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Introduction 

We know from international practical experience that efficient and sustainable functioning of 

financial market depends on a number of interrelated factors such as competitive environment and 

financial inclusion, financial institutions abiding by professional standards and business ethics, and 

financial consumer protection. At the same time, financial consumer protection cannot be limited to 

processing consumers’ appeals and complaints, conducting compliance and regulatory activities, 

taking restrictive measures, and providing the legal and regulatory environment. The crucial aspects 

of the financial consumer protection are financial education and information as well as improving 

financial literacy of the population.  

According to the Economic Development Strategy of the Commonwealth of Independent States 

(CIS) for the Period Till 2020, ensuring equal opportunities for financial consumer protection for all 

citizens must be one of the areas of collaboration between the CIS member states. The initiatives 

conducive to improving financial literacy and developing sustainable rational consumer behavior 

among the population are seen by the CIS member states as an indispensable and significant 

element of the national consumer protection system. In the Russian Federation as well as in other 

CIS member states, the development of education programs and the implementation of the world’s 

best practices in awareness-raising and financial consumer protection are carried out, taking into 

account national practices and traditions.  

In the Russian Federation, the federal state oversight in the sphere of consumer protection 

including financial consumer protection is exercised by the Russian Federal Service for 

Surveillance on Consumer Rights Protection and Human Wellbeing (Rospotrebnadzor). A complex 

governance system has been created within Rospotrebnadzor’s institutional structure to directly 

ensure financial consumer protection as well as delivery of consultancy, information and education 

on various aspects of financial services and financial consumer rights to the citizens. Apart from 

Rospotrebnadzor, its local offices and subordinate organizations, an active role in financial 

consumer protection and relevant awareness and education work is also played by the RF Ministry 

of Finance, executive bodies of constituent entities of the Russian Federation and local governing 

bodies, the Bank of Russia, and non-governmental consumer unions and organizations.  

In the context of macroeconomic and geopolitical instability and aggravated financial risks, the 

issues of financial consumer protection and improvement of the population’s financial literacy 

acquire particular significance. Thus, the number of consultations delivered by Rospotrebnadzor’s 

consumer advisory centers to financial consumers has increased in 2015. Much effort was 

channeled to improve consultancy and awareness technologies and methods, including through the 

implementation of the unified departmental standards for counseling financial consumers in work of 

Rospotrebnadzor’s consumer advisory centers, dissemination of easy-to-understand information and 

analytical materials, and participation in awareness and education activities. In 2015, 

Rospotrebnadzor helped to return 65 mln rubles to financial consumers through court proceedings. 

Based on the all-Russia survey of the population, the situation in the sphere of financial consumer 

protection has changed for the better: in 2015, 37% of the citizens considered their rights be 

protected vs. 28% in 2014.
1
 

In 2015, Rospotrebnadzor was actively involved in the development of proposals for improving 

the legislation and law-administration practices in the sphere of financial consumer protection, 

developing the Russian Federation’s government policy in the sphere of consumer protection and 

creation of an effective mechanism for ensuring national consumer safety. Thus, in 2015, 

Rospotrebnadzor prepared and brought up for public debate the Draft Concept of State Policy of the 

Russian Federation in the sphere of financial consumer protection for the period till 2025. Financial 

                                                      
1 The results of the all-Russia survey conducted by the National Agency for Financial Studies (NAFI) in №vember 2015 in 

partnership with the all-Russia №n-governmental consumer protection organization “Financial Consumer Protection Union”  

(FinPotrebSoyuz). NAFI’s official website: http://nacfin.ru. 

http://nacfin.ru/
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consumer protection, every kind of assistance in improving consumer and financial literacy of the 

population based on behavioral approach are seen in this Draft Concept being among the main tasks 

of state policy. 

Despite a wide range of issues associated with the functioning of financial market, banking and 

non-credit financial organizations, the content of the Report is limited to the relationships emerging 

from the agreements for the provision of particular types of financial services, whose violations 

have consequences that come within the purview of Russia’s consumer protection legislation. It 

should be noted that the respective services on the market of foreign currency transactions, 

securities, mutual fund transactions, and non-public pension fund transactions do not fall within the 

purview of said legislation. The range of financial organizations covered in this Report is limited to 

crediting/lending, microfinance, and insurance organizations, credit consumer cooperatives and 

pawnbrokers, while financial consumers are defined as citizens intending to seek financial services 

or receiving financial services, for non-commercial purposes (personal, family, household, etc.) 

only. 

This Report “On the Status of Financial Consumer Protection in 2015” describes the powers 

regarding financial consumer protection issues and the results of the analysis of changes in the 

normative legal regulation of financial consumer protection, the results of analysis of financial 

market development trends. The Report includes a description of the High-Level Principles on 

Financial Consumer Protection as well as the evolution of relevant international practices including 

those of the CIS member states and Eurasian Economic Union member states. In addition to this, 

the Report contains the results of the efforts undertaken by Rospotrebnadzor, its local offices and 

subordinate organizations to address consumer appeals and conduct their monitoring and control 

activities. The Report also analyses awareness-raining practices in the sphere of financial consumer 

protection and financial literacy improvement. A separate section of the Report is devoted to the 

results of activities of major non-government consumer unions. In addition to this, the Report also 

contains the results of Rospotrebnadzor’s performance evaluation as well as the main directions of 

optimization of financial consumer protection system. 

The Public Report “On the Status of Financial Consumer Protection” is in line with the 

international best practices and helps to improve Rospotrebnadzor activities associated with 

financial consumer protection but also to promote financial literacy of the Russian citizens, enhance 

relationships between the stakeholders, and promote result-oriented development of the entire 

national consumer protection system. The report is intended for wider audience, including 

citizens—financial consumers, relevant government and local governing bodies, professional 

financial market participants, non-government consumer unions and associations, and research and 

education institutions. 
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1. Normative legal regulation and mandates in the field of financial consumer 

protection  

1.1. Mandates in control and supervision activity 

According to Art. 40 (1) of the Law of the Russian Federation “On the protection of consumer 

rights”
2
, federal state supervision in consumer protection (including financial sphere) is conducted 

by an authorized federal executive body. The functions of such body are performed by the Federal 

Service for Surveillance on Consumer Rights Protection and Human Wellbeing (Rospotrebnadzor)
3
  

which directly reports to the Government of the Russian Federation
4
. The federal state supervision 

over compliance with the legislation related to financial consumer protection that includes the 

following
5
: 

 organizing and conducting audits of financial service vendors’ compliance with the Law 

of the Russian Federation “On the protection of consumer rights”, other federal 

legislation and other RF regulation in the sphere of consumer protection, and directives 

issued by the officials from a relevant state supervision authority (mandatory 

requirements); 

 organizing and conducting the audits of compliance of financial services with 

requirements for the prevention of consumer-misleading actions and damage to 

consumers’ property, established in accordance with federal laws and other regulatory 

legal acts of the Russian Federation; 

 implementing measures to terminate the breaches of mandatory requirements; issuing 

directives to terminate consumer right violations, terminate the breaches of mandatory 

requirements and rectify identified breaches of mandatory requirements; holding 

accountable persons who have committed such breaches and violations; 

 systemic monitoring of compliance with mandatory requirements; analysis and forecast 

of financial service vendors’ compliance with mandatory requirements while engaging in 

their operations; 

 statistical monitoring in financial consumer protection; accounting and analyzing the 

cases of damage to consumers’ property, associated with defective financial services or 

with providing consumers with untimely, incomplete, and misleading information 

concerning financial services; 

 annual analysis and evaluation of efficiency of the federal state supervision in financial 

consumer protection; 

 preparing annual state reports on consumer protection in the Russian Federation in 

accordance with the procedure approved by the Government of the Russian Federation.  

Rospotrebnadzor operates directly and through its regional offices. There is also a network of 

subordinate organizations within the Rospotrebnadzor system, which includes Federal Budget-

Funded Healthcare Enterprises (FBUZ) in subjects of the Russian Federation that bear a common 

name of the Hygienic and Epidemiological Center. There are advisory centers and units for 

providing information and advice to the citizens on consumer protection issues (including financial 

consumer protection) in these Centers.  

                                                      
2 Law of the Russian Federation as of 17.02.1992 № 2300-1 “On the protection of consumer rights”. 
3 RF Government Decree as of 30.06.2004 № 322 “On the approval of regulation on the Federal Service for Surveillance on 

Consumer Rights Protection and Human Wellbeing”. 
4 Presidential Decree as of 21.05.2012 № 636 “On the system and structure of federal executive bodies”. 
5 According to Law of the Russian Federation as of 17.02.1992 № 2300-1 “On the protection of consumer rights” and RF 

Government Decree as of 02.05.2012 № 412 “On the approval of regulation on the federal state supervision in the field of consumer 

protection”. 
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Apart from Rospotrebnadzor, the powers related to financial consumer protection system are 

vested to the federal executive bodies, executive bodies of subjects of the Russian Federation, local 

government, Central Bank of the Russian Federation, consumer associations and other 

organizations. The powers related to financial consumer protection are summarized in Table 1.1. 

Table 1.1. Powers related to financial consumer protection 

Body / organization Powers 

Federal Service for Surveillance on 

Consumer Rights Protection and 

Human Wellbeing 

(Rospotrebnadzor) 

Development and realization of the state policy and legal regulation of consumer 

protection, organization and implementation of the federal state supervision in 

consumer protection. 

Central Bank of the Russian 

Federation (Bank of Russia) 

Since 01.09.2013, Bank of Russia is a single regulator of financial markets that 

ensures stability and development of the national payment system and financial 

market of the Russian Federation, and protects the interests of depositors and 

money lenders. 

Ministry of Finance of the Russian 

Federation (Minfin of Russia) 

Developing state policy and providing regulation of insurance, banking, 

microfinance, credit cooperation, financial markets, state regulation of operations 

of non-public pension funds and managing companies  

Federal Antimonopoly Service of 

the Russian Federation (FAS of 

Russia) 

Antimonopoly regulation and competition protection in financial sphere, as well 

as state supervision over compliance with advertising legislation.  

Federal Tax Service of the Russian 

Federation (FNS Russia) 

Control and monitoring of compliance with requirements for cash register 

equipment, procedures and conditions for its registration and use 

State executive bodies in subjects 

of the Russian Federation and local 

government  

Considering of complaints and consumer advisory, bringing consumer protection 

cases to courts, including consumers at large 

Courts Issuing of information letters, rulings, surveys and other documents summarizing 

court practice, decisions on termination and prevention further violations of 

consumer rights  

Consumer organizations  Public control, participation in development of requirements for financial 

services, dissemination of information on consumer rights and necessary actions 

for their protection, applying to courts and prosecutors 

Rospotrebnadzor’s collaboration with the Bank of Russia 

Federal state supervision in consumer protection is provided by Rospotrebnadzor across the 

entire Russian consumer market in cooperation with other federal executive bodies and respective 

organizations. The banking and other supervision carried out by the Bank of Russia independently 

from other federal government bodies is narrowly specialized. At the same time, the Bank of Russia 

as a mega regulator in financial market is vested with direct control over the economic entities 

operating in financial market as a part of consumer market, meeting their lawful commitments, 

while Rospotrebnadzor as a mega supervisory body in consumer market is charged with control 

over compliance with the RF legislation related to consumer protection. 

To organize effective cooperation regarding information exchange and the exercise of powers in 

the sphere of financial consumer protection, a special Cooperation Agreement was concluded 

between Rospotrebnadzor and the Bank of Russia on 10.12.2014
6
. 

In accordance with this Agreement, the parties collaborate by developing joint legal stances on 

the respective appeals, inquiries, and complaints about the alleged breaches of financial consumer 

rights and legitimate interests, filed by financial consumers. The parties, their local offices 

(agencies) and business units/organizations also collaborate by holding joint events and meetings of 

                                                      
6 Cooperation Agreement between the Central Bank of the Russian Federation and the Russian Federal Service for Surveillance on 

Consumer Rights Protection and Human Wellbeing of 10.12.2014. 
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joint working groups, as well as through exchanging information, statistical data reconciliation, etc. 

Where financial consumers’ appeals, inquiries, and complaints suggest possible violations of the 

Law “On the protection of consumer rights”, such appeals, inquiries, and complaints are handled by 

Rospotrebnadzor within its competence. Where appeals, inquiries, and complaints suggest possible 

violations of the federal laws, compliance with which is monitored and controlled by the Bank of 

Russia, such appeals, inquiries, and complaints are handled by the Bank of Russia within its 

competence.  

The Bank of Russia regards the work on financial consumer protection, financial inclusion and 

promotion of financial literacy as one of its key focus areas, included in draft Guidelines for the 

Development of the Russian Financial Market in 2016–2018
7
. Such comprehensive document was 

prepared for the first time; it covers practically all the aspects of the development of financial 

market. On 03.03.2016, this document was reviewed and approved at the RF Government’s session. 

The draft Guidelines will be submitted to the State Duma of the Russian Federation for 

consideration and decision-making. At the same time, an action plan (roadmap) for the 

implementation of these guidelines has been developed. In pursuance of the RF Government 

resolution, the draft action plan (roadmap) “Guidelines for the Development of the Russian 

Financial Market in 2016–2018” must be further elaborated together with the stakeholder federal 

executive bodies and with the participation of the Bank of Russia and submitted to the Government 

of the Russian Federation in accordance with the established procedure before 30.05.2016
8
. 

Within the framework of implementation of the Guidelines, the Bank of Russia plans to 

standardize financial services to enable the citizens to better understand and compare different 

financial products, and choose the ones that suit their needs best; to develop and launch a more 

efficient system for handling financial consumers’ complaints; to develop the services provided by 

the Bank of Russia’s website in the internet; and improve the work of its call center and community 

liaison office. Another key focus area covered in the document is discouraging misconduct in the 

financial market. In the mid-term perspective, the Bank of Russia plans to develop a strategy for 

improving financial inclusion. 

Therefore, exercising their powers in the established sphere of activities, Rospotrebnadzor and 

the Bank of Russia complement each other and ensure an effective legal protection of financial 

consumers. It should be emphasized that the creation of a single mega regulator of financial markets 

in the person of the Bank of Russia has not resulted in the redistribution of powers in the sphere of 

financial consumer protection. 

Rospotrebnadzor’s collaboration with Minfin of Russia 

The Minfin of Russia adopts normative acts regulating financial markets jointly with the Bank of 

Russia. These activities are not directly aimed at consumer protection although the development of 

regulatory framework is an important aspect of consumer protection. Besides, the Minfin of Russia 

conducts annual monitoring of OSAGO rates and their validity. 

Within the framework of a government programme “Public finance management and financial 

markets regulation”
9
, the Minfin of Russia is working to improve the regulatory framework for 

better legal protection of investors and financial consumers and to meet the Russian Federation’s 

obligations in regard to the RF citizens’ savings, and for suppression of the organizations’ activities 

that suggest the use of the pyramid schemes.  

Since 2011 the Minfin of Russia together with Rospotrebnadzor has jointly implemented the 

                                                      
7 Guidelines for the Development of the Russian Financial Market in 2016–2018 (Draft of 19.02.2016) // Bank of Russia’s Official 

Website http://www.cbr.ru.  
8 RF Government’s Session of 03.03.2016// Official website of the RF Government http://government.ru. 
9 RF Government Decree of 15.04.2014 № 320 “On the approval of Government Programme of the Russian Federation ‘Public 

finance management and financial markets regulation’”. 

http://www.cbr.ru/eng/finmarkets/files/development/onrfr_2016-18_e.pdf
http://www.cbr.ru/eng/finmarkets/files/development/onrfr_2016-18_e.pdf
http://www.cbr.ru/eng/finmarkets/files/development/onrfr_2016-18_e.pdf
http://www.cbr.ru/eng/finmarkets/files/development/onrfr_2016-18_e.pdf
http://www.cbr.ru/eng/finmarkets/files/development/onrfr_2016-18_e.pdf
http://government.ru/
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project “Financial Education and Financial Literacy Project for the Russian Federation”. The 

Project goal is to promote prudent financial behavior of the Russian citizens and their responsible 

participation in the functioning of financial services market, and to improve effectiveness of 

protection of their interests as financial consumers. 

The implementation of the Project includes the following activities: financial literacy and 

financial consumer protection are being regularly monitored; the education programs and 

information campaigns aimed at enhancing financial literacy are being developed and implemented; 

the institutional framework for financial consumer protection is being improved; and competitive 

financial support is being provided to a wide range of grassroots initiatives aimed to enhance 

financial literacy. Moreover, a National Strategy for Improving Financial Literacy is planned to be 

developed as part of the Project implementation. Other federal executive bodies, executive bodies 

of constituent entities of the Russian Federation, local governing bodies and other stakeholders also 

have an active role in the financial literacy improvement activities together with the RF Ministry of 

Finance and Rospotrebnadzor. 

Improving the institutional framework for financial consumer protection in the Russian 

Federation is a separate component of the Project. The implementation of this component includes 

the diagnostics of Rospotrebnadzor’s advisory centers, identifying and disseminating best practices 

in consumer counseling on financial services among all consumer advisory centers, developing and 

supporting activities to promote institutional strengthening of Rospotrebnadzor and, and preparing 

the annual Public Report of Rospotrebnadzor “On the status of financial consumer protection”. 

Rospotrebnadzor collaboration with the Federal Antimonopoly Service of the Russian 

Federation (FAS of Russia) 

The FAS of Russia is charged with the functions of processing consumer complaints about the 

violations of their rights through unfair advertising of financial services. The FAS competence also 

includes conducting inspections and instituting actions. In addition to that, FAS of Russia 

participates in the development of normative regulation concerned with the advertising of financial 

services. The FAS of Russia conducts the large-scale inspections of financial service providers for 

violations of antimonopoly and advertising legislation, which is, formally, beyond the scope of 

protection of consumers of such services. 

The complaints of financial consumers about violations of their rights by financial organizations 

foisting additional, unsolicited services on consumers when selling them compulsory motor third-

party liability policies and issuing credit agreements are being processed by antitrust authorities 

only to check their compliance with Art.10 of the Federal Law № 135-FZ of 26.07.2006 “On the 

protection of competition” (where there is a dominant position and the evidence of abuse thereof) as 

well as Art.11 (anti-competitive agreements) and Art.11.1 (concerted actions restricting 

competition) of the said law. 

With consumer rights violations often resulting from infringements on antitrust and advertising 

legislation, sharing relevant information, including that on the citizens’ complaints and the results 

of the respective inspections comprises an important area of collaboration between the Federal 

Antimonopoly Service of the Russian Federation (FAS of Russia) and Rospotrebnadzor. Moreover, 

the collaboration of the FAS of Russia and Rospotrebnadzor is aimed to develop common legal 

stances and proposals for improving the regulatory framework for financial consumer protection 

including voluntary insurance and consumer crediting. Thus, in 2015, the FAS of Russia introduced 

the proposals for including the cooling-off period in compulsory insurance contracts, during which 

the injured person may withdraw from the insurance contract and get the paid insurance premium 

back. 

Rospotrebnadzor collaboration with the Federal Tax Service of the Russian Federation 
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The Federal Tax Service of the Russian Federation (FTS of Russia) controls and monitors 

compliance with requirements for cash register equipment, procedures and conditions for its 

registration and use, which includes establishing the lists of approved cash register equipment that 

the paying agents (subagents) may use when accepting payments from natural persons. 

Together with Rospotrebnadzor, the FTS of Russia protects financial consumers by monitoring 

and overseeing the paying agents’ activities related to acceptance of payments from natural persons, 

and auditing compliance with the rules for employing cash register equipment for making cash or 

card payments. 

Rospotrebnadzor’s collaboration with regional executive bodies and local governing bodies 

The coordination of efforts to develop a general strategy for the implementation of state policy in 

the sphere of financial consumer protection at the regional level is carried out by Rospotrebnadzor’s 

regional offices and regional executive bodies within the framework of their collaboration in 

steering committees, commissions and other advisory bodies set up for the purposes of financial 

consumer protection. The work of such advisory bodies typically implies implementing the agreed 

complex activities aimed to improve consumer protection system, provide education and legal 

support to consumers, develop the unified methodological approaches to address the controversial 

issues of consumer protection, and promote the development of financial consumer protection 

activities. 

Thus, the Advisory Boards for Consumer Protection have been created under 48 

Rospotrebnadzor’s regional offices in the constituent entities of the Russian Federation. The 

interdepartmental commissions and steering committees on financial consumer protection created 

by the supreme executive bodies of the RF constituent entities are functioning in 36 constituent 

entities of the Russian Federation. 

It should be noted that, in accordance with the amendments introduced in the Law “On financial 

consumer protection” in 2015, Rospotrebnadzor’s powers of federal state oversight in the sphere of 

financial consumer protection may be delegated to executive bodies of the RF constituent entities 

by the RF Government decrees. 

Local governing bodies may handle consumer complaints, provide consultancy on the issues of 

consumer protection, and go to court to seek consumer protection (consumers at large). Exercising 

the powers given to them by financial consumer protection legislation, local governing bodies may 

efficiently protect the consumers’ interests locally free of charge, without bias, and based on the 

individual approach to each consumer. 

The collaboration of the regional executive bodies and local government bodies with 

Rospotrebnadzor implies, first, that these bodies provide information on identified financial services 

of poor quality (upon a consumer complaint). 

Since local governing bodies have the right to go to court to protect financial consumers, the 

interaction can also take place indirectly, in the form of data exchange in the course of an 

administrative investigation or during the trial. 

During last years, regional consumer protection programmes are being developed and 

implemented in subjects of the Russian Federation that, due to a cohesive complex of interrelated 

legal, economic, social, and organizational measures envisaged in these programmes, are directed at 

the effective prevention of breaches of consumer rights including financial consumers. However, 

the supreme executive bodies of the RF constituent entities and local governing bodies do not 

always understand the need in adopting and implementing such programs. 

Rospotrebnadzor’s collaboration with courts 

The courts exercise their powers in the sphere of consumer protection when such protection 
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failed to be achieved extra judicially. Financial consumer may choose a dispute settlement 

procedure at their own convenience and has a right to bring a case before the Court without first 

lodging a claim with a respective financial organization (however, in this case, a consumer loses the 

right to the award of a penalty for failure of an organisation to meet its legal requirements in the 

pretrial order
10

). 

Financial consumer may bring a case to the Court personally or through their representative, 

acting in court under a duly certified power of attorney. At the same time, financial consumer may 

involve Rospotrebnadzor and its regional offices in the case to counsel for consumer protection 

purposes. 

Rospotrebnadzor as an authorized federal executive body providing control and oversight in the 

sphere of consumer protection may also be brought into the proceedings by court or join the case on 

its own initiative. Rospotrebnadzor, however, does not substitute a plaintiff or defendant but 

participates in the trial together with them. Rospotrebnadzor has a right to take legal action to 

defend an individual financial consumer’s rights and legitimate interests only when this financial 

consumer files a respective request in a form of a written complaint. 

It should be noted that, in 2014, the reform of the Russian judicial system reached its final stage 

and on 0.08.2014 the Supreme Court of the Russian Federation became the only supreme judicial 

authority to handle civil, criminal, and administrative cases, economic disputes and other cases 

within jurisdiction of courts formed in accordance with the federal constitutional law. In addition to 

this, the RF Supreme Court will carry out judicial review of the federal courts activities and give 

explanations on matters of court practice. 

Collaboration of Rospotrebnadzor and other control and supervision government bodies with 

non-governmental consumer unions and organizations 

Under the Law of the Russian Federation “On the protection of consumer rights”, the consumer 

organizations and consumer unions enjoy rather broad rights and must act in cooperation with the 

control and supervision government bodies. The consumer organizations may do the following: 

 participate in the development of mandatory requirements for financial services, draft 

legislation and other regulatory legal acts of the Russian Federation that regulate the 

relationships in financial consumer protection; 

 conduct independent expert evaluations of service quality and determine whether such 

services are consistent with the information offered by service providers; 

 implement public control over observance of consumer rights, and inform 

Rospotrebnadzor and local government about the facts of consumer right violations for 

such facts to be investigated, and should these facts be confirmed, take action to stop 

consumer right violations within said bodies’ powers; participate in expert evaluations 

initiated on the facts of consumer right violations as reported by consumers; 

 disseminate information on consumer rights and actions necessary to protect these rights, 

on the results of comparative studies of the quality of commodities (works, services), as 

well as other information to facilitate the exercise of consumer rights and meeting 

legitimate interests of consumers; 

 file lawsuits in courts to protect consumer rights and legitimate interests of individual 

consumers (group of consumers, consumers at large). 

                                                      
10 Paragraph 6 Art.13 of the Law of the Russian Federation as of 17.02.1992 № 2300-1 “On the protection of consumer rights” and 

Sub-paragraph 46,47 of the Resolution of the Plenum of the Supreme Court of the Russian Federation “On consideration of the 

courts of civil cases on disputes on consumer protection”. 
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A standing advisory body, Advisory Board for Consumer Protection
11

 headed by the head of 

Rospotrebnadzor, operates to ensure interaction of Rospotrebnadzor and its regional offices with 

consumer unions and organizations. The members Advisory Board are heads of Russia’s major 

consumer associations: the Consumer Union of the Russian Federation, the International 

Confederation of Consumer Societies (KonfOP), the all-Russia public movement for protection of 

consumer rights and interests “Association of Consumers of Russia”, the All-Russian League of 

Consumer Advocates, and the all-Russia consumer NGO “Financial Consumer Protection Union” 

(FinPotrebSoyuz). 

To meet its objectives, the Board: 

 participates in the implementation of measures aimed to create and optimize the 

mechanism for the implementation of the RF legislation that regulates consumer 

protection; 

 analyzes effectiveness of the application of laws and other regulatory legal acts of the 

Russian Federation that regulate relationships in the sphere of consumer protection; 

 participates in the preparation and agreeing proposals for draft legislation and other draft 

regulatory legal acts concerning the issues of consumer market regulation and ensuring 

consumer protection; 

 organizes and caries out independent evaluations of draft legislation and other draft 

regulatory legal acts of the Russian Federation that regulate relationships in the sphere of 

consumer protection; 

 analyses public opinion on consumer protection issues; and 

 organizes and conducts joint events aimed at raising wider awareness about the 

fundamentals of consumer knowledge among the population. 

Thus, the issues considered during the session of the Advisory Boards for Consumer Protection 

on 12.03.2015 included the following:  

 The development of unified approaches to tackling the most topical and controversial 

issues associated with the introduction of the institution of individual bankruptcy;  

 Ensuring the monitoring of respecting consumer rights when delivering the services of 

consumer crediting in foreign currency, including the recommendations and measures 

aimed at protection of rights and interests of foreign currency home mortgage loan 

holders.  

At the regional level, Rospotrebnadzor’s regional offices interact with the consumer unions and 

organizations by jointly participating in the coordination committees, commissions and other 

advisory bodies created to ensure consumer protection. 

Thus, a complex system of collaboration of the bodies and organizations that enables efficient 

consumer protection in financial services market has been formed in the Russian Federation. The 

system is shown in Figure 1.3. 

Rospotrebnadzor as the only federal executive body authorized to exercise state 

oversight in the sphere of consumer protection is intenteded to play the pivotal 

role in the optimization of the national system of financial consumer protection. 

It is essential to define the mechanisms for interdepartmental coordination, the 

interaction between the bodies of state power and local governing bodies, and the 

collaboration with consumer unions and organizations, and develop a common strategy of 

                                                      
11 Rospotrebnadzor’s Order of 19.01.2006 № 3 “On the creation of Advisory Board for Consumer Protection”. 
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interrelated activities aimed to ensure financial consumer protection and promote financial 

literacy among the population as part of the development of state policy in the Russian 

Federation.  
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1.2. The situation and problems in the regulatory framework  

The financial services market is a rapidly developing sector of national economy. However, in a 

situation of macroeconomic instability, financial markets are prone to hardly predictable changes, 

which largely determines the need in a timely development of regulatory framework for financial 

consumer protection to meet constantly emerging challenges in this sphere. In this situation, the 

rules for financial services delivery change as do legislative requirements for such services delivery 

and, accordingly, legislative provisions regulating financial consumer protection.  

Thus, during the last 7 years the following revisions became effective: 11 revisions of the Law 

“On the protection of consumer rights» (the law was significantly amended), 49 revisions of the 

Law “On the banks and banking activity”
 12

, 38 revisions of the Law “On the securities market”
13

, 

21 revisions of the Law “On the organization of insurance business”
14

, and 15 revisions of the Law 

“On insuring natural persons’ deposits with the banks”
15

. During the same period, the following 

laws were passed: “On credit cooperation”
16

, “On the national payment system”
17

, “On consumer 

credit (loan)”
18

, “On microfinancing and microfinance organizations”
19

, and “On making 

amendments to the Federal Law ‘On the insolvency (bankruptcy)’ and individual legislative acts of 

the Russian Federation with regard to regulation of rehabilitation procedures for individual 

debtors”
20

. 

The current regulatory framework is consistent with the requirements set forth in the United 

Nations Guidelines on Consumer Protection adopted by the General Assembly of the United 

Nations on 09.04.1985. Within the legal framework in which Rospotrebnadzor operates to ensure 

consumer protection, the framework for the optimum organization of basic management processes 

(planning; audits; monitoring and evaluation of the results of activities; accounting and reporting) 

has been established. The regulatory legal framework regulating the issues of financial consumer 

protection is constantly developing: thus, a number of the most important regulatory legal acts 

aimed to improve consumer protection regulation (including financial consumers) have been 

adopted during the last few years. 

It should be noted that in 2015 Rospotrebnadzor actively participated in finalizing draft 

legislation and regulatory legal acts related to financial consumer protection but its position has not 

been always and fully taken into account. It remains very important to create legal environment for 

taking fuller account of proposals and comments of this authorized government body supervising 

the sphere of financial consumer protection, with the discussions of the respective draft federal 

legislation. 

Signing of an agreement on cooperation in the sphere of financial consumer protection between 

Rospotrebnadzor and the Bank of Russia on 10.10.2014 was an important step in this direction. The 

powers related to investigating citizen’s appeals were regulated for the first time. Thus, this 

Agreement established that, where such appeals, inquiries, and complaints filed by financial 

consumers suggest possible violations of the law “On the protection of consumer rights”, such 

appeals, inquiries, and complaints are handled by Rospotrebnadzor within its competence. 

Despite visible positive changes, the current regulatory framework for financial consumer 

protection by Rospotrebnadzor does not fully ensure legal regulation in this sphere and does not 

fully take into account the topical issues of financial consumer protection in the international 
                                                      
12 Law of the Russian Federation as of 02.12.1990 № 395-1 “On banks and banking activities“. 
13 Federal Law as of 22.04.1996 № 39-FZ “On the securities market”. 
14 Law of the Russian Federation as of 27.11.1992 № 4015-1 “On the organization of insurance businesses in the Russian 

Federation”. 
15 Federal Law as of 23.12.2003 № 177-FZ “On insuring natural persons’ deposits with the banks of the Russian Federation”. 
16 Federal Law as of 18.07.2009 № 190-FZ “On credit cooperation”. 
17 Federal Law as of 27.06.2011 № 161-FZ “On the national payment system”. 
18 Federal Law of 21.12.2013 № 353-FZ “On consumer credit (loan)”. 
19 Federal Law as of 02.07.2010 № 151-FZ “On microfinancing activities and microfinance organizations”. 
20 Federal Law of 29.12.2014 № 476-FZ “On making amendments to the Federal Law ‘On the insolvency (bankruptcy)’ and 

individual legislative acts of the Russian Federation with regard to regulation of rehabilitation procedures for individual debtors”. 
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context. 

Regulatory legal acts do not address financial consumer protection issues 

separately but these issues are covered in a wider context of consumer 

protection in general. No systemic mechanism for updating the adopted 

regulatory framework for consumer protection including financial consumer 

protection is in place. The regulatory legal framework for control and 

supervision does not fully take into account the nature and circumstances of offenses in the 

sphere of financial consumer protection and respective administrative proceedings in the 

context of a growing number of the citizens’ appeals and identified infringements. 

1.3. The Law “On the protection of consumer rights” as a backbone law  

To date, the core regulatory acts regulating financial consumer protection in the Russian 

Federation are the Civil Code of the Russian Federation and the Law “On the protection of 

consumer rights”. Below are the key provisions of this law as seen through the prism of compliance 

with internationally-acknowledged United Nations Guidelines on Consumer Protection. 

The right to be informed 

Five articles of this law are devoted to the consumers’ right to be informed. According to Article 

8 of the Law, consumers have a right to be informed about the manufacturer/performer/vendor and 

the products/works/services. Articles 9 and 10 specify the minimum necessary information to be 

disclosed by the manufacturer/performer/vendor about themselves and their products/works/ 

services. Article 36 obliges the performer to disclose to consumers the information about the 

circumstances that may affect the quality of service or entail the impossibility of its timely 

completion. The manufacturer’s/performer’s/vendor’s liability for misleading information about a 

product/work/service is established in Article 12 of the Law “On the protection of consumer rights”. 

Despite much attention given to information disclosure to consumers, a number of provisions 

have not been sufficiently elaborated: 

 the Law does not elaborate on the meaning of “necessary” information the consumers 

are entitled to (Art. 8); and  

 the concrete ways of presenting consumer information in an “explicit and easy-to-

understand form” are not specified although the specifics of presenting such information 

to consumer are often described in the rules for providing concrete services approved by 

various acts (Art.8).  

The right to be informed and the right to redress are established in detail in the special acts and 

subordinate acts for each type of services individually. The best international practice of 

implementation of financial consumer right to be informed is the practice of pre-contract disclosure 

of information about financial service providers and financial service itself with a detailed 

description of its cost, possible changes of its cost depending on different circumstances, risks 

associated with the provision of this service, as well as provision of unbiased pre-contract 

consultancy for potential clients with an individual financial capabilities and needs taken into 

account. 

Mandatory requirements for pre-contract disclosure of information and consumer consultancy 

are still lacking in Russia. Due to the adoption of the Federal Law “On consumer loan (credit)”, a 

new revision of paragraph 1 Art. 14.8(2) “Violations of other consumer rights” KoAP
21

  established 

                                                      
21 The Code of Administrative Offences of the Russian Federation. 
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a fine under administrative law for “including in the contracts the terms prejudicing consumer rights 

established by consumer protection legislation” and Art (14.57) “Infringement on the legislation of 

the Russian Federation on consumer credit (loan) when taking actions to repay a consumer credit 

(loan)” of the Code of Administrative Offences of the Russian Federation that does not contain any 

requirements for pre-contractual information disclosure. Therefore financial consumer right to 

information, established by a special law, were withdrawn from administrative protection of a wider 

consumer right to information without adequate compensation in administrative proceedings. 

 The right to safety 

Article 7 of the Law establishes the consumer right to safety of products (works, services) for 

their health, life and property. The right to safety of products and services is realized through 

certification, establishing quality standards, norms and procedures for the provision of particular 

products and services. In case of financial services, safety is provided by establishing in the laws for 

particular types of financial services the main principles for their provision, standard and mandatory 

terms of financial services provision contracts, as well as specifying provisions inadmissible in the 

contracts for rendering of services. 

The right to choose 

Article 16 of the Law, “Invalidity of contractual terms prejudicing consumer rights” (“unfair 

terms of consumer contracts”), establishes the consumer right to “free choice” of products (works, 

services). Although this article stipulates that it is prohibited to “set a condition that some products 

(works, services) can only be purchased together with other products (works, services)”, the 

attempts to tie-in financial services remain a common practice in Russia. 

The right to redress 

The right to consumer redress is provided for the instances of consumer rights violation and 

figures in a number of articles of this Law. In the first chapter (“General provisions”), it is 

enshrined in Articles 12-17 stipulating consumer redress in case of provision of improper 

information about products/works/services, identifying defects in products/works/services, presence 

of invalid contractual terms prejudicing consumer rights, and moral injury inflicted on consumer by 

violating his/her rights. The consumers’ right to legal defense is enshrined too.  

Consumer redress is also covered in Chapter III (Consumer protection in a situation of rendering 

works/services where separate attention is given to the failures to meet the deadlines for the 

execution of work/provision of services, and to a consumer’s right to cancel the implementation of a 

contract for services/works. 

The right to consumer education 

The consumers’ right to education in the issues of consumer protection is enshrined in Article 3, 

which also determines the mechanisms for its exercise by including the respective requirements in 

state education standards and programmes, and creating consumer information system concerned 

with their rights and actions to protect these rights. Presently, serious attention is given to financial 

literacy promotion among the population by both the government and commercial structures. 

The right to be heard 

The right to be heard means the right to freedom of opinion and free expression of this opinion 

(freedom of speech). This right is established not only for consumers but for each and every 
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individual and, therefore, is enshrined in Article 19 of the Universal Declaration of Human Rights
22

 

and Article 29 of the Constitution of the Russian Federation
23

.  

From the standpoint of consumer rights including those of financial consumers, this right may be 

interpreted as a possibility to participate in the creation and implementation of government policy in 

the sphere of consumer protection as well as in the development of products and services. The right 

to be heard is also implemented through rights of consumer unions (associations) established at 

Art.45 of the “” 

The right to a healthy environment 

This right is enshrined in Article 42 of the Constitution of the Russian Federation, which 

establishes that “Everyone shall have a right to favorable environment, to reliable information about 

its state, and to redress for the damage caused to their health or property by the environmental 

offense.” 

The right to satisfaction of basic needs 

The right to satisfaction of basic needs means a right to access to basic, essential products and 

services. According to Consumers International
24

, these include nutritious and healthy food, 

clothing, shelter, health care and education services, public utilities, water and sanitation.  

This consumers’ right is exercised through a wide range of legislation regulating provision of 

said basic products and services. Presently, it is proposed to add the sections on e-commerce and 

financial services to the United Nations Guidelines on Consumer Protection to extend the list of 

basic products and services and enhance financial consumer protection. Presently, the laws 

concerned with the market basket to not include any requirements for financial services.
25

   

On 22.12.2015, the General Assembly of the United Nations (UN) adopted the revised United 

Nations Guidelines on Consumer Protection to which new sections were added concerned with 

consumer protection in the spheres of e-commerce and financial services, including financial 

education and financial inclusion, good business practices, and a number of other novelties, 

including the consumers’ interests taken into account in bankruptcy cases. Moreover, the revised 

Guidelines provide for setting up an Intergovernmental Group of Experts on Consumer Protection 

Law and Policy, operating within the framework of the existing commission of the Trade and 

Development Board of the United Nations Conference on Trade and Development. All of this will 

enable extending the list of essential goods and services and enhance financial consumer protection.   

In 2015 the following amendments to the Law “On the protection of consumer rights” came into 

force. 

In accordance with the Law № 233-FZ
26

 Art.42.2 was added to the Law “On the protection of 

consumer rights” stipulating that “the powers of the state supervisory authority for the federal state 

oversight in the sphere of financial consumer protection may be delegated for exercising to 

executive bodies of the constituent entities of the Russian Federation…”  

As per the Law № 112-FZ
27

, Article 16.1 “The forms and procedure of payment when selling 

                                                      
22 Universal Declaration of Human Rights (adopted by the General Assembly of the United Nations on 10.12.1948). 
23 Constitution of the Russian Federation (adopted by national voting on 12.12.1993. 
24 The official website www.consumersinternational.org. 
25 Federal Law of 03.12.2012 № 227-FZ “On the nationwide market basket in the Russian Federation” 
26 Federal Law of 13.07.2015 № 233-FZ “On making amenments to the Federal Law ‘On the general principles for the organization 

of  legislative (representative) and executive bodies of state power of the constituent entities of the Russian Federation” and 

individual legislative acts of the Russian Federation, and on rescinding individual provisions of some legislative acts of the Russian 

Federation.” 
27 Federal Law of 05.05.2014 № 112-FZ “On making amendments to the Federal Law ‘On the national payment system’ and some 

legislative acts of the Russian Federation” 
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products (performing works, rendering services)” was added to the law “On the protection of 

consumer rights”. This article establishes the vendor’s/performer’s duty to accept bank cards for 

payment. The exception is only made for entrepreneurial entities/micro businesses whose annual 

earnings do not exceed 60 mln rubles.  

The following, earlier introduced draft legislation was considered by the State Duma of the 

Russian Federation in 2015: 

 Draft Law № 428742-6 “On making amendments to individual legislative acts of the 

Russian Federation on consumer protection issues” suggests to remove Art.8 from the 

Law “On advertising”
28

. At the same time, it is proposed to add primary state 

registration number of the legal entity/sole trader (that was previously disclosed to 

customers at product advertising stage) to the list of vendor information, contained in 

Art.26.1(2) of the Law “On financial consumer protection.” This law was introduced in 

the State Duma of the Russian Federation on 15.01.2014 and is now under consideration;    

 № 542679-6 “On making amendments to Article 46 of the Law of the Russian 

Federation “On the protection of consumer rights” (concerned with the elaboration on 

claims under the lawsuit in regard to consumers at large), introduced on 07.06.2014 and 

dismissed from consideration after it was withdrawn by the holder of legislative 

initiative on 19.11.2015; 

 № 611388-6 “On making amendments to Article 13 of the Law of the Russian 

Federation “On the protection of consumer rights” (concerned with reducing the fine for 

the failure to meet consumer’s claims) from 50 to 20 per cent of the amount awarded by 

the Court to the consumer). Introduced in the State Duma of the Russian Federation on 

07.06.2014; rejected on 15.09.2015. 

Draft Law № 394101-6 “On making amendments to the Law of the Russian Federation ‘On the 

protection of consumer rights’ and Art. 1098 of Part Two of the Civil Code of the Russian 

Federation” (in regard to using small and hard-to-read print in consumer information) is presently 

under revision. It was introduced on 26.11.2013 and has been revised since 27.06.2014. 

The following draft laws were introduced in the State Duma of the Russian Federation in 2015: 

 № 712965-6 “On making amendments to Article 10 of the Law of the Russian 

Federation ‘On the protection of consumer rights” (in regard to information on the 

presence of GMO-components in foods)”. Introduced on 02.02.2015; rejected on 

27.01.2016; 

 № 725407-6 “On making amendments to Articles 10 and 26-1 of the Law of the Russian 

Federation ‘On the protection of consumer rights’ (in regard to disclosing information on 

purchase price of a good and prime cost of a meal to consumer)”. Introduced on 

18.02.2015; rejected on 29.01.2016; 

 № 762216-6 “On making amendments to the Law of the Russian Federation ‘On the 

protection of consumer rights’ (concerning the elaboration on requirements for retail 

price marking)”. Introduced in the State Duma of the Russian Federation on 06.04.2015 

and is now under consideration; 

 № 793716-6 “On making amendments to the Law of the Russian Federation ‘On the 

protection of consumer rights’ and the Federal Law ‘On the participation in shared 

construction of apartment blocks and other real estate items, and on making amendments 

to individual legislative acts of the Russian Federation’ (on introducing provisions 

preventing unfair acts of consumers—shared construction participants)” Introduced on 

15.05.2015 and is now under consideration.   

                                                      
28 Federal Law of 13.03.2006 № 38-FZ “On advertising”. 
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In 2015, further improvement of the backbone law in the sphere of financial 

consumer protection remained in the center of attention of the authorized 

government body supervising consumer protection. 
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2. Novations and trends in legal regulation of financial consumer protection 

2.1. Federal Law “On consumer credit (loan)” and results of its administration  

The Federal Law “On consumer credit (loan)” became effective on 01.07.2014. It was one of 

the most important events in the sphere of regulation of financial consumer protection. This law 

brought greater legal certainty in the matters of consumer lending. 

The fact that the Law applies not only to credit organizations /banks but also to all other 

financial organizations authorized to engage in consumer lending (such as microfinance 

organizations, pawnbrokers, and credit cooperatives) had a very favorable impact on the 

regulation of consumer lending market. This principle (regulating operations rather than entities) 

allowed to ensure equal legal protection to all borrowers-consumers regardless of creditor type.  

The law imposed the definition of the total cost of consumer credit (loan) (TCC). 

A formula for calculating TCC that is used in most countries outside the European Union, 

including New Zealand and North and South Americas, to calculate the effective annual %age 

rate was established. Using this formula in the Russian context produces e adequate TCC figures 

for a wide range of credit (loan) length and %age rates
29

. 

TCC may not exceed the average market value of TCC of the respective category of consumer 

credit (loan), applied during a respective calendar quarter, by more than one third. On 

14.11.2014, the Bank of Russia published the information about the average market values of 

TCC (by categories) for the period of September 1-30, 2014 and about the ceiling values of 

TCC. These values had to be applied to consumer credit (loan) agreements concluded in the 1st 

quarter of 2015 by credit organizations and non-credit financial organizations (microfinance 

organizations, credit consumer cooperatives, pawnbrokers, etc.) with the individuals. 

In connection with significant changes in the market conditions affecting TCC in December 

2014, the Bank of Russia temporarily (till 01.07.2015) waived limiting TCC values when 

concluding consumer credit (loan) agreements with natural persons
30,31

. 

Table 2.1 shows TCC for the organizations issuing consumer credits to individuals as of the 

4th quarter of 2015. TCC are calculated for consumer credit (loan) categories by the types of 

organizations. The categories of consumer credits (loans) are classified by credit periods, loan 

security, loan nature (targeted and general-purpose loans), and the amount of credit (loans). 

Since the law came into force, considerable experience of administering provisions of the 

Law “On consumer credit (loan)” when settling disputes in court has accumulated that allows to 

identify the main trends in the using of the introduced regulation in court decisions. 

The greatest number of references in court rulings, judgments, and decisions is made to Art.5 

“Terms and conditions of consumer credit (loan) agreement” of the Law “On consumer credit 

(loan)”. Art.17 “Coming into force of this Federal Law” ranks second due to the fact that its 

provisions are only applied to credit (loan) agreements concluded beginning with 01.07.2014. 

Art.7 “Concluding a credit (loan) agreement” that regulates the procedure for concluding a credit 

(loan) agreement ranks third. 

The following provisions of the Law “On consumer credit (loan)” are often referred to in 

court decisions: Art.6 “Total cost of consumer credit (loan)”; Art.16 “Oversight/control of 

                                                      
29 Opinion of the Council of the Federation Budget and Financial Markets Committee of the Federal Assembly of the Russian 

Federation on the Federal Law “On making amendments to Art. 6 of the Federal Law ‘On consumer credit (loan)’”.  
30 The Bank of Russia’s Press service’s release “On measures taken by the Bank of Russia to maintain stability of Russia’s 

financial sector” as of 17.12.2014. 
31 The Bank of Russia’s Directive of 18.12.2014 № 3495-U “On setting a period when limiting the amounts of total cost of 

consumer credit (loans) is waived”. 
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compliance with the requirements of this Federal Law”; Art.13 “Dispute resolution”; Art.10 

“Information disclosed to the borrower upon the conclusion of consumer credit (loan) 

agreement”; Art.14 “Consequences of the borrower’s failure to timely repay the principal debt 

and/or pay the interest under a consumer credit (loan) agreement”; and Art.11 “The borrower’s 

right to refuse to take a consumer credit (loan) and to early repayment of consumer credit 

(loan)”
32. 

Table 2.1. TCC for the organizations issuing consumer credits to individuals as of the 4th 

quarter of 2015
33

 

Organization category 
Range of mid-market TCC 

values, % 

Range of maximum 

values of TCC, % 

Credit organizations (banks) 17,2 – 42,3 22,9 – 56,4 

Microfinance organizations 34,7 – 680,0 46,3 – 906,6 

Pawnbrokers  76,7 – 156,6 102,3 – 208,7 

Credit consumer cooperatives 30,8 – 213,1 41,1 – 284,1 

Agricultural credit consumer cooperatives  19,0 – 52,0 25,4 – 69,4 

In 2015, the Supreme Court of the Russian Federation continued its educational work on the 

administration of the Law “On consumer credit (loan)”. To a question of “whether a credit 

agreement clause stipulating the borrower’s duty to pay the credit account maintenance fee to the 

bank is valid” a clear answer was given that setting such fees in the consumer credit agreements, 

regardless of how the credit amount is defined, is directly prohibited by clause (17) of Art. 5 of 

the Law “On consumer credit (loan)” whereby such clause is deemed void pursuant to clause (2) 

of Art.168 of the Civil Code of the Russian Federation
34

. 

Rospotrebnadzor is actively involved in helping consumers to protect their rights within the 

framework of the introduced regulation in the sphere of consumer lending. Rospotrebnadzor not 

only counsels and informs financial consumers but also ensures that their interests are 

represented in court. 

On the whole, the Law helped to regulate the consumer crediting sphere. The rules and 

restrictions for the consumer credit market (that had earlier been indirectly regulated by other 

legislative acts such as Civil Code of the Russian Federation) were statutorily defined for lending 

organizations. At the same time, the costs of administering credits (loans) increased as did the 

risks for creditors. On the other hand, the borrowers were thus given a statutorily enshrined 

instrument to protect their rights on the previously unregulated consumer lending market.  

At the same time, it should be noted that, when the law was being finalized and adopted, 

Rospotrebnadzor position on a number of fundamental provisions has not been taken into 

account. 

As neither consumer protection legislation nor civil legislation in general do not regard as a 

matter of their competence the structural (economic) components of price for the products, 

works and services per se as essential elements of the contract, Rospotrebnadzor was compelled 

to question the feasibility of including in this draft legislation intended to regulate one of the 

types of binding contractual relationship under civil law a special article detailing the 

components of the total cost of consumer credit (loan) which is expressed as annual %age rate of 

charge (APR) calculated using the formula cited in the text of the law. In practice, the “total cost 

of credit” (which is presently calculated in accordance with the banking legislation) whose 

economic meaning is clear and necessary for the banking law and banking operations 

professionals only is not identical to the “total amount payable by consumer”. (The same is true 

                                                      
32 According to ConsultantPlus by the end of 2015. 
33 Bank of Russia’s Official Website http://www.cbr.ru.  
34 The overview of court practice in the Russian Federation № 2 (approved by the Presidium of the Supreme Court of the Russian 

Federation on 26.06.2015). 
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for the term “annual %age rate” whose definition is lacking both in the draft law and in the 

current provisions of the Federal Law of 02.12.1990 № 395-1 on “On the banks and banking”, 

Law of the Russian Federation № 2300-1, and the Civil Code of the Russian Federation (Art. 

819(1) of the Civil Code of the Russian Federation contains a reference to “interest on credit” 

which is not the same as “annual %age rate of charge” as an economic term commonly used in 

the banking practice). Experience has shown that the only change introduced in the Law in 2014 

was concerned with the definition of TCC the calculation of which could be regulated by the 

Bank of Russia’ directives rather than by a federal law. 

Rospotrebnadzor’s concerns about the clauses of Art. 12 of the Law “On consumer credit 

(loan),” concerned with the assignment of the right of claim under a credit agreement to third 

parties, which in reality often happens to be associated with the so-called “collectors” and 

“collection agencies”, have not been taken into account either.  

Notwithstanding its importance and significance for improving financial 

consumer protection, the Federal Law “On consumer credit (loan)” created 

conditions aiming to effectively exclude Rospotrebnadzor from the sphere of 

state control (oversight). Despite the agreement on the delineation of powers 

concluded between the Bank of Russia and Rospotrebnadzor, and de facto recognition of 

Rospotrebnadzor’s powers in this sphere by the Bank of Russia, it is necessary to enshrine 

these powers of Rospotrebnadzor in newly adopted legislation. It is safe to assume that the 

Federal Law “On consumer credit (loan)” will have to be amended after sufficient 

experience of its application is accumulated. 

2.2. Implementation of institution of bankruptcy for citizen debtors and first results of 

its administration 

A legislative act that introduced amendments to the Federal Law “On the Insolvency 

(Bankruptcy)”
35

 in regard to the definition of bankruptcy procedure for citizen debtors is one of 

the most important documents in the sphere of financial consumer protection. The law was 

signed by the President of the Russian Federation on 29.12.2014 and was to enter into force on 

01.07.2015; however, its coming into force was postponed till 01.10.2015 due to a number of 

reasons. 

Rospotrebnadzor’s stance on the issue of introducing the institution of individual bankruptcy 

in the Russian Federation had always been quit straightforward. For a long time 

Rospotrebnadzor insisted on urgent creation of legislative framework for the institution of 

individual bankruptcy so that it could begin to function within the system of Russian law, instead 

of implementing the ideas to legalize the existing system of the so-called collectors’ operations 

that bears the hallmarks of criminality. 

In 2014, the reform of judicial system entered its closing stage and on 06.08.2014 the 

Supreme Court of the Russian Federation became the only supreme judicial body. The situation 

on financial services market in the late 2014 and the anticipated growth of arrears on personal 

bank loans led to the draft law on personal bankruptcy having been considered and passed within 

less than two months. Nevertheless, the initial text of the draft law underwent considerable 

changes against citizen-debtor. 

Before the Law comes into force, bankruptcy issues are regulated by article 25 of the Civil 

Code of the Russian Federation and by the Federal Law “On the Insolvency (Bankruptcy)”. At 

the same time, Article 231 of the Law “On the Insolvency (Bankruptcy)” stipulates that the 

provisions concerning personal bankruptcy of individuals other than sole traders come into force 

                                                      
35 Federal law of 26.10.2002 № 127-FZ “On the insolvency (bankruptcy)”. 
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on the effective date of the federal law on making respective amendments and additions to the 

federal laws. 

For reference: the international practices of regulating bankruptcy procedures proceed from the “consumer 
bankruptcy” institution’ being regarded as beneficial for a good-faith citizen as it enables him or her to get 
free of their debts through a single process by providing their property for settlements with their creditors.  

The adopted Law will enable a distressed debtor, taking into account his/her available or 

future earnings, to plan the fulfillment of their liabilities to creditors and thus restore their 

solvency; to reduce the creditors’ risks and costs associated with debt collection difficulties, and 

to reduce the costs of personal bankruptcy administration.  

Below is a step-by-step guide to individual bankruptcy procedure
36

. 

Table 2.2. A step-by-step guide to individual bankruptcy procedure 

№ Step Content 

 

1.  
Filing for 

bankruptcy 

Applicants 

 Citizen (debtor) 

 Creditor in bankruptcy 

 Authorized body (revenue authority) 

Terms 

For all creditors 

 Claims against the debtor amount to, or exceed, 500,000 rubles 

 Arrears of 3 months or more  

For the debtor 

When the amount of liability exceeds 500,000 rubles, bankruptcy petition is filed 

mandatorily within 30 days.    

When there is evidence manifestly indicating that a citizen is unable to meet his/her 

obligations when due, he or she may file for bankruptcy regardless of the amount 

owed.  

2.  Finding the 

court 

The citizen or his/her creditor files a bankruptcy petition to the arbitration 

(commercial) court of the region of which the debtor is a resident.    

The arbitration court can be found on the website of the Federal Arbitration 

(Commercial) Courts: http://www.arbitr.ru/as/subj/ 

In exceptional circumstances, particularly when the debtor’s last place of residence is 

unknown or is known but located outside the Russian Federation, the debtor’s 

bankruptcy case is heard in court having jurisdiction over the debtor's property 

location or over the debtor’s last known place of residence (Part 1 of Art.36 of the 

Commercial (Arbitration) Procedure Code of the Russian Federation). 

3.  Necessary 

documents 

Necessary documents must be collected to confirm the debtor’s inability to pay 

his/her debt in full. To prepare a petition, the following data is needed:  

 On the debtors’ property; 

 On the debts; 

 On major transactions (exceeding 300,000 rubles) of purchase or sale of the 

movable and immovable property; 

 On the status. 

The complete list of documents necessary for filing for bankruptcy can found at: 

http://eslibankrot.ru/page/documents/ 

4.  Selecting a self-

regulatory 

organization of 

arbitration 

receivers 

A self-regulatory organization of the arbitration receivers that will nominate to the 

court the candidate for a finance manager to manage the procedure must be specified 

in the bankruptcy petition – otherwise the court will not accept the petition.  

See the list of all SROs on the website of the Federal Service for State Registration 

(“Rosreestr”)
37

 or the Unified Federal Register of Bankruptcy-Related Information
38

. 

5.  Paying the Bankruptcy is filed in the Commercial (Arbitration) Court.   

                                                      
36 Prepared using materials from the individual bankruptcy portal http://eslibankrot.ru/. 
37 The Federal Service for State Registration, Cadastre and Cartography (Rosreestr) https://rosreestr.ru/site/ 
38 The Unified Federal Register of Bankruptcy-related Information http://bankrot.fedresurs.ru 

http://eslibankrot.ru/page/documents/
http://bankrot.fedresurs.ru/
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№ Step Content 

bankruptcy fee  The bankruptcy fee is 6,000 rubles. 

The sample of filling the fee payment slip and necessary bank details can be found on 

the website of your regional Commercial (Arbitration) Court. 

6.  Payment into 

court 

Prior to filing a bankruptcy petition, the amount of bankruptcy manager’s wages 

(10,000 rubles) must be paid into court.   

Where the citizen is unable to pay the financial manager’s wages into court, he or she 

may apply to the court for a postponement of such payment by filing a respective 

petition. However, by the time the court considers the relevance of the petition, the 

remuneration must be paid into court.  

The citizen may give his or her consent to involving persons (contractors) to provide 

support to bankruptcy manager’s performing his/her responsibilities. In this case, the 

maximum amount of bankruptcy manager’ costs associated with the payment for 

services of such contractors to be paid for the account of the citizen must be specified 

in his/her bankruptcy petition. The amount of such expenses must be paid by the 

citizen into court. On a citizen’s request, the court may grant a postponement of 

payment of this amount into court. (clause (5) of Art. 213.4 of the law “On insolvency 

(bankruptcy)”) 

7.  Forwarding 

bankruptcy 

petition to 

creditors  

Thus prepared petition must be mailed to all known creditors: in addition to other 

documents, the post-office receipts of mailing the petition to creditors ought to be 

attached to the petition to court.  

 

8.  Submitting 

documents to the 

court  

 

 Personally 

 By proxy 

 By mail (it is recommended to mail documents by registered mail with 

acknowledgement of receipt)  

The court has 5 workdays to decide whether to accept or refuse to accept the petition, 

return it or leave it without action. 

9.  If the petition is 

accepted and 

deemed valid 

The court will approve a financial manager provided by a self-regulatory 

organization of arbitration receivers that has been specified by the debtor in his/her 

petition. Since then, the debtor tackles all financial issues with this financial manager 

and provides to the latter all information concerning his/her property, debt liabilities 

and major transactions during the last three years.   

NB: withholding information will speak against the debtor. Financial manager can 

obtain this information by himself as the court will issue him/her the inquiries with a 

right to have the answers handed over to him personally. The debtor, however, may 

be prosecuted pursuant to legislation of the Russian Federation.  

10.  Financial 

manager 

Financial manager is a mandatory participant in an individual bankruptcy case who is 

assigned by the court. Financial manager must respect the interests of all parties to 

bankruptcy case.  

The citizen is obliged to submit to financial manager any information concerning 

his/her property assets, the location of these assets, his/her liabilities, creditors, and 

other information relevant to his/her bankruptcy case. This information must be 

submitted to financial manager when requested.    

11.  Bankruptcy 

procedures and 

consequences  

The law provides for three possible developments for a citizen in a bankruptcy case: 

 Debt restructuring 

 Sale of property 

 Amicable settlement 

Bankruptcy consequences: 

During 5 years after a citizen is adjudged bankrupt, he or she must inform of his 

status when attempting to take a new loan, and shall not file a bankruptcy petition.  

Should the citizen be adjudged bankrupt once again following a creditor’s petition or 

the Federal Tax Service’s petition within these 5 years, the rule of debt relief shall 

not be applicable.    

For 3 years from the date of adjudging a citizen bankrupt, he or she shall not hold a 

management position in, or become a founder of, a legal entity.  

It should be mentioned that, since 05.12.2015, the Federal Tax Service of Russia (FTS) is 

technically empowered to file for bankruptcy against citizens with heavy tax debts. The delay 

was associated with the order issued by the Ministry of Economic Development of the Russian 

Federation that gave FTS two months to get the work going in new conditions with the self-
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regulatory organization of arbitration receivers that participates in the filing procedure.  

For reference: the institution of individual bankruptcy is in place in many countries of the world. Thus 
300,000 citizens annually declare themselves bankrupt in the USA, 90,000 in Germany, and 70,000 in 
Canada.  

The list of potentially bankrupt citizens against whom the lawsuits have been already filed with the 
commercial courts is surprising for its diversity. This list features both the newsmakers such as members of 
parliament,, entrepreneurs, and bankers, and the mere mortals such as pensioners, disabled persons, mothers 
of large families, and jobless people.39 

According to the Ministry of Economic Development of the Russian Federation and the 

Arbitration (Commercial) Court of the Moscow Okrug, the number of individual bankruptcy 

cases in the courts of Moscow and Moscow Oblast can reach 4,000,000 per year. About 200,000 

persons may file for bankruptcy within the first six months, as estimated by the Supreme Court 

of the Russian Federation and the National Association of Professional Collection Agencies.
 40

 

According to the eslibankrot.ru portal, by 12.01.2016, 9,801 bankruptcy petitions were filed to 

the courts of the Russian Federation since 01.10.2015. 

