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In 2019, FINE’s everyday was marked with the telephone constantly ringing and the 
customers posing questions that have become familiar over the years. Among the 
queries, there are also those that reflect the changes occurring in the financial sector 
and society at large. This Annual Report differs from our earlier publications in the 
sense that we now highlight the phenomena and issues received by the Bureau at 
this particular moment of time.

The media has focused on questions such as the equity savings account, corporate 
and social responsibility, financial competence and the various forms of indebted-
ness of households. These are all important questions, but responsibility in customer 
relationships as well as the customers’ financial management skills are issues en-
countered by FINE on a daily basis. The responsibility issues related to the customer 
protection in the Finnish financial sector are well established and in good shape. 
However, there is always room for improvement, and the conventional financial 
sector now seems to need to pay more attention to a balance to be found between 
the offer of digital and personal services. Both services are necessary. Improved 
economic and financial skills will prevent new problems from emerging, but at the 
same time, we need to develop ways to support and help people who already face 
economic difficulties. Their problems are often not only economical by nature but 
relate to their lives more generally.

At the end of 2019, also FINE’s strategy period 2015-2019 ended. FINE’s vision for 
the period was to be known as the independent adviser and dispute resolution body 
in the financial sector. For decades, FINE has worked successfully towards this vision. 
Not only in the past decades but also for the year 2019, this is an achievement of 
FINE’s top experts who deserve full appreciation for their exceptional commitment 
to their work.

Managing Director’s review
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FINE’s mission is to promote the position of the customers and the further the 
development of best practices in the financial sector, and this mission materialises 
every single day in our work. As one of our people said, “because it is intrinsic for 
us”. We would not be here now if we did not have such a good cooperation with the 
financial sector actors and other stakeholders. Once again, I would like to thank all 
our stakeholders and, above all, all those involved in our administrative and dispute 
resolution activities.

The new decade opened with the launch of FINE’s new strategy period. We now 
work towards our 2022 vision: being visible, influential and making our voice heard. 
Our mission remains the same and our basic task does not change. With the help of 
our Executive Board, this excellent team makes it possible to continue the work for 
the customers who will have answers to their questions and problems through us. 
Our work will also help the service provides to develop their customer experience, 
and our voice will be heard timely in 
the right places to further the best 
practices and customer position in 
the financial sector.

 
Helsinki, 8 March 2020 

Elli Reunanen
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Operations in brief
FINE gives advice and assistance to its customers in 
insurance, banking and investment questions and 
issues. FINE also resolves disputes between the 
customer and the service provider in such situations, 
issuing its recommendations to solve the disputes. 
FINE’s services are provided free of charge to the 
customers.

FINE is an independent and impartial actor, with the 
operations based on an agreement made between 
the Financial Supervisory Authority (FIN-FSA), Finnish 
Competition and Customer Authority and Finance 
Finland FFI. At years’ end 2019, the organisation 
employed 25 staff members. The Managing Director 
is Elli Reunanen.

Mission

FINE’s mission is to promote the attainment of 
customer rights and promotion of best practices in 
the sector.

Vision

FINE is known as the independent, efficient expert 
adviser and dispute resolution body in the financial 
sector.

Values

FINE’s values include independence and reliability, 
expertise and result-orientation as well as 
collaborative capacity.

FINE in various channels and projects

In 2019, the number of visitors in FINE’s site were 
double those consulting the pages the year before, 
marking a record number of 150,000 visitors. The 
recommended solutions, FINE’s operations, FAQ and 
the new guidebooks and comparisons attracted most 
visitors to the site.

FINE published various guidebooks on voluntary car 
insurance and motor liability insurance, motorbike 
insurance, compensation for damages caused by 
dogs as well as dental accidents. The purpose of the 
guidebooks is to assist the customers, for example, 
to choose the most suitable insurance and to invite 
insurance offers.

In addition to the publications in the web, we 
produced videos on various insurance lines, on how 
to attend to the banking and insurance questions of 
a death estate, on bad credit records and dispute 
resolution. The videos are accessible through our 
own YouTube channel.

Insurance and banking issues as well as FINE experts 
were mentioned in over 400 pieces of news in the 
media. Most of the articles or news were related 
to people’s everyday life, such as the insurance of 
homes and health, mobility and travelling, storm-
caused damages, changes in life situations, pet 
insurance, personal finances, bad credit records and 
overall management of one’s own economy.

We reached our customers and stakeholder groups 
through a new newsletter focusing on recommended 
solutions. The monthly newsletter contains the most 
recent recommended solutions published in the past 
month.

We also introduced a new and rapid chat service 
accessible at our site. The chat works alongside with 
the conventional phone-based and digital contacts to 
reach our advice services. It is a channel to contact 
us rapidly and, at the customer’s request, 
anonymously.

