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[bookmark: purpose]1.	Purpose
[bookmark: _Hlk212555701]This policy outlines the procedures that Renewable by Nature Capital Ltd follow to ensure that all client complaints are handled fairly, efficiently, and in compliance with Section 16 of the FAIS General Code of Conduct and the FAIS Ombud Rules.
[bookmark: scope]2.	Scope
This policy applies to all employees, representatives, and Key Individuals of Renewable by Nature Capital Ltd who interact with clients or are involved in the delivery of financial services.
[bookmark: definition-of-a-complaint]3.	Definition of a Complaint
A complaint is any expression of dissatisfaction from a client relating to a financial service rendered by Renewable by Nature Capital Ltd, where the client alleges that: - 
3.1	We have contravened or failed to comply with the FAIS Act or Code of Conduct. 
3.2	The client has suffered, or may suffer, financial prejudice or damage.
[bookmark: complaints-handling-procedure]4.	Complaints Handling Procedure
1. Complaints must be submitted in writing to the Complaints Officer at moonstonecompliance.co.za. A written acknowledgement will be sent to the complainant within 5 business days.
1. The complaint will be investigated by a senior staff member who is not directly involved in the matter.
1. A written response and outcome will be provided within 6 weeks.
1. If the client is not satisfied with the outcome, they may escalate the matter to the FAIS Ombud.
[bookmark: contact-details-of-the-fais-ombud]5.	Contact Details of the FAIS Ombud
· Telephone: 012 762 5000
· Email: info@faisombud.co.za
· Website: www.faisombud.co.za
[bookmark: record-keeping]6.	Record Keeping
All complaints, correspondence, and resolutions will be retained for a minimum of five (5) years in compliance with FAIS recordkeeping obligations.
[bookmark: responsibility]7.	Responsibility
The Key Individual and Compliance Officer are responsible for ensuring the effective implementation and monitoring of this policy.
[bookmark: review-and-approval][bookmark: popia-privacy-policy]8.	Review and Approval
This policy is reviewed annually by the Information Officer and approved by the Key Individual.
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