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Development Initiatives Network (DIN) is an independent nonprofit resource centre working to achieve and sustain 

financial wellbeing for all Nigerians. Our priority is financial empowerment through financial literacy. In addition, 

we are involved in collaborative partnerships aimed at delivering enterprise education. DIN has been an affiliate of 

the International Network on Financial Education (INFE) since 2011. 
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1.0. Opening 

We acknowledge that especially since October 2012, there has been a growing consensus and focus on 

consumer protection in Nigeria’s banking sector and that specific commitments have been articulated in 

policy and regulatory instruments such as: 

- the Nigeria Sustainable Banking Principles and Guidelines (under Principle 5 on Financial 

Inclusion);   

- the revised National Financial Inclusion Strategy; and 

- the Consumer Protection Framework (CPF). 

The CPF, which was published by the Central Bank of Nigeria (CBN) on 7 November 2016 states that its 

broad objective is to is “to enhance consumer confidence in the financial services industry and promote 

financial stability, growth and innovation.” It further provides that consumer protection within the 

banking sector is founded on the following nine principles: 

i. Legal, regulatory and supervisory structures;   
ii. Responsible business conduct;  

iii. Disclosure and transparency;   
iv. Consumer financial education;   
v. Fair treatment;   

vi. Protection of consumer assets, data and privacy;   
vii. Complaints handling and redress;   

viii. Competition; and  
ix. Enforcement.  

 

We also note that since 2 January 2019, the CBN has required financial institutions to automate their 

complaints management systems so that consumer complaints can be automatically assigned tracking 

numbers and issued with acknowledgments (see, Circular Ref. No. CPD/DIR/GEN/CIR/01/001). 

It is against this background that we commend the CBN for the release of the Draft Guidelines on 

Disclosure and Transparency (hereinafter the “Guidelines”), which aim to clarify and give effect to the 

consumer protection principle of disclosure and transparency. 

The Guidelines cover seven broad areas, namely, general transparency standards; advertisements; pre-

contractual and contractual disclosures; specific product disclosures; disclosures on default; compliance; 

and sanctions.  

 

2.0  Positive Aspects of the Draft Consumer Protection Guidelines on Disclosure and Transparency 

i. Affirming CBN’s mandate for consumer protection 

The Guidelines have clearly reinforced the CBN’s mandate for consumer protection. Thus, this 

mandate will continue to be treated as a coordinate responsibility of the CBN as the prudential 
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regulator rather than that of any other statutory body with a general mandate to protect 

consumers (see, Paragraph 1). 

 

ii. Comprehensive Application and Coverage  

Unlike the CPF, the Guidelines cover in greater detail disclosure and transparency requirements 

(see, Paragraphs 4.2, 4.3, 4.4, 4.5. & 5). The Guidelines are not product-specific. Rather they apply 

to all entities that are subject to the CBN’s regulation or supervision as well as their agents, 

subsidiaries and associates (see, Paragraph 3). It is also expressly stated that the Guidelines will 

form part of any consumer-related transaction, product or service agreement, which a financial 

institution has entered into with an entity that is not regulated or supervised by the CBN (see, 

Paragraph 3). We agree with this stance. 

 

iii. No Opting Out of Compliance 

This is because the Guidelines set mandatory minimum standards or requirements (see, 

Paragraphs 1 & 2).  

 

iv. Promoting inclusive practices 

The Guidelines expressly mandate financial institutions to put in place procedures for oral 

explanations of documentation in the consumer’s language of choice upon demand or where the 

circumstances require this to be done, for example, in order to cater to the needs of those with 

physical challenges or limited literacy/fluency in English (see, Paragraph 4.1.2). 

 

v. Mandatory use of standardized loan documentation 

A key innovation of the Guidelines is to mandate the use of standardized loan documentation.  

The approved format for the Key Facts Statement (KFS) is annexed to the Guidelines and it will 

summarize key information such as the loan terms, features risks, benefits, fees and other charges 

(see, Paragraph 4.3.4). 

 

vi. Introducing mandatory cooling off periods 

Consumers will now be entitled to have at least two working days to review the draft of any 

contract documentation. After the contract is executed, they will be entitled to have a minimum 

of 3 working days to “cool off” and if they elect to cancel the contract during the cooling off period, 

they will be entitled to do so without any penalty or charge (see, Paragraphs 4.3.5 & 4.3.6). 

 

vii. Compulsory incorporation of complaint/redress mechanisms in all contract documentation 

The Guidelines require that any proposed or final contract documentation for a consumer must 

state how complaints can be made to the financial institution involved and further escalated to 

the CBN where necessary (see, Paragraph 4.4.3).  
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viii. Mandatory minimum content for contract documentation 

The Guidelines specify mandatory minimum content for proposed or final contract 

documentation including those for credit or deposit facilities as well as those for e-wallet and card 

products/services (see, Paragraphs 4.4.3 & .4.9). 