We work with several stakeholder groups in various 
cooperation projects, with the objective of improving 
people’s personal financial management and 
competence in insurance and banking issues. The 
aim of our ‘Financial Guru’ competition is to inspire 
the young to attain good knowledge of the economy. 
For the competition, FINE collaborates with Finance 
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Finland FFI and Association for Teachers of History 
and Social Studies in Finland HYOL. We are also 
involved in the Advisory Board for Financial 
Management, a partner in the Zaldo.fi learning 
environment coordinated by Nuori Yrittäjyys ry 
(‘Young entrepreneurship´), the Vakuuttaako (‘Are 
you (in)sure(d)’) workshops promoted by Finance 
Finland FFI as well as collaborate with the Finnish 
Innovation Fund Sitra. We also participate in the 
DigiConsumers research project funded by the 
Strategic Research Council under the Academy of 
Finland.  

FINE is a member of INFO, the International Network 
of Financial Services Ombudsman Schemes. The 
objective of the global organisation is to promote 

and develop the out-of-courts dispute resolution 
activities and MOs of organisations.

FINE participates in the FIN-NET activities initiated 
in 2001 by the European Commission and is also a 
member of the FIN-NET Steering Committee. FIN-
NET is a network helping European consumers and 
companies to solve disputes in the financial service 
sector in a swift, inexpensive and simple manner in 
cases where the service provider operates in an EU 
Member State other than the consumer’s country of 
residence.

FINE issued opinions and took active part in leg-
islative preparation work. The list of opinions and 
statements is on page 21. 
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Advice and counselling
From the very first contact on, the aim of FINE’s 
advice services is to clear the customer’s problem 
and find the appropriate solution. The contact can be 
prompted by lack of clarity related to the coverabil-
ity of the loss, the amount of the indemnity or the 
contents of investment advice received, or uncer-
tainty as to who is responsible for the unlawful use 
of a debit card. Many customers would like to get the 
reply to their problems during the first contact with 
the telephone exchange but the questions normally 
require some further study.

Mostly, the FINE experts provide the customers with 
information on the legislative or contractual contents 
and resolution practice. The purpose of the advice 
service is, above all, to make the case clear to the 
customer - as quickly and flexibly as possible. 
However, it is not just a question of providing 
information but the advice also may help to prevent 
unnecessary disputes and to find agreement 
between the parties involved. 

Figure 1: Customer contacts Figure 2: Customer contacts in various years
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Insurance issues

Major themes in insurance
• The handing of losses and insurance policies only  

by the online service as well as selling insurance 
policies in the Internet start to show in the 
contacts to FINE although, so far, there have 
been only a few disputes directly related to the 
sales or handling channel.

• In relation to partnerships, the questions related 
to the outsourcing of parts of the insurance 
company’s claims handling services are 
increasing.

• Problems related to delayed decision-making of 
the insurance company and, on the other hand, 
in claims investigation and settling, are common.

• The contact is increasingly taken by customers 
with obvious life management problems or 
memory loss diseases. In these situations, the 
aspects related to the occurrence of the loss and 
their investigation and settling are often very 
unclear.

• The questions ending in dispute resolution 
are increasingly difficult and multifaceted. The 
underlying reasons include, for example, FINE’s 
active advice function where the simpler 
disputes are prevented through adjustment or 
by informing the customer that the case would 
not be successful as a dispute. The insurance 
companies’ own complaint handling procedures 
are also working well, and only the most difficult 
cases and those dealing with matters of principle 
end up in FINE.

• The operation of the insurance sometimes shows 
signs of lacking competence and training. There 
is partly insufficient knowledge about the way in 
which the policy terms, with a long underlying 
history, were written as they today stand and 
what was the reason for that particular wording. 
For the same reason, the later changes and addi-
tions to the policy terms are not always 
compatible with the whole, and this creates 
problems in their interpretation. There have 
been some challenges in certain cases, 

Often, the service provider’s decision is fully 
appropriate and the customer is able to accept it 
once FINE has provided an expert view on the case 
at hand. In other situations, FINE may look into the 
possibilities of an amicable solution or suggest that 
the customer might consider an appeal.

Example of an advice case

The customer had claimed a death benefit based 
on the spouse’s personal accident insurance. The 
cause of death was a sudden allergy reaction 
after a wasp sting and an immediate cerebral 
hypoxia. The insurance company had found that 
this was a case of an infectious disease or illness 
caused by an insect sting resulting in a death that 
is not indemnified by the insurance.  
 
The FINE expert gave the customer information 
about the FINE Complaint Boards practice in 
similar cases where the injury was interpreted as 
resulting from an accident. Based on them, the 
expert advised the customer to file a request of 
reconsideration through the insurance company’s 
internal adjustment process. Indeed, the 
insurance company changed its decision, 
following the good insurance practice which 
suggests that in unclear situations the policy 
terms are to be interpreted in the customer’s 
favour. The customer was very pleased and sent 
the adjusted decision to FINE for information.

During the year 2019, a total of over 300 situations 
risking to become disputes were solved by FINE 
through advice services.
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especially as concerns investigation, settling and 
understanding larger losses. It has not always 
been clear which are the issues that need to 
be clarified with the customer before the first 
claims handling decision and which are the most 
important policy terms in the case at hand. 

Health insurance
Topical questions and reasons for contacts

The personal accident insurance remains an insur-
ance class that causes a lot of contacts. Most of the 
cases concern the causal connection in relation to 
the handicap class, mostly degree of handicap, as 
well as to the injuries of the shoulder, knee or the 
Achilles tendon. 

