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President Stresses the need to
Promote Digital Banking
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The President of Islamic Re-
public of Pakistan, Dr. Arif Alvi has
emphasized upon the need to pro-
mote digital banking. Addressing an
awareness Seminar on “Digital Sys-
tem for Public Welfare: Weaknesses
and Remedies”, jointly organized by
Banking Mohtasib Pakistan and Ex-
press Media Group at Aiwan-e-Sadr,
Islamabad on 9th March, 2023, the
President elaborated that in order
to move out of economic crisis,
we have to move towards digitiza-
tion with a faster pace. He added
that presently people are afraid to
adopt new technology because of
fraud and forgeries. The President
said that fraud and forgeries do
take place, but we have to educate
people that the risk of fraud in the
system is lesser as compared to its
advantages. He urged the bankers to
make efforts in spreading the pub-
lic awareness in this regard so as to
protect the people from fraudsters.

The President lauded the efforts
of Banking Mohtasib in provid-
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ing relief to the aggrieved banking
customers and also praised the
State Bank of Pakistan and banks
as they have made it possible for
women to open their accounts by
sitting at home. There would be lot
of gains if the women are linked up
with digital system because they
constitute more than 50% of the
country’s population, he added.

Speaking on the occasion, Bank-
ing Mohtasib Pakistan, Mr. Muham-
mad Kamran Shehzad welcomed
the President and thanked him for
allowing to host a Seminar at the
Presidency. He added that Institu-
tion of Banking Mohtasib had dis-
posed of 160,644 complaints and
provided relief of Rs 4.8 billion to
the banking customers since its
inception in 2005 till December,
2022 which is a proof of the effec-
tiveness of the Banking Mohtasib’s
institution which provides free
of cost service to Complainants.

He also underlined the need
for formulating separate rules for
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online purchases in view of rapid
increase in online purchases and
that these rules may be publicized
for the benefit of the people, Mr.
Kamran Shehzad added. He also
suggested that a list of genuine
traders in each city may be pre-
pared which should be regularly
updated so that online purchas-
ers may be protected from losses.

The Banking Mohtasib also em-
phasized on the banks to launch
their public awareness campaign
in regional languages also so as
to spread outreach of the aware-
ness messages particularly for
the people living in rural areas.

Speaking on the occasion, the
Executive Director, State Bank of
Pakistan, Syed Sohail Javaad dis-
closed that the number of mobile
users has shot up to 12.3 million
in 2022 from 1.4 million in 2012.
He said that 3.3 million transac-
tions worth Rs 13.6 billion took
place in 2012 whereas 12.3 mil-
lion transactions worth Rs 12 tril-
lion took place by the end of 2022.
This speaks of the growth of digital
banking in the country, he added.

Mr. Tawfiq A. Hussain, Secretary
General, Pakistan Banks’ Association
speaking on the occasion said that
digitization has played an important
role in the banking industry and in
achieving the target of financial in-
clusion of the Government and State
Bank of Pakistan. He assured that
banking industry in the country is
dynamic and amenable to the tech-
nological developments of the day
with vigour speed and efficiency.
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Dr. Arif Alvi Chairs Meeting on Banking Issues, Disability Initiatives
of Banks and Women Empowerment

The President of Islamic Re-
public of Pakistan, Dr. Arif Alvi
presided over a meeting on
“Banking Issues, Disability Ini-
tiatives of Banks and Women
Empowerment” at Governor
House, Karachi on February
15, 2023 which was attended
by the Banking Mohtasib Paki-
stan and his team, representa-
tives from various banks, State
Bank of Pakistan, Pakistan
Banks’ Association, FIA and PTA.

The President stressed the
need to make collective efforts
for the employability, facilita-
tion, and acceptability of differ-
ently-abled people (DAPs) to
make our society more inclusive.

He asked the banking sec-

tor to devise an annual reward
mechanism to encourage those
banks which are performing
well in the areas of women em-
powerment and financial inclu-
sion of persons with disabilities.

Dr. Alvi asked the banking in-
dustry to develop win-win part-
nerships with NGOs or private
organizations to promote inclu-
siveness and development in soci-
ety through their Corporate Social
Responsibility (CSR) programs.

He said that around 24% of the
population in Pakistan is suffering
from some form of mental stress.
PTA will be asked to create mass
awareness about issues related to
mental health through mobile ser-
vice messages, the Presidentadded.
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Dr. Alvi said the business-
es should also dispense their
responsibilities towards soci-
ety to help the marginalized
segments of society, especial-
ly persons with disabilities.

The key points discussed
during the meeting include
inclusiveness  of  different-
ly-abled people in society by
providing them opportunities
for employment and by facili-
tating them in all walks of life.

Representatives of  State
Bank of Pakistan, Pakistan
Banks’ Association, FIA and
PTA presented their views at
the meeting. They highlight-
ed the issues related to digital
banking during the meeting.

Banking Mohtasib Provides Rs 209.15 (M) Relief
to Banking Customers in First Quarter

The Banking Mohtasib Paki-
stan has provided monetary relief
amounting to Rs 209.15 million to
the banking customers by dispos-
ing of 5,589 complaints against
commercial banks during the first
quarter (January to March, 2023)
of the current calendar year.

