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+ 202049 89, 2,008 Y ojste] FgEA o] h FEAEY BAZHSY
3] A4o] WuH T4AS Holshs (8 WL FeAu% Hoo| B UE

ARG HEL 0] AP

TEEYS SO SiAY £+ Uz WS 37| st =97t 1ES| 0|0 24,
0|2 2ol ofle CHOMX EXMSHZ(ADR: Alternative Dispute Resolution)M|TS HESH
ARLS0| AUZS

s TR ES UE 7= = 99 ADRY WA ZAY £ E A2

O =9 28 ADRMT== HAALL 2HQl Il M2t CE ERS 7 S7totd,

7t M2l X0IE Y=o HaIdt Alzls AOIE7| 023

* 99 2= AE Aol Al TE A9t Slou, e FES 7L AAIA
oF st B9+ &F

« @O AQ o] FFAHIALHRUHFOS)Q] AR H|IE QIA tRa lou
Zh=0] g 2§ ADR2 ¢ o2 EXS 71

O 0Olo 2¥= Fo= HAAZO| HEMR ADRMEE 58d, £34d, fad 7IEC=

0]

2)
3)

SEAUYE9| HX| S0l Lot PO AU SZZHRZ7IT00 et 232 FEAHNESH(R2E, 38212

0| BBEUS

0|22 /& £ 109!, HM[21029045(2020. 8. 12)

SIRIRAHIXIEE|2018); BEAHXIIN(2018); BETH2012); BSE-H2IR(2016); BNS-HRZH(2015);
20 D= QFIFA(2012)
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AYhE 4§ ADR ARIE AHE7Z
« 71& AFoA TEUE ADRVIF oy A F HAEAY MEA ARE
Yesr skt oS
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. HAukS 2= ADRZITZH/REE ADR)O] Yt Aol= H3 ADRZ|ES

4
ﬁ&o



1. 714

O HHQIOILE XX 7H ZS Ei 23 S Al LA} Mejat 4 QI sfzgolozs
DY 2t SN, @ BRIl OI3 XiTKE), @ LI ZMSHZ(ADR: Alterative

Dispute Resolution)0| AU24)

HE(TE) ol 0| i
S 2+ SlAfZEA oz e EE B O
E = =2
us dEANN EM M ®E WY AW ue  uEe o
an 2 & a3 2y zE Ay
EMshZ =

ZH & 51
#ut7ksd 58

Xt&: Moore(2003); YSZI(2013) Xl

R
oo

O 0] £ ADR2 MEX =EMocHZHHOl Mt 020 REHMsHEUHS
« Ald 2R Be ASEARR: oE S At AulolM A 9F
BAsid ol 5
* ADRZ Aot g7d=po] Hsf g4 & (informal)ol™, A&l 24 SEIT
ofd BAREE 7 A 2HEAQl Aol EEs e WA FHW)
* ADRO| &dh= A AT TdstAIe, JAAAY EABARE 7 SRR
A5 Yol AB3ATE Hofdiths F58E 7

+ ER ST AR BN, vl 2% 9, Haste) g4EK, 39 7

)

4
5)

A
(=)

(2001)
(2004)

Aol

Jo

(=}

2]

o
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27] 49 SAEER Qe PAREY] NE got wkE b 4 989

CEHO| W2t A, WHE, Q) E= RWIRCH, UIFTHO0

O
>
(W)
o)
flo
og Ho
-|>I

* AR ADRZ Wo] A ZAside s¥sHAY HES S5 28 EATE AA
&= ADR= U9

* PP ADRS WYY 270 s FA7IHeIY 1 Asirlde] AAE 25
Z71oA ARI 7He] BAS sfdstke HAlE SJuled)
- U S5 SR8 L7T ol siget
- %=+ FOS(Financial Ombudsman Service)ltt 5 AFCA(Australian Financial

Complaints Authority)= TIZF7[#o|x|gE AAH oz 4% ADRE EHok=
Zlo] Efgd A0

« W7 ADR2 APHE ADRI 34E ADR ©]9]9] E ADRZA], W&, ot
A, A 5ol AL ddok= FEHY

=99 By Rt 93, 48 F8 ADR, P2 LMA 50| ol gt
O ADR2 Z2%Alof m2t 7|28 2oz 25X 2doigdsloz 128 4+ U3
* 7184 £A5§A(Primary Dispute Resolution)d'H2 EAGAEY 23t 4
ol izt BAI7Fs ool met @Y, 24, SR F2E

- FY(Negotiation)> FABAAEC] 2Aet 2HE HF AT + 9doH,

IZI9

6)
7)
8)

=7X1(2012); Z&21(2006)

HSEL-A|21=(2016)

47+ ADRO|| 2H015h= FEHQ! HAXAAY ADRIH 8 ADRE2 Z7IFd ADRE, LIA| ez TRERE
& ADRZ TESHZAMH 2010)

9) 2ANZH2012)

0) g=9 FHAA=IH(FCA2 2Lzt FBUSH0| 227 |F0|L SF7 U] Aelg Sh= Jut AR
ZZAHH(2005); kA - 2[E4(2003). Stephen B. Goldberg, Frankj E. A. Sander, Nancy H. Rogers(1992)

0 ofor

0

74H
(=]
()

2!

i
=

>

ot



(Mediation)2] 739 Hak= A3AIA HAsHE Bis ZAREC] A
Ao, SAl(Arbitration)= At IS A3AIA YUsks FHY

