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6. BLL will comply with the time frames prescribed by the Ombud and submit the necessary responses and information.

7. A Complainant must lodge the Complaint with the Ombud within 6 months from the date of receipt of the decision taken by BLL.

8. The Ombud may determine that a Complaint would be more appropriately dealt with by a court and advise the parties accordingly.

9. When submitting a Complaint to the Ombud a Complainant should note that the Ombud will not investigate unless:

- interested parties have been notified in writing of the receipt of the Complaint; and
- interested parties have been given sufficient particulars of the Complaint to enable them to respond; and

- interested parties have been given an opportunity to submit a response to the Complaint.

10. The Ombud may make a recommendation in an attempt to resolve the dispute timeously and to the satisfaction of all the

parties involved. In such a case the recommendation may be accepted or declined by either party. Where such a

recommendation is accepted, the recommendation will become a final determination.

11. The Ombud may:
- Decline to entertain a Complaint

- Dismiss a Complaint
- Uphold the Complaint, partially or wholly

12. Where a determination is made by the Ombud, it is final and binding on the parties.

13. BLL maintains records of all Complaints referred by and to the Ombud, as well as the outcome thereof. The data is analysed

to monitor trends and conduct root cause analyses. Monthly reports are provided to the Customer Services Forum.

14. BLL monitors determinations, publications and guidance notes issued by the relevant Ombud with a view to identifying

failings or risks in policies, services or practice within BLL.

15. The contact details of the relevant Ombuds are available on the BLL website and are also communicated to Claimants and Policyholders.

16. The contact details of the relevant Ombuds as well as the Financial Sector Conduct Authority are detailed below:

Long-Term Insurance Ombudsman 

Telephone: +27 21 657 5000 

Fax: +27 21 6740951 

Email: info@ombud.co.za 

Physical address: 

3rd Floor Sunclare Building 

21 Dreyer Street 

Claremont 

Cape Town 

7700 

Postal address: 

Private Bag X45 

Claremont 

7735 

FAIS Ombud 

Telephone: +27 86 066 3274 

Fax: +27 12 348 3447 

Email: info@faisombud.co.za 

Physical address: 

125 Dallas Avenue 

Menlyn Central

Waterkloof Glen

Pretoria 

0010

Postal address: 

PO Box 74571 

Lynnwood Ridge 

0040 

The Financial Sector Conduct Authority 

Telephone: +27 12 428 8000 

Fax: +27 21 346 6941 

Email: info@fsca.co.za 

Physical address: 

41 Matroosberg Road 

Ashlea Gardens 

Pretoria 

0002 

Postal address: 

PO Box 35655 

Menlo Park 

0102 
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