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l9th September 20 t9GaZette No.l6l

( Legislative Supplement No. 53 )

Norrcr: No. l-5 I

I'III] ItIJ'I'IRI]MI]N1' BENI]FITS N C'I

(No.3 of1997)

IN IIXURCISE o{'thc porvcrs conferred by scction 55 (3) of the
Bencljts Act. 1997, thc Retirement Benefits Authority

thc lbl lorving guidclincs-

RUl'r REMENl' BENIIFl1'S (TREAl'rNG CUSTOM IIRS
r.-AIRl.Y) GUIDELINIIS, 20 I 9

PAIt'I' I-PRIJI-IMINN RY

'l'hcsc guidclincs n1a)' bc citcd as the Rctircmcnt l]cnc{lts
Custorncrs Irairly) Guidclincs, 2019.

"approvcd issucr" rncans an insurer registered undcr thc
Act or any othcr issucr approved in writing under thc Capital

Act or any othcr u'ritten law:

"Authority" nreans thc Retircrncnt Benctlts Authority cstablishcd
scction 3 ol'thc Actl

"bcrreliciarl"'r.ncans a pcrson, othcr than a trtcmbcr, wlto is

or is cntitled to rcccive a bcnefit under a scheme;

"hoard" nleans a board of dircctors of a scrvice providcr;

"custodian" nrcans a colnpany whose business includcs laking
Ibr thc salc custody of the funds, securities, financial

and clocumcnts of titlc ol'thc asscts o1'schcme lirnds;

"customcr" mcans a mcmbcr, beneficiary or trustec of a schcme;

"managcr" rncans a company registcrcd by thc Authority whosc
invcstrncnt and management of tlnds or other assets

sclrcmc:
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2. ln thcse guidclincs, unlcss the context otherwise requires- Interprelation.

"Act" rucans the Retirement Benefits Act, I 997; No 3 of l9e7

"administrator" mcans a pcrson appointed under a writtcn
by thc trustccs of a scheme to manage the administrativc

ol'thc schcrnc:

Citation.

Cap. 487.
Cap. 485A.
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"menrbcr" means a person contributing to a scheme and includcs

a pcrson entitled to or rcceiving a benefit undcr thc schcmc;

..rctiremcnt benel.its schemc,. means any schclnc or arrallgcnlcllt

(other than a contract lirr lile assurancc) whether cstablishcd by a

writtcn larv lor the timc being in lorce or by any other instrunrcnt.

underwhichpcrsonsarccntitlcdtobenclltsinthclilrmo{.paymcnts.
detcrmincd by agc, length of scrvice, amount of carnings or otherwisc.

and payable iri,rarily upon retirctncnt. or upon dcalh. tcrrninatio. ol'

,.rri.., or upon thc occurrcncc ol'such othcr event as tnay bo spccilicd

ir"r such written law or othcr instrurncnt;

"rcgulatitlns'' means regulations madc under thc Act;

"schemc" means a retircment bencllts schemc,

"scnior management" mcans a person who has the authority to

plan and control the business operations of a company and whose

ub..n." rvould matcrially altect the perlbrmance of thc company;

"servicr: provider" mcans an administrattlr' llnd nranagor'

custodian. auditor or apprtlved issucr ol'a schemc or any othcr person

that tho Authority bringi undcr the requiremcnts ol'the se guidcline sl

"scrvicc-lcvcl agrccmcnt" or "Sl,A" ln0ans an agrcclllcllt

betwccn trustecs and scrvice providers which sets tlut thc tcrus ol'

appointrnent and scrviccs to bc rcndercd to the schcr-ne by thc scrvicc

providcr;

"sponsor" means a pcrson who eslablishes a schcrttc and also

rclcrs to a foundcr of a scherne; and

"trustee" means mcans a trustce ol'a schemc lund and includcs a

trust corporation.

3. 'fhcsc guidclines shall apply to all scrvicc providcrs

appointed bY trustees.

4. ( I ) 'l'rustecs shall be rcsponsible lbr thc ovcrall

implcrncntation ol' thesc guidelincs.

(2) Generalty, lrustees shall appoint servicc providcrs that agrcc

to abidc by thc principlcs ofthcsc guidelines.

(3) 'l'rustccs shall ensurc that scrvice-lcvcl agrcctlcnts arc

e,tercd into with service providcrs and provide lbr propcrly rccordcd

proccsscs, reporting nrechanisms and systems, arrd controls uscd to

monitor the implementation o1'thc agrcenlcnts.

5. 1.hc ob.iectivcs ofthesc guidclincs shall bc to ensurc that-

Application.

Responsibilrty

Oblcctives ot lhe
guidclrncs.
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(a) customcrs arc treatcd tairly by the scrvice providers;

(b) servicc providcrs fbcus on the customers' needs and offler
the bcst product or service solutions to the customers;

(c) rctircrrrcnt bcnefits products or services account for
customcr necds;

(d) customcrs are provided with clear, accurate and documented
infbrmation:

(c) scrvicc providcrs kccp customers appropriately inlbrmcd
bclbrc. during and allcr thc adoption ol' products and

scrv iccs:

(l) scrvicc providcrs give customers advicc that is suitable and
rcsponsivc to customcrs' necds;

(g) scrvicc providcrs ol'f'er services to customers that are of an

acceptable standard and delivered in a timely manner;

(h) customcrs arc not presented rvith unreasonable rules,
conditions or costs atler they take up products or services, or
rvhcn they intend to change products or services, switch
servicc providers, submit claims, or lodge formal complaints
unless the rulcs, conditions or costs are disclosed at the time
oftaking up the product; and

(i) scrvicc providers fully disclose to customers the mcrits and
demcrits of thc product or service at the point of sale.

PARl-II-RIGHTS AND OBLIGATIONS OF MEMBERS

6. (l) A rncrnbcr shall bc the primary and ultimatc custorner ol
providcr and shall have thc right to bc treated lairly when

with trustccs and any servicc providors appointcd by thc

(2) A rnembcr has thc rights and obligations set out in this Part so

thc principlcs of thcsc guidelincs may be easily apptied when
thc mcrnbcr products or scrviccs.

(3) A menrbcr shall have the right to receive the lollowing
f'rom trustccs-

(a) a sumrnary ol' the scheme's trust deed and rules or thc
statutory instrument that established the scheme; particular
cmphasis should bc placed in informing the membcr what
the mcmbe r's role shalI be especially with respect to
nominccs and bcneliciaries;

(b) annual nrembcrship benefits statements;

8lr

Rights and
obligations of
members
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(d)

(c)

(l)

(e)

(c) the annual rcport liom thc trustees prcsented at thc Atlnual

Gencral Mcciing of thc schemc including any changcs to thc

schcme bencllts and contribution structurcl

a summary ol'the schcme's audited lrnancial statelrcnts:

a sunlrnaD' ol'thc schcme's investmcnts;

a sulrmary of the remuncration of trustees; alld

any other inlirrrnation that may bc prcscribcd under thc Ac1'

regulations tnade thcreunder or any other writtcn law'

(4) A member has the right to inspcct thc follorving inlbrmation

hcld by the trustees-

(a) thc schemc trust dced and rules or the statutory instrumcnt

that established the scheme;

(b) the schemc's audited l'inancial statcmcnts;

(c) the rcgistcr r'r'ith the details ol' the sponsor, mcntbcrs'

trusteos and scrvicc providcrs; and

(d) any other inlorrnation that may bc prcscribcd undcr thc Act'

regulations made thcrcunder or any othcr writtcn law'

(5) l'he lirllowing are thc additional rights of tlcurbcrs-

(a) thc inrmediatc vesting of bcncllts:

(b) the right to opt for paymcnt, transfer or deltrmcnt ol

benelris on exiting liom a scheme as set otlt in thc schcmc

rules:

(c) thc right to transler accrucd benellts within sixty days ol'

issuing a writtcn noticc to transfer or within such pcriod that

rnay bc prescribed in the Act or regulation made thcrcundcr:

(d) non-assignmcnt or attachlncnt ol'bcncfits lbr any purposc

not pr.t.iib.d under the Act or regulations made thcrcundcr;

(c) commutation of bencllts as prescribed in thc schemc's rulcs;

(l) onc 1'car's notice to select an annuity or inconte dralvdown

provider, whcrc aPPlicablc;

(g) nonrination of beneliciaries;

elcction of mcmbcrs reprcse ntativcs to thc board ol'trustecs

unlcss a corporatc lrustee has bccn appoinled as thc solc

trustee:

(h)
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(i) thc right to attcnd annual general meetings; and

() any othcr rights prescribed by the Act, regulations made

thcreunder or any other written law.

