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1. Introduction 

1.1 Capitec Bank Holdings Limited (“Capitec”) is a public company listed on the 

Johannesburg Stock Exchange and private body as defined in the Protection of 

Personal Information Act No. 2 of 2000 (“PAIA”). Capitec is committed to the 

Constitution of the Republic of South Africa (“Constitution”) and strives to ensure that 

the rights of all enshrined in the Bill of Rights are protected and respected. Section 32 

of the Constitution affords everyone the right to access any information that is held by 

another person and is required for the protection or exercise of any rights. PAIA gives 

effect to the constitutional right to access to information. In terms of section 51 of 

PAIA and section 17 of the Protection of Personal Information Act 4 of 2013 

(“POPIA”) a private body is required to compile a manual documenting all processing 

operations under its responsibility. 

1.2 Capitec has compiled this Capitec PAIA Manual in compliance with the requirements 

of both PAIA and POPIA.  

1.3 This manual applies to Capitec and all its affiliates. 

2. Purpose of this Information Manual 

This Manual provides an outline of the types of records and personal information held 

by Capitec and sets out the procedure to request access to these records and personal 

information, the requirements to meet such requests, as well as the grounds for refusal 

or partial refusal of such request by Capitec. 

3. Contact Details 

All requests for access to records in terms of PAIA must be in writing and must be 

addressed to the contact details below. 

Name of Private Body Capitec Bank Ltd. 

Capitec Bank Holdings Ltd. 

Capitec Ins (Pty) Ltd. 

Capitec Insurance Holdings (Pty) Ltd. 

Capitec Life Ltd. 

Capitec Properties (Pty) Ltd. 

Capitec Rental Finance (Pty) Ltd. 

Postal Address P O Box 12451, Die Boord, Stellenbosch, 7613 

Physical Address 5 Neutron Road, Techno Park, Stellenbosch, 7600 

Telephone Number (021) 809 5900 

PAIA Email PAIA@capitecbank.co.za  

Note: All PAIA Requests must be directed to this email address. 

Website https://www.capitecbank.co.za/ 

mailto:PAIA@capitecbank.co.za
mailto:PAIA@capitecbank.co.za
https://www.capitecbank.co.za/
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4. The Information Regulator’s Guidance on PAIA 

Usage 

The Information Regulator has compiled a PAIA Guide as per Section 10 of PAIA to 

assist with the understanding and how to exercise your rights under PAIA. A copy of 

the Guide in all official languages can obtained from the Information Regulator 

https://inforegulator.org.za/paia-guidelines/.  

Visit their website https://inforegulator.org.za/ 

Physical address The Information Regulator (South Africa)  

Woodmead North Office Park 

54 Maxwell Drive 

Woodmead 

Johannesburg 

2191 

Contact Details Toll Free: 08000 17 160 

Landline: 010 023 5200 

Email enquiries@inforegulator.org.za - to request the Information Regulator’s 

guide. 

PAIAComplaints@inforegulator.org.za  - should your PAIA request be denied 

or there is no response from Capitec for access to records you may use this 

email address to lodge a complaint on the applicable form 

5. Categories of Records of Capitec which are Publicly 

Available or can be Requested Outside of PAIA 

Category 

of records 

Types of the Record  Available on 

Website  

Available 

upon 

request (not 

under PAIA) 

Marketing Product flyers 

Global One 

Credit 

Capitec Connect 

Save 

Transact 

Insurance 

√  

Client Forms and documents  

Debit Orders 

Foreign exchange 

CSI documents 

Credit insurance 

Funeral plans documents 

General 

Financial health 

Send cash 

Mobile banking 

√  

https://inforegulator.org.za/paia-guidelines/
https://inforegulator.org.za/
mailto:enquiries@inforegulator.org.za
mailto:PAIAComplaints@inforegulator.org.za
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Category 

of records 

Types of the Record  Available on 

Website  

Available 

upon 

request (not 

under PAIA) 

Business Bank Forms and Documents 

(Various Account Opening Application Forms; 

Entity Resolutions; Various Cession, Pledge and 

Guarantee Forms; Suretyship Forms; Various 

Loan Agreements; Instalment Sale Agreement; 

Insurance Confirmation Form; Various Indemnity 

Forms; Debit Orders; Standing Orders; Various 

Client Information Change Forms) FOREX: 

(Standing Instruction Capitec Business; Cross 

Boarder Declaration Outward; Cross Boarder 

Declaration and Funds Transfer Instruction 

Inward; Foreign Exchange Trading Agreement; 

Contract to Buy/Sell Forward Exchange) 

