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Recent Agenda on Financial 

Customer Protection 

2012 –
September-
December 

• New Department To Enhance Financial Consumer Protection Practices 

• Literature and Practice Reviews 

 

2013 Jan-2013 
June 

• New Models  To Deal With Customer Complaints Within BRSA and Turkish Banking Association 
 

• Efficient and Rapid Resolution Mechanism 

• Electronic Complaint System 

• Attendance and Participation to Consumer Complaint Resolution Committee 

2013 June-2014 
June 

• New Models To Monitor and Rate Individual Banking Services Processes. 
 

• Regulation: Simlifying and Making commisions and Fees more clear, comparable and understandable for  
customers 

• Audit: Developed Rating System (Customer Centric Audit) To Address Internation Practices and Principles 



References: Literature and Practice 

Reviews 

World Bank 

• Financial Consumer Protection Practices in Developed and Developing Countries (44 Countries):  

• Guidelines for Financial Consumer Protection (August, 2013) 

• Financial Consumer Protection and Financial Literacy: Lessons from 9 Countries (2010) 

• Best Practices on Financial Consumer Protection (June, 2012) 

 

OECD 

 
• G-20 High Level Principles on Financial Consumer Protection (November 2011)  and follow ups 

Country 
Experiences 

• Good Experiences: USA, Brazil, Peru, Some EU Countries 
• Problematic Practices of Banks:  Italy, Check Republic, Portuguese 



References: “Fair Ways for Profit” 



References: “Financial Literacy 

Level” 



Customer Centric Approach 

(Market Failures and CCA Responses) 

• Bad Practices That 
Harm Credibility of 
Market 

• Unrealized Complaints  

• Irresponsible 
Attitudes after 
Marketing  

• Aggressive Marketing, 
Irresponsible Lending, 
Unfair Pricing 

• Asymmetric 
Information 

Audit on 
Transperancy 
and Customer 

Awareness 

Audit on 
Pricing 

Mechanism 

Market 
Surveys and 
Perceptual 
Mapping  

Audit on 
Customer 
Relations 
Services 



Customer Centric Degree: 

(Perceptual Mapping) 

Perceptual Mapping  

Customer 
Relations 

Fairness 
Transperancy 



Customer Centric Audit 

(Content) 


