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The Annual Report of Banking Mohtasib Pakistan for the
year ending 31 December, 2025

(This is also the 20™ year of the establishment of Banking
Mohtasib's Institution i.e 2nd May 2005)







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.






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.






CORE VALUES

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 complaints 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.






Institutional Legal
Framework
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I Institutional Legal Framework

i.  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 the other enactments and confers upon Ombudsman additional power
of review.

ii. 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.

iii. The governing laws under which the institution of Banking Mohtasib is
functioning require that the Institution of Ombudsman 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/ bear minimal cost to the complainants/ parties in disputes.

I Jurisdiction

The role of institution 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.

i.  Inrelationtoall commercial banks operating in Pakistan, the Banking Mohtasib
has been empowered to entertain complaints of the following nature:

a) 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.

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

c) Fraudulent or unauthorized withdrawals or debit entries in accounts.

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

e) Complaints from holders of foreign currency accounts whether
maintained by residents or non-residents.

f) Complaints relating to remittances to or from abroad.
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g) Complaints pertaining to markup or interest rates on the ground of a
violation of an agreement or directives of State Bank of Pakistan.
h) Complaints relating to payment of utility bills.

ii. Inrelation 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:

a) Corruption or mala fide practices by the officers of banks.
b) Gross dereliction of duty in dealing with customers.
c) Inordinate delays in taking decisions.

iii. 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:

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

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

c) Grievances of banks’ employee or ex-employee pertaining to terms and
conditions of their service also fall outside the jurisdiction of the Banking
Mohtasib.

I 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:

i. 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.

ii. Standardization of Ombudsmen 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.
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iii. Compatibility with International Ombudsmen 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.

iv. Review and Representation

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

a) 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.

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

c) 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:

a) 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.

b) 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).

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

d) 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.

v. 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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Message From
Banking Mohtasib

2 9_amE

Holy Quran, I begin my message with an Ayat from the Holy Quran: iulawdaiiéeadid)
(Surely Allah loves those who uphold justice). (49:9)

It is a matter of great privilege for me to serve as the Banking Mohtasib Pakistan
and to follow the principles of justice as enunciated in the above verse. The concept
of Mohtasib originates from Islamic ideology and serves as a “poor man'’s court,”
bringing the concept of justice to the doorstep of the public. It represents a modern
adaptation of the Islamic principle of administrative accountability.

In exercise of the powers vested in it by law, the Office of the Banking Mohtasib
Pakistan providesafree-of-charge and expeditious service toresolve disputes between
banks and their customers and between banks avoiding lengthy and expensive
litigation. At the same time, it draws attention of banks to ensure compliance of
rules and regulations as communicated by State Bank of Pakistan and issues such as
inefficiencies and lack of internal controls.

With the implementation of directives enforced by the regulator (SBP) upon banks
to combat the growing incidents of cybercrime, it is seen that perpetrators have
adopted other modus operandi to defraud banking customers. A large number of
general public who became victims of online and digital banking fraud have reported
such cases to the Banking Mohtasib. It is thus, imperative for the banking industry
to further strengthen and enhance its firewalls, particularly those related to digital
banking security features.

Nonetheless, the confidence reposed by the public in the institution of the Banking
Mohtasib has grown steadily over the years as would be seen from the reported
figures. Customers have been filing complaints through the online web portal in



I Annual Report 2025

writing and through Prime Minister’s portal as well as through ‘SUNWATI portal, the
platform introduced by State Bank of Pakistan for redressal of public grievances. A
sizeable number of complaints have also been received through the Wafaqi Mohtasib
and the Overseas Pakistanis Department.

[ am pleased to inform that during the year 2025, 36,280 complaints were
resolved, which included complaints brought forward from previous years, and relief
amounting to Rs. 1,879.766 million was provided to banking customers. Out of the
total complaints, 32,002 were resolved amicably, while 1,973 formal orders were
passed after hearings of cases at Karachi and our regional offices. In cases where
complainants were unable to reach BMP regional offices due to financial constraints
or otherwise, their viewpoints were obtained telephonically and their cases were
decided accordingly, ensuring access to justice at their doorstep.

It remains our endeavor to decide complaints on merit within the stipulated time
frame so that complainants may receive timely relief. While the majority of complaints
were resolved promptly, complaints relating to fraudulent activities, cybercrimes,
and parallel banking often take longer time in resolution due to complicated nature
of transactions.

Human resources play a vital role in the success of any organization. The Banking
Mohtasib Secretariat is equipped with experienced and knowledgeable Advisors
duly supported by young and energetic staff who work with devotion to provide
relief to the complainants. Due to consistent increase in the number of complaints
in recent years, it has become necessary to enhance the staff strength, and suitable
arrangements in this regard are being made despite the budgetary constraints.

For the ongoing capacity building of human resources, and despite limited
resources, training sessions, seminars, webinars, and workshops are arranged for
the staff of the Banking Mohtasib. These initiatives have had a positive impact on the
performance of individuals and their professional development. Another significant
step taken during the year was by initiating an internship program at our Karachi
Secretariat of the Banking Mohtasib. Students from different universities were invited
and subsequently six candidates were selected and provided with three months of
in-house training. The primary objective of this initiative was to equip intending
candidates with in-depth knowledge of the banking industry.

[t is a matter of great pride that the performance of the institution of the Banking
Mohtasib has been appreciated at the highest level, including by the Honorable
President of the Islamic Republic of Pakistan, who, as the Appellate Authority,
generally upholds the orders and decisions of the Banking Mohtasib. In this regard,
[ have to express my gratitude for Retd. Justice Irfan Qadir who as Consultant (Legal
Affairs) at President’s Secretariat has been a source of great help and guidance in
resolving customer grievances.

W :  sningvaniasivakistan N\
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[ am also personally grateful to the Governor, State Bank of Pakistan, for extending
invaluable cooperation and support. On our suggestion, the State Bank has issued
directives to banks for strengthening and improving internal controls. I would also
like to extend my sincere thanks to the Federal Minister for Law & Justice, Federal
Secretary and other officials of the Ministry of Law and Justice and the Ministry of
Finance for their continued support and assistance to the institution of the Banking
Mohtasib.

Besides the statistical details of the complaints received and resolved, a few case
studies have also been included in this report, which would be valuable for training of
new entrants in the banking industry as well as for disseminating knowledge among
readers. Confidentiality is an essential element in the banker-customer relationship;
therefore, utmost care, caution, and prudence have been exercised to ensure the
privacy of all concerned stakeholders.

[, with humility, pleasure, and honour hereby present the Annual Report of Banking
Mohtasib Pakistan for the year 2025.

Sirajuddin Aziz
Banking Mohtasib Pakistan
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Banking Mohtasib calls on the President
of the Islamic Republic of Pakistan

The Banking Mohtasib, Mr. Sirajuddin Aziz called on President of Islamic
Republic of Pakistan, Mr. Asif Ali Zardari on 20™ May, 2025 at Aiwan-e-Sadr,
Islamabad.

The President assured the Banking Mohtasib of his full support and urged
him to ensure speedy redressal of public grievances.







Twenty years of

Banking Mohtasib Pakistan
( Established on 2" May, 2005)
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Glimpses from the Past

The then Governor State Bank of Pakistan Dr. Ishrat Husain
visiting the Karachi Secretariat of Banking Mohtasib Pakistan on
November 22, 2005
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Introductory session of Banking Mohtasib held at Habib Bank Plaza for Bank Officials
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Glimpses from the Past

Dr. Ishrat Husain writing his comments in visitors book on the occassion of
inaugration of Banking Mohtasib Office
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Group photo taken on the occasion of the Annual Lunch held on 23" December, 2023. From L to R Senior Advisors, M/s S. Faheemuddin
Ahmed and Anwer A. Chaudhry; Banking Mohtasib, Mr. Sirajuddin Aziz, Ex. Banking Mohtasibs, M/s Mansur ur Rehman Khan and
(late) Anisul Hassnain Musavi; Senior Advisors M/s Farhat Saeed and Muhammad Ali Jangda
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Theme: Work Ethics
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BMP Offficials call on Syed Babar Ali: His recorded Message for BMP's

Conference is appended

Syed Babar Ali is a Pakistani busi-
nessman, philanthropist and a former
caretaker Finance Minister. He is the
founder of Packages Limited, Milk-
pack Limited (now owned by Nestlé
Pakistan) and Lahore University of
Management Sciences. Syed Babar Ali
School of Science and Engineering is
named after him.

Syed Babar Ali was born on 30" June,
1926 to a businessman, Syed Maratib
Alij, in Lahore. He graduated from the
Government College, Lahore; for fur-
ther studies he went to the Universi-
ty of Michigan. In 1947, he moved to
the newly-created state of Pakistan.
He briefly studied at Harvard School
of Business which helped him later
founding a business school.

He served as the First and Founder
Chairman of National Fertilizer Cor-
poration of Pakistan (NFC) from 1973
until 1980. He is the Chairman of Sa-
nofi-Aventis Pakistan Limited, Siemens
Pakistan Engineering Company Limit-
ed, and Coca-Cola Beverages Pakistan
Limited.

In 1992, he founded ‘Ali Institute of
Education' for training of primary and
secondary school teachers. He served
as the Minister of Finance, Economic
Affairs & Planning in the caretaker set-
up in 1993.

Mr. Babar Ali promoted the cause
of the World Wide Fund for Nature
where he served in various positions,
both in Pakistan and internationally,
from 1972 to 1996. He was the Inter-
national President of WWF from 1996
to 1999 succeeding Prince Philip, Duke
of Edinburgh.

Syed Babar Ali received honours and
awards from the Government of Swe-
den, the Government of Netherlands, an
Order of the British Empire from Britain
(1997), and was awarded an Honorary
Doctorate Degree of Laws from McGill
University, Montreal, Canada.

4 2 :&“‘.A(A_k I

The Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz met the
former caretaker Finance Minister and Chairman of Lahore Uni-
versity of Management Sciences (LUMS), Syed Babar Ali in La-
hore on 18th September, 2025. Senior Advisor, Banking Mohtasib
Pakistan, Mr. Farhat Saeed and Deputy Director, Mr. Muhammad
Mushtaq from Regional Office, Lahore also attended the meeting.

Mr. Sirajuddin Aziz expressed his deep appreciation to Syed
Babar Ali for his dynamic leadership in business industry and
the invaluable contribution in the educational field, particularly
the setting up of the prestigious institution like LUMS. He pre-
sented his book ‘Corporate Success Engaged Leadership: Insights
& Strategies’ to Mr. Babar Ali. Mr. Babar Ali also presented his
autobiography titled ‘Learning from Others’ to Banking Mohtasib
and his colleagues.

During the meeting Mr. Sirajuddin Aziz informed Mr. Babar
Ali that the institution of Banking Mohtasib Pakistan would be
celebrating 20 years of its establishment by holding a Conference
on ‘Work Ethics’ in Karachi on 4% October, 2025.

He requested Mr. Babar Alj, to record a video message for the
Conference. Acceding to the request, he recorded the following

video message:

“This is Babar Ali. I would like to congratulate the
government for setting up this institution of Ombudsman,
especially in the banking sector. It gives comfort to people
that there is an opportunity for them to get quick and just
relief against issues that might be bothering them with
the banking system. The digital introduction into banking
makes the work of the Ombudsman still more critical and
more necessary. [ wish this institution success, and I hope
it will bring the relief that people are looking for, both in
terms of time and cost.

l& Thank you.”

Message

e
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20 years of Banking Mohtasib

2" Annual Conference held to celebrate 20 years of
Establishment of Banking Mohtasib

Banking Mohtasib Pakistan

2" Annual Conference 2025

The second Annual Conference was held for two days at Karachi. First
“Work Ethics”

day was allotted to internal house working as the participants from all
4" October 2025 over Pakistan and officials of Karachi Secretariat were divided into five
groups to study, converse and reach to some conclusions/ recommen-
dations. (Details of the groups and the subjects are on page 9-11) These
workshops were held at NIBAF, Karachi on 3™ October, 2025.

Presentation

On the conclusion of the group study, the group members made presentations of their joint thoughts
to Banking Mohtasib and his team of Sr. Advisors/ Advisors. Mr. Khawar Khaldoon Rana, Director, Legal
Services Department, SBP also attended the presentation ceremony and expressed his views on the
group study related to legal issues.

Conference

On the second day, i.e 4™ October, 2025, the Conference held at Royal Rodale Club was inaugurated by
Dr. Ishrat Husain, former Governor; State Bank of Pakistan. Before the inauguration, the video message
of iconic personality of the Business and Education, Syed Babar Ali was played. This message was spe-
cially recorded by him for the Conference on the request of the Bankign Mohtasib, Mr. Sirajuddin Aziz.

The theme of the Conference was “Work Ethics”.

The former Governor, State Bank of Pakistan, Dr. Ishrat Husain has urged the Banking Mohtasib Paki-
stan to expand his outreach to smaller towns and rural areas where public awareness is low and banking
issues are often more severe than in major cities.

At the event held in Karachi on 4 October 2025 to commemorate the 20™ anniversary of the Bank-
ing Mohtasib Pakistan, he congratulated the Banking Mohtasib Pakistan on two decades of dedicated
service and appreciated the institution’s critical role in providing affordable and timely justice through
a quasi-judicial framework.

Highlighting the origins of the Ombudsman concept from developed nations, he emphasized its im-
portance in offering citizens an alternative to lengthy and expensive litigation processes.

