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1. Background

This Complaints Management Procedure outlines the processes and responsibilities for handling, recording, escalating, and
resolving complaints received by The PFS Group (Pty) Ltd. It replaces the previous Complaints Resolution Plan and is aligned
with the requirements of the FAIS Act, the Policyholder Protection Rules (PPRs), Treating Customers Fairly (TCF) principles,

and the National Financial Ombud Scheme South Africa (NFO).

2. Purpose

The purpose of this procedure is to ensure that all complaints received by The PFS Group are handled promptly, fairly, and

effectively. The aim is to protect policyholders, ensure transparency, and continuously improve service quality.

3. Objectives and Scope
This Policy serves to provide guidance on the handling and recording of all Complaints with a view to continuously improve
our service to clients, potential clients and all other stakeholders.

The procedures outlined herein must be followed by all employees to ensure that every complaint is dealt with correctly,

as we are committed to the effective resolution of all complaints received.

This Complaints Management Framework aspires to formalise the practices required for the effective handling of

policyholder and consumer complaints.
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Where any agreement with an outsourced business partner allows that they may handle any complaints or complaint

resolution or record keeping processes, it is recommended that those agreements incorporate at least the minimum

standards necessary for complaints management as defined by the Policyholder Protection Rules (as amended).

This may include that its complaint management process:

Is proportionate to the nature, scale and complexity of their business and risks;

Clearly sets out their responsibilities in relation to the handling and reporting of complaints;

Is appropriate for their business model, policies, services, policyholders, and beneficiaries;

Enables complaints to be considered after taking reasonable steps to gather and investigate all relevant and
appropriate information and circumstances, with due regard to the fair treatment of complainants; does not impose
unreasonable barriers to complainants; and is fully compliant with the Financial Advisory and Intermediary Services

Act (FAIS as well as the Policy Holder Protection Rules (PPR's) (as amended).

This framework has been designed to:

3.1

3.2.

3.3.

3.4.

3.5.

3.6.

3.7.
3.8.

3.9.

Maintain a comprehensive complaint handling policy, outlining our commitment to the timely resolution of
complaints;

Ensure the continued provision of the highest standards of professionalism and client service;

Ensure the effective, fair and prompt resolution of all complaints;

Properly administer and control all complaints which may arise;

Ensure compliance with the Short-Term Insurance Act, Long-Term Insurance Act, SAIA Code of Conduct, the
Policyholder Protection Rules (PPR) (as amended), and any other applicable legislation;

Protect and develop the reputation of this company by learning from the root cause analysis performed on
complaints;

Acknowledge and record complaints in a centralised manner;

Ensure active engagement with the various Ombudsman Schemes, Regulatory bodies, social media platforms and
complainants.

Ensure objectivity of the Market Conduct department staff in attending to and resolving complaints.

4. Definitions

4.1. "complainant" means a person who submits a complaint and includes a —
a) policyholder or the policyholder's successor in title.
b) beneficiary or the beneficiary's successor in title;
c) person whose life is insured under a policy;
d) person that pays a premium in respect of a policy; member of a group scheme; or
e) potential policyholder or potential member of a group scheme whose dissatisfaction relates to the relevant
application, approach, solicitation or advertising or marketing material, who has a direct interest in the
06—03 — 005 Revision: 3 Page: 2 of 12 The PFS Group (Pty) Ltd - Reg no. 2016/474152/07
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agreement, policy or service to which the complaint relates, or a person acting on behalf of a person referred

to in paragraphs (a) to (e);

4.2. "complaint" means an expression of dissatisfaction by a person to an insurer or, to the knowledge of the insurer, to
the insurer's service provider relating to a policy or service provided or offered by that insurer which indicates or
alleges, regardless of whether such an expression of dissatisfaction is submitted together with or in relation to a

policyholder query,

that —

a) theinsurer or its service provider has contravened or failed to comply with an agreement, a law, a rule, or a
code of conduct which is binding on the insurer or to which it subscribes;

b) the insurer or its service provider's maladministration or wilful or negligent action or failure to act, has caused
the person harm, prejudice, distress or substantial inconvenience; or

c) theinsurer or its service provider has treated the person unfairly;

4.3. "compensation payment" means a payment, whether in monetary form or in the form of a benefit or service, by or
on behalf of an insurer to a complainant to compensate the complainant for a proven or estimated financial loss
incurred as a result of the insurer's contravention, noncompliance, action, failure to act, or unfair treatment forming

the basis of the complaint, where the insurer accepts liability for having caused the loss concerned,

but excludes any —

a) goodwill payment;

b) payment contractually due to the complainant in terms of a policy; or

c) refund of an amount paid by or on behalf of the complainant to the insurer where such payment was not
contractually due;

d) andincludes any interest on late payment of any amount referred to preceding paragraphs.

4.4, “goodwill payment” means a payment, whether in monetary form or in the form of a benefit or service, by or on
behalf of an insurer to a complainant as an expression of goodwill aimed at resolving a complaint, where the insurer

does not accept liability for any financial loss to the complainant as a result of the matter complained about.

