Consumer protection
& conduct risk
Improving financial institutions by
understanding drivers of conduct

Background
Consumer trust and confidence in a well-functioning market for financial services is a key promoter of
financial stability and growth in the long term. The need to strengthen dedicated policy action to enhance
financial consumer protection has been recognized by regulators globally. In the GCC, both CBUAE and SAMA
are placing greater regulatory focus on consumer protection through regulations as well as conduct
supervision. As a result, financial institutions in the GCC must evaluate their current practices with respect to
consumer protection and determine the way forward for enhancement.

Impact on financial
institutions

Key benefits

1

A greater focus on conduct supervision
to mitigate harm done

1

Promote transparency, competition and
level the playing field
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Increased regulatory enforcement and
action on conduct related issues
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Changes in remuneration strategies and
employees performance measurement
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Overall improvement of consumer
confidence, promoting further growth
of the financial sector

3

A focus on product affordability and
suitability will match customers to
appropriate products based on risk

Challenges
Meeting business objectives
while treating consumers
fairly

Strengthening monitoring
frameworks to monitor
transactions, complaints,
communications etc.

Regulatory action or
fines in case of noncompliance
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Factoring the varying
cultural, socioeconomic and
linguistic needs of the
population

Defining and embedding a
clear, unified culture
promoting conduct

Harnessing technology
and analytics in a way
to improve conduct

Consumer protection principles
Given below are the key principles of a consumer protection and conduct risk framework.
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Disclosure &
transparency
Provision of accurate,
clear and complete
information at
various stages of the
consumer lifecycle
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Management
oversight
Effective oversight
mechanisms to govern,
assess, monitor,
mitigate and report
conduct
Market conduct
Fair, ethical and sound
conduct to promote a
level playing field and a
competitive
marketplace
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Islamic banking
Upholding values of
Shari’ah Law in all
aspects of consumer
protection & conduct
risk management

04

Financial inclusion
Improving access to
financial products and
services amongst
vulnerable groups and
promoting antidiscrimination practices

08

Financial education
On-going initiatives to
Improve financial
education and
awareness
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Financing/lending
practices
Appropriate lending
and credit practices
to prevent
indebtedness and
financial stress in
society
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Business conduct
Staff conduct, sales,
remuneration, product
suitability etc. policies
and procedures to
ensure fair treatment
of consumers

Data protection
Safeguarding personal
& financial data and
assets of consumers
against misuse

Complaints
management
Transparent, accessible
and effective processes
to manage and resolve
complaints in a timely
and fair manner

How can we help?
The below presents the different service offerings Deloitte can provide to support you in your consumer
protection journey:
Gap analysis &
implementation roadmap
Review the current state
and propose
recommendations and an
implementation roadmap in
line with existing consumer
protection regulations
Conduct risk framework
Enhance policies,
procedures, disclosure
templates, governance etc.
to meet regulatory
requirements and industry
good practice

Our experience with
consumer protection
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Conduct analytics
Execute the following types of
analyses to identify conduct
concerns and propose
recommendations:
• Complaints analysis
• Sample file reviews
• Identify indicators of poor
conduct
Trainings/risk culture
enhancement
Conduct customized trainings on
consumer protection and conduct
risk and leverage Deloitte’s “Culture
Conscious Tool” to enhance risk
culture

Our conduct risk framework

Deloitte has worked
with multiple financial
institutions, globally, to
implement consumer
protection and conduct
risk frameworks. In the
region, Deloitte has
worked with GCC
regulators on different
aspects of consumer
protection regulations
as well as financial
institutions. Deloitte has
ex-regulators specialized
in conduct supervision.

Our team
We have a dedicated
team of professionals
who have worked with
both global and local
regulators and banks
on consumer
protection. Our team is
skilled in regulatory
advisory, consumer
protection and conduct
risk and has a deep
understanding of retail
consumers, products
and processes.
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This presentation has been written in general terms and therefore cannot be relied on to cover specific situations;
application of the principles set out will depend upon the particular circumstances involved. Deloitte & Touche (M.E.) LLP
(DME) or its affiliated entities would be pleased to advise readers on how to apply the principles set out in this presentation
to their specific circumstances. DME accepts no duty of care or liability for any loss occasioned to any person acting or
refraining from action as a result of any material in this presentation.
DME is the affiliate for the territories of the Middle East and Cyprus of Deloitte NSE LLP (“NSE”), a UK limited liability
partnership and member firm of Deloitte Touche Tohmatsu Limited, a UK private company limited by guarantee (“DTTL”).
Deloitte refers to one or more of DTTL, its global network of member firms, and their related entities. DTTL (also referred to
as “Deloitte Global”) and each of its member firms are legally separate and independent entities. DTTL, NSE and DME do not
provide services to clients. Please see www.deloitte.com/about to learn more.
Deloitte is a leading global provider of audit and assurance, consulting, financial advisory, risk advisory, tax and related
services. Our network of member firms in more than 150 countries and territories, serves four out of five Fortune Global
500® companies. Learn how Deloitte’s approximately 300,000 people make an impact that matters at www.deloitte.com.
DME is a leading professional services firm established in the Middle East region with uninterrupted presence since 1926.
DME’s presence in the Middle East region is established through its affiliated independent legal entities, which are licensed
to operate and to provide services under the applicable laws and regulations of the relevant country. DME’s affiliates and
related entities cannot oblige each other and/or DME, and when providing services, each affiliate and related entity engages
directly and independently with its own clients and shall only be liable for its own acts or omissions and not those of any
other affiliate.
DME provides audit and assurance, consulting, financial advisory, risk advisory and tax services through 27 offices in 14
countries with more than 5,000 partners, directors and staff.

© 2017 Deloitte & Touche. All rights reserved

© 2021 Deloitte & Touche. All rights reserved

CBUAE | Risk Based Supervision Manual, Training &
Commissioning of Examiners

5