While commending BMP's achievements, he stressed the need to expedite complaint resolution to
avoid delays similar to the judicial system. He encouraged BMP to focus less on monetary figures and
more on maximum redressal of complainants’ grievances.

Dr. Ishrat Husain emphasized the importance of IT literacy across all levels of staff to improve pro-
ductivity, regardless of age or technical background.

Regarding the BMP Annual Report, he praised its quality but proposed deeper analytical insights,
including frequency and nature of complaints. He also stressed the need for inclusion of microfinance
banks under BMP's jurisdiction. He recommended the Annual Report be discussed with stakeholders
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and submitted to the President for potential policy improvements.

He further suggested engaging with the Pakistan Banks’ Association (PBA) on sector wise issues and
initiating bilateral discussions with individual banks facing higher complaint volumes to safeguard their
reputations.

Mr. Justice (R) Irfan Qadir, Consultant (Legal Affairs) to the President of Pakistan while recording his
appreciation for the Banking Mohtasib Pakistan, praised BMP’s remarkable efforts in protecting the
rights of banking customers and emphasized the importance of legal integrity, speedy justice, and ethical
conduct in public institutions.

Mr. Justice (R) Irfan Qadir reflected on his experience of over one and a half years as a Legal Consultant
during which he reviewed and adjudicated more than 500 representations covering a wide range of
banking issues. These included spoofed calls, ATM fraud, digital banking transactions, IBFT issues, staff
misconduct, loan and locker disputes, account blockages, succession matters, dormancy, and service de-
ficiencies. He noted that in nearly all cases, BMP had already provided thorough relief, and he was able to
further enhance outcomes by including applicable mark-up or KIBOR, thereby reinforcing citizens’ rights.

He was of the view that both BMP and the President’s Office were torchbearers of justice, ethics, and
protection of fundamental rights.

Mr. Justice (R) Irfan Qadir also spoke on the importance of Work Ethics, sharing several personal an-
ecdotes from his career. He recalled a lesson from his father, who taught him the value of humility and
ethical conduct early in life.

He cited examples of professional integrity, such as refusing to cash a blank cheque offered in gratitude
by a client and taking on pro bono cases, including support for an acid attack survivor who later received
treatment abroad. These, he said, were true reflections of ethical practice.

Mr. Justice (R) Irfan Qadir concluded by urging all public servants and legal professionals to act with a
clean conscience and clear intent, drawing inspiration from the dedication shown by BMP and his leadership.

Earlier, the Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz presented the welcome address.

Mr. Zafar Masud, President Bank of Punjab and Chairman of Pakistan Banks’ Association spoke on IC-
Miraculous Escape and Work Ethics at the Conference. He was floored with questions about his near to
death experience and he very elaborately redrew a picture of his near handshake with death.

Dr. Moiz Hussain founder of Institute of Mind & Sciences/ Motivational Specker, spoke on “A bigger /
higher purpose in life”.

Mr. Khawar Khaldon Rana, Director, Legal Services Department, State Bank of Pakistan spoke on Me-
diation, Arbitration & Adjudication.

An opportunity was also provided to a complainant, Ms. Syedah Batool Hassan Rizvi to share her
experience at the Office of BMP. She paid rich tributes to Mr. Sirajuddin Aziz and his team at Banking
Mohtasib for their efforts to the resolution of her grievance. She also praised Mr. Justice (R) Irfan Qadir
who had very efficiently handled her complaint.

Sr. Advisor, Banking Mohtasib Pakistan, Mr: Farhat Saeed spoke about the aims and objectives of the Conference.

Mr. Yameen Farooqui Advisor BMP presented the vote of thanks at the conclusion of the Conference.

Ms. Samreen Tanveer Deputy Director, Banmking Mohtasib Pakistan conducted the proceedings of
the Conference in an efficient and graceful manner.
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Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz and Distinguished
Guests addressing the Conference

Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz presenting the welcome address

3
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Dr. Moiz Hussain, founder of Institute of Mind & Sciences and Motivational Speaker

- 22 | Banking Mohtasib Pakistan _



Annual Report 2025 I

Sr. Advisor, Banking Mohtasib Pakistan, Mr. Farhat Saeed speaking about the aims and objectives of the Conference







Photo Gallery

2"¢ Annual Conference 2025
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Group photograph of Guest Speakers with Mr. Justlce (R) Irfan Qadlr
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Presentation of Bouquets to Distinguished Guests
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Presentation of Mementos to Distinguished Guests
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Mr. Sirajuddin Aziz addressing the participants of the workshops and the officials of Banking Mohtasib Pakistan at NIBAF, Karachi on October 3, 2025

I Workshops held by officials of Banking Mohtasib Pakistan

As part of Conference and with a view to keeping its staff abreast with the advanced technical skills
and practices, the institution of Banking Mohtasib Pakistan held five workshops at the National Insti-
tute of Banking and Finance (NIBAF), Karachi on 3rd October 2025 on the following topics:

1. Mediation, Arbitration & Adjudication

Sr. Legal Advisors Assistant Directors

Mr. Shahid Mahmud Khan - Team Leader Bibi Zareena

Mr. Saleem Akhtar Mr. Mohsin Ali Khan (Regional Office, Multan)
Deputy Directors Consultant/Regional Manger

Mr. Rana Irfan Shahid Mr. Ejaz Ahmed (Regional Office, Quetta)
Mr. Anjum Shaheen Officer

Mr. Satish Inder Jesrani Mr. Salamul Haq

2. Basics of Investigation & How to Conduct Investigation

Sr. Advisor Sr. Officer

Mr. Muhammad Yousuf Imran - Team Leader Ms. Beenish Khan

Advisor Officer/Office Assistant

Mr. Riaz Hamdani Mr. Hassan Ali

Assistant Directors Mr. Wajahat Khan

Mr. Kazi Raheel Javed

Mr. Fahad Hagnawaz

Mr. Essa Khan (Regional Office, Quetta)

Mr. Usama Zulfigar (Regional Office, Faisalabad)

3. Complaint Management System (CMS)

Advisor & Deputy Director Senior Officer

Mr. Ali Hussain Brohi - Team Leader Ms. Nighat Jabeen

Syed Subhan Ali Rizvi - Team Leader Officers

Advisor Ms. Khushbakht Mohsin
Mr. Ashraf Ahmed (Regional Office, Lahore) Syed Mohiuddin
Deputy Directors

Mr. Muhammad Saood

Mr. Muhammad Mushtaq (Regional Office, Lahore)

Mr. Khalid Magsood (Regional Office, Lahore)
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4. Digital Banking

Advisor Assistant Directors

Mr. Nawroz Mohammed Ali - Team Leader Ms. Afshan Inam

Deputy Directors Mr. Sajid Hussain Thaheem

Mr. Muhammad Ikram Senior Officer

Mr. Rahim Rajan Mr. Magsood Ahmed (Regional Office, Lahore)
Consultant Officer

Mr. Rehmatullah (Regional Office, Peshawar) Ms. Mehak Kiran

5 Crypto Currency

Advisor Consultant

Mr. Yameen Farooqui - Team Leader Mr. Muhammad Shafaqat Ali (Regional
Deputy Directors Office, Multan)

Mr. Aamir Ali Sr. Officer Assistant

Ms. Fouzia Salman Mr. Muhammad Nabeel

Assistant Directors

Mr. Muhammad Junaid

Mr. Abdul Qadeer Sheikh

Mr. Mehboob Azam Khan (Regional Office, Peshawar)

These workshops were a great success and hopefully would help the staff in proper discharge of
their duties as well as to bring about efficiency in the working and making smart decisions. Besides
the officials / staff of Karachi Secretariat, the staff members from all the seven Regional Offices of
BMP also participated in the day-long workshops.

Earlier, Sr. Advisor, Mr. Farhat Saeed briefed the participants about the aims and objectives of the
workshops.

The presentations made after the Groups’ discussions were highly appreciated by the Banking
Mohtasib Pakistan, Mr. Sirajuddin Aziz.

-l
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Group Photo of the participants of the workshops with the officials and Banking Mohtasib, Mr. Sirajuddin Aziz on October 3, 2025 at NIBAF, Karachi
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Group Discussion

’ Banking Mohtasib Pakistan | 31 -
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Group Presentations
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Dinner hosted in honour of the participants of 2" Annual Conference

Y R

Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz speaking at a dinner hosted in honour of the participants of 2nd Annual Conference at his
residence on October 4, 2025
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Group photo of the participants and Guest Speaker at a dinner hosted in their honour by Banking Mohtasib on October 4, 2025

Photograph taken on the occasion of a dinner hosted by Mr. Sirajuddin Aziz in honour of the participants of 2 Annual Conference
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Dinner hosted at DHA Club in honour of the participants of the
Conference on October 3, 2025

Ladies photographed at the dinner hosted at DHA Club

- 34 | Banking Mohtasib Pakistan _



Receipt & Disposal of
Complaints during the
year ending on

315t December, 2025







Annual Report 2025 I

I Receipt & Disposal of Complaints in 2025

The law under which the institution has been established provides that the Banking
Mohtasib Pakistan shall facilitate the amicable resolution of complaints. However, in
certain situations a tripartite across the table dialogue or a formal hearing is arranged
to provide opportunity to both the parties to present their view point face to face, after
which appropriate findings are forwarded to the concerned parties forimplementation.

During the period under review, 35,130 complaints were received, while 13,793
complaints were brought forward from the previous year. Thus, making a total of 48,923
complaints in hand, out of these, 32,002 complaints were resolved amicably through
reconciliation while formal hearings, findings/orders were passed in 1,973 cases.

Moreover, 2,305 complaints were found to be incomplete and required additional
information, or were rejected for being frivolous or beyond jurisdiction, as they pertained to
insurance matters, microfinance banks/fund managers, or administrative issues of banks.

Complaints relating to the banking sector received through the Prime Minister’s Portal (a
government-owned system based on a mobile application) totaled 7,342 during the year
under review, compared to 7,193 complaints received last year; reflecting a 2% increase.

Meanwhile, 27,788 complaints were lodged directly with the BMP Office, showing an
18% increase compared to 23,409 complaints received in the preceding year.

Overall, there was an 15% increase in the total number of complaints received during the
year 2025 as compared to the previous year. Moreover, a significant improvement (31%
increase) was observed in the disposal rate of complaints, while the pendency of cases
was reduced to 8%.

The receipt and disposal of complaints during the year are as under:

Complaints carried forward from 2024 13,793
New complaints received in 2025 35,130
Total 48,923

Cases Decided / Disposed of -

Orders issued by Banking Mohtasib 1,973 -

Resolved amicably with the approval of Banking
Mohtasib

Incomplete/not related/ seeking further information/
documents & service matters complaints

32,002 =

2,305 =

Complaints disposed of 36,280

Complaint outstanding as of December 31, 2025 12,643

Relief provided to the Complainants Rs 1,879.766 (M)
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Region-wise Break-up of Complaints received during the year
2025
The table given below shows region-wise breakup of complaints received against

commercial banks with branches spread all over the country while the pie chart
compares the percentage of complaints received (region-wise) during the year 2024.

Complaints received during the year

Punjab 22,046
Sindh 7,935
Khyber Pakhtunkhwa 2,349
Balochistan 438
Gilgit Baltistan 85
Azad Kashmir 327
Overseas 1,950
Total 35,130
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TOTAL COMPLAINTS - REGION WISE 2025
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I Breakup of Complaints received during the year 2025

Large sized Banks* 23056
Medium sized Banks** 7346
Small sized Banks*** 2965
Digital Banks 1505
Others 258

Total 35130

*Allied Bank Limited, Bank Alfalah Limited, Habib Bank Limited, Meezan Bank
Limited, MCB Bank Limited, National Bank of Pakistan, United Bank Limited

**AlBaraka Bank (Pakistan) Limited, Askari Bank Limited, Bank AL Habib Limited,
The Bank of Khyber, The Bank of Punjab, Bank Makramah Limited (Former Summit
Bank), Faysal Bank Limited, Habib Metropolitan Bank Limited,

Standard Chartered Bank (Pakistan) Ltd

***Bank Islami Pakistan Limited, Citibank N.A., Dubai Islamic Bank Pakistan Limited,
First Women Bank Limited, |S Bank Limited, MCB Islamic Bank, Punjab Provincial
Cooperative Bank Ltd., Samba Bank Limited, Sindh Bank Limited, SME Bank Limited,
Soneri Bank Limited, Zarai Taraqiati Bank Ltd.

I Breakup of Complaints in terms of Conventional & Islamic Banks

Conventional/Commercial Banks 25081
Islamic Banks 8286
Digital Banks & other Micro Finance Banks etc. 1763
Total 35130
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I Total Number of Hearings Held and Orders Passed

The following table gives a view of total number of complaints resolved at this
office by formal orders passed during the last three years.

