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Mr. Muhammad
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Mr. Muhammad Kamran She-
hzad retired as Banking Mohtasib
Pakistan on 18th July, 2023 after
completion of his 4-year term.

Mr. Kamran Shehzad during his
four-year tenure as Banking Om-
budsman has disposed of 106,486
complaints and provided relief of
over Rs 3 billion to banking customers.

He had joined BMP Office in
April 2019. Earlier, he was Deputy
Governor, State Bank of Pakistan
(SBP). His distinguished profes-
sional & central/commercial bank-
ing career spreads over a period of
more than 46 years.

During his tenure in SBP he
served at different senior positions
of Director, Executive Director and
Managing Director, SBP-Banking
Services Corporation, a wholly
owned subsidiary of SBP, before he
was appointed by the Prime Minis-
ter as Deputy Governor, SBP. He has
played a vital/lead role in imple-
mentation of Financial Sector Re-
forms and transformation of bank-
ing system to an existing strong
dynamic and vibrant banking sector.
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Mr. Sirajuddin Aziz takes Oath as Banking
Mohtasib Pakistan

The President of Islamic Repub-
lic of Pakistan, Dr. Arif Alvi adminis-
tered the Oath of Office of Banking
Mohtasib Pakistan to Mr. Sirajuddin
Aziz at a simple but impressive cer-
emony held at Aiwan-e-Sadr, [slam-
abad on 18th July, 2023.

The appointment of Mr. Sirajud-
din Aziz as Banking Mohtasib for a
period of four years was notified by
the Ministry of Law and Justice on
4th July, 2023. He has replaced Mr.
Muhammad Kamran Shehzad, who
has completed his four-year tenure
as Banking Ombudsman.

Mr. Sirajuddin Aziz brings a lot
of banking experience to his new
assignment. He is professionally
qualified and experienced banker,
who has worked for different orga-
nizations in Pakistan, China, Hong
Kong, United Kingdom, Nigeria and
United Arab Emirates.

He was the President & Chief Ex-
ecutive Officer of financial institu-
tions for almost two decades.

Mr. Sirajuddin Aziz is a Fellow
of Institute of Bankers Pakistan

(IBP). He was also the Editor of
the Journal of IBP for over a de-
cade. He is also a Member of Paki-
stan Institute of International Af-
fairs and of the English-Speaking
Union of Pakistan.

He serves on the Board of Gover-
nors of various educational institu-
tions and social organizations and
is a regular speaker at prestigious
universities and professional fo-
rums, where he conducts sessions
on a diverse range of subjects.

Mr. Sirajuddin Aziz is a regu-
lar contributor to national and in-
ternational dailies, journals and
magazines on varied subjects. He
actively participates in televised
debates on economy, education and
social issues. He is an accomplished
author, with published works com-
prising “In Quest of Mirage,” “Bitter
& Sweet - Life & Times of Dad,” “The
Essence of Islam” and “Emerging
Dynamics of Management”, “Hand-
book for Effective Management”
and “Corporate Pakistan (Insights
into leadership)”.
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President
Dr Arif Alvi has
directed two
private banks
to return a col-
lective sum of
Rs 4.1 million
to four custom-
ers, who were
swindled out of their money by
fraudsters.

The President gave these re-
marks while rejecting four repre-
sentations filed by two different
commercial banks against the
Orders of the Banking Mohtasib
directing these banks to refund
the lost amount to victims of bank
fraud.

The banks had activated the
Electronic Funds Transfer (EFT)
without obtaining the consent of
the customers and were found
negligent in complying with the
State Bank of Pakistan's various
regulations regarding online fund
transfer facilities, disclosing the
terms of fund transfer in a clear
and simple language to custom-
ers, and assigning limits to fund
transfer.

President Alvi said that the
loss of money occurred due to the
reason that the banks made EFT
operational without the account
holders' request, therefore, the
banks committed maladministra-
tion and were liable to make good
the loss of the customers.

As per details, the four com-
plainants lost Rs 1,558,700,
Rs 985,000, Rs 960,000, and
Rs 598,000 respectively when
these amounts were transferred
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from their bank accounts with-
out their consent.

One Complainant received a
call from a number resembling the
Bank’s helpline and asked for his
personal banking information to
update the bank account. After he
shared his banking information,
Rs 598,000 were transferred from
his account.

Two Complainants found out
that huge amounts were missing
from their bank accounts even
though they hadn't shared their
personal details with anyone.

They separately approached
the banks for the refund of lost
amounts but to no avail. Feeling
aggrieved, they filed complaints
with the Banking Mohtasib which
ordered the banks to refund their
amounts as maladministration
had been established on the part
of the banks. The banks, howev-
er, filed representations with the
President against BMP's decisions.

