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Abstract

Deregulation and globalization of financial services, together with the growing
sophistication of financial technology and the emergence of E-commerce, are making
the financial products of banks more complex, triggering key issues on consumer
protection as well. The purposes of this project, conducted by Taiwan Academy of

Banking and Finance, are thus as follows:

1. Collecting and analyzing financial consumption disputes from government

agencies, bankers association and consumer advocacy group.

2. Comparative research on the legislative and regulatory framework of
consumer protection in the financial services sector in the United States, the

United Kingdom, Japan and Taiwan.

3. Developing an evaluation model to assess the consumer protection practices of
20 domestic and foreign banks in Taiwan. The evaluation approach is firstly to
request each bank conduct a self-assessment in four dimensions: the adequacy
of consumer protection framework, the sufficiency of consumption
information, the efficiency of dispute resolution mechanism, and the
effectiveness of consumer protection measures; secondly, to deliver materials
demonstrating the soundness of its consumer protection; lastly, to make a

presentation and respond to the questions raised by the Jury.

4. Addressing the strengths, weaknesses and improvements of current consumer
protection practices of each respective bank. Formulating suggestions thereof
to strengthen the enforcement of consumer protection in the banking industry,
including developing an effective compliance and consumer protection
framework; setting up standard operating procedures (SOP) on dispute
resolution; conducting consumer protection activities actively; establishing a
specific organization to review consumer protection related issues and

formulate a standard operating model.

To sum up, conducting the consumer protection evaluation and commending the
outstanding banks are greatly beneficial to raise the awareness of key issues on
consumer protection and promote good business practices. The banks are therefore to
be encouraged to enforce an adequate and effective consumer protection practices to

protect the interests of consumers as a whole.
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