For reference: In 2015, according to Rospotrebnadzor, 4,805 individual bankruptcy petitions were lodged 
with the commercial courts of the Russian Federation, 3,882 of which were the citizens’ petitions,  918 
petitions were filed by the creditors, and  5 petitions were filed by an authorized body. Rospotrebnadzor 
processed the data from 63 constituent entities of the Russian Federation. The highest number of individual 
bankruptcy petitions was received by the commercial courts of 14 regions of the Russian Federation: St. 
Petersburg and Leningrad Oblast (473 petitions), Republic of Tatarstan (278), Republic of Bashkortostan 
(272), Novosibirsk Oblast (257), Sverdlovsk Oblast (252), Samara Oblast (184), Vologda Oblast (160), Perm 
Krai (160), Kemerovo Oblast (153), Omsk Oblast (152), Altai Krai (127), Arkhangelsk Oblast (125), 
Voronezh Oblast (103), and Nizhny Novgorod Oblast (101). Based on the result of hearing 3,403 individual 
insolvency (bankruptcy) petitions accepted for hearing, 1,902 citizens were adjudged insolvent (bankrupt), 
property sale procedures were initiated in 639 cases, and debt restructuring procedures were initiated in 453 
cases. 

The Resolution №45 of the Plenum of the Supreme Court of the Russian Federation “On 

some issues associated with the introduction of procedures administered in individual insolvency 

(bankruptcy) cases” was issued on 13.10.2015. These clarifications aim to ensure a correct and 

consistent administration of the introduced regulation of individual insolvency when hearing 

bankruptcy cases. 

According to some experts, the Russian norms are on the whole milder than those in other 

states, with a higher threshold amount of debt for bankruptcy (500,000 rubles) and the first 

procedure in bankruptcy being debt restructuring rather than the sale of property (as in 

Germany). Financial managers with the help of the creditors and the debtor himself will develop 

new payment schedules. The Resolution stipulates that the court approves the debt restructuring 

plan only after it is approved by the debtor. The creditors’ approval of such plan is not 

mandatory. If a new schedule is convenient for the debtor while the bank has objections to it, the 

court will listen to the debtor. 

In the course of the sale of debtor’s property within the framework of bankruptcy procedure, 

the debtor’s only housing may not be sold unless bought on mortgage. Other property that may 

                                                      
39 Natural selection // Rossiiskaya gazeta № 6844 of  03.12.2015 
40 Bankruptcy for the conscientious  // Kommersant newspaper http://www.kommersant.ru . 30.09.2015 

http://www.kommersant.ru/
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not be foreclosed includes household effects and individual belongings except luxury items. 

The Resolution expressly emphasizes that it is essential to ensure a fair balance between the 

creditors’ proprietary interests and the debtor’s personal rights including the right to a dignified 

life and personal dignity.
 41

 

In December 2015, the State Duma of the Russian Federation adopted in the second reading 

the draft law extending the list of persons eligible for personal income tax exemptions.
42

 The 

proceeds in a form of the amounts owed to the creditors from payment of which the individual is 

released as part of the bankruptcy procedures will not be subject to personal income tax. A 

similar tax relief will apply to a citizen’s revenues from selling his/her property subject to sale 

should the citizen be adjudged bankrupt.
43

 Previously, the gain from such property sale, 

associated with writing down part of the citizen’s debt, was regarded as revenue (Art.210 of the 

Tax Code of the Russian Federation) and, accordingly, was included in the tax base, and the 

bankrupt citizen was obliged to pay 13% tax on it.   

The Law № 391–FZ
44

 introduced amendments to legislation that toughened the requirements 

for the SROs of Arbitration Receivers (AR) involved in bankruptcy processes. Pursuant to this 

law, financial manager must be closely involved in the bankruptcy procedure, including the 

following: he/she calls the creditors' committee and hires appraisers and auctioneers. 

Membership in a SRO is obligatory for AR since 2003. According to the Unified Federal 

Register of Bankruptcy-related Information, 55 SROs of Arbitration Receivers are now 

operational in the Russian Federation
45

. 

The amendments stipulate that, beginning with 2017, the minimum amount of a SRO’s 

compensation fund must comprise 50 mln rubles while the amount of payment is raised to 50% 

of the fund. An arbitration receiver may be disqualified after a repeated administrative violation 

for a term of 6 months to 3 years.  The period of administrative liability is increased to three 

years. The amendments also introduce a ban on an arbitration receiver’s assignment to new 

bankruptcy procedures within one year after he/she was removed from another bankruptcy 

procedure.  

 On the whole, amending the Law “On the Insolvency (Bankruptcy)” in 

regard to introducing the institution of personal bankruptcy is an important 

step towards better financial consumer protection and will enable addressing 

the problems of creditors and borrowers within the framework of civilized 

procedures. This mechanism, however, is new for Russia and a need in 

making amendments to the Law may arise based on the results of its administration.  

2.3. Trends in the development of normative regulation of financial market actors 

The trends and changes in financial market regulation in 2015 are important from the 

standpoint of further development of financial consumer protection. 

Regulation of banking 

The bank of Russia supervises activities of credit organizations (banks). In the Russian 

Federation, banking activities are regulated by a number of laws the most important of which are 

                                                      
41 № sense of duty // Rossiiskaya gazeta № 6806 of 19.10.2015. 
42 Personal income tax. 
43 State Duma introduces additional tax reliefs for companies and citizens // RIA №vosti http://ria.ru . 16.12.2015. 
44 Federal Law of  29.12.2015 № 391-FZ “On making amendments to individual legislative acts of the Russian Federation”. 
45Self-regulatory organizations of arbitration receivers // Unified Federal Register of Bankruptcy-Related Information 

http://bankrot.fedresurs.ru/SroList.aspx. 

http://ria.ru/
http://bankrot.fedresurs.ru/SroList.aspx
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the Law on Banks and Banking Activities, and the Civil Code of the Russian Federation, as well 

as the Law on the Central Bank of the Russian Federation (the Bank of Russia)
46

, the Law on the 

Bank of Russia’s Payments on Natural Persons’ Deposits with Banks That are Deemed Bankrupt 

and are Not Party to the System of Compulsory Insurance of Natural Persons’ Deposits in the 

Banks of the Russian Federation
47

, the Law on the Insolvency (Bankruptcy) of credit 

organizations,
,
 the Law on Joint-Stock Companies

48
, the Law on Mortgage (Pledge of 

Immovable Property)
49

, the Law on Currency Regulation and Currency Control
50

, the Law on 

Precious Metals and Precious Stones
51

, etc.  

In 2015, the Law “On the Central Bank of the Russian Federation (the Bank of Russia)” was 

amended by 4 federal laws. 

The major changes concerned the information exchange between the Bank of Russia and non-

credit financial organizations that involves the use of ICT; the obligation of the Bank of Russia 

Chairperson to report the emergence of personal interest during the conduct of his/her official 

duties that leads or may lead to the conflict of interests, and to take action to prevent or resolve 

such conflict; introducing the notion of “credit rating agency” to replace the notion of “rating 

agency”; expanding the Bank of Russia’s powers to include a new function of ensuring 

electronic informing about financial transactions; and establishing the Bank of Russia’s duty to 

submit to the State Duma of the Russian Federation on a quarterly basis the information on the 

partial compensation for the losses incurred by organizations due to their partners having their 

banking licenses revoked. 

It is very important for the consumers of credit organizations’ services that, beginning with 

12.10.2015, the banks will receive the information they need to deliver services to their clients 

directly from EGRP
52

 and GKN
53

. From now on, the banks may not demand such information 

from their clients
54

. 

The following frequently-violated financial consumer protection norms established in the 

Russian Federation remain important for financial consumer protection (Table 2.3). 

Table 2.3. Legislative norms regulating financial consumer protection 

Content Norms 

The ban on financial products tie-in  Art.16(2) of the Law “On the protection of 

consumer rights” 

The ban on charging commission for issuing credit Art.5(2) of the Law “On the banks and banking 

activities”, Art. 5(19) of the Law “On consumer 

credit (loan)”  

The ban on the bank’s imposing penalties for early credit 

repayment  

Articles 315 and 810 of the Civil Code of the 

Russian Federation  

The ban on including in the agreement provisions that give the 

bank a right to make unilateral changes in credit agreement 

terms and conditions 

Art. 450 of the Civil Code of the Russian 

Federation  

                                                      
46 Federal Law as of 10.07.2002 № 86-FZ “On the Central Bank of the Russian Federation (Bank of Russian)” 
47 Federal Law as of 29.07.2004 № 96-FZ “On the Bank of Russia’s payments on natural persons’ deposits with banks that are 

deemed bankrupt and are №t party to the system of compulsory insurance of natural persons’ deposits in the banks of the Russian 

Federation”. 
48 Federal Law as of 26.12.95 № 208-FZ “On joint-stock company” 
49 Federal Law as of 16.07.1998 № 102-FZ “On mortgage (pledge of immovable property)” 
50 Federal Law as of 10.12.2003 № 173-FZ “On currency regulation and currency control” 
51 Federal Law as of 26.03.1998 № 41-FZ “On precious metals and precious stones”. 
52 Unified State Register of Immovable Property Rights and Related Transactions (EGRP) 
53 State Cadastre of Immovable Property (GKN). 
54 Federal Law of 13.07.2015 № 259-FZ “On making amendments to individual legislative acts of the Russian Federation” 

http://www.multitran.ru/c/m.exe?t=4751091_1_2
http://www.multitran.ru/c/m.exe?t=4751091_1_2
http://www.multitran.ru/c/m.exe?t=4751091_1_2&s1=%EF%F0%E8%20%E8%F1%EF%EE%EB%ED%E5%ED%E8%E8%20%E4%EE%EB%E6%ED%EE%F1%F2%ED%FB%F5%20%EE%E1%FF%E7%E0%ED%ED%EE%F1%F2%E5%E9
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Content Norms 

The ban on imposing, without the client’s consent, additional 

chargeable services: charging for servicing loan account 

opened for the borrower as part of credit agreement 

implementation  

Art.845 of the Civil Code of the Russian 

Federation, Art. 5(17) of the Law “On consumer 

credit (loan)” 

The ban on including in the agreement provisions infringing on 

the consumer’s right to choose the court  

Art. 17 of the Law “On the protection of 

consumer rights” 

In this case, the procedure for proper notification of the borrower must be taken into account. 

The borrower must be notified at least by registered mail with acknowledgement of receipt. The 

borrower must also be informed about the amount of the assigned debt (the principal amount and 

the interest and penalties thereon). 

Regulation of insurance activity 

The main laws regulating the insurance services are the Law “On the organization of 

insurance businesses in the Russian Federation”
55

, Chapter 48 of the Civil Code of the Russian 

Federation, the Law “On compulsory motor third-party liability insurance”
56

, the Law “On the 

state support in the sphere of agricultural insurance and on making amendments to the Federal 

Law ‘On the development of agriculture’”
57

, the Law “On compulsory insurance of carrier's 

liability for damage caused to the life, health or property of passengers, and on the procedure for 

redress of damage caused by the carriage of passengers by metro”
58

, the Law “On mandatory 

medical insurance in the Russian Federation”
59

, the Law “On compulsory insurance of civil 

liability of the owner of hazardous object for inflicting damage as a result of an accident at the 

hazardous object”
60

, the Federal Law of 24.11.1996 № 132-FZ “On the basic principles of 

tourism business in the Russian Federation”
61

, the law “On features of financial system of the 

Republic of Crimea and the federal city of Sevastopol for the transition period”. 

For reference: the insurance business in the Russian Federation develops in accordance with the Strategy 
approved by Executive Order of the Government of the Russian Federation for the period till 202062 

An important event in protection of rights of insured persons was the fact that insurance was 

relegated to the types of services regulated by the Law № 2300-1
63

 (according to the Ruling as of 

28.06.2012 № 17 by the Supreme Court of the Russian Federation), which opened a number of 

options for the insurants: to file lawsuits against insurers at the place of the insurants’ residence; 

to be exempted from paying the state court fees when going to court; to claim compensation for 

moral damage from the insurer; in case of the types of insurance where the amount of late-

payment penalty is not prescribed by a special statute (e.g. in case of voluntary insurance), to 

claim the payment of penalty comprising 3 % of the cost of service for each day of delay. 

                                                      
55 The Law of the Russian Federation as of 27.11.1992 №  4015-1 “On the organization of insurance businesses in the Russian 

Federation”. 
56 Federal Law as of 25.04.2002 № 40-FZ “On compulsory motor third-party liability insurance”. 
57 Federal Law as of 25.07. 2011 № 260-FZ “On state support in the sphere of agricultural insurance and on introducing 

amendments to the Federal Law “On the development of agriculture”. 
58 Federal Law as of 14.06.2012 № 67-FZ “On compulsory insurance of carrier's liability for damage caused to the life, health or 

property of passengers, and on the procedure for redress of damage caused by carriage of passengers by metro”. 
59 Federal Law as of 29.11.2010 № 326-FZ “On mandatory medical insurance in the Russian Federation”. 
60 Federal Law as of 27.07.2010 № 225-FZ “On compulsory insurance of civil liability of the owner of hazardous object for 

inflicting damage as a result of an accident at the hazardous object”. 
61 Federal Law of 24.11.1996 № 132-FZ “On the basic principles of tourism business in the Russian Federation”. 
62 Executive Order of the Government of the Russian Federation of 22.07.2013 №1293-r “On approving the Insurance Business 

Development Strategy in the Russian Federation for the Period till 2020”. 
63 The Resolution of the Plenum of the Supreme Court of the Russian Federation as of 28.06.2012 № 17 “On consideration of the 
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In 2015, the Law “On the organization of insurance business in the Russian Federation” was 

amended by 5 federal laws. 

There is an important legislative change for the consumers of insurance services: beginning 

with 12.10.2015, the insurers will obtain information necessary for delivering services to their 

clients from EGRP and GKN by themselves. The insurers may no longer demand from their 

clients to provide such information. This information may be requested and received by 

insurance organizations from the respective state authority in electronic form only via the 

Internet or other public networks, or via other communication technologies. It is stipulated that, 

beginning with 09.12.2015, the insurance reserves of the insurers must be secured on the assets 

(insurance reserve funds). Such insurance reserve funds must be sufficient for the insurers to 

meet their obligations concerned with pending insurance payments under insurance contracts, 

co-insurance contracts, reinsurance contracts, mutual insurance contracts, and for other actions 

associated with the servicing of said contracts.  

In 2015, the following changes were made in the law “On the compulsory motor third-party 

liability insurance” in regard to the regulation of compulsory motor third-party liability insurance 

for vehicle owners: 

 beginning with 01.04.2015, the amount of indemnity paid for the harm caused to life 

and health of each injured person increases from 160,000 rubles to 500,000 rubles; 

 beginning with 01.07.2015, OSAGO agreements can be signed digitally; 

  beginning with 09.12.2015, it is no longer required to specify the insurance 

individual account number (SNILS) when issuing electronic compulsory motor third-

party liability policies
64

. 

For reference: the base rates for compulsory motor third-party liability insurance will be raised by 40% 
beginning with 12.04.2015 and, in addition to this, the insurer may also raise the cost of tariff for end user 
by 20%. For some vehicle categories, it is envisaged to lower the minimum base rates and establish a wider 
tariff leeway. 

Since 01.04.2015, the insurance tariff ratios were raised in 11 regions, depending on the area where the 
vehicle is mostly used, and lowered in 10 regions and in the city of Baikonur. 65   

In July 2015, the Presidium of the Russian Association of Motor Insurers approved the 

changes in the rules of professional conduct in promoting services on the compulsory motor 

third-party liability insurance market as well as in the rules governing the relations between 

compulsory motor third-party liability insurers and insurance agents and brokers. These changes 

were agreed with the insurance market regulator, the Bank of Russia. 

The rules now indicate that it is the insurer’s duty to issue compulsory motor third-party 

liability policy the same day the client applies for a policy, and to advise the insurants as to this 

duty. The exception is the cases when the insurer intends to exercise his right to examine the 

vehicle; in such cases the examination must be conducted the same day. Whet this is not 

possible, for instance when the automobile is stationed elsewhere, the examination must be 

performed within 5 days.   

The rules indicate that it is the insurer’s duty to inform the clients about the possibility to 

purchase compulsory motor third-party liability (OSAGO) policy without concluding other 

insurance contracts or paying for other services, and to brief them on the content of the 

                                                      
64 The insurance individual account number. 
65 The Bank of Russia’s Press service release of 20.03.2015 “On the limits on insurance tariff base rates and insurance tariff 

ratios for compulsory motor third-party liability insurance”. 
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“OSAGO+” information brochure developed by the Bank of Russia.
 66

 

There is a provision stipulating that the insurants may do audio and video recording of what 

happens in the office during the contract execution and the insurer may not prevent them from 

doing it. 

The insurer also must inform the client as to the meaning of bonus/malus factor that is used 

for calculating the insurance premium under compulsory motor third-party liability insurance 

policy and is obtained based on the data from RAMI’s IT system.  

The company’s internal documents that determine the procedure for the examination of the 

client’s vehicle, including the list of locations and the timeframe for vehicle examination, must 

be available for the clients’ inspection at the insurer’s business unit or branch. The insurer will 

also place the detailed information on how to contact the Bank of Russia and where the 

complaints against the insurers’ actions during the execution of compulsory motor third-party 

liability insurance contract can be filed.  

The insurer’s duty now includes informing the insurants about the procedure for the 

adjustment of insurance premium should the insurant choose to change the terms of the contract.  

The cooling-off period is introduced: the period during which the insurant may withdraw 

from the insurance contract and get the paid insurance premium back in full or proportionally to 

the actual period of validity of the policy.   

The new revision of the rules also mentions that the staff of the Bank of Russia and RAMI 

may perform visual control of the process of concluding compulsory motor third-party liability 

insurance contracts without restriction.
 67

  

The important legislative changes were introduced by the Law № 155–FZ
68

 that entered into 

force on 28.12.2015. These amendments stipulate the insurer’s duty to pay and/or reimburse the 

costs of payment for medical services provided to the insurant in a foreign jurisdiction (including 

medical evacuation within a foreign country and from a foreign country to the Russian 

federation) if an insured event occurs (trauma, acute poisoning, sudden acute illness or 

exacerbation of chronic illness, repatriation of the body (remains) to the Russian Federation).  

The amount of indemnity is determined depending on the requirements of the foreign country 

the insurant intends to visit but it must be no less than 2 mln rubles.   

The insurance contract is concluded for the entire period of the insurant’s stay outside the 

Russian Federation and must enter into force not later than the date of his/her crossing the state 

border of the Russian Federation.  

The insurer may set up a wider list of insured events in the case of occurrence of which the 

insurer will be obliged to pay indemnity, and may increase the amount of indemnity.   

The contract of purchase of a travel product must contain information about concluding a 

voluntary insurance contract for the tourist’s benefit while the tour operator (travel agent) is 

obliged to place information about the insurers on whose behalf and for whose account they 

execute voluntary insurance contracts for the tourists’ benefit on their website in the internet.  

The citizen’s conscious refusal to buy travel insurance and bear the risks of all possible 

consequences of such refusal will be regarded as an alternative to insurance contact: in case of 

refusal to buy voluntary insurance, it is the citizen (persons interested in medical services being 

delivered to the citizen, including the persons who had invited this citizen) who will bear the 

                                                      
66 “OSAGO +” Information brocuhre // Bank of Russia’s official website http://www.cbr.ru. 
67 RAMI Presidium the approved new rules of professional conduct for compulsory motor third-party liability insurers // Russian 
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68 Federal Law of 29.06.2015 № 155-FZ ”On making amendments to to individual legislative acts of the Russian Federation”. 

 

http://autoins.ru/ru/about_rsa/


33 of 185 

 

costs of medical services outside the Russian Federation, while the persons interested in the 

repatriation of the body (remains) to the Russian Federation will bear the costs of such 

repatriation.  

The validity of a special dispute settlement procedure for the disputes over compulsory motor 

third-party liability insurance contracts is extended from 01.07.2015 to 01.07.2017. This 

procedure stipulates that, in case of a dispute between the injured person and the insurer 

concerning the insurer’s fulfillment of his liabilities (including the disputes over the amount of 

indemnity), the injured person, before filing a lawsuit against the insurer should appeal to the 

insurer one more time with a proof of his/her claim and the insurer is obliged to consider the 

injured person’s claims within 5 calendar days. 

On the whole, in 2015 the Bank of Russia prepared many explanatory letters and directives 

concerning insurance companies’ operations, including the following: 

 The Bank of Russia’s regulations of 21.04.2015 № 466–P “On the procedure for 

exercising oversight of compliance by the insurers’ professional association with the 

requirements of vehicle inspection legislation”; of 23.07.2015 № 480–P “On the 

procedure for insurance portfolio assignment, agreeing insurance portfolio assignment 

with the Bank of Russia, and requirements for the content of insurance portfolio 

assignment agreement and acceptance certificate”;  

 The Bank of Russia’s Ordinance of  20.03.2015 № 3604–U “On making amendments 

to the Bank of Russia’s Ordinance of 19.09.2014 № 3384–U “On the limits on 

insurance tariff base rates and insurance tariff ratios; requirements concerning 

insurance tariff structure, and a procedure for the application thereof by the insurers 

when determining the amount of premiums under compulsory motor third-party 

liability insurance”; of 10.04.2015 №3620-U “On the procedure for creating and 

operating a unified automated system and on the lists of the types of information 

disclosed by the insurer”; of 24.05.2015 № 3648–U “On the requirements for using 

electronic documents and on the procedure for electronic information exchange when 

providing compulsory motor third-party liability insurance”; of 23.07.2015 № 3739–

U “On the insurance tariffs, insurance tariff structure, and the procedure for the 

application thereof by the insurers when calculating premiums under compulsory 

insurance of civil liability of the owner of a hazardous facility for inflicting damage 

as a result of an accident at the hazardous facility”; of 27.07.2015 № 3740–U “On the 

requirements for the procedure for placing information on the internet by the insurer”; 

of 28.07.2015 № 3743–U “On the procedure for calculating by an insurance 

organization the regulatory ratio between own funds (capital) and eligible liabilities”; 

of 20.11.2015 № 3854–U “On the minimum (standard) requirements for the terms 

and procedure for carrying out individual types of voluntary insurance” (the cooling-

off period); of 30.11.2015 № 3860–U “On the forms, terms and procedure for 

preparing and submitting reports to the Central Bank of the Russian Federation by 

insurance companies and mutual insurance societies”; of 07.12.2015 № 3882–U “On 

making amendments to the Bank of Russia’s Ordinance № 3499-U of 19.12.2014 ‘On 

the forms, terms and procedure for preparing and submitting statistical reports to the 

Central Bank of the Russian Federation by insurance brokers”. 

Rospotrebnadzor has regularly encountered the citizens’ complaints about the actions of 

insurance companies refusing to issue compulsory insurance policies. In most cases, the disputes 

between the insurers and the seekers of insurance arise from the alleged lack of compulsory 

insurance forms (compulsory motor third party liability insurance certificates) or from the 

insurers’ attempts to attach a condition of buying other services (in particular, buying voluntary 

insurance such as comprehensive car insurance, life insurance, etc.) to compulsory motor third 

party liability insurance. In order to clearly delineate the competences and set the limits of 
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responding of supervisory authorities, Rospotrebnadzor offered the citizens to complain about 

the facts of imposing additional insurance services to Rospotrebnadzor’s regional offices in the 

constituent entities of the Russian Federation, about refusals to issue compulsory motor third 

party liability insurance (including due to alleged lack of certificates) - to the Central Bank of the 

Russian Federation and its business units, and informed the citizens about the option to forward 

their complaints to prosecuting authorities
69

. 

In spite of the positive changes, the Russian legislation pertaining to the protection of 

insurants rights still has a number of shortcomings including the following: 

 the lack of normative requirements for disclosing comprehensive information on how 

the cost of insurance service is formed, and, as a consequence, the lack of criminal 

liability of the agents and brokers for providing misleading information; 

 the lack of standard insurance rules for voluntary types of insurance and, as a 

consequence, the consumer’s inability to compare prices and the volume of services 

offered by different providers; 

 actual violation of requirements of the insurance legislation in the provision of 

insurance services at the same time with banking services; 

 underrated human life value in compulsory motor third-party liability insurance 

(OSAGO) contracts. The compensation for death under the hazardous industrial 

facility and carriers liability insurance contracts comprises not less than 2,000,000 

rubles and, under the OSAGO contracts, it is only 500,000 rubles since 01.01. 2015 

(presently it’s 160,000 rubles), while in Germany the insurance coverage for death 

comprises €7,500,000 and in some foreign countries there is no limit on health and 

death compensations; 

 presence of restrictions on insurer right to deny a claim, based on technical 

discrepancies;  

 the lack of clear definition of ‘due notice’ of contract annulment and non-renewal; 

 restrictions on the use of guarantee clauses;  

 refusal of some insurers to sell OSAGO policies in the regions where this type of 

insurance is loss-making for them, with a reference to the absence of policy forms, 

encourages the spread of counterfeit OSAGO forms;  

 the lack of legislative protection of the insurers and insurants rights in voluntary types 

of insurance in case of the insurer insolvency; 

 the lack of target dates if a cooling period under single types of insurance; 

 the failure of insurance companies in regulatory ratios of fees and payments. A share 

of the insurance premium directly intended for insurance and compensation payments 

may not be less than 80 % of the insurance premium (part 1, Art. 8 of the Law “On 

OSAGO”). In fact, the portion does not exceed 60 % (annually) for more than 12 

years of existence of the OSAGO system. 

Regulation of microfinance organizations’ operations 

The Law “On microfinancing and microfinance organizations” was adopted in the Russian 

Federation in 2010. This law defined the procedures for regulating microfinance organizations’ 

operations, procedures and terms for microloan issuing by such organizations, procedures for 
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acquiring the status of microfinance organization and operating as such, as well as the respective 

rights and duties of the Bank of Russia, the mega regulator in the sphere of microfinancing. 

It should be mentioned that, according to the Law on Microfinance Organizations, 

microfinancing means “operations of the legal entities that enjoy the status of microfinance 

organization and of other legal entities.” 

By 2015, a regulatory framework has developed at the level of laws, subordinate acts and 

standards of self-regulatory organizations. This regulatory framework captures the principles of 

interactions between microfinance organizations (MFOs), on the one hand, and consumers of 

their services, on the other hand, as well as the system of guarantees of the exercise of rights of 

MFO clients.   

From then on, the Main Office of Microfinance Market and Financial Inclusion Methodology 

operates within the framework of the Bank of Russia’s Head Office. 

On 01.09.2013, powers concerning regulation and oversight of microfinance organizations 

and credit cooperatives were transferred from the Federal Service for Financial Markets to the 

Bank of Russia’s Service for Financial Markets which ceased to exist on 03.03.2014
70

. At the 

same time “Principal Directorate for Microfinance Market and Financial Inclusion 

Methodology” (‘glavnoye upravlenie’) was created within the Bank of Russia’s Central Office. 

Beginning with 01.07.2014, microfinance organizations may engage in providing consumer 

credits in accordance with the procedure set out in the Law “On consumer credit (loan)”. The 

same law sets obligations of microfinance organizations and credit cooperatives to provide 

information about its borrowers to the credit reference bureau.  

In 2015, the Law № 210-FZ
71

 introduced changes to the Law on MFOs that have already 

come into force, including the following: 

 A requirement is established that microfinance organization’s name must contain the 

words “microfinance organization” and the form of its incorporation; 

 When a microfinance organization submits a petition to be struck off from the 

respective state register, this MFO should submit the documents including a report on 

microfinancing operations and confirming that this MFO has no obligation under loan 

agreements to individuals other than its founders (members, participants, 

shareholders); 

 The Bank of Russia must make a decision about removing information about a legal 

entity (MFO) from the State Register of Microfinance Organizations within 45 

calendar days from the date of the receipt of this MFO’s petition. During this period, 

this MFO may not borrow money from physical persons other than its founders 

members, participants, shareholders) and legal entities other than credit organizations; 

 The Bank of Russia refuses to remove information about an MFO from the State 

Register of MFOs in the following cases: MFO bears obligations to individuals other 

than its founders (members, participants, shareholders); there are grounds for 

removing information about an MFO from the State Register of MFOs; 

 A legal entity is regarded stricken off the MFO Register from the date of the Bank of 

Russia’s decision to remove information concerning the MFO from the MFO Register 

(previously there were several grounds for striking an MFO off the Register); 

 The Bank of Russia establishes the form, timeframe and procedure for forwarding, 

                                                      
70 Press release by the Bank of Russia’s Press service of 28.02.2014 “On the annulment of the Bank of Russia’s Service for 
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receiving and carrying out instructions to rectify identified violations; 

 The regulator may impose a ban on attracting money from individuals in case of the 

violations of economic regulations and certain restrictions by MFO, or in case of 

overdue liabilities on the funds borrowed from individuals. The Bank of Russia 

establishes the form, timeframes and procedure for forwarding, receiving and 

carrying out instruction that imposes a ban on attracting monies from individuals. 

Changes in the Law on MFOs introduced by the Law № 231-FZ72 will come into effect on 

09.02.2016. According to these changes, microfinance organizations must provide a possibility 

for electronic document exchange with the Bank of Russia; the procedure for forwarding the 

Bank of Russia’s instructions and inquiries, including electronically, is also established. 

In the late 2015, the radical changes concerned with microfinance organizations and 

microfinancing were introduced in the Law on MFOs.
73

 According to the briefing note of the 

Legal Department of Russia’s Presidential Administration, the law is intended to make the 

regulation of microfinance organizations’ operations more effective and improve the mechanism 

of protection of consumers of MFO services.  

The law provides for dividing microfinance organizations into microfinance companies and 

microcredit companies. 

Microfinance companies are envisaged to be granted the right to attract money from 

individuals other than founders (members, shareholders) of such companies in the amount equal 

to or exceeding 1.5 mln rubles as well as the right to issue bonds. It is prohibited for microcredit 

companies to attract money from individuals other than these companies’ founders (members, 

shareholders). 

Microfinance companies are required to hold a minimum amount of own funds (capital) 

comprising 70 mln rubles. Additional prudential regulations have been defined.   

Moreover, to promote professional specialization of microfinance companies, a prohibition is 

imposed on their engaging in production and/or trading activities.  

Microfinance companies may issue loans to individuals not exceeding 1 mln rubles; for 

microcredit companies, maximum amount of microloan issued to individuals must not exceed 

500,000 rubles. The amount of microloans to legal entities and sole traders, issued by both types 

of MFOs, is limited to 3 mln rubles. 

Microfinance companies will be entitled to executing contracts with credit organizations for 

conducting client identification or simplified client identification procedure for the purpose of 

concluding a consumer credit (loan) agreement by transferring money in accordance with the 

national payment system legislation. The simplified client identification procedure is applied to 

agreements the amount of which does not exceed 15,000 rubles. 

The names of such organizations must contain the words “microfinance company” or 

“microcredit company”, respectively, and the form of their incorporation.  

It should be mentioned that already existing microfinance organizations are recognized as 

microfinance companies regardless of whether their name contains the words “microfinance 

company” or not, and are obliged to bring their names into compliance with the established 

requirements before 28.03.2017. Microfinance organizations failing to comply with this 

requirement will be struck off the state register of microfinance organizations.  

The grounds for liquidating a microfinance company on the Bank of Russia’s initiative are 

established. The law on bankruptcy establishes the legal priority of creditors of a microfinance 
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company.   

The most important for consumers of microfinance services is a statutory prohibition on 

charging interest and other payments under a consumer loan agreement for which loan maturity 

does not exceed one year, with the exception of a forfeit (penalty, fine) and fees for services 

delivered to the borrower at extra charge, provided that the total amount of accrued interest and 

other payments reaches the amount that quadruples the amount of the loan. This prohibition must 

be expressly specified on the first page of the consumer loan agreement. The said law came into 

force on 28.03.2016. 

In 2015, the Bank of Russia passed the following ordinances concerning MFOs: of 

11.03.2015 № 3588–U “On the procedure for maintaining by the Bank of Russia a state register 

of microfinance organizations, on establishing a form for a certificate of entering information on 

a legal entity in the state register of microfinance organizations, and on the approval of the form 

for providing details of the founders of a legal entity”; of 24.06.2015 № 3689–U “On the 

provisional administration of a microfinance organization”; and of 09.07.2015 № 3719–U “On 

noncredit financial organizations’ reporting on monetary transactions”. 

For reference: President Putin signed (on 25.01.2015) the list of tasks, according to which “The Government 
of the Russian Federation jointly with the Office of the Prosecutor General of the Russian Federation and 
the Bank of Russia [is commissioned] to develop and implement a complex of measures aimed to detect and 
curb illegal activities of the organizations and individuals, associated with consumer lending.” The deadline 
for executing this commission is 01.06.2015.  

However, as noted by many financial market participants, the execution of this commission only led to 
inspections of the legal microfinance organizations while the illegal activities of sole traders and 
organizations issuing consumer credits outside the law “On consumer credit (loan)” have not been curbed. 

Rospotrebnadzor has many times pointed out that it is necessary to legalize the shadow 

lending market that is associated with significant risks for financial consumer protection. In the 

context of financial markets’ instability, the access to legal crediting is very limited for 

individuals and, in the shadow segment of lending market, the individuals and organizations act 

outside legal framework. The latest measures that have already been taken or are planned to be 

taken are aimed to improve financial consumer protection. 

On the whole, measures taken in the sphere of institutional strengthening, improvement of 

regulation and self-regulation, and increasing the oversight bodies’ attention to MFOs activities 

enhance consumer protection on the market of MFO services.  

A restriction on charging interest on a loan when a certain threshold is exceeded was 

enshrined in law for the first time. Despite the fact that it is but a solitary incident in the Russian 

practice and this prohibition will be only applied to a certain category of loans, it marks the 

progress towards responsible crediting and fighting usury as a business model, which by all 

means improves financial consumer protection.   

The following client management problems in the sphere of microfinancing remain 

significant: the biggest risk is associated with fraudulent operators imitating microfinance 

organizations. Having no official status, they call themselves microfinance organizations, attract 

funds from the public and offer questionable schemes involving loans through promissory notes 

and debt refinancing loans. Other risks include legal uncertainty in regard to the new microloan 

products such as online loans, loans via automated credit machines, and loans to prepaid cards. 

Regulation of credit cooperatives’ operations 
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The Law on Credit Cooperation was adopted in Russia in 2009. Apart from this law, the 

operations of credit cooperatives are regulated by the Civil Code of the Russian Federation while 

the operations of agricultural credit cooperatives are also regulated by the Law on Agricultural 

Cooperation
74

. 

In 2015, the Law “On credit cooperation” was amended by two federal laws. The changes in 

the law include: changes in financial ratios and a possibility for establishing their limits by the 

regulator (previously the values of such ratios were captured in law; the Bank of Russia now 

oversees the operations of credit cooperatives whose members amount to more than 3,000 

individuals and legal entities (previously more than 5,000); providing the possibility for 

electronic document exchange with the Bank of Russia; and regulating the procedure for 

forwarding the Bank of Russia’s instructions and inquiries, including electronically.           

In 2014, this Law was amended by the Federal Law № 189-FZ
75

 which established a duty for 

both credit cooperatives and microfinance organizations to submit to credit reference bureau the 

information necessary for developing credit histories of credit cooperative members 

(shareholders) to whom the loans are issued. These changes became effective on 01.07.2014 and, 

beginning with 01.03.2015, failure to comply will entail liability. 

In 2015, the Bank of Russia issued a number of ordinances concerning the operations of credit 

consumer cooperatives (CCC): of 12.01.2015 № 3531–U “On the provisional administration 

of credit consumer cooperatives”; of 12.01.2015 № 3577–U “On the decision-making by a self-

regulatory organization of credit consumer cooperatives concerning the compensation payments 

from the compensation fund”; of 09.07.2015 № 3719–U “On noncredit financial organizations’ 

reporting on monetary transactions”. 

there are requirements for the development of basic internal regulatory documents of a 

respective financial institution, established by legislation. For MFO, these are the rules for 

issuing microloans; for cooperatives, the regulation on the procedure and terms for borrowing 

funds from credit cooperative members, and the regulation on the procedure for issuing loans for 

credit cooperative members, and other documents. 

Credit cooperative’s membership in a self-regulatory organization created for the purposes of 

“regulation and control of operations” and “representation and protection of interests” of credit 

cooperatives enhances protection of credit cooperative members, shareholders and borrowers. 

Each self-regulatory organization (SRO) develops its own rules and standards mandatory for 

compliance by member organizations. To date, ten SROs operate in the sector of non-agricultural 

credit cooperation. However, on 27.11.2014, the Bank of Russia made a decision to go to court 

with a petition to remove information about the Non-Profit Partnership of Credit Consumer 

Cooperatives “Povolzhie” from the state registry of self-regulatory organizations of credit 

consumer cooperatives due to repeated non-compliance with requirements provided for in the 

Law “On credit cooperation” and in the Law “On self-regulatory organizations”
 76, and failure to 

timely comply with the statutory prescript
77

. In accordance with the court ruling of 06.03.2015 

on the case № A65–30502/2014 07.04.2015, a noncommercial partnership CCC “Povolzh’ie” 

was stricken off the register of SROs.  

For reference: relationships concerned with issuing loans by consumer cooperatives are only 

based on the individuals’ membership in a cooperative and their participation in its activities, 
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as the shareholders of consumer cooperative are not consumers in a sense defined by the Law 

on consumer protection (namely, consumer is a citizen intending to order or purchase, or 

ordering, purchasing or using products (works, services) exclusively for personal, family, 

household and other needs that are in no way related to entrepreneurial activities), which was 

confirmed by Rospotrebnadzor’s Letter of 11.03.2005 № 0100/1745-05-32 “On the 

forwarding of information material related to consumer protection”. Therefore 

Rospotrebnadzor’s powers do not include protection of citizens–credit cooperative members, 

i.e. legal relationships arising between citizens–credit consumer cooperative members and 

credit consumer cooperatives are regulated by the legislation on credit consumer 

cooperatives. 

Since 01.07.2014, the following paragraph is added to Art.4 “The procedure for credit 

cooperative operations” of the Law on Credit Cooperation by the Federal Law as of 21.12.2013 

№ 363-FZ
78

 “Credit cooperative may engage in professional activities of issuing consumer loans 

to its members according to the procedure established by the Federal Law “On consumer credit 

(loan)”. 

Regulation of payment services providers’ operations 

Greater diversity and complexity of the types of payment in the Russian Federation dictated 

the need in their regulation and introducing new institutions. The Law “On the National Payment 

System” was adopted in 2011. This law provided the definition of national payment system and 

established the institution of electronic money, introduced legal and organizational framework 

for the functioning of the national payment system, defined the procedure for providing payment 

services, established requirements for payment system organization and functioning, and 

arrangements for national payment system oversight and monitoring. 

Since 01.01.2015 an operator of a payment system that is not recognized as a nationally 

important payment system shall make a security deposit in the amount of money transfers 

executed in the Russian Federation within this payment system during two calendar days 

(Art.82.5 in the Law “On the Central Bank of the Russian Federation”). 

Earlier introduced changes in the law “On the national payment system” entered into force in 

2015. Beginning with 01.03.2015, public communications providers holding an important 

position in a public communication network, who provide communication services under the 

contracts with individual subscribers and are entitled to independently provide data 

communication services are reckoned among the organizations engaged in monetary transactions 

or transactions in other assets.  

On 15.12.2015, the Bank of Russia and JSC NSPK (National Payment Card System) 

announced the launch of the issue of the first “Mir” national payment cards. The issue and 

circulation of national payment cards marks an important stage in the Russian financial system’s 

sovereignty
79

. 

Art. 14.8(4) of the Code of Administrative Offences of the Russian Federation entered into 

force on   01.01.2015. It stipulates that “The breach of duty to provide for a possibility to pay for 

goods (works, services) in cash or by using national payment instruments within the framework 

of national payment card system at the consumer’s option, when provision of such possibility is 

mandatory pursuant to the federal law, or the breach of other statutory consumer rights 

concerned with the payment for goods (works, services) entail administrative fines imposed on 
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joint-stock company “National Payment Card System” ”http://www.nspk.ru . 15.12.2015. 
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the officials in the amount of fifteen thousand rubles to thirty thousand rubles; on legal entities, 

in the amount of thirty thousand rubles to fifty thousand rubles.” 

This clause has not been always correctly interpreted by individual Rospotrebnadzor’s 

regional offices who understood “national payment instruments within the framework of national 

payment card system” as payment cards of all payment systems while, in reality, the NPCS  

payment instruments mean payment cards and other electronic payment instruments issued 

within the framework of the NPCS. As regards court decisions, this issue was reflected, in 

particular, in a court ruling of the Seventh Commercial Appeal Court of 18.11.2015 № 07AP–

10313/2015 on the Case № A27–10810/2015 “Claim: On repealing a decision to impose 

administrative penalties.” 

It should be noted that on 05.01.2015 Rospotrebnadzor published on its website an 

explanatory note “On consumer protection associated with making payments using national 

payment instruments” and, in response to the appeal, forwarded a letter “On the explanation of 

legislation” (as of 22.07.2015) in which Rospotrebnadzor stated that “by implication of part 2 of 

Art.30.1 of the Federal Law of 27.06.2011 № 161–FZ “On the national payment system”, the 

international payment cards are not the national payment cards.” 

Regulation of pawnbrokers’ operations 

According to the Law “On the pawnbrokers”
 80

, a pawnbroker is a legal entity, a specialized 

commercial organization whose main operations consist in issuing short-term loans to 

individuals and storing the items of personal property. 

In 2015, changes were made in the Law “On the pawnbrokers” that entered into force on 

09.02.2016. Pursuant to the Law №231-FZ
81

, the pawnbrokers may be provided an access to user 

account on the Bank of Russia’s official website to enable the pawnbrokers to receive documents 

from the Bank of Russia and to submit the statements, documents (information), and data to the 

Bank of Russia. To receive electronic documents from the Bank of Russia via their user account, 

these persons forward to the Bank of Russia a notification of having their user accounts.  

Regulation of the institution of credit history 

According to the Law “On credit histories”
 82

, credit history is information the content of 

which is defined by the law, which characterizes the fulfillment of the borrower’s obligations 

under loan (credit) agreements and is stored by the credit reference bureau. 

Amendments made to the Law “On the insolvency (bankruptcy)” clarify the procedure for the 

work of the arbitration managers (finance manager), appointed by the court for a personal 

bankruptcy cases, with credit histories, and extend the content of data contained in credit 

histories. These changes become effective on 01.07.2015. 

In accordance with the changes introduced in the Law № 189-FZ
83

, the Credit Bureau is now 

obliged to provide to a credit history source an opportunity to change previously submitted 

information free of charge. Among others, the following parties are recognized as credit history 

sources (“sources of credit history formation”): 

 The organization in whose favor a ruling was passed by the court to recover money 

from the debtor due to the debtor’s failure to pay for the housing, utilities, and 

telecommunication services, and this court ruling has not been satisfied within 10 

                                                      
80 Federal Law of 19.07.2007 № 196-FZ “On the pawnbrokers”. 
81 Federal Law of 13.07.2015 № 231-FZ “On making amendments to individual legislative acts of the Russian Federation”. 
82 Federal Law of 30.12.2004 № 218-FZ “On credit histories”. 
83 Federal Law of 28.06.2014 № 189-FZ “On making amendments to the Federal Law ‘On credit histories’ and individual 

legislative acts of the Russian Federation”. 
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days of its entry into force;  

 Federal Bailiff Service when recovering monies from the debtor to enforce a court 

ruling associated with unmet alimony and/or support obligations, unmet obligations 

for housing, utility, and telecommunication services payments that has not been 

satisfied within 10 days of such ruling’s entry into force; 

 Guarantor – a credit or insurance organization that has issued an obligation to pay a 

certain amount of money to the creditor of the principal (beneficiary). 

The concept of the subject of credit history and the list of information to be included in credit 

history were extended. The procedure is established for credit history transfer in case of 

assignment of claims under a loan (credit) agreement. The subject of credit history may now 

forward to a Credit Bureau a request for changing information contained in the titular part of 

credit history with the attached copies of documents confirming the change in the said 

information, or file an application to a Credit Bureau through a credit organization which is the 

credit history source. Credit history sources’ administrative liability for a failure to perform or 

timely perform their duty to provide information on how the debtor satisfies a court judgment 

has been introduced.   

The Bank of Russia has defined the content and the procedure for the formation of the 

informative part of an individual’s credit history, including that of a sole trader. In particular, 

beginning with 01.03.2015, credit history sources are obliged to submit to Credit Bureau the 

information on the sureties and principals who had entered into agreements while the assignees 

under the claim assignment agreement, being credit history sources, are obliged to submit 

information on the relevant claim assignment agreements. The Bank of Russia is now entitled to 

request credit reports from the Credit Bureau. 

Microfinance organizations and credit consumer cooperatives who failed to timely meet the 

legal requirements due to the need to rework their software will submit the information to Credit 

Bureau retrospectively
84

 . 

Self-regulation of financial markets 

The adoption of the law on self-regulatory organizations in the sphere of financial market that 

came into effect on 11.01.2016 was of no small importance.
85 This law is intended to enhance 

the formalization of relationships on the financial markets through the implementation of self-

regulation mechanism. In the context where it is impossible for the state authorities to 

expeditiously control financial markets’ organizations due to their numerousness, the use of self-

regulation mechanism remains the only option. This law applies, inter alia, to insurance 

organizations, microfinance organizations, credit consumer cooperatives, and agricultural credit 

consumer cooperatives. 

On the whole, legal relationships in the sphere of self-regulation come within the purview of 

the law “On self-regulatory organizations”
 86

; however the provisions of part 3 of Art.1 of the 

said law stipulate that the law does not apply to SROs of some types of financial markets’ 

organizations while the activities of these types of SROs are regulated by the relevant federal 

laws. Therefore, SROs’ activities in most of the financial market segments were regulated by the 

special laws regulating activities of the respective financial market participants, or had not been 

regulated at all. In this connection, the extent of regulation in the sphere of financial markets’ 

                                                      
84 Bank of Russia Ordinance of  01.12.2014 № 3465-U “On the content and procedure for the formation of the informative part 

of credit history”. 
85 Federal Law of 13.07.2015 № 223-FZ “On self-regulatory organizations in the sphere of financial market and on making 

amendments to Articles 2 and 6 of the Federal Law ‘On making amendments to individual legislative acts of the Russian 

Federation’”. 
86 Federal Law of 01.12.2007 № 315-FZ “On self-regulatory organizations”. 
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self-regulation varied. 

According to the briefing note of the Legal Department of Russia’s Presidential 

Administration, the law on self-regulatory organizations in the sphere of financial market was 

designed to regulate relationships arising from the acquisition and cessation of the status of self-

regulatory organizations in the sphere of financial market by NGOs of financial organizations, 

from the SROs’ exercising their rights and obligations, and from the interactions of SROs and 

their members with the Bank of Russia, federal executive bodies, executive bodies of the 

constituent entities of the Russian Federation and local governing bodies. The law defines the 

objectives of SROs’ activities and the procedure for acquiring the status of SRO; establishes 

requirements for SRO’s standards, and governs the Regulation of the Standards Committee for a 

respective type of financial organizations’ activities that operates under the Bank of Russia.  

Basic standards approved by the Bank of Russia are mandatory for all financial organizations 

engaging in the respective type of operations regardless of their membership in a SRO. 

The Bank of Russia may delegate to SRO the powers to receive from its members the reports 

the list of which is established by the Bank of Russia. 

In addition to this, the law covers the issues of membership in a self-regulatory organization; 

defines the mechanism for controlling its members’ activities and measures applied to them; 

establishes requirements for SROs and their governance bodies, the procedure for maintaining 

the unified register of SROs in the sphere of financial market, and the Bank of Russia’s 

supervision of their operations; and stipulates a mechanism for SROs’ interactions with the Bank 

of Russia and the bodies of state power. 

Regulation of financial services advertising 

In 2015, the Law “On advertising” was amended by 2 federal laws. 

Since 04.02.2015, pursuant to the Law № 5–FZ
87

, advertising on subscription (paid) TV 

channels as well as on the channels that can only be viewed with a decoding device is prohibited 

unless these channels distribute at least 75% of the national media products. The meaning of the 

term “national media product” is also defined. The FAS of Russia issued a letter of 10.02.2015 

№ AD/5511/15 “On the possibility for advertising on paid TV channels with national media 

products” for the purpose of implementing these changes.  

Beginning with 20.03.2015, the Law № 50–FZ
88

 introduced the ban on placing out-of-home 

advertising on the objects of cultural heritage. This ban does not apply to external advertising 

that only contains the information on theatrical, cultural, educational, and entertainment events, 

or the information about such events with the mentioning of the sponsor of particular event 

provided that such mentioning occupies not more than 10% of advertising space. The FAS of 

Russia issued a letter of 27.03.2015 № AD/14846/15 to help the implementation of said changes.  

The changes earlier introduced in the Law “On advertising” came into effect 25.05.2015. It is 

stipulated that the advertising (commercial) sound volume levels as well the level of sound 

volume of the information about the next broadcasting of such commercial may not exceed the 

average level of sound volume of a program interrupted by this commercial. The Order of 

22.05.2015 № 374/15 issued by the FAS of Russia defines a methodology for measuring the 

ratio of sound level of a commercial to the average sound level of a TV and radio program 

interrupted by this commercial.  

On 01.10.2015, the scope of Art.28 of the Law “On advertising” was extended to include 

financial transactions in addition to financial services. Presently, advertisements that promote 

                                                      
87 Federal Law of 03.02.2015 № 5-FZ “On making amendments to Article 14 of the Federal Law ‘On advertising’”. 
88 Federal Law of 08.03.2015 № 50-FZ “On making amendments to Art.19 of the Federal Law ‘On advertising’ and the Federal 

Law ‘On the objects of cultural heritage (historical and cultural monuments) of the peoples of the Russian Federation”. 
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dealing with forex dealers must contain the following statement, “The proposed contracts or 

financial instruments are highly risky and may result in complete loss of invested funds. Before 

engaging in transactions, be aware of the risks these transactions are associated with.” Public 

announcement of prices (the procedure for determining prices) and other significant contract 

terms is not reckoned an advertisement inciting the public to enter into transactions with the 

forex dealers. 

It is no longer admissible to advertise services or activities provided by persons not properly 

licensed, permitted or accredited, or persons not listed in a respective register, or persons who 

are not members of the respective self-regulatory organizations.  

For reference: “The forex dealer’s operations are those associated with concluding the following deals on 
their behalf and for their own account with individuals other than sole traders as part of the off-exchange 
trading:  

 contracts that are derivative financial instruments for which the parties’ liabilities depend on the 
changes in the exchange rate of a currency and/or a currency pair; which  are concluded on the 
condition that the forex dealer provides an opportunity to an individual other than sole trader to 
undertake obligations the amount of which exceeds the amount of collateral provided by this 
individual to the forex dealer;   

 two or more contracts with same maturity whose subject is foreign currency or currency pair, with the 
oblige under one of such contracts being the obligor in regard to a similar obligation under the other 
contract, which  are concluded on the condition that the forex dealer provides an opportunity to an 
individual other than sole trader to undertake obligations the amount of which exceeds the amount of 

collateral provided by this individual to the forex dealer…”89 

Changes that involve increasing administrative liability for the breaches in the sphere of 

financial services advertising in the Code of Administrative Offences of the Russian Federation 

came into force on 11.07.2015. 90 

A new part is added to Art.14.3 of the Code of Administrative Offences of the Russian 

Federation that establishes administrative sanctions for breaches of advertising legislation. This 

addition stipulates a separate corpus delicti for breaches of statutory requirements for financial 

services advertising as well as the increase in penalty amounts.       

It should be mentioned, however, that penal sanctions were toughened for credit organizations 

only. Thus, advertising a credit organization’s services associated with issuing credits or loans, 

using such credit/loan and repaying it that contains at least one term affecting its cost, without 

specifying all other terms that determine the total cost of consumer credit (loan) for the borrower 

entails administrative penalties imposed on the officials in the amount of 20,000-50,000 rubles 

and on legal entities in the amount of 300,000-800,000 rubles.  

The amounts of penalties for all other financial market participants remain the same: 2,000-

2,500 thousand rubles for the citizens, 4,000-20,000 rubles for the officials, and 100,000-500,000 

rubles for legal entities. 

Accordingly, for credit organizations, maximum amounts of penalties for the officials were 

raised from 20,000 rubles to 50,000 rubles and for legal entities – from 500,000 rubles to 

800,000 rubles.  

                                                      
89 Federal Law as of 22.04.1996 № 39-FZ “On the securities market”. 
90 Federal Law of 29.06.2015 № 175-FZ “On making amendments to Article 14.3 of the Code of Administrative Offences of the 

Russian Federation” 
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2.4. Anticipated changes in legislation  

To enable practical implementation of the Law “On the protection of consumer rights” in the 

sphere of financial services, it is actual, based on Rospotrebnadzor proposals, to adopt final 

revisions of a number of draft federal legislation (“On the Financial Ombudsman for financial 

service consumers’ rights”, “On activity for past due balance recovery”, etc.) aimed to ensure 

better quality of financial consumer protection, better financial literacy and wider financial 

inclusion. 

Draft laws 

The adoption of the Federal Law established the Financial Ombudsman will enable the 

creation of an effective system to settle disputes between financial organizations and consumers. 

Such system will include a number of services operating at the federal and regional levels that 

will be functionally independent from the respective authorities and supervisory organizations 

and enable consumers to seek available and independent decisions from third parties. 

For reference: The Institution of Financial Ombudsman is effectively functioning in the UK, France, 

Germany, Poland, Italy, Portugal, RSA, Armenia, Kazakhstan91,  etc. 

Financial Ombudsman’s mission, as evidenced by international practices, are wider than the 

courts’ mission. Financial Ombudsman not only resolves disputes between the parties but also 

participates in their settling. Rather than just passing formal judgment binding for one or both 

parties to the dispute, settling is also understood to mean the organization of mediation 

procedure, i.e. the parties achieving a mutually acceptable agreement on the dispute without 

Financial Ombudsman passing a formal judgment. In the jurisdictions where this approach is 

implemented (e.g. in the UK), only a small %age (2-3 %) of the total number of disputes 

processed proceed as far as the Ombudsman’s formal judgment. Therefore, in practice, despite 

Financial Ombudsman’s being vested with jurisdictional powers, the biggest volume of the 

Ombudsman Service’s work is associated with carrying out mediation (conciliation) procedures. 

Moreover, for a citizen-complainant, the Ombudsman Service often performs the functions of 

financial and legal advice, helping to take in the situation and identify against whom to file a 

complaint, to correctly word the claim. This comprises a fundamental distinction of the 

procedure used by Financial Ombudsman from the legal process (drawing up and filing a claim). 

After much discussion and approvals, the draft law “On the financial ombudsman for the 

protection of financial service consumers’ rights” was introduced to the State Duma of the 

Russian Federation on 10.05.2014 (№ 517191-6). 

This draft law was passed at the first reading on 01.07.2014. Under this law, Financial 

Ombudsmen Service for Financial Consumer Protection was founded by the Bank of Russia as 

non-profit partnership. Credit organizations providing services to individuals, insurance 

organizations (with the exception of reinsurance organizations) and mutual insurance societies 

are obliged to be the members of Financial Ombudsmen Service. Other financial organizations 

may also become the members of the new organization. 

Any individual to whom services unrelated to this individual’s entrepreneurial operations are 

provided by a financial organization which is a member of the Service, or who intends to seek 

services from such financial organization, may seek help from Financial Ombudsmen Service. 

Such appeals may be concerned with property claims against organizations or statutory 

interpretations. The ceilings on the amount of property claims that may not be processed by the 

                                                      
91 In Kazakhstan there is Banking Ombudsmen and Insurance Ombudsmen. 
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Financial Ombudsmen Service if they exceed these ceilings are 500,000 rubles in the sphere of 

banking and 100,000 rubles in the sphere of insurance. Such disputes between a citizen and 

financial organization may not be considered by the court before it is considered by Financial 

Ombudsmen Service. 

An individual’s appeal is considered by financial ombudsman (‘finansovyi 

upolnomochennyi‘), a Financial Ombudsmen Service official, and this is done free of charge for 

the individual. Financial ombudsman may request explanations, objections, and documents from 

financial organizations and examine materials available to them even if such materials contain 

information the access to which is restricted by law. 

Based on the results of such consideration, financial ombudsman makes a decision to satisfy, 

partially satisfy or decline the appeal. Such decision must not prejudice the individual’s situation 

compared to what it was before their appealing to Financial Ombudsmen Service and must not 

lead to changes in the individual’s payment schedule under their agreement with the 

organization, or result in any other restructuring of the individual’s obligations except where 

such changes are made on the company’s initiative. 

Financial organization must abide by financial ombudsman’s decision in accordance with the 

procedure and within the timeframe set in this decision. In case of failure to abide, financial 

ombudsman goes to court with a petition to issue an enforcement order to enforce abiding by this 

decision. The court, having received financial ombudsman’s petition, may not examine the 

circumstances elucidated by financial ombudsman, nor reverse financial ombudsman’s decision. 

The sources of Financial Ombudsmen Service’s assets are the Bank of Russia’s asset 

contributions, obligatory payments of financial organizations comprising obligatory quarterly 

payments and fees for considering appeals, charged depending on the appeal complicacy and the 

result of consideration thereof. Other legitimate revenues are also allowed
92

. 

However, the State Duma Committee on Financial Markets in its opinion identified a number 

of points to be revised, and concluded that, “in preparation for the second reading, it must be 

publicly discussed and revised, taking into account the comments and proposals expressed in the 

course of discussion”. 

The introduction of the institution of financial ombudsman in a form proposed in the draft law 

was also criticized by consumer protection organizations. In their open letter addressed to a 

number of government authorities, they raised their concerns that passing this draft law would 

restrict the citizens’ access to courts. Thus, according to the draft law, the individual’s dispute 

with a credit organization, insurance organization or mutual insurance society may only be 

considered by the court only after it is considered by financial ombudsman. This provision 

restricts the citizens’ right to choose the means of protection of their legitimate rights and 

interests, which de facto infringes on the citizens’ constitutional right to relief in court (part 1 of 

Article 46 of the Constitution). 

                                                      
92 The State Duma passed the law on financial ombudsman at the first reading // Financial and economic information service. 

INTERFAX online media 01.07. 2014. 



46 of 185 

 

For reference: Financial Ombudsman Service founded on the initiative of the Association of Russian Banks 
has been operating in the Russian Federation since 2010 and its operations are based on self-regulation 
principles. In 2014, Financial Ombudsman processed 5,724 appeals filed by the citizens, which is 64 % more 
than in 2013. The fact that in 2014 the proportion of disputes settled by Financial Ombudsman in the total 
number of appeals dropped by 11 %age points (from 30 % in 2013 to 19 % in 2014) deserves special 
mentioning. In 2014, the citizens mostly appealed to Financial Ombudsman with petitions concerned with 
the following: restructuring credit agreements including credits denominated in foreign currency; recovery of 
funds debited to bank cards without authorization; refunding insurance premiums; adjustment of annuities 
in case of early repayment of credit agreement; seeking help with credit agreement termination; making 
changes in credit history; annulment of credit agreements associated with purchasing home water 
purification systems with ionizer; complaints about too high interest rates and penalties for overdue loan 
repayment; complaints about inappropriate conduct of the banks and collection agencies’ employees93. 

On the financial ombudsman for the protection of rights of financial consumers 

In 2015, when preparing for the second reading of the draft law the State Duma’s Legal 

Department offered some feedback on the draft law, including the need in removing or 

substantiating the requirement of mandatory pre-trial investigation of financial consumers’ 

complaints; defining the category of “financial service”; establishing costing areas for financial 

ombudsman service and the procedure for covering the resulting deficit by the Bank of Russia; a 

clearer legal definition of relationships of credit organizations, insurance organizations and 

mutual insurance societies with the financial ombudsman service, including the rights, duties and 

financial relationships.  

There were also reservations about the possibility for financial consumers’ abusing their 

rights as the applicants may use the services provided by Financial Ombudsman Service as free-

of-charge consultations (for instance, when the applicant asks to explain contract terms or 

regulation to him/her, or when the applicant only appeals to the organization for a purpose of 

having services delivered to him/her). 

According to Rospotrebnadzor, the latter concern is not critical as Financial Ombudsman 

Service’s counseling services are in line with the state policy aimed to enhance the population’s 

financial literacy. Creating yet another institution specializing in financial consumer protection 

and empowered, inter alia, to provide high quality counseling to the population on the issues 

arising on the financial market enhances responsible attitude of financial consumers to their own 

behavior and financial decision-making, and improves sustainability of the entire financial 

system. At the same time, Financial Ombudsman Service’s degree of independence both from 

the state and from financial organizations will be of crucial importance. 

Central Bank of the Russian Federation hoped that this draft law would be adopted in the fall 

of 2015
 94

. The Law, however, has not been passed despite the draft law having been actively and 

constructively discussed by the expert community. 

