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fEEREERIRELRE , ERFRSIRSHEESE | EHEMIEEEEREF
MR , BFEREERTRSIRSHNITARIE , ERUEZRMGINL , ERlHE
ZENEMFIPEIRAE. IRAIMPEEEN RS FRE,

With rapid growth of China's financial industry, financial products and services become
increasingly rich, which brings convenience to financial consumers, and also problems of
irregular behaviors in financial products and services offering , frequent financial consumer
disputes, lack of financial consumer interests protection awareness, and weak ability in identifying
risks at the same time.
EREREEERHIINEESSE | ERERMIUSEERLZENENS. M3
ERLEEENHEFPLIE  SHEHERERNMENEZERS | WA EREE
=0, HIFERTZE5EE. (RHTSAFIEXHSHIERBRIREN.
Consumers are an important participant in financial market and the driving
force for sustainable and healthy development of financial industry.
Strengthening financial consumer interests protection is an important
content to prevent and mitigate financial risks, and has positive
significance to improve financial consumer confidence, to maintain
financial safety and stability and to promote social equity and justice and
social harmony.




H3%E CONTENTS

In5E &Rl HSRE N RIPHIEXREX

Significance of Strengthening Financial Consumer Interests Protection

o (=] In 5 & @ 52 N an R TP RO SERR IR R

Practice of Strengthening Financial Consumer Interests Protection in China

P ENEEMIA R E N iR RE

Outlook of Strengthening Financial Consumer Interests Protection in China




A eI FFERRARIAIZ K

Foundation of Sustainable and Sound Development of Financial Industry

AR ERIVASRS SRV PRI Sy, SRV EFHZ R
Hiit. SMEEERIEREN@AITABRRALE, ERE 7 ERiEEENS AN, F
{7 EREEREXTIREL | BEEDE T SMIREZRIRE.

Consumers are the fundamental of and play the dominant role in the financial industry, which is the basis for
the survival and development of the industry. Various violation behaviors of the financial consumer interests
seriously infringe upon the legitimate interests of financial consumers, reduce the financial consumer

confidence in the industry, and directly shake the foundation for the development of the industry.

ABEFRPFEREEENSENG , ZERAITIRIFINH SRS , fHES2REUE
(FERibdl. BOELER~m. ROiHE  TeetE eIV ERK. SRR M
mEYARE , BRSSSEFEST , AEARINSEIFERIERREE.

Only through protecting the interests of financial consumers, can the industry form a

Firgpci

T ] . . . D
good social image, make the public trust financial enterprises and rest assured to buy b/ %91‘3 r?

financial products and make consumption; can the industry promote the healthy and

diversified development, return to its origin, service the real economy, and satisfy

people’s pursuit for a better life.
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Requirement in Improving Core Competence of Chinese Financial Enterprises

» ERIRISHESRFBIRALE , Hh—BlARE , @G
(EHMLELNZE , AREREFBENGIMEALRE. EEEFL
SRR , ERMIBEUARSSEEMEEER R , RMERH
ZETE , BUIESENER~m. IESNEKERIFEER
MBS, IRESHERRGEAZE, EXN IER , ERIHEES
FETRKERR , RRENFSIUES.

= Financial enterprises and consumers are two aspects of a contradiction.

Development of one party will surely promote the change of the other and

core competence

ultimately the coordinated development of the two. With social economic
development, financial institutions must fully consider the financial
consumers’ demand and interests, enhance risk prevention level to guard
against financial risks, and improve efficiency to gain profit margin by

developing suitable financial products. In the process, financial enterprises

can also obtain considerable development and improve their competence.



C.RPEamMI HREERNZEKR

Requirement of Prudent Financial Regulation in China

AHEEN@EZIERE , A—MIERREEEIBNINIEDERS
e , BEHEEFRIPLFARABPRNRR. KEDSENERE. KIFF
EBHIRNHR. SLNE. FRIPLENEAIEFHAE.

= Infringement of financial consumer interests reflects the room for improvement in regulatory

efforts, including system construction, regulation authority, protective methods and tools,
investigation and the effectiveness of consumer protection work.
5 mw s IRz TR RS RIPIEEREFIRAX R , HiE
LA s LR ENRFIRREFRIPIEEE NG , ICERIEZEEFRP
IﬁWTEME%MhE,E; TIVAERE.

