=i 2 XC]

£ E D4 ADR #IEIZoWT
—¥E - ZHE - &EICBT 5 &mEEN FUBE O A L RE—

BT B RBUIRR
SATEAHEE ¥ —HIRE
wH EE

BHHY @ SFlpE 5 ORI & IRt T v RVOIERFEIC LV | TEREL O 3ERERIH G LB D HHE A
DL X0 RN ek FHLERRIR O A DR E RO D FENH H, Z DL 5 7ok
KrE 72 &2t ADR IZ3EEICHBT B &fiA v 7 X~ URIEICREFESND L I, BEIZW
< ONOFENEICHFIET D, ARIZB VT, £ OMHMAR & Bk & QNSRS % 7
HEL, DAEICENT, 4% ZoMBEEZHEF L T ETORBEZ MRS 21EED
—BhET 5,
mE. ARRiX. BEIIZ, RS TOAHIEOREMIZ OV TOREIC, DE
SORMEOERSy %3800 Uiz B 3T B P ARUT &R 7 &£ o & — - Discussion
Paper & L TARTHTETH D,

B :

1. REO&MA 7 X< HIE
— PR —

2. FED4RH ADR fHE
—REBEER—

3. ®ED4H ADR fHlE
— TR —



1. EEOLERA T A< HIE

— @R R K D MR &R ADR—

El=g=N
H 5.

(1)

<1980 RN DB ERELE LA T X< Ul R

B9
)

BT

AX L

S5 (1986 4l — B A 1ED

- 2000 FE4f— B R LHiGE (FSMA)T, 2N b 04 7T A~ UHlEERE Lizk—4
FiA 7 X< Al (Financial Ombudsman Service, UL F [FOS])) @

« EU @ Financial Services Action Plan

(2) fEfbPRE

- FOS (3, WIFAIEERE Tide <. ko gruBipknrs (B —BERE. ARSI,
FeE), FHRR GRR) (HERIHROVDIRDRH 5,

- FOS & &t — v 28ME (FSA) & DK% -

FOS X FSA (ZfHhEd 2 HE, THE.

RLEEEA U N—=DERS FSA M7,
C MR R (BEMEOR T H4300) FRIHE GHEE OR/RITZRY)

TEHEL . 300 (BAR > R

c U RT— 400 AD A K v 7 L 15—20 NDfhE A

(3) &M - MFALEL D Fhe &

AL, R, FRSICOVTIIRE 2 22 R

(4) FOS DOFFi - R

AL HUE,

T D AR R D

EHEMERUE ., WIRHERRTTIEIE, FSA MRE, R

< Bl —ITHZRRIEE . M, AU T X DR A E LT OmV kT
* HEBH CERIA > 7 v ) —ATBIBLHI~OlRHE 8 EOFEE e DO fHA
HRENFRDOMTEE O DHAFEFEND . HEHBIO I K DRI 2 2 78 F.
WM RERI OHE NI X 0 BHER 70 B EHH CafE L E N2 WL 2 < o,
- A OFOS & FSA OSIVERENR: & BELOMOTENE 15 O FFER HFHIR 222
QWEZA O - HEOSFE? Zh e b, RRER 2
@G « M PBTVEDO S - FRFEED ALV BURTHND )2

@ NS R

(K% 1) FOS At « R OHER

() I TEINE%

2004 4£ 3 H 2003 4F 3 H 2002 4= 3 H
AR 548,338 (19%) | 462,340 (19%) | 388,239 (-6.3%)
gy AVNEE 97,901 (57%) 62,170 (43.4%) | 43,330 (38.2%)
A EEBE T B B R 2K 32,136 (42%) 22,312 (40%) 17,637
HEATES DN X DRI 38,263 (50%) 27,857 (49%) 15,678
F U T R VD XD R 6,305 (8%) 6,290 (11%) 5,879




R AR | 76,704 (36%) 56,459 (44%) 39,194

H1) AEEM (assessment stage) : 2> D 77— A&7l L, 5% (ITmediation] F7-1%
lconciliation]) (2K 2NN FIREDE O A filllr, FfEFHE IXTEA LI TEBY
(Tguided mediation]), 7+ —~</LREEHMAE (investigation) LV, HiHDD
INERH) 72 PR I3 C & D MIE D 8 D,

