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I. INTRODUCTION 

 
1. The Government of Mongolia requested the Asian Development Bank (ADB) to provide 
technical assistance (TA) to improve financial consumer protection. The proposed knowledge and 
support TA will support the legal department of the Bank of Mongolia (BOM) and the supervision 
department of the Financial Regulatory Commission (FRC) of Mongolia to develop a coordinated 
framework for financial consumer protection. The TA is included in ADB’s country operations 
business plan for Mongolia, 2019–2021.1  The scope is consistent with ADB’s Strategy 2030 with 
aim of strengthening governance and institutional capacity supporting access to finance.2  
 

II. ISSUES 
 
2. Weak financial consumer protection capacity of financial supervisors. Mongolia has 
made progress in financial consumer protection with ADB support through the Supporting 
Financial Sector Development and Stability TA project.3 The key output of that project was to 
design a road map to improve financial consumer protection practices in Mongolia. The result was 
a strong national push to establish and expand financial consumer protection. Subsequently, 
Mongolia’s Parliament adopted a resolution in 2018 on Monetary Policy Guidelines for 2019 and 
amended the Law on the Bank of Mongolia in 2018. The amended law provided the BOM with a 
clear mandate to protect the rights and interests of financial consumers. However, the BOM lacks 
the staff, knowledge, and a clear program to supervise financial consumer rights. The BOM must 
establish a unit for financial consumer protection to handle consumer complaints, which as of 
2019 were handled by either supervision staff or by the BOM public communications team. 
Meanwhile, the FRC established its own Protection of Investors’ and Consumers’ Rights Unit 
within its supervision department in 2015.4 The unit has five staff in charge of financial consumer 
protection related to FRC-regulated entities, but these staff lack capacity and knowledge and the 
unit’s scope of work is narrow.  The BOM and FRC share responsibility for financial consumer 
protection but there are inefficient overlaps and gaps in this arrangement. 
 
3. The Monetary Policy Guidelines require that the BOM and the FRC work jointly to protect 
the rights of financial consumers in Mongolia, but the guidelines lack a mechanism for the two 
regulatory agencies to coordinate their work. Policy issues to be resolved include (i) updating 
specific consumer protection regulations, (ii) creating a program for market-research-based 
surveys of consumers, (iii) improving the transparency of financial consumer information, and (iv) 
establishing programs to improve the public’s understanding of financial consumer rights. No 
specific law exists that governs protection of financial consumers. A joint working group staffed 
with BOM and FRC representatives is established to produce a draft law on financial consumer 
protection, to be submitted to Parliament in late 2019. The draft law is expected to pass as it is 
already on Parliament’s official legislative agenda for the Fall 2019 session and was initiated by 
the BOM Governor following recommendations made through the results of the prior ADB TA 
project (footnote 2). The working group has produced an initial draft of the law, but it will require 
                                                
1  ADB. 2018. Country Operations Business Plan: Mongolia, 2019–2021. Manila.  The TA first appeared in the business 

opportunities section of ADB’s website on 26 August 2019. 
2  ADB. 2018. Strategy 2030: Achieving a Prosperous, Inclusive, Resilient, and Sustainable Asia and the Pacific. Manila. 
3 ADB. Mongolia: Technical Assistance for Supporting Financial Sector Development and Stability. 

https://www.adb.org/projects/50017-001/main#project-overview. 
4  The Financial Regulatory Commission is the parliamentary authority for regulating and supervising nonbank financial 

markets. The FRC is mandated to supervise and regulate nonbank finance, including insurance, securities markets, 
and microfinance. According to the Law on Legal Status of FRC, the FRC exercises power over nonbank financial 
institutions, insurance companies and intermediaries, securities firms, and savings and credit cooperatives. 

https://www.adb.org/projects/50017-001/main#project-overview
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additional work and finalization to ensure that it conforms with best international practices. The 
working group must also draft regulations for the BOM and FRC to properly implement the law. 
While the BOM and FRC will remain generally responsible for supervision of financial consumer 
protection within their own mandates, the planned overriding role of the BOM, as defined in the 
Monetary Policy Guidelines for 2019 and the amended Law on the Bank of Mongolia, will need to 
be resolved in practice and a coordination mechanism established with the FRC.  
 
