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Mr. Muhammad Kamran Shehzad

The President of Islamic Republic of Pakistan has appointed

Mr. Sirajuddin Aziz as Banking Mohtasib Pakistan in terms of Sec-
tion 82A of the Banking Companies Ordinance, 1962 read with Sec-
tion 3 of the Federal Ombudsmen Institutional Reforms Act, 2013,
for a period of four years with effect from the date of taking oath of
the said Office, according to a notification issued by the Ministry of

Law and Justice, Government of Pakistan on 4 th July, 2023.
President Dr. Arif Alvi will administer the oath to Mr. Sirajuddin
Aziz at Aiwan-e-Sadr, Islamabad shortly.
Mr. Sirajuddin Aziz will replace Mr. Muhammad Kamran Shehzad
who has completed his four-year term as Banking Ombudsman.

Banking Mohtasib Provides Rs 330.574 (M)
Relief to Banking Customers in Second Quarter

The Banking Mohtasib Pa-
kistan has provided monetary
relief amounting to Rs 330.574
million to the banking customers
by disposing of 6,426 complaints
against commercial banks during
the second quarter (April to June,
2023) of the current calendar year.

The Banking Mohtasib
has received 7,030 new com-
plaints, including 1,882 from
Prime Minister’s Portal from
1st April to 30th June, 2023.

With a view to protecting the
people from fraudulent activities
which are rampant now a days,
the Banking Mohtasib Pakistan,
Mr. Muhammad Kamran Shehzad
has emphasized upon the banking
customers not to disclose their
personal and financial credentials
to any third person. On receipt of
suspicious calls they should im-
mediately approach the nearest
branch of their bank or contact
the helpline of the bank, he added.

State Bank of Pakistan
is 75 years Old
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The Governor, State Bank of Paki-
stan, Mr. Jameel Ahmad unveiled a Rs.
75 Commemorative Banknote to mark
the 75 years of SBP’s Founding in a
ceremony held at the SBP Museum,
Karachi on July 04, 2023.

The Banknote is predominantly
blue which has been chosen to im-
part a sense of stability associated
with a central bank. A distinctive
feature of this new banknote is
the inclusion of a stylized sketch
of the State Bank building by the
renowned calligrapher and artist,
Sadequain, which shares space with
the traditional portrait of the Quaid
on the front of the banknote.

The reverse of the banknote is ded-
icated to the SBP’s drive of ‘Banking on
Equality’ represented on the banknote
by the portrait of Mohtarma Fatima Jin-
nah. The reverse also highlights our na-
tional commitment to address climate
change through depiction of alternative
and sustainable energy sources, includ-
ing wind turbines and solar panels.
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} President upholds decisions of Banking Mohtasib Pakistan

President of Islamic Repub-
lic of Pakistan, Dr. Arif Alvi has
directed two private banks to
refund an amount of Rs 564,469
to three victims of bank fraud
who were swindled out of their
money by fraudsters through
online funds transfers and
fraudulent ATM transactions.

In one case, the Complainant
received a call from a number
similar to a commercial bank’s
helpline and the caller intro-
duced himself as the Bank’s rep-
resentative. The Complainant
shared his banking information
with the caller, after which, a
sum total of Rs 348,500 was de-
ducted from his account.

Similarly, another Com-
plainant lost Rs 170,969 to
some unknown person using a
commercial bank’s Digital App
even though he had neither re-
quested for Electronic Funds
Transfer (EFT) Facility nor had
he ever used it.

Yet another Complainant
lost Rs 45,000 when his card
was captured by an ATM ma-
chine and some fraudsters got
hold of his card through decep-
tion, conducted ATM transac-
tions, and withdrew funds from
his account unauthorizedly.

The  Complainants ap-
proached the banks for relief
but without any result. Later
they approached the Banking
Mohtasib. In respect of two
complainants, Banking Mohta-
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sib directed the banks to re-
fund the lost amounts to them
whereas in the case of the third
Complainant, the Banking
Mohtasib directed to close the
complaint without any favour
to Complainant. Separate rep-
resentations were later made to
the President against the orders
of the Banking Mohtasib by the
aggrieved parties/ banks.

The President in his deci-
sions observed that in the cas-
es of two Complainants, the
respective banks had opened
EFT Facility by default without
the consent and knowledge of
the customers, which was in vi-
olation of the State Bank of Pa-
kistan’s rules/regulations and
the Payment System and Elec-
tronic Funds Transfer (EFT)
Act, 2007.

He noted that the Complain-
ants had not requested for the
opening of such channels and
the banks could not produce
any evidence with regard to the
full disclosure of terms of fund
transfer in a clear manner as
stipulated in the EFT Act 2007.

As such the decisions of the
Banking Mohtasib were upheld
as malpractice and maladminis-
tration on the part of banks had
been established, therefore, the
banks were liable to make good
the loss of Rs 348,500 and Rs
170,969 to the customers.