 √ 

Will and Estate Late Forms: Death Notice; 

Reporting of Deceased Estate; Personal Heir 

Information; Inventory and Questionnaire; 

Administrative Procedure 

√  

 

Merchant Support Forms: Merchant 

Application Form; Merchant Acquiring Services 

Agreement; Merchant Statements 

 √ 

Policy (Conflict of Interest Management Policy re 

FAIS; Privacy Notice) 

√  

Guideline (On how to receive international 

payments) 

√  

Third 

Parties 

 

PAIA Manual √  

Supplier Code of Conduct √  

List of Third Parties √  

Legislative Basic Conditions of Employment Act; 

Employment Equity Act; Financial Advisory and 

Intermediary Services Act; Occupational Health 

and Safety Act 

 √ 

Corporate 

Financial 

Capitec Bank Holdings Limited Unaudited 

Financial Results along with annual reports 

√  

Media 

Releases 

Various Capitec Media Articles √  

Capitec 

Connect 

Product 

End User Charter, Code of Conduct √  



Capitec PAIA Manual 

3 February 2026 

Page 4 of 20 

 

Category 

of records 

Types of the Record  Available on 

Website  

Available 

upon 

request (not 

under PAIA) 

Certificates NCR Credit Provider Registration Certificate; 

Financial Service Provider Registration 

Certificate (FSB); Occupancy certificate 

 √ 

6. Records Available in Accordance with any Other 

Legislation 

A description of the records of Capitec which are available in accordance with other 

legislation, is annexed hereto marked PAIA Manual - Addendum A. These categories 

of records are not exhaustive and are subject to change. If you ask for access to 

these records, we do not automatically grant your request, but we will evaluate it in 

accordance with the provisions of PAIA, any other legal requirements and our 

policies. 

7. Types of Records held per Capitec Subject 

The table provided below indicates the Subjects on which the body holds records and 

Categories of records for Capitec. 

Subjects on 

which the 

body holds 

records 

Categories of records 

Employee 

Records 

Personal records provided by permanent, temporary, and part-time employees 

or prospective employees, contractors; Records provided by a third party 

relating to employees; Conditions of employment and other personnel-related 

contractual and quasi-legal records; Internal evaluation records and other 

internal records; Correspondence relating to employees; Training schedules 

and material. 

Client records  Personal Identification and Contact Information 

• Personal details (name, surname, previous names, gender, date of birth, 

occupation) 

• Identity information (South African ID number, passport number, tax 

identification number) 

• Contact details (home, work, postal and email addresses, telephone 

numbers) 

• Biometric information (photographic identification, fingerprint data, voice 

ID) 

• Demographic information (gender, marital status, race, ethnicity, health 

information for insurance) 

• Personal information of children provided by guardians for banking, 

insurance, bursaries, or financial education 

Financial and Transactional Data 
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Subjects on 

which the 

body holds 

records 

Categories of records 

• Credit bureau information (data held by registered credit bureaus) 

• Financial information (bank account details) 

• Transactional behaviour data (product and service interactions, actions 

performed) 

• Records supporting regulatory obligations (transaction details, payment 

purpose, beneficiary data, identification documents, suspicious activity) 

• Life and non-life insurance information (policy content, claims, beneficiary 

details, previous policies, confirmation of death) 

• Stokvel management data (name, surname, ID number, participation, due 

diligence, AML checks, fraud monitoring) 

• Employment information (status, remuneration, retrenchment or disability 

claim data) 

• Education, lifestyle, and financial health information (provided when joining 

MoneyUp Academy) 

User Account and Authentication Information 

• User login data (app and online banking credentials) 

• Authentication data (biometric information, voice ID, photographic 

identification, fingerprint data) 

Device and Usage Information 

• Device information (IP address, device model, name, ID, operating system 

version, NFC functionality, app configuration) 

• Log Data (time/date of service use, statistical information collected via 

third-party products for Merchant Services and Capitec Connect) 

• IMEI number (for Capitec Connect services like SIM swap, ownership 

charge, number churn, porting support) 

• Location information (approximate geographic location during app use or 

transactions) 

Communication and Correspondence 

• Records of correspondence (emails, telephone calls, live chat, instant 

messages, social media) 

• Other information provided via forms, surveys, competitions, or direct 

communication (face-to-face, phone, email, online, live chat) 

• Information about interactions, complaints, disputes, and insurance claims 

• Content and metadata from exchanges of information (emails, voicemails, 

live chat) 

Cookies and Similar Technologies 

• Cookies and similar technologies (used to recognise users, remember 

preferences, tailor content; details in Cookie Policy) 

