Vision

What we aspire to be

To be the preferred one-stop
independent dispute resolution
avenue for disputes involving
monetary claims relating to capital
market products and services.

Mission

Who we are, what we do

To provide the investing public and SIDREC
Members, with a specialised capital market dispute
resolution service, through a trusted, independent
and impartial platform, that contributes towards
enhancing investor confidence to participate in
the capital market.
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“We work with retail investors and capital market intermediaries
who have eligible disputes related to investments.
We provide mediation and adjudication services
to both parties to achieve a resolution
in a fair, efficient and timely manner.”
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Chairman’s Message

Reconciling
Differences
Preserving
Relationships

A

s the Securities Industry Dispute Resolution Center (SIDREC)
approaches a decade of operations in 2020, it is perhaps
unsurprising that 2019 was a year of reflection, transition and
change.

Dato’ Ranita Mohd Hussein
Chairman

I had highlighted in my maiden message back in 2011 that SIDREC’s
ultimate aim is to bolster confidence in the capital market to the benefit
of all participants. A dispute resolution body, whose Members are from
the industry, yet retaining the independence necessary to carry out
an effective dispute resolution process for small retail investors who
might otherwise find it financially draining to bring their claims to
court, embodies a concerted effort within the industry to ensure fair
and efficient settlement of claims.
Nine years on, SIDREC remains steadfast in its commitment to
continuously strive to achieve this aim.

Growing Impact, Increasing Relevance
SIDREC has grown steadily over the years as an organisation.
SIDREC’s membership base grew with the inclusion of market
intermediaries who are providers or distributors of Private Retirement
Schemes (PRS) pursuant to regulatory directions by the Securities
Commission Malaysia (SC). Subsequently, in a major development,
commercial banks, Islamic banks, and two specified Development
Financial Institutions (DFIs) were included as Members of SIDREC
following the amendments to the Capital Markets and Services (Dispute
Resolution) Regulations 2010. SIDREC’s 185 Members as at 31 December
2019 include financial institutions and capital market players.
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SIDREC also added a Voluntary Scheme to
augment its Mandatory Scheme. First, the claim
limit under the Mandatory Scheme was increased
from RM100,000 to RM250,000. The service
provided under this scheme is free for investors
and Members are bound to participate. Thereafter,
SIDREC phased in the Voluntary Scheme by
opening its mediation and adjudication services
for claims over RM250,000 and its mediation
services for cases referred by the court. The latter
was done in line with Practice Direction No. 4 of
2016 issued by the Office of the Chief Registrar
of the Federal Court of Malaysia, directing courts
to encourage parties to first try to mediate their
disputes with the aim of resolving them before
resorting to litigation through the court system.
Apart from that, an Appeal Committee was
established to hear appeals on very specific
grounds of serious error of law or fact in an
adjudication award, or where there is production
of new evidence that could not reasonably have
been obtained at adjudication stage, and in each
case, would have a material impact on the findings
of the Adjudicator. Members of the Appeal
Committee are appointed by SIDREC with prior
approval from the SC, and comprise independent
members and representatives from the SC, SIDREC
and the industry.
SIDREC’s contribution towards investor protection
and capital market integrity increased alongside
its organisational growth. Its impact may be seen
in the following three key areas:
•

First, with SIDREC’s extended reach, more
investors have access to SIDREC’s fair and
effective dispute resolution services as it now
has the purview to manage disputes involving
banks that act as marketing channels for
capital market products such as shares, unit
trusts, bonds and structured products. Since
the inclusion of banks in 2016, 27% of the
eligible disputes received by SIDREC relate to
investments transacted with this segment of
Members. In 2019, 34% of eligible disputes
received by SIDREC relate to this Member
segment;

•

Second, SIDREC is able to provide more
valuable insights to Members and industry
regulators on issues of concern that were
identified through its management of eligible
disputes. These include gaps and blind spots
arising out of an increasingly inter-connected
financial services industry and capital market,
and challenges faced by investors. Such
insights would enable Members and industry
regulators to take timely measures where
appropriate. SIDREC has done this over the
years through periodic direct engagements
with Members and at the request of industry
regulators. It will continue to do so in 2020;
and

•

Third, through the Mandatory and Voluntary
Schemes, SIDREC stands ready to provide
a one-stop independent, specialist capital
market dispute resolution service, thereby
ensuring consistency of approach and the
benefit of an informed expert process across
the capital market.

Take up of its Voluntary Scheme has, however,
been slow. SIDREC has not had any courtreferred cases for mediation. In addition, while
it received cases through the Voluntary Scheme
in 2018, with the highest claim quantum being
approximately RM1.5 million, it did not receive
any case under this scheme in 2019. SIDREC will
increase its efforts to promote both Schemes in
2020.

SIDREC’s contribution
towards investor
protection and capital
market integrity
increased alongside its
organisational growth.
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SIDREC will continue to work with all stakeholders
to periodically review and update its Terms of
Reference (TOR) and other related rules and
regulations to ensure its dispute resolution
approach and processes remain robust; its
purview remain relevant to market developments,
regulatory framework as well as the needs of
investors; and its positive impact on the market
continues to rise steadily.
It is anticipated that much of SIDREC’s work in
this area for the coming year will be centred on
the increasing inter-connectivity of the financial
services industry and capital market and the
rise of the digital era. The continued growth
of innovative capital market products and the
provision of services that cuts across the financial
services industry and capital market, coupled
with increased access to retail investors through
the rapid digitisation of finance, increases the
relevance and need for SIDREC’s services. It not
only assists investors and Members to resolve
disputes that may arise following the increased
exposure to risks by investors, Members are also
able to gain useful insights on the management of
risks arising from these developments and through
that, be better able to retain clients, as a result of
their participation in SIDREC’s independent and
impartial mechanism for redress for their clients.

Reconciling Differences,
Preserving Relationships
In tandem with its organisational growth,
SIDREC’s core work has also steadily risen. In
2011, SIDREC received 21 claims and enquiries,
comprising 12 eligible disputes. In 2019, SIDREC
received 290 claims and enquiries, comprising 58
eligible disputes. The highest number of claims
and enquiries SIDREC has received to date in
any one year was in 2017 at 628 (comprising 72
eligible disputes) while the highest number of
eligible disputes SIDREC has received to date
in any one year is in 2018 at 83 (from 440 claims
and enquiries). Over the last nine years, SIDREC
received 2,653 claims and enquiries, comprising
438 eligible disputes.
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SIDREC will continue
to work with all
stakeholders to
ensure its dispute
resolution approach
and processes remain
robust and relevant.
SIDREC’s statistics to date highlight the following:
•

The conversion ratio from the total number
of claims and enquiries to eligible disputes is
relatively low. In 2019, it stood at 20%, 2018 at
19% and 2017 at 11%. Over the last nine years,
the conversion ratio was 17%. Nevertheless,
although a large majority of the claims and
enquiries received do not fall within the
ambit of its dispute resolution services,
SIDREC welcomes them as they present it
with an opportunity to educate the public
on its services. They also enable SIDREC to
assist the public to the extent of its expertise
by directing them to the correct authority or
avenue to deal with their cases. This value of
SIDREC is often missed; and

•

In many cases, investors approached SIDREC
directly with their complaints before first
referring them to the respective Members.
SIDREC’s TOR clearly stipulates that it will not
register a dispute unless the investor has first
submitted his or her claim to the Member
concerned and allowed it an opportunity to
resolve the matter. In all these cases, SIDREC
has consistently advised investors to refer
their claims to the relevant Members in order
for the ideal outcome of an amicable solution
to be reached as far as possible before
resorting to SIDREC.

The theme of SIDREC’s Annual Report this year
speaks to the ethos that cuts across its approach
to dispute resolution; and for this, I would like to
reiterate my message back in 2015.
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SIDREC views its function as part and parcel of
the consumer related processes and procedure
in the capital market industry. Capital market
intermediaries, who are Members of SIDREC,
are the frontline players in this process. There
is a compelling reason why Members’ in-house
complaints management systems are required to
be exhausted before SIDREC steps into the picture
– it is to encourage trust between the investor and
the Member and should a case proceed to SIDREC,
it does not necessarily impute wrongdoing on
the part of the Member. Thus, in many instances,
where its resolution process is resorted to, SIDREC
regards it as taking the form of a continuation of
the process initiated through a Member’s in-house
complaints management system
Through this lens, SIDREC’s preferred approach
to dispute resolution is inclusive, balanced and
anchored on a process where confidentiality,
openness and trust are observed at all times.
As such, SIDREC’s dispute resolution processes
encourage fact finding as well as assist in
identifying and clarifying legal and procedural
issues. This is done with the singular goal of
achieving resolution of disputes based on facts,
appreciation of issues and co-operation between
both parties. Through SIDREC’s processes, effort
is made to educate investors in respect of any
area where their own action or inattentiveness
may have contributed to their losses. SIDREC also
makes it a point to share any areas of concern or
challenges faced by investors with its Members, to
be fed into their own internal review and control
systems.
Nonetheless, it bears mention that weakness in
risk management and operational control do not
fully account for misconduct in the industry. There
are deeper issues of a de-personalised relationship
between the financial service provider or capital
market intermediary and the investor, which
hinders the growth of client / customer confidence
and trust. There is sometimes a tendency to favour
short-term profit over long-term prudence, and
the building of long-term relationships. SIDREC
offers its Members an opportunity to pause, take
stock, interact with clients / customers in a neutral

environment, and collaborate in promoting
knowledge among investors and industry
representatives. It is hoped that this process will
contribute towards the building of trust and
consequently long-term relationships within the
industry.
SIDREC’s mediative approach to dispute
resolution has proven to be effective. In 2019, 91%
of eligible disputes that went through SIDREC’s
resolution process were resolved before reaching
the stage of adjudication (2018: 97%; 2017: 91%).
SIDREC would not, however, have attained this
achievement without the co-operation of all
parties involved in the dispute.
An important insight that SIDREC has gained since
its early years and one that has been affirmed time
and again is that for alternative dispute resolution
(ADR) to work, both parties need to come to the
table with a relatively open mind i.e. with a genuine
willingness to constructively engage towards
finding some resolution. SIDREC has found that
when this happens, mediation is at its most
effective. Even if the dispute cannot be resolved
at mediation and proceeds to adjudication, the
parties have a better understanding of each other’s
perspective. While there will always be a party who
is not satisfied with the outcome, this approach
makes for a far less hostile and irrational reaction
to issues. Both parties leave the table, at the very

SIDREC’s preferred
approach to dispute
resolution is inclusive,
balanced and
anchored on a process
where confidentiality,
openness and trust are
observed at all times.
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least, better informed of the other’s perspective
with some clarity on their own shortcomings,
while having the reassurance that the dispute
resolution proceedings are confidential.
It is important as such, for not just investors, but
Members too, to come to the table with an open
mind, and where there is basis, to empower their
representatives to agree to a fair settlement or
compromise. What Members may walk away with
is some intelligence on possible gaps in their
processes that they may be appreciative of having
discovered in time to set right and a strong level
of goodwill from their clients / customers. This can
be possible even if the outcome is not entirely in
favour of the investor.
Back in 2013 when this insight was highlighted
to Members, I had invited Members to tap this
potential on the basis that they may discover that
it really does serve the interests of both Members
and investors. I am pleased that Members have
been increasingly tapping on this potential over
the years and hope they will continue to do so.
Over time, SIDREC has progressively improved
on its approach to dispute resolution and its
processes. In the coming year, SIDREC will be
working on further documenting its approach,
processes and lessons learned as part and parcel
of its commitment to continuously improve
its dispute resolution services and share its
knowledge and expertise.

It is important for not just
investors, but Members
too, to come to the
table with an open
mind and where there is
basis, to empower their
representatives to agree
to a fair settlement or
compromise.
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In addition, SIDREC will continue to assess the need
to provide a structured online dispute resolution
(ODR) service as part of a necessary eventuality in
the interest of access and efficiency, concurrent
with the rise in the digitisation of finance.

Making SIDREC Known
While the number of investors using SIDREC’s
services has steadily increased since its inception,
SIDREC remains keenly aware that there are many
out there who are, as yet, unaware of the free
and efficient dispute resolution services that it
provides outside the courts.
Over the last nine years, SIDREC has undertaken
numerous promotional efforts to increase the
awareness of its services among the investing
public either through its own efforts or through
collaboration with its Members or various
stakeholders. Thus, SIDREC participated in
investor roadshows, exhibitions, talks and
workshops; distributed leaflets; placed newspaper
advertisements and short messages in Bursa
Malaysia’s Central Depository System (CDS)
statements; gave media interviews; and engaged
with Members, other ADR bodies such as the
Ombudsman of Financial Services (OFS) as well as
the educational programmes organised by the SC
and Bank Negara Malaysia (BNM).
In recent years, SIDREC has also actively developed
its online presence by significantly enhancing
the way information on the SIDREC website is
presented to online visitors. This is done with the
aim of it being more user-friendly and efficient.
SIDREC has also introduced a Facebook page
that has driven traffic to its website. The two-year
grant of RM3.09 million SIDREC received from the
Capital Market Development Fund (CMDF) for both
awareness and capacity building programmes,
tremendously helped with the intensification of
SIDREC’s awareness campaigns particularly from
2016 to 2017 and the early part of 2018.
In 2019, as part of SIDREC’s efforts to outreach
to the young, it collaborated with KDU
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University College (now UOW Malaysia-KDU)
in two installments (one in January and the
other in September) on a pilot project, which
incorporated elements of financial literacy into
the university college’s undergraduate corporate
social responsibility (CSR) course. This SIDRECled pilot project was put together in partnership
with Bursa Malaysia Berhad (Bursa Malaysia) and
Private Pension Administrator Malaysia (PPA).
SIDREC must particularly, thank Members and
other stakeholders such as Bursa Malaysia, CMDF,
the Employees Provident Fund (EPF), Association
of Stockbroking Companies Malaysia (ASCM),
Federation of Investment Managers Malaysia
(FIMM), Financial Planning Association of Malaysia
(FPAM), Malaysian Investment Banking Association
(MIBA), PPA, Securities Industry Development
Centre (SIDC), Agensi Kaunseling dan Pengurusan
Kredit (AKPK), OFS, SC and BNM for their support
and indeed encouragement in this area.
Over the years, all these stakeholders have gone
out of their way to increase the awareness of
SIDREC, including using their resources and
influence to promote SIDREC and referring
complaints on capital market related matters to it,
thus helping expand SIDREC’s reach.
In the later part of 2019, SIDREC was prompted by
the CMDF Board of Trustees to conduct a survey
aimed at ascertaining the level of awareness
amongst the investing public of its services. With
the assistance of the SC and Bursa Malaysia, a
survey questionnaire was distributed via e-mail
to almost one million investors. The survey results
were somewhat disappointing. Out of the 10,196
respondents as at 10 September 2019, only 18.5%
have heard of SIDREC and its services. However, the
encouraging news is that, 77% of respondents who
have not heard of SIDREC are keen to know more.
In 2020, SIDREC will continue with its promotional
efforts but subject to budget constraints since
its applications for a grant from CMDF that
was made in 2019 were unsuccessful. Much of
SIDREC’s awareness initiatives will focus on its
continuous collaboration with Members and

Over the last nine
years, SIDREC has
undertaken numerous
promotional efforts to
increase the awareness
of its services among
the investing public
either through its own
efforts or through
collaboration with its
Members or various
stakeholders.

other stakeholders, the upgrade of its dr (Dispute
Resolution) newsletter to a digital magazine
containing interviews with industry captains and
thought leadership pieces and the intensification
of its online awareness campaigns. Efforts are
already underway in this regard and once again,
the positive response SIDREC has received thus
far is highly encouraging.

