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1. INTRODUCTION

At Blokstay (Pty) Ltd, registration number 2023/882769/07, trading as Fluent ("Fluent", "we", "us" or "our”),
we understand the importance of transparency and the constitutional right of access to information. We
will use reasonable efforts to ensure that any person who requires access to a record in order to exercise
or protect a right has access to the PAIA Guide prepared by the Regulator and assistance from us with
the request process.

Fluent takes reasonable steps to protect the records it holds against unlawful access and to process
personal information in accordance with applicable South African law. We have prepared this PAIA
manual in accordance with section 51 of PAIA to assist persons seeking access to records held by us
under PAIA.

2. DEFINITIONS AND INTERPRETATION

In this PAIA Manual, unless the context indicates otherwise, the following words and expressions have
the meanings assigned to them, and cognate expressions have corresponding meanings:

2.1.  "DIO" means the Deputy Information Officer;
2.2.  "lIO" means Information Officer;
2.3.  "PAIA" means the Promotion of Access to Information Act, 2 of 2000, as amended;
2.4. "POPIA" means the Protection of Personal Information Act, 4 of 2013, as amended;
2.5. "Regulator" means the Information Regulator established in terms of section 39 of POPIA;
2.6. "Regulations" means the regulations published in terms of section 92 of PAIA; and
2.7. "South Africa" means the Republic of South Africa.
3. PURPOSE OF PAIA MANUAL

The purpose of this PAIA manual is to assist anyone to:

3.1

3.2.

3.3.
3.4.

3.5.

3.6.

3.7.

3.8.
3.9.

review the categories of records we hold which are available without having to submit a formal
PAIA request;

understand how to make a request for access to a record of ours, by providing a description of
the subjects on which we hold records and the categories of records held under each subject;

review the types of records which are available in accordance with any other legislation;

access all the relevant contact details of the Company’s 10, who will assist with the records
anyone intends to access;

understand how to access the guide on how to use PAIA, as updated by the Regulator;

understand whether we will process personal information, the purposes for which we process
personal information and the description of the categories of data subjects and of the information
or categories of information relating thereto;

distinguish the categories of data subjects and of the information or categories of information
relating thereto;

identify the third parties to whom personal information may be supplied by us;

identify if we have planned to transfer or process personal information outside of South Africa
and the parties to whom the personal information may be transferred; and



3.10.

understand the appropriate security measures we employ to ensure the confidentiality, integrity,
and availability of the personal information we process.

GUIDE ON HOW TO USE PAIA AND HOW TO OBTAIN ACCESS TO THE GUIDE

41.

4.2.

4.3.

4.4.

4.5.

The Regulator has, in terms of section 10(1) of PAIA, updated and made available the revised
Guide on how to use PAIA (“PAIA Guide”), in an easily comprehensible form and manner, as
may reasonably be required by a person who wishes to exercise any right contemplated in PAIA
and POPIA.

The Regulator has made the PAIA Guide available in each of the official languages of South
Africa and in braille.

The PAIA Guide contains the following:

4.3.1.
4.3.2.

4.3.3.

4.34.
4.3.5.
4.3.6.

43.7.

4.3.8.

4.3.9.

4.3.10.

The objects of PAIA as well as POPIA;

How to access the postal address, telephone number and email address of every
registered 10 and/or DIO (for both public and private bodies);

The manner and form of request for:

4.3.3.1. access to a record of a public body contemplated in section 11 of PAIA; and
4.3.3.2. access to a record of a private body contemplated in section 50 of PAIA.
the assistance available from the 10 of a body in terms of PAIA and POPIA,;

the assistance available from the Regulator in terms of PAIA and POPIA;

all remedies in law available regarding an act or failure to act in respect of a right or duty
conferred or imposed by PAIA and POPIA, including the manner of lodging —

4.3.6.1. an internal appeal;
4.3.6.2. acomplaint to the Regulator; and

4.3.6.3. an application with a court against a decision by the 10 of a public body, a
decision on internal appeal or a decision by the Regulator or a decision of the
head of a private body;

the provisions of sections 14 and 51 of PAIA requiring a public body and private body,
respectively, to compile a manual, and how to obtain access to a manual;

the provisions of sections 15 and 52 of PAIA providing for the voluntary disclosure of
categories of records by a public body and private body, respectively;

the notices issued in terms of sections 22 and 54 of PAIA regarding fees to be paid in
relation to requests for access; and

the Regulations.

