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01 / Introduction

It’s an (almost) post-pandemic South Africa. That 
means only leaving the house for essential items 
from the local pharmacy, panic buying high-demand 
products like toilet paper, and patiently waiting 
in snaking long queues outside our favourite 
supermarket is all but a distant memory. 

Life under lockdown might have ended, but our 
appreciation for small and not-so-small local businesses, 
and their incredible role in our everyday lives, hasn’t. 
Whether it’s the butcher that knows your favourite cut 
of meat, the restaurant you trust to celebrate important 
milestones with family and friends, the car wash you 
know is going to treat your pride and joy with care, or 
the building materials store that goes the extra mile to 
ensure you get what you need – these are the businesses 
that add value to our lives.

Santam has released the third edition of its Most 
Loved Local Report – an initiative that showcases some 
of the country’s most valued community businesses. 
As with our previous two reports, we surveyed South 
Africans and asked them to identify their favourite local 
establishments. 

The report continues to shine a light on and celebrate 
businesses that are getting it right and to find out what 
people have come to expect from their favourite local 
businesses after the last two years. 

As before, we explored a wide range of establishments 
and services across 12 categories, including Restaurants, 
Food Market, Butcher, Bakery, Entertainment, Spas, Fitness, 
Pharmacy, Dry Cleaning, Car Wash, Interior Design and 
Building Materials Supplier.

We uncovered why experience is now king, what more 
locals are looking for from their favourite brands, and 
how establishments can create an authentic South 
African customer experience. Creating these experiences 
can turn locals into loyal regulars, and their business's 
biggest fan, driving new customers through their doors.

We trust the insights in this report will motivate you to 
support local because many businesses, both big and 
small, continue to weather the challenging knock-on 
effects of the pandemic, and all that has happened since.
It’s time for our business community to transition beyond 
surviving into thriving businesses so that they can breathe 
life back into our economy.  

Most importantly, we're empowering businesses to 
understand and identify risks, proactively mitigate and 
manage them, find new and exciting ways to attract and 
retain customers, and continue playing their pivotal role 
in growing the South African economy. 

About this report
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01 / Introduction

Research 
Methodology

We commissioned Arthur Goldstuck and 
his research team at 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, we used a combination of Google 
Maps business and Tripadvisor ratings to 
select the most highly rated businesses 
in South Africa. This got us to a shortlist 
of five businesses per geographical 
region, in each of the 12 categories. 

In phase two, we inputted the shortlist 
into a mobile, text-based survey platform 
to conduct a survey with a minimum 
target sample of 2,400 respondents, 
allowing for valid drill-downs. The results 
of this survey determined the overall, 
national winners in each category.

Note
The sample size is nationally representative with an 
equal 10% split in each region.

Demographics

Locations

Gender

Jhb/Soweto/
Wiwatersrand

Pretoria/Midrand

Nelspruit
Rustenburg/

Magaliesburg

Cape Town

Bloemfontein
Upington/
Kimberly

East London/
Gqeberha Knysna/

George 

Durban

51% 49%

2400

240

Total 
Respondents

Respondents from  
each of the 10 regions

MaleFemale
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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 & Vaal region. 
  
He holds a B.Com 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 clients. 
Arthur presents his insights to audiences across the globe, and in 2021 
was inducted into the Southern African Speakers Hall of Fame.

In 2022, the global analytics community, Esomar, named him to the 
Insights 250 honour roll of the world’s top innovators in market research, 
enterprise intelligence and data-driven marketing.
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The Most Loved 
Local Businesses 
in South Africa
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Winners Hall of Fame
With this report now in its third edition, it’s only fitting to remind our readers of the inspiring businesses that 
have secured a feature spot in our previous reports for getting it right. We want to acknowledge these resilient 
businesses for surviving and conquering immense challenges over the past few years, to continue serving their 
communities. 

As more data becomes available with this third edition, it is encouraging to see consistency in our top three 
rankings per category. Over the past three years, multiple businesses have featured in the top three rankings in 
nine of our 12 categories. 

For example, three of this year’s winners, namely: Viva Gym Walmer: Fitness/ Health, Outeniqua Family Market: 
Food Market/ Grocery Store and Exclusive Dry Cleaners: Dry Cleaning, have previously won, either in 2021 or 2019. 
This tells us that these businesses were able to maintain their level of service and quality during an extremely 
challenging economic climate, demonstrating their incredible resiliency. 

However, it is equally encouraging to see countless newcomers moving up the ranks yearly, demonstrating that 
their efforts are starting to pay off and that they’re also building resilience to market forces. 

The report’s findings and insights, namely how these establishments weathered these storms, should therefore be 
a valuable guide for other businesses in similar industries. 

CATEGORY KEY

Food Market Spa Butcher

Restuarant Pharmacy
Interior
Decorator

Building
Materials

Car Wash Fitness

Dry cleaning Entertaiment Bakery
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Gold Reef
City

2019 Winners

Chapman's
Peak Hotel

Marble 
Restuarant

Radon
Projects

By Dezign
Interiors

Fournos
Bakery

Exclusive
Dry Cleaners

Dream 
Body Fitness

The Butcher
Man

Trumpet on Keyes Corner 19 Keyes 
and, Jellicoe Avenue, Rosebank, Johannesburg, 2196

The Core Centre, Kikuyu Rd & Leeuwkop Road, 
Sunninghill, Johannesburg, 2157

Northern Parkway & Data Cres, Johannesburg, 2159 183 Corlett Dr, Bramley, Johannesburg, 2018

39 12th Ave, Johannesburg, 2193

40 Culross Rd, Bryanston, 
Sandton, 2191

33 Baker St, Rosebank, 
Johannesburg, 2196

(Multiple branches
around Johannesburg)

 105 Main Rd, Green Point, Cape Town, 8005 7 Gibson Rd, Kenilworth, 
Cape Town, 7708

Chapmans Peak Dr, Hout Bay, Western Cape, 7806

Rouge 
Day Spa

Tubb's
Car Wash

3 Havelock Rd, Willow Park 
Manor, Pretoria, 0184

Bryanston
Organic
Market
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110 Harrington Street, Cape Town

