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(4) it

RERIF, EREOMIC, BTEETRZVOIC, BORTEETHL LE®RL, BT L
(224%). FSAOREIHE L 2 ENHERICE U RWI L (1475) ., R E£E N T 5 HES
DEFBIZDOVTDOFSANDBHZ ESLZ & (1605%), BEEAEZE WL, BAAEZENEEL
BHHIZOWTERABDIFRTIRMET 2 2 & (303%) HHEBHREHRICK L THRT S Z & (305
% 307%), RETHESNALIERICEL, FSAILEBOBRES 2L (3425), EAD
BREEN, BADPPRLIAREDRIZOVTEFE TS 2 & 3435) ExflE&HoOFF L LT
5o Z LT, FSAX, EZR DR, AMEIGIR I~ A -0 7Y Y ZIZhh 5T EICDON
T, FHRFGEHERTAE TS (3445,

(X) €MV —CAEOMRE LT, AREHFREWER () [HEEHRBERESE - 1
FUYR [KETHI) (19964F) H 5, 72, HBRHBERFICEL T, EFER [1FV
AR B BHGHRAERE ~ SRl — CAETR2EOBER T P& LT~ HKF
KREFBRHEZENIE 15 (1996 4F) 46 HULT B,

8 & 9 BB~ o HUHL

—FVTE Y HELEIRALY VS FEBAF—-L—

WAMCIR G ER RS Th, 7, Bl BB, STV AT LARERLTY, HEORES
SEAIMIET A I L RTER Y, 22T, BIETE, SRENEOTICH b2 LoBEHH
VAT LA EMARATBLOPERTHDL, &2 Tid, 415 ADOEFIH — Y AJEE B ERH
BRI S MBS B0 BREOICIE, BAMEORERITI 4> 7Xvy, ERE - HENICED
FAEE I AR VT OREEHE, BEEOREOBEAF — LO=FBHII0 &, BKE T
FLWERIY—ER - =7 v FERBFHITIIED I ) 1T hrpkds I L ET 5,

1 FVTXAIVICKBDEHIBENIE

(1) |

SR — AL FEHRE2 [BEHRGBEOERROL-OOES] FeKIIERFOREL
WHHHBEZ®RIT, XL I GHEEZT BTV,

ok (1) LB BENEZOSZBIIHT2EBOREDZOREN 2RO %
Rl nid iz bz,



(2) BGRDIE, Z DHEEED TR —FF & LEAEEI 5> & T O FIR U (BT
S, o, REEZRIECHATLOLELBEZEL I L TE 5,

bbb, HEREVEEHRGNME L LTRRBENLIERHRO—DL R o TWEDTH S,

ZDBREIKILL TIRAE, B4 7 X< (Investment Ombudsman). PIA * 7 X<
(PIA Ombudsman Bureau) . FSA BB DEIBRAEMEEI D 5, & 512, &Y — Y AEITHKH
L 7ZRES S A O E B IS EE ) O3 — ¥ 2 (SFAComplaints Bureau and Arbitration
Service) L ¥NVT 4 7 - VWA T F 4% (Building Sociaty Act) (L2 ENVF 1 v 7 -
VYA T T4 42T X< 2 (Building Societies Ombudsman) 753 5,

PESODOEEMBEERIIEICERKB LD D0 TH Y . ZNFNOBE OB EER IRHL
WA 5 Z ERBRBEDITONT WA,

DS DODMICEZERNE EH MR L 7248174 ~» 7 X<~ (Banking Ombudsman), R
# ¥ 7 X< (Insurance Ombudsman — FRFREE&H & HHORESE) . BAREBRMMERT - LR
(Personal Insurance Arbitration Service — fRIRE&H) D3 04H ), TN HIIEBEMAL % -
TV B KEGOBITHE NIRRT ZFN TN OEROEFRBEEICIMA L TWwb,

