
8.  Report unauthorised transactions to your   
 financial institution immediately.
9.  Do not disclose your banking information
10. Talk to your bank if you are encountering  
 financial difficulties.
11. You should update your personal information,  
 including contact information so that it is updat 
 ed continuously and also when so requested  
 by the bank.
12.  Use your own mail address (regular mail and  
 e-mail) when giving contact details to your bank.
13. Be careful when dealing with ‘Power of   
 Attorney’. Know what information you are  
 giving access to and to whom you are giving  
 power over your financial matters.
14. Make sure all of the required fields and   
 numbers are completed in a form that is   
 presented to you for signing or initialling. Do  
 not sign empty or partially completed forms.

15.  Review all of your documents before you sign  
 them to ensure no errors are made in the  
 account number or amount. Your signature is  
 approval and agreement of the document  
 content.
16. Keep all documents in a safe place that are  
 provided to you by the bank. 

Consumer Rights
i)  The FCPG prohibits several acts by FSPs 
including, reckless lending to consumers, 
concealment of material facts from the consumer, 
unduly influencing the consumer to enter into a 
transaction or asking for bribes or other ‘gifts’.
ii) The consumer is entitled to information and 
suitable advice before choosing a product or 
service from the financial services provider.
iii) Cooling off period - A consumer may, within 10 

What is Financial Consumer Protection (FCP)?
FCP is a process of ensuring that financial 
consumers become enlightened and more confi-
dent in controlling their financial lives and claiming 
their rights from Financial Services Providers 
(FSPs). It recognizes that for markets to function 
efficiently there is a need for legislation (laws, 
regulation, policies, rules, and procedures etc.) as 
well as protection (safety nets for players when 
things go wrong). FCP has supply-side interven-
tions (e.g. industry codes of practice) and 
demand-side interventions (e.g. financial education). 

The focus of this brochure is the component of 
Financial Consumer Protection (FCP).

FCP seeks to achieve four (4) major objectives:-

i)  Transparency and Disclosure;
ii)  Fair Treatment;
iii)  Effective Recourse / Redress; and
iv)  Financial Literacy / Education.

Why does Financial Consumer Protection 
(FCP) matter?

FCP is relevant for the following reasons:-
i) Addressing power imbalance between  
 consumers and FSPs

The need for consumer protection arises from an 
imbalance of power, information and resources 
between consumers and their FSPs, placing 
consumers at a disadvantage. Consumer 
protection aims to address this market failure.
 
ii) Building the trust of consumers in FSPs

Strong consumer protection and financial 
education are building blocks for financial markets. 
They help to build consumer trust in FSPs and 
ensure that FSPs reach out to serve the needs of 
the population that often lack access to basic 
financial services.

working days after signing a contract to purchase a 
financial product or service e.g. a loan, revoke or 
terminate the contract by written notice to the FSP. 
iv) Guarantor - Before a consumer acts as a 
guarantor, a FSP shall, in writing, advise the 
person of the nature of his/her potential liabilities 
but also advise the person to seek independent 
legal advice before acting as a guarantor.

 FSP Responsibilities

1.  Establishment and operationalisation of an  
 effective complaint handling procedures for  
 documenting, receiving, considering and  
 responding to complaints.

2.  Informing consumers about complaints-han 
 dling procedures through branches, websites  
 and any other communication channels which  
 the SFI uses.

3.  Investigating and determining complaints. 
4.  Keeping the complainant informed. 
5.  Resolving complaints promptly. 
6.  Identifying and remedying recurring systemic  
 problems. 
7.  Providing a bi-annual report about information  
 inquiries and complaints handled to BoU.

FSP Rights 
A Financial Services Provider (FSP) is entitled to 
collect information and records from the financial 
services consumers, for instance, the consumer’s 
credit history. This information is to be treated with 
the utmost confidentiality.

Levels of Complaint Resolution 

(i)   SFI’s internal complaints and grievance 
  handling mechanism;
(ii)  BoU’s Financial Consumer Empowerment  
 Mechanism;

iii)  Ensure long-term stability in the financial  
 system 
Household over-indebtedness was a major 
contributor to the Global Financial Crisis. Having 
well-informed consumers can go a long way in 
minimizing such shocks thereby safeguarding 
financial system stability.

Key Elements of Uganda’s Financial Consumer 
Empowerment Mechanism (FCEM)?
 
Acts of Parliament governing the BoU Supervised 
Financial Institutions (SFIs) and Financial 
Consumer Protection Guidelines (FCPGs) 2011 
form the backbone legislation for the FCEM. Under 
FCPGs, both SFIs and financial consumers have 
rights and responsibilities. 

Consumer Responsibilities

1.  Always give full and accurate information when  
 you are filling in any documents from the  
 Supervised Financial Institution.

2.  Carefully read all information provided by your  
 financial institution.

3.  Ask questions to financial institution employees  
 about anything unclear or a condition that you  
 are unsure about.

4.  Know how to make a complaint.

5.  Request all the relevant information related to  
 the financial product or service being offered  
 by the financial institution to make a fully  
 informed decision. 
6.  Do not purchase a financial product or service 
 where you feel that the risks do not suit your  
 financial situation.

7.  Apply for financial products and/or services  
 that meet your needs.

(iii) International Centre for Arbitration and   
 Mediation Kampala (ICAMEK); and
(iv)  Courts of Law – Small Claims Court/Commer 
 cial Division of the High Court
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