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& R0AU #0 8 AR o D B B I R EAE

o EXRVEFHERZET ( "EETZ, ) RESEBEZHMEER ( "EER. ) R2008F 12T BRI
THERRERRIL—BHHBERES  REBUODEFAESHMRBERESSHEASRMMG -

o BUNFUEER2010F2RETARBHALESARSES - H2010F 128 » BUFAMERIIEM D
/DL ( THEPL, ) o BBEILFHF BR BRARLHOBREMI AN - BEPLER
ETHHBORTUARESAIENEHBASFBRAEEFS -

o PAEPLR2011ENBISBNELNERERAITNEARI  URTREEHBREDEHER -
FERDOR2012F6 3198 R AR ©

o [R2013F  FRPLHBRREDRBILWE2,192REH ; EPs4%RTMERRRBZIRFER -

The Formation and Operation of the Financial Dispute Resolution Centre

In December 2008, the Securities and Futures Commission (“SFC”) and the Hong Kong Monetary Authority
(“HKMA”) proposed to the Government of the Hong Kong Special Administrative Region (“HKSAR”) to set up a
dispute resolution mechanism to provide an efficient means to settle disputes between financial institutions
and their customers in Hong Kong.

A public consultation on the proposal was launched by the Government in February 2010. The proposal received
general support and as a result, in December 2010, the Government made an announcement regarding the
formation of the Financial Dispute Resolution Centre (“FDRC”). The FDRC was formed to assist financial
institutions like banks and securities firms to resolve monetary disputes with their individual customers by
way of a dispute resolution mechanism that is independent, impartial, accessible, efficient and transparent.

The FDRC was set up on 18 November 2011 as a non-profit company limited by guarantee and obtained
charitable status for tax exemption purpose. It began its operation on 19 June 2012.

In 2013, the FDRC hotline and enquiry services received 2,192 enquiries. Of all the enquiries received, 54% was
related to complaints about financial products and services.
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{ Financial Dispute Resolution Scheme

o HBPLAEEE - EBIUFTOSMUBARE ( "HBESTE, ) o o  FDRC administers an independent and impartial Financial Dispute Resolution Scheme
SERSTEIDL "L RPE L AT RHE—IENAVMRES - RENERR(E (“FDRS”). By way of “Mediation First, Arbitration Next”, FDRS provides a one-stop service
ABEFHEEMEEEARBBBES00,000THEESRE o to assist individual customers and financial institutions to resolve monetary disputes with

FFEZREERRTR/ARESTEENSAEE (RESRABETRR

BOUHBRS) - 9RBMETEIBOME o

H@RPLEEEEREERRZ T RERTE - BR
JIRBSENAL - REGFHETE  SEEREER
SEERBEPLNFFENRBRRA

BEsTEIEFR (BEZIEERESD
( MBEXRREXR, ) % (HEEE) MRE -

BEZEEAHR (HEKE) & -
e LHEREDLEER
www.fdrc.org.hk o {82222 2R )
HpERRSRREBIE -

BERBRABABATBERESE o
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PRETEMNE  RePRE/BE
500,0007T ©

> BRACEKOEHESMBBELEARREF
TENEIRRETSE  BFHREHER
NIAEEERFBECOXE  PRAMRIE
REEESE -

> BRABREETHERIRYE  ABANBUNRZEE
BRI 2BEARLERER

> BREBEZEAZERIEEACITETERFMER

> EIRUIFRPEK  INBRRERIREH @ BEEIRE
i EREEARE - KBRM IR ~ RERHET &
REEAES  EREMEZEEXIRE @ WTHXE
BIFEEIRIN ©

a maximum claimable amount of HK$500,000.

All financial institutions authorised by the HKMA and/or licensed by the SFC, except those
which provide credit rating services only, are members of FDRS.

FDRC signed a Memorandum of Understanding (“MOU”) with the SFC and the HKMA to
set out clearly their respective roles. According to the MOU, the SFC and the HKMA would
respect FDRC’s principle of impartiality and confidentiality.

The operation of the FDRS and the Intake Criteria of Cases (“Intake Criteria”) are governed
by the Terms of Reference (“ToR”).

A full FDRS Guidelines on Intake Criteria is contained in the ToR. It is available at the FDRC
website www.fdrc.org.hk. Some key requirements of the Intake Criteria include:

An Eligible Claimant is an individual or a sole proprietor.

The financial institution involved in the dispute is a member of the FDRS.

The claim is of monetary nature with a maximum claimable amount of HK$500,000.

The claimant has lodged a written complaint to the relevant financial institution. He has

received a Final Written Reply but the dispute cannot be resolved or he has not received a

Final Written Reply more than 60 days after he lodged a written complaint.

» The claim is made within 12 months from the date of purchase of the financial product or
service or the claimant first had knowledge of his loss.

» The claim is not currently under or has gone through court proceedings.

» The claim is not about policies, fees and investment performance, except a dispute

concerning an alleged non-disclosure, inadequate disclosure, misrepresentation,

negligence, incorrect application, breach of fiduciary duty, breach of any legal obligation

or duty, or maladministration.
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Mission

REBIURARAG M5B8 RI0E, FEH8
REF - BETENESHMRBREBASFEAM
RAENEESEH -

To provide independent and impartial “Mediation
First, Arbitration Next” processes of dispute
resolution to facilitate the resolution of monetary
disputes between financial institutions and
individual customers in Hong Kong.

APOHNBATERERRESMEBRHSZRBEE
BE DERRMNLIRESHMREEAESP B0
THMBE BERIEAR UEBRABMRBOEE
REBRTMERDENS  —EE2ESENEEFEESHD
NI ©

To be the leading provider of financial dispute resolution
processes to deal with differences between financial
institutions and their customers constructively before they
escalate and to support Hong Kong as an international
financial centre by extending our services and engaging
stakeholders of the financial industry.

EEURTHMEERASFRHRBIL
B EMRIRETE o

To operate an independent dispute
resolution scheme for financial
institutions and their customers.

EREZHFEIR
MR  BRARE
BEHRERARELL
RBOVEPITE -

To be as transparent
as possible in
dealing with financial
disputes, whilst also
acting in accordance
with confidentiality
and privacy
obligations under the
laws of Hong Kong.

V| The Guiding Principles

EHERREMMTRBEPL
WERFRL  AEAGHER
MEEREZP -

To maintain FDRC
processes where both the
financial institutions and
their customers are treated

- in an impartial way.

jﬁhqz \g

Impartiality

J B

Independence

FDRC
2 [

Transparency

& 1

Accessibility

7H

Efficiency

tlE]BEEE - ZREHR
NEHFBREF - RER
BRABRIRE -

To make FDRC accessible and
user friendly with dispute
resolution processes which are
straight forward, clear and easy
to understand.

ERERFFTBRER
BRMESER o

To ensure that financial
disputes are settled in a
timely and efficient manner.
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REHEL L SBS,JP BHmaztL JpP fEf R ELE &Mz JP
Ms. Julia Leung Fung-yee, SBS, JP Ms. Meena Datwani, JP Mr. Mark Robert Steward Ms. Connie Lau Yin-hing, JP

& = Director* E 5 Director & = Director & £ Director *

o BBFATHERN o TEIMBEBHERE (RITRT) o BERPBESHERZES . HEREZREEH
MRERREHZREBR ERATHRNTES HEEREBFEERBRNEER
e Executive Director (Banking Conduct), o BTEBEMAZBRE
e Under Secretary for Financial Services Hong Kong Monetary Authority e Executive Director, Enforcement, o WHEBSZEE
and the Treasury, HKSAR Government Securities and Futures Commission o SBEEEZESHARH®S

e (Chairman, International Advisory Group of Experts on
Consumer Protection, UNCTAD, United Nations

e Council Member, City University of Hong Kong

e Member, Financial Reporting Council

e Former Chief Executive, Hong Kong Consumer Council

*BRBETTICEHIR-_Z—NE-B—B4&W - BT T CRER_E-OF=B=+—8B%® -
Ms. Julia Leung Fung-yee resigned with effect from 1 January 2014. Ms. Connie Lau Yin-hing resigned with effect from 31 March 2014.
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/ % /l The Board of Directors

SRR E
Mr. Brian Fung Wei-lung

& = Director

* EREZMRBRIE

° BTRBFEMRITXEBEER

* THMERBHBERNERE

° EREZERFTHMRFEZHEZETES

* General Manager, Kaiser Financial Services

* Permanent Honorary President, Hong Kong
Securities Association

e Member, Market Development Committee of the
Financial Services Development Council

e Member, Financial Services Advisory Committee of
the Hong Kong Trade Development Council

BERTL
Ms. Barbara Shiu

& = Director *

o TEBESRKRELSTEFSE
o DEIRIT (T8 ) BRADBRERBRSRIRITE
o BARHEEHEZEZES

ERZHEEEHE

e Fellowship, Hong Kong Securities and Investment Institute

e General Manager, Operational Risk and Compliance
Department of Bank of China (Hong Kong) Limited

e Member, Products Advisory Committee of the SFC

*BBRMEICRER-_E-—BF=F—B4EN
Ms. Barbara Shiu retired with effect from 1 March 2014.

SAAIEES GBS, P
The Honourable Anna Wu Hung-yuk, GBS, JP

& = Director *

o FBRITHETHEHIETHE
o BPEREREER

o BHEIMAREHAEERER
o BFRERCHEPLERDBHEES
o FBARBLREXTERRYUEZEE

* Non-Official Member, Executive Council of HKSAR

®  Chairperson, Competition Commission

®  Chairperson, Mandatory Provident Fund Schemes Authority

® Member, International Advisory Board of Hong Kong
International Arbitration Centre

® Chairperson, Academic Board for Postgraduate Certificate in
Laws of the University of Hong Kong

FIRRERTBER_E-—=FRB-+NBEN -
Ms. Anna Wu Hung-yuk resigned with effect from 26 May 2013.
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RRERSEE
Mr. Fred Kan

& = Director *

BRBEMAITSREBA
SEERMHEPLESEHE
SBEMTHINEEEFREEEZES

Senior Partner, Fred Kan & Co.

Council Member, Hong Kong International
Arbitration Centre

Member, External Affairs Standing Committee,
Law Society of Hong Kong

FBRBEECEEAR-ZE—=FNB—BEN -
Mr. Fred Kan was appointed with effect from 1 September 2013.
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BIta 5 E JP BERSEE PHIESELE BLALE
Mr. James H. Lau Jr., JP Mr. Jason C.W. Yeung Mr. Philip Leung Kwong-hon Ms. Sou Chiam

& = Director * E 5 Director * & 5 Director * & 5 Director
o TERINTHERMN o DPEIRIT (T8) ElRHE o HEEZETEIRF o  TRMBBBRPOTERE
MRERREHZREBR o BTFBPYAZENRNERBEERR
o Deputy Chief Executive of . EBEEHEBBEME e Chief Executive Officer, FDRC
e Under Secretary for Financial Services Bank of China (Hong Kong)
and the Treasury, HKSAR Government e Vice-Chairman, Consumer Council

o Director of Information Technology Services,
The Chinese University of Hong Kong
o Member, RTHK Programme Advisory Panel

*BEAEERERR S NE—B—B&EH - *RSEEEREARZE—NE=PF—BEM * BRERECEAR-E—NE=B=+—B4%H -
Mr. James H. Lau Jr. was appointed with effect Mr. Jason C.W. Yeung was appointed with effect Mr. Philip Leung Kwong-hon was appointed with
from 1 January 2014. from 1 March 2014. effect from 31 March 2014.
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Chairman’s Message

%[ % B 22 + Ms. Teresa Cheng

£2013F » ARDOLHBEAST _FOHEBEF  c BER2012F N EEENEERER  ABRDOINNER In 2013, the FDRC entered into its second year of operation. Built on the initial experience from the second half of 2012,

HERMASHMERSEZEMNDBERARE TSR TEHE 205, 5 BASENG o FDRC has endeavoured to strengthen and further promote its dispute resolution service for monetary disputes among
financial institutions and consumers by way of “Mediation First, Arbitration Next”.