Investigation and Compliance Data 

• Investigation data (due diligence, fraud, sanctions, AML checks, external 

intelligence reports) 

• Criminal information (commission or alleged commission of offences, 

related legal proceedings) 

Private body 

records  

Financial records; Operational records; Databases; Information Technology; 

Marketing records; Internal correspondence; Product records; Statutory 

records; Internal Policies and Procedures; Treasury-related records; Securities 

and Equities; Records held by officials of Capitec. 
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Subjects on 

which the 

body holds 

records 

Categories of records 

Other records Personnel, client, or private body records which are held by another party, as 

opposed to the records held by Capitec itself; Records held by Capitec 

pertaining to other parties, including without limitation, financial records, 

correspondence, contractual records, records provided by the other party, and 

records third parties have provided about the contractors/suppliers. Capitec 

may possess records pertaining to other parties, including without limitation 

contractors, suppliers, subsidiary/holding/sister companies, joint venture 

companies, and service providers. Alternatively, such other parties may 

possess records that can be said to belong to Capitec. 

8. Categories of Records Automatically Available  

Clients can request most documents and records related to their relationship with 

Capitec by providing valid identification, unless disclosure is restricted or 

unauthorised. Available records include settlement letters, credit applications, 

insurance details, terms and conditions, and account statements. To request these, 

contact Capitec Client Care or visit a branch. Contact details: 

https://www.capitecbank.co.za/contact-us/.  

9. Processing of Personal Information 

9.1 Capitec’s declaration on the processing of personal information can be found in 

Capitec’s Privacy Notice available through the Capitec Privacy Centre: 

https://www.capitecbank.co.za/privacy-centre/privacy-notice/. 

9.2 Any request for information that forms part of a data subject exercising their rights in 

accordance with POPIA, will not be dealt with in accordance with PAIA. Refer to 

https://www.capitecbank.co.za/privacy-centre/data-subject-servicing/ to log such a 

request. 

10. Access to Records held by Capitec  

10.1 Access to records held by Capitec is permitted solely upon fulfilment of all 

prerequisite requirements for access.  

10.2 A requester is any person making a request for access to information which Capitec is 

in possession of. There are two types of requesters: a personal requester and other 

requester. 

10.2.1 A personal requester is a requester who is seeking access to: 

10.2.1.1 their own records and in their own personal capacity. Capitec will voluntarily 

provide or grant access to the requested information or give access to the relevant 

https://www.capitecbank.co.za/privacy-centre/privacy-notice/
https://www.capitecbank.co.za/privacy-centre/data-subject-servicing/
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record regarding the requester’s information after verifying the requester’s identity 

and ensuring all PAIA requirements are fulfilled. 

10.2.1.2 any other types of records in Capitec’s possession in their own personal capacity. 

10.2.2 Requests by Other Requesters 

10.2.2.1 Other requesters may seek access to information held by Capitec on behalf of 

natural or juristic persons who believe that Capitec possesses their information, or 

they may act on behalf of any interested party wishing to obtain information held 

by Capitec. It is important to note that Capitec is not automatically obliged to 

provide the information requested by such parties. Instead, other requesters are 

required to meet all prerequisite requirements for access to information, as 

stipulated in PAIA. 

10.2.2.2 Where the reproduction of information is required as part of the access request, 

the applicable prescribed fee for reproduction will be charged. In addition, the 

process demands accurate identification of both the requester and the natural or 

justice person on whose behalf the request is submitted. A valid proof of authority 

or mandate must be submitted by the requestor to demonstrate the authority of 

any requester acting on behalf of a natural or juristic person. 

10.2.2.3 Capitec will only release the requested records to the other requester once 

verification of the authority or mandate has been successfully completed and 

explicit consent has been obtained from the natural or juristic person to whom the 

information relates. 

11. Request Procedure 

11.1 A personal or other requester must comply with all the prerequisite requirements 

contained in PAIA relating to the request for access to a record.  

11.2 A personal or other requester must complete the prescribed form (Form 02) as found 

on the Information Regulator’s website (https://inforegulator.org.za/paia-forms/) before 

the PAIA request can be validated. All other versions of the form will be denied.  

11.3 The completed form as well as payment of the request fee and a deposit, if 

applicable, must be sent to the Information Officer at the postal or physical address, 

or via electronic mail (email) to PAIA@capitecbank.co.za.  

