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R S AR TS e e e RS fH A% ( International Network of Financial Services Ombudsman
Schemes, INFO Network ) | . ZIEEE - {25 50 (i& & (5 32 HEEK ) - F#k -
T RE B R R o K AT RE 2 B B PR < AR % BT RR BE S A A& ( INFO
Network ) - SR EEF F Bl {7 7 <5 Wl B 58 2 (E T P SR B B R e LR - I 349 < Rl
Bk T HIERE ) B PR AR B A

& BIEEAEREESEE DO (The Financial Ombudsman Institution,
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KEIE 2001 FHIE " SRIERATRE & o SRR 3EE N e 2 O
HeEA -~ £EMLAIREIZRE - Hil EEARA T HEEEREHZ 20N #
B2 gk B SRR E R M T — k&2 ( one-stop shopping ) |
MEE T Oeb  MRERE FERNEXSERSNBERNET  SEPEET
K+ AFEIE R EFNASEEE R ERNTH  MRESEENEFTLHER - R
il - EEEEmIO RS ERE - BUHSHIEER - 4% 20 T REREE L
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HE - RIBERIEE S REES 13 6R5E 5 HAEH 14 R 3 HEREL " SREE T
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2. iR R AR R -

3. BRI R ERHE R LA FEE -

4. W B IR e RE B SR B A AR S (F RSB R -

5. FHBH BRI FRRE R 2 B8~ 22 B R R B 2RI -

() Afakia

L ERHEFRZFREEH

2. R ER BT R E R B LS HER RS -

3. B RS S T AP RRARRA S -

4. RS M B AR R H R B P P e it B T R R R

FEfRRBIEERE -G OHE - " SREEFRTO J B8 2R 5
£ " AO ( Account Officer ) fill , - Sifafi. 2 " E&@H | - BIERABEESE - 5%
L R A SR EMERERRTORE - KEFORE RS PR RPUHE 1
FF - AREZEE SR REEEE P EATR  FREAEBERE - 9H
A~ HEANBRTRGEZER &G -

2 - BEF S RARFEEFEEIEAM (INFO Network ) f&

BOLA T e EEE RO Z RN E B B ] ( out-of-court complaint
scheme ) 148 .~ HERRE - FEBIIE LERCREI - KB & EER IZEEXSMHE
LETRRERE > FEREW R T & EhRk 5 FE 8 A B A ( Financial Ombudsman
Service Ltd., FOS ) 7 | » R @rint © £ ¥4 F F# .0 ( Financial Industry
Disputes Resolution Centre Ltd., FIDReC ) * | © b4} » KBS Rl E: TR BT
AH A B PR P A B AE A - M ERE B RS S HB Ei EEE
o B DIBEE] R PEARE - fEEE 24 @ BB ( European Economic
Area countries ) ~ 3t 56 @ EMEM K T SR ( Financial Dispute
Resolution Network, FIN-NET )’ | » B—2HER - f1EkA « EE% 31 #HREF®E
49 (E&r BRI R T BFE < Bl IR 75 57 58 B A5 4 #% ( International Network of
Financial Services Ombudsman Schemes, INFO Network ) | - T KIEBECERE % -

T a3 E T AR ARAS % W 3505 ( Financial Services and Markets Act, FSMA ) | Bf 5 3L
S Bk b n ( Monetary Authority of Singapore, MAS ) # 2005 % 8 A 31 Bz 3L -
? http://ec.europa.eu/internal_market/fin-net/index_en.htm

PERE-O—FOA+TBER



HEMA " SR FEREE A ( FIN-NET ) , - 2T SRUHE @O ) BERE
SRS - BRI DA B W < i A5 R A A REL % ( INFO Network ) - S 8 ] 42
o

R RUIR S AT R R AR ( INFO Network ) RRIZAA 2007 K » HiHfF B
ReBUTREIE HE Bl Fin B2 - ME R —BEESmM OB YE
RERBISEFITINARS B — T BIFEFE 77 E BB ( The International
Organization of Securities Commissions, IOSCO ) | - [t 5B 4 Bl AR 75 57 s R 1 ik
( INFO Network ) Wi ~"40 10SCO —fif » 3¢ —H B2 BEE R ERE - HAZHMA
FUAREEMFPRTRINRT > ZEMHBEEEEMPFRTR TR JEEH
M RZ B < il A 155 e T el b M HE HE PG -