(6) A rncrnber has an obligation to-

(a) obtain and rnakc every elTo( to understand the scherne's
documentation including the trust deed and rules or the

statutory instrument that estahlished the scheme;

(b) scck guidance liom trustees or the administrator on any

nrattcr that is unclear or ovcr which there is a disputc;

(c) makc reasonable elforts to attend inlormation briefing
scssions whcrc invited including annual gcneral mectings
and mcmbcr cducation days;

(d) providc all ncccssary inlbrrnation as rcquired undcr the
schcme rulcs or thc statutory instrument that establishcd the

schcmc. Such inlbrmation shall be accurate and timcly to
allow servicc providers carry out their functions effcctively:

(c) conduct himscll' or hersell'with decorum and respcct when
dcaling with trustees and scrvice providcrs; and

(D any otl.rcr obligation prescribcd by the Act, regulations made

thcrcunder or any other writtcn law.

7 (l) '['rustees and scrvice providers shall be responsible lor
compliance with thcse guidelines.

8t3

Conrpliance rvith
these guidelines.

(2) 'l'rustecs and scrvice providers shall report
toolkit r

annually to the
and toolkit notcsusing the Treating Customers Fairly

in thc Schcdule hcrcto.

(3) 'l'hc rcports rcquircd undcr subparagraph (2) shall bc

to the Authority within three months of the scrvice
' ycar-cnd or annivcrsary of thc service providers' registration

the Authority.

(4)'fhc "disclose. apply or explain" principle may be used where
is non-cornpliance and a trustce or service provider shall submit a

rcport stating the areas of non-compliance, the reasons

and thc proposcd timelines (where applicahle)
which corrpliancc shall be attaincd.

8. 'l'hcsc guidelines shall be subject to the Act, regulations Linritations

thcrcundcr and any other relevant written law and where thcre is
bctwccn thcsc guidelines and the provisions of the Act,
madc thcreundcr or any other relevant written law, thc Act,
or that othcr u,ritten law shall prevail.
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PAR'I' I I I-l']RIN CI Pt.lls OI" TRIrlAl'lN G CU STOM I'IRS I"n I RLY

9. ( I ) I'-or thc purposes ol' thcse guidelincs' "organisalitrnal oruanizational

culture.' ,.i.i, to the undcriying belicfs. assumptions. values and r'ays currurc'

in which a service provider interacts with customcrs'

(2) Scrvice providcrs shall trcat customers fairly as part ol'thcir
organisational culture.

(3)Scrviceprovidcrsshall.inordcrtoincorporatclairtrcalnrcnt
ol'custotncrs in their organisational culturc, ensurc that-

(a) the board ancl scnior managelnent havc becn scnsitiscd on

thc requircmcnts lor thc t'air treatment of customers and thc

valuc of organisational culture change;

(b) the board oversccs thc implementation ol' an appropriate

organisational culture that supports the lair treatmcnt ol'

customers;

(c) the boarrl assigns to a spccilied scnior managcr thc

responsibility oltcnsuring that customers arc treatcd I'airly by

the servicc Providerl

(d)scniorlnanagcmcntconductinitialandannualreviclvsol.thc
trrain busiucss procssscs in order to idcntily arcas that

requirc imprtlvclncnt so as to cnsurc conlbrnlily with an

organisational cr.rlturc that supports thc lair trcatnl0llt ol'

customers;

(c) scnior tnanagcment dcuronstrate to customcrs through

practices un,l- .o.*rnication that thc lair trcatmcnt o1'

tustomers is csscntial to busincss opcrations;

(D senior management train and maintain stalf with knorvledgc'

behaviour and values that align with thcsc guidelincs; and

(g) rnanagemcnt inlbrmation and reporting lramervorks havc

been established to kecp thc board and senior managclrlcllt

inlormed on the continuous irnple nlcntation ol' al.l

organisatitlnal culturc that supports the lair trcatnlcnt ol'

customcrs.

10. (l) l)roducts and services olIcred by a schcme shall statc thc

type ol' iciiremcnt bcnefits arrangement that is being ol1'crcd'

inibrmation on how to join the schcmc, any ongoing information rights

as prcscribcd by the Act, regulations. made.^thcrcundcr' and thesc

guitelines, antl the products ancl scrvices oll'crcd to a mcmbcr on

fxiting tlrc schemc oirctirement such as cash luntp sunts, pcnsions and

annuitics.

(2) Scrvice providcrs shall cnsure that products atrd scrviccs arc

dcsigncd to lllcet thc nccds of custorncrs by-

l'roducts and
seN tccs.
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(a) conducting adequate research and targeting rvhen designing
thc product or servicc;

(b) cstablishing rnechanisrns to exhibit new innovations in
products and services;

(c) appropriatc and continual sensitisation of employees on
product or scrvicc design and the customers that products or
scrviccs arc targctcd at;

(d) appropriatc promotion and distribution of products and
scrviccs to customers:

(e) providing adcquate information to customers to ensure that
thcy undcrstand the products and services being ofTered;

(f) disclosing and mitigating the risks arising from the adoption
ol' products and scrviccs;

(g) providing disclaimcrs (br products and services being
of'l'crcd by thc schcme;

(h) collccting managcmcnt inlbrmation in order to track how
products and scrvices arc targeted at customers; and

(i) cstablishing a proccss fur the withdrawal of products or
scrviccs that arc unsuitablc fbr the targeted customers.

(3) 'l'hc Authority may rcquirc servicc providers to undertake
and tirncly rcrrrcdial action to address material deficiencies in

providcrs' conrpliancc with thcsc guidclincs.

il. (r)'r'his
hcld

custorncrs bclbrc. during and aftcr the sale or delivery of a

or scrvicc to kccp thc customer appropriately informed at each
thc transaction.

'l'rustccs shall ensure that members are provided with
inlirrmation about thc products or services otlercd b1,

providcrs including charges, l'ees, termination conditions and
iated with thc products or services.

(3)'l'o aclricvc thc ob.icctivcs olthis paragraph, service providers

(a) asscss thc clarity, suitable font size, appropriateness and
fairncss of information provided to custorners;

(b) put mcchanisms in place to ensure that customers are
inlbrrncd appropriately and in a timely manner about the
products and scrvices they may have subscribed to;

c) disclosc to customcrs any commissions or benellts rece ived
Iiorr thc salc ol'products or services;

815

paragraph scts out members' right to certain kinds
by thc scrvice provider and required to be provided

Clcar and
appropriate
infornration.
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(d) put mcchanislns in placc to prote-ct customcrs' individual

inlbrrnation and nlaintain the confidcntiality of customcrs'

infbrmation:

(c) colnmission independent internal and external reviews of

oJr.ttiring trut.iiult and othcr customer communication

used or Publishcd;

(l) puhlish clcar product or scrvicc sumuraries and ansrvcrs ttl

qucstious licqucntly askcd by customcrs;

(g) cnsure that contract dtlcuments are drarvn up and signcd in

timc to cnsurc that custonlcrs' rights arc protected;

(h) cstablish l'ccdback mechanisms to ensure that information

rcceivcd liom customers about products or services is acted

on approPriatclYl and

(i) clcarly statc thc dispute resolution mcchanisms availablc to

custonlcrs.

12. (l) 'l'rustccs and scrvicc
sp()ns()rs and trlcttlbers to onsurc

rctircmcnl arrallgclrlcllts and bcncIlts

(2) 'l'rustccs and. scrvicc.provitlcrs shall.cnsure that the advicc

oll'ercd to custolllcrs rs suitablc and takes into account the spocilic

.ii.ri"rtun..t undcr u'hich the advice has becn sought'

(3) 'l'o achievc the ob.iectives o1' subparagraphs (1) and (2)'

scrvicc providers shall-

(a) cstablish rncchanisrrs lor obtaining

custorncrs that shall be appropriate lbr
bcforc giving customers any advice;

(h) cstablish proccsses lirr cnsuring that clcar and appropriate

advicc is Biven to customcrs;

(c) train thcir crnplo,"-ccs to continualty give up-to-date advice

to customers tiat is rclcvant to their needs;

(d) ctcarly spccity rvhcre and whom advice is not expccted to be

givcn;

(c) cstablish lbcdback mcchanisms about thc advice givcn to

customers:

( t) cstablish rcdrcss nlcchanisms 1o mitigatc the e flects of'

*i,rng ut rnislcading advicc given-to customcrs; and

tgf iir;t.it ,nJ seruicc-providerc shall.ensurc that products and

scrvicestncctthcnccdsol.identilrablecustotnergroupssuch
,, p.rrun. with disabilities (PWDs)' pcrsons sullcring liom

providcrs
that thcy
r undcr the

shall providc advicc to (lustomcr advice

gct acccss to thc bcst

schcmc.

inlornration from
custontcrs' necds
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ill hcalth, and other persons or classes of persons undcr the
Act.