11.4 The prescribed form (Form 02) must be completed with enough particularity and the 

valid supporting legal and identity documents, including: 

11.4.1 Specifying in sufficient detail the record or records requested. Requests for vague, 

hypothetical, unspecified documents or PAIA requests that do not meet the 

requirements to be deemed a valid request will not be processed and will be deemed 

invalid upon receipt. 

11.4.2 Certified copies of identification documents (ID) for the personal or other requester 

must be provided, and these copies should not be older than three months. If an 

‘other requester’ submits a request on behalf of a natural or juristic person, or 

interested party, a certified ID copy for the respective natural or juristic person, or 

interested party is required, with the copy dated within the past three months. Refer to 

section 11.9 and its sub-sections for more detail regarding proof of capacity. 

https://inforegulator.org.za/paia-forms/
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11.4.3 Specify the required record types, desired access format, and method of provision.  

11.4.4 The postal address or email address of the personal or other requester. 

11.5 The personal or other requester must specify the right they wish to exercise or protect 

and explain why the information is needed for that purpose.  

11.6 Capitec will process requests within 30 days after verifying the personal or other 

requester, natural or juristic person/s, and/or interested parties, and confirming all 

prerequisite requirements. If special reasons are provided that justify a different 

timeline, the Information Officer may adjust the processing period as needed. 

11.7 Where the information being requested pertains to a natural or juristic person, Capitec 

will initiate contact with the natural or juristic person using the verified contact number 

recorded in Capitec’s systems. During this process, Capitec will disclose the identity 

of the personal or other requester to the client and formally request their consent to 

release their information to the personal or other requester. 

11.8 The personal or other requester will be notified of the validation of their request and 

whether access has been approved or denied. Should the personal or other requester 

seek an explanation for the decision, they are required to specify both the method and 

details by which such information should be provided.  

11.9 When an 'other requester' seeks information on behalf of a natural or juristic person, 

or interested party, the other requester is required to provide satisfactory proof of their 

capacity and/or authority to the Information Officer. This proof of capacity or authority 

should be submitted in the form of a Special Power of Attorney or another appropriate 

legal document relevant to the specific circumstances. If a Special Power of Attorney 

is provided as evidence, it must clearly demonstrate the following: 

11.9.1 Expressly grant the other requester authority to exercise rights under PAIA on behalf 

of the natural or juristic person, or interested party, and specifying both the 

commencement and duration of these powers within a defined time frame. 

11.9.2 Demonstrate that the other requester has been granted the necessary authority to 

request access to and receive the specific information sought through PAIA. 

11.9.3 Establishing a clear link between the powers or authority granted and right to access 

information under PAIA. 

11.10 The personal or other requester must pay the prescribed fee before any processing 

can take place, if required. 

12. Grounds for refusal of access to records  

PAIA chapter 4 provides circumstances under which a request for access to 

records may/must be refused by Capitec, including: 

12.1 Mandatory protection of the privacy of a third party who is a natural person, who 

would involve the unreasonable disclosure of personal information of that natural 

person. 

12.2 Mandatory protection of the commercial information of a third party, if the record 

contains: 

12.2.1 trade secrets of that third party. 



Capitec PAIA Manual 

3 February 2026 

Page 9 of 20 

 

12.2.2 financial, commercial, scientific, or technical information which disclosure could likely 

cause harm to the financial or commercial interests of that third party. 

12.2.3 information disclosed in confidence by a third party to Capitec if the disclosure could 

put that third party at a disadvantage in negotiations or commercial competition. 

12.3 Mandatory protection of confidential information of third parties if it is protected in 

terms of any agreement. 

12.4 Mandatory protection of the safety of individuals and the protection of property. 

12.5 Mandatory protection of records which would be regarded as privileged in legal 

proceedings. 

12.6 The commercial activities of Capitec, which may include: 

12.6.1 trade secrets of Capitec. 

12.6.2 financial, commercial, scientific, or technical information which disclosure could likely 

cause harm to the financial or commercial interests of Capitec. 

12.6.3 Information which, if disclosed could put Capitec at a disadvantage in negotiations or 

commercial competition. 

12.6.4 a computer program which is owned by Capitec, and which is protected by copyright. 

12.6.5 the research information of Capitec or a third party, if its disclosure would disclose the 

identity of Capitec, the researcher or the subject matter of the research and would 

place the research at a serious disadvantage. 

12.7 Section 7 of the PAIA provides for certain circumstances when PAIA does not apply 

to a request for access to a record/s.  The circumstances include: 

12.7.1 Records requested for the purposes of criminal or civil proceedings; 

12.7.2 Requests made after the initiation of criminal or civil proceedings, as the case may 

be; and 

12.7.3 If access to such records is governed by other applicable laws, and not by the 

provisions of this Act. 