Sun City
Casino

The Boer and
the Butcher

Belly of
the Beast

Dischem 
Pharmacy:
White River

Opposite the Garden Route Mall, on the N2

27 Main Road, Durbanville

Fleur 
De Lis Spa

315 Peter Mokaba Rd, 
Musgrave, Durban, 4001,

Shop 28 White River Crossing, 
2 Vereeniging Drive, Cnr 
Sabie Road (R537) and 

Chief Mgiyeni, White River, 
Mpumalanga, 1240

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

Gqeberha

1 Law Street, New Park, Kimberley

340 Moroka Nacefield rd, Mofolo 
South, Johannesburg 

23 Hazelwood 
Road, Pretoria 

Rustenberg,  North 
West Province 

23 Hazelwood Road, Pretoria 
40 Central Ave, Sandhurst, Johannesburg

Outeniqua
Family Market Viva Gym

Wash Day 
Angels

Block & Chisel 
Illovo

23 on 
Hazelwood

Adendorff 
Machinery 

Mart 

5 Star
Car Wash

2021 Winners
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South Africa’s 2022 Most Loved Local 
business winners

Mezepoli Restaurant 
Melrose Arch 

Restaurant

Kruger National 
Park

Entertainment

One&Only 
Spa

Spa

The 
Bakehouse

Bakery

Outeniqua Family
Market

Food Market

West End 
Vleismark

Butcher

City View Car Wash
Car Wash

Exclusive Dry Cleaners
Dry Cleaning

Redesign
-Interiors

Interior Design

Buco
Building Materials

Umhlanga Medisport 
Pharmacy 

PharmacyFitness

Viva Gym
Walmer



“The food is woooonderful! Really 
tasty and filling. I got an assortment 
of meze foods. Great atmosphere 
especially seated outside but inside 
looks just as welcoming. Great for a 
meal out with family or friends!

- Google Review

Santam Most Loved Local 2022 Report 12

This family-owned restaurant opened its doors 
in 2009, born out of a passion for expressing the 
Mediterranean way of life in a fresh and modern 
context. Over the last 13 years, the establishment has 
become well-loved for its consistently outstanding 
food quality, relaxed yet sophisticated atmosphere and 
exceptional service. 

The restaurant’s elevated contemporary yet 
uncomplicated take on Greek meze and other 
sharing-style dishes from the Mediterranean and 
Middle East caters to the sophisticated, adventurous 
palate. Mezepoli  offers a tranquil, urban dining 
experience with elegant simplicity and timeless, 
fresh white spaces with splashes of Mediterranean 
blue creating a truly Greek experience. 

The beautifully designed space, much-loved Greek 
cuisine, and central location at Melrose Arch, one 
of the city’s most prestigious shopping and leisure 
centres, makes the restaurant a favourite for all 
occasions, from business lunches to celebratory 
dinners. 

www.mezepoli.co.za/

The Piazza, SL26, Whiteley Road, Melrose, 
Johannesburg, 2196

Instagram: mezepolisa
Facebook: Mezepoli Restaurant

02 / Most Loved Local Businesses in South Africa

Mezepoli Restaurant 
Melrose Arch 
Johannesburg

Most Loved Local Restaurant



“The food, the place, the atmosphere everything 
about that place was divine. Love it! 

- Facebook Review
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What do you believe is the key to building a sustainable 
and resilient business?

“The restaurant industry is challenging at the best of times. 
When the economic environment is bad it is even more difficult. 
Understanding how to manage daily business operations is 
an essential part of it, but it also comes down to the faith your 
customers have in your brand. It can take years to build a strong 
reputation, and this has to be founded on real experiences. That 
means consistently good food and service. It means acknowledging 
mistakes when they happen and addressing them quickly. Finally, it 
means staying true to what you do best and not becoming caught up 
in fads that come and go.” - Margarita Tsangaris-Scherf: Owner

20%

17%

17%

16%

15%

15%

15%

15%

14%

14%

Most Loved Local Restaurant

1

2

3

4

9

10

5

6

7

8

Note
Percentages do not add up to 100 - each category includes other results that didn’t make the top 5
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Mezepoli Restaurant Melrose Arch  

Giovannis  

Kream  

Butcher Boys Morningside  

The Fat Greek  

Kenny Gee’s Restuarant  

De Kelder  

Phat Boys Beer House  

East Head Cafe  

Bella Mamma



“Thoroughly enjoyed the cakes, 
fairly priced as well, one of the best 
bakers in Pretoria. Highly recommend 
it. My favourite so far is the almond 
croissant. 

- Google Review
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Hazelwood’s premier bakery and coffee house, 
nestled in the heart of Pretoria’s culinary 
community, has weathered the toughest 
COVID-19 challenges since opening its doors in 
2020. Despite the challenges, it continues to offer 
the community decadent pasteis de nata, uniquely 
prepared artisanal bread, and other delectable 
pastries created using the freshest and highest 
quality ingredients.

It secured its Most Loved Local status by 
continuously drawing its customers back with its 
daily freshly baked products, sourced from small 
family-run or independent suppliers. Marco, 
Paulo and Mario go the extra mile by adding a 
unique twist to traditional recipes. 

These entrepreneurs believe in leading from the 
front and put this into practice by being at the 
bakery at least 90% of the time to interact with 
their customers. Most importantly, the business 
treats its 30-strong team like family, which 
translates to an exceptional customer experience.

02 / Most Loved Local Businesses in South Africa

The BakeHouse 
Pretoria

Most Loved Local Bakery

www.bakehouse.online/

18 Firwood Avenue, Hazelwood, Pretoria, 0081

Instagram: @bakehouseonline
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02 / Most Loved Local Businesses in South Africa

What does your business do to stand out? 

“We run a programme for university and culinary 
school students who need to gain work experience 
by enrolling them in temporary work programmes 
at the bakery. They get a sense of what baking 
outside of theoretical school is like. We can only 
grow if our staff grow with us; travelling the journey 
alone is impossible.”  - Marco Ferreira: Owner

“They serve delectable breakfasts and 
appear to be open quite early, perfect 
place to stop after an early morning 
bike ride or jog. Coffee was fantastic 
as well as the atmosphere is very 
vibey! 

- Google Review

18%

17%

17%

15%

15%

14%

14%

14%

13%

12%

Most Loved Local Bakery10
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3

4

5

6

7

10

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

BakeHouse

Château Gâteaux

Seattle Coffee Co

Tasty Treats, Ermelo

CG Cakes

Cottage Bakery

Tessa’s Bakery

Savior Cafe

La Boca

23 On Hazelwood

TOP



“Truly the best butchery in South Africa. 
The place is NEXT level clean. Staff are 
highly professional yet accommodating. 
Highly recommended! 

