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A Study on Improvement Plan for Claim Adjustment
System

This study analyzes the rules and market practices in claims adjustment and suggests
solutions for ensuring fairness in claims adjustment and in trade among players in

each claim adjusting market.

In Chapter 2, we find a policyholder’s dependence on public adjusters is predicted to
increase with improved effectiveness in hiring public adjusters. In addition, insurers
are increasingly dependent on third parties(so called, independent adjusters) to han-
dle claims. The insurers aggregate spending on outsourcing claims adjustment has in-
creased at an average annual rate of 8.5% during the period from 2014 to 2018 and
reached to 1.13 trillion won in 2018. This independent adjusting market takes form of
oligopsony where numerous independent adjusters are competing to sell their services

to a small number of insurers.

In Chapter 3, we identify the problems embedded in the current claim adjustment sys-
tem as follows: (D lack of enforcement and compliance with claim management regu-
lations, @ ambiguity and inconsistency in a loss adjuster’s function, 3 limitation on
public adjusters’ authorized activities, @ lack of regulations on loss adjusters’ market
conducts, & possibility of exploitative abuse of insurers oligopsony power in in-

dependent adjusting market, and (6) incompleteness of dispute resolution system.

Based on our review on U.S. and UK.'s claim adjustment system respectively in
Chapter 4 and 5, we present effective solutions for ensuring fairness in claims adjust-

ment and in trade among players in each claim adjusting market.
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DBA DBCASAGHARY 2011, 3. 17 4E 100%
A5 @) DBCSIASHAR 2011. 3. 17 14 100%
3
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@

STHRIO| AR (2205)024 ° 28 145 | 100%
KB£E(1) KBAISAEEGHAIY 2007. 5. 18 1-4 100%
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A A A FIEEAL X2 A

= g U
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1. Covenant of good faith and fair dealing

2. Unfair Claim Setilement Act
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7t. Covenant of Good Faith and Fair Dealing
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55) Uniform Commercial Code 1-304 Obligation of Good Faith: “Every contract or duty within this Act
imposes an obligation of good faith in its performance or enforcement”

56) Second Restatement of Contracts 205 Duty of Good Faith and Fair Dealing: “Every contract
imposes upon each party a duty of good faith and fair dealing in its performance and enforcement”

57) Uniform Commercial Code 2-103 (1) (b) “ood faith’in the case of a merchant means honesty in
fact and the observance of reasonable commercial standards of fair dealing in the trade

58) Seaman’s Direct Buying Service, Inc. v. Standard Oil Co.(1984), “In holding that a tort action is
available for breach of the covenant in an insurance contract, we have emphasized the “special
relationship” between insurer and insured, characterized by elements of public interest, adhesion,
and fiduciary responsibility”
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59) Comunale v. Traders & General Ins. Co., 50 Cal.2d 654: “There is an implied covenant of good
faith and fair dealing in every contract that neither party will do anything which will injure the
right of the other to receive the benefits of the agreement”
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282 oteh 2Eu 19443 AFHHLL Paul v. Virginia AHAS] #E-S FATh
19443 United States v. South-Eastern Underwriters Association, 322 U.S. 533(1944) A}
2 BEoA AWt HeAde AAEA 270l o FAE dol Fsid de
T 1 A A S-eAS 2oeke Ao AIHAC] Hntal it uebA A1
ERAFAHL o] AYE & 50d0] A 19449 BHA W B ol H8= ik

et AT Bz J'EH F é—‘?—«] E%J’?l%* A=A Hgo] S-=AL FE5
A = 715 1 23, 194610l
ﬂ—é‘iﬂ(McCarran-Ferguson Act)o] A=t Wrtl-HALH w2, A
SH2AY] 20| WARE A W] gl Fuol ot 70| glofo} dhet
olol o] F= 1048471 RIS W3 LSk WEI BHBAUE Aol
t}. 1945 Wyl -mjALHo] Bt A% o) E%] =214 9] 3] (National Association
of Insurance Commission: 0|3}, ‘NAIC' & $he= B 3AIY 9] ul-fA|1E F5t7] s &
FAAH 2D H(Model Unfair Trade Practices Act)Gl) ZAof ZFeslo] 1947 Z9MS Tk
S HSanders 1989). ZQto|A= ] E&o] “HPALY AP & (to regulate
trade practices in the business of insurance in accordance with the intent of Congress
as expressed in the Act of Congress of March 9, 1945(Public law 15, 79th Congress))©]|
9ee WA BAAURAMNE meoklel YARA ¥ S9ET
(misrepresentation and false advertising of policy contracts), QH& 0l 3| HE 9 &

A(false information and advertising generally), AR 2F 9 B]HN(defamation), H O]
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738 - F¥H(boycott coercion and intimidation), &% A}F-A|HE(false financial state-
ments), A& D FEJY3] A¥Kstock operations and advisory board contracts),

Hodgl X (unfair discrimination in specified lines of insurance), ZJH|°|E & 871X &
EXAAHNYYZ FA5I, AL ZAY, I Yut A] AA 5L A5tk Z¢
27k NAIC Rl Asslor o el glov, T dhiie] 4R} BRAAE

61) = Mol MAHXS M L 258 ZM 2 0| et ZHH(Model Act relating to Unfair
Methods of Competition and Unfair and Deceptive Acts in Practices in the Business of Insurance)
62) 2 HHQ SZFAALNM= T2 1471 H/AE SSHAUYRIZ SHAE @ L2, @ 2R
SHEA & oL, @ LU SR I MM, @ RFe XE, © ZH0IE, ® E5T MFEA 2,
@ H0|R-ZR- g, ® o2l I S5, @ FAAHA ANZ)ER A, HASE K, © Hof ¥ 2EY|
EZ S0, @ UHX2HEAD IS 2Z S0/, @ 2FAM FHHA|, @ 7z MZ H Tl

4431 YHEZE 201, @ HE¥zXg 0|HEEE MSoHK| e WY
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WS Aesto] 3 o] 4859,

1971d9] o]=2], NAIC &5 8 & %%ﬂ% B3RS 79 284S 914
SHh 7ol %t BE F shhe BAL 53] A9 #3%t AA B AE ot

208, NAICE B33 ndHo &5 XJE% of tigt 232 F715Ht 19904 64¥
o= LRl B3 A} B3 HARE R Aol & aEsto], B3 A Ao
A B3R dist 23S Edot] EFYEAARAH(Unfair Claims Settlement
Practices Model Act)S HE 2 A} v)=t T 2E29] = NAICZ} A4S EZAHHE
RS F Ho] GO, MTPEo]H U3 W8S WAslol e S
2t golsfk

=89] 42 New York Codes, Rules and Regulations(83F FAH+4: 0|5}, ‘NYCRR’
2} 8h) Chapter 994 B3 AHFHE tHF2L Chapter 99 Part 216904+ B3 A
Polo] dFor ETHRAYAL} HAH[E BAA|(Unfair Claims Settlement
Practices and Claim Cost Control Measures)©f tjaj t}&c}-.

-ll

o J J!,';
ol

2) MFLE

NAICS] EZAEAREHLE Section 1 B4, Section 2 9], Section 3 EZAHEAIHY
=A], Section 4 EZAHHAIHP Y A 9], Section 5 HAIHHA], Section 6 AA|HH LU A|A),
Section 7 AX|HE QJutof st A|AY, Section 8 7+A)|, Section 9 7FHEAJ(severability) O 2
2480, Section 10] T2, S| BHL WAL T 719] 24 % Aol ot 7]
22 A5t Rl

7h) ESEEELS

NAICO] B3 HAR WA 4% B34 H/4P = 1471011, ol= AA| iﬁH*}
ol et 87171 A, HEAR 9 FFAR}O] 45, FABY 5 Al /MR &5

T UG V-1 D). WA, A& AL o5 915 S0l 713 A" 2 31%
51| P (T Section 4 C), FH| A7+ AAgH o}qg_e; AU 2 A2
7] $1et & ARl 71EE - A EokA] E= FAKD) 5 &S

t}. 437157} o] 23 -85k Qi

HEAR B FFEAY] A5 ¥ B3RP S7HAE FAlskE . ol HY
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o BTEAY DRI EAIEE 2 A B Abdolu ot 23dol] Hiet 319
O AHE AR5k YA, FElHQd Y WolA Al&stal A8t A=t 2218

HAF BT AHE Fldfiof gol ol F RISt FA(C), BT Bt Hd 2AE
GEet o|F AJFet 71t ol EEEAIT ol Hiet A4S 5Kl dhe FAGD). B
gt drgolu 2A AIA flo] HAFAEE ATy ddd geleS AAske AL
D). 8FL2RE 159 ool Eedg A+ B AR &54#135 AABHA] = B
AWM 5ol At 4371571 AZ=S A =6k o, o] T 37/15F= A2 R(knowingly) Eh=

BHS AARIAT. £, 3705 L3 ERle] Eee FF-dAN EIR0A £A
Sl BA 9 T Abdolu ot 2] Higt 31919 A S AASkE ZE B HE
Aelz 15T 471574 B, 38747 GRS AEsigie. Bz el 2 sold
9] AL, ‘AGst 7|7F (reasonable time)S LA|S}sto], 27 AA] 0]F 30 oo E

el
o
=
il
£
-|II o

1t
= Ao} st} 377 27 18-S, 117037 Ma-S Aeistact. Mata)
sto] 2EotdA = HEHIt G 713 10¢ 2 gokal ik

.,

4] oM 2SRRS4 F¥e o= 2o RAEAEY]
71 At ol deld o ekt ARolA Aol ot A%t dojd
AE AP g FADD), 250 oA T = e Edgof vl AUAA 4
< RegS AAR 2N DEPA SRR stof g &35S AV|E Ae festke ¥
AED), LR 2AE +H5HA g2 A EdgAEE 7155k BAEDH, 29 71
A AAE A FaAzoM 71 E 8ol vFof & mf 2] AQl EHA A} Al
o] g & Qg o= 7|tiet Hgol| nAA] X5 ‘; TYCE FE AZste FH
(HP), EAA A Hiet 4] §lo] olFoixl Sigt Mg 275k A& Ale
She FACD), B2 ZAE YA g2 A Eeds % AHske FA0D), &4 o
3 SAER SARE B B RIS 2781 2AFE A =S AdATI=
FAKD). DI 42705, ERZ 407} &=, FF-2 33715, HRRZ 3671, 12 36705 J&
3778, K@= 3670571 A =st it

96 CIHtEIA 2021-01



3= g e
A 1oz Hmg HAEAL D2AX0A 2= Bead Helet 23 ARROLL oft 43
20 TH3E 51919 AtdE IXoh= E%
g | 2P0 gel LoIN A48k RSt o2t ZXS S5 AT B A Ol |
OF R0l 0| fIEtet &%
25iF B0 OfEt A3t ZAF Y BOlS I3 B2IX0l 7IES A 2 MK
C oo 740 43
T O
o | EESXZORL SsIGTs K0 BRNOR EE AN Mol ot M- |
T EOPIAIS DGR UL 22
E AE0H| QoM e 4= U= HEF0 HIsH XLRA M2 HzZ2 HARQZM I 40
S K= 6l0ig ASS MV IE A2 Roke 49
F | 2Rl ZAE 40K o2 A 2eaXES HRolk=E 4% 33
G Heig Pt HEE RAE ARE 01F AFet 7|2t Lo EREXE 60l thet 38
BFEE ofk| =2 3R
22 K QAL MAIE ME ZOXE0IAM ZIRHE Lol HIFM 2 0 2Rl
H | ESALXR X0l g 2 g AC2 7|tist HEZ0| O|XIX| Rot= FHC=2 | 36
g Aol= 8%
| SeACHRI0 thet SXI §l0] 0|0 STgh HAAR 2710 BfeE Al=dk= %6
32
J | BHY 2HE BAOKK| k2 & HES KigoksE 4% 37
K L0 2EE SAKRI SHAE 3 1 2RIE @70l ZAH H Xg2 SFlo 38
XA = 32
Hafot HOILE 27 MAl Q0| EREAEE Mo dUE =S MAlok=
L | Se 37
oT
QYUSLE 15 Ol BHI T B M YA L 1 8TE HAGHK|
M| ors S0 11
B oT
N TH|IYRPE A YA lo= FHIS TRSI=S 6| ffet Bl2IARl VIES AR |
HREHK| Ol 22
1O B oT

Xt=: NAIC Unfair Claims Settlement Practice Act Section 4(Unfair Claims Practices Defined)
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Lh MM S

ojor ek, 3454 55 7 308 olufo] olFol Aok tekection 6. 3371 % ¥
Boto] BB A X PEIRE 5 BYES S B WL - o
th F EYRE YL ERYRAUNS B3t A B RS T 5 Urk

e R Yot QA0 E(flagrantly and in conscious) ©] H-E& YFIF=A] ofF,
2, 22 o171 gl A olol et SRkl oleipRs FAget Fursh o=
05 o] g SIS Fe F9ol A T 10008 SIS, 3 1000008 wIRke
e EE 2 4 ok oA ey o= o] HE QRtet F-Soll= A5t Ad o
25,0009, % 250,00099] Bgg FA 5= k. FolAofut, /L, kLA7fE o]
U eackaieh ofefu 5 iR meun e A T U 2o Aesie
9] o] FE olgld HYE F2E AelEor), HeE 2olg Zdo] vl
sk 2459

TS Szl et AR AT B AR A7 2E AN e 2
2719] A%, Sl THE £, AR 28] AP ole), Siutel A2t
73, BRASIA] et A Al 9 A, FEPRIRIA] T WA PLIRIA] of
o412 ol e} Theles Hohes st gk
HASAPZL o] M St AdS A, dEjH s & ] Qs Afole B
SIAS] WS AR W HAT 4 9tKSection 7). FAHH(cease and desist orders) ¥
HE AL 99 A9 25,0008 B[k A 250,00082 wRte] Mg FasiAu HH3)
A GBS Bl AaT 4
FAYO A NREAS] WAtsSol oA AT A Yok R oA
2, 5B} 59 WAAS A7 EE Flohs FZolARE L7 = o] F ¥
RS A2 5ol WA A0l Aok Fe. Bzl Al
A BEsltel BRI el R S0l WAAES Ao RA, 12

oIt A& £3f(consequential damage) A1 &3

ol

50
B

xte] o7k Yol ofolHel Aol HuA oS Bk & gl Baelt
9] Florida Statutes 624.155-2 50494/\]'-4 Aol A B ok= A12]/d Al o5 Q]uto]|
gk EYA} 59 A5AE ol FESotal Qlrh6d oo wet u B FAHETE of 2t

63) Florida Statutes 624.155(Civil Remedy) (1) Any person may bring a civil action against an insurer
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A3Y FFAAE WAESS AVT 4 Aok kA B9 BES B3HRAY

e et A9 HRER

S 44 319 A5HI8S 3T AT, HYAY T

o7} I8 A9l WAL Al 3u7HA Lo B 4 qlrksd

[

L

L SR AHA

7} % gEgRe Bt Bel, U BS99, 28, ddeeld, By 5 99
919} estol 3 HEY D FAE HHA AN, FUB A 2 39
S SO BT ARG NS B Bk Bk lowh By 4
%7]% 3~5\otk. 2018A9] 29 FYBS) A A|S FEof 3 7847o]ch

2. ZESHAPHARIL=S)

ole] EAAPHAAE L FER Thh Hol7h glout QubH o EajA Hokg d

=
3} wlspo 2 A i SIS BEE 5 A
B9 st Bsle] LEe AEAel 2|43} 7

L

AAE AR =S o1l ot Gebd oz iAo HEet MOAEol sid SSAFIAF

64

65

=

~

when such person is damaged: (b) By the commission of any of the following acts by the insurer:
1. Not attempting in good faith to settle claims when, under all the circumstances, it could and
should have done so, had it acted fairly and honestly toward its insured and with due regard for
her or his interests; 2. Making claims payments to insureds or beneficiaries not accompanied by a
statement setting forth the coverage under which payments are being made; or 3. Except as to
liability coverages, failing to promptly settle claims, when the obligation to settle a claim has
become reasonably clear, under one portion of the insurance policy coverage in order to influence
settlements under other portions of the insurance policy coverage

Texas Insurance Code 541.152(Damages, Attorney’'s Fees and Other Relief) (a) A plaintiff who
prevails in an action under this subchapter may obtain: (1) the amount of actual damages, plus
court costs and reasonable and necessary attorney’s fees; (2) an order enjoining the act or failure
to act complained of; or (3) any other relief the court determines is proper.(b) Except as provided
by SubSection (c), on a finding by the trier of fact that the defendant knowingly committed the
act complained of, the trier of fact may award an amount not to exceed three times the amount
of actual damages. (c) SubSection (b) does not apply to an action under this subchapter brought
against the Texas Windstorm Insurance Association

Fel=tet 2, 0=2 LoiAFgA B Bs MUTH  USHEER H2| Foll US. 2"t o

- QIES ASHAFIME SEASHAREAKIndependent adjuster), HRAIA} S0| MRS ASHAFEAE 334
of= =
I.