13. Remedies Available on Refusal of Request for 

Information 

13.1 Internal remedies 

13.1.1 A personal or other requester whose PAIA request has been denied may request an 

internal review in writing to Capitec's Deputy Information Officer (DIO) at 

paia@capitecbank.co.za. Internal review requests must be lodged within 60 days of 

the initial refusal. 

13.1.2 The DIO, who does not participate in the routine handling of PAIA requests, will 

undertake a comprehensive review of the initial decision and consider any 

supplementary supporting information provided. To ensure impartiality and objectivity, 

the DIO who considered the initial PAIA request and responded to the request will not 

be involved in determining the outcome of the review application.  

mailto:paia@capitecbank.co.za
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13.1.3 After receiving an internal review, the DIO will reassess the decision and consider any 

new information submitted. The DIO then decides on access to the requested 

information. To ensure impartiality, another DIO conducts a secondary review before 

the final decision. The reviewing DIO signs the formal response, and all approvals are 

recorded for audit and compliance. 

13.1.4 A response will be issued within 15 business days of receipt of the review request. 

13.2 External remedies 

A personal or other requester that is dissatisfied with the Information Officer's refusal 

to disclose information may within 30 days of notification of the decision, make use of 

the following mechanism: 

13.2.1 Lodge a complaint with the Information Regulator by completing the prescribed PAIA 

Form 5 from the Information Regulator's website and send it to 

PAIAComplaints@inforegulator.org.za. 

13.2.2 Apply to a Court with jurisdiction for relief, for the purposes of PAIA, provided all other 

external remedies have been exhausted. 

14. Fees  

14.1 The fees and the structure of the fees in Respect of Private Bodies is mentioned in 

the table below. 

Sr. No. Description Amount 

1 The request fee payable by every requester  R140.00 

2 Photocopy/printed black and white copy of A4-

size page 

R2.00 per page or part thereof. 

3 Printed copy of A4-size page  R2.00 per page or part thereof. 

4 For a copy in a computer-readable form on: 

Flash drive (to be provided by requester) R40 

Compact disc if provided by requester R40 

Compact disc if provided to the requester R60 

5 For a transcription of visual images per A4-size 

page 

Service to be outsourced. Will 

depend on quotation from 

Service provider. 

6 Copy of visual images Service to be outsourced. Will 

depend on quotation from 

Service provider. 

7 Transcription of an audio record, per A4-size 

page 

R24.00 

mailto:PAIAComplaints@inforegulator.org.za
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Sr. No. Description Amount 

8 Copy of an audio record on:  

Flash drive (to be provided by requester) R40 

Compact disc if provided by requester R40 

Compact disc if provided to the requester R60 

9 To search for and prepare the record for 

disclosure for each hour or part of an hour, 

excluding the first hour, reasonably required for 

such search and preparation 

R145.00  

To not exceed a total cost of R435.00 

10 Deposit: If search exceeds 6 hours One third of amount per request 

calculated in terms of items 2 to 

8. 

11 Postage, e-mail, or any other electronic transfer Actual expense, if any. 

14.2 Fees and their structure may change periodically. For the most up-to-date 

information, visit the Info Regulator’s website: https://inforegulator.org.za/information-

regulator-paia-manuals/.  

14.3 The Information Officer and/or Deputy Information Officer may on their discretion 

withhold a record until the personal or other requester has paid the required fees. 

15. Decision 

15.1 Capitec will review and respond to a request within 30 days of receiving and 

successfully validating it. 

15.2 If necessary, this decision period can be extended by an additional 30 days, 

especially if there is a large amount of information or if records need to be found at 

another office. In such cases, Capitec will notify the personal or other requester in 

writing, providing reasons for any extension or decision. 

16. Availability of the Manual 

16.1 Copies of this Manual, including its translations, and Addendum are available on: 

16.1.1 Capitec’s website via: https://www.capitecbank.co.za/privacy-centre/promotion-of-

access-to-information/. 

16.1.2 All Head Offices of Capitec for public inspection during normal business hours. 

  

https://inforegulator.org.za/information-regulator-paia-manuals/
https://inforegulator.org.za/information-regulator-paia-manuals/
https://www.capitecbank.co.za/privacy-centre/promotion-of-access-to-information/
https://www.capitecbank.co.za/privacy-centre/promotion-of-access-to-information/
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17. Appendix A: Form 02: Request for Access to Record 

[Regulation 7] 
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18. Appendix B: Form 05: Complaint Form [Regulation 

10] 
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