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1. Introduction  
 
1.1 ECIC is an authorised financial services provider and provides export credit and 

cross border investment insurance products to its customers. ECIC is committed 
to achieving customer satisfaction and treating its customers fairly, irrespective of 
whether they big or small corporates or individuals.  
 

1.2 Furthermore, ECIC is committed to ensuring that its customers receive superior   
services and that its insurance products meet its customers expectations. 

 

2. ECIC’s Values and Strategic Themes 
 
2.1 ECIC’s Values  
 

ECIC ‘s values are outlined as follows: 
 

- Integrity           - We strive to conduct every act of our business  
with honesty, integrity and fairness; 

 
- Accountability  -  We accept transparency and responsibility for  

our decisions and actions; 
 

- Excellence   - We are committed to the highest level of  
Performance through continuous improvement 
of our skills and business practices; 

 
- Innovation  - We encourage open-mindedness and support  

innovation and the development of new ideas 
and processes for the continued improvement of 
our Corporation; and 

 
- Teamwork  - We work together as a team internally and  

collaborate externally with our stakeholders and 
customers. We appreciate as a team, we can 
achieve greater things than as individuals. 

  
 

2.2 ECIC Strategic Themes 
  

ECIC Strategic themes underpins its commitment to achieve meet both the client 
expectations and satisfaction and are key in assisting ECIC to achieve its primary 
mandate of promoting exports of South African goods and services and cross 
border investments through the provisions of insurance products whilst also 
achieving its mandate. ECIC’s strategic themes are as follows: 
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- Strategic Partnership      - We will build and leverage a local and  

international strategic partnership in the 
public and private sectors with a view of 
advancing our business and our reach. 

.  
- Growing the Business      - We will increase market presence,  

customer focused solutions, grow our 
customer base, expedited approval 
process and competitive pricing. 

  
- Operational Excellence     -      We will have effective and efficient  

Integrated systems (utilising modern 
technology) to achieve improved 
turnaround times and support new 
products. We will invest in our human 
capital, build knowledge and skills and a 
culture of professionalism, innovation 
and team work to enhance organisational 
capacity and operational excellence. 

 
 

3. Treating Customer Fairly -   Financial Sector Conduct Authority  
 
The erstwhile Financial Services Board (“FSB”) now Financial Sector Conduct 
Authority(“FSCA”) (published its “Treating Customers Fairly (“TCF”) Roadmap” in 
March 2011 as a first step towards achieving TCF fairness outcomes and culture 
framework requirements. The FSCA requires firms to measure their activities 
against six TCF fairness outcomes (the “Outcomes”) and to also embed the TCF 
outcomes into the ECIC reward structures that aim to reduce market conduct risks 
and protect consumers of financial products. The six Outcomes are outlines as 
follows: 
 

- Outcome 1 (“Culture”)  -  customers are confident that they are  
dealing with a services provider where 
the fair treatment of customers is central 
to its culture;  

 
- 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 targeted accordingly;  
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- Outcome 3 (“Clear and  
   Appropriate Information”) - customers are given clear information 

and are kept appropriately informed 
before, during and after the time of 
contracting;  

 
- Outcome 4 (“Customer 

Advice”)                           -  where customers receive advice, the  
advice is suitable and takes account of 
their circumstances;  

 
- Outcome 5 (“Product  

Performance  
Expectations”)  - customers are provided with products  

that perform as firms have led them to 
expect, and the associated service is 
both of an acceptable standard and what 
they have been led to expect;  

 
- Outcome 6 (“Post  

Sale Barriers”)  - customers do not face unreasonable  
post-sale barriers to change product, 
switch provider, submit a claim or make 
a complaint.  

 
 
 

4. How do we achieve the Outcomes? 
 
The TCF principles are embodied and inherent in ECIC’s values, strategic themes 
an objectives, governance and internal processes. ECIC supports the outcomes 
and are part of its business imperatives, as a financial service provider and has a 
customer engagement plan, which includes conducting regular surveys to ensure 
that identified gaps, challenges and concerns are addressed.  Our primary aim is 
to ensure that we meet customers’ expectations and satisfaction throughout the 
stages of our relationships with our customers. These include: 
 

 
4.1 Product and Service Design 

  
In designing product and services, there is regular engagements with our targeted 
customers to ensure that products and services represent and deliver the expected 
value proposition for our customers based on our customers’ needs, expectations 
and requirements. 
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4.2 Promotion and Marketing  

 
Our products are marketed to specific target markets, through clear and fair 
communications that are not misleading and appropriate to the targeted 
customers. 
 