SIDREC’s Specialist Talent Pool
The steady growth of SIDREC as an organisation
and in its work requires a highly professional and
specialised talent pool. Not only is the SIDREC
team required to manage the claims and enquiries
that SIDREC receives in a professional and timely
manner, the team is also required to conduct the
necessary policy research and development work
to ensure SIDREC’s continued relevance to the
market and needs of investors, manage the register
of Members, run SIDREC’s awareness programmes
and ensure that SIDREC, as an organisation,
operates efficiently and effectively in accordance
with prescribed policies and procedures. SIDREC’s
staff strength has thus incrementally built-up from
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its initial three in 2011 to the current 14, and so has
its external panel of mediators and adjudicators.
Parties in a disputed claim may come to the table
with diametrically opposite views, and emotions
running high. It is, therefore, critical that both
investors and Members recognise SIDREC’s case
managers, mediators and adjudicators as being
professionally neutral and possess the capability
of giving consistently high quality service. To
this end, SIDREC ensures that its case managers,
mediators and adjudicators are equipped with the
required skills in managing disputes, and are also
knowledgeable about the workings of the capital
market.
Over and above the benefits already mentioned,
this is where Members can also derive benefit
from SIDREC – the soft engagement skills used
by its case managers and mediators. These same
skills can be put to good use within Members’
own internal complaints management systems to
resolve matters in-house before they escalate to
an external forum.
On this point, I am happy to note that some
Members have been demonstrating and continuing
to show active initiative in learning from SIDREC’s
disputes resolution approach and processes and to
take measures to prevent the recurrence of similar
disputes as far as possible. I would encourage more
Members to do so in the coming year.

Funding SIDREC
SIDREC has been receiving grants from the SC to
fully fund its annual operations since its inception.
Over the last nine years, attempts have been made
for SIDREC’s operations to be funded through
levies and case fees collected from Members.
However, the SC has suspended the collection
of membership levies having taken on board
industry’s concerns of challenging times and ongoing discussions between SC, BNM, SIDREC and
OFS on a possible merger of the two ADR bodies.
Substantial work has been carried out by the two
regulators and ADR bodies as regards a proposed
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The steady growth
of SIDREC as an
organisation and in
its work requires a
highly professional and
specialised talent pool.
integrated dispute resolution scheme for financial
services in Malaysia which could potentially see
the formation of a singular ADR body that would
serve the entire financial services industry and
capital market. This includes the conduct of a joint
feasibility assessment by SIDREC and OFS of the
merger of the two ADR bodies from a strategic,
financial and operational perspective. In addition,
in September 2019, a joint consultation paper
was issued to both SIDREC and OFS members
either directly or through their respective industry
associations. The analysis of the feedback received
from 60% of the combined membership base of
the two ADR bodies has since been completed
and shared with both the SC and BNM.
Meanwhile, we cannot lose sight of the need
for a more sustained scheme of self-funding for
SIDREC’s operations. Consequently, drawing
on the considerable work that SIDREC has
conducted to date regarding the development of
a proposed funding structure that is simple, yet
fair and equitable, SIDREC management will be
updating the proposal and thereafter, consulting
with Members and the SC for feedback prior to
presenting a final recommendation to the SC for
implementation.

Regional & International
Participation
At the regional level, SIDREC continues to see
developments that confirm the SC’s foresight
in establishing an affordable dispute resolution
service for the capital market in Malaysia. In
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November 2019, for instance, at the invitation of
the Securities and Exchange Commission (SEC),
Thailand, SIDREC shared its thoughts on the value
of a specialist ADR platform for the capital market
and good practices in this regard with the SEC
Thailand and industry stakeholders.

the Deputy President and Group Financial Officer
of Perbadanan Nasional Berhad, comes on board
as an Industry Director, replacing Dato’ Idris
Kechot. Encik Mahadzir Azizan brings along with
him a solid legal background. He replaces Tan Sri
Mohamad Ariff Md Yusof as Independent Director.

Finally, in a notable development as regards
SIDREC’s engagement with ADR bodies
internationally to date and as a sign of increasing
co-operation between SIDREC and OFS, both
ADR bodies will be jointly hosting the INFO2020
Conference on 27-30 September 2020. SIDREC
has been a member of the International Network
of Financial Services Ombudsman Schemes (INFO
Network) since 2013. The INFO conference is an
annual conference of the INFO Network, of which,
both SIDREC and OFS are members. It serves as a
platform for ADR bodies around the world to share
knowledge, information and experience.

As I welcome the new directors, it is with regret
that I announce the retirement of three directors
from the Board, namely Dato’ K C Vohrah, Mr
Raymond Tang and myself. I would like to take this
opportunity to thank all Members for giving us the
opportunity to serve them and for their support
and co-operation throughout our rewarding
journey as SIDREC Board members.

Appreciation
On behalf of the Board, I would like to register my
appreciation to the SC for its continuing support,
both financially and in guiding SIDREC to be
aligned with changes in the regulatory framework
and policies.
To my fellow directors, thank you as always for
your active and enthusiastic participation and
steadfast commitment to SIDREC and its cause.
I would like to warmly welcome onto SIDREC’s
Board, Dato’ Mohd Nizam Zainordin and Encik
Mahadzir Azizan. Dato’ Nizam who is currently

My thanks also to SIDREC’s panel of mediators and
adjudicators, and members of the SIDREC Appeal
Committee (SIAC) for their dedication and hard
work. Let me welcome Dato’ John Louis O’ Hara, a
retired High Court judge, who replaces Datuk Dr
Khaw Lake Tee as chairman of SIAC.
I also welcome our new Chief Executive Officer,
Sharmila Sharma, into SIDREC and am confident
that she will lead our team from strength to
strength.
To SIDREC management and staff, thank you for
your commitment and hard work over the past
year to realise SIDREC’s vision.
We record our appreciation to all Members for
their relentless support and commitment. To new
members who joined SIDREC in 2019, SIDREC
looks forward to your support and co-operation.

Ranita
DATO’ RANITA MOHD HUSSEIN
Chairman
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CEO’s Report
A

fter a period of marked growth and activity, SIDREC
entered into a year of consolidation in 2019. It focused on
strengthening its organisational processes and structures to
ensure that SIDREC maintains the necessary framework to provide a
highly commendable specialised dispute resolution service for the
capital market as it enters into the next decade of its establishment.

Strengthening SIDREC’s Operations
Sharmila Sharma
Chief Executive Officer

Over the last nine years, SIDREC’s membership base grew; it expanded
on its dispute resolution schemes; it incorporated an appeals process;
and more investors and Members began to tap into SIDREC’s potential
as a specialised platform that resolves capital market related monetary
disputes, thus enabling them to potentially avoid lengthy and costly
litigation in courts.
In 2019, SIDREC undertook significant work to assess its organisational
processes and structures and thereafter, embarked on programmes
that had two primary aims. The first was to continue to enhance its
corporate governance and integrity initiatives to be in line with
the National Anti-Corruption Plan that is strongly being promoted
by the SC. The second was to further strengthen the underlying
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organisational infrastructure required to ensure
a conducive environment for a high-performance
culture within SIDREC. The work in this regard was
centred on fine-tuning SIDREC’s existing internal
policies and procedures and developing new ones
to further institutionalise and improve its existing
operational processes and practices that have yet
to be documented.
This work will continue well into 2020. Over
and above ensuring that SIDREC’s purview
remains relevant to rapidly changing market
developments, regulatory framework and the
needs of investors, it will continue to be vigilant
to ensure its processes and practices foster good
governance and integrity. At the same time,
SIDREC will continue to enhance the effectiveness
and efficiency of its internal operations and
support services, including its IT infrastructure
requirements.

Dispute Resolution
In 2019, SIDREC received 290 claims and enquiries
from the investing public, a decrease of 34%
as compared to the 440 claims and enquiries
received in 2018. This decrease led to the following
consequences:
•

Out of the 290 claims and enquiries received
in 2019, 58 were eligible disputes, a decrease
of 30% as compared to 83 eligible disputes in
2018; and

•

SIDREC resolved 45 eligible disputes in 2019,
a decrease of 25% as compared to 60 eligible
disputes in 2018.

The decline in the number of claims and enquiries
as well as eligible disputes could possibly be
attributed to a couple of factors. First, it could
be an indication that, with the strong support
and co-operation of SIDREC’s Members, SIDREC’s
efforts over the years to encourage investors and
Members to first resolve their disputes amicably
before resorting to its resolution platform are

SIDREC will continue to
be vigilant to ensure
its processes and
practices foster good
governance and
integrity.
bearing fruit. Second, SIDREC’s awareness
initiatives slowed down in 2019 following the
drying-up of funds from CMDF that was first
allocated to SIDREC in 2016. SIDREC’s high-level
analysis of the correlation between its awareness
initiatives and the number of claims and enquiries
that it receives shows that as SIDREC intensifies
the former, the latter increases and vice versa.
This then brings me to a key priority for SIDREC
in 2020 i.e. to continue its awareness initiatives
within its budgetary constraints.

Awareness Initiatives &
Stakeholders’ Engagement
In 2019, SIDREC relied on its stakeholders,
including Members and industry associations, as
well as media houses that were willing to provide
it with the much needed publicity on a pro bono
basis to bring awareness of SIDREC’s dispute
resolution services amongst the investing public.
SIDREC also conducted some level of digital and
social media campaigns. SIDREC must particularly
thank its Members and other stakeholders such as
Bursa Malaysia, FPAM, PPA, OFS, BNM and the SC
for their support and encouragement.
SIDREC applied for a CMDF grant in 2019 to
enable it to once again intensify its awareness
initiatives and capacity building programmes.
Unfortunately, SIDREC was unsuccessful. As such,
for 2020, much of SIDREC’s awareness initiatives
will be content-driven and its publications will
be distributed through online channels. SIDREC
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will also focus on intensifying its continuous
collaboration with its stakeholders. In this regard,
SIDREC would truly welcome strong support from
its Members to help it promote awareness of its
existence amongst their clients / customers.
Since SIDREC’s inception, Members have
supported its work through referrals and by
providing feedback on SIDREC’s approach and
processes as well as helping to promote awareness
of SIDREC through the exhibition of its posters
and/or distribution of its leaflets, pamphlets or
brochures at their premises and putting hyperlinks
to SIDREC’s website on their own websites.
Given SIDREC’s promotional budget constraints,
it would truly welcome heightened efforts by
Members to help promote awareness of SIDREC.
In addition to the methods mentioned, Members
could intensify their efforts to promote awareness
of SIDREC to their clients / customers through
their other existing marketing channels. This
could mean that efforts to promote awareness
of SIDREC may not necessarily add more cost to
business. For instance, Members could share a
post from SIDREC’s Facebook or add a line about
SIDREC in their marketing communications as
part of their marketing strategy. By informing their

SIDREC will find more
opportunities to
engage Members
directly for more direct
feedback to better
understand each
other’s needs and
concerns and further
strengthen rapport with
them.
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clients / customers, especially small investors,
of SIDREC’s services, it bears great potential
of assuring them that Members are confident
enough in their products or services, to offer them
an independent, impartial and free avenue for
redress, should a dispute arise.
On SIDREC’s part, it will be intensifying its Members
engagement in 2020. SIDREC will seek to hold
Members’ Briefing sessions on a quarterly basis
in the different regions of Malaysia. In addition,
SIDREC will find more opportunities to engage with
Members directly for more feedback and to better
understand each other’s needs and concerns and
further strengthen the rapport between the two.

Capacity Building
Alongside SIDREC’s work to further strengthen
its underlying organisational infrastructure,
SIDREC undertook a comprehensive review of
and enhanced its human capital competency
framework to ensure that SIDREC’s staff continue
to be equipped to provide its stakeholders
with a dispute resolution service that adheres
to high quality standards. The result was
the documentation of a staff performance
management system that would help lay the
foundation for a more sustained and coherent
development of SIDREC’s pool of qualified and
competent staff.
Apart from that, SIDREC’s capacity building efforts
for 2019 were very much focused on enhancing
the skills, knowledge and expertise of its case
managers. In this, SIDREC was fortunate to have
been able to engage with Dr Jamie Orchard,
former Executive General Manager (Resolution)
of the Financial Ombudsman Service Australia
(FOS Australia) and a member of SIDREC’s
Advisory Group, to tap on his experience in the
ADR business. In addition, SIDREC, together with
OFS, had a three-day session with Dr Orchard and
Ger Deering, the Financial Services and Pensions
Ombudsman’s Bureau of Ireland, to learn from
his experience in dispute resolution and to share
SIDREC’s own experiences.
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In 2020, SIDREC will continue to prioritise the
capacity building needs of SIDREC’s staff as part of
its talent development and management as well
as succession planning efforts and to safeguard
the sustainability and credibility of its services.

Appreciation
I took up the helm of SIDREC on 2 December
2019. Since my appointment, it has been a rather
challenging yet rewarding time for me. I look
forward to implementing SIDREC’s three key
strategic focuses in the coming year: continuing
its notable development as an independent,
impartial and effective dispute resolution body
for the capital market; creating greater public
awareness and understanding; and building
organisational capability and sustainability.
I would like to express my heartfelt appreciation
to SIDREC’s Chairman and Board of Directors
for their tremendous support, guidance and
advice during this transition period. SIDREC has
been able to grow to where it is today because
of a highly committed and experienced Board.
It is thus with deep regret that I receive the
announcement of the retirement of three Board
members, namely, SIDREC’s Chairman, Dato’
Ranita Mohd Hussein, Dato’ K C Vohrah and Mr
Raymond Tang. At the same time, however, I

welcome and look forward to working with
Dato’ Mohd Nizam Zainordin and Encik Mahadzir
Azizan who have recently been appointed to the
Board.
A special note of appreciation to the SC for their
continued support of SIDREC on all fronts. Their
support is absolutely vital to SIDREC’s efforts to
remain relevant in the capital market eco-system
and to provide high quality service to investors in
the Malaysian capital market.
My thanks also to SIDREC’s Panel of Mediators
and Adjudicators as well as members of SIAC and
SIDREC’s Advisory Group for their commitment to
SIDREC’s work. I would like to warmly welcome
Dato’ John O’ Hara who has been appointed as
Chairman of SIAC.
I must also certainly convey my sincere thanks to
my colleagues for being an amazing team to work
with. Their passion and commitment to the cause
of SIDREC shines through evidently.
Last, but certainly not the least, I would like
to thank SIDREC Members for their continued
support and willingness to engage with SIDREC.
My direct engagements with them to date have
been encouraging and I look forward to having
more conversations on SIDREC’s role in the capital
market eco-system.

