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We function as a closely-knit team and take collective responsibility for individual
decision-making. We have full ownership of our Core Values and firmly believe that by
living these values, both in our professional and personal lives, we can make a difference.

Wﬂ/m’{yﬁ
We receive a large number of disputes daily. We use a practical and rational approach
to find fair and amicable outcomes in a manner that is informal and speedy.
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Disputes, howsoever petty, cause unnecessary pain and stress. We analyze each dispute

with an open mind and if necessary listen to parties concerned, patiently and
sympathetically, so as to find a practical and equitable solution.

We believe that most disputes can be resolved in a friendly and amicable manner. We
do not allow rigidity to dictate the dispute resolution process. Instead, we endeavor
to create an environment where all concerned are encouraged to be reasonable and
conciliatory.
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We treat all those we meet with respect, courtesy and compassion because only by
doing so we gain their confidence and trust.
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We are neither consumer champions nor advocates. Neutrality and openness underpin
our deliberations. Our service is free of charge. We respect confidentiality in all disputes
and institute a process of conciliation that is acceptable to both parties. Decisions taken
by us are consistent, clear and balanced so that any rational mind can appreciate the
reasoning behind our findings.
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From the Desk of Banking Mohtasib

I am extremely pleased by the degree of confidence reposed by the consumers of
banking services in the Institution of the Banking Mohtasib Pakistan. Such confidence
stands vindicated by the growth witnessed in the number of complaints, both informal
and formal received in the year 2015.The increasing number of complaints registered
in this year come to us as an endorsement of the systemic success of the scheme of
the Institution of Banking Ombudsman in Pakistan acknowledged by a sizeable number
of satisfied banking consumers, serviced with expeditious and inexpensive resolution
of their complaints. The grievance redressals handed over to the complainants in a year
and within the shortest possible time, reflecting in the report, stands as an opportunity
for us to further build our confidence, competence and professional skill in resolving
disputes in all areas of Banking Services including deposits, lockers, ATMs, third party
products, frauds, cybercrime and fair debts practices. The increase in flow of complaints,
particularly from geographical areas like remote areas of Southern Punjab and Sindh
will have to be addressed by an even more extended outreach in the years to come.

The scheme of the Institution of Banking Ombudsman has equally benefited the banking
business as it helps to achieve excellence in customer services which is believed to be
the most important factor in sustaining business growth. Ultimately, it is the improved
customer service in the banking business which attracts new customers. The volume
of our services in the favor of banks speaks about improved level of customer care
achieved over years of mutual exchanges and interactions useful to decide frivolous
complaints and making them more customer friendly.

I am sure that in the years to come the banks and their customers shall continue to
benefit from the Institution of Banking Mohtasib Pakistan and we, as a partners, will
continue contributing the enhancement in the standard of quality of customer services
in the present scenario of competitive banking in Pakistan.

s Fhaaafanuwe

ANISUL HASSNAIN
Banking Mohtasib Pakistan
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Our Role

The institution of Banking Mohtasib has been established under Banking Companies
Ordinance, 1962 (“BCO”) and Federal Ombudsmen Institutional Reforms Act 2013
to help settle disputes between customers and commercial banks including the disputes
between banks to banks - fairly, reasonably, amicably and informally, but in accordance
with the Law.

The governing Laws under which Banking Mohtasib is functioning provides that the
Ombudsmen must be independent, impartial and autonomous, (both administratively
and financially), in the execution of its functions relating to adjudication of complaints.

Banking Mohtasib’s services are free of cost to parties to the disputes. The Complainants
do not have to accept findings we make. Both the parties to the disputes are always
free to opt for a representation to the President of Islamic Republic of Pakistan in case
they are not satisfied with the decision of the Banking Mohtasib but if they accept our
decision, it becomes binding for both parties.

Our services are confidential and subject to the laws of banking secrecy. We do not
publish the names of the banks or of their customers whose complaints we handle.
We do not write Rules for bank businesses, nor do we can impose any penalty on
them if rules are cached or transgressed. That is the job of the Regulator.