= Regulators should balance relationship between supporting industry development and protecting

consumer interests under prudential principle, realize that the fundamental duty of regulation of is
to protect consumer interests, put financial consumer protection in a more important position, and
promote industry development

ﬁmﬂ Eéﬁﬂ'_& N

- Overall Update of Financial Regulation
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General Trend of International Financial Consumer Interests Protection

2008 FEFERGHIIFRASEREOR T IRERIEENAFRIPRIEE
& | BfFtiSHRIRAASIPERISENZOINGE. BEFFEEEEK
H. G20, £ritEREES. HFRT. IMFEEFFESR , H4E5T
TaErtEZEEFIPAIES] | fING20FIE (EREERFRIPER
F) . HRRITAT (EREESFRPIHIRIFEN) F. X, B&F
AL AZEERES—RINEMEENRER , ERIEEESFP.
The outbreak and spread of the 2008 international financial crisis highlighted the importance of
strengthening financial consumer interests protection. The international community has
promoted it as the core issue of financial stability. International Organization of Consumers
Unions (IOCU), G20, Financial Stability Board, World Bank, IMF and other international
organizations have issued guidance to strengthen financial consumer protection, such as High-
Level Principle on Financial Consumer Protection by G20, Good Practice of Financial
Consumer Protection by World Bank. US, UK and other developed markets have introduced a
series of financial regulation reform acts, focusing on strengthening consumer protection.

rea_m



General Trend of International Financial Consumer Interests Protection

i D. IR R EBF &Rl i 2 S R AR B8

= REFA20EISERBIRSFIE RIRITRIBIREZ— , WA
RN EF R REBER , ATlaEstiETEEN
mfRIF,

= As the founding members of G20 and World Bank, China should actively comply

with international financial development trends and requirements and constantly

strengthen financial consumer interests protection .
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Measures in Strengthening Financial Consumer Interests Protection in China

%ﬁ{@éﬁﬁﬁ ?ﬁ*m Establishing and Improving Laws and Regulations

GEZEEPEIRIAZE) Consumer Protection Law ( 1993 )
(ESERED 2T INaEsliEZENRFR IIERNIESER)

Guidance of General Office of State Council on Strengthening
Financial Consumer Interests Protection ( 2015)

’
s

(PEAREFERIRITE (e A RHFNERZED =i g

) Commercial Bank Law ( 1995 Insurance Law ( 1995 ) QUESFIK)  securities Law (
) (ESBX TR EIRIER 1999) N
(FEARRTSMBEEEN | KRSWOSTEL) opnos  (PEARHIEIEE
FRRIPSChEY)NEA) Measures for c|\)/|f Séate Cllouncil ing\cct?ler?ﬂgg &) TrustLaw (2001)
Financial Consumer Interests odern Insurance service Industry 16 HEFERTFS
Protection of PBC . ( 2016 ) (2014) ¢§Z%§§§\*DIE#
(T eRGERENE | (TERESXTEREY — SoSiRg SOr
FEPTIEE RPN (BT BEERr TIEEL) Investmert: Furd ol SEU
0N ) ) Evaluation Methods of Opinions of CIRC in Strengthening )

Consumer Protection Banking Insurance Consumer Interests

Institutions (revised ) (2016 ) Protection (2014 )
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Measures in Strengthening Financial Consumer Interests Protection in China

)

237 B ERliHZE A I m RS

Establishing Internet Financial Consumer Interests Protection Framework

AEMRA EHIRBM
E@mﬂE’JZIKEO Eﬂxlﬂémﬂrﬂ%%ﬁ-ﬁ BRI E I RS
T ERASENERKM, RN GRIEEIREZIRIAERE. &
B EEA I UEREEERMNER~ m 25 N RMES
XEURE.

