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COMPLAINTS RESOLUTION
POLICY

(In terms of the Financial Advisory and Intermediary Services Act, 37 of 2002)

I 1. Purpose

Palmsure Insurance Brokers (Pty) Ltd (FSP 47156) is committed to rendering financial services
with the highest level of care, diligence, and skill. Should you feel that we have fallen short of this
standard, this policy outlines the formal process for lodging a complaint and how we will resolve it
fairly and transparently.

I 2. How to Lodge a Complaint

To ensure your complaint is handled efficiently and complies with regulatory requirements, all
formal complaints must be submitted in writing. Please include your policy number, a detailed
summary of the issue, and any supporting documentation.

Designated Contact: Ronnie Nyamhute
Email: ronnie@palmsure.co.za (or inffo@palmsure.co.za)

Telephone: 021 699 8370
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| 3. Our Resolution Process

Once we receive your written complaint, we will follow a strict statutory timeline to ensure it is
handled promptly:

» Acknowledgement: We will acknowledge receipt of your complaint in writing within 48 hours,
providing you with the contact details of the person handling your case.

* Internal Investigation: We will conduct a thorough investigation and attempt to resolve the
complaint internally within 3 weeks of receipt.

* Final Outcome: We will communicate our final decision in writing. If the complaint cannot be
resolved to your satisfaction within 6 weeks, we will provide you with written notification outlining
your right to escalate the matter.

I 4. Escalation to the FAIS Ombud

If your complaint is not resolved within 6 weeks, or if you are dissatisfied with the outcome, you
have the right to refer the matter to the Office of the FAIS Ombud within 6 months of our final
response.

Email: info@faisombud.co.za
Telephone: 012 762 5000 / 012 470 9080
Website: www.faisombud.co.za

Physical Address: Menlyn Central Office Building, 125 Dallas Avenue, Waterkloof Glen,
Pretoria, 0010
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