definitely recommend the 
place to everyone.”

- Google Review

“The 5 stars here are definitely earned.” 
- Google Review

What makes your business stand out?

“We are proudly South African. Extremely so. As a 
result, everything we do is infused with local flair 
and flavour. We also aren’t scared to lean into our 
roots. We’re a local business and want to build 
our business within our community rather than 
succeed and move away.” 

340 Moroka Nacefield Rd, Mofolo South, 
Johannesburg 
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23 on Hazelwood 
Pretoria

Most Loved Local Bakery

Nestled in our capital city’s Jacaranda laden streets, 23 on Hazelwood is a haven for mavericks and 
creative entrepreneurs. Boasting a restaurant, craft bakery and a full-service menu, this home for the 
‘hustlers’ is perfect for the work-from-home crowd. 

While the food may be delicious, the baked goods are where 23 on Hazelwood really tickles local fancies 
and it’s thanks to its confectionery kings and queens that this trendy Pretoria hangout is one of our Most 
Loved Locals.
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“Great food, good portions, 
well priced. The service 
is very good and timely. 

Chilled vibe. Great location. 
Definitely a place worth 

dining at.” 
- Google Review

“Lovely restaurant with a really 
pleasant atmosphere situated in a 

pretty area. The food is delicious and 
well priced and the service is great. 

The menu also has many options 
to suit everyone. I would definitely 

recommend 23 on Hazelwood.” 

- Google Review

“Little gem of a restaurant with great people and amazing food.” 
- Google Review

What does being voted one of the country’s 
most loved locals mean to you?

“It is fantastic. Surviving Covid-19 has been 
incredibly difficult. Coming out on the other side of 
it to find that people see us in this way makes us 
incredibly happy and encourages us to keep up the 
good work.”

www.23onhazelwood.co.za 23 Hazelwood Road, Pretoria @23onRubenstein (Instagram) 
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Viva Gym Walmer
 Gqeberha

Most Loved Local Fitness/Health Business

For some people, summer bodies are made in winter, for others, they’re made in Viva Gym. Built on the 
premise that working out can be affordable, Viva has turned the fitness industry on its head since its 
launch in 2014. 

After seven years, the Gqeberha branch in particular has risen above the rest when it comes to offering 
the kind of service that helps members keep their New Year’s resolutions. Thanks to this stellar service 
and an offering designed to appeal to ordinary people, it is easy to see why the community hopes Viva will 
be around for a long time.
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“All I can really say is well done, Viva Gym, Walmer. I have been at Viva for 
2 weeks now and it feels like a premium gym. Amazing customer service, 
amazing gym facilities that are all well maintained and industry-leading 

equipment. Honestly, the best gym in Port Elizabeth. Go look for yourself 
and I promise you won’t regret it.” 

- Google Review

“Such a great gym with friendly staff. Very spacious. Sanitizers 
everywhere! It’s been a great experience over the past year! 

Keep it up, guys!”
- Google Review

What does being voted one of the country’s 
most loved locals mean to you?

“What a pleasant surprise! We put a lot of effort 
into giving great service and it’s wonderful to see it 
recognised like this.” 

www.vivagym.co.za/gyms/walmer-
port-elizabeth

Cnr Martin Rd & 17th Ave, Shop 12, 17th 
Quarter Shopping Centre, Greenshields 

Park, Gqeberha

 @vivagymsa (Instagram)
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Jean Gouws, general manager
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Restaurant

Food Market
SA’s Most Loved Food Markets (including grocery stores)

SA’s Most Loved Restaurants

21%

31%

20%

28%

19%

22%

18%

21%
21%

20%

19%

19%

18%

17%

17%

17%

16%

15%

15%

15%

Outeniqua Family 
Market 

Belly of the Beast

Food Lovers Market 
Kimberley

Greek Kouzina

New York Restaurant

Die Melkstal

The Grillhouse Rosebank

De Kelder

Chatters Bistro

Checkers Hyper 
Rustenburg

Little Havana

V&A Food Market

Sakhumzi Restaurant

Newtown Cash 
and Carry

Food Lovers Market 
Moffett Retail

Food Lovers Market 
Arbour Crossing

Langenhoven 
Market

Superspar Kalahari

Riverside Mall

The Roof Cafe

Winner
Outeniqua Family Market

Winner 
Belly of the Beast

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5
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Spa

