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BACKGROUND

Financial consumer protection has become more and more crucial in today’s economy 
since the significant chunk of consumer transactions are being realized through financial 
institutions and the digital tools they provide. While these innovations strengthen the 
purchasing power of individuals and enhance consumer welfare, the rapid development 
of credit products and the sharp increase in the use of financial services, particularly in 
emerging market economies, have been accompanied by a rise in irresponsible lending 
practices and over-indebtedness of consumers. Therefore, effective financial consumer 
protection is required to promote financial stability. For this purpose, setting set of high 
level principles and good practices will also improve financial consumer protection. 

This strategy document, which benefited from the outputs of the workshop called 
“Improving Financial Consumer Protection in OIC Countries” in İstanbul, Turkey on 26th 
and 27th September, 2018, aims at promoting new standards for financial consumer 
protection in the countries that are members of Organization of Islamic Countries (OIC). 
By receiving crucial support from The Standing Committee for Economic and Commercial 
Cooperation of the Organization of the Islamic Cooperation (COMCEC), this document 
will intend to create a common financial consumer protection policy for the OIC. 

The Document also aims at strengthening cross-border trade and boosting co-operation 
within the OIC, as well as improving consumer rights and awareness particularly on 
financial trade practices. 
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A. PURPOSE

The purpose of this Strategy Document is to achieve a better functioning financial 
consumer protection in the OIC Countries. To this end, the efforts from this strategy will 
aim at creating a common and comprehensive financial consumer protection agenda by 
compromising on an approach that is based on extensive co-operation by evaluating and 
standardizing best practices, administrative experiences and rising trends in financial 
consumer protection policy area. 

B. STAKEHOLDERS

The Document is open to all of member countries in the OIC.
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C. DECLARATION OF STRATEGIC PRINCIPLES

C.1. OIC Countries are aware on the fact that consumers in financial realm have 
significant vulnerabilities.

 As it is unanimously agreed upon in the Workshop called “Improving Financial 
Consumer Protection in OIC Countries” in İstanbul, Turkey on September the 26th and 
27th 2018, consumers have very critical vulnerabilities arising from the complexity 
of - mostly - digital financial transactions such as lack of necessary information, lack 
financial literacy and many unfair commercial practices in markets.

 

Workshop “Improving Financial Consumer Protection in OIC Countries” in İstanbul, Turkey/2018

C.2. Effective protection of financial consumers from unfair commercial practices 
arising from financial transactions must be the cornerstone of our efforts.

As a response to all consumer vulnerabilities in financial markets, it is essential 
that partner countries should formulate and implement consumer protection 
regulations. From this perspective, partners should also adopt consumer redress 
instruments and other problem solving mechanisms in order to facilitate consumers’ 
right to seek redress. 
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C.3. Securing the market trust through effective consumer protection is essential.

 Creating a secure domestic and cross-border economic climate where every 
consumer is confident that he or she is not going to be harmed as a result of any type 
of financial transactions is crucial. To this end, it is necessary to measure consumer 
trust by several mechanisms such as questionnaires, scientific researches, as well 
as optimising effectiveness of alternative dispute mechanisms should be partner 
countries’ common concern.

C.4. Improving solidarity and –more importantly- intelligence through 
administrations and agencies is also crucial.

Today’s economy makes isolated and single-handed protective solutions 
impossible against consumer risks and vulnerabilities for consumer authorities. In 
financial realm, it is even harder since the nature of financial transactions are almost 
always cross-border. In order to eliminate cross-border risks and to realize effective 
enforcement, improving solidarity and intelligence channels through consumer 
authorities is essential. To this end, an intra-OIC approach on financial consumer 
protection should be created.

This principle is not intended to create a sort of single market in the OIC.
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C.5. Networking of networks channels and activities among international 
organizations and initiatives (such as ICPEN, UNCTAD and OECD) should be created 
in a sustainable way. For consumer agencies, it is very important to become a 
member of ICPEN (International Consumer Protection and Enforcement Network) 
to solve consumer problems through an international co-operation.