Anyone can inspect or make copies of the PAIA Guide from the office of the Regulator, during
normal working hours.

The PAIA Guide can also be obtained -

4.5.1.

upon request to the Company’s 10; or

4.5.2. from the website of the Regulator ( ).


https://www.justice.gov.za/inforeg/

4.6. A copy of the PAIA Guide is also available in the following two official languages, for public
inspection during normal office hours -
4.6.1. English; and
4.6.2. Afrikaans.
5. CONTACT DETAILS FOR ACCESS TO INFORMATION
5.1. INFORMATION OFFICER
Name: Bradley Wilson
Telephone: 0746770449
Email: legal@fluentliving.com
5.2. GENERAL CONTACT:
Email: legal@fluentliving.com

5.3. ADDRESS
Physical Address: 142 Main Road, Sea Point, Cape Town, South Africa
Postal Address: same as above.

Website: https://fluentliving.com/
6. PROCEDURE TO REQUEST ACCESS TO INFORMATION

6.1.  Arequest for access to a record held by the Company must be made on a form that corresponds
substantially to Form 2 of the Regulations, together with proof of payment of the prescribed fee,
and submitted to the Company’s IO at the contact details set out above.

6.2. When completing Form 2 or a form substantially similar, a requester must provide clear and
accurate information and clearly state the right which the requestor seeks to exercise or protect,
the record which they are seeking to access and an explanation as to how such record will assist
them to exercise or protect their rights.

6.3. The Company has 30 (thirty) days within which to respond to any request received. Once a
decision has been made, the IO will inform a requester of their decision whether to grant or refuse
a request and any fees payable on a form that corresponds substantially to that of Form 3 of the
Regulations.

6.4. The Company may refuse a request for access to a record on any of the grounds listed in Chapter
4 of PAIA (which are listed in the PAIA Guide).

6.5. A requestor is required to pay the request fee before a request will be processed. The request
fee is listed in Annexure B to the Regulations. The current request fee payable is R140.00 (one
hundred and forty Rand) per request.

6.6. The request fee must be paid into the Company’s nominated bank account, which details are
available from our IO on request.

6.7. Where a request relates to personal information processed by Fluent on behalf of an individual

property owner, body corporate, online travel agent or other responsible party, the requester
should generally direct the request to that responsible party. If such a request is sent to Fluent,
Fluent will, where appropriate and subject to applicable law, redirect the requester to the relevant


https://fluentliving.com/

responsible party or handle the request in coordination with it rather than refusing the request
solely because Fluent acts as an Operator.

7. REMEDIES
7.1.  If arequestor is unhappy with a decision made, they may submit a complaint to the Regulator.

7.2. A complaint to the Regulator must be made on a form which corresponds substantially to that of
Form 5 of the Regulations. A complaint to the Regulator must be lodged within 180 (one hundred
and eighty) days of receipt of the decision from the Company.

7.3. The complaint will then follow the dispute resolution process described in the Regulations as well
as the PAIA Guide.

8. RECORDS WHICH ARE AVAILABLE WITHOUT REQUEST
The following records are made freely available by the Company and do not require any request to
access:
Category of records Types of the Record Where Available
Company Policies Terms and Conditions of On Website
Use
Company Policies Cancellation Policy On Website
Company Policies Lost and Found Policy On Website
Company Policies Privacy Policy On Website
Company Policies PAIA Manual On Website
9. RECORDS WHICH ARE AVAILABLE IN ACCORDANCE WITH OTHER LEGISLATION

The following records are freely available to the public in accordance with legislation:

Category of Records Applicable Legislation

PAIA Manual Promotion of Access to Information Act 2 of 2000

Memorandum of Companies Act 71 of 2008

Incorporation

Privacy Policy Protection of Personal Information Act 4 of 2013
10. SUBJECTS AND CATEGORIES OF RECORDS HELD

The Company holds records on the following subjects:

Subject of Records Categories of Records




11.