SlAFEAKpublic adjustenZ Ff. MUFAIE LHAPHAIS Fots B0 L2|L2Ie 405101 LA
= ZA8k617| 2ol 0fst] Oi=A0ME E&sAE MYASH LoHAIEME IEESHIAIEARZ
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b} Hla SIAPEARE SR ES Aoe SRES o £abY
55 Sgatet. olstol Al Hlale LshAAAA|ES] el AE.
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EAMYAL FB2 FEE Ao|7F Q1o ARbH o2 HAA A 52 tefshs o<
A AKpublic adjuster), HHJ|A} 1-8-5F 11858 ALY AKstaff-company adjuster),
HAAERY ESAARE et %Eh":— il Vq/\}(mdependem adjuster), 15

&3 AF AHemergency - catastrophe adjuster) S0 &2 BE=xC)

v R R0 Zolq EHPIAAES WA B2 £Fst glor], B8 FELs
APgALSt SlerEa AL 81E B TEste] el grEska glck 20199 7% 4
e, et oz, ARSATHEL SAEA B SRS A BE FolAE

FEIPYA WIS A5 Stolokl BPAR 5 theldte] £ ARE 5
9k, 347REOIAE SIEESHAEALE Qok] IShAE SPeREsIA AL W51 HS ook
fit. Emebe, DC, Qejico], ofol 0ok, WAL, HYME, vhARA 2, viFe, u
27} AR, arksE, ostolQ, MAMolUo}, AL Ackier, BYIAl, HAoL, ¢
AFAE 17RO BESlALE delshe EalabiAel el MY Wy walAE
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FHEZ, Dol x|, FolAoN FALA, FHAIL, leAfERelY, 2%
Snf, EOtARHE, ARATER O, HARL, HEE, YIAEHA|YOL ffolef 5 15
Molli e &Es A HsiH e ESAPIA 8] FH5S aeth YA FolA
© L-EEAPAL] Hisl o] HHE 2514 et

2778571 AFEIIAE SFA e HIAIR 29T o T 12715 B9 UF

SN WBAE, 15745 AFEAAIHA 524 2 Foltk

ujoll A HEESAPYAL ALEEPAPIAL B S-SR HEE 2 A
2018 7| 1,546,986™40] o]ETHNAIC 2019). FE=Z AHHH, Z2tH9.2%)7} 7}
d B OEo® HARAEB.9%), ARATRETILHG%), FHEIR(G.9%), FolRoitt
(5.8%), AT E oI K5.7%), AE 7](5.5%), LZ2t5HK5.5%) <=0t}
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2) 8

o=t ) EEO] Fof A= NAICY] YErEd|AIAF A (Independent Adjuster Licensing
Model Act)d} FZEJAPIA R H(Public Adjuster Licensing Model Act)S XEl5}o]
2} 0] Aol BHA| 21851l ATk NAIC HERESIAPIAR R 2 52 5l H e, A9,
s ESAMY 541, s WA, G ALl tiet JA] W B= 55, W A1A,
3], A, A A, B AFAL ], AEESAFGAL SARJDA AR, W5 A- 7341
AH-AY], FAIRSIE, 715HE, HEESAPIAR] 7SR, HE B A
ol AL, A, 73, AR L T 1971 £FL = HPHTHE V-2) =) NAIC 358
SIAPIAF L2 F24 B 9], 2, 75 AR A, W A, AFAR HE, Al
9, Al A, AR W] A2/, W, SEFHAFGAR Q] (), e AE-7Y
AAE-E3], HE B A8, Hais, S3EWAEA i, 35EsAPEARE 1

BRAE Aok o|AAR S Ul Algt A, V1SR, FEEIPYAY J9IE, WA °

)
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Z 27t} Florida Statutes Chapter 6269] Part 6OJ|A] &SAIFAAEE AMA| 6] 45}
1L QTHCIE V-4) ZFR). Part 6= £ AP APH(Insurance Adjusters Law) . 2 & S8,
A E 3l 2 A ko= F8 5] A] 2k=r}.66) Florida Administrative Code(Z2 2|t} 3
%) 69B-220.0513} 69B-220.20101 4= F5L3APIALS] FA7IEdt 214 8235

F712 ot gk

22 231890 17&5F= N. Y. Insurance Law Article 2194 £JAPFAA =S
Z5lal QJt} TS NYCRR Title 11 Part 259} Part 2600 A= 2+ 3o API AL QJE
LA AA =S o2l Tk N. Y. Insurance Law 2101(g)(1)2} 2101(2)(2)+= 22+ &t
SAARRE SEEAPIARE A 2RtTh N. Y. Insurance Law 2102+ FAFAAR2] &3
A A&, N. Y. Insurance Law 21082 &3 APYALS] AFA T} 9JFE N. Y. Insurance
Law 21108 £5WFAA 59 4284 8AS FH8h NYCRR Pare 255 T8
Aol gt A% 0%, Wal A1, We A A, BANG, Fa8E, Rt 4
TR AT fEEAR) Had, Hapof ik 9] Ha, Bl AR 3 715, &4A
5 137} 2202 FAEHCE V-3) FF). NYCRR Part 262 HERE AP AL] digt
AR 20, SEESAFgARS] ©5] A1, Wo78Al 417, BElR-, A3, SAIAT

o

66) Florida Statutes 626.851(Short title), “This part may be referred to in any legal proceedings as the
“Insurance Adjusters Law’
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SSEoAEA ZEE HEREOHAREAL R
Secl =4 H #H Secl =4 H #e
Sec2 g9 Sec2 M9
Sec3 FHHo| &oiAY K| Sec3 FUHo| &GHAE FX
Secd TS| MF Secd  FH LAY HE K2
Sech =X} Of5| Secs é‘g?—l'ﬂ—t—ﬂ*@*foﬂ CHEH QIAl Hof E=
Sec6  AIY Sec6  H5| A
Sec7  AlETHH| Sec7 ™o
Sec8  H|ZFX} Hi5| 454 Sec8 Al
Sec9 ™o Sec9  ARFHA|
Sec10 B3ATHAIGAL »EQI HE|(ME) | Sec10 HIAF T
Sec11 T5 HE A4l HE-H3 Secll SIERESHAPIAL Q1 Ho|(ME)
Sec12 EE Es MEH Sec12 U5 HA HAHNE-H3
Sec13 Efus Secl13 EBEfuE
Sec14 BILGHAFEAL 4= Sec14 7|84
Sec1b JIESHAPEAMR} MSHR; 7 HF | Sec1d USEGHAFIAIL| (7 |Z(LE,
Sec16 0232 2 AME AF Sec16 HZ H M 0|F &
Secl7 7|1EE# Sec17 A
Sec18 ZZESHAEAL] A7 IE Sec18 7124
Sec19 #z| & HxH 0= 411 Sec19 Al
Sec20 A
Sec21 7124
Sec22 Al

AtZ: NAIC Public Adjuster Model Act, Independent Adjuster Model Act

102 SN 2021-01



(B V-3) 58%9|

25HAPHAL 7RI(Regulation) 74

S3ESHAPIAKNYCRR Part 25) QEFAGHAPIAKNYCRR Part 26)
25.1 Biol 41y 26.1 Biol 41y
25.2 ol o 26.2 oyl oY
25.3 Al SHA 26.3 Holrd
254 =AM 26.4 NELH
255 g9 26.5 Al SHA
25.6 B89 26.6 FAHZ
25.7 Bayet 26.7 EESREIPS I g
25.8 I2SRt| FAH
259 B39 FHa
25610 E4 @74
2511 FRAVIEEH
2512  HEIKE
2513 SSEOHAZAL ALM LA

A= New York Codes, Rules and Regulations Title 11 Insurance Chapter Il Agents, Brokers and Adjus
ters Part 25 public adjusters, Part 26 independent adjusters

(B V-4) S=2|0t EoiAPEAY 71d

25HAFEAIE(Florida Statutes Chapter 626 Part V)
626.851 oy
626.852 HEEHL
626.853 HolHxY 24T
626.854 SSEcHAEAL Hol I SRS
626.8548 SefEciAEAL HO
626.855 IEESHAREAL H2
626.856 VEETHAPEAL HO
626.8561 SIEoHAEAL =34 FO
626.8582 HIHTZSEGHAEAL H2
626.8584 HI74Z SerEciAREAL F2
626.859 CHAtGH 3 715 ZoHAREAL 2
626.86 HSALY AGHARY 518 01|
626.861 EsIAL UEIE9| EGHARY
626.862 2ti2lEel EoiArY
626.863 EASIAS| PIEFEGHAREAL MY
626.864 ZOAREAL B RY
626.865 SSEcMNEA @A J 2F
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o N-4) A

25HAEAIE(Florida Statutes Chapter 626 Part V)

626.8651 SEEGHAEAL M MY 2 oA
626.866 SRIEGHAEA 2

626.8685 ol Hfst

626.869 5], AcHAPEAL Bl =

626.8695 MAULBHAPSAKprimary adjuster)
626.8696 EOHAPYEA 5 A

626.8697 EOHAFERIN B HE E BA| AR
626.8698 SSECHAFIAIRE 11 240] Cheh FAXIE
626.87 Hof &1y

626.871 422 = M

626.8732 HIHE SZEGHAEA AHERH 2 BE
626.8734 HIHZ SREGHIAEAL bR 2 HE
626.8736 HIHZ EEGHIAEAL Y SIEHAPHAIL] MH|AZIX
626.8737 HIHZ &oiAREAl HEX X8
626.8738 Lt Al HIXY

626.874 CHAGH 2 715 &oHAPSAL

626.875 ASAGH 7|22

626.876 ESHAFZAL O|BAHE ZX|

626.877 EOAFES HEAf 2 o B 2
626.878 =27

626.8795 SIEGHAZALL| 0SS SK
626.8796 SIEGHAE AYM M2t HRAD| 27

Xt=: Florida Statutes Chapter 626 Part VI Insurance Adjusters(626.851-626.8797)

Lt SAHX} U SSEHAFIAL

1) B H oLl

7h) FH

k>

CINSI=N

NAIC F-ZE0IAPgAL BEH Section 3= FAHARLY] FZ-ESAPIAL E5-2 3ttt
TEFAEALR S53AY S3ENPAAE P31 Hsirle 3EEIAPIA
515 F|Sotolof Atk FEESMAPIAL AHAS 7H A= AL SolA A4le] 3]
ARE diEfoke ESAPAL B BT FYolgtal S92 IA|SAl= oF Hk o,

2 o
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HOAL AEEY T A3EY E= daAdY F+ 1S A9 (negotiate) D 312
(settle)dh= A}, RIZERARY, AYol, BAGAL 7 AHestimators), AFIHE7E 5 &
FEAIAO 71649 58 FA £ Bl AUL HST BHo2 189
2, BAE halsto] ATAE 28] U Aok A2 BRI AR L 1 3]
L8Rl HASAER 4 BT A2 ATcks A 52 33E AN HElE EaR
s grett

Sl E FELIMPAR BE] AN BlS HSsior Bk ok, WS
AHe £AAAA W8] QlolE EAARTE ST 4 S BRI ke Ea
A E alstol A7 HTE EH) EL Hoohs AV EE 1 9389,
H7ARe] grue) R A AT RS 52 B AEET

7hglo] AR H75 H45He Aol el 1
A wshE 278 ghett SRecolAls EsjbAl

offt
i

SN A all-line adjusten) 2 FEE T ERESIAPYAL, TELES YA B F
FEAAPIAL AR o] floials SELEHAPIAL |67t 8 =T, B-5<&6

} Q
AR w512 7P A7k B Aol SRR A BelE 7 S gk

ROl WBAL Aok Ao Boldt HHELA, o o] BN NREAE
gelskes gigs Bynes, Byslte] 49 Bk ool dE, Telx 1AL S8 o
7t glo] SRS SYSHe BYREA 5L FFENNIA 9] ol F3E
WA UEE 2B 5 ko

ERejtolA] FAEAY] FELINPAL 33 FHo] AFRCL 8ol 547 &3
AP Ao Sgste, Add 21 sooge o] o] Habgicky

67) Florida Statutes 626.860(Attorneys at law; exemption) Attorneys at law duly licensed to practice
law in the courts of this state, and in good standing with The Florida Bar, shall not be required
to be licensed under the provisions of this code to authorize them to adjust or participate in the
adjustment of any claim, loss, or damage arising under policies or contracts of insurance

68) Florida Statutes 626.876(1)
69) N. VY. Insurance Law 2101(g)(2) (A)~(D)
70) Florida Statutes 626.8738
71) N. Y. Insurance Law 109(a) and 2102(g)
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TRENPYA 51 AS5] SIS S o) RalETer BEEsAbgA) o
9 o] T3k A A1 HrFsH Aol Fatsiof Tk WAIAH SAAHE 184] o4k
2 9 A SRS 4 BETERCIZYE, 314, A L 2597 A 71908
ME AT, 49 H A B B AYIRE BA, S5 AR 5

o AYIEL Fujstok k. NAIC BIHT vH7 AR, o] FolA T3esit
AL 8] SRk 2A 0 R, 2kt MBS AIsok Btk s A4 A gelEee
SRR 2447 BTG o]5sof aiek. Eeke] 4. v 2dute Wt 22 54
2, AT 1941748 045k AL Bow e, e Ao et deakg
g ° WS A5 64 o4l A 15417, 254 o]

LIPS ARl Fokck Aolaha PlekEshAg Al ulsh Agtaolct. 5
Mol F3ESNPIAE RAAR 52 teisto] YRS Sust B

AL} §19] 9l AZ(negotiating and effecting)dt 4~ += AIHA] Foisic}.72) FHE &
BRG] AU TR, U2 FolH TEEANEAE DA e ol

= B3] HEYY(Unauthorized Practice of Law: 0|3}, ‘UPL' 0|2t $hoj| st 4 <
Kgo] Agolas] W0l

72) NAIC Public Adjuster Licensing Model Act Section 2 H “public adjuster” means any person who,
for compensation or any other thing of value on behalf of the insured: (1) Acts or aids, solely in
relation to first party claims arising under insurance contracts that insure the real or personal
property of the insured, on behalf of an insured in negotiating for, or effecting the settlement of,
a claim for loss or damage covered by an insurance contract; (2) Advertises for employment as
a public adjuster of insurance claims or solicits business or represents himself or herself to the
public as an public adjuster of first party insurance claims for losses or damages arising out of
policies of insurance that insure real or personal property; or (3) Directly or indirectly solicits
business, investigates or adjusts losses, or advises an insured about first party claims for losses
or damages arising out of policies of insurance that insure real or personal property for another
person engaged in the business of adjusting losses or damages covered by an insurance policy,
for the insured
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3 AL, vl HIAIE S R o S E0|10A ok B oA FAAHAY
L3S F/dskar A=Al UPL Y-S {18l =E5kqirt 19 60L4ﬂ177}11 i
AFE3lE TS HERS AHIE 2ASH 919315 7HA AL 9l @A BE 7} UPL
< SABIL Ut} 2 F= AR FAISIAL AFE 4 Qe X}i B & ZA o gt
RS AW UALS AlsHE AL Heths ABRES =82 UPLE 245 gt o
9t HEYH(practice of law)of| thet Hestal LA 21 27} §lo], FHPE UPL
T HIE 25| 98 &A19 Fsol UPLY|| sidst=A] o5 gelsty] lsf ohef
3 7152 A85ltt O 2419 P97 ST HEA Ve B A4S Q5teA] o

(professional judgement test),”3) @ =49 PA7} AEF o7 HIALEC| 93f 4L
=R o] E(traditional area of practice test),79 @ ZA4|9] HY7} th2 A oA Hg
Aoz WSk WAZA BT ohl Ro] oja] FHH 02 ololxe BEASIAA
o H(incidental to non-law activity test),”5) @ B|HSALS] HEYQE ZAstozn A
= 229 o]ojo] HBEAY] AEAG] AHAS W0 2K Q7] Hi 1 8ag] olo]
B} 24| o E(public interest test)70) 52 BH7}51c} o]Qlo|x G 11Ho] ER|loZ

FE HEAHAE W1 oty W=X] RS Frishs 1AL Z] A AKclient reliance
tesd), © FALTF 1242 WAV MECst WA BA FAEA o WS T
4 A| A AN attorney-client relationship test), @ A 2] F7T eFQ1e] WA Ho] 4
P R E=R] o HE Grlol= YL HAHaffecting legal rights test), ® WS 41421
Ayl 8 sto] olslEANS] st OFE, el BARHEA of$ S At WA
ZAAHrelating law to specific facts test) =& X85} t}.77) o]t Lo & E5L511 ¥

SA9Po] et 4o} FAPHololH B AP} UPLol SRR A EE Bk
ofgh AlRFRlof T F-22] o] F2l5t3iTt.

