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Press Release: 10 December 2020 

FAIS Ombud releases its Annual Report for the financial year 2020/2021 

Committed to Service 

The Office of the FAIS Ombud will launch the 2020/2021 Annual report during December 2021 through 

presentations on national and community radio stations and in conjunction with our social media 

platforms. The Office has always hoped and intended the launching of its Annual Report to constitute the 

creation of awareness of its existence and what it does amongst its stake holders, most important of which 

are the consumers of financial services and the financial services industry. In previous years, the annual 

report launch has been in the form of in-person events, with the exception of the 2019/2020 launch, 

which was hosted via a combination of in-person event and virtual hosting. While the said events were 

successful, the concern has always remained as to the level of reach within the country. Accordingly, the 

motivation for this form of launching the annual report is to reach a larger and more representative 

country audience, in an effort to bring the FAIS Ombud services to the doorstep of many consumers and 

industry groups in South Africa, especially those within the rural communities from where the Office 

receives the least number of complaints.  

 

In spite of the disruptions caused by the COVID-19 pandemic, grief from loss of loved ones, vacancies of 

critical and senior positions of staff, virtual working conditions, and all the challenges of the financial year, 

the staff of the FAIS Ombud Office remains “committed to service” in the manner set out in its mandate 

contained in Section 20(3) of the FAIS Act. It is also encouraging to note the provisions of the amendments 

to the General Code of Conduct for Financial Services Providers (‘the Code of Conduct’) published on 26 

June, 2020, which constitute very important refinements and additions to the Code of Conduct, thus 

facilitating the process of investigation of complaints by the Office. Indeed, some of the amendments 

reinforce positions that the Office has always maintained with respect to compliance with the Code of 

Conduct.  

 



2 
 

In adjudicating complaints, the FAIS Ombud Office is required to not only doing so fairly but doing so 

quickly, informally, and economically as prescribed by the FAIS Act. The refinements contained in the 

amendments to the Code of Conduct will assist the processes of the Office due to the clarity they have 

provided to certain areas that the Office has always had a difference of opinion with financial services 

providers on.  

 

The FAIS Ombud Office has continued to meet its strategic objectives relative to the resolution of 

complaints and has thus continued to display its commitment to its mandate as described above, and even 

with the challenges the FAIS Ombud Office was able to resolve 80% of the complaints it received during the 

year under review, even though it received more complaints during the year than it has since the 

2016/2017 financial year.   

 

The achievements of the FAIS Ombud Office show that it remains steadfast in asserting itself as a leading, 

world-class alternative dispute resolution forum that serves in accordance with the foundational principles 

of the public service and key objectives that are captured in the National Development Plan. This is more 

so as the financial services industry continues to play a key role in mitigating the disruptive effects of COVID-

19, underscoring the need for the work of the Office of the FAIS Ombud to continue contributing to ensuring 

the preservation and enhancement of the integrity of the financial services industry.  

 

Resolution of Complaints  

 

When the Office of the FAIS Ombud reports on complaints received and resolved during a specific financial 

year, it firstly considers the complaints received and resolved during that year,  in this case 1 April, 2020, 

to 31 March, 2021. This is followed by a consideration of the overall number of complaints resolved during 

such year, which includes complaints carried over from previous financial years. This is done to ensure a 

more holistic view of how successful this Office has been in executing upon its mandate.  

 

During the 2020/2021 financial year, the Office of the FAIS Ombud received 10 552 new complaints. This 

represents a 19,43% increase over the 8 835 complaints received over the preceding financial year. This is 

also the first time that this Office has received in excess of 10 000 complaints since the 2016/2017 financial 

year. In addition, a significant 66% of all complaints received during the year are within the mandate of this 

Office, resulting in 6 975 complaints being referred to the Case Management Department for investigation, 



3 
 

the most ever since the inception of this Office; as well as a significant increase over the 5 750 complaints 

referred during the 2019/2020 financial year. Therefore, for the financial year reported on, the Office of 

the FAIS Ombud not only received more complaints overall but more of those complaints actually fell within 

its mandate. This is seen as a positive development, testifying to the efforts to spread the awareness and 

understanding of the existence as well as the services provided by the FAIS Ombud Office.  

 

The statistics further reveal that of the 10 552 complaints received for the financial year, a total of 2 877 

complaints were referred to alternative fora, 1 389 complaints were settled in favour of the complainant 

and a total of 4 245 complaints were dismissed. The 1 389 number of complaints settled, is an increase 

over the 1 290 complaints settled during the 2019/2020 financial year. Further, no less than 90% of the 

customers it served were satisfied with the service the Office provided to them. On average, 84,43% of all 

complaints received by the Office were resolved within three (3) months, 91,12% within six (6) months, and 

94,49% within nine (9) months. Overall, the total number of complaints resolved during the 2020/2021 

financial year was 9 755.  

 

The number of complaints received during the 2020/2021 period that were carried over was 2 041, 

meaning that a total of 8 851 complaints were resolved within the financial year, which represented 80,66% 

of all complaints received. This meant that the Office of the FAIS Ombud achieved its strategic outcome to 

resolve a minimum of 80% of all complaints received within a specific financial year, and confirms how 

efficient this Office was in executing upon its mandate. The overall settlement value for the 2020/2021 

financial year was R49 773 803.   

 

The dismissal of complaints is only considered after significant due diligence has been undertaken during 

the investigation, and the Ombud Office is required by law to provide detailed reasons for any decision 

made inclusive of complaints dismissed. Any party that feels aggrieved by decisions taken by this Office 

can approach the Financial Services Tribunal for the matter to be reconsidered. During the 2020/2021 

financial year, a total of 147 applications for reconsideration were made to the Financial Services Tribunal 

and, of the 124 matters decided upon as at 31 March, 2021, 117 of those applications were dismissed 

(signifying agreement with the decision of this Office), with only four (4) referred back to this Office for 

further investigation. This reflects a favourable rate of agreement of 96,75% with the Tribunal. Therefore, 

whilst the number of complaints dismissed during the 2020/2021 financial year (i.e. 4 245) has increased 

from the 3 745 dismissed during the 2019/2020 financial year, the positive affirmation of this Office’s 
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decisions by the Tribunal confirms this Office’s diligent investigation of complaints in accordance with its 

mandate to provide independent and impartial rulings.  

 

In respect of complaints referred to other fora, a total of 2 877 complaints were referred to other ombud 

schemes, which was higher than the 2 467 referred during the 2019/2020 financial year. This is in 

accordance with yet another commitment of the Office of the FAIS Ombud, which is to ensure that even 

where it is unable to be of assistance, the complaint of any person submitted to this Office will be carefully 

considered and that where possible, the complainant shall be referred to the correct forum to receive the 

assistance required. All this is part of our continued commitment to service and enhancing access to 

justice for all South Africans.  

 

It is important to note that the figures detailed above do not include complaints that this Office still deals 

with in respect of investments made into property syndications schemes. These complaints, are 

maintained separately, and during the 2019/2020 financial year, the office of the FAIS Ombud made a 

commitment to reduce the original number of 1 300 active property syndication complaints by a minimum 

of 20%. As at 31 March, 2021, it was able to reduce this number to 1 036, a reduction of 20,31%. The 

Office continues to set annual targets for the reduction of these complaints and it is expected that a total 

clean- up will soon be announced.     

 

For all this, a sincere word of thanks goes to the staff of the Ombud Office, the Commissioners that have 

served, both the acting and substantive appointments as well as the Governance Committees for their on-

going guidance and support. 
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