COMPLAINTS POLICY
FOR
OPTIMUM EMPLOYEE BENEFITS (PTY) LTD

(Hereinafter referred to as OEB)
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1.

DEFINITIONS

1.1 COMPLAINT

Complaint means an expression of dissatisfaction by a person to a provider or, to the knowledge of the
provider, to the provider's service supplier relating to a financial product or financial service provided or offered
by that provider which indicates or alleges, regardless of whether such an expression of dissatisfaction is
submitted together with or in relation to a client query, that -

a)

b)

Q)

1.2 COMPLAINANT
Complainant means a person who submits a complaint and includes a -
a) client;

b)

Q)
d)
e)

f)

who has a direct interest in the agreement, financial product or financial service to which the complaint relates,
or a person acting on behalf of a person referred to in (a) to (f);

1.3  CLIENT QUERY

Client query means a request to the provider or the provider's service supplier by or on behalf of a client, for
information regarding the provider's financial products, financial services or related processes, or to carry out
a transaction or action in relation to any such product or service.
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14 COMPENSATION PAYMENT

Compensation payment means a payment, whether in monetary form or in the form of a benefit or service, by
or on behalf of a provider to a complainant to compensate the complainant for a proven or estimated financial
loss incurred as a result of the provider's contravention, non-compliance, action, failure to act, or unfair
treatment forming the basis of the complaint, where the provider accepts liability for having caused the loss
concerned, but excludes any -

a)

b)

Q)

and includes any interest on late payment of any amount referred to in (b) or (c);

1.5 GOODWILL PAYMENT

Goodwill payment means a payment, whether in monetary form or in the form of a benefit or service, by or on
behalf of a provider to a complainant as an expression of goodwill aimed at resolving a complaint, where the
provider does not accept liability for any financial loss to the complainant as a result of the matter complained
about.

1.6 MEMBER

Member in relation to a complainant means a member of a -
a)

b)

)

d)

1.7 REJECTED

Rejected in relation to a complaint means that a complaint has not been upheld and the provider 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 provider as unjustified or invalid, or where the
complainant does not accept or respond to the provider's proposals to resolve the complaint.

1.8 REPORTABLE COMPLAINT
Reportable complaint means any complaint other than a complaint that has been -

a)
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Q)

19 UPHELD

Upheld means that a complaint has been finalised wholly or partially in favour of the complainant and that
a)

b)

Q)

1.10 INTERNAL COMPLAINTS REVIEW AND ESCALATION PROCESS

Internal Complaints Review and Escalation Process means the system and procedures established and
maintained by the FSP in accordance with the General Code of Conduct for the resolution of reportable
complaints lodged against the FSP by complainants.

2. PURPOSE OF A COMPLAINTS POLICY

In terms of section 17(1)(a) of the General Code of Conduct for Authorised Financial Services Providers and
Representatives (“the General Code of Conduct”) a provider must establish, maintain and operate an adequate
and effective complaints management framework, in order to ensure the effective resolution of complaints
and the fair treatment of complainants.

In order to achieve the abovementioned outcomes, OEB has adopted a complaints policy which outlines OEB'’s
commitment towards the fair, transparent and effective resolution of complaints. OEB will also ensure that the
Complaints Management Framework is regularly reviewed in order to ensure the effectiveness of same.
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ESTABLISHING A COMPLAINTS MANAGEMENT FRAMEWORK

OEB is committed towards rendering financial services with the proper due skill, care and diligence and in the
best interests of its clients.

Despite OEB's high service standards there may be instances where a client nevertheless prefers to submit a
formal complaint against OEB. In such instances OEB will follow the complaints management framework as
outlined below.

The FSP is committed towards a transparent and accessible complaints resolution process that is fair to all
parties involved. In order to achieve these outcomes, the FSP undertakes as follows:
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4. ALLOCATION OF RESPONSIBILITIES

same.

5. RESPONSIBLE AND ADEQUATE DECISION-MAKING

Optimum Employee Benefits (Pty) Ltd Page 5 of 8



Complaints Policy

6. CATEGORISATION OF COMPLAINTS

7. INTERNAL COMPLAINT ESCALATION & REVIEW PROCESS
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8. DECISIONS RELATING TO COMPLAINTS

9. ENGAGEMENT WITH THE OMBUD & REPORTING

10. ENGAGEMENT WITH THE PENSION FUNDS ADJUDICATOR &
REPORTING
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