Number of Hearings Orders Passed
2023 760 676
2024 1530 1330
2025 2206 1973
Total 4,496 3,979
R e
n . o
.. Poorcommunication
is the root

of many disputes !
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I Category-wise Complaints (2023-2025)

Categories

2023
No. of

Complaints

2024
No. of

Complaints

2025
No. of

Complaints

Internet Banking/IBFT /E-commerce/Mobile
1 Banking/ Mobile App/ Digital Banking 4037 e SEL D
2 | Frauds 3489 4171 4615
3 Consumer Products .(credlt/deblt cards, 3029 2871 2315
personal/ auto/ agri loans etc)
4 | Account Related/Blockage/Dormant etc 2266 3208 4766
5 | Service Inefficiency/ Delays/ Others 2144 2673 3596
6 |ATMs 2138 2144 1839
7 Foreign Currency Account/ Bank 839 731 975
Guarantees/ Remittance
8 | Insurance / Bancaassurance 776 405 285
9 Gr.oss Derlellctlon of Duty/ Staff 437 318 689
Misbehaviour
10 | Pension Account 204 212 154
11 | Exports/Imports 181 79 71
12 | Parallel Banking 137 87 161
13 | Utility Bills 55 62 34
14 | Service Rules 53 60 85
15 | Zakat Deduction 38 51 58
16 | Breach of Confidentiality 34 24 84
17 | Lockers 30 24 32
18 | Miscellaneous/Others 1245 1754 2684
19 Co.rr%planllts received through Prime 7698 7193 7342
Minister's Portal
Total 28830 30602 35130

* Miscellaneous includes complaints relating to Microfinance Banks, Investment

Banks, SBP, National Savings, EOBI/Pension & others
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Banking Mohtasib visits Ministry of Law & Justice

IFTIKHAR HUSSAN GILLANL 2912-1988 06081990
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Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz called on the Federal Minister for Law and Justice, Senator Azam
Nazeer Tarar at Islamabad on July 17, 2025
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Mr. Sirajuddin Aziz presenting the Annual Report of the Banking Mohtasib Pakistan to the Federal Secretary for Law
and Justice, Mr. Raja Naeem Akbar in Islamabad on July 16, 2025
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Group photo taken on the occasion of a meeting held between the Consultant (Legal Affairs) to the President of
Pakistan, Mr. Justice (R) Irfan Qadir and the Banking Mohtasib, Mr. Sirajuddin Aziz in Islamabad on July 14, 2025
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Group photo taken on the occasion of a meeting of Banking Mohtasib and his team with the Additional Secretary,
Ministry of Law & Justice Mr. Owais Nauman Kundi in Islamabad on July 16, 2025
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Mr. Sirajuddin Aziz attends 4™ General Assembly of the Organization of
Islamic Cooperation Ombudsman Association
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The Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz attended the 4th General Assembly of the Organization
of Islamic Cooperation Ombudsman Association (OICOA) held in Tehran on 13-14 May, 2025.

The meeting was hosted by the President of the General Inspection Organization, Islamic Republic of Iran/
Vice President OICOA.

The main agenda of the meeting was as under:
o Activities of OICOA Ombudsman Association during the period 2024-25.
* Key Discussions and Recommendations made during the 12" OICOA Board Meeting.

Expansion of OICOA Membership Among Other OIC Countries.

Update on OICOA International Exchange-Based Internship and Specialized Training Program.

Conduction of Online Capacity Building Sessions.
Status of OICOA Annual Membership Fee.

Update on OICOA Social Media Handles and Website.
¢ Address by OICOA Members/Honorary Guests.

Mr. Sirajuddin Aziz in his speech briefed the participants of the meeting about the working of Banking
Mohtasib Pakistan and its achievements. He mentioned that we also use Artificial Intelligence tools for effi-
cient disposal of cases.

Mr. Sirajuddin Aziz also offered to the member states to share their experiences of handling banking com-
plaints, involving frauds, inclusive of digital frauds. The offer was appreciated by the participants of the meeting.
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Book Launch of 'Mohtasib Ki Diary' by Federal Tax
Ombudsman Dr. Asif Mahmood Jah

The Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz has appreciated Dr. Asif Mahmood
Jah, Federal Tax Ombudsman for his contribution and commitment to public service. He
was speaking at the book launching ceremony ‘Mohtasib ki Diary’ of Mr. Asif Mahmood Jah
at CAP Auditorium, Karachi on 10" September, 2025.

Following the book launching ceremony, Mr. Sirajuddin Aziz hosted a dinner in honour of
Dr. Asif Mahmood Jah, on 10 September, 2025 which was attended by a delegation of FTO
as well as his colleagues from Banking Mohtasib Pakistan.

Mr. Sirajuddin Aziz also graced the event of Book Launch held at Naseem Shah Audito-
rium, University of Karachi University on 23™ September. During the ceremony, Mr. Aziz
addressed the audience and highlighted the significance of the book.

The event was held under the Chairmanship of Prof. Dr. Pirzada Qasim Siddiqui. Distin-
guished speakers, including renowned scholar and columnist, Mr. Mehmood Sham graced
the occasion.
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Effective Resolution of Complaints: Banking Mohtasib advises
Banks to nominate Senior Level Officers for Hearings
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The Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz has advised the banks to ensure that their nominated
representatives for the hearings are fully aware of the facts of complaints and duly authorized to take on
the spot decision, where appropriate, to facilitate findings and effective resolution of complaints.

He made these remarks while presiding over a meeting of Key Contact Persons (KCPs) of nine commercial
banks at NIBAF, Karachi on 8" July, 2025.

Mr. Sirajuddin Aziz pointed out that despite clear instructions in the hearing notices to nominate a rep-
resentative not below the grade of Senior Vice President (SVP), it has been observed that representatives
appearing for hearings are often below the specified grade and mostly are clueless about the case. He said
that in most instances, opportunity is provided to the bank and the complainant to amicably settle the
matter during the hearing. However, the representatives of banks who attend the hearings are often not
authorized to take such decisions.

Responding to various suggestions put forward by the participants, Mr. Sirajuddin Aziz made the fol-
lowing observations:

» The Banking Mohtasib receives complaints that are redirected from the State Bank of Pakistan, Wafaqi
Mohtasib, and other forums. These complaints are taken up directly with the respective banks.

» The suggestion to establish a dedicated portal for exchange of communication between BMP and banks
will be considered in due course.

o Arrangements for online hearings are already in place; however, they are not applicable in all cases
due to the complainant’s varying ability to use technology.

o The inclusion of Microfinance Banks under the jurisdiction of the Banking Mohtasib Pakistan has
already been taken up with the appropriate authorities.

» Banks may approach the BMP Office for the reconciliation of outstanding cases by providing a list of
such cases from their end. This exercise can be conducted on a monthly or quarterly basis.

The Banking Mohtasib also suggested that in order to ensure smooth complaint resolution, Banks may
consider amalgamation of Service Quality, Complaint Management, and Compliance Departments or these
departments work in closer coordination.

Mr. Sirajuddin Aziz said that appropriate training should be arranged for the officials and staff of banks
related to customer dealings. He added that the communication gap between the Head Office and branches
have also been noticed.

He was of the view that at the time of Account Opening, the customers are not provided with the com-
plete details of terms and conditions mentioned in Account Opening Form (AOF). It is mandatory that the
customers are provided with a copy of AOF so that they can be aware of all the clauses mentioned therein.

He advised the banks to work on procedural and system related loopholes in order to minimize the
complaints.

Mr. Sirajuddin Aziz also advised the banks to exercise greater vigilance and ensure the presence of valid
grounds before submitting review petitions.
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Banking Mohtasib Stresses the Need for Strengthening
Complaint Resolution Mechanism.

The Banking Mohtasib Pakistan visited the Head Office of Bank of Khyber in
Peshawar on November 7, 2025.

During the visit, Mr. Sirajuddin Aziz met Mr. Hassan Raza, Managing Director and
CEO of Bank of Khyber as well as members of the senior management team. Discus-
sions focused on improving customer service framework, promoting transparency,
and reinforcing responsibility on banking practices. The Banking Mohtasib has also
shared valuable insights on strengthening complaint resolution mechanism and en-
suring timely redressal of customer concerns.

Mr. Hassan Raza extended his gratitude to the Banking Ombudsman for his con-
structive feedback and reaffirmed Bank of Khyber's commitment to maintaining the
highest standards of governance, accountability, and professionalism.

M
Banking Mohtasib Pakistan addressing a press conference on the occasion of the release of the institution’s Annual Report for the
year 2024 in Karachi on 21 April, 2024. The press conference was largely covered by both the print and electronic media.
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I Banking Mohtasib Launches Internship Programme
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The first three-month Internship Programme of the Banking Mohtasib Pakistan
commenced on 1% December, 2025, marking an important initiative aimed at pro-
viding practical exposure and professional grooming of students in the fields of Law,
Banking, Finance, and Business Administration.

Prior to the launch of the Programme, the Office of the Banking Mohtasib Pakistan
formally reached out to several leading universities, including Iqra University, Khadim
Ali Shah Bukhari Institute of Technology (KASBIT), Karachi Institute of Economics
and Technology (KIET), University of Karachi, and Greenwich University, inviting
them to nominate eligible students for the Internship Programme. The initiative
received a positive response, and nominations were subsequently received from
Greenwich University and the University of Karachi, following which candidates
were shortlisted and selected through an interview process.

The batch comprises six interns, including two law students, three business stu-
dents from the University of Karachi, and one business student from Greenwich
University. The Internship Programme is designed to provide interns with compre-
hensive institutional exposure through a structured rotation across six different
units, with interns spending two weeks in each unit to gain hands-on experience
and a broader understanding of the organization’s functions.
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An orientation session was held on 2™ December, 2025 to familiarize the interns
with the mandate, structure, and operational framework of the Banking Mohtasib
Pakistan. During the session, Mr. Aamir Ali, Deputy Director (Investigation), briefed
the interns on the organizational structure and the quasi-judicial role of the insti-
tution in resolving banking related complaints. Additionally, Syed Subhan Ali Rizvi,
Deputy Director (IT), made a detailed presentation on the Complaint Management
System (CMS), providing insights into the digital mechanisms used for complaint
registration, tracking, and resolution.

The Internship Programme played a key role in helping the interns understand
the working environment, procedural framework, and service-oriented mandate of
the Banking Mohtasib Pakistan for resolving the disputes of the banking customers.
The Programme also helped in laying a strong foundation for the learning and profes-
sional development of the interns. All the interns appreciated the role of the Banking

Mohtasib in resolving the grievances of the banking customers in an efficient manner.
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18" General Assembly meeting of the Asian Ombudsman
Association followed by International workshop on “Effective
Ombudsmanship for People’s Livelihood”

18™ Meeting of the General Assembly of the Asian Ombudsman Association (AOA) was
held on 9" September, 2025 at Nanjing, Giangsu Province, People’s Republic of China. This
was followed by an International workshop on “Effective Ombudsmanship for People’s
Livelihood” on 10 September, 2025. All the above events were hosted by H.E. Kui, Vice
Chairman, National Commission of Supervision (NCS), China.

Mr. Anwer A. Chaudhry - Senior Advisor and Mr. Shahid Mahmud Khan - Senior Legal
Advisor participated in the General Assembly meeting virtually while following officials
attended the International workshop online:

Mr. Ali Hussain Brohi - Advisor, Mr. Aamir Ali, Mr. Satish Inder Jesrani and Ms. Fouzia
Salman, Deputy Directors.

Diwali Celebration at BMP Karachi Secretariat

To express harmony and solidarity with the Hindu employees of the institution, Diwali was celebrated at Banking Mohtasib
Pakistan, Karachi Secretariat on 22" October, 2025
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Children's Day Celebration

The Children’s Day was celebrated at the Karachi Secretariat of Banking Mohtasib Pakistan on 18
June, 2025. Children of all the officials/ Staff (aged between 5 and 13 years) were invited for a get to
gether to provide them an opportunity to visit the workplace of their parents and interact with them.

Games, talking sessions and lunch were arranged for the children and they enjoyed each and
every moment of their wonderful whole day stay at the Karachi Secretariat.
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I Revamping of the institution of Banking Mohtasib Pakistan

The Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz has announced significant measures
to revamp the working of the institution of Banking Mohtasib Pakistan.

Addressing all the officers and staff at BMP, Karachi Secretariat on 26" June, 2025 in a Town
Hall Meeting, he announced regularization of all the contractual support staff of the Banking
Mohtasib Pakistan.

He also announced some changes in the designation of certain positions. He also indicated
upgradation of some Advisors as Senior Advisors, Assistant Directors as Deputy Directors,
Deputy Assistant Directors as Assistant Directors / Senior Officers.

All the measures so announced at the meeting have become effective from 1°* July, 2025
after issuance of necessary office orders by the Administrative Division.

Mr. Sirajudddin Aziz also disclosed that on the lines of Annual Conference program initiated
last year, this year a workshop would be held in Karachi in the month of September in which
officers from Karachi Secretariat and Regional offices will participate. He asked the participants
to suggest topics for the proposed workshop.

He also mentioned that talks were initiated with the State Bank of Pakistan and the Institute
of Business Administration to impart training to our officers for further improvement of their
drafting and investigation skills.

On the occasion, the Banking Mohtasib emphasized upon all the participants to adhere to
extend best courtesies to the complainants. He also impressed upon them for strict observance
of corporate codes.

