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Complaints Trends from 1 January to 31 December 2009
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Table 1

Summary 


2009
2008
% Increase
Complaints on hand at 1th January 2009
2333
1280

82%

New complaints received  
  7619 
5947

28%

9952
7227

37%

Complaints concluded following

Ombudsman involvement                                    3264
3034

7.5%
Amicably ( outside remit and referrals)*
2991
1853

61%


6255
4887

28% 
Complaints on hand 31st December 2009
3697
2340

50%
* Amicable Resolution means resolved after initial referral by Ombudsman to financial service provider and includes cases which were outside of the bureau’s remit and those referred to other agencies. 
Table 2

Complaints received 

(a) Insurance/Investment Sector

2009

2008

% Increase 
Insurance companies – Life

1976*

1453

36%
· Non life
1762

1320

33%

Health Insurers 


184

183

  0.5%
Intermediaries 


630

259

143%
Others




116   

117  

-0.5%
Total 




4668

3332

40%

(b) Credit Institutions

Banks




2461

2065

19%
Building Societies 


189

144

31%
Credit Unions



64

49

30%
Stockbrokers



56

63

-11%
Intermediaries



119

158

-25%
Others




62

136  

-54

Total 




2951

2615

13%

*in relation to the Life figure of 1976; 1309 cases relate solely to investment 

Table 3 

Summary of Complaints Concluded 

Insurance/ investment
Credit
Total 


Institutions

(a)Resolved after initial referral     
 1051
1044
2095
to Financial Service Providers

(b) Concluded following Ombudsman involvement

(b.1) Upheld
463
459

(b.2) Mediation and settlements
471
317

(b.3) Not Upheld
933
621

(b.4) Outside Remit
353
333

(b.5) Advisory Referrals
103
107
Total
2323
1837
4160
(c) Resolved to Complainants’ satisfaction 
1985
1820
3805

(Resolved (a), upheld (b.1) and settlements (b.2)

COMPLAINT TRENDS BY AREA OF BUSINESS

	(b) Insurance Non Life 
	2009
	
	2008

	Travel
	262


	
	360
	

	Motor
	772
	
	569
	

	Household Buildings
	332
	
	155
	

	Household Contents
	116
	
	85
	

	Payment / Loan Protection
	216
	
	100
	

	(Savings Policy / SSIAs
	7
	
	17
	

	Mobile Phones
	33
	
	37
	

	Commercial
	56
	
	42
	

	Personal Accident
	30
	
	21
	

	Hospital Cash Plan
	10
	
	18
	

	Miscellaneous (including,  inter alia, pet, farm, computer, marine, dental and insurance) 
	80
	
	117
	

	Total 
	1914
	
	1521
	

	
	
	
	

	Life 
	2009
	
	2008

	Medical Expenses
	282
	
	175
	

	Life Assurance including PHI
	473
	
	514
	

	Investment Policy 
	1309
	
	621
	

	Endowment Policy 
	116
	
	80
	

	Mortgage Protection
	135
	
	79
	

	Pension
	244
	
	199
	

	Salary Protection or Income Continuance 
	116
	
	66
	

	Critical / Serious Illness
	79
	
	77
	

	Total 
	2754
	
	1811
	


	Credit Institutions 

	Account Transactions
	620
	617

	Mortgages
	850
	517

	Investments
	246
	413

	Credit cards
	377
	331

	Lending
	         507
	358

	ATM
	         121
	161

	Service Issues
	154
	123

	Foreign Exchange
	 30
	17

	Other
	46 
	78

	Total  Credit Institutions
	        2951
	2615


COMPLAINT TRENDS BY NATURE OF COMPLAINT

	(a) Insurance Sector
	2009
	2008

	Repudiation of Claim
	
	1021
	736

	Claims handling Issues
	
	483
	195

	Customer Care
	
	155
	121

	Maladministration
	
	434
	504

	Mis-selling
	
	749
	462

	Misrepresentation
	
	150
	83

	Settlement Amount
	
	134
	169

	Lapse/ Cancellation of policy
	
	177
	158

	General Advice
	
	7
	51

	Pre-Existing Condition
	
	51
	83

	Policy Reviews
	
	114
	175

	Premium Rates
	
	118
	47

	Non Disclosure
	
	73
	34

	Surrender Values
	
	413
	105

	Paid up Policy values
	
	105
	51

	Direct Debit
	
	11
	9

	No Claims Bonus
	
	36
	24

	Third Party Insurers
	
	41
	42

	Fees and Commission Charges
	
	86
	48

	Subrogation
	
	13
	11

	Bonus Rates
	
	21
	4

	Policy Renewal
	
	29
	29

	Declined Quotation
	
	22
	13

	Pre-Accident Value
	
	22
	18

	Policy Terms
	
	129
	62

	Premium Collection
	
	33
	18

	Fraud
	
	2
	1

	Unclassified/ Outside Bureau’s Remit
	
	39
	79

	Total 
	
	4668
	3332


	Credit Institutions


	
	2009
	2008

	General Account Issues
	377
	294

	Misleading Information/Mis-selling
	128
	219

	Fees & Charges
	214
	189

	Mortgage Issues
	213
	168

	ATM Withdrawals
	          81
	161

	Interest Rates
	         271
	153

	Service Issues
	154
	152

	Repayment Terms
	194
	138

	Insurance Issues
	184
	135

	Disputed Transactions
	73
	127

	Credit Card Issues
	186
	110

	Lending Issues
	196
	109

	Investment Issues
	62
	90

	Other
	46
	78

	Investment Loss
	48
	74

	Opening/Closing Accounts
	60
	74

	Transfer of funds/account
	57
	72

	Cheques
	52
	66

	Credit Rating
	 43
	64

	Redemption/Change of Mortgage
	237
	58

	Refusals
	 50
	54

	SSIA Issues
	 4
	19

	Dormant Accounts
	14
	11

	Maladministration/Negligence
	7
	-

	Total  Credit Institutions
	      2951
	2615
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