19349 FFEAPEALY] &so] UPLYY| sfgstti= A o] Sith Fitchette v.
Taylor, 254 N.W. 910(Minn. 1934) AFA A 0]|A DML_EW% H 2 ESAPGAL]A B
o] 25A17180] gt 9 A5, BlS 1%t AlkA 9 WeA] 2, WE AHIA 9 2A
AE AV - Al Higt EsiAFE (adjusting)- FAHnegotiating)- © 2 (soliciting) 52
S Tole s BES AHSIAH:. o] AR AL Fitchette®} Vennum-e A Y

73) Baron v. City of Los Angeles(Cal. 1970)

74) State Bar v. Arizona land Title & Trust Co.(Ariz. 1961)

75) Cultum v. Heritage House Realtors, Inc.(Wash. 1985)

76) Cultum v. Heritage House Realtors, Inc.(Wash. 1985)

77) Federal Trade Commission and Department of Justice(2002); Hoffman and Affolder(2000)
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HEAES] IR, o]&2 MIARA0] Qs mvlaer ESAPE A ] 44 Taylor®t 19
= Atk o] AR o] wEH, ¥iE 33.3%2] SRS U7t
&P (adjusting) R A (settling)tal EfEdE BT
3h= Aol APk A0 Farspoint. ARl kol WA st B Ao
W& Agstal At S gl diek Aol W2 21e sholnt. E3t S
AEIFetL B 23 B WA S ghsto] FTAAE elste] B s|Ale FAst
ATt vlu|Aer T2 mare] Yol FHs HEP sfgsi, ol ojmgt 9]
&= EHol=al Hal.

1934 Fitchette v. Taylor, 254 N.W. 910(Minn. 193H)AFA T2 o|&, Z} FoA= T&
woHAHO] WA 02 S LA, T8 ol A90] LeIE AT
Bt 19834 QlofutF hYRle] WAL UPL SETs} F3EE A 3
z o Aslslo] =0J5l= kA F ol AbAolt) 19834 QltjofLt = 1‘41‘%':1 - Professional
Adjusters, Inc. v. Tandon AFAOA FZEFAALA HES [ KR L
oA #43t d= o] &l tiet 232 Nl s 1975‘5 FA| FHol| the
H F3E AR B EARE diElste] S siEdl FF= vIA| Lleffecting), OlF
i B 4 Achnegotiate).7® T HHALO| &S Aol HAZA] A7t Ut
 3oEMAEAY] S0 EtehaL, A Tl F1o) ol5f §-8H S5
et HEP QI Sttt troldo] w2, A7) FRo] oA FFESAA
7t EdA ol WAE Aot oS AAstal @4 ddke 7T, ol BdAle

Fl

[

H|9FZ A(contractual term)o] T3t dj4S 3t ESH FAHnegotiation)o] A& QI W
AAI] o]22] ehgith=s AFEE A4l ths A ofn|shA] =thal Holkt.
<= T FRo] ZFEAIALY] At EEHAE 0] SYYS HES - U=F
&35 B7lokal(appraise) HT 719] 387HAE LA Heoh= A= AljtslA] ¢
SETHT AAEIT RS BRI} AR 4 dfelolo A 22 o1
o Y WAL Aok 22 UPLo| sgetthal Htct

& WM &2 STEHAEATT S = e B0 T 5 /e 5 ol B

78) Indiana Code 27-1-24-1(1975) (a) The term ‘public adjuster” shall include every person or
corporation who, or which, for compensation or reward, acts on behalf of, or aids in any manner,
an assured, in_negotiating for, or effecting, the settlement of a claim or claims for loss or
damage under any policy of insurance covering real or personal property and any person or
corporation who, or which, advertises, solicits business or holds itself out to the public as an
adjuster of such claims, Provided, however, That no public adjuster shall act in any manner in
relation to claims for personal injury or automobile property damage
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9] FHAoIA AARAA L ASNA L of/|Fe YN O T AL T
£ 9190 Se9E Ao Aol e AR 9 %@u}z Bkt 53] GRS

o) 27 BEEAIAA B UHE
AAg e FEolet TAT WEBNS FAHE
) sl P A AR EAE Slek Dol BB S
515 MBIl st ol A WU Bk AV} 22 T2 o]o) BE'Y
cr 29 ] & o, Yell oy Fl 98 2 9ol WA 5 33
45 BaErhy BES 49 AR A9e FAG Bio] =4 gleky Bkt HSo
SRR AL AT FE P o) FILIIA] ] R ol A
gz Bolct £ 1971 I B} B4

Oll

L) S=2|t

Eaeit 4Ye 54 Yo} UPLo] SPoRer] b Be Aok WA, 5 B9t
EJPRMAE ol st A= °]7P*—(authorlzed) PIR ]|

o7 e ety ekt 01712 wokth UPLE 71EE| ] éo} HSALoRd X}Oﬂ 4
3] £=88= 4= 9t} State Ex Rel. Florida Bar v. Sperry, 140 So. 2d 587, 591(Fla. 1962) A}
Aol B2t hagke 54 WSkl BEASIAAS Holots a% S
Hil g4l o8 BHdh= 7|ES g5IATh8 Sperry HIAES AL £ =T, Aol A

79) O|=HSAIES|(American Bar Association)= HEMAS Holst7| $IgH 2eEe 2H6I%, 20023 Model
Definition of the Practice of Law(EE3lQ| Ho| ZHH)Z HHGIRS. 0[0] [E2H HEHR= AXHFO| Z|
AR HHRI0| Q5 THEE FHSSH X2t JKs5HH, Lot 20| JéjQIE.:.', (1) The “practice of law” is the

application of legal principles and judgment with regard to the circumstances or objectives of a
person that require the knowledge and skill of a person trained in the law

80) The Florida Bar v. Moses, 380 So. 2d 412(Fla. 1980)
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£ A} O] RIS o e ¥ A4 8
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oS AT W 7FE AR AL B2, FASL Bl@e|Ho]n, RS helzie 3

32 BEshe Zlo|che Uk, Sperry HlAES] ofa] WEWIE Bk, heoz:
%5 BSI7H Wt 5ol Ao MEAE obd oA Si7ke B9IIX|S SH1sfhor gk

SRt TSRS HEdhe Hat ARl ol M2 355 Hes] Al 5%
éﬁﬂ*}@/\% TSkl FHs] HEPAE WY Yt S s Qo AL vl
th89 ol TEEAPIAR] AFHAE SHolA B3] o= 1 99 FAE
UPLE {Z’@ﬂr% ojujo]7| = SRAIRE FHoIM 7t TEEHAPIARS] AT A7} v
= HEY ] siFsieiete SRl slzstele e UPLY] 3igshr] dae ges] o
Aoz Foldrt. ErTHolA FFEAEARE H7HE WAL TEAR} B A3
TEAE HiAlst] Eee ATARE E8-AH - Hecsu Beee @A) 5
SEAPIARE 22 Esfoll dis) AL 55 diEiste] HiEe E4negotiate)
T U= FHA Qoo 5718 Wte Be, F3EAPIARS] 24 & et E4g3
= UPLY| sigatA] eh=tt ek, 13 &afofl disiM e SaEsAPgAre] &g
FAISHL e vt T5EAPIAE 12ES] o] Hisl Adshe B9l UPLY sigetet.

]r

o

ol

ot ok

lJ

1958% Larson v. Lesser, 106 So. 2d 188(Fla. 1958) AFA|A E&2& ) HYL &
A ALY G AP Q(solicitation) S ZA|5FT, Yut A] TZLEFAPYAL WS FHAGH=

:

I

¢

81) State Ex Rel. Florida Bar v. Sperry, 140 So. 2d 587, 591(Fla. 1962). “... if the giving of [the]
advice and performance of [the] services affect important rights of a person under the law, and
if the reasonable protection of the rights and property of those advised and served requires that
the persons giving such advice possess legal skill and a knowledge of the law greater than that
possessed by the average citizen, then the giving of such advice and the performance of such
services by one for another as a course of conduct constitute the practice of law”

82) The Florida Bar v. Moses, 380 So. 2d 412, 417(Fla. 1980)
83) Florida Statutes 626.854 “public adjuster” defined: prohibitions.~The Legislature finds that it is

necessary for the protection of the public to regulate public insurance adjusters and to prevent
the unauthorized practice of law

84) Florida Statutes 626.854 (1) A “public adjuster” is any person, except a duly licensed attorney at
law as exempted under s. 626.860, who, for money, commission, or any other thing of value,
prepares, completes, or files an insurance claim form for an insured or third—party claimant or
who, for money, commission, or any other thing of value, acts on behalf of, or aids an insured or
third-party claimant in negotiating for or effecting the settlement of a claim or claims for loss or
damage covered by an insurance contract or who advertises for employment as an adjuster of
such claims
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Florida Statutes 636.2619] tall YATHZL Y F}.85 Melvin Lesser= WA HE=
Sot FBEIAAZA A ARG TS F AL o] QAT U144
715 iU & AR vl Lol A27E FHs] HEYLet HE ZAE
e A2 7HA AL QA stk Astal, 2419 EgolA FA1eE F5EsiAH

Aol ALt 52 T4 Ztoll= o ARl BAIE QIrkal H k.80

o

Cf) QIC{OHLE

Professional Adjusters, Inc. v. Tandon(1986) T4 o]%&, QltjojUo| A= Fa& H/\]'%U‘]'
O] J5 Hgto] Bf Fof Bl A o g AlRtH o7 AU At oiuoM = 38&

SJAFGATO] dist H2o] 2o Al “in negotiating for, or effecting, the settlement of a
claim’Z AHAISHAL, T5ESAPIARS] HER RS FAIZ R SARY Yoyl 73
§ TTEIAE B e At WEARAEE oke BN ¥Yd &5k
of el FRIRE =511 AEol=(renders advice or assistance) 7}S1 E+= H9I
=PI 5 BEEAIR oI 465 51 ol B ol oz

AL e 5o, 37 72 32 A B RS TET - G0k T BBLEANIA

= UEANAR ATE 4 Y. WE9IS 59| gl BELlol elsle A7)

Fll‘l ﬂJlo

85) Florida Statutes 636.261 No public adjuster shall personally solicit or contact, either directly or
indirectly, on his own behalf or on the behalf of any other person, firm or corporation any person
or their legal representatives, husband or wife, dependents or next of kin for the purpose of
representing their interest in any claim arising out of a contract or policy of insurance as defined
in §636.23(3). Upon proof of any violation of this Section, the commissioner may revoke said
adjuster's license

86

=

Larson v. Lesser, 106 So. 2d 188(Fla. 1958): “The parties agree here, as they did before the
Chancellor, that a determination of the legal question presented does not involve any
consideration of possible impingements on the practice of law as such or any relaxation of the
rule of ethics which prohibits lawyers from soliciting or advertising for business. Since attorneys
at law are not affected by the act we offer no further comment on the subject save to observe
that the solicitation of and advertising for business by lawyers naturally remains one of discipline
to be disposed of under the Canons of Ethics, 31 F.S.A. rule B, §1, subd. 27. Similarly should be
public adjuster engage in the practice of law, his offense would become one for prosecution
under appropriate statutes”

87) Indiana Code 27-1-27-1 (a) The term “public adjuster” shall include every individual or corporation
who, or which, for compensation or reward, renders advice or assistance to the insured in the
adjustment of a claim or claims for loss or damages under any policy of insurance covering real
or personal property and any person or corporation who, or which, advertises, solicits business, or
holds itself out to the public as an adjuster of such claims. However, no public adjuster shall: (1)
act in any manner in relation to claims for personal injury or automobile property damage; or (2)
bind the insured in the settlement of claims
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15}, o} HAESR A3 MK WS Q1o HEASH 58 49l 2
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AEE T5l= HoHAlabama House Bill 181)0] ©r9]%| %l o, H7| =] S ch.

U& Mo oX of
_,>:.

AL = AESIAPYARERE ofY 2t SSESAPIAL HEA| =7 AR 55
SHAFGATE A Fh S SHaL Qlol, 2T HEAAL Ho AHdoM 35& OH/\W/\F*
- =55k7] 13 HeKWisconsin Assembly Bill 357)0] HojH v it} & HQtofAl=
HAA} 52 diElote] &S HEohe saEsPgARl sk, Haes &
SIAFGAL AHEA Y, ARA, AJASE 52 Q361 7BA A] H40 8-S W E 5l %
= FAUT

gk HYS EEA 5O WA AL, R, Uk Aol AREse] et H7o)
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Tho0 20 2 BANs T 910 AES FgsHs AL WA 7|40l A4S 275
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88) Indiana Code 27-1-27-9 A public adjuster may not: (1) engage in the practice of law: (2) deal
directly with any claimant represented by an attorney at law without the consent of the attorney;
(3) advise a claimant to refrain from seeking legal advice or retaining counsel; or (4) in the case
where legal counsel is desired by claimants, advise the retention of specific attorneys or law firms

89) Arkansas Code 16-22-501(Prohibited activities) (e) This Section shall not apply to a person who
is licensed as an adjuster or employed as an adjuster by an insurer as authorized by 23-64-101

90) Charles R. Johnson v. Donald C. McLeaish — Court of Appeals of Texas, Dallas No. 05-94-01673
- CV(1995. 8. 23)
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S AR HEERE Fole} Apolah} F2 AREY U AR
(f1rst party insurance) 0.2 A|g] %1’% NAIC EE:_] 1O FHEFYAPYAL 9] 23K Section
2N FEEAPIA] ATFERL B4 0 HEA BAY ABHHOE BRI
3 Qleh EZF HE Section 2HQ)OMA = 33 LOH/\V”\V} SARFE A ] Hedw
A7 defeis Aolg BEst,

E22t}9] 4% Florida Statutes 626 Part 6(%@"%”\?@)0] A H I} AFH Y=
4854 oY FE O £ Ak BT BRENIIAL HTAR 5L T2
Sl 45 A S SR 4 T 3 o] A KRS B
‘EX]' & Aled o &= ekl ok 22t 2 33EsiAPE ALl tigt
fxoIM FFEAGAE AR AFEAE S8 FHNA FAT S

52 49 5 YSe WAHOR J1ast ek
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F

91) Florida Statutes 626.852 (3)
92) Florida Statutes 626.854 (3)
93) Florida Statutes 626.854 (1)

