
Chung Kuo Insurance Company, Limited 

Complaints Management System 

 

 Unit in Charge of Complaints: Personal Insurance Claims Department  

 Complaint Hotline: 0800-053588 

 



Flow Chart for the Settlement of Financial Consumer Disputes 
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Feed the resolution back to the financial consumer within 30 days 

(Disclose that where the financial consumer objects to the Company’s resolution, he/she may apply 

for arbitration with the FOI within the specific time limit defined in Article 13 of Financial Consumer 

Protection Act.) 

Apply for arbitration with the FOI within 60 days 

Financial consumer objects to the resolution or the 
Company fails to feed back the resolution within 30 

days. 

 

 

Accept the resolution and settle the dispute 

Fail to reach agreement through arbitration or reject 

arbitration 

 

The FOI try to arbitrate the dispute. 

Financial Ombudsman Institution 
(FOI) 

Case involving the amount 

less than NT$2 million or 

involving no value 

Case involving amount more than 

NT$5 million, or case that the 

relevant unit or Chief Compliance 

Officer cannot settle 

Case more than NT$2 million 

The Govern Dept. of the 

Head Office 

Personal Insurance Claims Dept. registration/assignment/control 

Settled by Chief Compliance 

Officer 

Settlement of dispute 

Resolution by the 

Committee 

Settle the dispute through arbitration successfully 

Applicant objects to the resolution. Applicant accepts the resolution. 

Resolved by the FOI 

Arbitration sustained 

Resolution surpasses the specific limit. If the applicant  

consents to reduce the amount of resolution to the 

specific limit, the Company shall accept it. 

Resolution for specific 

limit or less: The Company 

shall accept it. 

Respond to the query from FOI within 10 working days 

 (The chief officer may ask for earlier response if necessary.) 

Accepted by the Company 

Dispute with financial consumer 

Transferred via 
another entity  


