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Our Reference
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31 December 2024

Chref Executlve Offlcer
Licensed banks, including dlgltal banks
Licensed Islamic banks, including Islamic digital banks
Licensed insurers and takaful operators ;
Prescribed development financial institutions
Approved insurance and takaful brokers
Approved financial advisers and Islamic financial advisers
Approved designated payment instrument “issuers, and desngnated Islamic
payment instrument issuers ]

YBhg. Tan Sri/Datuk/Dato’/Sir/Madam,

Operationalisation of the Financial Marl&‘);

Bank Negara Malaysia (BNM) wist es’ to mform members of the Ombudsman
for Financial Services (OFS) that FFMOS wil be operatlonahsed on 1 January 2025.
The establishment of FMOS manlks - an lmppartant mllestqne in enhancing the framework
for the resolution of financial dlsputes for, lanc;al‘consumers and investors.

2. In line with this de_ Epment end earller communication by BNM via its letter
dated 19 March 2024, { ‘ ollowungi, ey cha 'nges will take effect |mmedrately

(a) Streamlmmg,o monetary I|m|t

Pyrsuiant to “the” gazetfement of the amendments to the Financial
(Imbudsman ScHieme :(FOS) Regulations' on 31 December 2024, the
monetary limit fier, I ‘eligible disputes in relation to financial products and
services has beer streamlined to RM250,000, ensuring FMOS remains
well-positioned and relevant in addressing the needs of financial
consumers. Feedback? received from the industry has been invaluable in
shaping BNM's approach towards this important policy enhancement.
Please refer to Appendix | for BNM'’s responses to key feed back received
from the consultation exermse :

(b) Standardised case management and adjudication fees of RM1,500
and RM5,000 respectively
~This tiered fee structu‘r_e corresponds with the two ~stages of dispute

' The FOS Regulations refers to the Financial Services (Financial Ombudsman Scheme) Regulations
2024, lIslamic Financial Services (Financial Ombudsman Scheme) Regulations 2024 and
Development Financial Institutions (Financial Ombudsman Scheme) Regulations 2024 issued
pursuant to Financial Services Act 2013, Islamic Financial. Services Act 2013 and Development
Financial Institutions 'Act 2002 respectwely ?

2 BNM received feedback from 66 FSPs.
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resolution, ensuring a more accurate representatibn of the effort and
resources required by FMOS at each stage. The case management fee
vill be charged upon registration, while the adjuldication fee will be charged

upon referral to the Ombudsman: and

(c) Revisedlevy structure = . e, - : : -
~ Under the new structure, all members will be subject to an annual levy.
.. The levy amount is determined based on several factors, including the size
“and revenue of member institutions, number of historical cases handled
and projected baseline cost of operating FMOS. Please refer to Appendix

Il for more details. ©~ - B : -

Next steps _
3 To facilitate a. smooth transition, all financial service providers (FSPs) are
required to review .and, if necessary, align their respective, internal processes and

procedures with FMOS’ new monetary limit of RM250,008.4nd’ ensure -adherence to
FSPs are also required

the enhanced operational requirements of FMOS. Additipr-i;ai!y,

to update the relevant information made available, to*consumers on the dispute
resolution services offered by FMOS and to comminicata this change transparently
and in a timely manner. N, =

4. In relation to this, BNM would like tof&xpress ;rr appregiation to FSPs for the
continuous support and participation, particularly in.providifig féedback during ind ustry
consultations on the merger of ORS.and ‘tHe -§qf,eﬁri|ie§§’u!jﬁdustry Dispute Resolution
‘ rmentalin ‘guiding the Merger Steering

5. Any further inquitie$*fegardifg

hé.'scope and oversight of FMOS moving
forward can be dingcted” ta t e""a.'Ccms‘ m

er and Market Conduct Department at

R

conductpolicy @bnm.gov.my, %" %,

Yours sincerely,

(Lim Hsin Ying)

‘ Director
Consumer and Market Conduct Department

2042410
LANMS/FAMMNAHAIAHY
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Appendlx |

Industry feed back received follov_vmg consultatlon letter on the rewsed monetary
limitissued on 19 March 2024 :

No.‘

3 Key Feedb'ac'k' '

BNM s Response o

1,

Support for revised . .
‘monetary limit

‘:Majonty of FSPs were agreeable with the rewsed

monetary limit of RIVI250 000 as it réflects the current |
practices — FSPs have already been referring | -

; dlsputes beyond the. exrstlng monetary limit to OFS

Applicability of old

monetary limits

| monetary limit of

FSPs requested clarlf[cetion on whether cases’
submitted to OFS before the effective date should
adhere to the revised monetary limit. For clarity, all
disputes Iodged with OF 8 before 1 January 2025 will
be subject to the exustlng monetary limits, ensuring a
clear and consastent “transition to the revised
250, ODO

5 4 ‘~. &

'3'

Preliminary review of
disputes

Feedback suggested hat OFS:conduct prehmmary,,
checks o;lf‘gdlsputes “iodged:-:n-,‘b'y consumers to
determime .ﬁglthlllt befonp formally registering those
dlspy;esﬁ‘BNNL a\re requested the Board of FMOS
to fuhher nefiné andﬂstrengthen internal procedures

_'nelatlng tpﬁimtlafweftlng of disputes lodged to
b famlltate:effeG@e ‘and consistent detection of any
: 5frmo|ous or \5,exatious cases.

|

LL_T

potential aunsgmeﬁ-_ éf
mlsmter retatlon

;FSEPS ei'é{) ‘ssed"concem' than an increase in the
,:moneta{y
> cconsumers an expectation of entitlement to larger
g ccnmpensatlons BNM has required FMOS to ensure
% -transparent

limit might inadvertently signal to

communication  with  consumers
regardlng the role and scope of the revised monetary.
IImlt :
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~ Appendix Il

Tiered annual levy based on categorles under FMOS’ fundlng structure

Members Members El|g|ble e- | Al other |
llcensed by Ilcensed by “money and Members
o0 BNME s il oSC - il dnontbank |l
i credltcard"'j'"':'f"m
: lssuers
i (Category 1) o (Category 2) (Category 3)- : (Category 4)
Category. | 1. Licensed Members Members that Remaining
‘Definition | = banks and. that are are eligible e- | members that do
B Islamic banks | licensed by | money ¢ | not fall under
2. Licensed SC with issuers, and"§ | Categories 1to 3
insurers and annual rion- bank * T, E '
takaful revenues of | credit'eard -
operators more than issue
3. Prescribed RM50mil
development ,
financial - - mere thai
institutions RM§Om|!)
Annuale o . RMe6,000 | o8 fs,ooo RM1,000
]_evy ST . 7 ‘ :

The levy for Categories
while the levy for Categ

Bank Negara‘:‘liila[aysia
31 December 2024

-and 3 Wl“ be coﬂetted twice a year in January and July
4 wn[f’be collecte,d once ayearin Jan uary.
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