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Abstract

According to the National Development Council, Taiwan will become the ultra-
aging society in 2025, means that one fifth elderly in the country. In addition to similar
weak economic status as general financial customers, the elder may also have physical
weakness, cognitive weakness, psychological weakness and risk identification weakness
due to the decline of physical and psychological functions, highlighting the financial
weakness and vulnerability of the elderly.

In 2011, the Legislative passed the Financial Consumer Protection Law on the third
reading, which leveled the substantive asymmetry between the financial services industry
and financial consumers; On 31 December 2015, the FSC promulgated the Principle for
Financial Services Industries to Treat Clients Fairly to enhance the awareness and
compliance of financial consumer protection in financial institution. This thesis examines
a total of 889 cases related to the banking industry by the Financial Ombudsman
Institution (FOI) from 2016 to 2021, and 107 cases of elderly applicants over the age of
65. Among them, 56 disputes were involved in Investment Link Product(ILP), accounting
for 52% of the elderly appraisal cases, and among the 22 senior appraisal cases in 2021,
the ILP disputes accounted for 82%. In additional, the Principles of Fairness and
Reasonableness become the main rule of justification in elderly since 2021. The article
summarizes the insights of the Ombudsman’s Final Decision, the patterns of elderly
disputes, and refers the "Self-Discipline Directive for fair treatment of elderly customers
in the banking industry" to optimize policies and procedures of banking industry to avoid
the disputes of the elderly. By the support of board committee, provide differentiated
products and services to fit the elderly needs, cultivate the spirit of Treat Clients Fairly.

It’1l help the sustainable development of the financial services industry.

Keyword: Elderly, Treat Clients Fairly , FOI
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9 Elder financial abuse or exploitation is defined in the Older Americans Act of 2006 as: “The fraudulent or otherwise
illegal, unauthorized, or improper act or process of an individual, including a caregiver or fiduciary, that uses the
resources of an older individual for monetary or personal benefit, profit, or gain, or that results in depriving an
older individual of rightful access to, or use of, benefits, resources, belongings, or assets.”

10 Kenneth Douglas(2018) » <Standing with seniors: How banks can combat elder financial exploitation > » BAI (Bank
Administration Institute) >  https://www.bai.org/banking-strategies/article-detail/standing-with-seniors-how-
banks-can-combat-elder-financial-exploitation/

11 Marguerita Cheng(2021),<Elder Financial Exploitation: Warning Signs, Prevention and Reporting>,U.S.News ,
https://money.usnews.com/money/blogs/the-smarter-mutual-fund-investor/articles/elder-financial-
exploitation-warning-signs-prevention-and-reporting
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103 Guidance for firms on the fair treatment of vulnerable customers(2021) » 2.24 " Research into the experiences
of consumers with characteristics of vulnerability has provided further evidence that the way firms respond to
vulnerability can increase or reduce the risk of harm. a. Financial exclusion ,b. Difficulty accessing services, c.
Disengagement with the market / partial exclusion, d. Inability to manage a product or service, e. Over-
indebtedness, f. Buying inappropriate products or service and exposure to mis-selling ,g. Scams and financial
abuse.
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