Although Internet finance has caused great

changes in the financial industry, it does not r
change its nature. Internet financial products are

still very professional and combining with high-

tech Internet, which makes financial risk more
concealing. It is difficult for ordinary financial
consumers to accurately understand the Internet
financial products, and their legitimate interests

are more vulnerable.

i

I\\\
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Measures in Strengthening Financial Consumer Interests Protection in China

)

237 B ERliHZE A I m RS

Establishing Internet Financial Consumer Interests Protection Framework

ANNiaEEXM & RYiH R iRiP

In order to strengthen Internet financial consumer interests protection:

2015678 , R17. RER. FESR. IERSFTEIIIKSHLT
(AFRHERNSHRELENIESEN) ,

In July 2015, PBC, CBRC, CIRC, CSRC and other 6 departments jointly issued Guiding

Opinions on Promoting Healthy Development of Internet Financial Industry.

%%65345 , ESHED2TENR (BixER XSS TIEE

In April 2016, General Office of State Council issued Implementation Plan on Theme
Rectification of Internet Financial Risks.

201658 , MERZAS R (MEEREEEPNMNIEWLSEDNE
BITIED .

In August 2016, 4 government ministries jointly issued Interim Measures on Intermediary

Institution Business in P2P Lending.

i

rea_m |
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Measures in Strengthening Financial Consumer Interests Protection in China

3. IESETJEREEHNHE Dedicated Departments
HHGER] : SENEINSIRAS (2012)

Financial Consumer Interests Protection Bureau ( 2012 )

AT E e RLEEN P TIEFIRIPTENE | T @RLEZEERIFEERENE
ZNEHE ; FREENEAELERERZNT ; EALEENES. BT
RIS mSRSHESRIPOE , EHESMERRFZES—FaRRS,
To establish and improve financial consumer interests protection mechanism and measures, formulate
regulations and on financial consumers protection. conducting inspection of illegal acts, coordinate

consumer protection issues of cross-market and cross-industry financial products and services,
promote the construction of a unified platform for financial consumption complaints.

I&SERI] : iHRR (2012)

Consumer Protection Bureau ( 2012 )

FIERI T SRTTB RSN R RIP B RGEE. BEREM ; B H=ERF
SIRRAERCIERNIEITE |, AR RRTW SRR ERE N @ RIP
BEREENE | KEHIEFLTIAHITAZE,

To formulate general strategy and policies on consumer interests protection of banking
institutions, establish and improve the complaint handling mechanism, organize inspection of the

implementation of consumer interests protection of banking institutions, and to correct and
punish inappropriate behavior in accordance with the law.
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Measures in Strengthening Financial Consumer Interests Protection in China

3. IESETJEREEHNHE Dedicated Departments
HHRER] : RIS EIRISIRAR (2011)

Insurance Consumer Interests Protection Bureau ( 2011)
PUTERISIHZE N RIPRAINESI R RAEXRECR | E2AREEERERFNES
1, FAEGIEREREEZEENGESI ; BERRETIIIEX S KR EE
ENGB X EENRES LS.

To formulate regulations and policies on insurance consumer protection, receive insurance
consumer complaints and consultation, investigate and handle infringement of insurance
consumer interests, urge the insurance institutions to strengthen disclosure of information related
to insurance consumer interests.

IERER] : IREFRPR (2011)

Investor Protection Bureau ( 2011 )

W EERFERIPEREINBERIAR | SSEEREIE. 2. e
LIRS EEEMENGER. HERS. SUEN, RFERESH , 28
IRFIRERIKF | KA EZEEN@AIKERTE.

To promote the establishment and improvement of policies on investor protection, promote local
offices, exchange, association and various market entities to improve the service of investor in risk
disclosure, education services, advice, complaints and report, promote the legal remedy of the
infringement of the interests of investors.
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Measures in Strengthening Financial Consumer Interests Protection in China

. RSB ERHEEMND T

Fmanmal Consumer Dispute Acceptance and Handling System

BEMEE

B

3, &

B

E R

BRI NEEFAIIEH ERIHZTEMD IR, LIRS | RIS

HEEIRFREGHEIE , FEEEZREMUDARBENZIE. LIENH.

