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A Study on Improvements in Handling Insurance
Consumer Complaints

The insurance industry has been blamed for creating lots of
consumer complaints in Korea. Thus, the Korean Financial
Supervisory Service has focused on reducing the number of consumer
complaints in the insurance industry since the code of conduct was
announced in August 2013. However, given those policy initiative and
efforts, insurers may not handle complaints in the best interest of
consumers. According to our consumer survey, consumers do not feel
any noticeable improvements in the process of handling consumer
complaints in the insurance industry.

Along with those responses from consumers, it is necessary to
reconsider and restructure the consumer complaints-handling policies
in the insurance industry. We assume that we cannot help observing
an increase in the number of consumer complaints due to the
information asymmetry between consumers and financial firms, the
popularity of consumer right movement, technological advances and
so on. Given those situation, we propose to change our policy direction
from a quantitative approach to a qualitative one: from now on, we
need to focus on how to improve the process of handling consumer
complaints in order to satisfy the consumers’ needs and active
demands.

The goal of this paper is to improve the current consumer
complaints-handling scheme so that consumers could build up trust in
the insurance industry. In this paper, we demonstrate that there exists
a gap between our current consumer complaints assessment indices
and actual consumer satisfaction; we interpret that this gap symbolizes

the failure of current consumer complaints-handling policies. Given



those empirical evidences, we suggest how to utilize the feedback from
consumers in improving current complaints-handling scheme.
Furthermore, we learn the best practices of financial ombudsman
service in the UK. and Australia. Coupled with those lessons, we
introduce several amendments to our current complaints-handling

scheme.
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(H 1-8) 82 FE Xzl 4%

o9 A

B 2008 2009 2010 2011 2012 2013
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A/ 137 190 149 122 140 146
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2008 2009 2010 2011 2012 2013
=
T o | Rt | et | mt | et | EEt| et | RS | e | S| e | Ee

Ass [1373] 31 [2,545| 34 |1,147] 15 |1,540| 15 [1,841| 10 |3,249| 10

SOE | - - 1854 9.7 |[AHI|ASI] 343 | - [19.5|A33376.5| -
Abg: A RR(2013), 12013 2|2} F)3fjA] AR 9 AR, p. 239,

ubEAEg S| FEE e RS AuE TURkA ]y 0] 139671
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1317(4.0%) 9] =0 = YEpiT



m FAIETA 2015-1

(# IT-11) LER™EPEMNA E=E M oig

2013
o 20008 | 20108 | 20114 | 2012
7 =7t
o 16 396 1 2 9 7
o= 0.6) (34.5) 0.1) 0.1) 0.3) (350.0)
oJubAJH] 2 1,175 220 531 535 1,396 861
SIS ) | 19.2) | Ga4) | @1 | (429 | (160.9)
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32}.\:! v
BEZRE | 09 | ary | a5 | (3.9 | 149 | 9.5
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)]
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o HEl 156 71 211 113 131 18
EX s 6.2) 62 | 137 | 6.1 40 | (159
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o] "ol AN 7] 3 Q1 APAL 75274(23.1%), TAIAFI8H 35471(10.9%), AR
oA ko] E)x] ool 2AH XE|8s 647(2.0%), AR 25417 502 <

S T3 2]5A] 3374(1.0%) 2] <=0] 31t}



(&): A, (@)

Hist 2%

=] = XX RX5|0|0 A
—_I'"T'_‘ é;'%l ﬁga /C\;'EPI?_F % TS —l—ogl—lolo

N 1,230 373 87 235 121
A -

(37.9) (11.5) 2.7) (7.2) (3.7)

= AEF St XMElES PSEEYN 87| & A
o 354 64 33 752 3249
= (10.9) (2.0) (1.0) (23.1) (100.0)
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HE - 34 0 0 0 1 0 1 3 1 6
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FLo| A= 2000 F5-A1HE| A AP (Financial Services and Market Act 2000, ©]
S ESMA) O] 7] S22t 7| ER0E Sffe] whel Rzt 7|7 e St
A8]A(Financial Ombudsman Service, ©|5} FOS)Z2 E3HA|A 1 Hsht 7|52
R

