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Banking Mohtasib Pakistan

Our Aim

To resolve all disputes amicably through
an informal and friendly process of
reconciliation rather than
a formal adversarial procedure.

We do not take sides.
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Mission Statement

As an independent statutory body established
to resolve disputes between consumers and banks,
it has been our commitment to deliver free of cost,

speedy solutions for all disputes referred to us,

in a manner that is impartial, fair and
equitable to all parties.
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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 abiding these values, both in our professional and
personal lives, we can make a difference.

Responsive

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.

Compassionate

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.

Flexible

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.

Trustworthy

We treat all those we meet with respect, courtesy and compassion because
only by doing so we gain their confidence and trust.

Transparent

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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1. The Institution and Legal Framework

®®  The institution of Banking Mohtasib Pakistan (BMP) was established in the year
2005 under Part IV-A of Banking Companies Ordinance, 1962 (“BCO”).
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
other law for the time being in force. It repeals by implication whatever is
inconsistent with it in other enactments and confers upon Ombudsman
additional power of review.

®®  The institution of Banking Mohtasib helps in settlement of disputes and
facilitates an amicable resolution/settlement between complainants and
commercial banks, including the disputes between the banks - fairly, reasonably,
amicably, informally and in accordance with the Law.

®®  The governing laws under which the institution of Banking Mohtasib is
functioning require that it 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 the
complainants/ parties in disputes.

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.

o> In relation to all commercial banks operating in Pakistan, the Banking Mohtasib
has been empowered to entertain complaints of the following nature:

=4 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.

= 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

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

& Complaints from holders of foreign currency accounts whether
maintained by residents or non-residents
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= Complaints relating to remittances to or from abroad

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

= Complaints relating to payment of utility bills

In relation to banks in the public sector, the institution of Banking Mohtasib is

authorized to entertain complaints against such banks on the following

additional grounds as well:

= Corruption or mala fide practices by the officers of banks

= Gross dereliction of duty in dealing with customers

= Inordinate delays in taking decisions

However, the institution of Banking Mohtasib cannot accept complaints relating

to banks’ policy matters. For example, the following matters lie outside the

jurisdiction of the Banking Mohtasib:

= Matters relating to grant of loans, advances or finances to customers.

= Complaints against banks’ loan and mark-up policies, risk policies,
product and service pricing as included in their schedule of charges
and/or any other policy matter.

= Grievances of banks’ employee or ex-employee pertaining to terms and

conditions of their service also fall outside the jurisdiction of the Banking
Mohtasib.

Empowerment of the Institution of Banking Mohtasib

Act XIV of 2013 enhanced the effectiveness of all 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:

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 enjoying complete administrative and
financial autonomy, and the expenditure of the Mohtasib’s Office is charged to
the “Federal Consolidated Fund” within the allocated budget.
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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 Ombudsman institutions in
Pakistan.

Compatibility with International Ombudsman Institutions:

The standardization and harmonization of institution of Banking Mohtasib
Office, its independence, mandate and power, 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. This facilitates
cooperation, information exchange, sharing of experience, and adoption of
international best practices among different Ombudsman institutions.

Review and Representation

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

= 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.

= The Ombudsman shall decide the review petition within forty five days.

= In review, the Ombudsman may alter, modify, amend, or recall the
recommendation, order or decision.

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:

= 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.

= 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).

©  The representation shall be addressed directly to the President and not
through any Ministry, Division or Department.
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=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 a Wafaqi Mohtasib or Federal Tax Ombudsman.

Confidentiality
The principle of banking secrecy is strictly followed by the institution of 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

Complaint handling process at this Institution is illustrated as under:

Complaint Flow Chart

Is the Complaint within our terms of reference?

Inform the Complainant about the mandatory
requirement i.e. on prescribed complaint form,
duly attested by an Oath Commissioner,and |« No
after a prior Legal Mandatory Notice already

Is there a possibility of agreed resolution?

served upon the Bank (45 days)/ refer the ves
Complainant to the appropriate authority
The Complainant/ Bank

advised accordingly

No

\4

Yes

Complaint is
investigated and
assessment issued

the assessment

Bank and/ or Complainant does not accept

y

omplaint Resolved [}

] Review petition

Representation to
the President

assessment

Bank and/ or Complainant accept the

Formal Hearing, if any, held

Bank does not

accept the Order Complaint granted: formal Order
issued
Bank accepts the ¢
A | Order Complaint declined: formal

Bank accepts the
Review Order

Bank does not

accept the Review
Order

Representation to
the President

A 4
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Complaint Flow in 2019

Our aim is to resolve all disputes amicably through an informal and friendly process of
reconciliation. However, where the issue is not resolved then an opportunity of hearing
is provided to the parties in terms of Section 82 D of the Banking Companies Ordinance
1962 after which appropriate findings are forwarded to concerned parties.

As on January 1, 2019, there were 1052 unresolved complaints, while 14587 new
complaints were received during the year. Out of these 15639 complaints, 10324 were
resolved amicably through reconciliation while orders were passed in 262 cases. 2275
complaints were rejected for being frivolous or for want of jurisdiction as the same either
pertain to Insurance or Microfinance banks, administration of banks or fund managers.

(" Complaints carried forward from 2018 1052 )
New Complaints received 2019 14587
Total 15639
Cases Decided/ Disposed by:

Orders issued 262
Amicably resolved through conciliation 10324
Complaints requiring further information/
documents/rejected 2275
Total Cases disposed off 12861
Relief provided to the Complainants Rs. 260 (M)
. Complaints Outstanding as on December 31, 2019 2778 )
DISPOSAL OF CASES
I Cases Resolved I I Carried Forward I
70 669,
B0
v 50
2
1
w
E 40
xR
)
20 14% e
10
2%
¢ Through Order passed Rejected Carried Forward
reconciliation/settlement
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Region-wise breakup of Complaints received in 2019

The institution of Banking Mohtasib Pakistan receives complaints against banks located
all over the country. The table given below shows a region-wise breakup of complaints
while the pie chart compares the percentage of complaints received (region-wise)
during the year.

[ Region # of Complaints \
Punjab 10074
Sindh 3094
Khyber Pakhtunkhwa 1055
Balochistan 131
Azad Kashmir 212
Gilgit Baltistan 21
L Total 14587 )

TOTALCOMPLAINTS: REGION WISE 2019

Balochistar, 1%

\\
\’\\ AzadKashmir, 2%
Tt
Khyber ™~ _Gilgit Baltistar,
Pakhtunkhwa, - . / 1%

‘sindh, 20%

Funjab, 69%
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Bank-wise breakup of Complaints

The following table shows number of complaints received against each bank during the
year under review.