94) N. Y. Insurance Law 2101(g)(2) “public adjuster” means any person firm association or corporation
who or which for money commission or any other thing of value acts or aids in any manner on
behalf of an insured in negotiating for or effecting the settlement of a claim or claims for loss or
damage to property of the insured in this state caused by or resulting from any of the risks as
enumerated in paragraphs four five six seven eight nine and ten and subparagraphs (B) and (C)
of paragraph twenty of subSection (a) of Section one thousand one hundred thirteen of this
chapter not including loss or damage to persons under subparagraph (B) of paragraph twenty of
subSection (a) of such Section or who or which advertises for or solicits employment as an
adjuster of such claims and shall also include any person who for money commission or any other
thing of value solicits investigates or adjusts such claims on behalf of any such public adjuster
except that such term shall not include:
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& (Water Damage Insurance), 7= - EHEY, S8HY, 28] U 7|A RS, d]HoH
HY, B4 9 S4HY, sidEY d7o] dis] EsfAPgS @ 4 Ak N. Y. Insurance
Law 2101000 FELAIAE] FRAA 02 FAZH) L RUEHL] L]
oA B Wsl7t QFEA] ghon, HoAL = AMIRY, 7|5 EEA Ee Y|
FYAEAUE A90] 547 A9 LNIILTE 29T 5 Uk

HAHoJYolof| A= S3ESAPEAE B A H 9] FHAAE flste] Hi7kE WL
EAY o] TWolo] AR B T2 F= JPUE okl A9 Dauphin County Bar
Ass'n v. Mazzacaro(1976) AFZ1)A] HAH|o] Yo} T 2 F-5EAPZA H o= &5
APGAZE VA A E o] A AAE di2sto] EHFRIAE s Helas QAT
H3hS FofobR] ef=r}al Holt}. @A Pennsylvania Statutes(HlAH|o]Uo} ¥ ) 301

AT FBERAYAE Thet 2ol Felstaict

“The term, ‘public adjuster’, as used in this act, shall include every person,
co-partnership, association, and corporation advertising, soliciting business,
or holding himself or itself out to the public, as an adjuster of claims for losses
or damages arising out of policies of insurance, surety, or indemnity upon
property, persons, or insurable business interests within this Commonwealth,
and receiving any compensation or reward for the giving of advice or assis-
tance to the assured in the adjustment of claims for such losses, or who for
compensation or reward, whether by way of salary or commission or other-
wise, directly or indirectly, solicit business, investigate or adjust losses, or ad-
vise the assured with reference to claims for losses, on behalf of any other
person, partnership, association, or corporation engaged in the business of

adjusting losses”90)

%= AFAof|A] Mazzacaro:= Pennsylvania Statutes 3020 94 LZEPAIFAF HEE &
St EHPSIE Wt KA e RIS Az iRyl A4 &
AP FFE AT Mazzacaro= B JEY HFAAE flt ST
FHolA 7ot FTEEs AR Aol SiFetal Y5t ATh Mazzacaro= "B
9, BF, B WY B A9 EPEAR A4S BaL e 245k A 2Hand)
“131 St £3)9] £3AFY oA LB AHthe assured)o| Al AHR: F= T2 L=, BE

95) Pennsylvania 2012 Act 21(Public Adjuster Licensing Law) Section 1
96) Public Adjuster Act, Act of 1921, supra, 40, Pennsylvania Statutes 301
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SEESNAPIALS] ABAEY FTEARE A% ESAI AT ol dis A o]uYot
o2 UPLY| sfgetttal Hok=dl, wdo] Q& =Ad 5 €87l Stk
Dauphin County Bar Ass'n v. Mazzacaro(1976) AFA9|A] Mazzacaro= ABRIEE
HAE fIste] &35 B7stal sfdshe o Bag 7e2 2% 02 GARIE A
ot A5 thE Zo] glom, 53] A3AE S & o F-LsHA 4] ol7t & wiet Ao]
HhE 7HA of fof tigt gl 2jojk 2] ThE AR ¥4 of 5of tisfiAl= ofm]
=A9] oAA7} Q= 74%"1] Qe Bt of 2}, HA of Fofl thsf| GARARL 7Hof =39 oA
7t Sl 49| Bfolle AFAANA M2Ate] HE AES oS Shqiths Aot
ofof sy H-dHoof "41‘@01% MazzacaroZ} ERIFIAL 9 19| H 3 S|ALe} T sfA}
7+o] Aol A S 8% A Hklegal assessment)2] A2 FAISH A 0= 7HE513

ct. FAlso] o} t YL EHPARNEE T BHHSAPL} HFAR} 7hol] FAFEA oA

97) O|% HAH|O|L|Ot= SSEGHAEAL HO| RE0IM ‘the assured'E ‘the insured 2 HAGIAS
98) Kensas Statute 40-5501. ... It specifies the duties of and restrictions on public adjusters, which
include limiting their licensure to assisting insureds in first party claims
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99) Florida Statutes 626.854(7)(b) ... “THIS IS A SOLICITATION FOR BUSINESS. IF YOU HAVE HAD A
CLAIM FOR AN INSURED PROPERTY LOSS OR DAMAGE AND YOU ARE SATISFIED WITH THE
PAYMENT BY YOUR INSURER, YOU MAY DISREGARD THIS ADVERTISEMENT”

100) Florida Statutes 626.854(5)

101) The Florida legislature recognized that certain traumatic events can result in persons being more
willing to accept settlement offers during or immediately after the occurrence of a stressful
event. Moreover, the Florida legislature recognized that the elderly are more likely to fall victim
to unscrupulous adjuster tactics. To this end, the Adjuster's Code of Ethics seeks to protect the
public by imposing explicit rules designed to reduce the risk of abuse. Moreover, the rules
provide that an adjuster must exercise “extraordinary care” when dealing with elderly clients to
ensure that these persons do not fall prey to abusive insurance tactics. Again, any deviation
from these rules can result in severe sanctions
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102) Florida Statutes 626.854(14)

103) Florida Administrative Code 69B-220.201 (2) Violation. (a) Violation of any provision of this rule
shall constitute grounds for administrative action against the licensee. (b) A breach of any
provision of this rule constitutes an unfair claims settlement practice

104) Florida Statutes 626.8796 (1) All contracts for public adjuster services must be in writing and
prominently display the following statement on the contract:_‘Pursuant to s. 817.234, Florida
Statutes, any person who, with the intent to injure, defraud, or deceive an insurer or insured,
prepares, presents, or causes to be presented a proof of loss or estimate of cost or repair of
damaged property in support of a claim under an insurance policy knowing that the proof of loss
or estimate of claim or repairs contains false, incomplete, or misleading information concerning
any fact or thing material to the claim commits a felony of the third degree, punishable as
provided in s. 775.082, s. 775.083, or s. 775.084, Florida Statutes”

105) Florida Statutes 626.8795
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106) Florida Statutes 626.8698

107) In Pennsylvania, Section 1605(d) of the Professions and Occupations Code titled “Contracts
limited to adjustment of insurance losses” prohibits a public adjusterfrom “directly or indirectly,
through or with any person, partnership, corporation or association in which it has an indirect or
beneficial interest” entering into any contract with an insured for the repair, replacement,
restoration, renovation or demolition of damaged property at any time prior to the date that
payment is received from the insurance carrier or the date of a verdict or award(63 P.S. § 1605)

108) New York Codes, Rules and Regulations 25-10(a)

109) New York Codes, Rules and Regulations 25-10(b)

110) NAIC Public Adjuster Licensing Model Act Section 14. [Optional] A public adjuster may charge
the insured a reasonable fee as determined by state law. E. [Optional] In the event of a
catastrophic disaster there shall be limits on catastrophic fees no public adjuster shall charge
agree to or accept as compensation or reimbursement any payment commission fee or other
thing of value equal to more than ten percent(10%) of any insurance settlement or proceeds. No
public adjuster shall require demand or accept any fee retainer compensation deposit or other
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thing of value prior to settlement of a claim

111) Florida Statutes 626.854(18)

112) California Insurance Code 15027(b)(7) A public adjuster’'s fee, commission, or other valuable
consideration shall not cause the insured to receive less than any amount paid to the insured by
the insurer prior to the date of the written contract between the insured and the public adjuster
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114) Florida Statutes 626.864 (1) A qualified individual may be licensed as: (a) A public adjuster; or
(b) An all-lines adjuster

115) Florida Statutes 626.8548 An “all-lines adjuster” is a person who, for money, commission, or any
other thing of value, directly or indirectly undertakes on behalf of a public adjuster or an insurer
to ascertain and determine the amount of any claim, loss, or damage payable under an insurance
contract or undertakes to effect settlement of such claim, loss, or damage

116) Florida Statutes 626.869(1)
117) Florida Statutes 626.864
118) Florida Statutes 626.876(2)
119) Florida Statutes 626.863
120) Florida Statutes 626.861
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121) Florida Statutes 626.862

122) N. Y. Insurance Law 2102(a) (1)

123) N. Y. Insurance Law 2101(g)(1)(A)

124) AR|EA HIAZIQIES  SX A5 HjARIEHS SEHS(automobile collision insurance), EHES, T2
NsAEY 52 ZefE

125) Zglgeneral) ASEGIANEAE BE, o U 712, UEESHEEES MS ZE S FE8

126) New York Codes, Rules and Regulations 26.3

127) NAIC Third Party Administrator Act Section 1. O
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128) NAIC Managing General Agents Act Section 2. D

129) “No lay person, lay firm, lay partnership or corporation serving as a representative of an
insurance company in the handling of a claim, shall engage in the practice of law”
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130) California Insurance Code Sections 815-816 Article 7.5. Restrictions on Compensation of
Adjusters 815. No insurer shall pay any representative given discretion as to the settlement or
adjustment of claims under life or disability policies, whether in direct negotiation with the
claimant or in supervision of the person negotiating, a compensation which in any way is
contingent upon the amount of settlement of such claims 816. No insurer shall pay any person
given discretion as to settlement of claims under any policy of insurance, or surety bond,
whether in direct negotiation with the claimant or in supervision of the person negotiating, a
compensation which in any way is contingent upon the amount of settlement of such claims,
except as in this Section otherwise expressly provided
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Z). A Fdo A BAf T Flo] ARz BHle2 46.5% % 7HE EiL, Hrl R By
A okx} /ﬂlﬂ]_/:(ll.G%) Q1=AIAHG6.8%), THAIE L 3ufj(1.8%) &=0|TH(IE V-6) ZR). B
AL I DY B FAF o7 AHKEH, 20199 7|& HAF I 1Y £ ETEA
22 9] 9 AIQY WA vl¥o] AA|sh= HlEo] 27.2%E 7MY ETH(GE V-7) J2). £

131) NAICOIM 375t 2IRSHE 2 = U=H0| LMoz HMEtt A=, SA ZIEX| U2 T US
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3 G A

43%2 2]

8%, AF

o] 25. AZ 0] 21.2%2 XAk &FAFAL] st Tlgo] ok
St RldA ] 23, 20199 7| Hs|Atel] EEIsHA| A2} v ]
]:]

HAGAR] 2 At o] B2 4.3%0] EXBITH(CE V-8)

NAICE BAFA ] Ag] mhekE 918 MCAS(Market Conduct Annual Statement, G QY9

QAR VA= EAZA] OFAlS vl E eIt BEEEY

FREFRA] A A BT A AF A% BAF A4

Wk g4 718 A A (30%1 oI, 31~60% oI ). &

A%, AT 4 A%, 2598 A% 58 F4, Rasior dt § A4S B3 45T
& AGEGE TSt JAYS) A e A

ot FAE oIS 75t AulAEe] By siAte] tiek

s oL, HASALS] withof] F2A BlEAH AEfolct.

E V-5) 0= 2YE=E

= a
579y

A2 280l tha 4
Aol &84

061:-]]‘

717k %
L
H

249 7|7 FA]

J-l.l

Sttt NAICZ} MCAS A= A4S 7]
HHB S SAekaA}

(&l )
= 20174 20184 20194
oot ALY 41,543 40,152 34,744
A SA=EH 33,238 30,673 28,224
SN HE S 998 1,139 1,170
TENES SIS 13,223 23,967 17,972
HA QI 518 553 596
MH- g 7,574 5,999 5,421
7|E} 1,512 1,554 1,180
A 98,606 104,037 89,307
7 ZZ0UA(Closed Complaint)2 F E3HH0| ZAlst] siZ(resolution code)st 71, Q1HTI(Confirmed Co
mplaint)2 & Z=Z0| 22 52 H H ofgt U =elsh 712 Qjofet
Kt=: NAIC, Closed Confirmed Consumer Complaints by Type of Insurance(20204 4& 27¢ 71F)

IV. sieIAR: 0= 129



(B N-6) 01Z R 52 % o5 ¢

rio

X LLO

(&9k 20
= 20174 20184 20194
2% 42,808 48,203 41,548
ORAE & oy 2,041 1,775 1,611
VRS LIES 16,319 13,502 10,380
Rl At 7,520 6,379 6,121

A

mplaint)2 3 Z=&0| E&3A

- =

Xtz: NAIC, Closed Confirmed Consumer Complaints By Coverage Type

: ZZ012(Closed Complaint)2 F H&A0| ZABIH 5i1Z(resolution code)t 74, 21ETIRI(Confirmed Co

So| ¥R U O YIS BHISH 712 ojj3

B V-7) 0= 4 2 324 2 o1y i
(e )
T 20174 20184 20194
SUEANR ol 3 H2t 8,310 11,426 11,334
NN 11,843 13,119 10,735
g HE 10,166 9,500 8,819
23AEA Adjuster Handling) 2,267 1,723 1,776

= Z70|9)

mplaint)2 & Z=F0| HH3IAL

Atz NAIC, Closed Confirmed Consumer Complaints By Reason(20204 42 27Y 71F)

- =

(B IV-8) 0|2 X2|Znd 2l

Z421(Closed Complaint)2 F 2EH0| RALSI0 3iZ(resolution code)dt 74, Q1&2I(Confirmed Co

So| ¥ o O PEIZ SIS 22 o0jE

(=21 )

T 20174 2018 2019
2o 2 = 15,199 17,180 13,502
2l 2 o 4,864 2,683 2,345

2= 27,823 28,589 26,463

7|Et 12,906 11,793 12,053

A 60,792 60,245 54,363

[

7B SAER O, Ea, 257 == % X2l 27t

XtZ: NAIC, Closed Confirmed Consumer Complaints By Disposition(2020 42 27 71F)
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4, »34

£ B SRS T nIFe) AEA A2 ALY R RAIAF
3t JATH AT, SFAAAAE SASE ESF GARRF 7F AR EA 6 2o &
e 3 IthAY V-2 32, SIS 53 2o € 8%, 28T Rt 5y
aAF0l tiet HAsAre] Esfui gl dotz Ado] BAskE o] qlof, Rldoly
d EAe| A7)+ 5ol et o2 9 Qg2 iy o drt.

ujae QxHon, HYsAe] Bae HEAF AL Az ARl the BHAR

AT WA ARE 7RO BYPUS ANH O s BTFAS F

%1—

Siet. otolo] ofgh MaACk Bo|BS BB Kok, 0|2 g AAH A L)
A3t ol QA Lo Y7E Qg AP HHan|R AL 250 A
olo] 2% 937] whe] WTAIZ AT Ado] AL Sl gl whwl, BB
2374 &3P0l whe vl.go] Agsy] mhio] Epibe] A5 Suto] gl
o], B} 18 Ei HUT TLANYNT YekEAEAE AAS] 9

L=
3R] AR HYRoRN FEEHNIAE Fol, REARE 5 et FEE

Tk ol Qlont, £SAPRAE AAFAS HeioloRAlg Qg ST 4+ AES

ARl gol- 43S 38t AR T e A E S At e gl |
A3 AL =+ e A X} < 7Kl “Pu SoEAMPIAS] FLIANE =

HA3Ae] AP G A gl tisiA= 2 = A s 7R
of Hetsiof gtk 774 ol TAIH o2 &3k YA gtk AR JES FasAY
AHeAt AR B4k 52 712 Fotk] ol