« AFA EA9)E(Hybrid Dispute Resolution) 714 EAsdR 4o o3k

b

- 2ol Ee FAAHMini Tria)> SAAAl 9 HEEAE I8 23
Felold, 24-FA, SE2THOmbudsman), HY¥ ADRS 243} A7}

e FefolH, AREE(Private Judging) FAIF 50 Aghd FHY

O Hi3Xte| 7HsZE X AQARI M2} ZYoiadHs 2R & AS12

d

* ADRZ 245127419 ¢ =<1 E(Adjudication)®t F4H(Negotiation)d] &

© A3 AMAPE 284S VIEoR £ 1 22 Al TP SR

a7k siE Y

(a8 1-2) 2Aaizere 25

YA [2 ADR 72 SHBHAO| AHEY
7He
7|=X(Primary) EZX(Hybrid) s
AREZ
2§ ADR
‘7_f0|é,'E_| (Court Annexed ADR)
gexp - gaETy
: - ey
=) x-SM Bl - ofAlHf AR
=357
_JEJS %—?—Elﬂ oj LT
S #H2 ADR iy E2
INESHE =] 2B 2 g
Azt
XH2: ZIZHH(2005) A= ZAHH(2005); YSTI(2013)

12) Z4ZHH(2005)
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(BEX010| o2
O SRX0O| o2 1O AZICILIHION, umbuds manOiiA Reioh=H],

X, CHElQl So= shMEt 4= QUS13)

« A WA g8= 1552 AgElojof|A HARE, olo]&TH=0]9] umboosmaour,
r290]0j9] ombudsman, FIP[E919] ombudsmand®} 2L tE Az
HlojojoflA ALE-H

o RN Edid 9= 18099 AHE A 93] ZR2THParliamentary
Ombudsman)°] JPFZHE SHE =73 AEoto] ARl HZE &
3ol7] AlRrebHAl AgAE

« o]% T2 <Qojilnl ofg}t Jojo AEElo] osdol= EFgQl =

(Ombudsmen)o] ¥&] ARLE T QLS

CHE, CHE

ojo

O Z|MHAZEXOF HEQIF(NFO Network)e 22X0S AHXOAIE 222 A

aoOT—L

Tl SYX0|D, XIQKIK 94T, ZHsHD, ALShl, S8H0|T, HIZAKO! Tyt

9% EYSHZEARAT HolEt

-1 o

o 2R FA(Negotiation), FMediation), YAl(Conciliation), FAF
(Investigation) S E3)| AHRIETLS: sfZshs, "ast 49 At 23S #ust

u°l'

=]

O SRXU2 H=U Z2Z 2DfstAY, oig ZAE 0|= MES 206 |=

3. EUQ| ADR &%

O SEEY 5 EUAROIA AHXISO| QUajol T 230102 IHS HLISDH AHZ
WS TOISH SIS

otAl EITA M22 AHIXET HEYES

mlOII

1 2Ol EHOZES flol ADRO| EdSlEHC

O Ofzfgt 112 E0f EUNM= Ztas

;
O, 23 A9t XFS YHSIUSD

13) http://www.networkfso.org/about-ombudsmen.html#theombudsmanmodel

14) Hodeges et al.(2012)
ol

16) EUS| BE ZXl= EU 3[#=S0| A%, QIExoz 501 ZOHS0| EU ©Of ARFEO

oF RS0 7|=ok=t, =25

1. CHOMY 2dsi2 7



O 55| 2013H0= EU AH|Xt ADRXIE'6)0] HEEAL, 2016HE7HK| EU 3lE= U

=
EH
=]

O ECz= 20013 AHIMREYoiZ7 12 o HUE Soff S8d, F3Y, /&4

Off 2 LHEO| HtFE

T4 JPIYI(BC: European Commission)= 1998} 200140 F AL
A ADR ¥ HUINE At v 9

o)&d AHAPL EU W =4 7+ AfolA AW = = BAIE didsh] s
ADR A& YEHAQ ECC-NET!8)7} FIN-NET19S Ax|gt

ADROf| Ztoh Ll 7HX| &lo=Z HIA|gf20

@

o

2, 5 ™A= 1&l(Regulation), XIE(Directive), ZX(Decision), #1(Recommendation), 745l

0

ZBA(Impartiality): 97184}, o]
St ARE F GARA Als
EH4(Transparency): AA] F84, SH=0F AT I JE A5, 52
ko] WOl At AAZRA 5o gt AR Alg, HESt Ay} BER, R A0
At 3 5

a8 (Effectiveness): BA}O] 84 EA, A 8ol4, AvAA E& E=
Qs A9 BN vgsls At =9 vlg A el &g A
ARG, Al A7) I BAAE oY A 5

[e]

Vsl A, 224 A 3443 ddol o

12t B(Primary Law)O|2f11 B&. ZFSQ] 2=l SHOIM 2 HAHES 2K E(Secondary Law)2td £

(Opinion) 52 Z3f3 X|E2 EU 34=50] EX3 ZNE 0|RLE QTSIAILL HUE 0|2= Lo ol

M

= slE= A= 2

16) https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=celex%3A32013L0011

17) Commission Recommendation 98/257/EC on the Principles Applicable to the Bodies Responsible
for the Out-of-court Settlement of Consumer Disputes
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A31998H0257
Commission Recommendation 2001/310/EC on the Principle for Out-of-court Bodies Involved in
the Consensual Resolution of Consumer ADR
https://eur-lex.europa.eu/legal-content/EN/ALL/?uri=CELEX%3A32001H0310

