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1. [bookmark: _Toc22562125]Definitions and Interpretation
1.1 In this Agreement, unless the context indicates otherwise:	
[bookmark: _Toc333595978]“Act” means the Medical Schemes Act No 131 of 1998, as amended from time to time;
“Affiliates” means, in relation to a company, its subsidiaries and subsidiary undertakings and any holding company it may have and all other subsidiaries and subsidiary undertakings of any such holding company (as such terms are defined in the Companies Act No 71 of 2008). As it applies to the Client, "Affiliate" shall also include its partners, co-venturers and / or other co-insureds to whom Mercer Marsh Benefits or any of Marsh’s Affiliates may assume a responsibility as a consequence of the provision of the Services. 
"Agreement" means this Service Level Agreement and includes all schedules, appendices and annexures hereto;
[bookmark: _Toc333595979]“Business day” means any day other than a Saturday, Sunday or public holiday officially recognised as such in the Republic of South Africa;
[bookmark: _Toc333595980]"Commencement Date" means 1 November 2019, notwithstanding the Signature Date;
[bookmark: _Toc333595981][bookmark: _Toc333595983]“Client” means Passenger Rail Agency of South Africa (‘PRASA’), a private company incorporated in accordance with the laws of the Republic of South Africa, with VAT registration number 4900110612 with its registered business address 1040 Burnett Street, Hatfield, Pretoria, 0028;
“FSCA” means the Financial Sector Conduct Authority;
“Income Tax Act” means the Income Tax Act, 58 of 1962, as amended from time to time;
“Insurer” means the applicable Insurance Company who underwrites the risk benefit on behalf of the Client’s employees;
"Laws" means all constitutions; statutes; regulations; by-laws; codes; ordinances; decrees; rules; judicial, arbitral, administrative, ministerial, departmental or regulatory judgements, orders, decisions, rulings, or awards; policies; voluntary restraints; guidelines; directives; compliance notices; abatement notices; agreements with, requirements of, or instructions by any Governmental Body; and the common law, and “law” shall have a similar meaning;
“Long-Term Insurance Act” means the Long-Term Insurance Act, 52 of 1998, as amended from time to time;
“Medical Scheme” means the duly appointed medical scheme that provides healthcare benefits to the Client’s employees;
“Medical Scheme Administrator” means the administration company appointed by the Medical Scheme to provide administration services in respect of contributions and claims;
[bookmark: _Toc333595984][bookmark: _Toc333595982]“Mercer Marsh Benefits” means Mercer Marsh Benefits, a division of Marsh Proprietary Limited. Mercer Marsh Benefits is an authorised financial services provider (FSP number 8414) and is accredited by the South African Council for Medical Schemes (ORG 3909);
“Marsh” means Marsh Proprietary Limited, a private company incorporated in accordance with the laws of the Republic of South Africa, with registration number 1999/000348/07 and its registered business address at Corner 5th Street and Fredman Drive, Entrance 1, Building 1, Alice Lane, Sandton, 2196. Marsh Proprietary Limited is an authorised financial services provider (FSP number 8414);
“Occupational Health and Safety Act” means the Occupational Health and Safety Act, 85 of 1993, as amended from time to time;
“Parties” means the signatories to this Agreement and “Party” shall, as the context requires, be a reference to any one of them;
“SARS” means the South African Revenue Services;
[bookmark: _Toc333595985]“Services” mean the Services to be rendered by Mercer Marsh Benefits to the Client as per clause 6;
“Short-Term Insurance Act” means the Short-Terms Insurance Act, 53 of 1998, as amended from time to time;
[bookmark: _Toc333595987]“Signature Date" means the date on which the last party signing this Agreement does so;
1.2 [bookmark: _Toc333595988][bookmark: _Toc333595989]The head notes to the paragraphs to this Agreement are inserted for reference purposes only and shall not affect the interpretation of any of the provisions to which they relate.
1.3 [bookmark: _Toc333595990]Words importing the singular shall include the plural and vice versa, and words importing the masculine gender shall include the female gender and words importing persons shall include partnerships and bodies corporate.
1.4 [bookmark: _Toc333595991]This Agreement shall be binding on and enforceable by the permitted assigns, liquidators or other legal successors of the parties as fully and effectually as if they had signed this Agreement in the first instance and reference to any party shall be deemed to include such party’s permitted assigns, liquidators or other legal successors, as the case may be.
1.5 [bookmark: _Toc333595992]Whenever a number of days are prescribed in this Agreement, such number shall be calculated excluding the first and including the last day, unless the last day is not a Business Day, in which event the last day shall be the next day which is a Business Day.
1.6 [bookmark: _Toc333595993]Whenever performance is required to be made in this Agreement on any date and such date is not a Business Day, such performance shall be required to be made on the next date, which is a Business Day.
1.7 [bookmark: _Toc333595994]Any reference in this Agreement to legislation or subordinate legislation is to such legislation or subordinate legislation at the date of signature hereof and as amended and / or re-enacted and / or consolidated and / or replaced from time to time.
1.8 The rule of interpretation that an agreement will be interpreted against the party responsible for the drafting and any similar rules of interpretation shall not apply to this Agreement and the parties waive any rights they have to rely on such rules.