Pharmacy

SA’s Most Loved Local Beauty Establishments

Winner 
Fleur De Lis Spa

Winner
Dis-Chem Pharmacy
White River

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

18%

19%

18%

17%

16%

16%

15%

14%

14%

14%

14%

17%

17%
16%

16%

16%

15%

15%

15%

14%

Fleur De Lis Spa

Dis-Chem Pharmacy 
White River

Dis-Chem Pharmacy 
York Street

Umhlanga Medisport 
Pharmacy

The Local Choice Phar-
macy Medirex

Arrie Nel 
Rustenburg Square

Greenside Pharmacy

Medi-Chem Rosepark
Pharmacy

Assembley Pharmacy

M-Kem 24 Hour Phar-
macy

Klinicare Oval 
Pharmacy

Pause Spa and 
Wellness Centre

Kamlai Tong Thai 
Massage

The Skin Syndicate

Kimberley Diamond
Thai Spa

Valley Lodge and Spa

Soulstice Day Spa

Walkersons Hotel 
and Spa 

Life Day Spa, Waterfront

The Turbine Spa

SA’s Most Loved Local Pharmacies
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Butcher

Furniture Store

SA’s Most Loved Local Butchers

SA’s Most Loved Local Furniture Stores (including lighting, interior decor, linen and fabric, and 
upholstery stores)

Winner 
The Boer & 
Butcher Durbanville

Winner 
Block & Chisel Illovo 

Other

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

18%

17%

16%

15%

15%

15%

15%

15%

15%

14%

The Boer & Butcher 
Durbanville 

Continental Butchery 
and Delicatessen

Impala Meat Centre

Craighall Meat Centre

Hartman and Sons 
Butchery

Stella Vleis

Al-Rashied 
Butchery

Meat the Butcher

Vleis Paleis

Jolly Meats

24%

19%

17%

16%

16%

15%

15%

15%

14%
14%

Block & Chisel Illovo

Waste Centre Fabrics 

Whitehouse Tygervalley

Charlene’s Fabrics

Blacksmith Interior 
Inspiration

Minty’s Material Centre

Discount Material Centre

Volpes Bloemfontein

Wookey Fabrics

Whitehouse Walmer
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Dry Cleaner

Building Material Supplier

SA’s Most Loved Local Building Material Suppliers (including plumbing, electricals and carpentry)

SA’s Most Loved Local Dry Cleaners

Winner 
Adendorff Machinery 
Mart Rustenburg

Winner 
Wash-Day Angels

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

22%
18%

17%

16%

16%

15%
15%

15%

15%

15%

Adendorff Machinery 
Mart Rustenburg

Chamerblains Riviera

Strand Hardware  

Plumblink Sandton

Oranje Mica 

Jack’s Paint & Hardware
- Seapoint

Vermeulens Kimberley

Blits Elektrisien & 
Hardeware

Salt River Trading

Buco Nelsruit

15%

17%

14%

14%

14%

14%

14%

15%

16%

15%

Wash-Day Angels

Exclusive Dry Cleaners

Ultra Modern Dry 
Cleaners

Jacobs Steam Laundry

Harrington’s Dry Cleaners 

Laundro Wash

The Cleaning Brother

Kaysers Laundry Car

Laundry Ladies

Future 69 Laundrette
& Dry

‘‘
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Entertainment

Car Wash

SA’s Most Loved Local Entertainment Spots

SA’s Most Loved Local Car Washes

36%

17%

29%

16%

27%

20%

15%

15%
15%

18%

Winner
Sun City Casino

Winner 
5 Star Car Wash

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

Sun City Casino

Rietvlei Nature Reserve

uShaka Marine World

The Big Hole

Flamingo Casino

Redberry Farm

Kruger National Park

The Boardwalk Casino

Gold Reef City Theme Park

Umhlanga Main Beach

21%

15%

14%

15%

14%

13%

15%

13%

17%

14%

5 Star Car Wash

G Tech Group

Tyres & More Kimberley

A1 Car Wash

Dent Doctor Nelspruit

Menlyn Motor Services

Savannah Car Wash

Car Service City - George

Cream Car Wash 
and Valet Centre

Goldwagon 
Bloemfontein
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SA’s Most Loved Local Bakeries

Fitness/Health

Bakery

SA’s Most Loved Fitness and/or Health Business

Winner 
Viva Gym Walmer

Winner
23 on Hazelwood*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

*Note: Percentages do not add up to 100 - each category includes other results that didn’t make the top 5

18%

15%

22%

16%

17%

15%

19%

16%

16%

15%

23 on Hazelwood

Plato Coffee 
Rustenburg

Yello Coffee

Doc’s Coffee

Krispy Kreme Gateway

Lle de Paan

Cuppuccino’s

Chateau Gateaux

Tessa’s Bakery

Salvation Cafe

25%

20%

16%

20%

16%

22%

21%

18%

19%

15%

Viva Gym Walmer

Firefit George

Northcliff Crossfit

Crossfit Upington

Crossfit Bloemfontein

Dream Body Fitness

Umhlanga Parkrun

Virgin Active Rustenburg

Quest Gym

Planet Fitness Witbank



SECTION 3

The third part of this report surveys South Africans to 
find out what makes them go from being a customer 
to a fan. Our experts also extracted valuable insights 

from which businesses can learn. 