18) https://ec.europa.eu/internal_market/scoreboard/performance_by_governance_tool/european_consu
mer_centre_network/

19) https://ec.europa.eu/info/business—economy-euro/banking-and-finance/consumer-finance—and-p
ayments/retail-financial-services/financial-dispute-resolution-network—fin-net_en

20) EC 2=/9| 1998 H1(European Commission Recommendation 1998/257/ECy= ADRO| CHgH &
TR gAle =84 YE|(Principle of Independence), 4 &&l(Principle of Transparency), H2 &

a1
=-
9%

s

(Adversarial Principle), S84 ®Xl(Principle of Effectiveness), &4 ®&l(Principle of Legality), A
SZ(Principle of Liberty), ol &XI(Principle of Representation)22 A&

8 Ol 1M 2021-03



@ 244 (Fairness: AR AY U FA Aele} g ADR B L APIER A
o gl el et AR AR, Ao 2 AR EA A% 718 A, At
shale] thet AN 18] AFE, BO) A L A%t S 5



Il j ZF2=°| B3 ADR

1. 8= FOS

7t 4R

O g=9 B3 SFXPKIOB: Insurance Ombudsman Bureau)2 H&AMRI0| MRSt At

X[HORA HER0F BUHES YOS

-

+ 1975¢ 79Y0] =tH A HSIS](British Insurance Law Association)’} ‘E31}
ABAF e AR SR SRRloflA E7)of, TgA YEHHE, k29o], AA
HHAE0] EHAQ Bl ZAIEE AUheRD

o 5 Anyol] dEZ FAFA Guardian Royal Exchange(GRE)222] Mike Harris
7 19759 99 g=9] By SH20 AgES Ajbeks BuAE ERS

« 0]& 1981¥" GRE, General Accident, Royal Insurance & & EJ@3AP}
OE HESAET ) B SR2E A9

(H SRXTH0B)S| XHiTx Y F2 Q4 TRlo| AR HiZ23)

O I0B A& #H|Z 2ol Mike Harris(GRE), John Sheather(GA), lan Rushton(Royal)
oz FHE 2HEARSI= AHIXIHAMIQ! CA(Consumer’s Association)2| Rosemary
McRobert, David Watts2t I0B A&I0f| Choll =23t
 McRoberts 28240t =4S HAS| YeiAs 39S tiHsks 149

o] & AAJsk= AEH Y] (Council)E AX|sfjofF stk HgH

21) Mendelowitz(2014)
22) GREE 196801 MEE =2l Uy EHSIAIROLE, 1998H CIFHUESSIAMQI PPP Healthcare0i Q1=

=2H1T O M—

S, 1999 AXAO]| Q4=
23) Tyldesley(2013)
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s O]% 299U3l= CA9] A7=2 NCC(National Consumer Council)9] F31%F
Joan Macintosh, A UA} Maurice Healy, NCCQ HEHMYUA} Richard
Thomasg °©]% =20 oAl

O NCC2| Thomas®} Healy7t SEXTIH|TH TSt (A 7IX| =2 QA4S FAGIU
=4, Ol= 30 10B2 2 E40| ¥sk2 02
- SRZANS] EPAS Y3t AEAYSE AX|stolor T
. 2B zul Axo] Wz J&go] WQTh

- Thomast: £ 84 W02 NCCE A|RkeA] ofdo] Zole 4 Y3
® jojglom, B o] Wobdl AoE A2 otk ¥
+ AR WG] ARE|Rcks Rolo] 3R] Jxslel 2FS

o~

« guzERe A2 tidshs WARCH: Ak W] 7]2510] LQElolof 3
- 29| QS we YHoky T 4 v, W BIAAINE B ¥
Polglont, FINHE A2 FZ Polne
+ gRAR AHlAE BEAKIAL Faolok 3
C gRATE Y FAY AFVHL B % Ylolok &

_1.,_l>4
%

—=

O 19814 10B A3 Al SEX0H0fAl= AEXKCounsellor), ZEXKConciliator), Xt
XHAdjudicator), SXHXHArbitrator)2A] =5t HEH0| L=

.+ gnzglo] BT ol et ARAAIE AYT ALAT AHHD) L

O SBAIMHIAH(FSMA: Financial Services and Markets Act 2000)0 2sf 2&
28 X0t MH|A(FOS: Financial Ombudsman Service)7} MZIE|HA 20014 125
2 |0BY| 7|S0|] FOSZ OfH

O FOSE HIY HIRIHPI0RN B892 AHKLYS st 722

¢ SHRETAEE A= YA Scheme Operaton)2A HE|shs WA= FARRE

24) https://www.financial-ombudsman.org.uk/who-we-are/governance-funding

. £2=°| 8 ADR 11



F Qol B39 9%

* FOS=
2%

A

O FOSE A
Chotxy

© MBS T8l AMAAE AP ofele AUAE o s,
o 71 ARl 28 ghld ARAAE Bl Gt B
4Yd Yo B2

()
ol

f

o=

1
ol

o
5,

* FOS=

01'9,1 /\]—2 5)

FCA(Financial Conduct

RS RS

20iF7|

Edoizds M

ro

’

