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COMPLIMENTS AND COMPLAINTS RESOLUTION  

POLICY & PROCEDURES 
 

(Revised October 2018) 

 

Purpose 
 
The purpose of this document is to provide customers with the means to address their complaints and compliments 
in a formal and constructive manner. 
Indwe recognizes that being treated fairly is your right as our customer and we always strive to continuously treat 
you with the utmost care and fairness. If you for any reason, feel we haven’t lived up to our standards or you feel we 
exceeded your expectations with our service, do let us know to ensure that Indwe knows how we can improve our 
services. 

 

Definitions 

 

COMPLAINT 
 
An expression of dissatisfaction by a complainant related to a policy or a service provided. It can be for unfair 
treatment, maladministration, negligent actions or failing to comply with any relevant agreement entered into 
between the parties governed by any law, code of conduct or regulations within the Republic against Indwe or the 
Product Supplier.  
 
The above definition doesn’t imply that every or any act/omission by Indwe may give rise to a complaint in terms of 
governing legislation, but the services rendered must either contravene the requirements of legislation, or rendered 
negligently to cause a financial loss, prejudice or substantial inconvenience to the complainant, or where services 
have been rendered unfairly to the complainant. 
 

COMPLAINANT 
 
A Person/policyholder who submits a complaint, by virtue of having an insurable interest in the policy. A potential 
policyholder may submit a complaint if they are dissatisfied with the application, approach, solicitation or any 
marketing material.  
 

COMPLIMENT 
 
A polite expression of praise or admiration for something or someone in relation to services rendered from Indwe by 
any of its representatives. 
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1. INFORM US 

You can go to our website:  
 https://www.Indwe.co.za/ft-form-cc.php 

OR 

Send us an email: careline@Indwe.co.za 
OR 

Contact your nearest Indwe branch 

 
 

2. WAIT  
Within 24 hours we will send an 
email acknowledging receipt of 
your complaint or compliment  

3. Know the 
Timelines 

 

We will investigate and assess the 

complaint within 5 DAYS. 
We will attempt to resolve the matter 

immediately. 
Should the matter require more time 

we will provide written feedback 
regarding the process to follow and 

the expected turnaround time. 

For more complex complaints, it may 

take up to 6 WEEKS for a final written 

resolution on the outcome of your 
complaint.  

https://www.indwe.co.za/ft-form-cc.php
mailto:careline@Indwe.co.za
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Let’s outline the responsibilities 
 

YOU INDWE 

To provide us with your name, contact details and 
policy number  

To treat you with fairness 

To ensure you provide us with all relevant 
information and documents relating to your 
complaint 

To treat you with the utmost respect and handle 
the complaint in a transparent manner 

To remain patient with us  To provide you with timeous feedback 

Ensure all complaints are submitted in writing To ensure we offer an appropriate redress to any 
complaints that are upheld  

Let us know what relief you seek from the 
complaint 

To maintain all records of complaints received for a 
period of 5 years 

 

FAIS Ombud 
 

Should a complaint which pertains to advice or intermediary services provided, not be resolved within 6 weeks by 

Indwe, or you are not satisfied with the resolution, you have the right to refer the matter to the FAIS Ombudsman. 

 

You have 6 months in which to submit your complaint in writing to the Ombud for Financial Services Providers. 

 

Contact details 

Postal Address:     PO Box 74571, Lynnwood Ridge, 0040 

Physical Address:  Kasteel Park Office Park, Orange Building, 2nd floor 

 Cnr. Nassob and Jochemus Street 

Erasmuskloof, Pretoria 

Telephone no:     012 762 5000 / 012 470 9080 

Facsimile:     086 764 1422 / 012 348 3447 

E-mail Address:     info@faisombud.co.za  

Website:     www.faisombud.co.za 

Ombud for Short Term Insurance - OSTI 
 

If you require advice on complaints in respect of Short Term insurance claims or other matter which have not been 

satisfactorily resolved, you may also contact the Ombudsman for Short Term Insurance.   

 

Contact details 

Postal Address:    PO Box 32334, Braamfontein, 2017 

Physical Address: Sunnyside Office Park, 5th Floor, Building D, 32 Princess of Wales Terrace, 

Parktown 

Telephone no:     011 726 8900 

Facsimile:     011 726 5501 

Sharecall:     0860 726 890 

E-mail Address:    info@osti.co.za  

Website:    www.osti.co.za 

mailto:info@faisombud.co.za
http://www.faisombud.co.za/
mailto:info@osti.co.za
http://www.osti.co.za/
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