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1. COMPANY DETAILS  
 
Name:     Arrow Underwriting Managers (Pty) Ltd  
 
Company Reg. no:   2014/134814/07  
 
FSP License no:    45623  
 
Physical Address:   First Floor, Suite F2, 

7 River Road (Building),  
Riverview Office Park,  
Janadel Avenue (off Bekker Road) 
Midrand 
1686 

 
Postal Address:    First Floor, Suite F2, 

7 River Road (Building),  
Riverview Office Park,  
Janadel Avenue (off Bekker Road) 
Midrand 
1686 

 
Tel Number:    010 601 6100  
E-mail:    info@arrowum.co.za 
Website:     www.arrowum.co.za  
 
CEO:      Peter De Smidt  
CEO E-mail Address:   peter@arrowum.co.za 
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2. HOW TO SUBMIT A COMPLAINT  
 
Complaints can be submitted by using the following methods;  

• by calling Arrow Underwriting Managers on 010 601 6100;  

• by sending an e-mail to grant@arrowum.co.za 
 

The following information will be required when submitting a complaint;  

• Your name and contact details;  

• Your policy number;  

• Your claim number (if applicable);  

• A brief description of what your complaint is about and how you would 
like us to resolve it.  

 
3. COMPLAINTS RESOLUTION PROCESS 
 

• Submit the complaint together with the information required in Section 2 
above.  

• Within 48 hours from submission, we will acknowledge receipt of your 
complaint in writing.  

• We will investigate, evaluate and assess your complaint over a maximum 
period of 3 weeks.  

• Within the three weeks you will receive feedback in writing of the actions 
that will be taken and the estimated timeframe for final resolution.  

• Within six weeks of submission of the complaint you will receive a final 
resolution and outcome in writing.  

• If the complaint cannot be resolved to your satisfaction within a period of 
six weeks the you are advised to refer the matter to the office of the FAIS 
Ombud or National Financial Ombud Scheme South Africa  

• You have a period of six months from the receipt of the final resolution to 
submit your complaint to the FAIS Ombud or National Financial Ombud 
Scheme South Africa 
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FAIS Ombudsman 
 
Postal Address:    P O Box 74571  

Lynwood Ridge   
0040  

 
Tel number:    012 470-9080  
Fax number:    012 348-3447  
E-mail:     info@faisombud.co.za  
Website:     www.faisombud.co.za  
 
National Financial Ombud Scheme South Africa (NFO) 
 
Physical Address (JHB): 110 Oxford Road,  

Houghton Estate,  
Illovo,  
Johannesburg,  
2198 

 

Physical Address (CT):  Claremont Central Building,  
6th Floor,  
6 Vineyard Road, 
Claremont,  
7708 

 
Tel number:    0860 800 900  
E-mail:     info@nfosa.co.za  
Website:     https://nfosa.co.za/ 
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4. THE RIGHTS AND DUTIES OF ARROW UNDERWRITING MANAGERS  
 

• Arrow Underwriting Managers must disclose the availability and contact 
information to customers at point of sale and in relevant periodic 
communications. 

• Arrow Underwriting Managers must disclose the availability and contact 
information to customers in accordance with any legislative or regulatory 
requirements or conduct standards. 

• Arrow Underwriting Managers must disclose the availability and contact 
information to Complainants when a Complaint is not resolved in favour of 
the Complainant.  

• Arrow Underwriting Managers must disclose the availability and contact 
information to members of the public on its website Arrow Underwriting 
Managers must be informed of the complaint submitted to the Office of 
the Ombud to the extent necessary to respond thereto fully.  

• Arrow Underwriting Managers is entitled to submit any fact, information 
or documentation in relation to the complaint and must disclose relevant 
information or documentation to the Ombud.  

• If deemed necessary by the Ombud, Arrow Underwriting Managers must 
discuss the complaint with the Ombud and furnish such further relevant 
information as the Ombud may require.  

• Arrow Underwriting Managers is required to act professionally and 
reasonably and to cooperate with a view to ensuring the efficient 
resolution of the complaint.  

 
5. DETERMINATIONS BY THE FAIS OMBUD AND ITS LEGALS STATUS  
 

• The Ombud may, when accepting a complaint in terms of section 27(5) of 
the Act, require the FSP to pay a case fee to the Office not exceeding  
R1 000.00  
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• If the complaint was not resolved through conciliated settlement, the 
Ombud will make a determination which has the legal status of a civil 
judgement of court  

• The determination can be a monetary award, or any other order that can 
be made by a court  

• An award of costs may be made against the person complained against  

• An award of costs may be made against a complainant if the conduct of 
the complainant was improper or unreasonable, or if the complainant 
caused an unreasonable delay in the finalisation of the investigation.  

 
6. DETERMINATIONS BY THE NFO AND ITS LEGALS STATUS 

The NFO may make the following determinations: 
 

Dismissals 

• The NFO may dismiss a Complaint without further consideration of its 
merits, or at any stage of the complaint handling process.  
 

Recommendations 

• If the Complaint is not resolved by other means, the NFO must make a 
Recommendation to the parties setting out its view, with reasons, on 
whether the Complaint should be upheld or dismissed and any 
appropriate remedies.  

 

 

Rulings 

• If either of the parties indicate that they do not accept a Recommendation 
referred to in “Recommendations” above, or do not comply with a 
Recommendation that they have accepted within the period indicated in 
the Recommendation, an Ombud must reconsider the Complaint and issue 
a Ruling which sets out the decision of the Ombud and the reasons for the 
decision.  
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• Notwithstanding the Rule above, an Ombud may choose to provide the 
parties with a provisional Ruling, setting out the provisional decision of the 
Ombud and reasons for the provisional decision.  

• The parties must be granted an opportunity to either accept the 
provisional Ruling or to challenge it. If no party challenges the provisional 
Ruling, the complaint is regarded as finalised by agreement between the 
Parties on that basis.  

• If a party challenges a provisional Ruling, the Ombud will reconsider the 
Complaint and issue a Ruling.  

• Subject to the Participant's right of appeal in terms of Rule 10 of the NFO 
Rules, a Ruling is final and binding on the parties if accepted by the 
Complainant.  

• If a Complainant does not accept a Ruling, the Complainant is not bound 
thereby and may 
o apply for leave to appeal in terms of Rule 10 of the NFO Rules after a 

Ruling is issued if the conditions for appeal are satisfied;  
or pursue the Complaint in another forum 
 
7. APPEALS TO BOARD OF APPEAL  
 

• It is possible to appeal to the Board of Appeal, provided the Ombud grants 
leave to appeal. If the Ombud refuses, the chairperson of the Board of 
Appeal can be requested for permission to appeal  

• Application for leave to appeal must be made to the Ombud within 1 
month of the Ombud’s determination  

• If the Ombud refuses leave to appeal, application for leave to appeal may 
be made to the Chairperson of the Board of Appeal, within 1 month of the 
Ombud’s refusal – the applicant must inform the Ombud of his application  

• A determination by the Board of Appeal has the same status as a 
judgement of a civil court.  
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