FOS A7e] W3] A= S84 AR A|16%H(The Ombudsman Scheme)
O8 FCA Z=3tol| Sl HE S 8ARAAAT S ThESMA §2260). FOS=
FSMA @ AB|RFAIEH (Consumer Credit Act of 1974)2] A4 thato] == F5&
ool Tk RS Pk R IR AR Pus|pnny S &
Qe Fost HRzo] ol BHAGAY Wefol] ulEe] Faele] Al
= Z9lo] ofuck

Q4o] Fosk AR 7157\ Rie 40 BUAS BT ook 4 4
S, Hl 0] A4 ollaiebe] 24, Tr2le) Aol et 1<) Akt Aeke g
2Rt 7157 ARt ERE ARERE O oS e glal Y W 29
I B AL AHez AZE FEsh] dieel it SHo M= H=rlH
o] SAIHAA AbfETh

24) WY A SFEAZA7| L 23S tOe R St The Office of the Banking Ombudsman,
FRAZZES O R 3 The Office of the Building Societies Ombudsman, IMRO®]| 2]
3 A== XS O E BF The Office of the Investment Ombudsman, EE3A}F @
f2]de Ao 2 St The Insurance Ombudsman Bureau, PIAY] 2]l A== XS O
Ay0 & &t The Personal Insurance Arbitration Service, SFA®] 2J5f] A== XS thito
2 3t The Securities and Futures Authority Complaints Bureau and Arbitration Service,
FSB(SIB)O|| o8l HAIE= 3AE thAC & 3 The FSA Complaints Unit and Independent
Investigator= Lo A2

25) W=4(2010).
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Services

2CHA|

SHel om - A 3% =277
(adjudicator) | ADR —
O = FCAE deig
26608 2] A& 2} redress
8z=719| casework team

(systematic)

&l ol 3
22071zt complaint &2

12HA|
SIAHH R SIE=2 M A

EAE] Q] A &9l XM= FCA Handbook(Dispute Resolution: Complaints, ©]
8} DISP)& W2tk FOS AT dRIishy vt AFaml o=l ARME of
Yt SHAREHAHIFA) 58] AREAH| A A = A oot} 20

FOS®] AYPFA|e} =45 HH RO HthAdo= <lsf oFake] f1x]of A
e BHRAE HEs] 98] aFH8 AlRto] Ho] == WA 52 vt
ool WAlskL 24 FAIE He) AREA)] FoE skl Ak E AR
Aol FE= mAls AL" A R Systematic Complaints)of] WA= 7]
o] ZYshARt Fos= AE Aol AFstar Stk E 24 AR 2F Lniet
Tl == 9t FHawte] e AAR 7] ol aedAkel an|A; 1o
Te2A W NI s AAE FARITE olof wet agSAr iR wd siE
Aatet Fosoll Hagl o]F Maw= o v sid Aaprh ddste B9k Al

e 253 ek Wb WelRle Fosol WYe M4 ol whea] s

rr

20 ] B4R A4 % Awe] deld 20149 89 18820144 8Y 262 G
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o] W A7k 2 ¢kd A9 21 thaell Fosofl Hersfiof gtk Fosofl Wil Al
= A2 A2 (Retail Customen) ¥ of e} 29 107 0|8} it
6 9AEE 7Fssith FOs AL wEd A T 7 HiEe] SlA
oF 2xH|A}F 7F 2] i Bl 24 AAE Sl sfau A 1Y 5 10% He
Tho] |Fal o FR=nke] A Ao = s dEal it

FOSOl 45 wlge dxpdor ZAel(Adjudicaton) ] H7Fe} A} GHAIE
AXA =HA o TAOA AAIE FAte] el 2 FAE 1 delE
gt FoeEo] HufishA =W ZF=TE fJHslof] 34 I Eo] Rzt
2 AAo] uHth TSIl aHAF 7He] A vt e Akt SR
Tke] Z|FAAL WA gt Zuste 157 #Re=(2010 o] Hof= 109k i}
+5) WolA S53AF Soll HHA 2] F&o] FojFth 11 ol4ke] HA
of dsir= S8 E 58S AT 4~ i S83APE FOs AR &
Hal Aool= AA apgAtol FAA (Fairess) 2t @e] A (Rationality)of] FA17} ¢l
oA 252 A7 4 Uek27)