BATV AT 213, LEDSODEIFWEBEE % 272 2 T 5, BHEIMAD S O EEMAD
SO EITEML72b D, BRI L 72 O, BEHRGIBEBIAFEL L72b 0, ERMERILL
72D, FYTARYERATHLD, MBEERATLIODESHTH S, T8 O0HH
(&, FIRZE S, BEEOHIR., BESCT LA LITA I T A HE, SFEBRBHR, By,
REDENE, HIERBEOFIR, BE&, INF YA TLYIX YV MECBNTENRENELRS
BYRkDdELoTw5E (HFE1),

Existing Schemes: procedures

FSA'Firms  |IMROFirms | PIA Firms SFA Firms Banks Building Friendly Insurance
C C Companies
Firm to resolve | Yes Yes Yes Yes Yes,if member of | Yes Yes,if member of | Yes,if member of
first? scheme scheme scheme
in-house Yes No No Yes No No No No
conciliation?
(i.e.by regulator)
Independent Independent Investment PIA Ombudsman | Consumer{and | Banking Building Societies| Some complaints| * Insurance Om-
mechanisms: Investigator Ombudsman Bureau(PIAOB) | Full) Arbitration | Ombudsman Ombudsman go to OB or budsman Bureau
external Schemes PIACB « Personal
{See relevant Insurance Arbi-
columns) tration Service
Membership Compulsory Compulsory Compulsory Compulsory Voluntary Compulsory- Voluntary(except | Voluntary(except
compulsory (for regulated (for regulated (for regulated (for regulated subject to for investment for investment
voluntary for business) business) business)and business) publicity option | business where | business)
firms? voluntary for non- (see below) complaints must
regulated business go to PIAOB)
Independent ( i} Further (1) Informal (i) Congiliation | Arbitration ( i) Conciliation | ( i } Conciliation PIAS:arbitration
mechanism: congiliation investigation & | (ii) Provisional (i1} Adjudication | (ii) Formal 10B:
procedure (it ) Arbitration if | recommendation | assessment/ following investigation
appropriate and | (ii ) Adjudication | recommendation investigation and abjudication { i } Congciliation
both parties may be offered | (iit} Ombudsman (iii} Final decisior| (ii ) Provisional
consent decision recommendation
(iii ) Ombudsman
decision

Iormely known as the Securities and Investments Board
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FSA Firms IMRO Firms | PIA Firms SFA Firms Banks Building Friendly Insurance
St Companies
Decision binding Both parties Both parties Firm only {unless |Both parties- Firm only Firm only(but firm| - 10B-Firm only
on both parties | (but only if both | (but only if firm appeals to  |if consumer seeks can opt for PIAS-Firm only
or firm only? agree to both agree to court on important | arbitration,firm publicity letout | -
arbitration) adjudication) precedents) must submit clause instead)
Basis for awards] Arbitration Recommendations-| At Ombudsman's | Arbitration At Ombudsman's | At Ombudsman's | - 10B-fair and
procedure on fair and discretion based |procedure discretion-fair in [ discretion reasonable
reasonable basis.| on laws,rules, ali the -fair in all the PIAS-procedural
May adopt any | codes of practice circumstances, | circumstances, rulesfiaw ABI
appropriate based on: having regard to codes/statements
procedure * rule of law applicable codes of insurance
+ general of conduct practice
principles of good
banking practice
Limits on No £100,000(untess| £ 50,000 Claims under £ 100,000 £100,000 PIAOB/IOB limit |10B- £ 100,000
individual both parties £ 50,000:Consumel where applicable | PIAS- £ 100,000
awards agree to higher Arbitration Scheme (see relevout
specified limit) Claims over column})
£50,000:full
Atbitration Scheme
Distressf/incon- {Yes Yes-upto £750 | Yes-upto £750 |Yes Yes Yes,but within - I0B-yes
venience above limit PIAS-yes
payments
possible?
Service freeto | Yes Yes Yes Yes,but £50 charge| Yes Yes - 10B-yes
complainant? for using Consumer PIAS-yes
Arbitration Service
(refundable if
complaint
succeeds)
Some schemes reserve the right to award costs against complainant if he behaves unreasonably or causes unnecessary expense.
FSA Firms IMRO Firms | PIA Firms SFA Firms Banks Building Friendly Insurance
Societies Sc Comyg
Governance Independent Inv.Ombudsman | PIA Ombudsman | Arbitration Ombudsmanis | BSC recognises | - 10B-Independent
arrangements | investigator appointed by appointed by Schemes- responsible to an | BSO Scheme(s) Board/Council.
(for independent| appointed by FSA| IMRO Board.Inv. | separate PIAOB | Arbitration panel | independent under BS Act Reports annually.
mechanism) (Complaints Omb Committee | Council.Reports | (and appeal Council.Reports | 1986 but has no PIAS-run by
referred by in- oversees annually to panel) are annually power/ function Chartered
house unit where | effectiveness. PIAOB Council | independent of to deal with Institute
appropriate). Reports annually SFA.Reports complaints itself of Arbitrators
Reports annually | to IMRO Board annually and has no
to FSA involvement in
operation of
scheme. Reports
annually
Governance Independent - - Independent - - - -
arrangements | compiaints complaints
(for in-house commissioner commissioner
process)
Funding Directly regulated| IMRO membership| + Partly direct SFA membership| Levy on member | Mixture of See PIAOB/IOB | IOB-members of
businesses'fees |fees from PIA fees plus £50 banks subscriptions and| entry where scheme(case
membership fees | charge to case fees relevant fees+levy)
* Partly from complainants for PIAS-members of
case fees Consumer scheme reimburse
(paid by firms Arbitration Institute for cost of
irrespective Scheme arbitrator plus
of outcome) technical costs