 

ix. Deferring application of loan default penalty 

The Guidelines stipulate that where there is a default in a loan repayment, a penalty charge must 

not be automatically applied after the due date has passed. Rather the financial institution must 

within three days of the expiry of the due date, first inform the consumer, through the agreed 

medium, that a penalty charge will be applied seven days after the date the loan repayment 

should have been made (see, Paragraph 4.5.1). 

 

x. Normative Impact 

Unlike the CPF, which is purely principles-based, the Guidelines explicitly state that non-

compliance will attract sanctions (see, Paragraph 6). 

 

3.0 Specific Recommendations 

Evidently, the overall intent of the Guidelines is to remove any asymmetry or imbalance in the relationship 

between financial institutions on the one hand and consumers on the other.  

To further this goal, we strongly support the Guidelines position that financial institutions must be 

proactive and wholly bear the costs of complying with the disclosure requirements (Paragraph 4.1.12).    

We have the following recommendations: 

i. Promote language diversity in banking communications & documentation 

Nigeria is a hugely diverse and multicultural nation. For this reason, we are of the view that the 

addition of a proviso to Paragraph 4.1.1.1 to allow financial institutions to elect to provide 

consumer-related written documentation in any of the main local languages such as Yoruba, Ibo, 

Hausa and Pidgin is entirely appropriate and will in fact help to improve financial literacy, which 

is crucial to reducing financial exclusion in Nigeria.  

 

ii. Consistency in the use of key terms and concepts 

We are of the opinion that key terms and concepts in the Guidelines should as much as possible 

reflect the terminology in the glossary for the sake of consistency in application and 

interpretation. In our view, “customer engagement points,” which is defined in the glossary can 

replace the following: “durable medium” in Paragraph 4.1.1.5; “internet banking platforms” in 

Paragraph 4.1.3; “communication channels” in Paragraphs 4.1.7 & 4.1.8; and “information 

dissemination channels” in Paragraph 4.1.9.  

 



5 
 

In addition, the use of “working day “or “day” should be harmonized. For example, Paragraphs 

4.3.5, 4.3.6 & 4.4.7 use “working day” but Paragraph 4.5.1 and the AFS and annexes use “day.” 

 

iii. Need to align with extant regulatory instruments, for example, Guide to Bank Charges (GBC) 

After extensive stakeholder consultations, the CBN introduced an approved scale for bank charges 

in 2017 (see, Circular Ref. No. FPR/DIR/GEN/CIR/06/017). Every effort must be made to ensure 

that the Guidelines do not set up any conflicts with extant regulatory instruments. By way of 

illustration, the GBC specifically provides that issuance of a monthly statement of account is 

mandatory and shall attract no charge. However, the GBC allows financial institutions to charge a 

maximum of N20/page for the special request of a monthly statement other than in manner 

agreed on for mandatory issuance. Paragraph 4.4.4 of the Guidelines does not make any 

distinction between mandatory issuances, which attract no fees and special issuances, which do 

not come free of charge. Consequently, it is either the Guidelines that should align with the GBC 

or the GBC should be revised to reflect the new proposal that all requests for statements of 

account will attract no cost. 

 

Basically, we recommend that before the Guidelines are finalized, there should be a careful review 

of its provisions to ensure that there is no actual or possible conflict with regulatory instruments 

already issued by other CBN Departments.  

 

4.0  Concluding Remarks 

In a previous policy submission, we had stated that “the financial consumer protection rules being 

administered by the CBN have emerged in a piecemeal manner basically in response to the emergence and 

growing use of technology-based delivery channels. Therefore, they are mainly product-specific rules. As 

such, they do not apply to all the regulated entities.” 

However, the Guidelines signal a shift to a rules-based approach that will hold financial institutions 

accountable for non-compliance. This is a massive boost for all financial consumers in Nigeria and their 

advocates. 

Nevertheless, the implementation of the Guidelines will only be successful if there is a sea change in how 

financial institutions operate because staff need to be adequately trained about the new consumer 

protection requirements for disclosure ad transparency. 

Equally, on the demand side, consumers need to have awareness and understanding of their rights and 

entitlements under the Guidelines. This is where private sector and civil society groups can play an 

effective role in designing and delivering relevant financial education activities to all user segments.  

Finally, we urge the CBN, if and when the Guidelines come into force, to effectively monitor and enforce 

compliance and to publish annual performance statistics in the true spirit of openness and transparency. 