5 <8 Rl AR 75 B A K R A B ( INFO Network ) HY & B B & Bl R R 17 2%
( Banking ) %% ( Investment ) ~ {£f@& ( Insurance ) ~ {§ ( Credit ) ~ B/ /575
( Financial advice ) Bk &/&FE 4512 ( Pensions/superannuation ) & 3 4815~ 3T
R IEMBBEBERARMFDIIN N e FREEES > WELERLR  7E%
gEE WM FFEE 28 - RSB EF e HEA -

— Mg H

XA AR TS R R ALK ( INFO Network ) (ZIE& B Ry 25 B2 & Rl R FS R ek
i - Hargr 8308 50 7 - o BIRDUT 32 (BB R .2 Sxpl Frakatakthl « mnstfenn

( Armenia ) ~ P K FlJ 85 ( Australia ) ~ B M F] ( Austria ) ~ {#H 2% F #
Botswana ) ~ f[1& K ( Canada ) -~ $# 75 H f1E& ( Czech Republic ) - & f
Chile ) ~ 428 ( Denmark ) - %5 {4 ( Finland ) -~ {#= & ( France ) - 7§
Greece ) ~ &5 Fl] ( Hungary ) ~ Z &R (Ireland ) ~ FJE (India ) ~ ERE
Isle of Man ) - 3% A F| ( Italy ) ~ 15 % 7 ( Kazakhstan ) - 17 f& %8
Lithuania ) ~ & 2K /5 55 ( Malaysia ) ~ #4755 ( New Zealand ) -~ i} &
Norway ) ~ ELE:HFIH ( Pakistan ) ~ FAE ( Peru ) ~ 3 EHIEANE ( Poland ) ~ T-H
Y M EEFEFIE ( Republic of Trinidad and Tobago ) ~ ZENNNEE ( Senegal ) ~
JE ( South Africa ) ~ PGP A ( Spain ) ~ ¥i £ ( Switzerland ) -~ 3 R & =¥
( Taiwan R.O.C. ) ~ T ( United Kingdom ) - 3[& ( United States ) - [fH0t3E7 0
Yo U e A H0 ( FIDReC ) | MARAIA -
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A0E TR EE S A R A AR ( 1OSCO™ ) | — % o BIFR R RS ST R A
% ( INFO Network ) fr T IE® & 2 fmdl 5N - R BN E S & ( Associate
status ) o FL<B RS SE A BB L2 FRhn AR AT © BE B AR B BN B AR AR TR - K
FEHEAMEEEEN FRTRE - 0] A B S 5 IR FF R & ( INFO
Network ) HHEER BT /E & & ( Associate status ) » W EHFAE/NNEEEE A GHE -
= a%BaiE

KB RAR TS TR B RS A AR ( INFO Network ) ZSE(EEEAIT -
( — ) RS E RS R TT B SFAT
( =) RIS R 400  ThHRERORTE 5
(=) ERFEMEIER ;
(P9 ) wEA TP AR E X
(H) Bl RFEE 2 EEHE
(7)) BRstm e S S Ep e -

KB RAR TS TR P RS A AR ( INFO Network ) JREU A BB E B2 (B - 1
EHRESTE - EU -
( — ) ®&#& ( Conferences )
( — ) T.YE¥5 ( Workshops )
( =) B3 » ZtEf1$5E ( Training, education and instruction )

(V9) Hifrskan » FMT&E R E 7B ( Consultation, technical information and

documentation )
( ) Ftd:[ERE O AYERER S92 ( Joint research on subjects of mutual interest )

(73) IREEEHE S ( Internships )

B ABEARS 10SCO 2 M B & A ( Affiliate Member ) &4 © & 8385 X § AT A R
3~ 10SCO #3 § x 5 Prdctn A R 3]~ # RE M Bk AERAEEE § P oAl X R X
NE EBRFRELH  BRBREAARMERHAGR T SHEREMATHRERELS
®HIFEE (RFE ) B2 G ERABRHIEARTARMER ) ARE T RBER
zmBEa -
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(&) 520 — {1 5 18 k< Pl R 75 R e 0 L2 00 AR e 7 TR 8 28 & AR A HR B T 5
( Providing a forum for information exchange and discussion on aspects of