4. Lack of redress mechanisms for violations of financial consumers’ rights. Financial 
consumers in Mongolia have limited avenues to resolving disputes with financial institutions. They 
must either go through the court system—which is bureaucratic, time-consuming, and costly—or 
they can seek modest intervention from the BOM or the FRC. The BOM lacks a formal financial 
consumer protection unit or mechanism; complaints to the BOM are therefore directed to their 
supervision department or to its public communication arm. While the FRC does have a unit for 
financial consumer protection, this unit has limited staff and lacks the capacity to deal with a  broad 
and diverse range of financial consumer protection issues (e.g., issues related to securities 
issuance, domestic and foreign investors, saving and credit cooperatives, nonbank financial 
institutions, leasing, custodianship, and insurance policyholders). The draft law on financial 
consumer protection will mandate the appointment of a financial ombudsman and an alternative 
dispute resolution (ADR) mechanism. The government is expected to provide the initial budget 
funds for the independent financial ombudsman, but final decisions on the ombudsman’s location, 
the scope of activities and the funding have not yet been made.  
 
5. Weak knowledge of financial consumer protection among public. Financial consumer 
protection and the consumers’ knowledge of their rights are evolving areas. Since the global 
financial crisis of 2008, financial consumer protection has become more widely recognized as a 
significant factor in contributing to the long-term stability of financial systems and aiding economic 
development. Supervised by the BOM, banking is the dominant component of the Mongolian 
finance sector, accounting for about 95% of the overall financial market. While banking services 
already reach a sizeable share of the Mongolian population, other financial services such as 
insurance, leasing, and investments and securities are growing rapidly. The FRC oversees these 
alternative financial services, ensuring consumers’ rights and protecting them against malpractice. 
Financial consumers in Mongolia are impaired by a lack of consistent and clear information about 
their rights, and fail to receive impartial advice on choosing financial products and services. This 
is even more evident for rural populations, which have more limited access to financial services 
and financial institutions. There are no standardized disclosure templates for financial products 
or calculation methods to be applied equally across all financial products thereby limiting financial 
consumers’ decision-making capacity and a clear communication of their rights. While the BOM 
and FRC have run financial literacy programs, these have focused mainly on teaching consumers 
about financial products, services, and concepts.  
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III. THE TECHNICAL ASSISTANCE 
 
A. Impact and Outcome 
 
6. The TA is aligned with the following impact: a stable, sustainable, and balanced finance 
sector promoted.5  The TA will have the following outcome: oversight of financial consumer 
protection strengthened.6 
 
B. Outputs, Methods, and Activities 
 
7. The TA will help promote a coordinated and consistent financial consumer protection 
mechanism in Mongolia by (i) expanding the capacity of the BOM and the FRC to promote and 
support coordinated financial consumer protection, (ii) supporting a framework for establishing an 
independent ombudsman office and ADR, and (iii) raising Mongolian consumers’ and financial 
service providers’ awareness of financial consumer protection. The TA project will combine 
capacity development, institutional and policy advice. The TA project will draw upon work 
completed through the Supporting Financial Sector Development and Stability project (footnote 
2), which supported the FRC and other finance sector counterparts in Mongolia. 
 
8. Output 1: Capacity of the BOM and FRC to promote coordinated financial consumer 
protection improved. This output will include: (i) technical support to finalize a draft law on 
financial consumer protection; (ii) developing an outline of the regulations, guidelines, and product 
and service disclosures that are necessary and applicable to financial-services, banking, 
mortgage, consumer-credit, investment, and insurance products; (iii) support for the 
establishment of a BOM unit-in-charge to supervise and enforce financial consumer protection; 
(iv) capacity development of FRC financial consumer protection staff and of staff assigned to the 
BOM’s planned financial consumer protection unit; and (iv) a study tour by BOM and FRC officials 
to ADB member countries with developed financial consumer protection frameworks. Training for 
the BOM and FRC staff will concentrate on disseminating knowledge about the procedures, 
methods and tools employed in both developed as well as in developing countries with sound 
practices. Also, knowledge sharing on behavioral research about the conduct of consumers will 
be delivered. An international conference will be held convening market practitioners from 
selected ADB countries to transfer knowledge to Mongolian financial service providers and 
financial regulators. 
 