RESEARCH REPORT: 
INSIGHTS INTO HOW A 
BUSINESS BECOMES A 

MOST LOVED LOCAL  
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Summary of findings 

1.  What makes a business a Most Loved Local?

39

Key factors that make a business a Most Loved Local:

Good service Delivery serviceQuality products

Convenient 
(close to home)

Fast service

Personal service

Shopping environment

Value for money

Extended operating hoursFriendly staff

38% 7%

3%

6%

3%3%4%

17%

4%

15%

Key Insight One: 
“It’s fascinating that pre- and mid-pandemic, we still look for the same things in our most loved locals. In our 2019 
survey, South Africans ranked ‘good service’ as the most important thing that makes a local business beloved. In 
2021, they said the same. Having not been able to enter our locals for so long, the experience matters. There’s been 
a massive global mindset shift that places more emphasis on real human interaction than ever before. We want to 
connect with a friendly human face. That’s not something that’s likely to change.” - Arthur Goldstuck

“Customer experience (CX) is a key lever for small businesses to pull in order to capture the hearts and minds of 
clients. Clients no longer compare like-for-like businesses. They compare their experiences across all providers - 
for example, the service received at a barber shop versus a car wash. Great service is a critical differentiator that’ll 
turn customers into a small business’ greatest advocates.” - Gerald van Wyk

NOTE: Totals do not always add up to 100%, due to rounding up or down of subtotals to make up whole numbers.
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1.2 Analysis by age

5% 5%

1.1 Analysis by gender

Good 
service

Personal 
service

Quality 
products

Value for 
money

Shopping 
environment

Friendly
 Staff

Convenient 
(close to home)

Fast 
service

Delivery 
service

Extended 
operating hours

34%

42%

5%

8%

14%

16%

20%

14%

3%

5%

4% 4% 4%

2%
3% 3%

8%

5%

4%
2%

Female

Male

42%

38% 37%

3%

5%

16%

14%

20%

6%6%

20%

16%

18%

Good 
service

Personal 
service

Quality 
products

Value for 
money

Shopping 
environment

Friendly
 Staff

Convenient 
(close to home)

Fast 
service

Delivery 
service

Extended 
operating hours

6%
5%

3%
4% 5%4%

2% 3%
4%

35%

9%

3%

4% 3%

7%

3% 3%
4%

3% 3%

7%

5% 5%
6%

5%

3%

18%

18-24

25-34

35-45

46-55

56+

38%

8%

15%
16%

3% 3%
3%

3%

8%

2%
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Key Insight Two:
“Research shows that when businesses seek suppliers, price is never the number one factor - quality is. Customers want the same 
from small businesses - it’s always about quality, value and service. Interestingly, value for money ranked 3 in 2019; it’s in second 
podium position now, showing priorities have shifted slightly. The pandemic has focused our attention on what we get for our 
money. We want to know it’s been well spent. We also tend to be more cost-conscious when recommending places to friends. We 
feel we need more justification than just ‘they’re nice to me’ to spread the word.” - Arthur Goldstuck

2. What makes you recommend a local spot?
Key factors that make customers recommend their favourite businesses: 

They’re 
accommodating/
always going the 

extra mile 

Personalised 
discounts

Make me feel 
like a local/more 

than a sale 

Covid -19 protocols 
followed (wearing masks, 

sanitising, etc. for staff 
and customers)

Good 
service

Quality 
products

Good shopping 
environment

Clean premisesEasy parking
or access

Good value 
for money

Friendly staff

25% 16% 15% 6% 5%

5% 1%4% 3% 2%

18%

NOTE: Totals do not always add up to 100%, due to rounding up or down of subtotals to make up whole numbers.
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Insight Three:

“These insights read as a blue-print for businesses wanting to do more to connect with their customers. In a time when 
we’re all seeking human contact, having friendly staff is especially key. There’s additionally a new precedent that assumes 
a delivery service option will be available. People have gotten used to the convenience of this. Rewards also rank quite 
high. Lots of us lose those ‘stamp’ loyalty cards. It would be great if businesses could recognise and reward their regulars 
in unmechanical, authentic ways, like a surprise coffee on the house. A gesture that shows they really do value the 
relationship and never take loyalty for granted. Interestingly, having an app came last. It’s simply not as important as 
mastering the basics.”- Arthur Goldstuck