§ S. No. Bank Total )
1 Albaraka Bank (Pakistan) Limited 56
2 Allied Bank Limited 586
3 Askari Bank Limited 227
4 Bank Al Habib Limited 118
5 Bank Alfalah Limited 764
6 Bank Islami Pakistan Limited 110
7 Citibank 3
8 Dubai Islamic Bank Pakistan Limited 101
9 Faysal Bank Limited 477
10 First Women Bank Limited 12
11 Habib Bank Limited 2511
12 Habib Metropolitan Bank Limited 68
13 JS Bank Limited 262
14 MCB Bank Limited 880
15 Meezan Bank Limited 319
16 National Bank of Pakistan 825
17 Samba Bank Limited 8
18 Silk Bank Limited 586
19 Sindh Bank 32
20 SME Bank Limited 5
21 Soneri Bank Limited 75
22 Standard Chartered Bank (Pakistan) Limited 267
23 Summit Bank Limited 60
24 The Bank of Khyber 20
25 The Bank of Punjab 267
26 The Punjab Provincial Cooperative Bank Limited 24
27 United Bank Limited 1587
28 Zarai Taraqiati Bank Limited 94
29 Institutions other than banks 313
30 Complaints received through Prime Minister's Portal 3930

L TOTAL 14587 )

Relief claimed amounting to Rs 260,985,799/- has been granted to the complainants.
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Complaints Resolution Time

( No of Days No. of Complaints % )
1-30 days 3965 25
30-60 days 2079 14
60-90 days 2704 17
More than 90 days 4113 26
Carried forward 2778 18
§ Total 15639 100 )

Complaints Resolution Time

1306avs N 5
s060days [N >
co0day: I 1%

More than 90 days 14%

cariid forvard |

0 5 10 15 20 25 30

Gender -Wise Break-up of complaints

Female, 13%

M Female

Male

Male, 87%
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Review Petitions and Representations

As noted earlier, the Mohtasib has the power to Review his decisions under Section 13
of Act XIV of 2013. Moreover, Section 14 of the Act provides that a Representation can
be made to the President within thirty days of the decision, order, findings, or
recommendations of the Mohtasib.

In the year under review, a total number of 1422 formal complaints were resolved

against which 160 Representations were made to the President, Islamic Republic of
Pakistan.

During the year ending 31st December, 2019, one Review Petition was filed and the
same was allowed.
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1. Appointment of Mr. Muhammad Kamran Shehzad as Banking Mohtasib
Pakistan

In pursuance of Ministry of Law & Justice’s Notification No.F.1(2)/2017-A.I dated 30th
January, 2019, Mr. Muhammad Kamran Shehzad has assumed charge of the Office of
the Banking Mohtasib on 16th April, 2019 for a period of four years in terms of Section
3 of the Federal Ombudsmen Institutional Reforms Act, 2013.

Earlier, he was administered Oath of Office of the Banking Ombudsman by the President
of Islamic Republic of Pakistan on April 15, 2019 in terms of Section 8 of the Federal
Ombudsmen Institutional Reforms Act, 2013.

2. Banking Mohtasib Pakistan calls on the President of Islamic Republic of
Pakistan

The Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad called on the
President of Islamic Republic of Pakistan at the President Secretariat, Aiwan-e-Sadr,
Islamabad on December 06, 2019 and apprised him about the performance of the
institution. The President appreciated the role of Banking Mohtasib towards protecting
the interest of deserving complainants /consumers by way of providing relief from
financial loss as well as providing proper/ suggestions for the guidance of banking
sector. The President assured his support to the Banking Mohtasib for further
improvement in the working of the institution.

3. Banking Mohtasib Pakistan meets the Secretary, Ministry of Law, Justice
& Human Rights Division, Islamabad

The Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad visited the Office of
the Secretary, Ministry of Law, and Justice & Human Rights Division, Islamabad on 7th
October, 2019. He was accompanied by Mr. Farhat Saeed (Senior Advisor), Mr. Saleem
Akhtar (Senior Legal Advisor) and Mr. Shahid Mahmud Khan (Advisor). The Secretary
was apprised of the performance of the institution and efforts made with regard to the
redressal of public grievances which have been admired and appreciated by him.
Discussions pertaining to legal issues with respect to complaints were also held in the
meeting.
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4, Banking Mohtasib Pakistan meets the Director General, Additional
Secretary to the President, Director (Legal-l), and Consultant-Legal,
President’s Secretariat (Public), Islamabad

The Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad met Director General,
Additional Secretary to the President, Director (Legal-l), and Consultant-Legal,
President’s Secretariat (Public), Islamabad on 8th October, 2019 alongwith his team
members, Mr. Farhat Saeed (Senior Advisor), Mr. Saleem Akhtar (Senior Legal Advisor)
and Mr. Shahid Mahmud Khan (Advisor). Fruitful and productive discussions were
exchanged with respect to matter of mutual interests. They were also apprised of the
performance of the institution and collaborative efforts made for the redressal of public
grievances, which have been admired and appreciated by them.

5. Meetings held between Banking Mohtasib Pakistan with SBP Officials on
April 24, August 08, and September 05, 2019

A series of meetings were held between the Banking Mohtasib Pakistan and the officials
of State Bank of Pakistan (SBP) on April 24, August 08 and September 05, 2019. In these
meetings, discussions were held on different issues regarding payment system,
different legal issues relating to consumers, different PSD circulars issued by SBP from
time to time, and on bringing further improvement in the services provided to the
banking consumers.

Annual Report - 2019
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Recommendations to State Bank of Pakistan

During investigation of complaints, we occasionally come across systemic deficiencies
and control weaknesses within banks. Such weaknesses are brought to the attention of
banks’ senior management. For issues of a serious nature, a report is submitted to State
Bank of Pakistan for such action as it may consider appropriate.

Some of these issues which have been brought to the attention of State Bank of
Pakistan for appropriate regulatory intervention are as under:

& At the time of activation of online services Banks/ MFBs relevant staff shall
educate customers about various types of online banking frauds as well as the
corresponding preventive measures. Banks /MFBs shall be solely responsible for
ensuring customer authentication for activation of any ADC and any loss of
customer funds due to false activation of any ADCs shall be compensated by the
respective Banks/MFB.

= It was observed that the third party product specifically the Bancassurance sale
by banks creates problems and larger number of complaints are received from
the bank customers / account holders. Before selling the Bancassuarnce policy,
Bank should provide all the relevant information to the customers in writing or
verbally explain to them the broad features of the policy. Further, sufficient time
should also be given for understanding the details of policy before its execution
so as to avoid complications / disputes arise thereafter.