(A8 NV-2) 0I=9| £oArY & 2otz

v v
H3I5|ALO] SARRE A SR e A
£l ) il res
A 2 s ol ARIAL e
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V ) oleAE: S=

o] Zoll A= P9 EAPIAE 9 & AEE AW E7| 2 gtk G52 HPAGERE
ofyz}t LE Aol sl AREAIE £33 2L, Financial Services Act 1986(F-8-4]
H]AH] 1986: O[3}, ‘FSA 19862t DSt A of 2] 7] SgARL R =Aue] EA1F o]
SRR} 71 EAA O tiet Blso] ZFsHAl A71 = At ool 19974 59 StasH=7]
“HFinancial Services Authority: 0|8}, ‘FSA'®} hE A1A51, Ao TS 7]EH
£ slyE 536kt 11 HE©]| Financial Service and Markets Act 2000(F-8-A1H| A A]
A 2000: 0|3}, "FSMA 2000'2} 3holth. 1Lt 2007 BNP Paribas®] SHijZTHANE,
Northern Rock®] o ZQl&AdH si9ln 0 4] 24 % 27 20| AaHoz
=eE A ol S5 Se A=A Higt A0l ESuAE F=2 20134 44,
FSAE JAYHE Z=5= FCA(Financial Conduct Authority)2} AAA =S d3s}
L PRA(Prudential Regulation Authority)= 225}t 287129 IAF Yo dist &
E=9) 718 Aot A FFF Aol tet AT Aok A

olfst E97]+= RYA oL HMYEQILE Consumer Insurance (Disclosure and
Representations) Act 2012(32A] - FEA] o] 33t AH|XFE YW 2012: o]a}, ‘CIA 2012’2} &
9} Insurance Act 2015(E YW 2015)E A oto] B AH|R} 5o 2]t 1774, & Marine
Insurance Act 1906(31A1H 1906: ©]5}, ‘MIA 1906 2} ehS thA|5t9icth ESF FCA A A9}
7 ERAgArel B S5 718 JEFACl Higt FAAR] 78S Ttes T HAAY
O A ALE A7 =2lo] B3| o] Fof Rt S8 HIAY AlF] Alalekes 7|5t 1
A7NEo] o]FZ 7k, £siAPg e 37848 ALE ISl ofmel 22150 s R
A AE0] Ao A& Ao® BRIty FEHE, PP eAE Tt =2 Al
7FSEIuEtol A HIHsHA] Q18- A8 ke Ak HiAIE 5 Qi 132

FAH ., BB Bl thE A, £INPAAIE, 9 D 24 A2 AL 5

ol

)

132) Ol=- =M= EoiAEAPE H2I21] 98 S =4S oot ¢, =
U2 ESAFIANEANZER)7H SEH0IL SEN ofil S2f oA X017+ UA
L HEAAL 22H0| U= 3 LIEHA, SA UM BEStMe LoigEels UYslH E8siti= Fo

(o]

Xy
5
N ZEQ Aop0| US. SY ARl RS 2.

ro Kl

132 SI-EAIM 2021-01



T, Y, =4 o], 29 AHIE AR HEo] &5APY 3 TS o d)
o= S99 #2] SJAHClaim Management Company: ©|5}, ‘CMC' 2} ghof tjal] Am £t

F=o] HAGAFY 384 FE FH O HAIAY] HYFAES FAl &S
07 HES}SH Insurance Act 2015 Part 4A 13A, @ R 3ALS] BAF W £5ARYof st
FH % AR FAT FCAY] DR, © HEAAA} BT SN A 2
®
9]

i
)
12

A floll et FCAS] A=, @ CMC] YR 2] & A-S 77 FCA JEE,
G EAL- B 20| & (Financial Ombudsman Service: ©]5}, ‘FOS' g §h), ® 18|17 91
w4 A9 9 23 31 so' A"

LloR

we o

Qd v-1) g=: St LoAES Rt H=H R

( S 3B T3t XA ]

1. Insurance Act 2015 Part4A 13A
Implied Contractual Term

2. FCAHandbook(ICOBS 5)

| smnnnsessz |

3.CMC 4. AP AL

b | 1 ZF

Eall At

1. HEXFHT=

7}, Insurance Act 2015

1) E¥sXE2Re HHlt =2

201749 59 4% o|A7HA] FFoME BHHIAL o] TPt 717 ol EEFS A&
ord A52Ql o7t Ao A EA| Fodtt. F=] LHtAFo A= AFRE Al

$ofujAr o] HHAYSER|THC| YA 2015), <3l E ¥ (indemnity insurance)of| A= o 2] &
oz BT REFAFS FFH Xloqo}ﬂur ﬂX*‘}OﬂlE +oHHH”(damages)«l
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£ HApLe] © Al mEHRIA BFS AFdhe Zo] ofyet, g Esfol o
Slo] S o} G ez A5 Aolehn Boy] thEolt. ol £afA]
9] Y2(hold harmless principle)o]ghl 3t} 133) o|o] W2 B3 A ko)A A Fok= B
A2 A% A F(debt due under the contract)7} oFa} A okeyute] w2 &aufAlE
(damages for breach of contract)o]] S{FE . F=1/4d 52 oA Aof| ciet &sfHj
AT AR A, Sl o] A Aol Hieh el e AAEHA 9471 o
2ol EAA A= HAFAE AA] diet el A+ 5 /I 139

Sprung v. Royal Insurance(UK) Ltd(1997) ALAOIA 139 i1 "o 2 g Aol A Bl g
o sopul el 42g /HEE 52 AF AR st LauRol A=A ¢

e 91 =7] opjgtey
3 ghgstelch E3 "HHIA RAAK RAFAFIRE Rekdivky spgatchy,
HHAFAF A A TRl AL ST 9T BT T BEE
o= B HEFAFRE RekicAY Feld 717 ol BEES Agdct
= 244 o7k A slo] 9lA) bk weby] Bagel AF AA 2
SR To] QFEIA) etk ek Ihastech. o WAL o] AdolA 218

9Jc}.136)

200695 E 9= HEH YT (Law Commission)@t ATFEHE HEA XS] (Scottish Law
Commission)i= HA AP 7§42 do 245, HENHLSl= BT AlF AAE
HAA R 7ol Rt Fofo]l ZIA 137 ESjHAA N HABAM] o=
312] A 7F obd 2t Hed 0] AlFolehs Aol HAAFA 52 oAl 7 A,
SR o] AR HASARY] o] Koot HEH0] FHHS st A,
Sprung v. Royal Insurance(UK) Ltd APAoIA Shel 22 A AutA A4 92|

2312 0|34 £ATH: 1 5 5ol WENES 9% 2glo] H4si9ic)

i)

b
%
)
=
_orlv‘

4

o9
b

A
R
A
R

133) &oiUX|l A2 MAHBH= MK UUS

134) Law Commission and Scottish Law Commission(2014) para. 25.8~25.10

135) MSEH0| 718t Mit I SHO| 7|STHEKI0) Qfsh S AUACLE, HESA= P E|E(vandalism)0| E
HHRIO| 2K b= HE S0 EeaAES HEIUS. 400 S0 ESEXEE XXE 2 2
XIS Sof 2= HHOKIt HZE KgoiRa. BE&820| Xig=H AlZ|0] 0]0] 1 &6l 21510 Sprung
2 IO 25 =T O BSME HUE F/HX01 &51E F7iohs 4SS MVIGINCL M2 =
7HY &ole HEE HiY 2E 4 s A0 Ot SIS

136) Law Commission And Scottish Law Commission(2014) para. 25.11~25.21

137) Law Commission and Scottish Law Commission(2006)

138) Law Commission And Scottish Law Commission(2014) para. 26.4~26.26
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MBIl HYEAE A Belstel A AR APEY BB 1 AA A
MU EA} WA 5 9l FAZA} AR Eolold] Yol 9 Aslo] Bimsicty
ARk 39 ol ] A AE R A A HEAAE B 4 Y A
F A= 37FA|0] e} 140) | A], 3] HHAH= MIA 1906 Section 1704 #7435 A1 ojo) 5
(duty of utmost good faith)?] ¥tS F4< o Urh.14D) HAB|A}F At ol glo]
HAFAFS AAsAY Adste A2 A ololw et sigent. 12y 293
A1) A1) AL} 919t A] £HIAHE HEAS A avoid T RA 7] S B
B 5 YA AT AU Ut £fE HAIS S g0 BA), TR
FCAZ} A)Agt Insurance Conduct of Business Sourcebook(H 3 JHFYRZA: 0|5},
1COBS 2t 9 $fukS 4 4= Qlth ICOBS 8.1.1= HAAM] Y] SA47F Qe B 29
DA Al FARE HAFS skl Stk HSIA} ICOBSE fIHIet 4% FCAE= &
oAbl EaS TSI HASANe] RGPS ST & Jonlid), mHR}
© AadE 7149 T2y AlAadAE FCA 3] fHte & Qlsto] E5iE A2 79l
o2 ARtEo] o} 719 2 o710l 2R FoH, FSMAQ] 7ol B5tal A|gH]
oloj Al AA| HgH AH7F A9 glthel Y7 2015). A, DB A= FOsO| FAIE 41
&4 ot ole HEIATT BT AF AAZ P2 THEE ol His HAS|A]

oS AL ok 22y HEIERNA 2 Y dSH Y= FIstaL, FOs| 7]
& 25k 7|U(E Aol 107 ofolAY duiEe] 28t f=2 o]l 719 E,

[o BN
A 71 109 TS 2HHe Eof FOSE B9 1 &hE PANE 4 ik

20149 7¢ 15Y HEEIE EAANHY I5ATEIA S HFHEMNDraft
Insurance Bill)Z PFsto] ZAFE(TM Treasury)o| A2t & Z<toll= H st

139) Law Commission And Scottish Law Commission(2014) para. 26.54~26.79

140) Law Commission And Scottish Law Commission(2010)

141) 1906 ME= Marine Insurance Act 19062 HE0| HEIE H|HZ BIYGHK| 235t 220| Q1 HH

FE2 HEAYX S0iH S2/6H=SE 5t JUCk= IO ZHTIRZ. 2012 Consumer Insurance
(Disclosure and Representations) Act 20122} Insurance Act 20157+ HMEE Marine Insurance Act
9| EXE0 KMot HBE

142) Marine Insurance Act 1906 Section 17 A Contract of marine insurance is a contract based upon
the utmost good faith, and, if the utmost good faith be not observed by either party, the
contract may be avoided by the other party

143) Financial Service and Market Act 2000 Section 206(Financial penalties)

144) Financial Service and Market Act 2000 Section 205(Public censure)

145) Financial Service and Market Act 2000 Section 138D(Actions for damages) (2) A contravention by
an authorised person of a rule made by the FCA is actionable at the suit of a private person who
suffers loss as a result of the contravention, subject to the defences and other incidents
applying to actions for breach of statutory duty
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B4 HYEAZR o 4] HYSA LANIBAS L 2Fo] TRIgit
Sie 2olke] 80% ol o] BetelakA HE R 43S AATAL Tl gk Wy
02 RYTG AFL AYS RS YAk Do et 1 &S
% 298 HEstolof Tk A0 EOIstIL et A ol S @S International
Underwriting Association)S Z3FsF AX o[l AARE HHFAF Aoz Ak =7}
Hel £48 AL AP A4 H83F HEIAS] T 234 v}8 249 Aol S0
o, ol BYE ot ATAR 27 AL BE R 087E A 5 BAE 2
ettt FEH%cH 2o} 20149, olo] AT olsfeARt 1ol S22 =29} Folt
|F012]A] ehglth= olf-& & 20| AA1E EE ¥ HInsurance Bill, 1555 2J3]of] A
E01¥ 1, & EYHQRS Insurance Act 20158H= 0502 20161 8 12YUHE AP
10w, of= MIA 19069] 54740] S-4sto] 48t

o

20154 99 16¥, Insurance Act 2015904 AFA| = 232 E3IST Enterprise Bill 20157}

AFo]| A|&E] o], Enterprise Act 2016(3]AFH 2016)°] A=, 2017d 52 4LEE A
FE Ut Enterprise Act 2016 $47|9E ALstal A %}9} =5 719 % 34
B 202 9I9) Ao, RUsIAe] BAH BRI} T 9kt A B
Ajo] SRS AT ZH8-302)S EHT Enterprise Act 20169] O
Insurance Act 20159 EHFA|F9] Z|Aof| T3 7 (Section 13A)0] F71E]0] HHF9]
AA71of Bt ek Ele, BEAE A A WolAet ool olo]
g7g7-d0] T E AR A G A

2) HASXS0| thet MRLHE

Insurance Act 2015 Part 4A 13A°] W2, S HFX7} B Ao upet RS H+
2 A9 RESAVE BelAel 71 ol 1 470 B BP9 B Ao} st
= BEA A EAIA A2F ZAGmplied contractual term)0]t}.146) 2] 7]
B2 AR 9 Aol AR 7S B, Tel ojit Beld BE 4
Tefsto] 2L, HEES, BPFe Fuo LY, Y EE ALY 25
AL 4 e AN SOl 132 4= Qlth147) HS|A} Bl Aol Eﬂﬁ}oq

S
Jot mlo flo rlo

~
)
N
_,_,

o)

ot

146) Insurance Act 2015 Part 4A 13A Implied term about payment of claims (1) It is an implied term
of every contract of insurance that if the insured makes a claim under the contract the insurer
must pay any sums due in respect of the claim within a reasonable time

147) Insurance Act 2015 Part 4A 13A Implied term about payment of claims (2) A reasonable time
includes a reasonable time to investigate and assess the claim. (38) What is reasonable will
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] e dio|y AGg=at #elste] o] A7|E 4= = FE A o7t e B9
o[9A|7] 7|7t Bl EAFY] AR E= AHIF AFEA Gtz oo R B
@Sﬂ"}ﬂ EAE 24 9JEret A2 o A|eh B3F FHFol Tt BT 9=
EAIA 2719] fuE of 5o} 11 AI71E ARl QlofA ateaart 2
EA1A 2719] 9futo] diste] ARt 549 RG9S AT 5 e A R Al B 7]
Bl Hgof weh Helo] Ao s APYE S gt ojAE AT 4 U= dElol 7t
Sl e SR 794 L AL 0] 4L Bl 1T 2
B NS HEAMT QAHTE BAY R0l m2 HASAF o}F It 7
i o) P QASKA Qe ol o] Mol A ek
& AT Aolck A AN A LA SRS HEGS R ARy
Aol YT THE 1W EL BAY 2ANARRE 6d F W2 U2 o
QltHEnterprise Act 2016 Section 30).