Regulation of debt collection activities 

Draft federal law “On the debt-collecting activities” the work on which continued for  more 

than 5 years, was prepared by the Ministry of Economic Development of the Russian Federation 

and published on 14.09.2015 on the integrated web portal for placing information on the 

                                                      
93 Financial Ombudsman’s Information Bulletins for 2014 – 2015 // Official website of the Russian Banks Association 

http://arb.ru. 
94 The Central Bank hopes that the State Duma will adopt the law on financial ombudsman // E-periodical MK.ru  
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development of draft regulation by the federal executive bodies and on the results of public 

discussion thereof.
95

 

This draft law was also considered at the session of the Civil Legislation Codification and 

Improvement Council under the President of the Russian Federation and received negative 

feedback. The draft law was considered to be legally ill-conceived. The authors were proposed to 

rewrite the substantial section of the draft law concerned with the collectors’ operations (the 

definition of the scope of such operations, the issues of self-regulation, the standards of debt 

collection, etc.) without touching upon the procedure for the “collectors”’ interaction with the 

debtors. The Council’s main objection was that, from the legal standpoint, the draft law is 

written very casuistically and, despite many restrictions, provides numerous loopholes for 

unscrupulous collectors. For instance, according to this draft law, it is forbidden to commit 

unscrupulous actions in relation to the debtor whose debt exceeds 50,000 rubles which leaves a 

window of opportunities with debtors owing less than 50,000 rubles. Some members of the 

Council opined that such law is not needed altogether
96

 which is fully consistent with the stance 

of Rospotrebnadzor who for a long time has been persistently emphasizing the wrongful, 

practically illegal nature of the existing practices of extrajudicial collection of monies from the 

citizens to repay outstanding liabilities by various persons who had not been their creditors in the 

first place. 

By now, the Law “On consumer credit (law)” has been amended by introducing restrictions 

on the collectors’ interactions of with debtors in regard to personal encounters, phone calls, and 

text messages, and it was directly prohibited to inflict harm on the debtors. Thus, the collection 

agencies’ operations the legitimacy and appropriateness of which are constantly being 

questioned by Rospotrebnadzor were actually made possible due to legal admissibility of the 

assignment of claims against indebted citizens to third parties by the banks provided that it is 

stipulated in the credit agreement.  

According to the experts, the total amount of retail arrears assigned by credit organizations to 

collectors remains at the 2014 level and exceeds 400 bln rubles.   

For reference:, the issues of compliance with consumer-protection and consumer-credit legislation, and 
legitimacy of actions undertaken when collecting overdue debts were discussed during the session of the 
Collegium of the General Procurator Office of the Russian Federation on 16.12.2015. In pursuance of 
instructions given by the President of the Russian Federation, a large-scale audit of compliance with 
consumer-credit legislation was carried out in April and March 2015 with the following conclusions.  

Collection agencies commit numerous breaches of legislation and in some cases these breaches contain 
essential elements of offence. Life and health threatening actions, intimidation, entering homes, and 
offending the honor and dignity are not uncommon. The collection agencies often use the names of public 
authorities in their own names, thus encroaching on the functions that are not incumbent on them. The 
collection agencies fail to comply with legal requirements concerned with processing and disclosing personal 
data without citizen’s consent. The heads of collection agents ignore statutory anticorruption requirements 
when they hire citizens who have hold public and municipal offices.  

Law enforcement bodies have investigated offences associated with the unlawful placement of information 
offending the honor and dignity of the debtors in their own staircases (Art. 128.1 of the Criminal Code of 
the Russian Federation97), illegal entering the debtors’ homes (Art. 139 of the Criminal Code of the Russian 
Federation), and arbitrary taking of property with the purpose of overdue debt recovery (Art. 330 of the 
Criminal Code of the Russian Federation). The facts of threatening debtors and their families, as well as 

                                                      
95 The integrated web portal for placing information on the development of draft regulation by the federal executive bodies and 

on the results of public discussion thereof  https://regulation.gov.ru 
96 Collectors were №t legalized // Kommersant newspaper http://kommersant.ru . 20.10.2015. 
97 Criminal Code of the Russian Federation 



48 of 185 

 

physical force against debtors are quite common.     

The instances when law-enforcing bodies register the reports of criminal assaults committed by the collectors 
become increasingly more widespread. In 2013, 2014 and the first 6 months of 2015, the number of such 
occasions exceeded 21,600. At the same time, in 2014 this number increased from 6,300 to 8,700 and, during 
the first six months of 2015, there were 6,600 such occasions.      

Since 2013, criminal proceedings were instituted against more than 100 staff members of the so-called 
collection agencies who committed offences when recovering debts. The Procuracy bodies have detected the 
large-scale violations of legislation regulating enforcement proceedings in the work of court bailiffs 
collecting the individuals’ credit debts. The facts of procrastination and violations of the debtors’ and 
recoverors’ rights in the course of the enforcement proceedings are widespread. Unlawful termination of 
enforcement proceedings of debt recovery in favor of credit organizations is practiced practically everywhere 
across Russia. 

In the second half of 2015, more than 12,600 law infringements were identified in this sphere by as a result 
of inspections conducted by the procuracy bodies; 2,700 remedial action orders were submitted; and about 
2,000 protests were lodged against the unlawful legal acts. Based on the results of consideration of the 
procurators’ remedial action orders, more than 500 offenders had disciplinary and administrative action 
taken against them, and 17 officials were cautioned about inadmissibility of law infringements. 98 

It should be mentioned that a great number of initiatives concerned with banning the 

“collectors”’ operations was lately submitted for the legislators’ consideration. Such initiatives 

were prompted by the piled-up public discontent with some collectors’ practices as well as by the 

stories about egregious cases associated with the collectors’ actions shown on the central TV 

channels and widely covered by other media.   

Consequently, a draft law № 999547–6 “On the protection of rights and legitimate interests of 

individuals when carrying out actions aimed at debt recovery” was submitted to the State Duma 

of the Russian Federation on 12.02.2016. With the urgency and topicality of this issue and the 

status of initiators of this draft law, it has good chances to be adopted (draft law № 999547-6 was 

passed at the first reading on 12.04.2016). 

This draft law determines the ways of interacting with debtors, established a restriction on 

certain ways of interacting with debtors and general requirements for debt collection activities 

(in particular, the actions of a creditor or person acting for and/or on behalf of the creditor, 

associated inter alia with using or threatening to use physical force against debtors, destroying or 

damaging or threatening to destroy or damage the debtor’s property, and  putting psychological 

pressure on the debtors, are deemed inadmissible). 

The debtor’s interactions with any third parties on the initiative of a creditor or person acting 

for and/or on behalf of a creditor may only take place with the debtor’s consent given not before 

the obligation was overdue. The consent is null if given before the overdue obligation occurred.    

The creditor or person acting for and/or on behalf of the creditor may not pass (disclose) or 

make available to third parties the information concerning the debtor, debt and its collection and 

any other personal data of the debtor without the latter’s separate written consent.
99

 

 The interaction (direct interaction) with the debtor aimed at debt recovery, on workdays from 

10PM till 8AM and on weekends and public holidays from 8PM till 9AM in the debtor’s home, 

and frequent contacts with debtors by virtue of face-to-face meetings (more than once a week) 

and phone calls (more than once per day, twice a week, 8 times per month) are inadmissible. The 

interaction by virtue of messages sent via different wireless channels is limited to two messages 

                                                      
98 A session of the Collegium was held at the General Procurator’s Office to discuss the issues of compliance with legislation 

regulating consumer protection, consumer credit, and legitimacy of actions when collecting overdue debts // Official website of 

the General Procurator Office of the Russian Federation http://www.genproc.gov.ru . 16.12.2015. 
99 Taking into account the requirements established in the Federal Law of 27.07.2006 № 152-FZ “On personal data” 
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per day, 4 messages per week and 16 messages per month.  

In the beginning of each interaction on the initiative of the creditor or person acting for and/or 

on behalf of the creditor, the debtor should be advised as to the following: the first name, 

patronymic and family name or the organization name of the creditor or person acting for and/or 

on behalf of the creditor; the information concerning the debt, and contact phone number (in case 

of interactions via messaging). 

The debtor may forward through a notary a notice to the creditor or person acting for and/or 

on behalf of the creditor, stating that such interaction may only occur through a representative 

(advocate) specified by the debtor or containing the debtor’s refusal to engage in interactions 

(directly and via wireless messaging) but not earlier than 3 months from the occurrence of 

arrears. 

The creditor involving a third party to interact with the debtor for debt recovery purposes is 

obliged to advise the debtor as to this fact within 30 days from the date of such involving.  

A legal entity acquires the rights and duties of the entity engaging in debt recovery activities 

as their core business from the date this entity is included in the state register of legal entities 

engaging in debt recovery activities as their core business, and forfeits such rights and duties 

from the date of removing the data thereon from the register.    

The requirements for the organization (including the registration as business entity, the 

amount of net assets exceeding 10 mln rubles; liability insurance of damage inflicted upon the 

debtor in the course of debt recovery activities with the insurance coverage exceeding 10 mln 

rubles per year; the absence of decision to liquidate or initiate bankruptcy procedure) and for the 

employees (owners) of such organization are defined. 

A procedure for exercising control over such legal entities’ operations as well as the grounds 

for unscheduled inspections of their operations and a procedure for issuing orders to rectify 

violations are established.  

It is proposed to establish administrative sanctions for the breaches of legislation regulating 

protection of individuals’ rights in the course of debt recovery activities (Table 2.4)
100

. 

Table 2.4. The proposed sanctions for the breaches of legislation regulating protection of 

individuals’ rights in the course of debt recovery activities (draft law № 999547–6) 

Grounds 

Sanctions Ответственность для 

citizens officials Legal entities 

Creditor or person acting for and/or on behalf of 

the creditor (except credit organizations) 

committing actions for the purposes of debt 

recovery that violate the legislation regulating 

protection of individuals’ rights and legitimate 

interests when engaging in debt recovery activities   

Fine in the 

amount of 

5,000 – 

50,000 rubles 

Fine  

10,000 – 

100,000 rubles 

or 

disqualification 

for 6-12 months 

 

20,000 – 200,000 

rubles  

                                                      
100 Draft Federal Law № 999555-6 “On making amendments to individual legislative acts of the Russian Federation in 

connection with the adoption of the Federal Law ‘On the protection rights and statutory interests of individuals when engaging in 

debt recovery activities” 
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Grounds 

Sanctions Ответственность для 

citizens officials Legal entities 

Similar breach committed by an entity listed in the 

state register of legal entities engaging in debt 

recovery activities as their core business 

 

X Fine 

20,000 – 

200,000 rubles 

or 

disqualification 

for 6-12 months 

Fine 

50,000 – 500,000 

rubles or  suspension 

of operations for up 

to 90 days  

Violation of established requirements and 

restrictions by a person other than a founder 

(participant), member of board of directors 

(supervisory board), member of collegial executive 

body, sole executive body of a legal entity listed in 

the state register of legal entities engaging in debt 

recovery activities as their core business   

Fine 

5,000–50,000 

rubles 

Fine 

50,000–100,000 

rubles  or 

disqualification 

for 6-12 months 

X 

A person not listed in the state register of legal 

entities engaging in debt recovery activities as their 

core business unlawfully  engaging in activities 

only a person listed in such register may engage in 

Fine 50,000 – 

500,000 

rubles 

Fine 

0.1 – 1 mln 

rubles or 

disqualification 

for 6-12 months 

Fine 

0.2 – 2 mln rubles 

It should be mentioned that the breaches of the RF legislation on consumer credit (loan) in the 

course of activities aimed at debt recovery under consumer credit (loan) agreements (Art.14.57 

of the RF Criminal Code) are subject to administrative fines in the amount of 5,000-10,000 

rubles for the citizens, 10,000-20,000 rubles for the officials, and 20,000-100,000 rubles for legal 

entities. 

The draft Federal Law № 999555–6 also proposes to repeal Art.15 “The characteristic 

features of the actions aimed at debt recovery debt under a consumer credit (loan) agreement” of 

the Law “On consumer credit (loan).” 

Taking into account the high levels of consumer indebtedness and the widespread use of 

unscrupulous practices by the collectors to recover debts from the borrowers, Rospotrebnadzor 

opposes the attempts to legalize the “collectors’ business”, which, in Rospotrebnadzor’s opinion, 

are limited to seeking a formal recognition of the “collectors” status as a separate type of 

business. At the same time, Rospotrebnadzor is willing to support the legislative initiatives that 

may result in the actual creation of legal framework for a civilized functioning of the institution 

of extrajudicial debt collection that completely excludes activities carried out “solely for the 

purpose of harming another person, law-skirting actions pursuing illegal purposes, and other 

intently mala fide exercise of civil rights (abuse of right),” which is not admissible pursuant to 

Art.10 of the Civil Code of the Russian Federation
101

.
 
 

Other government bodies express similar opinions, in particular, internal affairs agencies who 

in the course of exercising their public duties acquired practical experience of dealing with the 

collectors’ illegal actions.  Thus, the RF Ministry of Interior assumes that the “collection 

agencies” represent an alternative to statutorily regulated activities of the respective authorized 

body ensuring fulfillment of debt obligations in accordance with a statutorily established 

                                                      
101 On the legal status of the “collectors’ business” // Official website of Rospotrebnadzor http://rospotrebnadzor.ru . 01.02.2016. 
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procedure, i.e. the Federal Bailiff Service of Russia. At the same time, this alternative debt 

collection system functions outside the law, thus creating social tension
102

.
 
 

The RF Ministry of Interior’s concerns about possible adoption of certain legal regulation of 

the “collectors’ operations” that includes granting such operations the status of professional 

activities, appear grounded since such operations, being commercial, will always be 

accompanied by conflicts provoking unlawful actions towards, above all, low-income and 

socially vulnerable indebted citizens
103

.        

Rospotrebnadzor also believes that assignment of debt claims to various non-banking 

organizations (especially where there is a disputed debt) is not based in law. Moreover, 

Rospotrebnadzor considers erroneous the attempt to legalize the collectors’ practices by adopting 

a special law as no sufficient grounds for this exist in the first place. On the whole, 

Rospotrebnadzor’s legal stance on this issue comes down to the following.   

The civil law of the Russian Federation does not define the concept of debt but, at the same 

time, obviously presumes that this notion implies obligation including non-monetary obligation. 

The notion of obligation and the rules of occurrence, change and discharge of obligations are 

established in Section III of the Civil Code of the Russian Federation.     

It follows from the definition of obligation (Art. 307 of the Civil Code of the Russian 

Federation) that it is an action, i.e. it is not an object of civil rights (Art. 128 of the RF Civil 

Code), and, hence, does not have the capacity of transferability of the objects of civil rights (Art. 

128 of the RF Civil Code). 

The fact that debt as an obligation is inherently not a transferable object of civil rights is 

confirmed by the provisions of Chapter 24 of the RF Civil Code that establish the rules for the 

change of persons in an obligation (the institution of cession, assignment). The attention must be 

paid to the clause that even in case of debt transfer (§2 of Chapter 24 of the RF Civil Code), the 

substance of the respective legal relationships comes down to the substitution of debtor in an 

obligation rather than to the transfer of debt as an object (by virtue of the said cause of the debt 

lacking the respective status). The same is true for the assignment of claims that can be boiled 

down to the change of creditor in an existing obligation (§1 of Chapter 24 of the RF Civil Code). 

The assignment of claims (cession) is used most often as a legal cover-up for the collectors’ 

actions. 

In some cases when debt means monetary obligation, the term “debt” may be used as a 

synonym for money as an object of civil rights (“money” as “thing”). For instance, debt is used 

in this capacity in the construction of clause 2 of Art.32 of the RF Civil Code where debt is listed 

among the enterprise’s types of property with the ensuing legal consequences it regard to the 

transferability of such “debt”. 

At the same time, the rules for the emergence, change and fulfillment of monetary obligations 

is regulated by many other norms, e.g. by the rules for securities circulation under civil law as a 

subtype of the objects of civil rights (Chapter 7 “Securities” of Subsection 3 “Objects of Civil 

Rights” of the RF Civil Code). 

The provisions of clause 1 of Art. 307.1 of the RF Civil Code that establish the priority of 

special norms regulating contractual relationships from which the respective obligations ensue 

are of fundamental importance. It follows from these that a “collector” in the housing and utility 

sphere ought to be governed by fundamentally different rules that a collector of debts of financial 

                                                      
102 Based on the information provided by Rospotrebnadzor 
103 “Outside the law: how the Russian collectors’ business is organized // RBC http://www.rbc.ru. 23.03.2016. 
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services consumers, which is confirmed by the provisions of Art.12 of the Law “On consumer 

credit (law)”. 

The above-mentioned (inter alia) specific features of legal regulation of relationships 

associated with civil liabilities (obligations) as well as the objective shortcomings of constantly 

developing legislative framework do not allow to clearly define the set of features of collectors’ 

business as a separate kind of business. 

Rospotrebnadzor envisages working along several lines to address this problem, including 

improvement of the institution of cession and having debt collection procedure covered by the 

special (sectoral) laws regulating individual types of contractual relationships (similar to the 

regulation of the procedure for executing consumer credit (loan) agreements). In the latter case, 

debt is defined as a type of obligation (i.e. as a certain action a debtor must take in future in 

regard to the creditor) which, on the whole, is consistent with the existing norms of the law of 

obligations. At the same time, the actions of debt recoverer who is the third party may be 

regulated in two ways through the institution of cession (assignment) and through the institution 

of intermediaries. 

Of other options for resolving the collector crisis, securitization of concrete debts/ monetary 

obligations (impersonal securities – the transferrable object of civil rights) appears to be the most 

interesting option.  

The institution of securities that is legally covered by the provisions of Chapter 7 of the RF 

Civil Code enables addressing most of the problems associated with consumers’ debts that are 

“inconvenient” for businesses (the demand for the “collectors’” services is largely associated 

with credit organizations accumulating a large portfolio of bad debts subject to strict 

requirements of the Central bank of the Russian Federation). The problem of fundamental legal 

impossibility of “buying debts” (de facto existing in legal practices) within Russia’s legal 

framework is being thus resolved with a security being, in essence, a legitimate instrument of 

alienation of an inherently non-transferable liability (as an action).  

Securitization of debt portfolio accumulated by financial organizations, with securities not 

being linked to the names of initial debtors, enables these subjects of financial market to comply 

with the Bank of Russia’s requirements without involving disreputable persons (“collectors” 

etc.) on a contract basis or otherwise in the issues of debt obligations fulfillment by financial 

consumers. Using this instrument on the debts of insolvent citizens gives the debtor an 

opportunity to buy back their own debt securities, which appears a very promising alternative to 

the bankruptcy institution associated with a temporary deprivation of bankrupt individuals of 

their civil rights.   

Consumer crediting 

In 2015, a number of draft laws aiming to amend the Law “On consumer credit (loan)” were 

prepared and submitted to the State Duma of the Russian Federation (Table 2.5). 

Table 2.5. Draft laws submitted to the State Duma of the Russian Federation to amend the 

Law “On consumer credit (loan)”  

Draft law date, 

№ 
Summary of proposed amendments 

Status, last event 

date 

13.03.2015, 

743272–6 

Prohibition on the assignment of creditor’s claims under a consumer 

credit (loan) agreement to persons holding no banking license 

rejected, 

12.04.2016 
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Draft law date, 

№ 
Summary of proposed amendments 

Status, last event 

date 

19.05.2015, 

796193–6 

Changing debt seniority when a payment is insufficient to fulfill the 

debtor’s obligations in full. 

under 

consideration, 

21.09.2015 

27.05.2015, 

802320–6 

Extending statutory requirements to  the actions aimed to recover the 

arrears on mortgage-secured consumer credits 

under 

consideration, 

25.03.2016 

05.06.2015, 

809783–6 

Ensuring banking secrecy and personal data protection  withdrawn 

12.04.2016 

21.08.2015, 

866601–6 

Limiting the maximum total cost of any category of consumer credit 

(loan) at 30% interest rate per annum 

under 

consideration, 

21.09.2015 

19.10.2015, 

906697–6 

Securing the borrower’s right to reimbursement of a part of insurance 

premium in case of early termination of a consumer credit agreement 

 

under 

consideration, 

16.11.2015 

19.01.2016, 

977088–6 

Banning collecting activities (assignment of claim for debt recovery) 

and introducing administrative sanctions for the breaches of consumer-

credit legislation  by the creditor) 

 rejected, 

12.04.2016 

21.01.2016, 

978680–6 

Expanding the scope of mandatory information on consumer credits 

(loans) to be made available by the creditor to cover  the information 

on high risks for the borrowers earning income in foreign currency 

other than the currency of credits (loans) 

under 

consideration, 

15.02.2016 

26.01.2016, 

982764–6 

Banning extrajudicial debt recovery (banning “collectors””  activities) 

 

rejected, 

12.04.2016 

17.02.2016, 

999555–6 

Repealing Art.15 “Specifics of committing actions to recover debt 

under consumer credit (loan) agreement” of the Law “On consumer 

credit (loan)”  (when passing the draft law “On the protection of 

individuals’ rights and legitimate interests when engaging in debt 

recovery activities”) 

passed at the first 

reading, 

12.04.2016 

The draft law № 982764–6 was introduced by St. Petersburg Legislative Assembly to 

eliminate any grounds for the collectors’ operations. To this end, the legislators suggested to 

remove from the Law “On consumer credit (loan)” Art.15 that regulates debt recovery activities 

of the collectors and to establish that the creditor’s claims against the borrower shall be settled in 

a legal procedure. The authors of this draft law referred to the fact that numerous criminal and 

other abusive and rude actions committed by the staff of collection agencies were recently made 

public and widely covered in the media and indicate “the people’s extremely negative attitude 

towards collection agencies”. 

The fact that there is a great number of legislative initiatives concerned with amending the 

Law “On consumer credit (loan)” points out to the need in further improvement of social rules 

(norms) regulating relationships in the sphere of consumer credit.  
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Anticipated innovations in the sphere of banking markets regulation 

As regards protection of consumers of credit organizations’ services, a number of initiatives 

submitted for consideration to the State Duma of the Russian Federation must be mentioned.  

Due to a significant increase in US dollar and euro to ruble exchange rates, the borrowers with 

foreign currency liabilities found themselves in a very difficult situation. To address the problem 

of individuals (natural persons) – holders of foreign currency mortgage loans, and to prevent 

“such situation emerging in future”, several draft laws were submitted for consideration to the 

State Duma of the Russian Federation (Table 2.6). 

Table 2.6. Draft laws concerned with foreign currency loans to individuals that were 

submitted to the State Duma of the Russian Federation,   

Date, № Draft law Last event date 

16.01.2015, 

700708–6 

On restructuring citizens’ obligations under credit agreements and loan 

agreements, denominated in foreign currency, into the currency of the 

Russian Federation  

rejected, 

15.05.2015 

28.01.2015, 

710338–6 

On making amendments to individual legislative acts of the Russian 

Federation to ensure the fulfillment of debtors’ obligations under foreign 

currency credit agreements   

under 

consideration, 

19.02.2015 

28.01.2015, 

710378–6 

On making amendments to individual legislative acts of the Russian 

Federation to place restrictions on issuing credits to individuals in foreign 

currency or in the amounts equivalent to foreign currency (in regard to 

restricting foreign currency lending to individuals)  

under 

consideration, 

24.02.2015 

17.03.2015, 

745260–6 

On making amendments to individual legislative acts of the Russian 

Federation for the purposes of placing restrictions on issuing credits to 

individuals in foreign currency or in the amounts equivalent to foreign 

currency, and on restructuring citizens’ obligations under credit agreements 

and loan agreements, expressed in foreign currency, into the currency of the 

Russian Federation  

withdrawn 

09.04.2015 

20.03.2015, 

748646–6 

On restructuring credit obligations and imposing a moratorium on debt 

recovery, foreclosure and compulsory purchase of immovable property, 

assignment of claim and transfer of mortgage to third parties in relation to 

particular categories of the borrowers having obligations  denominated in 

foreign currency under credit (loan) agreements  

withdrawn 

26.03.2015 

23.03.2015, 

749660–6 

On restructuring credit obligations and imposing a moratorium on debt 

recovery, foreclosure and compulsory purchase of immovable property, 

assignment of claim and transfer of mortgage to third parties in relation to 

particular categories of the borrowers having obligations  denominated in 

foreign currency under credit (loan) agreements 

under 

consideration, 

09.04.2015 

30.03.2015, 

756369–6 

On imposing a temporary ban on debt recovery, foreclosure of pledged 

property, assignment of claim and transfer of mortgage to third parties in 

relation to particular categories of the borrowers having obligations  

denominated in foreign currency under credit agreements 

under 

consideration, 

12.05.2015 

Several drafts law on making amendments to the Law “On the banks and banking” were also 

submitted for consideration to the State Duma of the Russian Federation in 2015. These 

amendments were concerned with the following: a prohibition for a lending organization to 

unilaterally change interest rates under credit agreements concluded with sole traders or legal 

entities (№ 734911–6 of 03.03.2015, № 796676–6 of 20.05.2015); a prohibition for a lending 

organization to engage in manufacturing or insurance operations (№ 746023–6 of 17.03.2015); 

ensuring the safety of electronic documents of lending organizations (№ 954176–6 of 

15.12.2015). 

On the whole, in 2016, consumer protection will focus on the following main areas: further 
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elimination of legislative bottlenecks associated with the interpretation of individual norms; 

enhancing transparency of banking services; restricting the banks’ opportunities for corrupt and 

abusive practices and improving financial consumer protection regulation. 

Anticipated innovations in the sphere of regulation of insurance services market 

On the insurance services market, the following legislative initiatives were significant for 

consumers in 2015 (Table 2.7). 

Table 2.7. Changes in regulatory framework for insurance market, proposed in 2015 

Daft law 

date, №  

Proposed changes Status, last event 

date 

25.03.2015, 

752188–6 

Establishing the length of validity of insurance tariffs for compulsory 

motor third-party liability insurance of not less than 1 year  

passed at the first 

reading, 

15.12.2015 

23.04.2015, 

777087–6 

Improvement of insurance protection of  proprietary interests of 

individuals and organizations who may suffer damages as a result of 

accidents at the hazardous facilities, including  raising the amount of 

insurance and compensation benefits to redress damages to individual’s 

property from 360,000 rubles to 500,000 rubles and to legal entities’ 

property from 500,000 rubles to 750,000 rubles  

Passed, 

Federal Law of 

09.03.2016  

№ 56–FZ
104

 

26.05.2015, 

801343–6 

Establishing the Bank of Russia’s regulation on compulsory motor 

third-party liability insurance as agreed with the Government of the 

Russian Federation 

Rejected, 20.01.2016 

24.06.2015, 

822530–6 

It is proposed to extend liability under Art.15.34.1 “Unjustified refusal 

to conclude a standard form insurance contract or foisting unsolicited 

services when selling compulsory insurance policies” of the Code of 

Administrative Offences of the Russian Federation to legal entities and 

establish fines in the amount of 100,000 to 500,000 rubles for legal 

entities, and fines of 5,000 rubles for individuals.   

passed at the first 

reading, 

15.04.2016 

16.11.2015, 

929486–6 

It is proposed to repeal restrictions both on the types of operations of 

mutual insurance societies (MIS) and on the number of citizens seeking 

insurance services based on the principles of mutual participation. This 

draft laws provides for a possibility for delegating the powers of MIS’ 

executive board to an external organization (insurance operator) 

under consideration, 

25.01.2016 

The draft law № 822530-6 of 24.06.2015 is of the highest importance for the consumers of 

insurance services. It proposes to extend liability (established by Art. 15.34.1 “Unjustified 

refusal to conclude a standard form insurance contract or foisting unsolicited services when 

selling compulsory insurance policies” of the Code of Administrative Offences of the Russian 

Federation) to legal entities with the fines amounting from 100,000 rubles to 500,000 rubles, and 

to individuals with the fine in the amount of 5,000 rubles. Presently, this Article provides for 

administrative fine of 50,000 rubles for the officials. The current insurance legislation also 

provides for revoking licenses for certain types of operations. This draft law came as a response 

to the Bank of Russia’ prohibition for LLC “Rosgosstrakh” (RGS) to issue new compulsory 

motor third-party liability insurance policies that was imposed by the Bank of Russia on 

26.05.2015 after numerous breaches on the part of this insurer such as failure to provide a 

discount for accident-free driving to car owners eligible to such discount, unjustified refusal to 

issue compulsory motor third-party liability policies, and foisting unsolicited services.  

In 2015, the following draft laws were introduced in the State Duma of the Russian 

Federation but were rejected: on establishing liability for untimely or incorrectly entering data in 

the automated information system of compulsory motor third-party liability insurance (№ 
                                                      
104 Federal Law of 09.03.2016 № 56-FZ “On making amendments to the Federal Law ‘On compulsory insurance of civil liability 

of the owner of a hazardous facility for inflicting damage as a result of an accident at the hazardous facility” 
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741119-6 of 11.03.2015); on adding vehicle tax receipt or vehicle tax clearance certificate issued 

by tax authority to the list of documents necessary for issuing compulsory motor third-party 

liability insurance policy (№ 774998-6 of 21.04.2015)   

In 2016, in connection with the adoption of the Law on self-regulatory organizations in the 

sphere of financial market, it is planned to create a self-regulatory organization in the sphere of 

insurance market. In accordance with this law, after the creation of SROs in the sphere of 

insurance market, it is planned to develop and adopt regulatory acts containing the list of basic 

standards of a certain type that SROs are obliged to develop, and requirements for the content of 

such standards, including a basic standard for the protection of rights and interests of natural and 

legal persons who are consumers of financial services provided by the members of self-

regulatory organizations. 

Anticipated innovations in the sphere of regulation of the market of microfinance 

organizations 

A number of draft laws amending the Law on MFOs were introduced in the State Duma of 

the Russian Federation. 

Draft law № 828356–6 of 01.07.2015 proposed to directly include in the Law on MFOs a 

clause concerned with placing restriction on the total cost of consumer credit (TCC) and to make 

a reference to the amount of penalty as per Law “On consumer credit (loan).” It was also 

proposed to prohibit assigning creditor rights to third parties without the borrower’s consent 

although such assignment has already been permitted by Art.12 of the Law “On consumer credit 

(loan)”. This draft law was rejected on 12.04.2016. 

The draft law № 870360–6 of 27.08.2015 proposes to rescind the Law on MFOs. The authors 

argue that developing this financial market institution does not seem possible as it leads to a 

disastrously rapid growth of the households’ debts and dramatic decline of living standards. This 

draft law is presently under consideration (the last event date being 21.09.2015). It should be 

mentioned that the elimination of legal framework for the functioning of this institution may lead 

to very serious consequences such as moving into the shadows and criminalization of microloan 

market and the related market of “collection” services.  

The draft law № 789974–6 of 12.05.2015 proposed the amendments in the Law on MFOs, 

concerned with raising the maximum loan amount to 3 mln rubles.  Nevertheless, on 10.11.2015 

this draft law was rejected by the dedicated committee on the grounds that tripling the maximum 

amount of microloan for individuals waters down the concept of microloan as established by 

legislation of the Russian Federation, and can aggravate the problems with the repayment of 

borrowed money by individuals.    

Expected changes in regulation and self-regulation of microfinance institutions promote the 

development of a civilized market of MFO services. The government policy aims at bringing out 

of the shadows and decriminalizing microfinance operations. Thus, on the instruction of the 

President of the Russian Federation, the Government of the Russian Federation together with the 

Procuracy of the Russian Federation performs the functions aimed at detecting and suppressing 

illegal operations of the organizations and individuals associated with consumer lending.   

Anticipated innovations in the sphere of regulation of pawnbrokers’ operations 

The Bank of Russia has developed amendments to the Law “On the pawnbrokers”. This draft 

law envisages a register of pawnbrokers in Russia similar to that of the register of MFOs that are 

now the main competitors of pawnbrokers in issuing short-term, expensive loans to the 

population. This draft law is to be introduced in the State Duma of the Russian Federation in the 

nearest future, which may cause a dramatic shrinkage of the market of pawnbroker services in 
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the near term.  

Under this draft law, legal entities will be able to issue short-term pawn loans only if 

registered in the pawnbrokers register; one year will be allowed for the registration process after 

the law enters into force.     

The register is envisaged to be made publicly available; to be listed in this register, an 

organization will have to submit the following documents to the Bank of Russia: the application, 

the copies of constitutional documents, the information on the founders, the documents 

concerned with election of the governing body, the information on its location, and other 

documents, and to pay a fee in the amount of 1,500 rubles.    

The Bank of Russia will be able to refuse to list a company in the register of pawnbrokers 

when the application fails to meet the standards adopted by the Bank of Russia; the denial of 

registration may be appealed in court. The envisaged grounds for striking a pawnbroker off the 

register include infringements (repeated infringements within one year) of laws and the Bank of 

Russia’s regulation; submitting corrupt statements; failure of the company’s governing bodies to 

comply with Russia’s legislation; and the pawnbroker’s dissolution as a legal entity. Presently, 

the register of pawnbrokers only exists as an extract from the Unified State Register of Legal 

Entities (YeGRYuL)
105

 that includes all the organizations that, according to the Federal Tax 

Service, specialize in the respective types of operations.   

The proposed legislative initiatives have the following positive points for the pawnbrokers: 

while presently the law allows the pawnbrokers to work only till 8PM local time, the 

amendments to the law allow the pawnbrokers to stay open till 10PM; the pawnbrokers’ range of 

services is expanded to include, apart from the short-tem loans and storing the items of personal 

property, leasing out immovable property; the draft law also envisages the minimum value of 

pledged property the borrowers failed to redeem and the pawnbrokers are obliged to auction off 

to the public is raised from 30,000 rubles to 300,000 rubles. The negative points of the proposed 

legislative innovations for the pawnbrokers are as follows: the pawnbrokers may not attract 

monies of individuals other than its founders (the current version of the Law “On the 

pawnbrokers” does not contain such prohibition); the pawnbrokers are also obliged to insure 

pledged property for the term of the contract with the client and may not demand from the client 

to pay for such insurance. 

In accordance with the proposed amendments, to be granted the access to the market, the 

companies will have to obtain special certificates for the purpose of exercising proper control 

over the pawnbrokers’ operations
106

.   

Draft federal law № 811683–6 “On making amendments to individual legislative acts of the 

Russian Federation in regard to imposing a ban on advertising services associated with issuing 

consumer credit or loan” was introduced in the State Duma of the Russian Federation on 

09.06.2015. This draft law proposes to ban advertising of services associated with credit/loan 

issue, use and repayment. The authors of this draft law believe that the consequences of adopting 

this draft law will be fewer lawsuits over defaulted loans, enhanced social responsibility of the 

citizens, and their strengthened financial independence. The draft law is under consideration (as 

of 25.02.2016). 

Nevertheless the RF Government has already given negative feedback on this draft law, 

arguing that adopting the proposed changes may significantly abridge the citizens’ rights to 

information on financial services. 

                                                      
105 Unified State Register of Legal Entities // Official website of the Federal Tax Service of Russia https://egrul.nalog.ru. 
106 “Central Bank is preparing an all-Russia appraisal of pawnbrokers” // Izvestiya newspaper’s website http://izvestia.ru . 

02.03.2015. 
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In 2015, Russia’s financial market demonstrated high volatility caused by both 

the internal and the external causes. Apart from legislative recognition of 

regulation of financial services that emerged earlier, a need arose to change 

regulatory framework due to fast-changing conditions for the functioning of 

various sectors of financial market, associated, among other things, with the 

sanctions imposed by a number of countries as well as with the anticipated economic 

recession. In this context, financial consumer protection assumed a new meaning. To 

ensure consistency of consumer protection on a dynamically changing financial services 

market, it is necessary to establish powers associated with the assessment of quality of 

newly emerging financial services provided to a wide circle of financial market consumers, 

with the rules established by consumer protection legislation to be later applied to the 

respective relationships as well as defining the powers of the Supervisory authorities in 

order to avoid duplication of functions and redundancy of administrative pressure on 

business.  
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3. International Cooperation and High-Level Principles on Financial Consumer 

Protection 

This section of the Report provides the analysis and appraisal of international activities on 

strengthening of financial consumer protection, including a role and place of Rospotrebnadzor in 

this process. The first subsection describes the UN activities under financial consumer protection 

in 2015, the second subsection covers financial consumer protection-related activities of 

Organization for Economic Co-operation and Development (OECD); the third – the aspects of 

development of activities of the Eurasian Economic Union; the forth – questions of development 

of activities of the Commonwealth of Independent States; the fifth – Rospotrebnadzor’s 

cooperation with international organizations on financial consumer protection. 

3.1. The evolution of UN activities in financial consumer protection 

The United Nations Guidelines for Consumer Protection (the Guidelines) were adopted by the 

General Assembly of the United Nations in 1985. Until 2015 the Guidelines were applied as 

expanded in 1999. 

They contained physical safety, promotion and protection of the economic interests of 

consumers, standards for the safety and quality of consumer goods and services, distribution 

facilities for essential consumer goods and services, measures enabling consumers to obtain 

redress, education and information programmes, promotion of sustainable consumption. Besides, 

a special section was devoted to measures relating to specific areas. 

In 2013 the United Nations Conference on Trade and Development (UNCTAD) revised and 

amplified the Guidelines with electronic commerce and financial services issues
107

. 

On January 22-23, 2015 the Ad-Hoc Expert Meeting on Consumer Protection was conducted 

in Geneva
108

. Representatives of more than 50 countries, intergovernmental and non-

governmental organisations, including Consumers International (CI), participated in the Meeting 

(Russia was represented by Rospotrebnadzor). Experts discussed the Report on the Modalities 

for the Revision of the United Nations Guidelines on Consumer Protection and the Draft 

Resolution for Consideration by the General Assembly which revealed a need to renew several 

principles of the Guidelines despite their enforcement and efficiency. For example, participants 

of the Meeting pointed out the importance of further discussion of such questions as electronic 

commerce, financial services, data protection and international issues of consumer protection. 

Some experts called for the creation of an international machinery within UNCTAD for 

consumer protection (support of the Russian Federation was nobly welcomed). 

Many delegations highly estimated the Report and the work of UNCTAD in proposing the 

Draft Resolution. Since the revision of the UNGCP in 1999 the consumer market place has 

undergone profound developments of internet which had a direct impact on consumers. The 

world consumer market consolidation revealed problems of data privacy in various services. 

Most of experts advocated for creating international organisation to discuss consumer protection, 

because such forum has not yet existed. At the same time many UN Members have no 

opportunity to take part in discussions under the OECD activity. Nevertheless some delegations 

believe that the structure should be similar to the Intergovernmental Group of Experts on 

Competition Law and Policy. Several delegations highlighted the need to consider the budgetary 

implications of the proposed body and to consult for the best institutional arrangement. It was 

also offered to create a United Nations Commission on Consumer Protection or a separate 

international organisation. 

                                                      
107 Implementation Report on the United Nations Guidelines On the Protection of Consumer Rights (1985–2013). 
108 Official website of UNCTAD http://unctad.org. 
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Delegates approved the annex to the Draft Resolution containing Report conclusions. One 

delegation stressed an issue of data privacy; therefore the section was not included in the revised 

Guidelines. The other delegation marked that data privacy has a great influence on consumer 

protection and many developing countries should address it. Financial consumer protection was 

also considered by many experts as particularly relevant to the revision process. 

The Report differentiated general questions concerned with all Guidelines and questions of 

definite sections such as financial commerce, financial services, data protection, etc. General 

issues referred to definitions and scope of application, principles of good business practices and 

consumer complaints. Terms and scope of application defined an idea and legal framework for a 

term “consumer” and eliminating special categories of consumers (“vulnerable and disadvantage 

consumers”) who need additional protection including mechanisms of public preferences. 

CI proposed the amendments to the Guidelines. In particular they proposed to recognize 

March 15 as a World Consumer Rights Day which is widely observed world-wide. 

In 2015 UNCTAD published a text of the Resolution on Consumer Protection providing 

amendments to the Guidelines for Consumer Protection. Along with changing of current 

principles, new provisions on consumer protection were included. “Governments” were changed 

for “Member States”. Guidelines were supplemented with a new section “Scope of application” 

which defined the Guidelines to be applied to all B2C
109

 works and services, including services 

by State-owned enterprises. For the purposes of the Guidelines consumer protection system 

includes legal frameworks, procedures, mechanisms and programmes of the Member States, 

sectoral standards and recommendations on consumer protection. Changes also touched on the 

term “consumer”. A consumer is a natural person, regardless of nationality, acting in personal or 

family interests. At the same time each Member State may adopt its own definition taking into 

account national requirements. A number of principles has reached 10 (increased by 3 principles) 

(Figure 3.1). 

Figure 3.1. UN Guidelines for Consumer Protection 
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A new section “Principles for Good Business Practices” reflected specific features of 

commerce including on-line transactions was added. It contains the following: 

 Fair and equitable treatment. Businesses should deal fairly and honestly with 

consumers, so that it is an integral part of the business culture. Businesses should 

avoid unfair practices especially regarding vulnerable and disadvantaged consumers. 

 Commercial behaviour. Providers of goods and services should not use illegal, 

discriminatory or deceptive practices during the work with consumers, because it may 

                                                      
109 Business to Consumer. 
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pose unnecessary risks or harm consumers. 

 Disclosure and transparency. Providers of goods and services should provide 

complete, not misleading information regarding the goods and services, terms, 

conditions, applicable fees and final costs to enable consumers to take informed 

decisions. The mentioned above information should be in open access. 

 Education and awareness-raising. Providers of goods and services should work out 

programmes and mechanisms for developing consumer’s knowledge and skills, 

including financial literacy, necessary to understand risks, including financial risks, to 

take informed decisions. 

 Protection of privacy. Providers of goods and services should protect consumer data 

through control, and specially developed mechanisms relating to personal data 

security. 

 Consumer complaints and disputes. Providers of goods and services should make 

terms for available complaints-handling mechanisms that provide consumers with fast, 

accessible, fair, transparent, inexpensive dispute resolution. They should consider 

domestic and international standards as well as alternative dispute resolution 

mechanisms.  

For reference: the following changes were made in the “General Principles”:  

 access by consumers to essential goods and services (proposed by CI);  

 protection of vulnerable and disadvantaged consumers;  

 availability of effective consumer dispute resolution and redress;  

 providing the same level of protection for consumers using electronic commerce that is afforded in 
other forms of commerce; 

 protection of consumer privacy (proposed by CI) and global free flow of information. 

The Guidelines were supplemented with a section A “National policies for consumer 

protection”. This section revealed main duties of each state to establish consumer protection 

standards that encourage: 

 good business practices; 

 clear and timely information for consumers and regulatory authorities which may 

include information on license, its legal name and trade name, geographic address, 

website, e-mail address telephone number and other means of contact; 

 clear and timely information regarding the goods or services offered by businesses and 

the terms and conditions of the relevant transaction; 

 transparent process for the confirmation, cancellation, return and refund of 

transactions;  

 clear, concise and easy to understand contract terms that are not unfair;  

 secure payment mechanisms;  

 affordable and speedy dispute resolution and redress;  

 consumer privacy and data security;  

 consumer and provider education. 
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Besides, a Member State should guarantee that consumer protection enforcement agencies 

have the necessary human and financial resources to promote effective compliance and to obtain 

or facilitate redress for consumers in appropriate cases. This amendment was rather disputable 

under the OECD Committee on Consumer Policy discussion activity. Including of this 

amendment in the Guidelines provides progress in consumer protection efficiency rising at the 

state level of the UN Member States. 

Principle “Promotion and protection of the economic interests of consumers” was 

supplemented with a paragraph that Member States should ensure that their consumer protection 

policies are not used to protect domestic businesses from competition and applied fairly. This 

article affirms suppression of “consumer extremism” and depletion of consumerism ideas. 

Principle “Measures enabling consumers to obtain redress” was renames as “Dispute 

resolution and redress” and supplemented with the following statements. Member States should 

encourage the development of fair, effective, transparent, independent and impartial mechanisms 

to address consumer complaints through administrative, judicial and alternative dispute 

resolution, including international cases. Special attention should be paid to vulnerable and 

disadvantaged consumers. Member States should provide consumers with access to remedies 

that do not impose a cost, delay and at the same time do not burdensome for society and 

providers of goods and services. 

Availability of dispute resolution and redress mechanisms should be enhanced, particularly in 

international cases. Member States should ensure that collective resolution procedures are fast, 

transparent, easy to understand, inexpensive and accessible to both consumers and providers, 

including bankruptcy and over indebtedness cases. It should be mentioned that bankruptcy 

amendments were initiated by the Russian Federation. Member States should cooperate with 

providers and consumer groups to avoid further conflicts, to understand how to provide available 

dispute resolution and redress mechanisms for consumers as well as process of filing complaints. 

Principle “Education and information programmes” was attached with education programmes 

on electronic commerce and financial services. 

A new added principle “Electronic commerce” has a simple idea: a level of consumer 

protection for electronic commerce should be not less than for traditional commerce. Member 

States should enhance consumer data protection used in electronic transactions, develop effective 

and transparent consumer protection system concerned with this sphere. Member States can, 

where appropriate, review existing consumer protection policies, to bring to conformity with 

legal framework, to inform consumers and providers of goods and services about their rights and 

obligations in the digital marketplace. Member States can consider international principles and 

standards on electronic commerce and use them in practice. For example, they can study the 

OECD Guidelines for Consumer Protection in the Context of Electronic Commerce. 

CI offered to extend “Electronic commerce” by including mobile payments and consumer 

protection in the context of digital products. However, these statements were not adopted in the 

final Draft Report as a circulation of digital products may deals with intellectual property aspects 

which require careful consideration, including consequences of the spread of consumer 

protection for intellectual property rights
110

. Above all, CI proposed to supplement the principle 

with aspects concern with remittances, guarantees on bank deposits, financial inclusion, mobile 

payments and responsible lending. 

In a new version of the Guidelines “Financial services” makes provision that Member States 

should establish financial consumer protection regulatory policies, define oversight bodies and 

create control and insurance mechanisms to protect assets of consumers, including deposits. 

                                                      
110 In the Russian Federation the Law “On the Protection of Consumer Rights” applies only to civil circulation of goods, works 

and services. Question of partial dissemination of consumer protection to legal relations in the sphere of intellectual property 

discussed is under discussion. 
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Member States should develop financial literacy strategies. They should promote proper 

disclosure; ensure that financial institutions are also responsible and accountable for the actions 

of their authorized agents. Financial services providers should have a position paper on conflict 

of interest to detect potential conflicts of interest. In case of a conflict of interest between the 

provider and a third party a consumer should be informed to avoid potential damage. Member 

States should provide responsible business conduct of providers and their authorized agents, 

including responsible lending and the sale of products that are suitable to the consumer’s needs 

and means. Member States should protect consumer financial data, including from fraud and 

abuse. Member States should create legal framework promoting cost efficiency and transparency 

for remittances. Accordingly consumers receive clear information on prices, exchange rates, all 

fees and any other costs associated with the money transfers. Member States should adopt 

measures to reinforce and integrate financial inclusion, financial education and consumer 

protection when using financial services. Member States may study and, if necessary, use the 

High-level Principles on Financial Consumer Protection of the Organization for Economic 

Cooperation and Development and the Group of 20, the Principles for Innovative Financial 

Inclusion of the Group of 20 and the Good Practices for Financial Consumer Protection of the 

World Bank in a national regulatory framework. 

“International cooperation” has also been changed. In a new version member States should 

strengthen cooperation in fighting against fraud and misleading international commercial 

practice. Consumer protection bodies should try to resolve problems arising from international 

cooperation. Member States and consumer protection bodies should use existing international 

networks as well as other inter-governmental initiatives to implement the Guidelines. It is 

recommended to sign bilateral and multilateral agreements on consumer protection. 

According to the revised Guidelines Member States should arrange the framework to make 

consumer protection bodies play a leading role in developing the legal framework for combating 

fraudulent and deceptive commercial practices of providers of goods and services. Member 

States are invited to designate a consumer protection body or a consumer protection policy 

agency to act as a contact point to facilitate cooperation under these Guidelines. Member States 

should provide their consumer protection bodies with the authority to investigate and pursue 

matters relating to fraudulent and deceptive commercial practices affecting consumers. That 

authority should extend to cooperation with foreign consumer protection bodies and other 

appropriate foreign counterparts. 

Member States should consider participating in multilateral and bilateral arrangements to 

improve international judicial and inter-agency cooperation in the recovery of foreign assets and 

the enforcement of decisions in cross-border cases. Member States may use relevant 

international guidelines and standards on protecting consumers from fraudulent and deceptive 

cross-border transactions. For example, the Guidelines for Protecting Consumers from 

Fraudulent and Deceptive Commercial Practices across Borders of the Organization for 

Economic Cooperation and Development. 

Also a new section “International institutional machinery” was added. It consists of 

institutional mechanisms, function of the Intergovernmental Group of Experts on Consumer 

Protection Law and Policy. The Intergovernmental Group of Experts on Consumer Protection 

Law and Policy that is a basis of the international consumer protection machinery will be 

established under the Trade and Development Commission of UNCTAD. 

For reference: the Intergovernmental Group of Experts on Consumer Protection Law and Policy should 
implement the following functions: 

 to provide an annual forum for multilateral consultations, discussion and exchange of views 
between Member States on issues related to the Guidelines, their implementation and the experience 
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of using them; 

 to undertake studies and research on the Guidelines issues and disseminate them among Member 
States, exchange of experience and improving the Guidelines; 

 to conduct expert reviews of national consumer protection policies of Member States; 

 to collect and disseminate information on the Guidelines and on the appropriate steps Member 
States have taken at the national or regional levels to promote effective implementation of their 
objectives and principles; 

 to provide technical assistance to developing countries in transition, formulating and enforcing 
consumer protection laws; 

 to consider relevant documentation, studies and reports from relevant organizations of the United 
Nations system, international organizations and networks, to exchange  work programmes and 
consultations; 

 to cooperate in the provision of technical assistance and in the defining of work projects for 
experience exchange; 

 to make recommendations and reports on the consumer protection policies of Member States, 
including implementation of the Guidelines; 

 to report and operate between and to the United Nations Conference to Review All Aspects of the 
Set of Multilaterally Agreed Equitable Principles and Rules for the Control of Restrictive Business 
Practices; 

 to review periodically the Guidelines according to mandates of the United Nations Conference to 
Review All Aspects of the Set of Multilaterally Agreed Equitable Principles and Rules for the 
Control of Restrictive Business Practices; 

 to establish procedures and methods to carry out the Intergovernmental Group mandate. 

In the performance of its functions, neither the Intergovernmental Group nor its subsidiary 

organs shall judge activities or conduct of individual Member States or transactions of individual 

enterprises. The Intergovernmental Group and its subsidiary organs should not be involved in 

disputes of enterprises making certain transaction. The Intergovernmental Group should establish 

procedures which may be used during activities related to confidentiality. 

CI and the Russian Federation supported a creation of the Intergovernmental Group and voted 

for mandating the Commission on consumer protection under the UN. 

In June 2015 seven Middle East and Northern Africa countries conducted a regional 

workshop on consumer protection. High-ranking representatives of government ministries, 

regulators, judiciary, science, private sector and consumer associations took part in the 

workshop
111

. Participants discussed experiences of enforcing competition and consumer 

protection laws, activities of interested organisations, international cooperation and problems in 

this sphere.  

Special attention was paid to a process of inclusion women in the economy in particular in 

consumer protection and competition matters. 

As a woman as a consumer is abused in rights (not in laws but in customs and traditions), she 

should be provided with equal rights at both national and regional levels. 

                                                      
111 Official website of UNCTAD http://unctad.org. 
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By the end of the workshop the UNCTAD will issue a Report as well as a plan of regional 

activities. 

On the 20th Consumers International Word Congress held in November 2015 in Brazil, the 

main problems for discussion were issues on the implementation of the Guidelines and 

discussion of the revised Guidelines on the General Assembly
112

. The event was attended by 

more than 700 delegates from governments, private sector and CI members. 

During the discussion participants noted a change of interconnection between governmental 

agencies for consumer protection and providers of goods and services. Misunderstanding served 

as a basis for cooperation. Collective work among all relevant stakeholders in revising the UN 

Guidelines for Consumer Protection was also mentioned. Participants hoped that UNCTAD will 

provide multilateral efforts for a more coordinated global consumer protection system making 

sustainable growth. 

It was also noted that one of the most expected events was a creation of the Intergovernmental 

Group of Experts on Consumer Protection Law and Policy. The main perspective revealed in a 

long overdue emergence of a special institute focused on the problems of consumers all over the 

world, including cross-border deceptive practices, double standards and inadequate redress 

mechanisms. 

Marking successful activities of the Intergovernmental Group of Experts on Competition 

participants of the Congress hoped that the Intergovernmental Group of Experts on Competition 

would be a good platform for the exchange of best practices, national legislation building and 

conducting of voluntary different reviews. Participant of the Congress came to the conclusion on 

the need to ensure that consumer groups and business are involved in building a global system 

on consumer protection. By the end they mentioned the need for more detail reflection and 

research on the issue of consumer protection in order to solve current and future problems. 

On the 70th session of the UN General Assembly the Economic and Financial Committee 

approved the Resolution on consumer protection in November 2015. The Resolution provided 

the revised UN Guidelines for Consumer Protection. Adaptation became possible due to joint 

actions of Russia, France, the European Union, Brazil and Peru.  

On December 22, 2015 the UN General Assembly adopted the revised UN Guidelines for 

Consumer Protection that should made a basis for more close international cooperation of 

Member States in a consumer’s interest. 

A new version of the Guidelines makes provision for creating the Intergovernmental Group of 

Experts on Consumer Protection Law and Policy. A transient period is supposed to take 2 years. 

According to the order of the Government of the Russian Federation Rospotrebnadzor has 

implemented activities on the Russian Federation participation in the Intergovernmental Group 

since 2015. On this purpose a working interdepartmental group of federal executive authorities 

was formed (Rospotrebnadzor, MFA of Russia, Ministry of Economic Development of the 

Russian Federation, FAS Russia etc.). 

3.2. Development of Organisation of Economic Cooperation and Development activities 

On the G20 summit held in Antalya on November 15-16, 2015, G20 Leaders stressed the 

need to cooperate with all stakeholders of financial market to involve low-income people as 

providers and consumers. In the final Communiqué Leaders were working for sustainability of 

financial inclusion by helping to open up access to such financial services as payments, savings, 

credit. 

G20 National Remittance Plan developed in 2015 provides concrete actions towards reducing 

the global average cost of transferring remittances to 5%. In consequence of this people with low 

                                                      
112 Official website of the OECD http://www.oecd.org. 
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income will have the opportunity to make transactions on financial markets. G20 Leaders also 

welcome activities of the Global Partnership for Financial Inclusion (GPFI) in this sphere. 

G20 Leaders sent a request to Financial Stability Board to define jointly with the World Bank 

and stakeholders a scale of withdrawal of funds by correspondent banking transactions, its 

influence on financial inclusion and possible responses
113

. 

Two months before the Summit Responsible Finance Forum took place where participants 

discussed digital finance issues for low-income customers. Forum provides unique possibility to 

discuss financial capability programmes and consumer protection measures enhancing 

responsible using of digital finance channels for 2 mln consumers excluded from financial 

services. Also there is a tendency for increasing risks of digital finance. The main goal of the 

Forum is to clarify a nature of risks for vulnerable consumers, as well as to make efforts to 

reduce emerging risks. 

Under the Forum the latest research in providing financial services for vulnerable consumers, 

involvement of financial service providers and legislators in working to improve standards to 

increase the availability of financial services were presented. Further responsibilities of 

stakeholders to explore further ways to promote and make accessible digital financial services 

for all consumers were defined. Experts presented new approaches to the distribution of financial 

services, as well as other aspects of financial capability. Digital financial services have a great 

advantage in comparison with cash payments because they are more transparent for consumers, 

more youth-friendly and provide better protection of interests of citizens with proper 

regulation
114

. 

In September 2015, the OECD issued a report to the Ministers of Finance and heads of 

Central banks of the group of twenty On effective principles to support the implementation of 

high-level Principles of the group of twenty/OECD on long-term Finance for institutional 

investors" (Summary Report On Effective Approaches to Support Implementation of the 

G20/OECD High–Level Principles on Long–Term Investment Financing by Institutional 

Investors). One of the issues in the report was the principle of financial education and awareness, 

as well as consumer protection. Protection of the rights of consumers of financial services should 

be an integral part of the legislative, regulatory and Supervisory framework. It must reflect the 

diversity of national circumstances, global markets and development regulations of the financial 

sector. 

In September 2015 OECD issued the Summary Report on Effective Approaches to Support 

Implementation of the G20/OECD High-Level Principles on Long-Term Investment Financing 

by Institutional Investors
115

. One of the issues of the Report was a principle of financial 

education, awareness and consumer protection. Financial consumer protection should be an 

integral part of legal, regulatory and supervision framework. It should reflect the diversity of 

national circumstances and global market and regulatory framework of the financial sector. 

Regulation should reflect characteristics, type, and variety of financial products and 

consumers, their rights and responsibilities and be responsive to new services, technologies and 

delivery mechanisms. Besides, regulation and supervision of financial services providers and 

authorised agents as well relevant service providers as should be implemented taking into 

account sector specific features. 

Interested non-governmental stakeholders, including industry and consumer unions and 

professional bodies, should be consulted when regulations are changed. All interested parties 

should be involved in a process of financial education. Consumers should be easy accessed to 

clear information on consumer protection and responsibilities. 

                                                      
113 G20 Leaders’ Communiqué, Antalya Summit, 15-16 №vember 2015 // Official website of GPFI http://gpfi.org. 
114 Official website of G20 // http://www.g20.org. 
115 Official website of CGAP // http://www.cgap.org. 
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 Mechanisms should be created to help existing and future consumers develop the knowledge 

and skills, understand existing risks, including financial risks, make informed decisions, as well 

as take effective actions to improve their own financial well-being. The provision of based 

financial education and information to deepen consumer financial knowledge, especially for 

vulnerable groups. Taking into account national features, financial education should be 

encouraged as part of a wider financial consumer protection and education promotion. 

Financial education should guide consumers at an early age. Special attention should be paid 

to vulnerable groups of consumers. It is necessary that all interested parties should implement 

international principles and guidelines on financial education developed by the International 

Network on Financial Education (INFE). 

Regulation for financial inclusion and financial consumer protection 

Common effective approaches. Governments ensure that regulated entities follow consumer 

protection rules. Rules are under legislation and assist organisations in following codes of 

conduct and realization of best practices in this sphere. 

Governments incorporate provisions on financial consumer protection and financial education 

in regulatory and supervisory framework of institutional investors. They adopt measures for 

insurers and pension funds when dealing with clients to protect investors and monitor 

developments in retail finance to identify risks of activities performed by market participants and 

financial services offered. 

Innovative effective approaches. Governments adopt financial inclusion strategies which 

combine strategy and action plan which include all financial services and all categories of 

population paying attention to schoolboys, students, women and disadvantage groups of 

population. Besides, they may add provisions on access to financial services and banking to 

financial, consumer, payment and investment codes. 

Financial education strategies 

Governments develop national strategies for financial education which cover all stakeholders. 

They contain priorities of development, roadmaps and guidelines for their implementation. 

Governments support initiatives on developing financial education including lessons of 

financial literacy in schools. Thus financial literacy of population starts building from an early 

age, financial competences for long-term investments rises. 

Common effective approaches. Governments develop financial education programmes 

including long-term savings and investments, life insurance and private pensions. Topics include 

information about risks, advantages and disadvantages, costs, potential frauds, help with redress. 

Governments provide information and instruction on long-term savings and investments 

through seminars and workshops, websites (including online calculators and comparison tables), 

printed materials and special activities. 

Governments can partner with private and not-for-profit stakeholders in issues of financial 

education and coordinate activities in the sphere (according to the OECD/INFE 2014 Guidelines 

on Private and Non-For Profit Stakeholders in Financial Education). Also they can create 

programmes on long-term savings and investments depending on consumer groups. 

Innovative effective approaches. Governments ensure that pension information may available 

to citizens at public and private pension funds according to established procedure. 

In March 2015 OECD along with INFE supplemented the Toolkit for Measuring Financial 

Literacy and Financial Inclusion. Indicators contain guidelines, questions of financial behaviour, 

habits and knowledge which characterize a level of financial literacy and inclusion. Additional 

questions allow to extract more detailed information on the financial purposes and methods of 
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fraud. Annexes contain information on conducting online research and instruction for 

interviewers. In addition, the document contains a checklist when providing information. 

Questions are designed to compare different countries. They include data about behavior, 

habits and financial knowledge of adults, a process of selecting financial services and long-term 

financial planning, awareness on financial services, a level of financial well-being and socio–

demographic information. 

In 2015 OECD along with INFE issued Core Competencies Framework on Financial Literacy 

for Youth containing recommendations for young people between the ages of 15 and 18. It is 

quite flexible and can be adapted to special features of a particular country, taking into account 

national culture and a level of financial literacy of a young generation. The document is not a 

curriculum, it only reveals approaches to the financial education of young people. 

The document consists of two sections and two annexes. The first section covers objectives, 

scope of application, main problems and ways of their solution. In addition, it describes major 

components of financial education system for young people. The second section involves 

directly the Core Competencies on Financial Literacy for Young People. Annex 1 provides an 

overview of a work carried out by financial education programmes for youth and students. The 

application also includes information on additional resources pertaining to this subject. Annex 2 

analyzes how the experience of the International programme on assessment of educational 

achievements of students in the area of financial literacy (PISA) and a subsequent analysis of the 

data contributed to the development of the Core Competencies. 

Main questions of the Core Competencies can be named as providing of consistency, 

comparability, simplicity and special features of financial services in each country. The key 

components of the document are: 

 addressing the needs of young people; 

 relevant across different learning environments;  

 building on basic foundation skills; 

 supporting employment; 

 identifying different levels of competency. 

During 2015 the International Conference on Digital Economy 2016 was prepared. Within 

this activity, the OECD Committee on Consumer Policy has made the revision of the OECD 

Guidelines for Consumer Protection in the Context of Electronic Commerce 1999 as a major 

issue of 2015. 