9. Output 2: Draft framework for establishment of an independent Ombudsman office 
and Alternative Dispute Resolution prepared. This output will provide support for determining 
the best institutional and corporate governance structure for an effective and transparent 
ombudsman office and ADR mechanism. The TA will support capacity-building for the office of 
the financial ombudsman, including the creation of a manual of operations, template forms for 
submitting complaints, and a general outline of applicable policies. The TA will also support the 
establishment of a website for the financial ombudsman, with functionality for consumers to 
submit complaints online and track the process of complaint resolution.  
 
10. Output 3: Mongolian consumers’ and financial service providers’ awareness of 
financial consumer protection raised. This output will include workshops for financial industry 
                                                
5  Government of Mongolia. 2017. The Reform and Development Program of Financial Market Until 2025. Ulaanbaatar. 

Among other initiatives, the program calls for improving citizens’ accessibility to financial services; increasing the real 
economic benefits of financial services to citizens by improving the quality of products and services; encouraging 
delivery of additional financial services; and improving citizens’ financial literacy. 

6  The Design and Monitoring Framework is in Appendix 1. 
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associations and financial institutions active in banking, insurance, and investment services. The 
workshops will increase awareness about the importance of the new rules on financial consumer 
protection. The workshops will cover the importance of complying with rules, rights of financial 
consumers, and consequences of rules infringements. ADB will contract a research center or 
university to perform public surveys of a sample of financial consumers at the inception of the 
project and toward project completion to determine how the public’s awareness of financial 
consumer rights has improved. The output will also support the BOM and FRC to promote 
financial consumer education among the public. This output will also support the BOM and FRC 
to design leaflets, brochures, guides, and video spots to promote financial consumer education 
and consumer empowerment. Public outreach activities for financial consumer education will 
include educational events and training for financial institutions and financial consumers. Global 
online information portals providing useful and practical experience on shopping for and selecting 
financial products and services by financial consumers will be reviewed to make 
recommendations for the application in Mongolia. Examples of these systems in developed 
countries include the Australian Securities and Investments Commission’s MoneySmart7 initiative 
and the UK’s Money Advice Centre.8 The TA will organize events to train trainers (teachers, media 
representatives, civil society organizations) on using financial products financial consumer rights. 
The output will also support the BOM and FRC to promote financial consumer education among 
the public. 
 
C. Cost and Financing 
 
11. The TA is estimated to cost $540,000, of which $500,000 will be financed on a grant basis 
by ADB’s Technical Assistance Special Fund (TASF 6). The key expenditure items are listed in 
Appendix 2.  
 
12. The government will provide counterpart support in the form of counterpart staff, access 
to data and documents, conference rooms, printing, distribution of project materials to staff, and 
other in-kind contributions. 
 
D. Implementation Arrangements 
 
13. ADB will administer the TA. The executing agency is the Bank of Mongolia. The 
implementing agencies are the legal department of the BOM and the supervision department of 
the FRC. The implementing agencies will jointly form a working group to carry out project activities 
such as organizing workshops, conferences, and the study tour. The implementation 
arrangements are summarized in the table. 
 

Implementation Arrangements 
Aspects Arrangements 
Indicative implementation period October 2019–December 2021 
Executing agency Bank of Mongolia 
Implementing agencies Bank of Mongolia, legal department; and Financial Regulatory 

Commission of Mongolia, supervision department 
Consultants To be selected and engaged by ADB 

Individual: expert in financial 
consumer protection and team 
leader 

International (6 
person-months) 

$120,000 

                                                
7 Australian Securities & Investments Commission. Money Smart: https://www.moneysmart.gov.au/. 
8 The Money Advice Service: https://www.moneyadviceservice.org.uk.  

https://www.moneysmart.gov.au/
https://www.moneyadviceservice.org.uk/
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Individual: specialist in 
financial consumer protection 
law 

International (3 
person-months) 

$60,000 

Individual: specialist in 
financial consumer protection 

National (7 
person-months) 

$33,000 

Individual: project coordinator National (7 
person-months) 

$17,000 

Disbursement The TA resources will be disbursed following ADB's Technical 
Assistance Disbursement Handbook (2010, as amended from time to 
time). 

