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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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M= 8K RERR T A

Consumer Complaint Form
Filing a Complaint For Yourself

Use the form below to submit your complaint.
Before you complete the form, please confirm your authorization.
| authorize the respondent to furnish to the Insurance Department any information related to this matter. ] ves
O Health O Life O Auto O Praperty O Mo Fault
) Service Contract O Other
fou are complaining about? O Insurance Company C Insurance BrokerfAgent O Other

|s wour policy being cancelled or has your driver's license heen suspended? Cives (Mo

What type ofinsurance is your complaint about?

[ioes this matter involve a health claim denied as not medically necessary
{including cosmetic denials), arthat the services are experimental or investigational ?

Are you Medicare eligible? Cives (3 po

Oves @ Mo

Dioes this complaint involve Medicare, Medicare Advantage, Medicare Supplement,

0y (O
Medicare Prescription Drugs, Annuity or Long Term Care Insurance? “es (Mo

, , Cives ® Mo
|5 this related to a declared disaster?
If¥es, please select :
Folicy Mumber :
What is the Policy f Claim information®? Claim Mumber :
Date of Loss/Semice ! mm dd ¥ vy S
Your Business Mame
Your First Mame :
What is your name?
Yaur Middle Marme
Your Last Mame :
vour Address 2
Your City

Your State MY Your Zip: -

i 7
Wihatis your address? T

isnotinJS :

Phone :
Fax:
ehlail :

Busziness Mame :

First Mame :
What iz the name ofthe person / LastMame .
entity you are complaining about? Address -
City :
State : MY Fip: -

Flease enter the details of your camplaint here Limited to 32000 characters with spaces or 450 rows ).

(=) £R@HMNIEHBR P IHFE L

MNP Z AR T A L 2R NAIC B - REZILR
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FTEEMMNERAEL TR FUEDBLRBRAEHE
BEE BEeZBRT BOANBEEHME - RR A E AR LA
FHMATOHBAY>FE  REERL > RBLE TR ML R
ZATHRT - BB E@DRAEHAT 10 B HFERRA - L RARE
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BREJBRARNENBREE - PRBRR A ERL  HEH
BRGEBAFEEXIHEBABRRHUORELE AR E -

% VRREEMZ 8 FRR

&4 NAIC 2007 42 44 EH 87 > NAIC 2 4 & @ A
70,282,970 £t ¥ » LAt 8 Bz Database Fee = i
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24,861,611 2T AKREAN > H4EAZ 36% A4 HAREA
15,792,805 £ 7w A B R & A 12,520,594 £ 7t 2 NAIC = x 2k
AR o AT =ZIAFAF I L BN 76% - NAIC E IE & & BUF K
I State Assessments 2 A 2,015,609 £ ui¥4k 3% % > &M 1%
RBAZZHEBERG AZEERRBBRRAEZ%T -

B -ABATHREGIH/EHNE
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B e — RN AH FHRZIEE - SRR ET
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FIHRERAMERA LN 0 BOENRE SN RREERM AT L2
2EYE > UAFRBERBRNANZITH  FRE > A TRIARF
E

NAIC = ¥ 37 E 443t 65 E 3 ¥ 3% (Closed Complaint) Fuzg
¥ (Confirmed Complaint) o %32 & 25 6,5 Fr A B 38 4% B 14T
AL FREAM > AR T FEN HEERM R T RERBRZE
o CIS 2 43t % kR /tE & 58 - NAIC R li2r % B2 M B &
UG EATEREZRR 0 i BEIZAA M AR T E BRI E
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e~ ABPRHUEH BB IR

2RMRERERBE  BRBEMNA NAIC g E2EF U, S
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RO~ HERERERZIMAB > BT RE > T HRBALE - JFEE
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%t 1981 43 20 5% 2001 411 A 30 B R » HE{RHE
HEHABEEE T HHRAE (The Insurance Ombudsman Bureau - Bp
.OB) g R - R FHRA‘EFBRIRR A ATER RIL » N
B OIER B € Fm e RN A (Ombudsman) &&= ¥ ¥
BBEB - RRPFEHZRE - AERBEANHUFARALEZF
FEABmBA AR -