, 9=9] Insurance Act 2015 Section 12041= YR A 07 HSS|AR= Al7]4] Ao

i o] Tkl Rt Hss A4 Atoll Hsto] oju] A 9
25 S 2 9o, AIH wE B9 ANE o HEAS Raz ¥ 4 Utk 1Y
APZ|12 Aokl F-a7} HH HeSANE 7|0l I Bl gt vieket a7t Qick A4
1 B olFo] WT HYATA] GAE BYIAL BE HYS AR 5 AT 1
2L A7 2y P9 o] 4ol Ret EedAlaLel dishAl= Eafle] A= ofd¥sfof gttt

I ol
rSE r}l

depend on all the relevant circumstances, but the following are examples of things which may
need to be taken into account- (a) the type of insurance, (b) the size and complexity of the
claim, © compliance with any relevant statutory or regulatory rules or guidance, (d) factors
outside the insurer’s control

148

=

Insurance Act 2015 Part 4A 13A Implied term about payment of claims (4) If the insurer shows
that there were reasonable grounds for disputing the claim (whether as to the amount of any
sum payable, or as to whether anything at all is payable)- (a) the insurer does not breach the
term implied by subSection (1) merely by failing to pay the claim (or the affected part of it)
while the dispute is continuing, but (b) the conduct of the insurer in handling the claim may be
a relevant factor in deciding whether that term was breached and, if so, when

149) Insurance Act 2015 Part 4A 13A Implied term about payment of claims (5) Remedies (for
example, damages) available for breach of the term implied by subSection (1) are in addition to
and distinct from- (a) any right to enforce payment of the sums due, and (b) any right to
interest on those sums (whether under the contract, under another enactment, at the court’s
discretion or otherwise)
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Lt FCAQl StiRA

FCA+= FSMA 20103} Financial Service Act 2012(F-8-A4 8] AW 2012: 0|3}, ‘FSA 2012’2}k
ghof| oA Fg¢=of B3t 7+ (rule), A|H(guidance), 7F2l(code), FZ(policy) 5= A|
A, 04, 4T 4 Q= TS AL 150 2= 9 A Ao #eE Al -’87
A TF11 9t} FCA 83} A2 HE=E(Handbook of rules and guidance)& B3 &
AFL om, & BEEL fv]de] F2ely] HEs A=old B /|8 57
= gE

RE BB FCA WER] FHE Fofor Yok, AL WA T4 10 it

Al A 22| D L uiAFY LA S (actions for damages)o] 7F53t BHH, 272 A 14
go] glon 73S AYsh= L& AREECE FCA WT=ELS AFQI7]&(High Level
Standards), A& A]7|ZF(Prudential Standards), JAYPY7]ZBusiness Standards), TA|
AxHRegulatory Process), HAN(Redress), L,_‘_OFEH T+ (Specialist Sourcebook), A%,
A A U ZA]F+A(Listing, Prospectus and Disclosure), 31EE-X]Z](Handbook Guides),
TAIX X (Regulatory Guides), -8-01(Glossary) 5 2% +/JEth. FCAE= EEI|AM] tfsf
A= IIFAE, HAAH|A B 3]AKinsurance intermediaries)o]] tofjAl= A4
I JLFAE BT AR o] T HASJARY] BAF B EsjAbgo] A8 Ee e A
HH =S otk

1) Principles for Business

FCAE= K& m3t7]o] Z19] 3ot wasto] 5=sfof & 117]9] 7|92 45t
1 9)31, o]Z Principles for Businesses(3 4 Y2]: o]}, ‘PRIN'g} sha}a stk PRINS
FCA =R Fo|lM e thE 783 A3 9] 7|27} = R A=ete] 247} =& 107]
FR71% 5 shuolt). ERASAE ot i QIZIAIAT FABHE el QLo
712202 Ao & AR th3a} Art.15D

Principle 1. 2144

Principle 2. A9 &

150) Financial Service Act 2012 Part 1A(The Regulator) Chapter 1(The Financial Conduct Authority)
1B(6)} Financial Service Act 2012 Part 9A(Rules and Guidance) Chapter 1(Rule Making Powers)
137A~137S

151) FCA Handbook PRIN 2.1.1 R(Principles for Businesses)
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Principle 3. 283 QA2 A] 1= £ ] 9117 5829 A= 2Z-EH]
Principle 4. A} FAAA T4

Principle 5. FGH o] I

gl
S
N
)

Principle 6. 2&H|Z}9] o]<]o] tjjst
Principle 7. 21742] X = 0] gt tf-33 37 - H&stal QS op/|oHA] g AR A

Principle 8. SJAFe} 1A 7V 1143} 1178 719] o]sf|&=of st 3435t e

Principle 9. 2B[ZE J3F 2 9 2|52 A4 9] A3HA] S

Principle 10. ZLZ4AFALO]| TSt SESE HS

Principle 11. FAZAS7|2E0] 7fHH4 - F 23 Z4A|QF 45 114

A57]13L o]of] Yutsh= At tistol= AAAES WE 4= JTHPRIN 1.1.7). T,
AE7182 FA R tste] A8S W2l7] Aol FArE J54d ZHolo] IS
S Zusto]of SFHPRIN 1.1.7G).

2) Insurance: Conduct of Business Sourcebook

FCA =E 5 ICOBS= Principle 13} Principle 6& FA|3}st A0 2, HIEXAY BEA
ofo] wo, A2, T St BAE GTE SYE WA EE T ielo] 4]
Zjol thet 5ot FEE YOI 2] S s ] Bajo] ILHICOBS 23.1). o]
ICOBS Chapter 82 H#3|ALS] BAO] ofjs] o+ it} ICOBS 8.1.10] wh=2H, B33
AR BTE AESIL F785HA| A=lsfoF shal B A AT HaS ekl 1L X9
32l g3 AEet YRS A b =wol He g A Alsstoiof she R
SHA A2 AE A siA] Zebstoi A= oF HaL itz Ao] ojEH SA Heg2
A g3fjoF gt}

ICOBS 8.1.2A% 20134 49 59 o] Ho] HAH Aok s, HA|A7} HA kA7)
IAP Aom EF o g T & Qs SRAMY EAAE olfE EEAES
AHESAY, HA A B Qle AN IS B34 E= 5 YA (non-negli-
gent misrepresentation)& °|-F-Z Sl= R SAFS A& A2

P B efoicia 531 36k 201341 48 62 o A0S A% A HHIPL
19 TR glo] EASEEkE BEAkAe] A Sluto] A F9%

ﬂJ
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FCA7} =R 3 Senior Management Arrangements, Systems and Controls(Z Y73 %

U, A28 9 BA T9: olak, SYSC P e Bol HHIANY AR ALY E
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FCAE A7ATARTS] AulE29} 710 uhe YA &9, 183l SAM] et
T1of et BAIE HALE SYSC 8% 7L Utk SYSCE= Principle 3, & B¥}A0|1L
A = AF-A 2 AES fEEAA F52] e FASRE 44 9 Aol
T SYSC 300 T QLR ABE] A BARA 2 A4E 75 L 94
£ 93 AF3t F9Z 7] 20doF FKSYSC 3.1.1). E3], A7MAIIAT} AIGSHLS 915t
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40[THSYSC. 3.2.13} SYSC 3.2.4). QI7MAIRIAIS] QEgieis Batel Aubael yge

152) FCA Handbook ICOBS 8.1.3
153) Financial Service and Market Act 2000 Section 205, 206, 206A
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SYSC 8.1(General Outsourcing Requirements)o|A] 7+431H, SYSC 13.9(Outsourcing)=
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4 DAY A BEsAe NEER Aolo 3~474e] BEAIE0] EARTHECA
2014). BHAT/L SHA DR EA 5L BPslAol] A AT AHLE def AR

154) GIE S0, AR AZE U, TRAA, AA-OY Ch3H SH| 242 Qlsh QTR 2F2A300 =

== A 0|2
EEITNL:J

155) FCA Handbook SYSC 8.1.6 If a firm (other than a common platform firm) outsources critical or
important operational functions or any relevant services and activities, it remains fully
responsible for discharging all of its obligations under the regulatory system and must comply

156) FCA Handbook SYSC 8.1.4 For the purposes of this chapter an operational function is regarded
as critical or important if a defect or failure in its performance would materially impair the
continuing compliance of a firm (other than a common platform firm) with the conditions and
obligations of its authorisation or its other obligations under the regulatory system, or its
financial performance, or the soundness or the continuity of its relevant services and activities

157) FCA Handbook SYSC 3.2.4

158) FCA Handbook SYSC 3.2.32 SYSC 3.2.4
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che H BaAolA] Qieke e Rysiie] A AHE BASHEE she 497}
BTHBIBA 2017). HEAL RIS U BHLE Aujsle] ByARHelA 45k,
B} RS At EIAI) AT BT WA A Aoke] B 8 A S &
o S A Addsl] 9% AT AL Aeidh

a8 v-2) = 2siMel BYER X

H ol At
] 1
Coverholder can decline claims
Referred if abov without referral to Managing Agent e
DA limit -but would refer on ex All repudiations Repudiations agreed?
gratia/grey areas, Complaints agreed
l (or where DA exceeded) l l

Coverholder

Assistance
company B
(sub-coverholder’s

Blg Sub-coverholder
(with delegated

Assistance
company A

FNOL Brokers i
{(and most sub- !
coverholders) FNOL FNOL

claims authority) preferred supplier))

1
FNOL FNOL I
]

Aot 2}

Z: 1) FNOL2 =&AL EE2(First Notice of Loss)S 2J0|&t
2) Coverholder= CIZIOIES CHAIGI0 {IES MAGHD 2ok FHE 20
3) DA= YEEHDelegation Arrangement)2 2|0|&t
Kt=: FCA, “Insurers’ management of claims — household and retail travel Report on the thematic project”,
Thematic Review TR14/8, 2014

St
=]

Hood and Stein(2003)0]] wf=H, A3ksk

£ 37 A9 £ANHE Aol ASE JAT BT A2 AAHlE, B4 TR, BA
Helo] AR WA SAE S 57 A4S D EAT e 9w Atk 44
FE Bzl BAAelo] onge e
= votgleh ol2jst A9, SEAL et HEsAe] 231 58 AMR%H.
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C}) ASAE0| et A Zst

GRoIAE clefetols, 4 9 w19l Al 5ol cheh RG] Qeleto] 2] o
20}2031 glek FCAQUISe TR SlEjetoly St 20139 71 Lioyd's S
AR o 30%S oItk FOAL £ BSAS] FUSIE AT BUL A,
SRS QR A2zt AYILE Ao, o)) BF 26140l of
Hot JFE v =R HESFATHECA 2015). ZZoll= PR S|AL] A F-9Jeto] 3]
AEs Y A3E S THECA 2020).

QJEQE dist AAIL Z3kEl ZAfo|t}t. 2018 FCAE: Liberty Mutual Insurance
Europe SE(O|3}, ‘Liberty' 2t $hefl 2010W 7€5E 2015d 69¥ 7]17F 59t FCAS] PRIN
Principle 3(#2] @ SADT} Principle 6(4H|AFY] o]sl)& I5HeE Ao thsf oF 5284t 5t
Lo Gt FAAAZE BastUTHECA 2018). Liberty= A3&FA] o 45k 3
o wf, B4, WgA Y 5 A AF-E A=t AF-IE AJglo] Liberty= B
4 Aol 3lo] 1 A4E FH5HA theof sk FAISH Y] Y (regulatory obliga-
tionsg A9, FEPA ] &5S A=ol7] Yl FES ALY D FAFAE =3 oF
ghth. 2010 7876 2015 6 713 54 Liberty IAS2 B4 9 vl¥X2] SH0]
A FRt -5 WQITh FCAQ] RA} 2o 9FA, Liberty?} SEYAIE B F Aol
BFoiA A" 1AoA F 485 oo Dops BATZS Folch Yo,
Libertyol] 23 FHANF-L 7545 430 Th2E0| AT, RAF 2710 RIS Q7

HE ARtsto] SAAAE Y 30% Eelo] -8 U
2f) H07HRIS] HEX2|0 Thet A

ICOBS 8.32 X 3ul| 7| xHinsurance intermediaries)?] B FX|ZFF 534of il +4
St} Principle 89 whet 3337182 o|siAS-2 378 5HA| T sfiof gith.159 m|3t7]Ho|
HAA A 52 Ao HEFHE 52 SHIRE HAA A 59 Hgfoles & 4= 9l
o} SAlo] w7 o] HogAla wste] HeslAbe] digjelo g Ustalat g,
HIAS = HYlas A7 HAAFA 5 skl tish 275 fluelA] iAo
T2 7Y 4 Qls Aol 2 Enh webA AV S BEste] EAZANE i

& Brolle HAAMAL SolA o€ &FoF et 53], w72 olshdES st

159) FCA Handbook ICOBS 8.3.3

V. AR E= 143



e

30, W
i
o e e
Kl
)
1o

7R ), ol E 501, RAIAPL HEA AF3uE 2 W2 g 8
W o =2 S0 FAL AP ke B S B

B9 314 gk Aol 7H FelAY 4= ek

ISR

=
30

o,
jlo
9,
=
ol

2. ZoHAPEAME

Y= = TRVIA = &Y fokE s HIs 2 2 71s St o5l A
< HI5lE ESAPGAAI ] HisiA A e

7t et

FSMA 20009] FAIHA 2839+ FSMA 2000(Regulated Activities) Order 2001(FA
A8 ol Regulated Activities Order 2 TeIA] BASKL ot 54 B 5
9] 288 e PRI AIEAE B AL el AT ATo]
= 93513 tt. o]of] FCA= Perimeter Guidance Manual(Falufj+<: o5}, ‘PERG 2 eH<
S W7t Ee 87 DRSHAY HAE= FAFN St A7, 18] Al FSMA 20002
THAS A 9foll gt Al A3 AlSgtt

L

B AR} g &AL FSMA 20009] TFATiAE L], &, Regulated Activities Order
Article 39(A)9] E¥A2F9] 344 L o] x| Y(assisting in the administration and per-
formance of a contract of insurance)o] S|@olEE, HY A FA} 52 thAlsto] L34
HPFE ] flsirde FCAY U3|7HE Rofok RITE160 Regulated Activities
Order Article 39(A)= "HYAF 4 A o] XY FCA FANSBA= 45k,
PREG 5.79A = A AL 2] EsjAPgAE 8ichs dif-2o] 571 HEA < 3
% A o] Aol FeiaL AR HAA A A A AoF o] KT A5t

L B9 BAACE A olF F7HSl0] 2k 5, 53] H7o] 9lo] HAAHAE

160) FCA Handbook PERG 5.7.1 The regulated activity of assisting in the administration and
performance of a contract of insurance (article 39A) relates in broad terms to activities carried
on by intermediaries after the conclusion of a contract of insurance and for or on behalf of
policyholders in particular in the event of a claim. Loss assessors acting on behalf of
policyholders in the event of a claim are therefore likely in many cases to be carrying on this
regulated activity. By contrast managing claims on behalf of certain insurers is not a regulated
activity (see PERG 5.7.7 G (Exclusions))

144 QHHETAM 2021-01



Ffetol T TAIstol AP St Yie] T BElo] Ak EAA AL
RRA 58 Alslel BT BTPAS B0l o]F HHSIA] ool AL
AL A 217 oltsh: 1 £4E i BACIRNIE Aol A
ok} 58 tjAlsle] REZ HI1E Q5 ZHAEE AZstAY, BAHnegotiating its
settlement)d— Y= AT E AUt FARH A Qo]rt.16D mata], BE Ak
A2 Alstel HTE SR LA ATEL R TN B A
St ol ol HEARK del SRS WA ARHE BER Haln
7] oL, PERG 5,728 HA710] GRUES BT 4 ek, et opjeh, wE
ok} ] &AL B3 Aok 14 2 o]d) Y FYZ B =d(insurance dis-
tribution activities)ol| SJE8HE2 FCA AT E-0] PRIN, SYSC, ICOBS & BE 74 @ 7]
09 988w

whe, RASIAIE SAlslol ek <ol % HHSAE e AT Bl FAR
5ol A M0 AEict 16 Tl HYSIAE fhAlstol el 2o, B8}
H7Hexpert appraisal), 18|11 TH HIIAE st A+ A B2 52 Regulated
Activities Order Article 39B(Claims management on behalf of an insurer etc)o]] 2]A5}
of A iV B0l At webr, HHSAE dizlske EsiaPgArl Hisire
HASKE S A7} o1 Fof Rtk =, FCASF PRAS 11A1E WAL Q1AL BN
EAIAL B BEJA7E FCAQ] 3 E501 e EWWOF ohH, HsjAre] ¢
EfdAell digt ejoll fisiA= At vhel Zo] FCA MEER SYSCAlAM JAls] BhFaL
9t} 163)

Lt. XfZi5164

Gl A= EAPEAL AHAFo] FEC] 140] obd EH3|ARe] Haof o5 HHAHA
oA A o2 SFETt. LA PAREE Fol= AE £alAPgAKloss adjuster)

E= 29734 A(loss assessor) 2 EHTICE S| AFIARE oA YRS HF o= RS

161) FCA Handbook PERG 5.7.4
162) FCA Handbook PERG 5.7.7

163) FCA Handbook SYSC 3.2.4 (1) The guidance relevant to delegation within the firm is also
relevant to external delegation (‘outsourcing’). A firm cannot contract out its regulatory
obligations. So, for example, under Principle 3 a firm should take reasonable care to supervise
the discharge of outsourced functions by its contractor