In recent years, financial regulators actively promote financial consumption disputes acceptance

and handling system, set up financial consumer complaint hotline, and improve different

financial dispute resolution channels and acceptance and handling mechanism.
BZEMIHFEENRFPERIIARYL, MIESFRERRENE R BELmER
EEFRMDIERFRINEISFIBEM S BRI ESR DX A g R i M
MAM KIRFRIE, WIEMNESH , clESERIETRMUGUIBNZE

Financial consume interests protection department advance the construction of the new media

channels such as website and WeChat. New forms of financial consumer disputes settlement

mechanism such as non-litigation dispute resolution is being piloted in some areas, to

effectively expand coverage for the complaints acceptance and handling system, and improve

financial consumer dispute processing efficiency.
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Measures in Strengthening Financial Consumer Interests Protection in China

. FRiSEERiimMUNZE, LIBFR

Financial Consumer Dispute Acceptance and Handling System

> ARHR1T12363ERHEN aiRiF S HIRiIRAIET20135F3 BEEE £ EEE
AFHE , 20165 , RITFHRDZITHZIEEFHTEAIRIF186895 , DE
169545 , }452890.72%, EREREENRFIPEERANEEAL ,
—LRE T REWEE,

» PBC financial consumer interests protection consultation and complaints hotline12363 took effect across the

country in March 2013. In 2016, the PBC branches at all levels received 18689 financial consumer complaints
and completed 16954 cases, with a close ratio of 90.72%. PBC upgraded of the IT system of financial
consumer interests protection and further improve the system function.

> RER12378(RISIEFHEFIRFENBIET2012F4 BfESHELEFE, 2016
F |, 12378RIFHRRRINENIRIF2.98 14 , HBBURRSER92.46% , B¥R
e TR

» CIRC opened the national insurance consumer complaint hotline 12378 in April 2012. In 2016, the hotline
received 290 thousand complaints, accounting to 92.46% of all complaints received by CIRC. The
Satisfactory level of the public to the hotline services continues to rise.
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Measures in Strengthening Financial Consumer Interests Protection in China

s i S X m AP IR ERIZ i 5

Gradually Improving Environment for Fmanual Consumer Interests Protection

HIER®
i ) Tk BEAR
Indust
@iﬁiﬁk%iﬂi) o \Assﬁaﬁn)
Establish credit rec d“
Hh 7 BURF

FE Tt
Product )* SRBH  AENH <= Local
Design

’ ~ Financial Related

Institution  party
AR F A
Bettfer ) \ o ) JB
SN

&?ﬁﬁﬁﬁ ) ST ZERIBFF R SH R M SRS R ED

Financial R EREEEN SR IPE RS EES.

carry out various forms of financial consumer interests
protection of at different levels, promote the sustainable and
sound of financial consumer interests protection system
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Measures in Strengthening Financial Consumer Interests Protection in China

. AEFEIRRENRE SRS RETN e

Clamping down on Malpractice Undermining Consumer Interests

0 D}{%Bﬁyﬂﬁu In Insurance Sector

EN& (XF2017F4

SRR EIRERISH
GESENEITA "R
SliTzn” AYiEE) &
NEGEEHEKE. &
IEEREFHIHELSIER
MIREFRISEEES)

1T/,
In 2017, CIRC issued Notice on

Continuing Clamping down on
Malpractice Undermining

TIMEEA |, &
sli8id 300 R mEAR |,
—3HIJ75FRHHE, 98
AT TR | F9FK
13002 7¢T.

* In 2016, CIRC deployed 71
inspection team and over 300
staffs, and sanctioned
administrative punishment to
75 institutions and 98 persons
with fining of over 13 million

v L 7 v, .ﬁ { = |
820R RGNS HIT T IR
IBEE |, 41043,
77 NEEE 71T ERTS |
4223 , FiElEER
17X , FREERE
113 ANiIR , AiEEEED
BIE&EiFR%K21507.

+In 2015, CIRC conducted on-site
inspection over 820 insurance
institutions, and sanctioned
administrative punishment to 41

institutions and 77 persons, with RMB.

fining of 4.22 million RMB, issuing
regulation letters 117 times and
taking supervisory talks 113 times,
which recovered direct economic
loss of 21.5 million for consumers.

Insurance Consumer Interests,
which will focus on malpractices
such as misleading marketing
and false statistics.
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Measures in Strengthening Financial Consumer Interests Protection in China

7. FRNARERHEAESRHE

Engaging in Financial Customer Education

20154F “3.15” Hi|g , PERES12378AZG2EHIEIREIZF1I AR ,
FPZARBUSEFAEN.5FIR , BREMERN34.501% , RGHEHXEH12HE.
During the "'3.15" in 2015, CIRC 12378 hotline received more than 10,000 phone calls,
held 15,000 reception activities, organized 345 000 projects and published 120,000 articles.

