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               Complaints Trends from 1 January to 30 June 2007 
1. Summary 

 (a) Complaints for  investigation at 1 January 2007 
Insurance                                                                        903
Credit Institutions                                                          150                          

                                                                                                                  1053
(b) New complaints received  

           Insurance                                                                        1187
           Credit Institutions                                                            896                            
                                                                                                                   2083
(c) Complaints concluded
Insurance                                                                      1002
Credit Institutions                                                           468                            
                                                                                                                    1470
(d) Complaints referred initially to 

     financial service providers   

           Insurance                                                                           366
           Credit Institutions                                                              473                             
                                                                                                                       839
(e) Complaints for  investigation at 30 June 2007

Insurance                                                                           722
            Credit Institutions                                                              105                         
                                                                                                                        827
2. Complaints Received- January to June 
                                    Insurance
2007                                                                                                     2006
 421                       Insurance Companies-life                                         359

 593                                                            Non life                                461    
   78                       Health                                                                         41
   69                       Intermediaries                                                            62
   26                      Others                                                                          37               
1187                                                                                                        960
                              Credit Institutions

744                        Banks                                                                        543
 47                         Building Societies                                                       59
 24                         Credit Unions                                                             17
 14                         Stockbrokers                                                               11
 30                         Intermediaries                                                            18
 37                         Others                                                                         17                                           
896                                                                                               665
2083                             Total                                                 1625
3. Analysis of Complaints Resolved during January – June 2007
                                                             Insurance            Credit Institutions         Total
(a)Amicably 
           Referral to Financial Providers
            internal complaints procedure                   366                            473                      839    
(b) Concluded after Investigations
Upheld                                                         97                             102                                                                                        
Mediated Settlements                                214                             109                                                                          
Not Upheld                                                527                              169

Outside Remit                                            111                                61

Advisory Referrals                                      53                                27                                                                                                            
                                                                1002                               468                   1470
 Total Resolved                                            1368                             941                 2309                   

(c) Resolved in complainants favour (amicably, upheld and mediated)            

                                                                 677 49%                  684 72%            1361 59%                                            
4. Complaints received -comparisons with 2005 and 2006
                                                           Insurance        Credit Institutions          Total
January – June 
2007                                                          1187                    896                      2083                                   
2006                                                           960                     665                      1625
2005                                                         1009                     621                      1630                  
January –March 
2007                                                         656                        452                     1108
2006                                                         511                        341                      852
2005                                                         456                        276                      732
April – June 
2007                                                       531                           444                     975
2006                                                       449                          324                      773                          
2005                                                       553                          345                      898                                                                                                                              
5. Complaints Received - Trends by area of business January to June  
                              (a) Credit Institutions
 2007                                                                                   2006                      
  254                         Account Transactions
                   153
  165                         Mortgages
                               147

    73                         Investment Disputes
                   106

  113                         Lending Problems
                     93

  152
                     Credit Card Disputes
                     73

    28
                      Service Issues
                                 36

    35
                      ATM Disputes
                                 33

    17
                      Foreign Exchange
                     23

    25                           SSIAs                                                 -
    34                           Other 
                                               1                            
 896                        Total                                                     665
                                   (b) Insurance  
       Non Life 

 188                               Travel



213

 244                               Motor



165

   68                               Household Buildings


  51

   28                               Household Contents


  18

   42                                Payment / Loan Protection

  34

   23                                Savings policy / SSIAs

    5
   18                                Mobile Phones


  12

     9                                Commercial 



  12

   13                                 Personal Accident                             10

   11                                 Hospital Cash Plan 
                            7                           

   44                                 Miscellaneous

              33
                    
  688                                                                                        560
         Medical 

    78                               Medical Expenses 


  41


          Life 
 123                              Life Assurance


 119
   95                              Investment Policy 


   67

   33                              Endowment Policy 


   40

   53                              Mortgage Protection 
                           40

   66                              Pension 



   41
   30                              Salary Protection or Income                 28

                                     Continuance                         
   21                              Critical / Serious Illness 

   24
  421                                                                                         359


                                                               
1187                            Total                                                    960                                                                                       
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