AT EERASRMMUNAMEREEE—[Hs M R2013 G SEMNEBER » =
RIERZERREMHARRRABTE-BR  FPOK FRADRRAR[DARNERIRIS With the vision to become the leader in the financial dispute resolution service industry, in 2013, the FDRC strived to
13 i A BEY = %
ARRARMRT =BRINRERFEIXVRIMSL - BBELET) BREPLORARERRIDERT6% enhance the quality and skills of its mediators and arbitrators. We have organised a total of three training courses and

BESAME - Continuing Professional Development workshops for mediators and arbitrators. Through these efforts, | am happy to
report that the FDRC has achieved a success rate of 75% for its mediation cases.

—HUR BMEFOERBRBARRFRBIER - R2013FE ' ARPLVETE_XNRARERDERH

® WETSRBEHADLRENSENRE S ESNES SN EARMNRESREANBL o We maintain a dialogue with the stakeholders and users of our services. At the end of 2013, the FDRC organised its
second User Feedback Forum whereby comments and suggestions from the financial institutions were received. These

. w“ e — feedback provide invaluable support to enable us to better serve the financial community.
RICHEZHRE  AREDLVESAFDENEEZRBEARETESD  EBERHE - BBELTE %

j4 \] 1B == =F 42 M AN ES =, NBEATR ki °
ETNERARPLNRERRAR - LRTAALRMRLES There are still many challenges ahead. Consultation, promotion and liaison with stakeholders and potential users will be

conducted to explore ways to enhance the utilisation of the resources of FDRC in discharge of its functions and achieve
RE BEEURERIRHSESENERETIABBEDLOMELNZANER o RIS - RMEEH its mission.
SHREHBEPLORHEBENERRIS -
Finally, | would like to take this opportunity to express my sincere gratitude and appreciation to members of the Board
and the staff for their hard work, dedication and contribution. In addition, | would like to thank our stakeholders for their
support and the constructive comments.

/@f Chairman
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= /> 5], ZZ = Ms. Sou Chiam

In 2013, building on the foundations that we laid down in 2012, much of our energy and resources were to further strengthen

and to actively promote the mediation and arbitration services of FDRC.

F2012FMERLE » FBRPOR2013FERMAENERREBENNE-SNBNERRBDONFARRIDBRE
The tasks of FDRC in its second year of operation included the following:

ER-FNEMFEP  BRPLOITFEE ° Organising Continuing Professional Development training and Advanced Mediation Workshops for mediators on the FDRC
List of Mediators and arbitrators on the FDRC List of Arbitrators;
REBPLERERENNHERE L NATENTESERRIZIIRERBBETIES e Setting up the Investment Committee to make recommendations to the Board on policies, strategies and investment
RIUREEET AESRELENERE  EBRRBEINES: quidelines;
AR EEREO NSRS SRR EEE AT REESRD LR e Promoting FDRC services to the public by ways of different communication channels and working closely with the Investor

Education Centre;
° Engaging District Councilors and relevant Committee members to introduce to them the Financial Dispute Resolution
Scheme and how they could refer cases to the FDRC; and

BAEHEREHZESZENBEAUD BRI UARVTLEZERBEDPL ; R
RERRIEA (WERBRBTAY) @ ERAEBEATRERIBEPLORERE -

e Promoting FDRC and its services directly to the public at district level through street fairs such as the Sheung Wan

BRERPLODEBEANASERBREMDBEARE  BAMCTENSNIREROBELTUEEEE - ERBRE Promenade Fair.

BRERED s7%EREHIABRPLONRFAIRSAFERRS  79%NERBRZUBEIMD  SEA

R o I 8N NEAERTSAEMBEZTEATENTRPLOARRS - Dt REFFEDPLEK The hard work and dedication of our team at FDRC to serve the users of our dispute resolution services is evident in the
BRBETHE o feedback received. The user satisfaction survey showed that 87% of users were satisfied or very satisfied with FDRC'’s services,

79% indicated that they would use mediation services again if they had a future dispute and 88% indicated that they would

El BEIERRNEEAAE—ENESSE  2XHE recommend FDRC’s services to others. | am grateful for the contribution of the FDRC team.
’ ! (=] WZs— VE g’ & 2 °

| wish to thank our Chairman and Board of Directors for the valuable support throughout the year.

THRE
/J. . _l -_ L‘ /ﬁb\
z /
v Chief Executive Officer
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The Year at a Glance

R2013FFE » BBEPLESHMIBERT
ITHRREROBEXE  REMMAHAER
PLBBERRRBOER -

Organised a User Feedback Forum with

financial institutions at the end of 2013 to
FREDLHFARSTEAETFEER T 153/ FDRC Case Officers met with 153 persons who gather opinions and feedback in respect of

} SEETRAMSUZALT @M were interested in the FDRS and explained to K2013F2H3HSRBPHEREH FDRC’s dispute resolution services.

REARSANER (BEsmE) ¢ them the procedure of FDRS and the Guidelines SERPG FBBRBITAL - BN .
TR ERSEES o on Intake Criteria set out in the ToR. BERITASRIIHOLIERE Advertising
ZRBRT RSB - BRPLIFR20136E BRES Campaigns
BRBAL . - OEERE
. ELFRRYEE - £EMRTEH
‘Meeting Interested N User Feedback
) Parties P—HIZEBE1,6508MR © Forum

Participated in the Sheung Wan

Promenade Fair organised by the

v

Central and Western District Council HETEEEIENA R BR
PLRFHRE - ERMEINE
P 6INNELRAREBEEH

BE - EBREREER 86

on 3 February 2013. A promotion booth

[BAGEKT
| Raising
Professionalism

was set up and FDRC staff answered

BRIBHEZED - 75%80E=ER  0f the cases handled, 75% of the cases were
RBREDRINESHR - #)87%y  successfully settled in mediation. Approximately

questions raised by visitors. FDRC

El_%

attended a similar event again at the

SAE i _ it : WE - HE 0 BTOML
Over 50% of FERBERAE (BEIHSH) 87%. of t.he med|at.|on users. (which coverad both end of 2013. Altogether a total of over i o

Enquiries were HEBPOLHORBET "REL A partlles |nvolve(? in the disputes) refted FDRC 1,650 people were reached. ‘ ©

Financial-related ISR IR o services as “satisfactory” or “very satisfactory”. ' Rolled out promotional campaigns

BT SRR EEEREE to build up public awareness of the

RE - URABBPLBELD

A

FDRC services. These promotions

v § J}_ﬁ% ’ generated 69% of the enquiries to
RBITAL ARBNPARNIRKFRS the FDRC. Media covered TV, radio,
BREDLHBRREIRBEHLEE2 1025 Sheung Wan ) e

HHESZEERBESENBERE
RITANRHNEBR -

B8 /\ Promenade Fair newspapers, magazines, MTR, bus
BRHERB
Over 80%

. Satisfaction Rate

B ERNEINENRP  s4NETHE

RRRHIRFEE and online portals.
oo X d ge ©

Held three Continuing Professional
Development training courses for

FDRC hotline and enquiry services received

2,192 enquiries. Of all the enquiries received, M%gg FDRC List of Mediators and FDRC List
54% was related to complaints about financial O Engaging of Arbitrators with the aim to enhance
products and services. Reaching Out to CDOIﬁ:]r(I)(i;ltS their skills in handiing cases and

the Public to keep them abreast of the latest

‘ development of the industry.

> R2013F28E58H  Between February and May of 2013,
B FAEPLE14/8  FDRC engaged 14 District Councils

WI277RARBBE  Conducted 277 public enqui eetings,
= AREE ! pubt quiry - meeting Bxetse7/iEx  and introduced its services to 467

KBNS FEEHSE  information seminars, talks, briefing sessions,
e METEREREEE; district meetings and promotional activities;

includi BRDOGORE - members.
HEET4839A 1 4 reached outto atotal of 4,839 people, including .

ERESEZENE District Councilors and Committee

1§

SHLERS ZILEES staff of financial institutions, members of

SRAT AT professional bodies and the general public.
AR ©
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Publicity and Reaching Out to the Community S B EAR AW

" [RBB) Google =
BFRT RADE ﬂ
F1 L

FREEEBTHD P
E-p
¢

WBER 2FES BTES £2013%F > BAREPNEBAGHHE 'ﬁmgni
sHiNSARERR |
EHRBRAUORE - DEDF ML ey pem

] | BT BRIBROBE -

mﬁ'l ".'ﬂ"
NEUETPE - WARTHARR - Seketazan: ::’.‘:,m
,.::‘,?EE?E:Eg PRt gl@ﬁqﬁn In 2013, FDRC endeavoured to raise the
ik S P awareness of the public and financial
i e R B it investors in respect of the benefits of
P e ::ﬁ?.::%.. w o ey | RiERIOReR mediation and the FDRS by way of a
B SR e e | g il . . .
 mmzesan ~ o0 e e [ e FRsazircazriran series of promotional campaigns and
Ims % e SRR R ) PTI : o
| w"g's R R mE REums e s umnain different communication channels.
LoEE LVARE | rrmmam s otsan-asassarrous | SR SUSOIAAS

B
REER  BROVRERBES T SAD  EXBRHE - BBELHA
REE  BRPLABRHUDFNERABN BT BRBHHSBHA
B o

Media Interviews

Within the year, FDRC arranged and conducted several media interviews
with different Chinese and English media. Through these interviews, key
messages of FDRC and the benefits of its services were conveyed to its
stakeholders as well as the general public.

BEEB
RIEER 6 - RERMASERARKRRLESI - BBEPLINK2013ES

NEZERLADREESEY  URAAFHERENLRMES - DUBINERE
EREBRFEALT - ARHELPLESEBREIER -

Advertising Campaigns

In addition to conventional advertising media like TV, radio, newspapers and
magazines, a mobile advertising campaign (with advertisements placed on
various mobile apps) was rolled out in the fourth quarter to maximize exposure
and to engage younger generations of the community. The response to these on-
line advertisements was encouraging.

25
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Publicity and Reaching Out to the Community

0% 5 54 53¢

ERHEXE - PUNBR NI ARERIHROE
£ REGZSEEN  BEROFBRIODSHR
Fi {2 PRI -

bR by

Public Enquiry Meetings

At these meetings, FDRC Case Officers explained
the Intake Criteria, mediation and arbitration
processes and answered questions raised by the
members of the public on their specific cases.

WEIE

HREPLD4EERASHITUEARERZEEZENMNBHBE D LHRE - REFHP - P
BEGNR/@EPLNAS  UFLNBHAHTRASHUNQERSRE - AT UNTE
BERSRBEDL

ARPOVEBSHEAPAREZSEN2013F 2838 R11B24B 2 MM EREBEBITAL
RITASHERILEN - BTRRBMBEIRNBEEN : XaEANRBBEENNEHREMRNES -
RIBFMEUNEBEATBABRDLONRE  SXBAMERT BSER  REHZ - #5
Bi81,6508MRS °

Promoting at District Level

FDRC presented its services to 467 District Councilors and Committee members from 14
District Councils. At those meetings, FDRC introduced to them the role of FDRC and what
they could do when a member of the public approached them to seek for help in respect
of financial disputes; and how they could refer the case to FDRC.

FDRC also played a proactive role in participating in the Sheung Wan Promenade Fair
organised by the Central and Western District Council on 3 February 2013 and 24
November 2013. Promotion booths were set up and information on FDRC services and
contact details were exhibited. FDRC staff explained FDRC services by distributing
leaflets and answering questions raised by the public. To disseminate information on
FDRC to the public in an interactive way, Q&A games were carried out. The response was
good with over 1,650 visitors participated in the game.