FOSO] g T3t Z{oieh #ATA| 1] AedelE fiesly] ffall =it A

o oy shTme] AR W) HRH EATHE el et
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71
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T x5 o|FaL gl 20149 @AY A 3500782 A F AP (Customer
Contact Team) 1907, ZA21-& 3l APAY T El (Casework Teams) 26007, 2-H.%
THOmbudsmen) 1607, A= (Support Teams) 4907 5-0.&2 LA %] o] Qlct

P AR A ST Al B9 TS it Ad e R S R=
Tk A = o] g it RS FAL ek G FOS= At 5= 474 9

/S SEshr] 9f8f 12789 A4 TREC] 'HE 9] miuAe} oA "l

27) FOS BAAI}Y] olgjRof wlEm 1dof 204 AHxE FOS AR &3] L4008 7l=
797} MAslAlE AF7HA] FOs7E A e arEoR F Ao EIsh 2 e
gl (Reputation Risk)E &JA18]l FOSO] ARl ©|9E A7|ot= A= WAl o2
FE BAAS AetA] Eols AR Sakse] sHtew ke AevE WS = gl
o]5 B3] 98 FCAA RAAA(Compensation Scheme)E #3IL S
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AE/dE 7] HEA SR 445

SUARE RIZF 2 AE 5 chpe A AL Zh AlkSe] Szt Ao AR

FH 2RAG AEe] Bl v HE JRalet TAAES B3 4
B Qle} g= FOs= WY R RNl el Helet 92S skl
otk FosE o7ffgutet gxnte] FAAAT A diolelg Ar|Hes ¥
NEE 3l ‘Name and Shame” HZRS FLAFSEIL Qltk FH2TR ARJofA] 5
2] A% ARFES Bl v|segh AR EA Al iAo Bt o
o]aL B|Sgt e F WhESHA] JLE AP kS Eeler] 9fgh 7|dayt
T it} &, Fos AAATN= ad wdout H8Els AoR A AlEE 9
3 A 2-gHoll 8= I (Systematic Mis-selling Case)©] Q& 750 thalA]

= FCA7} 7F=31c) 28

oJ ot R zul v FsS AhHEH 20149 157] AR F-8AE T W7k
g 67%= AFHSHE 3 (Payment Protection Insurance, ©|3} PP)©| X}A|3}al Q1L
Uz g4 23 95 AR Current Accounts), SFEIEHE tiZ(House Mortgages),
j7] %] SeYAI= ~40% 2ol M2 9o} wkeh
A AR WY A 8y 518470 7Red] BT vIYe O] &7 kow o
7t T A0S WA PPivE itk Rk ARA|Skal Qo wheba]

PPI 270E 2l oJshr]ao] E R ool o] Hiide] =4 ek A=

& 9] Hlgso] Solui gl A= Zmd el Z7k0) vidowm X|4Em 9]

28) FCA®| 404 rule'> A2 2lFat o] S5/dw2] S ail(mis-selling) ARo]l o
3 AitgA oz A7) ARt dEgle] ARRAIE ¥RE o e Wi A

jiu)
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i
i
i
2

t} ol & 5o For= 22 Yk 7oA AR E(Experiment Treatment Case)
7t 5HA] Ak GAloll= B A-g tiido] ol AAITE oA} ghAfe] AR Ao T
o] Hrfar e -9- oo thigh BT Al Fallof s=A] 57} WUAHRI 2 5