164) ClI2t CILA ¥mo|x|g &5t
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IAPEARZE =171 $13) ol d=e el distelr elaaae), 39 =8 1 A8,
Sy B SRR BT AP BB il SYARIA RS e 5
A 9 G eI Tk SR ek g AR 2878l
SAFIATE B]0] Blg5H= Chartered Institute of Loss Adjusters(&3|AFIAIES]: o|a},
‘CILA’E} 3hoj|A] F51= QA2AHE E3SEAY Chartered Insurance Institute(E I E3):
oJa}, ‘CII'e} EHojlA Fshk= IFH $ W83y (Advanced Diploma in Insurance)s &
2t} CILAE= &5iARY ol 3k 14, Clliz H AR Avtof| thet W AHZ ot} CILA]
A= &sfabdTr BHgE 6719 A4, =, Certificate, Diploma, Advanced Diploma,
Associate, Fellow, Masters Professional Development =g 2% o]t} CILAOA A&
5= oE] 714 18 F Y=o Sgsh= CILA Q1&(Certificate)S F5317] Yofjal= 2
AFAE0~60AIZD, 2 AZIG0AIRD, iid 2 Y A=|(G0AIRD 5ol tet W& ols}
AL ZF IR 4570 2] A Al(2ERRDE Sastoiof gttt

!
of
rp

==

<
"

b b

CILAO|N = FAES WS89S Gt CILA A2S 7H 1L Y= BE 3 127)
Hrtt} 35A41719] WSAITES o|4=stofof Bt} CILA 3]99] 1 E-A|Z(CILA guide to pro-
fessional conduc)olAT= A4, AR, olshgSEA, SA, HRRA, 8 24, S48
S, A §RE Bil oF S& qPEehl AITHCILA 2019). S&EAAPEAIEY]
(Independent Loss Adjusters Association: ©]3}, ‘ILAA’E} 3hH9] Slo| E|7] YsfA= CILA
o] 59 WAt gt ClAS B BE/12S T FEah FAYS 2stelo}

3}r}.165)

CILA 1% £SPIAR: BB ohjeh REAGY S= efdic. Aol B
AHATES: 915 URHOZH ofshIF BAV §3-S BHOE YA SR
QIh160 CILA 319102 FCAS] TAIS W1 $4 BEAHHE teleh 9 ) £ait
AYAL 227142 e 20206 29 712 FOAS] £AYA EE EARRA
2 559 QAL sl

165) ILAA, Constitution of The Independent Loss Adjusters Association(ILAA)
166) FCAO “loss adjuster2 S5 LolAMIYASS 20208 4€ 6YAL HmOIX| LHES AHESIUS
(https://www.publiclossadjusters.com/why-use-public-loss—adjusters/)

146 SIEIIM 2021-01



o
16%4
40
oE
H10

,E
gk

=4

MHA

HYZA ] gigiol eﬁﬂxwm o7 AL O Wl wv*gg Bk
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SN SRS, BEED o] FHT WFE F4stol AR B
S 54T 92 1Ak CILAL ARSI, olshy5aAo) 9F, ujaz

9] OB ARAX 52 A5t A& XA (Guide to Professional Conduct)S >Jsk Ut
2t B

B EAPIAL A B8-S -8 AR REsh, ESAPAL Haalrg HiRol thsy
ozl 712 |l E%V\HV} A9 EoAPAR] tigh B A 29 3ol 4f
ol wt 2E HEF9] dAHE B A 88E AAE7|E o6falle) g ES(no
win-no fee) 410 2 =7 % gttt E5], HYAHA}F A S RAEAE
o] &M RASHL BAtshe A M EYAE FAoto] EAPIATE AT B9

AR} 5ol 2708k, B AR} 5ol YEYA AA 2 AHAE 01%3}% 749 EofAt
A AEIAE RRE AF6H7] = Str}.108) o] 23t 3¢ HASA= 21E T vl

EQA quﬂoﬂ EH8o] sidohs AT YRE ATt Lﬂé%i AAIE A
AAA 0l FRE AETTE HEA AL o] EsAPgAret HER B4 E 1182
23S BeF9] YFuEE S BSE FATh Sy B8-S RSk
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167) CILA ¥T{0|X|
168) FCAO| “loss adjuster” = “loss assessor’2 S=E 2GHAPYYANIE| 2020 42 62Xt HH[0|X| LI

o

2 xRS (https://www.morganclark.co.uk/fees/home-owners/)
(https://www.publiclossadjusters.com/why-use-public-loss—adjusters/)
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Compensation Act 2006(EA1H 2006)0] T2, CMC] JFHLof dgsl= Y2
S SR R AT B £ UL IE Al 0 5
ofst, S YB=AHIAT Tt T E Aoyt 718t AH|AE oufgith. FAF

2, Compensation Order 2006(X A} 2006)17 CcMCY] 982 o3} Zro] FA4 5} 169

O F74d E= AladE 7H AFE B3 9 RAKcanvassingE &9 3 (seeking
out)Sh= P4

@ HTEA B= A AEAoA 19 29 d B a5ARol disl] AR (advice)
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® A A, ZAFEA AFAR A AFEA] i A =
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® FTEAE 7 B AU 2= tfF](representation)sh= 39170

HEAVS CMC7HA7] AR5 38 7 e 52 O asAE H 5845 @
F3l. ® HEGE, @ AHFAIE, © FRukEE]l: el e FH. © 11§ B F
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CMC Y50 gt A7PaA tiito g2y, S AHlegal practitioners), FSMA 20000 4%

169) Compensation(Regulated Claims Management Services) Order 2006 Regulated services 4(2)
170) Compensation(Regulated Claims Management Services) Order 2006 Regulated services 4(2)
171) Compensation(Regulated Claims Management Services) Order 2006 Regulated services 4(3)
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S2E FOFATHFOS 2005).173) FOSE= B AA 17]X] tj&9] E¢-duo] st v

172) Better Regulation Task Force(2004)
173) B 27|X] E2 27|X| KLXZt OJRIZH Hiohl HEAf| 07| A| Hig E= XA MY M2
HHFOR LUK =2 HEloh= 28E2Y. 19833 ZI[X| 0K} MFZHNE =YC=2 HEHAHA Z27|X|
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7} @191t} 2004¢ A7 E 298k Better Regulation Task Force)2 440 o] U H]
202 Q8] AP RPHTI} B9 2 Yok 9S AT VT FRIAE, B
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%t} 179 Brady Review(2016)= CMCZ} AB|Rlo| A= APH A2 (access to justice) Al
7 Zeole, 7199 WA R Azl AolE AA L FY Suolka Br15HY
0179 CMCe] 8 241 4] el ol B S| e A oMcel et
G 27 B EAISHL, CMCol| Higt #AIE ARRIthal stefEts, 1 24 AHAE
BASA= <t Aot= AlZto] Auj& o] Qtt.176) A=t 2006 Compensation Act 20063+
L SSPER ST At ONC Wk SE AVY, WA, B 9 A, e
X, AR bRARARE ARG BTEA4 B AR B0 5o el st
20073 44of= CMCol Higt A= TAAEE A HFE Hlol SH A
(Claims Management Regulator Unit: ©]5}, ‘CMRU 2} $h<S A X]5}93ct. CMRU= CMC

BE/TORA QU W, FUA, 89 24 YA 52 Bstac

2) CMCOYl CHBt FAI7HE

CMCO] ot FAINE =9+ X|EEZH 3(Payment Protection Insurance: ©]5}, ‘PPI
2t 3h) ELHATE AV 2 EASHE Q) PPl dF0] &S H o2 YA 9kxQl
AT} AL 9 A SO A5 AT Asto] EARE 51 23 2

o
¥ olg Hegor BT = HAdEolt 19904 o|F AlS2Y H HiE7|d 9

CHEO| OhSt =27t 23513

174) Government Response to the Better Regulation Task Force Report: ‘Better Routes to Redress’,
2004

175) Brady Reviewi= 20163 CMCOI| CHEH 7APHSS Sl HREL MR/t 35 UFst A78Fo=, =
Brady Review?| ZE H2tg +835I%=

176) Y= 234015+5|(British Banking Association, 0[5, ‘BBA'Zt &)= SFBAHIAMANAE TZS THAIGH X|
3R] 2IE HMIZIE 0|0| QefHSE QIEoHRCIL! 25|FHM, CMCE HIES! Mi3Ql SU2 IR AHIKS0| 2
HE B ANCE FHIG £ S TROEM, £5| ST DI 40|, RE% 7Ise SR Tt
SIS

177) Compensation (Claims Management Services) Regulations 2006, Compensation (Regulated
Claims Management Services) Order 2006
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20199 89 202 ST, 75 G FlolAol PPL 4G S AL, 28149)

WY A4 I w

o2t FAof WetFo] CMC= AHIARE Higjste] PPI9| Ebutfio] gt B4R
Fol= AFAS 5L 20009 o] % T 47F FE 0 7 F7sH]ith FOSol| H4H
PPI & Hlo] 2014d0]li= 2F 404 o] Gotqiet. PPIof thet ¥l 20044 8027,
20054 8337, 20061 1,3157, 2007 1,83271 2.2, 20104 o] A7IA| &= A= v]u|gt
=0l qlet. FOsol 4= PPI A 919 5 CMC7F a3t 71902 2008 14%0] E}o}
.o, 201990l 76%0l D3t} FOSQ] 201749 PAXFR 1 Ao] whEw, BhA] PPl HAF
=9 9F 40%7F CMC =& AFH ATt o]of FOS= PPI &g utu] e RIS 4H|
A7t AF A|71617] Eolote S WA EE AH|o|EsIGit

ol

PPIZ QI3 CMC AJFo] AHR|AL Mu]A0] £, AH|A FA 9l 2|, 34291 v
% 9, 714 290190 13 5 ones] RRiasiol et el Z7Hsisich Foao)
o=, F= el 1909 190] 50710l ©3h= CMC Z-H A=Hsh HAIA], ojH )2 &
Utk ELF 20159 FRHEFAHI] = CMCO| 2214 HYA] AF A& 9l 5A2F CMC
o] Bt A SINSHEA, CMCol| et FAIdSHe] BadS Cﬂ/‘eﬁ}ﬁt}(ABI
2015). 20154 79, BEYAP| 3HE SHTAS T2 HE XX o] CMCE &YoHdA 1L

o] AF FEALE doA HIATZ "HIsH Sith %%E@X}ﬁﬂQ] o=,
Insurance Fraud Bureau(®@AF7]|=: o]&}, ‘IFB g} THhL 567 CMCE tjAto g2 HEZ
2 109 19 A% 3BT WO ZARIA FOsE ZeBN 5120 ALzl A}
94 Wu = A A EHH HAZel HokE 2 sAtial SR ThFOS 2018).

0% CMCe] SPHHION Hhat Sk IS, 20159 CMCe g AR g
2 vABkIA AR TR Carol Bradyel ] 276918 BRSNSt 20169 37
g B BIAE Brady Review'2 Eejo] CMCo] tht FANES] 2A%ES Hgint
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(Brady 2016). CMCE #55l= 7| O 2 A JER Akl CMRE] 9= & Hgtol thgh vl
2 =07} lmEA}, Brady Reviews= 7323t Hgh Fole} oA APAA| F-4], CMRI}
FCAS] o] % TAHMA], 59 Ed7| 7 M%), SRAZ ZHE35F o] A, FCAER ZFEA3} o] 3
5 57 WRbE HESIAL, CMCo] tiet A=d3hS FCAR o] dsh= Zlo] 2| Aef Het
A Aoy, FE= Brady Review?] HE AQRS 485199t Financial Guidance
and Claims Act 2018(F8A %= 9 A 2018: 0|5}, ‘FGCA 2018’2+ §h A4} A =
Hof o)A cMCo] thst ZEEdto] 20199 4YHE] MEE A5} CMRUOJA] FCAZ o]k
1 91AAE = LeOo)| 4] FOSZE 0] =1t} Compensation Act 2006 Part 22] CMC T
& FAE FSMA 2000(Claim Management Activity) Order 2018°J|A] $+33FA =it

(33 V-3) PPl 2A 244 51 CMC RIRP7| HIZ

40

30 p .h""‘"
./ 60

20 / 20
10 20
, — mm Il .

2008 2009 2010 2011 202 2013 2014 2015 2016 2017 2018 2019
1) 2018 4ERE 20199 3EMK|Q A=Y
2) J89| =2 PPl Ug 7B 2), 252 CMC H DIf 719 HIS(%)S LIEH
A= FOS Annual Review, 2 A&

....-."" .""--...___ ° 20

(I V-4) 2SUY FAYAE Hi8

BAE  OEIE LI0 R2EEIn CMC  EEHSARS|HA}

21 1) 20184 4€EH 20194 3&MX|Q K=Y
2) J39 =Ats U1 HapAlE HIE(%)Y
At=: FOS Annual Review, 2t A
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Ct. CMCO| L3t FCAS| Sl A

20199 4€EE CMC7} Compensation Order 2006 Regulated services 49 3= 29|
Q] U AE S35} Qa4 FCAQ] Q17}E vtolof it} T3} ThE mj7}r| 3o} v}
F7}A| 2 FCA MEBO] Aol7| 28 Z2sjof st} 4|2 08 CMCE PRIN(FCA Q17}
AFAALe] g9l 7|1 ER]), SYSC(Z YA G R o] Molx}t A A" U =), CONDQI7}

= 2 94 97), GEN(ZA|, FCAR Y 9 B4 S FCAQ0] A1522) S0] A19)7|&%
< F55floF SHHFCA 2018).

FCA= CMCO] Y49 A Aol digt #7387 AW Fsto] S dH A3 A~
F3(Claims Management: Conduct of Business Sourcebook: ©]5}, ‘CMCOB'& hH 9] §
g2 A2]s}9ch179 CMCOBE = 749 2899 9 2 (CMCOB 1), YLB Y
(CMCOB 2), %% ¢ 317203}0] £5(CMCOB 3), A% A2 & 2JFARHCMCOB 4), 24
AT A HIAC] 2557 AFHCMCOB 5), Aok A2 - o FARKCMCOB 6), 144 84
I AEZHAAAAEY 7HJ(CMCOB 7), SEg@EAu|a digt A4l 17 a4
(CMCOB 8) & 8719] ZFo& A=t

CMC7H A7) FCA AEB0] 7 ket A9 FCAL CMCo] M2 337179 2
IS BET 4 YOH, 180 2l ALBL AT I8

1) CMC FeIE|

CMCE F74skaL, A2 oln, 11719 o]olo]] Fg5HA FA3fioF stal(client’s best inter-
est rule), FAON T AZGNE FIL A= 1A T FFILAL AEsta Hosh] 9

o AL K01, 4L YA D G Y O PO 2113}
o
o

[¢]

o} EJtHCMCOB 2.1.48} 2.1.5).

CMC= &HAPF 243 A+ 7ol ZA7F FHeFsiAY A1l AY B&EsAU =2

178) Financial Service and Market Act 2000(Claims Management Activity) Order 2018 Part 3B(Claims
management activities in Great Britain) of the Regulated Activities Order

179) Financial Service and Market Act 2000 206(Financial penalties)
180) Financial Service and Market Act 2000 205(Public censure)
181) Financial Service and Market Act 2000 138D(Actions for damages)
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f5FtHvexatious)1L & Y 277 v s B e AsHe &
(CMCOB 2.1.7). CMC= AH]2 Al5o] oM HA o575 2ARY] 98 e gt 2
A2 F8foF gtet. PRIN®] Principle 1(/d4/d)3% Principle 2(413% ojf)of w2t HedS 5
< A7E W A= 39 B 299 X7} glal IFEA| gotof THCMCOB
2.1.8(1)3} (2)). E3F CMCE= FOS9] e A3 E A4 52 ggs8fjof gt

I

CMC= 34} fso] A of] An|RpeEY] JFEA RS AlAstojof gt 7o) A2k d
Agot7] Aol olwgl H+% A= QF FTHCMCOB 2.1.9). CMCE F8AIHIA B
T84E B A BRSk] AHlA Aol A oA mE HTFE 4 gl
(CMCOB 2.1.10).

&A= CMCe Al A2 % 142 oio] Al°kg 4T += 3lom, 11 olF OdXﬂE}E
et

AR A 5= et 14Y ool A kS HASE F-$ CMC7t LA
Qlthd o]E gHEsfof FFHCMCOB 2.1.12).