I Restructuring of Office of Banking Mohtasib

To streamline the working of Banking Mohtasib Office, the following re-structuring has been
done to provide incentive to the Staff/Officials for ensuring their best endeavours/ efficiency:-

S.# Post Existing Equivalent Grade Grade (Equivalent to BPS)

1 Office Assistant BPS-07 BPS-09

2 Senior Office Assistant 11 (Newly Created)

3 Officer 14 (Newly Created)

4 Senior Officer Existing post in Dy. Asst. BPS-16

Director/ Investigation Officer

5 Assistant director BPS-17 BPS-17 (No Change)

6 Deputy Director BPS-18 BPS-18 (No Change)

7 Joint Director BS-19 (Newly Created)

8 Advisor/ Director BPS-20 BPS-20

The Banking Mohtasib Pakistan has allowed this restructuring in accordance with the powers
conferred on him under Section 17 (1) (3) of the Federal Ombudsmen Institutional Reforms
Act, 2013.
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Upgradation

} Senior Legal Advisor

Mr. Shahid Mahmud Khan, Legal Advisor has been post-
ed as Senior Legal Advisor w.e.f. 1% July, 2025 against
existing vacancy of SLA lying vacant since 2020 on the
retirement of Mr. Aamer Aziz Saiyid (Late).

} Senior Advisors

The Banking Mohtasib Pakistan has approved the
upgradation of the following Advisors to the post of
Senior Advisors on contract basis w.e.f. 1st July, 2025:-
1 - Mr. Muhammad Yousuf Imran.

2 - Mr. Mushtaq Ahmed.

} Deputy Directors

As per recommendations of the Departmental Promo-
tion Committee and in accordance with section 17(1)
(3) of the Federal Ombudsmen Institutional Reforms
Act 2013, the Banking Mohtasib has allowed upgrada-
tion of the following Assistant Directors / Consultants
(contractual employees) as Deputy Directors (equiva-
lent BPS-18) with effect from 1% July, 2025:-

Syed Subhan Ali Shah Rizvi Deputy Director, L.T.

Mr. Aamir Ali Deputy Director-Investigation.
Mr. Satish Inder Jesrani  Deputy Director-Investigation.
Rana Irfan Shahid Deputy Director-Legal.

Ch. Anjum Shaheen Deputy Director-Investigation.
Rahim Rajan Deputy Director-Investigation.
Ms. Fouzia Deputy Director-Investigation.

} Assistant Directors

Deputy Assistant Directors, Mr. Sajid Hussain Thaheem
and Ms. Bibi Zareena have been upgraded as Assistant
Directors (equivalent BPS-17) with effect from 1°* July,
2025.

} Redesignated as Senior Officers

Deputy Assistant Directors, Ms. Beenish Khan and Ms.
Nighat Jabeen have been re-designated as Senior Offi-
cers (equivalent BPS-16) with effect from 1% July, 2025.

} Resignation

Ms. Humaira Hassan, Deputy Assistant Director,
Banking Mohtasib Pakistan, Karachi Secretariat has
been relieved from the service of BMP w.e.f. June 16,
2025 after acceptance of her resignation.

Advisors

The Banking Mohtasib Pakistan has allowed the
change in the designation of the following Consul-
tants (on contract):-

1 - Mr. Riaz Hussain Hamdani.

2 - Mr. Yameen Ahmed Farooqui.

Effective from 1% July, 2025, their new designation
will be Advisors (on contract basis).

Promotions

} Deputy Director

The Banking Mohtasib Pakistan has allowed the pro-
motion of Ms. Samreen Tanveer, Assistant Director
(Co-ordination), who is presently also acting as Prin-
cipal Staff Officer (PSO) to Banking Mohtasib Pakistan,
as Deputy Director (BPS-18) with effect from 1°* July,
2025 after upgradation of the post of PSO to Banking
Mohtasib Pakistan from BPS-17 to BPS-18.

Ms. Samreen Tanveer would continue to attend oth-
er assignments of Co-ordination also, which she is
presently handling.

} Assistant Directors

The Banking Mohtasib Pakistan has also allowed
the promotion of following Regular Officers as per
recommendations of the Departmental Promotion
Committee and the powers conferred on him under
Section 17(1) (3) of the Federal Ombudsmen Insti-
tutional Reforms Act, 2013 with effect from 1°¢ July,
2025:-

1 - Mr. Muhammad Imran, Deputy Assistant Director
(BPS-16) promoted as Assistant Director (BPS-17).

2 - Ms. Afshan Inam, Deputy Assistant Director
(BPS-16) promoted as Assistant Director (BPS-17).

} Office Assistant

As per recommendations of the Departmental Pro-
motion Committee and in accordance with Section
17(1) (3) of Federal Ombudsmen Institutional Re-
forms Act,2013, the Banking Mohtasib Pakistan
has allowed the promotion of Muhammad Saleem
as Office Assistant at Karachi Secretariat w.e.f. 1%
July ,2025 in view of his academic qualification. His
services have also been regularized in the scale of
equivalent in BPS-09.
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Restructuring of Investigation Units: allocation locations of

Districts/Provinces

Consequent upon promotion of Mr. Muhammad Yousuf Imran and Mr. Mushtaq Ahmed as Senior Advisors,
various Investigation Units have been re-structured and the staff posted accordingly. These arrangements

have come into force with effect from 15% September, 2025.

Unit -2

Unit-3

Unit Head: Mr. Farhat Saeed

Advisor: Mr. Noman Qureshi

Investigating Team

Mr. Muhammad Sohail - Deputy Director

Ms. Fouzia - Deputy Director

Mr. Fahad Haq Nawaz- Assistant Director

Mr. Muhammad Junaid Khan - Assistant Director
Ms. Beenish Khan - Senior Officer

Ms. Naseema Yousaf - Senior Officer

Mr. Yaseen Noor Khan - Officer Investigation

Areas
Rawalpindi/ Islamabad, Chakwal, Attock, Gilgit/
Baltistan

Unit Head: Mr. Anwer A. Chaudhry

Advisors: Mr. Yameen Ahmed Farooqui, Mr. Nawroz
Muhammad Ali

Investigating Team

Mr. Abdul Qadeer Sheikh - Assistant Director

Ms. Afshan Inam - Assistant Director

Ms. Bibi Zareena -Assistant Director

Mr. Sultan Ali Khawaja - Assistant Director

Sub Unit at Lahore Office

Syed Ashraf Ahmed Ali - Advisor

Mr. Muhammad Mushtaq- Deputy Director

Mr. Khalid Magsood Ahmed- Deputy Director

Mr. Maqsood Ahmed - Investigation Officer
Areas

Lahore Sub Unit at Lahore Office, Hafizabad,
Okara, Sialkot, Gujranwala, Kasur, Nankana Sahib,
Sheikhupura, Narowal, Pakpattan

Unit - 4

Unit-5

Unit Head: Syed Faheemuddin Ahmed
Advisor: Mr. Ali Hussain Brohi

Investigating Team

Mr. Muhammad Ikram - Deputy Director

Mr. Anjum Shaheen - Deputy Director

Mr. Hassan Ali - Officer Investigation

Mr. Saghir Ahmed Rajput - Officer Investigation
Mr. Azeem Tariq - Sr. Office Assistant

Areas

Multan, Faisalabad, Bahawalpur, Bahawalnagar,

D.G. Khan, Layyah, Lodhran, Jhang, Muzzafargarh,
Rajanpur, Rahim Yaar Khan, Khanewal, Bhakkar, Toba
Tek Singh, Vehari, Sahiwal, Chiniot

Unit Head: Mr. Muhammad Ali Jangda

Adyvisors: Ms. Talat Munir, Mr. Rafiuddin Junejo
Mr. Riaz Hussain Hamdani

Investigating Team

Mr. Rahim Rajan - Deputy Director

Mr. Aun Abbas - Assistant Director

Mr. Kazi Raheel Javed - Assitant Director

Mr. Mohiuddin - Officer Investigation

Mr. Khurram Badruddin - Sr. Office Assistant

Areas
Karachi including Large Banks HBL, NBP, UBL, ABL,
Meezan and MCB Bank.

Unit-6

Unit-7

Unit Head: Mushtaq Ahmed

Mr. Aamir Ali- Deputy Director
Mr. Sajid Hussain Thaheem - Assistant Director
Ms. Mehak Kiran - Officer Investigation

Areas

KPK including Tank & DI Khan, Rest of Sindh,

Karachi all Banks except HBL, NBP, UBL, ABL, Meezan
and MCB Bank.

Unit Head: Mr. Muhammad Yousaf Imran
Adyvisor: Mr. Aijaz Hussain Memon

Investigating Team

Mr. Satish Inder Jesrani — Deputy Director

Mr. Wajahat Khan - Sr. Office Assistant

Areas

Balochistan, Khushab, Azad Jammu& Kashmir (A]K),
Sargodha, Gujrat, Jehlum, Mandi Bhahuddin
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Webinar on “Ombudsmanship and the Sustainable
Development Goals (SDGs): A Framework of Shared Principles
and Commitments”

The Asian Ombudsman Association (AOA) has arranged a Webinar on “Ombudsmanship
and the Sustainable Development Goals (SDGs): A Framework of Shared Principles and
Commitments” on July 14, 2025.

The Webinar was conducted by Dr. Ashfaq Hasan Khan, Director General, NUST Institute
of Policy Studies (NIPS), Islamabad.

The following officials of the Banking Mohtasib Pakistan attended the Webinar:

Mr. Ali Hussain Brohi (Advisor), M/s Aamir Ali, Satish Inder Jesrani, Anjum Shaheen &
Ms. Fouzia Salman (Deputy Directors) and Mr. Rana Irfan Shahid (Deputy Director - Legal).

I Future Banking Summit & Expo 2025

The ‘Future Banking Summit & Expo 2025 - 23" Conference and Exhibition was orga-
nized by ‘The Total Communications’ on 25th September, 2025 at a local hotel in Karachi.

The topics discussed during the Summit include: Pay Pak - Empowering Pakistan Pay-
ments, Transforming Trust: Digital Banking and the Customer Experience Revolution,
Pakistan’s Al policy and How it affects the Financial Industry, Digital Banking in the Mi-
crofinance Space, Your Data Foundation for the Sustainable Banking Future and Securing
Pakistan’s Digital Payment Future.

Panel Discussions were also held on topics: Mobilizing Raast; A tipping Point for Cash-
less Economy, Al Driven Innovation in Pakistan’s Banking Sector: Challenges and Opportu-
nities for Digital Transformation & Cyber Resilience in Financial Services - Is the Industry
ready for a Systemic Attach?

Mr. Zarrar Hasham Khan, Secretary IT, Ministry of Information Technology & Telecom
was the Chief Guest while Mr. Saleemullah, Deputy Governor, State Bank of Pakistan was
the Guest of Honour at the Conference. The prominent speakers of the Conference include
CEOs of leading banks and multinational companies.

The following officials of the Banking Mohtasib Pakistan attended the Summit:

Mr. Yameen Ahmed Farooqui (Advisor), M/s Aamir Ali, Muhammad Ikram, Rahim Rajan
& Ms. Fouzia Salman (Deputy Directors).

n . o
.. Injustice anywhere
is a threat to

justice everywhere
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MAP Leadership Conference 2025 - Leading Change: Vision to
Excellence

The Management Association of Pakistan has organized the 25" MAP Convention/ MAP
Leadership Conference 2025 - Leading Change: Vision to Excellence on October 9, 2025 at
a local hotel in Karachi.

Six sessions on different important topics were held during the whole day Conference.

The Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz spoke in the first session of the
Conference.

The following officers of Banking Mohtasib attended the Conference:

Mr. Yameen Farooqui - Advisor, Ms. Fouzia Salman - Deputy Director and Mr. Abdul Qad-
eer Sheikh, Mr. Fahad Haq Nawaz and Bibi Zareena - Assistant Directors.

I Workshop on 'Write the Right Way'

A workshop on ‘Write the Right Way’ was arranged for the officials of Banking Mohtasib
Pakistan, Karachi Secretariat on 16" October, 2025 at NIBAF, Karachi.

The workshop was conducted by Ms. Faryal Irteza - Communication Specialist &
Corporate Trainer.

The contents of the program included:
. Foundation of Good Writing

. Plain English Principles

. Choosing the Right Words

. Internet & Email Etiquette

. Editing & Proofreading

Twenty-five officials from Banking Mohtasib Pakistan attended the workshop. The Chief
Executive Officer, NIBAF, Ms. Lubna Farooq Malik also graced the occasion and distributed
certificates to the participants of the workshop.
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I FTO Launches National Internship Programme

The Federal Tax Ombudsman Secretariat has launched the National Internship
Programme 2025 (Batch June-July-August) with the objective of promoting youth
engagement, increasing awareness of public institutions, and strengthening profes-
sional capacity among students across various disputes.

Five students were selected for a study visit to the Banking Mohtasib Pakistan. The
visit was aimed to familiarize the interns with the role of the Banking Ombudsman
in protecting the rights of banking consumers, resolving complaints against financial
institutions, and promoting responsible banking practices.

As part of the programme, a guided tour and briefing session was arranged on
28™ or 29t July 2025. The visit also provided the interns an opportunity for a brief
interaction with the Federal Banking Ombudsman.

Mr. Aamir Ali, Deputy Director and Mr. Muhammad Aun Abbas, Assistant Director
briefs the interns on the working of Banking Mohtasib.

Banking Customers
BEWARE

With a view to protecting your hard-earned savings, Banking Customers are warned that never share
your banking/financial personal credentials with anyone via SMS, call, email or any other means.

It may be added here that the Bank will never ask for your secure banking information i.e. username/
password/login ID/PIN/OTP/ Card number/ CVV/ Expiry date.

