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1. Purpose and Scope  

 

The purpose of this Complaints Resolution Policy and Procedure is to outline a suitable internal 

approach and response to the resolution of any complaints received by the FSP and by following 

standard guidelines in resolving complaints for our customers. Izdara Underwriting Managers (Pty) Ltd is 

an authorized Financial Services Provider and thus governed by the Financial Advisory and Intermediary 

Services Act.  

 

2. Definitions  

 

PHRASE DEFINITION 

“Complaint”  

 

 

 

 

 

 

 

 

“Internal complaint resolution system and 

procedures” 

 

 

“Ombud” 

 

 

“Client” 

 

 

“Complainant” 

 

“Rules” 

In terms of the FAIS Act Section 26(1)(a)(iii), a specific 

complaint relating to a financial service rendered by 

a financial services provider or representative to the 

complainant on or after the date of 

commencement of this Act, and in which complaint 

it is alleged that the provider or representative –  

 

has contravened or failed to comply with a provision 

of this Act and that as a result thereof the 

complainant has suffered or is likely to suffer financial 

prejudice or damage;  

has wilfully or negligently rendered a financial service 

to the complainant which has caused prejudice or 

damage to the complainant or which is likely to 

result in such prejudice or damage; or  

has treated the complainant unfairly.  

The system and procedures established and 

maintained by the FSP in accordance with the 

General Code of Conduct for the resolution of 

complaints by clients. 

Ombud for Financial Services Providers, commonly 

referred to as the FAIS Ombud in section 20(2) of the 

FAIS Act, or Ombudsman of Short Term Insurance in 

section 21 of the Short term Insurance Act.  

a specific person or group of persons, excluding the 

general public, who is or may become the subject to 

whom a financial service is rendered intentionally, or 

is the successor in title of such person or the 

beneficiary of such service. 

a specific client who submits a complaint to the FSP 

for purposes of resolution by the FSP 

The Rules on Proceedings of the Officer of the 

Ombud for Financial Services Providers, as published 

in Board Notice 81 of 2003. 

 

 

 

 

3. Introduction 

 

In terms of the Financial Advisory and Intermediary Services Act (FAIS, Act 37 of 2002) every Financial 
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Services Provider (FSP) who is authorised to provide financial advice and/or intermediary services to 

clients, have the duty to offer clients a formal process to resolve complaints. The complaint resolution 

process must offer the client the opportunity to lodge a complaint and have the complaint resolved 

within 6 weeks. In the event of the complaint not being resolved within 6 weeks the client can escalate 

the complaint to the Ombud for a final ruling. Such complaint must be lodged within six months after 

the determination that the complaint could not be resolved by the FSP. 

 

The key individual must ensure that there are adequate processes in place and that staff are informed 

and trained with regard to the handling of complaints submitted to the Ombud and any investigations 

by the Ombud's office. 

 

4. Our Complaints Procedure  

 

Izdara Underwriting Managers (Pty) Ltd has formulated a complaints handling procedure as set out 

below. 

 

4.1 Product Related Complaints 

 

Complainant needs to be directed to the product provider’s complaints department in order to be 

assisted with lodging a complaint. 

 

4.2 FAIS Related Complaints 

 

Complainant can contact us to lodge complaint on via various platforms (telephone, by email, or post).  

 

4.2.1 We will then inform the complainant that a written complaint is required and send the 

necessary complaints submission form for completion. 

4.2.2 Case will then be opened by the Internal Complaints Officer for investigation and noted in the 

Internal Complaints Register. 

4.2.3 Acknowledgement of complaint lodged will be sent within 5 working days to the complainant 

from the Internal Complaints Officer which will detail the process which will be followed 

including the responsible persons involved in resolving dispute.  

4.2.4 Should it be found that the complaint is invalid and must be referred then it must be 

communicated to the complainant. Refer to invalid complaint procedure.  

4.2.5 In case of a valid complaint the Internal Complaints Officer will then investigate and collect 

the necessary information from the different departments within the FSP. 

4.2.6 Internal Complaints Officer must then present all evidence to the Complaints Risk Committee 

for investigation, discussion, resolution, and formulate feedback to complainant. 

4.2.7 Should it be found that operational impact due to complainant’s complaint is discovered then 

the FSP’s management needs to be made aware of it and corrective action needs to be 

taken to mitigate future complaints. 

4.2.8 Internal Complaints Officer needs to provide outcome feedback from the Complaints Risk 

Committee to complainant within six weeks from date of complaint lodge about the outcome 

of the investigation and recourse taken by the FSP. 

4.2.9 Should the Internal Complaints Officer not be able to resolve matter within 6 weeks from 

complaint lodged date, then complainant must be informed about the further recourse at the 

disposable to the complainant to finalise the matter. 

4.2.10 All case files must be given to the Compliance Manager and the Internal Complaints Register 

needs to be updated with the outcome information. 