“The upsurge in the uptake of digital experiences has meant customers’ expectations have changed dramatically. Now, 
smart small businesses that give clients an omnichannel experience, to maximise convenience and engagement with their 
services, will be in prime position for the future.”- Gerald van Wyk

3. What more are you looking for in your local business? 
Key things customers wish businesses would do more of:

9% 9% 7%

15% 13% 13% 12% 11%

11%

Authentic South African 
experience of product 

(i.e not a generic global 
approach)

Offer a delivery service

Longer operating hoursPersonal service

Friendly staff Reward me for being a 
local and for coming back 

time after time

Adhere to Covid-19
protocols (wearing masks, 

sanitising, etc.) 

Go the extra mile

Have an app

NOTE: Totals do not always add up to 100%, due to rounding up or down of subtotals to make up whole numbers.



4. What puts you off?
Key factors that put customers off businesses:

37%

2%

17%

2%3%4%

8%

7%

12% 8%

Bad/slow service

Closed on a Sunday

Poor-quality products

Expensive 
delivery order

Poor value 
for money

Shopping
environment

(dirty or untidy)

Doesn’t adhere to 
Covid-19 protocols 
(no wearing masks, 
no sanitising, etc.) 

Unfriendly staff

Impersonal
(I’m just a number)

Inconvenient 
(far from home/work)

NOTE: Totals do not always add up to 100%, due to rounding up or down of subtotals to make up whole numbers.

Key Insight Four: 
“Speedy service may work against SMEs if it’s felt they don’t place sufficient emphasis on interpersonal relationships. 
But slow service could kill a business. It’s the number one turn off. As customers, we’re happy to wait if we see it’ll 
enhance our experience or product. But being kept waiting unnecessarily is our biggest bugbear. Unfriendly staff are 
also a major turn-off. It’s imperative for small businesses to make sure their staff are friendly and accommodating.” 
- Arthur Goldstuck

“People are extremely put off by bad service. This shows us it’s a very strong lever. It’s critical entrepreneurs make 
sure the vision and passion they have for their business are shared by those responsible for creating the customer 
experience - i.e., their staff. Ideally, it needs to be ‘our business’, not just the owner’s business. Staff need to feel 
invested in it as well, in order to bring their best to work.” - Gerald van Wyk
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SECTION 4

 LIVING WITHOUT YOUR 
MOST LOVED LOCAL 
BUSINESS DURING 

LOCKDOWN
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1. Which one of the following statements describes your experience during 
hard lockdown when your most loved local businesses were temporarily 
closed?

2. Share one example of something you tried to DIY during hard 
lockdown when you couldn’t visit your most loved local businesses 

Key Insight Five: 
“When Covid-19 caused our favourites to close, we felt genuine grief and disbelief. This pandemic has made most of 
us appreciate our locals all the more. We value the human connection they give us. The friendly faces. This isn’t likely 
to change. Hopefully, we’ll continue loving and supporting our locals for the long term.” - Arthur Goldstuck

“What I love about this initiative is that it allows us to capture insights into what makes a business successful - learnings 
from which all SMEs can benefit. This time around, lockdowns have shown just how dependent people are on their locals. 
For me, this demonstrates tremendous opportunity. The appetite for small businesses’ offerings is there.”- Gerald van Wyk

0

10

20

30

40

I realised just how much I rely on 
my favourite local business

I realised what a big difference 
they make to my daily life

 I tried to DIY what I would usu-
ally go to my most loved local 
business for, and it didn’t even 
come close to being the sameI had fun learning how to DIY at home 

and will probably keep doing most 
things myself in the future

36%

23%
22%

Brewing beer Designed-clothes/sewed/tailoring

Cooking meals/new recipes Online courses/self-help-courses Tutoring-kids

New venturesCharity work Gardening/vegetable garden Baking
Self-grooming/cutting hair

Diy home/renovations/maintenance

18%

None of the above
2%

Key Insight Six: 
“Early on, I tried to cut my own hair with disastrous results! I think it’s been a period of reflection for many of us. Positively, I 
fine-tuned my finances and had a reset in my fitness life. But, I think we all missed our locals!”- Arthur Goldstuck

“I tried to fix my fibre and was left without internet for a few days! For me, these insights highlight the level of convenience 
that customers depend on. This pandemic period has spotlighted the services people are seeking, which provides ample 
niche opportunities for budding entrepreneurs. You can see exactly what people have spent a lot of time doing and find new 
ways to meet these demands. Only 18% of people said they want to keep ‘doing it themselves’... That means the rest of us 
are more than ready to rely on SMEs to do it for us!”- Gerald van Wyk

45



3. Do you think that it’s important for South Africans to support our local 
businesses? 

4. Have lockdown and the impact of the restrictions increased your support 
of local businesses?  

98% 
of South Africans say YES!