Sharmila
SHARMILA SHARMA
Chief Executive Officer
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About SIDREC

S

IDREC is a body approved by the SC to handle
capital market related disputes involving
monetary loss between individuals or sole
proprietors and SIDREC Members.
SIDREC Members are holders of a Capital Markets
and Services Licence (CMSL) or Registered
Persons under the Capital Markets and Services
Act 2007 (CMSA) who are authorised to carry
out dealings in securities, derivatives, PRS and
fund management services. They include banks,
brokers, fund managers (excluding Real Estate
Investment Trusts (REITs) managers who only
manage listed REITs), unit trust management
companies (UTMCs), PRS providers and
distributors and two DFIs.
SIDREC was established under the Capital Markets
and Services (Dispute Resolution) Regulations
2010 (Regulations) as part of the SC’s investor
protection framework.
Consequently, SIDREC was mandated by the
regulator as an ADR body to ensure that investors
firstly, have access to an independent and impartial
dispute resolution avenue to help resolve their
investment disputes involving financial loss with
market intermediaries, and secondly, are not
disenfranchised from getting the help they need
due to a lack of funds or sophistication.
SIDREC continuously undertakes periodic reviews
of its purview by working closely with the SC
to keep in step with market developments,
regulatory changes and investor needs. Since
SIDREC’s official launch on 19 January 2011,
its purview has progressively grown with each

milestone:
•

In September 2015, SIDREC’s scope expanded
to include the regulated activity of dealing in
PRS, over and above dealing in capital market
products such as shares, unit trusts, bonds,
structured products, derivatives and fund
management services.

•

In September 2016, the Regulations were
amended to allow commercial banks, Islamic
banks and specified DFIs, who are Registered
Persons under the CMSA, to be deemed as
SIDREC Members. This development allows
investors to make a claim against any of
these entities, if a dispute arises from the
procurement of capital market products and
services.

•

Between 2017 and 2018, as part of efforts to
provide for a broader investor base to have
access to SIDREC’s services, the Voluntary
Scheme was introduced. This Scheme
expanded SIDREC’s purview and enabled it to
provide the following services:
- Mediation and adjudication services
to investors and SIDREC Members with
disputes relating to claims exceeding
RM250,000; and
- Mediation
disputes.

services

for

court-referred

These changes continue to reflect SIDREC’s efforts
to ensure relevancy and effectiveness of reach,
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focusing on the regulated activity rather than the
entity, as far as possible. Investors are now able to
access SIDREC’s services regardless of who they
transact with as long as the entity is a SIDREC
Member.

•

SIDREC’s operations are currently being funded
by the SC pending the finalisation of its funding
structure which will be based on contributions
by its Members. SIDREC has 185 members as at
31 December 2019.

Dispute Resolution Schemes

Accessibility

A Member is obliged to participate in SIDREC’s
dispute resolution service under the Mandatory
Scheme, if the dispute meets the following four
criteria:

•

SIDREC’s dispute resolution services are free
for investors with disputes involving claims up
to RM250,000 under its Mandatory Scheme.

•

SIDREC accepts disputes involving claims
above RM250,000, where both parties agree
to use SIDREC’s services under its Voluntary
Scheme.

•

SIDREC also accepts court-referred mediation
under its Voluntary Scheme.

•

A reasonable fee is chargeable under the
Voluntary Scheme.

•

SIDREC’s service to investors is nationality
neutral, and as such, is available to both
Malaysian and foreign clients / customers of
SIDREC Members.

•

SIDREC’s office is at Menara UOA Bangsar,
Kuala Lumpur, conveniently located next to the
Bangsar Light Rail Transit (LRT) station, a stop
away from KL Sentral, a major transportation
hub for the country.

SIDREC manages two dispute resolution schemes
– the Mandatory Scheme and Voluntary Scheme.
The Mandatory Scheme

•

The dispute is against a SIDREC Member;

•

The claimant is an individual investor or a sole
proprietor;

•

The dispute involves a capital market product
or service purchased from or offered by a
SIDREC Member or its representative; and

•

The claimant’s monetary claim does not
exceed RM250,000.

Under the Mandatory Scheme:
•

The dispute resolution service is free to the
investor;

•

If parties agree to a settlement through
SIDREC’s mediation process, a settlement
agreement will be entered into and both
parties will be bound by the agreement;

•

SIDREC accepts enquiries and disputes at
its office (walk-ins), as well as through the
telephone, post, e-mail, fax and its website.

•

If mediation fails, the matter will proceed to
adjudication unless the investor withdraws
his claim;

•

SIDREC’s brochures are available in four
languages i.e. English, Bahasa Malaysia,
Mandarin and Tamil.

•

If the matter proceeds to adjudication, the
Member has to participate; and

•

The Member is bound by the decision of the
adjudicator should the claimant accept it.

Additionally, SIDREC has considerably enhanced
its online presence. For instance:
•
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In 2018, SIDREC launched several online
platforms such as LinkedIn, Twitter and
Instagram in a bid to reach and engage a wider
demographic of online users in Malaysia.

In July 2017, SIDREC launched an official
Facebook page to enhance awareness of
its services as well as for greater public
engagement.

The claimant has the choice to reject the
adjudicator’s decision and pursue other legal
recourse. However, once the claimant accepts the
decision and enters into a settlement agreement,
the claimant will be bound by the decision.
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SIDREC’s Dispute Resolution is Available in Two Schemes

Mandatory Scheme
A SIDREC Member is obligated to participate in SIDREC’s Mandatory Scheme, if the dispute meets the
following criteria:

RM250,000
Claimant is an
individual investor
or sole proprietor

Dispute against
a SIDREC Member

Service is free
to the investor

If mediation
succeeds, both
parties are bound
by settlement
agreement

Capital Market
Product / Service
from SIDREC Member
or representative

If mediation fails,
case proceeds to
adjudication unless
investor withdraws
claim

Claims up to
RM250,000

Member must
participate in
adjudication

Member is bound
by adjudicator’s
decision if claimant
accepts outcome

The claimant has the choice to reject the adjudicator’s decision and pursue other legal recourse.
However, once the claimant accepts the decision and enters into a settlement agreement, the
claimant is bound by the decision.

Voluntary Scheme
SIDREC may also mediate and / or adjudicate disputes for claims under its Voluntary Scheme. Unlike
the Mandatory Scheme, the Member is not required to participate unless they wish to. SIDREC will only
accept a case under this Scheme if both the claimant and Member agree to seek SIDREC’s help.

Prerequisites

RM250,000
Dispute involving claims
exceeding RM250,000

Court-referred mediation
for any claim amount

If parties agree to SIDREC’s
If mediation fails, parties in
mediation process, they will be
a court-referred
bound by the agreement
mediation will be referred
back to court. In other
instances, both parties
must agree to proceed to
adjudication.

Dispute against
a SIDREC Member

Claimant is an
individual investor
or sole proprietor

Both parties are bound
by adjudicator’s
decision

Capital Market
Product / Service
from SIDREC Member
or representative

Both parties will be required
to pay a reasonable fee for
SIDREC’s service
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The Voluntary Scheme
SIDREC may also mediate and adjudicate disputes
for claims under its Voluntary Scheme. Unlike the
Mandatory Scheme, the Member is not required
to participate unless they wish to. SIDREC will only
accept a case under the Voluntary Scheme if both
the claimant and Member agree to seek SIDREC’s
help.

•

If parties agree to a settlement through
SIDREC’s mediation process, a settlement
agreement will be entered into and both
parties will be bound by the agreement.

•

If mediation fails, parties in a court-referred
mediation will be referred back to the court.
In all other instances, parties may choose to
proceed to adjudication, if they both agree to
do so.

•

If a claim is adjudicated under the Voluntary
Scheme, both the Member and the claimant
will be bound by the decision, as both parties
have contracted to resolve their dispute via
this avenue.

•

Both parties will be required to pay a
reasonable fee for SIDREC’s services.

The following are key features of the Voluntary
Scheme:
•

There are two components to the Voluntary
Scheme:
- Disputes involving
RM250,000; and

claims

exceeding

- Court-referred mediation for any claim
amount;

Organisational Chart

Board of Directors

Board Committees
• Resource
• Rules & Regulations
• Professional Conduct & Disciplinary
• Finance and Audit

SIDREC Appeal
Committee (SIAC)

Chief
Executive
Officer

Advisory Group

Secretary

SIAC Secretariat
Panel of
Mediators &
Adjudicators

Head
Dispute Resolution

• Case Management
• Mediation
• Adjudication
• Policy & Research
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Head
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• Administration
• Finance
• Human Resource
• IT
• Membership

Head
Corporate
Communication
• Strategic Communication
• Media & Stakeholders
Relations
• Brand Awareness
• Outreach
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Limited Appeal
While an award by the adjudicator is final, a limited
avenue for appeal was introduced in November
2015. Through this avenue, an appeal may be
made if the appellant can meet any one of the
following grounds of appeal:
•

A serious error of law or fact in the award; or

•

Production of new evidence that would
not, with reasonable diligence, have been
produced during adjudication that may
materially affect the award.

Subject to meeting these grounds, the Member or
claimant may submit an appeal to SIAC. This avenue
is only available under the Mandatory Scheme.

INFO Network was set up for relevant ADR
schemes for financial services around the world to
develop their expertise in dispute resolution on a
collaborative basis by exchanging experiences and
information in a wide array of areas. These areas
include, among others, functions and governance
models, handling of systemic issues, cross border
referral of complaints and training.
SIDREC also participate from time to time
in international meetings and conferences
organised by the SC and BNM and bodies such
as the International Organisation of Securities
Commissions (IOSCO), Organisation for Economic
Co-operation and Development (OECD), the
International Forum for Investor Education (IFIE)
and the the Asian International Arbitration Centre
(AIAC).

SIDREC’s Advisory Group is an informal group
which comprise domestic and international
experts, who are able to provide SIDREC with
general advice as well as specific input covering
strategy, policy, rules reform, operational and
structural issues.

SIDREC has supported IOSCO’s annual World
Investor Week (WIW), since it first launched in
2017 through participating in the SC’s investor
education campaign for WIW. In addition, SIDREC
undertakes its own educational initiatives,
including posting daily educational messages
under the WIW banner as well as on SIDREC’s
online platforms such as its website and various
social media networking sites such as Facebook,
Instagram, Twitter and LinkedIn.

Relationship Building

SIDREC’s Role in the Capital Market

SIDREC believes in working together with its
Members and other capital market stakeholders
for the benefit of the capital market as a whole.
It works with the SC, BNM, Bursa Malaysia, selfregulatory bodies, industry associations, the
Malaysian Bar Council and other stakeholders
including the mass media and other ADR bodies,
domestic and international, to bring about greater
awareness of SIDREC and the benefits of ADR.

Malaysia is an active trading nation. Since trade
and investment are expected to continue to
be the cornerstones of Malaysia’s economic
development, key global developments in 2020
are likely to influence the Malaysian capital market.
Even so, the domestic capital market is envisaged
to remain robust and organised and will play a
substantial role in sustaining economic growth
through the financing of business expansion and
infrastructural development to ensure Malaysia
succeeds in becoming a high-income country in
the coming decade.

Advisory Group

In addition, SIDREC seeks to learn from dialogues
with industry players as well as other ADR bodies,
both local and international, in efforts to enhance
its processes and services as an ADR outfit.

International Participation
SIDREC has been a member of the International
Network of Financial Services Ombudsman
Schemes (INFO Network) since 2013. SIDREC’s
representatives have been sitting as members of
the INFO Network Committee since 2018.

SIDREC Members
There are more than 200 CMSL holders and 44
Registered Persons providing access to a diverse
range of products and services in the capital
market.
As at 31 December 2019, SIDREC’s membership
stood at 185, comprising 141 CMSL holders and
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SIDREC in the Capital Market Institutional Framework

Minister of Finance

Securities Commission Malaysia

Bursa Malaysia

Bank Negara Malaysia

Federation of
Investment Managers
Malaysia

Securities Industry
Development Corporation

Capital Market
Compensation Fund
Corporation
Private Pension
Administrator
Malaysia

Capital Markets
Malaysia

Audit Oversight
Board
Member of SIDREC
Securities Commission Malaysia
Bank Negara Malaysia

Institute for
Capital Market Research

Capital Market
Development Fund

Investment Banks, Commercial Banks,
Islamic Banks and
Specified Development Financial Institutions
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Fund Managers,
Unit Trusts Managment Companies,
PRS Providers and Distributors

Stockbrokers and
Derivatives Brokers
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44 Registered Persons. SIDREC Members carried
out regulated activities that fell under its purview
of dealing in securities, derivatives, PRS and fund
management services. They currently consist of
securities and derivatives brokers, fund managers,
UTMCs, PRS providers and distributors, corporate
unit trust advisers (CUTAs), corporate PRS advisers,
investment banks, commercial banks, Islamic
banks and specified DFIs.
Members Distribution Channel
When interfacing with the investing public, SIDREC
Members are supported by their distribution
channels. There are over 9,500 capital markets
services representative’s licence (CMSRL) holders,
of whom the majority are involved in dealing in
securities, derivatives and fund management
services. In addition to these CMSRL holders,
SIDREC Members’ distribution channels were also
strongly supported by 58,068 UTCs and 24,728
PRS consultants who are registered with FIMM.
Remaining Relevant:
Impact of Fintech on SIDREC
The changing regulatory and market framework
have facilitated the enhancement of investors’
choices and access to the market. Correspondingly
their access to practical and affordable help and
redress must grow in tandem.
To enable this, SIDREC undertakes periodic
reviews of its purview to make certain it remains
relevant to market and regulatory developments
as well as to ensure it efficiently play its role and
lives up to its part in the capital market investor
protection framework.
Alternative platforms and avenues of financing
such as equity crowdfunding (ECF) and peer-topeer (P2P) financing are making encouraging
headway in the Malaysian capital market
alongside the introduction of new areas of

SIDREC Members as at 31 December 2019

141

CMSL Holders
(76% of Total Members)

44 Registered Persons

(24% of Total Members)

SIDREC Members Distribution Channel

>7,500
CMSRL
Holders

>58,000
Unit Trust
Consultants

>24,000
PRS
Consultants

regulated activities in the sphere of digital assets,
to complement traditional sources of funding
such as public equity and debt.
These alternative financing options are
increasingly becoming popular, as they provide
cheaper, faster as well as more convenient delivery
channels and access to investors, exposing them
to a broader choice of investments. With greater
choice and access for the investing public, SIDREC
will undertake a review of its purview in close
consultation with the SC to ascertain the areas that
may require investors to have access to SIDREC’s
help through its dispute resolution platform.
The sources for the capital market information and
statistics in this section — SC and FIMM.
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Team SIDREC

Board of Directors (Seated):
Dato’ K C Vohrah (KVC)
Dato’ Saiful Bahri Zainuddin (SBZ)
Raymond Tang (RT)
Management (Standing):
Steven K C Poh (SP)
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JL SKS HSL
RMH

HE

MA MNZ

Board of Directors (Seated):
Dato’ Ranita Mohd Hussein (RMH)
Dato’ Halipah Esa (HE)
Mahadzir Azizan (MA)
Dato’ Mohd Nizam Zainordin (MNZ)
Management (Standing)
Sharmila Sharma (SKS)
Hong Siew Lai (HSL)
Jenny Lim Siew Kyen (JL)
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DATO’ RANITA MOHD HUSSEIN

Chairman & Independent Director

Board of
Directors
DATO’ RANITA MOHD HUSSEIN
Chairman & Independent Director

DATO’ HALIPAH ESA
Independent Director

DATO’ KARAM CHAND VOHRAH
Independent Director

DATO’ SAIFUL BAHRI ZAINUDDIN
Industry Director

Dato’ Ranita Mohd Hussein has been the Chairman
of SIDREC since its inception in 2010. She is a
legal consultant and has served as a member of
the Advisory Council of Jurists of the Asia Pacific
Forum for National Human Rights Institutions. She
also served as a member of the Permanent Court
of Arbitration in The Hague, Netherlands.
Dato’ Ranita’s other previous posts include that of
a Commissioner in the Human Rights Commission
Malaysia (SUHAKAM), a partner of Skrine, a
Judicial Commissioner in the High Court, Malaysia
and an Advisor (now re-designated as Assistant
Governor) to BNM. She began her career in the
Judicial and Legal Services, serving in various
positions ranging from Magistrate and Senior
Federal Counsel at the Economic Planning Unit
(EPU) and Foreign Investment Committee to Head
of Advisory and International Division, Attorney
General’s Chambers to Chief Parliamentary
Draftsman from 1969 to 1991.