 

Contact details for Complaints department of: 
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Izdara Underwriting Managers (Pty) Ltd 

 

Postal address:  P.O. Box 381, Randburg, 2125 

Physical address:  Block F, Hurlingham Office Par, 59 Woodlands Ave, Hurlingham, Sandton 2196 

Telephone:   087 825 1146 

Email:    complaints@izdara.co.za 

 

Contact details for External Compliance department of: 

 

Oracle Compliance (Pty) Ltd 

 

Physical address:  3rd Floor, 34 Whiteley Road, Melrose Arch 

Telephone:   011 100 2551 

Email:    info@oraclecompliance.com 

 

5. Complaints Risk Committee  

 

The formulation of the Complaints Risk Committee will consist of the following members of staff in order to 

investigate, evaluate and provide recommendations for the outcome of complaint resolution. 

 

• Managing Director 

• Internal Complaints Officer 

• Compliance Manager  

• Sales Manager 

 

6. What constitutes a complaint 

 

In terms of the FAIS Act Section 26(1)(a)(iii), a specific complaint relating to a financial service rendered 

by a financial services provider or representative to the complainant on or after the date of 

commencement of this Act, and in which complaint it is alleged that the provider or representative –  

 

• has contravened or failed to comply with a provision of this Act and that as a result thereof the 

complainant has suffered or is likely to suffer financial prejudice or damage;  

• has wilfully or negligently rendered a financial service to the complainant which has caused 

prejudice or damage to the complainant or which is likely to result in such prejudice or damage; 

or  

• has treated the complainant unfairly. 

 

7. Handling an invalid claim  

 

When the Internal Complaints Officer handling the complaint has resolved that the complaint is invalid 

the following process needs to be followed:  

 

7.1 Internal Complaints Officer needs to log the complaint as a grievance. 

7.2 The grievance needs to be investigated, adequately reviewed, and treated fairly. 

7.3 The resolution needs to be provided to the complainant within 5 days with written feedback on 

the outcome of the complaint. 

7.4 It is not required that the complaint to logged in the Internal Complaints Register or the matter to 

be referred to the Complaints Risk Committee. 

7.5 The Internal Complaints Officer needs to provide the report to the Compliance Manager. 

7.6 Where applicable, should the remedy or recommendation be implemented for operations then 

management needs to be informed accordingly. 

mailto:complaints@izdara.co.za
mailto:info@oraclecompliance.com
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8. Complaints received from the respective Ombud 

 

Complaints received from the Ombudsman or Regulatory Body will be managed by the Compliance 

Manager of the FSP and may include the Complaints Risk Committee for any further information and 

delegation of supporting material or evidence which might be needed by the legal team to present 

the case with Ombudsman. 

 

The rules that the client must keep in mind when approaching the Ombud for an Ombud complaint to 

be valid, the following conditions have to be met:  

 

8.1 Where appropriate, a complainant refers to the client and also includes the complainant’s lawful 

successor in title or the nominated beneficiary of the financial product which is the subject of the 

relevant complaint.  

8.2 The act or omission complained of must have been done on or after 30 September 2004.  

8.3 The complaint must be received by the Ombud within 3 years of the act or omission that resulted 

in the complaint – if the complainant was not aware of the act or omission, the 3 years starts 

running from the date on which the complainant became aware, or from the date on which the 

reasonable person in his circumstances would have become aware, whichever date is the 

earliest.  

8.4 If the complainant already instituted action in a court of law relating to the matter forming the 

subject of the complaint submitted to the Ombud, the Ombud will not consider the complaint. 

 

9. Record Keeping of Internal Complaints Register 

 

9.1  Complaints records will be maintained for a minimum period of 5 years together with  

an indication of whether or not such complaint was resolved and all cases of non- 

compliance with the legislation and the reasons for such non-compliance. 

 

9.2 Complaint submission document 

 

This document needs to be sent to the client to lodge a complaint in a written format: 

 

9.2.1 Complaint Acknowledgement document 

 

This document needs to be sent to the client to confirm acknowledgement of their complaint:  

 

9.2.2 Complaint Resolution Outcome document 

 

This document needs to be sent to the client to provide feedback outcome of the complaint and 

which remedy or recommendations was made by the Complaints Risk Committee 

 

 

10. Contact Details of Respective Ombudsman 

 

10.1 FAIS Ombud  

Physical 

Address 

FAIS Ombud 

 Menlyn Central Office Building 

 125 Dallas Avenue 

 Waterkloof Glen 

 Pretoria  
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 0010 
Postal Address FAIS Ombud 

 P.O. Box 41 

 Menlyn Park 

 0063 

Telephone 012 762 5000 / 086 066 3274 

E-mail info@faisombud.co.za  

Website www.faisombud.co.za 

 

10.2.1 National Financial Ombud Scheme South Africa (formally know as Long Term Insurance & 

Short Term Insurance Ombudsman)  

 

Physical 

Address 

Johannesburg 

110 Oxford Road 

Houghton Estate 

Johannesburg 

Gauteng 

2198 

  

Cape Town 

6th Floor, Claremont Central Building 

6 Vineyard Road 

Claremont 

Cape Town 

7700 

  

Telephone 0860 800 900 

E-mail info@nfso.co.za 

Website www.nfso.co.za 

 

 


