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1. DEFINITIONS

1.1

1.2.

1.3.

1.4.

1.5.

1.6.

1.7.

1.8.

“Act or PAIA” means the Promotion of Access to Information Act No. 2 of 2000 (as

amended);
“Data Subject” has the meaning ascribed to it in section 1 of POPIA;
“PAIA Regulations” means the regulations promulgated under PAIA;

“Personnel” means any permanent, temporary and part-time staff, contract workers,

directors or officers of Root.

“Personal Information” has the meaning ascribed to it in section 1 of POPIA;

“POPIA” means the Protection of Personal Information Act No. 4 of 2014 (as amended);
“Private Bodies” has the meaning ascribed to it in section 1 of PAIA; and

“Root” means Root Software Proprietary Limited; incorporated and registered in the
Republic of South Africa with registration number 2017/025689/07.

2. BACKGROUND TO THE PROMOTION OF ACCESS TO INFORMATION ACT

2.1.

2.2.

PAIA was enacted on 3 February 2000, giving effect to the constitutional right in terms
section 32 of the Bill of Rights contained in the Constitution of the Republic of South
Africa 108 of 1996 (the Constitution) of access to any information held by the state and
any information that is held by another person and that is required for the exercise or

protection of any rights.

In terms of section 51 of the Act, all Private Bodies are required to compile an
information manual, which details the procedural issues attached to a request for
information, the prescribed rates, the requirements which such request must meet as
well as the grounds for refusal or partial refusal of such request. Please refer to the

sections below for more information (“PAIA Manual”).

3. PURPOSE OF PAIAMANUAL

3.1

This PAIA Manual is intended to:

3.1.1. ensure that Root complies with the provisions of the Act; and
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3.1.2. foster a culture of transparency and accountability within Root by giving effect
to the right to information that is required for the exercise or protection of any

right.
3.2. The purposes of this PAIA Manual are:
3.2.1. toprovide a list of the available records of Root;

3.2.2. to set out the requirements with regard to who may request information in

terms of PAIA, as well as the grounds on which a request may be denied; and

3.2.3. to define the manner and form in which a request for information must be
submitted and to detail all fees applicable in respect of such information

request.

4. INFORMATION REQUIRED IN TERMS OF SECTION 51(a) OF PAIA

4.1. Headof Root: Charlotte Koep (CEO)

4.2.  Email of Head of Root: charlotte@root.co.za

4.3. Street Address of Root: Great Westerford, 240 Main Road, Rondebosch, Cape
Town, 7700

4.4. Postal Address of Root: Same as above

5. DETAILS OF INFORMATION OFFICERS OF ROOT

5.1. Information Officer Name: Charlotte Koep

Email: |egal@rootplatform.com /

charlotte@root.co.za

5.2.  Deputy Information Officer Name: Jared Lesar

Email: legal@rootplatform.com /jared@root.co.za

6. DESCRIPTION OF GUIDE REFERRED TO IN SECTION 10: SECTION 51(1)(B)

An official guide has been compiled which contains information to assist a person wishing to
exercise a right of access to information in terms of PAIA and POPIA. This guide is made

available by the Information Regulator (established in terms of POPIA). Copies of the updated
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guide are available from the Information Regulator free of charge. Any request for public
inspection of the guide at the office of the Information Regulator or a request for a copy of the
Guide from the Information Regulator must substantially correspond with Form 1 of Annexure
A to Government Notice No. R.757 dated 27 August 2021 promulgated under the PAIA

Regulations. Their contact details are as follows:
Attention: The Information Regulator (South Africa)

Postal Address: JD House, 27 Stiemens Johannesburg, 2001

Email: inforeg@justice.gov.za
Website : https://inforegulator.org.za/

Any person, may request a copy of the Guide, or any part thereof, from the Information

Regulator.

7. ENTRY POINT FOR REQUESTS

7.1. PAIA provides that a person may only make a request for information if the information

is required for the exercise or protection of a legitimate right.

7.2. Information will therefore not be furnished unless a person provides sufficient
particulars to enable Root to identify the right that the requester is seeking to protect
as well as an explanation as to why the requested information is required for the

exercise or protection of that right.

7.3. The requester is required to comply with the procedural requirements in terms of the

Act pertaining to a request for access.

7.4. The exercise of an individual’s rights is subject to justifiable limitations, including the
reasonable protection of privacy, commercial confidentiality and effective, efficient and
good governance. PAIA and the request procedure contained in this PAIA Manual may
not be used for access to a record for criminal or civil proceedings, nor should

information be requested after the commencement of such proceedings.