As concern the medical expenses insurance, 
premium increases, in particular, have prompted the 
customers to contact us. From us, the customers 
have received explanations of the justified reasons 
of the increases or the clauses in their policy terms 
that may mention the insurer’s right to change the 
premium, for example, to match the change in the 
claims incurred. 

To our surprise

The advice services received questions about the 
premium increases but annually, only individual 
cases of this type proceed to dispute resolution. It 
may be that the precise attitude of the Insurance 
Complaints Board, especially as relates to changes 
made in contents, has curbed the wish to make 
changes, and the companies have made their 
changes only through premium increases which have 
also been relatively moderate.

Reasons for disputes

• the personal accident insurance was the 
insurance class that caused most disputes

• as a main rule, the dispute was about medical 
assessment, such as degree of handicap or 
causality. Making the decision often requires a 
medical expert statement. In question 

regarding insurance of the person, looking for 
medical experts and contacts with them is a 
factor that causes significant work for FINE.

• among the disputes solved in the Complaints 
Board, one third relates to brain damage

• the number of pharmaceutical injuries shows a 
rising trend; the Complaints Board examined 38 
dispute cases

Future outlook

Brain damage cases account for a large share of all 
personal injury cases subjected to dispute resolution 
and, in particular, to the Complaints Board. Certainly, 
the number of cases is affected by the continuing 
public debate concerning this topic. Brain damages 
are today taken more seriously than, for example, 
in the 1980s. It is likely that the number of cases 
related to disability cover is going to increase, under-
pinned by the sales efforts by the service providers. 
Disability insurance policies have been sold a lot. 

 
Insurance on housing

Topical questions and reasons for contacts

Home and real estate insurance is one of the 
insurance lines accounting for most of FINE’s work. 
The customers asked a lot of questions about 
damages caused by leaks and other water-related 
issues as well as the insurance cover in situations 
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Figure 3: Breakdown of insurance issues 2019
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resolved by the Complaints Board. This is 
probably indicative of the fact that the insurance 
brokers are actively handing their customers’ 
indemnity issues.

 
Future outlook

In household and real estate insurance as well as in 
voluntary motor insurance policies, the expanding 
partnerships of insurance companies will confuse 
the customers while new kinds of liability questions 
will arise.

Regional differentiation and the decrease in real 
estate values in declining localities will be increa-
singly highlighted in real estate insurance. FINE has 
had contacts concerning situations where a housing 
company will not be granted real estate insurance, 
or a fire loss has taken place in a real estate located 
in an area where the market values have decreased 
heavily or there is no functioning real estate market.

Mobility related insurance
Topical questions and reasons for contacts

As concerned motor liability insurance, the advice 
services faced, in particular, issues related to 
premiums, such as increases in premium as well as 
charging of fixed payments and bonuses. In voluntary 
motor insurance, issues such as the expiry of an un-
paid insurance, the questions related to the salvage 
value and the fair value of a car were mainly solved 
through the advice service.

In travel insurance, the focus continues to be on 
questions related to cancelled travel as well as on 
disease and injuries during the travel. The problems 
related to sickness during travels are normally 
associated with the question whether the sickness 
started during the ongoing trip or is it an existing 
disease that just got worse during the travel. The 
customers have faced difficult situations when they 
have, in case of sickness, acted on their own initiative 
without first contacting the party indicated in their 
travel insurance policy. An increasingly frequent 

where the eventual root cause was found to be faulty 
construction dating back to years or even to decades. 
Other questions related to the progress of the repair 
and indemnity process and the possibility to proceed 
with the repairs already prior to the insurer’s 
decision on the claim.

In connection with contacts related to household 
damages, other customer questions and problems 
tend to pop up, such as those related to product 
liability, reduction of price in housing sale situations, 
liability insurance or the housing company’s real 
estate insurance. The importance of bad credit 
records in view of getting an insurance is also a 
regular topic, not only in household insurance but 
also for other types of policies.

Questions and problems of damage investigation are 
common. Often, the concern is about the evidence 
or the shortcomings in providing the evidence or the 
material that can be reasonably required from the 
customer. In case of customers with a foreign origin, 
in particular, the situation may become more com-
plicated by the fact that they are still unfamiliar with 
the Finnish insurance system. 

To our surprise

The simplest disputes of individual customers, 
related to cases such as the loss or theft of home 
movables, have become significantly less frequent. 
However, the upper limit of indemnity for an individ-
ual object or the property involved in the loss, has 
been highlighted in the loss events. The losses seem 
to involve increasingly valuable property.

Reasons for disputes

• a lot of leakage damages and respective 
questions about damage coverage and 
application of exclusion terms

• the most common dispute is about the compen-
sability of a loss, mostly focusing on the question 
whether this was a sudden and unforeseeable 
damage or whether the exclusion terms apply

• the real estate insurance cases account for a 
larger proportional share of all dispute cases 
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question concerned the possibility to obtain a travel 
insurance for a person residing in Finland but not 
covered by the Finnish social security system.