DATO’ MOHD NIZAM ZAINORDIN

Where the capital market is concerned, Dato’ Ranita
served as a member of the Governing Committee
of the Kuala Lumpur Stock Exchange (now Bursa
Malaysia) from 1997 to 2000 and as a director
on the board of the Kuala Lumpur Options and
Financial Futures Exchange from 1999 to 2000.

MAHADZIR AZIZAN

Dato’ Ranita obtained her LLB (Hons) degree from
the University of Singapore.

RAYMOND TANG CHEE KIN
Industry Director

Industry Director

Independent Director

(Appointed w.e.f. 29 January 2020)

DATO’ IDRIS KECHOT
Industry Director

(Resigned w.e.f. 15 January 2019)

28

DATO’ HALIPAH ESA
Independent Director

Dato’ Halipah Esa is a founding director of
SIDREC. She currently serves as Independent
Non-Executive Director of several public-listed
companies, including Malaysia Marine and
Heavy Engineering Holdings Berhad and SP Setia
Berhad. She also serves on the Boards of Cagamas
Berhad, Putrajaya Holdings and Malaysian
Maritime Academy Sdn Bhd. She was Chairman of
Pengurusan Aset Air Berhad and has also served
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on the Boards of Petronas, MISC Berhad, KLCC
Property Holdings Berhad, NCB Holdings Berhad,
UDA Holdings Berhad, Employees Provident
Fund, Pensions Trust Fund, Inland Revenue Board,
FELDA, Putrajaya Corporation, Malaysia Deposit
Insurance Corporation and Malaysia-Thailand
Joint Development Authority.
Dato’ Halipah started her career with the
Administrative and Diplomatic Services in 1973 in
the EPU of the Prime Minister’s Department and
has held various senior positions, including the
Director General of EPU before she retired from the
civil service in 2006. She has also served as Deputy
Secretary General at the Ministry of Finance.
She was previously a consultant to the World Bank
and United Nations Development Programme
(UNDP), advising the Royal Kingdom of Saudi
Arabia on economic planning and providing
technical advice to planning agencies in Vietnam,
Cambodia, Indonesia and several African countries.
Dato’ Halipah holds a BA (Hons) degree in
Economics, as well as an MEcons degree from the
University of Malaya.

DATO’ KARAM CHAND VOHRAH
Independent Director

Dato’ Karam Chand Vohrah, until recently, was
active in both domestic and international
arbitration. He was Adjunct Professor, College
of Law, Government and International Studies
of University Utara Malaysia, Adjunct Professor,
Faculty of Law and Government, HELP University
and a consultant with Messrs Lee Hishammuddin
Allen & Gledhill.
Prior to that, he was a Judge of the Court of
Appeal, served in the judicial and legal service
of Malaya and became Head of the Advisory
Division of the Attorney-General’s Chambers. He
participated in many negotiations as legal advisor
to international loan agreements (including those
of the World Bank and the Asian Development
Bank), Swiss and Japanese bond issues, and also

various conferences in relation to the Tin and the
Rubber Buffer Stock Agreements. He was involved
in the Law of the Sea Conferences in New York and
Geneva.
Dato’ Vohrah also served as a commissioner of
the Human Rights Commission of Malaysia from
July 2002 up to April 2008 and was chairman of
the Malaysian Corporate Law Reform Committee.

DATO’ SAIFUL BAHRI ZAINUDDIN
Industry Director

Dato’ Saiful Bahri Zainuddin is a founding director
of SIDREC. He is currently the Executive Director of
OSK Holdings Berhad and he sits on all the boards
of OSK Group of Companies and is an Investment
Committee Member of Eastspring Investments
Berhad (EIB), Independent Non-Executive Director
of KAF Investment Bank Berhad where he chairs
the Nomination & Remuneration Committee and
sits on KAF Investment Board, Audit Committee
and Risk Committee respectively.
Dato’ Saiful most recent appointment was as
Audit Committee Member for Universiti Sains
Islam Malaysia (USIM) and Chairman of PT KAF
Securitas Indonesia on 27 November 2019. He
was also the Financial Advisor to the State
Government of Negeri Sembilan and a member
of the Negeri Sembilan State Government
Think Tank. He was appointed by the Minister of
Finance as Independent Non-Executive Director
of Bursa Malaysia Berhad in 2008 and a Board
Member of Bursa Malaysia Securities Berhad
and Bursa Malaysia Securities Clearing Sdn
Bhd from April 2015. He was then appointed as
Senior Independent Director for his active role as
a director and in addition to his board member
role, he also sits on committees for market
participation, risk management and nomination
and remuneration.
Dato’ Saiful has a BSc degree in Economics and
Finance from Western Michigan University and
has attended the Global Leadership Development
Programme at Stanford University.
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RAYMOND TANG CHEE KIN

director in several subsidiaries within the PNB
Group of Companies.

Raymond Tang Chee Kin is a founding director of
SIDREC. He is currently the CEO and a member of
the Board of Directors of EIB. He has over 30 years
of experience in the asset management business,
managing both institutional and unit trust funds.

Dato’ Nizam is a Fellow of the Association of
Chartered Certified Accountants, member of the
Malaysian Institute of Accountants and Certified
Financial Planner. He holds an Executive Master
of Business Administration degree from the
Asian Institute of Management and has attended
Huddersfield Polytechnic in the UK.

Industry Director

Prior to EIB, he was the Head of International and
Institutional Business of CIMB-Principal Asset
Management Berhad. He is currently also the
Chairman of MAAM and Chairman of FTSE Bursa
Malaysia Index Advisory Committee. He is also an
invitee in the Executive Committee of Malaysia
International Islamic Financial Centre (MIFC)
as well as a committee member in the Market
Participants Committee of Bursa Malaysia and
Financial Markets Committee of BNM.
Tang is also a Fellow of the UK’s Chartered Institute
of Management Accountants and a Chartered
Global Management Accountant. He holds a
CMSRL for fund management under CMSA.

DATO’ MOHD NIZAM ZAINORDIN
Industry Director

Dato’ Mohd Nizam Zainordin has over 30 years of
professional experience in the finance industry.
He is currently the Deputy President and Group
Chief Financial Officer of Permodalan Nasional
Berhad (PNB).
Since joining PNB, he has also held several
portfolios including Senior Manager of Operations,
Assistant Vice President of Unit Trust Operations,
Senior Vice President of Finance & Investment
Processing and Chief Financial Officer of Finance
& Information Technology Division. He is also a
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MAHADZIR AZIZAN
Independent Director

(w.e.f. 29 January 2020)

Mahadzir Azizan has held key positions both in the
private and public sectors. He joined the Judicial
and Legal Service of the Malaysian Government as
a Deputy Public Prosecutor and Federal Counsel
upon completing his legal training as a Barristerat-Law from Lincoln’s Inn in London, and was
called to the English Bar in 1978.
He subsequently ventured into the private sector
and served Malaysian International Shipping
Corporation Berhad and Island & Peninsular
Berhad, the property arm of PNB for the next
24 years. Whilst in the private sector, he also
served as a MARA Council Member in addition to
various other directorships in government-linked
companies.
In addition to sitting on the SIDREC Board, Mahadzir
is currently the Chairman of AmanahRaya REIT and
also sits on the Boards of ECM Libra Group Berhad,
RCE Capital Berhad, Syarikat Takaful Malaysia
Keluarga Berhad and Syarikat Takaful Malaysia Am
Berhad. He has also previously held directorships
in Asian Healthcare Group Berhad (2014 to 2016)
and Libra Invest Berhad (2007 to 2019).
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SHARMILA SHARMA
Chief Executive Officer

Management
SHARMILA SHARMA
Chief Executive Officer

HONG SIEW LAI

Head of Dispute Resolution

JENNY LIM SIEW KYEN
Head of Operations
(w.e.f. 17 February 2020)

STEVEN K C POH

Head of Corporate Communication

Sharmila Sharma was appointed as SIDREC CEO in
December 2019. She practised as an advocate and
solicitor briefly before working in human rights
for five years with the Human Rights Commission
of Malaysia (SUHAKAM) and the United Nations
High Commissioner for Refugees (UNHCR). Since
then, she has had over 10 years of experience
in Sustainable Finance / Investments having
worked as an analyst, researcher and manager in
corporate, financial and investment strategy with
several organisations.
She was a key member of the Secretariat to the
Financial Services Professional Board (FSPB)
in 2014/15 where she led the development of
the FSPB Code of Ethics for the Financial Services
Industry.
Prior to joining SIDREC, she was the Head of
Strategy, Mergers & Acquisitions of Cenergi SEA
Sdn Bhd, a subsidiary of Khazanah Nasional
Berhad that invests in and develops renewable
energy and energy efficiency projects.
Sharmila holds a Bachelor of Arts degree in
economics and law from the University of Durham.
She has been called to the Bar of England & Wales
and the Malaysian Bar. She has also completed
all three levels of the Chartered Financial Analyst
(CFA) examinations.
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SIDREC Appeal
Committee(SIAC)
All eligible appeals are heard by SIAC. The committee comprises
a mix of independent and industry members, as well as senior
representatives of the SC and SIDREC.

DATO’ JOHN LOUIS O’ HARA

Chairman & Independent Member

FOO LEE MEI

Representative from
Senior Management of the SC

DATO’ KARAM CHAND VOHRAH
Representative from
SIDREC’s Board of Directors

DATUK NORIPAH KAMSO *
Independent Member

HASNAH OMAR

Independent Member

* Was appointed Chairman of Bank Kerjasama Rakyat Malaysia Berhad in December 2018
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HONG SIEW LAI

Panel of
Mediators &
Adjudicators
HONG SIEW LAI

Mediator & Adjudicator

SHANTI ABRAHAM MATHEW
Mediator & Adjudicator

WONG LU PEEN
Mediator

DATO’ LIM CHEE WEE
Mediator & Adjudicator

NAHENDRAN NAVARATNAM
Mediator & Adjudicator

CHRISTOPHER LEONG
Mediator & Adjudicator

JAS BIR KAUR
Mediator

LYNETTE YEOW

Hong Siew Lai is responsible for the management
of SIDREC’s dispute resolution process. As a
founding staff member of SIDREC, she has played
a significant role in SIDREC’s growth. She joined
SIDREC in 2011 as a full-time mediator/adjudicator
and has oversight over the case management of
claims filed with SIDREC.
She has several years of experience in the capital
market. Prior to joining SIDREC, Hong was an
Assistant Vice President of Corporate Affairs,
Legal & Compliance and a Registered Compliance
Officer at an investment bank. From 1998 to 2004,
Hong practised as an advocate and solicitor,
where her scope of work included civil litigation,
corporate, commercial and conveyancing
matters. Her legal and capital market experience
places her in good stead when mediating and
adjudicating matters relating to capital market
issues and to provide sound guidance to both
investors and Members through the dispute
resolution process.
Hong is a Fellow of the Chartered Institute of
Arbitrators (FCIArb) and holds a Diploma in
International Commercial Arbitration from the
Institute. She is also an Accredited Mediator on the
panel of the Malaysian Mediation Centre (MMC).
She graduated with an LLB (Hons) degree from
the University of East London and was admitted
as an advocate and solicitor of the High Court of
Malaya in 1998.

Mediator

(Tenure ended on 31 December 2019)

AISHARA ABDUL RAHIM
Mediator

(Tenure ended on 20 December 2019)

GANESAN NETHI
Mediator

(Tenure ended on 12 July 2019)

SHANTI ABRAHAM MATHEW
Shanti Abraham Mathew runs her own practice
at Messrs Shanti Abraham & Associates. She
has handled trials and appellate work in major
corporate, commercial and banking law disputes
for private and public-listed companies, managed
a full range of corporate finance matters ranging
from listing, restructurings and takeovers as
well as resolving issues between investors and
securities trading companies, including claims on
the compensation fund.
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Shanti is an accredited Mediator on the panel of
MMC and an Associate Mediator with the Singapore
Mediation Centre. She is both an Arbitrator and
Mediator with the AIAC. She holds a Diploma in
International Commercial Arbitration. She is a
Fellow of the Chartered Institute of Arbitrators
(FCIArb) and a Fellow of the Asian Institute of
Arbitrators (FAIADR).
Shanti graduated with an LLB (Hons) degree from
the National University of Singapore in 1994.
She has been called to both the Singapore and
Malaysian Bars. Shanti completed the Programme
on Negotiation and Mediation at Harvard
Negotiation Institute (Harvard Law School) in
2014 as well as Advanced Mediation training —
Mediating Complex Disputes in 2017.

WONG LU PEEN
Wong Lu Peen is a Senior Partner of Wong Lu Peen
& Tunku Alina. Her portfolio includes mergers,
acquisitions and investments by foreign parties
into and out of Malaysia. She is currently the
chairperson of the committee for disciplinary
proceedings brought by the Bar Council
Disciplinary Board.
Wong sits on the Arbitration & Alternative Dispute
Resolution Committee of the Bar Council and
the MMC. She is an Accredited Mediator on the
panel of MMC and she also trains and assesses
candidates for accreditation with the MMC.
She is also an associate accredited mediator
with the Singapore Mediation Centre and a
member of the advisory panel of the Australian
Dispute Resolution Centre in Sydney. She has
trained judges, lawyers and other professionals in
mediation, and has been invited to assess students
for their mediation credits in University of Malaya.
She obtained her LLB (Hons) degree from the
University of Reading in 1978, was called to the
English Bar in 1979 and admitted to the Malaysian
Bar in 1983. She has an MBA degree from University
of Malaya in 2014.
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DATO’ LIM CHEE WEE
Dato’ Lim Chee Wee has been a partner of Skrine
since 2001 and has been in practice for more
than 26 years. He was President of the Malaysian
Bar from 2011 to 2013 and is a member of the
Chartered Institute of Arbitrators. He has a broad
commercial, corporate and regulatory disputes
practice with experience in a wide variety of
high-value and high-profile cases, including
international arbitrations in Asia and Europe. He
acts primarily as counsel appearing at all tiers of
the Malaysian courts and his portfolio of litigation
work has a particular focus towards corporate
litigation.
Dato’ Lim also has an established public and
administrative law practice, regularly advising
and acting for the Malaysian stock exchange
(Bursa Malaysia), Malaysian Competition
Commission (MyCC), Energy Commission, SIDREC
and the SC.
He is consistently listed in various international
legal directories as a leading legal practitioner.
These directories include Chambers AsiaPacific, Legal 500 Asia-Pacific, Who’s Who Legal,
Benchmark Litigation Asia-Pacific, and Asialaw
Profiles.
He graduated with LLB and BComm (Accounting)
degrees from the University of New South Wales in
Australia. He was called to the Malaysian Bar as an
advocate and solicitor in 1993.