J

lcd to cxpect.

(2) Scrvicc providcrs shall, for the purposes of subparagraph

(a) cnrploy monitoring tools and mechanisms to track customer
satisfaction with products and services offered by the service
providcrs;

cstablish mechanisms that ensure the provision of up-to-date
inlormation to customcrs regarding products and services;

analvse management information to detcrmine rcasons for
tcrmination ol'products or scrvices by customers:

d) institutc a\r'arcness programmes on thc merits or drawbacks
olproducts or scrviccs ofI'ered by servicc providers; and

c) cstablish clcar scrvicc standards that shall be appropriatcly
communicatcd to customers and display their kcy features.

4. (l) 'l'rustecs and service providers shall ensure that the
paymcnts and complaints management processes are well

to customcrs, particularly to members.

on customers
provisions of

Protcction Acl. 2012 and shall inlbrm custorners about
ol'filing cornplaints with the Authority or Tribunal.

l"or thc purposcs ol'this paragraph, service providcrs shall-

cstablish and adhcrc to clcar standards on benefits
proccssing and complaints management;

) cstablish mcchanisms for updating customers on changes to
products or scrvices;

cstablish mcchanisms to ensure that member and schcme
rccords arc nraintaincd and updated;
kccp customcrs informed about the schcme and enablc thcm
to track thc processing of benetits or complaints including
any informatit)n about the person or team dealing with the
proccssing ol' bcnefits or complaints;

) providc rclcvant inlbrmation to customers on the bcncllts
proccssing and complaints managemcnt processcs;

ti l7

Performance and
expcctations.

Benefits payments
and complaints
management.

No. l2 of20l2.
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thc
thc
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(l) provide customers with adequate inlbrmation and evidcnce
' 

in .us. bcncllts are not payablc; and

(g) advisc custolllers ol other options lbr rcdrcss whcrc

customers arc not satisfled with thc handling ol' benclils

proccssing or complaints management'

PAR'I' lV-EN FORCMIINT OIr Tl IESII GU IDIII'lNIiS

l5.,l.hclbltolvingprinciplesshallapplyinthecnl.orccnlctrltlf
thesc guidelincs-

(a) thc Act' regulations made thcrcundcr and thcsc guidelincs

shall prorid. adccluate guidance about thc Authority's

expcctation ol' minimum standards lbr treating customers

lairly in thc nranagemcnt of schemes;

(b) rhc Authority shall perform comprchensive cvaluations o1

service prorid.ts' policics or stratcgics lbr trcating

customers l'airly at regular intcrvals and asscss the

irnplcmentation ol' thcsc guidelinesl and

(c) thc Authority may require scrvice. providcrs to undcrtakc

cll.cctive and tinrcly ierncdial action to addrcss nratcrial

dc{-rciencics in thcir cornpliancc with these guidclincs'

l'rrnciplcs ol'
cnlbrcentent
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TREATING CUSTOMERS FAIRLY ASSESSMENT TOOLKIT
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Annex I - ASSESSMENT TOOL FOR TRUSTEES
Actual score

Vo

Target score
Vo

Variance * Renrurks

(a) (b) (c) (d) (e) = (c) less (d)
OUTCOME I - TCF CULTURE IN THE ORGANISATION
Customers are confident that they are dealing with a company where
the fair treatment of customers is at the core of the company's
culture
Leadership

I The Board has been sensitized on the TCF Guidelines 3.0Vo
2 The Board has passed a resolution to adhere to the TCF Guidelines 3.DVo
3 The Board has assigned a trustee or committee of the Board the

responsibility of implementing the TCF Guidelines
2.01o

4 All trustees understand their role in ensuring adherence to the TCF
Guidelines

2.DVo

5 There is a process for identifying the areas that require improvement
to ensure adherence to the TCF Guidelines

2.lVo

6 The Board has communicated the TCF Guidelines to relevant
internal and extemal stakeholders

2.0%o

7 Delivery on the TCF Guidelines is a feature of the Board's stated
values, code of conduct, ethics policy or other relevant policy
documents

l.lVo

Subtotal on leadership 0.0% 15.OVo

Performance management
I The induction process for employees of internal administrators

includes sensitization on the TCF Guidelines and tools
2.OVo

2 Trustees undergo training on TCF objectives and deliverables 3.OVo

Subtotal on performance management o.0% 5.OVo
Information



I ar. process"s for analYzing and on information

to TCF outcomes for customers

is regular communication to the on the

and to TCF Guidelines

2.0%,

2.}q/c
2

-on 
the implementation of

all relevant stakeholders

Guidelines is readilY

able to

I .OVc
3

information
culture in the 0.o%

E2- AND
s"rri"es marketed and sold in the retail market are

to meet the needs of identified customer groups and are

truined on products and inare

and the customers
consurltation rvith service providers provident

information to members to ensure understanding of products

identifying mitigating risks aare measures
service to customers

are mechanism trustees to revierv Products and

issucd service
ensure unfair trade practices are not used

members access and services
'otal and services O.Oc/c

3-CLEAR AND INFORMATION
are given clear kept

in formed before. during and after the trme of sale of products

servrces
,*rnitor and act on feedback complaints and suggestions

from members on the need for improvement in product and service

information

5.01c
25.0Vo

2.lo/a
I

2.0o/o
2

2.0%
J

2.lc/o
4

2.OVo
5

l0.O7o

2.lo/c

-l..J

x
a
q

\
s':
t-.

?a

o
3i
NJ

\o

ln

o.o%

I



PruvrucrD! Pruvruc IItclllDers
with clear summaries and Frequently Asked euestions about each
service and product sold to them

2.O%

3 contact details of current membersmaintain 1.0?o
4 customers have current and accessible

in touch with the businessif
ensure lhat

need to
2.jVo

5 Trustees have accurate, retrievable and
and service information provided to
material interactions with customers

secure records of all product
customers and any other

l.OVc

6 Trustees have a procedure for the identification of information that
should be maintained and retained

l.OVo

'7 have clearly stated and provided to members information
resolution mechanisms

1.0Vo

clear and information 0.OVc l0.lVo
4_CUSTOMER ADVICE

advice ls suitable and takes intoWhere customers receive advice, the
account their specific circumstances

1 providers offer adviceThere a process to ensure
members

2.OVo

2 are adequately trained to enable them to offer suitable
advice to members

2.OVo

J feedbackmonitor and membersfromcomplaints regarding
of fromadvice totrustees needsquality anyidentify traln r n!

riskand/or of advice

3.OVo

4 are mechanisms to customerscompensation rvhocompensate
asuffered financial as resulta ofnegative lmpact inappropriate

the service

3.OVo

customer advice 0.OVc 10.lVo5- AND EXPECTATION
services that performare

service have led them to
with products

and the
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Ied
anIS standard and rvhat they have

2.Oo/o

members and service providers that identify where to
andmonitor and act on feeaUack. comPlaints

servtces or service standards
2.0%riskstotlmeIN reasonablecustomersforare ofterminationASsuch earlymembersactlons by

reductionsbencfitsandsrvitchesinvestment portfolio
informationtheto actor onto

2

2non-actlonriskstocustomersare processes
orof contributionsnon-PaYmentsuchmembers

not meetrngornomrnatlonsof beneficiary

3

which have to
are4

2.0%ofare processes for protecting the

0'otal
ANDPA

t2
not

Actthe

tn accordance

fbrI are 2.0%procedures forhave

z
customershave3

2.jc/c

members

INoutsetthe
Pay and servicesrevierv processesand frequentlycharter/Procedures

-t

2.07cbenefits Processlng

are available and

lninformation requiredandrequirements5
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6 Before making a decision to deny
consider the member's rights and reasonable
clear reasons for non-payment rvith supporting

expectations and give

payment

evidence

of benefits, trustees 2.07c

7 are redress mechanisms where members are dissatisfied
decisions made on benefits

2.0Vo

are follow-up processes to member's
after benefits are

2.0Vo

9 Trustees have clear
information

procedures for retention of mcmbers 2.0Vo

Subtotal O.07c 18.lVo

I are for 3.OVo
2 complaints process to ensure that it istrustees test

for members
2.0Vo

3 on the complaints procedure and
sms available including contact infofination of

are

with the

2.0o/o

4 Once a complaint has been trustees keep the
informed of the

2.lVo

5 When responding to a reasonstrustees provide
with evidence where relevant

processes are to ensure that decisions are
ve and consistent for similar

2.07o

6 2.jVo

'7 are conflict of interest forpolicies impartialityensunng 2.OVo

8 There are follorv-up processes fo. determ@
levels after complaints have been finalised

2.lVo

0.0% 17.lVa
and 0.OVc 35.0?o

TOTAL 0.OVc 100.07o
Y OF TCF FOR YEAR
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Subtotal on leadership o.o% l0.OVc
Performance management