20013 AY

FE 2
Authority)9} 71UsH| @siANl =zoa

o, UfE, 23, S5 Y EHeg

e AP 8719 SRR 719-E FRsie] AyE0

W o]o]
Hvod

Flot AHIXIOA ST 7HAGI HISAXKQ

(B II-1) E= 284EE =Y 2+ ¥ HIE(2019/20)
(9 2, %)
T s HIS
X2ESES(PPI: Payment Protection Insurance) 122,153 45.0
28 4 1= 103,070 38.0
=23 32,637 12.0
Az 3 JHETE Y 6,160 23
Fardi=k 2,233 0.8
NN 9,690 3.6
7|EfUEE A 12,044 4.4
A H S5 10,920 4.0
7|E} 2,688 1.0
Al 271,468 100.0
FO7IM 2Y des A B U(new cases)E A0
At=: https://www.financial-ombudsman.org.uk/data-insight/annual-complaints—data
O FOS7t offd =8TUHE Mo + A=K GR:s TUU0| TSt 58 &34 37,
25) limited by guarantee and not having share capital
26) ZEIZQARFH O H3| JOIEHEINAHIA, EXf JHQIEXIRIYS| SHMSAUSIEMI |, FSA DILAMHIA
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g ARMO| Lo 4, TIAQIO| XHAHCGIR, TR0
ZH™E(FCA Handbook DISP 2.227)
« FOS7} 28 4 U&= 1Y A7AR=E AH|R

AT

o AEAES AL AAGA|, Su BT nlgke] SRS TR Aleto] 4

ElR}, CBTL28) AH|R;, AF3JAL HEQ1 SA(FCA Handbook DISP 2.7)

o

—

O ASEEEES Het EEd=E

23 BiZ0| £2

=2 SiME NSRS

« o A E g AF S0l HASAPT Althe FAGE, Adde

(2 A, %)

= =y HIS
HdE A 32,637 100.0
RIS 6,160 18.9
A 4,601 14.1
N L 1,559 48
AdEe 2,233 6.8
ASHAE 877 2.7
YRIEE 10 0.0
/HQlefat=e 325 1.0
iRz 2 1,021 3.1
AtSAtEE 9,690 29.7
7|BH Yt ol 12,044 36.9
UEoAETES 417 1.3
7| 260 0.8
7t 2 136 04
=l 253 0.8

27) FCA Handbook, Dispute Resolution: Complaints Sourcebook(DISP)
28) CBTL(Consumer Buy-to-Let)2 HEUES| st Z=2
https://www.fca.org.uk/firms/mortgage—credit-directive/consumer-buy-let-mortgages

. £2=°| & ADR 13



(B M-2) A&

(- A, %)

= = A HIS
A2 M=EEY 575 1.8
A2 AEHEY 913 2.8
ClEsd 647 2.0
TR ZOIKILS 841 2.6
GAP £ 150 0.5
ZREHH|AE | H S 1,738 53
HEHIEEA 742 2.3
ot ol S 35 0.1
SHEHS 947 2.9
Ots=Ee 1,110 34
7122283 633 1.9
ENIEL 35 0.1
HZIHH 505 1.5
|2 2,107 6.5
RN 2,510 7.7

220194 42 122E 20204 3 31K 7ZtE O
AZ: https://www.financial-ombudsman. org. uk/data-insight/annual-complaints—data

O FOSO| Tl 3BAUP} st o
U 20| ok KiZE 42 (Fee)S B5H Z2E

Aol B9 o 45HeToIH oY FSANY B9

20]29)

C A BEFe 47E TEARY

100% He.C

- FCA9 HAIE

oA} Alo] £&

e gy

N

P2 24 A 2 Hoi 4
=

W3Sl o
FCAS] FAIZ ¥4 heiehe FOSe] AulAg

2 Ho

H -—10
_"]:U]—UI__

EZ(Annual Levy)at FOS7t X2lsk= 7HE

FCAZ} wobA FOSo] g5},
0]-83l= IAFEL FOSOIA &

sm7} BatEled, T RE SAKE 25471
L Bgolu], 26WA AL A (50MeES Rk

29) https://www.financial-ombudsman.org. uk/who-we-are/governance-funding

30) https://www.financial-ombudsman.org.uk/businesses/resolving-complaint/case-fees
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2= YBoI=F ot US
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- AAAT g B9 AREkL A A s A8Hel BANEA, &
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O Tekshs et Al Sol AP

+ guzEo] 49 vt olsigAsle] SpkaE e, Takd, Asen JY,

iAol 3l ATEA Q] AlardkAlo] H Q3135)

31) https://www.financial-ombudsman.org. uk/files/2625/articles_of_association.pdf

32) Schedule 17 The Ombudsman Scheme, FSMA 2000
(http://mwww.legislation.gov.uk/ukpga/2000/8/schedule/17)

33) FOS7t ish= X232 I £52I1Y, AIXZ| 2@ XKHInvestigator, Case-handler, == Adjudicator), &
EX0Ombudsman Managen°2Z L= 4 US