23 Z44x(Z) AH[X} HEF (%)

LT Wﬁg‘v FY2013 | FY2012 | FY2011 FYZ%"'/ FY2013 | FY2012 | FY2011
PPI 56,869 399,939| 378,699 157,716 61 05 65 32
23 A = 3,552| 13,676| 18,868| 14,057 35 33 33 31
e EgE | 3007| 12,598 11915 9,530 32 29 26 28
W72 AR | 2,853 5,668 1,629 - 51 77 - -
Agai= 2,166/ 10,120 19,399| 18977 33 30 33 54
A2} 13 1844 7190|7785 7,264 32 38 46 49
S 1486 6,306] 7791 6,239 40 35 34 37
AERY 1,211 4,095 4,611| 4,556 38 44 48 50
R 5] 705| 3573|4657 3,267 23 28 25 28
2718 679|  3426| 3572| 1432 18 19 12 23
el PARER| 498| 2247|2715 2400 41 53 49 52
SRRk 450 1,511 1,621 1,545 39 42 43 43
of| 2AR 440| 2515 4512| 3,734 37 41 42 44
ZARE 431] 1,808 2239 1828 23 21 23 31
FERZHE 381 1,118 - - 80 77 - -
A 85,184/ 512,167| 508,881| 264,374 55 58 49 64

A gt 2=k hitp://www. financial-ombudsman, org, uk).

20) o] e Aze §AO) WAL A Tl FA Aol FEA ohe Amlzje]
L Uebt misiate] ug BAIQIA] 5 AEARLe] wokA =
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9 gzt AlEe] b 2 BALe AAHS Qlelu AU Sizn) 24 1
Che 25008 59 34 L G2 5 ok shrel] 435t ek el of
o] v vl sl el oig 419X A wel F olul ol E & et
31 9l Fosel 48l gl 7hee] o0 ko] S¥znt 24 ool 2421 F3)
AR AILEE et AT 7 Tl Bl SHRAEIl ofol weh 2

=
)

(# V-3) S=0 Z2H oI M H &9l Hig

(291 %)
(I o= 5
2011 89.41 70,74
2012 90.76 73.76
2013 89.10 (9.98

A}&: FOS annual review 2012/2013,

1] Al Ale g g=to] 24 el(Adjudicator) AES Zard 4= Qlr), AL
ofo] i A2 dAE F8l Fel7t o|RAA] o v
FSAEAR Fol7HA Hrh 24910 Harh o5 oA ]A] ok - o, H AL
3, aHPAF R HdE SAEA Ee AR

(]

H

.

(B V-4) g=9| =F2l(Adjudicator) M=

2gel(adiudicaron & 2v1Attel G Rk 3 2AGE B9 SFxull shtd
710]) QA 713 Az 2AE B 2O E B bAoA AMek AEhe 43
24919] Aol Uole] Betol YA HA YR TE LIYAS AAL
291e) Finao) S2EA) b A% AFAoR Sy uio] ofs) 4y

275210 AL FB] 93 2F 2L AdEy UA] PES W o
ERCEL DS RE

25210 A AAQANHE B A1) et WBROF FA 5L ekt 5
HEHE AT Ak W7}

2791] 9 YT vIHTFY BF 7Rsoke] 3 Aepy oz TR

Rslo| Aol 249le] ZeALYT AR 30

K




GTo) 29 WAL Ui AR o) RAEA G ARFo] FF B2 A
H]ATo R ol o 2gelut R aute] FAfeks 20 AAE 9 Ack. ol

Rzl gAERo] SR wol ohr) EATAR} 719 A22AS FAFHE o]

zRe] 2 9 AZARGE Bg Szt Ysjolpno] Bl gl

5

AR v glolE 31 izt e, 8ol tisiide g2 ARIIE A

30) A FOS Absto] a1 FR=mhS el 2000 PO SR=THE0] i SR
Qe “FEAILAPY 2000 1720) Al BYHO olRolrka HAEo] 9.
SRANe A1 158 BeTs Auld B4 S FEEA BT 4 s Bet
o] Fojg.

