
Banking Customers urged to lodge their complaints
with Banking Mohtasib Pakistan

Quarterly News Letter (April-June 2021)
www.bankingmohtasib.gov.pk

The institution of Banking Mohtasib Pakistan is functioning since 2005 to resolve 
disputes between the complainants and the commercial banks fairly, amicably, 
informally and in accordance with the law. 

Concerted efforts are made to urge the suffering people to lodge their complaints 
against commercial banks for rederessal of their grievances. 

With a view to further highlight and bring awareness about the activities of Banking 
Mohtasib Pakistan we have launched a Quarterly Newsletter this year (January-March 
2021), which was published on 17th April, 2021. 

Banking Mohtasib Pakistan is also upgrading its IT system to facilitate the customers 
in resolving their complaints in a minimum possible time. This is the second issue of 
the Newsletter (April-June 2021). We are committed to making further improvements 
to this publication.

Almost 10,238 complaints 
against commercial banks 
were disposed of by the 
Banking Mohtasib Pakistan 
during the second quarter 
(April to June 2021) of the 
current calendar year, 2021. 
By disposing of these 
complaints, the Banking 
Mohtasib Pakistan has 
provided monetary relief 
amounting to Rs 172.93 
million to the banking 
customers. 

Over 34% increase in the 
number of complaints lodged 
with the Banking Mohtasib 
Pakistan against commercial 

banks has been observed in 
the second quarter of the 
current year, 2021 as against 
the second quarter of the last 
calendar year, 2020. The 
Banking Mohtasib received 
8488 new complaints, 
including 5432 from Prime 
Minister’s Portal, from 1st 
April to 30th June, 2021 while 
it had received 6339 
complaints during the same 
period of last year. The 
difference in the number of 
complaints received and 
resolved is due to the fact that 
it also includes the 
complaints carried forward 
from the first quarter of 2021.

Over 10,000 complaints disposed of by
Banking Mohtasib Pakistan during 

second quarter of 2021
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Banking 
Customers-Beware
“The Bank will never ask 
for your secure banking 
information (i.e. username / 
password/ login ID / PIN / 
OTP / Card number /CVV / 
Expiry date via on line 
phone banking, email, 
SMS, links or social media) 
or ask you to login to your 
account from an email link. 
Please remain cautious in 
order to protect yourself 
from fraudsters as sharing 
of financial credentials 
with any third person may 
cause you financial loss.”
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President to hold
meeting of all Federal
Ombudsmen

Banking Mohtasib
Pakistan Calls on
Hon’ble Chief Justice
of Pakistan

Overall surge in complaints against banks due
to public awareness: Mr. Muhammad Kamran
Shehzad’s Interview with NEO TV
The Banking Mohtasib 
Pakistan, Mr. Muhammad 
Kamran Shehzad has said that 
there were several reasons for 
the surge in complaints 
against banks in the first 
quarter of the year 2021.

In an interview to NEO 
Television on 24th April 2021, 
he highlighted the basic 
reasons for the rise in number 
of complaints.

He said that launching public 
awareness campaign 
regarding the institution of 
Banking Mohtasib Pakistan, 
besides promotion of digital 
banking were the main factors 
for the substantial increase in 
the number of complaints 
received in the Banking 
Mohtasib Pakistan Office.

Due to firewall in digital 
banking, the number of 
banking transactions have 
jumped to million times, he 
said and added that Covid-19 
has also led to increase the use 
of digital banking.

In reply to a question, he said 
that according to Banking 
Mohtasib Annual Report-2020 
nearly 26,000 complaints 
were received last year of 
which 84% complaints were 
resolved / cleared and a relief 
amounting to nearly Rs 600 
million was provided to the 
Complainants.

Over 11,225 complaints, which 
included a sufficient number 
of complaints from Prime 
Minister’s Portal, were 
received in the first quarter of 
this year, out of which nearly 
5,225 have been disposed of.

Answering another question, 
he said that a complaint can be 
lodged with the Banking 
Mohtasib Pakistan free of cost. 
Any person who wants to lodge 
a complaint against a bank 
may either send a written 
complaint through ordinary 
mail at the address given on 
website or send an email 
complaint to the Banking 
Mohtasib Pakistan or can come 
up personally to lodge a 
complaint.

He further said that Banking 
Mohtasib Pakistan is the only 
institution in the country 
which serves the Complainant 
as a lawyer free of charge. The 
Complainant has only to lodge 
the complaint with the 
Banking Mohtasib Pakistan.