Disclaimer: The contents of this document should only be used for and by Root Software Proprietary Limited (Root) and may not be distributed

unlawfully. Older versions are not deemed official. Only the latest version is acceptable.

Last Updated: 06/11/2026


mailto:inforeg@justice.gov.za
https://inforegulator.org.za/

8. AUTOMATICALLY AVAILABLE INFORMATION IN TERMS OF SECTION 52(2) OF

PAIA

8.1. Information that is obtainable via the Root website about Root is automatically

available and need not be formally requested in terms of this PAIA Manual.

8.2. The following categories of records are automatically available for inspection, purchase

or photocopying (unless any of them have confidential information in which case please

refer to the grounds of refusal of access to a record in paragraph 12.5 below):

8.2.1.

8.2.2.

8.2.3.

8.2.4.

8.2.5.

8.2.6.

brochures;

press releases;
publication;

User guides;

APl documentation; and

various other marketing and promotional material.

9.  SUBJECTS AND CATEGORIES OF RECORDS HELD BY ROOT: SECTION 51(1)(E)

9.1. In terms of POPIA, Personal Information must be processed for a specified purpose.

The purpose for which data is processed by Root will depend on the nature of the data

and the particular Data Subject. This purpose is ordinarily disclosed, explicitly or

implicitly, at the time the data is collected.

9.2. Ingeneral, Root collects and processes Personal Information:

9.2.1.

9.2.2.

9.2.3.

9.24.

9.2.5.

To meet our responsibilities to our customers;

To meet our responsibilities to Personnel;

To meet our contractual responsibilities to third-party service providers;
To inform customers of products and services;

To comply with all legal and regulatory requirements;
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9.2.6. To protect and pursue the legitimate interests of Root or third parties to whom

Personal Information is provided; and

9.2.7. For any further purposes related to the above.

9.3. Please also refer to Root’s Privacy Policy at https://rootplatform.com/privacy for

further information.

9.4. Categories of Data Subjects and Personal Information collected by Root and the

purpose of processing such Personal Information:

Data Subjects and Category of Personal

Information

Reasons for processing

Employees, Contractors, Prospective
Employees or Contractors

e Name and contact details

e |dentity number and identity
documents including passports

e Employment history and
references

e Employee number

e Banking and financial details

e Details of payments to third
parties (deductions from salary)

e Employment or contracting
contracts

e Employment equity plans

e Medical aid records

e Pension fund records

e Remuneration/salary records

e Performance appraisals

e Disciplinary records

e Leaverecords

e Training records

e Qualifications

e Verification of applicant
employees’ information during
recruitment process

e General matters relating to

Personnel:
o Medical aid
o Payroll

o General HR purposes

o Disciplinary action

o Training & performance
management

o Anyother reasonably
required purpose
relating to the
employment,
contracting or possible
employment or

contracting relationship.
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e Parental status

e Medical records

e Marital status

e Disability status

e Criminal records

e Other special personal

information

Clients
e Name and contact details
e I|dentity and/or company
information and directors’
information

e Financial information

Performing duties in terms of
any agreement with clients
Complying with Root’s
regulatory and other obligations
Any other reasonably required
purpose relating to the business

of Root

Personnel of clients

e Name and contact details

Storing and processing login
credentials on the Root platform
Performing duties in terms of
any agreement with clients

Any other reasonably required
purpose relating to the business

of Root

Policyholders of clients, and their
beneficiaries
e Personal Information of
policyholders of clients
(including special personal
information of policyholders and
their beneficiaries) as

determined by clients

Performing duties in terms of
any agreement with clients
Complying with Root’s
regulatory and other obligations
Any other reasonably required
purpose relating to the business
of Root

Communicating with
policyholders for the purposes of
providing Root’s services to

clients
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Vendors /suppliers /other businesses e Verifying information and

e Name and contact details performing checks

e |dentity and/or company o Purposesrelating to the
information and directors’ agreement or business
information relationship or possible

e Financial information agreement or business

relationships between the
parties

e Payment of invoices

e Complying with Root’s
regulatory and other obligations

e Anyotherreasonably required
purpose relating to the business

of Root

9.5. The recipients or categories of recipients to whom the Personal Information may be

supplied:
9.5.1. Any legal or juristic person with an appropriate legal basis;
9.5.2. Third-party service providers;

9.5.3. Regulatory and governmental authorities or ombudsmen, or other authorities,

including tax authorities, where Root has a duty to share information;
9.5.4. Companies within the Root group; and
9.5.5. Root Personnel.
9.6.  Planned trans-border flows of Personal Information

Root may send personal information to third party service providers outside of the
Republic of South Africa for the purposes of storing information on cloud-based
systems and/or fulfilling business functions relevant to providing products and services
to Root’s clients. Root will not send your information to a country that does not have
data protection legislation similar to that of the Republic of South Africa, or otherwise

in accordance with the POPIA.
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9.7.

