
 
 

  

EXTERNAL COMPLAINTS PROCEDURE 

Purpose 

This External Complaints Procedure sets out how an external individual, community group or other stakeholder group may 

lodge a complaint with us, how we will handle it, and how to escalate unresolved complaints in compliance with the FAIS 

Act. Our aim is to ensure your complaint is dealt with fairly, promptly and transparently. Complaints may also relate to, but 

are not limited to environmental impact, social harm, labour concerns, human rights, governance integrity, etc. 

How to lodge a complaint 

Where the concern relates to a portfolio company of Capitalworks, the interested or affected person(s) are first encouraged 

to discuss the matter directly with the portfolio company. In cases where the question or concern has not been addressed 

sufficiently by the portfolio company, interested parties may submit their query to Capitalworks. 

We request that the complaint is submitted to us in writing as soon as is reasonably possible. A complaint can be sent to 

our Compliance Department which can be contacted at complaints@capitalworksip.com. Alternatively, our postal address 

is PO Box 653088, Benmore, 2010, South Africa. If delivering the complaint by hand or other means (e.g. postal service), 

please ensure that you retain proof of delivery.  

Please ensure that you include contact details (unless submitted anonymously, e.g. in the case of sexual exploitation, 

abuse or harassment - SEAH, gender-based violence & harassment - GBVH), preferred method of contact, details of the 

complaint such as the date, name of the project / company to which the concern relates, facts, actions and / or events 

giving rise, any supporting documentation, specific remedy sought, and any additional information deemed appropriate.  

How we will handle your complaint 

In instances where the complaint pertains to something not within our control, we will forward the complaint to the relevant 

person concerned. 

The following is a guideline for how a complaint will be dealt with by us: 

1. The complaint will be logged and tracked using our complaints register. Receipt of the complaint will be forwarded 

to you. 

2. The complaint will be brought to the attention of the appropriately skilled individual / team for review, to determine 

relevance and the appropriate handling of the case. SEAH and GBVH related concerns shall be handled with 

heightened confidentiality and sensitivity. We may contact you for further information if required.  

3. The complaint will be investigated and, if necessary, escalated to senior management internally or within the 

relevant portfolio company.  

4. We will endeavor to respond with our findings, decision, and remediation plans (where necessary) in writing within 

15 working days, but not later than 60 working days from the date of receipt of the initial complaint. Any delays will 

be communicated to you.   

Client’s right to escalate their complaint 

1. If you are not satisfied with the outcome, you may approach the office of the Ombud for Financial Services Providers 

or take such other steps as may be advised by your legal representatives. The referral to the Ombud must be made 

in accordance with the FAIS Act and rules promulgated at the time. 

2. You must, if you wish to refer a matter to the Ombud, do so within a period of six months from our final response 

letter. The Ombud will not adjudicate in matters exceeding a value of R3,500,000.00 

3. The Ombud may be contacted at info@faisombud.co.za or 0860 663 247. 

Additional Information 

1. Interested and affected parties may submit queries or concerns without fear of retribution and may request that we 

do not disclose any personal information without prior permission. 

2. Any personal data shall be processed in accordance with applicable data protection laws. 
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