= Inspite of the instructions issued by the State Bank of Pakistan, through circulars,
to ensure that adequate CCTV surveillance coverage and continuous monitoring
of all activity around the ATM vestibule and also to ensure that the visual record
of ATM transactions is maintained for at least a period of one year, it is found that
both the inbuilt cameras and CCTV were not fixed at the correct angles and in
many cases the CCTV footages were not produced or had been conveniently
erased, despite timely intimation and the pendency of the dispute. In such a case,
the same ought to have been preserved till the dispute was resolved.

& Reducing of Notice period of Complaint from customers from 45 days to 15 days
as it appears to be a long period which deprives of the Complainant from early
resolution of their complaint.

= Bank officials who attend the hearings are generally not of a senior level to agree
on an amicable settlement or resolution during hearing. Further, at times, they
are found to be even not well versed with the cases.

= Response from banks is generally not encouraging as they either furnish
response with inordinate delay or send incomplete information. Further, the
process of approvals in banks frustrates the concept of early relief to the
Complainant even in cases where banks agree for settlement/ resolution of the
grievance.

= Non-compliance of guidelines issued by the Regulatory Authority from time to time.
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1. Workshop on “Conduct of Risk Management” hosted by Standard
Chartered Bank in collaboration with State Bank of Pakistan

The workshop on “Conduct of Risk Management” which was not only designed to build
professional enhancement in regulatory adherence, but also to promote self-regulation
and responsible conduct beyond compliance was organized by Standard Chartered
Bank in collaboration with State Bank of Pakistan on March 13, 2019. Mr. Calvin
Christopher, Executive Director, Compliance, Africa & Middle East (AME), Standard
Chartered Bank Limited conducted the session.

The workshop was attended by the following officials:

1. Syed Faheemuddin Ahmed Senior Advisor

2. Mr. Muhammad Ali Jangda Senior Advisor

3. Mr. Mushtaq Ahmed Advisor

4. Mr. Liagat Ali Advisor

5. Mr. Aun Abbas Assistant Director (Investigation)
6. Mr. Sohail Ahmed Babar Assistant Director (Investigation)
7. Syed Junail Ahmed Zaidi Assistant Director (Investigation)
8. Mr. Imran Ahmed Assistant Director (Investigation)

2, Training given by Payment Systems Department (PSD), SBP on Digital
Payments with special emphasis on PSD Circular No.9

The main objective of this training session was with specific reference to SBP PSD
Circular No.9 of 2018 dated November 28, 2018 so as to give the staff better
understanding in reaching decisions on public complaints, which arein accordance
with the aspirations and guidelines provided by the regulator.

This training session held on May 29, 2019 at Banking Mohtasib Secretariat, Karachii
was attended by all the advisors and investigation officers.

3. 21st Management Association of Pakistan (MAP) Convention held on
August 28, 2019 at Karachi Marriott Hotel

The convention aimed to provide dynamic learning experience to participants on key
topics of challenging times and winning strategies.

Mr. Nawroz Muhammed Ali (Advisor) attended the convention from the Karachi
Secretariat of Banking Mohtasib.

Annual Report - 2019
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4, Workshop on “Digital Banking: Trends & Challenges” hosted by The
Institute of Bankers Pakistan held on November 23, 2019

The workshop on Digital Banking-Trends & Challenges was designed to build
professional enhancement of abilities with respect to Digital Banking and also to get
the understanding of latest trends and day to day challenges faced by the bankers in
their professional working.

Mr. Muhammed Sohail (Consultant) and Mr. Muhammad Aun Abbas (Investigating
Officer) attended the workshop.

5. Workshop on “Cyber Security-Challenges for Banks” hosted by The
Institute of Bankers Pakistan held on November 29, 2019

The workshop on ‘Cyber Security-Challenges for Banks’ was designed to provide closer
insight to the participants of challenges faced with regard to cyber security as
technology has grown faster and to keep up with the pace, awareness is required to get
the maximum benefit of latest trends in order to keep up the organization working
smoothly.

Mr. Amir Ali and Mr. Sohail Ahmed Baber, Investigating Officers, attended the workshop.

6. Two-day training session regarding “Court Procedures for Courts/Office”
conducted by Development Wing, Ministry of Law & Justice on 29th & 30th
November, 2019 at Sindh Judicial Academy(SJA), Karachi.

The training session conducted on overview of chambers operations and the working
of courts. It also covered functions and overview of civil litigation process. It provided an
in depth understanding of procedures of courts so as to familiarize the participants with
the working of local court procedures.

The training was attended by the following officials:

1. Kazi Raheel Javed Deputy Director (HR/Admin)

2. Syed Junail Ahmed Zaidi Assistant Director (Investigation)

3. Mr. Satish Inder Jesrani Assistant Director (Investigation)

4. Mr. Sajid Hussain Thaheem Dy. Assistant Director (Investigation)
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Embezzlement of Deposited Fund

Case 1:

The Complainant stated that the Manager of the Bank persuaded him to open an
account with his Bank and make investment in order to get a higher rate of profit on his
deposit. The Complainant agreed and gave a cheque for Rs 2,500,000/- to the Manager
from his account in another Bank. The Manager collected the money and issued to the
Complainant five Term Deposit Receipts of Rs 500,000/- each signed and stamped by
the Manager himself. Later, when Complainant checked his account, he discovered to
his shock that there was no money in his Bank account.

The Complainant took up the matter with the Manager, who managed to assure him
that his money and TDRs were intact and safe, but while assuring him verbally, refused
to hand him over genuine TDRs or to do any other reassuring act. The Complainant
raised the issue with the Bank, but to no avail. He, therefore, lodged a complaint with
the Banking Mohtasib.

Personal hearing was given to both the parties in the case and on examination of
documents produced, it was transpired that the Branch Manager had embezzled the
entire sum of Rs 2.5 million and fake TDRs were issued to the Complainant. The
Mohtasib directed the Bank to make good the loss of the Complainant as it was
vicariously liable for the acts of its Manager.

Subsequently, the Bank informed that it had duly issued a cheque dated January
30th, 2019 for Rs2.5 million to the Complainant in compliance with the advice of
the Banking Mohtasib.

Case 2:

The Complainant discovered that a sum of Rs 3,311,000/- which he had deposited in his
account with his Bank had been embezzled by the Manager of the branch with the help
and connivance of some other members of the staff. Complainant lodged his complaint
with the management of the Bank, but apart from assuring him that they were looking
into the matter, the management did nothing to ensure the return of the embezzled
money. Consequently, he lodged his complaint with the Banking Mohtasib.

On our intervention, it transpired that the Bank had undertaken investigations, but
owing to the absence of two out of the five members of the “Claims Review Committee”
findings of the Committee were inordinately delayed and as such we were not apprised
of the detailed investigation report that had been asked for.

Ultimately, on being pursued by Banking Mohtasib Office, the Bank credited the
Complainant’s account with the sum of Rs 3,311,000/- in full, and as evidence
submitted a statement of account reflecting the credit entry in the Complainant’s
account.