2. [bookmark: _Toc22562126]Introduction
2.1 The objective of this Agreement is to carefully monitor and define the Services that Mercer Marsh Benefits renders to the Client in respect of their employees’ healthcare and wellness requirements.
2.2 Mercer Marsh Benefits aims to assist in rendering on-going appropriate Services, in accordance with the applicable Medical Scheme rules.

3. [bookmark: _Toc22562127]Healthcare Consulting appointment
3.1 The Client wishes to appoint Mercer Marsh Benefits to render the Services as recorded herein.
3.2 The Parties are entering into this Agreement to record and regulate the material terms and conditions of such appointment and certain matters incidental thereto.
3.3 This Agreement may only be varied in writing by mutual agreement between the Parties.
3.4 Any reference in this Agreement to the business of the Client shall be deemed to be a reference to all the businesses of the Client (unless the Parties have agreed otherwise in writing).

4. [bookmark: _Toc22562128]Date of Commencement and Duration
4.1 This Agreement will commence on 1 November 2019 and continue in force for a period of one (1) year whereafter it will automatically terminate on 31 October 2020 unless terminated earlier in terms of clause 4.3 below.
4.2 [bookmark: _Ref522094972]Written notice of termination may be provided by prepaid registered mail to the other Party’s chosen domicilium address, alternatively notice may be affected by hand to a responsible person during ordinary business hours at the physical address chosen as its domicilium.
4.3 Either Party shall be entitled to terminate this Agreement at any time, should the other Party be subject to any provisional or final order of winding up, insolvency, liquidation or judicial management.
4.4 On notice of termination of this Agreement, as envisaged above, the Parties shall meet to discuss and agree in good faith, the manner and means of effecting the transition of the Services under this Agreement to another provider.
4.5 Signature of this Agreement shall constitute confirmation that the contents of this Agreement have been discussed and agreed by all Parties concerned.

5. [bookmark: _Toc22562129]Breach
5.1 In the event of any of the Parties ("Defaulting Party") committing a breach of any of the terms of this Agreement and failing to remedy such breach within a period of five (5) business days after receipt of a written notice from the other Party ("Aggrieved Party") calling upon the Defaulting Party to remedy the default, then the Aggrieved Party shall be entitled, at its sole discretion and without prejudice to any of its other rights in law, either to claim specific performance of the terms of this Agreement or to cancel this Agreement forthwith and without further notice, and in either case to claim and recover damages from the Defaulting Party.
5.2 The Parties agree that any costs awarded will be recoverable on an attorney-and-own-client scale unless the Court specifically determines that such scale shall not apply, in which event the costs will be recoverable in accordance with the High Court tariff, determined on an attorney-and-client scale.

6. [bookmark: _Toc22562130]Services
6.1 The Services to be rendered by Mercer Marsh Benefits to the Client in terms of this Agreement are set out in Appendix ‘A” hereto. 

7. [bookmark: _Toc22562131]Remuneration
7.1 [bookmark: _Ref522529939]Mercer Marsh Benefits undertakes to ensure that the Services rendered in accordance with this Agreement, are rendered in terms of Section 65 of the Act. Commission for consulting Services and advice is payable to Mercer Marsh Benefits by the Medical Scheme Administrator (on behalf of the Medical Scheme), and is subject to the maximum scales as contained in the Regulations to the Act.
7.2 [bookmark: _Ref522529950]Mercer Marsh Benefits is also entitled to receive commission on health products as detailed under the Short-Term Insurance Act, the Long-Term Insurance Act and the Occupational Health and Safety Act.  This commission is payable to Mercer Marsh Benefits by the Insurer, and is subject to the maximum scales as contained in the Regulations to the aforementioned Acts.
7.3 The commissions earned in 7.1 and 7.2 above are dependent on the benefit structure premium and / or number of employees. More detailed information on commission earned can be provided upon request.
7.4 Notwithstanding the above provisions, should the benefit structure, premium and / or number of employees change, a revised fee structure may be negotiated by the Parties.


