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Principle 12: Complaints Handling and Redress

Jurisdictions should ensure that consumers have access to adequate complaints
handling and redress mechanisms that are accessible, affordable, independent,
fair, accountable, timely and efficient. Technology may be leveraged to facilitate
the effective design of these mechanisms, which should not impose
unreasonable cost, delays or burdens on consumers. The needs of consumers,
including those experiencing vulnerability, should be considered when designing
and publicising complaints handling and redress mechanisms.

In accordance with the above, financial services providers and intermediaries
should have in place mechanisms for complaint handling and redress. Such
mechanisms should allow providers to monitor and address systemic issues and
support improved financial consumer outcomes.

Recourse to an independent redress process should be available to address
complaints that are not efficiently resolved via the financial services providers’
and intermediaries’ internal dispute resolution mechanisms. At a minimum,
aggregate information with respect to complaints and their resolutions should
be made public. Information relating to consumer complaints should be available
to oversight bodies to support their supervisory or enforcement functions.
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