I The induction process for employees includes sensitization on the
TCF Guidelines and tools

2.09o

2 Employees undergo training on TCF objectives and deliverables 2.0o/o

There is a reporting framework to keep the Board and management
informed on the implementation of the TCF Guidelines that is
aligned to intemal reporting policies

I.0o/c'

Subtotal on performance management O.OVc 5.OVo

Governance and control
I Monitoring of TCF delivery has been assigned to appropriate control

functions such as board committee, risk management, internal audit
or compliance functions

l.l%o

2 There are processes for regularly reporting organisation-wide
progress in achieving TCF deliverables to the Board and senior
management

l.OVo

3 Management of TCF and market conduct risks are formally included
in risk-management framework

l.OVo

4 There are processes for identifying and reporting organization-wide
level TCF risks or failures to senior management and Board

l.OVo

5 The governance framework supports TCF requirements l.OVo
Subtotal governance and control 0.07c 5.OVo

Management information (MI)
I There are processes for collating and summarizing TCF related MI

for reporting on organization-wide TCF progress to the Board and
senior management

1.OVo

2 There are processes for analyzing and acting on MI findings to
improve TCF outcomes for members

2.l%o

3 There is regular communication to the Authority on the service
provider's progress in achieving and adhering to the TCF Guidelines

l.OVo

1 Information on implementation of the TCF Guidelines is readily
available to all relevant stakeholders
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Subtotal management information 0.0vc 5.jVc

Grand total TCF culture 0.OVc 25.0%

OUTCOME 2_PRODUCTS AND SERVICES
Products and services marketed and sold in the retail market are

designed to meet the needs of identified customer groups and are

tarseted accordinglv
I When designing products or services, the service provider identifies

particular customer groups for which the products or services will be
suitable

2.lvo

2 Employees and agen(s are properly trained on products and services

and target customers
2.0%

3 Promotion and distribution processes are suitable for the needs of
identified customer groups

2.l7o

4 Relevant information is provided to customers to ensure

understanding of products and services

2.0Vo

5 There are measures for identifying and mitigating risks that a product
or service may pose to targeted customers

2.lVo

6 The products or service approval process includes senior
management confirmation that a product or service adequately meets

the requirements of the TCF Guidelines including that it will perform
as customers have been led to expect

2.lVo

1 There is a product or service withdrawal process for products or
services that are unsuitable tbr identified customer groups

\.lvo

8 The service provider includes evaluation of TCF objectives when
reviewing products and services

1.09c

9 The service provider ensures that unfair trade practices are not used

rvhile selling Droducts and scrvices
l.0Vc

Iotal products and services 0.lVc 15.0%

OUTCOME 3-CLEAR AND APPROPRIATE INFORMATION
Customers are given clear information and kept appropriately
informed before. during and after the time of sale of products and

services
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fairness of product and service information provided to customers
L.V -/C

2 There are mechanisms for rectification where a product or service
does not meet its intended purpose

2.DVo

3 The service provider monitors and acts on feedback. complaints and
suggestions from customers on the need for improvement in product
and service information

2.09c

4 The service provider provides customers with clear summaries and
Frequently Asked Questions about each service and product sold to
them

2.0%,

5 The service provider provides customers with contracting documents
rvithin the period specified in the service charter or operating
procedures

2.OVc

6 The service provider maintains up-to-date contact details of current
members

l.OVo

7 The service provider ensures that customers have current and
accessible contact points if they need to get in touch for any reason

l.OVo

8 The service provider has accurate, retrievable and secure records of
all product and service information provided to customers and any
other material interactions with customers

2.l%o

9 The service provider has clearly stated and provided to members
information on dispute resolution mechanisms

l.OVo

Total clear and appropriate information O.OVc 15.OVo

OUTCOME 4 - CUSTOMER ADVICE
Where customers receive advice. the advice is suitable and takes into
account their specific circumstances

I The service provider has a business process for ensuring that suitable
advice is civen for its products and services

1.l%o

2 Employees who market specific products or services offered by the
service provider have been adequately trained so that they can
provide suilable advice to customers

l.OVo

3 The service provider, when giving advice, excludes groups where
information shall not be shared

l.OVo
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4 servlce monitors and complaints
from employeesregarding the quality of advice and

of the servlce prov ider in order identify train ing needs

risk of advice

1.07c

2.0vc
5 are processes for mitigating risks to

the service employees or agents have
information

servlce monitors indicators
benefits claims experience and early termination data

and mitigate the risk of inappropriate advice or

2.lTc

2.07c
7 ts compensation mechanism to compensate customers

ve suffered negatlve financial impact because of
vice of the service

o.0% 10.07acustomer
EXPECTA

services that
expect and the associated

rvhat they have been led

2.01o
I There are mechanisms for risks that emanate from the

regulatory environment that may impact expectations of products or

servlces
2.07c

2 servrce provider monrtors acts on feedback. complaint
suggestions
that identify
and services

from customers members intermediaries or
rvhere improvements are needed in respect of

2.0%
3 The provider has a process tbr alerting customers about the

of particular actrons by customers (such AS ear'ly terminatton

product, investment portfolio srvitches and benefits reductions) in

tlme for customers to act on the information
2.07c4 @ocess for alerting customers about the

risks of non-action bY cutto@
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contnbutlons, non-completlon ol benetlclary nomlnatlons and not
meeting statutory requirements)

-5 The service provider has clear service standards and the same have
been communicated to customers

l.O7o

6 The service provider has a process for protecting the confidentiality
of customer information

l.0Vc

Total performance and expectation 0.0% 10.lVo
OUTCOME 6-BENEFITS PAYMENT AND COMPLAINTS
HANDLING
Customers do not face undisclosed post-sale barriers in accordance
rvith the Consumer Protection Act. 20 12

Benefits processine

I The service provider has clear service standards for processing
benefits

l.DVo

2 The service provider informs customers of its service
standards/SLAs/contract for processin g benefi ts

l.DVo

3 The service provider provides its customers with Frequently Asked
Questions on the processing of benefits

l.OVo

4 The service provider pays out benefits within the period specified in
its service charter/SLA and reviews its processes to improve
customer experience

l.OVo

5 The service provider avails and prominently displays key
requirements and information on the processing of benefits

1.lVo

6 The service provider provides the contact details of the person or
team dealing with the processing of a customer's benetits

l.lvo

7 Before making a decision to deny benefits, the service provider
considers the customer's rights and reasonable expectations for non-
payment with supporting evidence

l.OVo

8 The service provider has redress mechanisms for customers who are
dissatisfied rvith the decisions made on benefits processing

l.j%o

9 The service provider has follow-up processes for determining
customer satisfaction levels after benefits are paid

l.lVo
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l0 The service provider has mechanisms for ensuring that the retention
of documents is done

l.0Vo

ll The service provider has mechanisms for ensuring that the
confidential handling of benefits payments

l.0Vo

Subtotal benefits processins 0.07c 12.07a

Complaints handling
I The service provider has clear procedures for processing complaints 1.lVo

2 The service provider tests the complaints process to ensure that it is

accessible and appropriate for members
l.}Vo

3 The service provider has a compiaints management. record-keeping
and cause analysis process

2.0Vo

4 The service provider ensures that customers are well informed about
the complaints procedure and available redress mechanisms
(including contact information ofthe person or team dealing with the
customer's complaint)

2.lVo

5 The service provider keeps the customer regularly informed once a

complaint has been received
2.l%o

6 The service provider provides clear reasons tbr its responses (with
supporting evidence where relevant) rvhen responding to a complaint

2.0Vo

7 The service provider's complaints process is structured to ensure that
decisions are ob jective and consistent for similar complaints

1.OVo

8 The service provider has conflict of interest policies to ensure
impartiality in decision-making

l.0Vo

9 The service provider has follow-up processes to determine customer
satisfaction levels after complaints have been finalised

1.}Vo

Subtotal complaints handling 0.0Vc 13.07o

Iotal claims and complaints handling 0.0Vc 25.07o

SRAND TOTAL 0.o% loo.oTa

SUMMARY OF TCF PERFORMANCE FOR THE YEAR
Actual%' Tarp.etVo Threshold***

I TCF culture 0.OVc 25.lVo
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rfooucls ano scrvlccs O.OVc 15.0%
3 Clear and appropriate intbrmation O.0Vc t5.0%,
4 Customer advice 0.OVo lO.jTc
5 Performance and expectation 0.Oo/o l0.DVa

6 Claims and complaints management 0.0% 2.5.O%

0.lVo l0O.OVc

Annex III - ASSESSMENT TOOL FOR MANAGERS
Actual score

Vo

Target score
7o

Varianre * Remurks

(a) (b) (c) (d) (e) = (c) less (d)