Annual Report - 2019




Banking Mohtasib Pakistan

Case 3: PLS Savings Account treated as Current Account

The Complainant had opened a PLS Saving Account with the Bank in 2008 but in 2016
upon looking at his account statement he discovered that no profit had ever been
credited to his account. Upon his query, he was told by the Bank that in the Bank’s
record his account was a current account and not PLS saving one.

The Bank was questioned that when the Complainant’s account was a current account
how a PLS Saving Account Opening Form was used. In response, the Bank submitted
that the AOF for current account was not available at the time of opening the account
and for the same clerical error cheque books of PLS Saving Account (instead of Current
account) were issued to the Complainant over the past 9 years.

The stand taken by the Bank to cover up its errors was not found to be tenable because
from the AOF of the Complainant it is clear that the same AOF was being used for all
kind of accounts and the customer (among other things) was required to tick the box
describing the nature of the account. The Complainant had clearly ticked the box for
PLS Saving.

At no stage of the enquiry was the Bank able to produce any evidence that the account
had been opened as a current account. The Bank admitted that wrongly naming the
account had occurred at the time of opening of the account which mistake continued
until discovered. Furthermore, the Bank issued PLS Saving Account cheque books to the
Complainant for nine years and has, therefore, stopped from insisting that the account
of the Complainant was in fact a current account.

The Bank was directed to pay the Complainant the profit from the date the account was
opened at the PLS saving rates till the date his account is credited with the differential
amount of profit. The Bank was further advised that as the Complainant’s account
cannot be converted into a PLS Saving one, the Bank shall close the existing CURRENT
ACCOUNT (so called) and open a fresh PLS Saving Account in his name.

The Bank complied with the Banking Mohtasib’s advice to the satisfaction of the
Complainant.

Case 4: E-Commerce: EFT

The Complainant was tricked by a fraudster into revealing his sensitive personal and
financial data over telephone. Afterwards he started receiving SMS messages of money
being transferred from his account. He is in the business of manufacturing shoes and
exporting them and had his account with the Bank for the past eight years. A total sum
of Rs 220,846.82 was siphoned away by the fraudster. However, upon receiving his
complaint, the Bank managed to retrieve Rs 78,999/- from a local vendor, but was
unable to retrieve the rest of the amount as the other merchant was 3D secure.
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3-D secure is an enhanced protection for Debit cards as it is the latest technology
supported by major card operators designed to ensure safe internet - based
transactions through authentication of each transaction by the card holder. Bank
initiated document retrieval from the cross border merchant for the disputed
transaction, but since the merchant was 3D secure, charge back right was not available.

SBP PSD Circular No. 05 of 2016 dated June 10, 2016 regarding “Regulations for Payment
Card Security” wherein section 4.2.3 (b) clearly states that:

“CSPs shall take consent regarding the utilization of Payment Cards on various ADCs or their
cross border usage while maintaining the record of consent as per SBP record retention policy”

The Complainant was totally unaware of Electronic Fund Transfer Technology.
Complainant claimed having never requested the Bank for e-commerce facility. He
agitated the matter with the Bank and wanted to be satisfied as to how an un-called for
facility was attached to his account without his mandate and funds had been
transferred from his account without his consent.

The Bank asserted in its defence that this being a matter of 3-D Secure transaction, the
Bank is not responsible for the loss of its customer’s money owing to compromised
credentials by customer himself, but had nothing to say about its own fiduciary
responsibilities to protect the interest of an innocent account holder.

The argument of the Bank that since the customer had divulged his personal
information to an un-known caller which had resulted in withdrawal of funds from his
account was not by itself acceptable. The primary issue to be taken into account is that
Bank has to inform the Complainant clearly that EFT/e-commerce channel is active with
his account either at the time of handing over him payment card or subsequently for
the safety of the customer. The Bank could not produce any evidence confirming that it
had apprised the Complainant of such activities and the pros and cons of e-commerce
and other technology based electronic transactions and allied risks. The Bank also could
not produce any evidence that it had informed the Complainant that e-commerce
facility is activated automatically with his account subsequently.

The primary responsibility of a Bank is to protect the interest of depositors. The Bank
should have educated the account holder about e-commerce product in terms of above
said Rules and Regulations before allowing opening of e-commerce channel. Had the
Bank not opened this channel (without the consent and knowledge of the
Complainant), the account holder would have been saved from these fraudulent
transactions which caused him financial loss for no fault of his. The Bank was, therefore,
found liable to make good the loss suffered by the Complainant.

The Bank, however, preferred to file Representation against the order of the
Banking Mohtasib before the President of Islamic Republic of Pakistan in terms of
Section 14 of Federal Ombudsmen Institutional Reforms Act-2013 (FOIRA), where
the Order passed by the Banking Mohtasib was upheld and the Bank credited Rs
141,847/- into customer’s account.
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Case 5:

The Complainant submitted that she had deposited GBP 21000/- on 14.09.2017 for
credit to her account opened on the same day at a bank’s branch, but subsequently she
found out that the amount was not credited to her account. She lodged a complaint but
no response was given by the Bank. She, therefore, lodged a complaint with the
Banking Mohtasib.

Upon receipt of the complaint, the Bank was advised to provide the factual report
alongwith the statement of Complainant’s account since inception. The Bank informed
that it had lodged a Complaint with the FIA, Islamabad for certain fraudulent activities
committed upon the Bank and its customers by the then Branch Manager, who was now
an absconder.

Bank’s internal investigation report was sought, but it expressed its inability to provide
the same till finalization of investigation by FIA. Therefore, to decide the matter the case
was fixed for hearing. After hearing both the parties and examination of available
record, it was unequivocally established that the Branch Manager had committed fraud
and decamped with Complainant’s funds amounting to GBP 21000/- (PKR 4,263,407).
The Bank officials were advised that the Manager of the Branch had siphoned off the
customer’s money while representing the Bank as its Manager and thereby under law,
the Bank is vicariously liable for the embezzled amount.

Bank officials pleaded that they can finalize the case only after completion of FIA
enquiry. They were reminded that the case filed before FIA is of criminal nature while
complaint lodged with Banking Mohtasib is of civil nature. In Criminal case there would
be arrests and imprisonment etc., once the accused is hauled up and presented before
the court, but it will not be a remedy for settling the grievances of the Complainant. As
such, the Bank was advised to make payment of claimed amount to the Complainant.

