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st B ge8d HES FoHh o] MoA 58 S5-Il FSAR
sl F A Y2 (principles of businesses)} 4 (rules), 5714 (evidential
provisions) @ T+ 2F(codes), A& (guideline)S AAY 5 J= IS Hq
st

FSAL FSMA 2000004 Sofst Akl o)A ¥a 742 9l=(egally binding)
2% AU B FHS ARG, FSA FEFA 3 9UEE(Business
Standard)o]] =3 2 4 4FE UYL (Code of Business)= oH
5} Itk COBs(New Conduct of Business sourcebook)o|A= ] g| Y Au]|x}
£ Ao 2 sh= ERR o 3t £ o] nAE 1 Qlth ICOBs(New Insurance
Code of Business sourcebook)o A= FAF2|Fo]9lo] AR} A 3
S FAstaL 9tk $HH, MCOBs(Mortgage and Home Finance: Code of Business
sourcebook) A= E7|X] 9 FEIAE wufjel IHE F2o] Ao Qo
E3 T JHEFA= CASS(Client Assets), MAR(Market Conduct), TC(Train-

’ s

ing and Competence)of T3+ &S Z33FIL Q)= CASSO|A = A9 A4k
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2 S HFek #ste] Fg71H0] Edtoiof & RS, MARIN = FH
Ao A 2 AR d-E(market abuse)® 9] AR FAAH S H3 H&S
A S871BMLEY T4 9 99 84 55 FAsL St

FSA =74 5 9874l (Redress)tH 8ol A= &B|A 8o #HAH 4
) (Dispute Resolution)o] #HE &S G St o7]oA= AH|AS] &
A2 & F43HA A 2(Treating Complaints Fairly)dh= H oA F53foiof
3 A YRES AYstal 9oy ol E-H 2l FOS(Finaniclal Ombuds
—man Service)®] AH|ZAHERIA ] Hxto] B/ AFE AL YTt

FSMA 20000] ZFEA F= F68d G52 FAH] A HEo2A

"Consumer Credit Act, 7} Qith, o] W& fFA|t /ol 2uhate] 9o H]

BN

rf

Zol B u 2 AHENY H8L We BTl Hol Xy glon)
FAANHC]  FENWOR Hol gk W, FgRAWe] ofd Quhy

(general law)o.2A FFAHAESTL AHE HEZLE "Unfair Terms in
Consumer Contracts Regulations 1999, (UTCCRs) ¥ "Enterprise Act 2002,
(EA02) 5ol et & WY Ay B 9= FSA 3HAH AL 20029
& oF(Concordat)S A 283t v} Q).
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Ch. SSAHIRIESHT 237|2

F= B EC] T U A=r8E s dSA(FsA R T
53l ojo] wel ABAHITYPFE FEAFHLE GUSEHUY. TS
TEAHAG ]t HiF olsiAlAL B ANAESISE FH o= 1997W
o 4dd FEEsAS7ITFEA AU WSt LuAES 7] 5o] ¢yt

8) %, 24, 2) GFUE B2
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AH|RE] e F1 Jlon o AnAE AL 24 HAded S84F

9) 5 WAL oIt FEAUL TR WAt B =, HolF FgAuAY AN
AR A=, AEHY AR B2 TR AYWY S vefete] AYFEL 2
REESUERERE AR AL

10) 204 FAASN U ol FAsH: Rolv), B3l £ T FgAHYE DA}
oloi3t 918 ALE 4 UES sk HW R P LR CLEREY

1) FELFLRY F UGS AL - A% Sol g 1244, F3Yu YToE P, T§
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SIEE Sk Qlrh13) oHH, ol FAt BARS 197999 2y it AR H oF
H 5 9l 3](Deposit Protection Board)o] o8] #e|Ee o FREAE o3
o|FojR 1L §lom HH7IYA ] tht HARE EH7IIAE T 93] (Policyholders
Protection Board)®] 93] #&|H+= EE7TYAESA|Zf 23) o]FAX L 9]
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12) S840 BAAEE EAAL 10T 2 3Uate St AHg HAFsta 9o whet o)
4 8- TR HASIEE st S{,\% The Financial Services and Markets Act 20009
o} o] Hopd HAAAEE FFE 9Y EAAAR ATEHUS
3) 574 A= - E?'é] EAA BA7|H 5 shvtolm] BEAZAKFA 7|7 A7 W 28717t
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of England)®] A =5}t 23PP3] o] FE5o= A HH A4 o|Fo=
P2 7 23 #F E24E 27T 5 ok AFFEE 23 9A 49
w33 o A 3= AEY

2H|A}] AAER] B33 9 19734 A" 24
A A (Office of Fair Trading) AH|AF] Helof Qiet= AP A -
A, SRR A 9 B AR EE R Y 2AE AIFERA] 59 75 473
3t 3t E3F Consumer Credit Actol] 97 AH|RAILA S EFHANE

A 9 AEE S YRR Sustn g
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3) Myt

7 I 2

Ayttt 20008 ool = RR7IAI 2 B9 AEdL FHFAISH]
Ao E S HAle AETATEHZ Hol 7] 2ol A AnAtE
S AHEER o] R T T AuTthE 1996 Ayt Se4td
o E EHlete BAadE2A" S P s 23 2 Eo M2E =6
AEALE B AHARITALES FYAZT, 20019 SHEFLHAES

2t

=

=)
B
A

718 F8AH| AR S Y (Financial Consumer Agency of Canada)o| A& =%
I AYAEEZE AYE 233 Al didt 52 2Me] "Ombudsman for
Banking Service and Investment(OBSI), o] WZ&&gith.
SHAETE 93 M2 HAE w2 v=ites gy 2 HEY AN
glo] 2 71E dRl9 55 T8t o|FfA L et ETelu 10| U=