- Google Review
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Meat is a big part of most South Africans’ diets, 
whether it is a braai, a Sunday lunch, or a festive 
season feast. 

This local butchery was voted the Most Loved 
Local butcher in the country because of the fresh 
meat it has been supplying to the Kimberley 
community for 23 years. Best of all, this butchery 
does not take short cuts in getting the freshest 
meat from the farm to locals’ kitchens. 

An incredible 50 member team treat the business 
as their own, and it shows on their faces when a 
customer walks through the door. Cleanliness is 
another standout factor of this fine establishment, 
ensuring customers walk into a clean and fresh-
smelling butchery of which they can be proud.

Staff always go the extra mile to welcome 
customers with a friendly face they can trust, 
offering excellent service.

https://www.kimberley.co.za/places/kimberley/
butchery/west-end-vleismark-kimberley/

Ellen Carter Ln, Hadison Park, Kimberley, 8301

02 / Most Loved Local Businesses in South Africa

West End Vleismark 
Kimberley

Most Loved Local Butcher



“Excellent service and quality meat, and 
best biltong, chilli bites and droëwors 
in town.
- Google Review

17

How does it feel to be a Most Loved Local 
business? 

“Being voted the Most Loved Local Butchery is such an 
honour. It shows us that our customers recognise the 
path my staff and I are on to provide good service and 
the best products at a reasonable price. We are glad our 
customers recognise the effort we are putting into this 
local business and that we go the extra mile to do our 
best. Without the community, our business would not be 
where it is today. So, we are grateful to the community 
and our customers for voting us the Most Loved Local 
Butchery.” - Jose de Klerk: Owner

17%

16%

15%

15%

15%

14%

14%

13%

13%

12%

Most Loved Local Butcher

1

8

9
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3

4

5

6

7
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Note
Percentages do not add up to 100 - each category includes other results that didn’t make the top 5
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West End Vleismark

El Madre

Craighall Meat Centre

Baron’s Meat Company

D & J Vleismark

Meat The Butcher

Sloane Star Butchery

Biltong Butcher

Continental Butchery & Delicatessen

Jolly Meats

10
TOP



“This is by far the greatest market on the Garden Route. Parking is plentiful, so 
many more options for food, crafts and more. And great activities for kids! Need a 
good few hours here. 

- Google Review
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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.

www.outeniquafamilymarket.co.za

Opposite the Garden Route Mall, on the N2

@outeniquafarmersmarket (Facebook)

02 / Most Loved Local Businesses in South Africa

Outeniqua Family
Market
George

Most Loved Local Food Market



“Great venue for a day out in the 
countryside just a few minutes away 
from the hustle and bustle from the 
normal daily life. Once you are here, you 
forget all the worries of the past week 
and enjoy the vibe and great live music

- Google Review

19

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.” - Deon Mocke, owner

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

Outeniquea Farmer’s Market

Food Lover’s Market Arbour Crossing

Woolworths Maglies View

Fruit and Veggie Land

Super Sconto

The Beachfront Food Market

Crown National Welkom

Hazel Food Market

National Oranjezicht City Farm Market

Superspar Umhlanga Rocks

12%

11%



“In one day, I saw wild dogs share a kill and message the result to the rest of the pack, I saw 
infighting with hyenas, I saw a massive pride of lions, with a two-brother leadership. I saw 
elephant, giraffe, kudu, zebra, waterbok, baboon, warthog, impala, buffalo… just GO!

- Google Review

Santam Most Loved Local 2022 Report 20

Established in 1898 and spanning a vast 2 million 
hectares of unrivalled diversity of life forms fused 
with historical and archaeological sites – the 
Kruger National Park offers foreign and local 
tourists an authentic African experience. 

The world-renowned National Park offers a wildlife 
experience that ranks among the best on the 
continent and has continued to drive the country’s 
tourism, conservation, and socio-economic 
transformation efforts even through challenging 
periods like the recent global pandemic. 

Tourism is the backbone of the National Park’s 
business model. Its 2,241 staff members, who 
come predominantly from local communities, 
are invested in promoting socio-economic 
transformation, conservation, and creating an 
unforgettable natural experience for tourists. 

02 / Most Loved Local Businesses in South Africa

Kruger National Park 
Nelspruit/Mpumalanga

Most Loved Local Entertainment

www.sanparks.org/parks/kruger/tourism/general.php

R538 Kruger National Park, Skukuza, 1350

Twitter: @SANparksKNP
Facebook: SANParks Kruger National Park



“Honestly the whole trip was perfect! I was 
enthralled by the animals, birds, landscape and 
people. This place is heaven on earth.

- Google Review
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How does it feel to be a Most Loved Local business? 

“It’s an absolute honour. When it comes down to it, conservation is 
the foundation of what we do, but to protect these areas, we need 
tourism. To be voted the people’s choice for a resilient business 
is amazing. We appreciate that even when the foreign tourism 
market dried up during the height of the pandemic, we started to 
see robust support from local tourists, even increasing occupancy 
levels in certain accommodation types such as camping. We are 
most grateful to the loyal local customer base that continue to 
support the Park, even during trying times.  It speaks volumes 
about the local goodwill for the Kruger Park. - Dr Danny Govender: 
Acting Managing Executive: Kruger National Park

33%

30%

26%

18%

18%
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1

8

9

2

3

4

5

6

7

10

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

Sun City Casino

Monte Casino

uShaka Marine World

Namaqua National Park

Free State National Botanical Garden

Hennops Hiking Trail

Two Oceans Aquarium

Knysna Waterfront

Kragga Kamma Game Park

10
TOP



“Paige has been a treat to work 
with! Loads of fun, completely 
out the box thinker. Projects have 
been well managed and the end 
results speak for themselves! 
- Google Review
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Based in Westville, Durban, this interior design 
business has been working on unique and out-
of-the-box projects since 2010. Its experienced 
team of designers and managers believe in 
exploring their clients’ stories to create functionally 
designed, unique interiors that balance fun and 
creativity with exceptional attention to detail to 
satisfy even the most discerning client. 