NAHENDRAN NAVARATNAM
Nahendran Navaratnam is the principal partner
at Navaratnam Chambers. He has experience
handling trial and appellate work in large
corporate, commercial and administrative law
disputes for private and public listed companies,
major international and Malaysian financial
institutions, multinational corporations and
professional practices. He also acts in professional
liability, tax, and securities cases and in commercial
arbitration disputes.
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Nahendran is a Chartered Arbitrator and a
Fellow of the Chartered Institute of Arbitrators, a
member of the Inter-Pacific Bar Association and
Commonwealth Lawyers Association and the
Australasian Forum for International Arbitration.
He is also a member of the Arbitration Committee
of the International Chamber of Commerce and a
Fellow of the Malaysian Institute of Arbitrators. He
is a trained mediator and adjudicator.
Nahendran graduated with BSc (Materials Science)
degree and an LLB degree from Australia’s Monash
University. He was called to the Malaysian Bar in
1998.

CHRISTOPHER LEONG
Christopher Leong has extensive experience in
the fields of corporate, commercial, power and
energy litigation and arbitration. He is well-versed
with issues that customarily arise in litigation with
cross-border elements. Additionally, he practises
in the area of constitutional and administrative
law as well as public interest litigation. He also
acts as counsel in domestic and international
arbitrations, both in Malaysia and overseas.
Leong is empaneled as an arbitrator with the AIAC.
He was the 30th President of the Malaysian Bar and
Chairman of the Bar Council of Malaysia from 2013
to 2015 and sits on Taylor’s University’s Law School’s
Legal Profession Advisory Panel. He is currently a
member of the Board of Directors of the Institute
for Democracy and Economic Affairs (IDEAS), a

non-profit cross-partisan think tank foundation in
Malaysia. He is also the current President of the Law
Association for Asia and the Pacific (LAWASIA).
Leong graduated with a BA degree, majoring in
economics and philosophy in 1984 from Australia’s
Monash University and completed reading law
(LLB) at the University of Nottingham in 1988. He
was called to the Degree of Utter Barrister of The
Honourable Society of Lincoln’s Inn in 1989 and
was admitted as an advocate and solicitor of the
High Court of Malaya in 1990.

JAS BIR KAUR
Jas Bir Kaur has over 30 years of experience in the
financial services and the capital market through
her work at the SC.
Whilst with the SC, Jas Bir was involved in
many areas of oversight including supervision,
authorisation and licensing, product development
and the formulation of policies for the capital
market, particularly in investment management
and stockbroking. Her last post at the SC was as
Deputy Director.
She holds a BEcons (Business Administration)
degree from University of Malaya and an MSc in
Finance degree from University of Strathclyde,
Glasgow, Scotland. In addition, she also has a
Master’s degree in Managerial Psychology from
HELP University College. She is an Accredited
Mediator on the panel of MMC.
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Advisory Group
SIDREC’s Advisory Group is an informal group, comprising domestic
and international experts, who provide SIDREC with general advice
and specific input covering strategy, policy, rules reform as well as
operational and structural issues.

DOUGLAS MELVILLE

Principal Ombudsman & CEO
Channel Islands Financial Ombudsman (CIFO)

DR JAMIE ORCHARD

General Counsel
Australian Health Practitioner
Regulation Agency

ANGELINA KWAN

CEO
Stratford Finance Limited, Hong Kong

CHUA KONG KAI

Former Chief Market Operations Officer
Bursa Malaysia Berhad
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Leveraging on the
Dispute Resolution Process
SIDREC’s preferred approach to dispute resolution
is inclusive, balanced and anchored on a process
where confidentiality, openness and trust are
observed at all times. Often times, SIDREC’s
resolution process takes the form of a continuation
of the process initiated through a Member’s inhouse complaints management system but with
the intervention of an independent and impartial
body that has a singular goal of achieving

An independent
and impartial
voice of reason
with no attachment
to outcome

resolution of disputes based on facts, better
appreciation of each other’s perspective and
some clarity of each party’s own shortcomings.
Communication by Members to their clients /
customers about SIDREC is an assurance, especially
to smaller investors, that Members are confident
enough in their products and service to offer their
clients / customers an independent and impartial
avenue for redress, should a dispute arise.

An independent filter
of complaints
often resolving issues
before they reach
the Member

Promotes good
communication
and conduct
on the part
of all parties
Contributes to
reputation
management and
client retention,
preserving harmony
and building
relationships

Confidentiality
of proceedings
allow issues to be
addressed
constructively
without
distractions
Independent
and impartial
mediator and
adjudicator with
industry knowledge
and access to
specialist
expertise

Dispute Resolution

Reduces
legal costs
and resolution time
Investors become
of Members
better informed,
and investors
acquiring an enhanced

A good risk
management tool
for Members
which allows
identification of
issues that may
otherwise slip
through the
cracks
Members become
better informed of
investors’ practical
concerns
and challenges

understanding and
knowledge of the
market and
their own responsibilities

SIDREC’s Value Proposition
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How SIDREC Benefits the Capital Market

Regulators

Regulator alerted of systemic issues or
issues of serious concern.

Supports regulator's efforts in building an
effective eco-system, supervisory and
education efforts.

Investors

Members

Free expert service to
investors and impartial
dispute resolution for
claims up to RM250,000.

Independent and
impartial "voice of
reason" in assessing
complaints.

Contributes to investor
empowerment and
investor self-discpline.

Contributes to market
discipline and risk
management.

Contributes to better
understanding of issues
at hand, the product or
service, intermediary's
process, regulatory
requirements, investor's
own accountability, and
lessons learnt.
Effective delivery of
learning point — at point
of need, in the context
of real-time problem
thus better retention of
information and learning
points.

Market
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Dispute Resolution

Resolution of disputes
with clients in a
professional, impartial
and confidential
environment.
Contributes to
reputation management
and client retention confidential process,
amicable resolution of
issues, effective
feedthrough on
challenges faced by
investors.

Enhanced investor empowerment and investor confidence contributes to
overall market discipline and informed investor participation in the market.
Contributes to enhanced self discipline and risk management among
intermediaries
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How SIDREC Works

Mandatory Scheme
For claims up to RM250,000

Investor lodges complaint with
SiDREC Member

If investor does not receive a response
or the matter is not resolved
If matter is resolved
through case management

Investor refers dispute to SIDREC
for case management

* Case Management Support

Parties proceed
to mediation

Successful
mediation

Parties proceed
to adjudication

Unsuccessful
mediation

Investor rejects
award

Investor
accepts
outcome

Parties sign
settlement
agreement

SIDREC issues
award

SIDREC closes file
* Case Management Support
SIDREC’s case managers assess the eligibility of disputes, review them, procure and verify the necessary information to facilitate a better
understanding of the issues by both parties. The case manager also provides administrative support to all parties and is the point of contact and
communication throughout the process. The mediative approach adopted by SIDREC makes it possible for parties to resolve their disputes and
reach a settlement at any point before the issuance of an award.
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How SIDREC Works

Voluntary Scheme
For claims above RM250,000

Investor lodges complaint with
SiDREC Member

If investor does not receive a response
or the matter is not resolved

Option 2
Parties agree to use
SIDREC’s mediation
service only

Option 1
Parties agree to use SIDREC’s
mediation and
adjudication services

The dispute is referred to SIDREC
for case management

* Case Management Support

If matter is resolved
through case management

Unsuccessful
mediation

Parties proceed
to adjudication

Parties proceed
to mediation
Successful
mediation

Successful
mediation
Unsuccessful
mediation

Parties sign
settlement
agreement

SIDREC issues award;
Investor and member
bound to accept award

Claim dismissed

Full or partial award

SIDREC closes file
* Case Management Support
SIDREC’s case managers assess the eligibility of disputes, review them, procure and verify the necessary information to facilitate a better
understanding of the issues by both parties. The case manager also provides administrative support to all parties and is the point of contact and
communication throughout the process. The mediative approach adopted by SIDREC makes it possible for parties to resolve their disputes and
reach a settlement at any point before the issuance of an award.
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How SIDREC Works

Voluntary Scheme
Court-referred Mediation

Court-referred mediation:
Parties agree to mediation by SIDREC

* Case Management Support

Plaintiff’s lawyer sends SIDREC a written
notification and a copy of all cause
papers filed in court

Parties proceed
to mediation

Unsuccessful
mediation

Successful
mediation

Parties sign settlement agreement

** SIDREC closes file
and parties revert to court
* Case Management Support
SIDREC’s case managers provide administrative support to all parties and is the point of contact and communication throughout the process.
** SIDREC will be guided by the requirements set out in the Practice Direction No. 4 of 2016 (Practice Direction of Mediation).
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Dispute Resolution:
Year in Review

363
224

114
21
12

2011

38

35

31

2012

2013

2014

58 Eligible disputes
1 (2%)

private
retirement
schemes

3 (5%)

bonds

14 (24%)

service
standard

Product
Types

Nature
of
Claims

20 (34%)

26 (45%)

unit trusts

shares & warrants

7 (12%)

structured products

1 (2%)

derivatives

6 (10%)

Member’s
practices &
policies

290
Claims &
Enquiries

in 2019

38 (66%)

market conduct

Who are SIDREC Members?

What is an Eligible Dispute?

SIDREC Members are holders of a Capital Markets
and Services Licence (CMSL) or Registered
Persons under the Capital Markets and
Services Act 2007 (CMSA) who are authorised
to carry out dealings in securities, derivatives,
private retirement schemes (PRS) and fund
management services. They include banks,
brokers, fund managers, unit trusts management
companies and distributors, and two specified
development financial institutions.

Upon receipt of a complaint, SIDREC will first assess its eligibility
and will deem it as an eligible dispute if it meets all the criteria
below:

SIDREC’s Members are bound to participate in
SIDREC’s dispute resolution process for claims
amount of up to RM250,000.

46

•

It is made against a Member of SIDREC;

•

It involves a capital market product or service under
SIDREC’s purview

•

It is brought by an individual investor or sole proprietor;
and

•

It involves a claim of monetary loss.

An eligible dispute will progress through the dispute resolution
process at SIDREC, which includes case management,
mediation and adjudication.

628

Claims & Enquiries
from 2011 to 2019

DR: Year in Review
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440

Total claims and enquiries
Enquiries and ineligible complaints

345

Eligible disputes

290
228

40

2015

83

72

69

2016

2017

58

2019

2018

232 Enquiries (including 94 Ineligible Complaints)
94 (41%)

49 (21%)

18 (19%)
shares & warrants

ineligible
complaints

general
enquiries

1 (1%)
derivatives

68 (29%)

13 (14%)
unit trusts

enquiries related to Bursa Malaysia’s
central depository system (CDS) statement

2 (2%)
private
retirement
schemes

94

Ineligible
Complaints *

a

232

Enquiries
&
Ineligible
Complaints

s
ct

others

cap
it

21 (9%)

enquiries
related to
SIDREC
services

structured
products

rket pro
du
ma

2 (2%)

15 (16%)

2 (2%)
bonds

37 (39%)

4 (4%)

banking
& insurance

- Claimants were referred to OFS

other
capital market
products
* less than 100% due to rounding issues

What are Enquiries?
SIDREC receives enquiries from the general public
who wish to seek further clarification or assistance on:
•

The dispute resolution services provided by SIDREC;

•

Issues they may be experiencing in their
investments; or

•

General enquiries related to the financial
markets or unrelated matters.

The enquiries received may not always fall within
SIDREC’s purview, but SIDREC seizes every opportunity
to inform the public about the redress platform
available at SIDREC. In the event that the matter is
not within SIDREC’s purview, it will assist by referring
the inquirer to the relevant authorities, agencies or
other points of help where possible and provided it is
within SIDREC’s expertise to do so.

An enquiry will be classified as an “ineligible complaint”
if it meets some but not all criteria for it to be deemed
as an “eligible dispute”.
An ineligible complaint can be a complaint relating
to capital market products and services, banking and
insurance products or any other consumer products
and services.
An example of an ineligible complaint is when an
investor is dissatisfied with the apparent unprofessional
service provided by a sales representative of a
SIDREC Member. However, the investor did not suffer
any monetary loss as a result of the conduct of the
said sales representative. In such an instance, SIDREC
will inform the investor that the complaint does not
fall under SIDREC’s purview and refer the investor to
the relevant authority or agency if he or she wishes
to file a complaint on the conduct of said sales
representative.
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Dispute Resolution: Year in Review
Overview
In 2019, SIDREC received a total of 290 claims and enquiries, comprising 58 eligible disputes,
94 ineligible complaints and 138 enquiries.
The total claims and enquiries received during the year decreased by 34% from 440 in 2018
to 290 in 2019, mainly due to the decrease in enquiries relating to Bursa Malaysia’s central
depository system (CDS) statements (169 in 2018 to 68 in 2019) and general enquiries (89 in
2018 to 49 in 2019). At the same time, however, enquiries about SIDREC’s services increased
from 11 in 2018 to 21 in 2019 while ineligible complaints recorded a slight increase from 88
in 2018 to 94 in 2019.
All 58 eligible disputes received by SIDREC in 2019 came under the Mandatory Scheme.
While SIDREC did not receive any eligible disputes under the Voluntary Scheme, there were
enquiries on the Scheme. In addition, there were four eligible disputes where the claimants
opted to limit their claims to a maximum claim limit of RM250,000 in order to avail themselves
to SIDREC’s free services under the Mandatory Scheme.

Eligible Disputes by
Product Types or Services
Of the 58 eligible disputes received in 2019,
26 were related to shares and warrants, 20 to
unit trusts, seven to structured products, three
to bonds and one each to derivatives and PRS.
SIDREC did not receive any disputes relating to
fund management services in 2019.
In line with historical trends since 2016,
eligible disputes relating to unit trusts, shares
and warrants formed the majority of eligible
disputes by product type or service managed
by SIDREC in 2019.
However, there was a slight drop in the number
of such disputes when compared to 2018. In
2019, 79% of eligible disputes (i.e. 46 out of 58)
comprised of disputes relating to unit trusts,
shares and warrants as compared to 82% in 2018
(i.e. 68 out of 83).