Reasons for disputes

The Insurance Complaints Board examined the first 
motor liability insurance cases related to the removal 
from traffic, and decided that it was, indeed, 
competent to examine these cases in accordance 
with the Act that entered into force 
on 1 January 2017.

The absolute number and proportional share of boat 
losses has grown. There is no single factor explaining 
the increase in the number of disputes. The disputes 
are mainly related to the question whether the 
sinking of the boat or the breaking of the engine 
was due to a reason entitling the owner to receive 
indemnity (running aground, collision with a fixed or 
floating object, vandalism).

Future outlook

So far, only very few motor liability insurance 
disputes have been resolved but based on the 
contacts to the advice services, it is to expected that 
the issues related to the motor liability insurance 
policies (entry into force of the policy, policyholder’s 
and insurer’s obligation to provide information at the 
closing of the contract, increase in risk, increases in

Legal expenses and liability 
insurance

Topical questions and reasons for contacts

In legal expenses insurance, the frequent questions 
related to the uninterrupted validity of another 
policy with the same contents of the current legal 
expenses insurance as well as lack of clarity as to the 
invoicing and validity of the insurance.

General liability insurance as well as the integrally 
associated assessment of fault or negligence are still 
aspects that are hard for the customers to 
understand. No damages are paid on the basis of the 
general liability insurance if the liable party has acted 
with care.

Reasons for disputes

• the concept of notification of loss in a legal 
expenses policy: could the telephone contact 
made by the customer be considered a 
notification of loss when the written notification 
took place only after one year from the dispute

• the legal expenses insurance and prescription: 
when did the customer get the information 
about the validity of the insurance taken by the 
union

• questions related to the assessment of fault and 
negligence and the interpretation of exclusion 
terms in general liability insurance policies

Questions broken down 
by line of insurance number share in

%
Home insurance 1178 21 %

Personal accident insurance 844 15 %

General Liability Insurance 676 12 %

Voluntary motor vehicle insurance 570 10 %

Motor liability insurance 402 7 %

Travel insurance 374 7 %

Health insurance 362 6 %

Workers’ Compensation Insurance 218 4 %

Other non-life insurance 168 3 %

Real estate insurance 164 3 %

Legal expenses insurance 161 3 %

Animal insurance 99 2 %

Business insurance 85 2 %

Pharmaceutical injuries insurance 79 1 %

Boat insurance 59 1 %

Risk life insurance 59 1 %

Loan insurance 53 1 %

Farm insurance 33 1 %

Employee sickness fund issue 12 0 %

Supplementary pension insurance 8 0 %

Cargo insurance 6 0 %

Total 5610
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Future outlook

As concerns the legal expenses insurance policies, 
the three problems earlier highlighted by FINE still 
prevail:

• the legal expenses benefit is not available for the 
most common disputes faced by private persons

• the sums insured are too low in situations where 
the private person would need to subject the 
case to the judicial system

• the legal expenses insurance is sold as a “side 
product” and therefore the customers do not 
pay attention to the product and the respective 
terms when they take the insurance. 

 
Business insurance
Topical questions and reasons for contacts

The problems of business insurance are related, in 
particular, to construction and the general liability 
insurance. The main reason is that the companies 
often do not understand the limits of the scope of 
coverage of the general liability insurance in relation 
to their operations. The general liability insurance 
cannot cover “bad entrepreneurship” and quality of 
work. The majority of the disputes about coverability 
relate to the interpretation of the exclusion terms 
based on this main rule.

Reasons for disputes

• as concerns the general liability insurance 
covering the company’s operations, the scope of 
interpretation of the exclusion term based on the 
protection and loss prevention obligation related 
to the property

• the extensive and even surprising exclusion term 
related to water damage in certain general 
liability insurance policies

• the most typical aspect shared by the disputed 
business insurance cases has been bad or 
incomplete damage investigation.  
 

The decision has been taken in haste, as quickly 
as possible “to clear the table” even if the claim 
investigation has been insufficient

Banking

Major themes in banking
Irrespective of the more detailed reasons for the 
customer contacts, there was general dissatisfaction 
with the bank service quality, especially as concerned 
the possibilities of the aged and the computer 
illiterate customers to access services, as well as the 
congestion of various service channels. The contacts 
related to customer identification partly touched the 
same theme as the bank processes were felt to be 
too intrusive, straightforward and inflexible. 

Topical questions and reasons for contacts

Contacts related to customer identification 
outnumbered the corresponding cases in the 
previous year. The contact were related both to the 
customer identification processes and the basic 
banking service obligation. The customers asked 
whether the bank can close a basic payment 
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Figure 4: Breakdown of banking issues 2019
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account, and on which grounds. A new group of 
issues was constituted by the problems faced by 
corporate customers in cases where the bank gives 
notice of all company accounts and services, as well 
as those of new entrepreneurs in opening a banking 
account.

In credit issues, the contacts mostly concerned 
housing loans and sureties, such as questions related 
to changes in contract and valuation and release of 
the surety.