Although it started doing residential projects the 
business has grown to attract a mixed portfolio of 
residential, corporate, and hospitality work. The 
team loves building long-standing relationships 
with its clients through a highly personalised 
experience and clear communication. This approach 
results in interior spaces that are not only 
aesthetically pleasing, but also provide solutions 
to increase efficiency and make people feel a 
range of emotions, including joyful, relaxed, and 
excited.

https://redesign-interiors.co.za/

Dawncrest, Westville, Durban, 3629

Instagram: @redesignlove

02 / Most Loved Local Businesses in South Africa

Redesign-Interiors 
Durban/KwaZulu-Natal

Most Loved Local Interior Decorator



“Spectacular guidance and service, 
they made me realize exactly how 
I wanted my place to look whilst 
incorporating creative design 
techniques!
- Google Review

23

What does your business do to stand out? 

Our designs are bold and full of life which draws 
our customers in, even when they are after a 
neutral interior. It’s exciting and people want to be 
a part of it. The best is when we get to know our 
clients and bring out their loves and personalities 
into their interiors.  - Paige Waplington: Owner

17%

16%

16%

15%

15%

15%

14%

14%

13%

Most Loved Local Interior Decorator
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Note
Percentages do not add up to 100 - each category includes other results that didn’t make the top 5
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Redesign-Interiors  

Design Plus Interiors  

Head Interiors  

House of Interiors  

Crane Interiors  

Zoe Decor  

Pezula Interiors  

Volpes Rustenburg  

Bay Decor

Kirsty Badenhorst Interiors 

10
TOP

12%



“You haven't had a spa day until you've 
lazed away a morning at the One&Only.
Excellent treatments, friendly staff 
facilities to die for and don't get me 
started on the chocolate truffles!!!

- Google Review
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This vibrant resort, nestled within a natural 
amphitheatre shaped by the vertical cliffs of Devil’s 
Peak and Lion’s Head, opened its doors in 2009 
and has continued to offer a unique experience 
constantly challenging the status quo, while 
remaining consistent in its quality and service. 

Surviving the pandemic was tough as it created a host 
of challenges, but there was one positive to come out of 
it. The One&Only Spa continues to sanitise and remains 
vigilant about cleanliness ensuring a relaxing and safe 
space. 

This spa keeps it local by incorporating numerous 
natural South African elements in the treatments. It 
sources local rooibos and indigenous herbs from Table 
Mountain and puts them into the poultice, all done 
by a local company to aid employment. Adopting new 
international techniques and investing in upskilling its 
team of local therapists, empowering them to upskill 
others, ensures the business keeps growing.

https://www.oneandonlyresorts.com/cape-town/experiences/spa

One&Only Hotel, Dock Road, V&A Waterfront, Cape Town, 8001

Instagram: @oocapetown

spa.reservations@oneandonlycapetown.com

02 / Most Loved Local Businesses in South Africa

One&Only Spa 
Cape Town

Most Loved Local Spa



“Bestest (yes, it's a word) spa 
experience EVER!! Like EVER! From 
the sleeper beds, gardens outside, 
that bubbling pool. Woooooo!!!!! If 
you've never been here, you haven't 
lived. Put some good money away and 
book yourself a day here. This place 
is amazing!!

- Google Review
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Most Loved Local Spa
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Note
Percentages do not add up to 100 - each category includes other results that didn’t make the top 5
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One&Only Spa

The Spa at The Oyster Box

Haven Beauty Aesthetics

Lavana Beauty Spa

Kamlai Tong Thai Massage

Serenity Wellness Spa

Royal Siam Thai Massage

Beauty at the Bay Day Spa

Valley Lodge & Spa

Shimmer Beauty Care

What does your business do to stand out? 

“It’s an honour to receive such an accolade! This 
proves that we’re doing something right for our 
loyal community, and our focus on making them 
feel loved is coming across well. Because that’s 
what it’s about, right? It’s not only about what you 
do or how you do it but also about how you make 
people feel from the moment they step through 
the door. And because 97% of our clientele are 
locals, most of what we do centres around them. 
So, it’s an honour to know our locals recognise us 
for this.” - Anwin Marlow: Spa Manager

10
TOP



“Personally, the best dry gym in Port 
Elizabeth. The equipment is always 
clean and in great condition, the staff 
are very friendly and helpful, and the 
general vibe of the gym is awesome!

- Google Review
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Operating since 2014, this friendly, supportive, 
and judgement-free gym is known by locals as a 
space where they can go to be real, work out, and 
leave feeling good. Its small five-person team has 
remained positive, no matter what difficulties they 
face. 

The gym’s unique month-to-month subscription 
model continues to attract and retain customers, 
especially people juggling hectic schedules who 
don’t want to be locked in a multi-year contract. 

Because the establishment operates in a small 
town, it knows the locals personally, participates in 
CSI initiatives that benefit the community, and even 
supports other local businesses in the region.

www.vivagym.co.za/walmer

Cnr Martin Road & 17th Avenue, Shop 
12, 17th Quarter Shopping Centre, 
Greenshields Park, Gqeberha, 6070

Instagram : @vivagymsa

02 / Most Loved Local Businesses in South Africa

Viva Gym Walmer  
Gqeberha (Port Elizabeth) EC

Most Loved Local Fitness



“Great gym with lots of space for 
functional and weight training, the 
staff are very helpful and supportive, 
and the personal trainers are 
excellent.
- Google Review

10 12%
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How does it feel to be a Most Loved Local 
business?  

“It’s a very nice surprise and very humbling. Coming 
from trading for two years with restrictions and 
being closed for five months because of COVID-19, 
this means the world to us. The fitness industry is 
still recuperating after these last few years, but this 
accolade means we’re on the right track, and our 
customers are happy with what we’re doing.”  
- Jean Gouws: General Manager
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18%

18%
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15%
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Most Loved Local Fitness
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Note
Percentages do not add up to 100 - each category includes other results that didn’t make the top 5
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Viva Gym Walmer

Quest Gym

CrossFit Uptington

Virgin Active Rustenburg

Sweat 1000

O2 Oxygen Fitness and Sports, Ermelo

CrossFit George

The Yoga Studio

Bodytec City Bowl

Eagles Fitness Centre 
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“I'm so grateful that Google Maps 
sent me here. Pharmacist was 
spot on with his diagnosis and 
could even send me to a local 
physician. The staff will go the 
extra mile and they are very friendly.

