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1. 投訴局接獲的每宗投訴必須經由投訴局	 	

秘書篩選，他必須滿意投訴有實質內容，

而且在投訴局的職權範圍之內。

2. 投訴局必須轉介投訴予會員公司回覆，

除非會員公司在這個階段作出賠償，或投

訴局確定投訴並無理據，否則投訴局

會將投訴轉介三位名譽顧問，要求他們

根據投訴委員會審理投訴的規則、慣例、

步驟，以及投訴局《公司章程》第82條

的規定提交意見。

3. 投訴局接獲名譽顧問的意見後，會將建

議賠償的意見轉介涉案會員公司再作考

慮。除非會員公司於這個階段作出賠償，

否則投訴局必須將投訴連同名譽顧問的

意見，一併轉介投訴委員會作最終裁決。

4 .  經開會審議或聆訊投訴後，投訴委員會

可通過表決，裁定被投訴的會員公司必

須作出賠償、提出建議或駁回投訴，以便

圓滿解決或撤銷投訴。

1. Any Complaint received by the Bureau shall be 
screened by the Bureau Secretary who must first be 
satisfied that there is some substance in the 
Complaint, and that the Complaint falls within the 
Terms of Reference of the Bureau.

2.  The Bureau shall refer the Complaint to the Member 
for a reply.  Unless the Member settles the Complaint, 
or the Complaint is determined to be groundless at 
this stage by the Bureau, the Bureau shall pass the 
Complaint to three Honorary Secretaries for their 
opinions in accordance with the rules, practice and 
procedures regarding the handling of Complaints 
determined by the Complaints Panel and Article 82 of 
the Articles of Association of the Bureau.

3.	 Following receipt of the advisory reports from the 
Honorary Secretaries in relation to any Complaint, the 
Bureau shall refer any recommendation for settlement 
to the Member for reconsideration.  Unless the 
Member settles the Complaint at this stage, the 
Bureau shall pass the Complaint together with the 
advisory reports of the Honorary Secretaries to the 
Complaints Panel for final determination.

4.	  Following any meeting or hearing of a Complaint, the 
Complaints Panel may upon resolution by the 
members of the Complaints Panel facilitate the 
satisfactory settlement or withdrawal of the Complaint 
by making an Award against the Member against 
whom the Complaint is made, or making a 
recommendation, or dismissing the Complaint.
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Refers to the Insurer for reply
轉介保險公司回覆
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保險公司改變原來決定，
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轉介個案予投訴委員會審議

Rules the Insurer to 
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Rules the complaint invalid and 
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裁定投訴不成立，贊同

保險公司拒絕賠償的決定
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suggests the Insurer to

consider ex-gratia payment
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投訴委員會的決定


