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1. DEFINITIONS
1.1 Complaint
A complaint is an expression of dissatisfaction made by an individual to a provider or, as far as the
provider knows, to the provider's service supplier, concerning a financial product or financial service
that the provider offers or provides. It indicates or alleges whether or not it is submitted alongside a
client query, that—
a) the provider or its service supplier has violated, or failed to adhere to, an agreement, law, rule,
or code of conduct that is legally binding on the provider or that the provider subscribes to;
b) the provider or its service supplier has engaged in maladministration, or committed a willful or
negligent act or failure to act, resulting in harm, prejudice, distress, or significant inconvenience
to the individual; or

c) the provider or its service supplier has treated the individual unfairly.

1.2 Complainant
A complainant is an individual who submits a complaint and includes any of the following:
a) a client;
b) a person nominated as the beneficiary or the successor in title for whom a product supplier
should deliver financial benefits;
c) a person whose life is insured under a financial product such as an insurance policy;
d) a person who pays a premium or makes an investment in relation to a financial product;
e) a member;
f) a person whose dissatisfaction is related to the provider’s marketing, solicitation, advertising
materials, or advertisements concerning a financial product, financial service, or related
service, who has a direct interest in the relevant agreement, product, or service, or a person

acting on behalf of any person specified in (a) to (f).

1.3 Client query
A client query is a request made by or on behalf of a client to the provider or its service supplier for
information about the provider’s financial products, financial services, or related procedures. It also

includes requests to perform a transaction or action related to any of these products or services.

1.4 Compensation payment
A compensation payment is a payment made by or on behalf of a provider to a complainant, either in
monetary form or as a benefit or service, to reimburse for a proven or estimated financial loss resulting
from the provider’s contravention, non-compliance, actions, failure to act, or unfair treatment that is
the basis of the complaint. This applies when the provider accepts responsibility for causing the loss.
However, it excludes:

(a) goodwill payments;

(b) payments that are contractually due to the complainant under the relevant financial product or

service; or
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(c) refunds of amounts paid by or on behalf of the complainant to the provider that were not
contractually owed. The definition also includes any interest accrued on late payments of

amounts referenced in (b) or (c).

1.5 Goodwill payment

A goodwill payment is a payment made by or on behalf of a provider to a complainant, either in money
or as a benefit or service, issued as a gesture of goodwill to resolve a complaint. This type of payment
is made when the provider does not admit to or accept liability for any financial loss suffered by the

complainant as a result of the issue raised in the complaint.

1.6 Member
In relation to a complainant, a member refers to an individual who is a member of one of the following:
a) a pension fund as defined in section 1(1) of the Pension Funds Act, 1956 (Act 52 of 1956);
b) a friendly society as defined in section 1(1) of the Friendly Societies Act, 1956 (Act 25 of 1956);
c) a medical scheme as defined in section 1(1) of the Medical Schemes Act, 1998 (Act 131 of
1998); or
d) a group scheme as described in the Policyholder Protection Rules made under section 62 of the

Long-term Insurance Act, 1998, and section 55 of the Short-term Insurance Act, 1998.

1.7 Rejected

In relation to a complaint, "rejected" means that the complaint has not been upheld. The provider
considers the complaint as finalized after informing the complainant that no further action will be
taken to resolve it. This also includes complaints that the provider deems unjustified or invalid, or

cases where the complainant does not accept or respond to the provider’s proposed resolution.

1.8 Reportable Complaint
A reportable complaint is any complaint that is not one of the following:

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

b) upheld within the provider's standard processes for handling client queries related to the
specific type of financial product or service, provided these processes are completed within five
business days of receiving the complaint; or

c) submitted to or brought to the provider in such a manner that the provider does not have a
reasonable opportunity to record the necessary details of the complaint as required for

reportable complaints.