ADB = Asian Development Bank.  
Source: ADB.  

 
14. Consulting services. ADB will engage the consultants following the ADB Procurement 
Policy (2017, as amended from time to time) and its associated project administration instructions 
and/or staff instructions. 9  Two international consultants (for a total of 9 person-months, 
intermittent) and two national consultants (for a total of 14 person-months) will be individually 
recruited. ADB will select, supervise, and evaluate consultants; and provide staff to act as 
resource persons in workshop and conferences if needed.  
 

IV. THE PRESIDENT'S DECISION 
 
15. The President, acting under the authority delegated by the Board, has approved the 
provision of technical assistance not exceeding the equivalent of $500,000 on a grant basis to the 
Government of Mongolia for Promoting a Coordinated Framework for Financial Consumer 
Protection, and hereby reports this action to the Board. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                                
9 Terms of Reference for Consultants (accessible from the list of linked documents in Appendix 3). 



6 Appendix 1 

 

DESIGN AND MONITORING FRAMEWORK 
Impact the TA is Aligned with 
A stable, sustainable, and balanced finance sector promoted (The Reform and Development Program of 
Financial Market Until 2025)a 
 

Results Chain 
Performance Indicators with 

Targets and Baselines 

Data Sources and 
Reporting 

Mechanisms Risks 

Outcome By 2022:   
 
Oversight of 
financial 
consumer 
protection 
strengthened 

 
At least 6 banks publish statements 
in support of the financial consumer 
rights of their clients 
(2019 baseline: NA) 

 
Mongolian Banker’s 
Association, Mongolian 
financial-institution and 
consumer-group 
websites and annual 
reports 

 
The country is hit by a 
financial crisis, which 
prevents the 
expansion of 
consumer protections 
and causes a 
deterioration of public 
confidence 

  

Outputs By December 2021: 
 

  

1. Capacity of 
the BOM and 
FRC to 
promote 
coordinated 
financial 
consumer 
protection 
improved 

1a. Draft law on financial consumer 
protection finalized for submission 
to Parliament  
(2019 baseline: NA) 

1a. Draft law on 
financial consumer 
protection 
 
 

High turnover of 
implementing-agency 
staff and lack of 
management action to 
support 
implementation of an 
effective financial 
consumer protection 
framework  
 
 
 
 
 

1b. At least 30 participants (at least 
8 of whom are women) attending an 
international conference report 
increased understanding of financial 
consumer protection mechanism  
(2019 baseline: 0) 
 

1b. Consultants’ reports 
and post-training 
surveys 
 
 

2. Draft 
framework for 
establishment 
of an 
independent 
Ombudsman 
office and 
Alternative 
Dispute 
Resolution 
prepared 

2a. Draft guidelines and procedures 
on operation of the Ombudsman 
office prepared  
(2019 baseline: Not prepared) 

2a-b. Draft guidelines 
 
 
 

2b. Draft guidelines and procedures 
on ADR process prepared 
(2019 baseline: Not prepared) 
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Results Chain 
Performance Indicators with 

Targets and Baselines 

Data Sources and 
Reporting 

Mechanisms Risks 

3. Mongolian 
consumers’ 
and financial 
service 
providers’ 
awareness of 
financial 
consumer 
protection 
raised   

3a. At  least 200 Mongolian 
financial consumers find an 
improvement in awareness of their 
rights  
(2019 baseline: 0)  
 
3b. At least 20 stakeholders in 
financial consumer protection who 
attend outreach workshops report 
improved understanding of their 
financial consumer rights 
(2019 baseline: 0) 

3a. Results of public 
surveys  
 
 
 