ARIRITE 2013 FREFIRMARE "SRIRERA" & , RESHIE , AR T SHRZIR
ERHEENE G , LRI 7T ERERMAIA, REEMHEEENESIESRER.

In each September since 2013, PBC holds **financial literacy month"* activities, carries out various forms of financial consumer education
activities with joint efforts, which play a sold role in promoting financial knowledge and enhancing financial risk awareness.

JNMEEXBEIR Strengthening Risk Reminding

HHERFAF-maby MREFiRIBEER. RRYFIRTEERIMES ;
MR FEREHEIRE~ R BHRREE 2.

All products sold must indicate to customers its nature, subject matter and possible risks;
the risk reminder should be marked and printed in the most prominent place in the product description. 19
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Remarkable Qutcomes of Financial Consumer Interests Protection in China

@E?iﬂiﬁﬁ%*ﬂﬁ{%?ﬁﬁﬂ Consumer Interests Protection in Banking Sector
(1) EREERFRFLENFIH—P=E

Financial consumer complaint handling mechanism further improved
»  [BEERCHER  SEHREES  iBRBIRT T UEEERT NEEERETHR  ERRTE
. BERKEEEEMETAR  ARFELESHUREIERENF,

= Learning from international advanced experience combined with China's national conditions, Consumer Protection Bureau

was designed in the nationwide inclusive financial index system, to improve t key inclusive financial index system at
provincial and county levels, and explore establishing normalized data collection system.
( 2) Ellla:,;,,..,ﬂsz EEL R Important progress in international exchanges
20165 , TWEEEG20ER TEZEMEIKEIFkME ( GPFI) £FEE., RITHRBELESGPFIEXSEIN
MY, #EHTY "$SFE5E | "ERSREEERER" | "RORIEET | fTESRNR
FEE—rE" M "IESREESFRIFTIHE" TANE

= In 2016, China held the presidency of the Global Partnership for Financial Inclusion(GPFI) under the G20 framework.

Consumer Protection Bureau of PBC led to prepare GPFI matters and meeting, launched a "digital inclusive finance",

nn

“inclusive financial database and index system", "small and medium enterprises financing", "the last kilometer through

financial services", and "strengthening financial consumer protection and education™ .

(3) EINEEHE EIIEEI Effective promotion of education activities
2017568 , RITHAETLL "SHMEEZRUN HREF " AEENEIHEIEN.

= PBC organizes the activities of "financial consumer interests day". In June 2017, PBC launched a education campaign with the theme “Keeping People's Purse)f
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Remarkable Qutcomes of Financial Consumer Interests Protection in China

2, 1 Bﬁ?iﬂiﬁﬁ%*ﬂﬁ{%ﬂﬁﬁﬁﬂ Consumer Interests Protection in Banking Sector
(1) REMEBRMSBFIE . HIPRIETHIRIEE.

Timely resolving disputes and safeguarding market stability
= 2017FELHF |, PERESTNANRZRERHLREGE RIRR A BRRIGIEZEIF48248(4F, (Rifs
B IR Z MR BEHT 7 R | SPREE T AR TREMLST | HiF 7 RIETIZIeE.

In the first half of 2017, CIRC and the local bureaus received 48,248 insurance consumption complaints related to

insurance companies. Departments of CIRC and the local bureaus have promptly defused them, conducted investigation and
punishment on violations, and safeguarded the stability of insurance market.
(2) ARERELER , #—PHFIFEEENG
Launching theme campaigns to further protect consumer interests
»  EEEIRESIERESS. RKFCESHENGERIRL T SERE RRES, H2EIPX
TR AT, RIG MR , AAeRAHRERGE.

Through theme inspection and case inspection, complaint handling and violation punishment, CIRC organizes key

inspection over the whole system against insurance companies, insurance products and outstanding problems with most

consumer complaints and public focus.