31) G2 H =T http://www. financial-ombudsman, org, uk).
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Za7t ok P FOsolM= S=nt Al=e] A Aol APAre] £
= 2ol A A B AR £35S 25h] $1%F "Name and Shame” 9132
stof| vl ¥ dlole 3] AR th ), ’iHAE 48] sk ks

=5 FOS= 2000 8UFE T Hlo[HE o7 ol gF ¥ ZF SAf Bl A
FEE H|uH ol E(Comparative Data) P41 02 F75kaL Qltk. Ad 67 &<t
2t J19 307 o1, afd HI 30 o}l EESike AR SN el |
o dlolE= 7E SAHE ofuRt Y, il e ERET A
St w7123, B71A] 323 7HAlE6(Home Finance), AREES|HEY] 9
HAE 2o, A4 A% 9 deidE PSS WEth 30 B Tl
189 Hel= At W A, AA| 9 5 SHAo|A f2siA 2740 & |
Ho] A a2 WA AAsh= IS, WY A2 @A ol R HlojEE

ool 7B ] Aol HEEA] SRS otof g,

ox,

=

i

g

o

(O v-2) =9| L 2 Hlojef 37 oAl

% resolved in favour of consumer - by complaint category
(and average figure for all businesses - for comparison)

iSvedrer banking and ffe & pensians
EELTE credit morlgages and general PPI investments Ze;d
(averageforall  (ayerageforal  "OMe ﬁ"?““*" "s""‘":: ) | (averageforall (averageforall  decumulation
businesses = pusinesses = (Averageforall (averageforall | L G0 T e (average for all
57%) a0%) businesses = businesses = cmeeses
32%) ) B
Abbey Life Assurance Company | No Group 2% . . . . . 2%
Limited
ACE European Group Limited No Group 56% . B 56%
ACF Car Finance Limited No Group 20% . B . 18%
Acromas Insurance Company No Group 34% . B 34%
Limited
Admiral Insurance Company Limited | Admiral Group 24% . B 24%
Advantage Insurance Company | No Group 51% . . 51%
Limited
Ageas Insurance Limited Ageas Insurance Limited 45% . B 5%
AIB Group (UK) Ple No Group 42% 39% B . 3%
AIG Eurape Limited No Group 3% . . 35%
Allianz Insurance Ple Allianz Insurance 59% . B 35% 62%
American Express Insurance No Group 30% . B . 2%
Senvices Europe Limited

A& P25 =0k hitp://www, ombudsman-complaints-data, org. uk).

32) FOS(2009, March).
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(HE V-5) WEOIY &MX} @HAR|: Barclays LIMME

* Barclays®] AH|R}F M= A 2279
* LiMME: (Customers') Lives Made Much Easier : “Save customers money and time by
truly listening to their needs and offering the right product”
* 259 FrIEolA A §15=2) il g viAlstaL 21 dialell &vlRp REE:
T F7RES =Y AnAEe] FUt Etolu M oA WHESHA] obes
=
il W gEe B Aelsel 49 AAHAE Fa) 1) ol Fuie u)
BEA, A, A = A A4
T} A BRI Sl 24 59 sfdichs 212le] ARl BRick-:
|2 ERPAAR] ARIAE ZfHslE Z Alg A3 o)A 10071 o] Fxlr | Expd
FEQE oS QIAIRESA] AZiofA] TA] HES AA| 9ff o Lo AREAE
Bk 0 A T ) olol WhE 1Ak 215 ek Spale) o] Qi pkets) 4
Hldojut anERt 4= AR ISk

AN A2 AL A 2= vEEE|o]9] AH|RF WS A 22T
o] F3It}, “LIMME: (Customers’) Lives Made Much Easier’ 2 B2]= o] L2 J5HS

A5 0| RN 4] Sl polfey Pk iAskL T hale] el s

1

jait)

]