7t 1997 5 3% B BUR 7 B B3R T 3R 3L & ek F5 & (Financial
Service Authority » By FSA) » 44— & 32 3% Bl & kAR TS ¥ 2 45 s As -
b o 2001 #F 4 %z 2000 # 4 @Ak 8L 350k (Financial
Services and Markets Act 2000 ) X #% T 244 % 32 & kR B £ 2 #
R W PT A 2akiRFs ¥ (4EMAT ~ R 23 ~ BN ARME N
3) MEFTHLBMRGHEE > AT RBAKET S G EmT
Bk (Financial Ombudsman Service » Bf FOS) & & -

SRFHRREMAERRFEFREI L EMARRARN IR
PAR R 2 8] 0 ko sRAT ~ AR NG C IRBBM N A EE X FH
FIREN - Bk To o ERFBLBELBRERE L THEEEA
M2 PR s X B AR LA A Bl EERAT AR B ~ £RFR ~
GHE -BRE -CRAFEEMALZYG S TrmkkeaFIRERA
AR F R o

AR RBERRTHFEERBRERTRSH

E-FAAXEMRNERBRYREE LI ZMRBRE

"“The 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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—~#B&BERHA (FSA) B

ARBE o SRR HAEZ EEEM AMEBIR (Treasury) #TF
znB 4R E (FSA) » datE2f X E (Treasury Ministers)
w B & (Parliament) & & - 3% B 4 &R %5 5 48 7 A 15 St K A8 8L
FIFIzsh > BERFARANEMEBTEEZ NG - HEA LR
Ba— B EBLE Atz a0 TRELA XTI Flhots 3K
REZ-FEUARMAANE  HN35) - HEEUARAEMASTE - RE
SRR AL > HRRER BB B ESRBEEAUER
8B 48k &% (financial products) -~ #8] (regulation) & H &
HraMAEAE TN -

—~REALBBRHAHZXIEH

B HSELE AR EAREHE R RZERBAIIT £
RZBHAENRAGCERKE - wREBZER - RERBALFZ
BIBIFH AR IR G - ERRBEERRG A > TRIIEHAF =

(— it 7 35 2 2k & ~ £ B #2F-( Promoting efficient, orderly and
fair markets )

MR HEmM S —BAKAFZ AT T IGEEET R > H8HR
sl HEEBTRNABRA S B2 BURA BB HN— &
FRFMDARE - BT FEREFUNFREFERMIER
— R ARARAMREE LT A e B LR 0 IRIBIH AR A2 o HP
BAIEAZ —F AL E > AR AF o

(=) el &2 #3425 (Helping retail consumers
achieve a fair deal )
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WA EM ST  REXEER - RRIBEAERE > HdRea
SIEEFE —MATRAEAEERMRATZIAG BB S A
AHNRRANHA  HEBEARHZZY BB A RN
ANN BBHEHEFR—BEEEZRS -

(Z) #ARBRALS ¥ 24 /1 B A (Improving our business

capability and effectiveness ) :

AR 5 0 A K BB SR 0 R R R AR
A Z AR T EAR - BRI B £ 2 B0 > HMRR A 3 TR
AR E 2 AR > DU AR R R E 2 AR R -

sh o R T 4 e R A T3 % | (The Financial Services and
Markets Act) #:28 TwH#E/E £ 2 B4Z -

(—) T3z (market confidence)

BRHNEERTHZ A S - WARFEMT > LBARILH
BHAUBRMGRELSHNERARRFIEZ A -

(=) A #34 (public awareness)

RAHNEEH e@mT I AE AR5 o WARFEMT > LAR
1B & UABRARIR E A HNERIAR B L Z 3840 -

(=) % &%4%3% (consumer protection) :

ARG THEEBEREZARE - WARRBIEM T R BE Lk
A BT 35 ik AR A B R4 T % ZARE -

(m) &b @#FEe R (the reduction of financial crime)
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R LR E A AT FE - RRROE THEX
WIERY | BERLIEREZLTHFEMZETERLRE  Rit—EE
Sz kd] o RN EF AR E Y AR 2 AT A B A Ay