Legal Framework

The Office of the Banking Mohtasib Pakistan (BMP) is an independent institution
established in the year 2005 under Part IV-A of Banking Companies Ordinance, 1962,
to resolve customers’ grievances against commercial banks and disputes between
banks.

Subsequently, an Act of Parliament called The Federal Ombudsmen Institutional Reforms
Act, 2013 (Act XIV of 2013), was promulgated in March 2013, the provisions of which
have effect notwithstanding anything contained in any law for the time being in force.
It repeals by implication whatever is inconsistent with it in the other enactments and
confers upon all Ombudsmen additional powers for review and representation to the
President of Islamic Republic of Pakistan.

Both the laws i.e. Banking Companies Ordinance, 1962, and the Federal Ombudsmen
Institutional Reforms Act, 2013 (Act XIV of 2013), govern the institution of the Banking
Mohtasib.

Jurisdiction

The role of Banking Mohtasib in the financial industry is to resolve disputes through
a process, which is largely conciliatory, and where such mediation is unsuccessful, to
adjudicate and pass a speaking order to decide the dispute.
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In relation to all commercial banks operating in Pakistan, the Banking Mohtasib has
been empowered to entertain complaints of the following nature:

m Failure to act in accordance with banking laws and regulations including policy
directives or guidelines issued by the State Bank of Pakistan from time to time.

m Delays or fraud in relation to the payment or collection of cheques, drafts, or other
banking instruments or transfer of funds

® Fraudulent or unauthorized withdrawals or debit entries in accounts

m  Complaints from exporters or importers relating to banking services and obligations
including letters of credit

m  Complaints from holders of foreign currency accounts whether maintained by
residents or non-residents

m  Complaints relating to remittances to or from abroad

m  Complaints pertaining to markup or interest rates on the ground of a violation of
an agreement or directives of State Bank of Pakistan.

m  Complaints relating to payment of utility bills

[n relation to banks in the public sector, the Banking Mohtasib is authorized to
entertain complaints against such banks on the following additional grounds as well:

m  Corruption or mala fide practices by the bank officers
m  Gross dereliction of duty in dealing with customers
®m Inordinate delays in taking decisions

However, Banking Mohtasib cannot accept complaints relating to bank’s policy matters.
For example, the following matters lie outside the jurisdiction of the Banking Mohtasib:

m To direct that loans, advances, or finances be given to a complainant.

m  To consider complaints against bank’s loan and mark-up policies, risk policies, or
product and service pricing as included in its schedule of charges and/or any other
policy matter.

m  Grievances of bank employees or ex employees pertaining to terms and conditions
of their service also fall outside the jurisdiction of the Banking Mohtasib.

Under Section 18 of Act XIV of 2013, the Banking Mohtasib has exclusive jurisdiction
over matters falling in his purview.
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Empowerment of the Office of Banking Mohtasib

Act XIV of 2013 enhanced the effectiveness of the Federal Ombudsmen with focus
on providing speedy and inexpensive relief and to promote good governance. The
following standardized institutional reforms provide additional powers to the Office
of the Banking Mohtasib:

1. Financial and Administrative Autonomy:

In terms of Section 17 of the Act, the Banking Mohtasib is the Chief Executive and
Principal Accounting Officer of the Office who enjoys complete administrative and
financial autonomy, and the expenditure of the Mohtasib’s Office is charged to the
“Federal Consolidated Fund” within the allocated budget.

2. Standardization of Ombudsman Institutions:

Act XIV of 2013 has an overriding effect on the laws presently in force and operates
to standardize the working of all Federal Ombudsmen institutions in Pakistan.

3. Powers of a Civil Court:

In addition to powers exercised under the relevant legislation, all Federal Ombudsmen
by virtue of Act XIV of 2013 have the following powers of a civil court:

(a) Granting temporary injunctions
(b) Implementation of the recommendations, orders, or decisions.