27
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Publicity and Reaching Out to the Community

AERMEERSXEREMENEERENE
RESBENRARRBAEENRE @ ARDOVIDREROSHRERSE
BRRHENBERENS - FRBESTE  WESHMAEND BRI
%8 o 2013 FEHAR - HET Y33RBRAEE)  BEFEAZE2,369A ©

BREPOLNMEBIAAEXERRASRRTHEE  BRFEEIARS
BRUMAZ  FBAE  FBPNAZE - MEMIRAE  FBMEDM

28« FESHOAE  RNSSHEOASNE RS -

RBEPLBARSFRERERORS - BT HEREEAMENET > P
DEEMERIEMFIE T RITHLE

Talks and Seminars for Financial Institutions
and Professional Bodies

For financial mediation to be successful in Hong Kong, FDRC organised
information seminars and talks to acquaint financial institutions and
professional bodies with the FDRS and answered their queries about
the dispute resolution processes. In 2013, 33 talks and seminars were
conducted with a total attendance of 2,369 people.

Many talks were also conducted for professional bodies and universities,
including the Hong Kong Polytechnic University, the City University of Hong
Kong, the University of Hong Kong, the Chinese University of Hong Kong,
the Treasury Markets Association, the Hong Kong Society of Financial
Analysts, the Hong Kong Institute of Certified Public Accountants, the
Certified Public Accountants Australia and the Law Society of Hong Kong.

FDRC continually strives to make services as accessible as possible so
talks could be conducted at our members’ offices for the convenience of
their staff.

BREE

FBROL-—ESRERSIER® EERIFNER
R POERERBEKEE  BEUNBEIZBNR
BER - R2013F10AMN—@K L FABPLET—
ERRNEERRRAG NS - ELRMNBFTHE
HETHREXEEZER  BEESBEEMNATER-
BEE LMK -

Team Building Activities

At FDRC, we value teamwork, integrity and diversity. Team
building activities are held regularly to help teammates
build stronger bonds. In October 2013, FDRC staff team
spent a pleasant night together making green tea and
chocolate cookies. The evening was filled with joy and
laughter. Cookies made were hand-delivered to a charitable
organisation with the wish that these cookies would bring
a smile to those in need.
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The Appointment Committee (“Committee”) was
chaired by the Honourable Anna Wu Hung-yuk and
then by Mr. Fred Kan. Members of the Committee
consider applications for admission to the FDRC
List of Mediators and FDRC List of Arbitrators
(“the Lists”) and ensure that the assessment and
admission processes are fair and independent.
The Committee also makes recommendations to
the Board on matters relating to the maintenance
of standards of listed mediators and arbitrators.

In 2013, the Committee held four meetings and
examined a variety of matters, including:

e Reviewing the Continuing Professional
Development requirements for mediators
and arbitrators on the Lists;

e Making recommendations to the Board
regarding the amendment of the Practice
Note in the Standards and Procedures for
Admission to the Lists;

e Considering and approving 28 applications
from mediators for admission to the FDRC
List of Mediators; and

e Considering and approving one application
for admission to the FDRC List of Arbitrators.
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SAAIEES GBS, JP [SEZ:$eS = =55 LLB, MEd, JP
The Honourable Anna Wu Hung-yuk, GBS, JP Mr. Fred Kan Mr. Lester G. Huang, LLB, MEd, JP

ER ®2013F58268) X & Chairman* &5 Member &5 Member
Chairman (until 26 May 2013)
° FBRATHEIHERIFETHE ° HBRBEMTSHRSBA * CABERRBHARDPLES ° HEREMBBMESBA
° BEEHEEEIR ° FBERMGHEPLESERE ° FBECABHE ° EEZMEERNEETEZHNEEESERS
° BREIMAREHEAEERSER ° FBENMSHNSBEEHRESEES *  Conflict Coaching International & ° SERBESBRLAIES
° FBERPHEPLERZEZESES
o BB ABFEEEEENEHRESSIE e Senior Partner, Fred Kan & Co. e Director, International Institute for e Managing Director, P.C. Woo & Co.
o Council Member, Hong Kong International Conflict Engagement and Resolution e Member, Hong Kong Monetary Authority’s
e Non-Official Member, Executive Council of HKSAR Arbitration Centre o Professor, Hong Kong Shue Yan Exchange Fund Advisory Committee
e Chairperson, Competition Commission o Member, External Affairs Standing Committee, University e Director, The Hong Kong Mortgage Corporation
o Chairperson, Mandatory Provident Fund Schemes Authority Law Society of Hong Kong e Principal, Conflict Coaching
e Member, International Advisory Board of Hong Kong International
International Arbitration Centre
e Chairperson, Academic Board for Postgraduate Certificate
in Laws of the University of Hong Kong _ n " o B » \
FBRBEER-ZZE-—=FNE-BEZIAHEZSSER - 7 ERPONTHREAMEESEENES -
EWZR S EEREREESEES © Note: FDRC CEO is an ex officio member of the Appointment Committee.

Mr. Fred Kan was a member of the Appointment Committee
until he was appointed as Chairman on 1 September 2013.
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Training and Workshops
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Training and Workshops

FDRC believes it is important for mediators and arbitrators on the Lists to continue to
broaden their knowledge and enhance their skills in order to improve their performances.

In 2013, FDRC held three Continuing Professional Development training courses
for mediators and arbitrators on the Lists including two Advanced Mediation
Workshops. These workshops refreshed and enhanced the mediation skills of
participants in handling the time limited mediation under the FDRS.

A case sharing workshop was held in October 2013. At the workshop, mediators
and arbitrators shared their experiences on how they had overcome challenges
while handling mediation cases and gained satisfaction from facilitating the
settlement of financial disputes.

Taten Reprerentaigy .
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Enquiries

BHHS Number of Enquiries

#£2013FE1818Z2013F128318%&1E » 88  From 1 January 2013 to 31 December 2013, a total of 2,192 enquiries were
hNZHIEE2, 1920550 0 PI9ERM1825 o received, with an average of approximately 182 enquiries per month.

‘2“1i'“‘2‘r‘3“fi“‘1"1

18 2B 38 48 5B 68 1B 88 9B 10B 118 128
Jan Feb Mar Apr May Jun July Aug Sep Oct Nov Dec

&EH%ERI Nature of Enquiries

AEDLOGNRTE
FDRC Public Relations _
Activities RfeSE' EEEN2,192R58D 0 1,182 HRSREIRR

Other Issues!

0 243 RENBEP LIRS - 428 REANRFBEDLE
THEE  TTIERARSROBFESE ' 12876
FREPILOEIARDEE) - 250REBINEMEE' o

Out of 2,192 enquires received, 1,182 were related
to complaints about financial products and services,
243 were about FDRC services, 428 were related
to FDRC administrative issues, 77 were related to
mediator and arbitrator issues, 12 were related
to FDRC’s public relations activities and 250 were
related to other issues'.

THERRRS
Financial Products
and Services

il

Nature

' THitEE , OEESENENEEHE  ABSENSG
REMMD « BEMD  EFHBE - BACBOZHMUD B

1915%
THBE

FDRC ﬂ:l[%
Administrative R PNIRTS
Issues FDRC Services

' “Qther issues” includes regulatory issues not of monetary nature,
building management disputes, family disputes, commercial
disputes, debt collection, financial disputes between individuals,
tenancy disputes and employment disputes, etc.

SRHERIRIRIEMTG Nature of Financial Products and Services

1,182 RS RERTRFEENERED » 52657 Out of the 1,182 enquiries related to financial products and services,
RIS 164R P RIER 3455RAIFE 655 526 were about Investment?, 164 were on Liability?, 345 were related
BRBEARR  69SBAEMESR o to Insurance*, 65 were about Asset® and 69 were on others®.

RiEA H A"
Not Applicable  Other®

&’
Investment?

4
Rz
Insurance*

&l 2 oo K AR 75

Financial Products
and Services

B
Liability®

1.3:9%

PTivE BEELS BR TETE FLMEENESR ¢ “Investment” includes bond, commodity, derivative, unlisted structured
IRINEBS /ERIINESSE RERBEMESX /B product and FX/leveraged FX, share/equity/stock, and unit trust/mutual fund/

2/ BEES - managed fund.
CTER, BEERET  ERRIBTIRS -

‘TRIE, BEREEERR  ABRR (EREME)
—BRRBREERE o

‘TBE ) QERSKRE X2 Z2RERE  RENED
MR BEMEERHOEER

PTH, BFERESIHE  BERKGE  IRARS
BE  IREMREER °

“Liability” includes credit card, loan facility and mortgage.

IS

“Insurance” includes investment-linked product, life (non-investment-linked), and
general and group insurance policies.

“Asset” includes integrated account, cheque, safe deposit box, savings and
deposit, and stored value card provided by financial institutions.

ES

“Others” includes Mandatory Provident Fund, Occupational Retirement Schemes
Ordinance, payment and cash management, and other investment products.
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Enquiries

REXDERRIESASEIENFE Prima Facie Ineligible Disputes

EIEN2,102@BHED » 1,182 RMEAESRR  Among the 2,192 enquiries received, 1,182 were related to complaints about
REEH: MESkESHESRREEMme  financial products and services. Among the 1,182 complaints about financial
Rh . 51028 SWEEERIEE (BIEKE) products and services, 1,028 were classified as prima facie ineligible disputes
W AR AERES « RESERNSARRS : under the Intake Criteria of the ToR. The top three reasons for ineligibility were:

o BT SSRBLBB12BRGIRE o  Enquirer’s knowledge of monetary loss exceeded the 12-month

o BHESROEEILFRRTENS limitation period

REEA RS RS EB500,0007T e The disputes involved organisations which were not members of FDRS
o (Claim amount exceeded the maximum claimable amount of HK$500,000

X07BEAMDLOBRE  Channels of Knowing FDRC

EREN2,192BEHED  B1,463REETW Out of the 2,192 enquiries received, 1,463 disclosed the channels of
THEBREDLNNET 1,01 REEESRSE knowing FDRC. 1,011 enquiries were generated by the advertising and
EB) 0 23 BRTRELATREN 61 2HER promotional campaigns, 234 were referred by banks and securities firms,

AN
, — NN 61 were referred by friends and relatives and 157 by other channels’.
{RH] + 157 RBIER I A o / /

Hihesa'
Other Channels’

ESEREBEH N

Advertising and *E.E .
Promotional Friends and Relatives
Campaigns

; s& 47 RIRESAT
@J % %X Banks and Securities Firms
Channels

TTHHRE, BEEES  2ER HMSARIRMS 7 “Other Channels” includes the SFC, the HKMA, Joint Mediation Helpline Office,
B RREHRERGHBEE - Home Affairs Department and internet, etc.

40

t Cases

#2013F1818E20135F 128318 » AP LEE From 1 January 2013 to 31 December 2013, FDRC received
3 R{EATR E N H IR IEERES o 31 applications for mediation services under the FDRS.

Forced Liquidation 50/ RIRKER
Y System Malfunction

AEHE

- B
KER Mis-selling
- RERBRRITEEE - Omission
Misrepresentation
- Investment

Performance and
Administrative
Matters

Nature of Disputes

EFEE
- BRRAER

Operational Issues
- Omission and Negligence

Case Status as at 31 December 2013 @

£2013F12831BNEERBR®

o ME3NFRBED  29RHBEEM 1 FTRATS (HiE e Among the 31 applications, 29 were accepted for mediation,

HE) PHEZSEELTRIER &+ 1 RPEEEMD o 1 was rejected as not within the Intake Criteria of the ToR

. EEGH0RSED  5RERRTERER RN Z“d ! Wt*r‘f ‘;;der vetting. DO et throueh
) e Among the 29 cases accepted for mediation, 25 went throu
ERRERD - ‘e P . - :

. - i 1 . the mediation process and 4 were in the mediation process.

o HEBTRRATBWEFHERP  24REERHE - BT o Among the 25 cases that went through the mediation process,

IRAGEAT hEREF L EERMDHER o

24 were completed and closed, 1 proceeded to arbitration
o URTHRIAREFULETEHNERD @ 18RIBIRN and an Arbitral Award has been rendered.