In the case of the third com-
plaint, the President observed

that it was proven unambig-
uously that the card was cap-
tured and later on some swin-
dlers got hold of Complainant’s
card through their sleight of
hands/deception from the ATM.

It was added that it was the
primary responsibility of the
bank to protect the interests of
the depositors optimally and
recently representations of
similar nature filed by banks
were rejected, therefore, justice
demanded consistency in cases
of similar nature.

On this analogy, the Presi-
dent did not agree with the find-
ings of the Banking Mohtasib to
close the case without providing
any relief to the Complainant
and directed the Bank to pay Rs
45,000 to the victim of fraud.

Banking Customers g

Beware

“The Bank will never ask
for your secure banking
information (i.e. username /
password/ login ID / PIN /
OTP / Card number /CVV /
Expiry date via on line phone
banking, email, SMS, links or
social media) or ask you to
login to your account from
an email link. Please remain
cautious in order to protect
yourself from fraudsters as
sharing of financial credentials
with any third person may
cause you financial loss.”
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With the increasing adop-
tion and usage of digital bank-
ing in Pakistan by a large num-
ber of financial services users,
fraudsters have been taking
advantage of lack of awareness
among customers. SBP has been
in constant consultation with

Fraud techniques used
by Swindles
Spoofing of Bank's official
Helpline numbers. SIM
Swap attacks. identity
thefts etc.

the banking industry and other
stakeholders to devise controls
against sophisticated fraud
techniques such as spoofing of
banks’ official helpline num-
bers, SIM swap attacks, identity
theft, false registrations, etc. as
well as focusing on consumer
awareness program by SBP and
banks.

On April 14,2023, SBP rolled
out a detailed set of guidelines
on enhancing security of digital
banking products and services.
These guidelines set out a com-
prehensive control regime for

State Bank’s Directives to Banks - Improvement In Digital Fraud
Protection Control and Processes

Banks to educate
and run Consumer
awareness programs

banks to implement by December
31, 2023. The new guidelines re-
strict Financial Institutions (FIs)
to Formulate Digital Fraud Pre-
vention Policy to protect their
account holders and ensure effec-
tive communication of such poli-
cy. Accordingly, they will design,
review and continuously improve
end-to-end processes of digital
fraud risk management and cus-
tomer complaint management
in consultation with relevant
stakeholders. According to these
guidelines, FIs will design the
process and application in such
a way that the chances of disclo-
sure of customer information - in
whole or partially-are eliminated
or minimized. Importantly, FIs
will realign their processes for
fraud risk management and com-

New guidelines to
be implemented by
December 31,2023

plaint management to ensure that
the dispute against the fraudu-
lent transactions are immediately
raised in Fraudulent Transaction
Dispute Handling (FTDH) system.

These guidelines cover areas

including governance &amp;
oversight of digital frauds, im-
plementation of international
standards and, fraud risk man-
agement solutions. This com-
prehensive control regime will
also cover transactional controls
such as reasonable and config-
urable limits, to prevent, trace
and stop fraudulent transac-
tions; device registration, mon-
itoring of fraudulent devices,
accounts, transactions and in-
cident-related controls such as
post-incident follow-ups, han-
dling of disputed transactions,
protection of customer data and
information such as encryption,
etc. In one of the major inter-
ventions to restrict fraudulently
transferred funds from leaving
the banking system, SBP has
directed banks offering branch-
less banking wallets to restrict
cash-out, mobile top-up and or
other online purchases from in-
coming fund transfers for two
(2) hours. A new liability shift
framework is also part of these
instructions, where banks are
required to compensate the
customers due to delay on their
part in taking timely remedial
and control measures such as
delay in blocking digital chan-
nels, delay in raising dispute re-
quests, etc.
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The Managing Director, State
Bank of Pakistan Banking Ser-
vices Corporation, Mr. Muham-
mad Ashraf Khan formally in-
augurated the Regional Office
of Banking Mohtasib Pakistan at
SBP BSC, Muzaffarabad premis-
es on May 3, 2023.

Speaking on the occasion, he
lauded the role of Banking Mohta-
sib Pakistan in resolving the bank-
ing customers’ grievances.

Mr. Muhammad Kamran She-
hzad, Banking Mohtasib Paki-
stan briefed the participants in

detail about the complaint res-
olution statistics and procedure
being followed at his institution.
The Office had commenced
operation after a soft opening on
1st November, 2022. Now with
full-fledged commencement of its
operation, this Office would fur-
ther facilitate the complainants
of Muzaffarabad, Azad Jammu &
Kashmir and its adjoining areas
as earlier the banking custom-
ers of these areas had to travel to
Rawalpindi for redressal of their
grievances. The number of Re-

Inauguration of Banking Mohtasib’s Regional Office at Muzaffarabad

gional Offices of BMP has now
risen to seven, besides the Sec-
retariat in Karachi.