“More eligible disputes relating to
structured products”
Another key observation for 2019 is the increase
in eligible disputes relating to structured products
– from three in 2018 to seven in 2019. All seven
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Eligible Disputes by
Product Types 2017 to 2019
40
36
34

35

34

30
26

25

23
20

20
15
10
5

7

7
5
3 3

3
1

0

Private
Retirement
Schemes

2

1
Bonds

4

Unit Trusts

2017

Derivatives

2018

3

1
Structured
Products

Shares &
Warrants

2019

eligible disputes relating to structured products
received for the year revolved around market
conduct. More specifically, they involved the sales
practices of representatives of relevant Members
including mis-selling, inappropriate advice,
product unsuitability and inadequate disclosures.
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Shares &
Warrants

Structured
Products

Unit Trusts

Derivatives

Bonds

Private
Retirement
Schemes

Total

Market
Conduct

Nature of Disputes Received by
Product Types and Services in 2019
Fraud, defalcation or misappropriation

7

0

2

0

0

0

9

Sales practice
(includes mis-selling, bad advice, product
unsuitability, inadequate disclosures)

2

7

8

0

2

1

20

Unauthorised transactions or
non-compliance with instructions

4

0

5

0

0

0

9

0

0

0

0

0

0

0

13

7

15

0

2

1

38

Delays, errors or glitches of online systems

5

0

1

0

0

0

6

Delays, errors or lapses in disclosure

0

0

1

0

0

0

1

Others

Member’s Practices
& Policies

Service
Standard

Sub-total for Market Conduct

Other delays or errors in process

3

0

3

0

1

0

7

Sub-total for Service Standard

8

0

5

0

1

0

14

Fees and charges

2

0

0

1

0

0

3

Disclosure policy

3

0

0

0

0

0

3

Product development and sales policy

0

0

0

0

0

0

0

Others

0

0

0

0

0

0

0

Sub-total for Members’ Practices and Policies

5

0

0

1

0

0

6

26

7

20

1

3

1

58

Total

Eligible Disputes by
Nature of Claims

Nature of Eligible Disputes

Of the 58 eligible disputes received in 2019, 38
related to market conduct, 14 to service standards
and six to Member’s practices and policies.

The types of dispute are classified according to the nature
of their issues. The following are three main descriptions
for nature of claims or disputes including examples of
specific issues that fall under each category.

Eligible Disputes by
Nature of Claims 2017 to 2019

Market Conduct

50

44

42

30

38

37

40

Fraud / defalcation / misappropriation

•

Sales practices e.g. mis-selling, bad advice, product
suitability, inadequate disclosures

•

Unauthorised transactions / non-compliance with
instructions

•

Others

23

Service Standard

20

14

10

5

6

4

0
2017
Market Conduct

•

2018

Service Standard

•

Delays / errors / glitches in online system

•

Delays / errors / lapses in disclosure

•

Other delays / errors in process

2019
Member’s Practices & Policies

Among the three main categories of nature of
claims (i.e. market conduct, service standard and
Member’s practices and policies), eligible disputes
relating to market conduct, which has consistently
formed the highest number of disputes by nature

Member’s Practices / Policies
•

Fees and charges

•

Disclosure policy

•

Product development and sales policy

•

Others
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of claim since 2016, continues to be a leading
issue in 2019. Market conduct related disputes
made up approximately 66% (38 out of 58) of the
total eligible disputes received in the year.

“Market conduct related disputes
continue to be a leading issue”
16%

Fraud

24%

Member’s
Practices
& Policies

16%

Unauthorised
Transactions

66%

Market
Conduct

34%

Sales
Practices

Among market conduct related eligible disputes,
those concerning sales practices remain the
leading issue, similar to the observation made in
2018. The percentage of eligible disputes relating
to sales practices increased from 24% (20 out of
83) in 2018 to 34% (20 out of 58) in 2019.
Some examples of disputes concerning sales
practices include:
(i) Making recommendations without due
consideration for the investors’ financial
objectives and risk profiles;
(ii) Not making full and/or inadequate
disclosures of key features of the products
marketed or distributed by a sales
representative for investors to make an
informed investment decision; and
(iii) Making unreasonable representations on
the rate of return of the investment and /
or insufficient explanation on the potential
risks of the investment.
Three main observations may be made through
the disputes resolved in 2019. First, they suggest
a need for Members to have better oversight over
the sales practices of their agents in addition to
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Second, they indicate a lack of understanding by
both the investors and sales representatives of the
Members of the key features of products that are
being marketed or distributed.
Third, they highlight the need for investors to
be more accountable for their own investment
decisions and to take a more pro-active role in
monitoring their own investments.

Eligible Disputes for
Transactions Executed via
Online Trading Platforms

Service
Standard

10%

better record keeping.

In 2018, SIDREC reported an increase in the
number of claims relating to service standards.
It was observed that this was mainly attributable
to an increase in claims received for transactions
via online platforms. SIDREC further observed
that in view of the efforts to encourage investors
to trade through online platforms and mobile
applications, it is increasingly important for
market intermediaries to ensure that their systems
are reliable, secure and robust.
In 2019, SIDREC received a lower number of
eligible disputes relating to service standards (14
in 2019 when compared to 37 in 2018). Within the
sub-category of service standard, SIDREC received
six eligible disputes relating to delays, errors or
glitches with an online system.
Based on the disputes relating to transactions
executed via online trading platforms managed
by SIDREC in the year, there appears to be a predisposition by Members to rely on the blanket
exclusion clauses in the online trading account
application forms in their attempts to exonerate
themselves from any liability arising from the use
of their trading platforms.
Whether a Member can rely on blanket exclusion
clauses depends on the facts of each case. Generally,
exclusion clauses are only meant to cover the
Member in the event that the failure of the system
is caused by an issue that is not within the control
of the Member who provided the online trading
platform. It does not cover, among others, issues
that can be prevented by the Member concerned
through the implementation of reasonable
preventive measures or issues caused by lapses
on the part of the Member, particularly when the
issues are recurring in nature.
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Resolution of Eligible Disputes
In 2019, SIDREC managed a total of 78 eligible disputes – 20 eligible disputes brought forward from
2018 and the 58 eligible disputes received in 2019. The status of the eligible disputes managed by
SIDREC as at 31 December 2019 is illustrated in the diagram below:
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15

eligible disputes were
resolved at case
management,
mediation or
adjudication

eligible disputes
carried forward to 2020

58

Eligible Disputes
Received in 2019

20

Eligible Disputes
Brought Forward
from 2018

1

eligible dispute filed under the
Voluntary Scheme in 2018 ended
because parties only opted to use
SIDREC’s mediation service and matter
was not resolved at mediation

6

Eligible
Disputes

eligible disputes were
considered “excluded
disputes” as per Rule 8
of SIDREC’s Terms of
Reference (TOR)

11

eligible disputes were
pre-mature cases *

* Under SIDREC’s TOR, one of the pre-conditions for filing a claim with SIDREC is that a claimant must have filed the complaint with the relevant Member prior to filing
the claim with SIDREC. Therefore, if a dispute is submitted “pre-maturely” to SIDREC, it will refer the claimant to the relevant Member in order to provide an opportunity
for the parties to first resolve their dispute without third-party intervention.
All disputes carried forward from year 2018 have been resolved in 2019, save for a claim filed without sufficient details on the issues concerned and the amount of
loss involved. As such, SIDREC was unable to progress on the matter any further. This matter has been re-categorised as submitted “prematurely” to SIDREC. The
investor has been informed that SIDREC has closed the file but would re-look into the matter when the disputed transactions could be identified.

Defining Excluded Disputes
A claim assessed as an eligible dispute by SIDREC may be deemed as an excluded dispute after receiving more information
and documents from the parties to a dispute during the dispute resolution process. Rule 8 of SIDREC’s Terms of Reference
(TOR) states that certain eligible disputes are outside the scope of SIDREC even though they meet the eligibility requirements.
The following is a condensed version of Rule 8. The full TOR is available on SIDREC’s website:
(i) Disputes which involve a Member against which
a winding up order has been made, or where the
Member has been declared insolvent, or is a subject
of a declaration of an event of default pursuant
to the Rules of the Capital Market Compensation
Fund Corporation;

(iv) Disputes that have been referred to a court or
for arbitration, and the case has been decided;
or is pending in the court or arbitration unless
the matter is stayed for the purpose of referral to
SIDREC;

(ii) Disputes arising from a commercial decision by the
Member, e.g. product pricing, fees and charges or
rejection of credit/margin applications;

(v) Disputes involving matters under investigation by
the SC or other enforcement authority, where SC
has issued a direction to SIDREC not to proceed
with its dispute resolution process; and

(iii) Disputes related to product or investment
performance (except for alleged non-disclosure of
risks / misrepresentation);

(vi) Any claim that is time barred under the Limitation
Act 1953 or Limitation Ordinance (Sabah) (Cap. 72)
or Limitation Ordinance (Sarawak) (Cap. 49).
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“91% resolved at
case management or mediation”

4 (9%)

Resolution at
Adjudication

7 (15%)

Resolution at
Mediation

34 (76%)
Resolution at
Case Management

SIDREC’s dispute resolution process includes
case management, mediation and adjudication.
Generally, a claim may be resolved at any stage in
the process. Of the 78 eligible disputes managed
by SIDREC in 2019, 45 were resolved either at
case management (34 eligible disputes or 76%),
mediation (seven eligible disputes or 15%) or
adjudication (four eligible disputes or 9%). The
remaining 33 were either pre-mature cases (11
disputes), excluded disputes (six disputes) or
carried forward to 2020 (15 disputes). In addition,
one claim that was lodged with SIDREC under the
Voluntary Scheme in 2018 ended following an
unsuccessful mediation, and the parties did not
wish to proceed to the next stage of the dispute
resolution process i.e. adjudication.

approach has proven to be effective in the resolution
of cases as 91% (41 out of 45) of the eligible disputes
were resolved at the case management stage (which
involves an in-depth assessment of a claim) or
subsequently through mediation.
Resolution at Case Management
When a claimant files a complaint with SIDREC,
it will be assigned to a case manager who will
determine whether the complaint falls within
SIDREC’s purview. Upon a thorough review of
the available facts of the complaint, the case
manager will then proceed to discuss the matter
with the claimant to better understand the issues
from the claimant’s point of view. At this point,
the case manager may request for any relevant
documents or information that the claimant has
not already submitted to SIDREC. Simultaneously,
the case manager will discuss the matter with
the Member concerned to solicit their response
on the complaint as well as obtain any relevant
documents or information in order to facilitate a
better appreciation of the case.
Of the 34 eligible disputes resolved through case
management in 2019:
•

31 eligible disputes were resolved (or
withdrawn by the claimant) during case
management. These 31 eligible disputes
were resolved (or withdrawn by the claimant)
based on differing factual circumstances as
illustrated in the table below.

•

Three claims were dismissed after a review
at case management stage as they were
considered clearly unsustainable against the
Member concerned.

SIDREC adopts a mediative approach from the
commencement to closure of every case. This
Circumstances of Resolution During Case Management

Resolved after SIDREC intervention or claimant accepted SIDREC’s explanation

12

Pre-mature disputes where SIDREC referred claimants back to Members
- Resolved without further intervention by SIDREC

3

Claimant decided to forgo claim

5

Claimant decided to pursue another avenue

2

Claimant decided to re-file claim with SIDREC

1

Complaint deemed withdrawn; no response from claimant

8

Claim dismissed

3

Total Eligible Disputes Resolved During Case Management
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Number of
Eligible Disputes

34
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What are Eligible Disputes resolved after SIDREC’s Intervention at Case Management?
A total of 12 eligible disputes (or 35% of total claims resolved
at the case management stage) were settled after SIDREC’s
intervention or satisfactory explanation by SIDREC of the
relevant issues to the parties concerned.
Most of SIDREC’s claims are resolved at case management
without further escalation to the next stage in the dispute
resolution process, i.e. mediation and adjudication.
During this stage, SIDREC’s case manager thoroughly
reviews available information to gain a better insight of the
issues from the perspective of both parties and thereafter
tries to bridge the gap between them.
SIDREC finds that parties are more prepared to settle a
claim after better understanding of its surrounding issues.
SIDREC’s case manager will first try to obtain information

Resolution at Mediation
During mediation, the claimant and representatives
of the Member concerned will have an open
discussion to explore possibilities of settlement
with the help of a mediator. It is important to note
that a mediator does not make a decision. It is up
to the parties to decide how they wish to settle the
dispute.
The mediation session is an informal one, where
parties can ask each other questions and respond
to or clarify any points. Should the mediation
be successful, the parties will proceed to sign a
settlement agreement.
In 2019, SIDREC successfully mediated seven
eligible disputes where parties agreed to enter
into settlement agreements, one of which was
a claim filed under its Voluntary Scheme in 2018
and brought forward to 2019.
Resolution at Adjudication
When parties are unable to resolve a dispute
through mediation, the case would proceed to
adjudication if the dispute is submitted under the
Mandatory Scheme. Under the Voluntary Scheme,
the matter will progress to adjudication, only if
both parties agree to use SIDREC’s adjudication
service.

and seek clarification from the parties in order to understand
the facts involved. Thereafter, the case manager will help
the parties to better understand the pertinent issues and
facilitate the communication between them with the aim of
reaching a mutually acceptable settlement.
The successful resolution of an eligible dispute during
the case management stage can be attributed to the cooperation received from parties to a dispute as well as their
willingness and ability to view the issues from each other’s
perspectives with the assistance of SIDREC’s case managers.
SIDREC’s case managers are trained mediators and are
equipped with the knowledge of capital market products
and services. Such combined expertise enables an
informed discussion for the resolution of a case during
the case management stage.

Resolution of Adjudication in 2019

1 (25%)

Claim
Dismissed

3 (75%)
Partial Award
Against Member

In 2019, SIDREC adjudicated and issued decisions
on four eligible disputes under the Mandatory
Scheme comprising of three partial awards
and one dismissal in favour of the Member. All
claimants accepted the decisions, including the
dismissal of a claim.

Appeal to SIAC
SIDREC did not receive any appeals to SIAC in
2019.
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Efficiency & Effectiveness of
SIDREC’s Dispute Resolution
Process
SIDREC aims to resolve all disputes within the
mandated timeline of 90 working days from
the receipt of complete documentation and
information from the disputing parties.
Of the 45 eligible disputes resolved in 2019, 89%
(40 out of 45 eligible disputes) were resolved
within the mandated timeline of 90 working days.
Duration

No. of Eligible
Disputes

Within 90 working days

40

Between 91 and 120 working days

3

Over 120 working days

2

Claims that required over 90 days to resolve were
faced with the following main challenges:
(i) Lack of co-operation from the parties to
the dispute during the dispute resolution
process, including delayed response time
from the parties;
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(ii) New information surfaced during the
dispute resolution process which required
amendments to the claim. Consequently,
more time was required to request for
relevant documents and information
pertaining to the amended claim;
(iii) Co-ordination of mediation sessions and
adjudication hearings involving parties
from countries with different time zones.