AENABRKEERINRE  MAENROEZ=8E6T e Among the 24 completed and closed cases, 18 were settled

(BRALEREMEMES) - at different stages of the mediation process and 6 were

2013128310 BUSEEEH T BRERTE not settled in mediation (these cases were closed as the
° g NE =TT i NIl

e - BT — Sy claimants did not proceed to arbitration).
7S BPRISTEGHE - EEMHAT BR2E | ) 91 December 2013, out of 24 closed cases, 18 applications

BTN ET5% ° reached settlement. The success rate of resolving disputes
under the FDRS is 75%.

¢ QHBE2013EAFBMABNEE - ® Only cases received within 2013 were counted.
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The case studies below are based on actual FDRC

cases. Various information including names of
claimants, financial institutions and their staff,

Sy
0t

Case Studies

actual claim and settlement amounts have been
altered to protect confidentiality.

& 1 R E 51 &

Retirement Savings Plan

—EofEFZE L OHRERERIFES
A platform for parties in dispute to listen and understand each other

BEIRRTPURASE -HESIRMFRERECHRKFRENS - WARTEBET —DHINBATFORARES
StEl - thFRHAM TR 6 0BRIEEI +HEA - BFEFBES30,0000RBRAFE - RIKTORFEM —EBH$500,00000 R
—RRERE 1005 - BEBES250,00000 ASRKRE -

Ms. Yeung had been a customer of Bank A for many years. When she was 50 years old, she decided to make plans for retirement.
She approached Bank A and subscribed to a retirement savings plan with a ten-year contribution period. She expected to receive a
guaranteed retirement cash of HK$30,000 each year for ten years after she turned 60 years old, a lump sum payment of HK$500,000
plus dividend at the age 70 and a free life term insurance of HK$250,000 up to the age of 100.
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Current Account

SR B I BERFZ 5 E

A helpful dispute resolution method apart from legal proceeding

FRER - CEERTTEEXFNSRRTBE - — X ZTHERLRTIOVBLRTREBARFR  FREP—EFOP
BETEARAURERARE  UBE—BHARANANFOP -EESETRNRBE  TEEZRMH-FTIFR
B oFREANRBRNELIRRITZS - ENREREZBXCIFERBTY -

Mr. Lee is a senior banker specializing in consumer banking. One day when Mr. Lee was managing his personal bank accounts in
Bank B via internet banking, he discovered that several hundred thousand dollars had been withdrawn from one of his accounts by
way of a cheque made payable to a person unknown to him. In the course of tracing what happened, Mr. Lee found out that one of
his cheques had been stolen. Mr. Lee reported the matter to the Police and Bank B. The Police made an arrest a few days after the

ERNREEHENBE BT ERBENRN
TERASENRRERARE  BASBEIBE
$500,000MIRE  MBEHMEAEZTEILIREA
ERE -BUITBEXRE  MRARITENEE
IRIGERF R BB A KT E -

BUITRRTPRSG -RTAUWERRBHE
WRBERNRARERARRESHBERT  HBE
$500,00000REFERMTORF MM - BY
TAMBRTPER  ZABBPLIRBBE
PABRZEMN -

RBEEHNE I ERFARBRIEEELHABHD
PEIREE BUTHNRTPRBEXKLES
PYERNBRLE  RIONFHLABLZLTE
BHREENRKEESENBEERAST - €50
PHRERBENBATEURR  EHHEESN
BEERRPINERMFHOERM - €H1IX
TERREMEEBALHENIRDLOBERE

On the maturity of the retirement savings plan, Ms. Yeung found out that she
would not be entitled to the lump sum payment of HK$500,000 if she received the
guaranteed retirement cash each year for ten years. She was still entitled to the free
life term insurance. Ms. Yeung was very upset and believed that she was misled by
the staff of Bank A at the time she subscribed to the retirement saving plan.

Ms. Yeung complained to Bank A. It was explained to her that the lump sum
payment would only be paid to her at the age of 70 if no retirement cash was
withdrawn from the retirement savings plan. Ms. Yeung was not satisfied with
Bank A’s explanation and she submitted an application to the FDRC in order to
resolve the matter.

The mediator helped both parties to identify the issues and understand each
other’s concerns and interests. Ms. Yeung and Bank A were able to find common
solutions and Ms. Yeung was given a thorough explanation about the structure
and the content of her retirement savings plan. The two parties settled the
dispute with help from the mediator and they appreciated the mediator’s efforts
in bridging the gap between them. Both parties indicated that they would
recommend the FDRC mediation services to others in need.

incident was reported to them.

FHREETERTIEREAH  BFTHHE
K- RTCARBFBEAREBXE  FX

ERAMBEREE - RTIMBAFTHERER
ERXEREFNFBNEAELRR - F%
FARRRTIERBURIZLNRS I
RERABAXRAEQAFOFBEARR - %
ERRITOOVITRF > BEUOBRAEEALR
BUBAREE - RITCAFTHERBRELD
MIEXUBRBIFEBER - FTHEZQRBE
PR EREEEPSE o

RBBWHBEHELBERBANERE - WK
MELBHARLE - RABP ZHERN
RITCRBREKBHALE  EHMIDEM G
#HoEDPETRABERBHNBARNELER
BRI POVR LB -

Mr. Lee tried to negotiate directly with Bank B in claiming his loss. Bank B was
of the view that Mr. Lee was responsible for the loss as he had a duty to keep his
cheques in a safe place. Bank B was also of the view that Mr. Lee had failed to
immediately report to them to stop payment when he found out that his cheque
had been stolen. Mr. Lee was of the view that Bank B should verify the signature
on the cheque and notify the account holder before honouring a cheque paying
out such a hig sum of money. Mr. Lee also escalated the case to Bank B’s Head
Office in order to give the person-in-charge pressure to settle the dispute. Bank
B offered to pay Mr. Lee part of his loss to settle the matter but Mr. Lee rejected
the offer. Mr. Lee made an application for mediation at the FDRC.

The mediator put in great effort to assist both Mr. Lee and Bank B to focus on
their interests and facilitated the two parties in generating possible settlement
options. At the mediation, the two parties agreed to settle the matter. Both parties
appreciated the mediator’s efforts and persistence in exploring options and
helping them resolve their dispute.
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Personal Loans

SRR FEERNIEER
Mediation breaks wall between parties in dispute

REEDRRBBEMEBERBEMABR 20125 - aHERTAFZLESHNENNES

BRERBIONR - [RELHR
BROTAASESHE CECSHRAAEBRBUSREIMENER - FRHBAN -0 > RTAADFAREERLERTIE
RAREZFIFLMBERIK - ZMBFRRBRALERIERERERZZA -

Mr. Chan had several personal loans from a number of financial institutions. In 2012, he approached Bank C to consolidate his loans
in order to pay an overall lower interest rate. It was agreed by Mr. Chan and Bank C that the consolidated personal loan would be
repaid by monthly instalments. As part of the agreement, Bank C also issued a credit card for Mr. Chan and a supplementary card for
Mr. Chan’s son. The supplementary credit card was for his son’s emergency use in the United Kingdom.
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Commodity Trading

SRR G - ER T SRR

Mediation helps resolve differences and rebuilds trust

ILTRBESTTHNEESP - MEBSTTHBNREHCTIEEHRHENRE  H—OKEXESTHERTLERR
ERREARBEREATE MREBELLEOUEHBESHERIRSHERREFEE TUTURBEEREITHLRS
F8 -

Ms. Wong is a VIP customer of Securities Firm D. She had an investment portfolio with Securities Firm D, including commodity trading

and she relied on the personal service and advice of Mr. Ip, one of Securities Firm D’s staff. She relied heavily on Mr. Ip to give her
timely advice and to perform the actual trading for her. Ms. Wong did not conduct any internet trading.

—XBL T IRIEGmRERAEKE One morning, Ms. Wong noticed that the commodity market was experiencing big

—E& RELERMORTEEGEPRRMH
MABRARIMERTABENSERS °
RRTARKLEBEFEMER - ARE
EFHRXER RTABRLETREENERKT
REZFOMEFR - XM RITRLREHM
MER, —BRAREEIHRT -

E—RERBRT  RELENRFREEBZ
WEBK  REEBANHMANEBRERER -
REEFBRE  BEZHETRIIER - IR
TEARTARS IB - thBFRTRILR
BEREREMOVIRE - RERMWREQHBEPL
BB o

RBESIRIRBRFAPRMOERBRE
WERFEZSERMORT - RITROAR
AURE MUREHSMESBERERE SR
FTEBTRUNR - REEREIRITRMRREE
EROIGENMBRMLOERE SHRENE
M ERFTENUMAERERZHRBEER
RIRBRAERR o

One year later, Mr. Chan found out from his bank statements that the actual interest rate
for his personal loan account at Bank C was much higher than what he had agreed with
Bank C previously. He complained to Bank C and refused to pay the loan by monthly
instalments as scheduled. In response to the loan default, Bank C suspended the credit
card it had issued to Mr. Chan and the supplementary credit card it had issued to Mr.
Chan’s son. However, the suspensions were done by Bank C without prior notification to
either Mr. Chan or his son.

Mr. Chan only discovered the suspension of the credit cards when his son could not use
the supplementary credit card in an emergency situation. Mr. Chan was upset, worried
and above all, very angry. Mr. Chan complained to Bank C. However, he felt that Bank
C did not take his complaint seriously. He then decided to make an application for
mediation at the FDRC.

The mediator was aware of the emotions involved in the dispute and he allowed Mr. Chan
to air his grievances in a controlled manner. Representatives from Bank C impressed
Mr. Chan by showing willingness to listen, patience and sincerity in trying to resolve
the matter. Mr. Chan felt that his grievances were heard and properly addressed by
Bank C and the matter was resolved by a re-arrangement of repayment schedule for the
personal loan and a mutual agreement on the credit card service.

EFRESLT  REMEBERESDE - 122
REAEELEBMHRAERE LM BLEFERDBES
EHESEE - BEITF  RREHRLELE - B
R amZHERKE  EREHEBHELE
Bt e TRTFERNMERRZ - BAMEEREM
NEFEEF —RBBHELE - WAASBIEX -
IRIRABHT T EECHRSHERFLDE
R - ¥ RIRE M EBAERER o

FULRFBHTTERRBREREHTRELRD
BX - BT TRBREMBAAREL - AIEHFA
EREERATEILLNEEES  RMASELEM
FIBUREIE - TLTZREFERPO0R D RRRE

REREFRABHTTORRZ —SHEHRE - BREIRE
EEHBRRSENNMETE -EXREQELLTHE
BROUBXRLREERBHMNHES - LAESKS
HE - EHARHRIULTHREFONBBRS
AE—BREBENEREIE - €H19RTZBWHETEE

price fluctuations and she tried to seek urgent advice from Mr. Ip as to whether
she should sell or not. She attempted to contact Mr. Ip over the phone many
times but to no avail. Some of her calls were received by Mr. Ip’s colleagues. It
was not until in the afternoon that she finally spoke to Mr. Ip. She placed a selling
order at a lower price compared to the price in the morning due to the price
fluctuations in the commodity market. She was unhappy about the transaction
as she believed that she would not have incurred any loss if her calls had been
properly transferred to Mr. Ip earlier. Ms. Wong believed that timely responses
from Securities Firm D were essential in commodity trading, especially when the
market was undergoing big price fluctuations.

Ms. Wong complained to Securities Firm D for the delay in service and asked
for compensation for loss. Securities Firm D denied responsibility for any loss,
stating that Ms. Wong’s selling order was executed properly and no redress could
be offered to her. Ms. Wong made an application for mediation at the FDRC.

Mr. Ip, as one of the representatives of Securities Firm D, attended the mediation.
The mediator facilitated discussions between the two parties and increased their
mutual understanding. Mr. Ip explained why he was unable to answer Ms. Wong’s
calls that morning and promised to do better in the future. It was agreed that certain
transactional commission could be waived for a period of time for Ms. Wong’s
investment account and both parties were happy with the settlement of the case.
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The directors have pleasure in submitting their annual report together with
the audited financial statements for the year ended 31 December 2013.