2) #HEHHA (investigation by an adjudicator) %5 : FEH M. DINDMEITOX,
RSB AN EICBE R N E LT EEZ A (investigation) L., £ OFEHRIC
FESE Y FHITK LA (recommendation) Z39% (#E : adjudication), %<
DA, BHEETIZORELEZZAEND,

3) AVT A2 UEH L AT A N XD EAMEAIZRRIE  (final decision) 23THi5
&L BNITRAEIR S DR DT, DA T Av o 2FAT 5 LidTE R, L
ML, ZOWEZZH LaWgE, EXR#H TR (BF?) WKFTL2IERT
5, —H. BN APREICZHET DL, HFOSMBERIZZNIC LR DRITR
Tl b7y (WA )




(K# 2) FOS #ff - My LT & Oifth

DR BE 3 A 2 52 T A

=3 SEICAN 47N RS

FOS 723 ff 2521 7

HH O WAL OMERE : HIER, N4, H3Z A omplainant

0 LR P

WP - A b o TR G

Z M . FSA, Rules and Guidance Handbook, DISP Chapter 3.



2. FED4RH ADR flE
— R H R —

(1) &=

<1980 FEROF T AN S | M FEEROMBER ORI & & 612, ADR OGRS L

HEIThD,

- 1980 Ff0EL Y, HHBMFIC L DHEEBORO —BR E LT, ERFEIEH T 2178

e LB EHBINAER SN D,

- 2001 4l — B AL (Financial Services Reform Act 2001 : FSRA) (23T,
wfl ADR v A7 LAORIEN, AREEICEEBE ST oD (SR THL F—A KT
U T7RERREZ RS (ASIC) 23K,

(2) ADR v AT ADFEE
« ADR v A7 A =FtENEHIHLELFHE (Internal Dispute Resolution Procedure) D@k}
+ AR SRk, (External Dispute Resolution Scheme) ~®fIA (1 2Ll E)

- N FEIELELTFRE (IDR) : ASIC OBIEREIZHESE | ASIC IZ X W AE £ 72 i3&FE S
7-1E%E (standards) 3L UYEEE (requirements) (CHE-72HDTHDHZ &

- SIS SRR (EDR) : BIEHIE IS & . ASIC I L WERE (approval) &h b

EEET S, BEICBWTIE, AIHLLT & (accessibility) . 53714 (independence), 2

etk (fairness) | @t AT (accountability) . 2h=EE (efficiency) . A 2h4: (effectiveness) .

EWVORHEBENEBREIND, > FHFEL, L OGMEREIL. TXTOH A FOEFIHL

HIhbX5, 12U EOEDROSEICARD Z ENTRIND,

+ ASIC 235387 L7z EDR : 2005.1.18 HL{E, #47 « frER « 7 LY FPESESEEHIIC 8 {H
(3) PRl & &
- MR EORHE : OMSEME BN (Limited) OJERE, @QWHEE - FEFHRBOKES (F

MORR), @F T A AT (LN) LR F AT (3 NERK) TR

<R EOFHE : O RO Ffee & 20 1I3K[F/NE - IDR—Case Manager % (Fi4 - #

i£%) —Ombudsman (Panel * Referee %) |2 X 20E, ONETHFLEETH (IDR) i

BEERRA, QIREDORNIREAIRIR, ©HFE T 2maemEo LIREE, OFEIX

FHEENOT 7 o747 (HE) - HEE TR,

ATBOARY - BERSI 2T LT 2R (HR) TADRHETH Y 2085, EHICK

ADR ZIMNEH OG- B2 R ~OWE R, BRI XD EEE RN DO RO

FHERZR &L ATBE DR 3 D LRI,

- M : ADR Fhe DR, 1TEIHLEL & omE# Rk, o — A AHER L,

;%I



<XF3 BFSOUZ LA fkTFvy—h7a—> Annual Report2003-2004

Total Cases Closed 6,117
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Total 3,995
I
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Discontinued 818 Reviews Dispute

|

OTR 186 < Dispute Referred Resolved by Member
Discontinued 161 to Member 2.599 (90.1%)

¥
Unresolved Cases

Finding
239 (6.0%)

|

. Negotiated
OTR 24 BFSO - Settlement

Discontinued 71 Investigation 74 (1.9%)

Conference
16 (0.4%)
\J
Appeal by Member
or Consumer

*

Ombudsman’ | Recommendation
Review 67 (1.7%)
v

Appeal by Member

*

Ombudsman’s
Review of
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Determination
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