The Banking Mohtasib has
received 7,833 new complaints,
including 2,175 from Prime
Minister’s Portal from 1st Jan-
uary to 31st March, 2023.

With a view to protecting the
people from fraudulent activities
which are rampant now a days,

the Banking Mohtasib Paki-
stan, Mr. Muhammad Kamran
Shehzad has emphasized upon
the banking customers not to
disclose their personal and fi-
nancial credentials to any third
person. On receipt of suspicious
calls they should immediately
approach the nearest branch
of their bank or contact the
helpline of the bank, he added.
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Banking Mohtasib calls on The President
Islamic Republic of Pakistan

The
Pakistan,
Kamran Shehzad, called on
the President Islamic Repub-
lic of Pakistan, Dr. Arif Alvi

Banking Mohtasib
Mr. Muhammad

at the Sindh Governor House,
Karachi on January 13, 2023.

Mr. Kamran Shehzad briefed
the President about the perfor-
mance and achievements of his or-

ganization during the year 2022.

Appreciating the perfor-
mance of BMP, the President
said that the institution of
Banking Mohtasib was playing
avaluable role in providing in-
expensive and expeditious jus-
tice to victims of bank fraud.
He underlined the need to cre-
ate awareness through media
about the services being pro-
vided by the Banking Mohta-
sib so that more and more
people could benefit from its
services against the malad-
ministration of bank officials.

Dr. Alvi assured the Bank-
ing Mohtasib of his full sup-
port in further strengthening
the institution to quick-
ly redress the grievanc-
es of the account holders.

Banking Mohtasib Meets SBP Governor

The Banking Mohtasib Pa-
kistan, Mr. Muhammad Kam-

ran Shehzad called on the Gov-
ernor, State Bank of Pakistan,

Mr. Jameel Ahmad at Gover-
nor’s Office in Karachi on 24th
February, 2023. He was ac-
companied by the Senior Ad-
visor, BMP, Mr. Farhat Saeed.

Besides presenting the An-
nual Report of the Banking
Mohtasib for the year 2022,
detailed discussions were
held on matters of mutual
interest and certain sugges-
tions were made in order to
improve the banking services
to customers and protect
them from fraudulent activ-
ities and forgeries which are
very common now a days.
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Institution of Banking Mohtasib Provides Relief of about One Billion
to Banking Customers in 2022: Mr. Muhammad Kamran Shehzad

The Banking Mohtasib Paki-
stan, Mr. Muhammad Kamran
Shehzad while addressing a
press conference at the Institute
of Bankers Pakistan on 9th Feb-
ruary, 2023 disclosed that his in-
stitution has provided relief of
about one billion (Rs 974.36 mil-
lion) to the banking customers by
disposing of 27,658 complaints
against commercial banks
during the calendar year 2022.

While unveiling the Annual
Report 2022 of BMP, Mr. Kam-
ran Shehzad elaborated that out
of 35,265 complaints, 21,822
(79%) were resolved amica-
bly through reconciliation, 734
(3%) complaints were decid-
ed after formal hearings while
5,102 (18%) cases were dis-
posed of / rejected being in-
complete, frivolous or due to
lack of jurisdiction as per law
under which the institution of
Banking Mohtasib has been es-
tablished and 7,607 complaints
remained outstanding as on
December 31, 2022. He added
that 30,493 complaints were
received during the year 2022

whereas 4,772 complaints were
brought forward from 2021. He
further said that the Banking
Mohtasib had provided relief of
Rs 709 million by disposing of
32,592 complaints out of 37,364
during the calendar year 2021.

Mr. Kamran Shehzad said that
there was an increase of 31%
in receipt of public complaints
lodged directly with BMP, where-
as there was a slight decrease in
the complaints received on Prime
Minister’s Portal during 2022.

Mr. Kamran Shehzad said
that the Banking Mohtasib has
extended its outreach by open-
ing up two new offices - one in
Faisalabad and the other in Mu-
zaffarabad - during the year. He
also mentioned that under law
the Banking Mohtasib provides
free of cost services to the com-
plainants at their door steps.

He said that BMP Office has up-
graded its information system by
introducing an online portal with
effect from 1st January, 2023. It
would shortly provide conve-
nience to the complainants to
lodge and track their complaints
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through online portal and mo-
bile application. The Banking
Mohtasib Pakistan has also re-
vamped its website and made
it more user friendly, he added.

He said that the Banking
Mohtasib is planning to launch
conventional and digital me-
dia campaign for the benefit of
banking customers. Mr. Kamran
Shehzad has also stressed upon
all banks to collectively launch
a massive public awareness
campaign through all forms of
media to educate banking cus-
tomers in order to protect them
from frauds and forgeries. He
also urged upon the commer-
cial banks to take substan-
tive, meaningful and effective
steps for the foolproof security
of their customers’ deposits.

