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EXECUTIVE SUMMARY 

The objective of the Complaints Policy is to provide a framework within which to address complaints 
submitted by clients. It aims to establish broad principles and guidance, and it prescribes processes 
that are essential to ensuring compliance with the Financial Advisory and Intermediary Services Act, 
37 of 2002 (“FAIS”), the relevant provisions contained in the Collective Investment Schemes Control 
Act, 45 of 2002 (“CISCA”), as well as the principles embodied in the “Treating Clients Fairly” (“TCF”) 
initiative published by the Financial Sector Conduct Authority. 

In conjunction with the Code of Ethical Conduct, this policy aims to promote transparency and 
fairness in the interest of investors, employees, and FSPs. 

The policy defines how complaints are to be dealt with by Lodestar and the process that must be 
followed in all cases where clients complain about the financial services rendered to them. This policy 
is only applicable to complaints with regard to the advice and services rendered to a client and not 
with regard to complaints about a specific product.  
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1. Purpose of the policy 

The purpose of this policy is to ensure the effective functioning of Lodestar’s complaints handling 
processes and systems to: 

• support Lodestar’s strategy to be client centric; 
• ensure that complainants are treated fairly; 
• resolve complaints as quickly as possible; 
• ensure consistency in resolutions; 
• enhance the image of Lodestar with its clients; 
• build a positive relationship with the FAIS Ombudsman; 
• provide good service to any complainant; 
• support the Lodestar Arbitrator‘s procedures and actions and respect the Lodestar 

Arbitrator’s independence; 
• comply with the Financial Advisory and Intermediary Services Act (FAIS); 
• comply with the ASISA Code of Good Practice on Complaints Handling. 

2. Complaint 

2.1. Definition of complaint 

A complaint arises when a client expresses his or her dissatisfaction with Lodestar’s procedures, 
costs, employees, advisers and advice given by them, quality of service or brings to Lodestar’s 
attention any matter, that could prejudice or potentially prejudice a client (e.g. cause financial loss, 
material distress, material inconvenience) and may damage Lodestar’s image in the market place. 

Verbal or oral complaints must be referred to the complaints officer or management to attempt to 
address the complaint at entry-level. When the complaints officer addresses the client`s complaint 
it must be made clear to the client that the attempt at resolving the complaint is informal and without 
prejudice. Irrespective of whether the complaint is successfully resolved, the client must be furnished 
with a copy of the complaints process and contact details. Complaints dealt with at this stage will 
not be regarded as complaints; however any settlement agreement is subject to approval by the 
CEO/COO within the limits set out in this policy. 

2.2. Receipt of complaint 

The complaint must be submitted in writing with sufficient identification of the client and all relevant 
information concerning the complaint (whether a summary done by the manager or by the client). 
The complaints process identified in this document will then be initiated. 

 

2.3. A complaint in terms of FAIS 

A complaint is defined in FAIS as a complaint relating to the services rendered or advice provided 
by a FSP or its representative on or after 1 October 2004. 

The complaint must allege that the FSP or its representative has: 

• contravened the provisions of FAIS and is likely to suffer financial prejudice or damage; 
• has acted negligently or wilfully in the rendering of a financial service which has caused or 

is likely to cause prejudice or damage to the complainant. 

FAIS specifies the manner in which complaints about the financial services rendered must be dealt 
and therefore complaints relating to a financial product, the repudiation of a claim or poor 
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administrative service from a product supplier or insurance company cannot be dealt with in terms 
of this policy. Such product specific complaints must be directed at the product provider or insurance 
company directly. 

Complaints will only be considered if it is lodged within: 

• three years from the date when the client becomes aware (or ought to reasonably have 
become aware) that he had a cause for action; but 

• a period limited to five years from the conclusion date of the transaction in which a complaint 
could have been lodged. 

Complaints outside these timelines might be addressed as decided by Lodestar’s management or 
the FSCA. 

2.4. Complaints Officer 

The Complaints Officer is an employee nominated by Lodestar management in terms of this policy. 

The complaints officer’s duties include: 

• Receiving all complaints from clients 
• Capturing the complaint on and maintaining the Complaints Register 
• Informing relevant management of complaint 
• Gathering documentation and information for the investigation process 
• Diarising the important dates for each complaint 
• Keeping records of all communication with the client during the process as well as between 

individuals involved in handling the complaint. 

Lodestar management must ensure that alternate employees are trained and able to execute the 
duties of the complaints officer in the event that the nominated employee is on leave or leaves the 
employ of Lodestar. This is very important since failure to maintain the complaints process will result 
in Lodestar being unnecessarily being exposed to the risk that it will not comply with this policy and 
legislation, and be subject to a prejudicial determination by the Ombudsman when the complaint 
could have been dealt with through this policy. 

3. Complaints handling process 

3.1. General principles 

All staff must take note of the complaints policy of Lodestar and its workings.  

Verbal complaints to any staff member must be escalated to their management immediately, and 
where such persons are not available, immediately deal with the client. The client`s information 
must be recorded and furnished to the manager to follow up with the client within two working days. 

Complaints must be handled by competent and authorised personnel only. 

Appropriate management controls must be implemented and reasonable steps taken to ensure that 
complaints are handled promptly and complainants treated fairly. 

Complaints will be addressed objectively, within the ambit of the law. 

Responses to clients will address the subject matter of the complaint adequately. 

The potential reputation damage or market risks will be considered to ensure that Lodestar’s 
interests are appropriately served. 
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Complaints handling staff will ensure that the necessary changes to systems, processes, products 
and procedures are affected, in order to prevent the recurrence of similar events which led to 
complaints. 

