Number of Ombudsman Cases by Industry / Time
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Percentage of Cases by Industry / Time

2012Q1 {2012 Q2 |2012 Q3 |2012 Q4 (2013 Q1 2013 Q2 (2013 Q3 {2013 Q4 |2014 Q1
Banking 20.66%| 16.54%| 10.66%| 13.43%| 14.05%| 10.07%| 11.19%

2014 Q2 2014 Q3 2014 Q4 {2015 Q1 |2015 Q2 |2015 Q3 [2015Q4 (2016 Q1 2016 Q2

10.13%| 11.65%| 12.00%| 11.00%| 10.00%| 11.00%| 13.00%| 11.00%| 12.00%
Insurance 77.83% | 82.20%( 87.39%| 85.11%| 84.85%| 87.58%| 87.00% 89.31%

Securities/Futures 1.51%| 1.26%| 1.95%| 1.46%| 1.10%| 2.35%| 1.81%

2016 Q3 {2016 Q4 [2017 Q1 {2017 Q2 |2017 Q3 |2017 Q4

19.00%| 13.00%| 16.00%| 16.00%| 13.00%| 16.00%| 10.90% 16.00%

86.21%| 87.00%| 88.00%| 88.00%| 88.00%| 86.00%| 87.00%| 86.00%| 77.00%| 84.00%| 81.00%| 82.00%| 85.00%| 82.00%| 85.40%| 82.00%

056%| 2.14%| 1.00%| 1.00%| 2.00%| 1.00%| 1.00%| 2.00%| 2.00%| 4.00%| 3.00%| 3.00%| 200%| 200%| 200%| 350%| 2.00%
5:5:"::;“"’*" 0.00%| 0.00%| 0.00%| 0.00%| 000%| 000%| 000%| 000%| 000%| 000%| 000%| 000%| 000%| 000%| 000%| 000%| 000%| 000%| 000% 0.00%| 0.00%| 0.00%| 0.20%| 0.00%
100.00%
90.00% e — = ——
— - e - R —
80.00% — ~—
70.00%
60.00% —4—Banking
50.00%
40.00%
30.00% stored value card
20.00% k\0\._’ﬁ . W_W
10.00% ——
—— e
0.00% —
2012Q1 2012Q2 2012Q3 2012Q4 2013Q1 2013Q2 2013Q3 2013Q4 2014Q1 2014Q2 201403 2014Q4 2015Q1 2015Q2 2015Q3 201504 2016Q1 2016Q2 2016Q3 2016Q4 2017Q1 2017Q2 2017Q3 201704




