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COVID-19 UPDATE

Ÿ Regular and con�nuous communica�on to all internal and 
external stakeholders and customers regarding the current 
business con�nuity plan, processes or procedures that might 
change and the way forward regarding the mi�ga�on of risks. 
Comment: boards need to ensure that they are communica�ng 
in an ongoing manner with members as well as other 
stakeholders, such as employers, especially those employees 
and employers in financial distress as a result of Covid-19; 

Ÿ Business con�nuity plans must be reviewed and opera�onal 
ability assessed. Risks and poten�al risks must be assessed and 
mi�gated. This includes the ability to deliver services within the 
agreed and communicated service level agreements with 
customers. Comment: given that most of a fund's opera�onal 
ability lies with its administrator and investment managers, 
funds should consider the ability of their administrator and 
investment managers (as well as other key service providers) to 
con�nue opera�ng. The FSCA states that the frequency of 

repor�ng and the analyses of trends and concerns are of the 
utmost importance;

Ÿ The complaints process and turn-around-�mes for resolving 
complaints should con�nue as usual. Accurate repor�ng of all 
complaints will be essen�al for doing trend analysis and for the 
regular reviewing of mi�ga�ng measures that need to be taken 

Ÿ The board's due diligence, monitoring and control over third 
par�es (e.g. its service providers) should remain in place. 
Where required, alterna�ve methods of delivering fair 
outcomes to customers should be considered;

Ÿ If any major risks are iden�fied as a result of COVID-19, which 
could materially impact fair outcomes to customers, the 
en��es should immediately communicate this risk, the impact 
thereof and mi�ga�on plans to the FSCA; 

Ÿ Senior management should take responsibility for managing 
the impact of the COVID-19 on the business and regularly 
review their approach. Comment: for re�rement funds this 
requires the board to keep a �ght strategic hold on the fund's 
approach to Covid-19 issues;

The Communica�on includes the following points relevant to 
re�rement funds – which are regulated en��es:

This communica�on from the FSCA deals with Covid-19 issues in 
rela�on to various en��es which the FSCA regulates. 

A. FSCA COMMUNICATION 12 OF 2020

Ÿ Customers must be treated fairly, especially in the light of 
uncertainty and market vola�lity created by Covid-19;

Ÿ More than ever now, customers must be assisted with more 
empathy, flexibility and understanding;

Ÿ Relief and support op�ons for vulnerable customers must be 
considered;

Ÿ Profiteering off those that are vulnerable and suffering will not 
be tolerated;

“Customers” for re�rement funds generally means the fund's 
members and beneficiaries. 
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COVID-19 UPDATE

The Regula�ons to the Disaster Management Act 2002 have been 

amended for the third �me. The amendment extends the 

meaning of “essen�al services”. For financial services, “essen�al 

services” used to mean:

B. ESSENTIAL SERVICES

'financial services necessary to maintain the func�oning of the 

banking and payment environment, including the JSE and 

similar exchanges, as well as Insurance services'. 

ix. addi�onal services designated in terms of regula�on 

11B(4A)(c)(i)”.

viii. medical schemes administra�on; and

v. the savings and investment environment;

vi. pension fund administra�on;

The above-men�oned services would be “essen�al services” and 

would be able to con�nue to work from their place of business 

where this is necessary to perform their services. Outsourced 

administra�on ac�vi�es related to “pension fund administra�on” 

could possibly include outsourced services such as death benefit 

services and tracing services, amongst others.

The abovemen�oned services may not be interpreted to include 

debt collec�on services.

“Essen�al services” in rela�on to financial services has now been 

amended to include:

vii. outsourced administra�on;

“the following services necessary to maintain the func�oning of a 

financial system as defined in sec�on 1(1) of the Financial Sector 

Regula�on Act, only when the opera�on of a place of business or 

en�ty is necessary to con�nue to perform those services: 

i. the banking environment (including the opera�ons of 

mutual banks, coopera�ve banks, co-opera�ve financial 

ins�tu�ons and the Postbank);

iii. the financial markets (including market infra-structures 

licensed under the Financial Markets Act, 2012 (Act No. 19 

of 2012);

ii. the payments environment;

iv. the insurance environment;

by senior management (comment: or the board in the case of 
re�rement funds) when reviewing the business con�nuity 
plans and their effec�veness. 

Ÿ The FSCA expect that, in order to understand and manage 
risks, financial ins�tu�ons will increase the frequency of their 
complaints reports as well as the analysis of the root cause of 
complaints. 

Ÿ As regards cybersecurity: financial ins�tu�ons (comment: 
which includes re�rement funds) should explicitly consider 
cyber-risk exposures and poten�al for breaches that may be 
heightened over this lock-down period due to wide roll out of 
remote working capabili�es. Ongoing communica�on to 
customers is required to inform them about the latest types of 
cyber-a�acks and scams and to reduce the risk of financial loss 
or data breaches.

The Communica�on includes the following 

points directed specifically to re�rement funds:

· “The Board should keep abreast of risks that 

COVID-19 brings to the fund, and take necessary 

steps to mi�gate such risks. The Board is also 

encouraged to clearly communicate COVID-19 

developments and risk management strategies 

to fund members, to promote calm and minimise 

the risk of premature fund withdrawals. 

· Re�rement fund benefit administrators must 

inform all relevant stakeholders such as funds 

and their members, as well as third par�es of any 

changes to their processes, procedures and 

ensure that the necessary communica�on is sent 

in this regard”.
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