The latest PSD II regulations which entered into 
force in September 2019 were reflected in the FINE 
advice services to the extent that concerned the 
banks’ actions to renew their identification tools. The 
customers had problems with the verification service 
installed in their mobile devices, for example, in sit-
uation where the mobile device had to be changed, 
maybe even by surprise 

To our surprise

As earlier, FINE did not receive any contacts related 
to new payment services and applications. The 
possibility to cash a cheque is still a regularly 
presented question. Some payments are made 
abroad, such as tax refunds or pensions, with a 
cheque which can no longer be cashed in Finland.

Reasons for disputes

• Various cases also involving new forms of un-
authorized use of payment instruments. A new 
aspect encountered were the differences in the 
contents of the Act on Payment Services and Act 
on Strong Electronic Identification and Electronic 
Trust Services on the one hand, and the regula-
tion on the careful storage of the identification 
tool and the ensuing limits of liability related to 
its unauthorized use, on the other hand.

• The limits of joint and several liability of the 
credit provider, as per the Consumer Protection 
Act, in situations where the customer had used 
the card in investment operations and the 
investment service acquired by the customer did 
not meet the expectations or proved later to be 

a scam (so-called credit card investment scams).
• The binding character of a credit promise and 

the customer’s liability to provide correct 
information.

 
Future outlook

Both in banking and in investments, the current 
trend is likely to continue, in other words, the abuse 
situations will become increasingly technical and 
hard to investigate. The customers are more and 
more confused as to whom they should give their 
personal data when using the mobile devices for 
their private business. 

Investment
Major themes in investment

The investment sector was calm. However, the 
number of contacts related to the operation and 
products of service providers not within FINE’s 
competence area grew irrespective of whether it was 
a question of investment-linked insurance  policies 
or securities investments. In practice, there were 
only a few individual contacts related to conventional 
securities issues and from customers of large-scale 
investment service providers.

Topical questions and reasons for contacts

The contacts related to investment-linked insurance  
policies accounted for over half of all contacts related 
to the investment sector. As concerned life insurance 
savings policies, the most frequent question related 
to the possibility of the customer to withdraw from 
the contract and related expenses. The customers 
found that they had not received enough informa-
tion about these questions when they signed the 
original investment policy. The customers’ questions 
related to the voluntary pension insurance policies 
were about the possibility to draw out the saved 
funds prior to retirement, and also to the 
reconciliation of the voluntary pension insurance and 
the statutory pension.
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A large share of other contacts concerning 
investments were associated to the various forms of 
investment scams or virtual currencies. Moreover, 
the novel and innovative investment products of 
certain service providers inspired contacts to FINE.

Reasons for disputes

• the service provider’s obligation to provide 
information

• there were also questions about the Investment 
Complaints Board’s competence in certain cases 
of investment service company practices and 
new types of products where the limits of 
regulation were tested 

 
Dispute resolution 
Among the 874 (1086) disputes concluded during 
the review year, insurance cases accounted for 91% 
(90%), banking for 7% (6%) and investments for 3% 
(4%). As from the year 2018, the investment issues 
include not only securities but also investment 
policies.
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Investment

FINE’s dispute resolution takes place both in the 
Bureau process as well as in the Complaints Boards. 
The Bureau process focuses on the cases with an 
established interpretation practice or cases that are 
otherwise unambiguous in legal terms. In 2019, 57% 
(65%) of all disputes were resolved this way. The 
Complaints Boards examine difficult and complex 
cases that require a decision that sets a principle 
outline. During the review year, these cases 
accounted for 43% (35%) of all disputes.

During the review year, the more efficient advice 
operations at FINE and amicable settlements reached 
already prior to the dispute process decreased the 
overall number of disputes and, especially, the 
number of the simple disputes examined at the 
Bureau process. At the same time, the trend is 
reflected as the growth of the relative share of cases 
submitted to the Complaints Boards; in terms of 
cases, the Boards examined a number that 
corresponded to the previous year.

The handling of disputes ended either by a 
recommended solution issued by FINE, an amicable 
settlement between the parties, the dismissal of the 
case without examining its merits or the suspension 
of the case. Reaching an amicable settlement 
between the parties means - both in advice 
operations and in dispute resolution - that the service 
provided paid indemnity to the customer on a 
voluntary basis. The resolution recommendations in 
favour of the customer varied from a minor 
additional compensation to the total change of the 
end result. The service providers complied with 
these resolution recommendations except for one 
insurance case. The rate of compliance was 99% 
(97%). 

The following presents overall statistics of FINE’s 
dispute resolution operations broken down by 
service provider and the nature of the dispute. The 
statistics include all disputes resolved by the FINE 
Bureau and the Complaints Boards.

The ADR (Alternative Dispute Resolution) issues 
reported towards the end of this chapter were 
disputes where the consumer, who had bought a 
financial product, claimed a compensation from the 
service provider. Such disputes accounted for 55% 
(61%) at the FINE level; the decrease in the simple 
disputes discussed above has also caused a smaller 
share of ADR disputes. Issues examined by FINE, 
other than ADR, included cases involving housing 
companies, funds and companies, disputes about 
group insurance policies and other situations where 
the contract had been concluded by a party other 
than the consumer. 