Principal place of business
Financial Dispute Resolution Centre (“the Company”) is a company
incorporated and domiciled in Hong Kong and has its registered office
and principal place of business at 15/F, AIA Hong Kong Tower, 743 King’s
Road, Quarry Bay, Hong Kong.

Principal activities

The Company is a non-profit making company limited by guarantee. It is
an independent and impartial organisation administering the Financial
Dispute Resolution Scheme (“FDRS”) which provides mediation and
arbitration services to financial institutions (which are members of
FDRS) and their customers for the resolution of monetary disputes. The
Company is established to promote more efficient dispute resolution for
the benefit of the Hong Kong community.

Financial statements

The surplus of the Company for the year ended 31 December 2013 and
the state of the Company’s affairs as at that date are set out in the
financial statements on pages 54 to 73.

Fixed assets
Movements in fixed assets during the year ended 31 December 2013 are
set out in note 7 to the financial statements.

Share capital
The Company is limited by guarantee and therefore does not have any
share capital.

Reserve
Movement in reserve during the year ended 31 December 2013 are set out
in statement of changes in equity on page 57.
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Director

The directors during the financial year and up to the date of this report are:
Ms Cheng Teresa Yeuk Wah

Ms Chiam Sou Hong

Ms Meena Datwani

Mr Fung Wei Lung Brian

Mr Kan Ka-chong Frederick  (appointed with effect from 1 September 2013)
Ms Lau Connie Yin Hing (resigned with effect from 31 March 2014)

Mr Lau James Henry Jr. (appointed with effect from 1 January 2014)
Ms Leung Fung Yee Julia (resigned with effect from 1 January 2014)

Mr Leung Kwong Hon Philip  (appointed with effect from 31 March 2014)
Ms Barbara Shiu (retired with effect from 1 March 2014)

Mr Mark Robert Steward

Ms Wu Hung Yuk Anna (resigned with effect from 26 May 2013)

Mr Yeung Chi Wai Jason (appointed with effect from 1 March 2014)

In accordance with Article 36 of the Company’s Articles of Association, all
the existing directors shall continue in office for the ensuing year.

No contract of significance to which the Company was a party, and in
which a director of the Company had a material interest, subsisted at the
end of the year or at any time during the year.

Auditors
KPMG retire and, being eligible, offer themselves for re-appointment.
A resolution for the re-appointment of KPMG as auditors of the
Company is to be proposed at the forthcoming Annual General
Meeting.

By order of the board
Ms Cheng Teresa Yeuk Wah

Chairman
Hong Kong, 30 April 2014
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Independent auditor’s report to the members of

Financial Dispute Resolution Centre
(Incorporated in Hong Kong and limited by guarantee)
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BREREBEEESHOLSTHEME (FB/E
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RE - WRARRITEM  NEEEELEM
BBRRESHHINEARHERRL

We have audited the financial statements of Financial Dispute Resolution
Centre (“the Company”) set out on pages 54 to 73, which comprise the
statement of financial position as at 31 December 2013, the statement
of comprehensive income, statement of changes in equity and cash flow
statement for the year then ended and a summary of significant accounting
policies and other explanatory information.

Directors’ responsibility for the financial statements

The directors of the Company are responsible for the preparation of financial
statements that give a true and fair view in accordance with Hong Kong
Financial Reporting Standards issued by the Hong Kong Institute of Certified
Public Accountants and the Hong Kong Companies Ordinance and for such
internal control as the directors determine is necessary to enable the
preparation of financial statements that are free from material misstatement,
whether due to fraud or error.

Auditor’s responsibility

Our responsibility is to express an opinion on these financial statements
based on our audit. This report is made solely to you, as a body, in accordance
with section 141 of the Hong Kong Companies Ordinance, and for no other
purpose. We do not assume responsibility towards or accept liability to any
other person for the contents of this report.

We conducted our audit in accordance with Hong Kong Standards on
Auditing issued by the Hong Kong Institute of Certified Public Accountants.
Those standards require that we comply with ethical requirements and plan
and perform the audit to obtain reasonable assurance about whether the
financial statements are free from material misstatement.

ERSRATEFNERNSRMBERR
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An audit involves performing procedures to obtain audit evidence about
the amounts and disclosures in the financial statements. The procedures
selected depend on the auditor’s judgement, including the assessment of
the risks of material misstatement of the financial statements, whether
due to fraud or error. In making those risk assessments, the auditor
considers internal control relevant to the entity’s preparation of the
financial statements that give a true and fair view in order to design
audit procedures that are appropriate in the circumstances, but not for
the purpose of expressing an opinion on the effectiveness of the entity’s
internal control. An audit also includes evaluating the appropriateness of
accounting policies used and the reasonableness of accounting estimates
made by the directors, as well as evaluating the overall presentation of the
financial statements.

We believe that the audit evidence we have obtained is sufficient and
appropriate to provide a basis for our audit opinion.

Opinion

In our opinion, the financial statements give a true and fair view of the state
of the Company’s affairs as at 31 December 2013 and of its surplus and
cash flows for the year then ended in accordance with Hong Kong Financial
Reporting Standards and have been properly prepared in accordance with
the Hong Kong Companies Ordinance.

KPMG
Certified Public Accountants
8th Floor, Prince’s Building,

10 Chater Road, Central, Hong Kong

30 April 2014
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Statement of financial position
at 31 December 2013

LiB# % Expressed in Hong Kong dollars

Statement of comprehensive income
for the year ended 31 December 2013

LB #5 Expressed in Hong Kong dollars

54

BysE Note 2013 2012
JFRBEE Non-current assets
%@g”g %ﬂz?,’g@fﬂ W% BRI Property, plant and equipment 7 $ 3939903 $ 6,216,953
12831 E ) £ L ux : -
FEE 201212831 61 B BELEE Inttanglble asiet 8 476,019
v ) BT~ BIYMAEMBITR 9 17,000 17,000
‘ear ended Period from . .
31 December 2013 18 November 2011 Deposits, prepayment and other receivables
(date of incorporation)
MizF Note to 31 December 2012 $ 4,432,922 $ 6,233,953
WA Income 3 $ 35,055,200 $ 72,010,200 FENEBE Current assets
RHWIA Other revenue 4 26,537 24,076 ®e - B RANEMmERD 9 $ 270960 $ 341,682
- - Deposits, prepayments and other receivables
$ 35,081,737 $ 72,034,276 REMNIREZEEYW Cash and cash equivalents 10 66,758,177 60,326,277
$ 67,029,137 $ 60,667,959
<& Expenditure e
#EEE Current liabilities
ST R4 Staff costs $ 9,241,488 $ 6,880,028
&R Depreciation and amortisation 2,999,043 2,299,277 SEURERIE ~ FES ERIE RO EL A FE 4T 28 11 $ 8,122,002  $ 14,370,521
AT HRIEEE 12,032,540 11,547,580 Receipts in advance, accruals and other payables ~ sccececmeceece mmececceeeoeoo
Other administrative and operating expenses
B B 7EVEEFE Net current assets $ 58,907,135 $ 46,297,438
$ 24,273,071 $ 20,726,885 e e
"""""""""""""""""" EEBEEN R E A& Total assets less current liabilities $ 63,340,057 $ 52,531,391
E—’g / ?ﬂ%’i%%ﬁ&%ﬁﬂiﬁ%%ﬁ 5 $ 10,808,666 $ 51,307,391 35%@5{% Non-current liabilities
Surplus and total comprehensive S — S —
income for the year/period FEst IR0 E 4 fE1S 20 Accruals and other payables 11 1,224,000 1,224,000
&EF/E NET ASSETS $ 62,116,057 $ 51,307,391

FEEIETIEMNTEAMBRRE— -

The notes on pages 59 to 73 form part of these financial statements.
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Statement of financial position
at 31 December 2013 (continued)

LU#E#ZT Expressed in Hong Kong dollars

MisE Note 2013 2012
i fts RESERVES
f#f% Reserves 12 $ 62,116,057 $ 51,307,391
=% TOTAL RESERVES $ 62,116,057 $ 51,307,391

EERR-E—NFNB=+TBRELFTRL -
Approved and authorised for issue by the board of directors on 30 April 2014

)
)
) =% Directors
)
)

E59ETIEMMETEAM BHRRO—IHD o
The notes on pages 59 to 73 form part of these financial statements.

56

REAEER

BERTE—="F+ZB=1t—HLEE

Statement of changes in equity
for the year ended 31 December 2013

LUE#ZT Expressed in Hong Kong dollars

FR2011E118188 (M BHA)
At 18 November 2011 (date of incorporation)

B20115E118188E2012F128310 LB R EEE) :
Changes in equity for the period from 18 November
2011 to 31 December 2012:

HERTRRAREZENEREE
Accumulated surplus and total comprehensive income
for the period

2012128318 K201351818
At 31 December 2012 and 1 January 2013

2013 AR IEEE):
Changes in equity for 2013:

AEBRIRBERZANSRE
Accumulated surplus and total comprehensive income
for the year

520135128318 At 31 December 2013

E59ETIBMMETEAR BRI o
The notes on pages 59 to 73 form part of these financial statements.

1% Reserves

$ -

$ 51,307,391

$ 51,307,391

$ 10,808,666

$ 62,116,057
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iﬁﬁ/ﬁ%ﬁ BE_E—=F1+-B=1+—HLEE
Cash flow statement for the year ended 31 December 2013

LB #5 Expressed in Hong Kong dollars

#HZE2013%F
1283181k

Boo11E118518H
(MR8 &

FE 2012812531515

Year ended
31 December

,,,,,

FE | HAREER Surplus for the year/period $ 10,808,666

sB%EIEE Adjustments for:

&R #8H Depreciation and amortisation 2,999,043

FRUWA Interest income (2,252)
SEETEHRNICESRER $ 13,805,457
Operating surplus before changes in working capital
2E  BIYMANEMEBIEURD (E10) 70,722
Decrease/(increase) in deposits, prepayments and other receivables
FEURET (B4 | 1210 (Decrease)/increase in receipts in advance (3,500,000)
FESHRUIRME MBI (B4 / 3810 (2,748,519)
(Decrease)/increase in accruals and other payables
& BRMEEMNIRESFR $ 7,627,660
Net cash generated from operating activities @ = cmemmmmmmmeeeo
&5 Investing activities
BEETEEEMIE Payment for purchase of fixed assets $ (607,092 $
fEEMI-EERUE Payment for purchase of an intangible asset (590,920)
BURFIBUA Interest income received 2,252
RETENFT ARSI F% Net cash used in investing activities $ (1,195,760) $
RENRESEBYILIFE $ 6,431,900
Net increase in cash and cash equivalents
R2013FE 1818/ 2011E 11818 HEHMARIIBHE) 60,326,277

HIRENIREEFEY
Cash and cash equivalents as at 1 January 2013/
18 November 2011 (date of incorporation)

R12B831 BRSNS EHEY

$ 66,758,177
Cash and cash equivalents as at 31 December -

592 T3EMMIFIBARM BRI B o
The notes on pages 59 to 73 form part of these financial statements.

Period from

18 November 2011
2013 (date of incorporation)
to 31 December 2012

$ 51,307,391

2,299,277
(1,010)

53,605,658

(358,682)

10,500,000
3,545,228

67,292,204

(6,966,937)
1,010

(6,965,927)

60,326,277

60,326,277

R F5 ¥R 2R Py 51

Notes to the financial statements

LiB# % Expressed in Hong Kong dollars

1. £ E ¥ ¥ Principal activities

ARIRUNERBRAIEIAMRIMNFENEE - &
RIAR—RBUAEEE-ERFAOKE - BB
B BB THZHKERERASFRABERME
R NERtPICBNEESH - FRIMILE
NEEFENRERH  EtMSEB B

The Company is a non-profit making company limited by guarantee. It is
an independent and impartial organisation administering the FDRS which
provides mediation and arbitration services to financial institutions (which
are members of FDRS) and their customers for the resolution of monetary
disputes. The Company is established to promote more efficient dispute
resolution for the benefit of the Hong Kong community.