Never respond to calls claiming you have won a prize and you share your financial and personal
information to get the prize.
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Webinar on ‘Protection of the Rights of Persons with
Disabilities in the Context of Corporate Responsibility: The
Role of Ombudsman Institutions

The Asian Ombudsman Association (AOA) Secretariat organized a Webinar on
“Protection of the Rights of Persons with Disabilities in the Context of Corporate
Responsibility: The Role of Ombudsman Institutions” on 3rd December 2025.

The Webinar was opened by Mr. Ejaz Ahmad Qureshi, Federal Ombudsman of Pa-
kistan and President of the Asian Ombudsman Association (AOA). This was followed
by remarks by Ms. Sabina Aliyeva, Commissioner for Human Rights (Ombudsman),
Republic of Azerbaijan.

Presentations were made on an ‘Advancing Corporate Responsibility, The Evolv-
ing Role of National Human Rights Institutions’ and ‘Ensuring Equal Opportunities
for Persons with Disabilities The Azerbaijan Ombudsman’s Experience’. Following
the two presentations, the participants shared their views and perspectives on the
subject theme.

The following officials of Banking Mohtasib Pakistan attended the Webinar along
with the newly inducted interns:

1. Mr. Anjum Shaheen, Deputy Director

2. Ms. Fauzia Salman, Deputy Director

3. Mr. Sultan Ali Khawaja, Assistant Director
4. Mr. Salam-ul-Hagq, Officer

It may be recalled that the International Day of Persons with Disabilities is ob-
served on 3" December each year to promote understanding of disability issues and
mobilize support for the rights, dignity, and well-being of persons with disabilities
in all aspects of political, social, economic, and cultural life.

e Better Listening
(Seven Tips)
e Every Conversation is subject to certain filters such as beliefs, emotions and expectations.
e Always work out what you really want from the conversation.
e Use this to listen for the relevant verbal cues on those filters, and stay alert for them.
e (hange your listening/talking approach according to your perception of those filters.
e Don't listen for agreement or disagreement with your point of view, listen to understand.

o |et people talk: hold back on the questions, as often the best information comes from
giving someone free rein.

e Practice often. "
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Former Banking Mohtasib Mr. Anisul Hassnain passes away

Former Banking Mohtasib Pakistan,
Mr. Anisul Hassnain Musavi passed away on
18™ October, 2025 after a protracted illness.
He was 73. He leaves behind a widow, two
sons and three daughters to mourn his death.

His Namaz-e-Janaza was held at Imam
Bargah, Yasrib the same afternoon. Later, he
was buried at DHA, Phase VIII graveyard.
The Soyem of Mr. Anisul Hassnain was held
at his residence, 113/1, Khayaban-e-Bahria,
Phase-V, DHA, Karachi on Monday, the 20%
October, 2025.

Both the burial and Soyem ceremonies
were largely attended by his relatives, friends
and colleagues in Government & Banking
Mohtasib office.

1 — Condolence meetings for the departed soul
Do were held at Karachi Secretariat of Banking
Mohtasib and all Regional Offices across the country:.

Mr. Anisul Hassnain had assumed charge of the Office of Banking Mohtasib (Ombuds-
man) after being administered Oath of Office of the Banking Ombudsman by the President
of Islamic Republic of Pakistan on March 14, 2013. Mr. Hassnain was the first Banking
Mohtasib who had been administered Oath of Office by the President after promulgation
of Federal Ombudsman Institutional Reforms Act, 2013.

Mr. Anisul Hassnain brought with him a rich experience of having served the Federal
Government for more than 36 years in various Ministries and Departments, namely Com-
merce, Investment, National Harmony, Sports, Inter Provincial Coordination Divisions,
and Federal Board of Revenue (FBR). His judicial experience comprised serving, among
other things, as Commissioner (Appeals) and Member, Income Tax Appellate Tribunal. He
had also served as Chairman, Sindh Health Care Commission from 2019-2022.

Condolence Message of Banking Mohtasib Pakistan Mr. Sirajuddin Aziz

In a condolence message to Mr. Ainul Hassnain Shah s/o Mr. Anisul Hassnain, the Bank-
ing Mohtasib, Mr. Sirajuddin Aziz said:

“In these moments of sorrow and grief, [ urge you to seek solace from the Holy Quran’s

verse, 'To Him, we belong and Unto Him, we return.’

[ met him only once, and his demise is a cause of personal loss to me. From my col-
leagues, who speak extremely highly of him, both as a person and as a professional, I gath-
er, how deeply he through his innate goodness influenced lives of many that were under
his supervision.

My prayers for the departed soul, to remain in peace, eternally.

May Allah give you and all family members the fortitude to bear this loss. Aameen.”
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Glowing tributes to Mr. Anisul Hassnain Musavi (Late) by his
colleagues/subordinates: Some Extracts being reproduced hereunder:

“Moments become memories and people become lessons”

Mr. Anisul Hassnain was such a man whose life is a lesson of struggle and his passing away has left
sweet memories of the years. The memories of our years together with Mr. Anisul Hassnain would remain
with us at the institution of Banking Mohtasib.

Mr. Anis joined as Banking Mohtasib w.e.f 14™ March, 2013. He was whole heartedly welcomed in-spite
of the fact that he did not come from the Banking background as the earlier two Ombudsmen, both be-
ing the veteran of banking industry. Mr. Anis was a man with impeccable manners and due to his warm,
approachable demeanors, he got on extremely well not only with the staff of Banking Mohtasib, but also
with all concerned stakeholders i.e. the Bankers and the Complainants. His personal organizational skills
were excellent and he was never shy of expressing his views even with great force, authority and brevity.

His analytical sKills are reflected from the orders issued on complaints as very finely honed. He used to
write fluently and expressly with great attention to details. For redressal of public grievances, he also used
to go out of the box and in view of his sincerity of purpose, was also duly accommodated by the bankers.

Mr. Anisul Hassnain was basically a teacher and it is a well known fact that “a teacher always remains a
teacher”. He through his practical approach in the later stage of his tenure as Banking Ombudsman used
to teach the officials of Banking Mohtasib the intricacies of the banking system in-spite of the fact that he
was originally from Tax Services (FBR). He had the honour of joining the elite service of the country i.e
CSS (Central Superior Services) and after a long list of promotions, he had ultimately retired as Federal
Secretary overlooking various government departments and ministries including Provincial Coordina-
tion Ministry before joining the Office of Banking Mohtasib.

With the passing of Mr. Anisul Hassnain, the world has lost a very warm-hearted individual who had
a charming sense of humour which had helped him to overcome his serious and protracted illness over
the years.

May Allah bestow his blessings on the departed soul.

Mr. Farhat Saeed
Senior Advisor ’ ’

[ want to pay rich tribute to Mr. Anisul
Hassnain with whom [ am directly associated
as Personal Staff Officer to Banking Mohtasib.
He was kind in nature and used to interact his
colleagues to speedily redress the complaints
being received at the office. He was always
available to extend heling hand to all. I per-
sonally have high regard for him as he used to
treat me not as subordinate but as colleague.

It was indeed a novel and unique experience to have
Hon'ble Mr. Anisul Hassnain Musavi, a non-banker with
over 36 years of distinguished service in various Feder-
al Government Ministries to take over as the Banking
Mohtasib Pakistan in 2013. Over time, the BMP Secre-
tariat witnessed how he imparted invaluable knowledge
to his team of Advisors. He brought new dimensions to
complaint resolution, moving beyond conventional ap-
proaches, and handled cases with remarkable judicious-
ness, particularly those involving ATM cases claims, net
banking and parallel banking issues and at times even
advising bankers to think and act outside the box to re- Aameen.

solve grievances of banking customers. Former PSO to Banking Mohtasibs
Syed Faheemuddin Ahmed Ms. Shahnaz Tariq ’ ,

Senior Advisor ”

May Allah grant him best place in Jannah -
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( Glowing Tributes )

!! Memories with Former Banking Mohtasib

[ may recall our first meeting in Islamabad with Mr. Anisul Hassnain after he took oath of
the office of the Banking Ombudsman. He behaved in a very friendly manner and was very
polite with all the employees. He was one of the laborious and intelligent persons. If he wanted
anything legally interpreted, he would read the whole law. Generally, he was soft spoken with
everybody and hospitality was his trademark. He was not a banker by profession, but within
six months he understood banking and looked as an expert in that field. This proves his vision,
competence, knowledge and hard work. This is a reality that every body has to go back from
where he comes. He will be remembered for these good things in my memory. May Allah bless
him in heaven. Aameen.

Mr. Saleem AKkhtar
Sr. Legal Advisor ”

!! With deep respect and heartfelt sorrow, I pay tribute to the late Hon’ble Mr. Anisul Has-
snain Musavi a distinguished gentleman and an inspiring leader who served as Banking Mohta-
sib Pakistan with integrity, wisdom, and vision.

His curiosity, dedication, and determination quickly made him an authority in the banking
field which was new to him. He immersed himself in understanding the intricacies of banking
operations, and his decisions in several landmark cases reflected his remarkable grasp, fairness,
and sound judgment.

He emphasized on employee’s development, initiated career-enhancing training programs,
and through his forward-looking approach extended several benefits for staff.

Beyond his professional excellence, he will always be remembered for his humility, kindness,
and respect towards his senior and junior colleagues. He led not only with intellect but with
empathy—setting an example that continues to inspire us all.

His legacy will remain a guiding light for those who had the privilege of working under his
leadership. May his soul rest in eternal peace.

Mr. Aamir Ali
Deputy Director ”

!! Mr. Anisul Hassnain Musavi has consistently demonstrated outstanding leadership in
public service, particularly during his tenure as Banking Mohtasib Pakistan from 2013 to 2019,
where he helped resolve thousands of consumer banking disputes across the country. He has
shown a clear commitment to fairness and accountability, often bridging the gap between cit-
izens and banks with a calm yet firm approach. His ability to identify systemic weakness and
recommend effective reforms speaks of his strategic mindset and integrity. [ had the honour of
serving under his leadership in the Banking Mohtasib Office in various capacities. Mr. Musavi
stands out as a dedicated professional whose work has positively impacted governance and
public trust.

Mr. Kazi Raheel Javed
Assistant Director ’ ’
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Mr. Aamer Aziz Saiyid Ex-Senior Legal Advisor BMP passes away

Mr. Aamer Aziz Saiyid, the former Senior Legal Advisor, Banking
Mohtasib Pakistan, expired on 24® June, 2025 after a prolonged
illness. He was 83. His Namaz-e-Janaza was held at Hilal Masjid,
P.E.C.H.S., Karachi on 26% June. He was buried at DHA Phase-VIII
graveyard the same afternoon.

The burial ceremony was attended by several staff members
of Banking Mohtasib Pakistan and a large number of prominent
lawyers, writers, publishers, relatives, friends both from the city
and upcountry.

He is survived by his wife, Ameena Saiyad, a son and two daughters.

May Allah rest the departed soul in eternal peace and give cour-
age and fortitude to the bereaved family to bear this irreparable loss. Aameen!

The soyem of Mr. Aamer Aziz Saiyid was held on 29 June between Asar and Maghrib
prayers at his residence 43-7/H, Block 6, PE.C.H.S., Karachi, whch was also largely attended
by his relatives, friends and colleagues.

He was a civil and commercial lawyer with 40 years experience at the Bar. He retired as
Company Secretary & Head of Legal and Corporate Relations Department of a Multi Na-
tional Company in 2002. Mr. Aamer Aziz Saiyid had been practicing the law before joining
the Banking Mohtasib Pakistan.

Mr. Aamer Aziz Saiyid joined the Office of Banking Mohtasib Pakistan as Legal Advisor in
2005. He was promoted as Senior Legal Advisor of Banking Mohtasib in 2011. Mr. Aamer
Aziz Saiyid retired from service of Banking Mohtasib Pakistan on 30® June, 2020.

A soft spoken, humble with deep intellect and a thorough gentleman, Mr. Aamer Aziz

Saiyid will be greatly missed not only by his colleagues, relatives and friends, but also by
all those who met him once during his lifetime.

m

e v
On the occasion of establishment of Banking Mohtasib Office in 2005, Mr. Aamer Aziz Saiyid welcoming the then Governor,
Dr. Ishrat Husain
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CASE STUDIES

Embezzlement of Customer’s Funds by Bank Staff

The Complainant had a photo account at the Bank. He relied completely on the
Branch Manager, who managed his deposits and withdrawals.

The Complainant stated that he had deposited around PKR 16 million in his ac-
count from 2015 to 2023 and possessed receipts of all deposits. He alleged that the
Branch Manager deceived him, took cheques from him and claimed that his money
was in a fixed deposit. Later, when the Complainant visited the Bank, he found out
that there was zero balance in his account. Further, the Bank closed his complaint
without taking any action, so he approached the Banking Mohtasib for recovery of
his funds.

The investigation showed that the ex-Branch Manager was involved in several
frauds affecting many customers, including the Complainant. The Bank’s own find-
ings revealed serious negligence: fifteen (15) cheques worth 8.8 million had thumb
impressions that could not be verified, a cheque book was issued without any re-
cord, PKR 10.4 million was taken out through sixty-nine (69) cheques and PKR 5.56
million was transferred to other accounts without any reason. The Manager also did
not carry out verification against policy, and the Bank never checked whether the
recipients were genuine. The Bank failed to maintain proper controls, did not verify
thumb impressions and also did not conduct the audit of the branch. Even when the
Complainant was abroad, during that period some withdrawals took place from his
account indicating that the Bank’s weak system allowed the Manager to commit this
fraud.