Subsequently, the Bank confirmed having resolved the issue and Rs 4,263,407/-

were paid to the Complainant through Banker’s cheque, as also confirmed by the
Complainant.
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Case 6:

The Complainant maintaining account with the Bank submitted that he was lured by
the Branch Manager to invest money with the Bank’s profitable scheme. Therefore, he
had invested Rs 2,100,000/- with the Bank for three months, for which he was issued a
Certificate on Bank’s letter head duly signed by the Manager. However, despite lapse of
considerable time after the maturity date his money was not refunded to him.
Complainant took up the matter with the Bank authorities, but to no avail. He, therefore,
lodged a complaint with the Banking Mohtasib.

Upon receipt of the complaint, the Bank was advised to provide the factual report
alongwith the details of investment deal offered to the Complainant and also statement
of his account since inception.

The Bank informed that it had lodged a complaint with FIA, Islamabad for certain
fraudulent activities committed by the then Branch Manager, who was now an absconder.

To decide the matter, the case was fixed for hearing. After hearing both the parties and
examination of available record, it was unequivocally established that the Branch
Manager had committed fraud and decamped with Complainant’s funds amounting to
Rs 2,100,000/-The Bank officials were advised that the Manager of the Branch had
siphoned off the customer’s money while representing the Bank as its Manager and
thereby under law Bank is vicariously liable for the embezzled amount.

Bank officials pleaded that they can finalize the case only after completion of FIA
enquiry. They were reminded that the case filed before FIA is of criminal nature while
complaint lodged with Banking Mohtasib is of civil nature. In Criminal case there would
be arrests and imprisonment etc. once the accused is hauled up and presented before
the court, but it will not be a remedy for settling the grievances of the Complainant. As
such, the Bank was advised to make payment of claimed amount to the Complainant.

Subsequently, the Bank confirmed having resolved the issue and Rs 2,100,000/-
were paid to the Complainant through Banker’s cheque, the receipt of amount was
confirmed by the Complainant.

Case 7: Fraudulent Transactions through ATM

The Complainant submitted that on 23.10.2018 a sum of Rs 200,000/- was fraudulently
withdrawn from her account through ATM Card, whereas her ATM card was in her
possession. She lodged a complaint with the Bank, but the disputed amount was not
refunded to her. As such, she lodged a complaint with the Banking Mohtasib.

In response to our query on the subject, the Bank informed that card was used on
23.10.2018 for 10 consecutive transactions of Rs 20,000/- each. The Complainant’s ATM
Card was blocked subsequently. It was observed that sufficient amount was available in
the account, but no further attempts were made thereon, as such claim was declined
being customer’s liability.
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On perusal of the snapshots of the disputed transactions, it was observed that someone
wearing a mask and a cap was conducting the transactions. On query, the Bank
responded that no POC (point of compromise) was found. However, it was noticed that
an attempt was made for another transaction, but was declined as Card was already
marked as blocked. Thus, arose a strong possibility of skimming.

The case was heard on October 10, 2019. Since the matter was timely reported to
the Bank, as such the Bank was advised to settle the claim on the basis of available
evidences. Subsequently, the Bank credited the disputed amount of Rs 200,000/-
to the Complainant’s account, which was also confirmed by her.

Case 8: Fraud Committed by Bank’s Staff

The Complainant maintaining an account with the Bank submitted that he had never
availed any personal loan or credit card facility from the Bank, but to his surprise he
received a credit card bill dated September 29, 2018 for Rs 138,579.59 against a credit
card. After which Bank staff also met him and informed that in addition to the credit
card liability, a personal loan of Rs 240,000/- was also disbursed in his name. The
Complainant claimed that he had neither applied for these facilities nor had availed
them. Complainant took up the matter with the Bank, but to no avail. He, therefore,
lodged a complaint with the Banking Mohtasib.

On receipt of the complaint, the Bank was advised to provide the factual report. In
response, the Bank provided loan documents wherein Complainant registered mobile
numbers were mentioned and documents were duly signed by the Complainant. The
Bank further added that he was contacted on his registered number and has accepted
that loan was availed by him. However, later Banking Mohtasib Office contacted the
Complainant on cell number provided in his complaint form, he disowned the loan
outstanding against him stating that he had never availed this loan. However, he
suspected that one of the staff members of the Bank’s branch might have done so. Since
the Complainant was adamant to accept this liability & stuck to his version that he had
not availed these facilities, the Bank was asked to provide CDs of audio recordings and
transcripts of recording made both with the Complainant and the other
person(suspected official of the branch) in order to ascertain the veracity. The Bank
provided the above material and it was observed that the Bank official was
impersonating as Complainant for issuance of credit card and for availing the loan

facility. The Bank official, who was supposed to be a Complainant, accepted the liability.

Finally, the case was fixed for hearing and the Bank was advised for early resolution of
complaint, as the Complainant had neither availed loan nor committed any default.

The Bank after thorough investigation agreed with the Complainant’s stance and
nullified the Complainant’s outstanding loan of Rs 378,579/ and credit card liability.
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Case 9: Misappropriation of Funds

The Complainant submitted that a large number of Demand drafts / Pay orders were
deposited in University’s accounts during the period from February 2007 to October,
2014. However, the same were not credited to their respective accounts. The
Complainant took up the matter with the Bank authorities, but to no avail. They,
therefore, lodged a complaint with the Banking Mohtasib.

In response to our query on the subject, the Bank assured that drafts would be credited
in their respective accounts on daily basis, but being in large numbers tentative date for
completion of the job was not given. However, the matter was not settled for quite a few
months as such the case was fixed for hearing wherein the Bank’s representative stated
that the relevant record was neither traceable with them nor the same has been
provided by the University / Complainant and sought more time to sort out the matter.

Upon the Bank’s request, it was allowed further time of one month and both the
Bank and University / Complainant were directed to reconcile and inform the
Banking Mohtasib Office the outcome. Accordingly, the Bank informed that Rs
343,558/- being the amount of claim, was credited to the account of Complainant
within the stipulated date to the satisfaction of the Complainant.

Case 10: Pledged Gold for a Gold Loan- Dacoity at the Bank

The Complainant availed a GOLD loan from the Bank against the pledge of gold
ornaments containing a gross weight of 324 grams and a net weight of 169 grams. Later,
he came to know that a dacoity had taken place in the Bank in the course of which all
the jewelry in the custody of the Bank weighing 50 kg, including that of the
Complainant, had been looted by the dacoits. The Manager, however, assured the
Complainant that he will be compensated for his loss in full and will not be charged
mark up for future dates. The Complainant, got nowhere with the assurances and,
therefore, lodged a complaint with the Banking Mohtasib.

Upon our query, the Bank stated that they had reported the case to Shujabad Police
Station where it was registered vide FIR number 786/17 dated 11.12.2017. Out of six
dacoits, four had been arrested by the Police. Gold ornaments having gross weight of
1451 grams 330 Mg. out of 49606 grams had been recovered from the dacoits. One
official of the Bank was found involved in this dacoity. An amount of Rs 1,240,000/- had
also been recovered from one of the dacoits. The Bank informed that it had got the gold
ornaments on Supardari. However, the Court has restricted the Bank from disposal of
the ornaments as they will be required for production in evidence during trial of the
case.