General description of information security measures to be implemented by Root

9.7.1.

9.7.2.

Root takes extensive information security measures to ensure the security,
confidentiality, integrity and availability of Personal Information in our
possession. This is supported by appropriate technical and organisational
measures designed to ensure that personal data remains confidential and
secure against unauthorised or unlawful processing and against accidental loss,

destruction or damage.

Information security at Root is achieved by implementing a suitable set of
responsibilities, controls, processes and systems to ensure that Root’s
information security objectives relating to confidentiality, integrity and
availability are met, including but not limited to documented information
security policies and practices made available to all Root Personnel, logical and
physical access control measures, incident response procedures and business

continuity and disaster recovery procedures.

10. INFORMATION AVAILABLE IN TERMS OF OTHER LEGISLATION: SECTION 51(1)(D)

10.1.

10.2.

10.3.

10.4.

Companies Act 71 of 2008;

POPIA;

PAIA; and

Such other legislation as applicable from time to time.

11. CATEGORIES OF RECORD AVAILABLE UPON REQUEST

11.1.

11.2.

Root maintains records on the categories and subject matters listed below. Please note

that recording a category or subject matter in this PAIA Manual does not imply that a

request for access to such records would be honoured. All requests for access will be

evaluated on a case by case basis in accordance with the provisions of PAIA.

Please note further that many of the records held by Root are those of third parties,

such as clients and employees, and Root takes the protection of third party confidential

information very seriously. In particular, where Root provides certain services to clients,

many of the records held are confidential and others are the property of the client and

not of Root. For further information on the grounds of refusal of access to a record
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please see paragraph 12.5 below. Requests for access to these records will be

considered very carefully. Please ensure that requests for such records are carefully

motivated.

Category of records

Records

Internal records
The records listed pertain to Root’s own

affairs

e All records kept in terms of the
company laws of South Africa

e Internal policies and procedures

e Financial records and reports

e Operational records

e Intellectual property

Personnel records

e Any personal records provided
to us by our Personnel

e Conditions of employment and
other Personnel-related
contractual and legal records;

e Internal evaluation and
disciplinary records

e Other internal records and

correspondence

Client-related records

e Contracts with the client and
between the client and other

persons

Other records

e Any records a third party has
provided to us about any of their
personnel

e Information relating to Root’s
products and services

e All records kept in terms of
legislation applicable to any of
Root’s products and services;

and
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e Research information belonging
to Root carried out on behalf of a

third party

12. REQUEST PROCEDURE

12.1. Completion of the prescribed form

12.1.1

12.1.2.

12.1.3.

12.1.4.

12.1.5.

12.1.6.

Any request for access to a record in terms of PAIA must substantially
correspond with Form 2 of Annexure A to Government Notice No. R.757 dated
27 August 2021 promulgated under the PAIA Regulations and should be

specific in terms of the record requested.

A request for access to information which does not comply with the formalities

as prescribed by PAIA will be returned to you.

POPIA provides that a Data Subject may, upon proof of identity, request Root
to confirm, free of charge, all the information it holds about the Data Subject
and may request access to such information, including information about the

identity of third parties who have or have had access to such information.

POPIA also provides that where the Data Subject is required to pay a fee for
services provided to him/her, Root must (and will) provide the Data Subject
with a written estimate of the payable amount before providing the service and

may require that the Data Subject pays a deposit for all or part of the fee.

Grounds for refusal of the Data Subject’s request are set out in PAIA and are

discussed below.

POPIA provides that a Data Subject may object, at any time, to the processing
of Personal Information by Root, on reasonable grounds relating to his/her
particular situation, unless legislation provides for such processing. The Data
Subject must complete the prescribed form and submit it to Root’s Information
Officer at the postal or physical address, or electronic mail address set out

above.

12.1.7. A Data Subject may also request Root to correct or delete Personal

Information about the Data Subject in its possession or under its control that is
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inaccurate, irrelevant, excessive, out of date, incomplete, misleading or
obtained unlawfully; or destroy or delete a record of Personal Information
about the Data Subject that Root is no longer authorised to retain records in

terms of POPIA's retention and restriction of records provisions.