The Banking Mohtasib held the Bank responsible as a Bank is liable for fraud com-
mitted by its employees. After reviewing all facts, the Banking Mohtasib concluded
that the funds up to PKR 50,000 were given by the Manager to the Complainant, but
the remaining amount was fraudulently withdrawn. Therefore, the Bank was ordered
to refund PKR 14,241,000 to the Complainant, along with the profit at the applicable
savings rate, from the date of wrongful withdrawals.

However, the Bank filled a Representation before the President of Pakistan as per
law against the above Orders of Banking Mohtasib Pakistan.

Deductions on SMS Alerts and Debit Card Fee

The Complainant, who has been maintaining an account with the Bank’s branch
at Khuzdar, stated that he was transferred from Khuzdar to Sibi in 2014. He further
stated that although he opened a new account in Sibi for receiving salary, the Bank
credited his salary into his old account at Khuzdar Branch instead of his new account.
He alleged that the Branch Manager had credited his salary into a “closed account”,
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resulting in unauthorized deductions amounting to PKR 30,600/-. The matter was
forwarded to the Banking Mohtasib Pakistan by the Provincial Mohtasib Secretariat,
Balochistan vide their letter dated the 16th December, 2024.

Upon taking up the matter, the Bank informed that the Complainant’s salary for
November 2024 was credited to his Khuzdar account on 28th November as verified
through the advice received from the Accounts Office, Sibi. The Bank clarified that the
said account was not closed, but became dormant.

The Bank further submitted that the deductions were on account of SMS Alert
charges and Debit Card annual fee which were applied in accordance with the Bank’s
Schedule of Charges. Since the account did not have sufficient balance at the time the
charges became due and recovered later when funds were available. The Bank added
that the Complainant had already been informed regarding these deductions.

After reviewing the Bank’s response and all available records, the Banking Mohta-
sib Pakistan found the Bank’s explanation to be reasonable and in line with regula-
tory requirements. The Complaint was declined, and the Complainant was informed
accordingly.

Unauthorized Withdrawals from Account: Fake Complaint

The Complainant stated that she has been maintaining an account at the Bank’s
Queens Road Branch in Sargodha since 11.06.2016 and her husband was working in
Korea. After his death in Korea, she deposited PKR 9,301,523.22 as insurance policy
of her husband in her Bank account on 01.08.2016. She visited the Bank for obtaining
the cheque book on 12.12.2022, where she was informed that her account has been
closed and the amount was withdrawn through three cheques of Rs. 1,653,500/-, Rs.
5,000,000/- and Rs. 1,800,000/- The remaining amount has been withdrawn through
ATM. The Complainant contended that she did not receive any cheque book or ATM
card. She also stated that the mobile number given by her at the time of opening the
account was not mentioned in the system, instead some other number has been men-
tioned through which the culprits have withdrawn the amount.

The Bank submitted its stance by stating that the three transactions were support-
ed by the Complainant’s duly signed cheques. The signature on the cheques matched
with the Complainant’s SS card. CBC was also done on the registered contact number
which was also the same as mentioned in the account opening form. Both cheques
of Rs. 5,000,000/- and Rs. 1,653,500/-, were presented on 03.08.2016 by her hus-
band’s brother, who was nominated as “Next of Kin” by the Complainant. Copy of
utility bill for account opening belonged to the brother of the deceased and the reg-
istered mailing address provided by the Complainant in AoF was also of the broth-
er of the deceased. The Complainant’s account had been closed since 27-03-2019
due to zero balance. A letter, dated 21-02-2019, was also sent to the Complainant.
Moreover, an amount of Rs. 1,800,000/- was transferred to the account of her late
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husband’s father. After the death of her father-in-law, his funds were disbursed to his
legal heirs as per law.

In response to the Bank’s stance, the Complainant informed that the deceased’s
brother was nominated as “Next of Kin” due to the reason that he was the only male
member. She further stated that the amount of Rs. 5,000,000/- was transferred to
jointaccount of the deceased’s brother and his partner, who was also a landlord of the
property on which the Bank’s branch is situated. Due to his influence on the Bank’s
staff, he helped the deceased’s brother in committing this fraud.

Both the Bank and the Complainant repeated their stance at the hearing. Earlier,
the Complainant had also lodged a complaint with the FIA. Banking Mohtasib Office
requested forensic reports from FIA. FIA provided its forensic analysis, confirming
that the signature on the disputed cheques and authority letter matched with the
Complainant’s specimen signature.

Based on forensic reports of the Complainant’s signature and lack of supporting
evidence, the Banking Mohtasib concluded that the complaint lacked merit. As a re-
sult, the complaint was declined.

Unauthorized Online Transactions

The Complainant, who is a widow and housewife with no exposure to modern
digital banking, has been maintaining a savings account with the Bank since October
2019. On December 13, 2022, her account was subjected to 16 unauthorized online
transactions, resulting in a total loss of PKR 1,757,842 /- including eight transactions
through IBFT. She reported that fraudsters, impersonating themselves as the Bank
staff through a spoofed call, deceived her into sharing her Account credentials and
OTPs. Despite promptly submitting a complaint to the Bank, no refund or satisfactory
resolution was provided, compelling her to approach the Banking Mohtasib Pakistan
for redressal of her grievance.

On taking up the matter, the Bank stated that the Complainant had activated inter-
net banking after opening her Account and that all sixteen disputed transactions on
13th December 2022 were processed using valid OTPs sent to her registered mobile
number. The Bank submitted that the Complainant had disclosed her confidential in-
formation to a spoofed caller, which resulted in the fraud. System checks showed that
the device used for these transactions was registered through a legitimate OTP, with
no unauthorized access from the Bank staff. The Bank maintained that, as customers
are responsible for protecting their credentials under the digital banking terms and
conditions, the loss resulted from the Complainant's own disclosure rather than any
lapse on the Bank's part.

After examining the record and hearing both parties, it was observed that the
Complainant had no prior history of conducting IBFT transactions and her Account
usage was limited to low-value mobile top-ups. The sudden execution of sixteen
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high-value transactions within a short span was clearly disproportionate to her es-
tablished transaction profile. The Bank failed to justify the enhancement of digital
banking limits and did not maintain effective real-time transaction monitoring. The
Bank failed to comply with Section 30 of the Payment Systems & Electronic Fund
Transfer Act, 2007, which requires full disclosure of electronic fund transfer terms
and conditions in a manner clearly understood by the customer. The Bank also did
not apply risk aligned transaction limits as required under Para (x) of SBP PSD Cir-
cular No. 9 of 2018, which mandates reasonable per-day limits based on customer’s
risk. Further, the Bank did not generate alerts or detect the unusual transaction pat-
tern, contrary to Para (VIII) of SBP PSD Circular No. 9 of 2018, which requires 24/7
monitoring and immediate customer contact in case of abnormal activity. Finally, the
Bank did not establish the legitimacy of the disputed transactions as required under
Section 41 of the PS&EFT Act, 2007 particularly concerning customer disclosure, risk
profiling, transaction limits, and 24 /7 fraud monitoring. The Bank also could not es-
tablish the legitimacy of the disputed transactions as required under law.

In view of the Bank's regulatory non-compliance and systemic control failures, the
Banking Mohtasib Pakistan held the Bank liable for the loss suffered by the Com-
plainant. The Bank complied with the Order of the Banking Mohtasib Pakistan.

Delay in Processing of Investment Application

The Complainant stated that he had applied for Naya Pakistan Certificate on Sep-
tember 04, 2022 for an amount of GBP 120,000/- and has been following up with
the Bank ever since. Despite his persistent efforts, the responses from the Bank have
remained vague and unhelpful. Although the Bank has acknowledged its mistake and
the Manager confirmed that the error lies with the Bank, but refused to compensate
the complainant for five months. Resultantly, he escalated the issue before the Bank-
ing Mohtasib Forum for the redressal of his grievance.

With a view to resolving the issue, the case was fixed for hearing where the Bank
submitted its stance stating that the Complainant’s investment request in Naya Pa-
kistan Certificate via the Mobile App was not processed due to a technical/system
anomaly. The Bank further submitted that the amount was never debited from the
Complainant’s account, which could be verified through the Mobile App, therefore,
no investment took place. The Relationship Manager had informed the Complainant
via WhatsApp call that the transaction had failed and that he could reapply. The Bank
also added that the Complainant had selected a PKR account for a GBP-denominated
investment, which contributed to the failure of the transaction, and denied liability
on the ground that the funds remained available to the Complainant at all times.

Both the Bank and the Complainant repeated their stance at the hearing. During
the proceedings, the representative of the Bank and the Complainant were advised to
have a meeting to arrive at an amicable settlement to resolve the dispute.
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Subsequently, the Bank confirmed that the Complainant had been contacted and
that the dispute was settled amicably for an amount of GBP 2,703. The Complainant
also confirmed that the dispute had been successfully resolved. Given the mutual set-
tlement arrived at between the parties, the complaint was disposed of as settled, and
the Bank was directed to report compliance within seven days of issuance of the Or-
der, in accordance with the applicable provisions of law. The Bank Complied with the
Order of the Banking Mohtasib Pakistan.

I XH Wrongful Repossession of Vehicle

The Complainant stated that he lawfully purchased a vehicle in 2013 after verify-
ing a valid No Objection Certificate (NOC) issued by the Bank and confirming from the
Excise Department that no lien existed on the vehicle. Despite this, the Bank repos-
sessed the vehicle in December 2022. To secure its release, the Complainant paid a
settlement amount of PKR 398,689 under pressure. He claimed that the repossession
was unlawful and demanded a refund of the paid amount along with any re-posses-
sion or related charges.

Upon examination of the record and hearing both parties, it was observed that the
Bank had issued an NOC in 2011 after closure of an earlier finance facility. However,
when fresh financing was later obtained against the same vehicle, the earlier NOC
was neither cancelled nor a fresh lien properly marked. The Complainant was found
to be completely faultless as he relied on the valid NOC and followed all legal formal-
ities before purchasing the vehicle. The Bank’s internal lapse resulted in wrongful
repossession, forcing the Complainant to pay the settlement amount despite already
having paid the market price of the vehicle.

In view of the above, the complaint was allowed. The Bank was directed to refund
the amount of PKR 398,689 to the Complainant along with re-possession charges or
any other associated charges. However, claim for additional damages could not be
entertained due to the lack of jurisdiction of Banking Mohtasib. The complaint was
allowed and the Bank was further directed to ensure prompt compliance with the
Order. The Bank Complied with the Order of the Banking Mohtasib Pakistan.

Unlawful Deduction of Charges on Cancelled Auto Loan

The Complainant, who has been maintaining an account with the Bank’s Branch
at Dera Ghazi Khan, stated in his complaint that an auto loan was approved and dis-
bursed by the Bank on January 30, 2023 for the purchase of a car. Due to non-avail-
ability of booking at the Motor Company and a subsequent increase in the vehicle
price, the Complainant submitted a written request on March 22, 2023, seeking
cancellation of the loan and simultaneously applied for a fresh facility under the Car
Replacement Policy. Owing to delays in approval and eventual cancellation of the re-
placement request on March 27, 2023, the Complainant again requested cancellation
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of the loan without any deduction as the vehicle was never delivered and the facility
not availed by the Complainant for a single day. The Complainant lodged a complaint
with the Bank, but to no avail. Therefore, he approached the Banking Mohtasib Office
for the redressal of his grievance.

On taking up the matter, the Bank maintained that the loan was disbursed on Janu-
ary 30,2023 and later terminated. As per its procedures, charging mark-up, termina-
tion charges, insurance premium, and other related charges commence from the date
of disbursement of loan, irrespective of vehicle delivery, and that the delivery of the
vehicle was the responsibility of the dealer.

During the hearing, it was established that the Pay Order amounting to PKR
3,954,200/-prepared by the Bank for payment to the dealer, was neither delivered to
nor encashed by the dealer and remained in the Bank’s possession at all times. Conse-
quently, the Bank did not incur any actual financial outlay, and the Complainant never
received the vehicle. Despite this, the Bank deducted PKR. 389,808/- from the Com-
plainant’s funds while refunding the remaining amount i.e. PKR 3,564,392 /-. Since,
the contract stood frustrated and the insured asset never came into existence, the
Bank was not entitled to recover mark-up, insurance premium, or any other charges.
The deduction was held unjustified and maladministration and malpractice on the
part of the Bank has been established.

Accordingly, in exercise of powers under Section 82D of the Banking Companies
Ordinance, 1962, read with Section 9 of the Federal Ombudsmen Institutional Re-
forms Act, 2013, the Banking Mohtasib allowed the complaint and directed the Bank
to refund PKR. 389,808/- to the Complainant immediately and confirm compliance to
Banking Mohtasib Office. The Bank complied with the Order of the Banking Mohtasib
Pakistan.

Fraudulent Cheque Deposit Dispute

The Complainant stated that he sold his mobile phone to a buyer. The buyer de-
posited the payment into the Complainant’s bank account. Upon confirmation of the
credited amount, the Complainant handed over the mobile phone to the buyer. The
following day, the Complainant received a call from the Branch Manager informing
him that the cheque deposited by the buyer of some XYZ Company was fake and that,
as a result, the Bank had frozen his account. The Complainant lodged a complaint
with the Bank, alleging negligence of the Bank's staff for clearing a fake cheque. How-
ever, the issue remained unresolved. Feeling aggrieved, the Complainant escalated
the matter before the Banking Mohtasib Pakistan for redressal of his grievance.