L

20, °
EZ-RALBRBLHAREZEH K

KRR GHEZZBOEMEERE - HFEURRAFZH
B UREBEEE TUR AR LI EELE LR ESF AN
R o RN BARBIERE X AA 0 BT R 3 3% E LR
2 L o

W~ 3t E SRR A ZEERE

2RI A Xk RARIE A 2001 £ 12 A B3 2000 4 &
RRF5#o i 3575 (Financial Services and Markets Act 2000) - stk
FTEAEMRE LR MG B REEERSMRY > FIRRILE—
PR A REMA S E S ARG EFREE— T X RE o
Rk BB REARSMREH B AREHELEPHRITHEEHK
F oo RN A AR A 2 0 AR ARAR N B A AT T AR o

A -RABAVYHFRHBAEARYHRIE LI RMERE
— 2BV HRZHIKRE

2R ¥ YRR A ARIE 2000 2 FRARF A 350 A & 2006 O B &
ERE %R EPAEZ A HABBBEZRFY Y - 2RFIHRE

JFESE NE—HEEH AR AL HRxI B EEAUT
SE AR AR RS & &y 0 BATHEME > BT -

'S http://www.opsi.gov.uk/acts/acts2000/ukpga_20000008_en_1
16 http://www.opsi.gov.uk/acts/acts2006/ukpga_20060014 en_1
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PRI EFEREBDARNLBREHIES > EFTRE
BIANERASRREA BT EF R FHF AR MR TRIE
G ARMYFRZIELRENMNELERARLYH > ARLMRHEH
BESEMNBFXHAENE  eBMYFRAFTAMIELER L
EFTH RENFHEARL AT R EE 2 I8 3tk -

LRRE IR BRI E TR L Z AN RE KRG #®AMA
B AP AAGHZBE  THERPFRIFLELIFERKLA
ZAH > MGBFREREGATRE > LFRATFER > 2T HR
Z A5 PEPP A2 SLER R,

N ABYHRZEM

SRR IR X B H) 0 AN E R SRR A R X5

ME o AREIRRMENEILEFZ WA o ﬁAm$% RILZ
EHBERARETRL RIRRIEEER REFEH - B F4HE
ARMEFRYRIELB —AEARZIAN  URART AL TEH
2§35
LRMEFELRSBILANEZ M > R ERZET —
o AP FRENZLTHEZRT AR B I — BT AR A
HFZEE MBERFREBFRBZR  ANERFFRAS I

FEEHFREEH > TIFARTRHIEHE A AN g’%‘—iﬁé
O AREANTFELF > MIFANETHSE - 2T IFR
FRBA BN RAABURIRE BB ZER 0 UIF— K e R 7T
DOBF A bl E Ry F o T2 WIERIFRES > AT LA
R POTIEME FIET 0 e ek TRR AR IEAR B R0 0 @@
THARRABZ EX  MAET T A E TR EBAL
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R —EL¥ (SFRRAE) REACHRALEPZF3H &

YRR BE W RIEMEFH  ELAIRAZCELARITETR
HHE - ABFRRIEIUFERAZFTRAREFH > ELALEETHR

Bk RALFHEBRSHMAE HFIRE R TARERES
TFAHNGERECRZI B THRBLEGHELETAETZZHR

c BERRTIFR ARG HTZEAR 0 AAEH B R BT AN E
AZAMBAZEMRNRETE

HemPRRAZFRMFLEZI AT HEHFF T EH
Z o MHBEHEMT 0 AIAKE T AR AR AL YRR 0 W LT
ZHRRBRGF 2R WRFEZHETNFAMEEZRE > A
RARREFHRZES BB RBEZEARGLE -

- eBYHRZAH
(—) 2T FRRKARLNFTA

ABMEHEZEEBLLBHYREKRE (Chief Ombudsman » %,
£ 4 &k % Walter Merricks ) » Mg MR £t 16 L A F A
(Ombudsman) s 5 AR > R ERRBATEEE =P -

(=) =34 8 (the independent assessor)

I BB LT IFRIEL > MEBRFHFRATRETEZE
Bty o RO EMFEEMZ MG ZBIAFFEERTHRE
EZEHET R ZAT -

WwRFEZEROCEHN B IAIFE BT RHE T H4
I L A -

"f£}% paragraphs 4 and 5 of schedule 17 of the Financial Services and Markets Act 2000.
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u

BIFL AR CERFEEIREI M ENFERELE 1
BITERED B CARZLRFFRAMEZLRERETEE © 4o
RBAFGEERAEE A EMEES - R0 A LY FEAIR
BZBRHBHRAL > AFeHLEBRTFRREEZRLEZEREMT R
R E" -