OUTCOME I - TCF CULTURE IN THE ORGANISATION
Customers are confident that they are dealing with a company where
the fair treatment of customers is at the core of the company's
culture
Leadership

I The Board and management have been sensitized on the TCF
Guidelines

1.O7o

2 The Board has passed a resolution to adhere to the TCF Guidelines 2.0Vc

3 assigned the responsibility of implementing the TCF
senior manager

The Board has
Guidelines to a

l.OVo

4 Senior managers in all areas of the business understand their role in
ensurins adherence to the TCF Guidelines

2.OVo

5 The service provider has a process for reviewing the main business
processes to identify areas that require improvement to ensure
adherence to the TCF Guidelines

1.UVo

6 The service provider has communicated the TCF Guidelines to all
relevant internal and external stakeholders

l.OVc

7 The service provider has a process for assessing employees' and
management's understanding of TCF and the service provider's TCF
commitments

1.0Vo

tt Delivery on the TCF Guidelines is a feature of the service provider's
stated values, code of conducl. ethics policy and other relevant
Dolicy documents

l.0Vc
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Subtotal on leadership o.o?o 1O.lVo

Performance management
I The induction process for employees includes exposure to the TCF

Guidelines and tools
2.lVo

2 Employees undergo periodic training on TCF objectives and

deliverables
2.0Vo

3 The service provider has a reporting framework for keeping the

Board and management informed of the implementation of the TCF
Guidelines which is aligned to the service provider's internal
reporting policies

1.00/o

Subtotal on performance management 0.01o 5.UVa

Governance and control
I Monitoring of TCF delivery has been assigned to appropriate control

functions such as board committee, risk management. internal audit
or compliance functions

2.lvc

2 There are processes for regularly reporting organisation-rvide
progress in achieving TCF deliverables to the Board and senior
management

2.lVc

3 Management of TCF and market conduct risks are formally included
in risk-management framework

2.lVc

4 There are processes for identifying and reponing organization-rvide
level TCF risks or failures to senior management and Board

2.07c

5 The governance framervork supports TCF requirements 2.0Vo

Subtotal governance and control 0.Oc/c lO.OVa

Management information (MI)
There are processes for collating and summarizing TCF related MI
for reporting on organization-wide TCF progress to the Board and
senior management

l.0c/o

2 There are processes for analyzing and acting on MI findings to
improve TCF outcomes for members

2.lc/o

3 There is regular communication to the Authority on the service
orovider's Drosress in achievine and adherins to the TCF Guidelines
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to all relevant stakeholders

0.jVc 5.0o/o

25.OVa

ts and services marketed and
to meet the needs of identified customer groups and

accord
designing products or services, the service provider

customer groups for which the products or services will
2.Oah

and agents are properly on
customers

2.OVc

processes are suitable for the needs
cu

of services
to customers to 2.0Vo

a
customers

2.OVo

confirmation that a product or service adequately meets
requirements of the TCF Guidelines including that it rvill

or senlorprocess

led to

and services
rvhen l.jVo

are not used
and seryices

ensures
while

1.0To

15.OVc

3-CLEAR AND APPROPRIA'

informed before, during and after the time of sale of products
servlces

are clear information and
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lSubtotal ffranagenrcnl inlormation
lGrand total TCF culture O.OIa

IOUTCOME ]_PRODUCTS AND SERVICES

-l 2.OVc

4

5

6 2.0o/c

l'l'here is a product or service rvithdrarval process for products or
lservices that are unsuitahle for identified customer srorrns

1 t.o%

IJ

9

[otal products and services o.o%



I Th" servi.. provider has mechanisms for assessing the clarity'
appropriateness and fairness of product and service information
provided to customers

2.DVo

2 The servlce provider has for rectification where a product or service

does not meet its intended purpose

2.lvo

3 service provider monitors and acts on feedback, complaints

suggestions from customers on the need for improvement in

and service information

2.lvc

4 service provider customers with clear summailes

Frequently Asked Questions about each servtce and product sold to

them

2.l7o

5 The provider provides customers rvith contracting documents

the period specified in the service charter or operating
2.Dvo

6 service provider up-to-date contact details 2.l%c

'7 service provider ensures that customers have current
contact if need to in touch for reason

1.l%o

8 servrce accurate. retrievable and secure records

all product and service information provided to customers and

other material interactions with customers

l.$Vc

9 provider has and provided to

information on resolution mechanisms

1.07o

clear and 0.07c 15.0%

4_CUSTOMER ADVICE
Where customers ve advice. the advice is and takes into

their circumstances

I service provider has a busincss process for ensuring that

for its and services

1.jVc

2 Empl,oyees who market specific products or services offered by the

service provider have been adequately trained so that they can

provide suitable advice to customers

t.jva
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3 The service provider. when giving advice. excludes groups where
information shall not be shared

l.OVo

4 The service provider monitors feedback and complaints from
customers regarding the quality of advice from employees and
agents of the service provider in order to identify training needs or
the risk of inappropriate advice being given

1.lVo

5 The service provider has processes for identifying and mitigating
risks to customers where the service provider's employees or agents
have provided inappropriate or misleadinq advice or information

2.0Vc

6 The service provider monitors potential TCF indicators (such as the
retirement benefits claims experience and early termination data) to
identify and mitigate the risk of inappropriate advice or poor
customer experiences

2.OVo

'7 There is a compensation mechanism to compensate customers who
have suffered a negative financial impact because of inappropriate
advice given by employees of the service provider

2.0Vo

Iotal customer advice 0.OVo 1O.0Vo

OUTCOME 5_PERFORMANCE AND EXPECTATION
Customers are provided rvith products and services that perform as
the service providers have led them to expect and the associated
service is of an acceptable standard and what they have been led to
expect

1 The service provider has mechanisms for mitigating risks that
emanate from the regulatory environment that may impact
expectations of products or services

2.lVo

2 The service provider monitors and acts on feedback, complaint and
suggestions from customers, members, intermediaries or employees
that identify where improvements are needed in respect of products
and services

2.OVo

3 The service provider has a process for alerting customers about the
risks of particular actions by customers (such as early termination of
a product, investment portfolio switches and benefits reductions) in
reasonable time for customers to act on the information

2.jVo

x

a4

\
t-,

"a

L

&



4 The service provider has a process for alerting customers about the

risks of non-action by customers (such as non-payment of
contributions, non-completion of beneficiary nominations and not

meeting statutory requirements)

2.O9o

5 The service provider has clear service standards and the same have

been communicated to customers

t.lvc

6 The service provider has a process for protecting the confidentiality
of customer information

1.$Vo

fotal performance and expectation 0.0o/c 10.lc/c

OUTCOME 6-BENEFITS PAYMENT AND COMPLAINTS
HANDLING
Customers do not face undisclosed post-sale barriers in accordance

with the Consumer Protection Act,2012

I servtce availed to all relevant
and information ln of benefits

2.l7o

2 servlce provider ensures the prudent management

to e nsu re schemes are to be able to benefits
2.01c

-1 The service mechanisms to ensure the

is done

2.lVc

Subtotal benefits processing 0.Oo/c 6.07o

I service provider clear service standards for 2.0%

2 The service provider tests the complaints process to ensure that it is
accessible and appropriate for members

1.07o

-1 service provider has a complaints management,
cause

2.0Vc

4 The service provider ensures that
the complaints procedure and

customers are rvell informed about
uvailable redress mechanisms

(including contact infomration of the person or team dealing with the

customer's comPlaint)

2.\Vo
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I

-5 The service provider keeps the customer regululy informed once a

complaint has been received
2.OVc

6 The service provider provides clear reasons for its responses (rvith
supporting evidence where relevant) rvhen responding to a complaint

2.07o

1 The service provider's complaints process is structured to ensure that
decisions are obiective and consistent for similar complaints

| .Uvo

8 The service provider has conflict of interest policies to ensure
impaniality in decision-making

t.0vo

9 The service provider has follorv-up processes to determine customer
satisfaction levels after complaints have been finalised

l.OVo

Subtotal complaints handling 0.09o 14.0Vo
Iotal claims and complaints handling O.lVc 20.lVo
GRAND TOTAL O.OVo t00.0vo
SUMMARY OFTCF PERFORMANCE FOR THE YEAR

Actudlqo TargetVc Threshold***
I TCF culture O.OVo 25.OVo
2 Products and services O.OVo 15.OVa

-l Clear and appropriate information 0.OVo 15.O7o
4 Customer advice 0.OVa lO.0Vo
5 Performance and expectation 0.OVo lO.O7o
6 Claims and complaints management 0.OVo 25.0Vo