The President of Islamic 
Republic of Pakistan, Dr. Arif 
Alvi has called a meeting of 
all Federal Ombudsmen on 
13th July, 2021 at President 
Secretariat, Aiwan-e-Sadr, 
Islamabad to review the 
progress report of their 
respective institutions and 
exchange views with them for 
taking effective measures 
regarding the speedy 
resolution of public 
grievances.

The Banking Mohtasib Pakistan, 
Mr. Muhammad Kamran 
Shehzad called on the Hon’ble 
Chief Justice of Pakistan, Mr. 
Justice Gulzar Ahmed at the 
Karachi Registry of the Supreme 
Court of Pakistan on April 09, 
2021. 

Senior Advisor, Mr. Farhat Saeed 
and Legal Advisor, Mr. Shahid 
Mahmud Khan had accompanied 
the Banking Mohtasib Pakistan. 
Mr. Kamran Shehzad presented 
the Banking Mohtasib’s Annual 
Report for the year 2020 to the 
Hon’ble Chief Justice and also 
briefed him about the complaint 
resolution mechanism followed 
at the Office of Banking Mohtasib 
Pakistan, besides explaining the 
salient features of the Report.
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Banking Mohtasib
Pakistan
hearing complaints
at Karachi
Secretariat

Banking Mohtasib
Pakistan
hearing complaints
at Multan Office

3,056

5,432

8,488

10,238

Rs 172,934,033/-

Complaints received at the
Secretariat

Complaints received via
Prime Minister’s Portal

Total

Complaints disposed of *

*This includes complaints brought forward from previous year.

Relief provided to the
Complainants

Complaints Flow during the period
April - June, 2021

Complaint Categories

Zakat Deduction,1%

Internet Banking/
IBFT, 13%

ATMs, 17%

Advances Loan and
Deposits, 10%

Frauds, 8% Services inefficiency/
Delays/Others, 29%

Insurance, 9%

Others, 2%
Gross Deriliction of

Duty, 4%

Credit Cards, 8%
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The Banking Mohtasib Pakistan 
has initiated the upgradation 
and extension of existing I.T. 
system. In this connection 
tender was floated and finalized 
to obtain the following services:

• Complaint registering via 
portal access using web or / and 
mobile app.

• Revamping of existing BMP 
website.

• Revamping and upgradation 
of in-house complaint 
processing and monitoring 
software.

The above work is likely to be 
completed during this year.

Additional staff is being 
recruited and arrangements are 
also being made for their upto 
date on job training once the 
system is upgraded.

Banking Mohtasib Pakistan initiates upgradation
of its I.T. System

A webinar on “Systematic 
Investigations” was hosted by 
African Ombudsman Research 
Centre (AORC), in collaboration 
with International Ombudsman 
Institute (IOI), on 8th June 2021 
via Zoom. 

The focus of the webinar was 
on the following points: 

 • What is a systemic 
investigation? 
 • What is the purpose of 
conducting systemic or own 
initiative investigations?
 • What does a systemic 
investigation entail? 
 • A discussion on systemic 
investigation methodology. 
 • Planning and conducting a 
systemic investigation.

Mr. Muhammad Ali Jangda, 
Senior Advisor, Mr. Noman 
Qureshi, Mr. Yousuf Imran, Mr. 
Aijaz Hussain Memon and Mr. 
Ali Hussain Brohi, Advisors, 
Mr. Muhammed Sohail and Mr. 
Muhammad Ikram, Deputy 
Directors and Mr. Aun Abbas, 
Assistant Director attended the 
said webinar.

Webinar on Systematic
Investigations

Pakistan Software Export 
Board has started fast track 
trainings and certifications 
for IT Industry Professionals 
and IT Graduates in the 
Public Sector Organizations

As part of the series, the 
following trainings/courses 
were attended by officers of 
Banking Mohtasib Pakistan – 
Karachi Secretariat. 

• Syed Subhan Ali Rizvi, 
Assistant Director (IT) 
attended the AWS Certified 
Solution Architect & Machine 
Learning course.
 
• Mr. Muneeb ur Rehman 
Siddiqui, Assistant Director 
(IT) attended the Certified 
Ethical Hacker (CEH) & 
Penetration Testing course.

IT related trainings

Obituary
Wife of Mr. Anwer A. 
Chaudhary, Senior 
Advisor, expired on 
June 10, 2021. She was 
buried in DHA grave-
yard, Karachi on June 
11, 2021.