Valid  in 2015 edition of the Recommendations did not take into account changes of the last 

decade associated with the increasing role of the Internet, and thus could not fully ensure 

interests of consumers. In addition, attention was paid to the features of perspective development 

of P2P transactions. These deals are often used by participants in commercial and non-

commercial intermediation of online platforms such as eBay, Amazon, Uber, Airbnb, etc. 

On the 90 session of the OECD Committee on Consumer Policy, held on October 19-21, 

2015, a final version of the revised Recommendations became one of the most keenly debated 

issues. The Russian Federation, which has been a part of a working group of the Committee on 

the preparation of the document since 2014, took an active part in a relevant work. A new 

version of Recommendations was developed based on and in conjunction with the revision of the 

UN Guidelines for Consumer Protection.  

Revised Recommendations of the OECD Guidelines for Consumer Protection in the Context 

of Electronic Commerce 1999 were approved in March 2016. 
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3.3. Development of activities of Eurasian Economic Union 

The Eurasian Economic Union (EAEU) is an international organization for regional economic 

integration. The goal of the EAEU is to provide conditions for stable economic development of 

Member States, to produce the united market of goods, services, capital and manpower as well as 

to modernize, cooperate and increase international competition of national economies under 

globalization.  The Agreement anticipates 4 freedoms: freedom of goods, services and capital 

movement. 

For reference: the Eurasian Economic Community (EurAsEC) was established in 2000, within the 
EurAsEC the Customs Union was initiated in 2010 and in 2012 the Single Economic Space (single market) 
started working. The creation of the EAEU was the final phase of economic integration of the Russian 
Federation, the Republic of Belarus and the Republic of Kazakhstan on 29.05.2014. The Agreement became 
effective on 01.01.2015. On 02.01.2015 the Republic of Armenia became a member of the EAEU. The 
Republic of Kyrgyzstan became a member of the EAEU on 12.08.2015. 

According to Chapter 12 of the EAEU Agreement citizens of the Member State and other persons living on 
its territory have the same rights on consumer protection on the territory of other Member States as citizens 
of these Member States do. They have a right to apply to government and public organizations for consumer 
protection and to courts. According to the financial consumer protection policy consumers, public authorities 
and consumer unions are provided with reliable and efficient information about products (works, services), 
providers (sellers, executors) as well as information about financial literacy and consumer sense of justice, 
awareness on implementation of their rights and interests. Special attention is paid to programmes of 
consumer literacy as an integral part of people’s education in Member States. 

On the international economic forum “Integration - new opportunities and ways to overcome 

a recession” held in March 2015, Minister in charge of economy and financial policy suggested 

establishing a Financial Stability Council within the Eurasian Economic Union. It should be 

mentioned that global experience shows financial stability analysis, interconnection between 

supervisory and regulatory bodies, conduction of agreed macroeconomic policy are implemented 

by financial stability boards. The most known examples of such boards are the G20 Financial 

Stability Board and European Union's Council of Economy and Finance Ministers. 

According to ministers the main Council’s goal is to coordinate macroeconomic, currency, 

monetary, tax and budget policy. Besides, the Council will monitor actions taken by national 

governments and elaborate recommendations on this sphere. It’s planned that the Council will 

report to the Supreme Eurasian Economic Council. According to the minister “the activity of this 

Council will aid in developing solutions to eliminate the negative impact of economic crisis in 

the EAEU states and creating conditions for their sustainable development. On the platform of 

this body, an effective cooperation can be ensured”. 

Financial Stability Board should become an advisory and coordination body to ensure 

integration of financial and economic activities, providing macroeconomic stability and financial 

markets development. Also it should possess additional functions than those of national  

financial stability councils. It should include  representatives of the Eurasian Economic 

Commission (EEC) as well as of national financial ministries and economies. 

For reference: the Council will have the following functions: 

- discovery and analysis of the risks in the financial systems and economies of Member States; 

- ensuring coordination of activities and mutual consultations on key aspects of national financial and 
economic policy of Member States (change of rates in monetary and loan market; significant fluctuations of 
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national currencies' exchange rates; meaningful reforms in national regimes of currency regulation; fiscal and 
budgetary policy); 

 - designing agreed measures to prevent crisis phenomena in case the member states might fail to comply with 
quantitative values of macroeconomic indices determining the sustainability of economic growth provided 
for by the Treaty on the EAEU; 

 - coordination and mutual consulting within developing key documents in the financial sphere, discussions 
of the key changes to the national legislations. 

In April 2015 on the session of the Advisory Committee for Financial Markets a decision on 

including standards on harmonization in financial sector of the EAEU Member States on the 

basis of international standards and the best international practice in the Treaty was adopted. 

Documents of the Basel Committee on Banking Supervision are for banks, documents of the 

International Association of Insurance Supervisors are for insurance companies, documents of 

the International Organisation of Securities Commissions are for securities companies. 

During the session the work progress on preparing the Agreement on requirements to the 

financial markets activity and plan of harmonization of the legislation of the Common Economic 

Space Member States in the financial sector was discussed. Besides, the Protocol on Accession 

of the Government of the Republic of Armenia and the Central Bank of the Republic of Armenia 

to the Agreement on information exchange including the confidential information in the financial 

sector in order to create financial market conditions for free movement of capital as of 

23.12.2014 was presented. 

The important issue was discussion a new third party car insurance product in the Eurasian 

Economic Union (EAEU) Member States and also the prospects and opportunities of creating a 

reinsurance pool
116

 of the EAEU Member States. Also cooperation prospects on exchange of 

data comprising credit records between Member States were examined. 

On the session held on 25.05. 2015 a decision to establish a Consumer Rights Protection 

Consultative Committee in the Eurasian Economic Union Member States was made and the 

Regulation on this Committee was approved. The decision was taken according to the Treaty 

requirements.  The Committee will become an advisory body of the Commission to Pursue 

Agreed Policy in Consumer Rights Protection of Member States. This policy will be aimed to 

create equal conditions for consumer protection against unfair activity of economic entities 

within Member States, and to prepare recommendations for the EEC on the application of 

measures to improve effective interaction between authorized bodies in this sphere, etc. 

Until the adoption of a relevant decision by the Supreme Eurasian Economic Council, powers 

of the Chairman of the Consultative Committee are assigned to the Member of the Board, 

Minister in charge of Technical Regulation of the EEC. 

On 28.09.2015 the Board adopted a list of the Consumer Rights Protection Consultative 

Committee in the Eurasian Economic Union Member States. The Committee involves executives 

of authorised bodies as well as representatives of business community of Member States. It 

consists of more than 20 persons. 

For reference: the Committee will have the following functions: 

- advising on creation of the common approaches to conduct coordinated policy in the field of consumer 

                                                      
116 Reinsurance pool is an assessment of a financial ability of a reinsurer or insurer to accept the risk to reinsurance. In a 

reinsurance Treaty reinsurance capacity means the maximum amount, within which a reinsurer will be required to pay to an 

insurer attributable to his share of losses. In a macroeco№mic point of view, capacity reflects total resources of a reinsurance 

market. 
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rights protection; 

- preparation of proposals on interaction of authorized bodies in consumer protection; 

- preparation of proposals on draft recommendations of the Commission for the Member States in consumer 
protection; 

- consideration of other issues concerning consumer protection through consultations117. 

On the session held on 12.10.2015 the EEC Board approved the Draft Agreement on the 

Requirements for the Implementation of Operations in the Financial Markets providing 

harmonization of the legislation of the EAEU Member States in the financial sphere. The 

document was directed to Member States for inter-state adjustment. The agreement allows to 

create a united financial market within the EAEU, ensuring mutual recognition of licenses for 

carrying out various operations in banking, insurance sector, stock market. It shall create the 

basis for free access of Member States to financial markets. Further harmonization will enable a 

free flow of financial services and capital. A process of harmonization will be completed by 

01.01.2025. 

A process of harmonization of financial legislation concerns financial consumer protection 

(Art.1 of the Treaty) that will create unified rules of financial behaviour for citizens in each 

Member State. 

In October 2015 at the regular session of the Advisory Committee on Financial Markets in 

Minsk a Draft Concept of the Agreement on Cooperation between the EAEU Member States on 

Credit History Data Exchange was adopted. The Agreement is aimed to create equal framework 

for all consumers when applying for credit services in each Member State.  

In November 2015 on the CIS International Financial and Banking Forum “Minsk Business 

Meetings” participants discussed relevant issues concerning development of the financial 

markets in the EAEU creation of the Council for Financial Stability at the level of heads of 

Ministries of Finance, Ministries of Economy and national (central) banks of the EAEU Member 

States, as well as members of the Board of the Commission. By 2025 it is planned to establish a 

supranational authority to regulate the EAEU financial market. The work will provide formation 

of a working group based on the Astana International Financial Centre which will develop 

functioning mechanism of the EAEU common financial market, including legal framework
118

. 

3.4. Development of activities of Commonwealth of Independent States 

The Commonwealth of Independent States is an intergovernmental organization established in 

1991 to provide cooperation in political, economic, ecological, humanitarian, cultural and other 

aspects. The Republic of Belarus, the Russian Federation and Ukraine made the Commonwealth 

signing the Agreement Establishing the Commonwealth of Independent States. By the beginning 

of 2016 11 countries can be defined as CIS participants (9 of them are Member States): the 

Republic of Azerbaijan, the Republic of Armenia, the Republic of Belarus, the Republic of 

Kazakhstan, the Kyrgyz Republic, the Republic of Moldova, the Russian Federation, the 

Republic of Tajikistan, Turkmenistan, the Republic of Uzbekistan, and Ukraine. Turkmenistan as 

well as Ukraine did not sign a Charter and are not Member States. However Turkmenistan has 

become an associated member since 2005. Below analysis of the most significant events in 

financial consumer protection of the CIS countries which can be found in publicly.  

One of CIS interdepartmental bodies is the CIS Consultative Council on Consumer Protection 

established in 2011 to coordinate consumer protection bodies. The Council consists of 8 member 

                                                      
117 “On the Consumer Rights Protection Consultative Committee of the Eurasian Eco№mic Union Member States” 
118 According to the official information of the Eurasian Eco№mic Commission //  http://www.eurasiancommission.org. 
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states. Council activities in financial consumer protection include financial literacy issues and 

protection of consumer interests when applying for financial services. 

On April 7-8, 2015 the 8th session of the Consultative Council was conducted. The agenda 

provided an issue on participating in the process of the UN Guidelines for Consumer Protection 

revising. One of the key decisions was adoption of a Draft Report “On raising financial literacy 

and developing financial education in the CIS countries”. At the meeting it was also decided that 

representatives of the Russian Federation will inform the Council about results of creating 

national system of payment cards. In addition, it was decided to determine CIS activities, 

scheduled for 2015, which will allow to strengthen cooperation with specialized international 

bodies of the UN
119

. 

The 9th the Consultative Council meeting took place on 26.11.2015, it was attended by  

representatives of the Republic of Belarus, the Republic of Kazakhstan, Kyrgyz Republic, 

Moldova, the Russian Federation and the Republic of Tajikistan, including consumer 

associations. Distinct attention was paid to a new revision of the UN Guidelines for Consumer 

Protection. Besides, results of creation of a national system of payment cards in the Russian 

Federation were presented. Representatives of the Republic of Belarus had the opportunity to 

share results of a first experience of application of mandatory rules of the “zero liability” of a 

Bank card user. In addition to the above issues materials on the national payment systems of the 

Russian Federation and the Republic of Belarus were presented
120

.  

It was particularly noted a decision of the Council of CIS heads of governments, held on 

30.10.2015 in Tajikistan, which was reviewed and received high evaluation the CIS the Report 

“On raising financial literacy and developing financial education in the CIS countries” developed 

and presented by the Consultative Council for Consumer Protection of the CIS countries.  

Earlier at the initiative of the Consultative Council raising a level of financial literacy was 

included in the agenda of the 67 session of the CIS Economic Council held on 11.09.2015. 

Following the consideration of the issue the CIS Economic Council approved the Report and 

decided to submit it for consideration by the Council of CIS Heads of Governments Consultative 

Council. 

The report was prepared on the basis of information provided by the offices of the CIS 

countries, regulating this field, and consumer associations. It was noted above that development 

of financial services markets significantly affects consumer demand and sets new challenges for 

a system a state and public consumer protection. One of the important components of forming an 

effective system of ensuring consumer rights is financial literacy, its relevance is the most acute 

during financial and economic crises. 

In recent years the CIS countries did a great job on creation, implementation and 

improvement of financial education of citizens. National strategies for financial education were 

prepared, program of financial literacy increasing were developed. Almost all countries have an 

institutional framework where interaction of the authorised state bodies, financial market 

regulators, consumer organizations is implemented. 

However, a level of financial literacy in the CIS countries and of ensuring their consumer 

rights is not yet fully meet social needs. In this regard, development of agreed approaches and 

coordination of activities of countries in financial education will contribute to improve financial 

literacy of citizens, to prevent fraud in financial services, to create effective system of financial 

consumer protection. 

It should be mentioned that the CIS Economic Council actively works in financial consumer 

                                                      
119 Protocol of the 8th session of the CIS Consultative Council On the Protection of Consumer Rights // Official web-site of the 

Inspection body for market surveillance of the Ministry of Eco№my of the Republic of Armenia http://www.prosafe.am. 
120 The official web-site of Rospotrebnadzor http://rospotrebnadzor.ru. 



73 of 185 

 

protection. Thus, in December 2015 at the 68th session the Council reviewed documents “On 

Development of Banking Regulation and Supervision in CIS countries in 2013-2015” and “On 

Insurance Market Development in CIS countries”
121

. 

At the meeting of the CIS Council of Heads of Governments held on 29.05.2015 a Plan of 

Joint Actions of the CIS Countries in Addressing Issues in Financial and Economic sphere was 

adopted. The document provides implementation of a complex of measures aimed at a financial 

sector support and development. Improving a system of banking regulation and supervision may 

be promoted by international standards developed by the Basel Committee on Banking 

Supervision
122

. 

According to the CIS Strategy of Economic Development for the period till 2020, its 

economic policy should be focused on consumer protection. A significant part of the CIS 

countries are actively working in this direction by improving financial literacy and financial 

education. 

In order to increase a level financial education the Central Bank of the 

Republic of Azerbaijan initiated a special web site of financial literacy 

www.bizimpullar.az in October 2015. It will help to increase a level of 

knowledge of  population about how to use modern financial instruments, 

thus forming a rational financial behavior and creating a culture of savings. 

The portal contains educational materials on economics and finance, an animated explanation 

of bank services and Central Bank services, economic games, virtual museum and sections for 

students. Information on the portal is also accessible from mobile devices. 

During 2015 the Central Bank conducted many activities aimed at improving the financial 

literacy, including the World Money Week (March 9-17), thematic contests among students and 

teachers (“ knowledge of life and financial literacy”, “save today, give your “tomorrow”), etc. 

The main goal of financial consumer protection is to strengthen rights of 

the Armenian citizens arising from sale of goods, works and services on 

credit as well as to improve legal and financial literacy. In addition, a 

work on the standardization a law of the Republic of Armenia “On 

consumer protection” with international standards continues
123

. 

In November 2015, a contest of youth projects “Financial literacy” organized by the First 

Youth Economic Forum “Russia and Armenia: new drivers of integration” in the framework of 

the 4th Russian–Armenian International Forum was held. Main objectives of the contest were 

promoting and enhancing financial literacy among population. Participants could be students, 

masters, post-graduate students, young scientists and specialists under 35 years old. All projects 

were represented in a nomination “Best success in financial literacy dissemination among 

population of a region”
124

. 

Since 2013 the Republic of Belarus participated in the international 

project “Global Money Week” for children and young people. In 2015 

more than 50 thousand pf children took part in the project
125

. 

                                                      
121 The CIS official web-site // http://www.e-cis.info. 
122 Information on banking regulation and supervision development in the CIS countries in 2013-12015 // The CIS official web-

site http://www.e-cis.info. 
123 A brief overview of top issues of consumer protection in the Republic of Armenia (as of 01.04.2015). Materials for the 8th 

session of the CIS Consultative Council On the Protection of Consumer Rights // Official web-site of the Inspection body for 

market surveillance of the Ministry of Eco№my of the Republic of Armenia http://www.prosafe.am. 
124 Regulation on the International Youth Contest “Financila Literacy”. The First Youth Eco№mic Forum “Russia and Armenia: 

new drivers of integration” in the framework of the 4th Russian–Armenian International Forum // The official web site of the 

International Youth Initiative http://www.eurasia-forum.ru. 
125 Dubkov S. I’d compare an issue of financial literacy raising with cycling // Informational and analytical web site Infobank.by 

http://infobank.by. 27.08.2015. 
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In September 2015 the Institute of Sociology of NAS of Belarus by order of the National Bank 

of the Republic of Belarus conducted a survey to study a level of people’s access to finance. 

According to the survey, the overall level of financial inclusion reached 98.6%, which is a few % 

higher compared to 2012. However, a share of population that does not use financial services or 

applies to financial institutions rarely, is great. Every 10th respondent does not use financial 

services; every 5th user is a base level user. Age, level of education and financial condition are 

directly dependent on a frequency of use of financial services. Younger respondents (16-25 

years) and older ones (66 and older) with unstable financial situation and low level of education 

are much less likely to resort to financial instruments in comparison with other groups of 

respondents
126

. 

The National Bank of the Republic of Belarus together with the Russian Economic School 

and the Visa company issued a Belarusian version of a book “Financial literacy” which deals 

with issues of personal finance management, budget planning, savings, credit and insurance
127

. 

In September 2015 the National Bank, the Association of Belarusian Banks and the Visa 

company held a “Week without cash”, during which representatives of the Association of 

Belarusian Banks and mass media used only the payment cards during a week. The campaign 

aimed to prepare a plan for improving use of cashless transactions in the Republic of Belarus
128

. 

The National Bank plans to create the Institute of Financial Ombudsman in the nearest future. 

Since January 1, 2015 organization of activities to increase financial literacy is defined as a 

function of the National Bank (Decree of the President of the Republic of Belarus as of 

30.06.2014 № 325). 

On the official website of the National Bank of the Republic of 

Kazakhstan there us a section for consumers of financial services. In 2015 

there were new reminders for consumers, including an insurance 

reminder, a reminder for a depositor, a reminder for a borrower: 5 steps of 

borrowing, information messages of the Bank and other information addressed to different 

categories of consumers. Information materials in an easy and understandable form demonstrate 

steps needed to made a particular financial transaction, briefly tell about financial services and 

how to avoid common mistakes. In addition, in 2015 there was a new section connected with a 

Banking Ombudsman. 

At the beginning of 2015 a first specialized social network 1ccc.kz focused on improving legal 

and financial literacy appeared. The network was created with the support of the Financial 

Academy of the Ministry of Finance of the Republic of Kazakhstan. It is planned that specialists 

of the Ministry will answer the questions of consumers in an accessible way. It is expected that 

mobile users will be able to access the system. In addition, the site will be accessed in Kazakh, 

Kyrgyz, Belarusian and Armenian
129

. 

In April – November 2015 the Home Credit Bank together with the Women Leadership Public 

Fund conducted a pilot project “Journey into the World of Finance”. About one thousand 

schoolchildren of Almaty took part in the project. More than 140 children received certificates of 

a studied financial literacy course. In continuation of a pilot program, pupils have the 

opportunity to participate in a competition on financial literacy among project schools. Next year 

it is planned to conduct the project between Kazakhstan, Russian and Belarusian 

                                                      
126 A report on the implementation of scientific and research work  “On evaluation and analysis of a population's access to 

finance in the Republic of Belarus” (approved 28.10.2015) // The Official website of the National Bank of the Republic of 

Belarus http://www.nbrb.by. 
127 NBB, Visa and RES presented a Belarusian version of a book “Financial literacy” http://www.prime-tass.by. 20.05.2015. 
128 Visa is conducting “Week without cash” // Belry№k http://www.belry№k.by. 03.09.2015. 
129 Social network for financial literacy raising has been started in the RK // 24 hours information portal Today.kz http://today.kz. 

03.04.2015. 
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schoolchildren
130

. 

In 2015 a first assessment of financial literacy was held in the Kyrgyz 

Republic. The survey involved 3 072 persons. Results showed that a level 

of assessment by population of their financial knowledge was low. The 

lowest financial level was among young respondents (18,7%) and old 

aged (18,5%). Good knowledge were among high-educated people of 35-44 years old (21%)
131

. 

In March 2015 the first full-scale Global Money Week was conducted. More than 160 events 

were held during the week. About 6,000 children participated in field lectures, quizzes, 

competitions, excursions to financial institutions, as well as open days. Representatives of the 

Central Bank also took part in the Week, held lectures on various aspects of provision of 

financial services. The Ministry of Finance, the Financial Market State Service of Regulation and 

Supervision under the Government, the Agency for Protection of Deposits, as well as a number 

of credit institutions held master classes and seminars
132

. 

In April 2015 in the framework of the “Financial literacy Project” “FINCA Bank”, CJSC 

issued a Handbook on Financial Literacy
133

. It can be used by students of universities. 

In October 2015 a Week of Savings for schoolchildren, organized by the National Bank 

jointly with the German Savings Banks Fund was held in Bishkek. Schoolchildren in four 

schools attended lectures about proper savings and accumulation of funds
134

. 

In the Republic of Moldova according to the Strategic Plan of the National 

Bank of Moldova for 2013-2017, the National Bank has set a goal of 

increasing a share of cashless payments. With the support of the European 

Fund for Southeast Europe a national campaign to promote cashless 

payments by informing the public about benefits of such payments was conducted. 

In March 2015 in the Republic of Moldova the International Week of Financial Literacy was 

held. The National Commission on Financial market met with students of several schools and 

colleges. Meetings were held with insurance, brokerages and microfinance institutions. 

In May 2015 Moldindconbank launched a “Financial Literacy Project” providing a series of 15 

TV programmes called “Lesson of financial education with Leonid Talmach” during 2 months. 

The programmes disclosed basics of rendering of banking services, practical examples of 

selecting  specific financial services were considered
135

. 

In July 2015 a “Financial Literacy for Youth Project” funded by the Catholic Relief Service was 

launched. During the project it was planned to train 120 young people who would be provided 

with practical skills of dealing with financial matters, redress and methods of communication 

with representatives of financial institutions
136

. 

In the Republic of Uzbekistan financial literacy programmes are not only 

consumers, but also for providers of financial services. In addition, 

programmes include passing of a certified exam from small-scale business 

after a five-day seminar. The programme includes “Business 

Management”, “How to receive a loan (leasing) in national and foreign currency”, “Risk 

Management of a borrower”, “Benefits of sharing credit information and pledge registry”. An 

important feature of the programme is a fact that those who pass the exam will have access to 
                                                      
130 Financial literacy since school time // News portal Kursivkz http://www.kursiv.kz. 17.11.2015. 
131 The first assessment of financial literacy in Kyrgizstan // News portal http://eurasia.kg. 27.07.2015. 
132 In Kyrgizstan  results // The official website of the National Bank of the Kyrgyz Republic http://www.nbkr.kg. 19.03.2015. 
133 Khitmatov U.S., Koychueva M.T. Financial literacy basics. – B.: KRCU, 2015. - 163 p. 

Financial literacy manual // News portal http://www.gazeta.kg. 22.05.2015. 
134 NBKR News // The Official website of the National Bank of the Kyrgyz Republic http://www.nbkr.kg. 
135 Moldindconbank increases financial literacy of Moldova businessmen // Business class http://www.businessclass.md . 

04.11.2015. 
136 Caritas Moldova starts FLY project // Charity Fund “Caritas Moldova” http://caritas.md. 
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discount financing
137

. 

In Uzbekistan the Global Money Week was also conducted. A number of banks carried out 

educational activities. Hamkorbank, together with the staff of the Prosecutor's office held a 

lecture “Role of banks in enhancing financial literacy of youth” for students of colleges. Under 

the programme a presentation on banking activities, we offer products and services was shown. 

3.5. Participation of Rospotrebnadzor in international cooperation on financial 

consumer protection  

Under the consumer protection activities Rospotrebnadzor continues to contribute in the 

international cooperation on financial consumer protection. This activity was conducted through 

participating in sessions of the CIS Consultative Council on Consumer Protection, OECD 

organisations as well as UNCTAD activities. 

In January and July 2015 representatives of Rospotrebnadzor as a part of the Russian 

Federation delegation took part in special workshops of UNCTAD experts devoted to the 

revision of the UN Guidelines for Consumer Protection. In July 2015 special meeting was held 

under the programme of the 7th
 
 UN Conference A special meeting in July was held in the 

framework of programme 7 of the UN Conference to Review All Aspects of the Set of 

Multilaterally Agreed Equitable Principles and Rules for the Control of Restrictive Business 

Practices in Geneva. 

Representatives of France, Malaysia, Brazil, Portugal, Germany, Gabon, Benin, Egypt, USA, 

Peru, Uruguay, Spain, Bulgaria, India, Italy, China, Japan, the European Union, as well as CI 

took part in the Conference. They stressed a productive work of working groups on consumer 

protection and approved a final resolution on consumer protection for consideration by the 

General Assembly of the United Nations, where the revised UN Guidelines for Consumer 

Protection should be accepted. Countries used common approaches to develop a new version of 

the Guidelines, it allowed to talk about the obvious interest of the States in its approval. 

Prepared revision of the Guidelines was welcomed by the Russian delegation. It should be 

noted that Rospotrebnadzor took an active part in the development of significant innovations and 

modifications. Separately emphasized Importance of the decision to establish an 

Intergovernmental Group of Experts on Law and Consumer Protection Policy as a special 

platform for the analysis of practice of the Guidelines implementation, their monitoring, 

exchange of relevant experiences and a basis for further work on their timely improvement. 

Rospotrebnadzor immediately expressed its willingness to work as part of the Intergovernmental 

Group according to its purposes and principles
138

. 

Rospotrebnadzor continues to participate in the work of the OECD Committee on Consumer 

Policy. 

In 2015 2 Committee meetings were held: the 89th session on April 20-22, 2015 and the 90th 

session on October 19-21, 2015, where representatives of Rospotrebnadzor showed presentations 

on consumer protection activities in Russian Federation in 2015. Information about development 

of the Draft Concept of Consumer Protection State Policy for the period till 2025 was presented, 

as well as about the initiative of a Draft Federal Law on activities of so-called aggregators of 

goods and services in the Internet. This initiative correlates with the Committee's work on 

updating the Recommendations of the OECD Guidelines for Consumer Protection in the Context 

of Electronic Commerce 1999. In addition, representatives of Rospotrebnadzor told about results 

of participation in the implementation of the “Financial Literacy and Financial Education Project 

in the Russian Federation”. 

On 11.09.2015 the head of Rospotrebnadzor, the Chairman of the CIS Consultative Council 
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on Consumer Protection  Popova A. U. submitted to the CIS Economic Council's Report “On 

raising financial literacy and developing financial education in the CIS countries”. 

She noted that a final part of the Report contained conclusions and recommendations aimed at 

ensuring integrity of approaches in addressing challenges of financial education in the CIS 

countries, increase of interstate cooperation efficiency, providing mutually beneficial partnership 

in the interest of all CIS citizens. Thus, proposed recommendations have been harmonized with 

provisions of a new version of the UN Guidelines for Consumer Protection, planned to be 

adopted in the framework of the 70th session of the UN General Assembly. 

Members of the CIS Economic Council endorsed a proposal to approve the “On raising 

financial literacy and developing financial education in the CIS countries” and to submit it for 

consideration by the CIS Council of Heads of Governments. 

In October 2015 a video conference between A. Yu. Popova, the head of Rospotrebnadzor, 

and Ju. P. da Silva, the National Secretary of the National Consumer Secretariat of the Ministry 

of Justice (Senacon), was held. Among the issues discussed at the videoconference, special 

features of financial consumer protection and financial literacy can be mentioned. During the 

videoconference, sides noted the importance of future approval of the revised UN Guidelines for 

Consumer Protection by the UN General Assembly (adopted on 22.12.2015), as both agencies 

involved in a process of development and adoption. 

A decision was made about the possibility of organizing joint seminars on mutual interest 

matters of consumer protection. Besides, exchange of experience between Russian and Brazilian 

experts in the framework of joint projects on current topics of consumer protection was 

welcomed. Soon it is planned to develop and sign a document on bilateral cooperation in 

consumer protection to strengthen relations and develop cooperation between Rospotrebnadzor 

and Senacon
139

. 

Under conditions of modern economic globalization, standardization and 

enlargement of provided financial services items of consumer protection are 

under instant regarding from year to year. International documents are 

issued, covering new forms of financial services which aimed to protect and 

improve a position of consumers in every country in all markets. 

In its turn Rospotrebnadzor works hard in cooperation with international 

organizations in financial consumer protection and financial education of citizens, 

participating in meetings, making suggestions, additions and recommendations. In 

addition, Rospotrebnadzor actively participated in the activities of the CIS countries in 

this direction. In turn, over the past year the CIS countries made progress in the 

development of financial consumer protection and raising financial literacy of 

consumers. 
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4. Trends in development of retail financial market, and forecasts of financial 

services consumers’ risk 

 This section of the Report is of fundamental importance for identifying issues in financial 

consumer protection, based on trends of the previous year in the development of retail financial 

market and its main segments, and related risks for consumers. The first subsection describes the 

development of financial market in general in the context of changes in macroeconomic situation 

in Russia, the second describes the development of bank services market, the third, the fourth 

and the fifth describe the development other financial services.  

The results of this evaluation enable laying down the main directions of further development 

of financial consumer protection system in the Russian Federation.  

4.1. Macroeconomic situation and financial market development 

During the last five years, there was a steady slowdown in GDP growth rates, which was 

caused, primarily, by the exhaustion of potential of Russia’s economy dependent on high 

hydrocarbon prices and beginning of a new period of low prices for energy in a world economic 

cycle (Figure 4.1). 

Figure. 4.1. Dynamics of GDP growth in 2012–2015 

 

Source: Rosstat 

In 2015, Russia’s financial market was developing in the context of recession, with GDP 

shrinking by 3.7% vs. 0.7% growth in 2014
140

.
 
And yet, there was growth in the sectors of 

agriculture, hunting and forest management, extraction of minerals, and household activities. The 

most significant decline of growth rates was observed in the spheres of wholesale and retail 

distribution; the repairs of motor vehicle, motorcycles, household appliances, and personal use 

items; and construction.  The revenues from net taxes on products also demonstrated a 

significant decline (Figure 4.2). 

Financial activities’ growth rate has dropped proportionally to the drop in economic growth 

from 110,5 % in 2014 to 98,7 % in 2015. 

At the same time, on the whole, Russian financial market remained closely interrelated with 

the country’s overall economic development and continued to fulfill its function of financial 

resources redistribution and remain one of the indicators of the state of economy. 

According to Rosstat in 2015 gross value added (GVA) for “Financial operations” section 

comprised 3 164,7 bln rubles or 4,4 % of GVA that is 0,5 % lower than in 2014. 

On the whole, in 2015, the budget was adapted to the new economic conditions. In particular, 

                                                      
140 GDP was recalculated  for  previous periods because of  the changed calculation methodology   
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an anti-crisis fund was created within the budget and some expenditures of the year under review 

were reduced. The standing mandatory part of the budget was not increased, the growth of 

mandatory budget expenditures was arrested, which affected the flexibility of budget resources 

and helped to keep the deficit within 3% of GDP
141.

 

Figure 4.2. Growth of volume of GDP and GVA by the sectors in 2013-2015  

 

Source: Rosstat 

Federal budget revenues increased by 5,8 % compared to 2014 while federal budget 

expenditures increased by 5,2 %, with federal budget deficit to GDP comprising 2,6 %
142

. In 

2015, 2,622.9 bln rubles from the Reserve Fund were used to cover up for the federal budget 

deficit and compensate for lost revenues. As of 01.01.2016, the total amount of the Reserve Fund 

and National Wealth Fund comprised 3,640.6 bln rubles and 5,227.2 bln rubles, respectively. It 

is planned to continue using the Reserve Fund resources to fund the federal budget deficit in 

2016.  

The priority action plan aimed to support sustainable economic development and social 

stability in 2015 was developed early in 2015
143

. During a meeting on the results of the 

implementation of this plan on 22.12.2015, D.A.Medvedev, Chairman of the Government of the 

Russian Federation, noted that a significant amount of support for real economy and social sector 

has been maintained as a result of the implementation of this action plan. 

 The anti-crisis plan for 2016 was approved on 01.03.2016. The focus area of this plan was 

maintaining the living standards and wellbeing of Russian citizens and meeting the state’s social 

commitments. Measures to prevent irreversible manifestations of crisis in the economic sectors 

having a significant impact on the development of related industries (automotive industry, 

                                                      
141 RF budget deficit may comprise 2,8% of GDP in 2015: Silua№v // Information from the Official website of the Ministry of 

Finance of the Russian Federation http://www.minfin.ru . 16.12.2015. 
142Current data on the main parameters of federal budget for January to December 2015 // Official website of the Ministry of 

Finance of the Russian Federation.   
143 Executive Order of the Government of the Russian Federation of 27.01.2015 № 98-r “On the approval of the priority action 

plan to support sustainable eco№mic development and social stability in 2015”. 

http://www.minfin.ru/


80 of 185 

 

housing construction, light industry) and sectors important from the standpoint of food security 

and social stability (agriculture, medicinal products) have also been planned
144

. 

Figure 4.2. Growth of volume of GDP and GVA by the sectors in 2013-2015  

 

Source: Rosstat 

As regards GDP, the slowdown of growth is caused by a shrinking volume of investments and 

the fall in consumer demand caused by the reduction in real household disposable income. 

At the same time, in 2015, the retail turnover comprised 27,6 trillion rubles while chargeable 

services delivered to the population amounted to 7,9 trillion rubles, which comprises 90,0% and 

97,9%, respectively, of the 2014 levels in comparative prices.  Over the year, the real household 

disposable income growth rate dropped from 0.8 % to – 4 % while the growth rate of real wages 

dropped from 1,2 % to 9,3 %. 

There was an increase in the consumer price index for goods and services (a measure of 

inflation) compared to 2014 (112,9% in 2015 vs. 111,4% in 2014).  

It should be mentioned that, in 2015, the impact of Western sanctions has worn thin due to the 

adaptive processes and had no significant influence on Russia’s financial markets. In 2015, net 

capital exports by the private sector amounted to approximately 57 bln USD (vs. 153 bln USD in 

2014), having shrunk 2.7 times. At the same time, in contrast to the previous year, the main 

component of the net capital outflow was external debt repayment
145

. 

The above trends led to the population’ behavior model changing from consumer behavior to 

saving behavior, which manifested as considerable slowdown in growth rates of retail lending 

and enhanced growth rates of household deposits (Figure 4.3). 

Therefore, in 2015, Russia’s economy showed every sign of recession, which increases 

uncertainty of financial market development prospects and unpredictability of actions of 

                                                      
144 On the approval of Russia’s Government’s Action Plan aimed at supporting a stable socio-eco№mic development in the 

Russian Federation in 2016 // Official website of the Government of the Russian Federation http://government.ru . 01.03.2016. 
145 Statistics for external sector // The Bank of Russia’s Official Website http://www.cbr.ru. 
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financial market actors, and requires the implementation of responsible government policies 

aimed at the regulation of financial market in general in order to promote financial consumer 

protection. Nevertheless, some analysts forecast the recovery of economic growth as early as in 

2016, or in 2017 at the latest.  

Figure 4.3. Dynamics of annual growth rate of personal credits, personal deposits and 

money income of population in 2010-2015 

 

Source: Bank of Russia 

In this macroeconomic context, the manifestations of negative trends such as reduction in 

individuals’ real income leading to growth of credit and loan arrears with the growing substantial 

risks for financial consumers such as tightening of credit conditions, high interest rates and poor 

financial literacy became obvious and may become aggravated. 

It should be mentioned that, in the difficult macroeconomic situation, Rospotrebnadzor 

continued to implement a complex approach to ensuring financial consumer protection. 

In 2015, the external and internal fundamental causes led to deterioration of 

macroeconomic indicators of Russia’s economic and social development, which, 

in turn, curtailed the development of financial market and the population's 

consumption. This situation gives rise to diverse significant risks for financial 

consumers that have to be taken in account in the day-to-day operations of 

Rospotrebnadzor and all stakeholders interested in the economic and social stability and 

in their better cooperation in 2016. 

4.2. Changes in banking services market, and consumer risks  

According to the Bank of Russia’s Financial Stability Review, in 2015, the Russian banks’ 

assets grew by 6,9 % (+ 35 % compared to 2014) while the banking sector’s aggregate annual 

profit dropped by 67 % (-41 % compared to 2014) (Figure 4.4). The point to be emphasized is 

that the banks’ annual profits have dropped for the second year in a row. 

By 01.01.2016, the number of banking system institutions reduced by 5 114 entities by 

01.01.2015 and comprised 39 397 institutions, including 271 Bank of Russia’s organizations (-

94), 733 lending organizations (-101), 1 398 branches of lending organizations (-310), and 36 

995 (-4 609) business units of lending organizations (subsidiary offices, lending-and-teller 

services offices and operations offices of lending organizations (branches), stand-alone cash 

desks of lending organizations (branches)). At the same time the number of banking institutions 

http://www.multitran.ru/c/m.exe?t=6012771_1_2
http://www.multitran.ru/c/m.exe?t=6012771_1_2
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per 1 mln citizens reduced from 306 to 269
146

. 

Figure 4.4. Dynamics of aggregate profit of banks in 2009-2015 

 

Source: Bank of Russia 

Reduction in a number of banking system organizations resulted from the Bank of Russia’s 

policy of eliminating unscrupulous banks from the market, launched in 2013 and continued in 

the reporting year. 

The Bank of Russia mainly revoked the banks’ licenses but in some cases the banks were 

subjected to financial rehabilitation. 

It should be mentioned 96 licenses have been revoked, including the licenses of  banks rated 

21 to 50 – 2 license, rated 51 to 200 – 14 licenses, and rated 201 to 500 – 34 licenses, rated 501 – 

47 licenses. Eight credit organizations were reorganized and three resumed their operations in 

early in 2015.  

The Bank of Russia’s efforts to rehabilitate banking sector accelerated the process of clients’ 

migration from small and medium-sized banks to major banks and publicly-owned banks, and 

led to overburdening of the Deposit Insurance Fund. 

At year-end 2015, the Deposit Insurance Agency (DIA) participated in financial rehabilitation 

of 30 banks. Sixteen rehabilitation projects were initiated and rehabilitation procedures for 2 

credit organizations were completed during the year under review.  

At year-end 2015, the Deposit Insurance Agency (DIA) has been conducting the liquidation 

procedures for 231 credit organizations and 79 credit organizations were placed under DIA's 

temporary administration. During the year under review, the liquidation procedures were 

completed in 28 credit organizations with the bankruptcy assets of liquidated credit organizations 

totaling 75 bln rubles
147

.
 
 

In response to action taken by the Bank of Russia in 2013 – 2015 to curb the consumer 

                                                      
146 Institutional availability of payment services for the population // The Bank of Russia’s Official Website http://www.cbr.ru 

146 Executive Order of the Government of the Russian Federation of 27.01.2015 № 98-r “On the approval of the priority action 

plan to support sustainable eco№mic development and social stability in 2015” 

147 On the approval of Russia’s Government’s Action Plan aimed at supporting a stable socio-eco№mic development in the 

Russian Federation in 2016 // Official website of the Government of the Russian Federation http://government.ru . 01.03.201 6. 

148 The external sector statistics  // The official website of the Bank of Russia http://www.cbr.ru.  

http://government.ru/
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crediting risks, the banks raised their requirements for the borrowers in regard to newly issued 

loans and reduced the %age of the approved credit applications, which will help to reduce the 

systemic risks in the retail credit segment. Nevertheless, the shrinking of households’ real 

income, high interest rates and reduction in the issue of new credits promoted the increase in the 

proportion of bad debts in the banks’ portfolio. The positive point is the banks' interest rates 

decreasing throughout 2015, which was caused by the cut in the Bank of Russia’s key interest 

rate (Figure 4.5). 

Figure 4.5. Dynamics of Bank of Russia key rate in 2015 

 

Source: Bank of Russia 

The Bank of Russia has also mounted considerable efforts to maintain the banking system’s 

liquidity, having allocated more than 144.7 trillion rubles
148

 to the banks through ruble repo 

auctions
149

. 

It should be mentioned that restrictions on the amount of the total cost of consumer credit 

(loan) (TCC) for financial market organizations resumed being applied since 01.07.2015. The 

moratorium on applying such restrictions was introduced by the Bank of Russia late in 2014 to 

maintain stability of Russia’s financial sector.  

Consumer credits 

Retail lending remained one of the most competitive segments of the bank services market. 

The banks’ main competitive instruments were introducing new products including reallocation 

of loan products for borrowers with average and low level of debt burden, simplification of 

procedures for issuance of retail loans, lower interest rates on loans. 

At the same time, the slowdown of Russia’s economy had a negative impact on the consumer 

lending market. In 2015 the regulator tightened requirements, a demand for new loans shrank, 

and old loan arrears began to grow. It should be mentioned that the financial market has a 

tendency for a deficit of responsible borrowers. 

At year-end 2015, the banks’ portfolio of retail credits amounted to 10.7 trillion rubles which 

was 5.7% less than at year-end 2014. It should be mentioned that the last time the reduction in 

the volume of the banks’ retail portfolio was observed was in 2009 (Figure 4.6). 

In turn, growth rates of the banks’ retail loan arrears began to decrease. According to the 

                                                      
148 Ruble repo auction results // The official website of the Bank of Russia http://www.cbr.ru. 
149 A transaction in which one party sells a security to a№ther party and agrees to repurchase it on a specified date for a specified 

price. Reverse repo is purchasing securities with an obligation to resell. Accordingly, a repo agreement covers two transactions, a 

securities transaction today and a forward contract for the same assets in future. 
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Bank of Russia, the arrears on retail bank loans increased by 29,4 % (51,6 % - 2014) and reached 

863,8 bln rubles. 

Figure 4.6. Dynamics of growth of personal credits in 2009-2015 

 

Source: Bank of Russia 

As a result, the proportion of arrears in the total volume of personal loans has been growing 

for the third year in a row, which seems to become a negative tendency (Figure 4.7). Such 

growth of arrears on personal loans generates high risks for credit organizations and borrowers 

as well as for the entire national economy. 

Figure 4.7. Volume of personal credits and overdue debts in 2009-2015 

 

Source: Bank of Russia 

For credit organizations, the growth of consumer loan arrears compromises the quality of 

credit portfolio and increases the amount of loan loss provisions formed in accordance with the 

Bank of Russia’s Regulation № 254-P
150

. Loan loss provisions are accounted for as the Bank’s 

expenditures and affect the organization’s profitability. Their avalanche-like growth may drive 

the bank to the verge of bankruptcy. To prevent it, the Bank may take steps such as increasing 

interest rate on newly issued loans, cutting the amounts of unsecured loans, which, in turn, 

reduces the population’s purchasing power and adversely affects the entire national economy. 

                                                      
150 Regulation on the procedure for making provisions by credit organizations for loan losses, total loans and equivalent 

receivables (approved by the Bank of Russia on 26.03.2004 № 254-P). 
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Accordingly, credit arrears growth rates outstripping the growth rates of total outstanding loans 

undermine the banking system’s stability and adversely affect the entire national economy. 

For the borrowers, the growth of credit arrears in the context of reduced real household 

disposable income and skyrocketing essential commodity prices leads to a growth of overdue 

debt on loans to individuals, further complicating a situation of the population with low incomes 

and causing growth of level of poverty 

According to the “Forecast of socio-economic development of the Russian Federation in 

2016-2018”, the poverty rate is anticipated to increase from 11,2 % in 2014 to 13,2 % in 2015 

(15,9% in Q1 2015). By 2018, poverty rate may comprise 12,5%
151

. 

The high current debt burden on the borrowers in the segment of unsecured consumer credits 

should also be mentioned. Thus, according to a population survey commissioned by the Bank of 

Russia, among credit holders, 20% have one credit, 6% have 2 credits and 3% have 3 or more 

credits. 

In 2012 and 2013, the median total credit debt comprised about 60,000 rubles vs. 80,000 

rubles in 2014. The latest survey conducted in November 2015 found that the median total credit 

debt reached 100,000 rubles. It means that practically half of the people who have taken out 

credits have outstanding debts to the banks, amounting to over 100,000 rubles.  In February and 

August 2015, such debtors comprised about 40% while three years ago it was only 31%. 

About a quarter of all borrowers had outstanding overdue payments at least once over the last 

year. In 2015, the proportion of borrowers concerned about failing to clear their credit comprised 

a little more than 20%
152

. 

A skew towards unsecured consumer credits in the retail credit portfolio structure has been 

persisting during the last few years (Figure 4.8) while internationally it is the secured credits, 

including mortgage loans, that mostly prevail. The Bank of Russia’s policy is aimed to change 

the retail credit portfolio structure towards secured consumer credits to reduce the banking 

system’s risks, on the one hand, and the individual borrowers’ risks, on the other hand. To this 

end, the regulator tightens its requirements for unsecured crediting and pursues a policy aimed to 

improve financial literacy of Russia’s population. In this connection, further development of 

consumer lending is possible through secured loans, primarily through mortgage loans. Thus, in 

2014, the proportion of other consumer loans in the retail portfolio structure dropped by 3 %, 

2015 – 5% (59% in 2014, 62 % in 2013). 

It is believed that by inclusion in lending and loan amounts per 1 citizen is not on the 1st 

places in the world. However, with consumer loans with high interest rates and short maturity 

prevailing in the structure of disbursed loans, the proportion of borrowers with the high loan 

servicing burden (50 % or more of current earnings) for these loans is much higher than in other 

countries. 

Consumer lending in the Russian Federation developed, taking into account regional 

specifics. At the end of 2015, the Central Federal Okrug ranked first in the total personal credit 

debt and arrears on personal credits (Table 4.5). Traditionally, these indicators were lowest in the 

North Caucasus Federal Okrug. 

In the context of overall reduction in lending figures across Russia, the highest growth rates of 

lending were observed in the Central and North-Western Federal Okrugs (71.7%) while the 

biggest slowdown  (62.7%) was exhibited by the Siberian Federal Okrug.  

 

                                                      
151 Forecast of socio-eco№mic development of the Russian Federation in 2016 and planned 2017 and 2018 // Official website of 

the Ministry of Eco№mic Development of the Russian Federation http://eco№my.gov.ru, 26.10.2015. 
152 A detailed report “Measuring inflation expectations and consumer sentiment based on surveys of the population” (October - 

December 2015) // The official website of the Bank of Russia http://www.cbr.ru.152 

http://www.cbr.ru/
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Figure 4.8. Structure of retail credit portfolio on January 1, 2016 

 

Source: Bank of Russia 

In 2015, there was a significant deterioration the retail credit portfolio in the Russian 

Federation. With a 32.1% decrease in the amount of loans compared to 2014, the decrease in 

credit debts comprised 5.8% only while the arrears increased by 29.4%. 

Table 4.5. Indicators of consumer crediting of natural persons (residents) in Federal 

districts in 2014-2015 

Indicator Value Federal district 

 % in structure (by the end of 2015)   

credits   

maximum 33,9 Central 

minimum 2,3 North Caucasian 

credit debts   

maximum 29,1 Central 

minimum 2,7 North Caucasian 

overdue credit debts    

maximum 28,8 Central 

minimum 3,5 North Caucasian 

Growth, %  

(values on 01.01.2015 to values on 01.01.2014) 

  

credits 67,9  

maximum 71,7 Central 

North-West 

minimum 62,7  

debt on credits 94,2  

maximum 96,8 North-West 

minimum 92,0 North- Caucasian 

overdue debt on credits 129,4 

 

 

maximum 135,5 Southern 

minimum 118,5 

 

North- Caucasian 

Source: Bank of Russia 

According to the National Credit Bureau, as of 01.10.2015, the current debt burden (the ratio 

of monthly credit payments against all credits to monthly income, or PTI (payment to income)) 

of the average Russian borrower comprised 22.7%, which is 3.91% less compared to the same 

parameter as of the beginning of April 2015 (26.61%). 
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It should be mentioned that, in 2015, the current debt burden shrank for all categories of the 

borrowers. The biggest decrease was observed in the segment of middle-income borrowers 

(minus 4.1 %age points). A smaller decrease of PTI was seen in the segments of borrowers with 

the lowest (–3.99 pp) and highest income (–3.44 pp)
153

. 

The market of unsecured consumer credits demonstrated the signs of recovery of demand in 

the 2
nd

 and 3
rd

 quarters of 2015. The gain in lending volume in Q3 comprised from 15% (credit 

cards) to 66% (cash advance loans) of the Q1 level. The increase in crediting was accompanied 

by the decrease in the total cost of credit, especially in the segment of cash advance loans (from 

27% to 22.3%) and the decrease in lending to clients with many credits. 

In the segment of unsecured consumer credits, the peak of quality deterioration has not been 

reached yet. In the context of negative growth of household income, the proportion of bad debts 

has increased to 16.8% as of 01.10.2015. 

At the same time, the positive factor is the improved operating efficiency of the banks 

specializing in retail crediting: cutting costs enabled them to arrest further drop in return on 

equity (by 01.10.2015, return on equity on a year-on-year basis comprised –7% vs. –8.8% in 

June 2015)
154

. 

In the past year, the Russian banks were actively working with their clients’ bad debts by 

outsourcing debt collection or selling debt portfolios to debt collection organizations. According 

to the study conducted by Sequoia Credit Consolidation, at year-end 2015, the cession market
155

 

(the assignment of rights of claim under loan agreements) increased by 62.96% compared to last 

year’s figure and reached 440 bln rubles. It should be mentioned that this is an unprecedented 

growth in the history of debt assignment market. Thus, the transactions volume did not exceed 

38 bln rubles in 2009 and comprised 63 bln rubles in 2010, 88 bln rubles in 2011, 130 bln rubles 

in 2012, 180 bln rubles in 2013, and 270 bln rubles in 2014
156

.
     

In accordance with draft Guidelines for the Development of the Russian Financial Market in 

2016–2018,  “In order to protect the borrowers rights while maintaining the balance of creditor 

interests, the Bank of Russia will continue to work with the banking community to analyze the 

administration of the legislation on consumer loans and, if necessary, develop proposals to 

improve regulation in this field, including debt recovery work.” 

On the whole, the banking sector has adapted to the cooling-down of the consumer lending 

market, with the banks having reoriented their lending products towards borrowers with medium 

and low debt burden. According to the Bank of Russia, credit risks accumulated during the 

period of excessive demand in 2012-2013 have materialized and will not have a paramount 

influence on future market development.  At the same time, in the context of reduced real 

household incomes, the risk exists that the restoration of loan quality for unsecured loans 

portfolio will take a very long time. 

Mortgage loans 

In 2015, more than 692 000 purchase mortgage loans were issued to resident individuals in 

the Russian Federation, amounting to over 1,147 bln rubles. Thus, compared with 2014, the 

number and volume of such loans increased by 32 % and 35 %, respectively. 

The situation in economics had a significant impact on housing mortgage lending although 

the drop could have been even worse. 

The main driver of growth in the offer of mortgage loans is the program of home mortgage 

                                                      
153 The official website of the National Credit History Bureau http://www.nbki.ru . 14.01.2016. 
154 Financial Stability Report by the Bank of Russia for Q2-Q3 2015. 
155 The assignment of a claim in the obligation to a№ther person, handing over their rights to anything. 
156 The official website Banki.ru http://www.banki.ru . 11.01.2016. 

http://www.cbr.ru/eng/finmarkets/files/development/onrfr_2016-18_e.pdf
http://www.cbr.ru/eng/finmarkets/files/development/onrfr_2016-18_e.pdf
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interest rate subsidies. The loans granted within the framework of this program comprise about 

40% of all lending in Q2 and Q3 of 2015.  

The main factor curbing the demand for mortgage loans is the worsening households’ 

solvency. The 2015 level of mortgage lending rates was higher than the average 2014 level 

(12.3%). In future, the demand for mortgage loans may grow due to further drop in the level of 

interest rates. To support mortgage lending, the Bank of Russia reduced the risk ratio for high-

quality mortgage loans from 50% to 35%
157

.  

A total amount of mortgage debts for mortgage loans issued by the banking sector to 

individuals comprised more than 3,921 bln rubles, including more than 131 bln rubles (3,3 %) in 

foreign currency. The arrears on mortgage loans in rubles comprised 39 bln rubles at the year-

end while its proportion in the respective credit portfolio increased since the beginning of the 

year from 0,85 % to 1,04 %. On the whole, credit quality of mortgage loans portfolio remains 

quite high. 

To support mortgage borrowers in dire financial straits, the Program of Support for Some 

Categories of Mortgage Borrowers including foreign currency mortgage borrowers began to 

operate in April 2015. The terms of this program were changed in December 2015: 

 the maximum amount of compensation for each restructured home mortgage loan now 

comprises 10% of the remaining credit (loan) amount as of the date of concluding 

restructuring agreement but must not exceed 600,000 rubles (previously, maximum 

compensation comprised 200,000 rubles); 

 the condition that, as of the date of applying for loan restructuring, a payment must be 

past due not less than 30 days and not more 120 days was revoked;  

 the range of eligible borrowers was extended (in particular, to include citizens with at 

least one underage child (previously, at least two); the conditions concerning 

employment with particular organizations, enterprises and institutions and 

requirements for the length of such employment were repealed.  

According to the Agency for Housing Mortgage Lending, the Program enables helping more 

than 22,500 borrowers regardless of the currency they took out their mortgage loan in.  

Despite an overall stable situation in mortgage lending, there are serious risks associated with 

mortgage lending in foreign currency. 

Foreign currency mortgage loans 

In 2011 mortgage lending in foreign currency began to decline in terms of both quantity and 

value
158

 (Figure 4.9). 

Thus, in 2015, 91 mortgage loans amounting to 3 890 mln rubles were issued in foreign 

currency, which was 88 % and 64 % less than the values of the same indicators for 2014. This 

fact was associated with the Bank of Russia’s policy aimed to curb the risks associated with 

foreign currency mortgage lending and the weakening of ruble exchange rate during the year 

under review. Nevertheless, considerable amounts of foreign currency mortgage loans have been 

issued in previous years. Thus, in 2008 only, 17,461 mortgage loans in foreign currency were 

issued, amounting to 95,137 mln rubles. 

During the entire period of issuing mortgage loans in foreign currency, the proportion of 

arrears on those loans in the total amount of debt on said loans was growing steadily (Figure 

                                                      
157 Financial Stability Report by the Bank of Russia for Q2-Q3 2015. 
158 For reference. On formal grounds (Art.140 of Civil Code of the Russian Federation) foreign currency transactions do №t fall 

within the purview of the law “On the protection of consumer rights”). 
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4.10). Presently, the proportion of arrears on foreign currency mortgage loans is high and tends 

to grow even higher. 

Figure 4.9. Indicators of mortgage loans in foreign currency in 2009-2015 
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Source: Bank of Russia  

In 2015, the proportion of arrears on mortgage loans increased significantly by 7,8 %, from 

12.6 % at the year-end of 2014 to 20,4 % at the year-end of 2015. This fact is explained by the 

lack of solution to the problem of foreign currency mortgage borrowers and the banks’ 

reluctance to share losses with the borrowers when such loans are restructured. 

Figure 4.10. Volume of debt on mortgage loans in foreign currency, including overdue debt 

in 2008-2015 

 

Source: Bank of Russia 

In the end of 2014, the ruble’s decline against the US dollar and the euro aggravated the 

problem of foreign-currency borrowers. A series of protests, populated by the people who found 

themselves in a difficult situation, were held across the country. Many families of foreign-

currency borrowers faced the threat of eviction from their apartments because of their inability to 

service their debts due to increased payments. 
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According the President of Russia’s Council on Civil Society and Human Rights, about 

25,000 households hold foreign currency mortgage loans
159

. 

Early in 2015, the representatives of the All-Russia Movement of Foreign Currency Mortgage 

Holders published an open letter to the President of Russia with a petition for state support for 

foreign currency borrowers. The President voiced his opinion at the meeting of the Human 

Rights Council, saying that “Definitely, people ought to be helped. This is especially true in case 

of the only home, and barbarous occasions must not be allowed”. The President, however, 

pointed out to the fact that foreign currency mortgage holders had voluntarily taken the risks 

associated with changes in ruble exchange rate; the state, nevertheless, must help them, in 

particular, by preventing the debtors’ eviction from their only homes. Previously the Russian 

Federation many times asked the people to avoid taking out foreign currency mortgage loans due 

to high risks. 

When preparing proposals for helping foreign currency borrowers, the RF Government based 

on the assumption that such support should not exceed the support provided to the borrowers of 

mortgage loans in rubles. Therefore foreign currency mortgage borrowers participate in the 

Program of Support for Some Categories of Mortgage Borrowers on the same conditions as 

borrowers of mortgage loans in rubles. In each particular case, it is the borrower who must 

negotiate with the creditor.  

According to the All-Russia Association of Foreign Currency Borrowers, the first wave of 

payment defaults on foreign currency mortgage loans began in November 2014 when the RUR 

to USD exchange rate rose to 50 rubles per dollar. Nevertheless many borrowers continued to 

pay from their savings. By March 2015 when bankruptcies became a mass phenomenon, 

mortgage holders took to the streets. In May, when the payments were past due 90 days, the 

banks initiated legal proceedings
160

.
  

For reference: on 04.02.2015, the court of first instance obliged VTB24 (PJSC) to adjust the amount of 
foreign currency mortgage payment based on the exchange rate as of the date when the mortgage loan 
agreement was concluded (24 rubles per US dollar).  

As follows from the case materials, the borrower filed a lawsuit against VTB24, demanding to amend the 
foreign currency mortgage loan agreement in force. In 2008, she took out a loan for buying an apartment in 
the amount of USD164,000 with monthly payments comprising USD1,872. At the time when this 
agreement was concluded, the RUR to USD exchange rate was 23.5 rubles per dollar (the court adjusted the 
payments to 24 rubles per dollar).    

By the beginning of 2015, the RUR to USD exchange rate more than doubled and the borrower’s income 
was no longer sufficient for repaying the loan. According to the court, in February 2015, the plaintiff’s 
monthly payments on her foreign currency mortgage loan amounted to 271% of her income. The borrower 
applied to VTB24 for loan restructuring many times but the Bank failed to offer an option that would be 
acceptable for her. According to the court records, “The Bank effectively refused to resolve the situation for 
the borrower, having abstracted itself from addressing this problem, despite the fact that the plaintiff has 
been conscientiously fulfilling her obligations for more than 7 years.” The result was the client having a past 
due debt.  

The Pushkin Municipal Court of the Moscow Oblast passed a ruling in favor of the borrower, making a 
reference to Art.451 of the Civil Code of the Russian Federation. According to this article, the substantial 
change in the circumstances the parties had proceeded from when concluding the agreement constitute 
grounds for amending or terminating this agreement. It was mentioned in the court’s ruling that, had the 
bank and the borrower been able to foresee it, the agreement would not have been concluded in the first 
place. The court has also ruled that the bank failed to comply with legal requirements by not having specified 

                                                      
159 The meeting of the Council for civil society development and human rights. 01.10.2015. 
160 The official website of Rosbusinessconsulting Agency http://money.rbc.ru . 17.06.2015. 
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the debt amount in rubles when issuing the foreign currency loan.  In the end the court obliged VTB24 to 
amend the credit agreement and adjust the monthly payment amount on the loan at the exchange rate of 24 
rubles per dollar. The Bank was also obliged to adjust previously made payments for the time when the RUR 

to USD exchange rate exceeded this figure161.  

Nevertheless, after VTB24’s appeal was heard in the Moscow Oblast Court on 29.06.2015, the Pushkin 
Municipal Court’s ruling was revoked and the plaintiff’s claims against VTB 24 (seeking consumer 
protection and amendments to be made in the credit agreement to adjust previously made payments on 

account of debt repayment) were dismissed162. 

It should be mentioned that in pursuance of the RF President’s assignment
163

, the amendments 

to the Law “On consumer credit (loan)”
164 

are being prepared to oblige financial institutions to 

warn the borrowers about the risks for the borrowers earning incomes in a currency other than 

that of the loan. The Bank of Russia undertook a number of measures: in particular, on 18.12. 

2014 the Bank of Russia issued an explanatory statement according to which credit organizations 

may restructure loans (beginning with 1.12.2014) if the currency in which the loan was 

denominated is changed, if loan maturity is changed, etc., without prejudicing the quality of loan 

servicing and, accordingly, without increasing their loan loss provisions. This norm, effective till 

30.06.2015
165

, will enable the banks to safely make loan restructuring decisions including those 

concerned with the loans denominated in foreign currency. 

On 23 January 2015, the Bank of Russia sent a letter to credit organizations in which it 

recommended to consider restructuring home mortgage loans (including fines and penalties 

should a credit organization decide to recover these under the contract), issued to individuals in 

foreign currency before 1 January 2015, including the conversion of currency in which the loan 

was issued into rubles. 

For such conversion, the regulator advised to use official exchange rate of foreign currency 

against the ruble as of 01.10.2014 and use interest rates compatible with the interest rates on the 

ruble home mortgage loans issued by credit organizations
166

.
 
 

The Bank of Russia also works to enhance the negative impact of growing portfolios of 

foreign currency retail credits on the banks’ prudential supervision ratios. Thus, the risk ratio for 

secured housing loans in foreign currency, granted after 01.04.2015, increased from 1.5 to 3
167

. 