Upon taking up the matter with the Bank, it was observed that after the cheque
had been cleared, XYZ Company raised a concern with its respective Bank, stating
that a cheque amounting to PKR 467,000 had not been issued by the Company. Upon
receiving this intimation, the Bank re-examined the instrument, determined that the
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cheque was fake, and requested the beneficiary account holder to immediately re-
verse the funds.

As the Bank’s systems failed to detect the fraudulent instrument at the time of
clearance, the liability was determined to rest with the Bank. Consequently, the Bank
was held responsible for bearing the loss arising from its negligence and was also
directed to unfreeze the Complainant’s account to enable normal operations.

(=T H Unauthorized Banking Transactions

The Complainant stated that an amount of PKR 38,465,708.48 was fraudulently
transferred from his savings account through digital banking transactions between
June 12 and July 16, 2024 without his consent or knowledge. He maintained that
he never activated or used any mobile or internet banking facility and had no Debit
Card. The Complainant further explained that due to his long residence abroad, his
account had remained dormant. Upon visiting the Bank to reactivate the account,
he informed the branch officials that his previously registered mobile number had
become inactive and issued to another person. He provided a new number for up-
dating the Bank records. Despite this, the old number was not properly removed.
After returning from overseas, he discovered that his entire balance had been trans-
ferred digitally to multiple beneficiaries, leaving a negligible balance in his account.
Aggrieved by the Bank’s failure to safeguard his funds, he filed the complaint before
the Banking Mohtasib Office.

During examination, it was observed that the Bank activated a digital banking
channel without obtaining explicit consent from the Complainant while the account
remained dormant. The Bank’s investigation report was found to be incomplete and
non-compliant with regulatory requirements. The Bank failed to properly verify
SIM ownership, disclose transaction limits, monitor abnormal transaction patterns,
or generate alerts despite multiple high-value transactions. The Bank also allowed
self-enhancement of daily transfer limits and addition of multiple beneficiaries with-
out adequate controls.

It was further observed that out of the total disputed amount, approximately PKR
19.99 million was transferred internally to accounts maintained within the same
Bank, while PKR 21.20 million was transferred to other Banks. Specifically, funds
amounting to approximately PKR 15.40 million were transferred to Bank A, PKR 4.00
million to Bank B, and PKR 1.80 million to Bank C. Most of these funds were either
withdrawn before lien marking or released without proper justification. Claims by
beneficiary account holders that the funds related to business transactions were
found legally unsustainable, as proceeds originating from fraudulent transfers can-
not be legitimized.

In the light of the Bank’s negligence, weak internal controls, and violations of ap-
plicable rules and regulations, the complaint was allowed. The Bank was instructed
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to pursue recovery of funds from Bank A, Bank B, and Bank C where amounts were
traced or held and to submit a compliance report thereafter. The Bank was held fully
liable for the loss suffered by the Complainant due to its failure to adhere to manda-
tory regulatory and customer protection obligations.

However, the Bank has filed a Representation before the President of Pakistan as
per law against the above Orders of Banking Mohtasib Pakistan.

Freight Subsidy Claim relating to Sugar Exports

The Complainant raised a dispute regarding the rejection of freight subsidy claims
relating to sugar exports made in 2018. The claims, amounting to PKR 5,564,000 dat-
ed May 29, 2018 and PKR 2,782,000 dated June 28, 2018 (later clarified as a total of
PKR 8,346,000 for three E-Forms No. 1229281-82 and 1229289), were declared time-
barred by the Regulator. The Complainant contended that all required documents
were submitted within the prescribed timelines to the Bank, the Authorized Dealer,
and that acknowledgments bearing the Bank’s stamp and signatures were obtained.
The Complainant alleged that the delay occurred due to the Bank’s failure to forward
the documents to the Regulator within time, and that the Bank refused to accept re-
sponsibility, prompting escalation before the Banking Mohtasib Pakistan for redressal.

The Bank, in its response, maintained that the subsidy claims were initially sub-
mitted with discrepancies and were, therefore, ineligible for onward submission. Ac-
cording to the Bank, rectified documents were submitted by the exporter after expiry
of the prescribed turnaround time, rendering the cases time-barred before submis-
sion to the Regulator. The Bank asserted that all discrepancies were duly communi-
cated to the exporter and guidance was provided as per instructions. It further stated
that acknowledgments produced by the Complainant did not bear dates or times,
making it impossible to conclusively establish timely submission.

During the hearing, the Complainant reiterated that the rectified documents were
submitted before the respective due dates. It was highlighted that for E-Forms No.
1229281-82, rectified documents were submitted on May 29, 2018, two days before
the due date of May 31, 2018, and were personally collected by a Bank representa-
tive. For E-Form No. 1229289, the documents were submitted on June 28 & 29, 2018,
prior to the due date of July 1, 2018, which fell on a Sunday, followed by a weekend
and a Bank Holiday. The Bank acknowledged during the hearing that no formal dis-
claimer was issued to the Complainant stating that the Bank would not be liable for
any delay. The Bank reiterated that documents were received close to or after expiry
of the prescribed turnaround time and emphasized that the first formal complaint
was raised several years later. In response, the Complainant provided documentary
evidence showing that the matter was initially taken up with the Bank in 2019, short-
ly after the Regulator declared the claims time-barred.
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Upon examination the record, it was observed that the rectified documents for
both subsidy claims were submitted by the Complainant before the respective due
dates. Discrepancies in the Bank’s own records and inconsistencies between the
Bank’s written submissions and statements made during the hearing weakened its
position. It was further observed that both the Branch and Trade Centre were inte-
gral parts of the same Bank and should have acted as a single unit to ensure timely
scrutiny and submission to the Regulator, especially given the urgency and defined
turnaround time. Failure to identify discrepancies at the initial stage and delays in
internal processing constituted negligence and maladministration.

The Banking Mohtasib concluded that the responsibility for timely submission
of the rectified documents rested with the Bank once the documents were received
within the prescribed timeframe. As no disclaimer was issued and the delay was at-
tributable to the Bank’s internal handling, the complaint was found to be justified.
Accordingly, the Bank was directed to pay the Complainant a sum of PKR 8,346,000
as freight subsidy in accordance with Government of Pakistan directives and report
compliance.

However, The Bank filed a Representation as per law before the President of Paki-
stan against the above Orders.

(LN UH President Dismisses the Representation against Orders
Banking Mohtasib Pakistan

The Complainant stated that a sole proprietorship account was opened in De-

cember 2017 at the Bank’s Pindora Branch. The Complainant further stated that
although she signed the account opening documents and completed biometric ver-
ification, the cheque book and ATM card were never delivered to her. She alleged
that after the murder of her husband in September 2020, she obtained her state-
ment of account in January 2023 and discovered that approximately PKR 23 million
had been embezzled from her account through forged signatures in collusion with
her deceased husband. She further alleged that the Branch Manager threatened her
when she sought transaction details. As the Bank failed to resolve her complaint, she
approached the Banking Mohtasib Pakistan in May 2023 seeking recovery of funds,
provision of account records, and action against the responsible officials.

The Bank, in its response, stated that the account was opened on December 18,
2017, with all required documents duly signed by the Complainant and biometric
verification completed. According to the Bank, the account received three major
credits in early 2018, including two export advance payments aggregating PKR 22.09
million and one internal transfer of PKR 1.2 million from the account of the Com-
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plainant’s late husband. The Bank maintained that no cash deposits corresponding
to the alleged dairy farm sale proceeds were found in the account. It further stated
that the funds were withdrawn through self-cheques and internal transfers, includ-
ing transfers to the Complainant’s personal account. The Bank emphasized that the
Complainant changed her specimen signatures and completed biometric verifica-
tion on July 20, 2020, while her husband was alive, and did not raise any objection at
that time. The Bank also pointed out that the complaint was lodged after a delay of
nearly five years, which raised serious doubts regarding the Complainant’s claims.

During the hearing, the Complainant reiterated that she had handed over ap-
proximately PKR 20 million in cash to her husband for depositing it in her business
account, but admitted that she possessed no documentary proof of such deposits.
She also acknowledged that she authorized her husband to handle export-related
matters, including the WeBOC system, and that export advance payments were re-
ceived in the account without her personal involvement. The Bank reiterated that
the disputed transactions occurred in 2018, the Complainant had acknowledged her
signatures and account balance in 2020, and no complaint was raised until 2023. It
was also noted that the former Branch Manager and Relationship Manager had re-
signed prior to the filing of the complaint and that the Federal Investigation Agency
had seized relevant documents as part of an ongoing inquiry. It was observed that
the account opening and operation were conducted with the mutual understanding
of the Complainant and her late husband, who effectively managed the export busi-
ness. The signatures appearing on the account opening forms, specimen signature
cards, and disputed cheques were found to be consistent with those of the deceased
husband, while the Complainant was noted to have used varying signatures across
different documents. The record further showed that export advance payments were
received from abroad for export of livestock and were utilized shortly thereafter, and
that multiple inter-account transfers took place between the accounts of the Com-
plainant and her husband, indicating mutual financial dealings.

Upon detailed hearing and examination of records, the Banking Mohtasib ob-
served that the matter involved serious factual controversies, disputed signatures,
alleged collusion, and interse financial dealings among the Complainant, her late
husband, and the Bank. The Mohtasib concluded that adjudication of the dispute re-
quired framing of issues, recording of evidence, examination-in-chief and cross-ex-
amination of parties, and possible forensic examination, functions falling exclusively
within the jurisdiction of a Civil Court, as the Banking Mohtasib does not have the
authority to summon witnesses or conduct a detailed trial. Accordingly, the com-
plaint was disposed of for want of jurisdiction, without adjudication on merits, while
granting liberty to the Complainant to approach any other appropriate forum.

Subsequently, the Complainant filed a Representation before the President of Pa-
kistan challenging the Banking Mohtasib’s Order. The Representation was fixed for
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hearing on 06-11-2025, where both the Complainant and the Bank’s Representa-
tives were present. The matter was heard at considerable length. After due consid-
eration, no infirmity was found in the impugned Order of the Banking Mohtasib, and
the conclusion regarding lack of jurisdiction was upheld. The same was accordingly
maintained. The Representation was dismissed.

Violation of Auction Procedure in Gold Financing Facility

The Complainant stated that in October 2018 he obtained a loan of PKR 134,000
by pledging gold ornaments with the Bank. Between October 2018 and September
2019, he repaid PKR 104,000 through installments. During this period, he requested
replacement or restructuring of the loan in order to recover his pledged gold, but re-
ceived no satisfactory response. In January 2020, when he visited the branch to make
payment and retrieve his gold, he discovered that the Bank had auctioned his gold
ornaments on January 2, 2020 without his consent or prior intimation. Aggrieved
by the auction of his pledged gold, he filed a complaint before the Banking Mohtasib
seeking appropriate relief.

Upon examination of the record and hearing the parties, it was observed that al-
though the Complainant had made irregular payments and was in default under the
loan terms, the Bank was legally required to serve mandatory written notices prior
to auction. The notices issued by the Bank were sent to an incomplete and indetermi-
nate address and, therefore, could not be considered proper service. The Public Notice
published by the Bank also failed to meet the requirements of Order XXI Rule 66 of
the Code of Civil Procedure, as it did not disclose essential details such as the name of
the defaulter, outstanding amount, reserve price, and place and time of auction. Fur-
thermore, the Bank auctioned all the pledged gold ornaments despite the outstanding
liability being relatively small, which could have been satisfied by auctioning a portion
of the gold. These deficiencies rendered the auction process legally defective.

In view of the above findings, the complaint was allowed and the auction process
was set aside. As the gold ornaments had already been auctioned, the Bank was di-
rected to compensate the Complainant by calculating the value of the gold at the pre-
vailing market rate, deducting the outstanding amount at the time of auction, includ-
ing cost of funds, and returning the remaining amount to the Complainant along with
applicable profit.

However, the Bank filed a Representation before the President of Pakistan as per
law against the above Orders. The Representation filed by the Bank was dismissed,
and the Order of the learned Banking Mohtasib was upheld by the President.
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Unauthorized Activation of Digital Banking Facilities

The Complainant stated that on 03-06-2023 he received a call from an unknown
person impersonating as a Bank representative fraudulently obtained his confiden-
tial banking information and one-time password. As a result, five funds transfer and
two e-commerce transactions amounting to PKR 2,295,361.83 were executed from
his account. The Complainant promptly reported the incident to the Bank; however,
his grievance was not fully resolved and only partial recovery was made. Aggrieved
by the Bank’s failure to refund the remaining disputed amount, the Complainant ap-
proached the Banking Mohtasib Forum seeking appropriate relief.

After examining the record and hearing the parties, it was observed that the
Complainant was not conversant with digital Banking and had no prior history of
inter-bank fund transfers or e-commerce transactions. The Bank activated Digi-
tal Banking and alternate delivery channels by default without obtaining the Com-
plainant’s explicit consent and without providing mandatory disclosures as required
under the Payment Systems & Electronic Fund Transfers Act, 2007 and relevant SBP
Circulars. The Forum held that OTPs and authentication messages cannot substitute
the customer’s consent, as consent to avail fund transfer and e-commerce facilities is
a prerequisite. The activation of such facilities without consent constituted an unso-
licited service and amounted to gross negligence, which was identified as the primary
cause of the Complainant’s financial loss.