Financial Services Ombudsman practices and procedures ) -
= @m%:52 ( Governance )

R <B Rl R 5 ST R S AR AR ( INFO Network ) Z5E(F BB HMERME
B R PRI T T AT AT S ) - I A S M o B RTEZ AR T ( chairman ) (f
" SRR TR A BERE (FOS ) | EEET# A ( Lead Ombudsman [ strategy ] ) Mr.
David Thomas #{f > MZXE SR EH ¥ 7 {if : Jennifer Preiss 22+ ( EgIE ) -~
Alison Maynard 7+ ( {8} ) - Francis Frizon 44 ( 1 ) - Larry Hattix 4¢4= ( 3£
) ~ Doug Melville 44 ( jiZ K ) - Susanne Nielsen ZZ+ ( 428 ) K Karen
Stevens 72 ( #HPERE » HHi ks INFO Network FhEE 2 TIFE ) -

LA

Rl IR S SR PR R AR ( INFO Network ) SR B &3k - IRIEREE
PR A A SRl R R B o e - IR R TR N B H R 1 2 E A GR
12 MM EFERS " INFO | » REFHIST BT - HIF & - BES
AR 75 TR B RS A A% ( INFO Network ) BfEfA 2007 fREEIEZALIT » MfEE H 2006 FH]
B —RIEY  HEFEZEGIRIRT ¢
( — ) INFO 2006 4% 8 H ; HINE £ VE 5 ( Gold Coast, Australia )

( — ) INFO 2007 &9 A : % {5k ( London, United Kingdom )
( = ) INFO 2008 4 10 [ : 2:B41% ( New York City, USA )
( P4 ) INFO 2009 4F 6 A : B E Mk ( Dublin, Ireland )
( 7 ) INFO 2010 &9 H : mJEBIE 2 ( Cape Town, South Africa )
( 75 ) INFO 2011 4£ 9 H : Jji& K E=EF%EE ( Vancouver, Canada )

KRESEFRIRE ML " SREEFET O ) K BEMRFIERE NS
T 5 e TR R o A R B < i IR TS R e M RS LA ( INFO Network ) ~ Wil R IEE & -
IR 2011 FE IR B2 N E F 9 HRINERIRSHEEE 2 T INFO 2011 |
g o M 2012 2 FEGHR 9O H 17 HE 19 HR PR EEAREIR#ETT -
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2 RBESHEZEFERH

AT e - B ERHE RN 101 5 1 5 2 HIEVEE - M5 fHH
Fe R Al R 5 A I P < R I 5 R PR B R A % ( INFO' Neetwork ) - G FIFR[FI 4 2
H 24 HHZAMEGCZEGHEZER - KR RIETS (5 32 (#HEI% % 50 (if
8) » BHRESREEMEE S REZIETYS » 1058 BEFE R &R a7
FEITICRR A © fETT B R B el TR N

=AM eRFRM A I EEES

I < A AR P Y e LA ( INFO Network ) (RER 2 H 8 2 BIFR S AT S e
VG HEREMEER BRI E PR ER O EE o Rk B R A H
B ZBRRTEER T - AR T R R B i A RS 2 E A B R AR
ANZEH - HEBEMHES ZRE  SRERNESSMFREE P E P
FRE R HRE A S - EhBE SRR R R A ( INFO

Network ) A HEGFHATHER" > WHE BTG H > FHRSMFHERE 2 HE
1t -

T B PR < Rl IR 55 R P e B S A ( INFO ' Network ) 514 2007 FEJERLIL » 1245 (&
3 g 0 AR H SRR AR ER S EREE AR o SRR T
David Thomas 3T H{ s {5 4R1T ( World Bank ) #8%55 {7 B &Rl RT G 2 2
" Resolving disputes between consumers and financial businesses: Key considerations
for a financial ombudsman (<l &2 =& B <5 il g 155 5 2 5 Ui e TR — <2 Rl SR L 2 B
# N2 ) | & " Resolving disputes between consumers and financial businesses:
Current arrangements in central and eastern Europe ( 4 @ljH & & Bl 4 Bl IR 75 3£ 2 i
R —rH B R RER B S BRATHIE ) o SRS RE 2 3 i A R S ATl 5 3
BERAZ Rfg - 38 R TR R < Bl A 5 A A < P B 278 e e I . B2 - AR
EskEIRE s < EHE > BIE RIS & & RHE T+ in g ok KT e 2 2
% °

