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               Complaints Trends from 1 January to 30 June  
1. Summary                                           
                                                                            2008                                  2009
 Active cases at 1 January                                  1280                                  2340
New complaints received                                    2711                                  3876 +43%
Complaints concluded                                        2652                                  3220
Active cases at 30 June 

· Initial  contact                             147                                            
  205                              

· Pre investigation stage               918                                                        1425                                                                    

· Under investigation                   274                                           
             1366                                                                                           
                                                                               1339                                 2996
2. Complaints Received- January to June 
                                    Insurance

2008                                                                                                    
2009
 557                       Insurance Companies-life                                       
1026                                                                  
 641                                                            Non life                              
  815                                    
  79                       Health                                                                      
  101                                                                     

 104                       Intermediaries                                                        
 190                                                            
   60                       Others                                                                       
   42                                                                                   
1441                                                                                                   
            2174
                              Credit Institutions

1000                        Banks                                                                               1361                                                                  
   65                         Building Societies                                                      
  118                                                     
   21                         Credit Unions                                                           
    34                                                             
   31                         Stockbrokers                                                             
   32                                                               
  85                          Intermediaries                                                           
   90                                                            
  68 

       Others






   67                                                                                                                                                      1270








         1702




2711                             Total                                                   3876
3. Analysis of Complaints Resolved during January - June 
(a)Amicably                                                               2008                                    2009
        After initial referral to Financial Providers                 986                                        1148
(b) Concluded after Ombudsman involvement
Upheld                                                       240                                444                                     
Settlements                                                363                                399                              
Not Upheld                                               708                                 750                                              
Outside Remit                                           268                                 366                                           
Advisory Referrals                                     87                                  113                                             
                                                                             1666                               2072
Total Resolved                                                              2652                                     3220                                          
(c) Resolved to complainants satisfaction (amicably, upheld and settlements)            

                                                                           1589 60%                                  1991 62%                                                        

4. Complaints received comparisons 

                                                           Insurance        Credit Institutions          Total
January – June 

2009                                                           2174                 1702                        3876
2008                                                          1441                  1270                       2711 

2007                                                          1187                    896                       2083                                   

2006                                                           960                     665                      1625
2005                                                         1009                     621                      1630                  
January –March 
2009                                                        1125                       782                     1907
2008                                                         735                        571                     1306

2007                                                         656                        452                     1108

2006                                                         511                        341                      852
2005                                                         456                        276                      732
April – June 
2009                                                       1049                          920                  1969                               
2008                                                       706                           699                   1405

2007                                                       531                           444                     975

2006                                                       449                          324                      773                          
2005                                                       553                          345                      898  
5. COMPLAINTS RECEIVED BY AREA OF BUSINESS

JANUARY 1st TO JUNE 30th 
	Credit Institutions 

	
	2009
	2008

	Account Transactions
	356
	315

	Mortgages
	540
	235

	Investments
	221
	210

	Credit cards
	163
	186

	Lending
	         229
	178

	ATM
	           44
	67

	Service Issues
	 91
	28

	Foreign Exchange
	 15
	11

	Other
	 43
	40

	Total  Credit Institutions
	        1702
	1270


	Insurance  - Non Life

	
	2009
	2008

	Travel
	148
	194

	Motor
	382
	266

	Household Buildings
	        143
	60

	Household Contents
	45
	38

	Payment / Loan Protection
	68
	44

	Savings Policy / SSIAs
	7
	6

	Mobile Phones
	15
	13

	Commercial
	23
	22

	Personal Accident
	12
	15

	Hospital Cash Plan
	           5
	9

	Miscellaneous (including,  inter alia, pet, farm, dental and computer insurance)
	53
	63

	Total  Non Life
	         901
	730


	Insurance   - Life                                         2009                      2008

	Medical Expenses
	101
	79

	Life Assurance including PHI
	250
	224

	Investment Policies
	570
	181

	Endowment Policies
	70
	27

	Mortgage Protection
	68
	41

	Pension
	141
	93

	Salary Protection or Income Continuance
	40
	31

	Critical / Serious Illness
	33
	35

	Total Life
	1273
	711

	Total  Insurance
	2174
	1441
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