34) https://www.financial-ombudsman.org.uk/who-we-are/join-us/investigators

35) https://www.financial-ombudsman.org.uk/who-we-are/join—us/ombudsman-managers
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IR0l AFAXE| EYAL 7| © OPIH02ID HEas 6702t &3 TR0
O HQst BE Jlas 55880
AR FERRE 5~10 08 M Hog IR, sRRNo] o] 2 #eet
+ 171 Aoz FOS7F = A5 & AHIA, FOSO| FAE "%ve—il 2714 A
= AHATE Bl BT Fdole B, SEAR HES TES dojA AA
ETAEE AESIY 2 (Mediation)dt FAF 714 71 0125.;71] Eake §2

g 5 SleA s

* 371 Aols FOSOl Zeee Aopdee Uil ARisid /iAE s 283t Al

A Bt PHS e

* i A} Eolks AMRIEL] Aok B Zlof wiE 3ARH Aokl AR-E sH H

O

0
J

e
40

O 20194 422E] 2020 38 Al0| FOSE Lhlis 2= 3 2 30%2| S22 QW6

« FOSE E9HIH(UpholdrE #83 K= 253t Zlo] Qitk: 253 T FOSE
T8I A o] Qlotal AstAY, F8IJAe] BANEAo] FEA] &
o} olZ £l E AHS A= Fogt

h83

(¢

(B M-3) ¥= FOS =22I¥(Uphold) HIE(2019/20)
(2l A, %)

T s A S HiE
X2ESES(PPI: Payment Protection Insurance) 122,153 17
= H OE 103,070 50
=3 32,637 30
X H EXeE 10,920 29
KZHZSACMC: Claims Management Companies) 1,558 42
A 271,468 32

% FOS7} 2012 2EUphold i 262 (1) BBSNY} AUIRol] TRE 201 Ok SEafgiol, Foss
8 IR 20| ALK ZHGIVILL, @ ST} ABIKIOI STE O HASH 2430| 52
% 900, BRI HATUS SHIIEE 2 YRS U

KE=: https://wwww. financial-ombudsman.org. uk/data-insight/insight/analysis-annual-complaints-data-2019-20

36) https://www.financial-ombudsman.org.uk/who-we-are/join-us/investigators/training—academy
37) FOS= O 7201 MH 42E siy A 3K ARE IME Lalisk=L, OIS S01, 2019/2020 AXE LD
A= 20208 7o) Lt
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O FOSE A7l oiliS EAMOIEN SAlotyl, AREIMCt SARIZE 220 M=
o i oflik & Ao His] 371 F2l(Public Consultation)s A&et
© A AGAEH Gitbe 2ERleE AR
» AR} ARIES 2J3jo] A&
« v ZrAR(National Audit Office)2] ZALS W&

]

2 SAIE AN, 22 ARIE SAIE

r

O FOSE HAOIEN AHIKIEE!, S35
708, W8, o BAS Agela glon, AEREe B A, A7 4,
2 7, Buely Axe} wEe AT
L AEATL B BN ARIS A 2 4 S Bopa, FA0ls A48T &
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)
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2

2t R&d

O FOS= MAdez 7ty 2 SRX0 7|He=M 20208 2%+ FOS 2 = 2,785
HOIUZ39)
* o] F SFH=2 3819, ARAAE] EAHCase-handlers)40+= 1,3957°1U=

2
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ro!

O 2019~2020F St MEA Eg LA A= 273,026240|1ACH, 22 712t
0l 7S 296,712710(Q%4S41)

hs-

« FOS:= 20014 A3 olg2 & 3.898.19279] wlglS AHLgow o] =
3,806,50073_-.4 U] —é- oHﬁo]—

38) GIRIE M 2 ﬁ”‘*o FSMA Schedule 17, 720 2AE21 22 WE2 7AZ0M HE 4 AS. O 780
TE 429E S E 3EMRIQ] AXEIME LAHSHL, OIS S0, 2018/2019 SAIE A= 2019 720

39) FOS(2020)

40) Adjudicator2tl:= B2
41) FOS(2020)
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(33 m-1) FOSY| A F4 A X2 24
(e )

518,778

400,658

376,352

296,712

22,333 223,229

164,899

2010/11  2011/12  2012/13  2013/14  2014/15 2015/16 2016/17 2017/18 2018/19 2019/20

DIR R4 74 —DIR X2 24

X2 FOS(2020)

O FSMA Section 228(6)= AH[XPZ} SRXDO] ZYS +2olH & AE2 2

A EEFHOIT HERl S48 FTT FHE)

d

£ 20199 4% 1% o] WYF WEolt oz dls) AR B4 Aol s
HYY 4 ol BA AT 168 THeso]d]

b

+ 2019¢ 49 1¢ o] St ol o R Qs A7|d B4 o gt
Aol ALGES. 35wt H}OEO]( CA Handbook DISP 3.7.4)

O EUQ ADR HI(EU Directive on ADR)7} 7&oH=0| 90 Lol 200y Chst HHES
Sl= 7S =2EE 5t0 QS
o AFAAE dgAHCase-handler)d] B34 #Hilof| o GARPL ool 4¢ 2

% ool AbAS SHESVIE &

42) https://www.legislation.gov.uk/ukpga/2000/8/part/XVI
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(e]

* 2019/20209 7102 89.9%2] FRIo] o] TAlM SHEH U=

O 2HRPE 1XF HEM S2lokX| =CidH SEXTU0H SAKR HE

=
=
O, ARZI0| FAOR AR SRXBIS OE AMY 372 HEF 3

g0l 71X510] 2ES U2l SAKIIA MEH2ZE ZitE 2E

1
)
o)

OHl
oA

>
=
o
I

43) https://www.financial-ombudsman.org.uk/consumers/how-to—-complain
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O AHAPH BXTO| 2FZFS HLOS0|H, & 2E2 =82M0iA 85 &S 71
on ofd dAME £A