Hi#2: Consumer complaints, FSA, December 1997.

CDEIEBELR VAT I LT Ny FTI—Z - FN DL LV AT L THEEZIZIL
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BEIGED ZENTEY, SHOLRHERNET, HANWLZRE L2 ENRTWS,



(2) HIBEWEY XT LOBWE

7 B—DFTATr o AF—L4

WEOERIIE DS IZHPN TV B EBLEEE T E—DOBEICHEE L. &TORTE
EEIVTREINICED VAT LAIZEBMT A E V) T ETH B, %) ThiFni, Ay c—
BL-HEERENER SNV EBURFR FSA IZE 2 T b,

COE—OBEZMEKIZTENT VT AT VT APIIOVTIERD L D) TliEDE
NWEHIT F VTR RIS EDLWVWYATAE LTEAL TS fifkEF v 7 X
YVFRDIODETRLE > TWnb,

B, MHEIZ, MRAOREICHESNE I L 2MYUEENFD o TEELZITN
B L BV, L L, AV TX2rThHERLIE, BEERIA Y T UL X 2150
REHEBTE WA, HFERLANTEHBRICFRERIRTE 5,

BT REBIC L o TUDOEBNPELZ - TV, Thbb, MERITENEFR - 10
DERENTEINE, LI L, F 7 X</ fair & reasonable 2SPEDHLY FT & 72 o T

Who L72H o T, BAERIERIHAL % B 2 T, code of conduct (T&IRE) < general
standards of good industry practice (EERNLE F L W—RIETEEE), # L T, FEEIE
3 X EHFH 72 conduct of business rule (¥ R AER L — V) 5% b BEFICANTHRES T
TIENTESL, o, TV T AT I3EFIRTREINZHE S v,

B MERO T O L RAEIMBREICEOLNTBY | FRIEKR L TiITbh T hid s
LV, L. AV TAT DT U RAEI 7 VI TV THb, Thbb, IS, FHE,
IRKDHERE, RROWELZIEITHIZo TV 5,

ZOE)ECERIEL, BIFETICESAIL, Y 7 A v L) AENLZY—EX
DRWEIZHELTBY, 7L 77TV, 2—F =T LV N =, EORIPRII LD >
ATFLTHHELT, FILOWHIEDOFIZEDAATHYS,

LA, HRTIE, P - AL 2 BRI T EHEDARIBIIL W L, Iz
HRAFILDH o TR BEADRRT 2LENDERAFEN S Lh R ENENnI L%,
k- PEHEOENMEL BERTL2EFIZHINS,