Company Secretarial

Memorandums of incorporation, resolutions, director registrations,
minutes of meetings, shareholder registers

Finance

Banking/bank account records, quotes and invoices, accounting
records, financial statements and reports, invoices

Intellectual Property

Trademarks, copyright, knowhow, and contractual agreements

Tax

Income tax records, contractual agreements, tax dispute records

Information Technology

Software licences; information-technology systems and technical
documentation;  accommodation-management,  booking  and
operational records; data-protection, retention, security, access-
control and audit records; incident-management records; records
relating to technology, hosting, communications, payment, marketing,
analytics and other service providers; and records relating to cross-
border processing and data transfers.

Suppliers, Sub-
operators and Vendors

Supplier, service-provider and operator contractual, due-diligence,
performance and compliance records, including applicable processing
arrangements.

Client and Platform

Operations

Property-owner, Body Corporate, corporate-client and supplier
contracts, onboarding and account records; guest, visitor, user and
staff records; booking, stay, payment, receipt, refund and
reconciliation records; registration, identity-verification and marketing-
preference records; service, support and correspondence records;
accommodation-operations records; website, booking, marketing and
analytics records; and audit and operational records, in each case
processed on behalf of the relevant responsible party where
applicable.

11.1.

11.1.1. Fluent processes personal information as a Responsible Party in connection with its
accommodation booking platform and related business activities. This includes
information relating to guests, prospective guests, website visitors, property owners,
Body Corporates, corporate clients, authorised users, employees, applicants, suppliers,
service providers and persons who contact Fluent. Fluent processes this information
where permitted by applicable law and on an appropriate lawful basis, including consent,
performance of a contract, legitimate interests or compliance with a legal or regulatory

PROCESSING OF PERSONAL INFORMATION

Purpose of Processing

obligation. Further details are set out in Fluent's Privacy Policy.

11.1.2. Fluent processes personal information in the following circumstances:




11.1.2.1.

11.1.2.2.

11.1.2.3.

11.1.2.4.

11.1.2.5.

11.1.2.6.

11.1.2.7.

11.1.2.8.

to provide, administer, maintain and support our accommodation, booking,
guest-communication, property, operational, marketing and reporting services,
including booking and stay administration, registration and verification, account
management, payment confirmation, billing, reconciliation, customer support,
staff administration and recordkeeping;

to communicate with guests, prospective guests, property owners, corporate
clients, users and service providers; respond to enquiries and support
requests; manage relationships; and send booking, stay, service and
administrative communications;

to administer and protect the Company, its platform and services, including
troubleshooting, monitoring, data analysis, testing, maintenance, support,
reporting and hosting, and to disclose information to authorised recipients
where necessary to provide services or comply with applicable law;

to comply with legal, regulatory, recordkeeping, risk-management, fraud-
prevention and compliance obligations, including disclosures to competent
government authorities where required or permitted by law;

to use aggregated or irreversibly anonymised information to improve our
services, accommodation operations, booking experience, customer
relationships and reporting;

to use identifiable personal information to operate, maintain and improve our
services only where permitted by applicable law and on an appropriate lawful
basis;

to use appropriately controlled technology tools to assist with customer
support, translation, content preparation, internal administration and service
improvement where permitted by applicable law and subject to appropriate
safeguards; and

to conduct direct marketing only where permitted by applicable law, including
by recording and respecting marketing-consent and opt-out preferences.

11.2. Data Subjects and Information Processed

As a Responsible Party, we process the following information from the following list of data

subjects:

Data Subjects

Personal Information that may be processed

Guests, prospective
guests, website
visitors, persons
who contact Fluent
by WhatsApp, chat
or email (whether or
not they book) and
authorised users

Identity and contact data; booking, stay and account data; payment and
transaction data, excluding payment-card numbers; registration and
verification data; identity-document and selfie images captured during
registration; vehicle and parking details; photographs taken in units
during housekeeping and inspections; correspondence data; technical
and usage data; security and access data; marketing data, including
consent, preference and opt-out records.




Property owners,
body corporates,
corporate clients,
suppliers and
service providers,
referral partners and
guest-perk partners

Company and contact-person information, including name, registration
number, VAT information, registered address, telephone number and
email address; property, unit and contractual information;
correspondence and support records; and information obtained from
contracts, including confidential, banking and tax information.

