





THIS IS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
RECEIVED, AND CORRESPONDENCE IS SENT OUT:

- LOA IS REGEIVED AND PROCESSED BY OUR EMAIL DEPARTMENT. THE EMAIL CONSULTANT WILL CHECK

THE DATE THE LOA IS SIGNED (IT’S USUALLY VALID FOR 3 MONTHS UNLESS OTHERWISE SPECIFIED. IN

THE LOA) AND IF THE CLIENT SIGNED. REPLY TO BROKER TO CONFIRM REGEIPT




THIS IS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
RECEIVED, AND CORRESPONDENCE IS SENT OUT:

A NOTE IS MADE ON PINOTAGE STATING WHEN THE LOA WAS RECEIVED (DATE AND TIME) AND THE
BROKERS EMAIL ADDRESS

2022/06/28 16:14 General Query (MicheH) 1107252 Email - LOA REC: 2022/06/28 09:38- hiltonhorne@vodamail.co.za




THIS IS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
RECEIVED, AND CORRESPONDENCE IS SENT OUT:

LOA IS FORWARDED TO THE LOA BOX

MIEVETTE ALLOCATES THE LEADS AND MAKES A NOTE ON PINOTAGE STATING THE NAME OF THE 008

BROKER, THE BROKERAGE AND THE CC CONSULTANT THE LEAD IS ALLOCATED' 10y %

2022/06/29 12:35 General Query (Mievette) 229605 Adel - Astute - Chrysanthea




THIS IS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
RECEIVED, AND CORRESPONDENCE IS SENT OUT:

THE DB IS UPDATED AND SHOWS THE DATE WHEN CORRESPONDENGE NEEDS TO BE SENT OUT (3
WORKING DAYS FROM WHEN LOA WAS RECEIVED)

. -. ¢ v | Date Compl + ||
1062993 2022/06/23 Mrs. Leandra S Cancer Chrysanthea Yes NA 3 - Client 2022/06/28  2022/06/24




* THISIS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
RECEIVED, AND CORRESPONDENCE IS SENT OUT:

" THE CONSULTANT THEN HAS TO ENSURE THAT THE CLIENT IS CONTACTED WITHIN THE TAT AT LEAST 3

TIMES ON ALL NUMBERS PROVIDED




THIS IS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
RECEIVED, AND CORRESPONDENCE IS SENT OUT:

THESE ARE THE OUTCOMES FOR BROKER CALLS AND WHAT T0 DO:

NA3 — SEND TO CLIENT.

IF THE CLIENT HAS AN EMAIL ADDRESS ON SYSTEM AND YOU WERE UNABLE-
T0 REACH THEM 3 TIMES AT DIFFERENT TIMES AND DATES, YOU WILL MARK THE LEAD LIKE THIS. THE
POLICY DOCUMENTS WILL BE SENT TO THE CLIENT AND A LETTER TO THE BROKER TO GONFIRM THAT
CORRESPONDENCE HAS BEEN SENT TO THE CLIENT. YOU CAN GLAIM R13, FOR LEADS LIKE THIS
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THIS IS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
RECEIVED, AND CORRESPONDENCE IS SENT OUT:

THESE ARE THE OUTCOMES FOR BROKER CALLS AND WHAT T0 DO:

NA3 — SEND TO BROKER.

IF THE CLIENT DOES NOT HAVE AN EMAIL ADDRESS ON SYSTEM ANDYOU
WERE UNABLE TO REACH THEM 3 TIMES AT DIFFERENT TIMES AND DATES, YOU WILL MARK THE I.EAD bl
LIKE THIS. THE POLICY DOCUMENTS WILL BE SENT THROUGH TO THE BROKER -~ "7




THIS IS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
RECEIVED, AND CORRESPONDENCE IS SENT OUT:

THESE ARE THE OUTCOMES FOR BROKER CALLS AND WHAT T0 DO:

CLIENT CONFIRM.

IF THE CONSULTANT SPEAKS TO THE GLIENT AND ADVISE THAT THE INFORMATION ‘
MAY BE SENT DIRECTLY TO THEM, YOU WILL USE THIS. POLICY INFORMATION IS SENT TO THE CLIENT bl
AND A LETTER IS SENT TO THE BROKER. R25 CAN BE CLAIMED FOR THESE e




THIS IS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
RECEIVED, AND CORRESPONDENCE IS SENT OUT:

THESE ARE THE OUTCOMES FOR BROKER CALLS AND WHAT T0 DO:

INFO TO BROKER.

IF THE CLIENT ASKS FOR THE INFORMATION TO BE SENT DIRECTLY TO THE BROKER, YOU ‘
USE THIS ONE. POLICY INFORMATION IS SENT OUT AS REQUESTED AND YOU DON’T CLAIM FOR THESE b _;'
LEADS - . TR




* THISIS A SUMMARY OF THE LOA PROCESS FROM WHEN THE REQUEST IS
| RECEIVED, AND CORRESPONDENCE IS SENT OUT:

THESE ARE THE OUTCOMES FOR BROKER CALLS AND WHAT T0 DO:

INFO TO BROKER AND CLIENT.