In view of the above findings, the complaint was allowed. The Bank was held guilty
of maladministration and regulatory non-compliance. Accordingly, the Bank was di-
rected to make good the Complainant’s remaining loss by crediting a sum of PKR
1,757,623 along with any applicable charges forthwith and to report compliance to
this Forum.

The Bank filed a Representation as per law before the President of Pakistan against
the above Orders. The Representation filed by the Bank was dismissed, and the Order
of the Banking Mohtasib Pakistan was upheld.

Parallel Banking

The Complainant filed a complaint before the Banking Mohtasib Pakistan stating
that after selling her residential house she deposited an amount of Rs 8 million with
the Bank. The Branch Manager of the Bank persuaded her to place the deposited
amount in Term Deposit Receipts (TDRs) by assuring her a monthly profit ranging
between Rs 90,000 and Rs 100,000. Acting upon his advice, the Complainant signed
the documents provided by the Branch Manager and handed over a signed cheque,
which was required for the preparation of TDRs. She received a stamped TDR receipt
of Rs 8 million. After sometime she started receiving monthly profit. Subsequently,
she approached the Branch for withdrawal of Rs 8 million for the purchase of a new
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house, the Branch Manager made lame excuses and did not accept her request. Later,
during a visit to the Branch, the Complainant discovered that her account balance
was nil and that the Branch Manager had fraudulently transferred her funds to a
third-party account, from where the amount was further transferred to the account
of Branch Manager’s mother. She was informed that her account was now empty.
The Complainant lodged an FIR with the FIA, and criminal proceedings were initiat-
ed, which remained pending before the Special Court, Islamabad.

Upon taking up the matter, the Bank in its response, submitted that its internal
investigation as well as the FIA investigation established that the Branch Manager,
while in service of the Bank, misused his official position, issued fake and bogus
TDRs, and dishonestly misappropriated the Complainant’s funds. It was confirmed
that the Complainant’s signed cheque was used to generate a banker’s instrument,
but instead of placing the amount in a legitimate TDR, the funds were unlawfully
transferred to accounts linked to the Branch Manager and his associates. The in-
vestigations further revealed that the so-called monthly profit credited to the Com-
plainant’s account was paid from the personal accounts of the Branch Manager and
his mother to conceal the fraud. Multiple similar complaints against the same Branch
Manager also surfaced. It was further established that after resigning from the Bank,
the Branch Manager induced the Complainant to shift her account to another Bank,
where he again issued a fake TDR and continued the deceptive practice. The said
Bank categorically denied liability on the ground that the disputed amount never
entered its banking system and that no term deposit was ever booked there.

During further hearing of the case, the Complainant consistently maintained that
she had no knowledge of the fraudulent transfers, had never authorized any pay-
ment to any third party, and had acted solely on the advice of the Branch Manager
in his official capacity. The Bank mainly raised jurisdictional objections and failed to
rebut the Complainant’s claim on merits or produce any cogent evidence disproving
the admitted fraud. The Bank’s own investigation reports corroborated the Com-
plainant’s version and confirmed serious lapses in banking controls and supervi-
sion. In view of the settled legal principle of vicarious liability, the Bank was held
responsible for the acts and omissions of its employee committed during the course
of employment. No liability was attributed to the other Bank as no disputed transac-
tion was executed through its banking channels.

Consequently, maladministration and malpractice on the part of the Bank earlier
mentioned, were established, and the Bank was directed to refund the misappropri-
ated amount of Rs 8 million to the Complainant along with applicable profit till final
payment and report compliance.

The Bank filed a Representation as per law before the President of Pakistan
against the above Orders. The Representation filed by the Bank was dismissed, and
the Order of the Banking Mohtasib Pakistan was upheld.
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Supreme Court Upholds the Orders of Banking Mohtasib

After receiving no positive response from the Bank, the Complainant filed a com-
plaint before the Banking Mohtasib stating that she sold a house in Karachi for PKR
10.5 million in 2016 and deposited the amount in her account. The Branch Manag-
er of the Bank promised lucrative profits through investment in Bank Stocks and
Life Insurance. Consequently, PKR 6.6 million was given for investment in Bank’s
Islamic Stocks, PKR 1.5 million for Life Insurance, and PKR 388,000/- in cash for
investment. In 2018, the Branch Manager advised her to avail a Gold Pledged Loan.
She deposited 25 tolas of gold and a diamond set against which a loan of PKR 1 mil-
lion was provided and invested in the Bank’s Islamic Stock Fund. On the insistence
of the Branch Manager, she also handed over multiple signed cheques to him. She
was asked to open joint accounts with her son and sister. She continuously received
profits until 2020, during which period fake and fabricated Statements of Account
were provided to her in the branch. In 2020, she learnt that the Bank Manager had
joined another Bank as Branch Manager and advised her to shift her investment
to that Bank as a Term Deposit. Upon inquiry, she was informed that no such Term
Deposit existed in her account. The Bank Manager was found guilty of unlawful and
illegal transactions; however, no relief was provided by the Bank. She lodged an FIR
against the Bank Manager and also approached the Banking Mohtasib for redressal
of her grievances.

Upon taking up the matter, the Bank stated that the Complainant lodged writ-
ten complaints at the Bank’s Branch Chaklala Scheme-II], alleging embezzlement of
funds by Ex-Branch Manager. The Bank contended that the Complainant voluntarily
provided funds to the Ex-Bank Manager and had no credible evidence to support
her claims. Dishonesty and misconduct of Bank Manager were observed, and his
past service record reflected mala fide intention in another misappropriation case
of 2019.

Another Bank stated that the Complainant maintained an account at its Civic Cen-
tre Branch. It was confirmed that PKR 15.9 million against which a Term Deposit
Receipt was issued was never credited to the Complainant’s account or any other
account. Bank Manager admitted issuing two fake TDRs of PKR 15.9 million and
PKR 5.4 million respectively. It was conveyed that the Bank had no liability as the
disputed amount never landed in the Bank’s system.

During the hearing, the Complainant reiterated that all dealings were conducted
within the premises of the Bank under the supervision of the Bank Manager and the
Branch Staff. She further asserted that cheques were encashed without Call Back
Confirmation and that signatures were later found to be forged during FIA forensic
examination. Both Banks raised preliminary objections regarding jurisdiction and
pendency of criminal proceedings, which were duly considered by the Forum.
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Jurisdiction of the Banking Mohtasib was upheld in the light of settled legal prece-
dents. It was further observed that the Manager was in service of the Bank when the
fraudulent acts were committed and was subsequently arrested by FIA. The Forum
concluded that the case attracted vicarious liability of Bank for acts committed by its
employee during the course of employment.

In view of the facts, maladministration and malpractice on the part of Bank were
established. The Bank was directed under section 82-D of the Banking Companies
Ordinance, 1962 and section 9 of the Federal Ombudsmen Institutional Reforms Act,
2013 to pay PKR 9,200,000/- along with profit and submit a compliance report.

However, the Bank filed a Representation before the President of Pakistan, as
provided under the law, challenging the above Order. The Representation was dis-
missed, and the Order of the learned Banking Mohtasib was upheld by the President.

The Bank filed a writ petition against the orders of the President and the Bank-
ing Mohtasib Pakistan before the Rawalpindi Bench of the Honourable Lahore High
Court which upheld the decisions of the President and the Banking Mohtasib. Later,
the Bank filed a CPLA before the Honourable Supreme Court which also upheld the
orders of the President and the Banking Mohtasib.

It may be added here that the Complainant Lady, who had become bankrupt could
not pay the fee of the Advocates, pleaded her case both at the Rawalpindi Bench of
the Honourable Lahore High Court and the Honourable Supreme Court of Pakistan.
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gatisfied: Yes

Feedback

| am very thankful of panking mutasib our complai

07-Dec-2025

satisfied: Yes

A o | s
g Mohtasib Pakist ‘
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14-ul-202 - . I
Subject Heartfell Thianks for Resotving HY omplaint

1 and the office of
s ME gation
sincare gratude to you jmpartial imestl
‘moulﬂ““mmg pakisten for e worough and
the Banking

dedication 1o
ucted regard compiaint against the concamed mnl;vnur
ing my e
wumd meticulous gtipntion 10 detnll are commendab!

nad verdict, wihich
Akl for your comprenense ﬂﬁ::u Hea £48 mm:t

| am particularty m.ﬂ“ eare issues of MY Wm:::’.u““m 10, Your l“fﬂ":ﬂ

not only 200TESsS 1 the um\ﬂrlﬂlﬁd practices s tht sateguard the igh

needod relie! .Fn‘uuu in institutional mechanism

has reatficmad my

panking customers.

i e
at individuals panking sector 1 Wil
itis numﬂhf rniw-nu; accountality in Wmmr"":“ may ba in N
umwimﬂﬂ?;h: cabdatan Banking Mohtasio 10

recommend

envice.
ek you once sgainfor your 8PP Z1¢

warm regardd, Dear Madan
- Assalamn Alaikmn,
i I hope you are well.
-J_ I sy writing to imform you that | have received the refimd of PKR
- 75,000 m my account via 1 1 sincerely appreciate your
) suppeort and assistance i resolving this naatter
1 also wani 1o apologire for not checking my accomnt earlier. When |
= opened ny acconnd today, | saw that the amount has been successfully
| - credited. 1 am attaching a screenshot for your reference
Thank you very much for your tawely intervention and help. Your
o ———— sapport has been extremely vahuable. and 1 am very gratefisl for your
effforts
Sincerely,
Subject: Appreciation | |
d t
. %
Dear Ma'am A
Thanks for your support/mohtasib as my trust level has been increased
after receiving my amount back which had been taken from my account (
-y
B ]
g \
| st
| i
| \'\,_ II
| L ) |I
h‘ﬁ. \
=
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my sirn;m gratitude to yoq
Professiona] Competence age

Respected | ment amount and got
re really

{ just contacted the
to know that it has b ot
thankful 10 you and

Best wishes.
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2, Forum of pakistan
{;} ombudsman
| ks
Mohtasib pakistan Mmar

sa
Urged to gxpand Acces
October 6, 2025

20 Years of public

stice
. nd Speed Up ju
Banking
Ser\liCe'
i 1il
py Zakria J2C o
_ 2025: At the = key national
CHI, oct;:;;;w‘ akistan (E:/mzm role in
event OfBankmg the institut1o banking

. ., justice t©
| foures CO w1~ and timely “.USt-u«ach and faster

TRIBUNE

KARACHI:
Legnl Adviser to the President of
Pakistan  Justice (Retd)) Irfan
Quadir has sald that the president's
decision on nppenls ngainst rulings
of the Banking Mohtasib
(Ombudsman) holds great
Importance,

B annt versary

through
: in smaller towns
severe.

"Banks can appeal to the president
ngainst the ombudsman's decision,"

he said  while  addess—t—"

 BUSINES
&SCORDER

Foundod by MA Zshen

T las
nEss & FINANCE

sUS .

ary- e (Y25
January-June X
{'eliet' to banking customet

. Mohtasib provides Rs822.25M i T2

P
| Ny L)
KARACHL: The Banking Mohtasib P I
amounting to Rs 882.25 million to | ' ' t

. o the first AT MUounes  ratumo  opiion
laints durmg
16,006 comp

3 BANGNG
calendar year, 2025 "

. Banking Mohtasib provides
Last vear, during the first sxmonths. T Rs1.65hn relief to ¢

surge in online
—Lomplaints

—

TICH WORWD satme (O

ustomers amid
Payment
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Contact Details

All Complaints are to be addressed to Banking Mohtasib Pakistan’s Secretariat
at Karachi.

Complaints can be lodged through our website www.bankingmohtasib.gov.pk or
on following URL for Online Complaints.

www.bankingmohtasib.gov.pk/website /ComplaintForm.aspx

Addresses and contact numbers of Karachi Secretariat and Regional Offices:

Banking Mohtasib Pakistan Secretariat Office of the Banking Mohtasib Pakistan
5% Floor, Shaheen Complex, c/o SBP, Banking Services Corporation
M.R. Kiyani Road, Karachi The Mall, Rawalpindi
Telephone: +92-21-99217334 to 38 Telephone: 051-9273252
Fax: 92-21-99217375 Fax: 051-9273253

Quetta Regional Office Lahore Regional Office

Office of the Banking Mohtasib Pakistan Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation c/o SBP, Banking Services Corporation
Shahrah-e-Abbas Ali, Quetta Shahrah-e-Quaid-e-Azam, Lahore
Telephone: 081-9203144 Telephone: 042-99210444
Fax: 081-9203145 Fax: 042-99210421
Peshawar Regional Office Multan Regional Office
Office of the Banking Mohtasib Pakistan Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation c/o SBP, Banking Services Corporation
Saddar Road, Peshawar Kalma Chowk, Multan
Telephone: 091-9213438 Telephone: 061-9201482
Fax: 091-9213439 Fax: 061-9201481
Muzaffarabad Regional Office Faisalabad Regional Office
Office of the Banking Mohtasib Pakistan Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation c/o SBP, Banking Services Corporation
Upper Chattar, Muzaffarabad M. A. Jinnah Road, Faisalabad

Telephone: 05822-215160 Telephone: 041-2601229
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