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Opening Remarks at the Launch of the Financial Ombudsman 
Scheme on 3 November 2016 
 

Introduction 

 

[1] (i) YBhg Datuk Muhammad Ibrahim, Governor Bank Negara, 

Malaysia; 

 

(ii) Members of the Board of Directors of Bank Negara Malaysia; 

 

(iii) Chief Executive Officers and Senior Officers of: 

 

(a) licensed banks,  

(b) licensed insurance companies,  

(c) Takaful operators and; 

(d)  related financial services providers, many of whom are 

members of Ombudsman Financial Services (“OFS”); 

 

(iv) My fellow Directors and Chief Executive Officer of the OFS;  

 

(v) Distinguished guests, ladies and gentlemen.  

 

[2] On behalf of the Board of Directors of the OFS and the 

management of OFS, I welcome you to this afternoon’s event for 
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the launch of the Financial Ombudsman Scheme by YBhg Datuk 

Muhammad Ibrahim, Governor of Bank Negara, Malaysia.  

 

[3] To begin, I must confess that my years in the Judiciary have 

taught me to declare my status at the outset of any official event. 

This is to lessen expectations of me on what I have to say.  On this 

I have to disclose, Ladies and Gentlemen, that I am new on the 

job.  

 

[4] I was just appointed an director of the OFS a few months ago 

and at my first Board meeting was unanimously elected Chairman. 

And for this, I must thank the Governor and the Board of Directors 

of Bank Negara and members of the Financial Service Providers 

whose representatives sit on the Board of the OFS for having faith 

in me.   

 

[5] When I was initially approached to take up this appointment as 

Chairman of the OFS, the first thing that flashed across my mind 

was the word “Ombudsman”. I recollect my days in law school in 

England during the 1960’s when it was fashionable to set up such 

entities to settle disputes and complaints by the public against the 

government and/or its agencies. I still recall as, as a young 

mischievous student, to associate this term to that of the “Bus 

Man” instead of the “Ombudsman”.  But little did I know, then, that 

this Scandinavian term, meaning an independent person or body 

to solve disputes fairly and speedily away from the courts could, 

one day, be applied so successfully to even private corporations 

with its customers and/or clients.     
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Ladies and Gentlemen: 

 

[6] Though I am new on the job, the OFS is a pedigree. Its 

predecessors the Financial Mediation Bureau set up in 2005 had 

until recently in the 3rd quarter of 2016 disposed of close to 24,000 

disputes brought before it by aggrieved customers and/or clients of 

its members.  

 

[7] And prior to that, the establishments of ‘The Insurance 

Mediation Bureau’ and ‘The Banking Mediation Bureau’, the 

forerunners to the Financial Mediation Bureau, had functioned 

effectively in settling disputes between their customers its 

members, though separately, in the two disciplines that bear their 

name. These bodies, by themselves, laid a solid foundation for 

future undertakings that we, in the OFS, will be venturing.   

 

[8] I firmly believe that the legacies passed down by these 

predecessors of the OFS, must have involved tremendous 

sacrifice by all concerns, be it at board level, or at management 

and operational category. It must be through their hard work, 

devotion and dedication to a cause that drove them to achieve this 

high degree of success. And the cause they strived must primarily 

be this: to make our financial system more sophisticated and 

consumer friendly.  

 

[9] To them, my Board of Directors and I offer our sincere 

gratitude. Aside from this, we would also like to assure them that 

all their sacrifices will not just end here, for the OFS is bend on 

building to greater heights what they have left.  
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Ladies & Gentlemen: 

 

 [10] Thus, it is on these credentials that I believe, OFS secured 

the confidence of Malaysia’s central bank, Bank Negara, to be 

appointed as the operator of the Financial Ombudsman Scheme.   

 

[11] The Financial Ombudsman Scheme adopts the Alternative 

Dispute Resolution approach.  “ADR” for short. Of late, this term 

ADR has become so frequently used that everyone presumes that 

you know what it is. This may be so, but to refresh, Alternative 

Dispute Resolution or ADR, by acronym, simply means settlement 

of a dispute between parties by using an alternative means other 

than going to the courts. And some may even cheekily add ‘also 

alternative to violence’.  

 

[12] Be it confined to avoiding the courts or the more violent 

alternative, in a successful ADR, there must be a trusted, honest 

and independent adjudicator. The adjudicator must be 

knowledgeable not only on the facts but also to the applicable 

rules and regulations governing the dispute. Aside from these, he 

must be tactful in handling the parties since ADR is a voluntary 

process where parties willing, without force or intimation, submit to 

it. In this instance, it would the aggrieved customer or client of the 

financial institution and the institution itself; the latter collectively 

agreed to be bound by the decision of the OFS. And finally for 

ADR to be effective, there must be fair, just and speedy disposal of 

the dispute.  
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Ladies & Gentlemen: 

 

[13] With the present set up of the OFS and from track records of 

its predecessors, I am confident that we can fulfill these demands. 

We, at the OFS are ready to assume this new role with added 

responsibilities assigned to us.  

 

[14] And so Ladies and Gentlemen, let this afternoon be a 

memorable occasion to witness Bank Negara’s thrust to solidify 

our country’s financial system, by strengthening the financial 

consumer protection framework with the launch of the Financial 

Ombudsman Scheme to be operated by the OFS.      

 

Thank you. 

 

 

Dated 3 November 2016 

 

 

Tan Sri James Foong  
Chairman 
Ombudsman for Financial Services 
 

 