2E)AY B9 WA FEIBRRY BN 2Ho} SRAWAEE WA
o g3k Flo] LutE WAfo|u] of7|eA] HESA £U B SloIA TE vh}

2L AR SRZWAEES o83 4 ot BE 28 U 28 Y3 (Retail
Associations), 2|1 AMPgEe] e AYH AetalA By U o2
BlAHE ol ofste] A AuAEE He)7| 78 FEE Hof gt F4%o|
oaiq AYE Fe7IEel AL 24 FRR) W] e AN 2]
e el A0 E ol §folo T,

Li. AH[XIESZEHE HE A7

Autte] A2/ 2 BESAY g 4uHEEEFE Bank Act, ¥
"nsurance Act, o] WAIE o] Qizut, oZo] AWARA ot AW T

7B &I gon B 2HRY 2uARERA YA E FTL A%
A,

"Bank Act, oA Av|ARE S| W3t H R3S Section 4495-F 4537}X)
oA HAF 4 Ut} Section 4502 AFYH]E, Section 4532 Fi T F A
TSF ARFS #4359tk "Bank Act; ¥ Insurance Company Act; Q)
HIZIR & FA4L BH FA9] T3t #74(Cost of Borrowing Regulations
o] 33t #7 (Notice of Branch Closure Regulations %),
HIF(Insurance Business %), AF3& Y-S AH3 HAt
(Public Accountability Statements 5), 8L X 4o TS HF(Access
to Basic Banking Services Regulations 5)°¢] TtH<(E 2) ZA=XR).

H, B, SEAHEY 2 ALFEEEY 5 TR Yoo HAHE 25
7HES TR BAYEZ Yt 455 et dE =9 QuebecT Y



V. Z=9 F§2H2Es Az 9 A3 71
BIAEQ] 7)19Y7]+= "The Act representing Market Intermediaries, section
17,9 o3 FAE Tt o] Hol &5t HHUS st ofH 5718 = 28|AL
A gE AFTWE AASHE Aot BA EeF shal A vl 7127 9

ot Ake AU R 108 ool HEFHAF FAE Sotol H2 ¥

(E 2) 7t Aol BEE AHXES xE
Bank Act Insurance Company Act
+ Cheque Holding Policy Disclosure Regulations | + Complaint Information Regulations
- Complaint Information Regulations + Cost of Borrowing Regulations
+ Cost of Borrowing Regulations » Credit Information Regulations
¥ A4 | - Disclosure of Charges Regulations
- Disclosure of Interest Regulations
» Disdlosure on Account Opening by Telephone
Request Regulations

* Notice of Branch Closure Regulations

PR 2 Notices of Deposit Restrictions(Authorized

Foreign Banks) Regulations

» Notices of Uninsured Deposits Regulations

-,
gz o

- Insurance Business Regulations
- Prescribed Deposits(Banks without Deposit

- Public Accountability Statements

Regulations

A3 A Al Insurance) Regulations
- Public Accountability Statements Regulations
T84A | - Access to Basic Banking Services Regulations
&

14) 718} A BH F4 S ZA] index-linked Deposits Interest Disclosure Regulations, Insurance
Business(Banks and Bank Holding Companies) Regulations, Disclosure of Interest(Banks)
Regulations, Disclosure on Account Opening by Telephone Request(Banks) Regulations,
Index-linked Deposits Interest Disclosure Regulations, Insurance Business(Banks and
Bank Holding Companies) Regulations 5°] 9t}
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C}. AH|XIES 7|7

Autthe 20019 QAPE ToA YU LH|% BIATE Fof Fhte] £

H F84H| AR S Y(FCAC: Financial Consumer Agency of Canada)2 A

Sttt 1 F8 AL T Aok A, AT Y F8718 2u

B3 A ¥y S5 o1 E ERlst= Aotk EA, 87139 A4 dF
7% (code of conduct) =4 AHEE HYEHI= Aojtt, A, AB[RSoA

§71Bato] Aol qloiq 2ulApEe Weleh Agde] e HBE AT

190
a8
oIt 15 YA, ket a8dES 2 oldstl 23S T 5 A== A7|HE

Stal AWAQ AH I o] AlFEH ¢ JEE 3= Aot}
Z3dy 9 H=AdHEo| A Investment Dealer Association &

Mutual Fund Dealer Association 52 @35 &3 ALSFAAET} A=
s,

Autte dBAFR7E A9 S5718o] ot 2HAe] S E A
A A RZNE SR Qe 23 4 A E BUAE el
A& "Ombudsman for Banking Service and Investment(OBSI), & ©]&3%
4 ot A%RE 2 4RuEINe] GE BUAAS AL Canadian
Life and Health Insurance Ombudsman(CLHIO),& ©o]&% 4 3t} 9,
A2 E | 2Y AT BPIAM g E0AEE YAl "General Insur
-ance Ombudsman(GIO), S O|&SI=SF o] Ut}

15) B29] FCACY Consumer Rights and ResponsibilityS &=
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AoIA FAY HlF, £ do], R EY] PR (egibility) B o]3]9] g
73 (Comprehensibility) o] B Hx2 AMEEIL U}, o] F o3 §o]A4
o oAM= e FARY A Ak (awareness), AHE Aol(language), EF