David Thomas S— (s | S EIRLRIER 2 PRI | SR
ANZBRA#ERZE 5 - HEVIRAT -
(—) HEEE ONEREEEEA

TR ek (2011 ) “Lho B A RRIRA A A2k 2011 £47 0 HEH#RE -
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IRBREE e T2 ik - it A0 ~ AR SREE FinfR R HE - IR
RERIEEENE L - SREFE AN TIER 7 BE B — i AR R 8 RH 2 0 F i
i - AT R H B A RS A AR » S0 2 B i S P A B B N o 5 T e L B L TR
PeER - ARSI R AR - IR RELERE A RLZIE - 52 - RlEFE
AR B ) e iH B R A~ B Bh RIS S MR IR B B BLE B E B
PR AT = R iR 5 S R B TR H B AR IR R & -

(=) BN

B #TTZ B ( European Commission ) FYRFFEfEH - 7EBCER(E—(HEIZ - K
HEFHNHEE LR - ERAFF AR " SRR IMy S sl ( ADR ) | gE
BRI - TN BB AR - BRI T 2R B L IE R TTHENT IR E SN R 5+ Ui
e - B BB SRR A RS ( FIN-NET ) rlpEH BB E Rt - BURHD
MEEEEEEH  XHRE - ET8E  £5KE - Riath/r - RERGEET
5 <0 Bl IR 55 S 5 e 1L 0 5F A B ADR IR -

(=) VHEKAYERERFE AL ADR Z #8)5%

HEIPIENY ADR EReREFEA - —bila R —ESR (ARTERRE )
NFEEA - HEBRBRENA SRE S ZE et AT -
(PY) RN 3R A A

AR BB S I SRV TL T R AR AR - SELHB R FRES (&8
) YFEE  REASUEERE - WER AR AR IEATE SR AR A - 255
EEFFZRBRE - SIAE S HA MERT A SRR SER B — A5 BN R AR
& AT R BAR ~ P  DUREEIRRREF R EF -
(1) EHE RS AR A

NFPABASIRIBILERIAE R ZJF A - TRER R A8 LR A IEFHIHEE
fie - ELRESEAVEERRE WU T AR R ISE MR FORE IR o 2R AFEAH A
FIRHFF M - BE HREBRFE REFREE S L - EI5 12 - AR
B (f/)N ) BER - HINEE R NS — (88 DU IR A [R5 -
(7)) RN

ERLEF R AR H RS E R 2 e RIR S 2 - RSN E R TR - I
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JERRZIHE BB BT - 1WA - FEHHERITWAMES ZE FIRFEHEER
RSB EREAES — R e &E P IRaR i H 28 - R’ rRRE D AR AR EIE -

(&) ZhitEen ~ BEalE R 1k

HEESREE &SRR 7] =R A FF ARG - A & F At — & E 2K
RELFE - RIIIRENEW R A TEFE » SREFER A E A J A PR F e
HREFr » WEMEPIFFERITES | BEEIBR—DRE - BAEREIEE - I
S i B AR £ 51

5 David Thomas 25 {7 #%5 F " Resolving disputes between consumers and
financial businesses: Current arrangements in central and eastern Europe ( & @lHE &
B < Rl AR 5 2 2 T R R — TR B R BRI R 2 BT HIE ) o (RSP 11 (EFEUR
REE R BT 2 et AR e E A - 5 11 #2552 R I e
( Bulgaria ) ~ SR #E# P 00 ( Croatia ) ~ $# 78 ( Czech Republic ) -~ B W B rd
( Estonia ) ~ &5 Fl] ( Hungary ) ~ fiifit#trn ( Latvia ) ~ 17[&%@ ( Lithuania ) ~ 7
B ( Poland ) - % /& JE5E ( Romania ) -~ H % {X v ( Slovakia ) K H 3% #E JE iR
( Slovenia )  HH1 - FREdERFERISN » HER 10 BIZERRBECE G BB - FEHRE
™o REME » AiREEE 2 10 B ( CEE 10) Kot RAm epEE S E 0%
KRB SEME - B RS e e A A TR T A R B R R 1R
B RH B TR E - R —RECEB RIS INEE - AR 2EEEEE > G5
Bt 11 B R AR 2 R E B R RS S o A A ] P SR R B
TR g R < Rl B R