1.9 Upheld
"Upheld" means that a complaint has been fully or partially resolved in favor of the complainant, and
this occurs when—

a) the complainant has explicitly confirmed that the matter is fully resolved; or

b) it is reasonable for the provider to conclude that the complainant has accepted the resolution;

and
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c) all commitments made by the provider to resolve the complaint have been fulfilled, or the
complainant has explicitly expressed satisfaction with any arrangements to ensure those

commitments are met within a timeframe acceptable to them.

1.10 Internal Complaints Review and Escalation Process
The Internal Complaints Review and Escalation Process refers to the system and procedures that the
FSP has established and maintains, in accordance with the General Code of Conduct, to resolve

reportable complaints received from complainants.

1.11 Complaint Dispute Facilitator
A Complaint Dispute Facilitator is an impartial, senior official within the provider, or someone appointed

by the provider, responsible for managing the internal escalation and review process of complaints.

2. PURPOSE OF A COMPLAINTS POLICY

Under section 17(1)(a) of the General Code of Conduct for Authorised Financial Services Providers and
Representatives ("the General Code of Conduct"), a provider is required to establish, maintain, and
operate a comprehensive and effective complaints management system. This system aims to facilitate

the efficient resolution of complaints and promote fair treatment of complainants.

The complaints management framework should be designed to achieve the following outcomes:
e Be proportionate to the size, complexity, and risks of the provider's business;
e Be suitable for the provider’s business model, policies, services, and client base;
e Allow complaints to be considered after reasonable efforts to gather and investigate relevant
information and circumstances, with a focus on fair treatment;
e Avoid creating unreasonable obstacles for complainants; and
¢ Address the matters outlined in Part XI of the General Code of Conduct.

To meet these objectives, Marius Jacobs Finansiéle Dienste has adopted a complaints policy that
reflects its commitment to fair, transparent, and effective complaint resolution. Marius Jacobs
Finansiéle Dienste will also regularly review its Complaints Management Framework to ensure it

remains effective.

3. ESTABLISHING A COMPLAINTS MANAGEMENT FRAMEWORK

Marius Jacobs Finansiéle Dienste is dedicated to providing financial services with skill, care, and
diligence, always in the best interests of its clients. Despite high standards, clients may choose to
lodge formal complaints, and when this occurs, Marius Jacobs Finansiéle Dienste will follow its

established complaints management framework.

The FSP is committed to a transparent, accessible, and fair complaints resolution process. To achieve

this, it ensures the following:
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The framework has clear objectives, principles, and responsible allocation across Marius
Jacobs Finansiéle Dienste;
Performance standards and incentive strategies promote objectivity and impartiality;
Procedures for categorizing and managing complaints, with defined timeframes and flexibility
for extensions;
Processes for escalation, decision-making, monitoring, oversight, and review;
Accurate record-keeping, ongoing monitoring, analysis, and reporting to management,
including risk trends and effectiveness assessments;
Effective communication with complainants and their representatives;
Engagement with relevant Ombud institutions;
Compliance with regulator reporting and public disclosures as required by Part XI of the
General Code of Conduct;
Processes to manage complaints related to staff and service provider interactions, including
monitoring, referral, and transparency;
Ongoing review and improvement of the framework;
Practical, timely resolution of complaints with trained staff empowered to handle issues fairly;
The appointment of independent mediators if needed;
Prompt redress where complaints are upheld in favor of the complainant;
Maintenance of complaint records for at least five years, with resolution status noted;
Investigation and action to prevent recurrence;
Secure, accurate recording and reporting of complaints to the governing body;
Ensuring complaint processes are transparent, visible, and accessible to clients through

appropriate channels.

This comprehensive approach aims to foster trust, fairness, and continuous improvement in handling

client complaints.

4. ALLOCATION OF RESPONSIBILITIES

5.

Marius Jacobs Finansiéle Dienste key individuals hold responsibility for effective complaints
management.

The key individuals are also tasked with overseeing and approving the implementation and
effectiveness of the complaints management framework.

The internal complaint review and escalation process may be delegated to the senior Complaint
Dispute Facilitator, and any questions regarding this process should be directed to that

individual.