12.1.8. A Data Subject that wishes to request a correction or deletion of Personal
Information or the destruction or deletion of a record of Personal Information
must submit a request to Root’s Information Officer at the postal or physical

address, or electronic mail address set out above in the prescribed form.

12.2. Proof of identity

Proof of identity is required to authenticate the identity of the requester. The requester
will, in addition to completing the prescribed form, be required to submit acceptable
proof of identity such as a certified copy of their identity document or other legal forms

of identity.

12.3. Payment of the prescribed fee

12.3.1. There are two categories of fees which are payable:
12.3.1.1. The request fee: R140.00

12.3.1.2. The access fee: This is calculated by taking into account reproduction

costs, search and preparation costs, as well as postal costs.

12.3.2. Section 54 of PAIA entitles Root to levy a charge or to request a fee to enable it
to recover the cost of processing a request and providing access to records. The
fees that may be charged are set out in Annexure B of Government Notice No.

R.757 dated 27 August 2021 promulgated under the PAIA Regulations.

12.3.3. When a decision to grant a request has been taken, the record will not be

disclosed until the necessary fees have been paid in full.

12.4. Timelines for consideration of a request for access

12.4.1. Requests will be processed within 30 (thirty) days, unless the request contains
considerations that are of such a nature that an extension of the time limit is

needed.
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12.4.2. The Information Officer or Deputy Information Officer will inform the

requester of the decision, and the fees payable (if applicable) on a form that

corresponds substantially with Form 3 of Annexure A to Government Notice
No. R.757 dated 27 August 2021 promulgated under the PAIA Regulations.

12.4.3. Should an extension be required, you will be notified, together with reasons

explaining why the extension is necessary.

12.5. Grounds for refusal of access and protection of information

12.5.1. There are various grounds upon which a request for access to a record may be

refused. These grounds include:

12.5.1.1.

12.5.1.2.

12.5.1.3.

12.5.1.4.

12.5.1.5.

12.5.1.6.

12.5.1.7.

the protection of Personal Information of a third person from

unreasonable disclosure;

the protection of commercial information of a third party (for example:
trade secrets; financial, commercial, scientific or technical information

that may harm the commercial or financial interests of a third party);

if disclosure would result in the breach of a duty of confidence owed to

a third party;

if disclosure would jeopardise the safety of an individual or prejudice

or impair certain property rights of a third person;

if the record was produced during legal proceedings, unless that legal

privilege has been waived;

if the record contains trade secrets, commercial, financial or sensitive
information or any information that would put Root at a disadvantage

in negotiations or prejudice it in commercial competition; and/or

if the record contains information about research being carried out or

about to be carried out on behalf of a third party or by Root.

12.5.2. Section 70 of PAIA contains an overriding provision. Disclosure of a record is

compulsory if it would reveal (i) a substantial contravention of, or failure to

comply with the law; or (ii) there is an imminent and serious public safety or
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environmental risk; and (iii) the public interest in the disclosure of the record in

question clearly outweighs the harm contemplated by its disclosure.

12.5.3. If the request for access to information affects a third party, then such third
party must first be informed within 21 (twenty one) days of receipt of the
request. The third party would then have a further 21 (twenty one) days to
make representations and/or submissions regarding the granting of access to

the record.

12.5.4. If all reasonable steps have been taken to find a record, and such a record
cannot be found or if the records do not exist, then the Information Officer or
Deputy Information Officer will notify the requester, by way of an affidavit or

affirmation, that it is not possible to give access to the requested record.
13. REMEDIES AVAILABLE TO A REQUESTER ON REFUSAL OF ACCESS

13.1. If the Information Officer or Deputy Information Officer decides to grant you access to
the particular record, such access must be granted within 30 (thirty) days of being

informed of the decision.

13.2. There is no internal appeal procedure that may be followed after a request to access
information has been refused. The decision made by the Information Officer or Deputy
Information Officer is final. In the event that you are not satisfied with the outcome of
the request, you are entitled to apply to a court of competent jurisdiction to take the

matter further.

13.3.  Where a third party is affected by the request for access and the Information Officer or
Deputy Information Officer has decided to grant you access to the record, the third
party has 30 (thirty) days in which to appeal the decision in a court of competent
jurisdiction. If no appeal has been lodged by the third party within 30 (thirty) days, you

must be granted access to the record.
14. AVAILABILITY OF THIS MANUAL

Copies of this Manual are available:

14.1.  For public inspection, during normal business hours, at the offices of Root (as set out

above);
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14.2. Onthe Root website;

14.3. To any person upon request and upon the payment of the fee as determined by the

Information Regulator; and

14.4. To the Information Regulator upon request.
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