( 3 ) E{E{%Bﬁﬁ@ , %‘&1ﬂﬂﬁ§ﬂiﬂ Promoting insurance awareness and knowledge
« B20135Fe , FERESHRESE7/BSHRTEN "EEREAREER" .

Since 2013, CIRC set July 8 each year as "national insurance public awareness day",
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Remarkable Outcomes of Financial Consumer Interests Protection in China

3. HEFREEERECRESAEEH
Consumer confidence index climbing in China
= 20165 ERIGHZRE(SOIEE0871.2 , LbH{ES0EH42.4% , HEE20158:69.2
RIZKESRETT | ERIGEREEOH—TIER |, (RIS EZRERIRIGIRIE
EXRET TEAEERRE | RIS RFINAEBESEIEZEERTIRTN.,

= China insurance consumer confidence index is 71.2 in 2016, 42.4% higher than the median 50 and also higher than

2015 result 69.2 , which shows that insurance consumer confidence further enhances, the insurance industry
increasingly meets insurance demand, and the stable growth of insurance industry to get consumers 'positive review.
m 2016%E m 2015%F

675 LA Reerrtnis0 I 618

Insurance environment confidence

69.4 LA e I, 69.6

Trustin Insurance
2.9 A s I 71.0
Consumer trust preference

656 LA e Ere I 668

Insurance consumption intention
s inlkEmwos. I, 4 06 3

Market operation condition
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Challenges of Financial Consumer Interests Protection in China
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ASTE SRR IERIZEN

Improving Laws and Regulations

. SN ERFmAYFEEEENS S, MEIESIARTT. EF. RISH
ZEANRFRIPEHIFHEXER | H—S=EEMiHEENEERIPERIER | 18
RIPHE AR EER SRR SERIAL
According to the characteristics of financial products and consumers, laws on consumers interests protection for
banking, securities, insurance sectors should be set up, to further improve the financial consumer interests protection
legal framework, so as to solidly implement the duty of consumer protection.

2, EAEMENENLE , SIEREACTIITIHE , LIESERiEEEN
s fRIFSERR TIERYFFR.

On the basis of legal system, detailed and enforceable measures should be formulated to guide the financial consumers
interests protection work .

3. BUEmiEZENEFAIPIENG , E2IFLENG , mEiHEERK
FEAEE ; REMUDEBRNG , BMUERHZESIN | ELERLIRINE , 45
SARREERESENGEITHAR “RE" 175,

We will establish a long-term mechanism for financial consumer interests protection , improve the complaints handling
mechanism of, and open channels for consumers to express their demands; improve the disputes mediation mechanism

and strengthen information sharing and communication; establish disciplinary restraint mechanism, and carry out

campaigns against behaviors harming the interests of consumers.



B.RRBIRE LIEWHBHE

Actively Exploring Coordination Mechanism

ErliH TN E xR

PSR S ERI IR THE | EELSE:

HEENa , SENZEEMERS. ERS.

Financial consumer interests protection involves many departments, and these departments should

P ERliHZEE

coordinate and form synergy to effectively safeguard the interests of financial consumers.

TSR BT SRR

PERI] , ZEN0saECER /Y

ABEHEAR , BUERIEEREHE. RN , LIRXI SRS
iz, BITIESSEN. REEN, s, SEERPZRA

Rl (R

B,

RIERBAIHES S1ENH] , FRIGF:

FE R HZR AN

PBC, CBRC, CIRC and CSRC all set up financial consumer interests protection bureau, and should

strengthen communication, set up information exchange and coordination mechanism, as well as

cooperation and coordination mechanism on consumer interests protection for cross-market, cross-

industry access, risk monitoring, on-site inspection, and accountability, and make joint efforts in financial

consumer interests protection.
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Actively Exploring Coordination Mechanism

o %ﬁbzﬁiléﬁgl‘]ggb .
B, =i LrfoE PRETH IR (—7=2
gfiggrj s @%ﬂd]‘k\)\ hinainancial Regulatory Framework
RigEEhs, SRt :
TSRS Rz PBC

BRIES SEE | CHmEERS E M
== FRTUIEE )

7.]_ EE.I-LH\EGQEUE_E:I:ID (Led by State Council to develop and

Ii:lco implement__ r_naqup_.financial policy)