Conclusion
The fact that 91% of the eligible disputes that
were resolved in 2019 were resolved during case
management or mediation and 89% were resolved
within the mandated timeline of 90 working days
points to the effectiveness and efficiency of the
dispute resolution services provided by SIDREC.
SIDREC remain steadfast in its commitment to meet
its mandate to provide investors and Members with
a specialised dispute resolution service through an
independent and impartial platform. An effective
and affordable avenue for redress contributes to the
enhancement of investor confidence to participate
in the capital market.

Awareness & Capacity Building
Annual Report 2019

Awareness & Capacity Building

S

IDREC’s 2019 awareness initiatives primarily
comprised direct engagements with
Members and other stakeholders. At the
same time, SIDREC seized on any opportunity to
gain exposure in the traditional media (print and
broadcast) and undertook some level of digital
initiatives. Its capacity building programmes for
the year, meanwhile, took the form of training
programmes that were targeted at strengthening
the core competencies of SIDREC’s staff,
particularly its dispute resolution team.

Respondents’ Geographic Location

25%

Other
states

58%

Respondents
were located in
the Klang Valley

8%

Johor

9%

Penang

An Instructive Survey

17%

Investment Statement
Exhibition / Event

14%

Email

14%
14%

SIDREC Website

6%

Radio

6%

Referred by family / friend

5%

Facebook

3%

Blogs

2%

WhatsApp

1%

Instagram

0

2%

4%

6%

8% 10% 12% 14% 16% 18% 20%

Respondents’ Age Group
7%

4%

≥65 18-24

18%

22%

45

4

-5

The results of the survey thus indicate the need
for SIDREC to increase its efforts to raise the level
of awareness of SIDREC amongst the investing
public. The challenge is to find the right outreach
strategy to encourage investors, particularly retail
investors, to be interested in knowing their rights
as an investor and the available avenues for redress

17%

Newspaper / Magazine

4
-3
25

In spite of all of SIDREC’s awareness efforts over
the last nine years, out of the 10,196 respondents,
only 18.5% have heard of SIDREC. The respondents
heard of SIDREC through the following top five
media channels: newspapers / magazines (17%),
investment statements (17%), exhibitions / events
(14%), e-mails (14%) and SIDREC’s website (14%).

Respondents’ Awareness of SIDREC
by Source

55
-6
4

In the later part of 2019, SIDREC was prompted by
the CMDF Board of Trustees to conduct a survey
aimed at ascertaining the investing public’s level
of awareness of its services. SIDREC conducted
the survey in-house. With the assistance of the
SC and Bursa Malaysia, a survey questionnaire
was distributed via e-mail to almost one million
investors. As at 10 September 2019, SIDREC
received 10,196 response through both channels.
The majority of the respondents were between
25 and 54 of age (71%), lived in the Klang Valley
(58%), invested in shares (followed by unit trusts
and PRS), invested less than RM50,000 annually,
and do so on an infrequent basis (followed by
monthly and quarterly basis).

23%

A ge Gro

34

-4

4

26%
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Awareness Initiatives
Critical to Claims
& Enquiries Received

363

SIDREC’s
utilisation
of CMDF
funding
to intensify
awareness
intiatives

628

440
345
290

228

224

114
21
12
2011

31

35

38

40

2012

2013

2014

2015

Claims & Enquiries

should they have a legitimate claim against their
capital market intermediary prior to them having
such a claim and when things are going smoothly.
It is common human behaviour to only begin to
scramble to seek for a solution when a problem
arises. On this note, while the survey results
were disappointing, it is at least heartening that
amongst the respondents who have not heard of
SIDREC, 77% are interested to know more about
what it does.
Given the fact that SIDREC’s 2019 applications
for a grant from the CMDF to fund its awareness
initiatives and capacity building programmes for
2020-2021 were unsuccessful, much of its work
in this regard for 2020 will be content-driven and
shall be focused on intensifying its collaboration
with Members and other stakeholders throughout
the year.

69

72

83

2016

2017

2018

2019

Eligible Disputes

Awareness Initiatives
The following were SIDREC’s key awareness
initiatives in 2019:
Members’ Briefings
In addition to SIDREC’s larger scale Annual
Members’ Briefing that is traditionally held in
Kuala Lumpur, SIDREC held Members’ Briefing
on a smaller scale in Kota Kinabalu and Kuching
on 1 July and 2 July, respectively. SIDREC took
the opportunity to touch base with its Members
in East Malaysia when it participated in the SC’s
Bersama InvestSmart @ Borneo in Kota Kinabalu
that was held from 29 to 30 June. The briefing
sessions were used to primarily engage with
representatives of Members in that region on
SIDREC’s purview and services.

SIDREC’s Annual Members’ Briefing.
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SIDREC’s Annual Members’ Briefing which took
place on 27 August, saw representatives from
Members receiving updates on SIDREC’s operations
and TOR. In addition, new representatives were
introduced to its purview and services.
In a variation to the Annual Members’ Briefing
programme, SIDREC invited two members from
its Panel of Mediators and Adjudicators (Shanti
Abraham Mathew and Wong Lu Peen) to provide
some insights into SIDREC’s dispute resolution
processes, including suggested practices for
a smoother process between all parties. The
session was extended due to the high number of
questions from Members who were interested to
know more about the process.

Investor Engagements
SIDREC participated in the PJ Start-Up Festival
2019, two InvestSmart @ SC events, Bersama
InvestSmart @ Borneo in Kota Kinabalu, Sabah
and the SC’s annual flagship event – InvestSmart
Fest 2019. For the second year running, SIDREC
invited its counterpart in the financial services –
OFS – to jointly participate in the InvestSmart Fest
held at the Mid Valley Exhibition Centre.
The joint participation was a combined effort to
provide visitors with a holistic one-stop booth
for all their enquiries on disputes relating to
financial services and the capital market involving
monetary claims.
On 10 October, SIDREC participated in FIMMAC
(Federation of Investment Managers Malaysia
Annual Convention) as a panelist on one of
the convention’s discussion forums entitled:
“Transformation of the Modern Sales Pitch,”
which discussed, among others, the pros and
cons of the rapid digitalisation of the investment
landscape.

Shanti and Wong shared their insights at the Briefing in KL.

On 4 November, SIDREC participated in the
Kenanga Fraud Awareness Week Games,
organised by Kenanga Investment Bank Berhad.

Bersama InvestSmart @ Borneo in Kota Kinabalu.
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Other Stakeholder Engagements
SIDREC collaborated with KDU University College
(now UOW Malaysia-KDU) in two installments
(one in January and the other in September) on
a pilot project which incorporated elements of
financial literacy into the university college’s
undergraduate CSR course.
This SIDREC-led pilot project was put together
in partnership with Bursa Malaysia and PPA. It is
a strategic initiative aimed at providing students
with foundational knowledge of investing for their
future as well as the importance of financial and
retirement planning and having a more organised
financial life.
SIDREC, Bursa Malaysia and PPA each gave a onehour lecture to the students to provide them with
an overview of their respective roles and purview
in the capital market eco-system. The students
were quizzed on the three lectures in addition to
their understanding on CSR based on their class
lectures.
The coursework culminated in a competition
where students presented an awareness campaign
proposal and a video to increase public awareness
on the importance of savings and investment,
retirement planning as well as the availability
of a redress avenue for disputes. Students were
assigned to work in groups to conceptualise
promotional campaigns.
Also, as part of their awareness campaigns, each
group was given the task of producing a video
encompassing SIDREC, Bursa Malaysia and PPA
which they would incorporate into their proposed
campaigns. The students presented their
campaign concepts and videos before judges
representing the respective stakeholders. The
winning teams took away RM9,000 worth of prizes,
sponsored by SIDREC, Bursa Malaysia and PPA. In
the two installments of the programme, SIDREC,
Bursa Malaysia and PPA connected with close to
300 students and was prominently featured in
Nanyang Siang Pau on 26 June.
In its quest to broaden its awareness beyond the
shores of the peninsula, SIDREC connected with
the Rotary Clubs of Kota Kinabalu, Sabah.
SIDREC delivered a presentation on its role in the
capital market eco-system and dispute resolution
processes to the Rotary Club of Luyang and
connected with a few other Rotary Club presidents
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in the city in addition to making a courtesy call
to the president of the Kota Kinabalu Chinese
Chamber of Commerce & Industry (KKCCCI).
The effort received extensive non-paid newspaper
coverage in Kota Kinabalu with the facilitation of the
Rotary Club of Luyang. Stories of these liaisons were
published in five different newspapers, namely the
Daily Express, Sin Chew Jit Poh, Asia Times, See Hua
Daily News and Overseas Chinese Daily.
Finally, as part of its engagement with industry
stakeholders, SIDREC jointly organised a talk
with the FPAM on 13 September to familiarise 16
licensed financial planners (LFPs) with its services,
the mediation and adjudication processes and the
steps involved in submitting a monetary claim. At
the same time SIDREC answered queries from the
floor.

SIDREC-FPAM joint talk for licensed financial planners.

Print, Broadcast & Social Media Exposure
In 2019, SIDREC gained 15 exposures in the print
and broadcast (radio) media.
SIDREC’s print media exposure began in 2019 with
a piece on the formation of Ombudsman Malaysia
in the 5-11 January issue of Focus Malaysia. SIDREC,
together with OFS were interviewed for the piece.
This news piece was followed by a Nanyang Siang
Pau interview on the dispute resolution process
and how it benefits retail investors. SIDREC shared
examples of the types of monetary loss in which
it could help. The interview was featured as an
exclusive front-page story on 15 April with a
follow-up piece published the following day.
Thereafter, SIDREC appeared in other print media
outlets such as China Press, The Malaysian Reserve
and Sin Chew Jit Poh throughout the year.
As for radio broadcast, on 14 August, SIDREC was
interviewed “live” on CityPlus 106FM, a Chinese
business station, where SIDREC explained its role
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No.

Date

Media Channel

Type

Title

1.

5 Jan

Focus Malaysia

Print

Ombudsman Malaysia to Boost Transparency, Accountability

2.

15 Apr

Nanyang Siang Pau

Print

SIDREC Provides Solutions for Investment Disputes

3.

16 Apr

Nanyang Siang Pau

Print

Five Pitfalls of which Retail Investors Need to Be Aware

4.

7 May

The Malaysian Reserve

Print

SIDREC May Have Got Its Formula Right

5.

12 Jun

China Press

Print

Do Not Give Away Online Passwords

6.

12 Jun

Asia Times

Print

SIDREC to Promote ADR in Sabah

7.

12 Jun

Overseas China Daily

Print

SIDREC Seeking Tie-Ups with the KKCCCI to Promote ADR

8.

13 Jun

Sin Chew Jit Poh

Print

SIDREC to Promote ADR in Conjunction with Bersama InvestSmart @ Borneo

9.

13 Jun

See Hua Daily News

Print

SIDREC Engaging with Rotary Clubs and the KKCCCI to Promote ADR

10.

15 Jun

Daily Express

Print

Towards Smart Investing

11.

26 Jun

Nanyang Siang Pau

Print

Malaysia’s First Investment Literacy CSR Programme

12.

13 Jul

China Press

Print

SIDREC CEO Overcomes Challenges to Go Forward

13.

14 Aug

CityPlus FM106

Broadcast

14.

11 Sept

Sin Chew Jit Poh

Print

More Than 400 Disputes and Enquiries in 2018

15.

9 Dec

The Malaysian Reserve

Print

SIDREC Appoints New CEO

He Accidentally Sold My Shares!
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and jurisdiction in the capital market along with
examples of situations in which SIDREC can assist
retail investors to resolved their disputes. The
session is available for listening as a podcast on
the radio station’s website.
SIDREC is extremely grateful for the willingness of
media houses to promote its dispute resolution
services to the retail investors on a pro bono basis
and hope to be able to collaborate with them in
2020.
Digital & Social Media Campaign
On the digital front, in conjunction with the annual
IOSCO ‘s WIW, SIDREC launched a seven-day social
media campaign (on Facebook, Instagram, Twitter
and LinkedIn) from 30 September to 6 October
which provided investors with helpful investment
tips and information.

SIDREC’s WIW postings on social media.

WIW’s key message for 2019 centred on initial coin
offerings (ICOs), digital assets and online investing.
Going along with this theme, SIDREC’s social
media postings promoted tips on safe practices
when investing online while reminding investors
that they are more than welcome to connect with
SIDREC through its website or phone should they
need help.
SIDREC’s e-publication, dr, was circulated in March,
July and December 2019. The e-publications
offered readers a glimpse into some of SIDREC’s
public engagement activities for the year.

SIDREC’s dr newsletters that were circulated in 2019.
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Capacity Building
Programmes
Building the capacity of SIDREC’s case managers
was given priority in 2019; dispute resolution,
being SIDREC’s core business.
On 27 February, SIDREC’s dispute resolution
team participated in a workshop organised
by the Securities Industry Development
Corporation (SIDC) where they were shown
the characteristics of market misconduct for
better case analysis guided by the regulator’s
expectations. The workshop discussed in detail
the nature and severity of market misconduct
which includes activities such as insider trading,
market manipulation, false trading, price rigging,
disclosure of information about prohibited
transactions and disclosure of false or misleading
information. Workshop participants were also
alerted to the disciplinary actions imposed and
penalties meted by regulators.
On 24-25 June, as part of SIDREC’s effort to ensure
that its dispute resolution service is at least at
par with its regional and global peers, in terms
of quality, relevance, practice and approach, it
engaged Dr Jamie Orchard, a member of SIDREC’s
Advisory Group who is also the former Executive
General Manager (Resolution) of the Financial
Ombudsman Services of Australia (FOS Australia)
to tap on his experience in the ADR business.
During the two-day engagement with Dr Orchard
at SIDREC’s office, its dispute resolution team
deep-dived into various ADR areas and shared
insights and challenges faced throughout its
dispute resolution process while learning of issues
and concerns faced by FOS Australia and their
approach in dealing with them.
In the same week, on 26-28 June, SIDREC and
OFS also learned from another peer when they
undertook a joint consultation programme and
sharing session with Ger Deering, the Ombudsman
of Financial Services and Pension Ombudsman
(FSPO)’s Bureau of Ireland.
During the three-day session, both SIDREC and
OFS learned from the FSPO’s experiences while
sharing the Malaysian experience from SIDREC’s
and OFS’ perspectives. Dr Orchard was also invited
to this joint consultation and sharing session to
provide comparisons between FSPO’s and FOS
Australia’s dispute resolution approaches. SIDREC’s
dispute resolution team also discussed insights,
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SIDREC and OFS shared their findings from the group activity.

current issues and emerging trends based on case
studies relating to actual insurance, banking and
investments cases.
The learning experience was further enhanced
with the incorporation of role plays where issues
and learning points from mediation sessions
were discussed. The consultation and sharing
session benefitted not only the dispute resolution
team, but also the operations and corporate
communication teams of both SIDREC and OFS,
as it encompassed the practice of a dispute
resolution body as a whole.
On 11 July, SIDREC attended the CRO Lecture
Series on cost benefit analysis (CBA) in policymaking to better understand how CBA, built on
strong market knowledge, helps in policy-making.
CBA is a holistic and structured way to assess
the costs and benefits that a policy is expected
to generate. It is also a systematic and scientific
method to assess the impact of policies, which
provides greater transparency and accountability
of policy decisions.
On the same day i.e. 11 July, the corporate
communication team, attended the Malaysian PR
Summit 2019, organised by the Public Relations &
Communications Association of Malaysia (PRCA)
to update communication practitioners on
building reputation in the world of information
overload and fake news. Reputation and trust are
issues that are extremely challenging in marketing
in today’s digital world. Industry experts and
leaders from major Malaysian and multinational
companies shared their communication and
leadership strategies which were instrumental in
helping them build winning brands and corporate
reputation.
On 30 September to 2 October, SIDREC participated
in the 12th International Network of Financial

Deering at the joint consultation programme.