— T

W (presentation), % (context)9] 4ol wet g2t 4 ok, 1Y AR=

k
>
lo
rL1L4

0
ol
N
)
e
rr
N
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24A9] o (intention), WH LAY, QA LAY @ oujshi uhE
BE vhefstolof 5t7] o] olelst AEo] olsgel 4 WEE aolow 7

ol ol TAE AR Hol A, wu) A L o) o]
BE o|goidol & WAAE AFE AL Yk AN 2u|Z7} )
S FES ARSI o|3HT 5 YES FAT 2HIZe]
HES Bofat7] ool ool Ao} FolE BIsI 1A
2oL AL AR o) AML Yokl =eFT Yot A= W AP
ACEA 9] A9 APTE A o) Fo] o Fo| Au|RjelA $HHES s
ek, Wl FolE B2 UeF B BHRY YA A% oRofAm gAY
ar|zel A 427 J4HL Gk ALE oo Wit A5 FuATL
2753 o AH W FREE )4 AT TAY A @ golgo] 47

22 FAT S YEZ I WET FHL BFolor T BN AT

H A7k vl AR ARAERT G AYRA Hk T
A Ao B HPolu =9 Zho|EEiele AR|AE o g AR of A
WAS 4 9l=d], o9& "Truth in Lending Act, (Consumer Credit, Credit
Card), "Electronic Fund Transfer Act,(Debit Card) @ 'Truth in Saving
Act, (Savings Account) 5= & 3 %t}
ojZe MESS 53] AEAFY FA o B 2¥¢ES £ Ut 9
i

=9 AEAF ol tiet #AdA= dvll A, o Al I Hol ¥
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ASH AGBAA 92 del= 7718 JTA S8, AFBY, F717 olny
2 BYFAY Sol tstel FRY AFol o|Fol Aol Gt EF WPATo|
w BAo] dold A o) Ree] tHAE FRATF Baste
MY £ Y0 g I FHo) YolH AAA} ¥ BYH FA a7
S 33 QUrh BANA HelAL ACE L B TAMF olH Al
29 g BHHY 2450 kol & Y 5 YES FA(highligh)T AL
275w gieh, B3 vlde] BFHSPE olPA 2ui2e Hel L o] 3
2 U2 5 YLstE B So) YT BaKel FAAE FHkT Ut F
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FHGFAS AABEL . O YEe AvEd 2Y5d A= 1029E
HEoh A7 o= A, Folet AN AHEA 28 o|Fof 7] HiteE &
A, FA O A FAF 4% widY 24T A ol 2 HH=H
& Foto] AAHoR PR Hol=% & A Fold.

oo PSS Yo tidt SR, MBS e 3 4% 2588
e 52 FAA Fe2H A AiAe] dis w2 vERES dAH WY

£82 wola Aok WY Sl wE ¥ikgo] &7] HEol "Consumer
Credit Protection Act; A< U]ALEH| LI R stojF 2 HHFEE T
2E 2d e UEEF Fo2H 4 S57IdE0] Hol fulsEe FHE A

A REF St H EES € AEF AABIAG. ol oEste] A oA,

i}

|

O

FHE Y FUSS US & UES POA FEIIVEY Yo 248 ur}
L0o|35}A 3} th(Compliance Assistance by Law),
Ct. EU 27t

199349 EU Z°KH(Y™ Maastricht Treaty)S T¢H @Y FHARS AT
of YojA &HAEZ Y FaHe A2 :
o] 7198 A& aFskal Qih ERF th 9| Directiveo A AxH|#bof| gt
AEA Fo] et 23S Tt Qe 19939 FEE "Unfair Contract Terms
Directive, 4= A9 FAlo] oAl A BE 23 iy elrloAs Aot
A7t ELX}QE]‘H U= BF %013}—1—1 0]6]]?___. T e o= A4 Eojof st

0 2 FAFEE A A5t Qo

=9 75‘—‘% Banking Code ¥ Mortgage Codeo|A] AH|A}9}o] F43t A

£ A% A Pl digt &S AL 5HE A (Review Body)oll
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o Wit E4 ARV BUHTYE L JAEES 85 e Ty o] 7|
oM auAETE A = o AA A2 gl

3) MAREuLEZ

2o M7=l ZetolwAfof g HES 1980 9] OECD7} AA|3t=
A DA ZAE T o o]¢h &2 o] A H WA= AFEI=Y
dof wat AJAPEY 3, A2 2 T, old H 2R FHOR o] §o]
GOl AL EZE o] whE} AEA Y FEAG O] hFEHHEA ALY HF 9
g Ao| =olz dl 7]QlstaL ¢lt}, OECDE 7H¢l AR 427 9 o] &1} 73|
A 874 F&of digt Y2l st Jedl, ole AESFHY A (Collect-
ion Limitation), Ho]g A2 §X| 9% (Data Quality), &4 2] H&3HPurpose
Specification), ©]€2] A|$H(Use Limitation), QHZHAA](Security Safeguard),
27§44 (Openness), TA M9 o] B(Individual Participation) ¥ HHH
4 o] 87|39 U (Accountability) O]t}

gtH, EU(European Union)= GY AH O 35 H&3HA 17] s G
A =7h) 352 A A A8T & e w2 oY NIBEEDE
9%} Directive® AQ3HA Hglth, 19909 7€ EUL Draft DirectiveS A4
St 19939 197HA] 3| Z=oA MEAA 975 Fostit. F3 7]y
M AR 2FE A 5 e 2EAA ME
% &E3taA st HlolH FAH(data controller)
< 3A7|8 SEFAY W E IS5EE st itk EUR7E 5 7P A
2 Lo F AL oju] 19780 HIAEE =Y,
P 198430 TEAES =5 EUY Directiveo] 93t © o] ¥



=32 AYPEE T35y Aol Fall A== ol 5 Bart 3o

ol i EH, 2FY 3, AEI =52 AR, A" A=Y 2o
et FE7F ZE ofof fhthal Fgstal Qlrt, E3F EU Directived] F4° o5&
BUE st A7) fste] 2AMES, AGET H ARbARo] i A

T Sle 5YAQ A=718Y AR a8k o

deut o]eF 22 ZZHo|x Wel ¥ F5F st MBPAEL = 4 A
Ut 5 HFE=7 A 2 Aol nj=o] B9 BE HoA gutzos
&2 & e HEY AFoIU oge ¥ &5 9RE RYE S FAY
T e SHAY 7S vhEska QA gk Aiythe] 79 OECDE o
wteba 198499 7hoj=giel S HEUT RS S5718 FIE0] ©f 7tol
ZeRelof] oA P57 (code of conduct)S THETH 1996V o= AR,
AE d AN 159 FE-H o2 vttt FF2F I (CSA: Canadian Standard
Association)7} 107}4] /AR E T AZ]Z A AR CSA Model CodeE &%=
£ 39 7)o o] ZF 6718 9 B = FeAEE MAsAY s
Aok 22U Ayt b e B o S7ke w7 R ARl B
F e RIBEES S 943 HEAYLS o|FFH U (Privacy Act, 1983)
, AHA71e] Hskal Qe AR taiie AR QA9 HE
Aol o] FAX A eFATHE, Quebec FolA& AHA 7| To] Eastal Gl 7H2
e gt WEAC] o]FoF). Murhole CSA 2EY =YL F}ho]
A el F3l9 fY5gel AREUeH 74 g5 ol2gt FeFLol #F
ol MAFEREZE AT AZHAAANE FA8EL ik, &, o]ef 22 7ol
ojfojd & =T ZF YW vrgstar Qi

EUY DirectiveZt Z|A|3t= Al A& Bt AA|5] A4HEA o33 2,
AR, S FHHP SR o|F oA H(process fairly and lawfully), 4,
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rlo oﬂ, ﬂilo 3:0
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B3] A9 FTCY EF3AAHN A AdHEo] Holl BAIH UA=
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A2 AL 20024¥ "Unfair Terms in Consumer Contracts Regulations
1999, (UTCCRs) ¥ "Enterprise Act 2002, (EA02) ¢] H3fof glojr FSAS
OFT Ztofl &(Concordat)o] A2 = Ut

& Fokol| oJA FSAQ OFTE UTCCRs % EA020|A FAE Aol thgt
oo EaiA 714l YRS AA H3led olE AvEY it g Be

olfe7t 7HE AAT XA do] AYHES kYsta FES 95ty {5t
At Aojsta Ags Fstojof gtrh, EF o] Fokoll oA A A%
HAE E34 A 240 et AEL 7B AAY ZAE HHE B¢
Adita} Aojstofof st JFA MAYY FA A<l Y-8-& Consumer Regu-
lation Website(CRW)2t o] YAato|Eof FRstofof gt} of&a] FA =
A=F=9] AujH(Home Authority Rule)e EF5to{oF g},

5 @l 93t OFT and FSAY HY9| BPgE§S AR o33} Lt}
2tz (& 5o EAE AT AEAHA AAXY EFZAN Ak 24 #E

ol



V. F8282 B3 glojq #dd 101

=g TASIEE Ho] Qtt £E3| OFT+= "Consumer Credit Act 1974, 9]
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A% 2o $HHES s 9t
(& 5) FSA U OFTS| MUEct 48
FSAQ| £t A= OFTo| &%t AE
* mortgages and the selling of +second charge mortgage loans
mortgages

* insurance and the selling of insurance = buy-to-let mortgages

* bank, building society and credit union | *Don-mortgage personal loans

savings accounts (including credit cards)

¢ life assurance
° pensions
* investments

* long term savings.
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T4E ¥ FEY SF2WAEE 7L itk Hollde o o= =71
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A ThsAo] vl o, IERE ole} o] Ry A vAE F5HAS

HEE A7) SIS MAISREE 2D F471%Y WA Aol e 49,20 2z

A4S AT & e LHAESAA Y digE A7 Hevt ln B B
LANNE FEeREAES & dis) =9 AHE FEvstel vjuge s
A SEuEhe] SEAH AR S A A v AR diehe 2SI,

A SRHAES & gitE Fet] HAsiA o= A e £-2
et SRR e BUHE) £ 2, FAEGE A4 5o HEA =%
AHAED ZRAES LIPS 5 Qe BHo| Ysitte o] FHL = A3
HAt. SEAESE A% WA, I7HEE A LHAETA S Y, 4=
A9 wE, S5713Ad A 2 AEAEY A4eE, T AN
384 3 74 A =8¥= 59 "ol AR =l vlsjA mlEsi,

B3 a5 a=dolA F=9 FSAE WA vtAste B2 BAE FAASAAT
FSA°] H3f Ee Fxe} o2& 7HAA] ot WHE oAM= A Eof
Ae dE & 4 e, ol FREOE L8AES FA7F S7H1ER AHdofA]

HEEHIT YA xsto] =AY HiEdoN T2 93 7] flgez

21) 2HARBEGS Yol PRI 2L ooyt WAL B Hof Y24F BAY
e YA Pzl o Engolgtn & 4 Ytk

22) F471%e) ¥ AYS et TRH o2 T PYiel B4S A9 BAS v Gy
ERHY 5 ek, oS SW ABY T SlojA AFH BTN RYAL AR
Aze ok U9l 28T o) F8718e WA AP wr EYHo 2 B PAYSH
She 4971 @ olth @, of A% F71BY WA E5u$S kol FHARY TAS =
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23) £|ARE 45712 WY ARVIFY FSAL o) D FFACIT SECY o) Rol P
o H2E B g A % AU v ERHOE ¥ 5 Yok, 1ot 8718 39

A9 Fol L ARFAYAE HS + Ut dwo] 9eS Fstolo} Tk,
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AHA, AR EAF olmal Lol FTFFATY, 2008,
ok9l 3 rogjo] FGAME FA| - BT 7|ZA A Bt A7, FTFLATY,
1997

ol & - ol4%, FHIA EFAAH dE AAAAL, T=aE5ATY, 2007,

A=, TP A,, 200610 39,

)

R IA 5, 2001~2007,

Soderlind, Steven D,, Consumer Economics, Armonk NY,. M, E, Sharpe, 2001,

Controller of the Currency, Banking Laws for Examiners, December 1998,

Financial Consumer Agency of Canada(FCAC), Annual Reports, 2001~2007,

Financial Service Authority(FSA), “Informing Consumers: Product Disclosure
at the Point of Sale,” Consultation Paper #170, February 2003,

, Annual Reports, 2001~2007,

General Accounting Office, “Bank Oversight: Few Cases of Tying Have
Been Detected,” GAO/GGD—-97-58, p.4.

Simon Bailey of Social and Enterprise Development Innovations
(SEDI), “Why Financial Capability Matters?" Synthesis Report on

Canadians and Their Money: A National Symposum on Financial
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Capability held on June 9-10 2005 in Ottawa, Canada,
Task Force on the Future of the Canadian Financial Service Sector,
Change, Challenge, Opportunity, Final Report of the Task Force

’

September 1998,

Empowering Consumer, background paper #3, September 1998,
U.K. Conservatives, From Crisis to Confidence Plan for Sound Banking,
White Paper, July 2009,
U.S. Department of the Treasury, Financial Regulatory Reform. A New
Foundation, June 2009,



5 D 9= FSAY SEAHARIE A% BF 4% 145
(BRE 1) 9= FSAY FSAHARTE 93 S5 A%

1, FSAS] 2gAHARBH] 93

m =9 FSAE id FEAHAEEE YT HFE FHE(strategic aim)E
4R olF AHI WL 9
©20039 =0 = et 22 F 7HA A ExE 44
* consumers are better able to make informed choices
* achieve fair deals in their financial dealings
- 20049 B e BEES 54A A% $Aolet mrt A9 Ao
3 ANAREE ofEdt A WE TP A% AAZACE A%
« &, BEH Aol 57] FAE ARt 2 AEHE 4 4 9l
% sfolof stvl AB % G GloH Au2TFAL} 2617 7
o EdF2 olE AER o|F sy AeiMe et E2 232
o] $FE & =T HFHo| £HHI o|Y = oo T
* a2 27 1 3T E TE o U] HEiAe B 2 283

HEA|Fo| o]FojAof s, Av|AE AH|ZF HEHE YT gl

O

* AHAFEA 22 0 SR A WA o] AL ol e
HEIL AF =] 3, SASHA di-¢3te] Fofof 3tal o H AH|A}:
= SA|, I3 JEoHA A Eofof stH, LuA}E Folos
€ 497 FASAE Ffole A9 YHRAZ=A7} o] FoiAof o
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©2005H % o] Fol= A Exg “AHATL T4
£ T 9F= Z(Helping Retail Consumers Achieve Fair Deal
I o 22 47HA BAE AR

* Capable and Confident Consumers
* Clear, Simple, Understandable Information Available for, and Used

by Consumers
* Soundly Managed and Adequately Capitalized Firms that Treat

their Customers Fairly

* Risk-based and Principle-based Regulation

m 7|E =
* Consumer Help Website +=

* 2006 HE “MoneyMadeClear” brand site <%

* Consumer Helpline AJH]A A|F
*FSA ZZA Wo AavARES AYHEAZA “Treating Customers Fairly

Division” ¥ “Financial Capability Division” < A X
c 357189 v R gt 3T PF ARE FE Conduct of Business

o] LuRtA =FHT I

=hi

e
U
ol
alo
N,
[

A=E 9
s E
AE AU S5 NA HsE <
A3l Fact SheetE Hf

» 2uA5 N 2

A& A7 ATA T AL7l A3fA

al
[¢]

3
4AE (step-by-step) 7}O|EE A

o3 Ze 4UAE AYSHE 4F 2

@ MoneyMadeClear YA}O]Eo= t}2
£ nhd

=2
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cAEHl et AEAEE A Y 4% U AT
* Compare products, Check our Register, Financial healthcheck,
Budget calculator, Debt test, Loan calculator, Mortgage calculator,
Pension calculator, Stakeholder pensions, Parenting calculators,
Free printed guides
cEY 4F F8dES Acke ¢ nhd
* Bank accounts, Credit cards, Equity release, Funeral plans, Insurance,
Investments, Loans, Long-term care, Mortgages Pensions, Retirement
options, Savings, With-profits policies
c &AL F5EEse Ad
* 712 988% A4
~> Get to grips with your money, Are you covered?, Saving for
tomorrow, Getting financial advice, Making a complaint, Staying
safe against scams
* QY] Fagt At diH|
~ Starting a job, Buying a home, Starting a family, Living on
your own
+ 2ol gy
~ Retiring soon, Managing in retirement

cEFAECIY 67189 EXE o] tF F AR FE

2. SAAE

W 20041 FSAL 27]%) @ A4k AHES] i3t “Key Facts’ 2 Wals

2AE A%
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destetE A 2ol A d¥ste AL

| 2t3 e ARl dajMe FaHAAE
BIA7E AgEel tid AR A H2E
s AEAEO] AEe U W o] EAE HET

ol WiZzstR e FerldEc] AEE
=% 3

AyZo| ztq1

D{kl

%

A 2EASNA HH A3

B E% FSAL “Menu' g EAE ANRORA 2B|HEoA LA H Ao
et g7t QRS 24m ARl dal o X o 24 AN
ColRe AFAH LY SgRE ofwaof sHtel] Hhal AW F1 4 A

B0 gt feEAEHES oA9A ARET Blad Ad7te B
AEE A

W EAAFE ] o] AL ghEof & A QA (key feature) S A0l HA]
(Key Feature Document: KFD)E AH|Z7A] A5 A 87

- 12} KFDO AH|Z} o]f 57} mfe AR Hol ExFAFZ] thalAl
“Quick-Guide” 29F A|EZS 7fut
cols &

2718 TYsb] Aol 2uA MEA TSl F FAT AL

=

AT 20| YES FZAAE T AORA Buh A KFDYA Quick-

GuideE &BAbO|A AL AS 87

7| ZFF deiH e anREoA vl A

A& disiA A
A AAE ATH=E 875 5.

Z3tA Y2 (Suitability Principle)

FAEC] Wi A2S g W DA fujRe)A Aot AdE 2



(FZ 1) 9= FSAY F5LHAR

e AL A 22 F A AAloA B 5EH AE SOl 7Y AR AE
2 Zejop oo o) 1 AHEo] AuRolA AV e AUNE Aale
F A (suitability letter)E&

ar|zpel A Agstolol &

3. 7|e} &H|ART o|g

m Aujzbo] ofgt FAH-(TCF: Treat Customers Fairly) =2
© 2004 7¥ FSAE= “Treating Customers Fairly: Progress and next
steps” S MEAZA TheT 2L AL A

+ % ZRAEY 2116 qloiq F§7I8Y A9AIZY Y

de 7=z
* B 3L AFTUAIEET oty AEF,B TV B FHA
a2 F ook 3.

-~ Product design, Marketing promotion, Sales and Advice, After-

sale information, Complaint-handling

* 20054 7Y FSAE “Treating Customers Fairly: Building on Progress” &+

L uEARdd 38789 A%, 29 U 25 5 /9259 RE 29
oA TCFe2lo] Bt = ofof §

* FSAS Z=we YREHA T

#Eo] TCFZRAES FHHoZ 22T

e EHZ2I8S Y

= 3%= (Financial Promotion)
CFSAL 397129 %3 U BEUTY AAUEE ol 99 A4H
2 17

% Zg7|TE0] HE&3s}(Clear), &

A3}l (Fair),
eading) BHLEE H2 A2

Q3R] ¢F=(Not mis-
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* A, TV 3 QIS #EE5 RAMA A7]2 2z o|d Higt d4=
TRFo =N FH7|HEY HEEFA YA 2AHE AAsteS
L

M BAEeR AHET Qe BEe BeT 28,

* 293 ARE 22 A2 & Ho|A] oA 3= A(important inform-
ation buried in small print)

* YRR o] 3| ol HA M %= Z(inadequate prominence
given to risk warning)

* 20049 & HE 871 AIAE AE “Sales Quality Action Plan”

=
©20044¥ 7€ WEEo| T3 dk-2}2l(Financial Promotion Hotline)S
AAFo N BRIt F57|TE0] LER HAR= BEHE tsfA

© 20054 2% 1"7]%—5:94 HEeE7} $Aste FSA7E BRL Jgstn

GALET 5 Yt HolAE o
c9)9h Ze wEe] ABEA 20069 500049 BEEL ZA
1567190 BARE TARAT 1 F BN AL T gL M
A w5 FEstera A4
EAYF 24 QoL AW o] nlgE ulgo] 200499 24}
HAe) 529019 Rlo] 3202 FAHAE
I AEZegEolt £3NE L AFANFS GoIAL B
& Ane 94 2a9e

A=)

E
!

]_

[e]]
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rEI
H
o
1o
[0
-1
2
w
s
[}
—+
¢}
g
[}
B
=
o
=

J0K3E 4= QJ2X|E A3t ‘Fairness of terms in consumers contracts’ S

+2006% 99 2Rl BEHNA T S UAEO] LulR2te] Aokol4
e mde Astzag AN A4S UE

* 2007 1¥ “The statement of good practice in Mortgage Exit Admini-
stration Fees” & 2H

 FE7I1W] F 24RE R FME 22 A

W An¥]zETE 2] 2] (Complaint-Handling)

CZ AjoPE 2HAERADEA gl old FSAY AATAS BE A
A& e FHEZWEF0S)Y AR ETtA Iyl 4% ofFA #F=
ool Uz Aclsbel A 45 B UL 7HE

- 2% A2 A, 2871848 £Y 2 elearning 717 5L ol
FSAZ} 7|3t 2HHES €7 ste & o 2nak STAE Aol

< AT A 29A X AS A
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©20064 3¥ g57|BEY 2HAENAY A =2 € U=E

2EA B A27F gHtEA @ REY I8 X% B2 #7 Fact

+20064 109 9H FA) tulggwAE PHE A
s o] M2 BE AuAEHS TR 1L 24 A sheiof Arhe

*2007¢ A EXRARIH(PPI: Payment Protection Insurance)o] o gt Zuj
HZF(sales standard)S AR

* 2006 = 507] EAS|ALO] gt 2|4 (mystery shopping)S E35}9]

ot 22 Y A7 Slee A

g B Ao QoA A”EE

* oA Yz gl JAASES 2 I

FEAE FAYAL AFAE EA ATt

H°l'

+

* ARA AT, AEAH A
U A28 9 54
£20079 19 27 ANGNA BEIE 2507) B§71Te] AEAHA Y

of Aol g3t 2A] AT WA fEL Tw
« 07 1/32) 71U AAG HuAS ATAT e Ao Eae

o AEAB|ATg Y Be S A Bede T
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* 2H| A} YAO]EQl MoneyMadeClearo|| A PPIo| st HIFE A &2