4.5. “policyholder query” means a request to the insurer or the insurer's service provider by or on behalf of a
policyholder, for information regarding the insurer's policies, services or related processes, or to carry out a

transaction or action in relation to any such policy or service;

4.6. “rejected” in relation to a complaint means that a complaint has not been upheld and the insurer regards the
complaint as finalised after advising the complainant that it does not intend to take any further action to resolve the
complaint and includes complaints regarded by the insurer as unjustified or invalid, or where the complainant does

not accept or respond to the insurer's proposals to resolve the complaint;
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“reportable complaint” means any complaint other than a complaint that has been

a) upheld immediately by the person who initially received the complaint;

b) upheld within the insurer's ordinary processes for handling policyholder queries in relation to the type of policy
or service complained about, provided that such process does not take more than five business days from the
date the complaint is received;

c) submitted to or brought to the attention of the insurer in such a manner that the insurer does not have a
reasonable opportunity to record such details of the complaint as may be prescribed in relation to reportable

complaints;

“upheld” means that a complaint has been finalised wholly or partially in favour of the complainant and that —
a) the complainant has explicitly accepted that the matter is fully resolved; or
b) itis reasonable for the insurer to assume that the complainant has so accepted; and

c) all undertakings made by the insurer to resolve the complaint have been met or the

complainant has explicitly indicated its satisfaction with any arrangements to ensure such undertakings will be met

by the insurer within a time acceptable to the complainant.

5. Key Principles

The following key principles apply to this Complaints Management Process:

5.1. That we are accessible to our customers by ensuring our complaint reporting information is available on all
disclosure documents and client-facing mediums (website, digital platforms, etc).

5.2. That we ensure timely resolution of all complaints submitted, in line with this framework.

5.3. That we ensure fairness and impartiality in all complaint handling to ensure the principles Treating Customers Fairly
are upheld.

5.4. We will provide complainants the opportunity to escalate complaints for further review, should they feel the Market
Conduct team's impartiality had been impaired in the handling of his/her complaint.

5.5. We will maintain accurate record keeping of all complaints received in an efficient and secure manner.

5.6. We will maintain open communication channels before, during and after a complaint has been received.
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6. Allocation of Responsibilities

The allocation of the responsibilities for ensuring the effectiveness of this framework are noted below:

6.1. Supervisory

a) Director

Responsible for the effective resolution of complaints and must approve and oversee the effective

implementation of this framework including changes.
b) Management Team and Director

The Management Team and Director must monitor adherence to this framework.

6.2. Oversight and Monitoring

a) Director
Approves and oversees the effectiveness of this framework.

b) Management Team and Compliance Officer
e Implements the requirements of this framework.
e  Guides business on matters relating to this framework.
e Disseminates management reports to Director and Regulatory bodies in the form of trend and root cause
analysis of complaints received for the various reporting periods.
e Monitoring the effectiveness of this framework by conducting on-site reviews, as the business needs
arise.

e  Ensure that all complaints are attended to in accordance with this framework.
c) Compliance Officer

Responsible for reviewing and monitoring by means of on-site audits, the adherence to the requirements

outlines in this framework.

6.3. Updated and Notified

a) Director

To ensure that the outcomes from this framework are implemented by the various business divisions.

The PFS Group (Pty) Ltd - Reg no. 2016/474152/07
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7. Company Complaints Policy

At The PFS Group we are committed to:

e Resolve client’s complaints, in a manner that we see just and fair towards the client, staff and our business.

e We ensure that clients will be fully informed of the procedure to follow on how to lodge a complaint, the progress
of the complaint resolution and any other or further developments.

e We will assist clients as far possible to voice and word their compliant in whatever format appropriate to ensure
that the complaint will receive our full attention and that there are no ambiguities in so far the dispute at hand.

e To ensure that complaints will be considered by competent, fair staff with a company culture of treating the client
fairly.

e Complaints to be addressed within a reasonable timeframe that we ensure that all angles of the complaint are fully
and comprehensively considered.

e When the complaint is considered in the clients favour, just compensation or restitution offered as soon as
reasonable and possible.

e Toinform client of further avenues to be followed, such as the Ombudsman, in instances when the complaint
cannot be resolved.

e Toensure that all records will be kept for a minimum of 5 years.

e Toidentify and appropriately address areas of concern that requires measures to be altered so that complaints

won’t arise and leave clients disgruntled.

8. Complaints Procedure

Our Complaint Management Process includes the following:

8.1. All complaints should be reduced to writing by the person receiving the complaint. All communication with

complainants must be in plain language.

8.2. All complaints must be logged on the Complaints register. Information on the Complaints Register will include:
e Date received
e Date of incident
e Complainants details
e Policy and claim number
e  Brief description of the complaint
e  Responsible department
e Activity update
e  Complaint status

e Complaint category as defined by 18.5 of the Policyholder protection Rules (as amended).

The PFS Group (Pty) Ltd - Reg no. 2016/474152/07
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e  Escalation

8.3. If aclient complains by telephone, invite the client to submit, in writing, a formal complaint, which should then be

emailed to info@thepfsgroup.co.za.

