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Executive Summary

Governments around the world are waking up to the challenge of how to effectively protect
consumers of financial products and services. Since, at present, there are many factors driving the
introduction of new financial products and innovation in the marketplace, the range of financial products
and services that consumers can choose from significantly increasing. Clearly, some new financial
products and services are complex in nature, and have become tremendously difficult to understand.

Thus, the need for consumer to access suitable products with a full understanding of the features of
financial products is of critical important.

The international community has recently increased its focus on financial consumer protection with
the release of some recognized guidelines on financial consumer protection principles. Thus, numerous
initiatives are also underway to strengthen financial consumer protection by international organizations
such as the Common Principle on Consumer Protections by the Organisation for Economic Co-operation
and Development (OECD) and the Good Practices for Financial Consumer Protection (2011) by the
World Bank. A set of guidelines on consumer protections in financial services are helpful in strengthening
the global response to weaknesses in financial consumer protection. At the same time, rapid increases in
the use of financial services have pointed to the need for strengthened financial regulation and consumer
education to protect and empower consumers.

For Thailand, the country has experienced problems of the enforcement of existing laws and
regulations related to financial consumer protection. In addition, government agencies do not have a vital
role in promoting financial literacy. The recent financial capability and consumer protection surveys in
banking, securities and insurance sectors showed that many consumers especially in banking and
insurance sectors find financial service contracts difficult to understand and there are no agencies that are
clearly identified as being responsible for addressing consumer complaints. The main investigation
focuses on what is the best legal instrument to protect the consumers in financial sectors. To achieve this
goal, the theoretical literature on consumer protection standard, international good practice of the World
Bank and OECD, and legal principle in United Kingdom and United States will be analyzed to identify the
policy options for the Thailand. This paper will also further study the roles of the government’s consumer
protection agency and conduct a financial consumer survey to suggest effective policies in the

implementation of financial consumer protection law.



4

This paper is applied research that aims to provide both quality and quantity information. Primary
source, which derived from the interview with financial sector consumers, will be interpreted and
evaluated. The Secondary source, which derived from theoretical literature and legal documents, will be
analysed and discussed. Moreover, participants in the survey sample of 600 people (which is divided into
200 survey respondents in banking, investment and insurance sectors) were sourced. Regarding the
survey, it is possible to assume that some of the Thai financial consumers do not fully understand the
terms and conditions of financial products and the legal measures to protect their rights and interests, as
well as the financial enterprises do not provide consumers enough information about their products and
services.

Thus, the key objective of this paper is to propose the development of new legal and agency
framework to draw specific regime on financial consumer protection such as a clear consumer protection
rules regarding financial products and services, a rule that require financial institutions to disclose
information to consumers that is complete, accurate, and in a format that they can understand, and
affordable and efficient dispute resolution mechanisms should be set up. Furthermore, the general
question for drawing the agency framework has been the choice of either using the infrastructure of the
present government agency or of establishing a new specialized agency. This paper suggests the latter
option. The reason to support a new specialized agency is that a new organization with specialized
personnel is necessary to facilitate the work between the consumers and private sectors. The new agency
should also be responsible for promoting a “knowledge-based approach” to consumers in banking,
securities and insurance sectors. In connection with the promotion of knowledge, the new agency should
be committed to working with regulators to ensure financial information is available to the public, also, to
set up regulatory framework to ensure effective resolution of disputes including lay down rules on
penalties applicable to infringements. To this end, improving financial literacy among consumer could be

the way to help improve the state economy on the whole.



