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WHAT IS FINANCIAL CONSUMER PROTECTION?

“Financial consumer protection encompasses 

the laws, regulations, and institutional 

arrangements that safeguard consumers in the 

financial marketplace.”



ORIGIN

International Best Practices

Consumer 
Protection 
& Financial 

Literacy

1. Enhancing the 
financial sector 

legal and 
regulatory 
framework

2. Development 
of the National 

Payment System 
and other 
relevant 

infrastructures

3. Improving 
SME access to 

credit

4. Improving the 
regulation and 
supervision of 

non-bank 
Financial 

Institutions

5. Capital 
Markets 

Development

Financial Sector Development Implementation Plan



PRESENT RELEVANCE



WHY FINANCIAL CONSUMER 
PROTECTION?

Consumer side (Demand) Financial Service Provider (FSP) side (Supply) Regulatory Proposals

• Information Asymmetry • Lack of engagement with consumers • Require increased consumer education & 
sharing of all information

• Transparency & Disclosure • Hidden costs
• Lack of/Ambiguous terms & conditions

• Set minimum standards for provision of 
financial services, increasing transparency

• Equitable & Fair Treatment • Consideration for specificity of each 
consumer

• Products not tailored to clients 
needs/suitability

• Prohibits abusive practices
• Require assessment of individual client

• Inadequate financial literacy 
& Consumer empowerment

• Misleading communication
• Fraud/theft

• Prohibits intention to mislead
• Consumer responsibility

• Effective complaint handling 
mechanism

• Inefficient complaint handling • Implements an effective complaint 
handling mechanism with regulatory 
timeframes

• Satisfactory recourse • Unfair/lack of adequate recourse • Power to implement enforcement action



POWERS
• Grants the Competent Authorities (CBS & FSA) explicit mandate for financial 

consumer protection;

• Enhances reporting requirements of FSPs in relation to consumer protection and 
market conduct supervision;

• Grants the Competent Authorities powers to take disciplinary action and impose 
penalties for financial consumer protection matters as well as remedies for 
consumers;

• Promotes cooperation between the Competent Authorities, FTC and other relevant 
authorities;

• Sets standards for contractual arrangements;

• Prohibit abusive practices;

• Enhances the complaint handling process; and

• Provides a mechanism for the award of direct damages.



• Transparency (Terms & Conditions, pricing, cost)
• Set minimum standards for financial services (i.e contracts, Terms & Conditions)
• Prohibit abusive practices
• Enforcement Action

o direct the financial services provider to take corrective action within a specified period of 
time;

o suspend whole or partial services or products involved in violation;

o direct the financial services provider to refund the customers affected by the violation; and

o Any other actions as the Competent Authority may deem fit.
• Carry out examinations
• Retention of records relating to consumer protection matters
• Regulation of debt collection practices
• Enhance the complaint handling process
• Allow for the award of direct damages

FORMS OF PROTECTION  



CONSUMER RESPONSIBILITY

21/10/2021

• Duty of knowledge and understanding

• Duty to respect Terms and Conditions

• Duty to meet or honour financial obligations

• Duty to protect financial instruments and information

• Duty to provide accurate and up to date information 

• Duty to monitor financial transactions

• Duty to report unethical practices, fraud and error



Formulation of FCP Bill
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Research and Policy Formulation
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Decisions
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