X

%

i

WA BEZRE > TARESFRERZFRE —ERERZ
WAL BWIAFLERTFEZEN  ARBAERNZ/FFIE - B8RS
S WL TEARG R FRAZERSE > FTIRE

SRk W IR HA AR RS X 8 AR 0 1 T T AT AR 3R
Bz R¥kiEs BRBIFHEZIACRTERES - BT
RE B ERTIFRRIZA M E A R AEE 0 ko kT R
ROEERPEZ LY > MREERIEZEEN > THEES
#

W 2BTRRREAMART RRAZHH

&4 Ombudsman Annual Review > 1% 2006 s 3 A £ 2007
3 &P IR REE 04302 P HEM - LY RRRAMZF
gﬁ:’fp T 5.50/019 °

18435 ey 0 4 2007 4 3 B £ 2008 4 3 H > HRRR A 4]
Z W EHUEH AR K > A M AR (Payment Protection
Insurance) Z ¥3HE4A %3 11,000 #4 > A —FEEARYORE

"5 44" The independent accessor’s terms of reference” » FZ2%
http://www.financial-ombudsman.org.uk/about/IA_terms_reference.htm

PSR ATT ¢ 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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AMEZ 5P T BL P HRERGRRELEF KX MIFERERE
ZF o

B ERAEBIET o WMERFRFHZIMBAL ) 2RBFIFRZ K
ERET BB AZEE  HFTHEAERHEHETREEERAL—
BE MRS F  BENATAENHLTFTHESZLIARE L2
M

$ - oBYHRREVRES4ZILRF
— ~ W Z R

BT IRRRE P BIEMMEMEBFIEETAZ - HEEE
HALrAMEAER TR LANKRBEWREZANZEEZRNEAN
REPTH b R ARV FRAAY R ERCEHE A LE
RERAELBRFFADLHFEER BB oEBL T BT —REGMH L
RACHFN > KR TFRIHE -

— REVYHREHAERR

ST RRREMTEZIRES  AREFEX KA 1724
REAREEZAEME - %ﬁ%%u&ﬁ?ﬁzAﬁTu#m
MR BPER|EF THLZET > ALEHFETHRARR - RZ
Al TR ERER S BTHMER -

BERELEBRTHRKR TR S AESH > L ERERLEF T FHR
%ﬁ%%%ﬁy%@°ﬂ%’é@$%%z%ﬁﬁ%ﬁﬁﬁﬁﬁﬁ
ZAR > MAARA TR ESGF - M NFHREF T » 28T K

http://www.insurancedaily.co.uk/2008/05/28/insurance-sector-complaints-to-ombudsman-double/
Ui FOS Bl F SR SRR 5 DI - 7RI EA /A

http://www.financial-ombudsman.org.uk/fag/answers/complaints_a6.html

38



RIAFFETT §FAT ARG F 2 ARRED AW ™Ik Erak
B@FZFE

WBRT AROBHZETZEH > TURLGLHT FR
EE TR EBABRRS > MAB W+ F R L i#— 5 EiTH
AL URFEEXZIRE - FRERFRYE I E4
IR W NI AR BAE AR R o

EeRTHRRETHFEHZIRA

WEBABRE > £oF TR M IEATRIAM > AFARHE
BMEEZAG  Ee@YHRFEARABMEI X EHRRE
SIEMEAPHREHZBY  RELSBRRAIRREA XA RER
Foo BERBMZ S AERMBMEIFALBMETH THE? .

HEFRES  EGHRAETEFAIRR  RLEEH 0 &
BYFRRFCEETEFETZIHEG WP THHFHAR - 20T
FREANT R MY AR AR TN ZREF XY
HHELEERRNT  AIRBLERANELEET - RZ AL
i B RBHzHEM AIbeRYFABETRAN EE K
¥ 2R 8] Z AR & o