Since 01.08.2015, this risk ratio is applicable to all foreign currency loans
168

.
 
 

For reference: the risk ratio affects the banks’ expected capital adequacy. The higher the risk ratio, the 
greater is the pressure of such loans on capital adequacy and the less the bank is interested in granting such 
credits. Raising the risk ratios for different types of loans is the regulator’s instrument for curbing the 
granting of risky (in the Bank of Russia’s opinion) loans by the banks.  

Early in 2016, it became known that the Bank of Russia plans to hold consultations with the 

banks on the issue of borrowers holding foreign currency mortgage loans as the banks tend to 

ignore the Bank of Russia’s recommendations. Therefore the regulator intends to individually 

negotiate with each bank the fate of its borrowers. Apart from this, the Bank of Russia will 

                                                      
161 The official website of Rosbusinessconsulting Agency http://money.rbc.ru . 27.05.2015. 
162 Appellate determination № 33-14664/2015 as of 29.06.2015 in case № 33-14664/2015 // Moscow oblast court Paragraph 2b 

of the of the List of instructions of the President of the Russian Federation №Pr-812 as of 25.04.2015. 
163 Paragraph 2b of the of the List of instructions of the President of the Russian Federation №Pr-812 as of 25.04.2015. 
164 The official website of the Federal portal of Draft №rmative legal acts https://regulation.gov.ru. 
165 The Bank of Russia’s letter of 18.12.2014 № 209-T “On the specifics of applying the Bank of Russia’s regulations”. 
166 The Bank of Russia’s letter of 23.01.2015 № 01-41-2/423 “On restructuring foreign currency home mortgage loans”. 
167 The official website of the Bank of Russia http://www.cbr.ru. 
168 The official website of the Bank of Russia http://www.cbr.ru. 
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assess the effectiveness of the current program aimed to support foreign currency mortgage 

holders that is being implemented by the Agency for Housing Mortgage Lending and for which 

there has been little demand so far
169

. 

For reference: the Bank of Russia’s approach to tackling the problem of mortgage borrowers consists in 
targeting help at those  dire straits regardless of the currency in which the loan was taken out. It is within 
the framework of this approach that the Decree of the government of the Russian Federation of 
20.04.2015 № 373 approved the Program for Helping Individual Categories of the Mortgage Housing 
Loan Holders in dire financial straits.  

According to the press release of 15.02.2016, as estimated by the Bank of Russia (the data on 18 credit 
organizations that accounted for about 90% of the total portfolio of foreign currency lending), the number 
of borrowers holding foreign currency housing mortgage loans dropped by 22% over 2015 and comprised 
about 25,000 people by February 2016. By 01.01.2016, mortgage debt shrank by 25.9% to USD 1.8 bln. 
During a meeting held at the Bank of Russia, the banks’ representatives expressed their willingness to 
provide individual support to socially vulnerable borrowers. The Bank of Russia will continue to monitor 
the situation in the sphere of foreign currency housing mortgage lending and to consult with the banking 
community to find solutions promoting social stability and market discipline. 

It should be noted that for the purpose of stabilization of foreign currency home mortgage 

loan holders’ position, a number of draft laws were introduced in the State Duma, providing for 

different effective measures, from concessional restructuring of foreign currency home mortgage 

loans to a total ban on issuing home mortgage loans in foreign currency. 

Deposits 

In 2014, the total overall volume of personal deposits increased by 22,5 % to comprise 23,2 

bln rubles, including the loans in rubles amounting to 16,4 bln rubles (70,6 % of the total volume 

of deposits) and the loans in foreign currency amounting to 6,8 bln rubles. 

The maximum monthly growth rate of the total volume of deposits was observed in December 

(8 %) while in February and October 2015 the monthly growth rate was negative. 

In the structure of personal deposits, the highest proportion falls on 1-3 years maturity 

deposits (9,1 bln rubles or 39 %), followed by term deposits for the term of 181 days to 1 year 

(7,9 bln rubles or 34,2 %) and demand deposits (3,8 bln rubles or 16,4 %) . The total amount of 

deposits with less than 30 days maturity was the smallest: only 45,2 bln rubles (0,2%) at the 

year-end of 2015. 

By the end of 2015, the total amount of insured deposits reached 22,9 trillion rubles which 

was 4,6 trillion rubles (25.1 %) more than in 2014.  

The Deposit Insurance Agency’s insurance liability (potential liabilities to pay indemnity) 

decreased from 69,4% to 65,1% of insured deposits due to increment of deposits
170

. 

The maximum amount of insurance cover for personal accounts and deposits comprises 1.4 

mln rubles.  

Beginning with 02.04.2015, the escrow accounts intended for settlements of residential real 

estate purchase and sale transactions shall be insured separately with indemnity ceiling 

comprising 10 mln rubles.  

A mechanism for differentiating the rates of the banks’ premiums to be paid to mandatory 

deposit insurance fund was introduced on 01.07.2015. This mechanism prompts the banks to 
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maintain their interest rates on deposits within a certain range deemed acceptable by the Bank of 

Russia, which significantly reduces the banks’ possibilities for carrying out aggressive policies 

of attracting monies from the public.   

In 2015, 77 banks – members of deposit insurance system had their banking licenses revoked 

(vs. 61 banks in 2014).  At the same time, the amount of indemnities increased by a factor of 1.8 

compared to the previous year (from 202.4 bln rubles to 369.2 bln rubles) while the number of 

depositors claiming indemnity increased by a factor of 1.2 (from 579,000 to 713,000)
171

.
 
 

In relation to deposits, there are serious risks associated with creation of ‘fictitious’ deposit 

accounts. In fact, there is no formal term legal such as ‘fictitious deposit’. As a rule, this term is 

used to denote different kinds of deposit accounts created using legal loopholes. 

The first type of fictitious deposit account is a bank’s entry made in the client’s account, with 

no real money placed in the deposit account. This technique called “imaginary deposit” is 

practiced by credit organizations when they have enough active money and the depositor has 

proved himself reliable. The client is granted a kind of respite. Having opened a fictitious deposit 

account, he or she may write checks and withdraw cash within the amount already credited to the 

account. The second option for creating fictitious accounts consists in splitting accounts in the 

banks in dire financial straits and transferring the deposits of legal entities to the individuals’ 

deposit accounts in order to receive indemnity from the mandatory deposit insurance fund.  

Another type of fictitious deposits is using large personal deposits to invest in companies without 

the depositor's knowledge.  

It should be mentioned that, if a bank’s license is revoked, it is almost impossible to obtain 

compensation on fictitious deposits, and such matters can only be handled in court
172

. 

In 2015, a new trend has emerged in regard to depositors who split their deposits before the 

banks’ licenses were revoked. The Deposit Insurance Agency received 1,340 petitions from the 

repentant depositors, in which they ask to restore information on balances on their accounts 

before the accounts were split. This comprises almost 48% of the account splits in the first six 

months of 2015. This fact is the result of the efforts of DIA who refused any payments to 

depositors who split their deposits. It should be mentioned that DIA identified 2,800 instances of 

splitting deposits amounting to 2.6 bln rubles in 13 banks whose licenses were revoked in 

January–June 2015.  

The practices of mandatory debiting bank accounts towards payment of penalties and other 

debts of the individuals are expanding. The Federal Bailiff Service of the Russian Federation 

(FBS) has developed a standard agreement with the banks that allows to forward requests for 

direct debiting electronically. The biggest banks have either signed, or are in the process of 

signing, such agreements. As soon as a court judgment against the debtor comes into force, the 

bailiffs forward to the bank an inquiry about the debtor having any accounts in the bank. These 

include not only the accounts, deposits and cards but also metal accounts and custody (securities) 

accounts. When the debtor has enough money, the bank provides information on the accounts 

with sufficient money for debt repayment. Having obtained the information, FBS forwards a 

debiting order to the bank. The debtor’s accounts to be debited by the bank are specified in this 

order. All kinds of administrative debts whose collection involves bailiffs (including credit 

arrears, loan arrears, maintenance arrears, arrears on utilities, traffic penalties, etc.) may be 

settled this way. When there is no money in the accounts, the bank begins to monitor these 

accounts. As soon as the money arrives, it is debited from the accounts by the bailiff’s order. 

There are several exceptions: money cannot be debited to credit cards, various benefits may not 

be used for debt repayment, and it is prohibited to withdraw more than 50% of the monthly 

income for these purposes.   
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The risks for individuals holding bank accounts, associated with the interactions between FBS 

and the banks, are as follows: the lack of informing about having a debt, legal proceedings, court 

judgment, and FBS order; erroneous levies of the funds that may not be levied; levying funds for 

nonexistent debt recovery.  

In case of unjustified debiting, the individual should apply to the bank and, if the bank is not 

authorized to refund debited money, the individual should apply to FBS and file a request for 

refunding with the relevant confirmatory documents attached. However, there is no time limit on 

decision making concerning such refunding
173

. 

Due to poor financial literacy of the Russian population, the risk of poor quality services 

remains a significant risk for consumers. In the context of growth slowdown on the markets of 

lending, deposits and other banking services, the competition in these markets is getting fiercer. 

For reference: In accordance with draft Guidelines for the Development of the Russian Financial Market in 
2016–2018, the Bank of Russia’s supervisory policy in the banking sector will pursue the following 
priorities during the planned period: 

 enhancing credit organizations’ stability including resilience against macroeconomic shocks; 

 further work to ensure transparency of financial reporting; 

 risk mitigation for the affiliates; 

 countering scam operations and banks’ transactions carried out for the purposes of manipulating 
with accounting/reporting and/or asset stripping; 

 creating conditions for fair competition; 

 development of risk-oriented approaches to supervision, including consolidated supervision ; 

 improvement of risk management; 

 development of differentiated supervisory approaches: first and foremost, introducing additional 
supervisory requirements for systemically important banks and high-risk banks; and 

 ensuring the use of effective and adequate enforcement measures in response to misconduct of credit 
organizations and their CEOs. 

According to RAEX (Expert RA) forecast, in 2016, the assets of Russian banking sector will 

increase by 2% only (or by 3% without regard to exchange rate changes). SME (small and 

medium-sized enterprises) loans portfolios will continue to shrink (by 3%) as well as unsecured 

consumer loans portfolio (by 6%). The positive dynamics of loans for large enterprises (+5.5%) 

will be determined by foreign currency revaluation and mortgage portfolio will remain 

practically the same.  

At the same time, the assets will continue to be concentrated in partially publicly-owned 

banks and major private banks due to, inter alia, rehabilitation and license revoking. In a basic 

scenario, in 2016, the proportion of credits under stress will increase from 17% to 20% of the 

aggregate credit portfolio. The worsening of portfolio quality is to be expected across all 

segments of credit market, with the highest growth dynamics of loan arrears remaining in the 

segments of lending to SMEs and large enterprises. Mortgage lending is the only segment in 

which the proportion of arrears will not exceed 2% even in the negative scenario
174

.     

Despite lending growth rate becoming negative, the necessity of servicing previously-taken 

loans increase the burden on the population, which in the context of limited resources has a 
                                                      
173 The official website of RosbusinessconsultingAgency http://money.rbc.ru . 17.06.2015. 
174 Banking sector in 2016 // Expert RA Website http://www.raexpert.ru, 07.08.2015.  
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negative impact on real household disposable income and increases the risks of loan defaults.  

Apart from the risk of loan default, there is also a risk of unscrupulous banks increasing 

interest rates on unsecured loans due to a stepping up of requirements for the amount of loan loss 

reserve for such loans. While unilateral changing of interest rates does infringe on consumer 

rights, it does not stop some credit organizations and the Bank of Russia should pay serious 

attention to this fact. Although beginning with 01.07.2014, the basic issues in the regulation of 

consumer protection, associated with taking out and using credits/loans, are addressed by the 

Law “On consumer credit (loan)”, the risks for consumers may arise, associated with 

enforcement practices within the bounds of this law. 

2015 was a very difficult year for the banking sector. The risks for banking 

services consumers have increased dramatically, including the shrinking of 

real household disposable income; the desire of unscrupulous credit 

organizations to maximize their profits on the falling market in the context of 

tightened regulative policy; financial consumers’ overestimating their financial 

capabilities; poor financial literacy (including the lack of long-term planning of personal 

and family budgets); the borrowers taking multiple loans; the development of refinancing 

as the only option to pay the debts; and making deposits bigger than the maximum 

amount of coverage with unreliable banks. 

4.3. Changes in insurance services market and consumer risks 

Russia’s market of retail insurance services continued to show positive dynamics since 2010 

although its growth was obviously slowing down.  

In 2015, the total amounts of insurance premiums and indemnities for all types of insurance 

comprised 1 023,82 and 509,22 bln rubles (103,3 % and 107,1 %, respectively, compared with 

2014). 

 In 2014, insurance premiums growth comprised 108,5 %, with over 111,1 % in 2013 (Figure  

4.11). At the same time the insurers began to more actively use banking sales channels for 

promoting non-credit insurance. It should be noted that, according to the Bank of Russia, 326 of 

344 insurers submitted their financial statements at the year-end of 2014
175

.   

Figure 4.11. Dynamics of main insurance market indicators in Russia in 2007-2015 

 

Source: Bank of Russia 
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The biggest increase in premiums in 2015 was accounted for by the segments of compulsory 

motor third-party liability insurance (44,2%), life insurance (19,1%), liability insurance (7%). 

The biggest decline in premiums occurred in the segments of property insurance (-11,2%) and 

personal insurance (except life insurance) (-4,8%). 

OSAGO was one of the main problems for Russian insurers. 

Taking into account measures of 2014 for raising the indemnity limit for property damage 

from 120,000 to 400,000 rubles; revocation of total indemnity limit for several injured parties 

(160,000 rubles); proportional payments (now every injured party in a traffic collision may be 

paid 400,000 rubles, regardless of their number); reducing maximum possible wear from 80 % to 

50 %, beginning with 01.04.2015, the ceiling on indemnity paid to the injured persons for 

personal injury was increased from 160,000 rubles to 500,000 rubles. These measures were 

accompanied by the long-awaited (for insurers) increase in compulsory motor third-party 

liability insurance tariffs beginning with 12.04.2015. The increase in base rates for most 

categories of vehicles comprised 40%, with the tariff leeway extended from 5% to 20%. Thus, 

the maximum base tariff for an individually-used category B vehicle has increased by 60% (from 

2,574 rubles to 4,118 rubles). In 2014, compulsory motor third-party liability tariffs increased by 

23-30%. Despite the repeated raising of tariffs, compulsory motor third-party liability insurance 

remains on the verge of being no-loss operations.  

The work of the auto lawyers continued to put pressure on the market of vehicle insurance in 

2015. Thus, the total amount of indemnities paid according to court decisions under compulsory 

motor third-party liability insurance comprised 18.4 bln rubles vs. 24.6 bln rubles in 2014 and 

5.8 bln rubles in 2011. The auto lawyers, however, compensate the decrease in the total amount 

of indemnities paid against court decisions by increasing their share in these payments. In 2015 

only, the proportion of payments to auto lawyers under the court decisions increased from 33% 

to 43%. At the same time, the Russian Association of Motor Insurers (RAMI) has noted the 

positive dynamics in the drop in the number of court proceedings, primarily due to the 

implementation of the unified damage assessment methodology. 

It should be mentioned that RAMI together the Bank of Russia prepared a block of regulatory 

changes to counter fraud in vehicle insurance, including the following:  

 changes in insurance companies’ claim procedure: it is proposed to allow more time 

for mailing when payment documents are submitted by mail. The use of postal 

services by the fraudsters became a standard way of rendering the direct and fast 

payment of indemnity impossible; 

 elaboration on the requirement concerned with submitting the damaged car to the 

insurer for examination;  

 improvement of the work of engineering experts whose opinions provide the basis for 

estimating repair costs under the compulsory motor third-party liability policy for the 

car that has been in an accident; 

 establishing priority of non-monetary compensation over payment in cash in 

compulsory motor third-party liability insurance: this almost completely eliminates all 

intermediaries in the interactions between insurers and vehicle owners
176

. 

The desire to minimize losses leads to regular violations committed by insurance companies 

when selling compulsory motor third-party liability policies: 

 in some regions it is difficult to purchase compulsory motor third-party liability policy 

(the insurers refuse to sell such policies under various pretexts;  
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 foisting unsolicited services on consumers when selling them compulsory motor third-

party liability policies is ubiquitous. The insurers sell such policies on a condition of 

buying voluntary (optional) insurance policy (accident insurance, property insurance, 

etc.).  

This situation was addressed by legislatively establishing the fines for such violations to be 

imposed on insurance companies’ officials. 

Presently, the question of establishing liability of legal entities and individuals for the said 

infringements is being considered.   

In this connection, RAMI is implementing a roadmap for countering forgery of compulsory 

motor third-party liability policies. As part of the implementation of this roadmap, it is planned 

to have all policy forms replaced. These new forms will offer higher levels of protection and will 

be manufactured by Goznak. This will enable to withdraw forged policies from circulation, 

reduce the possibilities for manufacturing new forged forms, which will make buying such 

forged policies unfeasible for unscrupulous insurers.      

The second block will consist in strengthening measures for countering the forged policies 

distribution system. Delegation has been already canceled for 41 domain names; 19 hosting 

accounts were blocked; breaches were eliminated on 11 resources; 104 social network accounts 

and 73 social network groups were blocked; 2 ads on yandex.direct linking to fraudulent 

resources were blocked; and 192 postings were removed from the forums and message boards.      

RAMI’s working jointly with the Federal Authority for Road Traffic Safety (“GIBDD”) to 

ensure checking compulsory motor third-party liability policies, using the automated traffic 

enforcement system will be another important factor in minimizing the circulation of forgeries. 

At the early stage of this pilot project, those drivers will be checked who have already committed 

traffic offences, for instance, went over the speed limit. 

A legislative initiative to raise the fine for driving without insurance policy coverage is being 

presently discussed. This is particularly important in connection with the fact that the procedure 

involving 50% discount on fines for prompt payment within 20 days came into force on 

01.01.2016. This measure helps to motivate the use of forgeries and therefore the additional 

economic leverage such as the increased fine for those who drive without policy or use a forged 

policy is important
177

.
 
 

To help normalize the situation in the sphere of compulsory motor third-party liability 

insurance, the Bank of Russia commissioned RAMI to develop a roadmap for compulsory motor 

third-party liability insurance tariff liberalization. Tariff liberalization means that insurance 

companies will determine the cost of compulsory motor third-party liability policy by themselves 

rather than be guided by the Bank of Russia’s instructions—as presently is the case. The date of 

completion of this work is unknown
178

.
 
 

On 01.08.2015, RAMI launched an insurance history information system containing 

information on voluntary motor insurance (casco, insurance providing full protection from 

damages)
179 

 and voluntary motor third-party liability (“DSAGO”). It should be mentioned that a 

similar system for compulsory motor third-party liability policies operates since early 2013.  

The main objective of this system is countering fraud. The system is intended to help detect 

persons trying to deceive an insurance company and apply for insurance indemnity to several 

insurers simultaneously. Having an access to insurance history, the insurers will be able to offer 

fairer tariffs to their clients, taking into account the information on their accident rate for the 

previous periods.  
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However, the specialists from the International Confederation of Consumer Societies 

(KonfOP) believe that creating a unified database of insurance histories will lead to cost 

reduction of motor insurance policies. A real cost reduction may only result from the emergence 

of standard insurance policies that will allow the consumers to compare the offers of different 

insurance companies and chose the best. So far, there is no such possibility. The majority of the 

insurers do not disclose all necessary information on their websites. No insurance company has a 

standard policy presented on their website. It is impossible to calculate the cost of policy without 

going to the company’s office. Therefore it is not easy to find the best offer on the market
180

.
 
 

Struggling for the portfolio profitability forced the insurers to promote different types of 

property insurance. According to RAEX (Expert RA), low loss rates in this segment compared to 

many other types of insurance as well as its huge potential make it attractive for the insurers. 

The amount of premiums on individual property insurance
181

 in 2015 vs. 2014 grew by 13,7 

%, thus considerably outstripping the entire market’s growth rate, and comprised 43,9 bln rubles. 

The number of contracts concluded during this period increased by 13.8%.  The ratio of 

insurance payments to premiums in 2014-2015 does not exceed 17%. However, shrinking of the 

mortgage lending market and a drop in the population’s purchasing power in 2016 may stop the 

growth of this segment.  

It should be mentioned that, at year-end 2015, the insurance of other personal property in the 

structure of premiums increased by 0.4% compared to 2014 and comprised 4.3% of insurance 

market. 

With low unprofitability being the main advantage of individual property insurance vs. motor 

(compulsory motor third-party liability, motor's own damage) and corporate (cargo insurance, 

voluntary health insurance, corporate property insurance) types of insurance, this segment may 

be an additional source of margin for the companies during the period of crisis while its large 

proportion in the portfolio will allow the insurers to maintain acceptable level of unprofitability 

even in a situation of declining premiums. 

In 2015, compulsory insurance market was growing faster than voluntary insurance market. 

Thus, in 2015, mandatory insurance premiums increased by 37,1% and voluntary insurance 

premiums shrank by 4,2% compared to 2014. That explains the increased market proportion of 

compulsory insurance (Figure 4.12). 

A little less than one third of the insurance market is accounted for by property insurance (37 

%); personal insurance comprises one fifth of the market, and life insurance is also quite popular 

(13 %); compulsory insurance comprises 24 % of the market; and 21 % is taken by the segment 

of compulsory motor third-party liability insurance. (Figure 4.13). Thus the proportion of 

mandatory insurance in the structure of insurance market increased by 6% compared to 2014 due 

to compulsory motor third-party liability insurance while property insurance shrank by the same 

6%, life insurance gained 2% (to comprise 13%) due to other types of personal insurance (–2% 

by 2014). 

According to RAEX baseline forecast, the nominal volume of insurance market will grow by 

2-5% in 2016, which means the fall of the market after making allowance for inflation which is 

unlikely to be less than 5%. In 2016, the volume of motor own damage insurance market will 

decrease by 9-12%, according to the baseline forecast. The drop in the premiums will be 

associated with the fall in car sales and some car owners’ refusal to buy insurance policy for the 

increased price. At the same time, the effect from raising tariffs cannot override the effect of 

shrinking demand. The market of legal entities property insurance will shrink by 5-8%, 

according to the baseline forecast. In this context, the likelihood of dumping on this market will 

increase. Hence under-reserving will increase and financial stability of some insurers will 
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decrease, which will have a negative impact on rating levels. 

Figure 4.12. Dynamics of insurance premiums by the types of insurance in Russia in 2007-

2015

 

Source: Bank of Russia 

A slowdown in premiums growth rate in the context of increased indemnity payments under 

compulsory motor third-party liability policies will result in the deterioration of the companies’ 

financial results. According to the baseline forecast, in 2016, life insurance growth rates and 

compulsory motor third-party liability growth rates will comprise 9-12% and 14–17%, 

respectively. A rapid deceleration of compulsory motor third-party liability premiums growth 

rates will be attributed to an attenuation of the effect of increased tariffs (beginning with Q2 of 

2016). Low growth rates of life insurance premiums will be associated with the drop in 

consumer lending and with a gradual saturation of demand in the segment of unit-linked life 

insurance and endowment insurance. 

Figure 4.13. Structure of the insurance market in Russia in 2015 

 

Source: Bank of Russia 



100 of 185 

 

At the same time, the acceleration of payments growth is expected in both segments in 2016: 

in the segment of compulsory motor third-party liability insurance, due to the increase in 

payments in accordance with new ceilings; in life insurance segment, in connection with 

insurance benefits falling due under the mid-term life insurance policies. Therefore, the insurers 

specializing in compulsory motor third-party liability insurance and life insurance will encounter 

loss development and a decrease in return on equity, which will negatively affect the ratings of 

insurance companies. The growth of the segment of personal property insurance will have a 

positive impact on financial stability and, accordingly, positive pressure on the insurers’ 

financial strength ratings (+17–20%) due to promotion of packaged products and development of 

natural disasters insurance. 

It should be mentioned that, according to RAEX baseline forecast, the increase in voluntary 

health insurance premiums will comprise 3-6%, while accident and sickness insurance premiums 

will shrink by 10–13%
182

.  

For reference: in the context of unfavorable macroeconomic situation, the insurers observe traditional 
growth in the number of fraudulent actions. The stepping-up of insurance fraudulence is mostly observed in 
the segments of motor insurance and property insurance. The most common fraudulence is staging insured 
events by the insurants, including with the participation of third parties as well as providing 
misinformation when concluding insurance contracts. The instances of forging insurance policies also became 
more frequent. Due to the rise in insurance tariffs for compulsory motor third-party liability insurance, this 
type of fraudulence became particularly widespread in this segment, which was one of the causes of the 
reduction in the number of concluded contracts (–8.7% within 9 months of 2015 compared to previous year’s 
figure). Only a few of such cases are taken to court. To counter fraud, insurance organizations take 
preventive measures, first and foremost, toughen their requirements for pre-insurance assessment and partner 

selection183.  

The main risks for the consumers of insurance services are associated with the fact that, in the 

period of crisis, the likelihood of insurance organizations defaulting on their obligations 

increases. To minimize this risk, the Bank of Russia pursues a proactive policy in this sphere in 

order to enhance financial stability of insurance companies, promote transparency of their 

operations, and prevent their bankruptcy.  

Thus, a procedure for identifying systemically important insurance organizations (SIIO) was 

established for the organizational purposes. The list of SIIO includes 22 insurance organizations 

and will be updated annually. It is planned to create a special regulatory regime for SIIO within 

the next few years. To enhance the sector’s financial stability, the minimum amount of the 

authorized capital is expected to be raised for all insurers and the requirements for the placement 

of insurance reserves and equity capital will be toughened
184

.  

A certain purge of the insurance market similar to that of the banking sector is coming up in 

2016. The Bank of Russia placed about 130 of more than 300 insurance organizations operating 

on the market in the “red zone” (from the standpoint of the risk of defaulting on their obligations 

and asset cleanliness). According to the Bank of Russia, it is likely that, after the audit of the 

insurers relegated to the “red zone”, about 200 organizations only will remain on the market. It 

should be mentioned that about 70 insurers left the market at ear-end 2015. In response to the 

difficult situation on the market, the representatives of the insurance market appeal to the 

regulator to cut them some slack. 

In 2016, changes in legislation concerning compulsory motor third-party liability insurance, 

in particular the introduction of electronic policies beginning with 01.07.2015, can become a risk 
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for consumers of insurance services. This is associated with the fact that transition to electronic 

policies will lead to considerable shrinkage of the number of insurance entities issuing 

compulsory motor third-party liability policies. There is a possibility that in some localities no 

such entities will remain: people living in these localities will be able to buy insurance via 

internet only, which may become a problem for the areas with no internet access.    

Other risks for consumers are: incorrect calculations of the costs of compulsory motor third-

party liability policies (with mistakes in favor of the insurer), including the calculation of bonus-

malus factor that characterizes the policyholder’s claim frequency; and underpaid indemnities 

under compulsory motor third-party liability policies, including due to erroneously low prices for 

auto parts, labor hours and materials in RAMI-approved reference books.          

The exit from the market of the insurer who had issued one’s the insurance policy can become 

a serious risk for consumers.  

In 2015, the insurance sector was influenced by the same economic 

development trends as the banking sector and other segments of Russia’s 

financial market. Considerable slowdown of the insurance sector growth and 

insufficient regulation of this sphere significantly increase the risks for 

insurance services consumers. In this context, greater transparency and further 

regulation of the insurance market are essential prerequisites for minimizing the risks 

for consumers of such services. 

4.4. Changes in market of microfinance organizations and consumer risks 

In 2015, the microfinance services market continued to develop, remaining the most fast-

growing segment of the Russian financial market: according to the experts, the volume of 

microfinance market increased by 25 % (28% in 2014) and comprised about 62,4 bln rubles in 

absolute terms. It should be mentioned that the growth of microloan portfolio (+25%) has 

noticeably outstripped the growth of lending (+10%), which is mostly associated with the accrual 

of arrears on debt in the MFOs’ balances
185

. 

Such high growth rates can be attributed to the specifics of microfinance organizations’ 

operations aimed to meet financial needs of the representatives of (1) small and medium-sized 

businesses (who comprise a large proportion of MFOs’ microloan portfolio), and (2) individuals 

residing in localities with low financial inclusion and low-income groups in desperate need of 

money who are unable to take out a conventional bank loan with its strict credit check 

procedures applied to potential clients. It has to be admitted that poor financial literacy and 

unrealistic perception of their own capabilities and prospects for repaying loans are typical for 

such consumers of MFO services.  

otherwise stagnant wider market of personal lending are: the flow of former bank clients who 

were denied loans by the banks due to the toughening of lending policies, to microfinance 

organizations; the implementation of new models of working with borrowers such as online 

lending and lending via automated lending machines (ALM); and microfinance organizations’ 

expansion to the regions, including due to reduction in the number of banks’ offices in these 

regions.    

Nevertheless, the growth rate of the market of microfinance organizations’ services is slower 

than during the previous year. This slowdown may be attributed to the rise in funding costs, 

credit policies toughening and abandoning high-risk models of MFO business in the context of 

economic recession, as well as to the reduced household real disposable income and a slowdown 

of business activities. Purging the State Register of MFOs by the Bank of Russia has also 
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affected the dynamics of microloan portfolio.   

The high risks associated with such MFO clients are offset by much higher loan interest rates 

than those offered by the banks. For instance, the popular payday loans (PDL) typically comprise 

45 000 rubles with maturity till 2 months at 1-3 % per day. PDLs amount to more than 18 % of 

the total MFO’s portfolio
186

. As of 30.09.2015, according to a quarterly survey of major market 

players. Ninety microfinance organizations took part in the project in Q3 2015. These included 

41 organizations whose founders (members, shareholders) include a body of state power in a 

constituent entity of the Russian Federation and/or local governing bodies (Figure4.14). 

Since 2013, the regulator of the MFO services is the Bank of Russia. 

From then on the Bank of Russia has been working proactively to develop a regulatory 

framework to regulate microfinance organizations’ operations. The radical changes in legislation 

on microfinancing, aimed to ensure better regulation of microfinance institutions, were adopted 

in 2015. Apart from streamlining and toughening regulation in this sphere, the institution of self-

regulation is actively developing, the rules for which were finally established by the Law “On 

self-regulatory organizations in the sphere of financial market” adopted in July 2015. 

For reference: “maternity capital” may no longer be used for debt repayment under a housing loan agreement 
concluded with a microfinance organization. These provisions do not apply to loan agreements concluded 
before 20.03.2015. It was mentioned in the opinion on the draft law that it was developed to restrict market 
entry for the companies whose operations may pursue the purpose of committing illegal actions resulting in 
illegal cashing-in of the maternity capital using fraudulent schemes.  

Figure 4.14. Structure of aggregate loan portfolio of microfinance institutions in 2015 

 

Source: Bank of Russia 

In 2015, the Bank of Russia was pursuing a tough policy in relation to unscrupulous MFOs. 

The exit of microfinance organizations from the market due to the difficult economic situation 

was also observed. The registration of new MFOs could not offset the outflow of MFOs from the 

market and, as a result, the number of MFOs in the MFO Register decreased by 512 (12%), 

resulting in 3,688 microfinance organizations.  

It should be taken into account that, compared with the banking sector, microfinance sector, in 

spite of a much bigger number of MFOs and CCCs than lending organizations, yields less 

aggregate lending product while the volume of funds given by microfinance sector in all retail 
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crediting does not exceed 1 %
187

. In this connection, many representatives of the MFO sector 

believe that state regulation of microfinance sector including consumer lending cannot fully 

duplicate the scale and methods of banking regulation. 

Yet another challenge for the regulator is regulating relationships in the sphere of payday 

loans (PDL) with daily interest charging. The main risks in this segment from the standpoint of 

consumer protection are concerned with proper disclosure, primarily of the cost of financial 

service and the amount of interest payments when the short-term payday loans are stretched into 

several months (for instance, in case of the borrower’s illness, incapacitation, loss of 

breadwinner, etc.). 

In the advanced countries, the limit on maximum size of overdue interest on principal is 

usually established, thus retracting the risk of the borrower’s debt load. These risks were 

significantly reduced by the Law “On consumer credit (loan)” that established requirements for 

precontract and ongoing disclosure of information to the borrower and the limitation on full cost 

of the loan and fines. 

In 2015, a statutory ban on charging interest to a borrower was introduced for the first time as 

well as other payments under a microloan agreement for which the consumer loan repayment 

period does not exceed 1 year, with the exception of penalty (fine) and payments for services 

delivered to the borrower at extra charge, after the amount of charged interest and other 

payments reaches 400% of loan amount (entered into force on 29.03.2016). These measures, 

however, are not enough and the ceiling on borrowing cost is too high (400%). In the UK, for 

instance, the total cost of borrowing does not exceed 100% of the loan amount. 

The toughening of regulatory requirements and control over MFOs by the Bank of Russia in 

2016 may become one of the crucial factors curbing market growth. Thus, changes in the Law on 

MFOs coming into force in March 2016, the increase in the required loan loss reserve for 

overdue loans, as well as possible enhancement of the Bank of Russia’s supervisory activities 

will force microfinance organizations to assess their microlending risks more prudently.  

The necessity of creating loan loss reserves for overdue microloans which, due to their 

considerable proportion in the balances, may cost the organizations up to 1/3 of their total capital 

(as estimated by RAEX experts) will have a significant impact on MFOs in 2016. Maintaining a 

high proportion of non-performing assets will prevent increasing the volume of microlending 

and curb the growth of MFO business.     

According to RAEX positive baseline forecast, the volume of microlending in 2016 will 

remain at the 2015 level.  The amount of overdue debt in the MFO portfolio will have the biggest 

impact on the volume of microlending in 2016. In case of realization of the positive forecast, the 

proportion of non-performing microloans will not exceed 40%, which will allow to keep the 

volume of lending at the 2015 level. At the same time, in anticipation of raising the reserve 

requirements, microfinance organizations will assign bad debts more actively and, as a result, the 

overall portfolio will increase by 10% at year-end 2016
188

. 

For reference: P2P (peer-to-peer lending) platforms began to buy claims on personal loans from microfinance 
organizations in order to reassign these claims to other individuals within the framework of P2P lending. 
Therefore P2P companies can acquire borrowers from the segments where these P2P companies are not 
present, while MFOs can enhance their portfolio turnover. The main risks, however, fall on those who in the 
end invest in the purchased personal debts.    

The scheme works as follows: an MFO issues a loan and then cedes it with a markup (15–40% of the 
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principal, without interest) to a P2P company. In turn, the P2P platform assigns the claim to several 
individuals, also with a markup of 1-3%.  

 Therefore, the entire markup is paid by the buyer (individual) when buying a part of the debt. This person 
recovers his/her costs through the interest on loan payments.. The loans in question are non-overdue loans, 
whose risks are evaluated by the P2P company. Taking into account that the rates on the purchased loans 
can comprise up to 200 % per annum, the interest is enough to draw an income and pay all markups to the 
end investor.  

The end investor, however, who invests in an “acquired” borrower may find himself in a risk zone. Although 
claims under loans are assigned, taking into account the P2P platforms’ risk requirements, it is not easy to 

correctly forecast the actual risk due to the fact that the borrower has not been evaluated by the investor189. 

Apart from the deterioration of situation on the financial market and the increased proportion 

of “bad debts”, it would be reasonable to expect in 2015 further tightening of the MFO 

regulation, moving microfinance market participants out of the shadow economy, and curbing 

the operations of unscrupulous participants. 

Among the consumer risks associated with the MFO services it is necessary to highlight: 

 insufficient legal regulation of consumer protection where the new types of credit 

(loans) emerge, in particular POS and online lending, etc; 

 the risks associated with low financial literacy of the MFOs’ main clients – the 

representatives of low-income groups in acute need of money but unable to take a 

conventional bank loan with its strict credit check procedures applied to potential 

clients; 

 close cooperation between microfinance institutions and “collectors” whose operations 

associated with personal debt recovery are often of semi-criminal nature; 

 the operations of illegal creditors who completely ignore current legislation. Such 

operations are often carried out by semi-criminal or former criminal communities 

practicing illegal methods of debt collection that boost crime rates in the areas of their 

operations. 

In 2015, a number of landmark decisions concerned with the microfinance 

market and aimed to ensure its further development within a statutory 

framework were passed. It has a positive impact on the protection of 

microfinance services consumers, taking into account that these consumers are 

mainly the citizens with lowest incomes and the most vulnerable financial consumers. 

Nevertheless, it is necessary to further pursue the work aimed to enhance microfinance 

sector regulation, including the work to improve protection of consumers of microfinance 

services in order to provide balance of interests of all stackholders.  

4.5. Changes in payment services market and consumer risks 

In 2015 a payment services market continued its development. The dynamic growth of the 

national market of banking cards was facilitated by the expansion of the scope of banking 

products that imply the use of such cards, the development of infrastructure for servicing such 

cards at the trade and services enterprises, and better financial literacy of the people who are 

using modern information and telecommunication technologies for making payments 

increasingly more often. 
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By 01.01.2016, 530 of 733 credit organizations were issuing and/or acquiring payment cards 

vs. 597 organizations by the beginning of 2015. This fact may be explained, among other causes, 

by the Bank of Russia’s policy in regard to unscrupulous banks.  

In 2015, there was an increase in the number and volume of transactions conducted by 

individuals-cardholders both in and outside the Russian Federation, using banking cards issued 

by credit organizations registered in the Russian Federation.  

Thus, in 2105 (compared to the same period in 2014) the number of transactions increased by 

27,6 % and comprised 12,3 bln transactions amounting to a total of 33 trillion rubles which is 8,6 

% more than the volume of such transactions in monetary terms in 2014.  

In the total volume of transactions, 3.3 bln cash withdrawals (26,8 %) amounted to 24 trillion 

rubles (72,7 %), and 9 bln payments for goods and services (73,2 %) amounted to 9 trillion 

rubles (27,3 %). (Figure  4.15).  

It should be mentioned, however, that the average volume of transaction in monetary terms is 

relatively small: 7,3 thousand rubles for cash withdrawals and 998 rubles for payments for goods 

and services. 

Figure 4.15. Structure of payment cards transactions in 2015 

 

Source: Bank of Russia 

The number of banking cards issued by credit organizations is growing, with 243,9 banking 

cards issued by 01.01.2016 (which is 7,1 % more than by 01.01.2015), including 214,4 mln debit 

cards (88 %) and 29,5 mln credit cards (12 %) (Figure 4.16)
190

. 

Visa and MasterCard account for 60% and 35% of Russian market of payment cards, 

respectively, as estimated by the experts
191

. 

In 2015, to eliminate the possibilities for some countries to affect uninterrupted and secure 

transactions processing involving payment cards of the international payment systems (IPS) 

within the Russian Federation, domestic transactions on such cards were transferred for 

processing to Russia’s National System of Payment Cards (NSPC). To implement this decision, 

changes were made in legislation that obliged IPS to either transfer domestic transactions for 
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processing to NSPC or make a security deposit in an amount of two days’ turnover of IPS. These 

security deposits were estimated to comprise USD1.9 bln and USD1bln for Visa and 

MasterCard, respectively. Before that, these companies have argued many times that such 

deposit is too much and will jeopardize their operations on the Russian market
192

. 

Figure 4.16. Number of debit and credit cards issued by banks in 2008-2015 

 

Source: Bank of Russia 

It should be mentioned that early in 2014, the USA forced the international payment systems 

Visa and MasterCard to suspend their services for a number of Russian banks. The holders of 

these Russian banks’ payment cards were unable to conduct some transactions involving these 

cards. 

On 15.12.2015, the Bank of Russia and JSC NSPK announced the launch of issuing the first 

cards of the “Mir” national payment system. By that time, 35 Russian banks including major 

credit organizations had already joined the “Mir” payment system. The adoption of the Mir 

Payment System Regulations signifies the banks’ intention to participate in national payment 

cards issuing and acquiring
193

.  

The operations of payment agents (including bank payment agents) receiving cash from the 

individuals for further processing of payments continued to actively develop throughout 2015. 

During the year under review, more than 2,7 bln payments were made upon electronically 

created and sent payment orders, amounting to 470,3 trillion rubles. That is 5,3 % more than in 

2014 in quantitative terms and 0,8 % in total terms. Internet is widely used for making payments: 

972,3 mln payments amounting to 375,1 trillion rubles in 2014, which is respectively 14,3 % and 

5,5 % more than in 2014
194

.  

As of 01.01.2016, there were 214,000 ATMs and payment terminals in the country, which is 7 

% less than by the beginning of 2015, including 5,4 % is from the reduction of ATMs with cash 

dispensing function (131,5 thousand ATMs at the year end of 2015) and 6,1 % is from the 

reduction of ATMs and payment terminals with case depositing function (130 000 units).  

The trend towards reduction in the number of payment terminals continued into 2015: from 
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7,400 units by the beginning of 2015 to 6,700 units at year-end 2015 (–10 %). 

For reference: in September 2015, the Qiwi Payment System has abolished about 30,000 terminals, which 
amounted to approximately 25% of their total number. Therefore the number of the Qiwi terminals was 
reduced from 127,000 to 97,000. A Qiwi representative announced that the network of terminals shrank by 
20%. According to the sources, the main reason for reducing the network of terminals connected to Qiwi was 
the Bank of Russia’s struggle against the cashing-in of money. The Bank of Russia was concerned about the 
situation in which more than 90% of cash paid into payment terminals was used for transactions suggestive 
of cashing-in. The cashing-in scheme works as follows: monies received from the terminals do not go to 
special accounts opened with the banks as required by legislation, but go to the “secondary market.”In early 
June 2015, the Bank of Russia brought together the leading players on the market of payment systems 
(QIWI, ComePay, Contact, Rapid, CyberPlat, DeltaPay) and suggested them to work with paying agents to 
ensure that 20% of monies will be transferred to special accounts in late June – early July. This threshold 
was then gradually raised and, beginning with September 1, 98% of cash was being processed by paying 
agents through special accounts. Crediting cash to special bank accounts led to the abrupt reduction of 
cashing-in transactions at the terminals. According to the market participants, this will lead to the abrupt 
reduction in the number of terminals. Payment aggregators whose business consisted in trading in cash will 
exit the market as they will have no money to pay for leasing payment terminals..According to a “Euroset” 
representative, the market of payment terminals has shrunk by more than 30%. during the past few 

months195.  

The electronic terminals (ET) market has been growing fast. In 2015, the number of ET 

installed in the shops increased by 15,7 % (1,5 mln units) and in cash advance offices – by 3,7 % 

(174,8 units). The number of remote access terminals, on the contrary, dropped by 3.8 % (5,3 

thousand units).  

In the context of actively developing information and communication technologies, remote 

banking services (via the internet, computers, mobile phones, tablets, etc.) is a promising and 

rapidly growing area of banking operations. The development of this segment becomes a key 

indicator of financial inclusion. 

As of the end of 2015, the number of remote access accounts opened by individuals with 

credit organizations reached 158,8 mln accounts (which is 29,8 % more than in 2014) of which 

131,6 mln accounts (86 %) accessible via the internet, and 117,4 mln accounts accessible via 

mobile subscriber devices (74 %). Since the beginning of 2015, the number of opened internet-

accessible accounts and accounts accessible via messages sent using mobile subscriber devices 

increased by 68,3 % and 81,7 %, respectively. 

At the same time, the proportion of accounts with remote banking services in the total number 

of accounts opened for individuals increased from 16.4 % as of the beginning of 2015 to 20,3 % 

as of 01.01.2016.  

Presently, the vast majority of the banks provide to their clients the possibility of remote 

access to their accounts for making payments, and the number of such banks continues to grow. 

In 2015, 1.1 bln money transfers amounting to 4.1 trillion rubles (-9.2% in 2014) and within the 

Russian Federation 3,91 trillion rubles (-6.4%), outside the Russian Federation – 190 mld rubles 

(+7,3%) were made by individuals without opening bank accounts. With the availability of 

payment devices for the population increasing over the last few years and the volume of 

transactions performed via such devices growing too, the risk of unauthorized cash withdrawals 

by third parties (as a result of fraud or theft) increases considerably.  

According to the Bank of Russia, more than 300, 000 of such transactions amounting to over 
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3.5 bln rubles were registered in 2014. Half of this money remained in the accounts. In this 

connection, the amendments to the Law “On the national payment system” are being prepared to 

allow the banks or payment systems to suspend a transaction that looks suspicious for possible 

fraud, and allow it after the inspection if such suspicion is dispelled. It should be mentioned that 

in approximately 90% cases of stealing funds, money is stolen from the individuals’ card 

accounts rather than from the classical deposit accounts
196

.  

The risks of unauthorized debiting to accounts and payment cards are determined by the 

following: 

 poor protection of ATMs and payment terminals from external interference;  

 the lack of a complex information security system for credit and non-credit 

organizations working with payment devices; 

 the banks poorly informing their clients about bank card handling safety rules; 

 poor financial literacy of the population, leading to disregard of the rules for carrying 

out transactions on the Web; 

 the operations of organized criminal groups specializing in illegal operations in the 

sphere of high tech.  

The expanding payment card market with a less extensive increase in the number of interbank 

agreements declaring no-charge cash withdrawal and payment of services via the agreement 

members’ ATMs (regardless of card issuer) helps to increase the risk of cash withdrawal from 

the consumers’ accounts as the acquirer bank’s commission. Due to the high costs of acquiring, 

there is an increasing risk of non-delivery of payment service for debit and credit card holders, 

especially in regions. 

When the transfers and payments are made using payment cards, there is a high risk of under-

informing on the amount of fee. Thus,  Art. 29 of the Law “On the banks and banking” stipulates 

that the bank that owns the ATM is obliged to show on the ATM screen a notification of the 

amount of fee for transaction before the cardholder initiates a transaction. The information on the 

fee or its absence must also be printed on the ATM slip. Nevertheless, when money is withdrawn 

from another bank’s ATM, it is only the fee charged by the owner of the terminal that is shown 

on the ATM screen. At the most, the terminal will warn that the bank that issued the card may 

charge a fee although not all ATMs do it. In such situation, the client needs to know well the 

issuing bank’s card servicing tariffs or, before effecting a transaction, to clarify the issuing 

bank’s fee for cash withdrawal at other Banks’ ATMs. Presently, to minimize this risk, it is 

better to withdraw cash or carry out other transactions at the terminals of the bank that issued the 

card. It should be mentioned that there are risks of fees being charged for the transfer of funds 

from the account opened in a bank’s local branch to the account in another local branch of the 

same bank.   

Among significant risks for payment services consumers, we must highlight the insufficient 

legal certainty of the banks redressing damage from fraudulent debiting to a bank card held by a 

natural person—payment service consumer. Since January 1, 2014 the provisions of Art.9 

“Procedure for using electronic payment instruments” of the Federal Law “On the national 

payment system” have entered into force, regulating a procedure for compensation of arguable 

transactions from a client’s cards made by banks. 

But this article was not clear enough and allows for different interpretations. According to this 

Article, the client is obliged to notify the bank immediately after learning about unauthorized 

debiting but no later than the day following the day of receiving the notification of the 

transaction from the money transfer operator, but it is not clearly established how the time of 
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notification should be captured. With no amendments planned to be made to this article, all that 

remains for financial consumers is to hope for fair decisions within the framework of regulatory 

enforcement.  

Therefore, in 2015, the market of payment services continued to develop rapidly despite the 

reduction in the number of banking institutions and the external threats. Both the credit 

organizations and the regulator paid increasingly more attention to ensuring transaction safety 

for consumers of payment services. At the same time, in 2015, with payment services 

increasingly moving into virtual space, the level of cyber threats increases dramatically, which 

demands prompt response involving regulatory, technical and other means of protection of 

payment services consumers.  

Pawnbrokers  

The amendments to the Law “On the pawnbrokers” were developed in 2015. As was the case 

with the toughening of regulation of microfinance organizations, it is planned to formalize the 

pawnbrokers’ operations and significantly enhance the Bank of Russia’s powers as regulator. 

The representatives of the pawnbrokers predict an abrupt decline of the market.   

By the end of 2015 there were 8 305 pawnbrokers in the Register that is 457 units less then at 

the end of 2015. 

For reference: at the end of Q1 of 2015, a total volume of pledges in the Russian pawnbroker shops 
comprised 35 bln rubles, which is almost 30% more than in December 2014. At the same time, at year-end 
2014, the market has grown by 12% only, from 24 to 27 bln rubles.    

The average loan amounts to 5,700 rubles. More than 60% of the borrowers are persons aged 30 to 50, with 
90% of loans granted on the pledge of jewelry. 

The causes of such growth are a 53% increase in the price of gold in rubles compared to the same period in 
2014; the depreciation of national currency; and retail banks toughening their lending policies. According to 

the experts, the pawnbrokers market will grow at least by 100% at year-end 2015197. 

The survey of pawnbrokers conducted by Zaim.com has demonstrated that over a year since 

the pawnbrokers fell under the regulation of the Bank of Russia, the households’ demand for the 

loans secured by pledges has increased by 15–20%. As a result, 83% of the pawnbrokers 

anticipate the growth of their own loan portfolio at year-end 2015.  

The pawnbrokers market is one of the few segments of economy for which the aggravation of 

the crisis is beneficial. Since most citizens do not want to curb their needs despite the shrinking 

of their real income while the banks toughen their requirements for the borrowers, the demand 

for loans keeps growing. According to the representatives of the market, the population’s need in 

the loans secured by pledge has increased by 15–20% in 2015.  

The experts believe that the fastest growing segment is pledging jewelry, which is associated 

with the growing price of gold in rubles. The loans secured by pledge of vehicle are also in high 

demand. 

In 2015, one third of the pawnbrokers had their proportion of unredeemed pledges increased 

on the average by 5-10% (compared to 2014). For 56% of pawnbrokers, this indicator remained 

the same, and for 11% of pawnbrokers, this proportion decreased. As of 01.10.2015, for 67% of 

pawnbrokers surveyed by Zaim.com, the proportion of unredeemed pledges was estimated at 11–

25%, and for 33% – at less than 10%.  

The experts also observed a growing demand for the sales of the pledgors’ unredeemed 
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property. Some of the pawnbrokers’ clients began to buy up gold jewelry items to use them as 

savings; others used to shop for jewelry in jewelry shops but in the situation of crisis and 

growing prices for jewelry, the items sold at the pawnbroker shops became an answer, 

particularly as 10-15% of the items are new. 

The results of the survey show that the pawnbrokers’ clients are both males and females aged 

30-45, with medium and below average income. Most pawnbrokers reported that the borrower’s 

profile has not changed over the last two years. A number of pawnbrokers, however, have noted 

the emergence of large clients who need money for the development of their businesses (mostly 

jewelry shops and small pawnbrokers). 

According to the experts, the factors hindering the development of the market of 

pawnbrokers’ services in Russia include increased competition both within the sector and on the 

part of MFOs; some consumers’ negative attitude towards these financial institutions; and the 

toughening of market regulation. 

In the opinion of the President of the National Pawnbrokers Association, the changes in 

pressure imposed on the market by the regulator will be the main constraint for the pawnbrokers 

market in the next few years. Presently, the regulator does not fully use all available leverage to 

influence the market, thus giving the market participants a chance to adapt. This period, 

however, will end one day and the vast majority of pawnbrokers will find themselves unable to 

meet all of the regulator’s requirements.  

According to the experts, the transfer of regulatory powers to the Bank of Russia helps to 

clear the market from semi-underground and semi-criminal actors, and will help to enhance the 

pawnbrokers’ credibility for households. The toughening of requirements, however, resulted in a 

tangible growth of management costs associated with reporting, personnel training, etc. 

One of the measures aimed to regulate the pawnbrokers market in 2015 was establishing a 

ceiling on the cost of loans. Presently, according to the Bank of Russia, about 50% of the 

pawnbrokers fail to submit proper reporting statements. In 2015 (as of November 1), the Bank of 

Russia issued more than 12,000 prescriptive orders to pawnbrokers for failing to submit their 

reporting statements and more than 6,500 prescriptive orders for submitting their reporting 

statements with errors. The Bank of Russia has also imposed penalties and, as a last resort, 

initiated proceedings to liquidate some pawnbrokers. 

For reference: the pawnbrokers began to actively go into litigation with the Bank of Russia to have half a 
mln ruble fines for late submission of reporting cancelled, and many of them succeed, at the very least, to 
have the amount of the fine reduced. Since the beginning of the summer of 2015, the borrowers filed 13 
lawsuits (30 lawsuits since the beginning of 2015) against the Bank of Russia (as of 24.07.2015). 

In all 30 cases, the pawnbrokers dispute the Bank of Russia’ prescriptive orders. Administrative sanctions 
imposed on these pawnbrokers by the Bank of Russia’s prescriptive orders were typically associated with 
late submission of their reporting statements. Until then, no such active disputing of the regulator’s actions 
by the pawnbrokers has been observed. In 2014, only one pawnbroker filed a lawsuit against the Bank of 
Russia. 

According to the Code of Administrative Offences of the Russian Federation, the regulator has a right to 
impose an administrative fine on a pawnbroker, amounting to 500-700 thousand rubles. The Bank of Russia 
has been actively exercising this right. In 8 cases, the fine comprised 250-500 thousand s rubles. One 
pawnbroker was punished by the Bank of Russia for violating the anti-laundering legislation while another 
failed to comply with a requirement for mandatory insurance of pledged items.   

According to the experts, the regulator s expected to increase its litigating activities. It appears that the 
Bank of Russia has proceeded to action: seven of nine lawsuits against the pawnbrokers demanded their 
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liquidation and two of these lawsuits have already been satisfied198. 

Since 2016, it is mandatory for all financial organizations to become members of a SRO. The 

initial version of the respective law included pawnbrokers in addition to microfinance 

organizations but then a decision was made to exclude the former from this rule due to the 

specifics of this market. Many experts believe that introducing mandatory self-regulation may 

become a significant constraint for the development of small pawnbrokers business.  

It should be mentioned that most of the surveyed pawnbrokers are already members of unions 

and associations: 44% of the survey participants are members of one organization; 44% are 

members of more than one organization; and only 12% have no membership in any association.  

One of the most important barriers in the development of pawnbrokers market is the lack of 

available financing. Most of the pawnbrokers have mentioned that the main sources of funding 

are the organization’s own funds or the funds borrowed by the founders. 22% of the surveyed 

pawnbrokers reported using business development credits for funding. The pawnbrokers’ low 

demand for borrowings is determined by the high costs of borrowing.  

Considering their business development prospects, 67% of the pawnbrokers mentioned that 

they were not going to change anything in the nearest future; 11% planned to expand the range 

of their services; and 17% planned to create a financial supermarket.   

It should be mentioned that pawnbrokers do not blemish credit histories as the borrower either 

pays the principal and the interest or leaves the pledged item at the pawnshop.
 202

 

To enhance the pawnbrokers market transparency that is beneficial for financial consumer 

protection, the Bank of Russia plans to establish a special access procedure for the pawnbrokers 

which implies that a pawnbroker’s legal ability begins from the moment the information on this 

pawnbroker is entered in the state register of pawnbrokers rather than from the moment of its 

registration as a legal entity. 

Presently, most pawnbrokers’ unions, associations and non-profit partnerships are developing 

a Roadmap for the Pawnbrokers Market Development till 2020 together with the Bank of Russia.  

Consumers face the following risks on the pawnbrokers market: 

 decreasing the value of pledged goods; 

 infringements on one-month grace period on pawn transactions during which the 

pledged items may not be sold; and failure to disclose necessary information to clients; 

 non-providing a client with necessary information; 

 activities of fraudulent organizations posing as pawnbrokers (not make out a pledge 

card, often use improper types of agreements, including Commission agreement or 

sale and purchase agreement). 

Thus, in the previous year, the regulatory impact on the pawnbrokers market has increased. 

This market is expected to continue growing in 2016 and therefore it demands closer attention in 

order to prevent the increase in corrupt practices in the sphere of consumer protection.  

In the next few years, the highly probable serious risks for financial 

consumers in the Russian Federation are associated with the development of 

the Russian financial market in the context of crisis, external interference of 

other countries, emergence of complicated and diverse financial services, and 

financial organizations’ competition for consumers in the context of economic recession, 

                                                      
198 The official website of Kommersant // http://www.kommersant.ru. 20.04.2014. 
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on the one hand, and with still suboptimal financial literacy, reduced household real 

disposable income, and consumers behavior dependent on the state’s paternalistic 

attitude, on the other hand.  
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5. Results of activities of Rospotrebnadzor and judicial practice of financial 

consumer protection  

According to the current legislation Rospotrebnadzor and its territorial branches implement 

federal state surveillance on consumer protection, can participate in civil cases in courts to give 

conclusions and can apply to a court as a petitioner. 

This section contains results of activities of Rospotrebnadzor and judicial practice of financial 

consumer protection in 2015. The first subsection contains an analysis of consideration of 

appeals on financial consumer protection. The second subsection describes key indicators of 

control activities of Rospotrebnadzor. The third subsection involves the judicial practice with the 

participation of Rospotrebnadzor. 

5.1. Consideration of consumer appeals and applications  

In 2015 Rospotrebnadzor and its territorial branches received 35 354 appeals on financial 

consumer protection, including 30 433 ones from citizens. 34 762 appeals were considered, 

including 29 829 appeals from citizens that is 3,8 % more than in 2014 (28 727 appeals). 

Oral appeals ordinary compose 25-30% of all appeals. Basically, these applications are 

considered in public reception offices functioning in the Central office199 and territorial 

branches of Rospotrebnadzor. This form of work with consumers is equivalent to a personal 

consultation (art. 13 of the Law “On the procedure for consideration of addresses of citizens of 

the Russian Federation”
200

) and is an effective tool for rapid consultation of consumers that not 

requiring administrative intervention. “Hot line” is similarly organized to work with consumers. 

If a citizen requires a response, for example in the form of a control activity, he is advised to 

send a written request (its registration is carried out directly in a personal reception). 

In the framework of a public reception office and a “hot line”, including territorial branches of 

Rospotrebnadzor, 5 276 oral requests of financial consumers of financial services were 

considered, including on the issues of conclusion and execution of a loan agreement – 4 082 

appeals, of a bank deposit contract – 88 appeals, of plastic cards – 621 appeals, on other issues of 

financial services provision – 485 applications in 2015. Agreement between a bank and a 

consumer was reached in 203 cases as a result of personal receptions. 

Dynamics of appeals of consumers of financial services in a total volume of appeals received 

by Rospotrebnadzor, has always been small, in 2015, 6,5% or about 11% of a number of appeals 

on consumer protection. Absolute indicators of 2015 in financial consumer protection appeals 

considered by Rospotrebnadzor is slightly higher than in 2014 (Figure 5.1). 

Such dynamics has objective reasons. A peak of appeals in 2010-2011 was connected with the 

active Rospotrebnadzor’s campaign on readjustment of a financial market to consumers when 

citizens realized Rospotrebnadzor as a consumer protection institute. Rospotrebnadzor’s affords 

and the Supreme Court of the Russian Fereration’s rapt attention to consumer protection (since 

2012) led to reduction of appeals, consumers complained less to Rospotrebnadzor and began to 

apply to courts more. Another surge of cases in 2014 was linked to the overall destabilization of 

the financial market (problems of foreign currency borrowers, etc.). Indicators of 2015 most 

likely associated with establishing the Bank of Russia Service for Protection of Financial 

Services Consumers and Minority Shareholders201, which took main work with appeals of 

financial services consumers. The final conclusion will be made in 2016, following results of a 

three-year work of the mentioned above subdivision. 

                                                      
199 Regulation on Public office of Rospotrebnadzor // The official web-site of Rospotrebnadzor http://rospotrebnadzor.ru. 
200 Federal law as of 02.05.2006 № 59-FZ “On the procedure for consideration of addresses of citizens of the Russian 

Federation”. 
201 On the Bank of Russia Service for Protection of Financial Services Consumers and Mi№rity Shareholders // The official 

website of the Bank of Russia http://www.cbr.ru. 
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Figure 5.1. Appeals on financial consumer protection considered by Rospotrebnadzor  

 

Source: Rospotrebnadzor  

In this regard, it should be noted the fact that in 2015 a number of complaints on financial 

services sent by Rospotrebnadzor to other bodies for consideration within their competence, 

increased in 1,4 times. In 2015, 2014 and 2013 such redirected calls were 8 814, 458 1 6 and 929 

accordingly which confirms a connection of this trend with vesting the Bank of Russia with 

functions and powers of a single mega-regulator for financial markets, including protection of 

depositors and creditors since 01.09.2013. 

For reference: in 2015 the Central Bank received 180 000 appeals on credit organisations, including 34 000 
appeals from system-significant credit institutions. The most common questions contained in appeals were 
connected with: 

 discharge of obligations under credit agreements (restructuring, amendment, renewal of a loan, 
change of a loan currency), etc.; 

 granting of a credit (rejecting a credit) and making amendments to credit bureaus; 

 joining to insurance programmes under credit agreements;  

 currency mortgage;  

 rates and monetary policy;  

 incorrect work of ATMs; 

 violation of terms of fund transfer by a bank; 

 illegal withdrawal by a bank and illegal withdrawal as a result of wrongful acts of the third 
parties; 

 low quality and nonprofessionalism of bank’s employees; 

 the inclusion of citizens in the automatic redial base and the base of activities of debt collectors. 