All the gold ornaments pledged with the Bank against gold loan were insured through

two Insurance Companies. Although one Company had admitted the claim, but no
payment was made by it whereas the other Company repudiated the claim.
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In order to examine the matter, the case was set down for hearing on December 12,
2019 at our Regional Office, Multan wherein the Bank was represented by its legal
counsel while the Complainant was present in person.

The Bank’s Counsel stated that the Complainant was allowed finance of Rs 450,000/- on
17-04-2017 against pledge of gold weighing 169 grams valuing Rs 692,900/- for one
year. The amount of finance amounting to Rs 450,000/- and mark-up Rs 49,882/- as on
29-12-2017 was due against the Complainant.

Due to occurrence of dacoity the mark-up has been frozen. The Bank has filed arbitration
case U/s 20 of Arbitration Act before the Senior Civil Judge, Lahore. The criminal
complaint is already under trial before a Judicial Magistrate, who vide order dated
23-09-2019 has directed the Bank to produce the recovered gold whenever it is required
by Court to do so. During the hearing of bail application of one of the accused, the Lahore
High Court, Multan Bench had directed the trial court to conclude the trial within three
months. The case is, therefore, likely to be concluded shortly after which the Bank will put
the recovered gold to auction not below the market rate prevailing on the auction date.

All the claimants will then be compensated on the basis of the net weight as certified by
“Sarraf” at the time of pledging the gold ornaments at market rate after recovering loan
amounts and only after adjustment of due mark-up from them. The Complainant,
however, insisted that he is ready to adjust the entire loan amount with mark-up, if the
Bank returns his pledged gold ornaments immediately because he needed it for his
daughter’s wedding which was being solemnized shortly.

Banking Mohtasib gave his observations that the Bank was bound to return the
securities (gold ornaments, in this case) in original to the pledger, which it cannot return
due to unfortunate happenings. The Bank has agreed to compensate the Complainant
for the loss of his pledged gold ornaments on market rate prevailing on the day the
Bank approves his compensation on the basis of the net weight as certified by Saraf at
the time of pledging the said ornaments. However, the process may take some time
after completion of trial by the court of law. Banking Mohtasib suggested that the Bank,
keeping in view the complainant’s urgent social requirements, may consider his case on
compassionate grounds on urgent basis in accordance with the legal requirements and
order passed by the Hon’ble court(s).

The case was accordingly disposed of with relevant directives to the Bank.

Case 11: Forged Cheque: Writ Petition Filed by the Bank

The Complainant was maintaining a joint account with his wife with operational
instructions “Either or Survivor” since December 18, 2012. They had neither applied for
a cheque book nor any cheque book was ever delivered to them, yet an amount of Rs
7.600 (M) was withdrawn from their account without their consent and knowledge. The
Complainant demanded refund, but the Bank paid no heed to his request. Complainant,
therefore, lodged a complaint with the Banking Mohtasib.
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The Bank was asked to submit detailed investigation report along with copies of AOF,
SS Card, KYC, disputed cheque No. 105805316 for Rs 7,600,000/- dated 21.04.2017 (both
sides), statement of account and cheque book issuance request and delivery proof
thereof. The Bank provided the requisite documents.

On examination of the provided documents it was found that:

According to the Complainant, they had never applied for issuance of any cheque book
at any time. From the Cheque book requisition request it was observed that the signature
thereon was clearly different from the signature of Complainant recorded on his AOF and
S.S. Card. Clearly, therefore, the cheque book was issued against a fake signature.

On perusal of cheque dated 21-04-2017 for Rs 7.600 (M), it was observed that it was not
signed at all. As per Complainant, the cheque was not mandated. It was obvious that
the Bank cleared the unsigned cheque which was a nullity in law. Further, neither any
Call-back Confirmation was done nor could the Bank explain in its defence as to how
payment was made on a cheque which was void under law and not a cheque at all. The
payment of huge sum of Rs 7.600 (M) in cash was also surprising.

Due to the seriousness of the lapses on the part of the Bank, the case was set for a formal
hearing on May 2, 2019 at our Regional Office, Rawalpindi

The Bank’s representative produced related Cheque Book Requisition slip (CBR) along
with paid cheque. On examination of CBR it was observed that a cheque book of five
leaves, bearing number 105805316 to 105805320, was issued on April 21, 2017.

The signature on CBR did not match with the signature of the Complainant available in
the Bank’s record i.e. AOF & S. S. Card, whereas the Cheque number 105805316 dated
21-04-2017 against which payment of Rs 7,600,000/- was made found to be un- signed.
On further scrutiny it was observed that cash recipient’s signatures were also not
available on the back of the cheque as well as denominational details were also not
furnished on the back of the cheque as against general banking practice. Moreover, the
Bank also failed to provide any record of Call-back Confirmation (CBC) to the
Account-holder as per its own SOP as the cheque was of a very large sum and payment
had to be made in cash.

The Bank officials submitted that the Ex-Branch Manager, who was involved in this scam,
has absconded and the Bank has lodged a report with the FIA after its initial enquiry.

It is a well settled principle of law that the employer is vicariously liable for any fraud or
other wrong doing of his employee committed in the course of his employment,
whether for the benefit of the employer or not.

In view of the above findings and as admitted position, it was concluded that the
Complainant is entitled for his lump sum claim of Rs 7,600,000/- from the Bank. Therefore,
the Bank was advised to forthwith refund the sum of Rs 7,600,000/- to the Complainant.

The Bank subsequently, filed representation with the President Islamic Republic of Pakistan
against the Order passed by the Banking Mohtasib under Section 14 of Federal Ombudsmen
Institutions Reforms Act — 2013 (FOIRA) where the Order of Banking Mohtasib was up-held.
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Total Number of Hearings Held and Orders passed

Ve

Year Number of Hearings Orders Passed
2015 396 205
2016 439 251
2017 304 224
2018 240 126
2019 451 262
L Total 1830 1068 )
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Complaints Categories

The following table and bar chart illustrate the comparison between the overall
complaints received in last five years from 2015-2019, under different categories.