8.4.  Within 24 hours of receiving a complaint, the complainant must be provided with a written acknowledgement of
receipt from the relevant department Manager who will be responsible for handling the complaint. The letter
template includes; amongst other things; contact details of the person or department that will be handling the
complaint; relevant timelines for addressing the complaint; details of the internal complaint escalation and review
process if the complainant is not satisfied with the outcome of a complaint; and details of escalation of complaints

to the office of a relevant Ombud where applicable.

8.5. Each complaint will be recorded in the complaints register the Service Consultant: Market Conduct within 48
hours after receipt. The following are the complaint categories which are relevant to the business model of The

PFS Group (Pty) Ltd:

e (Claims Disbursement;

e  Complaints Handling;

e Other Complaints;

e  Product/Service Design: Charge &

e Loyalty; Product/Service Design: Cost;

e  Product Accessibility, Changes or Switches;

e  Product performance against expectations and
e  Service Received

e  Product / Service Design: Premium Collection or lapsing of policies

8.6. Within a period not exceeding 21 working days and as soon as reasonably possible of initial receipt of the

complaint, a decision must be made by Management and the Director on the outcome of the complaint.

8.7. Inthe event a complaint is upheld, commitment to make or any other action must be carried out without undue

delay.

8.8. Inthe event a complaint is rejected, the complainant will be provided with clear and adequate reasons for the

decision and be informed of the escalation process.

8.9. All documentation relating to a complaint must retained for a minimum period of 5 years.

8.10. If a complaint is not settled within 6 weeks of receipt, the complainant must be informed of his/her right to take

up the matter with the respective Ombudsman.
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NATIONAL FINANCIAL OMBUD SCHEME SOUTH AFRICA (NFO Scheme)

Johannesburg Cape Town
Address: 110 Oxford Rd, Houghton Estate, Claremont Central Building, 6th Floor, 6
Johannesburg, Gauteng, 2198 Vineyard Road, Claremont, Western

Province, 7700
Telephone Number: 0860-800-900
Email Address: info@nfosa.co.za

Website Address: www.nfosa.co.za

FAIS Ombudsman:

Address: Menlyn Central Office Building, 125 Dallas Avenue, Waterkloof Glen, Pretoria 0010
Postal Address: P O Box 41, Menlyn Park, 0063
Telephone Number: 012-762-5000

Sharecall: 086-066-3274
Email Address: info@faisombud.co.za
Website Address: www.faisombud.co.za
06—03 — 005 Revision: 3 Page: 8 of 12 The PFS Group (Pty) Ltd - Reg no. 2016/474152/07
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9. Flow Chart of Complaints / Resolution Process

Client lodges complaint

|

If not in writing, request client to document complaint in writing

Acknowledge receipt within 5 days, document complaint in register

Allocate complaint to relevant Manager / department

Investigate immediate resolution or notify client of proposed time frame and steps to follow to resolve the issues

Update the register with progress report

Notify the client in writing of outcome

Revert to client within 4 weeks time frame and suggest further referral should the matter not be resolved

If necessary, escalate the complaint to the Director

If a complaint is not settled within 6 weeks of receipt, the complainant must be informed of his/her right to take up the
matter with the respective Ombudsman

10. Complaints Escalation and Review Process

Any complex or unresolved complaints may be escalated to the relevant departmental manager for review and

consideration. If the relevant manager is unable to resolve the matter within the timeframe described in 8.6 above, the

matter should be escalated to the Company Director’s PA:

Mrs. S. Balzarotti-Gibbley: reception@thepfsgroup.co.za

L ) The PFS Group (Pty) Ltd - Reg no. 2016/474152/07
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11. Record Keeping, Monitoring and Analysis of Complaints

We must ensure that we maintain accurate, efficient and secure recording of complaints-related information. The
following standards apply to the record keeping, monitoring and analysis of complaints requirements of this entity as

well as all business partners:
The following information must be recorded in respect of each reportable complaint:

a) all relevant details of the complainant and the subject matter of the complaint;
b) copies of all relevant evidence, correspondence and decisions;
c) the complaint categorisation as set out in rule 18.5; and

d) progress and status of the complaint, including whether such progress is within or outside any set timelines.

Further to this, the data in relation to these reportable complaints need to be categorised on an ongoing basis as

follows:

i. number of complaints received;
ii. number of complaints upheld;

iii. number of rejected complaints and reasons for the rejection;

iv. number of complaints escalated by complainants to the internal complaints escalation process;
V. number of complaints referred to an ombud and their outcome;

Vi. number and amounts of compensation payments made;

vii. number and amounts of goodwill payments made; and

viii. total number of complaints outstanding.

The information gathered must be analysed by management on an ongoing basis and utilised to manage conduct risks
identified and disseminate to business in order to effect improved outcomes and processes for its policyholders, to

ultimately prevent repetition of poor outcomes and errors.

L ) The PFS Group (Pty) Ltd - Reg no. 2016/474152/07
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