The President observed that
the complainants had not request-
ed their respective banks to open
EFT facilities and the banks also
did not put in place adequate sys-
tems and controls to mitigate the
risk of fraudulent activities.

He said that the fraudsters took
advantage of banks' weak systems
and controls and managed to get
themselves registered and con-
ducted disputed transactions.

He also noted that new devices
for conducting online transactions
were registered with the banks
only a few days before the fraudu-
lent transactions were conducted.

The President further stated

President directs banks to refund Rs 4.1 million to fraud victims by
rejecting representations against the orders of Banking Mohtasib Pakistan

that the banks were found negli-
gent and in non-compliance with
SBP's rules and regulations on
obtaining the consent of custom-
ers before opening online fund
transfer facilities, informing the
customers about the pros and
cons of EFT facility in writing in
simple language, and transaction
limits.

He said that the banks' stance
that OTP was utilized for conduct-
ing transactions and was consid-
ered as customers' consent was
preposterous. He highlighted that
the first step was obtaining the
consent of the customer for open-
ing the EFT facility and the second
step was the customer's authenti-
cation for security before conduct-
ing the transaction. He added that
the banks were mixing two sepa-
rate steps with each other.

President Alvi concluded that
the banks were given ample op-
portunity to controvert the claims
of the customers and present evi-
dence that customer consent was
obtained.

He held that had the EFT chan-
nel not been opened without con-
sent, the customers could have
avoided financial loss.

'"The banks failed to discharge
the burden and statutory liabili-
ty cast upon them under the law,
hence, maladministration on the
part of banks was established', he
said.

The President, therefore, reject-
ed the representations of banks
and directed them to pay the col-
lective sum of over Rs 4.1 million
to the aggrieved customers.
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Mr. Kamran Shehzad's farewell call on President

Mr. Muhammad Kamran

Mohtasib Pakistan paid a farewell
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call on President, Dr. Arif Alvi at
Shehzad, the outgoing Banking Aiwan-e-Sadr, Islamabad on 17th

July, 2023.

Mr. Kamran Shehzad informed
the President that he had provid-
ed relief worth over Rs 3 billion
to banking customers by han-
dling 106,486 cases during his
four-year tenure as Banking Om-
budsman from April 2019 to July
2023.

The President appreciated
his efforts for providing relief of
more than 3 billion rupees to the
public in a short period of time
and wished him well in his future
endeavours.

Dr. Arif Alvi chairs Meeting on Banking Issues, Disability Initiatives of
Banks and Women Empowerment

The President of Islamic Repub-
lic of Pakistan, Dr. Arif Alvi presided
over a follow up meeting on Bank-
ing Issues, Disability Initiatives of
Banks and Women Empowerment
at Governor House, Karachi on 28th
August, 2023.

The meeting was arranged/
organized by the institution of
Banking Mohtasib Pakistan. CEOs
and heads of various banks, includ-
ing higher officials of State Bank of
Pakistan, Pakistan Banks’ Associ-

ation, FIA and PTA attended the
meeting. The President was briefed
about the steps taken by banks
in respect of issues highlighted
during the last meeting held on
15th February, 2023.

The Banking Mohtasib Pakistan,
Mr. Sirajuddin Aziz informed the
President that BMP Office was re-
solving the cases of banking custom-
ers by redressing their grievances.

Representative of State Bank of
Pakistan briefed the meeting about

the measures taken by SBP for fi-
nancial inclusion of persons with
disabilities.

Secretary General of Pakistan
Banks’ Association, Mr. Tawfiq A.
Hussain highlighted the efforts of
different banks by providing oppor-
tunities for employment to the dif-
ferently abled people in the society.

Some CEOs of private commer-
cial banks also briefed the meeting
about the measures taken for more
job opportunities to women.
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Banking Mohtasib Mr. Sirajuddin Aziz is being welcomed on his first visit to Rawalpindi Regional Office on September 18, 2023.
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} Banking Mohtasib Holds Hearings at Karachi & Rawalpindi

The Banking Mohtasib Paki-
stan, Mr. Sirajuddin Aziz held a
series of hearings at Karachi and
Rawalpindi.

Mohtasib regularized

On the Recommendation/ Di-
rection of the “Special Committee
on Affected Employees” constituted
by the Federal Government under
the Chairmanship of Mr. Qadir Khan
Mandokhel, MNA, the Banking

The hearings at Karachi which
began on 29th July continued up
to 15th August, 2023.

The hearings at Rawalpindi

Services of 52 contractual employees of Banking

Mohtasib Pakistan has approved
the regularization of the services of
52 contractual employees of the or-
ganization. The employees regular-
ized in equivalent to Government
Pay Scales are as follows.