In 2015 the Central Bank received 68 000 appeals on non-credit organizations, including: 

 53 000 appeals (78%) related to the subjects of the insurance market: a main subject of complaints 
was wrong (according to consumers) application of a coefficient “bonus–malus”, imposition of 
additional services at the conclusion of the insurance contract, (life insurance, health insurance, 
etc.), refusal to conclude an insurance contract, including due to a lack of forms of insurance 
policies, violation of terms and order of payment of insurance compensation and/or refusal to pay 
insurance compensation under motor hull insurance; 

 over 6 000 appeals (9%) related to microfinance institutions (MFI): main topics were connected 
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with activities of MFIs aimed at debt collection under microloan contracts; of organizations not 
included in a register of MFIs, as well as questions about the calculation of interest/penalty under 
contracts; 

 more than 4 000 appeals (6%) - in respect of corporate participants: main topics were connected 
with failure to provide information and documents by a joint stock company, absence of mandatory 
offer to purchase securities, unpaid dividends (non-acceptance of decision about paid of dividends); 

 900 appeals (1%) - in respect of credit consumer cooperatives (CCC); 

 more than 1,200 appeals (2%) - in respect of professional participants of securities market: a main 
theme was connected with failure/improper performance of client orders, improper accounting of 
transactions of transfer of securities rights); 

 about 600 appeals (1%) - in respect of collective investment subjects: main topics were connected 
with transition from the Pension Fund of the Russian Federation to non-government pension 
funds, non-payment/payment of private pensions not in a full volume as well as of ransoms. 

In 2015, the Bank of Russia received 13 complaints of citizens in respect of non-credit financial institutions 
in connection with a reduction in sovereign rating of the Russian Federation by foreign credit rating 
agencies, corporate conflict to the rating Agency, and also concerning expediency of establishing a new 
national rating Agency. 

Thus, activities of the Bank of Russia on work with appeals of financial services consumers in 2015 
significantly exceeded by a number and scope of issues than relevant activities of Rospotrebnadzor focusing 
exclusively on issues of consumer protection in statutory limits (art. 40 of the Law “On the protection of 
consumer rights”). 

One more direction of work of the Central Bank of the Russian Federation as a mega regulator of financial 
markets is a clarification of existing rules and norms, including acts of the Bank of Russia. 

In 2015 the Bank of Russia received and reviewed the complaints of citizens in relation to credit 
organizations, containing requests for clarification of existing rules and regulations:  

 75 complaints on providing information about registration of credit institutions and banking 
activities licensing; 

  993 complaints for questions related to activities of credit institutions after a revocation of a 
license for banking operations and introduction of a moratorium on satisfaction of creditors ' claims; 

 79 appeals on issues related to activities of credit institutions where measures for insolvency 
prevention were carried out with participation of the Deposit Insurance Agency; 

 1 425 appeals and complaints of citizens on functioning of the institute of credit history (obtaining 
and disputing credit history, obtaining information about the credit bureau, issuance of credits 
(loans) to people deprived of legal capacity, availability of incorrect information in a credit history, 
improperly issuing credit report of citizens by credit bureaus and presence inadequate information in 
their credit history). 

In addition, in 2015 the Bank of Russia received 219 complaints of individuals on non-credit financial 
organizations, containing requests for clarification of applicable rules and regulations including: 

 86 complaints on activities of investment funds. Increasingly, citizens were interested in activities 
of management companies of investment funds; 

 121 appeals on questions of activities of private pension funds when exercising activities of private 
pension provision, including early private pension provision and mandatory pension insurance, 
including: 

 62 treatments were associated with consequences of revocation of licence of non-governmental 
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pension funds for insured persons. Consumers expressed their concerns about performance of 
the system of guaranteeing rights of insured persons who had requested information on funds 
participating in the guarantee system; 

 25 applications contained questions regarding a process of investment, distribution of 
investment income, “freezing” of pension savings; 

 16 cases were associated with indicators of activity of private pension funds; 

 18 cases concerned successors of deceased persons  who have funded pension in private pension 
funds; 

 12 complaints on other matters, including application of statutory acts of the Bank of Russia. 

A total number of appeals on these issues was 4 767 cases in 2015. 

In a structure of appeals the key part belongs to complaints on consumer violations by banks – 

20 581 complaints (69%) and by insurance companies – 6 675 complaints (23%). A number of 

complaints in insurance reduced almost at 20% in 2014 (8 378 appeals in 2014). There was 

significant increasing of complaints on consumer violations by microfinance institutions, in 2015 

1 438 appeals were received (5%) that was 2,8 times more than in 2014 (515 appeals or 2% of all 

appeals of consumers of financial services). The structure of appeals by types of financial 

services considered by Rospotrebnadzor in 2015 is presented in Figure 5.2. 

Figure 5.2. Appeals by types of financial services conducted by Rospotrebnadzor in 2015 

 

Source: Rospotrebnadzor  

Almost triple increase of appeals on MFIs to Rospotrebnadzor has no obvious reason, and is 

likely due to a general deterioration of the economic situation. The Central Bank of the Russian 

Federation did not identify any features in activities of microfinance organizations despite 

increasing of complaints in financial services.  In this regard, it should be noted that given the 

incomplete formation of the Bank of Russia Service for Protection of Financial Services 

Consumers and Minority Shareholders, analytical assessment of dynamics of the complaints of 

consumers of financial services to Rospotrebnadzor is temporarily conditional. 

In 2015 the amount of microloans issued over the reporting period reduced from 131,4 bln to 

101,2 bln rubles. At the same time, the amount of issued microloans for 2015 has increased from 

57,3 bln to 62,4 bln rubles
202

. 

                                                      
202 According to the Central Bank of the Russian Federation. 
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Microloans are most often used by citizens of a certain social status, living “from payday to 

payday”. As against the Bank of Russia Rospotrebnadzor has an extensive regional network of 

offices engaged in a work with consumers in a “walking distance”. Therefore, interested 

consumers apply to Rospotrebnadzor gaining a reputation as “a defender against creditors”. This 

conclusion is confirmed by a regional nature of complaints of a considered category (Figure 5.3), 

since according to the available information the Central office of Rospotrebnadzor receives small 

amount of appeals on MFIs. 

Figure 5.3. Appeals of financial consumers on MFIs in several regions of the Russian 

Federation 

 

Source: Rospotrebnadzor 

In 2015 about a third of consumers of microloans (364 of 1 114 cases or 32,7%) after 

consideration was diverted by territorial bodies of Rospotrebnadzor on jurisdiction (mostly in the 

Bank of Russia and its structural divisions in subjects of the Russian Federation). A small 

number of applications of considered category (in 2015 53 of 1 114 cases or 4,7%) became a 

basis for control activities regarding MFIs. 

If mentioned above trends continue in future reporting periods, this may be grounds to 

increase work in the area of financial literacy of low income consumers as actual or potential 

consumers of MFI services. 

A negative trend of complaints against insurance companies in 2015 (20% less than in 2014) 

can be explained not by activities of the Bank of Russia Service for Protection of Financial 

Services Consumers and Minority Shareholders actively dealing with complaints of insurance 

consumers, but much by attention paid to this sector of consumer market in 2014 by all 

interested government authorities. 

At the beginning of 2014 at the initiative of Rospotrebnadzor held an interdepartmental 

meeting in the Prosecutor General of the Russian Federation with the participation of the FAS 

Russia and the Central Bank of the Russian Federation in connection with the deterioration of the 

situation with insurance policies (the citizens EN masse when faced with the refusal of insurers 

to conclude contracts of compulsory insurance). According to the results of the meeting of the 

analyses, it was determined that none of the Supervisory agencies do not have sufficient level of 

authority to resolve this issue by administrative measures. 

As a result of changing of insurance legislation in 2014 identified legal gaps were largely 
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eliminated. It is important that the Supreme Court of the Russian Federation took an active 

position in supporting the amendment of art. 16.1 of the Law “On Compulsory Motor Third-

Party Liability Insurance” aimed at improving protection of consumers of insurance services by 

direct reference to the Law “On the protection of consumer rights”. Also one of the main reasons 

for increasing a level of legal protection of consumers of insurance services should be mentioned 

as a publication of several decisions of the Plenum of the Supreme Court of the Russian 

Federation concerning the insurance of citizens–consumers. For the first time in 2015 

recommendations to the Supreme Court of the Russian Federation were sent to courts almost 

immediately after legal changes and not by results of law-enforcement practice
203

. 

Rospotrebnadzor highly appreciated the approach of the Supreme Court of the Russian 

Federation and in 2015 express its hope that this experience would be used in other kinds of 

disputed legal relations
204

. 

Given a previously observed reduction in a total number of consumer appeals to 

Rospotrebnadzor in 2012-2013, including by reason of a publication of the resolution of Plenum 

of the Supreme Court of the Russian Federation as of 28.06.2012 № 17, these events show just 

how much a position of courts influences on observance of consumer rights by business entities. 

However, in 2015 a problem with OSAGO policies maintained relevance. In addition, 

Rospotrebnadzor, the Central Bank of the Russian Federation and the FAS Russia continue to 

receive complaints concerning imposition of insurance services, including when granting loans 

and concluding contracts of compulsory insurance. 

For reference: earlier the FAS Russia received numerous complaints of individuals for imposition of 
additional insurance services by insurance companies when signing OSAGO contracts and on a refusal of 
some insurance companies to provide appropriate services without additional voluntary insurance contracts. 
In connection with increase of OSAGO rates since April 2015, a number of such complaints has decreased 
dramatically. However, a problem of imposition of additional services when OSAGO contracts signing 

continues to be relevant205. 

Thus, in 2015 only the Central office of the FAS Russia received 348 complaints against insurance 
companies, including 197 (56%) on OSAGO contracts. For comparison, 751 and 548 (73%) complaints were 
receives in 2014, 451 and 217 (48%) complaints in 2013. 

The main complaints of individuals to actions of OSAGO insurers were related to:  

  refusal to conclude insurance contracts without purchasing additional services, including inspection 

of specific operators;  

  non-application of reduction rate for accident-free driving when calculating a premium for OSAGO 

policy. 

In addition, a problem of additional services is currently relevant in the market of credit insurance (bank 

insurance206). So, received complaints on interaction between insurance and credit organisations within the 
framework of bankassurance borrowers pay attention that credit institutions refuse to conclude a consumer 
credit agreement without a personal insurance agreement, impose a particular insurance organization, refuse 

                                                      
203 Resolution of the Plenum of the Supreme Court of the Russian Federation as of 29.01.2015 №2 “On consideration of the 

courts of legislation on compulsory motor third-party liability insurance”. 
204 Federal law of 29.12.2014 № 476-FZ “On making amendments to the Federal Law ‘On the insolvency (bankruptcy)’ and 

individual legislative acts of the Russian Federation with regard to regulation of rehabilitation procedures for individual debtors” 

became effective on 01.07.2015 after publication of the Resolution of the Plenum of the Supreme Court of the Russian 

Federation as of 13.10.2015 № 45 “On certain issues connected with consummation of procedures used in the insolvency 

(bankruptcy)’ of individual debtors”. 
205 According to the FAS Russia // The official website of the FAS Russia http://www.fas.gov.ru. 
206 Bankassurance – interconnection of bank and insurance organisations on several items: insurance of borrowers, pledges and 

risks of banks. Credit insurance is a kind of risk insurance connected with credit relations. 
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to accept policies of other insurers, and also include insurance premium in loan amount, not providing a 
possibility to pay insurance premium at the expense of own means. 

In 2015 the FAS Russia and its territorial bodies received 3 210 appeals on financial institutions (in 2014 – 
6 119 appeals, 2013 – 1 400 appeals), including 508 appeals on credit institutions (in 2014 – 675 appeals, 
in 2013 – 393 appeals), 2 667 complaints on insurance companies (in 2014 – 5 286 appeals, in 2013 – 942 
appeals), 35 appeals on financial institutions (in 2014 – 158 appeals, in 2013 – 65 appeals). 

The main complaints of individuals on the interaction between insurance and credit organizations in the 
sphere of insurance of risks of borrowers are as follows:  

 refusal of banks to issue a loan without signing an individual or collective insurance contract; 

 imposing a particular insurance company to insure risks of borrowers and not adopting policies of 
other insurers;  

 inclusion of insurance premium in a loan amount and an inability to pay insurance premium 
payment in any other way. 

A separate category of appeals is appeals of consumer associations on the provision of 

financial services for citizens. 

So, in 2015 Rospotrebnadzor received 102 appeals on financial consumer protection from 

consumer associations, including 37 (36,3%) – in relation to banking institutions, 37 (36,3%) – 

in respect of insurance organizations, 18 (17,6%) – in relation to microfinance institutions and 10 

(9,8%) – in relation to activities of paying agents. While none of these cases was a basis for 

carrying out appropriate control activities or administrative investigations. In 2014 only 1 of 85 

appeals of consumer associations became a basis for verification (against insurance companies) 

and 2 appeals to conduct administrative investigation (for banks). In 2013 2 of 56 cases became a 

basis for control activities (1 – for banking organization, 1 – for insurance company) and 27 

requests – to conduct administrative investigations (24 – for banking institutions, 3 – for 

insurance companies). This statistic has objective reasons. 

In 2012 the Constitutional Court of the Russian Federation recognized a number of provisions 

of the Federal Law “On procedure for considering appeals of citizens of the Russian Federation” 

not corresponding to the Constitution of the Russian Federation “as that they prevent a spread of 

the provisions of this Federal Law to the relations connected with consideration of applications 

of consumer associations, including legal entities, by state authorities and local governing 

bodies, due uncertainty of  normative content, generating in practice their ambiguous 

interpretation and, accordingly, a possibility of arbitrary application”. The Constitutional Court 

of the Russian Federation also ruled that federal legislation needs to be amended to resolve the 

order of consideration of applications of “citizens and legal associations by state bodies and local 

governing bodies, and a guarantee of consideration of citizen addresses by state institutions and 

other organizations engaged in publicly significant functions” (Resolution of the Constitutional 

Court of the Russian Federation as of 18.07.2012 № 19–P
207

). 

The Law as of 07.05.2013 № 80–FZ
208

 amended to the Law “On the procedure for 

consideration of addresses of citizens of the Russian Federation” to equate public consumer 

associations and consumers in a right of considerations of  appeals by public authorities, local 

governing bodies and other entities, obliged to consider appeals by specified act. 

                                                      
207 Resolution of the Constitutional Court of the Russian Federation as of 18.07.2012 № 19–P “On the case of verification of 

constitutionality of art. 1 p.1, art. 2 and 3 p.1 of the Federal law “On the procedure for consideration of addresses of citizens of 

the Russian Federation” in connection with a request of the Legislative Assembly of the Rostov oblast”. 
208 Federal Law as of 07.05.2013 № 80-FZ “On amendments to Art. 5.59 of the Code of Administrative Offences of the Russian 

Federation and art. 1 and 2 of the Federal law “On the procedure for consideration of addresses of citizens of the Russian 

Federation”. 
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However, Rospotrebnadzor, authorized to exercise the Federal state supervision in the field of 

consumer protection (art. 40 of the Law “On the protection of consumer rights”), is entitled to 

take decisions on conducting unscheduled inspections in case of complaints of citizens whose 

rights are violated" (subparagraph b paragraph 2 part 2 art. 10 of the Federal Law as of 

26.12.2008 № 294–FZ
209

). This rule does not apply to public consumer associations, therefore a 

decision to conduct unscheduled inspections by results of such appeals may be taken only in 

cases they contain information on existence of other grounds envisaged by part 2 Art. 10 of the 

Federal Law as of 26.12.2008 № 294–FZ, which is not often in financial services. In response to 

appeals of public consumer associations Rospotrebnadzor usually gives clarifications (if 

requested by an applicant), or indicates a possibility of complaints of consumers themselves 

directly to Rospotrebnadzor (its territorial bodies) for conducting unplanned inspections. In 

addition, in accordance with the provisions of part 3 art. 9 of the Federal Law as of 26.12.2008 

№ 294–FZ information received from public consumer associations may be taken into account 

when developing an annual plan of scheduled inspections by territorial bodies of 

Rospotrebnadzor. 

Under administrative investigations on financial market conducted as a result of applications 

of public consumer associations there are no any restrictions like mentioned above. Obvious 

reasons cannot be mentioned analyzing rare administrative investigations in 2014-2015. Perhaps 

indicators 2013 were a result of a particular situation in a particular region, because 18 of 27 

complaints that were a basis for conducting administrative investigations, were in the Volgograd 

oblast. However, Rospotrebnadzor’s efficiency in interaction with public consumer associations 

can be increased in this area, including by improving financial literacy of employees of public 

consumer associations (correct qualifying features of administrative violations greatly affects a 

decision on excitation of corresponding affairs on administrative offence). 

Rospotrebnadzor always practiced active explanatory work in a public space. Since 2010 a 

number of meanings to consumers provided by information links (from 2 821 explanations in 

2010 to 4 572 explanations in 2015) was almost doubled that can be explained due to a rapid 

development of network technologies and Internet communications, providing interactive 

contact and feedback with consumers. However, stabilization of a number of such explanations 

in the last 3 years (in 2014 and 2013 4 497 and 4 056 clarifications were given) respectively may 

indicate reaching a natural limit associated with a regulation of labor (such work is conducted by 

experts of Rospotrebnadzor in parallel with  implementation of  the Federal state supervision in 

the field of consumer protection, participation in courts and execution of other functions). In 

2015 2 310 of 4 572 clarifications given through channels of information connection data 

channels, were dedicated to issues of conclusion and execution of loan agreements, 154 materials 

– to bank deposit contracts, 497 materials – to use of plastic cards, 677 materials – to other issues 

related to financial services. 

Analysis of consumer complaints on all types of violations in a regional context shows that 

the most active consumers of financial services are in the Krasnoyarsk Kray, Moscow, and St.-

Petersburg (8,6%б 6,4% and 5,7 of all appeals accordingly). Almost 48% of all considered 

appeals (14 448 appeals) was related to 10 regions of the Russian Federation (Figure 5.4). 

Analyzing a regional structure of consumer appeals on financial institutions received by 

Rospotrebnadzor the following should be mentioned. Top list of considered appeals consists of 

applications on bank and insurance organisations. In Saint-Petersburg, Nizhny Novgorod oblast 

and the Republic of Tatarstan citizens complained on all types of financial institutions included 

in Rospotrebnadzor’s statistics. The largest number of considered consumer appeals was in the 

Krasnoyarsk Kray lurched Moscow in 2015. 1 866 of 2 567 appeals were connected with banks, 

621 – with insurance companies, 71- with microfinance institutions and 28 – with paying agents. 

                                                      
209 Federal Law as of 26.12.2008 № 294-FZ “On protection of rights of legal entities and individual entrepreneurs when 

exercising state control (supervision) and municipal control”. 
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Moscow and St.-Petersburg also can be marked among other regions due to the fact that citizens 

are more financially literate and more civil engaged.  Complaints against microfinance 

organizations and paying agents were made in St.-Petersburg, 325 and 100 appeals accordingly. 

A structure of appeals considered by Rospotrebnadzor in 2015 are given in Table 5.1 (by several 

subjects of the Russian Federation) and in Table 5.2 (by several federal districts). 

Figure 5.4. Appeals of financial consumers in 10 regions of the Russian Federation 
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Source: Rospotrebnadzor 

In 2015 most appeals on banks were indexed in the Krasnoyarsk Kray (1 866 appeals), 

Moscow (1 218 appeals), Saint-Petersburg (1 141 appeals) – 8%, 6% and 5% of all appeals 

accordingly that agreed with indicators of 2014, except the fact that Moscow and the 

Krasnoyarsk Kray changed places. 

Table 5.1. Structure of appeals considered by territorial bodies of Rospotrebnadzor in 

several subjects of the Russian Federation by types of financial services 

Subject of the Russian 

Federation 
All appeals 

including: 

Insurance 

organisations 
Banks  MFI 

Paying 

agents 

Krasnoyarsk Kray 2 567 621 1 866 71 28 

Moscow 1 920 209 1 218 38 28 

Saint-Petersburg 1 706 237 1 141 328 100 

Sverdlov Oblast 1 472 250 1 139 39 18 

Nizhni Novgorod Oblast 1 064 366 619 53 37 

Rostov Oblast 891 129 699 63 12 

Chelyabinsk Oblast 724 73 614 28 26 

Krasnodar Krai 724 64 650 3 0 

Kemerovo oblast 694 155 521 18 25 

Rebublic of Tatarstan 686 134 430 55 52 

Moscow Oblast 641 100 505 29 54 

Volgograd oblast 611 266 329 16 25 

Altay Krai 624 240 315 69 6 

Voronezh Oblast 571 208 339 22 13 

Republic of Bashkortostan 552 270 189 72 23 

Sakha (Yakutia) Republic 223 15 151 57 10 

Source: Rospotrebnadzor 
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Table 5.2. Structure of appeals considered by territorial bodies of Rospotrebnadzor in 

several federal districts of the Russian Federation by types of financial services 

Federal district 
All appeals 

 

including: 

Insurance 

organisations 
Banks MFI 

Paying 

agents 

Siberian Federal District 6 763 1 623 4 689 278 149 

Privolzhsky Federal District 5 966 1 833 3 548 305 274 

Central Federal District 5 731 1 085 3 941 172 193 

Source: Rospotrebnadzor 

The largest number of appeals on insurance companies was registered in the Krasnoyarsk 

Kray (621 applications), the Nizhni Novgorod Oblast (366 applications) and Republic of 

Bashkortostan (270 applications) – 9,6%, 5,5% and 4% of all appeals accordingly in 2015. In 

2014 the Chelyabinsk Oblast was in the top-3 with 73 considered appeals on insurance 

organisations, it gave its place to Bashkortostan. In 2013 Moscow  was the leading region with 

343 considered appeals. So we can come to conclusion that increasing of a number of appeals on 

the insurance market depends on issues of “motor” insurance, including items of OSAGO 

contracts, and is temporary. 

For reference: on 27.05.2015 on 13th International Conference on Insurance Andrey Kashevarov, Deputy 
Head of the FAS Russia performed a public report on current aspects of anti-competitive regulation the 
insurance market. He told about cooling period, one of whose objectives is to eliminate problems of imposition 
of insurance services. “Over the last two years in the FAS Russia constantly has received similar complaints. 
This problem, including the OSAGO market is systemic. It is not a problem of one company. People complain 
of 44 insurance companies in 80 regions. And as this phenomenon has become widespread, in our view, it is 

necessary to deal with it a system way”, – said the Deputy Head of FAS Russia210. 

In 2015 on the official website of the FAS Russia information for interested citizens about a procedure to 
receive a written rejection of an insurance company to sign an OSAGO contract was posted. The FAS Russia 
explained that “in a case of sending by a citizen to an insurer an offer to sign an OSAGO contract with all 

necessary documents specified in p.15 the OSAGO Rules211, and not-direction of a notice acceptance by an 
insurer within thirty days from a date of receiving an offer, or notification of refusal of acceptance or 
acceptance of an offer on different terms, a citizen has a right to file a complaint together with the copies of 
offers and notice of its receipt in the FAS Russia or its territorial body, the Bank of Russia, the RUA and 

courts to protect their rights and interests”212. 

The greatest number of consumer complaints relating to activities of paying agents, was 

received in St.-Petersburg (100 appeals), the Moscow oblast (54 appeals) and the Republic of 

Tatarstan (52 appeals) or 10,6%, 5,7% and 5,5% respectively of a total number of complaints on 

paying agents. In 2014 of the Moscow oblast (113 appeals), Moscow (82 appeals) and 

Volgograd region (46 appeals) were leaders. In 2013, the Top 3 was made of the Samara oblast 

(63 appeals), the Moscow oblast (58 appeals) and St. Petersburg (56 appeals). Irregular 

composition of subjects of the Russian Federation (except for cities of Federal significance), 

where citizens complain about the activities of paying agents more than others, may be explained 

by problems associated with specific situations and is temporary. Stability of appeals in Moscow, 

St.-Petersburg and the Moscow oblast, apparently associated with developed market of financial 

                                                      
210 The official website of the FAS Russia // http://www.fas.gov.ru. 
211 Rules of the Compulsory Motor Third-Party Liability Insurance adopted by the Resolution of the Government of the Russian 

Federation as of 07.05.2003 № 263. 
212 The official website of the FAS Russia // http://www.fas.gov.ru. 
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intermediaries (including services through payment terminals). In addition, the Moscow oblast is 

characterized by payments for utilities through payment agents. Taking into account special 

features of the region (characterized by an overall financial literacy of population) it provides a 

steady lead in complaints against financial intermediaries (paying agents). 

In 2015 most claims on activities of microfinance organizations were sent to Rospotrebnadzor 

in St. Petersburg (328 appeals), the Krasnoyarsk oblast (71 appeals) and the Altai oblast (69 

appeals) or  22.8%, 4,9% and 4,8% of all appeals on MFIs respectively. Thus, two leading 

regions of 2014 were supplemented by the Altai Krai (in 2014, the third and fourth place were 

shared by the Moscow oblast and Nizhny Novgorod oblast with 29 considered appeals). In 2013, 

three leaders were the Altai Krai, Republic of Khakassia and the Stavropol Krai with 80, 66, and 

30 complaints accordingly. Such dynamics may indicate that problems with MFIs up to date had 

more subjective nature and were associated with episodic activity of certain MFIs. 

Previously noted deterioration of a situation on microloan market in 2015 may be systemic, 

during the crisis in the banking sector MFIs began to feel more confident with a simultaneous 

weakening of a client-oriented approach, stimulated by a strong degree of microfinance self-

regulation on the backdrop of fierce competition with banking institutions. This kind of 

“growing” usually indicates completion of formation of consumer market sectors
213

. Results of 

2016 may confirm or disprove these findings. 

For reference: in 2014 SRO NP “MiR” announced that consumer protection development was one of the 
important trends in its activity. Thus, SRO set up a “hot line” for complaints of client-members and 
consumers of microfinance sector as well as developed a Standard for client complaints consideration in order 
to: 

 providing legal rights and interests of clients-natural persons signed microloan agreements not aimed  

at commercial activities; 

 financial literary raising of consumers of financial services; 

 raising of financial services quality. 

In 2015, the Standard for client complaints consideration was published on the website of SRO NP “Mir” 
in the Internet. 

According to the document a register of appeals to microfinance organizations and of results of their 
consideration has to be published in the Internet on the website of SRO every quarter within 20 business 
days after its. 

However, in the reporting period such information was not published on the website of SRO NP “Mir”. 

Statistical analysis of Rospotrebnadzor shows that in 2015 a total number of appeals became a 

basis for inspections and administrative investigations, amounted 1 458 cases (4,8% of all cases), 

that was lower than in 2014 (2 262 cases or 8% of all appeals), including violation of rights of 

financial consumers confirmed by conducting inspections and administrative investigations in 

955 cases (65,5%), which is significantly higher than in the previous reporting period (45%). It 

means that a quality of appeals has deteriorated, and adoption of administrative decisions by 

authorities has improved when assessing a validity of arguments of applicants. This conclusion is 

confirmed by distribution of subjects of the Russian Federation on a share of substantiated cases 

in a total number of appeals that were a basis for conducting inspections and administrative 

investigations (Figure 5.5). 

The highlight of 2015 was that the first ten subjects of the Russian Federation, which received 
                                                      
213 Federal Law as of 02.07.2010 № 151-FZ “On microfinancing activities and microfinance organizations”. 
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the largest number of complaints of consumers of financial services, had a good indicators of 

decision-making on grounds for administrative response (50% and more), except the Rostov 

oblast, where 16 such decisions were among 891 cases, including arguments of appellants 

confirmed only during 3 inspections (19%). 

In the current reporting period, indicators on appeals of Moscow citizens were significantly 

improved. In 2015 42 decisions on the adoption of measures of administrative response were 

adopted by Rospotrebnadzor following the results of consideration of the 1 920 appeals, 

including 38 cases with confirmed facts (90%). 

Figure 5.5. Number of subjects of the Russian Federation by a share of confirmed appeals 

became a basis for inspections and administrative investigations in a whole number of 

appeals 

 

Source: Rospotrebnadzor  

In 2015 a number of financial consumer appeals to Rospotrebnadzor and its 

territorial branches slightly increased in comparison with 2014. Appeals on 

consumer violations in banking still make a significant share of claims. 

Reduction of appeals on insurance organizations can be mentioned as well as 

rapid growth of appeals on microfinance institutions. The dynamics of consumer 

complaints for 2014-2015 was heavily influenced by the work of the Service of the Bank 

of Russia on protection of rights of financial services consumers and minority 

shareholders. The Service actively investigates complaints of citizens–consumers on 

actions of providers of financial services. The worsening economic situation stimulated 

citizens poorly educated in financial term categories and prone to paternalism to apply to 

Rospotrebnadzor. As a result a validity of arguments in claims has fallen on the 

backdrop of increased efficiency of Rospotrebnadzor’s decisions on consideration of 

appeals. This may indicates positive results of the Ministry of Finance of the Russian 

Federation and the World Bank “Financial Education and Financial Literacy Project for 

the Russian Federation” for institutional strengthening of Rospotrebnadzor. Trends 

identified in 2015 including in microfinance institutions, can be considered as a basis of 

more work in financial literacy of population groups with low income as actual or 

potential consumers of financial services with increased risk if such tendencies continue 

in subsequent years 
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5.2. Control activities  

Main indicators of Rospotrebnadzor control activity under financial consumer protection are 

presented in Table 5.3. 

Table 5.3. Dynamics of change of main indicators of Rospotrebnadzor’s control activities 

Indicator 2010 2011 2012 2013 2014 2015 

Conducted control activities  876 1 390 1 785 1 807 1 606 1 461 

including planned activities 321 333 515 601 365 411 

Administrative investigations  658 804 880 721 672 550 

Drew up Administrative investigations reports  950 1 550 1 644 2 063 2 199 1 866 

including by administrative investigations results 421 690 707 589 539 498 

Decisions about bringing to administrative liability 720 1 092 1 353 1 595 1 853 1 999 

Source: Rospotrebnadzor  

In 2015 Rospotrebnadzor conducted 1 461 activities to supervise financial consumer 

protection legislation, that 9% less than in 2014 continuing a tendency for reduction of 

inspections (in 2014 it was 10% of inspections less than in 2013). However, a reduction in the 

overall number of inspections was accompanied by an increase of planned and reduction of 

unplanned inspections in the current reporting year, while unscheduled inspections prevailed 

over scheduled (Figure 5.6).  

Following a slight increment in appeals of financial consumers considered by 

Rospotrebnadzor in 2015 (Figure 5.1, Figure 5.6), reduction of a number of unscheduled 

inspections (15%) in respect of financial institutions confirms a previously made conclusion 

about increment of efficiency administrative solutions taken by specialists of this Service in 

relation to a need for control activities. 

Figure 5.6. Structure of inspections of financial organizations by types of control activities 

conducted by Rospotrebnadzor in 2013-2015 
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Source: Rospotrebnadzor 

In 2015 some growth of a total number of planned inspections (in 12,6%) in the financial 

services market had distinct causes and may be formed by a number of factors, including special 

features of arrangement of such inspections. Financial consumer protection is one of priorities of 

Rospotrebnadzor
214

, a number of subjects of the financial market is not large than a number of 

subjects of other types of supervision carried out by Rospotrebnadzor. That is why planned 

inspections of financial services are usually held in a three-year cycle taking into account 

restrictions established by part 2 art. 9 of the Federal Law of 26.12.2008 № 294-FZ. Territorial 

                                                      
214 Order of Rospotrebnadzor as of 28.10.2014 №1077 “On Action Plan on Main Activities of Rospotrebnadzor, its Bodies and 

Organisations when Implementing State Control (Supervision) and Municipal Control for 2015”. 
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bodies of Rospotrebnadzor independently from each other distribute scheduled inspections by 

years of the cycle, which can develop statistical “waves” of increasing and decreasing of a 

number of inspections in a total number of conducted activities. 

Reduction of a share of unscheduled inspections from 77,3% in 2014 to 72% in 2015 was 

associated with a dynamics of financial consumer complaints analyzed in detail earlier. Thus in 

2015, as in the previous reporting period,  the maximum share of unplanned inspections in a total 

number of control activities was observed in administrative control over insurance activities 

(86%) and the lowest – in the field of microfinance (51%) (Table 5.4). 

Table 5.4. Structure of control (supervision) activities conducted by territorial bodies of 

Rospotrebnadzor in 2015 by types of activities of monitored financial subjects 

Type of activity 

Inspections Share of 

extraplanned 

Inspections,% 
planned extraplanned total 

Insurance activity 23 136 159 86 

Paying agents activity 5 27 32 84 

Banking activity 294 803 1 097 73 

Microfinance activity 78 82 160 51 

Source: Rospotrebnadzor 

Structure of inspections by types of activities of monitored subjects in 2015 did not change 

significantly in comparison with 2014 (Figure 5.7). 

As previously, a significant share of inspections of financial services providers in 2015 was in 

the banking sector and aggregated 76%. Compared to 2014 a total number of inspections of 

banking institutions (1 097 inspections) decreased by 3,6%. Planned control increased by 21%, 

and unplanned has decreased by 10% (Table 5.4). 

In 2015 a total number of inspections of insurance companies reduced by 45% and was 159 

control activities, almost returning to indicators of 2013 (172 inspections) including 136 (86%) 

extraplanned inspections that was in 5,9 times more than planned inspections (23, or 14,5%). In 

this case in relation to 2014, in contrast to the banking sector, scheduled and unscheduled control 

over activities of insurance companies decreased by 11,5% and 49%, respectively. 

In the reporting period a growth of a total number of inspections of microfinance institutions 

– from 123 inspections in 2014 to 160 ones in 2015 (30%) continued,  a number of scheduled 

and unscheduled inspections in respect of MFIs increased by 18% and 44% respectively. A 

tendency of significant growth of consumer complaints on microfinance organizations connected 

with changes in the microlending market and worsening general economic situation, which was 

described in other sections of this report in detail. 

Multidirectional trends of changes of indicators of scheduled and unscheduled control of 

certain types of financial services, as well as dynamics of overall indicators of the Federal state 

supervision in the mentioned financial sector, confirm a previously made conclusion about an 

impact of activities of the Central Bank of the Russian Federation received the status of a mega-

regulator of financial markets (including a supervisory mandate), on appropriate administrative 

activities of Rospotrebnadzor. 

Thus in 2015 a trend of growth of Rospotrebnadzor’s control activities efficiency on the 

financial services market. 

A share of inspections with revealed violations in all investigations reached 62,6 %: violations 

were revealed in 331 of 411 planned investigations (80,5%) and in 583 of 1 050 extraplanned 

inspections (55,5%). For certain types of activities of financial institutions involved in 

inspections in 2015 violations were revealed in 688 of 1 097 inspections (62,7%) in banking, 

violations were revealed in 107 of 159 inspections (67,3%) in insurance, in 22 of 32  inspections 
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(68,6%) in  paying agents activity. Efficiency of control activities in microfinance sector greatly 

decreased, violations were revealed in 93 of the 160 inspections (58%) whereas this area had the 

maximum value (78%) in 2014. Reasons for this local deterioration in this sector have also been 

previously analyzed. 

Figure 5.6. Structure of inspections of financial organisations conducted by 

Rospotrebnadzor in 2015 by types of financial services 
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Source: Rospotrebnadzor  

By results of inspections held in 2015 5 420 violations were revealed that was 97% of the 

indicator of 2014 (5 575 violations). Reduction of the indicator of 2014 in comparison with 2013 

was 68% which also might be related to active participation of the Bank of Russia in resolving 

some issues of financial consumer protection. 

About 56% of violations (3 042 violations) were associated with failure to comply with the 

Law “On the protection of consumer rights”, remaining 2 378 violations concerned violations of 

mandatory requirements established by other legal acts of the Russian Federation regulating 

consumer relations. As in previous years a prevailing number of revealed typical violations of 

rights of financial consumers was under art. 8-10, 12 of the  Law “On the Protection of 

Consumer Rights” (right to be informed) and art. 16 of the Law “On the Protection of Consumer 

Rights” (free choice of goods, works, services). In 2015 violations of requirements of a 

“financial” article 16.1 of the Law “On the protection of consumer rights” (forms and order of 

payment) should have been included in violations of other articles of the Act that was related 

with unformed  legal practice under this article, recently included in the legislation on consumer 

protection
215

. One should expect a further highlight of this type of violations in a separate 

column of statistics. 

Detection of violations (ratio of successful inspections with revealed violations of mandatory 

requirements and a number of inspections) in 2013-2015 in a context of individual types of 

financial activity of subjects of inspections is presented in Figure. 5.8. 

In 2015 efficiency of financial inspections (ratio of a number of revealed violations of 

mandatory requirements and one inspection) averaged 3,7 violations in 1 inspection. Efficiency 

in banking activities was 3,9 violations in 1 inspection, in insurance activities – 3,8; in 

microfinance activity – 3; activities of payment agents – 1,3. 

For reference: in 2015 average effectiveness of Rospotrebnadzor’s inspections of consumer market was 2,5 

violations in 1 inspection216. 

                                                      
215 Art.16.1 of the Law as of 07.02.1992 № 2300-1 “On the Protection of Consumer Rights” was started by the Federal Law as of 

05.05.2014 №112-FZ On making amendments to the Federal Law ‘On the National Payment System’ and some legislative acts 

of the Russian Federation”. 
216 According to Rospotrebnadzor (Statistical form 1-15). 
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In 2015, as in previous three years, a trend for reduction of a total number of conducted 

administrative investigations remained. In the current reporting period there were 418 

administrative investigations against financial services providers, in 2014, 2013 and 2012 – 672, 

721 and 880 investigations accordingly. In its structure this dynamics has no a linear nature and 

is provided mainly through a reduction of administrative investigations of banking institutions. 

Under insurance organizations a dynamics of conducting administrative investigations is 

multidirectional (maximum of investigations was recorded in 2014 – 148 investigations) in 

respect of microfinance institutions a number of administrative investigations for the past four 

years grew, in respect of paying agents it fell (Table 5.5). 

Figure 5.8. Dynamics of Rospotrebnadzor’s inspections and violations revealed in 2013-

2015 by types of financial services 

 

Source: Rospotrebnadzor 

Table 5.5. Dynamics of administrative investigations conducted by Rospotrebnadzor in 

2012-2015 by types of financial activity 

Type of financial activity 
Conducted administrative inspections 

2012 2013  2014  2015  

Banking activity 833 643 484 418 

Insurance activity 14 55 148 85 

Microfinance activity 22 21 28 40 

Paying agents activity 28 12 3 2 

Source: Rospotrebnadzor 

Administrative investigations are an important marker of understanding of the situation with 

lawfulness especially in a consumer market of financial services, as this procedure is intended to 

eliminate defects in the evidence of an administrative offense. The more unclear situation with 

qualification of events, the more is a need to conduct an administrative investigation in the 

presence of formal arguments
217

. Over the last 3 years a share of investigations with established 

violations was more than 80% (in 2015, 2014 and 2013 – 85,3%, 80,2% and 81,3%, 

respectively). Usually a positive result of an administrative investigation shall be considered as a 

protocol of administrative offence
218

. 

                                                      
217 Art.28.7 of the Code of Administrative Offences of the Russian Federation provides formal grounds for initiation of 

proceedings of an administrative offense by means of administrative investigation. 
218 In legal practice a method “win by losing” can provide a positive (indirect or suspended) effect of finishing case of 

administrative violation when administrative investigation is completed. 
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In 2015 after administrative investigations territorial bodies of Rospotrebnadzor drawn up 498 

protocols on administrative offense in respect of financial institutions that is 3% less than in 

2014 (514 protocols). A share of protocols drawn up after completion of administrative 

investigations in a total number of protocols on administrative violations is 26,7%, which 

corresponds approximately to the last two years (2014 and 2013 – 23,4% and 28,6%, 

respectively). 

In 2015 territorial bodies of Rospotrebnadzor composed 1 866 protocols on administrative 

violations in regard to financial institutions, including 1 255 protocols against banking 

institutions, 306 protocols in relation to microfinance institutions, 211 protocols in respect of 

insurance companies and 35 protocols in respect of paying agents. 

By facts of violations identified by Rospotrebnadzor on the financial services market in 2015 

1 999 decisions were issued on administrative punishment (in 2014 and 2013 – 1 853 and 1 595 

orders respectively), including 1 847 imposed administrative fines to the amount of 22,1 mln 

rubles and 152 issued notifications. Administrative penalties were imposed on types of financial 

activities: 1 157 – to banking institutions, 534 – to microfinance institutions, 218 – to insurance 

institutions, 39 – to paying agents. Decisions on administrative penalties were imposed for 9 

administrative violations where most often used legal regulations were part 1 of art. 14.4, part 1 

of art. 14.5, art. 14.7, paragraphs 1 and 2 of art. 14.8 of the Administrative Code of the Russian 

Federation (Table 5.6). 

Considering cases on administrative violations in the financial services market in 2015 

Rospotrebnadzor issued 445 decisions to eliminate causes and conditions constituting 

administrative offenses, including 227 to credit organizations, 114 to microfinance institutions, 

61 insurance organizations and 6 – paying agents. 

Table 5.6. Administrative violations eliminated by Rospotrebnadzor in 2015 by types of 

financial activity 

Decisions on administrative 

penalties 

By articles of the Administrative Code of the Russian 

Federation 

14.4 p. 1 14.5 p. 1 14.7 14.8 p. 1 14.8 p. 2 

Total  68 77 90 647 934 

including by types of financial activity: 

Banking activity 53 18 76 355 83 

Insurance activity 6 9 15 87 610 

Microfinance activity 8 47 2 181 220 

Paying agents activity 1 4 1 25 5 

Source: Rospotrebnadzor 

Table 5.6 shows that in 2015 the most common violations were connected with consumer 

rights for information of banks and paying agents, and integrating in a contract conditions 

infringing consumer rights by microfinance and insurance organizations, conditions established 

by the law on consumer protection. In case with insurance companies it implies violation of 

consumer rights for free choice of goods, works, services (paragraph 2 of art. 16 of the Law “On 

protection of consumer rights”). This is confirmed by the relevant legal practice of 

Rospotrebnadzor (Table 5.7). 

The stability of administrative decisions of Rospotrebnadzor for the past 5-6 years shows a 

positive trend. According to Rospotrebnadzor
219

, from 1 999 decisions on appointment of 

administrative penalty by its territorial bodies in respect of financial institutions, in 2015 only 

credit institutions has appealed 460 rulings or 23% (for comparison: in 2014, 2013, 2011 and 

2010 banks have appealed 29,8%, 29%, 36,5%, 52,2% and 54,7% of orders, respectively). 

                                                      
219 According to the Rospotrebnadzor’s statistics (letter of Rospotrebnadzor as of 10.11.2008 № 01-12725-8-32 “On application 

of consumer protection legislation by courts (in cases with participation of Rospotrebnadzor)”). 
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Table 5.7. Violations of consumer rights initiated decisions in favor of consumers when 

defending administrative actions of territorial bodies of Rospotrebnadzor in 2015 

Category of case Examples of judicial practice 

Revocation of Resolution on bringing 

to account according to p.2 Art.14.8 of 

the Administrative Code of the Russian 

Federation for contract terms infringed 

upon consumer rights established by 

law. 

 

Resolution of the Supreme Court of the Russian Federation as of 

15.03.2016 № 308-АD16-684 in case № А53-19931/2015. 

Decision: The claim of the Bank was denied, as a fact of  

administrative violation was confirmed by materials of the case, the 

period of bringing to administrative account was not violated; a size of 

the appointed administrative penalty was reduced. 

Resolution of the Supreme Court of the Russian Federation as of 

11.03.2016 № 301-АD16-61 in case № А31-7180/2015. 

Decision: The claim of the Bank was denied, as a fact of  

administrative violation was confirmed by materials of the case,  an 

order of bringing to administrative account was not violated. 

Resolution of the Supreme Court of the Russian Federation as of  

04.03.2016 № 308-АD15-10755 in case № А53-32895/2014. 

Decision: The claim of the Bank was denied, as the Bank acted 

according to components of the alleged administrative violation. 

Resolution of the Supreme Court of the Russian Federation as of  

04.12.2015 № 306-АD15-12206 in case № А12-46554/2014. 

Decision: The claim was denied, as the Bank acted according to 

components of the alleged administrative violation. 

Resolution of the Supreme Court of the Russian Federation as of 

09.09.2015 № 301-АD15-10235 in case № А28-10546/2014. 

Decision: The claim was denied, as courts defined alleged 

administrative violation in actions of the company, such actions 

contained including conditions on the Bank's right for direct debiting of 

funds and terms on the right of the Bank to terminate the credit 

contract unilaterally in a credit contract and a bank account contract. 

Revocation of Resolution on bringing 

to account according to p.1 art. 14.8 of 

the Administrative Code of the Russian 

Federation for the violation of 

consumer rights to obtain necessary 

and reliable information about goods 

(work, service), about a manufacturer,  

seller, executor and about their 

working hours. 

 

Resolution of the Supreme Court of the Russian Federation as of 

24.08.2015 № 306-АD15-9215 in case № А65-75/2015. 

Decision: The claim was denied as a conclusion of courts about 

presence of a composition of the specified violation in actions of the 

Bank was correct; a procedure and period of limitation for bringing the 

Bank to account were not violated; administrative penalty within the 

sanctions of p.1 art. 14.8 of the Administrative Code was in the 

minimum amount. 

Resolution of the Supreme Court of the Russian Federation as of 

05.08.2015 № 308-АD15-6926 in case № А32-44747/2014. 

Decision: The claim of the Bank was denied, as a fact of  

administrative violation was confirmed by materials of the case,  an 

order of bringing to administrative account was not violated. 

Resolution of the Supreme Court of the Russian Federation as of 

03.07.2015 in case № 306-АD14-8252, А72-1324/2014. 

Decision: The claim was denied, as elements of offense were proved, a 

procedure and terms of bringing to administrative account were not 

violated, a penalty was imposed within prescribed limits. 

Resolution of the Supreme Court of the Russian Federation as of 

29.06.2015 № 306-АD15-2963, in case № А65-20534/2014 

Decision: The claim was denied as the Bank had not complied with 

requirements of the legislation on consumer protection and on 

providing a consumer with reliable information about services helping 

to make a correct choice of services; violations of the order and timing 

of account was not established, an administrative penalty imposed to 

the Bank within sanctions of the article.  

In relation to decisions on administrative violations in 2010-2015 cancelled by the court of the 

1st instance it should be noted that a number of such orders from year to year changes slightly 

(on average 86 orders cancelled by Rospotrebnadzor per year in relation to credit institutions). In 

2015 courts of the 1st instance considered 460 complaints of credit institutions (banking 
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activities) on resolutions of Rospotrebnadzor about administrative penalties, including 77 

canceled orders (16,7% of a total number of bank complaints in court). 

Rospotrebnadzor’s data shows that the higher court is, the greater share of court decisions in 

favor of Rospotrebnadzor (Figure 5.9). So, in 2015 courts of the 2nd instance issued 155 

decisions of 203 appeals (76,3%) in favor of Rospotrebnadzor, 35 resolutions of cassation 40 

appeals of courts of the 3d instance (87,5%) were in favor of Rospotrebnadzor, all 3 supervisory 

appeals were considered in favor of Rospotrebnadzor. 

Figure 5.9. Dynamics of Rospotrebnadzor’s administrative activities in financial consumer 

protection 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Rospotrebnadzor 

For reference: on 12.12.2015 the Supreme Court of the Russian Federation recognized a legality of the 
decision of the Rostov UFAS Russia on presence of collusion among 14 insurance companies in the 
implementation of insurance policies. In February 2014 after numerous complaints of citizens to difficulties 
when concluding OSAGO contracts, a case was brought against these insurance companies. Car owners were 
imposed with additional voluntary insurance services in OSAGO contracts. 

During the period of 2013-2015 the Rostov UFAS Russia received more than thousand complaints of 
citizens on illegal actions of insurance companies in the Rostov oblast, expressed in the imposition of other 
insurance products when signing OSAGO contracts. 

A car owner had nowhere to go for concluding OSAGO contracts on the territory of several municipal 
districts of the Rostov oblast, since insurance companies with extensive branch and agency network has 
implemented consistent, synchronized actions violating antitrust laws, which are considered as a conspiracy. 
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Commission of the Rostov OFAS Russia recognized 14 insurance companies violated paragraph 1 part 4 art. 
11 of the Federal Law “On protection of competition”. The arbitration court of the Rostov oblast cancelled 
the decision of the Rostov UFAS Russia, however, then courts of appeal, cassation instances, and now the 
Supreme Court of the Russian Federation supported the position of the Rostov UFAS Russia, leaving the 
decision in force. 

All 14 insurance companies were brought to administrative account by “revenue” fines. Total sum of imposed 
fines amounted to more than 48 mln rubles. 

This case is a precedent and has a great significance for law enforcement practice of the country in general, 
as the Rostov OFAS Russia has proved a an oral agreement between them, which could not be documented 

on the basis of the analysis of the behavior of insurance companies220. 

 

In 2015 dynamics and ration of key indicators specified improvement of 

Rospotrebnadzor’s control (supervision) activity in a whole. At the same time 

tasks to strengthen cooperation between Rospotrebnadzor, participants of 

financial market and other stakeholders of financial consumer protection are 

still relevant. 

5.3. Judicial practice 

In 2015 Rospotrebnadzor gave 2 207 conclusions in courts in cases on financial consumer 

protection (here and after – conclusions), it is 9,3% less than in 2014. Thereby, a tendency for 

reduction was continued – in 2014 there were 12% less than in 2013. 

At the same time, efficiency of Rospotrebnadzor’s personnel is still high, a share of decisions 

in favor of financial consumers was 81.7-84% in 2013-2015 in cases of Rospotrebnadzor’s 

conclusions given in courts (Figure 5.10). 

Figure 5.10. Dynamics of conclusions on financial consumer protection given by territorial 

bodies of Rospotrebnadzor in courts in 2013 – 2015 
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 In 2015 in a structure of practice on given conclusions on consumer protection in courts 

territorial bodies of Rospotrebnadzor, trials involving banking organizations prevailed  as in 

previous reporting periods (Figure 5.11). 

The analysis of statistical data shows that a negative trend of a total number of conclusions is 

caused by decreasing Rospotrebnadzor’s participation in given conclusions in civil cases where 

one party is a bank institution. At the same time participation of Rospotrebnadzor in cases with 

                                                      
220 The official site of the FAS Russia http://fas.gov.ru. 
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insurance companies has shown a sustainable growth in 2013-2015 (Figure 5.12). 

Figure 5.11. Structure of conclusions on financial consumer protection given by territorial 

bodies of Rospotrebnadzor in courts in 2015 by types of financial activities 

 

Source: Rospotrebnadzor 

Figure 5.12. Dynamics of structure of conclusions on consumer protection prepared by 

territorial bodies of Rospotrebnadzor in 2013-2015 by financial activities  

 

Source: Rospotrebnadzor 

In civil cases involving banking organizations, a %age of reduction in a number of 

conclusions  in courts was is 19,5% for 2015 relative to 2014, in 2014 – 21% compared to 2013. 

This can be explained by peculiarities of procedures in conclusions on civil cases by authorized 

bodies pursuant to the provisions of Art. 47 of the Civil Procedural Code of the Russian 

Federation. 

Thus, Rospotrebnadzor in giving opinions with all rights and obligations of a party of a trial, 

not a party in a civil case. Rules of Art. 47 of the Civil Procedural Code of the Russian 

Federation less perfect in comparison with similar regulations of Art. 45 of the Civil Procedural 

Code of the Russian Federation, establishing a procedure for participation of a Prosecutor in civil 

cases. Similar with  provisions of Art. 47 of the Civil Procedural Code of the Russian Federation  

norms of Paragraph 5 Art. 40 of the Law “On protection of consumer rights” also do not indicate 

the order of Rospotrebnadzor’s involvement in giving conclusions in civil cases in order to 

protect consumer rights. 

Therefore, parties of civil cases often make mistakes that hinder appropriate 
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Rospotrebnadzor’s involvement despite clarifications made in paragraph 27 of the Plenum of the 

Supreme Court of the Russian Federation as of 28.06.2012 № 17
221

. Rospotrebnadzor has 

repeatedly pointed out that the best tool under such circumstances is to increase consumer and 

financial literacy of citizens, training of legal self-protection. 

The Report on the Status of Financial Consumer Protection in 2013 analyzed a situation with 

a decrease in a number of conclusions in civil cases to protect consumer rights (including 

financial services) given by territorial bodies of Rospotrebnadzor in the reporting period. The 

Report concluded that this decrease might have been due to the stabilizing effect of given 

explanations to courts in the form of resolutions of the Plenum of the Supreme Court of the 

Russian Federation, in connection with which courts and parties of proceedings (parties, 

representatives, etc.) had less need for the appropriate involvement of specialists of 

Rospotrebnadzor
222

. 

However, this conclusion is not correlated with a dynamics of opinions in civil cases in which 

parties were insurance entities. 

For 2012-2015 issues related to financial consumer protection were addressed in three 

Resolutions of the Plenum of the Supreme Court of the Russian Federation as of 28.06.2012 № 

17; 27.06.2013 № 20 and 29.01.2015 № 2. 

Meanwhile, in 2015, 2014 and 2013, there was an increasing number of opinions in civil 

cases on protecting rights of insurance consumers, respectively 7% for 2014-2015 and 18% for 

2013-2014 (Figure 5.12). 

Such dynamics may have other reasons besides the above. In particular, in recent years the 

insurance market has attracted many lawyers to judicial consumer protection due to high values 

of insurance payments and costs of insurance (from this point of view the most attractive is 

considered to be motor insurance, particularly KASKO). In contrast to citizen-consumers, 

lawyers specialized in this category of trials (adventurers) have a sufficient level of legal literacy 

in order to evaluate the need for Rospotrebnadzor’s involvement in issuing its opinion in a civil 

case and to enforce a correct order of such borrowing. This also applies to public associations of 

consumers, actively initiating litigation for financial consumer protection. 

Giving conclusions in civil cases in order to protect consumers is not the only form of 

participation of Rospotrebnadzor in courts. Rospotrebnadzor as a plaintiff has a right to initiate 

civil proceedings to protect rights and legitimate interests of individual consumers, groups of 

consumers, consumers at large (subparagraph 7 paragraph 4 Art. 40, Art. 46 of the Law “On the 

protection of consumer rights”). 

Each form of Rospotrebnadzor’s participation in judicial protection of consumers has its own 

peculiarities of law enforcement. Therefore, Rospotrebnadzor carefully analyzes each case of 

violation (infringement) of financial consumer protection to determine necessary and sufficient 

grounds to appeal to court. 

In particular, Rospotrebnadzor’s initiative of civil cases to protect rights and legitimate 

interests of financial consumers at large is considered as one of the forms of administrative 

activities. Most often this civil case is preceded by conducting measures and (or) initiation of 

proceedings on administrative offense. The decision about initiation of a civil case is taken only 

when there is apparent need for a preclusive court's decision. 

A subject of civil cases to protect rights and legitimate interests of consumers at large can 

only be non-property claims with purposes to recognize wrongful actions of a defendant or 

                                                      
221 Report on the Status of Financial Consumer Protection in 2012. – P. 123-125 // The official website of Rospotrebnadzor 

http://rospotrebnadzor.ru. 
222 Report on the Status of Financial Consumer Protection in 2013. – P. 125-137 // The official website of Rospotrebnadzor 

http://rospotrebnadzor.ru. 
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cessation of wrongful actions of a defendant (paragraph 20 of the Resolution of the Plenum of 

the Supreme Court of the Russian Federation as of 28.06.2012 № 17). In financial services 

litigation as a rule has a clear monetary or other material expression. Therefore, this type of 

lawsuits is rarely used (for example, in a case of systemic violations of financial consumer 

protection in a right for information). 

For reference: on 07.04.2015 the Leninsky district court of Vladimir issued the decision on partial 
satisfaction of the action of the Kaliningrad Interregional Public Organization “Consumer protection "Legal 
and Financial Protection of Population” acting in  interests of a consumer N to KB “Renaissance Credit” 
(LLC) on consumer protection, on recognition of  terms of a credit agreement in terms of fee charged for 
connection to the insurance program is invalid, the recovery of funds, interest, compensation for moral 
damage. 

Regional Office of Rospotrebnadzor in the Vladimir Oblast was involved in giving a conclusion in a civil 

case in order to protect consumer rights223. 

In 2015 territorial bodies of Rospotrebnadzor sent 37 actions to courts to protect interests and 

interests of financial consumers at large (38 actions in 2014), including 9 satisfied actions 

(24,3%) (21 actions or 55,3% in 2014) (Figure 5.13).  

Figure 5.13. Dynamics of Rospotrebnadzor’s actions for protection consumers at large in 

2013 – 2015 

 

Source: Rospotrebnadzor 

Action to protect rights of a certain financial consumer (group of consumers) may have  

material nature. Rospotrebnadzor  as a plaintiff, acting in interests of a citizen–consumer, has a 

right to use any best way to protect consumers. However, this form of Rospotrebnadzor’s work 

still has the objective of protecting public interests of consumers mediated in a private interest of 

an individual. Therefore, a decision on the initiation of such civil case was adopted by 

Rospotrebnadzor (its territorial body), as a rule, if there were special circumstances (signs of 

systemic violations by financial institutions or a social position of a consumer in need of 

excessive protection). 

In 2015 territorial bodies of Rospotrebnadzor sent 268 actions for financial consumer 

protection to courts, which is 14,5% more than in 2014 (234 actions). 163 actions (60,8%) were 

satisfied fully or partially, in 2014 73% of actions initiated by Rospotrebnadzor was satisfied 

(Figure 5.14). 

                                                      
223 State consumer protection data resource // Judicial practice http://zpp.rospotrebnadzor.ru/adjudications/regional/39971. 
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Figure 5.14. Dynamics of Rospotrebnadzor’s activities by actions for financial consumer 

protection in 2013-2015 

 

Source: Rospotrebnadzor 

In 2015 following the results of consideration of civil cases on financial consumer protection 

with Rospotrebnadzor’s participation (its territorial bodies’), consumers were awarded to 165 

mln rubles, including 19,5 thousand rubles compensation for moral damage. Diagrams show the 

distribution of funds awarded to consumers by forms of Rospotrebnadzor’s participation (Figure 

5.15) and by types of financial services became subjects of a dispute (Figure 5.16). 

For reference: on 16.05.2015 the Yakutsk City Court of the Sakha Republic (Yakutia) decided to 
satisfied the action of the consumer K. to OAO (Bank) on consumer protection. 

The plaintiff explained their demands by a fact that in 2012 parties concluded a loan agreement. A 
defendant signed the plaintiff for commercial insurance program. In addition, a cost of credit contained 
monthly fee for receiving cash to pay the loan. K. believed the terms of the loan contract regarding insurance 
obligations, conditions for fee payment were illegal and was imposed by the bank. 

The Regional Office of Rospotrebnadzor in the Sakha Republic (Yakutia) was involved to give a 

conclusion in a civil case in order to protect rights of consumers224. 

The court decided to accept terms of the loan contract regarding obligations of insurance, fees for cash 
payment as invalid. The Bank was obliged to exclude fee for connection to the insurance program from the 
loan, to recalculate the loan amount and reduce monthly payments. The bank should pay in favor of the 

consumer K. compensation for the insurance programme, cash payments, moral damage and a penalty225. 

Figure 5.15 shows that from the point of view of economic interests of citizens giving a 

conclusion in a civil case in order to protect rights of consumers is the most effective form of 

Rospotrebnadzor’s (its territorial bodies’) participation in the judicial financial consumer 

protection. 

Figure 5.16 confirms the previously made conclusion that a decline in Rospotrebnadzor’s 

participation in judicial cases for protection of consumers of banking services associated with 

stabilization and formation of a stable law enforcement practice of courts decisions in favor of 

citizens–consumers, which is reflected in the increase of awarded funds. 

Judicial practice of cases on consumer protection, including cases with Rospotrebnadzor’s (its 

                                                      
224 State consumer protection data resource // Judicial practice http://zpp.rospotrebnadzor.ru/adjudications/regional/50984. 
225 State consumer protection data resource // Judicial practice http://zpp.rospotrebnadzor.ru/adjudications/regional/50984. 
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territorial bodies’) participation in all statutory forms of such participation, will be published on   

the State consumer protection data resource at the “Judicial practice” 

http://zpp.rospotrebnadzor.ru/adjudications/federal since 2016. 

Figure 5.15. Allocation of funds awarded to financial consumers in 2013-2015 by forms of 

Rospotrebnadzor’s participation 
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Source: Rospotrebnadzor 

Indicators of law enforcement practice of Rospotrebnadzor’s territorial bodies of in the field 

of judicial consumer protection consistent with overall trends being tracked in the general 

practice of courts of general jurisdiction. Relevant findings on the basis of departmental statistics 

of Rospotrebnadzor, are confirmed by statistics of the Supreme Court of the Russian Federation 

on civil cases of consumer protection (contracts with financial institutions) (Table 5.8). 

Figure 5.16. Allocation of funds awarded to financial consumers in 2013-2015 by types of 

financial activities 

69 210,9 61 707,3

108 288,224 266,2 41 549,5

33 945,5

328,4
1 925,9

14 359,6

15,7
1 337,3

59,1

0

50 000

100 000

150 000

200 000

2013 2014 2015

T
h
o

u
sa

n
d

 r
u
b

le
s

Banking activity Insurance activity

Microfinance activity Paying agents activity

  

Source: Rospotrebnadzor 

In 2015 courts of general jurisdiction received 149 679 civil cases on financial consumer 
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protection, which is 54,5% more than in 2014 (96 905 cases), including 7 700 civil cases (5%) 

initiated on actions of legal entities, including public authorities, 99 civil cases (0,1%) were 

connected with an appeal of a prosecutor. 