8. [bookmark: _Toc22562132]General Rights and Responsibilities of the Client
8.1 The Client undertakes to timeously:-
8.1.1 ensure that Mercer Marsh Benefits, the Medical Scheme Administrator, and / or any other necessary parties are provided with all required information and / or documentation necessary to facilitate Mercer Marsh Benefits performing the Services stipulated in this Agreement;
8.1.2  do everything reasonably necessary to appoint appropriate third party service providers (where applicable), and to select an appropriate Medical Scheme structure in consultation with Mercer Marsh Benefits;
8.1.3 submit on a monthly basis their employees’ particulars to the Medical Scheme Administrator and / or Insurer in the prescribed electronic format and / or as required in terms of this Agreement and / or prevailing legislation;
8.1.4 deduct all monthly contributions and / or premiums due by, or on behalf of, their employees in respect of the benefits and / or health cover, and to pay these amounts over (on behalf of their employees) to the Medical Scheme Administrator and / or Insurer within the stipulated and legislated timeframes; 
8.1.5 deduct all relevant taxes due, by or on behalf of, their employees in respect of the benefits and / or health cover, and to pay these amounts over (on behalf of their employees) to the South African Revenue Services;
8.1.6 circulate and distribute directly to their employees, all member communications relating to any changes regarding the annual rates and benefits, as well as any other pertinent information;
8.1.7 take all necessary steps, where required to trace any dependants of a deceased employee, and to furnish such information to Mercer Marsh Benefits and / or the Medical Scheme Administrator and / or the Insurer;
8.1.8 take all necessary steps to comply with applicable prevailing local legislation and regulations.


9. [bookmark: _Toc22562133]Client Contributions and Premiums
9.1 Under no circumstances will Mercer Marsh Benefits handle the Client’s Medical Scheme contributions and / or insurance premiums or any other contribution towards healthcare products. All contributions 
and / or insurance premiums will be payable by the Client directly to the Medical Scheme Administrator and / or Insurer.

10. [bookmark: _Ref520456797][bookmark: _Toc22562134]Professional Indemnity and Insurance
10.1 To the extent that the Client suffers any loss or damages arising out of Mercer Marsh Benefits’ (or any of Marsh’s Affiliates) performance or non-performance of the Services rendered in terms of this Agreement, whether arising out of negligence or any other cause, Mercer Marsh Benefits’ liability shall be limited in the aggregate to the total commission earned by Mercer Marsh Benefits, in terms of clause 7.1 and / or clause 7.2 as the case may be, in respect of the Client in the year that the claim is lodged against Mercer Marsh Benefits. For the avoidance of doubt, neither Party shall be liable to the other for any indirect or consequential losses, nor for any punitive damages.
10.2 This clause 10 shall not apply to any liability arising as a result of fraud or wilful default on the part of Mercer Marsh Benefits (or any of Marsh’s Affiliates), nor to any liability which cannot lawfully be excluded or limited.

11. [bookmark: _Toc22562135]Non-Liability
11.1 Mercer Marsh Benefits will not incur any liability in respect of:
11.1.1 Errors or omissions arising from information supplied by the Client, the Medical Scheme Administrator, the Insurer or any other third party service provider not appointed by it;
11.1.2 Any service provider appointed by the Client to manage its benefits;
11.1.3 Incorrect data supplied to it by the Client, the Medical Scheme Administrator, the Insurer and / or any previous service provider to the Medical Scheme;
11.1.4 Any penalties arising as a result of the Client’s non-adherence to the Medical Scheme Rules and / or the Insurer’s Policy Document and / or any Statutory Body;
11.1.5 Any use of or access granted to it of an external third party software systems over which it has no reasonable control.