>||

2) ME o DMl AS
CMCOB 340l A1 CMCe] uAZo] dhall AA15] Aakar glek. CMCk BApATEl2 B
3 DAY WSS U AAARUANEE B %8 i Bysiof s, 1Az
£3jo] A BE Fohi§o] H2HS EX|siof Gt o] 3T A S WalstA
U o] 2% Wzt Ha 12749 F Busop stk E¢ CMCE 92/, 8
P, T3 AR FAE T 719 5 glol g1

[,

e
[e]
i

A Rzl A RS 5o 28Y sido] 7Rsd A9, CMCE a1Zo] At
ALl Eas=s Ol%@ 9 Bt} {3t 23S S & A Aol fsiAE <F Aot
(CMCOB 3.2.6). 4% glo] ¥A &R =ylo|L} E%XHE% ol of
9, CMC= &4 sl 2E I8l AALY] AH|AE o] 88 2
2 52 0|8 4= 9 delof ok, of=gt

Zofof ghet.

ol

o, M
o mE
e

p

d

i

[N

r'El
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3) Aot MZ © RARY
CMCOB 4%0]A= CMCo] AloF A2 A oJFArgel dish +#4stal . CMC= Alof
Aol sEA Az A| Y EE AlEHoF gt o CMCe RFgHE ofdlfst7] 1=
o= ¢ HolX & 2, Haol FEE WHEA] Zgdor Tk @ & AlellA
CMC7} AlEdhe AlBlA W, @ 3Zfo] Fsfof & dak @ S¥Y W33 5784,
@ R 9 AAT 70 "t 41, @ 249 AFHAE © AFS=l Het dFet

Ak T2 A A& ser @ o] eg glo] A SRt 5o Sdde AV
T e A ¢ A2 F A AFE A5l BAR] ABIAE HIEA] o] &Y B aTt
gltt. o] Ay g Qlo] FH2R 5o HdS AV = AW £ AY. ®

CMC7F 2 A7] Adigo] FH2T o] diAlEARES AP JEde &AL 3l

o o]
< 4% o] A qAEARE S ARL & AW =7 A

$5R7F HERAFF) A5 A 580 3 RS HF BAF] 1,0009-2E, 3
A TRLE, 19 TRl H R FESle] AX|shof ek, ARl 455 A% o] 5

A 4 A JUY Y 405D YTE UE AR N
% eI MAT £ AT A Aol
L BO| A7he Fxdto] $5m0] it HRE AZoNo ek ol H9E
ezl S5 oA 3 A1 A “710] 28 A40] LiEh At of o] 5.2
A A B ook & 5 ek ek BE Z1 At} Gk 242 AAZE FAA 9ol
o] A2so} & Fho] 37} ohlet Elo] YgS Felof gk

ol@loll CMCi= Aok Aol 9HA A1G AH| o] Thek AL, A|ATkEAL, Aok

[e)
(<}
_O,d
k1
0,
c
W)
-Ll
oy
10
S
E
i
2
e
oX,

R —l>

rﬁ
=

|4 R A W, CMCT AT 27R, 7o) Hsford 24|, E|Y 431 Al
ook M, S Aol H-E MF-SARKsolicitor) 53 CMCFe] BA, 11Zjo]
GAE 92 B T ZAh A A H T2 I A Ha | F= A G4 o
T 373 -f Q= 9 A4, FOsol| tigt HH 5= Ao A Lof jitk

EQE CMCE AlF A0 ShAf S YA H|2 o] §of 7 2ol ol He HRE AT
sfof 2ttt ol R 2= S Al7Iol e 9
S 1%t - wER T o ok A3
o SAE ALY 7kl Hiet JEE ZAd3eh
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FGCA 2018 Section 293)°l| 97, PPI - A T S AR A9 B 45 AT
A FHIZ9] 20%FH 74 Ex)E A5} YJTHCMCOB 5.1.1). ©]= FGCA 20180] 2018
W 59 109 SHEHA CMCol thgt Z=-d3to] FCAR o]=7] oAl 2018 74 10
A5E A-EE ARJoltt. PPIof| et i AR 178 SIRE FCA 474 fivto] &5k
BAE oA ok

5) Hof MZ = RARY

CMCOB GgolA A2k AT 5 CMC7H Z4:afof shz ARgte] thsl AAgtch. Aok
AAARol ek QRN Bastel nA0)A FAsr she A % W, 14
ol219] Aol A HR AT A E4: AR, Seelo] Ane A9 1A B AR, S5 H
T WA FIAARG, St A
that e B2 A 54 LAY AL

W8 AL e

_'z,_
S EREE b

—

He

A 7, 2 dBE A E| 2]

O.

i

o0

. 29

Ho

H}5{S

Lo

o

1

ne

2007¢~20189 717t B2t HEHO CMC 3 QI7} AfE <F 7,000 @3,
2011~20184 7|7 B4t = )it Ql7F cMCE 20119
5765712 AAHS A1, olF 7Aasta] 20189 7|& 1,81870]th<(E V-1) FR).
2007~20184 7|7t Bt RFEIE FAg JAJU = 1456700 DRtk iR E,
CMC wi&9 = 2013 109 vhe-=of EotF oLt ofF 4 A= o] 20181 7] 7.6
of Tk Eo] ME ITHCE V-2) F3). CMC7} 20073 A= o2 HY= WA B 1F
A7E 2% BHEAL 17F CMC =0} Hij& o] 4 Bl FA|E A o= Helok

CMC 17} A5 Fd 2 A EH, 2011~2018E 717t 53 CMC QI7F A<= F-29
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ILo| 32.7%2 o]t}

CMC Wi olg REEE Awd, YA yseh Fa s 2Rg At 20139 ol F
R & o] FAstglnt. 2013~2018 7|3t S9F ARAASY R Aol A 2] viE
© ATt 28%4, A FEO] wiEole AW 15%% ALk
H V-1) #2949 CMC 7t oig

(el )
= 20118 20129 2013 20149 20154 20164 20179 20184

IHelefat 2563 | 2435 1902 1,125 979 868 | 752 | 630
SEYE Al 96| 975 1,185 1,014 847 790 674 594
18 528/ 5% 475 361 276 239 184 175
EECR 8% 851 | 691 418 326 278 229 195
RS 255 262 230 167 128 121 115 146
MexfoH- oA | 587 | 514 445 270 166 136 9% 78
3 5765 | 5623 4,898 | 3355 | 2722 2432 2,049 | 1818

1 2018H2 20183 432H 20193 3EMXIE Q0jE
At&E: Ministry of Justice, Claim Management Regulation Annual Report, 2t 8T

(8 V-2) E2¢ CMC HEH

(Tl 42t OFRE)

S 2011 20129 20134 20144 20159 2016H 20174 20184
THOIASH 377.0| 4550 354.1 2380 310.0| 2146 182.0| 157.1
TENE AHA 189.0/ 313.0| 653.1| 4b3.0] 458.0/ 532.1| 540.6| 600.3
g 13.0 4.0 3.8 2.7 2.1 1.8 2.5
HE Aol 1.3 5.4 0.5 0.5 0.5 0.8 0.4 0.8
ZEiEA 0.874 ' 0.1 0.1 0.2 0.6 0.7 1.5
AMATHEH - ROHEA 1.2 2.1 2.2 0.3 1.2 0.4 0.4
=] 581.00 774.0 1,007.3, 697.6| 771.7, 7514, 726.0, 762.6
1 2018H2 2018 43RH 20194 3EMXIE 20
At&: Ministry of Justice, Claim Management Regulation Annual Report, 2t 8=
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(J2 V-5) CMC OI7} 242 2 Of=H (J3 V-6) 28 CMC 27t 715 3 IHENH

6.000 200 1200
5.000 000 1000 8O0
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400
3,000 600 600
2.000 400 400 200
1,000 200 200

0 0 0 0

T T T T I T — Am11 3019 A1 A4 AAE B1E T M
20 2012 2013 2014 2015 2016 2017 2018 U 2012 2013 2014 2015 2016 2017 2018

F1) RS2 W AROhAD, RF2 HEAMWT IRE)Y

2) 201892 2018 42HE 2019H IFMAIE Qofgt

.

2) @8z CMC =

F§HE CMCE= PPI, F99Y H&(payday loan), 7]A] S FSMA 2000 28 i} =&
T IAY] ST B AR A tigh S YA HIAE AlSSt E]E FSA 2012 7
Ho = 2014d 4BREE AUHALE0] BE ZERTo] FCACE ojugo] e, A8
ZIE AL tfgt HAFE CMC YFG o] 3|9t Consumer Credit Act 1974(4H]
A1 1974: 0]3}, ‘CCA 1974’2 2] Section 759 97, A-&7IE3]AH= 714 ]
FARAIL A £11to] 352 A Y-S At o]of] CMC= AB7H=3ARE A= 9=l
o1 FIYE BB LS B

CMC AlFoA S35 A7HARIA & B W& SHANA =2 HSS 2RI
20184 7|2 2-85E CMCE A CMC QU7MAMIAAIY] 32.7%S AA|5HY, utj&oHo]
78.7%% A ZFH(HE V-3) ZX). Brady(2016)0] w2, PPl E-A o) qlgdo] A4
CMC A& 48] A 9] 2 AR gt}

H V-3) 2888 CMC Hig
(A2 %)

T 2011 20128 2013 2014 20158 2016E  2017& 20184
QI7F A= HIEg | 16.4 17.3 23.6 30.2 311 325 32.9 32.7

0HE% HiE 325 40.4 64.8 64.9 59.3 70.8 74.5 78.7

1) 201892 2018 4ERE 20199 3HMMAIE 20jgt
2) QUL 712 Hig = Z8YE Y AH|A CMC 217t 7/ TA| CMC 217t 7
A= Ministry of Justice, Claim Management Regulation Annual Report, 2t =
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3) CMCOI| CHet HIxH

cMco] gigt 7+
7t it ﬂgﬂ

4% 52

of, 2014 9]

0| Zt=SHe

< O =o

=95 271 YYARGE 27 5 A 2 4S50l

AFRIZPE o 9Fth =713 A L
CMC9] 9F 31%7} EAE-S vkt CMColl tist S-A A7t

ek

rm
r“
m
]

YT

i

2

(¢}

ZF CMC

) 3

Financial Services(Banking Reform) Act 2013(23 7)) =3t SFFAH|AH 2013: 0]
3}, FSA 2013) Section 1399]] ©]A 20149 1295E] A|3=]Qlch 2012~20184 7|7+ ot

W H7L A5 ) Aol7H= & 95470f Dot cMCo] tiat A skt 8 Q17 A
Ag4E AR 07 AASATE V-4 ZR). 5 7|17 AFA7 4= & 2113102
ARH o0& Zaslch
(F V-4y CMCO| TH3H MM U 2SS 38t

(T2 )
7= 201249 2013& 20149 20158 2016 20174 2018
At 2t 612 544 227 304 186 107 133
7t &7| 539 677 604 390 266 242 199
7t HX| 5 7 2 0 4 1 0
o7t FA 260 211 198 105 66 69 45
=21 HIxH NA NA NA NA 4 7 6
Zn NA 285 240 296 247 19 252
Z0A} NA 129 152 454 306 369 367
oI - 7 1029 100 1,172 942 437
Z0I} CMC | 3007 | 2693 | 2097 1752 | 1610 1388 | 1238

1) 20182 2018 4SE| 20199 3EMIKIE 20jgt

2) CMCOl gt STM= 20143 1220 =

At&: Ministry of Justice, Claim Management Regulation Annual Report, 2t ¥

CMC &= o

oot

( V-5) 3882
(29 20

= 20143 2015 2016 20173 20184
TAL 112 157 133 108 108
XA 35 13 9 14 4
= XK NA NA 1 2 1
o7} FA NA NA 0 5 3
a1 144 53 49 27 27
Z1 1) 201892 2018 4€LE| 20194 3YMKIE 20jE
2) CMCOf| thst ZTAM= 20144 1280 =E
KtZ: Ministry of Justice, Claim Management Regulation Annual Report, Zf S
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4) CMCOf| cHat Bt

20164 Brady Reviewl CMC7H 2|91 A% Aeld 4 gl Au]2t QgolAl Ay
ofle) WG 1A iz EolA, 3 9 AR Setoleh BISE Ee Cvice) 7
3919 7] 9T LI 2B PR Al M HE B )
W £A5}, CMCo] et RS Jekah stejek, 1 24 A4S SANAL o
o= AJZS 7FR) 21 Q). =t 289 A 318 (British Banking Association: ©]5}, ‘BBA’ 2}
= :L‘B‘/HH]/\A}%OH/H IS HAIRE A 3R] T A71E ol Qﬂﬂxﬂ?—ﬂ AH
95|HA, CMCE HIES Al39] S de8eA7T AHRE0] TS Brt AA 2
oI 4 5 w0, ol e Uel A9l §89 g U

rﬂH

o 3o oo
_:L

7h M
1) Qe ohEERL

WY 32 &A= FCA =X = Dispute Resolution: Complaints(GEAZ274-11Y: 0|3},
DISP'2} ehoflA tal Q. ool T2 H, F-87]82 TS Hpdt & 53 AY ol
iR s e IH“Q'Q‘ A F Ao "3& A9, YR AEA 52 A
o= Aot oA TRIoNA S-stofof Qitk. RIAS et 3 45 o|ujof Flcl
A HSEHS HUAY vlsiEd Al 1 AMNE ’Q%OP‘#OF ot FE2Are FHSEHO
tisf wldlo] ThE51A] ¢k 4% 670 ool FOSol Ml A7 o~ Sl &2lof
oot TS VI Ha & 85 ojyfo] FES HA I S S5 wERlo]
FOSO|| W19 H4d & Q=% v|s)E Ay 9 FOSE Ash= AFE &ote] Tlelel
oA Eufof gtt}. 19IQle FOSO] EAA 2] Mu|AE Fa = o]§e & Ut FOSI 3

8 Yd2 A adjudicator)2] 71t ZAIAAIE AR HA] o] BAA AAH S
ol dish EATARARE 1F FOE dardtt). grojmEo] HufisHA EH 24 9149
of T4 3 F=of FF=R FF AAo] TR

HIUOLS SR HFF Y] B 52t o] 2.8 FOsel Lefof ek SRAe] A

o
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determination within that time limit, it is final and binding on both parties;

183) Heather Moor & Edgecomb v. UK

184) FCA Handbook DISP 3.7

L

.

182) FCA Handbook DISP 3.6.6 (3) if the complainant notifies the Ombudsman that he accepts the

185) FCA Handbook DISP 3.6.8

2) s dx7IR FOS

3] 71 41=l0] e
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THLegal Ombudsman: ©]5}, ‘LeO' 2} 3hof| A BFot3 o, CMCof| thgt =3t FCA
Z o= WA 20194 4¥ 195 E FOS7} 9dal1 9t} FOSE 23] U Sd|9Te] 8%
ZUHClaim Management Ombudsman: ©]3}, ‘CMO’2} $H& ¥ & o] g5l ot

FOSE 290l SlolA =783t S87|1HEZREH S-S Sk Qlrt FOS o4t
< FCA % 9]3]9] 515 Q511 FCAZL o]AtS] o |4l o|Ate] g A ZHAIRE, 7HE A
ot 9l ek 2o sl =Hdo] FojErt. FOS o4k F-83AT dutkiaa<l
AZ+2]H](group account fee)2}86) QYA 7] =] H]|#|oh= FeFH(standard case fee)
Loz pAE, A= 20184 499 54%, T 34%S A4A|EI) AH|AA] v
2] v AolA] 37| fie] S8V 2R QS FET art o, 3§
71BENAN LS SEote A WA FCAY B3-S W itk D77 |dS ti
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20124 29~48 65 26~50 23~49
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20144 32~46 62 32~47 22~45
20154 29~48 66 18~48 21~42
20164 31 52 30 30

20174 30 36 31 28

20184 31 21 41 33
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187) Rechtsdienstleistungsgesetz 5(Legal services provided in connection with another activity) (1)
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203) Rechtsdienstleistungsgesetz 5(Legal services provided in connection with another activity) (1)
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