T KETR, ROEHEEOSRBEICHTA2RBR I FAT 7 aviHiEL, &
BRI 2P ARTE & FRIC AN B EAAEE TH 5, MhEkiL. FEAH. B OBBEES
AE.BEEVEL RV, LFROBENIZLALEVE EBEZOFTA) v FLH L, HE
BOWENZHIRYT 2 HAICE BITE D & 5 JHEE & h#4IE TS Z & iZunconscionable
GEELA) THEREREICEMT 2 0O TREVDED Co THRAFBESN T VD,

HARSLKEDZ ) LAERBIZEARADL L A F)ADF Y TG AFEDOF A v b
27 VT—FBYVTART AT — &N ZFLTRESNLEN VAT L EBDbNRS,
1 SMY—ERX - <=7y MNERIZBI B A Y T ATV HE

AR L7285 ISR — CAR TN BARICEBRERB L L TRESNTVA LT
ERVD, ARDOERTIR, FLCH—DF Y TAI Y - AF— AL EHEN TV D, f




EATHEEDOEENHRIBEREN VB BE—0F VT X< VICEEFFBIA
INBZEIh B,

ERDEXVER, B197E&D0 582035 L TEHBE UEANFERT— YR -+ TA<
VICEDAREIL Lo TV LWL F 0T Y TRAT VDT I NSA U RABRBERDE
BYTH5b,

BITRIFLTATL - AX—LERF—LDANRL— 5 —
A% — 513N (body corporate) TdH 5 4+ R_L—F — 2L Y EE SN, FHAIEINE
HAEEE 14 RICED Do

1985 | IAHIEEE

SRAIEEEHE T I E AN 5 EE (activities) 13, 5205120 b LT\ % BIHIIEED (regurataed
activities) T 5,

Thbb, FFEORNRIIZA2EHICEHLLIEHFEL 4 T AF—LTH
DRONDZ LB, ZORE FEERLNIRDIDOLM R L TniF g
h7%e\V, 5 —I3. FSADRRAREDEE THIENEMZMH-L, LIAb+ 7R
T TOHBELBEDEATHD I L TH D, EIL, HIEHAER, BT NIZFETE
BETHoIZZETHAb, BIIL, BHIFHER, MEAIEEEL - VIBITS Tz e
Thb,

FE199% I FREEE
EEEBEET ICEPN LR, RGIEEET ICEIN S EEUNOEETH 5,
Bl X, BRUEE AT IERHED, BN EEETICEPN TR WEEIZDWT,
R -FERUEE L OHRBN IR DICETEF v 7T X U H SN B HEDIEE%
PEEEBETICEINS,

2005 [ BHIEEET ORE (determination)
BT B4 v 7 X< OPR5E T fair and reasonable DEIFIZHE S LTH I 5,
REDAT — XY MIMEUEZICETCTEINDIZDAT— b AV MUZ.Q B
DA, @AY TAT Y DEL, QEFHLAVFEHTRELZITANS S, Zh
EHERT AP BMTREIEENPFRLSNRE LS LV BEIADFRELZZITAN
HE, TOWREIE, BIANLHEETLAORF2WEKT 2,

#2015 BEEDORTE (awards)

REVEBHLANCERN S DTH LG5 EHREEVEL 20X VOFEHE O
REBOTBLZENTE L, SBEREEOTEIL. BENT L L RO 2E,
SEREEOBEII. BETHROONA EREBI VD ET S, L L, LEREAR
FNEBRATHEETLII L2y TAT VIFHRETE S,
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2025 MEMHFICETSIX M (costs)
F VTR NI ERRICE L2 A PR V= VICEDSWHETTAICETZ L25T
&5, ‘