_jN

o g EQIs) AulaSo] SUa Bulolt oS viEsA] gEs S

of

gitt E A} pldehd SAE 2 (4E9] - 243 (Knowledge Review) S
aff 2Lz o] A ojof] S o) AT, A, A 55 Al A A ET) i
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e}, o] AR ADR Al=E WA 7]9E HAI] AI717E 20108 109 145
Aol TEg/dE AN 59 YRS N8k ME©]st S-8ADRY). o]t o] 1
o] AISYE|HAHE 23 ADR(Alternative Dispute Resolution) Al = (ATHe] EAY512
Azh o] E=fo] A FwslAtel 2k it 39

o6 ADRHo| T2 JHE= uaAle @) 9 ZA6E dxke] g 5 AAIsH
= A=A Aeks AREs a7 o] AR 2 S gdike dEER AR
siid7 o] EAk= 7d-9olle AP Esi a7 date] AlelojA s e Hsle] A
A7 | EAIF & A dsh= Zlo] oFsfE|o] Qlrf.3h APgRAS A7 e 2e W=
3], A3, AEAES], SelEAF], KR, dEaddr|HEHD],
ZHUFBAFE A E|(FINMA, Financial Instruments Mediation Center), Q&E-ol| o

A3 = 87) 7|Tolr} 35

iy

2) BHXEI|IH

U2 ADRAIEE= @O FER OJR|A|AL Qo). APHE D0} S AF S|}
A a7 e = A 242 AP} Ssf o] Wt vl Aol &
Al a9l Fagielst 2 5 IS ATTH 2 AR A2z Al4o
=, A30s=e] 5 AR, HEAA e HASAETEH 224 0] A= A=

5785 AR =il Tt o] 5 A 2|sto] A tigt dHke] o]s

N

33) UzkR|u}l s12upAl - 1444=(2013).
34) FAH 15622039 A1 5.
35) YEAYHEHF](2012).
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(B V-8) ¢ &51=EE ADRMIEIS| BMsHZE =Xt S= S
(&) A, @)
= FY2010 FY2011 FY2012 FY2013
sl 9 (0.0 30 (10.0) 46 - (119 54 (3D
d1 =
s 2 1 (80.6) 50 @ (16.7) 56 (14.5) 71 (7.2
= | AYes 17 (33 | 191  (©39 | 253 (657 | 262 (63.4)
ﬁ ol 1 00 i (3 0 00 0 00
T:E oJufo|gt 2 (40 18 | (6.0) 26 (68 21 G.1)
= 7|e} 2 @D 6 @0 (1.0) 1.2)
=% 0 (0.0) (0.0) (0.0) (0.0)
o) 0 (0.0) (0.0) (0.0) (0.0)
A 32 299 385 413
170 w9tk 1 456 4 (1.3) 3 (0.8) 2 (0.5)
370 wjgk 16 (419 87 (.1 | 112 (9.1 88 (21.3)
S o 15 (25 | 164 (48 | 194 G4 | 188  (45.5)
21} 1 ojgt 0 (.0 41 (137 73 (19.0) 110 (26.6)
] 24 w)qt 0 (0.0) 1.0) (0.8) 24 (5.8
2 o)Ak 0 (0.0) (0.0) (20.3) 1 (0.2)
A 32 299 385 413
23] o] 6 : (18.8) 140 | (46.8) 212 ¢ (55.1) 144 (34.9)
§ 43] o]y 23 (719 131 (43.8) 137 = (35.0) 190 = (46.0)
2 53~103] 9.3) 28 0.4 36 0.4 75 (182
9| 115 o4 0.0 0 0 0 0 4 10
A 32 299 385 413

5, TR ADRAIE BA1E,, 2 5.
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A& w5 w T AT Y EA AL e s e 2T Al
7|20 ZA5lY S8 Hopd &F AW 719¢l Banking and Financial Services
Ombudsman(BFSO), Financial Industry Complaints Service(FICS), Insurance Ombudsman

Service(108) 50| Ea7E Hlolct.
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(HE V-9 &F FOS 2™z T4
o FY2010 FY2011 FY2012 FY2013
B 2 % 2 % 2 % 71 %
Aesre 14,537 | 46 | 18485 | 50 | 16358 | 49 16,544 | 50
23|13 8781 | 28 | 10423 | 28 9468 | 28 8,643 | 26
A
Xl;f;j 2,422 8 2,508 7 2,457 7 2,348 7
ol 27| 2,244 7 2,174 6 2,086 6 2,310 7
=13 AL 2,235 7 1,923 5 1,462 4 1,430 4
A H 1,193 4 1,139 3 1,268 4 1,420 4
ATERA H] A - - 20 0 26 0 29 0
7€k 464 1 566 2 324 1 500 2
o) 5 0 19 0 88 0 54 0
=35t 31,881 | 100 | 37257 | 100 | 33,537 | 100 33,278 | 100

AFE: 35 FOS(2013), "FY2013 Annual Reviews, pp. 50~51.