- Google Review
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This boutique establishment has been serving the 
Umhlanga community for an astounding 71 years, 
having opened its doors for the first time in 1951. 
What is even more impressive than its decades-
long heritage is its 24/7, 365 days operating 
hours, which is unique to KZN. 

The pharmacy has remained true to its local 
community ethos, and has been operating for 
so many years, that it is now serving its original 
clients' grandchildren. The staff thrive on the 
energetic flurry of locals and holidaymakers 
passing through its doors, never compromising on 
delivering the high-quality customer care to which 
its community has become accustomed. 

The store’s focus on a holistic approach to mental 
and physical well-being has seen it introduce 
an in-store clinic service with post-consultation 
follow-up calls, a homeopath, sports masseuse 
and extensive training courses for staff to expand 
their knowledge and expertise. This customer-
centric wellness hub focuses on both preventative 
and curative care and doesn’t miss a detail, right 
down to the soothing in-store music played to put 
customers at ease. 

https://umhlangamedisport.co.za/

Shop 13 - 16 Protea Mall, Chartwell Drive, 
Umhlanga Rocks, Durban 

Instagram: @medisportpharmacy
Facebook: Umhlanga Medisport Pharmacy 

02 / Most Loved Local Businesses in South Africa

Umhlanga Medisport 
Pharmacy  
Durban/KwaZulu-Natal

Most Loved Local Pharmacy



“Excellent service and open 24 
hours, has everything you need in 
case of an emergency.
- Google Review
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What does your business do to stand out?

“It has to be our accessibility, how we go out of 
our way to engage with our customers personally, 
and our efforts to build relationships. I’d also say 
it’s my team. I’m nothing without them. Lastly, it’s 
consistency. When customers walk into our store, 
they see the same friendly faces they’ve known 
for years. We have an in-house hosting service 
where staff greet, recognise, and engage with 
customers from the second they step into the 
store.”  - David Fraser: Owner

02 / Most Loved Local Businesses in South Africa
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Umhlanga Medisport Pharmacy

Bryanston Pharmacy

Clicks Pharmacy - Bloemfontein

Zelter Pharmacy

Rietfontein Apteek

Dis Chem Kalahari

ViewKem Pharmacy@Spar

Mopani Pharmacy Crossing  Centre

Arrie Nel Rustenburg Square

Assembly Pharmacy

12%

12%



“Absolutely money well spent. 
I had 2 pairs of pants tailored to 
perfection. They returned them in 
great condition and neatly packaged. 
I would strongly recommend.

- Google Review
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This father-and-son business was founded in 
1981 and has worked hard to establish itself as 
a well-known and respected total-solution dry 
cleaner South Africans can trust to protect their 
most treasured garments. 

Being voted South Africa’s Most Loved Local Dry 
Cleaner for the second time, it’s clear this family 
establishment is getting it right. The business’s 
rich history and continuous drive to keep up with 
the latest dry cleaning and laundry technology 
have entrenched it in its local community. Its 
long-standing clientele is a true testament to the 
high-quality service offered.  

A low staff turnover has also allowed customers 
to build solid relationships with staff who 
understand their needs. Clients know they’ll 
always see the same welcoming faces and receive 
the same quality service. To ensure absolute 
customer satisfaction, the person who receives 
their clothes performs the final checks to ensure 
customer requests have been fully executed 
before the clothes leave the store. 

https://exclusivedc.co.za/

33 Baker Street, Rosebank, 
Johannesburg, 2196

02 / Most Loved Local Businesses in South Africa

Exclusive Dry 
Cleaners 
Johannesburg 

Most Loved Local Dry Cleaning
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How does it feel to be a Most Loved Local 
business?

“Being voted the Most Loved Local Dry Cleaner is an 
absolute honour. We’re so grateful and our staff, who 
work extremely hard, are excited to have received 
this accolade. We take so much pride in our work, so 
receiving that acknowledgement from our community 
and our customers is fantastic.”  
- Theo Parpottas: Owner
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Percentages do not add up to 100 - each category includes other results that didn’t make the top 5
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Exclusive Dry Cleaners

Boston Laundry

Bright & Fresh

Laundro Wash

Laundry til late Burgundy

The Laundry Studio

Cleaning Specialists Nelspruit

Dirty Laundry Umhlanga

The Laundry Basket

Xpress Laundry

“So happy with the service I received. I took 
my wedding dress for dry cleaning and the 
gentleman assisting me noticed beads were 
missing and took it upon himself to replace 
them, at no extra charge. My dress came 
back perfectly! I am so glad I trusted them 
and can highly recommend their services! 

- Google Review

10
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“Best customer service you could 
have asked for, friendly staff, they 
will wash your car and it will come 
out new...the car sanitization part 
excellent #imlovingit
- Google Review
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Loved by locals since 2019, this Durban-
based car wash has weathered challenging 
storms, such as the recent pandemic and 
flood-induced water shortages. It secured 
its Most Loved Local status when, during the 
lockdown, it was one of the first car washes in 
the region to sanitise customers’ vehicles. 

This car wash promises unsurpassed 
attention to detail and service excellence, 
which starts with being greeted by the well-
known friendly face of the owner. Additionally, 
using paint brushes to dust off air vents and 
pedals ensures high customer satisfaction. 
Best of all, it even operates during load 
shedding.

Located at the City View Shopping Centre, 
this car wash is hard to miss. Its 18-metre 
billboard has helped the business secure a 
steady stream of traffic, and the security and 
convenience of mall parking mean customers 
get a clean and shiny vehicle after shopping.

www.cityviewcarwash.co.za

City View Shopping Centre, 10 
Mathews Meyiwa Road, Greyville, 
Durban, 4001

Facebook: Cityviewcarwash

02 / Most Loved Local Businesses in South Africa

City View Car Wash 
Durban

Most Loved Local Car Wash



“I did a full auto valet and the service 
was beyond my expectations.
- Google Review
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How does it feel to be a Most Loved Local 
business? 