The Mohtasib may stay the operation of an order or decision impugned before it for
a period not exceeding sixty days. He also has powers under the Contempt of Court
Ordinance, 2003.

4. Compatibility with International Ombudsman Institutions:

The standardization and harmonization of Banking Mohtasib Office, its independence,
mandate and powers, as well as the requirements regarding the appointment and
removal of the Mohtasib and its funding meet the general criteria set out for membership
of international ombudsman associations like the International Ombudsman Institute.
The Banking Mohtasib now plays an active and effective role both at the regional and
international level. This facilitates cooperation, information exchange, sharing of
experience, and adoption of international best practices among different Ombudsman
institutions.

5. Review and Representation

The Mohtasib has the power to Review under Section 13 of Act XIV of 2013, as given
below:

(1)  The Ombudsman shall have the power to review any findings, recommendations,
order, or decision on a review petition made by an aggrieved party within thirty
days of the findings, recommendations, order, or decision.

(2) The Ombudsman shall decide the review petition within forty five days.

(3) Inreview, the Ombudsman may alter, modify, amend, or recall the recommendation,
order or decision.

o TTT——— =
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Section 14 of Act XIV of 2013 provides for a Representation to be made to the President
of Islamic Republic of Pakistan in the following terms:

(1) Any person or party aggrieved by a decision, order, findings, or recommendations
of an Ombudsman may file representation to the President within thirty days of
the decision, order, findings, or recommendations.

(2) The operation of the impugned order, decision, findings, or recommendation
shall remain suspended for a period of sixty days, if the representation is made
as per sub-Section (1).

(3) The representation shall be addressed directly to the President and not through
any Ministry, Division, or Department.

(4) The representation shall be processed in the office of the President by a person
who had been or is qualified to be a judge of the Supreme Court or has been
Wafaqi Mohtasib or Federal Tax Ombudsman.

(5) The representation shall be decided within ninety days.

6. Confidentiality

The principle of banking secrecy is strictly followed and abided by the Banking Mohtasib.
Therefore, the statements made and the documents produced by the parties in the
course of adjudication remain strictly confidential.
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Process Flow Chart for Handling Complaints

Our complaint handling process is illustrated as under:

Complaint Flow Chart

Is the Complaint within our terms of reference?

Inform the Complainant/ refer the
Complainant to the appropriate < No
authority Yes Is there a possibility of agreed resolution?
Complaint is
K No » investigated and
The Complainant/ Bank P GSsessment ivsiisd
advised accordingly s Yes

Bank and/ or Complainant does not accept

the assessment
>
Bank and/ or Complainant accept the
assessment
v
| Review petition Formal Hearing, if any, held
Representation to
tﬁe President Bank does not -
accept the Order Complaint granted: formal Order
issued
Bank accept the ) : <
A | Order Complaint declined: formal
Bank accepts the Order issued
Review Order
Bank does not
accepts the Review 1 — Complainant accepts the Order
Order L
d
Complainant does not accepts the Order Review petition
Representation to \ B
the President i
Representation to
the President
v
A v 3 oy Petitioner accepts the
» e Review Order
Complaint Resolved
Petitioner does not
accepts the Review
Order

Representation to
the President
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Volume of Complaints

We receive two types of complaints:

a) Informal Complaints:

These are complaints which have been submitted without following the legal mandatory
procedure as laid down in the Banking Companies Ordinance 1962 (BCO). Upon
receipt of informal complaints, procedural guidance is provided to complainants and
where warranted, banks are asked to resolve the issue by conciliation. In 2015, number
of such complaints received had increased to 4,874, out of which 4,719 complaints
were suitably addressed and disposed of up to 31 December 2015. In comparison
3,569 informal complaints were received in 2014.

Further breakup of informal complaints is given below:

B [nformal services provided to walk-in complainants by our Officers 379
M  Complaints made in writing but without completing the prescribed

mandatory legal requirements (Miscellaneous Complaints) 2,941
B Complaints received via email 1554
Total informal complaints 4,874

The monthly average of informal complaints received during 2015 was 406, which
reflects 37% increase over the monthly average of 297 such complaints received during
2014.