12. [bookmark: _Ref520708872][bookmark: _Toc22562136]Confidentiality
12.1 The Parties agree to undertake all reasonable steps to ensure the confidentiality of all information exchanged between them and shall furthermore keep systems documentation and product information confidential. The Client anticipates that it will disclose certain technical, financial, strategic and other proprietary and confidential information relating to its business operations and properties (“Confidential Information”) to Mercer Marsh Benefits for the purposes of Mercer Marsh Benefits providing the Services specified in this Agreement. 
12.2 Mercer Marsh Benefits agrees to keep this information confidential. Neither Mercer Marsh Benefits nor any of its employees or agents directly or indirectly shall use any Confidential Information furnished by or on behalf of the Client for any other purpose except in furtherance of the Services to be rendered by Mercer Marsh Benefits pursuant to the Agreement. Mercer Marsh Benefits will not disclose any Confidential Information to any third party, without the Client’s consent.
12.3 Notwithstanding anything to the contrary contained in this Agreement the Parties agree that the Confidential Information may be disclosed by the Receiving Party to its professional advisors on a need-to-know basis. 
12.4 Mercer Marsh Benefits shall take all steps reasonably required to maintain the confidentiality of Confidential Information in its possession. The transmission of Confidential Information via electronic data transmission networks which provide for the security of users’ data shall be deemed consistent with Mercer Marsh Benefits’ obligations hereunder unless such use is contrary to the Client express instructions.
12.5 The provisions of clause 12 will not apply to information to the extent that it is already lawfully in a Party’s possession on the date of its disclosure; in the public domain other than as a result of a breach of this clause; or required to be disclosed pursuant to legal or regulatory requirements.

13. [bookmark: _Toc22562137]Service Level Agreement Amendments
13.1 No amendments to this Agreement will take effect unless reduced to writing and signed by both Parties.

14. [bookmark: _Toc22562138]Mercer Marsh Benefit’s Work Product
14.1 All works of authorship, including but not limited to, designs, plans, specifications, programs, computer output, valuations, estimates, report, data, memoranda, findings, recommendations of every description and every innovation, conception, improvement, discovery or invention and any intellectual property rights associated therewith (herein known as the “Work Product”) which are created, utilised or developed by Mercer Marsh Benefits or its representatives in conjunction with this Agreement is and remains the property of Mercer Marsh Benefits; provided, however, that the Client shall have and is hereby granted the non-transferable right to use the Work Product delivered to the Client by 
Mercer Marsh Benefits solely for the Client’s internal risk management purposes (the “Purpose”) or other related agreed purposes. Notwithstanding the foregoing, Mercer Marsh Benefits shall acquire no rights of ownership in intellectual property rights subsisting in any material provided by the Client to Mercer Marsh Benefits in connection with this Agreement.
14.2 The Client shall not use the Work Product provided by Mercer Marsh Benefits to it for any purpose other than the agreed Purpose, or other relates agreed purposes. The Client warrants and agrees that Work Product shall not be disclosed by the Client to any third party, nor shall it be used for any other purpose whatsoever, or reproduced, disseminated, quoted from or referred to in whole or in part at any time, in any manner or for any purpose, nor shall any public references be made concerning Mercer Marsh Benefits or the Work Product or disclosure of Mercer Marsh Benefits’ role in connection with this Agreement. The Client further undertakes not to make or affect any public reference to this Agreement or to the terms and conditions of this Agreement without the prior written consent of Mercer Marsh Benefits in each specific instance.
14.3 Where the Client makes any alteration or modification to any of the Work Product, all references to Mercer Marsh Benefits shall be removed therefrom.

15. [bookmark: _Toc22562139]Entry and Co-operation
15.1 The Client shall arrange for access to and make all provisions for Mercer Marsh Benefits to enter the Client’s property as required by Mercer Marsh Benefits from time to time to facilitate performance of the Services described in this Agreement. The Client shall arrange for and make provisions for entry to work space for Mercer Marsh Benefits in order for Mercer Marsh Benefits to perform such Services in a timely manner. 
15.2 The Client shall make available in a timely manner, the documents and information necessary for Mercer Marsh Benefits to complete such Services. The Client shall inform Mercer Marsh Benefits promptly upon the Client discovering that any such information or document is, or becomes, untrue, incomplete or inaccurate. In performing the Services, Mercer Marsh Benefits shall, and shall be entitled to, rely upon all information and documents provided to it by or on behalf of the Client. Mercer Marsh Benefits shall not be responsible for the accuracy or verification of any such information or document.

16. [bookmark: _Toc22562140]No Third Party Benefits
16.1 The Parties hereto mutually agree that this Agreement is intended by them to be solely for the benefit of the Parties hereto and that no third parties may rely on any reports, analysis or other material provided by Mercer Marsh Benefits or shall obtain any direct or indirect benefits from the Agreement, have any claim or be entitled to any remedy under this Agreement or otherwise in any way be regarded as third party beneficiaries under this Agreement.

