Financial Dispute Resolution Centre

FDRC: WHO ARE WE?

The Financial Dispute Resolution Centre (FDRC) is a non-
profit organisation which administers a Financial Dispute
Resolution Scheme(FDRS) in anindependent and impartial
manner to resolve financial disputes between individual
customers and financial institutions by way of “mediation
first, arbitration next”.

OUR SERVICES

Mediation

Mediation is a structured process in which an impartial
mediator, without adjudicating a dispute or any aspect of
it, assists the parties to the dispute to identify the issues
in dispute, explore and generate options, communicate
with one another and reach an agreement.

Advantages of Mediation
e Focus on Interests

e |Informed Decision

e Flexible

e Consensual

e Confidential

e Efficient and Effective

Arbitration
Arbitration is a private and confidential dispute resolution
process whereby an impartial arbitrator acts as an
umpire to decide the dispute based on the merits of each
party’s case.

Advantages of Arbitration
¢ Relatively Fast

e Confidential

¢ Final & Binding Award

WHO ARE MEMBERS OF FDRS?

All the financial institutions authorised by the Hong Kong
Monetary Authority and/or licensed by the Securities and
Futures Commission (except those providing only credit
rating services) are members of FDRS.

WHO ARE ELIGIBLE CLAIMANTS?

Individuals or sole proprietors who:

e had/have customer relationship with a member of
FDRS; or

* have been rendered any financial services by any
member of FDRS.

WHAT IS AN ELIGIBLE DISPUTE?

An Eligible Dispute is one which:

e involves an Eligible Claimant and a member of FDRS;

¢ is of a monetary nature;

e involves a claim of HK$500,000 or less (or its foreign
currency equivalent); and

e have been dealt with by the relevant member of FDRS in
the first place.

For more details, please refer to the FDRS Guidelines on
Intake Criteria of Cases on FDRC website.

HOW TO PROCEED?
Before Making Application to FDRC

A written complaint must be made to the relevant financial
institution first. The relevant financial institution will issue a
final written reply in respect of your complaint within 60
days. If the dispute is not resolved or if no final written
reply has been issued within the 60 days, you may contact
the FDRC.

Making an Application

e Call Hotline: 3199 5199

e Attend a free public enquiry meeting
e Submit application form and fees

Before Mediation

e Exchange relevant information
e Appoint a mediator

e Sign an Agreement to Mediate
e Prepare for negotiation

Before Arbitration

e Serve a Notice to Arbitrate

e Appoint an arbitrator

e Make written submissions

e Submit documentary evidence

FEES AND CHARGES
Eligible Financial
Claimant Institution
(HKS) (HKS)
Making Enquiries Nil Nil
Filing an Application Form $200 Not Applicable
Mediation Per Case Per Case
Specified Mediation Time
(4 hours)
Amount of claim:
¢ Less than $100,000 $1,000 $5,000
e Between $100,000
and $500,000 $2,000 $10,000
Extended Mediation Time Per hour or Per hour or
Amount of claim: part thereof part thereof
¢ Less than $100,000 $750 $750
e Between $100,000
and $500,000 $1,500 $1,500
Arbitration Per Case Per Case
(amount of claim up to
$500,000)
¢ Documents-only $5,000 $20,000
e In-person hearing
(in addition to the fees $12.500 $12.500

payable for documents-only
Arbitration)

*All fees and charges are non-refundable
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CONTACT FDRC

PN B[ Office Hours:

EFORF - TSR0 (2E—Z 28 E - ARKREARI)
9:00am - 5:30pm (Mon to Fri, except public holidays)
@i website WWW.fdrc.org.hk

242 Hotiine  (852) 3199 5199

mEFax  (852) 2565 8662
z®email  fdre@fdrc.org.hk
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Financial Dispute Resolution Centre

Room 408 - 409, 4/F., West Wing, Justice Place

11 Ice House Street, Central, Hong Kong
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