Disposal Status of Informal Complaints

The Complaints made in writing but without completing the prescribed mandatory
legal requirements are entered as Miscellaneous Complaints. During the year, total
2941 complaints were entered under miscellaneous category and disposed of as under:

Granted 351
Rejected 1488
Declined 465
Transferred to formal complaints 482
Outstanding 155

(Relief claimed amounting Rs. 4.09 million has been granted to the Complainant through
conciliation)
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Out of these 2941 complaints, 491 complaints were redirected by State Bank of Pakistan
for redressal. Majority of the complaints redirected by the Central Bank of Pakistan
were resolved except 37 complaints which were taken as formal complaints after
prescribed mandatory legal requirements were completed by the Complainants.

(The complaints received via email or through walk in Complainants are treated as

closed once the response has been provided to the Complainant.)

b) Formal Complaints:

These are the complaints that are submitted in writing after duly complying with legal
mandatory procedure as laid down in Chapter IV-A of the BCO (i.e. on the prescribed
complaint form, duly attested by an Oath Commissioner, and after a prior notice has
already been served upon the bank).

Formal complaints received during the period were 1217, showing a monthly average
of 101 and reflecting a 30% increase over a total of 937 formal complaints received
in 2014 which reflected a monthly average of 78.

Given below is a yearly comparison of formal and informal complaints received, starting
from 2005, the year the Banking Mohtasib Pakistan Office (BMP) started functioning:

Formal Informal
Year Complaints Complaints Total
2005 (8 months) 594 250 844
2006 1005 900 1905
2007 1580 2029 3609
2008 1390 2544 3934
2009 1608 1615 3223
2010 1047 2138 3185
2011 896 2726 3622
2012 972 3026 3998
2013 1091 3147 4238
2014 937 3569 4506
2015 1217 4874 6091
Total 12337 26818 39155

The combined total of formal and informal complaints received in 2015 comes to 6091
and shows an overall increase of 35% over a total of 4,506 complaints received in

2014.
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The annual traffic of formal and informal complaints of the Banking Mohtasib ever
since its inception is illustrated below with the help of a bar chart and a trend line
chart:

(

Complaint Traffic (Formal and Informal) since Inception
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Annuual Traffic of Total Complaints since Inception
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Monthly Inflow of Formal Complaints

Month 2015 2014 Beside .mcreased pumber of informal
complaints appearing on page-7, there
January 90 86 has been sizeable increase in number
February 92 57 of formal complaints in the year 2015.
March 80 b dr The surging number of formal
April 89 74 complaints by 30% in the year 2015
M 120 93 specially during last four months of the
. last closed year ended with higher
June 96 51 number of carried over cases. The
July 84 67 growth in number of complaints also
August 105 74 called for a fresh look - the very existing,
Septeriber 114 97 human resource capacity
October 111 72
November 112 82
December 124 107
Total 1217 937

o TTT—— =




2015

Breakup of Formal Complaints by Regions - 2015

The Office of Banking Mohtasib Pakistan receives complaints against banks located
all over Pakistan. The table given below shows a region-wise breakup of formal
complaints while the pie chart compares the percentage of complaints received by
the regions in 2015:

Region Col\lfr(\);ia?f\ts
Punjab 806
Punjab (North/ Central) 498
Punjab (South) 120
Lahore 188
Sindh 290
Karachi 223
Sindh (other than Karachi) 67
Baluchistan 27
Khyber Pakhtunkhwa 85
Azad Kashmir 9

Total 1217

Formal Complaints : Region Wise-2015

Baluchistan Azad Kashmir
2% 1%

Khyber

Pakhtunkhwa
" \

oz

Sindh
24%

Punjab
66%

Punjab North/Central

Attock, Bhakkar, Chakwal, Chiniot, Faisalabad, Gojra, Gujranwala, Gujrat, Hafizabad, Islamabad,
Jhang, Jhelum, Kasur, Khushab, Mandi Bahauddin, Mianwali, Murree, Nankana Sahib, Narowal,
Okara, Pakpattan, Rawalpindi, Sahiwal, Sargodha, Sheikhupra, Sialkot, Toba Tek Singh