0.OVa 100.07o

Annex IV - ASSESSMENT TOOL FOR CUSTODIANS
Aclual score

Vo

Target score
Vo

Variance *Renrurks

(a) (b) (c) (d) (e) = (c) less (d)
OUTCOME 1 _TCF CULTURE IN THE ORGANISATION
Customers are confident that they are dealing with a company where
the fair treatment of customers is at the core of the company's
culture
Leadership
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I Board has been sensitized on Guidelines 2.O7o

2 Board a resolution to adhere to 2.090

3 Board has a trustee or committee of the Board
of the TCF Guidelines

2.OC/o

4 Senior management areas of the service S

their role in adherence the TCF Guidelines
2.lVo

5 The service provider has a process for identifying the areas that

require improvement to ensure adherence to the TCF Guidelines
2.0Vo

6 The service provider has communicated the TCF Guidelines to

relevant internal and external stakeholders
2.l7o

7 The service provider has a process for assessing employees' and

management's understanding of TCF and the service provider's TCF
commitments

2.jVo

'7 Delivery on the TCF Guidelines is a feature of the Board's stated

values. code of conduct, ethics policy or other relevant policy
documents

2.UVc

on 0.OVo 75.0c/"

I Ttre induction process for employees includes sensitization on the

TCF Guidelines and tools
2.l1c

2 on TCF objectives and deliverablesundergo training 2.07c

3 servlce provider has a for keeping
B oard and management informed on the implementation of the TCF
Guidelines which IS aligned to the service provider's internal

2.07c

Subtotal on performance management 0.07c 5.0?c

Govemance and control
1 The service provider has assigned the monitoring of TCF delivery to

appropriate control functions (such as Board committee. risk
management. internal audit and compliance function)

2.07c

2 Ttre service provider has processes for reporting organization-rvide
progress in achieving TCF deliverables to the Board and senior

manaqement

2.Uo/c
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The service provider has included the management of TCF and
market conduct risks in the risk manaqement framework

2.01c

4 The service provider has a process for identifying and reporting
organization-rvide TCF risks or tailures to senior management and
the Board

2.0%,

5 provider's govemance framework support TCFThe service
requirements

2.0o/o

Subtotal governance and control 0.OVc 10.OVo

Management information (MI)
The service provider has processes for collating and summarizing
TCF related MI for reporting on organization-rvide TCF progress to
the Board and senior management

2.0Vo

2 The service provider has processes for analyzing and acting on MI
findings to improve TCF outcomes for customers

2.OVo

The service provider has regular communication with the Authority
on its progress in achieving and adhering to the TCF Guidelines

1.OVo

Subtotal information 0.OVo 5.0Vo
Grand total TCF culture in the organisation 0.OVa 35.0o/o

OUTCOME 2 _CUSTODIAN SERVICES
Products and services marketed and sold in the retail market are
designed to meet the needs of identified customer groups and are
targeted accordinEly

I Employees ad agents are properly trained on the services they offer
to schemes

2.OVo

2 The service provider provides relevant information to schemes to
ensure understanding services

2.lVo

3 The service provider has measures for identifying and mitigating
risks that a product or service may pose to targeted schemes

2.0Vo

4 The service provider's approval process includes senior management
confirmation that a service adequately meets the requirements of the

2.OVo

x
tr
C4

\
s

r-.

tr

L
\o

-
\c

I

T-



TCF Guidelines including the requirement that it shall perform as the

schemes rvere let to expect
5 The service

services

evaluates TCF objectives rvhen revierving its 1.07o

6 The service provider ensures that unfair trade practices are not

when services to schemes

t.0vo

Total custodian and servrces 0.0Vo 1O.09o

3-CLEAR AND INFORMATION
are glven information and kept appropriately

before. during and after the time of sale of products

I provider has mechanisms assessing the clarity
and fairness of service information provided

schemes

2.0%

2 service provider has for rectifying where a

does not meet its intended

2.0%

3 The service provider monitors and acts on complaints

suggestions from customers, employees and others that identify the

for in service information

2.O7o

4 servlce provide schemes rvith c:lear summanes and

Asked Questions for each service sold through brochure

on its website

2.07o

5 providers provide schemes contracting

the period specified in its service charter or
2.jc/c

6 service provider up-to-date contact of
customers

1.07o

7 The service prov iders ensure that customers have current and

accessible contact points if they need to get tn leugh fol 3!J re!!g 
-

1.lvc

8 The service provider has accurate, retrievable and secure records of
all service information it has provided to customers and any other

material interactions with schemes

2.01c
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9 The service provider has clearly stated and provided all its schemes
with information on dispute resolution

l.O7o

Total clear and appropriate information O.O7o 15.OVo

OUTCOME 4-CUSTOMER ADVICE
Where customers receive advice. the advice is suitable and takes into
account their specific circumstances

I The service provider has a business process to ensure that suitable
advice is given to the target market of its services

2.Oo/c

2 Employees rvho market specific services offered by the service
provider are provided with adequate training to enable lhem to
provide suitable advice to schemes

2.0o/o

3 The service provider monitors feedback and complaints received
from schemes about the quality of advice schemes have received
from employees and agents to identify any training needs or the risks
of inappropriate advice

2.lVo

4 The service provider has processes for identifying and mitigating the
risk to schemes where employees or agents have provided
inappropriate advice or misleading information to customers

2.OVc

5 The service provider has compensation mechanisms for
compensating customers who have suffered a negative financial
impact as a result inappropriate advice provided by the employees

2.0Vo

Iotal customer advice 0.07o t0.ovo
OUTCOME 5-PERFORMANCE AND EXPECTATION
Customers are provided with products and services that perform as
the service providers have led them to expect and the associated
service is of an acceptable standard and what they have been led to
expect
The service provider has mechanisms for mitigating risks that
emanate from the regulatory environment that may impact the
expectations of the services

l.OVc

2 The service provider monitors and acts on feedback, complaints and
suggestions received from customers, members, intermediaries or

2.OVc
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employees that identify the need for improvements in types of
services or service standards

3 The services provider has processes for alerting customers to the

risks of particular actions (such as early termination of a service) in
reasonable time for customers to respond to, or act on, the

information

2.0Va

4 The service provider has processes for alerting customers to the risks
of non-action (such as non-payment of contributions, non-
completion of beneficiary nominations and not meeting certain
statutory requirements)

2.0Va

5 The service provider has clear service standards which have been

communicated to customers
1.0Vc

6 The service provider has processes for the protection of the
confi dentiality of customer information

2.jVo

Total pertbrmance and expectation 0.0% lO.lVc

OUTCOME 6_BENEFITS PAYMENT AND COMPLAINTS
HANDLING
Customers do not face undisclosed post-sale barriers in accordance
with the Consumer Protection Act,20l2
Benefits processing

I The service provider has clear service standards for the payment of
benefits

2.OVc

2 servlce pays
charter/SLA
customer

2.09o

3 The service provider has availed key requirements and information
that is required for the processing of benefits

1.jvc

4 The service provider, in consultation rvith administrators and

trustees, ensures that there are sufficient resources to pay out bt!98!
1.jVc

5 The service provider has mechanisms to ensure that the documents
are retained

1.0%'

6 The service provider has mechanisms to ensure that benefits
pxyments are done confidentially

2.0%
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JUDr0tat DCneIIIS PTOCeSSIng U -V"/c 9.U'/c

I The service provider has clear service standards for processing
complaints

l.0Vo

2 The service provider tests the complaints process to ensure that it is
accessible and appropriate for its customers

2.OVo

3 The service provider has a complaints management, record keeping
and root cause analysis process

l.OVo

4 The service provider has informed customers on the available
complaints procedure and redress mechanisms including the contact
information of the person or team dealing with the complaint

2.jTo

5 The service provider keeps customers regularly informed of the
progress of a complaint once it has been recived

l.OVo

6 The service provider, when responding to a complaint. provides clear
reasons rvith supporting evidence for its response

l.0Vo

7 The service provider's complaints process is structured to ensure that
decisions are obiective and consistent for similar complaints

l.OVo

8 The service provider has conflict of interest policies to ensure
impartiality in decision-making

l.lVo

9 The service provider has a follow-up process to determine customer
satisfaction levels after complaints have been finalised

l.OVo

Subtotal complaints handling 0.OVc l.o%
Total claims and complaints handling 0.OVc 2O.OVo

GRAND TOTAL 0.OVc 100.07o
SUMMARY OF TCF PERFORMANCE FOR THE YEAR

ActualVo TurgetVo Threchold***
I TCF culture 0.0% 25.lVo
2 Products and services O.OVc t5.ovo
3 Clear and appropriate information 0.OVc 15.OVo

4 Customer advice 0.0% l0.OVa
5 Performance and expectation O.Oo/c t0.ovo
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6 and complaints management O.O1c 25.OVc