RESPONSIBLE AND ADEQUATE DECISION-MAKING

Any individual within Marius Jacobs Finansiéle Dienste who is responsible for making decisions or

providing recommendations regarding complaints, whether generally or specific to a particular case,

must:

Be properly trained;
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Possess the appropriate combination of experience, knowledge, and skills in complaints
handling, fair treatment, and relevant legal and regulatory issues;
Be free from conflicts of interest; and

Have sufficient authority to make impartial and fair decisions or recommendations.

CATEGORISATION OF COMPLAINTS

MJFD classifies reportable complaints into the following categories:

Complaints about the design of a financial product, service, or related component, including
fees, premiums, or charges;

Complaints about information provided to clients;

Complaints about advice given;

Complaints about the performance of a financial product or service;

Complaints about service delivery, such as issues with premium or investment contributions,
or lapses of a financial product;

Complaints concerning the accessibility of financial products, changes, switches, or
redemptions of investments;

Complaints related to the handling of complaints;

Complaints about insurance risk claims, including non-payment of claims; and

Complaints about Short-Term Insurance

Complaints about Medical Aid Insurance

Complaints about Life Insurance

If deemed necessary, Marius Jacobs Finansiéle Dienste may introduce additional categories relevant

to its specific products, services, or client base to enhance the effectiveness of its complaints

management framework and improve outcomes.

The Marius Jacobs Finansiéle Dienste will classify, record, and report complaints based on the category

most closely related to each, grouping similar complaints accordingly.

7.

INTERNAL COMPLAINT ESCALATION & REVIEW PROCESS

MJFD has established a suitable internal process for escalating and reviewing complaints.

It is committed to ensuring that this process is straightforward and does not impose

unnecessary complexity or excessive administrative burdens on complainants.

The internal escalation and review process:

o Maintains a balanced approach, considering the legitimate interests of all parties, including
fair treatment of complainants;

o Allows for the escalation of complex or unusual complaints upon the request of the initial
complaint handler;

o Provides complainants the opportunity to escalate unresolved complaints;

o Is managed by a senior, impartial Complaint Dispute Facilitator appointed by MIFD to

oversee the escalation and review procedures.
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o Medical Aid and Short-Term Insurance complaints are directed to Jodri Swart Leroux

o Life Insurance and Investments complaints are directed to Hermanus Jurgens Jacobs

DECISIONS RELATING TO COMPLAINTS

Where a complaint is upheld, any commitment by Marius Jacobs Finansiéle Dienste to make a
compensation payment, goodwill payment, or to take any other action must at all times be
carried out without undue delay and within the agreed timeframes.

Where a complaint is rejected, Marius Jacobs Finansiéle Dienste will provide the complainant
with clear and adequate reasons for the decision, and will also inform the complainant of Marius
Jacobs Finansiéle Dienste’s escalation or review process. Marius Jacobs Finansiéle Dienste will
also inform the complainant of any time limits relevant to the escalation or review process.
Marius Jacobs Finansiéle Dienste will clearly and transparently communicate the availability and
contact details of the relevant Ombud to complainants at the start of the relationship, and in
relevant periodic communications. Marius Jacobs Finansiéle Dienste will also display and make

available information regarding the relevant Ombud on its premises and website.

ENGAGEMENT WITH THE OMBUD & REPORTING
Marius Jacobs Finansiéle Dienste is dedicated to maintaining transparent communication and
cooperation with any relevant Ombud regarding complaints.
It will monitor decisions, publications, and guidance issued by Ombuds to identify potential
failings or risks in its policies, services, or practices.
Marius Jacobs Finansiéle Dienste will foster open and honest dialogue and collaboration with
the Ombud involved.
It is committed to resolving complaints through its internal escalation process before a final
ruling by an Ombud, ensuring this does not delay or hinder the complainant’s access to the
Ombud’s dispute resolution process.
Marius Jacobs Finansiéle Dienste will establish appropriate procedures to comply with any
reporting requirements for complaints, both to regulatory authorities and the public, as

mandated by the regulator.
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