“Being voted the Most Loved Local means so 
much to us; I get emotional just thinking about 
it. This award humbles us and shows my son and 
me that striving for service excellence and clear 
and open communication with our customers has 
paid off. We will continue to give back to our local 
community, whether that’s through job creation 
or offering a service that will put a smile on our 
customers’ faces.”  - Percy Mitchell: Owner
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City View Car Wash 

5 Star Car Wash   

Bubbles in George Carwash  

Soapy Rides Carwash  

Bubbles Car Wash  

Kings Car Wash & Valet  

Spiffy in a Jiffy Car Wash  

Lowveld Car Wash  

Super Service  

VAG Spec Menlyn

10
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“I always find everything DIY 
related that I need. And the staff 
are always going all out to help. 
This is the best shop by far that I 
have visited.
- Google Review

“Best in building materials and 
very affordable.
- Google Review
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This well-established Rustenburg-based building 
materials business first opened its doors in 1958 
and began operating under the BUCO banner in 
2012; and is part of the fabric of this community. 
The business embodies the BUCO philosophy of 
‘Let’s Build Together’ by maintaining authentic 
partnerships with community members, from day-
to-day contractors to DIY enthusiasts. 

BUCO offers a wide range of quality building 
materials and services for the convenience of 
its customers, and always strives for service 
excellence. And because it was classified as 
an essential service, it was able to continue 
serving its community of plumbing and electrical 
contractors, hospitals, and clinics during the 
height of the pandemic. 

https://www.buco.co.za/default/rustenburg

120 President Mbeki Drive, Rustenburg, 2990

BUCO Rustenburg

02 / Most Loved Local Businesses in South Africa

BUCO Rustenberg 
Rustenburg/Magaliesburg

Most Loved Local Building Materials



“Best in building materials and 
very affordable.
- Google Review
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What does being voted one of the country’s 
most loved locals mean to you? 

“We think our business stands out by truly living 
the BUCO culture–“Siyakha”, which means “we’re 
building”. BUCO Rustenburg and its staff are committed 
to building lives, building homes, building communities. 
And all our staff embody the company values of honesty, 
respect, accountability, and resourcefulness in serving 
our diverse community.”- André Heyns: Regional 
Operations Manager
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Buco Rustenburg

Global Roofing and Builders Hardware

Jack’s Paint & Hardware - Sea Point

Hilti Store Bloemfontein

Paint Centre

Plumblink Sandton

Paint & Hardware Hyper

Menlo Paint and Hardware

Save-A-Lot Walmer

Buco Knysna

10
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Insights Into 
How A Business 
Becomes A Most 
Loved Local
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03 / Insights Into How A Business Becomes A Most Loved Local

Focus on a good overall 
experience

“This year’s survey revealed that customers 
selected a good overall experience as their 
primary criterion, followed by value for 
money and quality products.” 

- Arthur Goldstuck

Key Insight 01

What makes a business a Most Loved Local?

NOTE 
Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.

A Good Experience overall 

Good Service

Value for money

Quality products

Delivery service

Personal service

Shopping environment

Friendly Staff

Convenient (close to home)

Fast service

What makes  
a business a 

Most Loved 
Local?

General Analysis

22%

3%

4%

17%

15%

14%

6%

9%
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03 / Insights Into How A Business Becomes A Most Loved Local

Convenience is crucial  
to women

“When we analysed the results by gender, we 
found that convenience, businesses offering a 
delivery service, were slightly more important 
to women than men. This could be attributed to 
women juggling multiple roles.” 

- Arthur Goldstuck

Key Insight 02

What makes a business a Most Loved Local?

NOTE
Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.

Female Male

A good experience overall

Good service 

Value for money 

Quality products 

Delivery service 

Personal service 

Shopping environment

Friendly Staff 

Convenient (close to home)

Fast service 

Extended operating hours 

Analysis by gender
21%

17%

23%

17%

16%

14%
13%

10%
8%

6%
6%

4%
5%

4%
4%

4%
2%

3%
3%

2%
3%

14%
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03 / Insights Into How A Business Becomes A Most Loved Local

Value for money is less important for the 35-45 age group 

“When we analysed the results by age, it was interesting that there was very little difference between 
ages, except for 35-45, which dropped to 13%. I suspect that this age group is when people are at the 
height of their earning capacity, or their earnings are increasing at the fastest rate and getting value for 
money recedes into the background for them.” 

- Arthur Goldstuck

Key Insight 03

What makes a business a Most Loved Local?

25 - 34

18- 24

46 - 55

35 - 45

56+

Good service 

A good experience overall

Personal service 

Quality products 

Value for money 

Shopping environment

Friendly Staff 

Convenient

Fast service 

Delivery service 

Extended operating hours 

Analysis by age group
17%

3%
5%

6%
8%

9%

4%

2%

2%
5%

4%

4%

6%

3%

3%

3%

3%

3%
2%

6%
5%

7%

13%

13%
10%7%

7%

5%
5%

10%
15%

14%7%
18%

18%
17%
17%

13%

24%
16%

NOTE
Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.
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03 / Insights Into How A Business Becomes A Most Loved Local

“When we analysed this category by age, we 
see that experience stands out massively 
for the younger age group, while going the 
extra mile stands out for the 56+ age group, 
and is even more popular than a good 
overall experience. I think the latter starts 
to grow steadily as age increases because 
the older a customer is, the more they need 
to be made to feel special. Interestingly, 
easy parking is more of a priority for the 46-
55 age group.” 

- Arthur Goldstuck

Key Insight 04

What makes you recommend a local spot? 

A good experience overall 

Good service

Good value for money

Quality products

Accommodating/always going the extra mile

Make me feel like a local/more than a sale

Easy parking or access 

Friendly Staff

Good shopping environment

Covid-19 protocols followed 

Clean premises 

Personalised discounts

What makes you 
recommend

a local spot?

General Analysis

18%
4%

2%

1%

6%

16%

15%15%

13%

5%

Older generation 
customers want to be 
made to feel special 

NOTE
Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.
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03 / Insights Into How A Business Becomes A Most Loved Local

  The human connection 

“In this part of the survey, we asked South 
Africans what more they wanted from their 
local businesses, apart from the factors that 
made them fall in love with them initially. This 
is when we saw 'friendly staff' come to the 
fore. So, it’s evident that locals want more 
businesses to have friendly staff that know 
the customers by name and whom customers 
can connect with. It would make locals love a 
business in the community even more.” 

- Arthur Goldstuck

Key Insight 05

What more are you looking for 
in your local business?

Friendly staff 

Reward me for being a local & for coming back

Go the extra mile 

Offer a delivery service 

Have an app 

Authentic South African experience of product 

Longer operating hours 

Personal service 

Adheres to Covid-19 protocols

What more
are you looking 
for in your local 

business?