W eBYHRRRETHREAILF

TEMRTFRKBHEHFZFHRT > aLenmH EHAMAL
FE GBI AR > MR AR IR EE T SN R

SNa MR E HA SR FRFATRETHREIFTHS
FORBRABNPAMEEZATERETEFA -

PLEMAGEL R > SR FOS $RHFRERIEAE /A

http://www.financial-ombudsman.org.uk/fag/answers/complaints_al.html
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R &2k E FR HN P REFRERAFZEE B L7 1
$ﬁ’qu%%%%iﬁ%ﬂ%’ﬁﬁ?%i%%,é@¢%ﬁﬁ
TIASE 4R B P R4 T SAE E  h B R T &2 o

o RO T IR BER LR AR BITAEE ZHRR—
B IE R 225 o seiF a5k — k€ B (Adjudicator) & 3B % -
BREBTHREHNEITRBEE L 2B FEREZREFAREE
% EHM wREITHERE > AEEZHFRERS -

HNEHZRIEEL » 28 F HEM GG S o4 ﬁé$k’
BEFARBREENHZRIEEN - B2 2P HR F—EHE
SLENEAEA WA ﬁ%%i%%%#ﬁ%ﬁ%’%ﬁ%@%
B85 2R o

o i A ﬁ%%ﬁ%ﬁzﬁﬁ’%%%ﬁéﬁﬁﬁ¢%zé
PRI ER S TRAZHEHN  TRALBEEZHES
hoo BN ZER  ARFFRAAALES S eUBHBHE
2 REARETFARTAR °

W REEAZ—FERELBARERZFZ T X EITHR B
TUREBRLELERTHE  EZEZOFTLABFMMZENET S
koo RS ak W SRR AL FIE o EALBRTIFRZAR LR F

TRITRERE -

TEEREXER HRTBeUETmBIETFTA > H P &AM
Bl P o fT R - NBFBEH  EF T FEALCRELBHTRR

PG FOS 2 SALEIE 2 fath  {EREENFE N
http://www.financial-ombudsman.org.uk/fag/answers/complaints_a7.html

HAEETYIRE ¢ 1 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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SRE 0 WIREBRP T Bl AR o
2 -eBYHRRREZEXR

NFAFRETHFRERANNEZEE » RFEHT > £bRT
FRABZEMSY WA= hHEHAES > =2
—RAHWEFR NN AR > LAABEBRIFEFEMEAREHE - ™ A

Zaz— RAARARTHRANAEG > FBERZREIFT
%A X AEAREYR

ﬁi/i‘ﬁ%} R,E
5 AT+ B R -
BRI o

SRFIFRATHZAL  REERERBT F
FBRFA  REBXPHREH > HAFRZS

H-RAVHRETHRIN - PHRABRECANERZ ST 44%
—~XEHN : 2BRHL

HRLBR AL LT > EREELAF ERIEIVEHR M
BB 4B ARERIE M - 45 B EARMATIE LA T8 RAEA -

ELRIRTE B ZFEE T 0 2RRE AR N &) £ AT HAF
H & H 4@ (TCF: treating customers fairly) #E2 AR %42 &
HRNFZEHMER s N HEP ZFHE ~ IARBERRFE AL
& A% K 4 (self-invested personal pensions) % P& -

= FIHRRH C eRT R

EHABRY AU LB EAEZITERINARSBRBRBEHAZY
R e ‘é%$ﬁ ZEBEMRERE > ELRBFFREET XL
BB RESE  — & T RENETE | > FEXTIETEZLH

w
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MR iT R BT % B IEE 54 | (Regulated Activities Order)
FARFIAZES ) —& T ARMEE ) > FEIZFTEZLuEMEE
HEBEHARARELRG] BB NTHEHAE T ZE1E > BREEIE W
TR ZERE o A HRBIEEER G BN EE X R A Fo 2T H L2 HE
B AR Y IR HE 0 A2 LR 2 RRARFS By Z B T AT

eIk AR R BAB LSRRI E T EAE > QL BBREA
BF - 2RPFRRIEFTERFREZHRZQEBIRFAHRE T
EXHABEN BEEEZRIZFHE N SBRELTRILZR
Lo BNLMTFRAL—ERALEY  BLETARTAE > Mk
BEERLRREHER  BHILTRL > 287 R X EMFRIAHEL
Mo XA BBRGRHEEOLESEAOR  AoBARRLBETE
AN DR LA ER ) ZILERA -

=~ RSB Z A%

BAT - RBR AN XE L BBRERBREZEZREEE,LAHEZ
RFG o REPIRE TEMPAR > LELMRRGERBEZES NS
Bl - MAE A &k H IR IR > FAMABEMBRFHRZE
B — o ALBMPIFRMEE L  HALEAHMZIEFHFURRE?
sy -