17. [bookmark: _Toc22562141]Force Majeure
17.1 A Party to this Agreement shall not be liable for a failure to perform any of its obligations in terms of this Agreement insofar as it is able to prove that:
17.1.1 Such failure was due to an impediment beyond its reasonable control;
17.1.2 It could not reasonably have been expected to have taken such impediment and its effects upon such Party's ability to perform into account at the time of conclusion of this Agreement;
17.1.3 It could not reasonably have avoided or overcome the impediment or at least its effects, and, for purposes of this clause, the following events (which enumeration is not exhaustive) shall be deemed to be impediments beyond the control of each of the Parties, namely:
17.1.3.1 War, whether declared or not, civil war, civil violence, riots and revolutions, acts of piracy, acts of sabotage;
17.1.3.2 Natural disasters such as violent storms, cyclones, earthquakes, floods and destruction by lightning;
17.1.3.3 Explosions, fires and destruction of plant, equipment, machinery and machines and of any kind of installations; and 
17.1.3.4 Acts of authority, whether lawful or unlawful, apart from acts for which the party seeking relief has assumed the risk.

18. [bookmark: _Toc22562142]Limit of Warranties
18.1 Mercer Marsh Benefits warrants that it will perform the Services hereunder in good faith consistent with the standard of care of similar risk consultants performing similar services. Mercer Marsh Benefits disclaims all other warranties, whether express or implied.
18.2 All consulting activities performed by Mercer Marsh Benefits are advisory in nature. All reports will be based upon conditions observed and information supplied by the Client. Mercer Marsh Benefits does not guarantee or warrant the safety of any of the Client’s properties or operations or that the Client or any such properties or operations are in compliance with applicable laws, codes, statutes, ordinances, standards or recommendations.
18.3 Mercer Marsh Benefits undertakes to render and perform the Services as agreed in Appendix “A” in a professional and workmanlike manner.


19. [bookmark: _Toc22562143]Binding Effect
19.1 This Agreement shall be binding upon and shall inure to the benefit of the Parties hereto, their respective successors by merger or amalgamation, sale or consolidation and their permitted assigns.

20. [bookmark: _Toc22562144]Disputes
20.1 In the event of any dispute or difference arising between the Parties relating to or arising out of this Agreement, including the implementation, execution, interpretation, rectification, termination or cancellation of this Agreement, the chief executive officers of the Parties or any of their designated officials shall upon request by any Party meet to attempt to settle such dispute or difference, and failing settlement within a period of seven (7) business days from such a request, the said dispute or difference shall on demand by any Party be submitted to arbitration in Johannesburg in accordance with the Rules of the Arbitration Foundation of Southern Africa by an arbitrator or arbitrators appointed by the Foundation.
20.2 The Parties irrevocably agree that the decision in any arbitration proceedings –
20.2.1.1 will be binding on all of them;
20.2.1.2 will forthwith be carried into effect;
20.2.1.3 may be made an order of any court of competent jurisdiction.
20.3 Nothing herein contained shall be deemed to prevent or prohibit either Party from applying to the appropriate court for urgent relief.
20.4 The provisions of this clause will continue to be binding on the Parties notwithstanding any termination or cancellation of the Agreement.



21. [bookmark: _Toc22562145]Complaints
In the event where the Client or any of its employees are in any way dissatisfied with the Services rendered by Mercer Marsh Benefits, a complaint may be lodged with:
James Hine at +27 11 361 0000 or james.hine@mercermarshbenefits.com 
Practice Leader: Employee Health & Benefits, Mercer Marsh Benefits
Jaco Hitge at +27 11 060 7264 or jaco.hitge@marsh.com
Compliance Officer

22. [bookmark: _Toc22562146]Domicilia and Notices
The Parties choose the following addresses as their respective domicilium citandi et executandi as well as for all purposes of this Agreement:
	PRASA:



ATTENTION:
	1040 Burnett Street
Hatfield
Pretoria
0028
Larisé Venter

	Mercer Marsh Benefits:



ATTENTION:
	Corner 5th Street and Fredman Drive,
Entrance 1, Building 1, Alice Lane, 
Sandton
2196
Practice Leader: Employee Health & Benefits, Mercer Marsh Benefits and Head of Legal