0

10

20

30

40

50

60

I supported local businesses 
before the pandemic, and it’s 
always been an important focus 
for me

No, it hasn’t really changed anything for me and I’ve simply
continued to support the businesses I always have 

Yes, the importance of local businesses has become a much bigger priority for me 
and I now actively support more of these locals than I did before

I have started looking for more local 
businesses to support but so far others 
don’t meet my needs

56%

15%

19%

10%

None of the above
0%

Key Insight Seven: 

“56% of us have always supported local businesses; another 29% are now prioritising local or wanting to do so. That means 
85% of us are committing to support local. That’s an unprecedented number and shows how much we value SMEs; we 
recognise their role in our lives and the financial well-being of this country.”- Arthur Goldstuck
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Insights summarised

Arthur’s top tips on how South Africans can support their most 
loved locals during this time: 

1. Keep returning to the locals you love! Your patronage means everything.

2. Give them a 5-star review online. Many now choose businesses based on their online ratings and 
reviews. Taking five minutes to draft a quick review can really make a massive difference.

3. Recommend them to family and friends. Never underestimate the power of word of mouth. Or word 
of a Facebook group  - when someone asks for a recommendation and your local ticks the boxes, 
putting it on Facebook could have a powerful knock-on effect, especially on closed, trusted groups, like 
‘Renovating Moms’ for example.

4. Follow them on social media and engage with their content. This helps boost their visibility and public 
profile. Post a pic on your Instagram next time you’re at your favourite hot spot. That’ll also help spread 
the word. You’re a trusted tastemaker in your circle. Your endorsement matters.

Arthur’s four key tips for small business owners right now: 

1. Go back to basics: This survey has shown that, once again, good service is everything. Ensure 
you’re getting that right before you focus on anything else. 

2. Provide authentic South African experiences: After being ‘locked down’, we’re after immersive 
experiences that are unmistakably South African. We want warm hospitality, service with a 
smile, and businesses that go the extra mile. Dis-Chem’s success as a Most Loved Local shows 
big chains can get this right by ensuring they have real relationships with their customer. 

3. Get reacquainted with your customers: The pandemic changed all of us in profound ways. Many 
did a lifestyle audit and reassessed their priorities and goals. We’re simply not the same. Our 
needs may have changed. Small businesses need to know what their post-pandemic customer 
value and expect. That means actively engaging with them. The first rule is to smile. The second 
is to listen. 

4. Don’t take loyalty for granted: They stuck by you in the toughest of times. Now, reward your 
greatest fans with spontaneous surprises that show them you value their patronage. 
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Santam partners with SMEs to plan for unforeseen events that will help keep your business in business - so your fans can 
keep coming back for more. To find out more, speak to your intermediary or visit www.santam.co.za

Disclaimer: The information contained in this report was compiled using independent research methodologies and an 
independent research house. While Santam facilitated the compilation of this report and offered input, the group does 
not take responsibility for the content of the report produced by independent sources.

Santam is an authorised financial services provider (licence number 3416).
 

A Final Word from Gerald: 

This report is really powerful in two ways. It enables South Africans to show their appreciation for the 
businesses they love. And, its an opportunity for our SMEs to take stock and glean insights into their 
customers’ shifting expectations, in order to adapt for the sake of relevance and sustainability. As such, 
Santam is committed to continuing its annual Most Loved Local survey. Consumers have said they will 
make a point of supporting their loved locals - and so will we. 

Right now, systemic risks on the ground are exploding for small businesses across the country. From 
power cuts and looting to potholes and the pandemic, there are many threats to navigate. The looting 
is said to have cost the KwaZulu-Natal economy alone about *R20 billion. I strongly advise small 
businesses to seek out appropriate professional advice to understand and identify their risks and 
proactively mitigate and manage these. 

Risk management is absolutely crucial and needs to be an ongoing focus. The inflection point has moved 
from less of a focus on risk transfer to more proactive risk prevention. In terms of insurance, it’s vital 
to keep cover up to date and adequate for the business’s needs. In the same way South Africans prize 
value for money in an SME, business owners should seek value for money in an insurer. It’s imperative 
to seek a solution that’s based on your needs. Don’t chase price, chase value. 

*Source: Mail and Guardian: www.mg.co.za/news/2021-07-20-riots-looting-cost-the-kwazulu-natal-economy-r20-billion