Employees /
Possible Employees
/ Partners

Full name, identity documentation, address, contact information,
educational qualifications (including curriculum vitae), employment,
payroll, banking and tax information, and other information required for
recruitment, employment administration and compliance with applicable
law.

Company information such as name, registration number, VAT

Independent information, registered address, and/or personal information such as full
Contractors / Sub- name, address, identity number, contact information, and information
Contractors obtained from contractual agreements such as confidential information,
banking information and/or tax information.
11.3. Third Party Recipients to Whom We Share Personal Information

In accordance with our operational requirements, we share personal information with the
following third parties:

Category of personal information |Recipients or Categories of Recipients to whom

the personal information may be supplied

- Internal recipients, including Fluent’s
directors, employees and authorised
personnel with a legitimate need to know,
and Fluent's affiliates and related entities (if
any), where permitted by applicable law;

- Authorised service providers that support
accommodation  operations,  business
administration, payments, communications,
technology, storage, security, verification,
marketing, analytics and related services,
subject to applicable contractual and legal
safeguards;

- Property owners, Body Corporates,
corporate clients, online booking channels
and distribution partners, referral partners,
advertising platforms  (for marketing
audiences, where permitted by applicable
law) and other authorised recipients with a
legitimate need to know in connection with
the relevant services; competent

Identity, contact, booking, stay,
registration, verification, payment and
transaction record, contractual,
technical, usage, marketing,
correspondence and employment-
related data.




authorities, regulators and law-enforcement
agencies where required or permitted by
law; and parties involved in a corporate
transaction, subject to applicable law and
appropriate safeguards;

- National governments and/or their
respective authorities pursuant to our
adherence with legislative requirements
(such as the South African Revenue
Service).

11.4. International Transfers

11.4.1. Fluent may transfer, store, host, access or otherwise process personal information
outside South Africa for the purpose of -

11.4.1.1.  providing, hosting, maintaining and supporting Fluent's accommodation-
management, booking, guest-communication, marketing, reporting and
related business operations;

11.4.1.2. using approved service providers for accommodation operations, booking
and distribution, technology, storage, payment processing, accounting,
communications, marketing, analytics, support, verification and business
administration;

11.4.1.3. cloud storage and authorised remote access, including processing by service
providers located outside South Africa where necessary to provide the
services, subject to applicable data-processing agreements and other
safeguards; or

11.4.1.4. to engage with regulatory bodies.

11.4.2. Whenever Fluent transfers personal information outside South Africa, it will take the steps
required by POPIA to ensure that the recipient is subject to laws, binding agreements or
other safeguards that provide an adequate level of protection for that personal
information.

11.5. Data Security

To prevent personal information from being accidentally lost, used, accessed, altered or
disclosed without authorisation, Fluent implements reasonable technical and organisational
measures appropriate to the nature of the information and the risks involved. Access to personal
information is limited to authorised persons who require it for legitimate business purposes.

Retention and deletion are managed in accordance with Fluent’s internal retention requirements.
Personal information is retained only for as long as necessary for the relevant purpose or as
required or permitted by applicable law, contract, dispute, complaint, investigation, audit or legal
hold. Where retention is no longer justified, information is deleted, destroyed or de-identified as
appropriate.

12. AVAILABILITY OF PAIA MANUAL

12.1.  Physical inspection of this manual can be arranged by appointment through the Information
Officer. A copy of this PAIA Manual is also available -



12.1.1. on our website, at https://fluentliving.com/;

12.1.2. to any person upon request and upon the payment of a reasonable prescribed fee; and
12.1.3. to the Information Regulator upon request.

12.2.  The fee for a copy of this PAIA Manual, as contemplated in Annexure B of the Regulations, shall
be payable per each A4-size photocopy made.

13. UPDATE TO THIS PAIA MANUAL

13.1.  This PAIA Manual will be reviewed by the Company’s 10 at least annually and updated as
necessary to reflect material changes in the Company's records, processing activities, contact
details or applicable law.

13.2.  This PAIA Manual was last updated on 25 September 2026.

Thank you for your interest and if you have any questions, please direct them to the 10.

Information Officer


https://fluentliving.com/
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