General Analysis

18%

2%

9%

16%

16%13%

10%

8%

8%

NOTE
Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.
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03 / Insights Into How A Business Becomes A Most Loved Local

Bad or slow service is a 
deterrent 

“Our research revealed that bad or slow 
service puts locals off a business. This has 
a nasty ripple effect because if a customer 
experiences bad service somewhere, they are 
less likely to go back to that business and will 
tell everyone about their experience too.” 

- Arthur Goldstuck

Key Insight 06

Bad/slow service

Unfriendly staff 

Poor quality products

Shopping environment 

Poor value for money 

Impersonal/lack of human touch 

Expensive delivery costs 

Inconvenient 

Closed on a Sunday

Doesn’t adhere to Covid-19 protocols

General Analysis

20%

2%

11%

6%

15%

14%13%

8%

7%

5%

What puts you off a local business?

What 
puts you off

a local business?

NOTE
Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.
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The Impact of 
Most Loved Local 
Businesses
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General Analysis

04 / The Impact of Most Loved Local Businesses

I developed a closer relationship with local businesses than before the pandemic

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

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

I cut back on DIY and depended more on local businesses 

I discovered new local businesses/spots

Local businesses enhanced my experience of my hometown

I had fun learning about new local businesses 

I began scouting for new or unknown local businesses/spots

I relied on local businesses to guide me to new spots and experiences

None of the above/ Other

20%

16%

13%

11%

10%

9%

8%

8%

3%

2%

NOTE 

Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.

Which of the following statements describes 
your experience after lockdown ended?  

Customers are establishing 
closer relationships with local 
businesses 

It is significant that half of respondents developed 
a closer relationship with local businesses, or 
realised how much they depended on them.

Key Insight 07
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04 / The Impact of Most Loved Local Businesses

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

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

I cut back on DIY and depended more on local businesses 

I had fun learning about new local businesses 

 I developed a closer relationship with local businesses than before the pandemic

 I began scouting for new or unknown local businesses/spots

 I discovered new local businesses/spots

 I relied on local businesses to guide me to new spots and experiences

 Local businesses enhanced my experience of my hometown

None of the above/ Other

14%

17%

14%

7%

18%

7%

10%

3%

8%

2%

12%

15%

7%

9%

21%

10%

10%

3%

10%

1%

Which of the following statements describes 
your experience after lockdown ended?  

Key Insight 08

Analysis by gender

When analysing the responses to this question 
by gender, it revealed specific nuances between 
the two. Men were more likely to develop closer 
relationships with local establishments than before 
the pandemic. But women seem to have become 
more aware of how much they rely on their 
favourite local businesses. I think that’s also 
because people could be looking for that human 
element, especially after the impact of the 
lockdown.” 

- Arthur Goldstuck

Female Male

NOTE 

Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.
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04 / The Impact of Most Loved Local Businesses

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

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

I cut back on DIY and depended more on local businesses 

I had fun learning about new local businesses 

I developed a closer relationship with local businesses than before the pandemic

I began scouting for new or unknown local businesses/spots

I discovered new local businesses/spots

I relied on local businesses to guide me to new spots and experiences

Local businesses enhanced my experience of my hometown

None of the above/ Other

Which of the following statements describes 
your experience after lockdown ended?  

Key Insight 09

Analysis by gender

Young customers were most affected by the lockdown  

"Interestingly, when it came to realising how much customers rely on their favourite local businesses, 
the numbers increased steadily from the youngest demographic up to the 46-55 age group. The 56+ 
generation felt significantly less reliant on their local businesses than the other groups. This suggests 
that younger customers were the ones most heavily affected by the pandemic and coming out of of 
the various lockdown levels created a major shift in perception of local businesses, indicated in their 
response to how they developed closer relationships with local businesses.” 

- Arthur Goldstuck

25 - 34

18- 24

46 - 55

35 - 45

56+

16%
21%

22%
22%

13%

16%

14%

11%
10%

11%

7%

17%

14%

12%

8%
7%

5%

5%

8%

3%
5%

10%

4%

9%

1%

3%
8%

7%
4%

9%
11%

5%

2%
4%

7%

11%

11%

11%
10%

9%

15%

16%

15%

NOTE 

Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.
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04 / The Impact of Most Loved Local Businesses

Yes

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

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

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

95%

39%

29%

18%

14%

Do you think it’s important to support 
local businesses?

Has support for local businesses been 
stronger after the pandemic than before?

Key Insight 10

Key Insight 11

Realising the role of local business   

“This category saw a massively unanimous response. I think 
this is probably because of the raised awareness of the role 
of local businesses after the pandemic. Furthermore, this 
support is strong across gender and age groups.” 

- Arthur Goldstuck

Customers carried on 
the way they did before   

“Interestingly, two-thirds of respondents 
said they carried on the way they did 
before. So, although support and 
awareness were high, behaviour – in 
terms of who they support – hasn’t 
changed. A third said it had become a 
bigger priority, and they’ve even started 
looking for more local businesses to 
support.

- Arthur Goldstuck
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Experiences
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Analysis by age group

05 / Experiences

Experiences have always been more important to me than things.

Since the pandemic, experiences have become more important to  
me than things.

Buying physical things have always been more important to me than 
experiences.

Buying physical things have become more important to me than 
experiences since the pandemic.

Experiences and things have always been of equal importance to me.

Since the pandemic, experiences and things have taken on equal 
importance to me.

How important are experiences to you, 
compared to spending money on “things”? 

Since the pandemic, experiences became 
more important, or as important as products 
to just over a third of respondents. Buying 
material products are more important than 
experiences for the older age group

“The one area that revealed a massive difference in buying 
material things becoming more important than experiences 
was in the 56+ audience. This could be because they realise 
they don’t have that much time to spend their money.”

- Arthur Goldstuck

Key Insight 12

25 - 34

18- 24

46 - 55

35 - 45

56+

23%
26%

24%

27%

25%

25%
21%

22%

25%
16%

10%

12%

13%

12%

16%

12%
13%

17%

16%
14%

18%

17%

17%

16%

14%

10%
8%

11%

NOTE 

Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.
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05 / Experiences

Would you like to...?

Customers want the local experience 

“The stats in this section indicate that although people still like 
to follow global fashion, beauty and style trends, there is an 
opportunity for neighbourhood butcheries, restaurants, markets, 
stores and car washes to create a truly authentic local 
experience to attract and retain customers. This came through 
clearly when respondents said they want an authentic South 
African experience when exploring their community, city or when 
frequenting the local party scene."

