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Complaints handling and resolution procedure

Commitment to our clients and to customer service

Our commitment is to provide our clients with excellent service. Origin Financial takes all complaints
seriously and our aim is to resolve all client complaints promptly. Great care has been taken to ensure
that all complaints are used as a strategic tool for continually improving our business and service
delivery.

1.

Purpose of a complaints policy

Origin Financial is an authorised financial services provider (“FSP”) in terms of the Financial
Advisory and Intermediary Services Act (the FAIS Act). The FAIS legislation requires that all
FSP’s must maintain an internal complaints handling resolution and procedure in the event of a
complaint received about a financial service rendered by them.

Section 16, 17, 18 and 19 of the Code of Conduct offer providers the opportunity to deal with
client complaints without the involvement of the FAIS Ombud. The purpose of the complaints
procedure is to restore our relationship with the client and lay the foundation to re-establish the
trust as the service provider of choice.

This document explains the procedure to be followed if you wish to complain about any of the
financial services rendered by Origin Financial or a representative of Origin Financial and sets
out the process in order to resolve the complaint.

Definition of a complaint

A complaint means, a specific complaint relating to a financial service rendered by Origin
Financial or a representative of Origin Financial to the complainant on or after the date of
commencement of the FAIS Act, and in which complaint it is alleged that Origin Financial or a
representative —

e 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;

e 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

e Has treated the complainant unfairly.

Practical application of a complaint
A complaint includes an allegation in respect of:

e Non-compliance with the FAIS Act leading to a potential loss or loss;
e A wilful or negligent act leading to a potential loss or loss; and
e Unfair treatment.

Our obligation

e We must request that any client who has a complaint against Origin Financial or a
representative of Origin Financial must lodge such complaint in writing;

We must maintain a record of such complaints for a period of five years;

We will handle complaints from clients in a timely and fair manner;

We must take steps to investigate and respond promptly to such complaints; and

We must, where such a complaint is not resolved to the client’s satisfaction, advise the client
of any further steps which may be available to the client in terms of the Act or any other law.




Our internal resolution, in relation to a complaint, means the process of the resolving of a
complaint through and in accordance with the internal complaint resolution system and
procedures.

How to submit a claim

If a complainant has a complaint, it should be submitted to Origin Financial in writing.

Such complaints can be submitted by email, post, registered mail, fax or by hand, to the address
as detailed below.

The complaint should contain the following detail:

e the full names, ID number and contact details of the complainant, registration number in
case of a company.

e the full names, ID or the registration number in case of a business and contact details of
the client (if it is different from the complainant).

e full details of the product and or policy number the complaint relates to.

e specific details about the nature of the complaint, which would include sufficient facts,
dates and supporting documentation to enable us to address the complaint promptly and
fairly.

. Who will Origin Financial appoint to deal with the complaint
The complaint will be referred to a manager or another authorised person at Origin Financial who
is skilled and empowered to deal with complaints received.

How will Origin Financial react once a complaint is made

e Origin will acknowledge receipt of the complaint in writing to the complainant within 3 working
days after it has been received.

e Once the complaint has been received by Origin Financial, we will allocate the complaint to
an appropriate staff member to investigate the complaint.

e In terms of the legislation, we will attempt to resolve the complaint within six weeks of receipt
of the complaint.

¢ Inthe event that the complaint cannot be resolved, we will advise the complainant in writing of
the reasons why the complaint could not be resolved and what further steps are available to
the complainant to get the complaint resolved.

e Origin Financial will keep a record of the complaints and maintain such record for a period of
five years as required by legislation.

. What is our commitment

e We are committed to resolve complaints by means of a fair and practical resolution process.

e We will take steps to investigate and respond promptly to the complaint.

e We will deal with complaints in a timely and fair manner, where each complaint received due
consideration in a process that is managed appropriately and effectively.

e We will keep the complainant informed as to our progress on a regular basis.

e We will ensure that a full and appropriate redress is offered to you without any delay, if the
complaint is resolved in your favour.

. What if Origin Financial cannot resolve the complaint to the complainant’s satisfaction
In terms of the legislation, we are required to advise the complainant in writing within six weeks of
receiving the complaint if the complaint cannot be resolved and to supply the reasons why the
complaint could not be resolved.
In the event that the complaint cannot be resolved, the complainant may have recourse to the
following, whichever is applicable:
e refer the matter to the FAIS Ombud within six months of notification that the claim
cannot be resolved or within six months of the FSP’s failure to deal with the claim.
e refer the matter to either the Ombudsmen for Long Term Insurance or the Ombud for
Short Term Insurance, if appropriate and within their jurisdiction.
e seek legal advice from an attorney regarding any legal action that may be taken.




o refer the matter to arbitration or mediation.

Contact details:

Origin Financial Holdings (Pty) Ltd
P O Box 3813

Tyger Valley

7536

Tel: 086 118 7878

Fax: 086 618 4606

Email: info@originfin.com

Origin Financial Wealth Solutions (Pty) Ltd
P O Box 3813

Tyger Valley

7536

Tel: 086 118 7878

Fax: 086 618 4606

Email: info@originfin.com

FSP no: 4641

Compliance Officer (Long term / Medical)
Masthead (Pty) Ltd

Contact person: Herman Hesse

Millennium Business Park, Edison Way,
Century City, 7441

Tel: 021 555 4121

Fax: 021 555 2592

Email: hhesse@masthead.co.za

Long Term Insurance Ombudsman Office
Private bag X45

Claremont

7735

Tel: 021 657 5000

Fax: 021 674 0951

Email: info@ombud.co.za

Website: www.ombud.co.za

FAIS Ombud Office

P O Box 74571

Lynnwood Ridge

0040

Tel: 0860 324 766

Fax: 012 348 3447

Email: info@faisombud.co.za
Website: www.faisombud.co.za

National Consumer Commission
Berkley Office Park

8 Bauhinia Park, Highveld
Centurion

Tel: 012 761 3400/2039

10. Should you have any further questions or concerns, please do not hesitate to contact us.

Origin Financial Risk Solutions (Pty) Ltd
P O Box 3813

Tyger Valley

7536

Tel: 086 118 7878

Fax: 086 618 4606

Email: info@originfin.com

FSP no: 42990

Compliance Officer (Short term)
Providus Compliance Consulting
Contact person: Nicol Moodie
Beuna Vista Office Park, Kendal Rd,
Durbanville,7550

Tel: 021 979 5201

Fax: 086 212 7778

Email: Nicol@providus.co.za

Short Term Insurance Ombudsman Office
P O Box 32334

Braamfontein

2017

Tel. 011 726-8900

Fax. 011 726-5501

E-mail: info@osti.co.za

Website: www.osti.co.za

Pension Fund Adjudicator Office
P O Box 580

Menlyn

0063

Tel: 012 346 1738

Fax: 086 693 7472

Email: enquiries@pfa.org.za
Website: www.pfa.org.za
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COMPLAINTS FORM

Date

Complainant’s Name & Surname

Client’'s name & surname(if different from
complainant)

ID number

Policy number

Details of product

Your contact details

Postal address

Telephone number

Fax number

Cell phone number

Email

Name of your Portfolio Manager
(Representative)

Person/s you have previously spoken to in
connection with your complaint(if applicable)

Details of complaint (please attach any supporting documentation)

COMPLAINANT SIGNATURE:






