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AFY AT, HEEDER NI 7VICHERE L7256, FENCHRZ 5 H35IC
£ 53, &Rt > 7 XA~ ~ (Financial Ombudsman Serviceso DL I [FOS] & 35t,)
I TEE P LALTT, M§ e ) Wl H %, 2OHHO—2L LT, H
BEIZL D4 2 TR OFRBERCHDL L) ZeHEZHRD s

(1) &t > 7 X< > oE & BJF I Financial Services and Market Act 2000 (PLF
[FSMA| & ERLT %0) 234 FICEODSERPAET LI LIk >TEY, ¥ —
CAZFHT 2 HEHFIEHEHT 2080 v, MEEIZOWTE, MiesRid
v 7 A< ¥ HP % £, FOS, 'about the Financial Ombudsman Service’ available at

http://www.financial-ombudsman.org.uk/about/(last visited 14 Dec 2015).
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A FN) ATOEMA ¥ T A~ NFBEZ ORI A Do 7261, &
ERE=FL L TRELOWHF LRI LHETHY, 2000 FIZEIFE S,
LAETISFERHEVIEHIHA M Z T 5 (4 EOMERIZ 2001 FI2F 53T
VWB)o AlRELEFOIRILE BIFER T 5 &, ORI RL TWwd P, JT4E
13, BU#ES Y I L > CHBEOBRI RSN THY, EERIELTVL0
TRZEWEA ) Do HRTHHUORES LT, 4Rl ADR il (&E5-EFIC
B BBHIGFIRIFIE) HT2010 4510 HE VEASHTWAED Y, 20
FIZAF) A2 ETIERWEHICE bR, bokd, HRTOER ADR
JEL, MU B OMEDS, WP i O L 72/ S R UL B 25 T L 724
IZOWTHBELESEICOA, ZTOHBIIR S NS (BRI F-fF o T-He
OFHOMAEIZ T 23251 75) 25, A XY AO&@L v 7 A~ i, &
BB LT EEDNA VT AT ORERFR LA, MM4HEF Y
SUHE AR S LD P TR EE T dp B (FSMA228 4= 578, 404B 4 11 38) ¥,
COTEND, MHERELHETHLE LTEETHILENHS 7

(2) 2004 FLIEDIRPUDOWT, il EEZ = R = FIFEIET- [ 4 ADR HIE
DIEEE 5 —E - ZEH - BEOHE 2 P0Il—] SRUT SR ZEHE 2 >~
% — (2005 4 ) <{http://www.fsa.go.jp/frtc/seika/discussion/2005/20050811-2.pdf) 4-5
HIZ&iuE, 2%y 7813725 %, FHRIGHSI TR FThb, THITHLT,
2015 FEBIED A 8 v 7Hd 4,500 N, FHEIZH 223 TR Y FTH Do

(3) alternative dispute resolution for consumer disputes and amending Regulation (EC) No
2006/2004, Directive 2013/11/EU(OJ L 165, 18.6.2013, p. 63-79) &, 201547 H 1 H
MHRITEN TS,

(4) HATO%H ADR HIEEIC B $ 2 T2 34013, ST 4280 ADR il BE B AR 445
(http://www.fsa.go.jp/policy/adr/hourei/index.html) (last visited on 22 Feb 2016) % £,

(5) FSMA228 4, Explanatory Notes No.447. 723, &@lAt > 7 X< v OikE® Y
BRI L s o 7oe, HBEHEIE, TOUEICHR ST, Moy S i
B L o THMBREETE 2WIGEIS, BHPTICIRFT 22 LA TE %,

(6) @il > 7 A= BT Ay, Z=L47c), UTosLBh, BHAE 1
F) R BT HERY — CAEEEORED AT 4 - GRIY — Y AR (FSA) &
Hruts 2 2003 EFETY 2 H Al — AR S EH 4 75 35 — 57 H (2004 4 ),
FHNE T8 70— b FIZB U 2 IEE A RTINS & 4 > 7 X
< U] R RIE 63 % 2 5 65 — 83 H (2009 4), FkAL [EEEEA > T
A< v —E A (FOS) 22V T—HARNAR ADR L2 TORE—] H
AIeET S R 20 AR -2012 BB RIAGAE G0 Al 4R 241 — 264 (2012
), JLRE T [HAENZB 5 45 ADR I IZET 2 —£ %5 EEO SR ~
7“7\27 /%fg;f & Hunt L € 2 =55 ORI | KR ELBAEEL G4ERS 81 %5 83 — 93
H (2012 4),
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7272, ZH LIHERWTY, 4 ¥ ROE[L ¥ 7T A< V2L 545
JRERNOZ L ZFRIENTEDLEL ) EIHT, MEEERA VT X
XYY Fo 2EBICEL T, WEICHT 213 AEOEEIX, HEE
OMEMEFEANCHET 20D TH o7 T 2O RS, KT, &t~
TAR N L BEEERFOBUR, T #E A TR RE LA O XIS & M L
Tw<o,

2. ERATIv UL 5N 2 HEEEK

(1) &+ > 7T X~ 0 & BHE#%EE

FOSICATE S B2 A% v 7134500 A&z, BT 45% 1 55% & %o
Tws ¥, 2095, Ombudsman (4 ¥ 7 X< >) #7307 A (2015 4E 12 H
10 HEEAD) @, adjudicator (k) 731,963 A (2014 4 11 1 HEEE) 1
EoTnh, RFEETFHIZ23TI TR FTHY, TD9HHD 0%,
FIFEL (case fee) & groupfee W 12Xk 23D THY "2, 20k REIRLET
BoB2PT, HEEIIHFEHRY - CALEECRHHTELZ LI12%-

(7) FOS, 'Annual Review of consumer complaints about ... financial year 2014 /2015’
(hereinafter "Annual Review2014/2015"), p.72, available at http://www.financial-
ombudsman.org.uk/publications/ar15/ar15.pdf.

(8) FOS, 'Annual report and accounts for the year ended 31 March 2015'(Hereinafter
"Accounts report 2015"), p.27, available at http://www.financial-ombudsman.org.uk/
publications/directors-report-2014-15.pdf.

(9) FOS, 'Panel of Ombudsman’, available at http://www.financial-ombudsman.org.uk/
about/panel-ombudsmen.html(last visited 9 Dec 2015).

(10) FOS, 'Careers’, available at http://www.financial-ombudsman.org.uk/about/pay-scales.
htm(last visited 9 Dec 2015). FOS, 'Our Organisation Chart’, available at http://www.
financial-ombudsman.org.uk/about/organisation-chart.htm(last visited 10 Dec 2015) T
b, 2,000 A adjudicator 2SEH ENTW2 L DKLV H 5, BB, AIHOY
A N TIE, MOBID AR O BB DI TR S5 27R S THE Y
BB I ZOREMERPITIRTE 5,

(11) group fee |, 2014 4F 4 H 1 HHEASNZHIEETH %o PPIICEIT 5 i 4H
FRASEIINL 722 L2k, MBGR BT 5 L) Xk o7c 2 Aot e L TEAS
M7z BFE, Lloyds, Barclays, HSBC, RBS, Nationwide, Santander, Aviva, Direct Line
O8NS, FERIS LTI T 5, 5L, Accounts report2015, p.60 i,

(12) Accounts report2015, p.90.



Twb, B, TNEWHLRFHEOPBATE BT 572012, B EEE AT Financial
Conduct Authority 37> C\»% (FSMA  Schedule17(9)) "'

L2 AT, FOS D TOEMIL FSMA 404B SRICHESNTEB Y, &
LI LIEFBAIR LI TOND &, SiG¥EH L, FHEZM 25 8 AM
DINICRARE 24T b 2 U % & v, FEGEEICIE, () HHE22H
L72HE 2T 28U 2 FE T, (b) EEE2#H L 2w ibh o
BhHE (o) HHEExZHELAVWELEZOHE, (d) &ty 7X~v 4 —
V2D IZHETHHMAE (V-7 boa¥—%) (o) REEZEIC
Nili s B3 H FOS NPV TE D HARLL, HWHEEICKH LGl L 20
T4 5%\ (DISP 1.6.2R) o 7272 L, 8 BREILIANZIESE L 2 W RS
bFEET Ho FOS DFBL TR MHIF 72D ) b RENIEE L %\ EEisk
HlL, 2009 FF121E 28%, 2011 4E121F 40%, 2012 4E121F 37%, 2013 4121
16%, 2014 4E1213 12%, 2015 4EI2IE 11% & 2> THB Y, 4F 4 IRWALE
LTwaZedrbrs W,

WRIZ, FOS I d 2 FHE OFHli 2 T < &, BIEIICIE 71% D3 HEE
L7z OGRS @ 2VREN TS, BEOT7 > 7 — MEBIZOWTIE
(1] 2.

(13) FSMA Explanatory Notes No.854.

(14) Dispute resolution: Complaints(DIPS) I, 2015 4 10 H IZEGETHIS AL SN T 5,

(15) FOS, 'Annual Review 2011/2021", p.34, available at www.financial-ombudsman.org.
uk/publications/ar12/ar12.pdf; FOS, Annual Review 2014/2015, p.30.

(16) FOS, Annual Review 2014/2015, p.121. %= 8, Z DI 712, 81 % O A Citizen
Advice ZfEL T2 LHIZE L, 75%72 ITD local Trading Standards % S L C
VR EDHELRL TV,
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[R1] #>TX2 HAEDSDF > TX 7 T B30 17

ETHES | 20 ED | HFNEbLn | £ Bbkhwv

(Very) (Quite) | (notreally) | (notatall)
ML LT, AP EERITo 720 49% 8% 10.50% 11.50%
BETE, MFEICHEL TV D 51% 27% 10.50% 11.50%
AHET, BEHIIHBLT S0 47% 24% 15% 14%
AT, EEARSEE R Lo 49% 8% 10% 13%

PIFIX, FOS IZHEEONEEE,PSOMSK e T 00 TH D

([%£2Do

[£2] €A TXT LB D NIHBED SO 19

2009 4 | 2010 4E | 2011 4F | 2012 4F | 2013 4F | 2014 4F | 2015 4F
ARG A | 789,877| 925,095 101,237| 1,268,798 2,161,439| 2,357,374 | 1,786,973
FrEAER S | 127,471 163,012] 206,121 264,375 508,881 512,167| 329,509
RIS | 113,949] 166,321| 164,899| 222,333| 223229| 518,778 448,387
s 105,275| 155,591| 147.434| 201,793| 198,897| 487,749 405,202
ENEPIE S 8,674| 10,730 17,465 20,540| 24332 31,029| 43,185

2014 — 154E% (201444 H 1 HH 5 2015453 HAK FT) 12, FOS 2%

O NTHEZ DS ORI,

1,786,973 1ECH % 'y DI b, fRkL7:
DI 448,387 1 TH %o FIAFFEDFFIAFHL 518,778 1 & i § % & A M)
\2H DS, ik, PPI (payment protection insurance - SZFAPREECRER) (12B8
TOHHMAA W72 L2 L B L DFMRERTHE ™, 72721, 29 L
AR, 0940 TOF Yy o=V, AT TICL b, RE

(17) Annual Review2014/2015, p.123.

Rl LU,

[#21] OFFiIZ FOS |23

WEE LB 24000 NEWRELTT V7 — b ello 2GR THDL, 2D b,
12,000 ANiE, + > T A<OREICEBER LI THEEEENTWD,

(18) Annual Review2014/2015, p.3, p.22, p.74, p.75 X O Accounts report2015, p.11 {2
O EMEN. B, FEEENZE, 201543 H 31 HF Clcfrbi it ke -

TWwh,

(19) 457K CTldd 555, Annual Review2014/2015, p.37 12X 5 & FEFELILCOMFRK

THASWEAEFEIL 590 fFEFE 6N THB Y,

(20) Annual Review2014/2015, p.74.

9 B HARF T ORI 3 fFd - 720




HEIZE o TERENRT VI EDFOS DREBASHMENR TV EDT @Y,
Fl &t & FBORNATAL LEPEIAHTH L, €9 LohTh, RED
HNAEOMEN & LT, PPLICEHT 2 EN KD 63% % 5HTHBY, B
E DT 4,000 1D OMBEPFESLNR TV D @,

& 2 AT, FOS I ZFRDNE N & ORH & & 2 28, MHERAF T EE 5 2 FEH I
DTForshThsr ([#£3]),

[ 3] 2RLA L TR U PIRRERRICES 30500 @

37HUAN | 67 AL | 97 AU | 12 77 B LA
2013 FEERREL 30% 58% 72% 81%
2013 4EJE PPI % B\ 72488 43% 73% 84% 89%
2014 KL 25% 48% 67% 78%
2014 4FJE PPI % B\ 72483k 44% 71% 84% 90%
2015 fEEERREL 23% 39% 48% 57%
2015 4EJ PPI % B\ 724834 53% 78% 86% 90%

FOS D F ¥ 7 X< 21 14 @ Panel 1250 TH Y ) %8 5N HEN
FIZX > TIRDY 731 5N 5 adjudicator 2SIEAIND L TR Nz X
WV ERETRATT RO OV A Y T AR YR T H 2 LIl 5T b,
HB, &R T A~ 2, A (fair) THEY (reasonable) 7 W& 4T
JCEERELTEY, HEE FHEE WITNILHEOZVWIIEDT
wp

(21) FOS, "our plans and budget for 2016/2017" consultation, p.24, available at http:/www.
financial-ombudsman.org.uk/publications/PB-2016-17-consultation.pdf.

(22) Annual Review2014/2015, p.50 12 X % &, 9% % insurance, 24 % 7% Banking and
credit, 4% 7 investments and pensions & 72 > T\ 5,

(23) Annual Review2014/2015, p-821 123D R

(24) FSMA schedule 17(4)(5) 123D X Ry SN2 BE BB TH 5. FEMIL, FOS,
'Panel of Ombudsman’, available at http: //www financial-ombudsman.org.uk/about/panel-
ombudsmen.html(last visited 10 Dec 2015) Z i,

(25) FOS, "information for businesses covered by the ombudsman service’, available at
http://www.financial-ombudsman.org.uk/faq/businesses/answers/decide cases a7.
html(last visited 10 Dec 2015); Annual Review2014/2015, p.77 Tld, #HEZEH KL OVH
BEIH LT, WEMYPEOREEHEL(GR2DERL TS,
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(2) 1 X)X TOEESHRADEE

CNFET, FOSIZLBIHEEDN D DWHENDOEMRMN L% LT &0
DI Cid, #AMEANIET 2 BRM L HETICOWT, ARINTWLEHE
BllcHko X, BHL TV, 207012, 54 F) A ToO@EAMEEH]
OIEEZOWTHINT Do

IAE, Conduct of Business Sourcebook. (MLF [COBS| & 3%iCs) @ Principle9
1Z1&, “Suitability(including basic advice)” & L T A PRI HE S NLTEY,
SEER %0, SRS - V- ACH L TREE D LOIER L R FIC
ML CHELRIRMT 2L S FALITHROEEEHAL L OEEIT2 & X212,
AR OBk 515 (COBS 9.1.1R, 9.1.3R). COBS Tli, #%%&
FEHIIA LT, EAMERZEY L CAMMREEYT) L xRk T
L2500, BARNZZ L3R E/LEN TR v, bobd, —FKWIZIE,
REY - CADOHESRFIC BT AT TR, HE¥ERICLLMEER
DA, ¥ AT AOEK, PITOEBRENEGINL LHENTVE Y &b,
WA & S AT 2 % T 2 B, &SR 13U L 72 15 i & i
ENOHEROMARIZOVORTLES D2 L35, bbb, G
DOHEIEFTIZHE & 7% 2 HEORWRL L2 P LT, YR L LDHHIC
A LRG| 2 HRT HNANT FAL ZAHZEIRO SN TWD, &
I LA HEHOZERESEMICHRENS L) IXho7-DIF, 1988 4F 4
A2 HUBED Z 2 ThH B 2