B203%& I 4 T XL DIEIRENKME
VTR GEECLABEANCL ) B FF 2 AV FORBEZRDSLZ EHT
&5,

B, FTERABEFE 14513, 4LV %5, E2ETIE, AF—24 « L A ¥ —IF chairman
Eboard OB EINAZ &, MEIZFSAICL V8% (BE) ShbZ &, chairman 2B LT
BREEOEBEN LI L, L L, AF—LDEE Y7 5 TIZFSA 20 5 O AR EE
ENTNWAEZE  AF—L FRL—F =3 F VT - XAV ERE ML 2T
LRV ENRINVDAYN—D— AN, F—T F VTR VIBETAIENTELILE
PHREIN TV S,

Fo, B3 T, MEIEEEOFRE V-V (BREEMICET R Lz e EF0LEOF)
WEEZTELRVWE), AF—4 - F RV —F— - b—JU (fair & reasonable THAHE T &,
FAEHIREDTRD EBFOHT MEURHED I A L) I v b2 F Y TATUPRETREZ L
) EHBRALEINV - VICEDONTBERAEAF—L FRL—F —IHHIHIRET L),
SEEEIIBTERNTECTH 2 ZLEPREDLN TV,

AF—LOBESICHELTIE, O TORTERICHNERO—BE LTEFTIHE. @
T—RA T4 LTHBeRESECLEEEPLBNTHHE. OO L@ 2MELLF
EAHBHD, FSAIZIVHFLTF =gy - _=3—T, QOFENFF L wENER % FRH
LTwa,

2 el - EFREREDORE — FR2I AUV I DA

PE, A0 —FLREBLEOAX—L%2kD7, TNPAMNIEDR, HEERICE U
E BHEHIZIBEEIAR) YV FEELRTWAELICT LTIE. KDL Zxtintk LTW5,

(1) HHOBE

1980 ERBZEFEAFEHIEAN SNz, 2O, BAEEDOFILEESE L ) BRI LM
RITONDEDE ST — VA P—=TIZETE L DALIMBAEEITMA L. LH L,
EEESZI—RICEEIDVPRIBEOL 2 AHET 27 — A0 L L BEAEEDO T R ESID
BT —ANRL N DB L, #ARIEL L7z, FSA (LB SIB) 13, 19944E 10 B 12, 1988
F£4R29B 55199446 A 30 HIZFTE L NEAERIC OV TIIERY — EAEER DT K
W ENTTEREEH AL LT RBEBIZIALY) VIV EP ol NEIPEREL.I R
)Y THFRBOLN, FRICLVEEFECTWASEEIIE, BEPRETLIIG U,
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(2) B—T7N—T0ORKE

RELOTANIA VLN, FEEH -FLBE - LEMBOEEE—~ V- T BT A%

(GRFURFE 50245 UL E)CE L CiIdEIN 2 RE LASHRB ST 6 L7,

6577 5,000 ADSKF&, ¥4 L0 Iy ME1998EFE12 A L SNz, FSAIL, KAWL <A a3
WCEBFXF XY v R=V 270l ¥ RELOBN TV I EEEL AR LIS TR TSEOR
EBEZIToC LN FEEDOWILE BD72,19994E8 A3ZAMNDESA) 1) — X2 & 5 & 38754,000
AiZ2.6billion R > ROEEEN R ENIEDI L THBATHU LOBEE 2T -0%bH 5

(K% 2),

M2

WHO HAS HAD TO PAY COMPENSATION?

People offered
Compensation
40,000+
30,000-40,000
20,000-30,000
10,000-20,000

8,000-10,000

5,000-8,000

Pension providers

Prudential

Pearl Assurance

CIS, Lioyds TSB

Allied Dunbar, Legal & General,
Royal London, Sun Life of Canada
Abbey Life, Britannic, Lincoln
National, NatWest, Royal &
SunAlliance, United Assurance
Barclays, Commercial Union, Gan,
Guardian, London & Manchester,
Standerd Life

H{#: Which?, May 1999.