    4.3  Advice 
 

Our employees are adequately trained to enable them to provide information that 
is suitable to enable the client to make an informed decision. Our employees are 
required to comply with the corporation’s code of good conduct and ethics and are 
expected to represent the corporation with the highest standard of professionalism 
and integrity and to avoid conflicts of interest. 

 
    4.4 Point-of-sale 
 

In undertaking our underwriting activities, we provide clear and fair information to 
enable customers to make informed decisions with regards to our products and 
services. Furthermore, we also conduct due diligence on our customers, including 
underlying transactions and request necessary and relevant information to ensure 
that all the risks, commitments and limitations are evaluated, and premiums or 
charges are transparent, commensurate with the risks and are disclosed at the 
outset.  
 

   4.5   Information after point-of-sale  
 

Our products require corporation and collaboration between our customers and 
ourselves. We request information regularly from our customers and to a certain 
extent have regular interaction in managing any underwritten risks. We further 
provide information or regular assurances on an on-going basis to enable our 
customers to ensure that our products continue to meet their needs and 
expectations.    
 

 
 4.6   Complaints and claims handling:  
 

We are committed to honour our representations, assurances and promises that 
lead to legitimate customer expectations. Legitimate expectations must not be 
frustrated by unreasonable post-sale barriers or inability to claim. We further 
commit ourselves to handling customers complaints and claims, timeously fairly 
and consistently.  

 
5. Our commitment 

 
In complying with the TCF, we will adhere to and ensure the following:   
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- Follow the requirements of the FAIS General Code of Conduct;  

- adhere to our Code of Good Conduct and Ethics in dealing with 
customers; 

- our employees are adequately trained and maintain high standards of 
service and professionalism; 

- our employees are not remunerated or incentivised in ways to encourage 
to deal with clients unethically, unfairly and in a biased manner; 

- cooperate, collaborate and communicate regularly with our customers, to 
ensure that they are provided and also provide relevant information in 
monitoring underwritten transaction; 

- open communication lines with our customers and ensure that we 
understand their needs and expectations; 

- review our TCF Policy on ad hoc basis and at least once annually; 

- conduct regular customer surveys to gauge our client satisfaction level, 
needs, expectations and concerns; and 

- in line with our customer engagement plan, we will attend and address all 
the areas of concerns raised by our customers. 

 

6.     Complaints Handling  

   In dealing with any customer complaints, we committed to the following: 

- Deal with complaints fairly, promptly and impartially in accordance with our 
Complaints Policy, which is available on request and on our website; 

- Pay attention to the outcomes of complaints, which can serve as an 
important source of information about the performance of our business 
and systems; 
 

- Investigate the root causes of complaints in order that we improve the 
level of service that we provide; and 

 
- Measure the length of time to address the complaint, the outcome and the 

manner in which the outcome is communicated to the customer and 
ensure that the customer is treated fairly. 

 
 7.   Treating Customers Fairly AT ECIC 
 
          In ensuring that the customers are treated fairly, we are committed to: 
 

- encouraging and welcoming feedback from employees and customers on 
our services and procedures;  
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- as part of employees’ performance objectives, to include TCF as an explicit 
and measurable objective and performance against this objective will form 
part of staff competency and variable remuneration criteria;  

- all staff to complete a refresher training and testing on an ad hoc basis; 
and  

- before we contract with a third party we will satisfy ourselves of their 
commitment to treating our customers fairly in terms of product design and 
the delivery of the other TCF outcomes. 

 

8. Contact Details for Queries  

For any queries or feedback, our contact are as follows: 

 The Compliance Officer: 

 Telephone number: 012 471 3821 

 E:mail Compliance@ecic.co.za 