57 3§ SRA

64687102 =
A4

pze)

& AR RhHof g s

=

SR HAE

=

Z &l|lEFo] 20134 715 27%E AFASFHA] Al
2 500 Aol Eulict,

Z=t 20109 29t 198574 0]4] 20119 2

HoHA] 20139 27k 5041748 7123 A
87FE(500) TREo =2 2 H]

(E V-10) SF FOS EXMxH™ £2 714
. FY2010 FY2011 FY2012 FY2013
= e % e % e % e %
Ae7t= | 10476 | 48 | 13242 | 50 | 12408 | 49 | 12,605 | 50
23] 5627 | 26 | 7595 | 29 7581 | 30 6704 | 27
1
A 188 | 9 1626 | 6 1214 | 5 1174 | 5
A2l
g7 1,508 7 1,533 6 1,654 7 1,588 6
EX3IAL 1,307 6 1,264 5 1,267 5 1,469 6
Y 905 | 4 903 | 3 1043 | 4 1163 | 5
ATEFA H] A - 7] o 2] o 21 o
71} 275 | 1 208 | 1 159 | 1 317 | 1
B 1] o e T o T
=3} 21085 | 100 | 26468 | 100 | 25338 | 100 | 25041 | 100

AFE: 33 FOS(2013), "FY2013 Annual Review., pp. 50~51,
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B2 28 SRxl 2 ATIE A n 20134 7|2 A BAA A2 7o)
700 ool WA} 7t el 0w s o B Fos Aol ol saE
o}, 20134 715 B 7F ko] Ao w shasls Mg F 19k 82524 ZE A}
Yan s S A4 A 2% 7A4:0] 55 71o] Fos7kobl Uit 1l of

2 43S Bl shdEl Alojk, Fos A4 WA nel 7k 530 Tl

3R} Zol| el Aol WL, 4iv 7k Wgel ol gt Ao o

ENE &
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(B V-11) &3 FOS 2M=d Zut

. FY2010 FY2011 FY2012 FY2013
— e | % | T | % | A | % | U | %
o SIA
=8 18388 | 64 | 23699 | 66| 18785 | 56 | 18252 | 55
I
o}
Cal HAr 962 3 1,359 4| 2720 8 | 2674 8
A7 :
) (=3l
3lo] 375 1 779 2| 1274 4| 1406 | 4
A
23
oFx 484 2 752 2 857 3 829 2
slo|Am} 257 1 1 0 0 - 0 -
o SIA
%’kﬁ’@} 1520 | 5| 1500 | 4| 1576 | 5| 1667 | 5
$574%
FOS T1glel
i 1170 | 4| 1234 3| 1,400 4| 1381 4
23 | $52%
F83t
i 313 1 280 1 86 0 97 0
Akl
> 2,719 9 2,497 7| 2681 8| 2230 7
> N
FOS @3t
il N 2626 | 9| 3944 | 11| 4391 | 13| 4914 | 15
7)ep —
7€t 3 0 4 0 3 0 0 0
3| - 28,826 | 100 | 36,049 | 100 | 33,773 | 100 | 33450 | 100

AFE: 33 FOS(2013), "FY2013 Annual Reviews, p. 47.
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2RI, 61Y o4 90 0]3H11%), 91 o4} 180 ©]8K15%), 180 ©]AH18%) &

oIt

(# V-12) &3 FOS 2Mxd U

(&9): %)
SURHTIZHY) FY2011 FY2012 FY2013

0~30 12 15 18
31~60 40 40 38
61~90 11 11 11
91~180 18 15 15
180 oA} 19 19 18
> 100 100 100

AFE: 33 FOS(2013), "FY2013 Annual Reviews, p. 48,
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VIEW BY PRODUCT GROUP
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