B, (EHIOA FY) A TOBMEMEFERASEH S AT, suitability &
execution-only D 2 734 % 5 T\W/z, F bbb, BRSEEEROHWIK

(26) %23, HIFICIEERA > T A Y O&MN%e 2 & AFR Liz/0, [aRisER ]
EORJNEENDLD, DT TIE, HEIIBT 28R OFFNFHL L T
Ca7zolc, TS| LKLY 5,

(27) Andrew Haynes, Financial Services Law Guide(Bloomsbury Professional, 2014) p. 170.

(28) Ibid., p. 171.

(29) FOS, "assessing the suitability of investments’, available at http://www.financial-
ombudsman.org.uk/publications/technical notes/assessing-suitability-of-investment.
htm(Last visited 30 Sep 2015).



3 5 3541213 suitability O AT 555 O BRI, BE DG OHIM
IZOED T H S THREHW 21TV, HEEF TR B O LINEF T 57217
® execution-only DFFAE I, suitability D@ 137 {, BEIKEROHCT
HENEM SN TV72, MIFID (Market in Financial Instrument Directive) Tl
suitability 1%, #XEHEH LR OHRO IR L OHE OPCEEZ~DIK
HREPSEFEN TV L LFHENTEY O, WESICoOwTE, BEIC
K BH®AM 35 —F AT 4 v ) BEILFHTSATRD P 1Y 2
THINEMZ L TWDIENS, VT —VIHEIZGEHSNEHIR LTI,
suitability DA AFRO 5N 5725, PO, HHZEE (Intermediate customer)
RGO EIG #F (Market Counterparty) (28 L Cid, V) 7— I VEEZE O X
I R EE R E RS 50T, suitability O X 2V,

L2 L, suitability |2 & 2 fRF#EZ BT 5 2 & T, FEEHIER 2 HIH
DY, BRI 5 FREEDSEEIC R L W) ESE LY, T,
INAY AT B &AL AR & o T suitability 12 & A EE#IZ LT L D
ZFELWHEREZ L7753 LICIE RS \wE LT, MIFID I appropriateness
&\ 9 suitability & execution-only O W I {E § 2 B ANEA S iz, Z
LT, INx%lF, COB (Conduct of Business: COBS DRI &) 12 [k
WA A DS S 720

Z 9 L CE A &7 appropriateness & W 9 EWEE O BIWIE, OBRED
W2 HBEDICTH2 L, QHBEE~NOBHZENT 2L, OKER
D EFER 5 BR AR S5 2 & EFIHE TV A, %2 B, appropriateness
TIE, HEEAVYET - R 2T RVEE (COBSI0.2.1R), WIE% T
HZYED 2 OORBEITBWCHEAENS W, MiFIZOWT, ) T VEED

(30) Haynes, supra note(27), p. 169.

(31) Niamh Moloney, EC Securities Regulation(Oxford University Press, 2008) p. 405.
(32) Niamh, supra note(31), p. 404.

(33) Niamh, supra note(31), p. 405.

(34) Haynes, supra note(27), pp. 177-178.
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execution-only COMEG|ZEEH b DD, HLET LS, HWSARE % i,
TUNT 4T, 77 NEOEMRAAMENTH LA, Hikh i L72H
BT LT, BiEER I, ARG L CWAINEXE#ESEL 281l b,
BEIWZDOWT, HLEM - T —EADPLFEHFICL > THEL T
PCREFRDHIWT L 725 A, BEICH L Tld - - EAEAE L T awn
BEEELL, TN 22bbTHENLUIG |20 E, A0
ZHT AV N LR EET LI EARO O, R R BOE M
BB HICZENRQSD T L127% % (COBSI0.3.1R). & 512, BRI H
FICHT 2 EMAESRA L 2W0EEa11E, SEERTEGEOHER S TE %
WZ e G, suitability DFEE Tld 7 <, appropriateness D FEHASEA S5
(COBS9.2.7G) o