2. TEEE MK Significant accounting policies

(a) GREH

AP BRERERREESHASRONAEERN
(BRMBHRSER) (LREESHEERER
(BRUBRSER) - (BESETER) 02\ -
BRARBSHRUNEE (RIEH) ORERE -
URBARAFRANERSSHERME -

SESHMASEMHE THEINREBETN (FERH
RMESHER) o ELENEANDEMOS TG
EWFTRRPHRA - ERARTERNEENDE
& FR3S L R ST RDAEB BT 0L R P S| U B U A0 A E B 51
RN E S EREE  BRAMBERARE -
BREREIIRKEE20) -

(b) EFtBERBNEE]
RGNS RM T SRMITRIEESTH (FEH
BRSER) - SLERRALINASHPR[ER
W - BEPREANIMBRRBEAOVESTOT

- (BRUBRSER) £135%—— TAREESSE.

ARTURRBECESASSHHEERERGE
RIZiEE (SRt 16) o

(a) Statement of compliance

These financial statements have been prepared in accordance with all
applicable Hong Kong Financial Reporting Standards (“HKFRSs”), which
collective term includes all applicable individual Hong Kong Financial
Reporting Standards, Hong Kong Accounting Standards (“HKASs”) and
Interpretations issued by the Hong Kong Institute of Certified Public
Accountants (“HKICPA”), accounting principles generally accepted in Hong
Kong and the requirements of the Hong Kong Companies Ordinance. A
summary of the significant accounting policies adopted by the Company
is set out below.

The HKICPA has issued certain new and revised HKFRSs that are first
effective or available for early adoption for the current accounting period of
the Company. Note 2(b) provides information on any changes in accounting
policies resulting from initial application of these developments to the
extent that they are relevant to the Company for the current and prior
accounting periods reflected in these financial statements.

(b) Changes in accounting policies

The HKICPA has issued a number of new HKFRSs and amendments to
HKFRSs that are first effective for the current accounting period of the
Company. Of these, the following developments are relevant to the
Company’s financial statements:

- HKFRS 13, Fair value measurement

The Company has not applied any new standard or interpretation that is not
yet effective for the current accounting period (see note 16).
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Notes to the financial statements

LiB# % Expressed in Hong Kong dollars

2. T EZE K (#) Significant accounting policies (continued)

(b) EFTHREVEE](18)
(BBUBHEER) F135—— "AREEE,

(BBUBHRSER) BiskUB—AnBESSE
SIMKBRIBAE (BFBMBRSEN) H0HRMIES -
(BBMBHRSER) S35 IR
TIENAREESESHEIZENKRERTE - Fin (F
BUBERSER) F13RATHIRIEENREN
DRABEFTEERTITEAZE -

(c) BEEERNE
BEER A SRR TERAESE IR -

WE ~ BEARBRBNFERNER AL TR
I BMRAPIEEMRA(CIIREEREMR)HE

- BENE HTREN
- BAREESE 5
« HAZHM 3%
- BERBRA 3%

ARUEEBFEREENTBBRIREWNSE) -

0

ARAERBERSHAERNE BERREND
REERSERAENR - WEEREBESRET
BOHE  EERERPEIBAEER - BENT
BOHBRRREAREECHREERL) EERE
EMmEPHBSHE - AT EERBEE - REFRRK
RERSERVRERNEFHEHERFBENE
ERERBEHTEHRMFTER  HREHRE -
NEANEEYTWOHRGEHARLIRTEETL
gt BRHIEBEEFEEE0-

BREIREWE MENRBEEMELNERIEI
REMGREFREREREESRCBNERE
EURBERAZEBERRPES -

(b) Changes in accounting policies (continued)
HKFRS 13, Fair value measurement

HKFRS 13 replaces existing guidance in individual HKFRSs with a single
source of fair value measurement guidance. HKFRS 13 also contains
extensive disclosure requirements about fair value measurements for both
financial instruments and non-financial instruments. The adoption of HKFRS
13 does not have any material impact on the fair value measurements of
the Company’s assets and liabilities.

(c) Fixed assets and depreciation
Fixed assets are stated at cost less accumulated depreciation and
impairment losses.

Depreciation is calculated to write off the cost of items of property, plant
and equipment, less their estimated residual value, if any, using the straight
line method over their estimated useful lives as follows:

e Leasehold improvements Over the unexpired term of the lease

e Furniture and fixtures 5 years
o (ffice equipment 3 years
¢ Computer equipment and software 3 years

Both the useful life of an asset and its residual value, if any, are reviewed annually.

The carrying amounts of property, plant and equipment are reviewed for indications
of impairment at the end of each reporting period. An impairment loss is recognised
in profit or loss if the carrying amount of an asset exceeds its recoverable amount.
The recoverable amount of an asset is the greater of its fair value less costs to sell
and value in use. In assessing value in use, the estimated future cash flows are
discounted to their present value using a discount rate that reflects current market
assessments of the time value of money and the risks specific to the assets. An
impairment loss is reversed if there has been a favourable change in estimates used
1o determine the recoverable amount.

Gains or losses arising from the retirement or disposal of an item of property, plant
and equipment are determined as the difference between the net disposal proceeds
and the carrying amount of the item and are recognised in profit or loss on the date
of retirement or disposal.

E G

Notes to the financial statements

LiB# %5 Expressed in Hong Kong dollars

(d) BEEE
ARIBANRELEEZRA B LR HEER
Rzt AMBRENHRR) RESERIIR -

ERETRERNEVEEMBEREREINEE
WRFIRARAERRPIR - UTNBHREY
RBROBLEEDYREREDE  £RsTT
FRARIR s -

o EETMY 3E

~

AR EBFERHBEHBR0DE
ARYFEHHEIRBRRENELEE LS
BEERMRELEETRARKRENITIE
i NETERSRIBIESREHNEE
JRHRARENTEISHR - WSH5E - BRESE
AHEREYRAROIGEHETELHBMNE
RIEEXFREBRERROELEENMFBER
RPAMR -

ARYERBERSHRERAELEENREE
EELHRAENR - NEEREESKRETRO
8 FERERPERIABESSE - EENTW
OHRREAAEBECIRHENS) EERER
MEPHRSH - THEEBEER - REFEREK
RERETRRERREFHIEHELRBEN
EERERROTGEHRNATIRE - FREHR
B - URANEETWNOHROGFTHALRY
FEHRY  BRONESREFESSEO0 -

(e) & ~ FRAY A E MBI

BE  RORNELBERZAAEBEDILE
% ARUBRARAREER S BERKEE
ERRABHBANANR . BURKRARK TR
HEARBEEERRNRBRERAENRTZEL
AERRIBRS - ERIBRT - BEARSRZAEH
ERRRBEERBRASHBEAR

(d) Intangible assets

Intangible assets that are acquired by the Company are stated at cost less
accumulated amortisation (where the estimated useful life is finite) and
impairment losses.

Amortisation of intangible assets with finite useful lives is charged to profit
or loss on a straight-line basis over the assets’ estimated useful lives. The
following intangible asset with finite useful life is amortised from the date
it is available for use and its estimated useful life is as follow:

e Computer software 3 years
Both the period and method of amortisation are reviewed annually.

Intangible assets are not amortised while their useful lives are assessed
to be indefinite. Any conclusion that the useful life of an intangible asset
is indefinite is reviewed annually to determine whether events and
circumstances continue to support the indefinite useful life assessment
for that asset. If they do not, the change in the useful life assessment from
indefinite to finite is accounted for prospectively from the date of change
and in accordance with the policy for amortisation of intangible assets with
finite lives as set out above.

The carrying amounts of intangible assets are reviewed for indications
of impairment at the end of each reporting period. An impairment loss is
recognised in profit or loss if the carrying amount of an asset exceeds its
recoverable amount. The recoverable amount of an asset is the greater
of its fair value less costs to sell and value in use. In assessing value in
use, the estimated future cash flows are discounted to their present value
using a discount rate that reflects current market assessments of the time
value of money and the risks specific to the assets. An impairment loss
is reversed if there has been a favourable change in estimates used to
determine the recoverable amount.

(e) Deposits, prepayments and other receivables

Deposits, prepayments and other receivables are initially recognised at fair
value and thereafter stated at amortised cost using the effective interest
method, less allowance for impairment of doubtful debts, except where
the receivables are interest-free loans made to related parties without any
fixed repayment terms or the effect of discounting would be immaterial.
In such cases, the receivables are stated at cost less allowance for
impairment of doubtful debts.
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Notes to the financial statements

LB# %5 Expressed in Hong Kong dollars

2. BB WME(HE) Significant accounting policies (continued)

(e) #&E ~ FRITFRFIE MBI (1E)
REROBESEERERAENSENRFES -
NHRTEER  BEGERIEHEENRESH
RO EMBERNRTROFF KRR REZEN
ZHEE  MENSEEBRREFIATIRIEHE
ENRESRRREREBTENIBRIE - HI0E
BALREAGI BEE -

Hitt RS BEBENIROERRATSE - BR
R IR RER - SRAZEMIRREE

EXRITRAPOHTEMAER - WRARIND
NERESERPHEEWR - BHRRBRAMEER
RAKBHNIUHRANEED - HRWORRII A%
RIRBARSEERIRBO - ZRROEMESNHE
RINOFAERPHOBRIERDPHES -

(f) FRYLFRIR ~ FESTEIRFIE BB 50
FWRIR ~ FEStRIRA BB SR AR EEDILE
B HRREENAANR  BUFREEALREKX
AR AN ©

(9) RENREZFEY
RENRESEVBRRTEFMNRE « FMRIRT
NEMEMEBOETHER - DREHINS RN
RE - ELRETNBEFRERCHNORER - BE
EHLENRABAK  LEBAKIBEAZEIR -

(h) Fi#g
RIESE (RBIEH) FeslE ZRTEBRHMS
BAER -

(e) Deposits, prepayments and other receivables (continued)
Impairment losses for bad and doubtful debts are recognised when there is
objective evidence of impairment and are measured as the difference between
the carrying amount of the financial asset and the estimated future cash flows,
discounted at the asset’s original effective interest rate where the effect of
discounting is material. Objective evidence of impairment includes observable
data that comes to the attention of the Company about events that have an
impact on the asset’s estimated future cash flows such as significant financial
difficulty of the debtor.

Impairment losses for other receivables whose recovery is considered doubtful
but not remote are recorded using an allowance account.

When the Company is satisfied that recovery is remote, the amount considered
irrecoverable is written off against the receivable directly and any amounts
held in the allowance account relating to that debt are reversed. Subsequent
recoveries of amounts previously charged to the allowance account are reversed
against the allowance account. Other changes in the allowance account and
subsequent recoveries of amounts previously written off directly are recognised
in profit or loss.

(f) Receipts in advance, accruals and other payables
Receipts in advance, accruals and other payables are initially recognised at
fair value and are subsequently stated at amortised cost unless the effect of
discounting would be immaterial, in which case they are stated at cost.

(g) Cash and cash equivalents

Cash and cash equivalents comprise cash at bank and on hand, demand
deposits with banks and other financial institutions, and short-term, highly
liquid investments that are readily convertible into known amounts of cash
and which are subject to an insignificant risk of changes in value, having been
within three months of maturity at acquisition.

(h) Income tax
The Company is exempt from Hong Kong Profits Tax by virtue of Section 88 of
the Hong Kong Inland Revenue Ordinance.