Earlier, Mr. Kamran Shehzad
while welcoming the represen-
tatives of print and electronic
media praised their support
for creating awareness about
the grievances of general pub-
lic with regard to issues con-
cerning the general public viz-
a-viz the commercial banks.
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Seminar on “Transparency In Bancassurance and Role of Ombudsmen”
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A Seminar on “Transparen- ident of Islamic Republic of Mr. M. Hussain Hriji, Chair-
cy in Bancassurance and Role of ~ Pakistan, Dr. Arif Alvi was the man, Insurance Association
Ombudsmen” was organized by = Chief Guest on the occasion. of Pakistan, Mr. Muhammad
the Federal Insurance Ombuds- The Seminar focused on Kamran Shehzad, Banking
man and the Banking Mohtasib the role of Ombudsman for Mohtasib Pakistan and Mr
Pakistan on 15th February, 2023  bringing transparency in Ban- Khawar Jameel, Federal Insur-
at Governor House, Karachi. cassurance by eliminating ance Ombudsman have shared

His excellency, the Pres- mis-selling of the products. theirviewsduringthe Seminar.

Complaint Statistics Complaint Categories

Foreign Currency

Issue/Remittance
Complaints carried forward Im:;m E"W"":’"‘"‘W‘e“ Nitariet BaRking/,
from 2022 7,607 IBFT/ Ecommerce/
i Digital Banking
Deposits 19%
7%
New Complaints received 7,833
Others
8%
Total 15,440 AR
8%
Total Complaints disposed of 5,589 Frauds
18%
Complaints outstanding 9,851
Debit/Credit Card
9%
Relief provided to the
Complainants Rs. 209.15 (M) Siposoiaeliioefii? ATMs
Delays/ Others/Staff 12%
misbaviour

11%
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Banking Mohtasib Visits Office of Provincial Ombudsman Punjab

The Banking Mohtasib Pa-
kistan, Mr. Muhammad Kam-
ran Shehzad during his visit
to Lahore met the Provincial
Ombudsman, Punjab, Ma-
jor (Retd.) Azam Suleman

Khan on 10th March, 2023.

During the meeting, Mr
Kamran Shehzad discussed
the issues of public grievanc-
es against banks with the Pro-
vincial Ombudsman, Punjab.

Provincial Ombudsman Punjab, Major
(Retd) Azam Suleman Khan presenting
a souvenir to Banking Mohtasib, Mr.
Muhammad Kamran Shehzad.

Banking Mohtasib meets Provincial Ombudsman Balochistan

\*

Provincial Ombudsman Balochistan,
Haji Nazar Muhammad Baloch presenting
a souvenir to Banking Mohtasib, Mr.
Muhammad Kamran Shehzad

The Banking Mohtasib Pa-
kistan, Mr. Muhammad Kam-
ran Shehzad during his visit
to Quetta met the Provincial

Balochistan,
Nazar Muhammad Ba-

Ombudsman,
Haji

loch on 16th March, 2023.

During the meeting, Mr.
Kamran Shehzad discussed
the issues of public grievanc-
es against banks with the Pro-
vincial Ombudsman, Punjab.
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Photo Glimpses of Seminar on 'Digital System for Public Welfare : Weaknesses and Remedies’
held at Aiwan-e-Sadr, Islamabad on 9th March, 2023.

The Hon'ble President, Dr. Banking Mohtasib Mr. Mr. Tawfiq A. Hussain, Syed Sohail Javaad, Executive

Arif Alvi addressing the Kamran Shehzad welcoming  Secretary General, Pakistan Director, State Bank of

Seminar. the Chief Guest. Banks' Association Pakistan addressing the
addressing the Seminar. Seminar.
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Group photograph of the President Dr. Alvi with the dignitaries and organizers of the Seminar
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Banking Mohtasib Pakistan Mr. Muhammad Kamran Shehzad with the Officials of SBP, BSC, Rawalpindi after planting a sapling on 8" March, 2023.
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Team of Regional Office Rawalpindi planted a sappling along with Chief Manager of SBP BSC Rawalpindi and his team.

during his visit to the Chamber
on 15th March, 2023. Mr. Kamran
Shehzad was accompanied by Legal
Advisor, Mr. Shahid Mahmud Khan.

Banking Mohtasib Visits Quetta Chamber
of Commerce & Industry

The Banking Mohtasib Paki-
stan, Mr. Muhammad Kamran
Shehzad has assured the mem-
bers of Quetta Chamber of Com-
merce and Industry that their
problems would be resolved.

He extended this assurance

On his arrival at Quetta Chamber; he
was welcomed by Sr. Vice President,
Agha Gul Khilji and other office
bearers of the Chamber. Mr. Khilji
also presented a shield to Bank-
ing Mohtasib on behalf of Cham-
ber at the conclusion of the visit.

A view of the meeting between the Banking Mohtasib Pakistan, Mr. Muhammad Kamran
Shehzad with the officials of Allied Bank Limited at Lahore Office on 10" March, 2023.

T

Aview of the meeting of Officials of Banking Mohtasib Pakistan with the officials of UBL
at Karachi Secretariat on 2 February, 2023.
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