0.07o l00.lVo
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APPROVEDTOOL
Variartce *RennrksTarget score

Vo

Actual score
?o

(e) = (c) less (d)(c) (d)

OUTCOME I _TCF CULTURE IN THE ORGANISATION
are confident that they are dealing rvith a company

of customers is at the core of thefair treatment
's culture

1.07c
I Board and senior management have been sensitized on the

2.jvo
2 a resolution to adhere to Guidelineshas

l.OVo
3 assigned a senior manager theThe Board

the TCF Guidelines
2.OVo

,+ areas of the business understand their
adherence to the TCF Guidelines

management ln

l.lVc
5 provider has a process to review the man

in order to identify areas that require improvement to

adherence to the TCF Guidelines

business

l.0Vo
6 Board and senior management have

Guidelines to relevant internal and external stakeholders
communicated the

l.lVoThE-Gvice o.oui" service p.ouid.r has a process for assessing employees' and

management'i understanding of TCF and the business's TCF

commitments

1

I.lo/c
8 5.t*.ry ", th. TCF Guidelines is a feature of the business's stated

values, code of conduct, ethics policy or other relevant policy

documents
0.lvo 10.0o/(on leadership

Performance management

Grridelines

I



wyees rncluoes exposure to the lut
Guidelines and tools

2.OVo

2 Employces undergo periodic training on TCF objectives and
deliverables

2.07o

3 The service provider has a reporting framervork that is aligned to the
internal reporting policies for keeping the Board and management
informed on the implementation of the TCF Guidelines

t.0%

Subtotal on performance management 0.lVo 5.0Vo

Governance and control

Monitoring of TCF delivery has been assigned to appropriate control
functions including a board committee, risk management. internal
audit and/or compliance functions

l.l7o

2 The service provider has a process for periodically reporting
organization-wide progress in achieving TCF deliverables to the
Board and senior management

l.0o/o

J The management of TCF and market conduct risks are included in
the service provider's risk management framework

1.07o

4 The service provider has a process for identifying and reporting
organization-wide TCF risks or failures to senior management and
the Board

l.OVo

5 The service provider's govemance framework supports TCF
requirements

1.OVo

Subtotal governance and control 0.lVa 5.OVc

Management information (MI)

I The service provider has a process for collating and summarising
TCF related MI for reporting on organization-wide TCF
implementation to the Board and senior management

1.07o
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2 fn"re is a process for analyzing and acting on MI findings to

improve TCF outcomes for customers

2.O7o

1.07o
J service provider has periodic communication to the

company's progress in achieving and adhering to TCF

l.lVo4 on the implementation of TCF Guidelines is

to all stakeholders

management 0.lVc 5.lVo

total TCF culture in the organisation O.0Vo 25.UVo

OUTCOME 2_PRODUCTS t) SERVICES

services sold in the

to meet the needs of identified customer groups and

accordingly
2.07o

1 product or the servtce
customer groups the product or service will be suitable

for

2 and agents servlce are properly on

the products, services and the intended customers

2.lVo

2.0%
J

-he 

r"rvic" provider'r product and service promotion and

distribution ptocess"s are suitable for the needs of identified
customer groups

2.lvo4 servlce prov relevant to customers [o

understanding of the Products or services offered

5 service provider measures for and mitigating

risks that a product
groups

or servtce mirv pose to identified
2.07c

6 service providcr' S or servtce process

senior ntanagement confirmation that the products or

meets the of the TCF
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service provider has product and service
products or services that become unsuitable for the

group

processes
identified

l.lVo

service provider includes the
our products or services

rvhen l.0Vc

trade practices are not used
selling products and services

ensures that l.OVc

products and services 0.0Vo t5.ovo

3 -CLEAR AND APPROPRIATE INFORMATION
are given clear information and kept appropriately

before, during and after the time of sale of products and

service provider has mechanisms to assess clarity
and fairness of product or service information

to customers

2.OVo

service provider has mechanisms to
does not meet its intended

where a product 2.OVo

service provider monitors and acts on feedback, complaints and
from customers, employees and any other person

where to improve product or service information

2.0Vo

service provider provides customers summaries and
or serviceAsked Questions (FAQs) for each product

2.l%o

service provider provides customers with contract documents
within the period specified in its service charter or operaring

2.Ovo

service provider maintains up-to-date contact details of l.OVa
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'7 @hat customers have

accessible contact points if they need to get in touch
current and t.07c

2.l%o
8 service provider has accurate and secure records

product and servtce information provided to customers and any

material interactions rvith customers

9 servlce clearly states and Provides to

information on available dispute resolution mechanisms

l.jVo

clear and appropriate information O.O%c 15.0Vo

4-CUSTOMER ADVICE

customers receive , the ad vlce ls and takes lnto

their specific circumstances

I servlce has processes that ensure advice

given to the target market for products and services

servlce employees who
by the
them to

organization are rvith

to enable provide suitable advice to customers

1.O7o

L0Vo
2

1.07a) provider ensures while glvlng it
where advice will not be shared

4 servlce monitors and

customers
to identify

l.lVo

5 servlce has processes identi fying
the risk to customers rvhere employees or agents have

inappropriate advice or misleading information to

2.0%.

6 @ntial TCF indicators (such as

retirement benefits claims experiences and early termination data) to

identify and mitigate risks of inappropriate advice or poor customer

experience
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rwrPsrrdrrvrr rrrsLrIdIIlllll5 tu uultrPcilSatc
customers who have suffered a negative financial impact as a result
of inappropriate advice provided by employees

L -U-/(

Total customer advice 0.OVc 10.0%,

OUTCOME 5-PERFORMANCE AND EXPECTATION

Customers are provided rvith products and services that perform as
the companies have led them to expect and the associated service is
of an acceptable standard and what they have been led to expect

I The service provider has mechanisms for mitigating risks emanating
from the regulatory environment that may impact the expectations of
the products or services

2.0Vc

2 The service provider monitors and acts on feedback, complaints and
suggestions from customers. members. intermediaries or employees
that identify where to improve in services or service standards

2.OVc

3 There are processes for alerting customers to risks of particular
actions on their part such as early termination of a product,
investment ponfolio switches and benefit reductions in reasonable
time for them to respond to or act on the information

2.OVc

4 The service provider has processes for alerting customers to the risks
of non-aclion on their part (such as non-payment of contributions or
non-completion of beneficiary nominations or not meeting cenain
statutory requirements)

2.0Vc

5 The service provider has clear service standards which have been
communicated to customcrs

l.0Va

6 The servicc
of customer

provider has processes for protecting the confidentiality
information

1.O%,

Total performance and expectation 0.lvo l0.ook
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6- PA AND

Customers not face post-sale

with the Consumer Protection Act,2Ol2

l.OVo
I service provider standards processing benefits

l.0Vo2 provider customers
benefits

of
standards/SLAs/contracts for processing

J servlce provides customers with

Questions on the processing of benefits

I fi1o

2.07o4 service provider pays ithin set out ln

charrer/SLAs and frequently reviews processes and

improve customer exPerience
l.O7o

5 service provider and displays the
processrngand information required in benefits

1.07o6 provider contact details person or team

with the processing of a customer s benefits or complaint
l.Q%o

7 Before a decision to payment of
considers the customer's rights and reasonable

gives clear reasons for non-payment with supporting
t.lvo

8 servtce provider has redress mechanisms where customers

with the decisions made on benefits processing

servlce follow-up processes to determine

satisfaction levels after benefits have been paid

l.OIc
9

I0 service provider has mechanisms for ensuring retention

documents

1.07o

ll The service provider has for ensuring

handling of benefits paYments

t.lvo
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Complaints handling

I The service provider has clear service standards for processing
complaints

l.OVo

2 The service provider tests its complaints process to ensure that it is
accessible and appropriate for our customers

l.0o/c

J The service provider has a complaints management, record-keeping
and root-cause analysis process

2.OVo

4 The service provider informs customers of the complaints procedure
and redress mechanisms available including contact information of
persons dealing with the complaint

2.Oo/o

5 Once a complaint has been received, the service provider keeps the
customer regularly informed of the progress

2.OVo

6 When responding to a complaint, the service provider provides clear
reasons for responses with supporting evidence where relevant

2.OVo

7 The service provider's complaints processes are structured to ensure
that decisions are objective and consistent for similar complaint

l.OVo

8 There are conflict of interest policies for ensuring impartiality in
decision-making

1.0Vo

9 The service provider has follow-up processes for determining
customer satisfaction levels after complaints have been finalised

l.0Vo

Subtotal complaints handling O.OVo 13.OVo

Total claims and complaints handling 0.0Vc 25.l%a

GRAND TOTAL 0.OVo 100.0%

SUMMARY OF TCF PERFORMANCE FOR THE YEAR

ActualVo TargetVo Threshold**)

I TCF culture o.ovo 25.0Vo
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ActuulVo TargetVo Thresholtl***

a 0.07o 15.lVo

-) and appropriate information 0.OVc t5.0%

4 advice 0.07o 10.0o/o

5 and expectation 0.QVo 10.07c

6 and management 0.0Vo 25.0Vo

O.07c 100.07o
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I . Approved Issuers will insert their self-score in column (c); column (d) is
constant and auto-generated; the variance in (e) will appear once the scorc in (c)
is inscrtcd.