 
3b. Consultants’ reports 
post workshop surveys  

Key Activities with Milestones 
1. Capacity of the BOM and FRC to promote coordinated financial consumer protection improved 
1.1   Consultants fielded by December 2019 
1.2   Inception workshop conducted by January 2020 
1.3   National workshop held by June 2020 
1.4   Interim report prepared by November 2020  
1.5   Study tour held by February 2021 
1.6   International conference held by May 2021 
1.7   Working paper prepared on financial consumer protection for ADB publication by September 2021 
1.8   Final report prepared by September 2021 
 
2. Draft framework for establishment of an independent Ombudsman office and Alternative Dispute 

Resolution prepared 
2.1 Consultants fielded by December 2019 
2.2 Inception meeting held by January 2020 
2.3 Training for ombudsman office held by July 2020  
2.4 Interim report prepared by November 2020 
2.5 Training held for ADR mechanism by June 2021 
2.6 Final report prepared by September 2021 
 
3. Mongolian consumers’ and financial service providers’ awareness of financial consumer 
protection raised   
3.1   Consultants fielded by December 2019 
3.2   Consumer survey completed by April 2020 
3.3   National workshop held by June 2020 
3.4   Interim report prepared by November 2020  
3.5   National outreach workshop held by December 2020 
3.6   Second national outreach workshop held by June 2021 
3.7   Consumer survey completed by August 2021 
3.8   Final report prepared by September 2021 
Inputs 
ADB: $500,000 (TASF 6) 
Note: The government will provide counterpart support in the form of counterpart staff, access to data and 
documents, conference rooms, printing, distribution of project materials to staff, and other in-kind 
contributions. 
Assumptions for Partner Financing 
Not applicable 
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ADB = Asian Development Bank, ADR = alternative dispute resolution, BOM = Bank of Mongolia, FRC = Financial 
Regulatory Commission of Mongolia, NA = not applicable, TA = technical assistance, TASF = Technical Assistance 
Special Fund.  
a Government of Mongolia. 2017. The Reform and Development Program of Financial Market Until 2025. Ulaanbaatar. 
Source: Asian Development Bank.
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COST ESTIMATES AND FINANCING PLAN 
($’000) 

Item     Amount 

ian Asian Development Banka  

1. Consultants  

  a.  Remuneration and per diem  
  i. International consultants (9 person-months)  180.0 
  ii. National consultants (14 person-months) 50.0 
   b.  International and local travel 20.0 
   c.  Reports, communications, and surveysb 40.0 

2. Conferences, training, workshops and study tour  

a. Workshops and conferencesc 
b. Training 
c. Study tour 

80.0 
30.0 
35.0 

3. Miscellaneous administration and support costsd 40.0 

4. Contingencies 25.0 

            Total 500.0 
Note: The technical assistance (TA) is estimated to cost $540,000, of which contributions from the Asian 
Development Bank (ADB) are presented in the table above. The government will provide counterpart support in 
the form of counterpart staff, access to data and documents, conference rooms, printing, distribution of project 
materials to staff, and other in-kind contributions. The value of government contribution is estimated to account for 
7.5% of the total TA cost. 
a Financed by ADB’s Technical Assistance Special Fund (TASF-6). 
b Includes costs for translation, preparation, and editing of a working paper as a knowledge product; and costs of 
distributing, promoting, and publicizing the working paper and project results. 

c Includes costs of arrangement of venues for key missions and meetings; local transportation for project teams 
during missions; translation and interpretation for meetings, workshops, and conferences; honoraria; travel and 
accommodation for resource persons and workshop and training participants from outside Ulaanbaatar; and travel 
and accommodation for workshops and training for Bank of Mongolia and Financial Regulatory Commission staff 
from outside Ulaanbaatar. Covers travel and accommodation costs for ADB staff as resource persons at 
conferences and workshops. 

d Includes the costs of translation and interpretation to prepare and develop all content; and printing of financial 
consumer protection publications, templates, and brochures. This also includes the cost of producing educational 
videos to be used for public broadcasts and social media, and the cost of distributing and publicizing these videos. 
The expenses are covered to provide initial communication on concepts adopted from the TA recommendations 
and to allow for clear public communication on the rights of financial consumers.  
Source: Asian Development Bank estimates. 
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