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Treating Customers Fairly

Treating Customers Fairly (TCF) is an outcome based regulatory and supervisory approach designed to
ensure that regulated financial institutions deliver specific, clearly set out fairness outcomes for financial
customers. Regulated entities are expected to demonstrate that they deliver the following six TCF
Outcomes to their customers throughout the product life cycle, from product design and promotion,
through advice and servicing, to complaints and claims handling:

1. Customers are confident that they are dealing with Firms where the fair treatment of customers
is central to the company’s culture.

2. Products & services marketed and sold in are designed to meet the needs of identified customer
groups and are targeted accordingly.

3. Customers are provided with clear information and kept appropriately informed before, during
and after point of sale.

4. Where advice is given, it is suitable and takes account of customer circumstance.

5. Products perform as firms have led customers to expect, and service is of an acceptable standard
and as they have been led to expect.

6. Customers do not face unreasonable post-sale barriers imposed by firms to change product,
switch providers, submit a claim or make a complaint.

You will note that an efficient complaints management process is extremely important to ensure
adherence to the TCF outcomes. It is normally only when customers submit complaints or compliments
that an organisation will know if they are doing something well or that they are not performing to the
customers’ expectations.

In short companies who comply and have these processes in place, is a surety to our client to have
peace of mind knowing we will always have their best interest at hand.

First for Africa Brokers would like to assure you of our best attention at all times.
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