= I

6 G B H 2 SRR A LR SRS - BT R
SRR B AT O TR B S SR R R
EE R UL - % BSORHRE -

HESEGFIHE 2008 FEMSHF LB " SRIREFH# A (FOS) | K&
FnsE T SRR FEME S0 (FIDReC ) | ZHEH - & FiMEA R ESREE
FRFEE B > EEL 2010 2 12 F 14 HHFEETER © WS REE ERELE
ZORTTERBE R AR - S IVEI A BB IR - R 2011 FRIERHIE A A6 SR
BERERILN 2012 FIEF L " M EEASRIBEENRT O o T REREER

PRS-
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HReMEEEREZHR > WHEEATNEMEE - @2 EMRETE " &
Al (7375 ( Financial Comsumer Protection Act ) | o

TREEEREEZTER " EREEFE DO IO REZ KRBT #EE
RV E & ZIARESL - TR B SRR 3 2SR - BB & - T —EHE ) H R
WRFsEE 2R T - RS S REE N SRIE S F g MG - HIEER
HARFRFR MDY FREREFI R AR AR - £ T —E8E  ZHE T - SRS EE L
AieEE T REERRT L ) 2T BHIEEE ) - REBESRZZP O RS
Foo BLEAR T BRHERTRR L o ALY - BIERZINARE - 11 T FRIEEE
EER MG REE SRR Z B - " REEFED O ) RILZ S EE
BEA - EEZHEMIRESEABILSRES > HPRTEIBEERCET T2
T HEEFEIBEFTRECEA S — B (FaT A E A5 Rl RS & R R 305
Ho HETS TR ) - BB ERIREFEE DITEIRE LR SRS & R
FEREMHEFET OISR EEETRBEEESRNEREEREFREZE
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e Tt R ~ SBIEEIIEE - (oRAIH - R0 > T SRDEEREE ) ZIEE
T ERHERET L ) IO - FHEERE S RIH S A R B

" ERUHERGRETO L BR T BEMEE EfEEBERETHRZEMEES
EEIR > M — eV R ECER R 2012 4 4 AFIHIE - HETRASRIEETS
R - T SREEETL REEREFH  ERRESMHEEZE
O BRIEBEEE - WERNRAGF D AR R (8 1 B R TH 2 5 B < Rl I s 2 ]

. HIE -

" «2012 Financial Policy Agenda ( # B 2012 4@ i d )" ZHLBRHELEE &
( Financial Services Commission ) 2012 4~ 1 § 6 H #7143 -
YERA R (2012)s # A mkckE i 4,000 #4350 &7 B 4R (2012.01.02 03:35 am )-

45

PERE-O—FEA+7Bhk



&~ Bffgx

PR 4 BRARFS 3P i A Ak 404k ( INFO Network ) 2 & 8 % 8
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1 Armenia 3 £ B 25

. Financial System Mediator of Armenia

2 Australia & K #] 22

. Financial Ombudsman Service
. Superannuation Complaints Tribunal
. Credit Ombudsman Service Limited

3 Austria R 35

. Arbeiterkammer

Botswana ## 3 F.49

. Office of the Banking Adjudicator

5 Canada 4 £ =

N N[ |k~ LW

8.

9.
10

. Ombudsman for Banking Services and

Investments

Client Services & Compensation Division of
the Autorité des marchés financiers, Québec
General Insurance OmbudService

. OmbudService for Life & Health Insurance

6 | Czech Republic #_5. £ fr &

11

. Czech Financial Arbitrator (Finan¢ni Arbitr
Ceské Republiky)

7 | Chile % #|

12.

Chilean Insurance Ombudsman
(Defensor del Asegurarado, Chile)

8 Denmark 2

13.

14.

15.

