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ABSTRACT 

In review of current insurance complaint in Taiwan, there are multi- 

channels available, including filing complaints with Insurance Bureau, 

insurance companies, consumer protection groups, Taiwan Insurance 

Institute, remedial proceeding in relation to consumer disputes according 

to the Consumer Protection Law, mediation system for cities, towns and 

villages, arbitration, and etc. Although multi- channels for insurance 

complaints in Taiwan have provided complainants more options to file 

complaints and are helpful to protect rights and benefits of the 

complainants. However, those channels for insurance complaints are 

highly overlapping and consume too much social costs; and, for 

consumers, it is difficult to know which channel is better in line with their 

needs. Further, the existing regimes do not specify priorities for 

application. When encountering controversial or complicated insurance 

disputes, differences of opinions might be formed and difficult to resolve 

disputes. Currently, there are multi- insurance agencies handling 

insurance complaints in Taiwan, not only insurance institutes but also 

consumer protection groups can handle insurance complaints filed by the 

consumers. Since insurance disputes are very sophisticated and 

professional, there is a doubt regarding whether all these insurance 

agencies have sufficient professional capabilities to handle insurance 

disputes is questionable. In order for complaint regimes can function well, 

whether a mediation or decision making institutes can create credibility in 

handling disputes become very important. In view of current insurance 

complaint regime in Taiwan, except the Dispute Mediation Committee of 

Taiwan Insurance Institute, which is formed by professionals in various 

fields and having more adequate knowledge or practical experience, and 

accordingly the mediation decisions made by which are more acceptable 

by the public, other agencies handling complaint may be lack of 



 

professional personnel or systemized complaint procedures, and 

resulting their mediation decisions often unable to convince the general 

public and affect the effectiveness of the complaint regime.  

 

This report researches the relevant legislations on insurance complaint in 

various countries, such as the United States, the United Kingdom, Japan 

and Germany, and China, introduce, analyze, and compare insurance 

complaint regimes in those countries, and review Taiwan insurance 

complaint regimes and make recommendations. Taking the view of this 

report, recommendations can be divided into the improvement of the 

existing insurance agencies handling insurance complaints and the 

establishment of a single delegated agency to handle complaints by 

proposing short-term stage and long-term stage. Short-term stage is 

mainly to adjust powers and responsibilities of the Insurance Bureau, to 

enhance the function of customer complaint department of insurance 

companies, and to enhance the efficiency and profession of the 

consumer service center, the consumer protection officer, the consumers 

dispute mediation commission, and the Dispute Mediation Committee of 

Taiwan Insurance Institute. The Long-term stage is, in line with the 

adjustment of the position of the insurance competent authority from an 

agency handling complaints to a simple supervision agency, to establish 

an independent delegated agency to handle complaints which is 

professional and impartial in order to eliminate shortcomings of current 

insurance complaint regimes in Taiwan and to reach the function of 

promptness and savings in social costs of insurance complaint regime. 

 

Key Words�Insurance Bureau; Insurance Complaints; Taiwan Insurance 

Institute 
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14The FOS sits alongside the regulatory regime, providing a speedy and informal alternative dispute 
resolution service to complainants, mainly consumers, and is free to those complainants, the costs 
being borne by firms. It covers most personal finance disputes from insurance policies and banking 
services, including mortgages, to personal pensions and investments. While a comprehensive 
evaluation of the FOS would be premature at this stage, this article analyses the main features of the 
new system. 
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15 http://www.opsi.gov.uk/acts/acts2000/ukpga_20000008_en_1 
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17'� paragraphs 4 and 5 of schedule 17 of the Financial Services and Markets Act 2000. 
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18 � � ”The independent accessor’s terms of reference”�X ��

http://www.financial-ombudsman.org.uk/about/IA_terms_reference.htm 
19 � O ý �Ç r %94,392 new complaints received: Banking disputes up 47%; Loan protection (PPI) 
disputes up 39%; Motor insurance disputes up 25%; Income Protection disputes down 24%; Critical 
illness and income protection disputes down 17% overall 
Of all insurance-related complaints made 5.5% were for income protection, 4.5% for critical illness, 
while motor was the highest at 27%. 
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20http://www.insurancedaily.co.uk/2008/05/28/insurance-sector-complaints-to-ombudsman-double/ 
21 , � FOS / � � � � � £ � 1 � 3 A � �> > � � � ~ �

http://www.financial-ombudsman.org.uk/faq/answers/complaints_a6.html 
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http://www.financial-ombudsman.org.uk/faq/answers/complaints_a1.html 
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23 � � FOS 8 � � � â 8� � �> > � � â � ~ �  
http://www.financial-ombudsman.org.uk/faq/answers/complaints_a7.html 
Ê ]   ¡ r s ¢ £ %I thought you were meant to be the consumer champion – so why won't you 
uphold my complaint? How often do you find in favour of the consumer? Does the ombudsman 
punish or fine businesses? Can the ombudsman make a business apply a decision on an individual 
case to all other consumers in the same position? 
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