Services Ombudsman Schemes Conference (INFO
2019) in Johannesburg, South Africa to connect
with industry peers from around the world as well
as to be updated with the latest best practices
of the various schemes. SIDREC and OFS will be
jointly hosting the 13th International Network
of Financial Services Ombudsman Schemes
Conference (INFO 2020) from 27 to 30 September
2020 in Kuala Lumpur. This joint undertaking will
be a boon to both ADR bodies’ efforts in capacity
building. On SIDREC’s part, its case managers will
benefit from the experiences of its peers from
other jurisdictions.
Finally, just as SIDREC consults and benefits from
the sharing with its more advanced peers, it also
shares its experiences with other jurisdictions
that are looking to establish their own dispute
resolution centres. In November 2019, SIDREC
was invited by the SEC Thailand to share the value
proposition of a specialist ADR body to industry
players as well as good practices in this regard
with the SEC Thailand.
The engagement was split into two sessions. The
first session consisted of a direct briefing session
between SIDREC and the SEC Thailand. During this
session, SIDREC shared its regulatory framework,
governance structure, dispute resolution
approaches and processes and the challenges
that it faced and how they were addressed.
The second session comprised an engagement with
the SEC Thailand’s industry stakeholders. SIDREC
explained the benefits of the establishment of an
independent and impartial body to assist with the
resolution of disputes relating to monetary claims
that may arise between industry players and
their clients / customers. This engagement was
conducted with the aim of garnering the support
of industry players for such a scheme based on
SIDREC’s experiences.
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2019

SIDREC & OFS jointly organised a Knowledge
Sharing Programme with the Financial Services
and Pensions Ombudsman, Ireland and
Dr Jamie Orchard

In Brief

26 June

First SIDREC-KDU CSR Programme
20 February, 28 March

SIDREC Engagement with the Kota Kinabalu
Rotary Clubs and KK Chinese Chamber
of Commerce & Industry
21 May

January

February

Exhibition at the
PJ Startup Fest

March

April

9th Annual General Meeting
10 April

22 February

May

June

Exhibition at Bersama
InvestSmart @ Borneo
in Kota Kinabalu
29-30 June

Exhibition at the
InvestSmart @ SC
13 April

CEO Guest Lecture
on ADR at UKM Bangi
23 April

Engagement with the
Sabah Law Society
29 June
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SIDREC went live
on CityPlus 106FM

SIDREC-FPAM Joint Talk
for Licensed Financial
Planners (LFPs)

14 August

13 September

SIDREC joined
Kenanga’s
FAW Games
4 November

SIDREC joined
SC’s Family Day
at FRIM
24 August

Exhibition at the
InvestSmart @ SC
9 December

SIDREC shared the Value
Proposition of a Specialist
Dispute Resolution Platform
with the SEC Thailand
and Industry Stakeholders

Annual Members’ Briefing
27 August

20 November

Attended the
INFO Network Conference
in South Africa
30 September - 2 October

July

August

Members’ Briefing in
Kota Kinabalu & Kuching
1-2 July

September

Second
SIDREC-UOWMKDU
CSR Programme

October

November

December

Exhibition and Public Engagement
at SC’s InvestSmart Fest
in Mid Valley Exhibition Centre
18-20 October

25 September, 13 November

Courtesy Visit to
Bank Negara Malaysia’s
Kota Kinabalu Office
1 July

Meeting with the
Rotary Clubs
of Kota Kinabalu
and Kuching
1-2 July

Public
Engagement
at KKCCCI
25 July

SIDREC invited to
the FIMM Annual
Convention
10 October

SIDREC attended the
SC’s Annual Dinner
29 November
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Members
SIDREC Members comprise entities, who are either licensed
or registered by the SC pursuant to the CMSA, to deal in the
following regulated activities:

Fund
Management

Unit Trusts

Securities

Derivatives

Private Retirement
Schemes

Members include investment banks, commercial banks,
Islamic banks, stockbrokers, derivatives brokers, fund
management companies, UTMCs, institutional unit trust
advisers, corporate unit trust advisers and PRS advisers,
providers and distributors.
The following are the lists of Members as at 31 December
2019 according to these categories:
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a.

Capital Markets Services Licence holders; and

b.

Registered Persons
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Type of Regulated Activities

Capital Markets Services Licence Holders
1

A.D. Financial Sdn Bhd

2

Aberdeen Standard Investments (Malaysia) Sdn Bhd

3

Aberdeen Standard Islamic Investments (Malaysia) Sdn Bhd

4

AE Research Management Sdn Bhd

5

Affin Hwang Asset Management Berhad

6

Affin Hwang Investment Bank Berhad

7

AIA Pension And Asset Management Sdn Bhd

8

AIIMAN Asset Management Sdn Bhd

9

AIMS Asset Management Sdn Bhd

10

Alliance Investment Bank Berhad

11

Alpha REIT Managers Sdn Bhd

12

Amanahraya Investment Management Sdn Bhd

13

Amanah Saham Nasional Berhad

14

Amanah Saham Sarawak Berhad

15

Amara Investment Management Sdn Bhd

16

AmFunds Management Berhad

17

AmInvestment Bank Berhad

18

AmIslamic Funds Management Sdn Bhd

19

Amundi Islamic Malaysia Sdn Bhd

20

Amundi Malaysia Sdn Bhd

21

Apex Investment Services Berhad

22

Areca Capital Sdn Bhd

23

Assar Asset Management Sdn Bhd

24

Bill Morrisons Wealth Management Sdn Bhd

25

BIMB Investment Management Berhad

26

BIMB Securities Sdn Bhd

27

Blueprint Planning Sdn Bhd

28

BNP Paribas Asset Management Malaysia Sdn Bhd

29

BNP Paribas Asset Management Najmah Malaysia Sdn Bhd

30

CC Advisory Sdn Bhd

31

Capital Dynamics Asset Management Sdn Bhd

32

CGS-CIMB Futures Sdn Bhd

33

CGS-CIMB Securities Sdn Bhd

34

CIMB Investment Bank Berhad

35

Citigroup Global Markets Malaysia Sdn Bhd

36

CLSA Securities Malaysia Sdn Bhd

37

Corston-Smith Asset Management Sdn Bhd

38

Credit Suisse Securities (Malaysia) Sdn Bhd

39

Eastspring Al-Wara’ Investments Sdn Bhd

40

Eastspring Investment Berhad

Fund
Management

Securities
(Unit Trust)

Securities

Derivatives

Private
Retirement
Scheme

(formerly known as CIMB Futures Sdn Bhd)

(formerly known as Jupiter Securities Sdn Bhd)

continued on the following page
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Type of Regulated Activities

Capital Markets Services Licence Holders

66

41

Etalage Sdn Bhd

42

Excellentte Consultancy Sdn Bhd

43

FA Advisory Sdn Bhd

44

FA Securities Sdn Bhd

45

Fedrums Sdn Bhd

46

Finwealth Management Sdn Bhd

47

FIN Freedom Sdn Bhd

48

Fortress Capital Asset Management (M) Sdn Bhd

49

Franklin Templeton Asset Management (Malaysia) Sdn Bhd

50

Franklin Templeton GSC Asset Management Sdn Bhd

51

GAX MD Sdn Bhd

52

Genexus Advisory Sdn Bhd

53

Golden Touch Asset Management Sdn Bhd

54

Goldman Sachs (Malaysia) Sdn Bhd

55

Guidance Investments Sdn Bhd

56

Harveston Wealth Management Sdn Bhd

57

Hong Leong Asset Management Berhad

58

Hong Leong Islamic Asset Management Sdn Bhd

59

Hong Leong Investment Bank Berhad

60

iFAST Capital Sdn Bhd

61

i-VCAP Management Sdn Bhd

62

Inter-Pacific Asset Management Sdn Bhd

63

Inter-Pacific Securities Sdn Bhd

64

JF Apex Securities Berhad

65

JPMorgan Securities (Malaysia) Sdn Bhd

66

KAF Investment Funds Berhad

67

KAF Equities Sdn Bhd

68

Kedah Islamic Asset Management Berhad

69

Kenanga Futures Sdn Bhd

70

Kenanga Investment Bank Berhad

71

Kenanga Investors Berhad

72

Kenanga Islamic Investors Berhad

73

Kumpulan Sentiasa Cemerlang Sdn Bhd

74

Legacy Advisory Sdn Bhd

75

Libra Invest Berhad

76

LT International Futures (M) Sdn Bhd

77

M & A Securities Sdn Bhd

78

Macquarie Capital Securities (Malaysia) Sdn Bhd

79

Magnisave Group Sdn Bhd

80

Malacca Securities Sdn Bhd

(formerly known as Hong Leong Fund Management Sdn Bhd)

(formerly known as KAF-Seagroatt & Campbell Securities Sdn Bhd)

Fund
Management

Securities
(Unit Trust)

Securities

Derivatives

Private
Retirement
Scheme
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Type of Regulated Activities

Capital Markets Services Licence Holders
81

Manulife Asset Management Services Berhad

82

Maybank Asset Management Sdn Bhd

83

Maybank Investment Bank Berhad

84

Maybank Islamic Asset Management Sdn Bhd

85

Mercury Securities Sdn Bhd

86

MIDF Amanah Asset Management Berhad

87

MIDF Amanah Investment Bank Bhd

88

MTC Asset Management (M) Sdn Bhd

89

Muamalat Invest Sdn Bhd

90

Navis Management Sdn Bhd

91

Navis Management (I) Sdn Bhd

92

Nomura Asset Management Malaysia Sdn Bhd

93

Nomura Islamic Asset Management Sdn Bhd

94

Nomura Securities Malaysia Sdn Bhd

95

Opus Asset Management Sdn Bhd

96

OUD Asset Management Sdn Bhd

97

Pacific Mutual Fund Berhad

98

PCB Asset Management Sdn Bhd

99

Pengurusan Kumipa Berhad

100

Permodalan BSN Berhad

101

Permodalan Nasional Berhad

102

Pheim Asset Management Sdn Bhd

103

Pheim Unit Trusts Berhad

104

Phillip Capital Management Sdn Bhd

105

Phillip Futures Sdn Bhd

106

Phillip Mutual Berhad

107

PineBridge Investments Malaysia Sdn Bhd

108

PM Securities Sdn Bhd

109

PMB Investment Berhad

110

Principal Asset Management Berhad

111

Principal Islamic Asset Management Sdn Bhd

112

PTB Unit Trust Berhad

113

Public Investment Bank Berhad

114

Public Mutual Berhad

115

Rakuten Trade Sdn Bhd

116

RHB Asset Management Sdn Bhd

117

RHB Investment Bank Berhad

118

RHB Islamic International Asset Management Berhad

119

Saham Sabah Berhad

120

Saturna Sdn Bhd

Fund
Management

Securities
(Unit Trust)

Securities

Derivatives

Private
Retirement
Scheme

(formerly known as CIMB-Principal Asset Management Bhd)
(formerly known as CIMB-Principal Islamic Asset Management Bhd)

continued on the following page
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Type of Regulated Activities

Capital Markets Services Licence Holders
121

SDB Asset Management Sdn Bhd

122

Singular Asset Management Sdn Bhd

123

SJ Securities Sdn Bhd

124

SP Investment Management Sdn Bhd

125

Standard Financial Adviser Sdn Bhd

126

StashAway Malaysia Sdn Bhd

127

TA Futures Sdn Bhd

128

TA Investment Management Berhad

129

TA Securities Holdings Berhad

130

UBS Securities Malaysia Sdn Bhd

131

UOB Asset Management (Malaysia) Berhad

132

UOB Islamic Asset Management Sdn Bhd

133

UOB Kay Hian Securities (M) Sdn Bhd

134

Value Partners Asset Management Malaysia Sdn Bhd

135

VCAP Asset Managers Sdn Bhd

136

VKA Wealth Planners Sdn Bhd

137

Wahed Technologies Sdn Bhd

138

Wealth Vantage Advisory Sdn Bhd

139

Whitman Independent Advisors Sdn Bhd

140

Yes Financial Sdn Bhd

141

Yutaka Shoji Malaysia Sdn Bhd

142
143
144
145
146
147
148
149
150
151
152
153
154
155
156
157
158
159
160
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Fund
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Securities
(Unit Trust)

Securities

Derivatives

Private
Retirement
Scheme
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Type of Regulated Activities

Registered Persons
1

Affin Bank Berhad

2

Affin Islamic Bank Bhd

3

Al Rajhi Banking & Investment Corporation (Malaysia) Berhad

4

Alliance Bank Malaysia Berhad

5

Alliance Islamic Bank Berhad

6

AmBank (M) Berhad

7

AmBank Islamic Berhad

8

Bangkok Bank Berhad

9

Bank Islam Malaysia Berhad

10

Bank Kerjasama Rakyat Malaysia Berhad

11

Bank Muamalat Malaysia Berhad

12

Bank of America Malaysia Berhad

13

Bank of China (Malaysia) Berhad

14

Bank Simpanan Nasional

15

BNP Paribas Malaysia Berhad

16

China Construction Bank (Malaysia) Berhad

17

CIMB Bank Berhad

18

CIMB Islamic Bank Berhad

19

Citibank Berhad

20

Deutsche Bank (Malaysia) Berhad

21

Hong Leong Bank Berhad

22

Hong Leong Islamic Bank Berhad

23

HSBC Amanah Malaysia Berhad

24

HSBC Bank Malaysia Berhad

25

India International Bank (Malaysia) Berhad

26

Industrial and Commercial Bank of China (Malaysia) Berhad

27

J.P. Morgan Chase Bank Berhad

28

Kuwait Finance House (Malaysia) Berhad

29

Malayan Banking Berhad

30

Maybank Islamic Berhad

31

MBSB Bank Berhad

32

Mizuho Bank (Malaysia) Berhad

33

MUFG Bank (Malaysia) Berhad

34

OCBC Al-Amin Bank Berhad

35

OCBC Bank (Malaysia) Berhad

36

Public Bank Berhad

37

Public Islamic Bank Berhad

38

RHB Bank Berhad

39

RHB Islamic Bank Berhad

40

Standard Chartered Bank Malaysia Berhad

41

Standard Chartered Saadiq Berhad

42

Sumitomo Mitsui Banking Corporation Malaysia Berhad

43

The Bank of Nova Scotia Berhad

44

United Overseas Bank (Malaysia) Berhad

Fund
Management

Securities
(Unit Trust)

Securities

Derivatives

Private
Retirement
Scheme
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