
 

   

TREATING CUSTOMERS FAIRLY    

 

The owners and directors of Perpetua have created the business with a strong 

emphasis on sustainability. The sustainability stems from taking a long term view on 

decisions and being very client-focused. Perpetua’s purpose as a business is explicitly 

to improve the quality of our clients’ lives by meaningfully growing their hard-earned 

savings over the long term. 

 

The nature of the services we provide to clients is that we are custodians of clients’ 

savings, - we therefore always act in their best interests. This ethos is at the essence 

of Perpetua and is something we earnestly carry through in the operations of the 

business through our policies and procedures as well as in the approach we adopt in 

managing client funds. 

 

In delivering on the above, Perpetua has a comprehensive TCF policy that ensures 

we consistently deliver fair outcomes to our clients and that we take responsibility 

that the firm and staff provide enhanced service quality based on our stated values 

and principles. 

 

We believe that client focus, and always acting in clients’ best interests is something 

that must be established by top management. This conduct is something that the 

management of Perpetua always lead with by example.  The leadership extends to: 

•   Hiring.  Hiring the right caliber of employee that has both the integrity 

characteristics and client focus that acknowledges the importance of placing the 

interests of clients first. These are attributes that we examine in the interview 

process. 



 

   

•   In addition, we have written internal policies to ensure employees adhere to 

regulations and recommended best practice. It is fundamental that all staff exhibit 

both the spirit and letter of these policies. 

 

Perpetua has the following commitment in its TCF policy:  

 

"Perpetua shall deal fairly and objectively with all clients when providing investment 

information, making investment recommendations, or taking investment action." 

More than the policy, we believe treating clients fairly and with respect is at the 

heart of our values.   

 

These have been some of the measures we have put in place: 

Legal: 

•   We ensure that a mandate is signed between ourselves and the client detailing the 

extent of our discretionary services. 

•   We disclose all costs and risks involved with the product. 

•   We ensure that the client understands any risks associated with any product 

offered.  

•   We ensure that all client communications are clear, concise and free of jargon. 

•   Where a breach of mandate has taken place we rectify the situation so that the 

client is not prejudiced. 

 

 

 

 

 

 



 

   

GOVERNANCE  

 

We have in operation a significant number of policies and procedures designed to 

manage any conflicts of interest which may arise in our fair treatment of clients. The 

following list is an indication and by no means exhaustive.  

•   Personal Account Trading Policy – A full Company policy is in operation and is 

applicable to all staff. Any dealing undertaken by staff which may give rise to a 

conflict is prevented. 

•   Gifts Policy – A full Company policy is in operation and is applicable to all staff. Any 

corporate hospitality and gifts are to be declared to Perpetua’s compliance 

department. No instances of accepting a gift or hospitality whereby it gives rise to a 

conflict with one or all of our clients will be permitted.  

•   Compliance Manual – We have a detailed Compliance Manual in circulation and 

forms part of staff training.  

•   Privacy Policy – We treat Customer privacy extremely seriously and have in a place 

a comprehensive policy which complies with all aspects of the Protection of 

Personal Information Act. 

•   Conflicts of Interest Policy – Any potential conflicts between the Perpetua and its 

clients and between clients is identified, recorded on our conflicts register and 

managed accordingly.  

•   Best Execution and Order Execution policies – We will always strive to achieve the 

best outcome for our clients taking into account the various “Execution factors”.  

•   Complaints -  We listen to all client feedback and have a clear complaints policy and 

procedures which is set out in our disclosure document at the time of initially 

engaging with clients.  The process includes a mechanism in which we keep them 

informed about the progress of their complaints. 

 



 

   

FIT AND PROPER  

 

•   We ensure that all Authorized Representatives receive training and supervision on 

the products offered to ensure they understand to which client group each 

product is most appropriate. 

 

REPORTING AND COMMUNICATION  

 

•   We send monthly and quarterly report and commentaries to all clients and in 

response to any ad-hoc requests. 

•   We will ensure that detailed minimum disclosure documents are produced monthly 

and quarterly for funds being managed clearly detailing composition, costs and 

performance. 

•   We deliver regular client presentations to for all our discretionary clients and retail 

clients.  

 


