
Complaints 
Process 1

Complaints 
Process/

General role Complaints Manager Divisonal complaints 
controller

Receive 
complaint/ 

query

Complaint
?

Complaint relating 
to a financial 

service where it is 
alleged that the 

provider or 
representative –

(a)contravened 
/failed to comply 

with a provision of 
FAIS Act and  as 

result  the 
complainant 

has/will suffer 
financial 

prejudice/damage;

(b)wilfully or 
negligently 
rendered a 

financial service  
which 

caused/likely to 
cause prejudice/ 
damage to the 
complainant

(c) has treated the 
complainant 

unfairly;

Obtain 
complaint in 
writing from 

client

No

Receive 
complaint ,

investigate and 
ensure fairness

Complaint 
serious?

Yes

No

Yes

Investigate and 
ensure fairness

Merit in 
complaint 
which can 

be 
addressed

?

Merit in 
complaint 
which can 

be 
addressed

?

Manage as 
query

Establish nature of 
complaint                           

Send 
acknowledgement 

and complaints 
process to client. 

Update complaints 
register

off 
page 

connect
or