LIAT, WEEHIE, #HeMmEIo—FRELT, /727 - FA
Y= V= VOMENRRKRO N TEY), BEEOHRIERZPERSI NS
(COBS9.2.1R) *¥, RSB OBITIZHB VT, ML, HEEEIVFEEIC
MLUCHEIYRELZITH A, 29 LAKERY Ao mEE, #HEICE
DENTVDE LD TIER, ZOOBEOERIER, 2T Clank
CWERPEHICLAZLEDFEDOOLN TV,

—RBNCPEET REE R, HEROMGE, &5, By, BB E Sh
TWh, MBORIEOFIZIE, BEOBEIRE, RERSE WEREICo
WTLRICED L LENHHETHRMODH S, 29 LEHRIL, KGR
HERBOBFLZHEEL TWE TR, EHW T BRI, Wik
WIS R X 72T REMDNH LB DL LTHINLDIEAH,

bEAA, /AT - A= — VIIES FEFE I N TV L %R
TlEdH 2, HEXREL, HEERZ L ZORIIIHE L TREICHRET S

(35) FEMCOWTIL, AR [2EE - BU &Rl — E AIBSI2B 1 2 @4 1E ] 3
D 28 75 50 H (2015 4£),
(36) Haynes, supra note(27), p. 172.



ZEEROLNTVEDITTIELZVOT, MK SR T L iddEo
ToRLFRE D 2T, HEIIC, BRICHS L TR WERE, BEITH -
72l XS T ER RT3 TR v, 22T, FOS BSLE L
T501E, BAEAFL D 5EHUBOEEOERICHET 2R THY, £
NEFFICIIEICE o TGS S N2 S O TEIR AT 28 L T 72 d A
B9 AR TH 5.

EC, FOS OR$EEHEH M OERICONWT, WHloMEHEIZLD, &E
EHDPIET RENFIZRL 205, 0%, HEEEIE, OB E
FO— M HRNERET 20 ZEPHFESRTwY, 2LT B&
ZHRREINTVD DL LT, Flp, BE, Mol AR (REEOH I
MEREIREE, FEEBREE, WBREE), tho Gkt (A, §ré:, FERIEE ),
HEOM RN, EoOELZLEAN B 21X, WADIKR, AEEREAD
72O EMIETE), WETh ORI, ) A7 ~OEM, HEENOfERE
BB R EOBEREIFT LN TV A, LUFTld, FOS 2 BRIIZ 2 5
DEFEHEDIIIZEBLTVDLO0, ARFFOH2S, HEERAID
Frri ke 7p o 72 (BRI, SRR AT C YRR IHA L TV 2 25D
D B, BEBLL T <o el FHO-OF, BEDY A7 ~NOHEI,
FHDO-®1F, FEBRE VI ER, FHOOIEFE, ANEIT, HEEZ L
Wa, FOQIE, HERARATERVWEPS 2272046, FHGW
XEE OWE, FPOIXEFEBOYE LR T,

(3) &RF > T Xv IC & 2SRRI D EARIHIT
(FHID] U A7 BRI $ 2 BE OREZ (Fact-Find |2 4340 i 3BE (2

(37) FOS, ‘online PPI resource has the financial business assessed suitability fairly?’,
available at http://www.financial-ombudsman.org.uk/publications/technical notes/ppi/
suitability.html(last visited 30 Sep 2015).

(38) FOS, supra note(29).
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HE D L HEHETE 2RI TR vnEE)