BE RS Auage A 2uot nefstelol & ARATEL 22t

l

>

.
c B9 ATzl 7 Wo] dUojub:= Mortgage Endowment Policies 2
precipice bondsol| WA= F§71HY ABAET ALY S AEH

o2 BUHYHL 35718 QAN B SRAWES Bl PRE 57

4, F848|A 93F(Financial Capability) 73}

W] FSA+ 583 AS TE7] Hdlli+ 9 L(capable), Qﬂ%h(Confldent)
a7t Bashy oE AL Tt 2e 2o FEHolof drin
AL 0|8 gIote] 4% 2H|A} Y LRAES 3
* Plan ahead more effectively
* Get expert help when they need it
* Buy products that meet their needs

* Manage their debts and other commitments

W FSAE S8 9TEEE AT F7HE- dolM TRt Rokll A F=
339 97} 12 g,
© 20044 5¥ FEY9HF HAXS A|AgE “Building Financial Capability
in the U K.” 9|4 FSAE A9 FAAEE 4%
« 7T BE9] working groupE FASHY 5 I5E°] 2 7k&H 20049
9¥ Aujus 714
* FSA%}S] EB A2 A Financial Education Group, BBC online, Financial

Services Skill Council & & 4 Y.
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‘FSAL B AYBW] TLL THF 4+ UEE BA BT
25 &Y

W 20064 39 GIARE FEPATE 9T vlolxetal AujolE 4N
(Financial Capability in the U K,: Establishing a Baseline)3}%+=6|
A= =t 22 BxE 4%

* People are able to make ends meet
* Live within their means

* Keep track of their finance

* Choose financial products

e Stay informed about financial matters

W 2006 3Y A& EZQE X2 1 (seven point program)S 55t Z2-
BEHZ working group< 74
* Schools: Learning Money Matters
* Young Adults: Helping Young Adults Make Sense of Money
* Work Place: Make the Most of Your Money
* Consumer Communication
* On-line tools
* New Parents: Money Box

* Money Advice
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[e}

W 20059 F AB]ARLES] OJAbAF(Consumer Communication) A4S+
* FSAY] AH|ALAJo|Eof 2wiulAo] HFE
S AL 24 B AR g 3B HE

* 28| R ZAE (Consumer Contact Center)o|A+= 230,00074% AH|A}

 SB|RO|A JHE AFS

A AL AA

L g A2 Aoz g1 22 Al 714

* Mortgage Laird Bare : 110,000742] H-&

B71A o tjste] w]HFA o)1 7]eF Fol(jargon)7t §le HE AF
* Pension Made Clear : 14,00071¢] H-&

o

> gEo] H7] Aof| Al dedEE HE

[e]

* Money Laird Bear : 28500042 ¥

=
o -
- Ao 3L 54
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(3F 2) /JYt} FCAC(Financial Consumer Agency of
Canada)

1 4349E

@ 20019 Financial Consumer Agency of Canada Acto] &|A3}e] A
19989 FELUAREE AT AR I Aol Bashtt gaa
Foo) 728 wolEe] 4
Fgautn o] Be A WIS 24 olF YN FHULL ALY 4
Ae 71Her 49
CawATE BRE Auol o) AES Heg

ME 259 4% 4B ATl 3 9Ft 8.

.1

m FCACY] 222 37 3749 RAZ o 9,
* AH|A} 18 9 E A (Consumer Education and Public Affairs Branch),

Y F4 - = E XA (Compliance and Enforcement Branch) @ &5 A

) vz s W ooed e 42 99

cFE718Y anAET B UH 7, 4F FELE E Afuj2o] #
g A4 E A7) A FEAE AE2E A

« ZAL 9 Auo] & 43

c ujtjo], FCACY] YAtolE W ol TAR T2 T34 FEE wj=

* A+8]4 IF(community group), F3|, 7|8 osjHAASH HF

c 2HAERY A nf @ AES 9t SAEE L (SR YT
o F3E5LR)

[
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« 2o RARe] Ao B WY 24 IR
AR SEO ATBe] B WY E4 R
« HE o] BE Y E4 R

« 719)%7)

*FCACH] B3to] 2ulgolA] B2 A

s F571He FAAY tigt <A (Public Accountability Statements)E

g
cHqtEsZIdde st F871RE0] ol B EevtertE g4

2. FCACY 8 A3}

B FOACE 2H]%} B&E 95to] ThgT 28 ARE Wikslel Wxdt,
* Opening a Personal Bank Account
* Cashing Your Government of Canada Cheque for Free
* The ABCs of Mortgages

* The Cost of Payday Loans



158 FE2UARTALR] 0 ol A4t

* Credit Card and You
* Cost of Banking Guide
* Savings

* Service Fees for Credit Cards

W W7HE “Credit Card and You’ of|= o231t 2+ A&} (Booklets) 3E3H
* Getting the Most from Your Credit Cards
* Your Rights and Responsibilities
* Managing Your Money
* Playing it Safe
* Considering an Investment Products Tied to the Stock Market
Performance
* What You Know if Your Branch Closes

* Tip Sheets for Consumers

3. Voluntary Code of Conducts ¥ Public Commitments

W] FCACE T8718E0] &HARTHH HRd oyt AA| 4oz A 2h&

3552 (Voluntary Code of Conducts) ¥ #2 &<F(Public Commitments)

W F471 050 ALHOE PEENS FHYORN AUAREE AT AL
FAE B RS then 2L Aol UL,
* Canadian Bankers Association Code of Conduct for Authorized

Insurance Activities
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* Canadian Code of Practice for Consumer Debit Card Services
* Code of Conducts for Bank Relation with Small and Medium-Sized
Business

* Principle of Consumer Protection for Electronic Commerce

T871850] 54 & (Public Commitments)& 3 W& o 22 A
ol 92,
° Credit Cards: Unauthorized Use of Credit Cards

* o]l FHAIGTIEARS Y Histy 8780l HdE FEE + e T

Aol A greft W&,
* Guidelines of TRP Maximum time for Transferring Deposit
* ol gAZ oA o JlolA g AE= AE £ AS ST A,

