
   
 

TREATING CUSTOMERS FAIRLY [TCF] 
POLICY STATEMENT 

 
Introduction 

Benguela’s (The Firm) Board of Directors (The Board) would like to point out that 
Responsibility is placed on The Board and senior management to deliver fair 
outcomes for clients1 but in a flexible manner to suit the firm.  We require all of 
our staff to apply the principles of TCF in their work irrespective of their role. 

In order to fulfil our commitment to treat clients fairly we will focus on the 
following: 

 Products will not be designed in a way that is liable to give rise to 
unfairness to clients through2: hidden penalties, or unexpected risks to 
their capital. 

As per the Firm’s FSB approved specimen mandate we have clearly defined 
all terms and conditions of investment and provided for 30 days’ notice for 
withdrawals.  The mandate describes the risks, especially risks involved 
with trading derivatives, and the costs involved. 

 Product disclosures will include clear “plain English” explanations of 
products and the use of jargon will be avoided wherever possible. 

As per the Firm’s FSB approved specimen mandate we have used language 
that will easily be understood by institutional investors. 

 Advertising and marketing content will clear and fair.  “Small print” will be 
kept to a minimum.  Content will include disclosures on the associated 
risks and rewards so that clients can make an informed decision. 

As per the Firm’s FSB approved specimen mandate we have not used any 
small print.  The content of the mandate specifies the risks involved in 
several locations. 

 We will identify the needs of clients and advise whether the firm’s 
product(s) are suitable to meet their financial objectives. 

Client mandates are managed after comprehensive due diligence 
reports/questionnaires are completed by Benguela.   

 Continued relationship standards will include information pertaining to 
product performance and the ongoing suitability of the product for the 
client. 

                                                           
1 Clients and potential clients. 
2 For example, but not limited to. 

The Desired Outcomes for Clients: 

1. Clients can be confident that 

they are dealing with a firm 

where the fair treatment of 

customers is central to its 

corporate culture. 

2. Products and services marketed 

and sold in the retail market are 

designed to meet the financial 

objectives and needs of 

identified clients. 

3. Clients are provided with clear 

and concise information and are 

kept appropriately informed 

before, during and after any 

financial service is provided. 

4. Where advice is furnished to 

clients, the advice is suitable 

takes into account the clients 

circumstances. 

5. Clients are provided with 

products that perform as they 

been led to expect, and the 

associated service is both of an 

acceptable standard and as they 

have been led to expect. 

6. Consumers do not face 

unreasonable post-sale barriers 

to change product, switch 

provider or make a complaint. 



   
 

TREATING CUSTOMERS FAIRLY [TCF] 
POLICY STATEMENT 

 
Quarterly, face-to-face performance reviews will be performed with 
clients.  These will cover product performance, market review and 
significant purchases/sales within the portfolio. 

 We will handle complaints and recommendations fairly, and record, 
monitor and report them sensibly.  Feedback will be provided in a 
timeously manner. 

Due to the low number of clients (client mandates), complaints and 
recommendations are paramount to retaining clients.  The Board take full 
responsibility for recording, reporting and providing clients with feedback 
in this regard due to the critical impact it has on the business as a going 
concern.  

 Training staff and ensuring that their objectives include TCF as an explicit 
and measurable performance indicator. 

All staff employment contracts will include reference to the firms TCF 
policies and the individual employee’s responsibility in light thereof. 

 Prior to any third party engagements we will satisfy ourselves of their 
commitment to treating customers fairly. 

During the due diligence process clients will be furnished with all 
significant Service Level Agreements in place with third parties. Including, 
but not limited to, administrators, custodians, brokers, information 
technology support. 

 Bonus and incentive schemes reflect the fair treatment of clients. 

The only incentive scheme in place is the performance the manager 
receives for exceeding benchmark returns (stipulated in mandates).  This 
scheme is clearly aligned with client interests.  We do not have multiple 
portfolio managers within a single mandate and therefore mitigate any 
netting riski. 

 Management information is in place to measure client outcomes and give 
visibility to the Board of Directors and management to allow appropriate 
action. 

As noted above the Board will be at the forefront of dealing with client 
complaints and communications. 

i Netting risk occurs in a single segregated portfolio/mandate when multiple managers/staff have separate capital 
allocations and are compensated based on their individual performance rather than the entire portfolio/mandates 
performance.   
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