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Introduction

We (King Price Life Limited, referred to as ‘King Price Life’) are committed to providing clients with the highest 
level of service. So, if for any reason you’re disappointed with, or about, the service you received from a King Price 
Life employee, or any of our agents or service providers, or if you’re unhappy with any of our products, we’d like 
to know. Please lodge your complaint with our complaints department, as detailed below. 

We take complaints seriously and we’ll conduct a full investigation after receiving your complaint. We’re 
committed to dealing with all complaints as quickly and fairly as possible. If we resolve a complaint in your favour, 
we promise to rectify the problem without delay. 

Process of submitting a complaint

We have the following processes in place when attending to a complaint:
• We request that the client submit such complaint in writing to our office, or lifecomplaints@kingprice.co.za
• We also request that the client submit any supporting documentation with the written complaint.
• All complaints are entered into our formal complaints register.
• Non-routine serious complaints are handled by senior staff with adequate expertise, training, and experience to 

resolve the matter as soon as possible.
• We promptly acknowledge to the client, in writing, receipt of such complaint. 
• All complaints received from clients are handled in a timely and fair manner, with each complaint receiving 

proper consideration in a process that’s managed appropriately and effectively.
• We undertake to inform the client of the outcome of the investigation relating to the complaint within the 

stipulated time frames as per our complaints framework. A summary can be viewed at the end of this policy.
• In a case where the complaint is resolved in favour of, and to the satisfaction of, the client, we ensure that a full 

and appropriate level of redress is offered to the client without any further delays.
• If the complaint isn’t resolved to the client’s satisfaction, we ensure that the client is made aware of their rights. 

We’ll also include contact details for the FAIS and Ombudsman for Long-term Insurance where the client then 
has 6 months, from date of notification from us regarding the resolution/dismissal of the complaint, within 
which to pursue further action at the Ombud’s office.

• We maintain a record of complaints received for a period of 5 years, together with an indication of whether or 
not such complaints were resolved.

Referral to FAIS and Ombudsman for Long-term Insurance

• We urge all clients to first follow the internal complaints resolution process of this policy before lodging a 
complaint with any authority/Ombud or before taking legal action.

• If you disagree with the outcome (our final decision) of your claim with us, you may, of course, officially object. 
At this point you’ll have 9 months in which to do so from the date of receiving our final decision. During the 
first 90 days (3 months) of this period you may lodge your objection directly with us by sending an email to 
lifecompliance@kingprice.co.za

If a complaint hasn’t been resolved within the stipulated time frames or if the complaint has been dismissed 
after following the internal complaints resolution process, you can refer the complaint to the FAIS Ombud or the 
Ombudsman for Long-term Insurance.

The details for the FAIS Ombud are as follows:
Physical address 125 Dallas Avenue, Waterkloof Glen
Phone  +27 12 762 5000
Email  info@faisombud.co.za
Web   faisombud.co.za

The details for the Ombudsman for Long-term Insurance are as follows:
Physical address Claremont Central Building, 6th Floor, 6 Vineyard Road, Claremont
Phone no.   +27 21 657 5000
Email  info@ombud.co.za
Web   ombud.co.za

http://lifecomplaints@kingprice.co.za
http://lifecompliance@kingprice.co.za
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Protection of personal information complaints

All complaints relating to protection of private information (POPI) can be escalated to the King Price information 
officer by clicking here. For more information on POPI click here.

Complaints framework

Objective
• Speedy handling/resolution.
• Fair/satisfactory resolution.
• Identify trends.
• Report to business.
• Business development
    (products, processes,
    people, systems).
• Report to board.

Source of
complaint
• lifecomplaints@kingprice.co.za
• 086 100 7966
• 010 020 7655
• PO Box 284, Menlyn, 0063
• Social media.
• Hellopeter.
• Ombud for LTI.
• FAIS Ombud.
• FSCA.

Registration of complaint
• Acknowledgement of receipt (immediately).
• Capture on complaints system.
• Details of complaint.
• Relevant evidence & correspondence.
• Progress & status of complaint.

Allocation to
complaint handler
• Within complaints department.
• Within department relevant to 

complaint.

Handling of
complaint
• Investigate & obtain facts.
• Uphold or overturn.
• Feedback to complaints 

department.

Outcome uphold
• Verbal, on recording, or in 

writing.
• Provide clear & adequate 

reasons for decisions.
• Advise on escalation/review 

process.
• Advise on time limits.

Cause of complaint
Trend analysis categories:
• Design of policy.
• Info provided.
• Advice given.
• Policy performance.
• Policy accessibility, changes 

or switches.
• Client care.
• Complaints handling
• Premium collections.
• Cancellations/retentions.

Reporting
• Monthly reporting to business 

& executive management.
• Quarterly complaints analysis 

review.
• Quarterly reporting to FSCA.

Escalation process

Finalise
complaint

Outcome overturn
• Await feedback from 

complainant.
• Additional information.
• Third party challenges & 

delays.

24 hours

7 days

Complaints
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Sad client

Happy client

Complaint handler

Department manager

Head of complaints

Complaints committee

COO

Ombud for LTI

15 days
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