Punjab South

Bahawalnagar, Bahawalpur, Chistian, Dera Ghazi Khan, Khanewal, Layyah, Lodhran,
Mozzaffargarh, Multan, Rahim Yar Khan, Rajanpur, Vehari.
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Following table along with pie chart show province wise break up of Commercial bank’s
branches in the country.

Province/Region Br:laonsél?:s %
Punjab 7117 56.46
Sindh 3214 25.50
Khyber Pakhtunkhwa 1310 10.39
Baluchistan 429 3.40
Azad Kashmir 458 3.63
Gilgit Baltistan 78 0.62
Total 12606
i Province/ Region wise Break up of Commercial Bank’s
Branches - 2015
Azad Kashmir
Balochistan o Gilgit Baltistan
3.40% 0.62%
Khyber
o

Punjab
56.46%

Sindh
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Resolution of Complaints

The table given below gives a yearly comparison of total number of complaints resolved
at BMP, complaints resolved through reconciliation, and orders passed for resolution since
the inception of BMP:

Total Formal Amicably Resolved Order

Year Complaints Resloved | through Reconciliation Passed
2005 (8 months) 225 223 2
2006 665 613 52
2007 772 709 63
* 2008 337 290 47
2009 1776 1714 62
2010 916 822 94
2011 823 684 139
** 2012 327 301 26
2013 1637 1514 123
2074 904 783 121
2015 1115 910 205
Total 9497 8563 934

* The Office of the Banking Mohtasib remained vacant from 2 May 2008 to 1 May 2009.
** The Office of the Banking Mohtasib remained vacant from 2 May 2012 to 17 March 2013.

The following graphic illustration depicts the yearly comparison in percentage of total
cases decided through formal hearings and cases resolved through reconciliation
process against total cases resolved:

Cases Decided through Formal Orders & Reconciliation: A Comparision

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015
(8 months)

- Cases decided through formal hearing - Cases resolved through process of reconciliation
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Summary - Complaint Flow in 2015

As on January 1, 2015, there were 145 unresolved formal complaints, while 1217 new
complaints (formal) were received during the year. Out of these 1,362 complaints, 910
were resolved amicably through reconciliation while orders were passed in 205 cases.
27 complaints were rejected for not falling in our jurisdiction. Thus, 220 formal complaints
remained outstanding as on 31 December 2015. The position is summarized as under:

Complaints on Hand as on January 1, 2015 145
New Complaints received 12137
Total 1362
Orders issued 205
Amicably resolved through reconciliation 910
Complaints rejected 27
Total 1142
Complaints on Hand as on December 31, 2015 220

* One complaint pertaining to previous year rejected in 2015.
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Disposal of Complaints

The table given below compares disposal of total formal complaints received in 2015
and 2014, and is followed by a pie chart showing the disposal status of formal complaints
received during the year 2015 & 2014:

Disposal Status of Complaints in 2015 and 2014

Status 2015 2014
Granted 636 494
Declined 335 272
Rejected 26 26

Outstanding 220 145
Total 1207 937

Disposal Status: formal Complaints Received in 2015

Outstanding.
18%

Rejected
2%
Declined
28%
Granted
52%

- Granted [l Declined [MRejected |:] Outstanding

Disposal Status: formal Complaints Received in 2014

Outstanding.

18%
I_

Rejected
2%

Declined
28%

| -Granted -Declined .Rejected DOutstanding
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Reasons for Rejection of Complaints

Rejected complaints are those complaints which do not fall under the jurisdiction of
the Banking Mohtasib by law as set forth in the BCO, and thus rejected. As given above,
26 complaints (2% of total formal complaints) were rejected in the year 2015.