Figure 5: Concluded disputes in 2019
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Disputes submitted 
Banking

number

Use of account and 
payments 43

Credit issues 14

Other issues 4

Total 61

Disputes submitted 
Investment

number

Life insurance savings policy 8

Voluntary pension insurance 4

Investment advice 4

Book-entry accounts 2

Securities brokerage 2

Investment funds 2

Marketing of investment 
products 2

Total 24

Concluded disputes 
Outcomes

Insurance 
number/ %

Banking 
number / %

Investment 
number / % Total number

Recommendations in favour of the customer 173 / 22 % 14 / 29 % 15 / 48 % 202

Recommendation in favour of the service provider 471 / 59 % 18 / 37 % 12 / 39 % 501

Amicable settlement 115 / 14 % 5 / 10 % 2 / 6 % 122

Dismissed without examination, total 18 / 2 % 6 / 12 % 2 / 6 % 26

* not compatible with the resolution procedure 7 5 2 14

* no financial interest 2 - - 2

* pending or examined elsewhere 4 - - 4

* no competence 2 1 - 3

* no contact with the service provider 3 - - 3

Interrupted handing 17 / 2 % 6 / 12 % - 23

Total 794 49 31 874

Highly complex dispute 6 5 7 18

Recommended solutions not followed 1 - - 1

Concluded issues broken down by sector 91 % 6 % 4 % 100 %

Examination time starting from the finalisation of 
the documents, (number of days) 67 48 62 average 65

All disputes in 2019

     Disputes submitted 
     Insurance Claims Contractual 

questions
Liability of 

information

Causing of 
damage and 

fraud

Other 
issues Total

Personal accident ins, 199 0 0 1 1 201

General Liability Ins. 77 0 0 51 0 128

Home insurance 76 4 1 3 2 86

Real estate insurance 56 0 0 1 0 57

Legal expenses insurance 48 7 2 0 0 57

Travel insurance 53 2 1 0 0 56

Health insurance 33 9 13 0 0 55

Voluntary motor vehicle ins. 44 3 3 4 0 54

Pharmaceutical injuries ins. 34 0 0 0 1 35

Business insurance 11 2 2 0 0 15

Boat insurance 12 0 1 0 0 13

Animal insurance 10 0 0 0 0 10

Loan insurance 5 1 3 0 0 9

Farm insurance 6 1 1 0 0 8

Risk life insurance 1 3 0 0 0 4

Motor liability insurance 0 2 0 0 0 2

Employee sickness fund issues 1 0 0 0 0 1

Cargo insurance 1 0 0 0 0 1

Other non-life insurance 1 0 0 0 0 1

Total 668 34 27 60 4 793
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Life insurance companies Resolutions, 
number

Recommended 
indemnity, 

number

Recommended 
indemnity, 

%

Compliance, 
%

Aktia Life Insurance Ltd 5 - - -

AXA (Genworth Financial, life) 3 - - -

BNP Paribas Cardif Livförsäkring AB 2 2 100 % 100 %

Chubb (ACE Europe Life Limited) 2 - - -

Fennia Life Insurance 1 - - -

Kaleva Mutual Insurance Company 16 - - -

LocalTapiola Mutual Life Insurance Company 5 1 20 % 100 %

Mandatum Life 4 - - -

Nordea Life Insurance Finland Ltd 4 1 25 % 100 %

OP Life Insurance Oy 3 - - -

SEB Life 14 11 79 % 100 %
Tiotal 59 15 25 % 100 %

Non-life insurance companies Resolutions 
number

Recommended 
indemnity, 

number

Recommended 
indemnity, 

%

Compliance, 
%

AIG Europe Limited 9 1 11 % 100 %

AXA (Genworth Financial, vahinko) 1 - - -

Chubb (ACE European Group Limited) 8 1 13 % 100 %

Fennia Mutual Insurance Company 135 44 33 % 100 %

Folksam Vahinkovakuutus Oy 14 2 14 % 100 %

Försäkringsaktiebolaget Agria 2 1 50 % 100 %

Försäkringsaktiebolaget Alandia 3 2 67 % 100 %

If  Non-life Insurance, Finnish Branch 150 33 22 % 97 %

LocalTapiola Mutual Insurance Company 153 24 16 % 100 %

Pohjantähti Mutual Insurance Company 32 8 25 % 100 %

Pohjola Insurance Ltd 142 19 13 % 100 %

Protector Forsikring ASA 14 7 50 % 100 %

Finnish Mutual Insurance Company for 
Pharmaceutical Injury Indemnities 38 9 24 % 100 %

Finnish P&C Insurance Ltd 19 4 21 % 100 %

Tokio Marine Kiln Insurance Ltd (DUAL Finland) 5 2 40 % 100 %

Turva Mutual Insurance Company 29 11 38 % 100 %

Ålands Ömsesidiga Försäkringsbolag 2 2 100 % 100 %

Total 756 170 22 % 99 %

Statistics broken down by service providers (all disputes)
The tables include all issues ending with a recommended solution, broken down by each service provider.
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Investment service providers Resolutions, 
number