= With the help of relevant |

departments, such as the local

administrative department for CSRC CBRC 1 CI RC

i i ‘ ‘ o eoH.
industry and commerce, finance o Hes Faus
office, and consumer society, ¢ T ( MEF4RTIE ( TR
financial industry association and HTEREE) HTEEEE) HTHREE )

. i (Daily regulation of (Daily regulation of (Daily regulation of
relevant social organizations, securities industry) banking industry) INSurance industry)

financial consumer interests

protection can get twice the result
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Firmly Establishing “Customer-Centric'' Concept

@/ 2 P S HEBR T R SR

V\Develop new products with advanced technology

#ig "LUAK 6/ 3 {5 2655 WO 72 4 )

ZS" Eg QE ! !k \Set simple and clear contracts

IRSSIEE @ TERPRGER )
\_Improve customer service system

Establishing !

""people-oriented™ . WRE KHHE R ESE )

¥\ _Enhance major events disclosure mechanism

financial services

philosophy e REFERA AR )

~—\_Promote capacity of customer service staff




D.IMEERHRERE

Strengthening Financial Consumer Education

SR ERIFIXPEAIR ASIREHZE

Promote financial and risk knowledge Advocate rational consumption view

i, B, BT, A RN 22
BRI | IR ' 1
=S HH {38 PR RO A
inancial consumer educetion Financial Erihance consumer rights &

e media such as radio, Consumer
newspapers and magazines ducatio

s =EPI], 1TILERIA,

HAO RS ERlEHEFRIEY FESTIHESAREZRZS
Compile financial consumer knowledge books Joint efforts from regulator, industry:
organizations, market entities and the public

29



EXSEEERER

Fully Drawing on International Experience

1, RE : T HARAENERIETER R

UK : Financial consumer protection with FCA
REEERMEIZRBITIRIERESE (FSA ) AENEREERFRIPBR | X—ERlE
ENEAREESINERIESTEREMRBIHLS  REEN—INBIRE "eaitRPE
RIHERENGE" . EReiZE  REBFET T SREEWNE , R TERITAE (FCA) ,
HFEFNREFSARBXITINITR.

Before the financial crisis, financial consumer protection system in UK is based on Financial Services Authority (FSA), who oversaw all

financial service institutions their business, and one of the most important goals of FSA is to properly protect the consumer interests. In
the wake of the crisis, UK government carried out financial regulatory reform, and established the Financial Conduct Authority (FCA),

who inherited and developed the FSA's action plan.
EERIEEENRIFGE , FCAZERMFERTHE | TN ERCRP.

For financial consumer protection, FCA sets specific and classified standards, and implements highly targeted protection.

FOSEXIE (£MHIA5RSE) HERBFSARIMMNE I ESREEEI SRR
R FIRAIIAL,
FOS is an independent agency, set up on the requirements of the Financial Market and Services Act, to deal with disputes between

financial consumers and financial services providers.
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Fully Drawing on International Experience

2, XHE : ZRliHEAFRIPFRESHERHERRF

US: Financial Consumer Protection with Consumer Financial Protection Bureau

XERNAXER , SEIBERST Y (ERmETE : iEi) BRE , WEEMNE
RRES EABIRL THEE , A EREEERFRIFAZIES R X E RN EERE
Z—.

After the subprime debt crisis, the U.S. government released a white paper “Financial Regulatory Reform: New

Foundation™ which criticized of the U.S. financial regulatory system, and cited that inadequate financial consumer

protection is an important reason for the crisis.

HESHFRIEHBALT (2010 FERENEIIEEEFRPE) | XA (55—
FE=5E%) | ZERNANESNEROREEMHIRRARENEEES ERIEEE
BHRIPRE. ZEERRANEHMMEBIRU 7 — M B R—NEREEEFRPEEN
X : ERNHESRIPR (CFPB) .,

The Obama administration formulated and issued the 2010 Wall Street Reform and Consumer Protection Act, also known
as the Dodd - Frank Act, of which the two core reform measures were financial market systemic risk regulation and
financial consumer protection regulation. The Act’s biggest contribution was the creation of a independent and unified

regulatory body for consumer protection: Consumer Financial Protection Bureau(CFPB).
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1, BRAFRLRRIEFERHNARRIIE SRS

Organizing compilation of key books, conducting researches on key subjec

r~+

S

> AMTIERIERES—HREFRRE “+=5h" ZREE) , ARLIR
it . 20174,

From Industry Will to National Will — Foresight of "13th Five-Year" Development of China's Insurance

Industry, People's Publishing House, 2017

> (ENERRERITIE : (REGMVTETTEN) | ABGHihRit , 20174,

Boosting Poverty Alleviation: Insurance Industry is Moving, People's Publishing House, 2017

> (REMEEERS) 75, ARBRLRH.