Z~ olo
A

© 2 gz H5AY
Ag HoY 4 U, ¥4 A

LA F olu @%o] A%l BuSSdE Y 9L OE gRzue §
2(AppeallstAL, 271 glol oig Aol BoIsA grerhe olgE oY 2%

o g4% 96 WU 7 4 ¢S
O J2{Lt FOS= 33X 7|#zM AHA ZE(udicially Reviewed)E 2g = U344

« AbHE PEL ghave] 23S Wel] 9 AHgT Ae] 2HS wEn|, B
A B Aol FA0] 2B WA S

(F2 34)

O HAO|E: https://www.financial-ombudsman.org.uk/

O 9IA: = B
O 28 ¥HH ADR, S¥H ADRGEHIS, 2, U5, 23, &1 ¥ 5X0D)
O 3 78 U ¥

« SEAEIA 2 AP
Financial Services and Market Act 2000(FSMA)45)
* FCA #37: 4124
FCA Handbook DISP(Dispute Resolution: Complaints)46)

44) https://www.financial-ombudsman.org.uk/who-we-are/make-decisions
45) https://www.legislation.gov.uk/ukpga/2000/8/contents
46) https://www.handbook.fca.org.uk/handbook/DISP/
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2. 23 AFCA

7L WL

O ZF0Me= 19804 0|F AH0| AFEXoZ 2Yole SBEMIMHM|TI LIS
Lt, 200149 ZEMH|IAINSHH(FSRA: Financial Service Reform Act) EQI02 Zg8
oAt HA|SHE

* FSRA olHole= AATAE +Gsk= ADR7|3#Ho] AEAI9] faidS H]
9J3} Zho @ o]HL Hlo} BAS Aa]st
- F2 AREY] AL A, B RS Bl GARF 1 s =29

* FSRA =¥ &, 7 A= S84 S5 2dxte] dxjet Bz 7|1
7S 8% kel o= FUish
- B A7 JARRE 54, oA 4 59 =94 gXEIF 84
- 287130 EAA7|He] 71 wols EXsA7|Ee] 2o nE A

A gelsfoF o
O FSRA 0|§ Gl =S Hiote SHEXRIRIS|(ASIC: Australian Security and
Investments Commission)*”)= 284E % AH|AQ ZZE AHXIEMS EH5k=

ZAIMO| o5l AslsH

OI>|

+ ASICE= ACCC(Australian Competition Consumer Commission)”7} <~35}¢
FEAH|A Bofo]l AHIRHS JEE Eokal, ASC(Australian Securities
Commission)?l] 430+ ABIO(Australian Banking Industry Ombudsman),

Life Insurance Complaints Services & 5%

O SF0M= sAt L 2H6HZ(DR: Internal Dispute Resolution) Xt Of1t ASIC
&01 9| EMSHAMXHEDR: External Dispute Resolution)7|2 71210 A28
Q7o T X71Q148)

47) 8F= 2897| 0|& FSRA EQoz MEH ZI=XHE =0l AMMEZ=S APRA(Australian
Prudent|a| Regulation Authority), S| Z4=2 ASICOZ 0|20t gt

48) Australian Financial Service Licence, Credit LicenceE ERSH Z8&3JAIR} Authorised Credit
Representatives 52 25 AFCA0| 32 71lot0{0F &
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« ASICE IDR AX 7|22 vlHsky YAE= A9 AFS(Australian Financial

Services) 5= Hafl ofEiet 2 W82] IDR AA]9] 7lo|=aklS AAIEH9)

- G YA Ee] da2A50S SEdoF of wYA el Akl H4 DR
o] ARES = Q= HAISHe I, YHAHE st 2FFxe BUA A<
tjsf EAls}soF 3

* IDRO|A] EAo] SJAHA| FZ HF AH|A= EDR7IF-E &0l o2 4+ U=

- IDRZ EDR7IFHAFCA)®t AlfE 2l lofof ot IDROIA A=A k&

749 EDR7IT-E o83 Hg7t 92 &E|a I HJHE Agsfof o

(]

O 20184 11€€0f| A==l AFCA= FOS(Financial Ombudsman Service)dlA CIEEH £
Mot Mg 2 EXF SEXTHCIO), MO0 DIKTAIRS|(SCT)0IA CHREA oI
P2 TSI X215t
* AFCAE= AH|RRR} At ARGAC] tfdt BAS s Zsk= EDRo|H 3JAfol

W(Corporation Act)oll SJ8 A7He v H AU

rOli

49) ASIC Regulatory Guide 165
50) Australian Standard AS/NZS 10002:2014 Guidelines for compliant management in organizationsOf|
TAIE

51) MM FREEME OtH FEAHIA MAS sl 7[5 Ot
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(13 IM-2) AFCA 0| % & EDR7|Zt ¥ Sy

ASIC 59
T EDR (771)

A LIF(91) -~ FICS(99) |

st Ica(9n) —{ IEC(00) —{ 10s(04 -] Fos(os |+
= ABIO ('90) —{ ABIO ('01) | BFSO(01) |

N CUDRC ('96) — CUDRC ('02) |

E7Hl NIBAA ('96) —+ IBDF(02) | IBDL('03) |

on s88E (09
DAL | MIOS (03) }— cosL(04) |—{ cio(14) |

A3 SCT (*93)