5. No. Categories 2015 | 2016 | 2017 | 2018 | 2019 |
No. of No. of No. of No. of No. of

Complaints|Complaints| Complaints| Complaints |Complaints
1 | Services inefficiency/ Delays/ Others| 1297 | 3142 | 3165 | 2457 | 3443
2 | * Consumer Products 988 1255 | 1251 1833 | 1985
3 | ATMs 1384 1458 | 1552 | 1855 | 1891
4 | Internet Banking/ IBFT 0 134 123 579 | 1065
5 | Frauds 507 700 865 | 1270 699
6 | Advances Loan and Deposits 627 804 974 | 1391 634
7 | Insurance 173 351 296 429 516
8 | Gross Dereliction of Duty 92 294 256 214 222
9 | Others 652 197 88 60 66
10 | Lockers 23 22 24 27 35
11 | Zakat Deduction 28 41 37 39 32
12 | Foreign Currency Account 10 55 16 0 25
13 | Corruption or Malafide Practice 61 8 101 19 21
14 | All Sorts of Problems 3 4 3 0 6
15 | Exporters/Importers 3 7 11 0 2
16 | Lost Cheques 12 32 34 0 2
17 | Parallel Banking 0 0 0 0 2
18 | Service Rules 132 169 109 108 2
19 | Utility Bills 87 96 64 37 9
20 | Breach of Confidentiality 10 11 2 1 0

21 | Complaints received through

Prime Minister’s Portal - - - - | 3930

\ Total 6089 | 8780 | 8971 10319 14587 )

* Total complaints received under the category of Consumer Products has been further
broken down in three sub-categories as given below:

S. No. Categories 2015 2016 2017 2018 2019
1 Credit Cards 554 684 827 1330 1458

2 Consumer Loans 271 349 156 271 326

3 Auto Loans 163 222 268 232 201
Total 988 1255 1251 1833 1985
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Banking Mohtasib Pakistan called on
the President of Islamic Republic of Pakistan
at President Secretariat, Islamabad on December 6, 2019.
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A delegation of Banking Mohtasib Office held a meeting with
Retd. Justice Zahid Hussain at the President Secretariat, Islamabad.
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Banking Mohtasib with Advisors
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Banking Mohtasib with Investigation Officers
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Banking Mohtasib Pakistan with Support Staff of the Secretariat
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Our Team of Senior Advisors and Advisors

Aamer Aziz Saiyid, Sr. Legal Advisor | N

A civil and commercial lawyer with 40 years
experience at the Bar. Retired as Company Secretary &
Head of Legal and Corporate Relations Department of
a Multi National Company in 2002 and has been
practicing the law since then. He was appointed as the
Legal Advisor of Banking Mohtasib Pakistan in 2005. /

~

Saleem Akhtar, Sr. Legal Advisor Il

Lawyer with over 35 years of professional experience.
Served the Central Bank of Pakistan for 22 years. He
took early retirement in 2010 while serving the
Central Bank in the capacity of Legal Advisor.
Thereafter, he joined Banking Mohtasib Pakistan in
the same year. Y,

Rafiuddin Junejo, Advisor - Legal )

CEDR - (United Kingdom) Accredited Mediator holds
Master’s Degree in Economics, MBA Executive and
LLB Degree. Senior Banker with more than 40 years of
| Banking Experience in various positions and
assignments out of which 16 years as Head Litigation
(Country Wise Function). After retirement from the
position of General Manager (EVP), he joined
Banking Mohtasib Secretariat in March 2016 as
Advisor. He is also a Registered Mediator of the
\_ National Centre for Dispute Resolution Pakistan. )
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Shahid Mahmud, Advisor - Legal \

Enrolled as Advocate of High Court in 1984, and
practiced the law dealing with cases pertaining to
corporate, civil and revenue before joining the State
Bank of Pakistan as Law Officer in 1988. Besides the
Legal Services Department, he worked for over 15 years
in Policy and Regulations Department of SBP.
Subsequently, he also served as Legal Adviser and
Head Legal Services, General Counsel’s Office in the
State Bank. He also served as Member of the
Committee constituted by SBP Governor to hear
appeals against findings of BMP.

/

Anwer A Chaudhry, Senior Advisor )

36-years experience in domestic as well as international
banking in a Commercial Bank with core banking
exposure in Retail, Commercial and Corporate
environments. Special focus on divergent banking
disciplines including Documentary Credits, Risk
Management, Correspondent Banking, Treasury
Operations and supervision of overseas network.
Overseas assignments span over a decade. Heading
Risk Management, RBG was his last assignment. Retired
in 2008. Joined Banking Mohtasib Pakistan in 2010. J

Farhat Saeed, Senior Advisor \

A Central Banker having served the State Bank of
Pakistan in various capacities for about 37 years.
Retired as Executive Director in 2006. Holds a Master’s
degree in Political Science, DAIBP and a degree in Law.
Joined Banking Mohtasib Pakistan in April 2008.

)
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S. Faheemuddin Ahmed, Senior Advisor \

About 36 years of commercial banking experience.
Bank’s nominee as principal officer and key contact
person for handling customer complaints received
through the Wafaqgi Mohtasib, State Bank of Pakistan
and other agencies. He left the Bank while serving in
the capacity of SVP and General Manager, Services &
Internal Control - Retail Banking, to join the Banking
Mohtasib upon its inception in 2005. Y,

Muhammad Ali Jangda, Senior Advisor \

Career banker with broad and diversified management
and leadership experience, spanning over 30 years in
Commercial and Consumer Banking with key foreign
banks operating in Pakistan. Has exposure in varied
banking domains including Operations, Risk & Control,
Service Delivery and Technology.

Last assignment was Head of Consumer Banking
Operations with a foreign bank. He joined the Banking
Mohtasib Pakistan in April 2016. Holds a Master’s degree
in Business Administration from IBA , Karachi. J

Gul Muhammad, Advisor \

A Central Banker having served the State Bank of
Pakistan for three decades. Before posting as Chief
Manager, SBP, BSC, Bank at Hyderabad and Quetta, he
worked in the then Foreign Exchange Department,
Currency Officer in Karachi and also served as an
Adjudicating Officer in Foreign Exchange Adjudication
Department. After availing Early Retirement Incentive
Scheme in 2013, he joined the Banking Mohtasib
Pakistan in April, 2019. Holds a Master’s degree in
\_ Economics and DAIBP. J
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J

Mushtaq Ahmed, Advisor )

Joined a Commercial Bank in 1977 as Probationary
Officer. Served as Manager for 16 years in different
Branches. Also served as Incharge Imports & LGs and
Head CAD in Corporate Banking for 10 years, and later in
Investigation Division at Head Office for four years.
Conducted on the spot enquiries and handled cases of
fraud/forgery. Worked as Executive Incharge, Officiating
Investigation Division at Lahore Office till January 13,
2007. Joined Banking Mohtasib Pakistan in April, 2008. /

~

Joined a Commercial Bank in 1973 and served as
Manager in branches located in Azad Kashmir and
Punjab for 27 years. Also served as Incharge Audit /
Inspection and coordinator at the Bank’s Zonal Office.
Served as Assistant General Manager - Operations for 7
years and during this tenure he also looked after
Complaints Resolution and Investigation Process at
Regional Level. Joined Banking Mohtasib Pakistan in
August 2007.