Father of Mr. Kazi 
Raheel, Assistant Direc-
tor, Investigation, Kara-
chi expired on June 20, 
2021 and his burial took 
place in Shikarpur.

Father of Syed Hasnain 
Raza Sherazi, Deputy 
Assistant Director, 
Karachi expired on May 
19, 2021 and his burial 
took place at Lahore.

May Allah (SWT) rest 
the departed souls in 
eternal peace and give 
courage and fortitude 
to the bereaved families 
to bear their irrepara-
ble loss. Aameen!



CASE STUDIES

Case 2: Account debited
without getting cash
from ATM

C a s e  1 :  C o m p l a i n t  fi l e d  b y  ‘A’  B a n k  a g a i n s t  ‘ B ’  B a n k
The Complainant had 
submitted that he had used 
his ATM Card at ATM of 
another Bank ‘B’ Branch  to 
withdraw Rs. 20,000/-. 
However, neither cash nor 
Card came out of the 
machine.  After five minutes, 
he received text messages 
that his account was debited 
with an amount of 
Rs.50,000/- in three 
transactions. He reported the 
matter to Bank ‘A’, but to no 
avail. As such, he had 
escalated his complaint with 
the Banking Mohtasib. Since 
nothing further was heard 
from him, as such after 60 
days the case was closed as 
‘Declined’ and the 
Complainant was informed 
accordingly. The aggrieved 
Complainant directly made a 
Representation to the 
President of Islamic Republic 
of Pakistan, wherefrom the 
case was remanded to 
Banking Mohtasib Pakistan.  

To decide the matter, the case 
was fixed for formal hearing. 
After hearing both the parties 
and on Bank’s plea that CCTV 
footage of the incident was 
not available with Bank ‘B’, 
Banking Mohtasib Pakistan 
passed an Order with the 
direction that Bank ‘A’ to 
make good Complainant’s 
loss by crediting Rs.50,000/- 
to his account.  The Bank ‘A’ 
may subsequently take up the 
matter for re-imbursement of 
the same from the Bank ‘B’, if 
it is so advised.”

The Bank ‘A’ submitted 
representation against the 
findings of Banking Mohtasib 
before the President, Islamic 
Republic of Pakistan which 
was rejected. 

Accordingly, the Bank ‘A’ 
made good the Complainant’s 
loss by crediting Rs.50,000/- 
to his account.  Subsequently 
the Bank ‘A’ lodged claim with 
Bank ‘B’ for re-imbursement 
of the disbursed amount, but 
the same was refused by Bank 
‘B’. As such, Bank ‘A’ lodged 
complaint with Banking 
Mohtasib Pakistan.  On 
receipt of complaint, Bank ‘B’ 
was advised to comply with 
the instructions contained in 
the Order or submit Bank’s 
stance. Since no response was 
received in the stipulated 
period, the complaint was 
fixed for a formal hearing.

In the hearing it was observed 
that Bank ‘B’ officials were 
apprised about the agreement 
signed by them as a member 
with “1 link network”.   Further, 
Bank ‘B’ was bound to provide 
system generated reports i.e. EJ 
roll, CCTV footage and 
snap-shots to Bank ‘A’, but they 
had failed to fulfill their 
responsibilities. As such, 
Banking Mohtasib in his 
findings had advised Bank ‘A’ to 
make good the loss of their 
customer and subsequently seek 
re-imbursement from Bank ‘B’.

Subsequent to the hearing, Bank 
‘B’ informed having reimbursed 
the claimed amount to Bank ‘A’ 
which was also confirmed by 
Bank ‘A’.
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The Complainant submitted 
that on 31st December, 2020 
he tried to withdraw Rs 
50,000/- through an ATM 
transaction, but the Card was 
thrown out by the machine 
with the message on the 
screen: “Access denied”. No 
receipt had come out of the 
machine. Subsequently, when 
the Complainant checked his 
balance, Rs 50,000/- was 
debited from his account. He 
lodged the complaint with the 
Bank, but the disputed 
amount was not refunded to 
him. As such, he escalated the 
complaint with the Banking 
Mohtasib Pakistan.

On taking up the matter and 
questioning the accuracy of the 
ATM which was giving 
message            “Access denied”, 
the Bank reviewed the whole 
issue and resolved the matter 
by crediting Complainant’s 
account with Rs 50,000/- to 
the satisfaction of the 
Complainant. The Complainant 
confirmed receipt of the 
amount and expressed his 
gratitude to the Banking 
Mohtasib for resolution of his 
grievance.



PRESS CLIPPINGS
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