The following table and bar chart illustrate the rejection pattern of complaints received

in 2015:

Reason for Complaint Rejection 2015 2014
Frivolous 9 1
Loans, Mark-Up/Interest Write Off Sought 6 1
Policy Related Matter 5 5
Not against a Commercial Bank 2 10
Pending before Court/ SBP 1 0
Rescheduling Of Loan 0 1
Schedule Of Charges 0 1
Others 3 7
Total 26 26

Rejection Pattern of Complaints in 2015 & 2014

12 -

Frivolous Loans, Mark- Policy Related Not against a Pending before Rescheduling Others Schedule Of
Up/Interest Write Matter Commercial Bank Court/SBP Of Loan Charges
Off Sought

| M0 2014 |
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Bank-wise Disposal of Complaint.

In addition to 1217 formal complaints received during the year 2015, 145 outstanding complaints as on
December 31, 2014 were carried over from last calendar year. The following table shows bank-wise disposal

of these 1362 complaints:

NS;) Bank Total |Rejected | Declined |Granted ﬁlr(;:;(l);?j)e"t} g:(%::;%nt} 8;"1512328'1"5%
1 | Albaraka Bank (Pakistan) Limited | 4 0 3 1 0 0 0
2 | Allied Bank Limited 67 1 23 30 34,415,437 | 33,252,712 13
3 | Askari Bank Limited 25 1 5 11 12,624,880 | 12,624,880 8
4 |Bank Al Habib Limited 14 1 5 709,379 709,379 2
5 | Bank Alfalah Limited 75 5 28 28 887,929 879,600 14
6 |Bank [slami Pakistan Limited 14 0 3 7 170,491 139,271 4
7 | Barclays Bank Plc 3 0 1 1 3,000 3,000 1
8 | Burj Bank Limited 5 0 1 2 209,000 208,000 2
9 | Dubai Islamic Bank Pakistan Limited | 17 1 7 6 1,320,000 1,320,000 3
10| Faysal Bank Limited 63 0 17 32 74,111,489 | 65,457,051 14
11| First Women Bank Limited 3 0 3 0 0 0 0
12|Habib Bank Limited 202 4 53 108 23,923,449 | 23,922,565 37
13 |Habib Metropolitan Bank Limted | 7 0 3 2 20,030 20,030 2
14|JS Bank Limited 9 0 5 2 167,000 167,000
15| KASB Bank Limited 1 1 1 0 0
16| MCB Bank Limited 106 1 35 50 4901,498| 4,839,310 20
17| Meezan Bank Limited 34 0 11 18 4247438 4,168,718 5
18| National Bank of Pakistan 332 5 68 219 16,788,881 | 16,471,646 40
19|NIB Bank Limited 25 2 7 14 7473326| 7,473,326 2
20(Samba Bank Limited 3 0 2 1 88,500 88,500 0
21| Silk Bank Limited 19 1 6 8 1,011,578 1,011,578 4
22|Sindh Bank 1 0 0 0 0 0 1
23| Soneri Bank Limited 7 0 3 3 8,033,161 8,033,161 1
24|Standard Chartered Bank 55 1 15 34 2935157 | 2,827,751 5
(Pakistan)Limited
25| Summit Bank Limited 6 0 1 1 100,000 100,000 4
26|The Bank of Khyber 4 0 2 1 1,300000| 1,300,000 1
27| The Bank of Punjab 47 1 16 26 17,706,989 | 16,306,885 4
28| The Punjab Provincial 3 0 2 0 0 0 1
Cooperative Bank Limited
29| United Bank Limited 189 0 66 95 9637801 9,521,090 28
30| Zarai Taragiati Bank Limited 16 0 5 9 1,735000| 1,735,000 )
31| Institutions other than banks 4 2 2 0 0 0 0
Total 1362 27 400 715 |224,521,413 | 212,580,453 220

Claims of around Rs. 128 Million, filed by the Complainant against various banks were
declined as after invesitgation the same were found unreasonable/unjustified.
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