2 RAFPHREEMZBRRR

LY FR A EHARBFHBIFI I EAEMER EERRRL
MRUARBEZER - H—RFEHEM T > G EMRE FIRER
FREZATEH -

2% http://www.financial-ombudsman.org.uk/fag/answers/research_a5.html
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FiAELRPHRREZLANZIDOEAAENRZIETS > &0F
FRAZHLSIBE L H - R LT HRRIEIFTHMEE  THH
EHTZNARRALEER > AR 4 M2 R R T BRIE
ERNYREBLRE > FROEBIME (B AL ERT X
A2 SRRFEAN) MARE > BF T4 100 3545 £ 30 ¥ 3463
ZMe o BPEDERRAA LSBT IFRARAT I ZLEMA
ﬁmﬁé’iﬁé%ﬁﬁﬁé@$% FPEHENZSEHEK S
RREFREFMAMAG B T2 ARV FAFTELEANZ L
¥’ﬂ%%ﬁ%ézﬁ%%%¥’ﬂ&éﬁﬁﬁéﬁﬁé@%%ﬁ
FHEMBZER BHTX > 2RBVYFRIGLE  B¥HHEEYH
R Y A AN

RTaRZI  CEMBAHHRTHRXBELUIBEEER &
BRASHRPRREFLEREFEHF XV HRESF - BEETAZIH
B B CRATHRAIFAE - BT 2008 £ B Ak H—EL
(55 TUHEXIMBAEXITHRRE  AF 4 BUBRIFRE &
— B I E e E IR 450 a2 FA o

ARERAEMAE > TUHTHL > BRELBRFHRREZER
BHZRBNFRER > DO ERLNBESELRT HRRZIBRSE > M
AL A H EH FHRATFR T AR -

B~ A R TiTR

REE > RAI LA EEZERYHFAEAREFFAELE - R
BEFER® AMAREZYREST RARI NI —ZEH
A E  REABNEZEN  EEREANZENHRATEE—F R

% http://www.financial-ombudsman.org.uk/publications/technical notes/QG1.pdf
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BemY IR 2K € B (Adudicator) %3 -

WRERE > HNEERR T BELBRFIRRREZPRE
HEFRUE A hGRARMBMBEREZ  FRETAZEX
LBMERATEI TR BEKRRLEERE > BEEBEREL
BlRdFZNE R EZ AR c HARSHTHEZ P N ERR
A B MG g A > MBIFHRER

E-PHESRIAZASTAHRENTH

SRk P SRR AAEAE BRI BT RS 0 B R B R BEAAEZEIRER 0 MmE
WREEEZ HE - AREMBE T BofTiE§ FARFATFELEZ
¥#4% (Decision-making on grounds of fairness) - jx4Z 78, & & 45
MMEEARRA - BREAREARH B FHANE F -

SRRFIFRAEFIRALEEFIFZAT > JE A & wkkAg P
o RAHLMEBIRERDERERCHM N LR FHRE
BRI TweRTHREF R -

PG ed kT IRR 24 T8 (Adjudicator) %32 - 3T 8
ERFBRY > TREZALBEERAEHHYE 2 — R RKA
B~ HHRERELR > mARE T RHZ Z BB LKE
BRAEANLRAMERE - R LBBERAELHBRELE IR
ERHE > ThasA (Ombudsman) # 35 B4 - A AL H
EBEATEN  wALE > THLBBBREEZB - APAMK
B2 REALBYFRLIRERT > ZHEHINA BRI THH
EAEIRN 0 b o EREAREMHEEER > e mEb LA

2 HRIATENZRERR - G525 N YIREIES A -

http://www.financial-ombudsman.org.uk/fag/businesses/answers/rules_al.html
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o

LT FRBAFPHEHZIE —FREAFTHATFLENL B
UNEBZABRATHRES > IARGRENHEERLNE - ML EF
AZ—FHNEMEHRRERBEZRERAAR > G0 2T
FREFARK > LA AHER - BRALBTIFRNEREZE LHRMN
S RIS TEFAHNERBBEZATRERRZMAE