E G

Notes to the financial statements

LiB# %5 Expressed in Hong Kong dollars

() £BEHNABRE
NRFAIAHCREDBHREFERMRE
55 BMANSSUSEEANSHER)
7 o EAMEHTRNGHE - FADESE
HISUR MR EE O A B RER o 10
SREBHESA  ARANFERLNRE
RS -

NRSBEBNSNERIIROTERERE
ARELHBRERFEIRNGS  BEHK
ZEBRERABAR  BERIMROTREN
BERIBRSN - WRARINEBRRIERN
SRARBURESRLETREERSEE ' M
SREAABRE  BERINAHTEMEDE
RUBRSM o

(i) AT
WARKEKABBRERNAREESE - 0
RIEBENBIRERALRT  MHRAFRAE(
WERXENT M ER - WMABESRET
FIRSERRIPHER

(i) RBBWARRKRARISWMARRE
HRENCLARABERBITES

(i) WBMARUNERAREEELHFESR -

(k) Bl EBILE
ERCERIERSSWIRIMRENLE - M
AR RETERDEM R (08) 65 - B
ERMBRNREDBEMRIR - ZRTRIEL
B MEOEEMAERB A LNHRER -
BRELESERMMRERPHES -

() ESiEF

e FRES  IBME  BHER  FEH
RS EIDH RN BB S ERERH
HERBOMEAR - DRTECTRABES
EREANFE  RISLHRSLIREIIR -

(i) Provisions and contingent liabilities

Provisions are recognised for other liabilities of uncertain timing or amount
when the Company has a legal or constructive obligation arising as a result
of a past event, it is probable that an outflow of economic benefits will
be required to settle the obligation and a reliable estimate can be made.
Where the time value of money is material, provisions are stated at the
present value of the expenditure expected to settle the obligation.

Where it is not probable that an outflow of economic benefits will be
required, or the amount cannot be estimated reliably, the obligation is
disclosed as a contingent liability, unless the probability of outflow of
economic benefits is remote. Possible obligations, whose existence will
only be confirmed by the occurrence or non-occurrence of one or more
future events are also disclosed as contingent liabilities unless the
probability of outflow of economic benefits is remote.

(i) Revenue recognition

Revenue is measured at the fair value of the consideration received or
receivable. Provided it is probable that the economic benefits will flow to
the Company and the revenue and costs, if applicable, can be measured
reliably, revenue is recognised in profit or loss as follows:

(i) Service fee income is recognised when application fees for mediation
services are received or in-house mediation services are arranged.

(ii) Interest income is recognised as it accrues using the effective
interest method.

(k) Contributions from founder members

Contributions from founder members are recognised in the statement of
financial position initially when there is reasonable assurance that they
will be received and that the Company will comply with the conditions
attaching to them if any. Contributions are recognised in profit or loss on
a systematic basis over the periods in which the Company recognises as
expenses the related cost for which the grants are intended to compensate.

() Employee benefits

Salaries, annual bonuses and variable pay, paid annual leave, contributions
to defined contribution retirement plan and the cost of non-monetary
benefits are accrued in the period in which the associated services are
rendered by employees. Where payment or settlement is deferred and the
effect would be material, these amounts are stated at their present values.
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Notes to the financial statements Notes to the financial statements

LB# %5 Expressed in Hong Kong dollars LiB# %5 Expressed in Hong Kong dollars
2. TEEEBKR(#) significant accounting policies (continued) 3. K A Income

— ] WAZERMNENESE - MRRPRARLPERESAD Income represents the contributions from founder members and the service
(m) FEHEER (m) Operating lease charges 1R SRR AR S RGO AR S A o &Aaﬁﬁuﬁ@eytﬂgm?ﬁ fees earned from claimants’ applications and in-house mediation. No

NEANT 2SS SESSENEHE  BIRER Where the Company has the use of assets under operating leases, payments
ST ES RSN E I EEN - R made under the leases are charged to profit or loss in equal instalments over the

FEERDIS ; BUEEpEEE R R EE accounting periods covered by the lease terms, except where an alternative basis

B R o specific conditions are attached to the Company’s contributions received.

The amount of each significant category of revenue recognised in income

. is more representative of the pattern of benefits to be derived from the leased FE | AR PEBIZREAMADRIEZRIOT: . Lo
EFEEORSERARI - EEFSROBDIEES presemate of fe p o o oe e . during the year/period is as follows:
_ R B A AR - SRS asset. Lease incentives received are recognised in profit or loss as an integral
E}EQEPE”“:'" = Ui‘\"“‘ i part of the aggregate net lease payments made. Contingent rentals are charged to EF20136 B2011118188
ERELNZRAERRPIIX - profit or loss in the accounting period in which they are incurred. 126318 (StMLITTEHE) Z2012
ILEE Fi12H831 51
(n) BB (n) Related parties Year ended Period from
A NELTAT  OFA+HIATtEESsASs (A A person, or a close member of that person’s family, is related to the 31 December 18 November 2011
- Company if that person: 2013  (date of incorporation)
BORAHETS - ey perso to 31 December 2012
(i) has control or joint control over the Company;
() EHZARERAAT (ii) has significant influence over the Company; or
4 Al e = k = - -
(i) HXRTBEAEZEN N (iii) is a member of the key management personnel of the Company or the ?#ﬂﬁiﬁﬁf}iﬂiﬁ Cont_rlbu_tlons from foun_de_r memb?rs $ 35,000,000 $ 72,000,000
i) A AT A AT AT R EEAS - Gompany’s parent. AR FEEPEE Application fee for mediation service 6,200 3,200
AATRHBFARRRS In-house mediation service 49,000 7,000
(B) WHETIEAEY  BEEBEEALATINE (B)  Anentity is related to the Company if any of the following conditions applies:
B : () The entity and the Company are members of the same group (which
means that each parent, subsidiary and fellow subsidiary is related to $ 35,055,200 $ 72,010,200
(i ZEREAIRBE—EBEISZIAT the others).
WEAINERMBLTRIERER) o (ii) One entity is an associate or joint venture of the other entity (or an
(i) " REBER—SRNKENIFSELE associate or joint venture of a member of a group of which the other 4. H b g A\ Other revenue
(FHB-BRMEEEETHEATOHER entity is a member). 300136 2011115186
FYELE) o (!n) Both ent.ltle.s art.e j.omt ventures of th.e sam? third party. N 126318 (FWAITEH) F2012
(i) MR BREE—E=5S%RE (iv) One e.ntlty isa |0|n.t ventfjre of a third entity and the other entity is an IHEFE F12831 81 HES
(iv) —"RBREF=-HEBNSEDE MB—E ::somaii Of_the third :ntlty'l ¢ benefit olan for the benefit of Year ended Period from
B s HEEMEANAT o (v) The Ie" 1y 'fs ':h potsh-e(r:np oymen enet!t pa:nt :; the Cenel 0 31 December 18 November 2011
o employees of either the Company or an entity related to the Company. 2013 (date of incorporation)
=== N\ N\ 4
™ ””‘ﬁ%Ep’fl‘—‘l_wﬁpﬁl‘_—‘l_ﬁ%“ﬁm&ﬂ (vi) The entity is controlled or jointly controlled by a person identified in (A). to 31 December 2012
BENERENMRMBHREEHE - (vii) A person identified in (A)(i) has significant influence over the entity or
(vi) BERRE LS (A)RAMEBEA LTI is a member of the key management personnel of the entity (or of a e e e
—— vereat of he enity] y manag P y{ MABBREETERE | PHERENER $ 5,200 $ 19,400
( )l:\ﬁ%’(A)( ENFRE AL E A ' Admission fee to FDRC List of Mediators/Arbitrators
vii | ol JeX | Ha
E g SR S RESAT)MAgRE  Close members of the family of a person are those family members who may HBBA Interest income 2,252 1,010
EAS - be expected to influence, or be influenced by, that person in their dealings with FIRWA Sundry income 19,085 3,666
the entity.
—ZEAERREREHERR U IR
BN ZZBAZEHIRERE © $ 26,537 $ 24,076

64 65



E G

Notes to the financial statements

66

BA ¥R MY 5E
Notes to the financial statements

LB#3 Expressed in Hong Kong dollars

E2013F
12H31H
5. B 8% Surplus LEE
EMERBRIRUTREREE: Vear ended
Surplus is arrived at after charging: 31 December
' 2013
(a) BIA Staff costs
FE  TEMEMIEA $ 9,006,103
Salaries, wages and other benefits
REMRTORIKSTEIER 235,385
Contributions to defined contribution retirement plan
$ 9,241,488
(b) HIEE Other items
MAEMENKEHEER $ 3,541,667
Operating lease charges in respect of office premises
ZEEREE Auditors’ remuneration 122,500
TERHS Depreciation and amortisation 2,999,043
$ 6,663,210
6. = = i £ Directors’ remuneration éff?/‘éwg
12831
RIEEHE (RDEH) H161ETIRNESHMESUT - IFFE
Directors’ remuneration disclosed pursuant to section Year ended
161 of the Hong Kong Companies Ordinance is as follows: 31 December
2013
ZEW/E Directors’ fee $ ;
#He R EYH L Salaries, allowance and benefits in kind 2,410,564
B E 6 4L Discretionary bonus 80,000
RIKETEIF Retirement scheme contribution 15,000

PRENAEESHE U FIERAIRADTRAEMEBHRBONTES » AMEBHMIPIUER
All directors’ remuneration disclosed above were paid to or receivable by the executive director(s) in
respect of services rendered as executive(s) of the Company.

Boo11E118188
(GIMAIIEE) £2012
Fi12H3151EHE

Period from

18 November 2011
(date of incorporation)
to 31 December 2012

6,730,477

149,551

6,880,028

2,951,389

135,000
2,299,277

5,385,666

B2o011E11H18H8
(GIMAIIEE) £2012
Fi12H3151EHE

Period from

18 November 2011
(date of incorporation)
to 31 December 2012

2,008,006
111,476
11,750

LB#3 Expressed in Hong Kong dollars

7. MF - BEAMRMRE

B Cost:

R2013%F 1818
At 1 January 2013
& Additions

R2013F12%31H
At 31 December 2013

REHINE
Accumulated depreciation:

R 20131818
At 1 January 2013
REEHYIE Charge for the year

R2012%F 128318
At 31 December 2013

IREE{E Net book value:

R2012%F128318
At 31 December 2013

B Cost:

KR 2011E118188 (GIMMRIIBH)
At 18 November 2011 (date of
incorporation)

12E Additions

R2012%128318
At 31 December 2012

REHINE
Accumulated depreciation:

R2011E118188
(FEMRAILEHA)

At 18 November 2011
(date of incorporation)
AHETE

Charge for the period

R2012%128318
At 31 December 2012

WREFE Net book value:

R2012%128318
At 31 December 2012

Property, plant and equipment

HEXZ BRRBEXE WRERME TR ERUH bt

Leasehold Furniture and Office equipment Computer equipment Total
improvements fixtures and software

$ 6,731,068 $ 543,272 $ 378,113 $ 863,777 $ 8,516,230

- 19,000 - 588,092 607,092

$ 6,731,068 $ 562,272 $ 378,113 $ 1,451,869 $ 9,123,322

$ (1,869,741) $  (90,545) $ (103,360) $ (235631) $ (2,299,277)

(2,243,689) (112,138) (126,038) (402,277) (2,884,142)

$ (41134300 $ (202,683) $ (229,398) $ (637,908) $ (5,183,419)

$ 2617638 $ 359,589 $ 148,715 $ 813961 $ 3,939,903

$ - 8 - $ - $ - $ -

6,731,068 543,272 378,113 863,777 8,516,230

$ 6,731,068 $ 543,272 $ 378,113 $ 863,777 $ 8,516,230

$ - 8 - $ - $ - $ -

(1,869,741) (90,545) (103,360) (235,631) (2,299,277)

$ (1,869,741) $ (90,545) $ (103,360) $ (235631) $ (2,299,277)

$ 4,861,327 $ 452,727 $ 274,753 $ 628,146 $ 6,216,953
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LB# %5 Expressed in Hong Kong dollars LiB# %5 Expressed in Hong Kong dollars

8. f 4 @ & Intangible asset 9. & + AT A H b /& YLK Deposits, prepayment and other receivables