(1) FROME

ARFEL BHOAET LELRBERAEET — Y FEH (mortgage
endowment policy) %5, NA JAZEMHTH Y, IFEREE, 2L TH
b A ROBWZRIZ, THERRERBONG NS EPHLNI R -720T,
BIF L B ERICEREOWNL Cx4T 5720 % B, Fact-Find DFt A %%
RIzE &, ARIZ2MT, B@EIFEEMB L L THV TV, HEoHIL
1349 9,000 R RTH Y, F&ITMAL Tz, HUE, 65K TRIET 57
ETHoTzh, ZhU, BHAEHFP WML 25 20 7 2AMTH o720 F
7o, AIKRDIEL, B 49 THECHIBIE & L TivCTB Y, 4FI03,000
RY FOPWADR D o720 WL DEFIL 60 1% T, FFEIITMAL TV o
720 B, AKX, COTWHTE TSI 2 HED LT ah o,
ARFEOHILTIIR LT, HBHIZT FNA A% L72REEE, Fact-
Find 2R L TW5A X912, SR IEs0=—X, 50 274k
WHWEELTWDELT, ARFEOERIIMTS ORI vk FEL
7o THIUSK LT ARFEREE ) A7 1KV T W ihEh oo EFR L 72,

(i) F¥7AR LA GREE)

F Y TAR YN, FEHEENOHEIED 2TV, TRTORNE R
L72E2h, ROFEFHLPICR -7z, T, HEFEEOIMERL 72
Fact-Find 121, ER D) A7 ~NOEIAIZD X, Cautious (F/LEVY),
Balanced (1Z&713&), Adventurous ($HEM9) &\v29) 3 DDEIRKAH D,
A RZEIZH LT, Balanced 2RI Tz, £ LT, HEEHEI AR
FIH L CHFEREREANOE G R o2 01d, FREREZ F — 4
(Council’s right to buy scheme) #FIH 3 5720 Th D, IEEHIZ, 512,

(39) FOS, 'Ombudsman News Issue No.265(March 2005)’, case 44/13, pp. 12-13, available
at http://www.financial-ombudsman.org.uk/publications/ombudsman-news/44/44.pdf.



I & L CHEZENB2ED 5N Twd (728 2 RIEPHELLTH),
RE LA RHEFHOMEMELD L, TNICE-T, AHEET T %
ITENTELLELT, ISEHOEYEZTL LI T NS AL T,
ZL T, AREHIE, ARZOBRBZELFZLERTL2IO0THY, &KE
EHE, ARFEL, BEBLEENOTILCIZEED D 5 ErHE %
fToTWzZ EDHENI R o7 L L, BEEEIIELIFAL L
REVER, 3HRDVE LA ARER LD I H IR TRENITOEH
L7223 S 22 Bl rotze F 7z, BRI RS, IS % £572 7,
A RFEOPAIX, DITDLEEIZITTHo72,

29 L72HEDS, Fact-Find |2 A KIFED) A7 ~OEAH [Balanced]
CRAEINTWAELTY, ZHIE#EIS L IMEETE 25 Tld 7%
AR A SV b ¢~ = Ty s

[FHH@] VA7 BT 2BEORES PG X DB D@
W12 DV C— R 2 g )

(1) FEOBE

NI (K &, 204 L) BT, EEFINEMN L T b4
FTETH L) NEOEERBIERAEED — VEERICHE T2 L) T
FNA ZEIAREY b D THo/ e LT, HEERICEBEH LT,
NI L E, BEEmIcoE, Wil ko/2e LTO a4 s b
O &G WITREEARH D Z EIZOWTHET FANAF—HIFcnsk
Molze T2, ET PN F = MO DI L LD WV CTHE
N K2 & o T Repayment (JEFIIEERFH) BOFLEE M5 S b LW
PEDPLHF TR o2l OV T L Y TEIT-o 72,

BBEEHE, NIUEZY A7 2207 AN HEfFATE T 5D & Fact-Find

(40) Ibid., cased4/14, p. 14.
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KRB INTBY, NROFA T L e IcHz) A 71%, NKD
JAZNOESIHEAE L Tz FR LA, £z, N, #=H)
BBEAFALINAN I =V 2 LZATHBIZDT, BATNL AV %
ZFANDEIENTE TS & Fact-Find ISk L Th-72& LT, #E
EFE, NROTEZHMEL 72,

(i) > T7AX X BHMW GEREE)

Fact-Find 7R3 & 2 A 12K 1UE, NROEKE ) A7 ~NOLRFE, 1
LSEMO3ITHL, LinL, UK, NIKIZIE BFErkl, £4
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