China Risk Governance Report, People’s Daily Press

> "—E—iE" I TRIGRESL AR RIRE |, 2017,

Research on Insurance Industry Development under the "Belt and Road" Initiative, 2017

> BEGFREIS5xE~IVARIRRIRE , 2017,

Research on Insurance Industry Participating in Pension Industry Development, 2017,
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2, HEHMESAFRISSCIGERS

Promoting Establishment of Risk and Insurance Laboratory

> ERRFZSHEREEIFTNE (SEAERGF)
Gene technology and insurance innovation laboratory (with BGI)
> MBXIESHRSRIFENE (STEIEREEMRERSE)
Internet risk and insurance innovation laboratory ( with CAICT )
> RIVXESRIGSEINE ( SHERIEZEEEHARIEE )
Agricultural risk and insurance laboratory ( with Agriculture Information Institute of CAAS )
> WEKESRESNE (SPEEFSEE)
Earthquake risk and insurance laboratory (with Seismological Society of China )
> KKMPESRIGSHINE ( STPERFRAKRFESE)
Fire risk and insurance laboratory ( with USTC )
> RERSREXNE (SPEEFREF)
Health and insurance lab (with CMA )
> AENESREEEE (SEEZREER (solera ) HESF)
Car risk and insurance lab ( with Solera )
> HKXESERGSIOE ( SKFIER. FEKFIDEEE)

Flood risk and insurance lab ( with Ministry of Water Resources and Water Engineering Association )
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3. ERRIEEIFRGSIIEXER

Promote Construction of Insurance Innovation Comprehensive Pilot Zones

> 2015 FRERREEIFEZEIIEX
2015 Ningbo National Insurance Innovation Comprehensive Pilot Zone
> 2016 #EHRESEMNMEIZERRKEIFGSINGXER
2016 Promoting Fuzhou National Insurance Innovation Comprehensive Pilot Zone

- L7 asancec
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CERNRIE eI E

Promoting Insurance Innovation Education

> BRAFERKEFRCIEAE
The first university student insurance innovation contest
> AEHRISET2RFE A 1453& BEIFRTAN A S 00 RIS SRR,
The contest received nearly 500 insurance creative works by 1,453 students from 72 universities nationwide.

> SREEXFERLEFEIEXE

The second university student insurance innovation contest

> AEARSHIERELEARBR3sHI B EIER.,
BTSRRI, RERE RS, SR
RS T T EE , SREBa 38250,
26F_EFOEFIRIBS.

- B as oan

»  The contest received 359 works from 64 universities nationwide.
CCTV news, China Education Network TV, Ningbo TV reported
the contest, and Ningbo TV reported it twice at 9:00am on March
25 and 26.
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5. I EREETHE  Solid progress of insurance history project

FsEntEn) (PEFRSE) RIELE

Consciously push forward compilation of History of Chinese Insurance

soRk (FRERIESE) (LAt ) MRSk

Complete the draft of History of Chinese Insurance (First Volume)

BN (PEFRILESE) I

Initiate compilation of Illustrated History of Chinese Insurance

Rl (PEFRILES) mIEITE

Steady promotion of compilation of General Record of Chinese Insurance

e (PEIFRIEES) HEKXN

Determine out of General Record of Chinese Insurance

R (PEFRIEES) REEERSR

Complete compilation management system of General Record of Chinese Insurance
RS ST ERRN S FHRRLSR

Fruitful results in collection of insurance historical materials
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6. BN EE SR EIEE

Actively promoting construction of risk management and insurance museums

TR ERCEYIETE
Continuing Ningbo China insurance museum project
It RFPEXEEESRGTEYIIEI B

Beijing China risk governance and insurance museum project
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