Z: ABIO: Australian Banking Industry Ombudsman,
BFSO: the Banking and Financial Service Ombudsman,
ClO: Credit & Investment Ombudsman,
CUDRC: Credit Union Dispute Resolution Centre,
FCDRS: Financial Co-operative Dispute Resolution Scheme,
FICS: Financial Industry Complains Service,
FOS: Financial Ombudsman Service,
IBDF: Insurance Brokers Dispute Facility,
ICA: Insurance Council of Australia,
IEC: Insurance Enquiries and Complaints,
IOS: Insurance Ombudsman Service,
LIF: Life Insurance Federation,
MIOS: Mortgage Industry Ombudsman Services,
NIBAA: National Insurance Brokers Association of Australia,
SCT: Superannuation Complaints Tribuna

Xt=: Ramsay, |. & Webster, M.(2019)

O AFCA= AHIXIQF A2 MAMPAOIM H7|E 28S SHZSI AARHR ZHIE &
ol =s2IMet &1 1 ZHE siZske AEsS

BASA A4S A TYtite] 2g7)o] AHAS 7]E0F AFCA 3
goz 550] Hoi glojoF 53

52) YZXI2 10021 0lote] AZ AMMIE 2J0ISHAFCA(2020. 4), Operational Guidelines to the Rules)
53) EMAIZA0| 2HASH A SHE =870 AFCA HHZ S20| E0| UCt SIEEE AMHY 7|F02 S20|
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- ARCAS] ¥A5|2 Aoz Holrl=

= He 1Y 51% BrolH o] F
o 30%7t uE B A

o

= 2 24 HIS(2019/20)

3%

Total
76,800(7)

7%
=2 =t YR g niERE ngs
(Bank & Financial) (Investments & Advice) (General Insurace) (Superannuation) (Life insurance)
Z1 1) 20199 78 125H 20204 68 30| JZtg TE
2) 2HoliE TR 70|t AFCAO| MEE 2HaHZ 41 2 & AZIx{2|(Case Management) THZ ozt
22 oozt
XtZ: https://data.afca.org.au/resolution—process
O AFCAE URE9| S} YHEH &H ZHS X2
o U FE, AsAL AL 3, A 3 AW EY, 3580 EY, 9= AEd
AN, AERARY ATAY U ARY =Y 59 AARYT 5342 6y
5 4719 W EEe =

83 GEARE TR e R Ee oAl it BTk, AR
AEEDoF ZAVYHE A2 B gl AR A HI2 iRt SRR, i
HE Hodol met W¥sks dF] Be ot BRlo] fle IIFEESY ¥
el gt B9 52 2T sFARIeIM AQlE

S0 QA hEDHE MOl 2
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o AHEE(Private Health Insurance)d} AFE S (Workers Compensation)
% W2 AFCACIA BA] 2559

(B [I-4) 33 HFYEYE =Y HIES

(2L %)
T oS=9 HIS
QU S ZFEHHS(ZAS)(Home Building) 29.1
ZENES(LIREE)(Home Contents) 6.4
K=AEE S (Motor Vehicle) 27.2
KsAEE(Uninsured Third Party) 8.3
i S(Travel Insurance) 12.7
M2 (Credit Insurance) 4.7
JHRIxK=EE & (Personal Property) 34
A 2 Mll(Sickness & Accident) 13
Q|HE| E&l(Extended Warranties) 11
o|zH|2&(Medical Indemnity Insurance) 0.2
27t M ES(Professional Indemnity Insurance) 0.4
AAMIOIHAES(SME & Farm Insurance) 5.2
i oiz82|(Account Administration) 49.0
HAAEES(Group Life Insurance) 38.8
A=A (Death Benefit Distribution) 1.3
S=(Pension) 1.0
MO S A=A Income Protection) 35.8
H7|23(Term Life) 25.9
M= (Total & Permanent Disability) 12.4
HAES(Funeral Plan) 10.0
XAl HAZ(Annuities) 0.5
ZMES(\Whole Life) 3.1
U2 55 (Endowment) 0.5
wLBS(Scholarship Funds) 0.1
E0EH(Trauma) 11.7

20199 7€ 192E 20204 6E 30K 717t CHE
Kt=: https://data.afca.org.au/resolution—process

54) DI AZES 22 2™ The Private Health Insurance Ombudsman(PHIO)(https'//vvvvvv.ombudsma
n.gov.au/How-we-can-help/private-health-insurance)lA] THRH, AXES 23 Ol= The Fair Wor
k Ombudsman(https://www.fairwork.gov.au/leave/workers-compensation)OflA] X2[&
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g oz 2y
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9] 85% ool AEsh=s A 3Y BEE2 B 355552 HY

- $4 A5o] U Hgo] W glon] BNT R e Byel wet
27} vt 27K 4 AR

* AFCAE ol&dh= &Rk ol8=E AEdHA g+
Lt 384

O AFCA O[AB[(AFCA Board)= =Xl 7oz 20188 XHFREEHMinister of
Revenue and Financial Services)0| &i{Q| 2JZfnt 4Ho| O|AISS AUH3HOLL O
2 T2 O|AtS|OfIAM MEE 0% 2ls5)

* OJARElE AFCAZF ok Wlel 241 o2 St wRE 3 AY 4 AES A
QXM AFCAS] =24, MAA TANS QAL E sl
« EZF AFCA7} =3 o]-L g‘jﬂ A

