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FY2014/15 (1 April 2014 to 31 March 2015)

LICENSING & REGISTRATION
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COMPLAINT MANAGEMENT
Nature of Complaints
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COMPLAINT MANAGEMENT
Categories of Concluded Complaints
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Number of Proactive Checks & Compliance Activities Number of Industry Engagement Activities

Type FY2013/14 FY2014/15 Number of Activities
Platforms

Advertisement, media & internet scan 77 56 FY2013/14 FY2014/15

Field surveillance (e.g. at seminars, property exhibitions, s

property launches) 36 29 KEO briefings 12 10

Inspections on estate agents 22 22 Salespersons focus group discussions 2 5
Industry association dialogues 1 3

Actions Taken (Inclusive of Complaint Cases and Compliance Checks)

Number of Cases

Actions Taken Number of Core CPD Courses Approved by CEA
FY2013/14 FY2014/15
644 LOAs/LOWs issued to 2241 OAs/LOWs issued to
Letter of Advice (LOA)/Warning (LOW) estate agents/salespersons estate agents/salespersons Estate Agents
(arising from 458 cases) (arising from 191 cases) -
I
Court i 19 cases filed 12 cases filed Approved Course Providers :
ourt prosecution !
° 13 cases concluded 17 cases concluded for RES/REA Courses
-~
17 cases filed 18 cases filed I
Disciplinary action I
7 cases concluded 20 cases concluded Lo
& e 32 notices issued 15 notices issued Industry
omposition Fines o
28 notices compounded 12 notices compounded Associations
-~

Dispute Resolution: Mediation and Arbitration Cases
In FY2014, 17 cases have gone to mediation under the Dispute Resolution Scheme.

Approved Mediation Centres FY2013/14 FY2014/15
Consumers Association of Singapore 12 13 Tertiary Institutions PO :
Singapore Institute of Surveyors & Valuers 5 2 :
| |
Singapore Mediation Centre 1 2 | :
Government Agencies | | Others (CASE, The Law
(HDB, URA, BCA, etc) ¢~~~ ~~-~- : P » Society of Singapore)
Approved Arbitration Centres FY2013/14 FY2014/15
Singapore Institute of Arbitrators 0 0
Singapore Institute of Surveyors & Valuers 0 0
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