It may be pointed out that
the services of Banking Mohta-
sib are free of cost and the com-
plainants do not need to engage
an advocate / legal counsel to
plead their cases.

The inauguration ceremony
was attended, among others,
by representatives from Busi-
ness Community, Academia,
Banking Industry and District
Bar Association.

Complaint Statistics

Complaint Categories

Foreign Currency

4%
Insurance

Complaints carried forward from

4%

Advances Loan and

First Quarter (January - March, 2023) | 9851 gy
Others
5%
New Complaints received 7030
Account Related
11%
Total 16881
Total Complaints disposed of 6426
Complaints outstanding 10455

Relief provided to the
Complainants

Rs. 330.574 (M)

Debit/Credit Card
9%

misbaviour
13%

Issue/Remittance _ Pension Account, 1%

Exporters/Importers
L 1% P Internet Banking/

IBFT/ E-commerce/
Digital Banking
21%

ATMs

Services inefﬁciency// 10%

Delays/ Others/Staff
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} Banking Mohtasib holds First Ever Hearings at Mirpur, AJK

With a view to facilitating the
banking customers and resolve
their grievances at their door
steps, the Banking Mohtasib Pa-
kistan (BMP) held hearings of
complaints against commercial
banks for the first time at Mirpur,
AJK on 22 nd May, 2023.

Although Banking Mohtasib
Office has recently been inaugu-

rated at Muzaffarabad (AJK), how-
ever, keeping in view the distance
and off the route location, arrange-
ments were made for the facili-
tation of the complainants from
Mirpur and its adjoining areas to
plead their claims at Mirpur. The
complainants presented their ar-
guments in support of their claims
before the Banking Ombudsman,

Mr. Muhammad Kamran Shehzad
in presence of authorized officials
of relevant banks.

It may be added here that
grievances of banking customers
are heard and resolved by the
Banking Mohtasib free of costand
there is no need to engage a legal
counsel for pleading their cases.

Complaint Management

} Training on Operations and
Process

An online training on “Operations and Com-
plaint Management Process” was organized by
the Forum of Pakistan Ombudsman at Islamabad
on May 16, 2023.

The training session was conducted by Dr.
Arslan Subactageen, Advisor (Customs) Federal
Tax Ombudsman and attended by Mr. Arif Mah-
mood Butt, Advisor, Ms. Beenish Khan, Deputy
Assistant Director and Ms. Khushbakht Mohsin,
Office Assistant.

Investigation and Drafting of

} Training on “Guidelines for
Recommendations and Orders”

An online training on “Guidelines for Inves-
tigation and Drafting of Recommendations and
Orders” was organized by the Forum of Paki-
stan Ombudsman at the Headquarters of Fed-
eral Tax Ombudsman Secretariat, Islamabad on
June 7, 2023.

The training session was conducted by Mr.
Yasin Tahir who has served as Senior Advisor to
Federal Tax Ombudsman and held important po-
sitions at various government departments. The
training was attended by Mr. Yousuf Imran, Advi-
sor and Mr. Muhammad Junaid, Consultant.
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Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad holds

At Multan Regional Office

AOA Webinar on “Informal
} Resolution of Disputes
(IRD): Pakistan’s Experience

A Webinar on “Informal Resolution of Dis-
putes (IRD): Pakistan’s Experience” was orga-
nized by the Asian Ombudsman Association
on 14 th June, 2023 and hosted by the Federal
Ombudsman’s Secretariat, Islamabad.

The Webinar comprised of two sessions.
i. Alternate Dispute Resolution (ADR): An

Overview
ii. Informal Resolution of Disputes:

Pakistan’s Experience

The Webinar was attended by Senior Ad-
visor, Syed Faheemuddin Ahmed, Advisors,
Mr. Yousuf Imran and Arif Mahmood Butt.

hearings at different Regional Offices
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At Quetta Regional Office

Mr. Faisal Rasheed, Deputy Di-
rector has resigned from the ser-
vice of Banking Mohtasib Pakistan
on 1 st June, 2023. He had joined
the BMP on 18 th July, 2016 on con-
tract basis. Mr. Faisal has moved
abroad for future prospects.

Ms. Umaima Kiran, Data Entry
Operator has resigned from the
service of Banking Mohtasib Paki-
stan on 14 th April, 2023. She had
joined the BMP on 11 th October,
2021 and has now moved to the
Institute of Bankers Pakistan for
her career growth.

Obituary

Mother-in-law of
Mr. Arif Mahmood
Butt, Advisor ex-
pired in Lahore on
25 th June, 2023.

May God rest the
departed soul in
eternal peace and
give courage and for-
titude to the braved
family to bear the
irreparable loss.
Aameen!
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