’ J

Nazimuddin Siddiqui, Advisor

\

Fellow of Chartered Accountant from the Institute
of Chartered Accountants of Pakistan. Currently
working with Banking Mohtasib Pakistan as an
Advisor to the Banking Mohtasib. Also, worked with
various financial institutions at Senior Positions such
as The First Micro Finance Bank Ltd, Soneri Bank Ltd
and State Bank of Pakistan from 1997 till 2017. He
also served in the capacity of Member and Chairman
position of the Audit Committee of The First Micro
Finance Bank in Afghanistan from 2015-2019. )

Nawroz Mohammad Ali, Advisor

Annual Report - 2019



Banking Mohtasib Pakistan

\

Noman Qureshi, Advisor

Chartered Accountant (FCA) having over 36 years'
experience in financial institutions and Central Bank,
heading areas of Finance, Treasury, Audit & Risk
Management. Remained on the Board of Directors of
Public Sector listed companies. Represented the
Central Bank as a Member on the Quality Assurance

Board of ICAP.
J

Raja Liaqgat Ali, Advisor )

Over 33 years of banking experience with a
Commercial Bank. Worked in the Bank’s Investigation
Division, (Head Office) where he was responsible for
handling fraud/ forgery/ dacoity cases as well as for
submission of reports and periodic statistics on
issues to Group Head. Liaised with Law Enforcing
Agencies for criminal cases. Retired in October 2007
as Vice President. The same year, he joined Banking

Mohtasib Pakistan.
J

Shahida Syed, Advisor )

Joined a commercial bank in 1975 as Second Officer
(the first lady second officer of the Bank). Served in
different capacities as Manager, Department Head,
| and Zonal Chief. Nominated for the post of President,
FWBL in the year 2000. She left the Bank while
serving as Area Manager to join Banking Mohtasib

Pakistan Secretariat in August 2007.
/)
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{ | J UK and The Institute of Corporate Secretaries of

Shams Qadri, Advisor I

Over 35 years of working experience in senior
management  positions  with  multinational
companies and banks. Area of expertise includes
financial management, business risks reviews, audit
and investigations. Holds Associate Membership of
The Institute of Chartered Secretaries & Administrators

Pakistan. Joined Banking Mohtasib in 2007. Y

.| and follow-up of cases through the Bank’s Advocates

¥ general banking at different branches. Retired in
) January 2007 and the same year joined Banking

Talat Munir, Advisor \
30 years of experience with a commercial bank.
Worked in Recovery, Law and Litigation Department
of the Bank. Responsible for investigation, recovery

of the Bank. Also worked at various departments of

Mohtasib Pakistan. /

Ubaidullah Jatoi, Advisor \

Mr. Ubaidullah Jatoi has Joined Banking Mohtasib
Pakistan in July 2015 as Advisor. He carries with him
over 26 years banking experience from Assistant
Research Economist to VP (1989 to 2015) and
remained AVP/VP Branch Manager for 06 years i.e.
from 1994 to 2000. He served as Cluster Manager/
Area Manager in 8 different Commercial/lslamic
Banks & Micro finance Banks from 2009 to 2015. He
had worked in various capacities in the banking field,
particularly in Consumer Banking, Marketing,
Management, Human Resources, Administration and
Operations. /
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Hunkingﬁhl;lsih Pakistan,
5" Floor, Shaheen Complex.
M R Kiyani Road, Karachi.

Subject: LETTER OF THANKS

Respected Sir,

| thought that | must take some tigie to write, to thank you for the service that you currently

provide to resolve my complaint with the

- against my complaint number

tor the outstanding service provided by Your-ollice and my problem solved in very short time (15 days). |

I'm writing this letter as a humble note of appreciation
really commend the prompt service provided by vou. Thanks a lot

KL‘:’-II'\E‘-
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May 22, 2019

Advisor

Hanking, Mohtasib Pakistan Secretariat
4" Floor, Shaheen Complex,

M. R. Kiyani Road, Karachi

Dear Sir,
Sub: Resolution of Complaint against
ihisis with reference to your letter 4 | Jlloatec Ao 25. 2019 regarding the captioned subject,

1 am pleased to inform you that my complaint is resolved and funds have been transferred in my bank
account.

| would like to acknowledge you're excellent and continue follow up in getting the matter resolved. Initially
| was very disappointed with the bank attitude in resolving my compliant. However, my compliant is
resolved due to your timely decision and subsequent continuous follow with the bank.

Once an again, | would like 1o thank you for your assistance and cooperation in resolving my complaint,

Yours truly,

Annual Report - 2019
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Banking Mohtasib Pakistan, —\

5th Floor, Shaheen Complex, M R, Kiyani Shaheed Road '{j-";.
Karachi &N
\1"“:--'::_,'1___"]___,//

This with reference to your letter No,_ dated December 30, 2019

acknowledging my complaint against Silk Bank.

| write this with immense bliss, thanks to your efforts that -has refunded my

money. | am fully satisfied.

Extremely thankful, Stay blessed. Aameen.
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Contact Us

All complaints should be addressed to the Karachi Secretariat where the
complaints handling process has been centralized at BMP Karachi Secretariat

and all complaints are received there.

Details including complaint filing procedure, printable complaint form and
FAQs are also available at our website www.bankingmohtasib.gov.pk

Addresses and contact numbers of all our Offices are given below:

(Karachi Secretariat )

Banking Mohtasib Pakistan Secretariat
5th Floor, Shaheen Complex,
M R Kiyani Road, Karachi

Telephone: +9221 - 99217334 to 38,
Fax: 9221-99217375
Email:info@bankingmohtasib.gov.pk

- _/
\

(Quetta Regional Office

Office of the Banking Mohtasib Pakistan
¢/o SBP, Banking Services Corporation
Shahrah-e-Abbas Ali, Quetta

Telephone: 081-9203144
Fax: 081-9203145

r )

awalpindi Regional Office
Office of the Banking Mohtasib Pakistan

c/o SBP, Banking Services Corporation
The Mall, Rawalpindi.

Telephone: 051-9273252
Fax: 051-9273253

. _/
\

Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation
Saddar Road, Peshawar

Peshawar Regional Office

Telephone: 091-9213438
Fax: 091-9213439

_J

(Lahore Regional Office

Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation
Shahrah-e-Quaid-e-Azam, Lahore

Telephone: 042-99210444
Fax: 042-99210421

. _/

- _/

(Multan Regional Office

Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation
Kalma Chowk, Multan

Telephone: 061-9201482
Fax: 061-9201481

- _/