- Arthur Goldstuck

Key Insight 13

Travel like  
a local? 

Eat like  
a local? 

Shop like  
a local? 

Party like  
a local? 

Decorate or 
maintain your 

home in the 
same style as 
others in your 

area?

Follow the  
same fashion 

and beauty 
trends as 

people in your 
area?

81%

77% 63%

Yes No

69%

85%96%

19%

23% 37% 31%

15%4%

NOTE 

Percentages do not always add up to 100%, due to rounding up or down of sub-totals to make up whole numbers.
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Insights Summary: Arthur’s five critical 
tips for small business owners after the 
lockdown:

1. You can’t afford to compromise on experience

This year’s survey revealed that good overall experience is locals’ primary criterion and the most crucial 
thing they want from local businesses. So, ensure you adopt a 360-degree approach to create an exceptional 
customer experience. This should include good service, offering value for money, quality products, going 
the extra mile, employing friendly staff, and making customers feel like locals. Remember, you can draw 
customers to your business by creating an authentic South African experience, not by operating as a faceless 
establishment. 

2. Greet customers with a friendly face  

Quality becomes less important to older customers who don’t appear to “sweat the small stuff” anymore. 
Instead, they want to see a friendly face they can engage with. So, encourage your staff to welcome new and 
existing faces with a smile to keep them coming back. 

3. Accommodate younger customers 

Our report shows that younger customers regard delivery services highly, most likely because most young 
people don't have their own transport, and even more likely because they want instant and convenient 
gratification. So, try to meet them halfway by offering added convenience. 

4. Customers will love you more if you’re authentic 

Our report revealed that you could attract more customers by treating people like they're part of your 
community. That means you can make your establishment more welcoming by embracing local traditions so 
customers can party, eat, or shop like a local.  

5. Massive retail chains can benefit from creating a local experience 

In this year's report, we found that even though they're part of a larger group, branches can still make locals 
feel more welcome. To achieve this, they must tailor their space to reflect their community and offer a more 
personalised experience. So, whether you’re part of a gym or retail chain, go beyond only training staff to greet 
customers by name and add an element of the community to your establishment. 

6. People want to support local and connect 

Establishments like the Kruger National Park, Montecasino and uShaka Marine World are not small, but people 
feel that by going there, they’re supporting local tourism. They think that if they don’t go to the Kruger, they’re 
not doing justice to supporting the country’s tourism efforts. Also, establishments like Montecasino are more 
than just machines and casinos. They offer people an experience and an opportunity to connect with other 
people, as do food markets where people come together to experience great flavours, local produce and live 
local entertainment.
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This year’s report highlights how consumers 
unanimously agree that it is essential to support 
local businesses. It’s great to see this positive 
sentiment because small businesses continue to 
be crucial contributors to the country’s economic 
growth and recovery following a rough couple of 
years and play a vital role in their communities. 

They provide employment opportunities that 
bridge the high unemployment gap, helping 
communities get back on their feet and solve the 
country’s socioeconomic challenges. 

This year's findings also highlight a behavioural 
shift in how customers prefer to interact with 
their favourite establishments. We’ve seen the 
emergence of a good overall experience as the 
top criterion for consumers when considering 
what makes them support their most loved local 
business. To maintain this optimistic trajectory, 
businesses must now focus on adapting to those 
evolving needs while still focusing on value for 
money and quality service as contributors to 
an overall good experience and must continue 
striving to exceed customers' expectations.  

Additionally, the sheer volume of material drivers 
of change that have converged on the country 
over the last few years has made it even more 
crucial for businesses to mind the gap. That 
means business owners shouldn’t underestimate 
how these drivers have accelerated the explosion 
of risk, from hyperinflation to rolling blackouts, 

petrol price increases, and the recent unrest that 
has caused the most significant impact on the 
economy seen from a singular event. 

These challenges threaten businesses’ ability to 
balance growth with sustainability. However, by 
minding the [risk] gap and adopting appropriate 
business risk management programmes, they can 
navigate this challenging environment and capitalise 
on the opportunities created by infrastructural 
institutional voids. 

As the leading short-term insurance company in 
South Africa, Santam remains committed to helping 
businesses close their risk gap by safeguarding 
their operations and assisting them to become 
more risk resilient. By equipping businesses with 
the necessary risk management information to 
make informed decisions they are able to mitigate 
potential risks and disruptions. 

And when these risks are unavoidable, we’re 
there to provide them with insurance solutions 
they can use to transfer that risk, so they can 
quickly get back on their feet following a disaster.

Beyond our insurer role, as a responsible 
corporate citizen, we aim to empower local 
SMEs by offering expertise and resources that 
may otherwise be out of their reach. Below are 
three ways in which established corporates can 
assist small and micro-sized businesses to build 
sustainable businesses:

A final word from Gerald



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 (FSP 3416), a licensed non-life 
insurer and controlling company for its group companies. 

1. Professional networking and mentorship 

To connect business owners with like-minded organisations 
to share knowledge and experiences and support each other. 
Although businesses exist to solve customer needs, now more 
than ever, they too need an enabling environment to thrive. 
Solutions for fundamental business needs, such as access 
to funding, markets and business support services, could be 
facilitated by leveraging a professional network of like-minded 
individuals who face similar challenges.

2. Business support services

To help navigate the ever-increasingly complex regulatory 
environment, ensuring businesses comply with various 
requirements such as POPIA legislation when dealing with 
customer data. IT security protocols are another risk factor as 
companies become more digitally active in search of new market 
opportunities. And access to the right IT business support 
systems is a critical enabler of SMEs’ digital growth ambitions.

3. Risk planning 

So they can plan for all eventualities and have contingencies 
in place as a business and entrepreneur. From an insurance 
perspective, the effects on assets in an unforeseen event (fire, 
floods, theft, or unrest) can set business owners back. However, 
if they insure their businesses appropriately, they can navigate 
setbacks effectively and continue business as usual as soon as 
possible. 

As a company that’s been around for over 104 years, we 
understand our role in supporting the country’s Most Loved 
Local businesses. Because when they’re successful, the country 
prospers. 

We hope this third edition of the report encourages South 
Africans to recognise and celebrate outstanding local 
businesses that play a crucial role in our lives while weathering 
countless storms. 