2. Wherc a required indicator is partially completed, the Approved Issuer will
score thcmselvcs 50olo of the target score.

3. Approvcd Issucrs may insert remarks on progress towards achieving the activity
required

4. The Threshold refers to minimum score a well-managed Approved Issuer is

expected to attain as it works with the Authority towards full compliance.

Dated the 25th June,2019.

NZOMO MUTUKU,
C h ie.l Execur ive O.fJicer

of the Retirentent Beneits Authoriry'.

PRINTIJI) AND PIIBI.ISHED BY T}IE COVI]RNMENT PRINTER. NAIROBI
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RY MEMORANDUM TO THE RETIREMENT BENEFITS (TREATING
cusroMERS FAIRLY) GUIDELINES, 2019

LEGAL NOTICE NO. 151 OF 2OI9

PART I

Instrument: Retirement Benefits (Treating Customers Fairly)
Guidelines, 2019

t Act Retirement Benefits Act (Cap. 197)

to Section 55 (3) of the Retirement Benefits Act

The National Treasury and Planning

27th September,2019

PART II

of the Statutory Instrument

the Rctirement Benefits (Treating Customers Fairly) Guidelines, 2019 is to
(trustees, members and beneficiaries of retirement benefits schemes)

by scrvice providers (administrators, fund managers, custodians and approved

ines require service providers to:-

the customers' needs and provide customers with suitable information and

y products and services ofan acceptable standard and reasonable cost;

rules, conditions and costs; and

se to customers the merits and demerits of the product or service at the point

Context

The legal for the Guidelines is provided for under Article 46 of the Constitution of
Kenya, 201 provides that consumers have the right to services of reasonable quality; to

sary for them to gain full benefit from services; to the protection of their

1

l.

ll.

iii

iv
of

Ministry

Statutory

Purpose



economic interests; and to compensation for loss arising from defects in services' To give effect

to this provision, parliament has enacted the Competition Act, 20i0 which in section 56 makes it

an offence for a person in connection with the supply of services to another person, to engage in

conduct that is unconscionable. Such conduct shall arise inler alia where a consumer is required

to comply with conditions that were not reasonably necessary for the protection of the legitimate

interests of the service provider. The law also considers if the consumer was able to understand

any documents relating to the supply or possible supply of the services and if unfair tactics were

used against the consumer. The amount for which, and the circumstances under which, the

consumer could have acquired identical or equivalent services from another supplier is also

considered. 'Ihe section prohibits unilateral imposition of charges and I'ees which have not been

brought to the attention of the consumer prior to their imposition. A consumer is entitled by the

section to be informed by a service provider of all charges and fees to be imposed for the

provision of a service.

parliament has also enacted the Consumer Protection Act, 2012 whose purpose is inter alio to

promote fair and ethical business practices, protect consumers from improper trade practices,

improve consumer awareness and enable informed consumer choices and behavior. Section 12

stipulates that it is an unfair practice for a person to make a false, misleading or deceptive

representation with regard to the nature and cost of services. Section l3 prohibits unconscionable

representations. In determining whether a representation is unconscionable, various factors are to

be taken into account including the consumer's ability to understand an agreement; the price

compared to similar services; benefit to the consumer; ability to pay; equity of terms and

misleading representations.

Section 55 (3) of the Retirement Benehts Act empowers the Retirement Benefits Authority to

issue Guidelines, practice notes or codes of conduct for better administration of the retirement

benefits schemes.

3. Policy Background

The Retirement Benefits Authority has the mandate of protecting the interests of members and

sponsors of retirement benefits schemes. Service providers to schemes offer complex products

that may not be readily understandable to the customers in the pre-sale engagement and even

during the duration of the contract.

ln order to protect consumers against unethical and unfair business practices the constitution and

Acts of Parliament have put in place various safeguards to regulate the conduct of service

providers. The Authority has consolidated these safeguards into Guidelines as a reference point.

The Guidelines seek to ensure high quality and responsibly delivered services are offered to the

customer thereby increasing customer confidence in the retirement benefits industry'

Specifically, the Guidelines aim to ensure that customers are offered products that they need, and

that customers make informed choice among a range of products, services and providers, based

2
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and sufficient information and advice available in a transparent and easy-to-

the public. Stakeholder workshops were organized to engage and inform

the principles in the Guidelines considering that the concepts were new in the

on appropnate

undcrstand way

4. Conslltation Outcome

In developin$ the Guidelines, the Authority consulted with key stakeholders. This ensured that

the drafting 
frocess 

addrcssed all the pertinent issues and the interests of members, trustees,

employers anp service providers.

'fhe Authorif arranged public participation forums in five regions namely Nyeri, Nakuru,

Kisumu. Vorirbasa and Nairobi to expose the draft guidelines to the public while receiving their

views. as follfws:-

DATI REG!ON VENUE

INVITED

PERSONS

NO. OF

PARTICIPANTS

29th October 2018 Nyeri Outspan Hotel 50 25

30th October 2018 Nakuru Hotel Waterbuck 50 15

3Lst October 2OL8 Mombasa
Sa rova
Whitesands 50 L8

Lst N

20L8
rvem ber

Kisumu lmperialHotel 50 45

sth N

2018
ovember

Nairobi Sarova Panafric 50 48

6th N

2018
ovember

Nairobi Sarova Panafric 50 42

300 193

I

in(s werc well received by the public with majority of the stakeholders opining that

n"| *"r" critical in ensuring members' rights are well protected in the Retirement

I

The Guidel

the Guideli
Sector.

'l'he Guidelinds wcrc rcvicwed with most of the comments liom stakeholders incorporated in the

llnal draft. The rcvised draft was exposed to stakeholders in a validation exercise that

incorporated frvicc providcrs as well as the different associations in the retirement sector. The

Authority was also guided by rescarch on global developments and best practices in the banking

and insurance sector. The Guidclines will be the first in this area in the Retirement Benellts

Industry.

I5. Guidefrce

L-fhe draft G{idelines wcre uploaded on the Authority's website for ease of access by

stakeholders

stakeholders

retirement industry. Further, the Authority has been creating awareness by educating the

existcnce of the Guidelines and is planning for sensitization sessions where

3
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6.

trustees, employers, service providers as well members will be educated on the requirements of

the Guidelincs.

fhe Authority shall keep posting updates on its website, annual pension magazine and social

media sites such as F'acebook and Twitter to create awareness.

Documents incorporated into these Guidelines by reference are:-

a. The Constitution of KenYa,20l0

b. The Retirement Benefits Act ( Cap. 197)

c. The Competition Act ( No. 12 of 2010)

d. The Consumer Protection Act, (No. 12 of 2012)

All available at rvrvu'.kett,vaIau'.tIrg

Impact

6.1 Impact on Fundumental Rights and Freedoms

'fhe Guidelines seek to lay out a legal framework for the fair treatment of customers by service

providers. l'he Guidelines have taken into consideration Chapter 4 of the Constitution by

incorporating the principles of right and access to information. The Guidelines do not limit or

infringe upon any right or fundamental freedom under the Bill of Rights. on the contrary, they

ensure mechanisms are in place to promote transparency, efficiency and accountability in the

provision of services to retirement benefits schemes'

6.2 lmpact on lhe Private Seclor

The Guidelines will boost confidence in the Retirement tlenefits sector by enhancing

transparency. It is anticipated that services shall be more accurately priccd, and more faithfully

rendered as a result. Unfair competition shall be discouraged and this shall lead to market

stability.

Impact on the Public Sector

By cnhancing transparency and setting readily identifiable industry standards, the Guidelines

shall enhance customer protection and satisfaction. This is expected to boost uptake of pension

products and grow the market.

6.3 Summary o.f'lmPact Assessmenl

The Guidelines provide a framework for the fair treatment of customers by service providers of

retirement benefits schemes. Such a framework will guide and increase public confidence, which

4
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will

7

economy

l-he

the development of the retirement benefits sector and the country's

and review

Authority is responsible for ensuring compliance with these Guidelines

perform evaluation, analysis and inspection of the schemes to assess the

these Guidelines. In the event of any non-compliance, the Authority will take

Ir shall

regulatory provided for in the Retirement Benefits Act and related Regulations

NZOMO
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