No. of Employees Equivalent Government (Basic Pay Scales)
1 18
12 17
5 16
34 1-7

which began on 18th September
continued till last day of the nor-
mal working day of the week i.e.
22nd September, 2023.

Learning Activities

To foster and build a learn-
ing culture, all staff members
are being encouraged to not
only acquire knowledge and
skills, but are being proactively
encouraged to share their expe-
riences. To bolster this activity,
Mr. Aamir Ali, Assistant Director;
Investigation made a presenta-
tion on 'Electronic Fund Trans-
fer - Investigation Perspective'
on September 25, 2023.
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The Banking Mohtasib Pa-
kistan, Mr. Sirajuddin Aziz has
attended the Forum of Pakistan
Ombudsman (FPO) Annual Con-
ference and General Body Meeting
(GBM) which were held in Quetta

)

The Banking Mohtasib Pa-
kistan has provided monetary
relief amounting to Rs 432.613
million to the banking customers
by disposing of 6,421 complaints
against commercial banks during
the third quarter (July-September,

Banking Mohtasib attends Annual Conference
of Forum of Pakistan Ombudsman

on 4th and 5th August, 2023. The
Forum of Pakistan Ombudsman
had organized the conference
and the meeting in collaboration
with the Provincial Ombudsman,
Balochistan. The conference was

Banking Mohtasib Provides Rs 432.613 (M)
Relief to Banking Customers in Third Quarter

2023) of the current calendar year.

The Banking Mohtasib has re-
ceived 6,994 new complaints, includ-
ing 1753 from Prime Minister’s Portal
from 1 July to 30" September, 2023.

With a view to protecting the
people from fraudulent activities

organized at the Governor House,
Balochistan. Hon'ble Governor,
Mr. Malik Abdul Wali Khan Kakar

inaugurated the proceedings.
Mr. Sirajuddin Aziz briefed the
participants of the meeting about
the working of Banking Mohta-
sib Pakistan and its achievements
and future plans to improve the
efficiency of the institution.

which are rampant now a days,
the Banking Mohtasib Pakistan,
Mr. Sirajuddin Aziz has empha-
sized upon the banking custom-
ers not to disclose their person-
al 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.

Banking Customers A

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

Complaint Statistics e Mr. Muhammad

Azeem, brother of Mr.

Muhammad  Saleem,

Complaints Received during the period Office Boy at Karachi
July - September, 2023 6994 Secretariat of Banking
Mobhtasib expired in Ka-

rachi on 9 September

Complaints disposed of during the period 6421 after a prolonged illness.
July - September, 2023 May God rest the de-
parted soul in eternal

. . . peace and give courage
Relief provided to Complainants 432.613 (M) and fortitude to the be-

with any third person may
cause you financial loss.”

reaved family to bear
the irreparable loss.
Aameen!
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The Forum of Pakistan Om-
budsman has arranged two train-
ing sessions on “the Role of Reg-
istrars in Ombudsman Office” and
“Investigation by Ombudsman
Offices” at Federal Ombudsman
Secretariat, Islamabad on July 20,
2023 and July 31, 2023 respec-
tively.

The Organisation of Islamic
Countries Ombudsman Associa-
tion (OICOA) has also arranged its
first training session on “Islam-
ic Concept of Ombudsmanship”
at its Secretariat situated at the
headquarters of Federal Tax Om-

‘Y

budsman Secretariat, Islamabad on
August 1, 2023.

Mr. Shahan Sheikh, Deputy
Director, Mr. Rana Irfan Shahid,
Assistant Director and Mr. Fa-
rooq Hussain, Office Assistant
attended the training session on
the Role of Registrars in Ombuds-
man Office while Ms. Fouzia Sal-
man, Consultant, Mr. Satish Inder
Jesrani, Assistant Director, Ms.
Humaira Hassan, Deputy Assis-
tant Director, Ms. Nighat Jabeen,
Deputy Assistant Director and
Mr. Azeem Tariq, Office Assistant
attended the training session

Distribution of certificates to officers/staff of Banking Mohtasib
Secretariat on completion of training

regarding Investigation by Om-
budsman Offices.

Mr. Ali Hussain Brohi, Advisor,
Mr. Muhammad Ikram, Deputy Di-
rector, Mr. Kazi Raheel Javed, Assis-
tant Director and Ms. Khushbakht
Mohsin, Office Assistant attended
the training session on the Islamic
Concept of Ombudsmanship.

The Banking Mohtasib Paki-
stan, Mr. Sirajuddin Aziz distrib-
uted certificates to the above
mentioned officers / staff of his
organization at a ceremony held
at BMP Secretariat, Karachi on
4th September, 2023.
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