For reference: in 2015 4 civil case on financial consumer protection were terminated in connection with a 

mediation dispute resolution, 2 times more than in 2014226. 

Mediation has recent appeared and has not gained mass popularity227. The Ministry of Finance and the 
World Bank “Financial Literacy and Financial Education Project in the Russian Federation” can be an 
effective way of promoting mediation procedures among financial consumers. 

During the reporting period 121 294 civil cases have been considered with a decision (court 

order) in that category, that is 46,5% more than in 2014 (82 822 cases), including 67 463 civil 

cases or 55,6% of considered cases (in 2014 - 61 531 cases or 74,3%) with satisfied action. The 

total amount awarded to the recovery under satisfied actions, including moral damage, was 7 

205,6 mln rubles, which is 18,6% more than in 2014 (6 074,5 mln rubles). In 2015 the average 

charged amount per one satisfied action also increased to 106 808 rubles (in 2014 – 98 722,6 

rubles). In the current reporting period, the average charged amount per one satisfied action on 

disputes arising from agreements with credit institutions amounted to 81 457,6 rubles, and on 

disputes arising from agreements with other financial institutions – 217 721,4 rubles (in 2014 – 

97 687,6 and 92 684,3 rubles, respectively). 

Thus, the previously made conclusion about the economic attractiveness for professional 

advocates to participate in judicial disputes with insurance companies – the average cost taken 

from non-credit financial institutions action in 2015 was 2,7 times more than in disputes with 

banks – was indirectly confirmed. 

Despite the fact that a share of cases with satisfied consumer demands in a total number of 

considered cases in 2015 decreased to 55,6% (in 2014 – 74,3%), a conclusion about the 

formation of a stable judicial practice of making decisions in favour of financial consumers in 

appellate courts can be confirmed (Table 5.9). Wherein said negative dynamics of indicators of 

the 1st instance courts (Table 5.8) does not contradict the findings and may objectively be a 

result of a sharp increase (1,5 times) in the current reporting period volume of civil cases on 

financial consumer protection, since increasing an amount is not always accompanied by an 

increase in a quality of judicial actions. 

In 2015 a number of cases of consumer protection considered by courts of appeal, increased 

in 1,6 times compared to 2014. In 2015 21 385 decisions of the court of 1st instance were 

appealed, in 2014 – 13 603 decisions, including 2 342 appellate cases or 1,9% of appealed 

decisions were cancelled, which is 1 %age point less than in 2014 (2 522 or 3%). 276 appellate 

cases or 0,2% of appealed decisions  were changed in 2015 (2014 – 353 ones or 0,4%). In the 

current reporting period 19 942 appeals or 93% of a total number of appealed decisions (2014 – 

11 585 ones or 85,2%) were not satisfied. 

Indicators of judicial practice confirms the conclusion about the effectiveness of judicial 

financial consumer protection as an institutional tool for the implementation of consumer policy 

(in accordance with paragraph 1 Art. 17 of the Law “On protection of consumer rights” 

consumer protection is implemented by the court). 

 

                                                      
226 According to the Order of Court department of the Supreme Court of the Russian Federation as of 09.06.2014 № 142. 
227 Federal Law as of 27.07.2010 № 193-FZ “On the alternative procedure of dispute resolution with participation of mediator 

(mediation procedure)”. 
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Table 5.8. Results of consideration of civil cases on consumer protection category by general jurisdiction courts (from contracts with financial 

and credit institutions), 1 instance courts 

Consumer protection category 

(from contracts with financial 

and credit institutions) 
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2015  

Total  149 679 7 700 99 121 294 67 463 55,6% 2 449 53 831 175 7 205,6 106 808 

including services: 

credit institutions 120 027 5 939 88 97 164 51 346 52,8% 1 424 45 674 90 4 182, 5 81 457,6 

other financial institutions 
9 098 330 1 7 418 5 975 80,5% 67 1 435 2 1 300,9 

217 

721,4 

2014  

Total  96 905 7 194 122 82 822 61 531 74,3% 2 565 21 291 130 6 074,5 98 722,6 

including services: 

credit institutions 84 836 6 294 114 73 087 54 746 74,9% 2 102 18 312 135 5 348 97 687,6 

other financial institutions 5 601 284 5 4 686 3 680 78,5% 259 943 5 341,1 92 684,3 

Source: Supreme Court of the Russian Federation 
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Table 5.9. Results of consideration судами of civil cases on consumer protection category by general jurisdiction courts (from contracts with 

financial and credit institutions), appellate courts 

Consumer protection 

category (from contracts 

with financial and credit 

institutions) 
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Source: Supreme Court of the Russian Federation
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In 2015 results of Rospotrebnadzor’s administrative activities in financial 

consumer protection should be recognized as generally positive, taking into 

account such factors as court decisions in favor of the Department, a %age of 

successful actions, a number of conclusions prepared by Rospotrebnadzor, and a number 

of other indicators. 
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6. Raising awareness of consumers in the sphere of financial consumer protection and 

enhancing financial literacy of the population 

6.1. Exercise of Rospotrebnadzor’s educational function through the system of consumer 

advisory centers  

The aim of consumer advisory centers created at the federal budget-funded health care institutions 

is to ensure the exercise of Rospotrebnadzor’s educational function associated with providing 

necessary information and advice to financial consumers. In the regions, advisory centers and advisory 

units work to explain to the people their rights and duties as consumers as well as the issues of 

legislative and regulatory compliance practices in the financial sphere. In 85 subjects of the Russian 

Federation and railway transport there are 86 advisory centers and 574 advisory units which explain to 

the people their rights and duties as consumers as well as the issues of legislative and regulatory 

compliance practices in the financial sphere. A number of specialists working at advisory units 

comprised 802 persons (-9%). 

In 2015, the events in the sphere of financial services, carried out at Rospotrebnadzor’s consumer 

advisory centers and offices, comprised 4.7% of the total number of events (20,737 events) while in 

2014, 18,890 events were held, which was 8.9% % less than in 2015. Of these, 15,892 events were 

consultations, 2,524 events were devoted to awareness-raising (including 999 publications, 191 hotline 

sessions, 967 appearances within the framework of educational activities, and 367 guidance materials) 

and 235 were expert opinions (Figure6.1).
 

Figure 6.1. Structure of activities in the sphere of financial services, conducted at 

Rospotrebnadzor’s consumer advisory centers and offices in 2015 
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Source: Rospotrebnadzor 

The bulk of the work consists in delivering consultations to consumers (85% of the total number of 

activities in the sphere of financial services), which implies a “passive” regime of work for the staff of 

consumer advisory centers/offices (responding to financial consumers’ appeals and requests). 

Awareness-raising activities, on the contrary, are mostly conducted on the initiative of 

Rospotrebnadzor and consumer advisory centers/offices, with most of such activities held in March 

when the World Consumer Rights Day is celebrated (on March 15). The assessments and comparative 

analyses are still seldom delivered by Rospotrebnadzor and its subordinate organizations due to the 

specifics of the organization of such work (the institution of private assessments/evaluations has not 

been systemically established yet in the Russian Federation; there are separately existing individual 

types of expert assessments such as forensic examinations, evaluations and studies within the 

framework of control and supervision, and valuation activities). Nevertheless, the number of 

assessments and comparative analyses show an upward trend, having increased by the factor of 3.7, 
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from 63 assessments in 2013 to 235 assessments in 2015 (Figure 6.2).  

Figure 6.2. Dynamics of activities in the sphere of financial services, conducted at 

Rospotrebnadzor’s consumer advisory centers and offices from 2013 through 2015  

 

Source: Rospotrebnadzor 

In 2015, 15,892 financial consultations were delivered to consumers of financial services, which is 

11.9% more than in 2014 (14,205 consultations). Financial consultations comprised 4.7% of the total 

volume of consultations, which is consistent with the 2014 figure (4.5%); 57% of the total number of 

consultations for financial consumers in the Russian Federation were delivered at 20 consumer 

advisory centers.    

Table 6.1 shows the main strands of activities of the regional advisory centers and advisory units to 

educate financial consumers in 2015. 

Table 6.1. Best indicators of financial consumer consultancy (number of consultations) in single 

advisory centers for consumers
 228

 

№  Advisory center for consumers 
Number of financial 

consultations 

Ratio in a total 

volume of 

consultations 

conducted by 

Advisory center 

Ratio in a total 

volume of financial 

consultations 

conducted in the 

Russian Federation 

1. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Sverdlovsk Oblast” 

1 291 8,8% 8,1% 

2. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Krasnodar Krai” 

1 159 6,7% 7,3% 

3. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Altai Krai” 

579 4,9% 3,6% 

4. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Novosibirsk oblast” 

515 7% 3,3% 

5. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Kamchatka Krai” 

514 6,4% 3,2% 

6. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Sakhalin Oblast” 

454 7% 2,8% 

                                                      
228 According to tha data of the Center for Coordination and Methodogical Support for the Development of Advisory Centers // Official 

website  of FBUZ “Hygienic and Epidemiological Center under Rospotrebnadzor” http://fcgie.ru. 

http://fcgie.ru/
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№  Advisory center for consumers 
Number of financial 

consultations 

Ratio in a total 

volume of 

consultations 

conducted by 

Advisory center 

Ratio in a total 

volume of financial 

consultations 

conducted in the 

Russian Federation 

7. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Republic of Tatarstan (Tatarstan)” 

422 4,1% 2,7% 

8. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Republic of Khakassia” 

421 7,8% 2,7% 

9. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Zabaykalsky Krai” 

388 9,4% 2,4% 

10. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Khabarovsk Krai” 

379 7,3% 2,4% 

11. 
FBUZ “Center of hygiene and 

epidemiology in the Omsk oblast” 
372 4,8% 2,3% 

12. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Saratov Oblast” 

318 7,2% 2% 

13. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Novgorod Oblast” 

317 8,7% 2% 

14. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Orenburg Oblast” 

301 6,5% 1,9% 

15. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Republic of Buryatia” 

290 7,6% 1,8% 

16. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Krasnoyarsk Krai” 

285 8% 1,8% 

17. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Irkutsk oblast” 
272 6,2% 1,7% 

18. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Tver oblast” 

272 2,5% 1,7% 

19. 

FBUZ “Hygienic and 

Epidemiological Center in the 

Irkutsk oblast” 

270 4,3% 1,7% 

20. 

FBUZ “Hygienic and 

Epidemiological Center in 

the Chuvash Republic” 

249 6% 1,6% 

 TOTAL: 9 071 – 100% 

The structure of consultations on financial services delivered to consumers remained practically the 

same as in 2014 (Figure 6.3). Of 15,892 consultations, 9,340 (58.8%) were delivered at consumer 

advisory centers and 6,552 consultations (41.2%) – at consumer advisory offices. Of these, 7,312 

consultations were delivered by the consultants in person (3,602, or 49.3%, by the specialists from 

advisory centers and 3,710, or 50,7% by the specialists from advisory offices). 8,288 consultations 

were delivered by phone (5,556, or 67%, by the specialists from advisory centers and 2,732, or 33%, 

by the specialists from advisory offices). In 2015, 292 consultations were delivered using electronic 

communications (182, or 62.3%, by the specialists from advisory centers and 110, or 37.7%, by the 

specialists from advisory offices).  

All these parameters showed some growth with the exception of consultations delivered at 

consumer advisory offices using electronic communications (the number of these decreased from 307 
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to 292 consultations). This decrease may be explained by the human factor as this type of consultations 

still depends on the concrete specialists’ commitment and IT-skills. This conclusion is confirmed by 

the regional structure of this type of counseling which, to date, shows no sign of being systemic and 

suggests subjective reasons behind the current situation. Thus, in 2015, electronic communications 

were used most widely for counseling consumers at consumer advisory centers in the Novosibirsk 

Oblast, Saratov Oblast, and the city of Moscow, and at consumer advisory offices in the Sverdlovsk 

Oblast, Tyumen Oblast, and Novosibirsk Oblast. In 2014, electronic communications were used most 

widely for counseling consumers at consumer advisory centers in the Amur Oblast, Saratov Oblast, 

and Altai Krai as well as at consumer advisory offices in the Krasnoyarsk Krai, Sverdlovsk Oblast and 

Tyumen Oblast.  

In 2015, as in 2014, the number of consultations delivered to financial consumers by phone at 

consumer advisory centers differed significantly from the number of consultations delivered at 

consumer advisory offices (on the average, twice as much), which is probably associated with the 

factor of location: consumer advisory offices are typically located within walking distance from 

consumers while the people living in the regions’ central cities actively use remote communications, 

including the most traditional type of such communications, i.e. by phone. In 2015, 5,556 and 2,732 

consultations were delivered by phone at consumer advisory centers and offices, respectively (vs. 

4,570 and 2,439, respectively, in 2014).  

The main results of activities of consumer advisory centers and offices in the constituent entities of 

the Russian Federation, delivered to financial consumers as part of the individual strands of awareness-

raising and counseling work, are shown in Table 6.2. 

In 2015, to analyze and support the work of the system of consumer advisory centers and offices in 

the constituent entities of the Russian Federation, and to develop proposals for improving 

communications and information exchange between Rospotrebnadzor’s regional offices on the issues 

of financial consumer protection, LLC FBK’s consultants conducted yet another remote survey.  

Figure 6.3. The structure of consultations on financial services issues delivered to consumers at 
Rospotrebnadzor’s consumer advisory centers and offices in 2015 by the types of 

communications with consumers 

 

Source: Rospotrebnadzor 

The consultants developed a remote survey questionnaire for consumer advisory centers to assess 

changes in of their operations in the sphere of financial consumer protection and enhancement of the 

population’s financial literacy. This questionnaire was sent to consumer advisory centers late in 2015.  
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Table 6.1. Educational activities of advisory centers and advisory units in the constituent entities 

of the Russian Federation
229

 

Strands of educational 

activities  

Commentary 

Counseling financial consumers  The Sverdlovsk Oblast remains the leader in the total number of financial 

consultations in 2013-2015 (1, 291 consultations, which is a little fewer than in 

2014 - 1,518 consultations) as well as personal consultations (736 consultations 

vs. 877 in 2014). The Krasnodar Krai ranks second with the total of 1,159 

consultations (1,213 in 2014); it ranks first in regard to consultations by phone 

(540 consultations in 2015 vs. 478 consultations in 2014) and second in regard to 

personal consultations (610 consultations in 2015 vs. 735 consultations in 2014). 

The Altai Krai with 579 consultations ranks third in the number of financial 

consultations (vs. 562 consultations in 2014). There is no information concerning 

the number of consultations delivered in the Penza Oblast in 2015.     

Preparation of draft documents 

based on the results of 

consultations delivered to 

financial consumers  

In 2015, draft documents (appeals, claims, statements of claim etc.) were 

prepared based on the results of 2,086 consultations, which was 12.7% more than 

in 2014 (1,850). Claims accounted for 57.2% of draft documents (1,193), which 

was 15.8% less than in 2014 (1,030). The proportion of statements of claim in the 

total amount documents prepared in 2015 comprised 25.2% (525 documents), 

which was 10 statements of claims less than in 2014.  

In regard to the number of draft documents prepared, the Sverdlovsk Oblast 

ranked first (183), followed by the Zabaykalsky Krai (152) and the Republic of 

Khakassia (133). The Krasnodar Krai and the Altai Krai that ranked among the 

top three in 2014 moved to the 4
th

 and 5
th

 place (with 118 and 115 draft 

documents, respectively).  

The highest number of claims was prepared in the Zabaykalsky Krai (99), the 

Altai Krai (96), and the Republic of Buryatia (74). Of the 2014 leaders, only the 

Altai Krai made it to the top three in 2015 (81 claims in 2014). The highest 

number of statements of claims was prepared in the Sverdlovsk Oblast (84), the 

Zabaykalsky Krai (50) and the Sakhalin Oblast (36). The previous year’s leader, 

the Smolensk Oblast prepared 5 statements of claims in 2015 The highest number 

of draft appeals to supervisory authorities was prepared by the Republic of 

Khakassia (90), the Krasnodar Krai (34) and the Republic of Tatarstan (33). The 

Kaliningrad Oblast that has been the leader in 2014 did not engage in this work 

during the year under review. 

Publications and media 

appearances devoted to financial 

issues 

 

In 2015, the highest number of published materials and media appearances was 

observed in the Sverdlovsk Oblast (87 information materials), the Irkutsk Oblast 

(73), and the Republic of Mari El (63). The overall number of such materials 

across the Russian Federation was 999, of which 599 (60%) and 400 (40%) 

materials were prepared by the specialists from consumer advisory centers and 

offices, respectively. It is characteristic that consumer advisory centers published 

more materials on the websites (484 of 678 publications) while consumer 

advisory offices rather published their materials in the media (206 of 321).   

The Sverdlovsk Oblast (54 publications), the Republic of Mari El (46), and the 

Irkutsk Oblast (37) were the leaders in the number of publications on the websites 

in 2015. The leaders in the number of publications in printed media and radio and 

TV appearances in 2015 were the Irkutsk Oblast, the Saratov Oblast, and the 

Sverdlovsk Oblast with 36, 33 and 33 publications, respectively. 

Hotlines The highest number of hotline events was carried out in the Irkutsk Oblast (24), 

the Altai Krai (18), and the Sverdlovsk Oblast (16). The Chuvash Republic, the 

Republic of Tatarstan, and the Perm Krai that comprised the top three in 2014 

failed to show similar results in 2015 with 0, 3 and 0 events, respectively.  

Round tables, conferences, 

seminars and other training 

events 

The highest number of training events was conducted in the Saratov Oblast (162 

of 967 events, or 16.7%), the Primorsky Krai (91), the Krasnodar Krai (61), the 

Murmansk Oblast (59), and the Altai Krai (55). As regards roundtables, 

conferences, and public events, the best results were shown by the Republic of 

Buryatia (42 of 166 events, or 25.3%), the Irkutsk Oblast (22 events), and the 

Kirov Oblast (14).  As regards other types of training events (seminars, etc.), the 

top three were the Saratov Oblast (155 events), the Primorsky Krai (91), and the 

                                                      
229 Statistical data for 2014 from advisory centers and units 
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Strands of educational 

activities  

Commentary 

Murmansk Oblast (59). A specific feature of such work in 2015 was the 

prevailing involvement of the specialists from consumer advisory offices (who 

were 1.5 to 1.7 times more active than their colleagues from consumer advisory 

centers) while, in 2014, the participation of the specialists from consumer 

advisory centers in the training events on the issues of financial consumer 

protection was almost equal to that of the specialists from consumer advisory 

offices. 

Development of guidance 

materials 

In 2015, the specialists in the Altai Krai have once again developed the highest 

number of guidance materials (48), with the Novosibirsk Oblast rating second 

(29) and the Chelyabinsk Oblast rating third. The Kaluga Oblast, the Voronezh 

Oblast, and the Omsk Oblast who were also among the leaders in 2014 showed 

less impressive results in 2015. This indicator, however, is not very indicative of 

performance with guidance materials typically being long-term projects and the 

outputs from one year may be used in the subsequent years. It should also be kept 

in mind that the posters, brochures and booklets on the issues of financial services 

provision for the system of consumer advisory centers and offices, as well as the 

guidance materials for the specialists who counsel consumers had been centrally 

prepared in the same style and using high-quality materials within the framework 

of the RF Ministry of Finance and World Bank Project. The first batch of such 

materials was distributed through Rospotrebnadzor’s regional offices and 

consumer advisory centers and offices in 2015. 

Assessments and comparative 

analyses of financial services 

 

In 2015, assessments and comparative analyses of financial services were carried 

out in 6 regions of the Russian Federation. Ninety two of 235 such assessments 

(39%) were carried out in the Sverdlovsk Oblast due to efficient collaboration 

between the Rospotrebnadzor Directorate for Sverdlovsk Oblast and the 

respective consumer advisory center in the matters of managing the flow of 

citizens seeking counseling. Similar results were observed in 2015 in the 

Novosibirsk Oblast: 86 assessments (36.6%). The Novgorod Oblast with 36 

assessments (15.3%) ranked third. The assessments and comparative analyses are 

also being carried out in the Sakhalin Oblast, the Republic of Adygea, and the 

Orenburg Oblast. The Lipetsk Oblast that was the leader in 2014 did not submit 

information on assessments during the period under review. 

Based on the results of the survey with the participation of 64 consumer advisory centers (77% of 

all consumer advisory centers of Rospotrebnadzor), positive changes in financial consumer 

information and counseling system in 2015  were reported by practically all of the respondents.      

The highest number of positive responses is concerned with the changes associated with the 

development of information and counseling technologies and methods. In 2015, such responses were 

given by 38 consumer advisory centers, or 59% of the respondents (vs. 32 centers, or 43% in 2014).  

Progress in the sphere of internal and external interactions was observed in 34 regions, or 33% of the 

respondents (vs. 32, or 43% in 2014). The improvement of staffing including the specialists’ 

qualification and expertise was mentioned by 21 consumer advisory centers, or 33% of the respondents 

(in 2014, this parameter scored the highest number of positive answers from 67 consumer advisory 

centers, or 91%).   

Consumer advisory centers named the following themes in the sphere of financial services as the 

most pressing problems demanding immediate attention: 

 the deficit of skilled professionals, including those who work with financial consumers;   

 insufficient specialist knowledge in the financial sphere; 

 the deficit of unified departmental documents concerned with financial consumers counseling and 

information.  

Apart from the above problems, the most pressing issues for advisory centers were concerned with 

facilities (office space, comfortable working environment) and the need in effective interaction with 

the Center for Coordination and Methodological Support for the Development of Consumer Advisory 
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Centers that must operate on the premises of FBUZ “Federal Center of Hygiene and Epidemiology 

under Rospotrebnadzor”. 

The results of the 2015 survey of consumer advisory centers showed that in the majority of 

consumer advisory centers (61 advisory center, or 95% vs. 70 advisory centers, or 97% n 2014) 

financial consumers seek consultations on the issues of banking services; 59 consumer advisory 

centers (38 in 2014) mentioned consultations on insurance service. Forty five consumer advisory 

centers (70%) mentioned consultations on other financial services (vs. 6 advisory centers, or 8%, in 

2014). The lowest number of consumer advisory centers (14 regions) mentioned that financial 

consumers began to seek consultations on personal bankruptcy issues, however, the increase in the 

consumers’ attention to this problem is likely to be expected in the next few years for obvious 

reasons
237

.
230

  

The majority of consumer advisory centers (57 centers, or 89%) mentioned changes in the total 

amount of consultancy for financial consumers. Thus in 2015, the number of consultations delivered to 

financial consumers by 46 consumer advisory centers increased by an average of 43%. Eleven of the 

surveyed consumer advisory centers (17%) reported a reduction in the volumes of consultancy by 34% 

due to the internal and external reasons (in 2013, such situation was observed in 23 consumer advisory 

centers, or 32% of the respondents).     

On the whole, the results of the remote survey are consistent with the statistical data of 

Rospotrebnadzor and FBUZ “Federal Center of Hygiene and Epidemiology under Rospotrebnadzor”. 

Lower values of  parameters characterizing consultancy in the sphere of financial consumer protection 

in some regions where such values used to be high, with the same average volume of consultancy 

across the Russian Federation, may indicate a more advanced stage in the development of the system 

of consumer advisory centers and offices, when their operations become less dependent on the 

subjective factors (above all, the activists’ commitment) and begin to be determined by the objective 

parameters (including the number of potential financial consumers and the volume of services 

delivered to them by financial organizations in the regions). 

At the same time, the finding of low values of a significant number of parameters for which 

statistics were collected (e.g. the above-analyzed low volumes of assessments and comparative 

analyses) suggests possible areas for future development of the system for informing and counseling 

financial consumers as well as the potential for such growth.  

Rospotrebnadzor efficiently exercises its educational function through consumer 

advisory centers across Russia by providing advice/consultations, preparing draft 

documents based on the results of such consultations, publishing information 

materials, providing assistance in drafting the statements of claims, conducting conferences 

and round tables, developing guidance materials, and carrying out assessments and 

comparative analyses. The above-outlined indicators of consumer advisory centers’ 

performance are strongly indicative of efficiency of the system for exercising 

Rospotrebnadzor’s educational function, created at the regional level.  

6.2. Exercise of Rospotrebnadzor’s educational function within the framework of joint Project 

of the Ministry of Finance of the Russian Federation and the World Bank  

The Project of the Ministry of Finance of the Russian Federation and the World Bank “Financial 

Education and Financial Literacy Project for the Russian Federation” is being implemented in Russia 

since April 2011. The nationwide scale of the Project determines its implementation in cooperation 

                                                      
237 Resolution of the Plenum of the Supreme Court of the Russian Federation of 13.10.2015 № 45 “On some issues associated with the 

enactment of procedures employed in personal insolvency (bankruptcy) cases”. 
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with the Ministry of Education and Science of the Russian Federation, Ministry of Economic 

Development of the Russian Federation, Russian Federal Service for Surveillance on Consumer Rights 

Protection and Human Wellbeing, the bodies of state power in the constituent entities of the Russian 

Federation and local governing bodies, Bank of Russia, financial organizations, consumer unions and 

associations, and other NGOs.    

Under the leadership of the Minfin of Russia and with the direct participation of Rospotrebnadzor in 

2015 important activities on deciding of important questions of financial consumer protection, raising 

of financial literacy and financial inclusion were conducted: 

 a large-scale National Financial Literacy Program was launched; a logo and a unified 

style for Project materials were developed; вашифинансы.рф website was created;  

Project web pages were opened in social networks; three Project information bulletins 

were published;  

 an independent monitoring of financial organizations has been carried to assess how they 

disclose information on their products and services and respect financial consumer 

rights, including consumers of credit, insurance and savings services; 

 OECD’s international survey PISA 2015 was carried out to assess financial literacy of 

15-year old Russian students; 

 A series of printed information materials “I want. I can. I know” for 11 types of financial 

services, devoted to key aspects of consumer rights, were disseminated across all regions 

of the Russian Federation. This series includes booklets and posters for consumers 

(targeted at both adult and youth audience), and detailed brochures for 

Rospotrebnadzor’s consumer advisory centers; 8 videos and 11 infographic versions of 

the booklets were additionally created;  

 training aids and courses on financial literacy were developed for schools, foster homes, 

and vocational training establishments; financial literacy programs were developed for 

the bachelor’s and master’s degree  programs of higher education establishments; 

 programs and materials for adult education to address the problems associated with poor 

financial literacy, including thematic training programs such as “Healthy budget”, 

“Assured savings”,  “Manageable debt”, and “Reliable protection”.  

The sociological surveys conducted in 2015 indicate positive dynamics of some indicators that 

characterize financial literacy of target groups. Thus, among the low- and medium-income adults, the 

proportion of those who understand the meaning of Risk/Reward ratio when choosing financial 

products has increased from 63% in 2013 to 65% in 2015. The proportion of students who understand 

the importance of having a financial buffer for emergencies and critical situations increased from 55% 

to 76%. The proportion of representatives of target groups who know what administrative and legal 

actions ought to be taken in case of violation of their consumer rights by financial organizations 

comprised 41%, which was 2% higher than in 2013.   

The studies carried out as part of the Project implementation, enabled to launch the development of 

the National Strategy for Improving Financial Literacy in 2015. To this end, an Inter-Agency Task 

Force was created, comprising the representatives from the Ministry of Finance of the Russian 

Federation, Ministry of Education and Science of the Russian Federation, Rospotrebnadzor, Bank of 

Russia, and Pension Fund of the Russian Federation. The draft National Strategy was discussed at the 

International Conference on Financial Literacy held in Volgograd (September 2015) and at the 

meetings of expert panels of the RF Ministry of Finance and the Bank of Russia.  

In 2015, Financial Literacy Week for Children and Youth was held for the first time in the Russian 

Federation. It was timed to the Global Money Week. The program of Financial Literacy Week 

included 300 events of different formats such as master classes, business role-playing games, 
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excursions, theme festivals, contests, and teleconferences, where students could gain basic financial 

knowledge in a comprehensible form. Many students learned for the first time about the concepts such 

as financial planning, personal and family budget, savings, financial literacy, and financial cushion. 

With the help of the teachers and professionals from financial institutions, students were learning to 

plan their budget and set financial goals, as well as learning about the existing financial risks and how 

to protect themselves from these risks.   

An important part of Financial Literacy Week for Children and Youth was young people’s 

introduction to financial system and budget policy of their regions. The federal executive bodies’ 

regional offices, the bodies of state power in the constituent entities of the Russian Federation, and 

local governing bodies, as well as the regional museums of the Bank of Russia provided active support 

to the Week events. Besides that, many financial organizations acted as partners of the Week, which 

allowed making these educational events even more interesting and closer to real-life experiences.   

During the period of October 23-31, 2015, the second Russia Money Week was convened in Russia 

with the active involvement of Rospotrebnadzor
231

.    

Within the framework of Russia Money Week, everyone was offered an opportunity to attend free-

of-charge training events including online classes, to take part in the Financial Health Festivals and the 

All-Russia Financial Literacy Exam, and to be counseled by the leading experts. 

Everyone interested could use a unique library of financial knowledge and get an access to valid 

and reliable training and informational materials to address their private financial matters. The library 

contains 30 thematic training modules, based on which one may compile one’s own personal program 

for improving financial literacy.    

More than 150,000 people from 42 regions took part in Russia Money Week, based on the results of 

which over 900 publications were published in the media with a total reach of 32,900 people. The 

aggregate reach across the social networks comprised more than 10 mln people.     

The Russia Money Week was opened with a nationwide financial literacy exam. During one week, 

more than 12,000 citizens took an online financial literacy test on вашифинансы.рф (“yourfinance”) 

website.    

The test consisted of 15 questions comprising 3 blocks: knowledge, skills, and motivations. The 

questions were concerned with such aspects as family budget planning and management; income and 

expense accounting; personal savings; understanding the specifics of crediting; insurance; 

understanding risks associated with financial services market; and defending one’s rights as financial 

consumer.  

The test allowed to assess the level of knowledge and motivations necessary for looking after one’s 

own finance, and to attract attention to available training opportunities. 20% of those who took the test 

turned out to be “A students”, having scored 14 or 15 points out of 15; 38% proved themselves as “B 

students”; 28% showed satisfactory results; and 14% demonstrated poor financial literacy. Less than 

half of those who took the test (42%) understand what financial cushion for emergency situations is.    

The online test on вашифинансы.рф website remains very popular and so do online consultations 

by financial experts. The visitors to this website will soon be offered other formats for obtaining 

financial knowledge such as financial calculators, online games, financial health indexes, and many 

others.   

In 2015, the Project activities were implemented with the active participation of pilot regions: the 

Republic of Tatarstan, the Altai Krai, the Arkhangelsk Oblast, the Volgograd Oblast, the Kaliningrad 

Oblast, the Krasnodar Krai, the Saratov Oblast, the Stavropol Krai, and the Tomsk Oblast. The 

examples of activities carried out in the pilot and other participant regions are given below:   

 the concept for organization of a Regional Financial Literacy Center, including financial 
                                                      
231 http://деньсбережений.рф. 
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and economic analysis and the substantiation of the choice of an optimal model of 

operations (exemplified by the Kaliningrad Oblast), has been developed;   

 the regulations and methodologies for the Regional Financial Literacy Centers’ 

operations (exemplified by the Volgograd Oblast) were prepared; the centers were 

opened in the Saratov Oblast, the Tomsk Oblast, and the Stavropol Krai; 

 a model for the optimization of interactions between Rospotrebnadzor’s organizations 

and municipal administrations supervising consumer protection (exemplified by the 

Volgograd Oblast and the Kaliningrad Oblast) was developed; 

 six training courses and guidance materials targeted at different social and age groups 

were developed: preschoolers; schoolchildren receiving extended education; 

schoolchildren in summer camps; small business representatives; “third-agers”
232

; and 

military pensioners;    

 training events were conducted for schoolteachers and library staff within the framework 

of roundtables, seminars, webinars, and master classes; counseling citizens on the issues 

of personal finance management and consumer protection has begun;  

 over 25,000 schoolchildren and undergraduate students from 17 participant regions took 

part in the events of the All-Russia Financial Literacy Week;  

 over 10,000 people have attended the 6th annual trade show “Your personal finance” 

held in Tomsk in April 17-18, 2015; 

 54 events were convened using “I want. I can. I know” printed materials and videos; 24 

mini-olympiads for schoolchildren; 3 quest games for high school and higher education 

students; 24 discussions with pensioners; and 3 seminars for Rospotrebnadzor staff (to 

train them to work with “I want. I can. I know” series information materials).  

In July 2015, an interregional seminar on child and youth financial education was carried out in the 

Altai Krai. This event was held in the lead-up to the piloting of the financial literacy training packages 

in the academic year 2015/2106. The seminar participants discussed the approaches to the 

implementation of training programs, the experience of the Altai Krai educational organizations’ 

participation in financial literacy projects within the framework of “Financial Literacy” and “Training 

firm” training packages. A model for the training program piloting in the Altai Krai, proposed within 

the framework of the Project, was discussed.     

In September 2015, an interregional research-to-practice conference “Financial consumer 

protection: overriding problems and ways to address them” for participant regions was convened in 

Zelenogradsk (the Kaliningrad Oblast). The following issues were discussed during this conference: 

 Identifying overriding problems for consumers’ on the financial market; 

 Insufficient disclosure of information to financial consumers; 

 Prospects for the institution of personal bankruptcy in Russia 

 Implementation of responsible approaches to crediting: the contribution of the state, 

business and general public; 

 common misconception of consumers and financial market “traps” from the standpoint 

of behavioral economics; and 

 problems in overdue debt collection in Russia.  

The Russian experts in the sphere of financial consumer protection and various sectors of financial 

                                                      
232 In accordance with the decision of WHO man aged 75 years is considered old, and from 60 to 75 years old to elderly. The merger of 

the two groups one received the u№fficial definition of "population of the third age". 
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market, the representatives of the state regulatory bodies and financial community, and Project 

consultants have participated in this Conference.  

The mechanism for supporting local initiatives aimed to promote financial literacy among the 

population, named “Good Ideas Fund” (www.goodideasfund.ru), continues to operate within the 

framework of the Project. Nineteen projects received financial support from the Good Ideas Fund in 

2014 and 28 projects were supported in 2015.   

These projects are mostly concerned with creating and broadcasting TV programs and animated 

cartoons for children; counseling and providing legal help to the citizens; programs of social 

rehabilitation of orphaned children and children with special needs; online courses for improving 

financial literacy, and other themes.       

Based on the second round of competitive selection of local initiatives in the sphere of financial 

literacy promotion and financial consumer protection in 2015, the Good Ideas Fund supported the 

implementation of the following important educational activities
233

  (Table 6.2): 

Table 6.2. Educational activities of the second round of selection 

Nomination Activities 

Creating digital information and 

education resources in the field of 

financial literacy  

 

Development, piloting and implementation of a digital financial literacy training 

course and evaluation of its effectiveness compared to traditional methods   

Creating digital information and education resources: a module-based training 

program and online simulator for self-testing of financial literacy in the field of 

insurance, based on this program 

Creating information resource for improving tax literacy 

Online service for personal finance management for children and adolescents 

Training and education activities in 

the sphere of financial literacy  

Convening Russia Money Week 2015 

School of personal finance  

Training and education campaign for preventing financial risks for teenagers in 

difficult situations 

Financial literacy training and education activities for the students of upper 

secondary school and secondary vocational schools of the Yekaterinburg 

municipality: development and implementation 

Development of brochures and convening “Financial security on the financial 

market” seminars for adults 

Improving financial literacy among the population of the Republic of Dagestan 

Development of financial literacy 

training materials  

Training aid with a cross-subject component “Recreational lessons on financial 

literacy” 

Development of a package of training and guidance materials for the teachers of 

boarding schools for orphaned and underprivileged children, using remote e-

learning technologies 

Development of scenarios for financial 

literacy lessons 

Teachers’ contest for the best learning and teaching solutions for teaching 

elementary financial literacy within the framework of non-core subjects in 

secondary school curricula 

Development, methodological support and piloting of scenarios for extra-

curricular lessons on financial literacy and other educational, formative and 

skill-development activities 

“Financial literacy: learn by playing, know by playing!” (scenarios of financial 

literacy lessons with game-based simulation of difficult situations in personal 

finance management)  

Training and education activities 

devoted to consumer rights and 

responsible consumer behavior on the 

financial market  

Table game for the organization of financial tournaments  

Identifying financial behaviors of Russian students and convening awareness-

raising and education events aimed at development of responsible financial 

consumer behavior among these students 

                                                      
233 http://goodideasfund.ru 

http://www.goodideasfund.ru/
http://www.goodideasfund.ru/
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Nomination Activities 

Simulation of deliberate and responsible consumer choice on the financial 

market  

Development of information materials concerning the possibilities for obtaining 

financial support and the existing financial risks for the persons suffering from 

severe and rare diseases and their family members 

Fundamentals of practical financial knowledge for the prisoners’ family 

members, prison personnel, and convicts 

Creating digital information resources 

to support financial consumers 

Creating a Video Financial ABC-book for financial consumers   

Information on topical issues of statutory compliance in the field of financial 

services delivery and financial consumer protection for senior citizens on the 

Project’s information portal “50 PLUS” 

“Credit histories”, a series of videos devoted to credit services  

Interactive internet exercise “Effective understanding of agreements with 

financial organizations as a practical foundation for protecting one’s interests”  

Helping to improve financial market 

environment for the benefit of 

financial consumers  

Creation of social partnership institutions on the financial market  

Helping to improve financial market environment for the benefit of financial 

consumers 

To address the task of creating human resources for the implementation of financial literacy 

programs at the federal and regional levels, the following activities were carried out within the 

framework of Project implementation in 2015: 

 training and awareness seminars, roundtables and conferences for multifunctional 

centers’ staff, the representatives of media, SME, banking community, non-state pension 

funds, insurance companies,  and other stakeholders;   

 a pool of experts in the issues of financial literacy and consumer protection was created 

at the federal level and a team of highly competent project consultants was also created 

at the federal level and in all Project participant regions; 

 the platforms for training and advanced education of teachers and tutors at the leading 

Russian universities and advanced training centers were created. The teachers for 15 

regional higher education establishments and more than 900 tutors were trained in the 

issues of adult financial literacy
234

.
 
 

Rospotrebnadzor, its regional offices and subordinate organizations have an active 

role in the implementation of “Financial Education and Financial Literacy Project 

for the Russian Federation” of the Ministry of Finance of the Russian Federation 

and the World Bank  both at the federal level and in the participant regions. The 

large-scale education events help to enhance financial literacy of the citizens of the Russian 

Federation and strengthen institutional framework for financial consumer protection. 

6.3. Development of departmental standards of financial consumer counseling  

The development of draft departmental standards under a common title of “The unified 

methodology for counseling financial consumers”
235

 by the Center for Coordination and 

Methodological Support for the Development of Consumer Advisory Centers in 2011 was a significant 

step ahead in creating an effective support system for day-to-day operations of Rospotrebnadzor’s 

consumer advisory centers.   

To improve the unified consumer information and counseling system and the quality of consultancy 

                                                      
234 National registry of accredited Tutors for financial literacy published at вашифинансы.рф. 
235 Draft. 
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delivered to financial consumers at consumer advisory centers and offices, draft counseling standards 

were revised with the support of LLC FBK’s consultants. In addition to 6 updated draft departmental 

standards, 8 new standards were developed for 40 most important counseling areas.     

The departmental standards make an important addition to Rospotrebnadzor’s information materials 

on financial services: booklets, posters, brochures, videos, electronic presentations, and other 

materials. These materials, presented in an explicit and easy-to-understand form, are intended, first and 

foremost, for providing information support and improving financial literacy of financial consumers. 

In contrast to information materials on financial services, the Unified Methodology and the 

departmental standards for counseling financial consumers are more specialized and practical and were 

developed for supporting the day-to-day operations of the specialists working at consumer advisory 

centers and offices.   

In 2015, draft Unified Methodology and draft departmental standards for counseling financial 

consumers were delivered for piloting to all Rospotrebnadzor’s consumer advisory centers in the 

constituent entities of the Russian Federation. 

The overall design of draft Unified Methodology and draft departmental standards of counseling 

financial consumers, introduced for piloting, comprises the following main components.  

 The Unified Methodology for Counseling Financial Consumers as a common envelope 

for the departmental counseling standards that outlines general issues, standard 

administrative actions associated with counseling financial consumers, and standard 

forms for presenting the results of such counseling; 

 The departmental standards for counseling financial consumers: 13 thematic standards 

covering 40 subject areas of counseling that are regarded as indispensable components 

of the Unified Methodology and contain standard explanations concerning the legal basis 

for a case, choosing a relevant legal norm and decision making; and 

 A general-purpose departmental standard “The restoration of infringed rights, freedoms 

and legitimate interests of financial consumers” that covers standard approaches to 

financial consumers’ rights protection and restoration and may be applied together with 

any other departmental standard in a particular counseling area.  

The complete list of all thematic standards and counseling areas for financial consumers is 

presented in Table 6.3. 

Table 6.3. Departmental standards for counseling financial consumers as a part of the Unified 

Methodology for Counseling Financial Consumers  

Standard Thematic counseling area  

Existing draft standards with consultants’ proposals for their improvement 

I. Concluding credit agreement 

with mandatory life and health 

insurance  

1. Concluding credit agreement with mandatory life and health 

insurance 

II. Providing unsolicited chargeable 

services without consumer’s 

consent, in a form of charging 

for servicing loan account 

opened for the borrower as part 

of the execution of credit 

agreement  

2. Providing unsolicited chargeable services without consumer’s 

consent, in a form of charging for servicing loan account opened 

for the borrower as part of the execution of credit agreement  

III. Including in credit agreements 

clauses that establish the bank’s 

right to unilaterally  amend 

credit agreement terms and 

3. Including in credit agreements clauses that establish the bank’s 

right to unilaterally  amend credit agreement terms and conditions 
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Standard Thematic counseling area  

conditions  

IV. The bank’s charging 

commission for issuing credit 

4. The bank’s charging commission for issuing credit 

V. The bank’s imposing penalties 

for early credit repayment 

5. The bank’s imposing penalties for early credit repayment 

Proposed New Departmental Counseling Standards 

VI. Bank deposit agreement 6. The bank fails to disclose information attesting to its secure 

financial status and participation in deposit insurance system to the 

consumer; 

7. The bank refuses to provide a standard agreement form;  

8. The bank discloses incomplete (misleading) information on the 

deposit terms and conditions; 

9. The bank includes in the agreement a clause about the possibility 

for unilateral reduction of the interest on deposit; 

10. The bank calculates the interest incorrectly (calculates the interest 

for the period less that the actual time of deposit; fails to capitalize on the 

timely unclaimed interest earnings);  

11. The bank includes in the bank deposit agreement a clause of 

imposing penalty for early termination of the agreement; 

12. The bank carries out direct debit from the deposit account; 

13. The bank discloses deposit information and/or deposit holder’s 

bank details without the depositor’s consent.  

VII. Auto insurance 14. Insurance organization fails to disclose information attesting to its 

secure financial status, in particular, its solvency, or discloses 

incomplete/misleading information about insurance terms and conditions; 

15. Insurance organization refuses to issue compulsory motor third-

party liability insurance policy; 

16. Insurance organization fails to pay indemnity or pay the insurance 

benefits timely and properly.  

VIII. Loan agreement with 

MFO 

17. MFO discloses incomplete/misleading information about 

microloan terms and conditions; 

18. MFO unilaterally changes interest rates, commission and maturity 

under a microloan agreement; 

19. MFO imposes penalty on microloan holder who informed the 

MFO about his/her intent to repay the microloan to the MFO 10 days in 

advance 

IX. Pawnbroker lending to 

individuals  

20. The pawnbroker discloses incomplete/misleading information 

about its being authorized to engage in the respective operations ; 

21. The pawnbroker understates the value of pledged goods; 

22. The pawnbroker specifies incomplete information in the 

specialized pawnbroker’s money loan agreement (“zalogovyi bilet”) and 

the receipt for the pawned item; 

23. The pawnbroker demands from the pledger (pawnee) to pay the 

amount exceeding the value of the pledged item after selling the pledged 

item to discharge the liability; 

24. Upon the loan and interest repayment, the pawnbroker demands 

from the pledger to pay the penalty for untimely debt repayment; 

25. The pawnbroker damages a pledged item. 

X. Specifics of payroll bank 

cards  

26. The bank fills a consumer’s card issue and account opening 

application form without consumer’s participation  

27. The bank changes the terms of servicing current account and card 

issue without informing the consumer (debiting service charge %; 

provision of overdraft facilities, changing terms and conditions after the 

employee’ dismissal). 

XI. Specifics of bank credit 

cards 

28. The bank mails credit card without consumer’s consent; 

29. The bank discloses incomplete/misleading information about 

grace period and interest charging procedure; 

30. The banks charges interest on a non-activated card; 
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Standard Thematic counseling area  

31. The bank changes the agreement terms without informing the 

consumer (duration of grace period, % charged, credit ceiling); 

32. The bank fails to disclose information on how to close a credit 

card; 

33. The bank charges fee for credit card reissue.  

XII. Bank card use  34. The bank fails to credit, or credits with delay, cash deposited 

through an ATM to a customer’s account; 

35. The bank refuses to be hold accountable for the late card 

cancellation and unauthorized transactions made via this card; 

36. A shop charges commission for purchase payments made with a 

bank card. 

XIII. Bank account opening and 

processing transactions on 

this account 

37. The bank refuses to conclude a bank account agreement; 

38. The bank carries out direct debit without the client’s order (e.g. as 

loan debt repayment); 

39. The bank infringes the bank account agreement provisions 

concerned with charging commissions;  

40. The bank fails to timely transfer funds on a client’s order.  

In addition to that, a separate, general-purpose departmental standard “The restoration of infringed 

rights, freedoms and legitimate interests of financial consumers” that contains detailed explanations 

concerned with financial consumer’s appeals, extrajudicial dispute resolution procedure, and judicial 

protection of financial consumers, was introduced for piloting. As noted above, this standard may be 

applied together with any other departmental standard in a particular counseling area. 

The results of the remote survey of Rospotrebnadzor consumer advisory centers conducted by the 

FBK consultants in 66 constituent entities of the Russian Federation indicate that more than 80% of 

consumer advisory centers used draft Unified Methodology and draft departmental standards of 

counseling financial consumers. These documents were used in the following strands of consumer 

advisory centers and offices’ operations:    

 counseling consumers by phone, in person, by e-mail, and off-site counseling; 

 preparing claims, statements of claims, and complaints to the Bank of Russia and 

Rospotrebnadzor (its regional office); 

 preparing information materials for financial consumers in a form of booklets, 

brochures, etc. to be published on the official website of the FBUZ “Center of Hygiene 

and Epidemiology” in a respective constituent entity of the Russian Federation and 

displayed on the consumer information board; 

 activities concerned with training and advanced education of the personnel of consumer 

advisory centers and offices. 

In their comments addressed to the FBK consultants the personnel of consumer advisory centers 

mentioned the following advantages of using the Unified Methodology and departmental standards of 

counseling financial consumers:  

 the specialists have to consult legal databases less; the consultations take much less time 

due to the access to material containing standard solutions for different situation; 

 using the Unified Methodology and departmental standards simplifies the process and 

makes consultancy more informative; 

 the existence of departmental standards helps to quickly train (put in the picture) new 

staff in a situation of the deficit of specialists with higher legal education. 

The staff of the surveyed consumer advisory centers also reported that some important areas of 

counseling financial consumers are not covered by the proposed departmental counseling standards, 

including: 
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 the termination of voluntary life and health insurance contract on the insurant’s 

initiative; 

 mortgage lending; 

 bankruptcy of citizens other than sole traders (individual bankruptcy); 

 protection of consumers from unlawful collectors’ activities.  

 In addition to that, some regional consumer advisory centers suggested to develop the 

following additional standards for counseling financial consumers: 

 assignment of claims under credit agreements (Novgorod Oblast); 

 credit consumer cooperative: what it is, regulation, risks (Republic of Khakassia); 

 reimbursement of a part of insurance premium due to early credit repayment; actions to 

be taken by consumer in case of disputes arising from transactions conducted at a partner 

bank’s ATM; the termination of credit agreement on the borrower’s initiative due to 

significant change in the latter’s circumstances such as losing job, deterioration of 

financial situation, etc. (Volgograd Oblast); 

 executing credit agreements when buying goods (Sverdlovsk Oblast). 

The results of piloting and remote survey in 2015 enabled to conclude that the proposed complex 

system of financial consumer counseling standards works well and provided a foundation for further 

enhancement of the unified system for consumer informing and counseling, implemented by 

Rospotrebnadzor, its regional offices and organizations.      

With the regional consumer advisory centers being very interested in the availability of standard 

documents that provide a methodological basis for consumer counseling, it is planned to work on the 

following main areas in 2016 with the support of the FBK consultants: 

 development and improvement of already created standards of financial consumers 

counseling, based on the results of piloting standards in the practical work of consumer 

advisory centers and offices; 

 defining a procedure for updating the Unified Methodology and departmental standards 

of counseling financial consumers (either in the text of the Unified Methodology or by a 

separate document, e.g. Rospotrebnadzor’s Order); 

 preparing additional standards of financial consumes counseling (adjudging a citizen 

bankrupt, mortgage lending).   

Therefore, the diagram of the Unified Methodology and departmental standards of counseling 

financial consumers shows both the already created standards and the proposed additional standards 

(adjudging a citizen bankrupt, mortgage lending) (Figure 6.4).  

The unified methodology for counseling financial consumers, the thematic standards 

for particular counseling areas, and a separate general-purpose departmental 

standard “The restoration of infringed rights, freedoms and legitimate interests of 

financial consumers” taken together are regarded by the specialists at Rospotrebnadzor 

consumer advisory centers as a necessary and effective tool of methodological support for day-

to-day operations. Based on the results of piloting and compliance practices, the Unified 

Methodology and departmental standards of counseling financial consumers must be updated 

and complemented to ensure further strengthening of the unified system for informing and 

counseling financial consumers. 
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6.4. Best practices of counseling and informing financial consumers in Russia 

Development, dissemination and promotion of best practices in counseling and informing financial 

consumers are the important strands of the effort aimed to improve the quality of consumer advisory 

centers’ operations in the context of further development of information exchange.  

This subsection was prepared based on the results of a remote survey conducted by LLC FBK’s 

consultants in December 2014-February 2015 within the framework of joint project of the RF Ministry 

of Finance and the World Bank “Financial Education and Financial Literacy Project for the Russian 

Federation”. The survey yielded important information about achievements and innovations in the 

consumer advisory centers’ operations in the following areas:  

 Improvement of staffing qualification and expertise;  

 Improvement of ICT support;  

 Improvement of material and technical support (technical facilities); 

 Development of counseling methods and technologies; 

 Optimization of consumer advisory center’s internal cooperation; and 

 Optimization of consumer advisory center’s external cooperation.  

In regard to these areas of improvement, below are good practices developed by consumer advisory 

centers in some regions of the Russian Federation who wished to share their 2014 results and 

innovations. 

Improvement of staffing qualifications and expertise including professional development 

To improve professional qualification of specialists working at financial consumer protection 

advisory units, regular training events are being conducted at advisory units of the Federal Budget-

Funded Healthcare Enterprise (FBUZ) “Federal Center of Hygiene and Epidemiology” in 7 constituent 

entities of the Russian Federation. Table 6.6 lists some of these training events. 

Table 6.6. Financial consumer protection events conducted to improve professional skills of 

specialists from advisory centers 

№ Regions Events 

1. Moscow A mentoring system was introduced where the work of a newly hired staff 

member is accompanied with counseling by a legal adviser who has received 

the relevant training. Monthly meetings are being convened to discuss current 

changes in legislation in the sphere of consumer protection and experience of 

administering such changes. 

2. Krasnodar Krai In 2015, 4 training seminars for consumer advisory centers specialists were 

convened to discuss the issues of financial services and review case studies 

within the framework of the Specialist Day events:  

“Legal aspects of collection agencies’ operations within the framework of the 

Federal Law ‘On consumer lending’. The mechanism for discharging 

obligations under assignment agreements”; 

“Legal aspects of debt restructuring. Consumers’ debt obligations towards 

credit organization. Sample consumer applications for pre-judicial conflict 

resolution”; 

“Legal aspects of compulsory motor third-party liability insurance. The 

mechanism for conflict resolution between consumer and insurer. Court 

decisions.” 

Specialists were tested for knowledge of legislation concerned with consumer 

protection including financial consumers 

3. Sverdlovsk Oblast One-week on-the-job training for newly hired specialists at the Oblast’s 

Advisory Center: 

 Introduction to the specifics of delivering consultations by financial 
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№ Regions Events 

consumer protection specialist; 

 Drafting claims and statements of claim; 

 Learning to work with the SUD-Standard software; 

 Introduction into traditional methods of consumer counseling (in person 

and by phone). 

4. Stavropol Krai Convening Specialist Days devoted to counseling citizens on financial literacy 

issues on a regular basis 

5. Rostov Oblast Advanced training for Consumer advisory center’s legal adviser in “Provision 

of consumer protection” at the Medical Academy of Postgraduate Training 

under the Ministry of Health of the Russian Federation.  

Postgraduate training for the specialists in “Finance, money circulation, and 

credit” at the Rostov State University of Economics and in “Theory and history 

of state and law” at the Russian Presidential Academy of National Economy 

and Public Administration. 

Improvement of ICT support 

Twenty constituent entities of the Russian Federation have technical capabilities for remote 

consumer counseling using internet technologies (e-mail, Skype, etc.). Table 6.7 shows advanced 

technologies employed in some RF regions. 

Table 6.7. Technologies employed in some RF regions for remote counseling 

№ Regions Events 

1. Sverdlovsk Oblast A unified software SUD-Standard for all consumer advisory offices  was 

developed. It includes a section on consumer counseling standards for 

different types of goods, works, and services; a database of court decisions; 

and standard forms of claims and statements of claim. 

2. Krasnoyarsk Krai   In 2015, consumers began to be informed through a group in the VK 

(VKontakte) social network 

3. Tver Oblast Additional blocks were added to the GARANT legal information system 

(online archive of court decisions; legal document constructor; legal 

document forms) 

4. Omsk Oblast  The computers of the consumer protection specialists are linked to the 

specialized services of the Consumer Information and Counseling Portal of 

the FBUZ “Center of Hygiene and Epidemiology under Rospotrebnadzor”.  

The consumers’ appeals received through such services are distributed based 

on the territorial principle and shown in the relevant consumer advisory 

centers’ user accounts. Consumer advisory offices across the Omsk Oblast  

began to counsel consumers by Skype 

5. Orenburg Oblast Official website of the FBUZ “Center of Hygiene and Epidemiology in the 

Orenburg Oblast” was updated; “Advisory Center” banner was created; the 

consumers can now file an application and receive legal support in response 

to their application on-line, without leaving their homes. 

6. Chelyabinsk Oblast Software was installed for counting citizens who applied for consultations 

for the purpose of quarterly reporting 

7. Tomsk Oblast Consumer advisory centers and offices use videos, documentaries filmed as 

part of the implementation of the RF Ministry of Finance and World Bank 

Financial Literacy Project and/or used by the colleagues in other regions, as 

well as various information materials prepared in the course of the Project 

implementation. 
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Improvement of material and technical support 

Practically all consumer advisory centers are sufficiently technically equipped: there are dedicated 

premises well-equipped with computers, office appliances and consumer information boards. At the 

same time, some regions have given special attention to this issue (Table 6.8).  

Table 6.8. Actions to improve material and technical support in some regions of the Russian 

Federation 

№ Regions Events 

1. Tomsk Oblast  A dedicated office for counseling consumers in person was set up. A hands-free 

headset was purchased to provide more comfortable working conditions for the 

specialist delivering consultancy services by phone. 

2. Moscow Additional space was allocated and fully equipped for the staff of consumer 

advisory center. 

A “Consumer’s Corner” was organized and equipped with a PC with an access 

to necessary information and reference materials. 

3. Tula Oblast PCs and office appliances were purchased for the specialists of Consumer 

Advisory Center and Offices. Webcams were purchased to enable delivery of 

consultancy services via Skype. 

4. Krasnoyarsk Krai Two additional offices were opened for consulting consumers 

5. Kursk Oblast On the premises of consumer advisory center, a workstation was equipped for 

consumers where they can prepare documents (claim, statement of claim, 

complaint) by themselves.  

6. Orenburg Oblast Necessary equipment was purchased for providing on-line legal help 

Development of counseling methods and technologies 

According to the results of the survey of consumer advisory centers, the most common counseling 

and informing methods are:  

 Displaying information on advisory center’s official website and information board;  

 Conducting various training events (seminars, lectures, etc.);  

 Convening hotlines; and 

 Participating in the events organized by Rospotrebnadzor’s territorial departments.  

Nineteen regions of the Russian Federation have remote counseling facilities using internet 

technologies (e-mail, Skype, etc.).  

In the Arkhangelsk Oblast, the specialists are involved in the work of the “Learning prudent 

financial behavior” platform within the framework of business program of the Margaritinskaya 

Yarmarka (Margarita Fair) in Arkhangelsk. On the Day of the Financier, (September 8) a lecture on 

“Financial consumer protection” was delivered at the M.V.Lomonosov Northern (Arctic) Federal 

University to undergraduate students studying finance and economics.  

The specialists from the FBUZ “Federal Center of Hygiene and Epidemiology in the Arkhangelsk 

Oblast” delivered a lecture on “Financial consumer protection” and provided consultancy on the issues 

of financial services to the citizens at the N.A.Dobrolyubov Arkhangelsk Oblast Scientific Library. 

The lecture was broadcast on-line in all libraries of the Arkhangelsk Oblast.  
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In Moscow, regular off-site counseling was organized on the premises of different organizations, 

including:   

 “A methodology for financial services delivery, taking into account the implementation of, 

and compliance with, the main statutory requirements in the sphere of consumer 

protection” is a program operating on a on-going basis at the Economic Faculty of the 

Institute of Global Economy and IT Development (“IMEI”); 

 counseling at the NGO/government alliance “Moscow House of the Veterans (Pensioners) 

of Wars and Armed Forces” and the publicly-funded state enterprise of the city of Moscow 

“Social rehabilitation center for veterans of wars and armed forces of the city of Moscow’s 

Social Security Department”; 

 counseling unemployed citizens sent by the Moscow employment and placement centers at 

the state center of professional qualifications and promotion of employment (GAOU DPO) 

“Professional”; 

 counseling on the premises of the Administration of the Otradnoye Raion of the North-East 

Administrative Okrug of the city of Moscow.  

The specialists are preparing claims, complaints and statements of claims in response to urgent 

appeals of pensioners and veterans of wars and armed forces on hot-button issues.  

In the Republic of Mordovia, training seminars for the specialists of consumer advisory offices are 

being conducted at least on a quarterly basis (including business-role-playing games); two of these 

seminars (19.02.2015 and 5.06.2015) were devoted to the issues of financial consumer protection and 

promotion of financial literacy.  

Remote consumer counseling is being actively used as well as remote training of the specialists of 

consumer advisory offices using multimedia technologies. The VK social network is also used for 

informing consumers.   

The principle of availability of consultations for everyone is being implemented. It implies that, 

after each information and education event, time is allocated for everyone interested to be counseled 

on consumer protection issues including financial consumer protection.       

Regular off-site counseling and information events are carried out for the population of the 

Republic’s remote areas and for disabled persons. .  

FBUZ “Federal Center of Hygiene and Epidemiology in the Republic Mordovia” uses comic strips 

– graphic stories devoted to the different issues of consumer protection to inform citizens, including 

the issues of financial consumer protection. 

In the Altai Krai, consumer information methods include videos (“Life without banknotes,” 

“Travelling with a bank card,” “Silent film”), comic strips (“Rublik (Little Ruble”), presentations, and 

guidance materials obtained within the framework of the program “Promoting financial literacy of the 

Altai Krai population in 2014–2016” and the project “Financial Education and Financial Literacy 

Project for the Russian Federation”. 

 The specialists of the Altai Krai’s consumer advisory center had an active role in “Financial 

literacy train”, an event organized by the Altai Krai Administration, and in the organization of a 

festival “The lessons of a thrifty dwarf,” and use the websites of local governing bodies to inform 

citizens. A LED screen is installed on the main street of the city of Rubtsovsk for informing citizens 

about the events and activities in the sphere of consumer protection.  

In the Krasnoyarsk Krai, since Consumer advisory center’s groups began to function in social 

networks, the specialists of consumer advisory centers and offices became able to deliver counseling 

on-line by exchanging messages in social networks.   

In the Krasnodar Krai, delivering blitz consultations within the framework of public events became 
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widespread (more than 100 public events were carried out in 2015). During the international events, 

such counseling is delivered directly at the airports and railway and bus terminals (the specialists work 

from 8:00 till 22:00). The hotline phones are answered 24 hours a day. 

During the preparation and conducting of 2016 FIA Formula 1 Russian Grand Prix and GP2 and 

GP3 motor racing in Sochi, the dissemination of printed materials was carried out in collaboration with 

the volunteer center as part of the project “Financial Education and Financial Literacy Project for the 

Russian Federation”. 

In the Khabarovsk Krai, off-site seminars are convened with the participation of local governing 

bodies.  The specialists from consumer advisory center are among the judges of the local municipal 

contest to test the knowledge of fundamentals of entrepreneurship and consumer knowledge among the 

students of secondary, higher and vocational education establishments of the city of Khabarovsk.   