Recommended 
indemnity, number

Recommended 
indemnity, %

Compliance, 
%

LocalTapiola Asset Management 1 - - -

Nordea Bank pic 1 - - -

OP Group 4 2 50 % 100 %

Privanet Group pic 2 - - -

Taaleri Asset Management Ltd 1 1 100 % 100 %

Total 9 3 33 % 100 %

Employee benefit funds and
pension funds

Resolutions,
number

Recommended 
indemnity, number

Recommended 
indemnity, %

Compliance,
%

Employee benefit funds 1 - - -

Total 1 - - -

Banks Resolutions, 
number

Recommended 
indemnity, number

Recommended 
indemnity, %

Compliance, 
%

Aktia Pankki plc 1 - - -

Danske Bank A/S, Finnish branch 10 3 30 % 100 %

Svenska Handelsbanken AB / Handelsbanken 
Finland 1 - - -

Nordea Bank pic 16 5 31 % 100 %

OP Group 8 3 38 % 100 %

POP Bank 2 1 50 % 100 %

S-Pankki Oy 9 1 11 % 100 %

Savings Bank 2 1 50 % 100 %

Total 49 14 29 % 100 %
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Consumer disputes 
submitted: Banking number

Use of account and 
payments 38

Credit issues 11

Other issues 4

Total 53

Consumer disputes 
submitted: Investment number

Life insurance savings 
policy 4

Investment advice 3

Securities brokerage 2

Voluntary pension 
insurance 1

Book-entry accounts 1

Total 11

Submitted consumer disputes 
Insurance Claims Contractual 

questions
Liability of 

information

Causing of 
damage and 

fraud

Other 
issues Total

Personal accident insurance 147 0 0 0 0 147

Home insurance 69 4 1 3 2 79

Voluntary motor vehicle 
insurance 39 2 3 4 0 48

Travel insurance 35 1 1 0 0 37

Health insurance 20 5 5 0 0 30

Legal expenses insurance 18 7 2 0 0 27

General liability insurance 7 0 0 8 0 15

Boat insurance 11 0 1 0 0 12

Animal insurance 10 0 0 0 0 10

Loan insurance 4 1 2 0 0 7

Risk life insurance 1 2 0 0 0 3

Motor liability insurance 0 2 0 0 0 2

Real estate insurance 1 0 0 1 0 2

Total 362 24 15 16 2 419

ADR disputes in 2019
The obligation to report ADR issues is based on the Degree by the Ministry of Justice transposing the 
Alternative Dispute Resolution (ADR) Directive.

Concluded disputes (ADR) Outcomes Insurance 
number/%

Banking
number/%

Investment 
number/% Total number

Recommendations in favour of the customer 69 / 17 % 13 / 30 % 12 / 52 % 94

Recommendation in favour of the service provider 257 / 62 % 17 / 39 % 10 / 43 % 284

Amicable settlement 68 / 16 % 5/ 11 %  1 / 4 % 74

Dismissed without examination, total 10 / 2 % 4 / 9 % - 14

* not compatible with the resolution procedure 6 3 - 9

* no financial interest 2 - - 2

* no competence - 1 - 1

* pending or examined elsewhere 2 - - 2

Interrupted handling 11 / 3 % 5 / 11 % - 16

Total 415 44 23 482

Highly complex dispute 6 5 7 18

Recommended solutions not followed - - - -

Concluded issues broken down by sector 86 % 9 % 5 % 100 %

Examination time starting from the finalisation of the 
documents, (number of days) 52 45 46 average 50
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Organisation and personnel on 31 December 2019
The FINE organisation is composed by the FINE Supervisory Board, the Executive Committees, the Bureau and 
three Complaints Boards. The FINE Supervisory Board supervises and directs the operations of the organisa-
tion. The Supervisory Board adopts the strategy, budget and Financial Statements of the organisation, ap-
pointing the Executive Committees and the FINE management. The FINE strategy period ended at the turn of 
the year 2019, and the Supervisory Board adopted a new strategy for the period from 2020 to 2022.

The Chair of the Supervisory Board is Astrid Thors (M.LL). The Members of the Supervisory Board represent 
the Finnish Competition and Consumer Authority, the Financial Supervisory Authority and Finance Finland 
FFI, the parties to the contract that is the basis of the FINE operations. Moreover, there is an invited Supervi-
sory Board Member representing the Ministry of Social Affairs and Health and the Ministry of Finance.

FINE has Executive Committees for the insurance, banking and investment sectors; they appoint the Com-
plaints Boards for the sector and prepare the FINE budget and plan of action to be adopted by the Superviso-
ry Board.

During the review year, FINE had 25 employees with fixed employment contracts. The Managing Director was 
Elli Reunanen and her deputy Ville Raulos, Senior Adviser.

The main FINE contractual parties are the Finnish Competition and Consumer Authority, the Financial Su-
pervisory Authority and Finance Finland FFI. As regards securities, the association of Finnish equity savers 
(Suomen Osakesäästäjät ry) has joined the contract while the associations for pension funds (Eläkesäätiöyh-
distys ry), employee benefit funds (Vakuutuskassat ry) and employee sickness funds (Sairauskassat ry) are 
parties as far as insurance issues are concerned. The parties to the contract have also invited representatives 
of the Consumers’ Union of Finland to participate in the administration.