BT EFASCHEARRIAR  HEHEmwEEARN LR
FRZEB HEEFTALNER LSBT R EZIRG T2
AR RG] NRAE R BB R kTP -

an

# - FHRARERZHRA

4k ok k2 8 (Adjudicator) Rtz > REA R
N o R FEHEREPRZLEBBBERBEREEAMEZRE
HTEREMPFRENEELTREN - W EH B CETET —
Fefk > B /AFA (Ombudsman) 47 £ o N PAAEH Z kT B
NERAHREZ  BRETZ REBRFHFAMET > LWOARBIME > 4
BRI A BB R AEIE > E— NFANDEZTR LML NT
AP Z 3 58 o LA SR -

WBHFEZRE > B AFABEBEZRE R FEHER
AL PR SRR T LAER BREZ > EHEEREZIHELT >
NFAZERTRBRE R - HLER » Za S HRNATFAZRRE

SLIBRRAE o NIFAFRVER Z AR BEA REMARFER M -

R~ RAFHHEHREZEE

SRR T IR AR LA U AR X B Lk 0 RN E XA
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B WA EEREBAMYFES N EEAEERURNEN
HHERCTUEFHEEUARRE LB Z NG ZE8B > 4
Rk R AR A — 8 FRRR R AR o bR AN R EAT AR > AR
BLEEURFEHFZARATE - KA EEMET > MERA & ek F
X PR EMNE R EHETLENER O EMRT
FRAREFRZRG  WE LR HFRE T > Rk ETFLENE
Ao LERERTTHEASERRREARAAM T HFAEZ LA -
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A6 BARBRTHRHE
#—3 BERRRTHFHELZRDIH

B A# 4 33 4 (1900 &) 41T/ % »F& 7 4 (1995
F)BERREERS AFZRAERAIATF AN FTAELES
Hagx-F ik 10 F (1998 ) BAMARIR 2~ &) AT 8] 2 7 R #3854
SHhiemimaBd  AREEHBES ERL @A B &4
RRAIE X BB AT E - 2 X F R AR M7 M B R BRI
B2 EBEF N RBEN 1997 £7 ARE HbamEhmt ¢
st A ErBEmiTHR Lz E g M - dﬂﬁ“ﬁiﬂﬁé\mﬁﬁ\ﬂ%q’
BERE > % 1998 E R LA MERE 2 EFomMEI RS
BRER KU BRBEEETZI MMy aE R 2001 F8 KT Ry
BRaBKENHE > UERXKBEEEZIHRIGMBEERLBE TR
BAE > SRR EEREE B ARANEA 0 X EHRIT - BH - RRZIH
ZHRB|EREREE -

BA RREIEL TEE, o RREBEAL THE, R
e E MR R EERREFERT R ZE - W
EERARLZE ATAREZ -8 THRFERIILEZEE
Mo HWERN RS RETHR, 0 ESLRBNEHL—RA  H&
HRRMUH R EBEITAR 2 THNRRLE - HEHFRE
ZER G FREABZIBNURE &S - Bk BATIRR
PIRMY R E RGO RMBEAERZE EH— 4T RRW
EPHBERRWEMARE - MALBB LR HE%A T REK

LIRS o R MEEE O > MRS R BGHRRE > 2006 410 H > E{1-10 -
B b Gk httpe//www.seiho.or.jp/index.html (49 H £ 2008/9/1) -
2 HEEMARE ¢ http://www.sonpo.or.jp/ (_F#EH HH 2008/9/1) -
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BARERE | F1E > bR AIRERE R R T F 2 a8

2% R BNGANEBTEEMZIAT AR A
HAARM A LM BT TR TEEERAEM- B 2006 4
&8k o G iR A ARAT AR A fR IR g4 2007 £ 9 A 30 B
BEMRRHEHN 2008 F3 A7 BHLRFLMBE LD

RERBAREEABZIIFERIRN AL E£H 0 £
ko HEEZTE  FEHZABZEA S L ERZEARKEWREE
B HEREZ M~ KB MFTHRMRADZTIZEARER
B o HEBMBMET > AMPRIMBR BREHREAZTEZIFR
MR EAGREBR AR ERBTAREZIFE T HTE -