 In addition to the international solutions on consumer protection within the 
OIC, memberships to other international and cross-border initiatives on consumer 
protection are equally important. Thus, it is very helpful for consumer authorities 
to become members of respectable international initiatives such as UNCTAD 
Intergovernmental Group of Experts (IGE), or OECD Committee of Consumer 
Protection (CCP) and International Consumer Protection and Enforcement Network 
(ICPEN). Turkey is the first Muslim country assuming ICPEN Presidency in 2017-2018, 
and there will be other prospective Muslim countries that will assume Presidency in 
coming years. 

Besides memberships to these esteemed networks, relationships among every 
each organizations mentioned above should be improved. To this end, the outputs of 
OIC’s initiative on consumer protection should be merged with the outputs of other 
organizations.

ICPEN İstanbul Meeting / April 2018
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C.6. Effective use of alternative dispute resolution (ADR) channels, which give 
consumers opportunities to solve their problems in an affordable and faster way, 
should be created. In order to tackle cross-border financial consumer problems, 
international co-operation and dispute resolution channels such as econsumer.
gov and the EU’s ODR mechanism should be benefited by the stakeholders as 
much as possible.

Effective consumer redress 
mechanisms should be the 
cornerstone of OIC’s efforts. While 
it is very good to know that OIC 
countries have a satisfactory level 
of capacity on ADR mechanisms, it 
is also crucial to increase, improve 
and localize them across countries.

Also, in terms of safeguarding consumer interest in complex markets such as 
financial markets, online dispute resolution channels such as econsumer.gov, as well 
as other online dispute resolution channels (ODR) should be sought and benefited 
by OIC countries.

Econsumer.gov, an initiative of ICPEN, is a system where consumers from all 
over the world can report international scams and learn about other steps they can 
take to combat fraud. Consumer complaints help consumer protection agencies 
around the world spot trends and work together to prevent international scams. 
Today, consumer protection agencies in 36 countries participate in econsumer.gov. 
To respond to the challenges of internet fraud and improve consumer confidence, 
econsumer.gov began in April of 2001 to gather and share cross-border e-commerce 
complaints.

C.7. Using ADR channels as a regulatory instrument should be seen as a very 
effective tool.

 In addition to have and 
improve alternative dispute 
resolution entities, it is also 
very crucial and helpful to see 
ADR’s decisions as a regulatory 
instrument. To this end, through 
an online system, decisions of 
ADR units should be classified 
and evaluated. This evaluation 
process should become a part 
of financial consumer protection 
policy making process on both 
national and international levels. 
Personal privacy of consumers 
should be respected.
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C.8. It is crucial for financial sector actors and/or their associations to set up 
their own alternative dispute resolution channels so that consumers would solve 
their problems before going to law enforcement agencies.

 Besides public and/or NGO based alternative dispute resolution (ADR) entities, 
financial sector in every each partner country should set up their own ADR 
mechanisms either in a collective or individual way. This would improve specialization 
and professionalization of consumer redress in financial transactions. Also, the 
more people use financial ADR’s the less they will tend to apply to law enforcement 
agencies’ ADR mechanisms. 

However, no ADR mechanisms should preclude consumers from going to the 
public ADR entities or to consumer courts. 

C.9. Examining and implementing best practices on financial consumer protection 
should be one of our main agenda item.

As it is confirmed and exemplified in 
the Istanbul Workshop on September 
2018, best practices on financial 
consumer protection policy and 
enforcement area should be shared 
in a periodical and sustainable 
basis. Within this context, special 
communication channels for 
partner countries such as Periodic 
e-mail correspondences, webinars, 
bulletins and teleconferences 
among COMCEC Finance Working 
Group, as well as physical meetings 
should be organized. Moreover, 
creating an online channel or a 
commonly shared database for 
exchanging best practices among 
OIC countries is necessary and 
beneficial for every member of the 
OIC. 
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C.10. Consumers should be protected against deceptive advertisements and 
unfair commercial practices from financial markets.