E
j
H
1
o
2
L
)
fo
=
p
b
9
u
2
2,
H1

= AFCA J}E]Z]——OM] :qo % 14%@

- oAElE SRR ARAAE "R Adjudicator), SRR GAEAS &
+ AFCA Hd& 49

« oSl ST oAER ET oike AHIAL AR, TE|al 23 #eEl
L Aol Sl At A A7t &R AP R HEHA,

117 oJsfoiof 250

556) o AFCA I2% HelenCoonan2 20183 48 MHFSER0| YHHOL 0|20= AFCA BoardOilA M
o

56) 34 1949] ofxut o U AHIXF THE 22} 4%9| O|A{Board Directon)?t E5 &Y
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O AFCA EYoli2ESZ2 A & LEAE SASHALL LIZAOIA Fafet THO| 2T HIZ
7

« AEERE 2P| AHEe] BA HEUa EedelMe ABEA A

&0] gRtEoly e oiH] Adide= YA verd

14ZA 28t ®4(in favor of complaint)e] WAl A4 1,390
Ao HA T2 49 oF 3.3%575 AT

ol
oL
,
r>~

(B -5 35 AFCA 2YoiZSZE A T LEAV} SAotALt LER0A |fet B HiE

(- A, %)

72 =4 72" oy g’
S5l (Bank & Financial) 45,558 75
EXtA(Investments & Advice) 4,261 50
QBtEH3d(General Insurance) 17,564 70
HZ(Superannuation) 6,367 70
MEES(Life Insurance) 1,710 61
A 76,681° 719
Z: 1) Yol AEEes 40| BA Aut O|Me] HaEO il SRE HS 5 LIkt
2) S0t LRI S96tALE AER0IA R2iFt THO| 2Rl FRE 2 mESH HIEY

INI=H

3) 20193 7€ 1LRH 20204 62 30K 7Itg T
4) ANZOI 2HoiZ MY Az HEHE AFCA A 2YciaEZ 714:0i0 QI HIET Olof 7|grgt
AFCA(2020), Annual Review 2019-20

O AFCA= BH4T Mgsel oj9s Msish| 2ish ASICO| KMol i2g 213t

+ AFCA?] Bt ‘EAAelo] Be Biwel APge] BAE FU EA] BE B

57) AFCA Annual ReportOili= tIEXI0IA R2fet TEHO| LTl 244-0] A HHEZ FRE0 HAIZ AX| ¢

T AFCA BRI FARt HIBE

58) AFCA, Operational Guidelines to the Rules(2021. 1), Section A.20 Publication of Information
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o ofel 284

r

« AFCAE 20209 6¥ @7 3299 520t 1599 22 &5 59

- FE2UR2 199 Hi SRZTHChief Ombudsman), ZF 419 Eopd 479
A X =0 Lead Ombudsman), 2879 gyl X =uto g LA =

© AFCA W& §¥zdlo] Welt 24o] Adoln dud 4 Yydtes

AU 4% o
- B A oNEFe fesl e THE ARCA Wdels uwbom
AFCA SHzgh 9 i, 2¥%} TIE 5 339 Sielos 749

- AFCA T2 ARCA olA|(Board)el ofaf &=} el ob ARt At
ofn], WA Av|A THE 1197 41719 HE 38%0] B 59

O AFCAS 23520 5247t Q58S HEsP| sl SHZUOHRemedies)2] [T Z

« B4 24% 53] o] Folof o]2A] ¥ 74 AFCAQ SRS HEAH
27] 915 Wagt At AN
283t QEE Qulsh WE 2|-FQl &4 W &S dtehy

SRS E ol WFAA IS 5000572 YA

59) AFCA, Operational Guidelines to the Rules(2021. 1), Section A.17 Systemic Issue

60) Section D.3.401 MZ2H AFCA= =& wHAI7|20| OfL7| MZ0l MHE Aciuias Q718 4 QL] HAF

61) o, AFCA= HIZTIH &0 Cioi 202 FHABICIL HASHL UM, IHT0I0] HIFAHR! MY &
2 AEYAE RV SEAL| WPt dEs didsk| flcl ARQ%F= AlZ0| HIFEEHOZ MESiE
SHE A7 MZE(Section D.3.3)
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o 9 S A o
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o
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https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A32008L0052

70) L2 RE=710] Hjoh =2 HOIU=M, AYAL| AR AQIA HHHSP} CIYETE SEA2H(Ombudsman der
Privatversicherung)g 197290 51U
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74) http://www.ombudsstelle-investmentfonds.de/

75) 20164 11€ 232 71 VomVo
https://www.versicherungsombudsmann.de/das-schlichtungsverfahren/verfahrensordnungen/vomvo/
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79) https://www.versicherungsombudsmann.de/der-verein/beirat/

80) https://www.versicherungsombudsmann.de/wp-content/uploads/beiratsmitglieder.pdf

81) https://www.versicherungsombudsmann.de/das-schlichtungsverfahren/haeufigefragen/

82) HAIYRE HEliel £ QU= XHAS ZF0{0f SH=0l, S LHoA et SIS 7HX|1 A2 Ef 2 Referendariat)
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88) Verbraucherstreitbeilegungsgesetz(https://www.gesetze-im-internet.de/vsbg/)

89) Verfahrensordnung des Versicherungsombudsmanns(https://www.versicherungsombudsmann.de/d
as-schlichtungsverfahren/verfahrensordnungen/vermvo/)
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