AR e 1961 £ 3 AR EBEAGRRBEALITE L4
B EAER ) >  ERZHBHEERFEREZLY - RREHHIHBH
By 742001 4 AREREEES TR RTELEGBE
BE ) UARRRREZOEM MYy c BERRWB T TERABER
BB T > BERIAMMEREZLY - B LIBHAFIH E&
BERRAMREZE & > KE T HANBERRTHF - HFREIER
Al (F#H "THERRIBERA ) > ARBTRBREZLHMEHZ
- AMBERRYZ AR RABERRWERELMmTIEZ
BERBYUGS > SEMBEATBEIXSFEE P (HHAEA

RBFUHFREL Yy =) - HEEAD RGBS ERBFL
sHFe (MAAABAERBFRAEL Y Y —) "L ERABFHR

A BB A E BB A MBERRY SR A ME
ENBEAE BRI RR R DR FRIEMAME (MEAEABRE

30 E A ARG R ¢ htp://www.jestad.or.jp/ (48 H H#H 2008/9/1) -
U A H A S B AR SR A TE TR © http://www.n-tacc.or.jp/ (_F#EH H#H 2008/9/1 ) -
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PRIR < £FGH FRIEMHAE )R TRFAETERRABMH SR -

BARLFRBPBRANGFRAMBEZESL  BENBREILS
—M TR ERNZ BT RRIZMEAME - R SR HFRAR
WAL B RAL SRR GRNE R BEA RARA SN FRAMK
HEBZRRE  GAFSARARRB AR FREZZ M -
BALALAEBEERGFRAKE  RALBARGF2ZHE - &
FEUREMM > ERICE G FRAMERZAE  FESET R
REMMEZZI A REZ BAZ -

F=R BARRTHREERREORTRSH

FEERMARRT HHELZ THRBE

BARG@GE%XA eRBREAAEERE, > RATUEBRE
FCETHHRXBEALBBRAERER - ZHURF N - 220E
HME B 4 G AESLE B H B AR 2R ) 9 R BT KA B
mANEEHERA LR ELSE A TP HARKMBZIHE ST X #e
FRNZHACEETZERER - 2akE R A LR R MR PRy
FoERXAFZHED > AR DHEHREHIRR NG RIE P IR
RARBEME S/ T R SRBRENEE MBS RFEFA
CHERRBANEHERERSL > A RZRERAGNRERSE > L
EFEREFRGMARAAAMNAMEN - 2B AEKE /AR
FHRE® L Alem R EHTREMIFER -

LMBHRNEEHLFIMR L BREFAHFHREAARZIBTRA

2 PO A SRR B AR B A B A TR B R http://www.jibai-adr.or.jp/ ( _F-#8 15
2008/9/1) -

3 SrlAz B HEREATE TS ¢ hitp://www.fsa.go.jp/receipt/soudansitu/madoguti.html#sonota (|44 H
HH : 2008/9/1) -
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At - RBERDABALAFTRBRH TRBERR A XEZTF
Ty FXRAKS  BROCRISF  EHEXSZAAZFERA
B ¥Rz me > Lok A2 E Glhathirns » g5 AE e
FRBERBERRHBEHARZ AL - BFREEHZRE > I
HY— A ERE RS - RERI RS Ly F R as
@@%2w0$6ﬁ27Bﬁirém%?wﬂﬁﬁﬁﬁéj(é@
T TNVBEREW RS ERARSEBT MERA S F AR
#] % (4 & Alternative Dispute Resolution > 4% " 4% ADR ) >
WOl EEATHAAM - HEAEAE - ERE - B ZRAM - FE
NER A& ATARZ B EMHERE o ZWE e A 2000 F 9
A7 8578 —REBAR > 25H R 38 ReH > 244 (1)
WA R e 2 38t - (2) $3F - HrFRARFZEAL - (3) F
W FRAGERAZIAT - (4) PR FRATHEREZE
Bk (5) HRHEEXSHE REFHXIUEZFEL T @ifT
oo MRk g AT ek ADR S E X P LM RN EM - R ER
WM ER IS F AR RARE AR ZEE ) (RA SRR
Foofl A ORI 22F > TH TADRR®E ) ) AR
WEFE > UREMB LR HE (aBaRIE) FIREZLZE
AMFEBBEZAEHE  GERBRT ERE2RF -

Whimar 2008 6 A 24 B @R TR E A M emk ADR #1E 2
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