Insurer maintains its previous
decision to reject the claim
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Refers the case to three Honorary
Secretaries for assessment
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One or more Honorary Secretaries
in favour of the Complainant
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Refers Honorary Secretaries'

opinions to Insurer for reconsideration
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Insurer changes its decision and
settles the claim
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Rules the Insurer to
pay the claim
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Complaint taken up
by the Bureau
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Refers to the Insurer for reply
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All three Honorary Secretaries in
favour of the insurer's decision
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Insurer maintains its previous
decision to reject the claim
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Rules the complaint invalid and
supports the Insurer's decision to
decline the claim
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The Bureau
rejects the complaint
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Refers the case to the Complaints
Panel for deliberation
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The Complaints Panel's decision
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Rules the complaint invalid but
suggests the Insurer to
consider ex-gratia payment
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