Most of FINE’s expenses are covered by Finance Finland FFI. The Auditors are Tuokko Tilin tarkastus Oy, APA 
Auditors, while the responsible Auditor is Terhi Latvala, APA.
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Supervisory Board
Astrid Thors, M.LL., Chairperson 
Managing Director Piia-Noora Kauppi, Finance Finland FFI 
Director General Anneli Tuominen, Finnish Financial 
Supervisory Authority FIN-FSA 
Director General Katri Väänänen, Finnish Competition 
and Consumer Authority FCCA  
Director General Outi Antila, Ministry of Social Affairs 
and Health 
Head of Department Leena Mörttinen, Ministry of Finance

Deputy Members 
Deputy Managing Director Esko Kivisaari, Finance 
Finland FFI 
Senior Adviser Sonja Lohse, Financial Supervisory 
Authority FIN-FSA 
Deputy Director Outi Haunio-Rudanko, Finnish 
Competition and Consumer Authority FCCA

Presenting officers to the Supervisory Board 
Managing Director Elli Reunanen, FINE 
Secretary to the Supervisory Board: Senior Adviser Ville 
Raulos, FINE

 

Executive Committee, Insurance
Representatives of authorities and organisations 
Senior Adviser Erja Rautanen, Financial Supervisory 
Authority FIN-FSA, Chairperson 
General Secretary Juha Berling-Pomoel, the Consumers’ 
Union of Finland 
Director Maija Puomila, Finnish Competition and 
Consumer Authority FCCA

Representatives of Finance Finland FFI 
Director Kari Kujala, LocalTapiola Group 
Director Sari Styrman, OP Group 
Managing Director Pekka Luukkanen, Nordea Life 
Deputy Managing Director Esko Kivisaari, Finance 
Finland FFI

Executive Committee, Banking
Representative of the authorities 
Head of Department Armi Taipale, Financial Supervisory 
Authority FIN-FSA (as of 9 December 2019) 
Senior Legal Adviser Pirjo Kyyrönen, Financial Supervisory 
Authority FIN-FSA 
Director Anja Peltonen, Finnish Competition and 
Consumer Authority FCCA 
Legal Counsel Paula Hannula, Finnish Competition and 
Consumer Authority FCCA

Supervisory Board of FINE: Leena Mörttinen, Outi Antila, Katri Väänänen, Piia-Noora 
Kauppi,Anneli Tuominen, Astrid Thors, Ville Raulos and Elli Reunanen
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Representatives of Finance Finland FFI 
Director Taina Kallio, OP Group 
Managing Director Pekka Ylihurula, S-Bank 
Corporate responsibility Director Pirjo Kuusela, Nordea 
Group 
Leading economist Veli-Matti Mattila, Finance Finland FFI

Executive Committee, 
Investment

Representatives of authorities and organisations 
Head of Department Armi Taipale, Financial 
Supervisory Authority FIN-FSA (as of 9 December 2019) 
Deputy Director Outi Haunio-Rudanko, Finnish 
Competition and Consumer Authority FCCA 
Professor Timo Rothovius, Vaasa University 
Senior expert Tomi Salo, Suomen Osakesäästäjät ry (as of 
14 November 2019)

Representatives of Finance Finland FFI 
Senior Counsel Jari Virta, Finance Finland FFI 
Director Mari Koikkalainen, OP Group

Parties responsible for dispute 
resolution in FINE

Managing Director, CEO Elli Reunanen 
Senior Adviser, Deputy to the Managing 
Director Ville Raulos 
Senior Legal Counsel Harri Isokoski 
Head of Division Emilia Hanén 
Head of Division Tuomas Hidén 
Head of Division Tuomas Korkeamäki 
Head of Division Kaisa Laine 
Head of Division Vesa Sainio 
Head of Division Tuomas Siirala
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Appendix 1:Opinions issued

FINE issued statements and opinions on the 
following topics: 

• Ministry of Finance VM 119:00/2018, Report on 
methods to prevent household indebtedness

• Government bill to Parliament to amend the 
social welfare and insurance legislation as a 
result of the EU’s General Data Protection 
Regulation (GDPR)  

• Financial Supervisory Authority FIVA 
26/02.01.03/2019, Adjustments to online 
banking and alternatives to online services

• Financial Supervisory Authority FIVA 
9/01.00/2019, Reform of the regulations and 
guidelines related to investment fund operations

• FIVA 6/02.06.07/2019, Potential changes to bank 
identification codes (BIC)

• Parliamentary Commerce Committee, HE 
279/2018, Equity savings account and 
amendment of Section 40 of the Act on Financial 
Supervision Authority

• Government bill 275/2018 vp, Income taxation 
of equity savings accounts and legislative reform 
related to the income taxation of certain 
insurance products

• Draft decree on the Advisory Board on Economic 
Management, 4 December 2018

• Government bill HE 299/2018 vp, Act on Traffic 
and Patient Injuries Board, etc.

• Government bill HE 167/2018, Survey related to 
the account register project of the Customs 

• Ministry of Finance, 277/2018, Government 
proposal to Parliament for the Acts on the 
amendment of the Investment service Act, Act 
on the trading with financial instruments and for 
certain related Acts.
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