Misleading marketing communications on financial services are another concern. In 
order to eliminate them, it is very important to issue bi-annual or annual bulletins with 
the participation of all partners so that every partner can display or find out about 
the types and examples of deceptive practices they encounter in their countries. For 
the same purpose, an online communication channel for the same purpose can be 
created.

D.11. All sorts of financial scams must be 
eliminated.

Financial scams -such as call center scams- should 
be another center of OIC’s concern. In order 
eliminate financial scams from consumers’ life, 
effective consumer awareness campaigns and 
improving solidarity in the OIC is essential. Also, 
establishment of an early alert system could be a 
part of our collaborative strategy on financial scams. 
 
 
 

 
 
 
 
 



This report was prepared under the Improving Financial Consumer Protection in the OIC Countries  
(2017-TURFINAN-463) project funded by the COMCEC 9

C.12.Behavioral perspective of 
consumer protection should 
be taken into consideration.

Behavioral perspective on 
consumer protection is a rising 
trend on both ICPEN, OECD 
and the EU level. Therefore, it 
is important for OIC Countries’ 
institutions to contribute to 
these organizations’ reports and 
studies. The insights of financial 
consumer behavior and human 
psychology should be a great 
source for thinkers and doers in 
the phase of policy formulation 
and implementation in the 
future.

C.13. Promoting consumer awareness should be one of our main targets 

 Every day, it is becoming more and more evident that the most effective way of 
protecting consumers is to educate them and increase consumer awareness. Since 
this issue gains more importance when it comes to financial services, consumer 
awareness should be one of priorities of the OIC on financial consumer protection 

 There are many tools to improve consumer awareness in financial realm and 
many of them are quite applicable in terms of our purposes. Marketing tools such as 
one minute advertisements should be used to increase accesibility. Brochures and 
posters that are printed on many languages should be produced. An online channel 
among the OIC countries to serve as an educational archieve should be produced. 
Organising an annual event similar to the Financial Inclusion Day for financial 
education and Protection will be beneficial. 

 In addition, through networking of networks activities, other international 
institutions’ outputs should be benefited and adopted.

Furthermore, measures to increase the aversiveness of the consumer organisations 
should be implemented. OIC members should take necessary steps to enhance the 
informative and protective capacity of those organisations.
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C.14. COMCEC project cycles is a very suitable tool for consumer protection 
authorities and it can be used more frequently to raise the standards of Muslim 
consumers.

 COMCEC Project Funding (CPF) is a financing mechanism introduced by the 
COMCEC Coordination Office (CCO) in 2013. It finances projects submitted by the 
Member Countries and relevant OIC Institutions to realize the strategic objectives and 
outcomes of the COMCEC Strategy. CPF aims at realization of policy recommendations 
adopted by COMCEC Ministerial Sessions, enhancing solidarity and multilateral 
cooperation among Member Countries as well as increasing institutional and human 
capacity in those countries.

Projects can be designed in one of the 6 different cooperation areas (as agriculture, 
finance, poverty alleviation, transport and communication, tourism and trade) and 
in accordance with sectoral themes determined by the CCO and announced in this 
website. In addition to the Project Owner, there should be 2 partner countries, which 
can contribute to the project by being a beneficiary or providing technical assistance, 
human resources, etc.

Since this Strategy Document is a part of a COMCEC Project, it should be highlighted 
that COMCEC Project management system should be regarded as a very useful 
instrument for strengthening financial consumer protection. Since consumer welfare 
is directly linked to market trust in an economy, improving standards of consumers 
will directly transform the economies of OIC countries towards better conditions. 
Therefore, all of partner authorities should be encouraged to present Project 
applications to COMCEC.
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