Zigen

Computer software 2013 2012
A Cost: 1% Deposits $ 17,000 § 136,720
¥&{I# Prepayments 266,835 218,415
1K2013%17318 $ - ELFEUTER Other receivables 4,125 3,547
At 1 January 2013
JE Additions 590,920 $ 287,960 $ 358,682
%R Disclosed as:
R2013F 128318 $ 590,920
At31 December20t3 T JEFBIEE Non-current assets $ 17,000 $ 17,000
. . MENERE Current assets 270,960 341,682
R2011E11B188 (EMMIIBHE) $ -
At 18 November 2011 (date of incorporation) $ 287,960 $ 358,682
12E Additions -
R2012FE128318 $ - ANTEARE—FRNOHER ARAAIZE The amount of the Company’s deposits and prepayments expected to be recovered
At 31 December2013 T SRR 17,00075(2012 : 17,0007T) or recognised as expense after more than one year is $17,000 (2012: $17,000) and
2=+ Accumulated amortisation:  BIBEAEARNSE - TEEMEKTEEN Lsdiscloseddunder non-.curdrent assets. A"-(t):]-the other receivables are expected to
TR—ERNORER NS - e recovered or recognised as expense within one year.
R2013%F 1818 $ -
At 1 January 2013
AEE S Charge for the year 114,901 .
- — 10.IR 2 MWW E S EHMY Cashand cash equivalents
[R2013% 128318 $ 114901 REMNBSZBYWEIE : Cash and cash equivalents comprise:
At 31 December2013  co===sscommmees 2013 2012
J= 75 2 i
R 2011E118188 GEIMHRIIBH) $ - fR1ITEMAIZE Cash at bank and in hand $ 66,758,177 $ 60,326,277
At 18 November 2011 (date of incorporation)
AEARSEYE Y Charge for the period - )
- MAKRRKRIE  EBHRIENEHME TR
[R2012%128318 $ - . .
At31December 2012 e Receipts in advance, accruals and other payables
. 2013 2012
IRE#(E Net book value: FAEIM A EMHE Founder members’ contributions received in advance $ 7,000,000 $ 10,500,000
FESTERIE Accruals 1,954,825 2,038,574
R2013%F 128318 $ 476,019 = S ,904, ,038,
At 31 December 2013 B HiBRETH Other payables 391,177 3,055,947
B $ 9,346,002 $ 15,594,521
i2012%123318 $= %% Disclosed as:
At 31 December 2012
FERENE R Non-current liabilities $ 1,224,000 $ 1,224,000
RENEE Current liabilities 8,122,002 14,370,521

$ 9,346,002 $ 15,594,521

ANDBEARE— E L EENERIEYEA The amount of the Company’s accruals expected to be settled after more than
1,224,0007T(2012 : 1,224,0007T) » LIREA one year is $1,224,000 (2012: $1,224,000) and is disclosed under non-current
EAREEE - FEREKIE  EIDENEA liabilities. All of the receipts in advance, accruals and other payables are expected

FE A TR T R — E N E SR EREE o to be settled within one year or are repayable on demand.
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LiB# % Expressed in Hong Kong dollars

12. 8 X # # f® Capital and reserve

(a) REFIRLE
ARIRUNERBRATEAMILLIEENH
B RUTHREORE - REFRINATE
BERMRAGY  WARIEEEE  SHE
VWRARBYRFENERLE @ DELTEFRT
HaE  BBMENLERNEBE100TT

ARANRPWHED R AMIEEHERESES
BETHMEER("EER.) RESRBES

BEREES(TREE,) -

(b) BAETE

AP TER, RERBALRIRKFHN
e  RUEEHE RZIS—=ZF+=
B=+—B0&%%H/R62,116,0577T(2012
:51,307,3917T) e AN DEBREANTEEMN
RREAQTTHERE o

Ht
al

NRABERRETREEEESTRE - DER
REBMERRRERAR N B TIERE o

REBEANDHABZNETILOHESEE - (T
ERREHKE cERBRBHEROIAILTE
—FEBZE—CZE-B—BEZE—WmFE+
“A=1+—81) NANAEREEN< - BZ
E-hE-B—BE FQINEEKREH
TERRIUIHBEERREETNSMEES
SRRBFEEDS  BRABERE (B5REE
TGP ENMERIREL 10EZRETEN
THEE  *MATBMLRERFE  BES
RUTEEETATA0RGE o

ARIHRETHNEEIUHEFRE

(a) Share capital and members

The Company is a non-profit making company limited by guarantee and
therefore does not have any share capital. Under the provisions of the
Company’s memorandum of association, every member shall, in the
event of the Company being wound up, contribute such amount as may
be required to meet the liabilities of the Company, but not exceeding
$100 each.

The founder members of the Company are the Financial Services and
the Treasury Bureau (“FSTB”), the Monetary Authority (“HKMA”) and the
Securities and Futures Commission (“SFC”).

(b) Capital management
The Company defines “capital” as the reserves maintained by the
Company. On this basis the amount of capital employed at 31 December
2013 was $62,116,057 (2012: $51,307,391). The Company’s primary
objectives when managing capital are to safeguard the Company’s ability
to continue as a going concern.

The Company regularly reviews and manages its capital structure to ensure
effective use of reserves and the sound financial status of the Company.

Under the Terms of Reference for the Company in relation to the FDRS, the
FSTB, the HKMA and the SFC shall fund the set-up costs and the operational
costs of the Company in the first three years, i.e. from 1 January 2012 to
31 December 2014. With effect from 1 January 2015, the Company shall
be funded by the financial institutions, or financial services providers
authorised by the HKMA or licensed by the SFC, but excluding those
financial institutions which only carry on Type 10 regulated activities under
the Securities and Futures Ordinance (Chapter 571), as part of the financial
industry’s commitment to the general public to resolve disputes in a fair
and efficient manner.

The Company was not subject to externally imposed capital requirements.

E G

Notes to the financial statements

LiB# %5 Expressed in Hong Kong dollars

13. T A R & 1B 7 2 A & B Financial risk management and fair values

ARYRAEEREFRBEPRREL  RE
&%« NRNEBERE -

ARTYHELRARNAERURAEREY
B FROEMEARERIRNERHA
IR -

(a) REBEERE
FATNBRRERERRERBANRD
E2B/R - UBRRIEBTOORDR-E -

TRETIRBSHREARIUHRENR
FEEEBH:

201 3ERBSTIIBFEMBET I
Accruals and other payables in 2013

201 2 FESTRRIR A EABFEAT TN
Accruals and other payables in 2012

(b) EERERE
FATRSNBACLAREERENEE
BERDBESHEEEIRERELER
BORERE o

ARINERRREIBERERTREFMN
RENELBER - REEFED - BRE
HREFHR-—REERBHORT - Bit
ARIPEERBEAK - EEESHEEE
RRTREFEM  KENHMRBKRERDH
EERK - ARILFETTARALIRBE
B0IR SR E R o

(c) FIEKEpE
ARIERZHAREABRRIRRERBEFO
NREFRARMBORTAIUEA - RZF
—ZE+°ZR=+—B ' FRTUERRES
FONREEARZEANNERLRE

carrying amount
$ 2,346,002

$ 5,094,521

Exposure to credit, liquidity, interest rate and currency risks arises in
the normal course of the Company’s business.

The Company’s exposure to these risks and the financial risk
management policies and practices used by the Company to manage
these risks are described below.

(a) Liquidity risk
The Company’s policy is to regularly monitor current and expected liquidity
requirements to ensure that it maintains sufficient reserves of cash.

The following table represents the earliest contractual settlement dates of
the Company’s financial liabilities at the end of reporting period:

REZEH 1FRAGERBEKIEE 1E#B5FER
Within 1 year or on demand More than 1 year
but less than 5 years

$ 1,122,002 $ 1,224,000

$ 3,870,521 $ 1,224,000

(b) Credit risk

The maximum exposure to credit risk is represented by the carrying
amount of each financial asset in the balance sheet after deducting any
impairment allowance.

The Company’s credit risk is primarily attributable to cash placed with
a bank and deposits and other receivables. At year end, the credit risk
is not significant as the cash was placed with a reputable bank. The
management monitors the credit risk associated with cash placed with a
bank and deposits and other receivables on an ongoing basis. No amounts
of deposits and other receivables are past due or impaired.

(c) Interest rate risk

The Company is exposed to interest rate risk only to the extent that
it earns bank interest income on cash deposited in savings accounts.
As at 31 December 2013, the Company was not exposed to significant
interest rate risk arising from cash deposited in savings accounts.
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LB %5 Expressed in Hong Kong dollars

(d) EREmfE
BRARINAEEHNEENSHARIIUE
BIE - RtHRFLAR T OEBEE -

14. & £ Commitments

(a) RZE—=F+ZHA=+—HHTKER
BRRHUARER TR B RERALE
BEEBOSARIEWNT -

2:7#J Contracted for

(b) RZZE—=F+ZHF=+—H RiE—
DRI EROEEEEE DR ETIR
EYREEITIBELT

1A Within 1 year
15 %/B5F A After 1 year but within 5 years

LEENNEHRRE_E——F=F—8
EBSAM=F MARIREIBREER
HTERLRFEH TS LR LBRHEER
R RSB E 1 sR24BERRRIEER
HE - SREEIIABEAERE -

(d) Currency risk

As all the Company’s financial assets and financial liabilities are
denominated in Hong Kong dollars, the Company is not subject to any
currency risk associated with them.

(a) Capital commitments outstanding at 31 December 2013 in respect
of computer equipment and software not provided for in the
financial statements were as follows:

2013 2012
$ 896,600 $ 1,487,520

(b) At 31 December 2013, the total future minimum lease
payments to properties under a non-cancellable operating
lease are payable as follows:

2013 2012

$ 3,750,000 $ 3,750,000
625,000 625,000
4,375,000 4,375,000

The above lease runs for an initial period of 3 years from 1 March 2012,
with the Company and the landlord having an option to terminate after
18 months and 24 months with certain pre-conditions respectively, by
serving a 6 months’ advance written notice. The lease does not include
contingent rentals.

BA ¥R MY 5E
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LB %R Expressed in Hong Kong dollars

15. & K B Bt 5 X 5% Material related party transactions

(a) BAERREIEANSETHRS (a) Transactions with key management personnel

AT EHREEASERTES  BHM The remuneration of key management personnel who are directors of
SORHEI6DIBE o the Company is disclosed in note 6.

(b) Transactions with other related parties
During the year/period, the Company entered into the following
material related party transactions:

(b) SR AEEIRE T EITHIR 5
FATRERMRETOEERBH AN T

K5t HE2013F128310ILFE  B20115F115186 (5 AIZEH)
Note Year ended 31 December 2013 F20128 128 315 ILHIRE
Period from 18 November

2011 (date of incorporation)

to 31 December 2012

ElRELE 3 $ 35,000,000 $ 72,000,000
Contributions from founder members —_— _
FAWRImRENTEE 11 $ 7,000,000 $ 10,500,000

Founder members contributions
received in advance

16. ERMEMKREHE-S-—=F+"A=+—BLEBERNET
FEANRETERRNTE
Possible impact of amendments, new standards and interpretations
issued but not yet effective for the year ended 31 December 2013

BEAMBRRTEE  SESHMASERM
ZREBE_ T =F+B=1+—HLEEH
REW  MRBEAMBRRIFAOBIINNE
Al o SLERIB BIFE NI T AR AN ERN
BB -

Up to the date of issue of these financial statements, the HKICPA has
issued a number of amendments and new standards which are not
yet effective for the year ended 31 December 2013 and which have
not been adopted in these financial statements. These include the
following which may be relevant to the Company.

L NBRIEC #RIIB 60 E 5 R £ 3
Effective for accounting periods beginning on or after

20141818
1 January 2014

(BEGETER) $325%188] "EMNEEESMEBOIE
Amendments to HKAS 32, Offsetting financial assets and financial liabilities

(BB BHRSER) Fo%% "MITE, RE
HKFRS 9, Financial instruments Unspecified

ARYEEFBELBETHYNBRBHBHE
E-#HEBAARL  ARIBE - KMELE
SARTREREXEFTNINEEXRERY
BURIT

The Company is in the process of making an assessment of what the impact of
these amendments is expected to be in the period of initial application. So far it
has concluded that the adoption of them is unlikely to have a significant impact
on the Company’s results of operations and financial position.
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