* Low-Cost Accounts

(o
qlif

A

ok

* AL5F0] o8 + e AH™
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* On-Line Payments
* 2l S0l A F871de] FES WE
* Plain-Language Mortgage Documents

* BAXNNFE AT el 48 So1F 2 AL k& Y8
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FZ9 A& A (Enhance awareness)
cH|tolo 9 k=&F F5te] FCACT} ojwgt 7]#o|w o]F o]§T H Lo
= o8A BfjoF st= AJNTIE dutdiFol & JAY 5= Y=FE FOEH

4B FCACY o] &=E #o|=F =¥
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M FAQ(Frequently Asked Questions)
*FCACOA 2+ Z+E A9 9 £9 5 A HolgHo|AE T,
SHEET A Beld AAZI5E BRee A Baw Rl
g8 98 7% 4 JdES T
FA| o (Keyword), 7FE|aLe](category), A&7} 1L8](Sub Category) = AN
'6]- %Ei zﬂ—
Colot 2e @MY 3
(Latest Added) &2 2

MY = (Most Viewed) &, 5=

oo
Mz
rE]
2
°
i)
o

] HAr}o] E(Website)

c AEAY source2A Y FEE 4TE T o UEE FARIE HARel

* YAtolEo| th33}t 22 Interactive Tools 2o 2H| 4u|27L Y&
53 45YE Foio A2E Y5l ARE 2 & JES &
* 2004 FCAC Quizzes
* 2004 Cost of Baning Guide Interactive Tool
* 2004 Complaint Handling Process Search Tool
* 2004 “Credit Card and You  Interactive Tool

M MasterCard®} &7 Plain-Language TZAE 43}
c e GO|ZEAHEE SYPFOEA FFA o] BET AF E AW

A Hoh & ATEA| AT FsleE

ol

o

W ke 2o 7l SEUAS AR RN WIRRE Yol WEY &
U=F 3tal FCACY diFof Het AA=E =4,
* Canada Revenue Agency

* A S T dFodA TEF 2 5 =S &
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* Human Resource Social Development Canada

* Community Volunteer Income Tax Program
 AEAEST FUBAI|FHE Bolo] TR

e Agriculture and Agri-Food Canada

* British Columbia Securities Commissions

* The Investor Education Fund

* Social & Enterprise Development Innovations

AH| 29 A ¢ FA(Your Rights and Responsibilities)

m FCACE &, WA, B7A (AT, B4 2 APEA) 2 FolE

ARgol 3 An|Abe] ek AYAFE FATL FAAHLEN o]F &

M7 A HEST AT S YR 2T,
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(3% 3) 7y} FCAC7} AY3}= Consumer Rights

and Responsibilities

1, Loans

Applying for a loan, changing your loan agreement, loan payments

When it comes to loans, you have a right to have important information
disclosed to you in a timely manner, If you have-or plan to get-a loan, a
line of credit, a credit card or a charge card from a federally regulated

financial institution, you should know the following:

* Financial institutions are required to provide you with information
about the cost of borrowing and any charges or penalties that may
apply.

* Financial institutions must express the cost of borrowing as a rate
per year and, in certain circumstances, as an amount in dollars and
cents,

°*You are entitled to pre-pay a loan before it comes due, without
penalty, unless the loan is secured by a mortgage on real property,

°*You are not required to maintain a minimum credit balance, unless

you agree to do so,
You should also know:

* the card's annual interest rate;
* how the interest is calculated;
* the grace period, if any,

* the date on or after which interest accrues;
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* how often you will receive your statements (it must be at least once
a month);

* whether you have to pay the balance in full when you receive your
statement, and the interest rate that applies if you don't;

* your minimum monthly payment or how this payment is calculated,

*your initial credit limit-unless the credit card issuer hasn't
determined it yet (in this case, the issuer must give you this
information with or before your first statement);

°any optional services available, such as credit balance insurance,
the charges for each optional service, and the conditions for
cancellation;

* any other charges or fees that apply;

*a local or toll-free telephone number that you can call, during

business hours, to obtain information about your account,

2., Making a complaint

Every federally regulated financial institution must have a complaint-
handling process in place and a copy of this process on file at FCAC, This
complaint—handling process usually includes access to an independent

dispute—resolution process such as an ombudsman,

* To learn more about the public policy framework for the operation
of the independent dispute resolution OmbudServices, visit "The
Financial Services OmbudsNetwork-A Framework for Collaboration"
section on FCAC web site,

* To learn more about the steps to take for making a complaint or to
find the complaint-handling process for your financial institution
visit the Making a Complaint section on FCAC web site, (0|3} A=k,

27} W8&L& www. fcac,gec.ca ZX)
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Abstract

Inquiring into the issues complicating the protection of

financial consumers

Information asymmetry and imbalance in bargaining power between
service providers and consumers in the finanancial industries has been
regarded to pose a significant threat on the consumer protection in the
industries, As financial products are evolving into the ones which
embody the properties with a very high degree of complexity and
diversity, the predicaments in the cosumer protection of financial
industries may aggravate,

This paper addresses the question of how the issues of consumer
protection in the financial industries may develop in correspondence with
the environmental changes and of what measures public authorities need
to be equipped with to better protect consumers in such swinging
financial market places,

To improve the position of financial consumers, public measures need
to be focused on establishing fair trade conditions and promoting seven
types of consumer rights, To achieve such purposes, the two—sided
approaches are mandatory which may lead to empowering consumers
with their own knowledge and capabilities through financial educations
as well as abating market power of suppliers by fixing market conditions,
Also, a new financial consumer protection agency, independent of traditional

supervisory functions of financial institutions, needs to be established,
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