Danish Complaint Board of Banking Services
(Pengeinstitutankenaevnet)

Danish Mortgage Credit Complaint Board
(Realkreditankenavnet)

Danish Insurance Complaints Board
(Ankenavnet for Forsikring)

9 Finland % #F

16.

The Finnish Financial Ombudsman Scheme

10 | France ;%

17.

French Insurance Ombudsman
(Médiateur de la Fédération Frangaise des
Sociétés d'Assurances)

11 | Greece # B,

18.

Hellenic Ombudsman for Banking—Investment
Services

12 | Hungary 5@ 7 41|

19.

20.

Arbitration Board of Budapest (Budapesti
Békelteto Testiilet)
Financial Arbitration Board, Hungary

13 | Ireland & F #

21

. Financial Services Ombudsman

14 | India ¥ &

22.

Banking Ombudsman, Reserve Bank of India

15 | IsleofMan & 2 §

23.

Financial Services Ombudsman

16 | Italy & K #|

24.

Associazione Conciliatore Bancario —
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Ombudsman Bancario

17 | Kazakhstan "5 %, 25. Insurance Ombudsman
18 | Lithuania 3./ 5 26. State Cf)nsum?r nghts Protection Authority,
Republic of Lithuania
19 | Malaysia &R & & 27. Financial Mediation Bureau Malaysia
28. Banking Ombudsman, New Zealand
20 | New Zealand 42 # i 29. Insurance & Savings Ombudsman, New
Zealand
30. Financial Services Complaints Ltd
. 31. Norwegian Financial Services Complaints
21 | Norway #s Board - Finansklagenemnda (FinKN)
22 | Pakistan &%) #7328 32. Banking Mohtasib (Ombudsman) Pakistan
23 | Peru #k & 33. Defensoria del Cliente Financiero
o 34. Polish Insurance Ombudsman (Rzecznik
24| Poland it Ubezpieczonych)
25 l;sgsbcl)lcﬂ.?grérgfljgéng_ w 35. Office of the Financial Services Ombudsman
& T of Trinidad and Tobago
Fa
= - 36. Banking Ombudsman
26 | Senegal & 7 /u Al 37. Insurance Ombudsman
38. Office of the Credit Ombud
39. Ombudsman for Long-term Insurance
40. Ombudsman for Banking Services
27 | South Africa & 2% 41. Office of the Ombud for Financial Services
Providers
42. Ombudsman for Short-term Insurance
43. Pension Funds Adjudicator
44. Customer Complaints Service (Defensor del
28 | Spain & ¥1.9 Cliente), Federation of Catalan Savings Banks
P - 45. The Complaints Service of the Bank of
Spain (Servicio de Reclamaciones)
. 46. Ombudsman of Private Insurance and of Suva
WL
29| Switzerland 35 47. Swiss Banking Ombudsman
Taiwan R.O.C. . ) .
30 oo 4 48. Financial Ombudsman Institute
31 | United Kingdom # & 49. Financial Ombudsman Service
32 | United States % 50. Office of the Ombudsman, U.S. Office of the
Comptroller of the Currency
Ye# B H > EHRIR : http:/networkfso.org/Links.html e
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1. David Thomas, (2011), “Resolving disputes between consumers and financial
businesses: Key considerations for a financial ombudsman”, World Bank

2. David Thomas,. (2011), “Resolving disputes between consumers and financial

businesses: Current arrangements in central and eastern Europe”, World Bank
—FxX
1. Sheng-Chung Feng, (2006) - The Legal Issues of Financial Service and Consumer
Protection » FF 3 RFORERH 13/ 3L » ARHIAR -

2. 15REWE (2011) - LB — B RN E PR HE A H 2 B HI IS - BIIIEOG R B
R

3.GEEW (2011) - CERHEEREEET ) - WIEA - 2011 02 -

4 PGRERE  BHERR (2011) - S2NBIRE BRIk AP RR A 2011 28 QFH
[ 5

5. B<eRE (2012 ) » HEEFEEEE 4,000 (REESE - #89 H # (2012.01.02 03:35 am )
( #44L - http://blog.ibfc.com.tw/modules/tadnews/index.php?nsn=5688 » 5z H H :
20123 H 12 H)
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