THIS IS WHEN THE CLIENT ASKS FOR INFORMATION TO BE SENT TO THEM |
AND THEIR BROKER TO BE CCD INTO THE EMAIL. POLICY INFORMATION IS SENT.OUT-TO BOTH *

Gk






WHY DO WE HAVE THIS PROCESS:

CANCELLATION RATE IS LOWER WHEN INFORMATION IS SENT OUT TO THE CLIENT VS TO THE BROKER.
THIS IS ALSO DONE TO ENSURE THAT THE GLIENT HAS THE MOST RECENT INFORMATION AND THAT THE
BROKER CAN'T PROVIDE FALSE INFORMATION ABOUT OUR POLICIES TERMS AND CONDITIONS







BROKER IS UPSET ABOUT THE TAT:

- KINDLY NOTE THAT CORRESPONDENGE WILL BE SENT OUT AFTER 72 HOURS. AS OUR.POLIGY HOLDERS
ARE OUR PRIORITY, WE LIKE TO CONTACT THEM DIRECTLY TO CONFIRM BROKERAGE AND DISCUSS
THIS WITH THEM.




BROKER IS UPSET ABOUT THE PROCESS:

~ OUR DECISION TO PROVIDE OUR POLICYHOLDERS WITH POLICY INFORMATION IS SIMPLY GUIDED BY
THE PRINCIPLE THAT QOUR CLIENT IS OUR PRIORITY.

WE SEE THIS DIRECT CONTACT WITH OUR CLIENTS AS AN OPPORTUNITY TO REMIND THEM OF THE
BENEFITS OF THEIR COVER AS WELL AS ANSWER ANY QUESTIONS THEY HAVE. WE ARE CERTAIN YOU
= WILL AGREE THAT THIS IS NOT JUST GOOD PRACTICE, BUT AS AN AUTHORISED FSP, WE HAVE A DUTY
l TO ENSURE THAT OUR CLIENTS HAVE ALL THE NECESSARY INFORMATION BEFORE MAKING ANY

CHANGES OR DECISIONS REGARDING THEIR POLIGY

OUR INTENTION IS NOT TO FRUSTRATE YOU, BUT RATHER, IT IS OUR PURSUIT OF CLIENT SERVIGE M
EXCELLENGE, ALL WHILE ADHERING STRICTLY TO THE LEGAL FRAMEWORK AS SET OUT BY THE FSGA

i | || I!I
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BROKER IS UPSET ABOUT THE PROCESS:

IN THE CASE OF A NA3 — SEND TO CLIENT. ADVISE BROKER THAT INFORMATION WAS SENT TO THE
- CLIENT AS WE PREFER TO DEAL WITH OUR POLICY HOLDERS DIRECTLY. ALSO OFFER TO RESEND THE
- DOCUMENTS TO THE CLIENT. [F THE BROKER IS UPSET AND INSISTS ON RECEIVING THE DOCUMENTS,
YOU CAN SEND IT THROUGH TO HIM AND JUST CC THE CLIENT.




BROKER IS UPSET WITH INFORMATION BEING SENT DIRECTLY TO THE CLIENT
OR ACCUSES US OF WITHHOLDING INFORMATION:

WE DO NOT DENY YOU ANY POLICY INFORMATION. WE SIMPLY PREFER TO FIRST CONTACT OUR
CLIENTS AND SEND THEM THEIR POLICY INFORMATION, WHICH THEY MAY THEN GIVE 10 YQU.

INFORMATION IS NOT WITHHELD AND WILL BE SENT OUT IN THE 72 HOURS AS CONFIRMED. WE ARE A

REGISTERED FSP AND ALL OUR CONDUCT IS IN LINE WITH CURRENT FSCA LEGISLATION. Lo




& IFYOU CONTACT THE CLIENT AND THEY ASK FOR INFORMATION TO NOT BE SENT OUT OR SAY THAT
- THEY ARE NOT AWARE OF THE REQUEST — PLEASE STILL SEND OUT A LETTER TO THE BROKER ADVISING

~ THAT INFORMATION WILL NOT BE SENT OUT OR SENT OUT TO THE CLIENT. WE HAVE TO FINISH AND
CLOSE THE QUERY AND THIS SHOULD ELIMINATE AN UNNECESSARY BACK AND FORTH. ‘




-




GOOD MORNING!
AM | SPEAKING TO MR/MRS .......

N TA T D — AND | AM CALLING FROM PLATINUM LIFE, HOW ARE YOU?
(ACKNOWLEDGE GREETING)

WE RECEIVED A LETTER REQUESTING YOUR POLICY INFORMATION FROM JANE DOE AT DISCOVERY ‘
REGARDING YOUR FEMALE CANGER/ ACCIDENTAL DISABILITY POLICY — ARE YOU AWARE OF THIS e

AT PLATINUM LIFE WE PREFER TO DEAL DIRECTLY WITH OUR CLIENTS, CAN YOU CONFIRM YOUR EMAIL %

ADDRESS SO THAT WE CAN SEND IT DIRECTLY T0 YOU




(NEVER ASK/OFFER TO SEND T0 CLIENT AND BROKER)

IF YES -
GREAT — CONFIRM EMAIL
PERFECT — | WILL THEN SEND YOUR INFORMATION DIRECTLY TO YOU. HAVE A NICE DAY!

IF NO -
THE REASON WHY IS THAT WE ARE MORE COMFORTABLE SENDING YOU YOUR PERSONAL
INFORMATION DIRECTLY TO YOU. CAN | EMAILITTO YOU ?

IF YES - W,
GREAT — CAN YOU PLEASE CONFIRM YOUR EMAIL ADDRESS g IR bl
PERFECT — | WILL THEN SEND YOUR INFORMATION DIRECTLY TO YQU. HAVE A NICE DAY' e o

IF NO - A
| WILL ARRANGE TO EMAIL IT TO YOUR BROKER, AS REOUESTED g
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