23. [bookmark: _Toc22562147]General
23.1 This Agreement shall be governed by, construed, interpreted and applied in accordance with the laws of the Republic of South Africa. 
23.2 Variations to be in Writing - No addition to or variation, deletion, or agreed cancellation of all or any clauses or provisions of this Agreement will be of any force or effect unless in writing and signed by the Parties.
23.3 No Indulgences - No latitude, extension of time or other indulgence which may be given or allowed by any Party to the other Party in respect of the performance of any obligation hereunder, and no delay or forbearance in the enforcement of any right of any party arising from this Agreement and no single or partial exercise of any right by any party under this Agreement, shall in any circumstances be construed to be an implied consent or election by such party or operate as a waiver or a novation of or otherwise affect any of the party's rights in terms of or arising from this Agreement or estop or preclude any such party from enforcing at any time and without notice, strict and punctual compliance with each and every provision or term hereof. Failure or delay on the part of any party in exercising any right, power or privilege under this Agreement will not constitute or be deemed to be a waiver thereof, nor will any single or partial exercise of any right, power or privilege preclude any other or further exercise thereof or the exercise of any other right, power or privilege.
23.4 No Waiver or Suspension of Rights - No waiver, suspension or postponement by any Party of any right arising out of or in connection with this Agreement shall be of any force or effect unless in writing and signed by such Party. Any such waiver, suspension or postponement will be effective only in the specific instance and for the purpose given. 
23.5 Provisions Severable - All provisions and the various clauses of this Agreement are, notwithstanding the manner in which they have been grouped together or linked grammatically, severable from each other. Any provision or clause of this Agreement which is or becomes unenforceable in any jurisdiction, whether due to voidness, invalidity, illegality, unlawfulness or for any other reason whatever, shall, in such jurisdiction only and only to the extent that it is so unenforceable, be treated as pro non scripto and the remaining provisions and clauses of this Agreement shall remain of full force and effect. The Parties declare that it is their intention that this Agreement would be executed without such unenforceable provision if they were aware of such unenforceability at the time of execution hereof.
23.6 Continuing Effectiveness of Certain Provisions - The expiration or termination of this Agreement shall not affect such of the provisions of this Agreement as expressly provide that they will operate after any such expiration or termination or which of necessity must continue to have effect after such expiration or termination, notwithstanding that the clauses themselves do not expressly provide for this.
23.7 No Assignment - Neither this Agreement nor any part, share or interest herein nor any rights or obligations hereunder may be ceded, delegated or assigned by either Party without the prior written consent of the other Party, save as otherwise provided herein. 
23.8 This Agreement may be signed in one or more counterparts, each of which shall constitute an original and all of which shall collectively constitute one and the same agreement.


The Client acknowledges that they have agreed to the appointment of Mercer Marsh Benefits as their healthcare consultants. This acknowledgement confirms that the contents of this document have been discussed and agreed by all Parties concerned.
	Signed at
	
	
	on
	

	
	(Place)
	
	
	(Date)

	Signed on behalf of the Client by 
	
	
	

	He/she being duly authorised thereto.
	
	
	(Please print Name and Surname)

	Signed
	
	
	
	




	Signed at
	
	
	on
	

	
	(Place)
	
	
	(Date)

	Signed on behalf of Marsh Proprietary Limited by 
	
	
	

	He/she being duly authorised thereto.
	
	
	(Please print Name and Surname)

	Signed
	
	
	
	








24. [bookmark: _Toc22562148]Services (Appendix A)
	Administration services
	Frequency

	Review the current co-ordination process in place to seek efficiencies
	As and when required

	Assist with any administration co-ordination that may be required (although direct service provider contact will also be used where applicable)
	As and when required

	Mercer Marsh Benefits will address and resolve any administrative concerns and / or escalations between the Client and service provider
	As and when required



	Benefit design and advice
	Frequency

	Review costs and benefits provided to the Client as set out in the Medical Scheme Rules and make recommendations regarding the general provisions of the Client’s benefit structure to ensure that the objectives are achieved
	As and when required

	Advise the Client on the interpretation of the Medical Scheme Rules and / or the Rules of the Insurer and / or the relevant legislation which can impact decisions made by the Client
	As and when required

	Advise on the effect of the incorporation of a new employer group and its financial implications for the Client
	As and when required

	Recommend actions to the Client to remedy any impact and implications as a result of any developments in the industry that may have an impact on the Client
	As and when required