(3) BZIN—TORE

E—TNV—=TUND, Thbb, AAEEOZRDOT FNL X% SNz, B50m. K45
RUT 720728, 2,076,000 AXRELOMRTHY, ¥ 42413y Md, 20020E6H30HT
HBHZOHETIZREEN 2 INE D FLRBEONRICLE LS LTVED X —LAREEEN
% (BIELFSAY U —X X D), TTIZ, 199941 054 ADICEEREDP LHYE IR —
WHBREEINTVS, HHOE T FSAIITAI I ARAWEF v v R— U 5fTol0 2D
A= VIZEZTREELZREZLZODON103FANTH S (BELFSA Y ) —X), FSA L, D
DAFD3IE, RELZLZVEV)ECRERZ LA, ZLT 40D 13FEA-VER
TRRnELEXTRL, RELOHHOHMRIZ, 20004£3 A31 HTH Y, ZOHUKE,

This list shows the 20
companies who have
had to compensate the
most people in phase
one. It takes no account
of phase two, or each
company's ovarall
market share.

Source: HM Treasury

BRI ¥ T X2 v LEFRTHIDR &2 2 2 2w L2k b,



(4) RELDASHE A (FTgF-aTS54T7LXFZXM:.0OCT)

BT NV—TORELICS > T EEZRT FEEEY 27 FNA ARG 5Ty
E) & OCTIZETEHRW T2, BET L2089 Pk, ROZHIESVWTRES NS, &
—IEVEER SOV VICEL LT B OBEE ) A7 100 THETZBE 2 AT
7 THb, BLIX, BEDOHKER. BEICHENPELTWEHNTH 5,

AVTIAT Y ADFHMEREIIRDAETH 5, F—13, BEZHD ., EEMEDFE] % 85
LTWwah, B2, BUL2EHRRME LTI, £, VAZOBBEL2 LTw5 %, £
3, 72T =%, BESELRVIETHY, RETHY, HEETHL0TH 5,

% B, PIAIL, 1995F ICBEEDOERINE L 2V 7514 7 ¥ ADFHEIZ DWW TDHOST (Optional
Streamlined Test) #3&E A L7, OSTIZ3 DDl ZIRE L TV b, E—id. BIEfTh 7k
DEERTICES L, BAFEE~NOBERI, FENLODTHonThHb, £ 1L, FE£E
DITFANPLAYTIAT VAERPBEETERITHL EZF EHE~NDT 7 — b
REPLAYTITAT VY ARBIIFETCERVPTHEIND=ZDDF A M FEKTH L MH
ANEE\OBEIL, EE2ET L TIFbhc L SNTWB, OCTIFERAIZIZOST I L T
VB, THITHZIC, BEEVREORICEFICESL T vy — MK, 7727 by — M #
HESOHERF TIN5 N T W5,

(5) HEEBREOFE

EREBIIA> TV LT EZTHOLNBIET o 72 L EANEE DB OEEEDIBE
BHEE 25, S/, BRESIMOREKR (B IX, EFRBRPERERE) »FonTnhid,
ENLIRNRELDBEEEFEREF v v ¥ 2 TEHE DRI DI TiEB VR L L
T, WEELZRY . TOREEEZIIRY  BESI I CALESNE, BECHARE TRALL
WIBEIZIE, AR RO 2w d ) REENELONS,

3 fERAF—L

(1) WK

BIES TXIARIC L o L BEZOBEE I LT ZOFEE IIhb o THH W2 T 551
VAT LABBECDH B, TNHiL, THERHEA X — L (Deposit Protection Scheme) . ¥ V7 4
YTV ATT 4 WEFRRERF — L (Building Society Investor Protection scheme) . $ & 5
fERX ¥ — 24 (Investors Compensation Scheme) . £RlH— Y A 43 £ A+ — 24 (s43 Scheme) .
R ZEREZRESX (Policyholders Protection Board) . KEHMA{R#E R — 2 (Friendly
Society Protection Scheme) TH 5% (HF3)o CNH b, WERBFHEAF —L LB EAF— A
BERY - EXEIKB L HMEONHE I RATLTHY) MDA F—LIZFNFNELR L
IZEDERILINT VS,

HERMEAF—LEHWY LT, BLEEBEZHRDLEROLBY TH B,