The lectures and seminars are being delivered to the students of secondary and higher education 

establishments, and persons employed in the sphere of trade, food services, and domestic consumer 

services across the Khabarovsk Krai. 

In the Voronezh Oblast, the “Know your rights” remote information days are held by Skype at the 

public center of legal information of the Nikitin Library together with the central municipal libraries of 

the Voronezh Oblast’s raions.    

 In the Republic of Altai, consumer advisory center delivers lectures on the issues of financial 

consumer protection for the readers of the Republic’s libraries; publishes consumer protection 

information on the websites of local Administrations in the Altai Republic; and delivers off-site 

community counseling together with Rospotrebnadzor’s Department for the republic of Altai on the 

premises of the local Administrations and shopping centers across the Republic. 

In the Kursk Oblast, the Information Days are being held at the Legal Center of the N.N. Aseyev 

Kursk Oblast Scientific Library together with the N.N. Aseyev Kursk Oblast Scientific Library to 

promote consumer protection-related legal knowledge among the population. In addition to a student 

contest, consumer protection seminars are convened together with the Kursk Institute of Cooperation.   

In the Kirov Oblast, a seminar on “Promoting financial literacy among the Kirov Oblast population” 

was convened with the participation of the specialists from consumer advisory center and offices, the 

representatives of the Kirov Oblast’s consumer protection NGOs, law clinics, Law Students’ Legal 

Advice Centers under higher education establishments. The seminar was convened in a 

videoconference mode.   

In accordance with the Executive Order of the Kirov Oblast’s Government of 15.10.2015 № 408, 

the “Month of Legal Knowledge for the Kirov Oblast’s population” was held in the Kirov Oblast with 

the active involvement of the specialists from consumer advisory center. The lectures, discussions, off-

site consultations, and practical exercise lessons for students, devoted to the fundamentals of consumer 

knowledge including financial literacy, were delivered within the framework of this event. 

Optimization of consumer advisory center’s internal cooperation 

The majority of consumer advisory centers work to provide information and counseling in the 

sphere of financial consumer protection in close cooperation with consumer protection departments of 

Rospotrebnadzor’s regional bodies based on jointly approved cooperation plans and regulations 

(procedures) and within the framework of Advisory Boards’ activities.  

In the Altai Krai, the Pandion software featuring intuitive interface and data encryption capability to 

ensure security of information exchange was installed to ensure efficient collaboration of consumer 

protection specialists of Rospotrebnadzor Directorate for the Altai Krai and the FBUZ “Federal Center 

of Hygiene and Epidemiology in the Altai Krai”.  

In the Sverdlovsk Oblast, the unified SUD-Standard software for all consumer advisory offices was 
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developed and implemented. It contains a section on consumer counseling standards for different types 

of goods, works, and services; a database of court decisions; standard forms for claims, statements of 

claim and other documents. In accordance with their Plan of Activities, consumer advisory center 

convenes training seminars for the specialists from consumer advisory offices twice a year to develop 

the unified approaches Oblast consumer counseling and create a consistent database of standard court 

decisions on the important issues of consumer protection. 

In the Republic of Khakassia, Rospotrebnadzor Directorate for the Republic of Khakassia convenes 

quarterly seminars on various topics for the staff of the FBUZ “Federal Center of Hygiene and 

Epidemiology in the Republic of Khakassia” to improve their legal knowledge and qualification.  

Optimization of consumer advisory center’s external cooperation 

In the Kursk Oblast, consumer advisory center has concluded agreements on cooperation 

(collaboration) with the Committee on Youth Affairs and Tourism of the Kursk Oblast (collaboration 

in convening joint events for the “You are an entrepreneur” program participants); with the Kursk 

regional NGO “Consumer rights advocate” (joint preparation of information materials (instructional 

pamphlets), organization and delivery of joint events, assessments of quality and safety of goods); with 

the Kursk Institute of Cooperation (branch of the Autonomous Nonprofit Organization of Higher 

Professional Education “Belgorod University of Cooperation, Economics and Law” (organization and 

delivery of lectures and seminars; dissemination of information materials, etc.); and with the Kursk 

Oblast’s Committee on Consumer Market, Small Enterprise Development and Licensing (organization 

and delivery of the exhibitions of products sold in the Kursk Oblast). 

In the Kirov Oblast, consumer counseling is delivered at the Law Students’ Legal Advice Center 

(branch of the O.Ye.Kutafin Volga-Vyatka University beginning with 2015. 

In the  Tver Oblast, the approach to consultancy and information arrangements were revised, in 

particular, the approach to interactions with training and education establishments was changed and 

now the information letters are being forwarded directly to the principals of these establishments. 

Thus, the information letters concerning the lectures to be delivered by the specialists of consumer 

advisory center and offices were forwarded to NGOs and pensioners’ clubs; to the principals of 

municipal schools of the city of Tver and Tver Oblast; and to the principals of state-owned and non-

state-owned secondary vocational education establishments of the city Tver (a total of 81 

organizations).  

In the Altai Krai, the collaboration of consumer advisory center with interested organizations in the 

sphere of financial literacy improvement is based on the executive order by the Altai Krai 

Administration of 14.03.2013 № 67–r that approved the plan of consumer protection activities in the 

Altai Krai for 2013-2015 and the program “Improving financial literacy of the population in the Altai 

Krai” for 2014 – 2016.  

In the Republic of Khakassia, the representatives of different bodies and organizations 

(Rospotrebnadzor Directorate for the Republic of Khakassia, Chamber of Commerce and Industry of 

the Republic of Khakassia, the FBUZ “Federal Center of Hygiene and Epidemiology in the Republic 

of Khakassia” and many others) hold counseling panels to discuss the issues of collaboration between 

these bodies and organizations in the sphere of consumer protection including financial consumer 

protection. 

In the Krasnodar Krai, the collaboration based on the agreements is ensured by the Coordination 

Council under the Rospotrebnadzor Directorate for the Krasnodar Krai within the framework of the 

regional “Program of economic development of the Krasnodar Krai.” The members of this 

Coordination Council include the representatives of major NGOs of the Krasnodar Krai; the Krasnodar 

Krai and the municipal legislative assemblies; Civil Society and Human Rights Council under the 

Head of Administration of the Krasnodar Krai; “Rosstandart” (Federal Agency on Technical 

Regulating and Metrology); Department of Evaluations, Assessments and Certification of the Chamber 
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of Commerce and Industry of the Krasnodar Krai; the Krasnodar Krai committee of trade union 

“Torgovoe Edinstvo”; the Association of Insurance Companies of the Krasnodar Krai; the 

Pervomaiskii Bank (CJSC); the Krasnodar Krai grassroots movement for the protection of disabled 

persons’ rights and interests “Sodruzhestvo”; the Krasnodar Krai Department of Financial and Stock 

Markets; and consumer advisory center.  

In the Republic of Mordovia,16 agreements were concluded and are being implemented together 

with local self-governing bodies. The FBUZ “Federal Center of Hygiene and Epidemiology in the 

Republic of Mordovia” has also concluded agreements with two consumer protection NGOs 

(Mordovian regional NGO for the protection of citizens’ rights and freedoms “Civil Solidarity 

(‘Grazhdanskaya solidarnost’)” and the regional branch of the all-Russia grassroots movement for the 

protection of consumers’ rights and interests “Association of Consumers of Russia”). Within the 

framework of agreement concluded with the Ombudsman for the Protection of Entrepreneurs' Rights 

under the President of the Russian Federation in the Republic of Mordovia, the collaboration is in 

place to educate entrepreneurs in the issues of statutory regulation of entrepreneurs’ relationships with 

consumers. The FBUZ “Federal Center of Hygiene and Epidemiology in the Republic of Mordovia” 

has reached an agreement with the Education Directorate of the Social Policy Department of the 

Saransk Municipal Okrug Administration. Under this agreement, the specialists of consumer advisory 

center will deliver lessons on “Statutory framework for consumer protection” in all schools of the 

Saransk Municipal Okrug from September 2015 to May 2016. The collaboration with the Mordovian 

regional branch of the All-Russia Society of the Deaf continued into 2015. A training session with a 

detailed multimedia presentation on financial consumer protection issues was delivered to improve the 

audience’s financial literacy. 

Thus, development of Russian best practices in the field of counseling and 

informing financial consumers, as well as the dissemination and promotion of 

such best practices are important for enhancing the quality of consumer 

advisory centers’ operations in the context of further development of 

information exchange and making public awareness-raising about new 

developments in financial consumer protection more effective, and for institutional 

strengthening of the system of Rospotrebnadzor’s bodies and organizations.  
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7. Results of the largest consumer associations activity 

7.1. Russian Financial Consumers Protection Union 

Russian Financial Consumers Protection Union (FinPotrebSouz) was established on  12.04.2010. 

Up to date, the Union has been Russia’s only professional financial consumer protection organization 

holding a nationwide status. In 2015, the Union’s local offices operated in 50 constituent entities of the 

Russian Federation. 

Since its inception, FinPotrebSouz has worked closely together with the Federal Service for 

Surveillance on Consumer Rights Protection and Human Wellbeing (Rospotrebnadzor). Concerted 

efforts of both authorities were eventually formalized by way of a special agreement in August 2010. 

FinPotrebSouz is basically committed to establishing in Russia a modern, civilized financial market 

while promoting universal respect for rights and protecting legitimate interests of consumers. To 

achieve that, FinPotrebSouz focuses on attaining key objectives in the area of strengthening financial 

consumer protection and raising financial literacy. Main achievements for 2015 are below. 

Monitoring consumer rights and legitimate interests 

Consumer rights and legitimate interests advocacy activities are based on monitoring the flow of 

calls and complaints filed with FinPotrebSouz by financial services consumers. 

Over 2015, 14 555 calls have been registered by FinPotrebSouz, as contrasted to 11 970 calls 

registered in 2014 (increase by 22 %). The increase has been primarily brought about by opening a 

federal toll-free number effective since 01.10.2015. In the 4th quarter of 2015, as many as two 

thousand people submitted their calls. 

The hotline was established to provide advice to consumers on the enforcement of the Law on 

Insolvency (Bankruptcy) as it applies to individuals. However, consultations are provided on broader 

issues, up to 20 % of calls received through the federal line are not related to bankruptcy. 

Most of complaints pertain to banks (63 %). Before the 4th quarter of 2015, complaints pertaining 

to banks accounted for slightly over 55 %. The opening of a hotline for bankruptcy calls in the late 

2015 boosted a number of calls on bankruptcy issues with overwhelming majority of calls pertaining 

to bank customer relationship. 

In 2014, the most pressing issue was unsolicited policies sold by banks to their customers while 

considering loan applications (48 % of overall number of complaints). In 2015, the problem somewhat 

eased off with a number of such complaints decreased to 39 %. Issues with loan repayment obligations 

make the second group of most frequent complaints (38 %), which could be explained by reduced 

repayment ability due to financial crisis and the enactment of the amendments to the Law on 

Insolvency (Bankruptcy). 

However, reduced number of complaints about unsolicited policies by bank insurers does not 

suggest that banks have become more law-abiding. Unfortunately, every other retail bank still does 

this. Reduced number of such complaints could be primarily explained through a significantly lower 

number of loans extended by banks in the past year. 

More than a half of complaints regarding loan repayment obligations contained questions on 

possible personal bankruptcy or in-court restructuring under the Law on Insolvency (Bankruptcy). 

Complaints have been submitted, among others, by many forex mortgage borrowers, which could be 

largely explained by the active role of Finpotrebsouz as a member of Rospotrebnadzor’s working 

group on monitoring rights of forex mortgage borrowers. 

Aside from loan issues, contentious issues persist in the area of bank transfers (including technical 

errors in settlements and bank card fraud). 
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Amount of complaints pertaining to insurance companies has increased to 15 % in 2015. One of the 

problem-hit areas in this sector is auto insurance. Lower number of complaints about unsolicited 

policies as supplementary to OSAGO insurance was offset by the higher number of complaints about 

incorrect calculation of insurance premiums (including bonus-malus rating). Despite uniform approach 

applied to calculate damages under OSAGO agreements, number of complaints about non-

reimbursement, delay in reimbursement and insufficient insurance reimbursement is still at the same 

level. 

A large number of issues arises in the area of pre-trial collection. A share of complaints pertaining 

to debt recovery companies has remained unchanged (8 %). Most frequent violations still include 

threats, property damage (daubing cars, doors, etc.), pressure on family members, including under-age 

minors, co-workers, neighbors, prank phone calls. 

Most of these complaints pertain to microfinance organizations. Nearly three fourths of all 

complaints raised against microfinance organizations are concerned with improper, illegal ways of 

collecting past due debts. 

Breach of obligations by developers, though slightly over 2 % of overall number of complaints, has 

drawn specific attention of FinPotrebSouz in 2015. This could be explained by, first, a more than a 

two-fold increase in a number of complaints as compared to the previous year, and second, by a high 

social significance of this issue. Investments into real estate property are significant for most of 

household investors. Any developer-related issues could, therefore, cause grave financial losses for the 

investor as well as for his family. 

Given troubled environment in residential construction market and escalation of crisis, Consumer 

Advisory Board of Rospotrebnadzor upon a proposal of FinPotrebSouz decided in December 2015 on 

the establishment of a working group on monitoring consumer rights in housing construction. 

Complaints submitted by Moscow and Moscow Oblast citizens make the largest group of calls 

submitted to FinPotrebSouz (30 %), St. Petersburg and Leningrad Region’s complaints make 11 % of 

all calls, Rostov and the Samara Oblast complaints make 5 % each, and complaints submitted by 

citizens of the Sverdlov Oblast, Republic of Bashkortostan and Krasnodar Krai each makes 4 % of the 

calls. 

Financial Consumer Protection 

To effectively address this issue, FinPotrebSouz established counseling offices in the regions of 

operation where people could apply for free advice and hands-on legal support to resolve disputes with 

financial organizations, including in-court dispute resolution. Counseling is also provided by way of 

telephone and e-mail communication. Counseling services are also available through Counseling Desk 

at www.finpotrebsouz.ru. 

Vast majority of complaints is resolved through a pretrial process. 

Pretrial consumer support efficiency is achieved mostly through concerted cooperation with large 

and long-standing professional associations and self-regulated organizations of the Russian financial 

market as well as with a number of large financial organizations. 

Cooperation agreements enable to promptly resolve disputes for clients’ benefit. Moreover, joint 

evaluation of complaints facilitates FinPotrebSouz and professional associations to develop solutions 

and recommendations to improve regulatory documents, professional standards as well as corporate 

instructions, rules, etc. 

Extensive judicial practice underpins FinPotrebSouz lawyers’ ability to uphold claims against 

financial companies for the consumer’s benefit in over 70 % of cases. However, it is not uncommon 

that, while consumer’s claims are formally upheld, a violator is granted justification. Furthermore, 

courts in considering significant delays in construction on claims raised by shared construction 

http://www.finpotrebsouz.ru/
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participants under the Law on Shared Construction
236

 often pass judgements on the reduction of the 

amount of rightful penalties (Art. 333 of the Civil Code of the Russian Federation) and eventually 

dramatically reduce penalties to be paid by developers. Penalty for the violation of a completion 

schedule turns out to be purely formal. It could neither make a violator to perform his obligation, nor 

reimburse financial damages for the affected party. If this is the case, FinPotrebSouz recommends 

appealing a court judgement. 

Furthermore, in many cases courts in passing their judgements hold that litigation costs sustained by 

consumer protection organizations are not to be reimbursed. Such resolutions dramatically impede 

effective operation of consumer associations, their ability to perform the key role, that is to protect 

consumer rights. 

In August-September 2015, FinPotrebSouz and National Agency for Financial Studies (NAFI) 

evaluated the preparedness of Russia’s largest retail banks, top 60 banks in terms of assets, to provide 

services to clients with disabilities. The findings exposed serious deficiencies in operation of almost all 

banks in this sector. 

Later in November, a survey was conducted, also in cooperation with NAFI, to assess consumers' 

awareness of a rights protection system. The survey revealed that only 37 % of Russians believe that 

their rights are “protected” or “rather protected than not”. 

Improvement of rules and regulations efficiency for the sake of consumer protection 

FinPotrebSouz applies proactive efforts to assess regulatory instruments and draft legislation in 

terms of their ability to ensure protection of consumers’ rights and legitimate interests. These efforts 

are implemented jointly with Rospotrebnadzor, Bank of Russia, Human Rights Ombudsman, For the 

Borrower Rights Movement of All-Russia People’s Front, consumer associations. Concerted efforts in 

this area strengthen consumer rights provided for in draft regulations and in some cases help to avoid 

amendments which diminish level of protection and which are lobbied for by financial companies. 

FinPotrebSouz experts participate in the work of expert boards of the State Duma of the Federal 

Assembly of the Russian Federation on development of critical draft legislation which essentially 

embrace issues associated with financial consumer rights protection. The Board’s leaders and experts 

sit on expert boards of the Bank of Russia, including Consumer Protection Board and Financial 

Literacy Board. 

FinPotrebSouz is actively involved in the activities of the Public Chamber of the Russian 

Federation and the project team on the International Financial Center in Russia. 

FinPotrebSouz is a party to All-Russia People’s Front. Its focus is on measures to respond to 

violations of consumer rights and fraud in financial market. 

One of the first and foremost objectives of Rospotrebnadzor working groups is elaboration of 

proposals for finding solutions through regulatory policy in the area of forex mortgage borrowers 

rights, enforcement of the Law on Insolvency (Bankruptcy) as it applies to individuals, consumer 

rights in housing development. FinPotrebSouz is most actively committed towards achieving this 

objective. 

Specifically, four group meetings have been held on the issue of forex mortgage borrowers rights, 

proposals have been drafted on applying a centralized approach towards addressing the issue and two 

bills have been discussed which were earlier introduced to the State Duma of the Federal Assembly of 

the Russian Federation. 

A working group on introduction and enforcement of the Law on Insolvency (Bankruptcy) as it 

pertains to individuals proposed amendments to the draft law in spring 2015, and later that year in 

                                                      
236 Federal Law as of  30.12.2004 № 214-FZ “On shared participation in construction of multi-dwelling unit and other real estate items 

and on amending certain laws of the Russian Federation”. 
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November the group held a discussion of the progress achieved so far in the enforcement of the law. 

FinPotrebSouz leaders and lawyers have actively participated in the activities of the working group 

of the Supreme Court of the Russian Federation on the proposals of the Plenum of Russian Supreme 

Court on application of the provisions of this Federal Law as it pertains to individuals. 

In anticipation of the enactment of regulations for forex dealers and in the first months of 

enforcement, FinPotrebSouz has been actively involved in the activities of the Expert Board on OTC 

financial activities and individual investor rights protection at the State Duma Committee on Financial 

Market. The Board’s focus is on the most intricate issues of Forex market regulation which has always 

been and still remains one of the most troublesome markets in terms of consumer rights protection. 

FinPotrebSouz expert team and a working group of the Council of Federation Committee for 

Constitutional Legislation and State Construction of the State Duma of the Russian Federal Assembly 

joined efforts in working on a draft legislation on changes to be introduced to the Administrative 

Offenses Code of the Russian Federation. They laid particular emphasis on the new revision of 

Chapters 29 and 30 of the Code which provide for the liability of financial organizations for the misuse 

of information contained in credit histories, illegal lending activities, violations in insurance sector, for 

failure of tax authorities to provide necessary information to people. 

In September, FinPotrebSouz held a round-table discussion in Moscow on issues associated with 

the introduction of the Law on Insolvency (Bankruptcy) as it pertains to individuals. Later in October-

December, ten round-table discussions were held in the regions on the enforcement issue. The 

discussions brought together officials from government agencies, financial market associations, 

judicial officials, insolvency officers, experts from public, academic and educational institutions. A 

bulk of information further to the discussions will be applied for drafting proposals on improvement of 

regulatory and legal framework which governs restructuring and bankruptcy routines. 

In the course of 2015, FinPotrebSouz has continued to actively work on refining and introducing 

the Code of Pretrial Conduct with respect to Financial Delinquency of Individuals which is expected to 

become an effective vehicle for loan delinquency. Proposals and comments provided by the Bank of 

Russia, DIA, Russian Finance Ministry were taken on board in formulating the Code’s provisions. 

FinPotrebSouz has been working in “lockstep” with non-profit partnership Professional 

Independent Financial and Investment Advisors (NP PNFS) and Russian National Association of 

Securities Market Participants National Association (NAUFOR) to draft a federal law “On 

amendments to the Federal Law “On Securities Market” and regulations for financial advisors”. 

Heavier regulation of financial advisor activities will improve quality of advisory services, which in 

turn will help to ensure people against risky and ineffective operations in the financial market. 

In the course of 2015, FinPotrebSouz has drafted proposals on improving legislation “On Consumer 

Lending”, “On amendments to Federal Law “On Microfinance Activities and Microfinance 

Organizations”, “On amendments to Federal Law “On Insolvency (Bankruptcy)”, “Advertising Law”. 

Joining forces with community, public, financial institutions in the area of consumer rights protection 

On  18.02.2015, FinPotrebSouz entered into an agreement with the Bank of Russia which provides 

for cooperation between the two authorities in the area of financial consumer protection. The 

agreement has proved instrumental not only for governing more effectively activities in the area of 

consumer rights protection, but also for intensifying efforts on improving regulatory framework for 

financial services market and implementing initiatives on raising financial awareness of Russian 

people. 

FinPotrebSouz entered into a total of 19 agreements on cooperation and joint efforts with 

associations, financial market institutions, including Association of Russian Banks, Association of 

Regional Banks of Russia, State Corporation Deposit Insurance Agency, Agency for Housing 

Mortgage Lending, JSC, All-Russia Insurers Association, National Securities Market Association, 
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Russian National Association of Securities Market Participants National Association, National 

Association of Professional Collection Agencies, Pawn-Shop League and other institutions. 

To enhance cooperation in consumer protection with public institutions, the Board of All-Russia 

Union of Non-governmental Organizations “Consumers Union” unanimously admitted FinPotrebSouz 

to its members on  09.02.2015. 

FinPotrebSouz continued into this reporting period the knowledge exchange with its foreign 

partners on the issue of consumer and minority shareholder rights protection. The Union leadership 

participated in a bilateral Russia-China seminar on financial consumer and shareholder rights 

protection held in Beijing, in October. 

Raising financial awareness for higher inclusion of people in financial services market and stronger 

financial consumer protection 

FinPotrebSouz has actively implemented public awareness campaigns among existing and 

prospective financial services consumers. In 2015, a FinPotrebSouz team gave as many as 240 

financial awareness classes, seminars, meetings with secondary and high school students, coworkings, 

retired people. Basically, these classes aim to give a general idea of a financial market, of the language 

used in this area and to explain major risks associated with financial market operations. 

To raise people’s awareness of their consumer rights, a series of six awareness webinars was given 

in 2015 dedicated to consumer rights protection in key financial market segments. 

For the fifth consecutive year FinPotrebSouz has taken part in organizing “All-Russia Olympiad for 

School Students in Financial Market and Consumer Knowledge Basics”. The Olympiad’s organizing 

members include also Institute of Stock Market and Management (IFRU) and Rospotrebnadzor. The 

11th All-Russia Olympiad in Financial Market and Consumer Knowledge Basics for School Students 

held in 2015-2016 brought together a record number of participants – over 6,600 senior school 

students from 83 regions of Russia and a number of the CIS countries. The Olympiad is extending its 

geographic reach to include more and more regions where qualification rounds are held, with this 

year’s newcomers being Ufa and Tyumen. 

Follow-up procedures further to three qualification rounds will be held to determine best performers 

among senior school students which will receive the right to be admitted to Russia’s best financial and 

economic higher education institutions. Aside from important organizational policies, FinPotrebSouz 

prepares a bulk of quiz questions for the Olympiad on consumer rights protection, sits on the jury, and 

encourages school students to actively participate in the contest by way of promotion campaigns 

through its national network. 

FinPotrebSouz pays much attention to financial and consumer awareness among regional 

journalists. Specifically, it was actively involved in regional competition in financial journalism 

“Rouble Zone”. 

For the second straight year FinPotrebSouz has co-organized All-Russia Conference on Financial 

Awareness among Secondary and High School Students held in Ufa. This year a conference “Best 

Practice Exchange in Financial Education and Financial Awareness in Russia and Abroad” has brought 

together more than 300 participants from many regions of this country. 

In December 2015, FinPotrebSouz set up a special data resources website “Individuals gone 

bankrupt”. This facility has been made available for loan delinquents. It is expected to help decide on 

the relevant bankruptcy and restructuring procedures to be applied under the Law on Insolvency 

(Bankruptcy) and to educate on the application of this law in various circumstances. 

7.2. Consumer Union of the Russian Federation 

Russian civil consumer movement emerged in the late 1988 with first consumer societies 

established in Leningrad and Moscow. Two years later 48 consumer societies from various regions 
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founded Consumers Union of the Russian Federation (SPRF). Up to date, only 16 member societies 

survived. Meanwhile, most of the newly formed advocacy organizations have joined the Union, and by 

the early 2010’s the Union was 110-member strong. However, after 2011 inflow of new members 

significantly subsided as compared to the number of members resigned from the Union due the 

cessation of its activities. Eventually, by the end of 2015 the Union had 79 member organizations. 

Naturally, their cumulative performance have also declined, including in the area of financial 

consumer rights protection, what could be partially explained by intensified and expanded activities of 

Russian Financial Consumers Protection Union “FinPotrebSouz” (a Consumers Union member 

organization). Scope of activities pursued by FinPotrebSouz, the only Russian civil organization with a 

focus on financial services, has already exceeded total activities pursued by the Union’s regional 

member organizations in this area in absolute as well as %age terms. 

Specifically, Krasnodar Regional Consumer Rights Association received 5,000 consumer calls 

regarding the quality of financial services (29 % of total calls), second largest number of consumer 

calls was received by Krasnoyarsk Consumer Rights Society (503 calls which makes 20 % of total 

calls), whereas Magnitogorsk Consumer Rights Association received as few as 159 calls (2,3 %), St. 

Petersburg and Leningrad Region Consumer Union received as few as 50 calls (less than 1 %) and 

Omsk Regional Consumer Rights Society received a meer 19 calls (also less than 1 %). 

Such scattering figures are naturally explained not by different relevance of financial services for 

different regions but rather with a degree of preparedness of regional lawyers to take up matters in this 

quite intricate area which lacks sufficient regulatory and at least somewhat effective procedural 

framework governing consumer rights protection. Offered a great variety of law firms’ and 

independent lawyers’ services, the consumer is often at a loss to choose really professional lawyers 

and too often cannot get the best bang for his money. 

Given a recent growing number of legal support offers, including in the area of financial consumer 

rights protection, and lack of well-established and relevant recommendations as well as quality 

assurance criteria, the Consumers Union of Russia developed a number of projects on nationally 

applied standards on consumer rights protection under the National Standardization Program in 2015, 

including GOST R “Guidance on Consumer Legal Assistance. Basic Requirements” and GOST R 

“Guidance on Voluntary Medical Insurance Holders Rights Protection. Property Insurance”. 

This project builds on aggregate and systemized extensive practices in the area of property 

insurance holder rights protection and is intended for government and municipal authorities, public 

consumer associations and other organizations which provide legal assistance, including dispute 

resolution, to financial services consumers (pro bono as well as for a charge) and to policyholders 

(beneficiaries) themselves. The project defines basic notions of voluntary property insurance and 

property insurance holder rights protection; outlines basic requirements as to form, procedure and 

terms of an insurance agreement, including provisions as to the subject matter, insured event, 

insurance amount, term of agreement, insurance premium payment procedure, parties’ liabilities in 

insurance cases, insurance indemnity amount and parties’ liabilities for breach of contractual 

obligations; defines the insurer’s liability to provide information to the consumer; specifies consumer 

rights for safety, information, proper quality and damages as well as legal remedies and consumer due-

process rights when applying for judicial protection. 

The project also lists authorities and organizations which provide voluntary insurance holder rights 

protection in the territory of the Russian Federation, including authority of government bodies and 

rights of municipal authorities and public consumer associations. It also includes a FAQ section on 

disputes with insurers. 

This standard is applied to ensure protection of policyholder (beneficiaries) rights only when 

voluntary property insurance is obtained for personal, family-wide, household and other purposes other 

than for business operations. 

If this standard is proved instrumental among legal community and public consumer associations, 
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similar standards will be needed to ensure protection of consumer rights within other types of 

insurance and other types of financial services, first, in the area of consumer lending. In this case 

voluntary certification of such services could be of relevance, which will require a framework for 

voluntary certification of such services to ensure compliance with Russian legislation and national 

standards. 

7.3. Confederation of Consumer Associations 

Confederation of consumer societies (KonfOP) has been active since 1989. It brings together over 

40 public consumer associations located in the Russian Federation and abroad. In November 2015, the 

Confederation was admitted to the Board of Consumers International. Currently, the Federation unites 

240 member organizations from 120 states. 

One of the key lines of the Confederation’s activities is promotion of legislative initiatives on 

improvement of regulations governing disclosure of consumer information in the area of financial 

services and promotion of financial education among general public. In 2015, the Confederation in 

cooperation with CI continued to actively participate in the project under the aegis of the Minfin of 

Russia and IBRD “Financial Literacy and Financial Education Project in the Russian Federation” to 

independently monitor financial consumer protection and inform about the progress achieved. 

On  27.04.2015, expert follow-up discussions were held to assess the findings of the monitoring 

“Current status of consumer rights and interests protection in the Russian insurance services market” 

conducted teamwise by CI and the Confederation. Twenty five leading financial organizations which 

provide insurance services across 10 Russian regions were chosen for the study. The focus was on the 

quality of services in vehicle insurance, voluntary property insurance, the borrower’s life and health 

insurance. The applied assessment approach was based on the information materials available at the 

websites of the underlying financial organizations and quality assurance procedures by applying a 

mystery shopper method. The study identifies four main types of problems associated with 

consumer/financial organization relations: 

 lack of necessary and accurate information available at websites. Neither of the online 

resources under examination contains a model agreement and exceptions policy applied in 

cases when insured event occurs. Only half of organizations’ websites has a policy price 

calculator, no detailed information about insurance risks is expressly available; 

 awkward statement of the terms of the agreement. Insurance provisions are often set out in a 

multipage document, whereby relevant provisions are scattered across the document or 

stated inaccurately; 

 unsolicited insurance services provided through packaged offers
237

, whereby the nature of 

the offer is not expressly explained to the consumer. When applying for a mortgage loan, 

consumers are offered unsolicited insurance services through the only one possible 

insurance company, which prejudices the consumer’s right to choose any other financial 

organization. Vehicle insurance holders with hull coverage are often offered unrequested 

franchise option, in roughly quarter the instances no clarifications are given, and as often as 

not without the consumer’s knowledge or consent; 

 contentious issues associated with laying out a detailed insurance premium payment 

procedure. 65 % of insurance companies under examination do provide information about 

insurance premiums paid to customers, however, it lacks necessary detail. 37 % of 

companies under analysis include mileage and number of drivers in calculation of a vehicle 

policy amount, which naturally bulks up the policy price; however, these additional items 

are not mentioned when determining the policy amount. 

Further to the study, the Confederation and CI through concerted team effort proposed 

                                                      
237 Packaged offer (on “as is” basis) is an end product offer with a set of unchanged options intended for an indefinite number of users. 



173 of 185 

 

recommendations on improvement of financial services consumer rights protection in the insurance 

market, including: 

 refining insurance agreements, strengthening protection of the consumer as an economically 

incompetent party to the agreement through legally binding requirements for provision of 

fullest information to the consumer about services; 

 regular monitoring of insurance companies’ activities, complaints review and publication of 

consumer surveys findings; 

 applying regulations to insurance intermediaries, compiling an open register of insurance 

agents, division and detailization of functions of insurance agents and brokers; 

 standardization of terminology, insurance rules structure, rules for provision of information 

to customers; 

 pre-trial dispute resolution framework, in-court dispute resolution, insurance ombudsman 

law. 

In June 2015, the Confederation and CI presented findings of the third round of monitoring on 

borrower rights status conducted in January-April 2015 across 10 regions. The study covered 

consumer, mortgage and auto lending markets, and bank cards and microloans markets. The data for 

analysis was obtained in each sector of bank lending market segment from 25 key organizations and 20 

microfinance organizations per each segment. The data was collected partially from websites of 

selected institutions and partially by applying a secret shopper method. 

The first problem addressed by the study is provision of timely and relevant information about 

services, which is critical in selecting the best alternative available. The study reveals that no 

organization in consumer lending market provides sufficient information at its website, whereby 

customers have to additionally pay office visits to obtain further information. Few institutions give 

fullest description of loan costs at their websites. On average, 50 % of banks in each market segment 

and 80 % of microfinance organizations provide a loan calculator facility, but there is no information 

that these calculations are approximate. No microfinance organization, among those examined, gives 

description of costs accounted for when making calculations. It was equally difficult to find 

information about additional fees and commissions and penalties, whereby penalties for overdue 

mortgage payments range from 0,05 % to 0,5 % per day (from 18 % to 180 % per annum). 

Secondly, a lending institution often charges additional amounts for the process of provision of a 

service: various commissions, insurance policies, etc. The borrower applied for a mortgage loan is 

virtually bound to pay indirect expenses: 100 % of the banks under study offered unsolicited life and 

health policies, 79 % required to pay for the appraisal services, 66 % required to cover expenses 

associated with public registration of the agreement, 29% required to pay for notarization of 

documents, etc. 

Another group of issues pertains to the cases when a consumer is pushed to purchase additional 

services which are, strictly speaking, not prerequisite for a loan agreement. However, if the customer 

rejects these additional services, it could affect loan costs. These additional services include blanket 

insurance or package insurance solutions. Banks quite often do not fully disclose what types of 

insurance services they offer and do not warn the customer that he may reject them. Package insurance 

solutions are offered by 66 % of banks in automotive lending market, 78 % of banks which extend 

mortgage loans and 54 % of banks in consumer lending market. If the customer does reject package 

insurance offer, loan costs are increased in 18 %, 23 % and 31 % of cases, respectively. 

The fourth group of issues covers agreement execution procedure, whereby the consumer is 

assumed to be an economically incompetent party to the agreement, and violation by banks of a 

responsible lending principle still persists. As a rule, a customer does not have enough time to 

thoroughly consider lending terms and conditions. An average of 14 % of banks under examination 
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informs their clients that they have to consider the terms and conditions and to decide on the execution 

of the agreement in a five-day period. 22,5 % of banks under examination still approach consumer 

lending through the lens of a borrower’s offer, which means that a loan application is considered as a 

borrower’s offer to enter into a loan agreement on specific terms. If a bank approves a loan, it accepts 

the offer and informs a customer about the provision of the loan. Such arrangements might seem 

convenient, but the application does not indicate that it is an offer, and it could be withdrawn only until 

the offer is accepted (accepted by a bank). Eventually, the customer is unpleasantly surprised at being 

a loan holder (as well as at having to pay interest accrued for the use of the loan). 

Similar risks are in store for a customer associated with seemingly convenient automatic extension 

of a limit on his bank card without due check of the borrower’s financial standing, which is in practice 

among 50 % of banks under examination. More than a half of the banks (52 %) do not clearly 

communicate all financial risks associated with obtaining and repaying a loan, and quite often, 

especially, when it comes to a forex mortgage loan, banks tend to shift non-performance risks on to the 

customer. Volatile foreign exchange rates prompted a number of borrowers to restructure their loans 

denominated in foreign currencies, whereby as few as “3 % of banks when extending auto loans and 8 

% of banks when extending a mortgage loan suggested restructuring”. Restructuring arrangements 

with respect to other types of loans offered in more than 60 % of banks and 50 % of microfinance 

organizations appeared to be admittedly detrimental to the borrower’s financial standing, whereby the 

borrower was not duly informed on a preliminary basis about possible implications. 

The study also reveals that it is not uncommon for financial organizations to include terms and 

conditions which prejudic borrower’s rights. Specifically, what is meant here is a widely applied ban 

on early repayment of a mortgage loan (84 %) or a unilateral change of effective rates by banks (15 to 

49 %). 

Monitoring findings and an overview of current foreign practices formed the basis of a number of 

recommendations on regulatory changes to be implemented in consumer lending. The Confederation 

and the CI suggested strengthening control over aggressive collection activities, imposing restrictions 

on a total amount of loans that could be obtained to tide over till payday and adding a legislative 

requirement to inform the borrower about full loan costs as well as the makeup and structure of loan 

payments, controlling in a more efficient way advertising of loans
238

. 

Close relations between Rospotrebnadzor, its local bodies and subordinate 

organizations, on the one hand, and public consumer associations 

(organizations), on the other hand, ensure comprehensive financial consumer 

protection and higher financial awareness of the population of the Russian 

Federation. Existing prolific government-society relations in the area of 

consumer protection may be built upon in forming a nation-wide policy in this area. 

 

                                                      
238 Full monitoring findings are available at the official website of the Ministry of Finance of the Russian Federation at www.minfin.ru. 
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8. Assessment of Rospotrebnadzor efficiency of financial consumer protection  

Key goals pursued by Rospotrebnadzor in the area of management framework efficiency include 

improved performance in financial consumer protection, valid, verified and adequate assessment 

criteria and indicators. The first subsection of this Section describes assessment approach applied to 

evaluate performance of competence centers for financial services consumers. The second subsection 

sets forth such centers’ performance review findings for 2015. 

8.1. Methodological approaches to assessment of public administration efficiency  

Effective government control is a critical prerequisite for a higher standard of living of the 

population of any country, for sustainable economic growth and achievement of other key goals of 

social and economic development. International best practices offer a number of tested approaches and 

overall performance assessment indicators to evaluate government control efficiency. Among 

assessment frameworks applied to test government authorities efficiency special emphasis is to be laid 

on the Framework of management efficiency assessment in organizations funded through state and 

municipal budgets (Common Assessment Framework – CAF)
239

. 

In 2014, the FBK team developed a framework to assess performance of competence centers as part 

of the project carried out by the Minfin of Russia and the IBRD “Financial Literacy and Financial 

Education Project in the Russian Federation”. The framework was partially drawn on the assessment 

practices of the EU states based on the CAF and Russian best practices in monitoring and evaluating 

performance of state administration bodies. 

Proposed assessment framework is based, in the first place, on the use of qualitative performance 

indicators (a six-level assessment scale, from 0 to 100 score), whereby it was quite difficult, if 

possible, to apply adequate quantitative measures. In the late 2014, this framework was tested in pilot 

regions which participated in the Project (Volgograd, Kaliningrad, Tver Oblasts and Moscow) and 

brought before the audience at the Conference dedicated to the Project (Kaliningrad, December 10-11, 

2014). 

Basic elements of the proposed assessment framework include: 

 qualitative assessment measures grouped into assessment tables under certain criteria, (8 

criteria were initially proposed); 

 a six-level assessment scale – starting from a zero level (“A competence center was not 

active or nearly active over the reporting period for objective reasons which preclude from 

assigning any efficiency level to the organization”) to the fifth level (“A competence center 

achieved all the performance targets, valid and verifiable, for the reporting period which 

allow to assign the highest efficiency level to the center in the given region”); 

 a scoring system (depending on the level of efficiency from 0 to 100 score); 

 self-assessment (organizations themselves assess their level of efficiency, provide a score, 

give reasoning behind by way of comments and compelling evidence and send filled out 

scorecards in due time to an ad hoc evaluation commission; 

 assessment summary tables used to compile a ranking of competence centers (verification of 

inputted information, formal rules for processing filled out scorecards, defining a total score, 

peer review of contentious issues). 

In 2015, FBK developed Performance Assessment Guidelines for consumer competence centers 

(the “Guidelines”) which define evaluation rules and procedure and make another leap towards further 

                                                      
239 Common Assessment Framework CAF. Revision 2006. Translated and adapted for a Russian audience by D.V. Maslov, 2008 // EIPA 

Website – European Institute of Public Administration http://www.eipa.nl. 
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development of performance assessment methodology applied to evaluate efficiency of 

Rospotrebnadzor organizations. 

These Guidelines aim to address a challenging issue of performance assessment of financial 

consumer competence centers in the context of restricted applicability of quantitative evaluation 

measures. These Guidelines also aim to improve organizational efficiency and facilitate efforts to 

assess performance of consumer competence centers, and to provide clear instructions how to apply 

qualitative assessment methodology. The Guidelines are subdivided into the following sections: 

 Scope and contents of the applied documents. 

 Rules and procedure for assigning an efficiency level and a score value. 

 Rules and procedure for documenting and approving scorecards. 

 Rules and procedure for scorecard processing. 

 Assessment results and their application. 

What is totally new to this document is given examples of compelling evidence which made a 

procedure for assigning efficiency level much easier for competence centers. 

The Guidelines have been designed to assess performance of a regional competence center for 

financial consumers, they, however, may lay the foundation for assessment of efficiency of a regional 

competence center for other types of consumers as well. 

8.2 Evidence based on the application of performance assessment methodology at advisory 

centers 

A remote survey in December 2015-January 2016 contained assessment sheets with three sections 

for competence centers to evaluate their efficiency in line with following criteria “Efficiency of 

provision of information and advice to the financial services consumer”, “Efficiency of relations 

between a competence center and stakeholder organizations”, “Overall efficiency of a competence 

center performance for financial consumers and general public”. Competence centers under evaluation 

were expected also to comment on their choice of efficiency level and support it with conclusive 

evidence. 

Unlike previous year (first-ever experience in completing assessment sheets), this year, consumer 

competence centers have been furnished with the Guidelines reasonably in advance and provided with 

a hot line facility to discuss the Guidelines and a link to a Video Guide on Completion of Assessment 

Sheets. 

A recent remote survey investigated into 83 assessment sheets forwarded to competence centers, 63 

out of them returned completed (77 % of all competence centers). 

Efforts to assess the level of completeness of assessment sheets have identified following common 

deficiences (gaps): 

 no comments/or insufficient comments were provided in “Summary comments for the 

section” to support the assigned efficiency level and a score value; 

 efficiency level was marked by way of (YES/NO) option in reply to a key question in the 

tables contained in the assessment sheets, while no score value was added; 

 efficiency level was assessed only by way of scoring with no supporting evidence (relevant 

evidence, documents (files), Internet links and other supporting information); 

 explanatory tables contained evidence without documentary support. 

The above evaluation evidence drawn on the findings of a remote three-criterion survey (Provision 
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of information and advice efficiency, Relations efficiency and Overall efficiency) enabled to rank 

competence centers based on their performance in 2015. Unlike previous year’s ranking which was 

named “experimental”, this year’s ranking has been proposed as “unofficial”. 

Based on the ranking results, a number of consumer competence centers operating in some of the 

constituent entities of the Russian Federation have been assigned highest rank in overall performance 

efficiency (Top 10 competence centers for 2015). These constituent entities include: 

 Krasnodar Krai; 

 Republic of Mordovia; 

 Tver Oblast; 

 Republic of Tatarstan; 

 Altay Krai; 

 Saratov Oblast; 

 Republic of Bashkortostan; 

 Moscow; 

 Chuvash Republic; 

 Tula Oblast. 

Notably, Republic of Mordovia, Altay, Krasnodar Krai and Tula Oblast have demonstrated 

sustainable high performance and for the second straight year have made it to Top 10 list of 

competence centers for financial consumers. 

Specifically, local competence centers assessed for Overall performance efficiency have split up as 

follows: 

 33 % of all surveyed centers assess themselves as having a Zero efficiency level (“A 

competence center was not active or nearly active over the reporting period for objective 

reasons which preclude from assigning any efficiency level to the organization”); 

 0 % of all surveyed centers assess themselves as having a First efficiency level (“A 

competence center achieved the performance targets, valid and verifiable, for the reporting 

period which allow to assess the center’s role in the region as insignificant”); 

 0 % of the surveyed centers assign themselves a Second efficiency level (“A competence 

center achieved the performance targets, valid and verifiable, for the reporting period which 

allow to assess the center as a low profile organization in the region”); 

 21 % of the surveyed centers assign themselves a Third efficiency level (“A competence 

center achieved the performance targets, valid and verifiable, for the reporting period which 

allow to assess the center as a high profile organization in the region”); 

 40 % of the surveyed centers assess themselves as having a Fourth efficiency level (“A 

competence center achieved the performance targets, valid and verifiable, for the reporting 

period which allow to assess the center’s role in the region as meaningful”); 

 6 % of all the centers surveyed assign themselves a Fifth efficiency level (“A competence 

center achieved all the performance targets, valid and verifiable, for the reporting period 

which allow to assign the highest efficiency level to the center in the given region”). 

The coming years will see further development of performance assessment framework, including 

establishment of clearer rules for data collection and processing and official publications of ratings and 

well-defined rules and procedure for performance assessment of consumer competence centers. 
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Further progress in this area will enable each regional competence center to define its role, to 

determine how it stacks up against other consumer competence centers and provide incentives to 

improve its efficiency. Performance assessment evidence (rating, supplementary analytical indicators) 

may also be applied by Rospotrebnadzor (Consumer Rights Protection Department) to make well-

informed management decisions, including: 

 reliance on best practices accumulated at top advisory centers for Russia’s best practices 

promotion purposes; 

 in-depth analysis of performance deficiencies of low-performing advisory centers provision 

of systemic support to them; 

 improvement of relations between regional advisory centers and provision of support to 

them; 

 group-wide and personal incentivization framework based on achievements for the reporting 

period. 

The year 2015 saw further improvements in the area of performance assessment 

framework development with respect to Rospotrebnadzor organizations, 

critically important for further intensification of activities in financial consumer 

protection. The evidence presented in this report demonstrates improved 

efficiency of Rospotrebnadzor’s efforts as well as a goal-oriented search for best 

alternatives to address methodological challenges associated with assessment of activities, such 

as financial consumer rights protection and financial awareness enhancement, which are 

hardly, if at all, subject to formalized metrics. 
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Conclusions: Main areas for improvement in financial consumer protection system of the 

Russian Federation 

The international practice indicates that for effective, sustainable and fair financial market conduct 

it is necessary to have the following interrelated components: professional standards and ethics of 

financial institutions, effective control and supervision, financial inclusion, consumer protection and 

raising of financial literacy. Financial market is sustainable when mutual influence of consumers and 

providers of financial services is balanced and consumer protection contains demands of transparency 

and consumer awareness of goods and services, competition, prevention of fraud, consumer education 

and prevention of unfair practice.  

According to the international principles financial consumer protection suspects not only 

consideration of consumer appeals and remedial, financial transparency, financial education of 

consumers. Key aspects of consumer protection associate with development of the legal and control 

framework as well as effective activities of supervisors. Work of consumer protection organizations is 

of high importance for single consumers, economy and society in a whole. 

Within the last few years the Russian Federation has reached significant success in financial 

consumer protection. The following can be mentioned: 

 fundamental legal acts in financial consumer protection were adopted; 

 Rospotrebnadzor has a wide organizational chart of public administration which implements 

financial consumer protection for the whole Russian Federation as well as assigned tasks at 

the federal, region and local level; 

 Rospotrebnadzor strengths its international cooperation, takes part in sessions of 

international organizations devoted to financial consumer protection, takes first place in 

consumer protection improving within the Commonwealth of Independent States; 

 Rospotrebnadzor has a dynamic interconnection with federal and regional executive 

authorities, local government, the Bank of Russia and consumer associations on financial 

consumer protection, financial literacy raising and financial inclusion; 

 Rospotrebnadzor is an active partner of the Ministry of Finance of the Russian Federation 

and the World Bank “Financial Education and Financial Literacy Project for the Russian 

Federation”; 

 the annual Rospotrebnadzor Public Report on the Status of Financial Consumer Protection 

agrees with the best international practice and promotes raising of financial literacy, 

improving of cooperation between interested parties and developing of the national 

consumer protection system.  

In 2015 Rospotrebnadzor received 35 354 consumer appeals on financial consumer protection 

including 30 433 from consumers. In 2015, 34,762 appeals were reviewed, 29,829 of these being the 

citizens’ appeals, which is slightly higher (by 3.8%) than the relevant 2014 figure (28,727 appeals). 

The share of appeals of financial consumers in the total volume of requests received by 

Rospotrebnadzor, remains insignificant (6.5% in 2015 and 4.5% in 2014). In the structure cases still 

prevail associated with the violation of consumer rights organizations in the banking sector – 20 581 

cases (69%) and insurance companies – 6 675 cases (23%). 

The analysis of statistics of appeals to Rospotrebnadzor indicates that, in 2015, the total number of 

appeals across Russia that prompted inspections and administrative investigations was 1,458, or 4.8% 

of all appeals, which is lower than in 2014 (2,262 appeals, or 8% of the total number of appeals). 

Infringements of financial consumers’ rights were confirmed as a result of inspections and 

administrative investigations in 955 of the cases (65.5%), which was significantly higher than the 

value of this indicator for the previous reporting period (45%). This means that the “quality” of 



180 of 185 

 

appeals has deteriorated while decision making by Rospotrebnadzor organizations when evaluating the 

justifiability of the claimants’ arguments has improved. 

Outcomes of Rospotrebnadzor financial consumer protection activities under consideration of 

consumer appeals, control activities conducting, judicial practice, consumer informing and raising of 

financial literacy demonstrate positive changes in 2015: 

 since 2010 a number of consultations conducted through channels of information connection 

(2 821 in 2010 and 4 572 in 2015) has increased in 2 times that can be explained through 

violent growth of technologies and means of internet communications with consumers; 

 1,999 rulings to impose administrative sanctions were passed in 2015, based on the facts of 

infringements of financial consumers’ rights identified by Rospotrebnadzor (vs. 1,853 

rulings in 2014 and 1,595 rulings in 2013). These included 1,847 administrative fines 

amounting to 22.1 mln rubles and 152 cautions;    

 A positive trend in the sustainability of Rospotrebnadzor’s administrative decisions persists: 

of 1,999 decisions to impose administrative penalties on financial organizations, passed by 

Rospotrebnadzor’s regional offices, credit organizations have disputed 460 decisions, or 

23% (vs. 29.8%  in 2014, 29% in 2013, 36.5% in 2012, 52.2% in 2011, and 54.7% in 2010); 

 The proportion of court decisions in favor of financial consumers in cases where 

Rospotrebnadzor gave  its opinion comprised 81.7% – 84% in 2013–2015, which indicates 

that the participation Rospotrebnadzor’s specialists in court proceedings was effective;  

 In 2015, Rospotrebnadzor’s regional offices filed 268 lawsuits to protect the rights of the 

concrete financial consumers, which is 14.5% higher than in 2014 (234 lawsuits); of these, 

163 lawsuits (60.8%) were upheld completely or partially; 37 civil proceedings were 

initiated to protect the rights and statutory interests of consumers at large and 9 (24.3%) of 

these lawsuits were upheld by the court; 

 Based on the results of civil suits to protect financial consumers with the involvement of 

Rospotrebnadzor (its regional offices), 165 mln rubles were awarded to consumers in 2015, 

including about 19.5 mln rubles for moral damage. 

Positive changes in financial consumer consultancy and informing were mentioned by almost all 

advisory centers: 

 In 2015, activities in the sphere of financial services convened at Rospotrebnadzor consumer 

advisory centers and offices comprised 4.7% of the total number of activities, or 20,737 

activities (vs. 18,890 activities in 2014, or minus 8.9%); 

 The number of assessments and comparative analyses increased by a factor of 3.7 since 

2013: from 63 assessments in 2013 to 235 assessments in 2015; 

 In 2015, 15,892 consultations on financial services were delivered to consumers, which is 

11.9% higher than in 2014 (14,205 consultations); 

 draft documents (appeals, claims, statements of claim, lawsuits, etc.) were prepared based 

on 2,086 consultations delivered to financial consumers, which is 12.7% more than in 2014 

(1,850). 

In 2015 important activities on deciding of important questions of financial consumer protection, 

raising of financial literacy and financial inclusion were conducted under Rospotrebnadzor leadership 

and participation: 

 a large-scale awareness campaign of the National Financial Literacy Program was launched 

and вашифинансы.рф website was created; 

 a second-wave nationwide survey of financial literacy among the population was carried 
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out;   

 an independent monitoring of financial organizations has been carried to assess how they 

disclose information on their products and services to consumers, and respect financial 

consumer rights; 

 OECD’s international survey  PISA 2015 was carried out to assess financial literacy among 

15-year old students in Russia; 

 A series of printed information materials “I want. I can. I know” was disseminated across all 

regions of the Russian Federation;8 videos and 11 infographic versions of the booklets were 

additionally created; 

 training aids and courses on financial literacy were developed for schools, foster homes, 

vocational training establishments; financial literacy programs were prepared for the 

bachelor’s and master’s degree  programs of higher education establishments as well as 

programs and materials for adult education;  

 Financial Literacy Week for Children and Youth timed to the Global Money Week was held 

for the first time in the Russian Federation,; 

 the second Russia Money Week was convened in Russia, with over 150,000 people from 42 

regions participating in this event; 

 an interregional seminar on child and youth financial education, a conference devoted to the 

presentation of  the Report on Financial Consumer Protection in 2014, and an interregional 

research-to-practice conference “Financial consumer protection: overriding problems and 

ways to address them”  were convened; 

 after the second round of competitive selection of local initiatives in the sphere of financial 

literacy promotion and financial consumer protection to be funded from the Good Ideas 

Fund, 28 projects were granted financial support from the Good Ideas Fund vs. 19 projects 

in 2014. 

In view of the Bank of Russia possesses functions and powers of a mega regulator of financial 

markets and creating of a Financial Consumer and Minority Shareholder Protection Service in 2014 

public guarantees of financial consumer protection were strengthened. Implementing their powers 

Rospotrebnadzor and the Bank of Russia supplement each other and provide effective financial 

consumer protection. 

Under signs of violation of the Law of the Russian Federation “On the protection of consumer 

rights” in financial consumer appeals, applications and complaints, complaints are considered by 

Rospotrebnadzor under its competence. Under signs of violation of federal laws supervised by the 

Bank of Russia, in financial consumer appeals, applications and complaints, the Bank of Russia 

considers them under the competence. Rospotrebnadzor and the Bank of Russia form joint legal 

provisions for appeals, application and complaints of financial consumers. Cooperation is implemented 

in the form of joint activities, meetings of joint working groups, exchange of information, verification 

of statistics and in other forms. 

The immediate prospects when improving the system of financial consumer protection in Russia are 

largely determined by prevailing trends in the financial market development both within the country 

and abroad. In economic conditions in 2015 such negative tendencies as reducing of capital 

investment, real incomes of natural persons and demand on consumer market may be developed. 

Thereupon there are probable financial consumer risks connected with the dynamic financial market 

development, appearance of various complex financial services, competition of financial organizations 

taking into account reducing of economiс growth from one side and low level of financial literacy and 

consumer behaviour formed in anticipation of public paternalism. 



182 of 185 

 

The following groups can be pointed out among essential risks: 

 Risks which are out of Rospotrebnadzor competence: 

 currency risks; 

 risks of consumer credibility gap to banks, insurance companies and other 

participants of financial market in view of the Bank of Russia strong regulatory 

policy on readjustment of financial market participants and reservation rate 

increment; 

 risks connected with liability failure of financial organizations due to macro 

economical situation complication; 

 risks connected with insufficient financial inclusion; 

 risks connected with unfair competition of financial market participants or fraud 

of the third parties; 

 risks connected with liabilities non-executed by consumers of financial services 

(mainly consumer crediting) in view of real disposable money income reducing 

and unemployment increment. 

 Risks which are indirectly or directly of Rospotrebnadzor competence: 

 risks connected with vagueness of single financial consumer protection legal acts 

(particularly the Federal Law “On the national payment system”); 

 risks connected with necessity of law-enforcement practice (particularly the 

Federal Law “On consumer credit (loan)”); 

 risks connected with low financial literacy (especially for consumers of 

microfinance services in payday loans) and consumer financial behaviour oriented 

for public paternalism); 

 risks connected with deficient information on conditions and guarantees of public 

consumer protection system, prejudicial and judicial dispute resolution 

procedures, personal finance security rules. 

Report conclusions on financial consumer protection changes in 2015 and prospective risks in this 

area allow to outline main directions of its improvement in the nearest future including: 

 legal regulation improvement in financial consumer protection including: 

 working out of proposals on the Russian legislation improvement in retail 

financial market regulation to maximize consumer protection (disclosure for 

consumers to provide consumer awareness level with real needs of financial 

consumers); 

 working out of proposals of further legislation harmonization with the best 

international practice, including the CIS and the EAEU financial consumer 

protection;  

 working out of the result assessment mechanism of law-enforcement practice for 

making amendments to consumer protection legislation currently in force; 

 improvement of the Rospotrebnadzor cooperation with federal executive bodies under 

implementation of public financial consumer protection policy including: 

 working out of a coordinated policy on improvement of the Russian financial 

consumer protection legislation and provision of financial services; 



183 of 185 

 

 joint consumer consultations conducting in the Public reception office of 

Rospotrebnadzor (the central stuff and territorial branches) and participating in 

educational programmes on provision of financial services for natural persons; 

 conducting of joint consultations on items of retail financial services regulation 

and other assistance in the framework of joint activities; 

 analysis of the best financial consumer protection in the CIS/EAEU and 

development of its implementation in the Russian Federation; 

 improvement of the methodological support of financial consumer protection activities of 

Rospotrebnadzor, its territorial branches and subordinated institutions including: 

 revision by the results of testing and approving of the Integrated Authority 

Consulting Standards for Financial Consumers; 

 working out and implementation of recommendations on risk-oriented approach 

for financial consumer protection supervision; 

 improvement of the Rospotrebnadzor interconnection with territorial branches and 

subordinated institutions in financial consumer protection including: 

 preparation and introduction of the Regulation of cooperation between 

departments, bodies and organizations of Rospotrebnadzor in a part of 

implementation of public administration (planning, execution, accounting and 

reporting, monitoring, inner control); 

 consideration of conditions and possibilities of creation of structural divisions in 

the Rospotrebnadzor central stuff and territorial branches in financial consumer 

protection taking into account the best international practice and financial 

calculation; 

 preparation and introduction of the integrated activity standards for territorial 

branches and advisory centers in the regions of the Russian Federation (standards 

of consumer information provision in public offices and official web-sites, etc.) 

 summarizing and analysis of the best Russian practice of financial consumer 

advisory and informing and its expansion in inner information resources and 

regional working meetings; 

 improvement of assessment mechanisms of efficiency of Rospotrebnadzor, its territorial 

branches and subordinated in financial consumer protection activities institutions including: 

 continuing to work out and application of an effective mechanism of monitoring 

and efficiency assessment of activity results of the Rospotrebnadzor territorial 

branches and advisory centers; 

 working out of a methodology and system of assessment of territorial branches 

and subordinated institutions outcomes in financial consumer protection to rank 

different indicators regularly; 

 raising of financial literacy and financial education including: 

 information campaigns conducting to develop responsible consumer conduct on 

financial markets and financial consumer protection among young people; 

 working out and distribution of Rospotrebnadzor information products on 

financial services namely booklets, posters, brochures, videos, digital 

presentations, materials for competitions, contents, other activities; 

 informing of children and young people on financial consumer rights through 
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cartoons and knowledge contests; 

 working out, conducting and further extension of education interactive business 

game on financial consumer protection for schoolboys; 

 information of financial consumers on competent and safe usage of modern 

payment instruments; 

 working out of video-ABC for financial consumers; 

 information coverage of financial consumer protection and legal observance 

aspects for older people; 

 working out of information materials on possible financial support and financial 

frauds for people with difficult or rear deceases or their relatives; 

 working out and application of effective mechanisms and standards of the media 

cooperation for financial knowledge popularization; 

 informing of basic practical financial knowledge for relatives of prisoners, 

workers of the penal system; 

 working out and implementation of effective mechanisms and standards of 

cooperation with the media to popularize financial knowledge; 

 raising of informatization of the Rospotrebnadzor consumer protection activity including: 

 working out and introduction of a special web-site for receiving of financial 

consumer questions, appeals and complaints to acquire a sufficient answer in a 

proper time; 

 application of public information resources of scheduled volume available for 

consumers of financial services and financial market participants; 

 application of departmental information resources of scheduled volume available 

for specialists of Rospotrebnadzor, its territorial bodies and subordinated 

organizations; 

 application of effective mechanisms of sound proposals of Rospotrebnadzor 

specialists and consumers of financial services including the opportunity of crowd 

sourcing portal creation on the official web-side; 

 strengthening of professional and technical provision of Rospotrebnadzor activity including: 

 reinforcement of financial provision of regional advisory centers on the basis of 

including of a number of services on informing and consultancy in consumer 

protection in a list of public services; 

 application of modern forms and methods of professional development in 

accordance with implementation results of the Ministry of Finance of the Russian 

Federation and the World Bank “Financial Education and Financial Literacy 

Project for the Russian Federation”; 

 further application of mechanisms of employees wages depending on quality and 

quantity of rendered works (services) through activity assessment and accordance 

between salary and activity outcomes (effective contract), additional agreements 

signing (new labour contracts) with employees. 
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Rospotrebnadzor as the single federal execiutive authority enforced to implement 

public supervision in consumer protection, is aimed to play a key role in 

improvement of the national financial consumer protection system. At the same 

time efficiency of the function implementation depends on concerted work of all 

participants of financial consumer protection system. Consequently it is of high importance to 

strengh the Rospotrebnadzor coordinate function and work out a common strategy of 

activities on raising financial consumer protection and financial literacy. 

 