	Arrange, when agreed with the Client and where necessary, for input by experts. Where an expert has been obtained for expert advice, Mercer Marsh Benefits will obtain a quotation or estimate of the amount to be charged by the expert. These charges will be borne by the Client
	As and when required

	
Benefit design and advice (continued)
	
Frequency

	Provide intermediary services and advice to the Client and the members of the Medical Scheme and / or Insurer, in a manner acceptable to the Client. These services are provided within the Financial Advisory and Intermediary Services ('FAIS') disclosure documentation
	As and when required



	Compensation
	Frequency

	Applicable legislated commission paid by the relevant provider directly to Mercer Marsh Benefits. The commission calculation is in accordance with the applicable legislation and relates to the total premium paid
	As and when required



	Financial aspects
	Frequency

	Request and check such accounting details and information as may be required by the Client from time to time for reasonability
	As and when required



	Member communication
	Frequency

	Conduct member presentation on the Client’s Medical Scheme structure and / or Insurance benefits
	Annually

	Onsite member induction sessions. The Client is requested to inform Mercer Marsh Benefits timeously of new member's details prior to the induction session
	Monthly as required via onsite session

	Provide member communication to the Client in the event of any legislative changes and / or service provider specific changes to explain the impact
	As and when required

	
Member communication (continued)
	
Frequency

	Year-end member communication and support sessions to present the benefit design and contributions and the impact thereof, ahead of the schemes renewal. Individual one-on-one consultations with employees to be arranged, if applicable. The Client is requested to inform Mercer Marsh Benefits timeously of member's details prior to the member session
	As and when required



	Secretarial and intermediary services
	Frequency

	Liaise with the service providers to ensure that any matters of the Client are actioned as may be deemed necessary
	As and when required

	Provide relevant management information
	As and when required

	Monitor the turnaround times of the service providers and address irregularities as and when required
	As and when required

	Obtain and review reports and documentation from service providers
	As and when required

	Record and maintain minutes of decisions taken and discussions held at the Client meeting and distribute the minutes of the meeting to the relevant parties within five (5) business days following the meeting
	



	Technical and strategic consulting
	Frequency

	Evaluation of the Client’s current healthcare arrangements and structure and if required, provide assistance in reviewing more appropriate healthcare structures and providers
	As and when required

	Review the Client’s healthcare strategy from time to time to ensure that it continues to meet the needs of the Client and their employees and recognises market trends
	As and when required

	Technical and strategic consulting (continued)
	Frequency

	Attend meeting / call between the Client and relevant service providers at the request of the Client
	As and when required

	Ensure that Senior Management remains abreast of the changes within the healthcare industry, legislation as well as any changes to the rules of the service provider and the impact to the Client and their employees
	As and when required

	An annual review meeting / call with Senior Management to discuss the proposed benefit and contribution changes of the current scheme benchmarked against the industry and other key players
	Annually

	Legislative update and market analysis of medical scheme arrangements, including all relevant and applicable healthcare related products. Provide reporting on the claims ratio and claims trends, in so far as the service provider is able to provide the management information required
	Annually

	Medical Scheme update to the Client to present the benefit design and contributions and the impact thereof, ahead of the Schemes’ renewal
	Annually

	High level year-end feedback report updating the Client on the updated demographics and plan distribution following the Scheme’s renewal
	Annually

	Advice on the financial benchmarking, taking into account the Client's subsidy arrangements, the profile of the employer group and healthcare products
	Annually







	Wellness
	Frequency

	Mercer Marsh Benefits will assist and facilitate with the co-ordination of wellness event(s), if required and on the basis of the Client meeting the minimum criteria as stipulated by the medical scheme. Where the minimum criteria are not met, we shall facilitate alternative solutions. However, the cost may be borne by the Client
	As and when required

	Mercer Marsh Benefits will assist with sourcing additional relevant wellness services. Mercer Marsh Benefits will obtain a quotation or estimate of the amount to be charged by the service provider for the additional services. These charges will be borne by the Client
	As and when required



	Out of scope
	Frequency

	Travel expenses outside of Gauteng and applicable accommodation costs. If travelling by car outside of Gauteng, the rate per kilometer will be billed to the Client in line with the current Mercer Marsh Benefits travel policy
	As and when required

	Any item not previously listed in this Appendix A  is considered to be an out-of-scope service and will be agreed to in writing prior to commencement
	As and when required
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