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Complaints Manual 

 
At Naviganti Financial Planning (Pty) Ltd, we are committed to providing professional advice and excellent 
client service. If you are dissatisfied with any aspect of our services, we encourage you to let us know so that 
we can resolve the matter promptly, fairly and efficiently. 
 
We view complaints as an opportunity to improve our service and are committed to treating every 
complainant fairly and respectfully. 
 
Many concerns can be resolved quickly through discussion. If you have a query or concern about any aspect of 
our service, we encourage you to contact us as soon as possible. We will try to resolve matters informally 
where appropriate, but where a concern constitutes a formal complaint, it will be managed in accordance with 
our Complaints Management Framework. 
 
Naviganti Financial Planning (Pty) Ltd maintains a comprehensive Complaints Management Framework in 
accordance with the Financial Advisory and Intermediary Services Act (FAIS) and the General Code of Conduct. 
 
A full copy of the Complaints Management Framework is available upon request. 

How to Lodge a Complaint 

• Please provide: 
o Personal details, such as: 
o Full name & surname 

o Contact details 

o ID Number 

o Postal Address 

• Your policy or investment number (where applicable) 

• Policy supplier (where applicable) 

• The name of your financial adviser 

• A clear description of your complaint 

• Any supporting documentation 

• Complaints may be submitted via: 

Email: info@navigantifp.co.za 

Telephone: 031 767 5874 

Postal Address: PO Box 963, Kloof, 3640 

Physical Address: Suite 9, Gillitts Office Park, 2 Rodger Place, Gillitts 

Our Complaints Process 

• Acknowledge receipt within 24 business hours. 
• Allocate the complaint to an appropriate person for investigation. 
• Conduct an objective and impartial investigation. 
• Keep you informed of progress. 
• Request any additional information where necessary. 
• Provide a written outcome as soon as reasonably possible and, where possible, within six (6) weeks. 
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If we are unable to resolve/finalise your complaint within six weeks, we will explain the reason for the 
delay and keep you informed throughout the process. 

If You Are Not Satisfied 

If you are dissatisfied with our decision, you may request an internal review within 30 days of receiving our 
final response. 
 
We aim to complete the internal review and provide a written outcome within 15 business days. 
 
If you remain dissatisfied after our internal review, or if we have been unable to resolve your complaint within 
six (6) weeks, you may refer your complaint to the FAIS Ombud. 

FAIS Ombud 

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

• P.O. Box 41 

• Menlyn Park 

• 0063 
 
 
Please note: The timeframes above are indicative. Where a complaint is particularly complex or requires 
information from third parties, additional time may be required. Should this occur, we will keep you informed of 
progress and the reasons for any delay. 
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