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Financial Dispute Resolution Centre By email:
Unit 3701-04, 37/F consultation@fdrc.org.hk
Sunlight Tower

248 Queen’s Road East

Wan Chai, Hong Kong

Dear Sir/Madam,

Re: IEC’s submission in response to the Consultation Paper on “Proposals To
Enhance the Financial Dispute Resolution Scheme”

The Investor Education Centre (IEC) appreciates the opportunity to share comments on the
Consultation Paper on “Proposals To Enhance the Financial Dispute Resolution Scheme”
(Consultation).

Financial consumer protection is important in promoting consumer trust and stability of the
financial markets. Hong Kong is a leading and sophisticated financial centre that offers an
array of innovative financial products, services and investment opportunities. Hong Kong
people are exposed to such opportunities and participate actively. Therefore, it is crucial for
the public to understand their rights and responsibilities, and to gain proper knowledge and
have the confidence to fully participate in the financial markets.

The setting up of the Financial Dispute Resolution Centre (FDRC) is one of the key
measures taken to enhance the financial regulatory framework and investor protection. The
FDRC assists financial consumers in resolving monetary disputes with financial
intermediaries through mediation and arbitration. Promoting positive outcomes for the
financial intermediaries and their customers leads to improved consumer confidence,
efficiency and financial stability of Hong'Kong over the long term as a leading international
financial centre.

Among the questions listed in the Consultation, the IEC would like to give the following
comments specifically to the areas on services features and service scope of the Financial
Dispute Resolution Scheme (FDRS) and the revision of mediation/arbitration fees.

Enhancement of the service features and service scope of the FDRC

The IEC, in principle, agrees that the enhancement to the FDRS would better serve the
community and to increase the financial consumers’ access to its mediation/arbitration
services.

The proposed enhanced service features, which includes the increase of the upper
claimable limit from HK$500,000 to HK$3,000,000, extension of the limitation period for
lodging the claims from 12 months to 36 months, as well as accepting applications of claims
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which are under current court proceedings, would widen the eligibility criteria to use the
services of the FDRC so that more financial consumers and financial institutions can have
access to mediation/arbitration services.

Revision of mediation/arbitration fees

The IEC supports the proposed revised fee structure in general, but would suggest that the
FDRC consider fee affordability so as to ensure that the fee level is fairly and reasonably
determined and takes into consideration all members of the community, especially the more
vulnerable groups of financial consumers.

Financial education in financial consumers’ rights and responsibilities

Financial consumer protection should be reinforced and integrated with complementary
financial education programmes.

This calls for financial intermediaries to conduct their business in a responsible manner
providing proper disclosure, reliable and adequate advice, fair treatment and act in the best
interest of its customers. These should be in line with the customer’s objectives and risk
profile, financial knowledge and experience. Also, consumers should be aware of and have
access to financial education and information on consumer protection and rights, while
recognising that these rights also come with consumer responsibilities.

Stakeholders should provide the relevant support to help consumers develop the knowledge,
skills and confidence to understand the risks and opportunities to make informed financial
decisions to improve their financial well-being. Consumers should also know where to go for
assistance and more information.

The IEC, with its mission of improving financial literacy in Hong Kong, has promoted
awareness of financial consumers’ rights and responsibilities via a range of resources and
programmes since it was established. We will continue to work with the FDRC and other
stakeholders to advocate for financial education, create public awareness of consumers’
rights and responsibilities and understand the services provided by the FDRC.

In conclusion, the FDRC is contributing to an important public function of investor protection.
The IEC welcomes the proposals to enhance the FDRS as it would allow more accessibility
and flexibility for both financial consumers and financial intermediaries to access the
services in an efficient, affordable, independent and impartial way.

Please feel free to contact me on if more information is required.

Your fa:thfully, |
Davi neebone

General Manager
Investor Education Centre
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