3.2. Handling complaints 

Lodestar has implemented an effective complaints handling process, because we regard complaints 
as an opportunity to change bad experiences into a positive life-long relationship with our clients. 

Informal complaints 

In line with Lodestar’s commitment to being client-centric it provides the client with a simple and 
effective process to address their complaints directly with the representative and manager through 
the informal complaints process. 

Informal complaints are verbal complaints made by clients to Lodestar staff. 

Non-written complaints (Informal complaint) are not recorded as complaints in terms of this 
complaints process. 

On receipt of a verbal complaint by any member of Lodestar staff, such client with their contact 
details must be reported to the Complaints Officer who will provide such details to the manager of 
employee against whom the complaint is made as well as the CEO/COO of Lodestar. 

The manager, must on receiving details of the client and complaint from the Complaints Officer, 
contact the client within 2 working days of the complaint having been received by Lodestar and 
arrange for a meeting and for the Client Complaints Procedure (Annexure A) to be sent to the client. 

The manager dealing with the complaint must at the soonest opportunity provide the client with the 
Client Complaints Brochure and advise the client that they are authorised to address the complaint 
“without prejudice” and may offer compensation within limits, without resorting to the formal 
complaints process. The client must also be advised that the informal complaints process is voluntary 
and should they not wish to participate or the complaint is not resolved to their satisfaction they 
must provide Lodestar with a written complaint and initiate the formal complaint process. 

Formal complaints process 

The formal complaints process is initiated by the receipt of a written complaint from the client by 
Lodestar. Once the complaint has been received it must be dealt with in terms of the formal 
complaints process and can never be subject to the informal process. 

Written complaints submitted by clients must contain all relevant information as well as copies of all 
relevant documents in the client’s possession. 

a. All written complaints must be immediately forwarded to the Complaints Officer. 

b. On receipt the Complaints Officer will capture the complaint information on the Complaints 
Register. 

c. A letter of acknowledgment, including a copy of the Complaints Brochure if necessary, the 
name and direct contact details of the contact person handling the complaint within Lodestar, 
as well as the expected feedback date must be sent to the complainant by the Complaint 
Officer within 3 days from the date of receipt. 

d. The Complaints Officer must obtain all the documents of the transaction in question from 
the representative or from electronic back-ups. These documents include, but not limited to: 
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• Record of advice 
• Financial Needs Analysis 
• Quote 
• Correspondence  
• Risk Analysis 
• Investment Reports/Statements 

e. All documents concerning the complaint and the related transaction must be sent to the 
representative and manager with confirmation required that the documents attached are 
correct and complete concerning the transaction, as well as the CEO/COO. The CEO/COO 
must distribute the documents to any persons who will assist in resolving the complaint 
timeously. 

f. Where the claim for compensation does not exceed R25 000 the CEO/COO may, in 
consultation with specialists and senior management, approve/draft a response to a claim 
and authorise compensation. 

g. Where a claim exceeds R25 000, the CEO/COO must convene a committee to assess the 
complaint and make recommendations which must be authorised by the Board of Directors 
of Lodestar. The members of the committee may be appointed on an ad hoc basis for specific 
complaints or periods and must be approved by the Executive Directors. 

h. In cases where there is reputational risk to Lodestar, the claim is in excess of R25 000 and 
no consensus can be reached by the committee, the complaint and relevant documentation 
must be sent to the Sanlam Arbitrator for an opinion. The opinion will serve as the 
recommendation of the committee and any response and compensation must be authorised 
by the Board of Directors of Lodestar. 

i. In situations where the complaints are of a complex nature to which there is no 
straightforward answer, the CEO/COO can enter into an agreement with the complainant to 
have the matter adjudicated by the Sanlam Arbitrator for final decision. 

 

Lodestar must, within a maximum of six weeks (30 working days) from the date of receipt of a 
complaint: 

• Furnish the complainant with a final response in which Lodestar accepts responsibility for 
the complaint. (Whenever Lodestar accepts responsibility and decides that the payment of 
compensation is appropriate, the compensation should be fair and reasonable, include 
interest where applicable, and effect payment of compensation without delay in accordance 
with any offer of redress accepted by the complainant.) 

or 

• Reject the complaint substantiated with reference to the relevant facts; 

or 

• Explain to the client the reason(s) for any delay and provide a date by when the complainant 
will be provided with a final response, which date will not be later than six weeks from the 
receipt of the complaint. 

All Lodestar processes that handle complaints must, in its final response, inform the client that he 
or she is entitled to refer the matter, if not satisfied, to the FAIS Ombudsman within six months of 
the response. All contact details for the FAIS Ombudsman must be provided with the response.  
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4. Retention of records 

All complaints must be recorded in a register, indicating the following: 

• The date on which it is received; 
• The person to whom the complaint has been addressed to resolve it; 
• The date on which it is resolved; and 
• The nature of the resolution. 

Lodestar must maintain adequate records about a complaint for a minimum period of six years from 
the date of the complaint. These records should contain matters such as: 

• name of the complainant; 
• the substance of the complaint; 
• any correspondence between Lodestar and the complainant; and 
• details of any redress offered by Lodestar. 

5. Reporting 

On an annual basis Lodestar must provide the FSCA with report containing (for the relevant period) 
information about: 

• The total number of complaints received by Lodestar for the relevant reporting period; 
• The number of complaints completed by Lodestar within the prescribed period; and 
• The number of complaints that were accepted as valid by Lodestar. 

The responsibility for the maintenance of the record lie with the Lodestar management with the 
Compliance Officer receiving monthly updates to monitor that the requirements of FAIS are being 
complied with.  


