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1. INTRODUCTION 
 
Building Credit Management (Pty) Ltd is an authorised financial services provider (FSP 
2568) which as a company is customer focused and has a strong focus of providing a 
hands on service with the best people and best technology. As such we recognise the 
importance of providing fair treatment to all of our customers.  
 
2. KEY PRINCIPLES 
 
The treat customer fairly policy is structured in accordance and guidance provided by the 
Financial Services Board to ensure consistent and fair treatment of our customers.  
 
The Company management and staff are committed to the fair treatment of its customers 
and the principles and outcomes set out by the Financial Services Board. Which set out 6 
outcomes that should be viewed from the perspective of a customer. These outcomes are: 
 
Outcome 1: Customers are confident that they are dealing with firms where the fair 
treatment of customers is central to the firm culture.  
Outcome 2: Products and services marketed and sold in the retail market are designed 
to meet the needs of identified customer groups and are targeted accordingly.  
Outcome 3: Customers are given clear information and are kept appropriately informed 
before, during and after the time of contracting.  
Outcome 4: Where customers receive advice, the advice is suitable and takes account 
of their circumstances  
Outcome 5: Customers are provided with products that perform as firms have led them 
to expect, and the associated service is both of an acceptable standard and what they 
have been led to expect  
Outcome 6: Customers do not face unreasonable post-sale barriers to change product, 
switch provider, submit a claim or make a complaint  
 
In order to achieve these outcomes Building Credit Management (Pty) Ltd follow the 
following principles: 
 

i. To ensure that all staff receive the appropriate training to deliver outstanding 
customer service  

ii. To use what we learn in our ongoing engagement with customers and other 
stakeholders, including answering queries, addressing problems and complaints 
resolution processes, to drive improvements in our business  

iii. To resolve our customers’ complaints swiftly and objectively  
iv. Products and services are designed specifically developed to service the needs 

of our customers. 
v. Products are marketed in a clear, unambiguous way that is fair to all parties. 
vi. Advice is provided by appropriately qualified representatives. 
vii. At all times our representative’s act professionally in order to avoid situations of 

conflict of interest. 
viii. Procedures will be communicated to customers to make it easy to lodge any 

complaints.  
 

  



______________________________________________________________________________________________________________________________________________________ 

 

Directors: RD Evelyn; JF Rutherford; C Johnson 

 

Branches:  GAUTENG: +27 11 234 0055│ DURBAN: +27 31 702 0402 │ CAPE TOWN: +27 21 910 0625 │ PORT ELIZABETH: +27 41 373 0250 

EAST LONDON: +27 43 736 1440 │ NELSPRUIT: +27 63 806 5184 │ POLOKWANE: +27 60 315 2776 

3. TREAT CUSTOMERS FAIRLY OUTCOMES AND OBJECTIVES 
 

OUTCOMES  OBJECTIVES  

Outcome 1   

Customers are confident that they are dealing with 

firms where the fair treatment of customers is 

central to the firm culture.  

  

TCF training will be provided to all 

employees 

Fair treatment of customers is 

central to the service to our 

customers 

Outcome 2   Products are marketed, sold, 

advertised and are appropriate for 

the customer’s needs. Products and services marketed and sold in the 

retail market are designed to meet the needs of 

identified customer groups and are targeted 

accordingly.  

Outcome 3  To ensure that clear and 

appropriate information is provided 

and understood by our customers Customers are given clear information and are kept 

appropriately informed before, during and after the 

time of contracting.  

Outcome 4  Business needs and businesses 

are analysed before any advice is 

provided.  Where customers receive advice, the advice is 

suitable and takes account of their circumstances.  

Outcome 5  To ensure products deliver 

benefits as initially explained. 
Customers are provided with products that perform 

as firms have led them to expect, and the 

associated service is both of an acceptable 

standard and what they have been led to expect.  

  

To clearly communicate, measure 

and monitor service standards. 

Outcome 6  

Customers do not face unreasonable post-sale 

barriers to change product, switch provider, submit 

a claim or make a complaint.  

  

To ensure that customers can 

change products as required 

timeously. 

To permit changes to another 

product provider without any 

penalty, should they decide to do 

so.  

To provide a mechanism that will 

allow the customers to lodge 

complaints without fear or prejudice 

and to address such complaints in a 

clear, objective and speedy manner.  

 


