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Banking Mohtasib Congratulates SBP Governor

The Banking Mohtasib Pakistan,
Mr. Muhammad Kamran Shehzad
met the new Governor, State Bank
of Pakistan, Mr. Jameel Ahmad on
September 20, 2022. He was ac-
companied by the Senior Advisor,
Mr. Farhat Saeed.

Mr. Kamran Shehzad and Mr.
Farhat Saeed extended their heart-
felt congratulations to their former

SBP colleague Mr. Jameel Ahmad on
his appointment as SBP Governor.
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Mr. Kamran Shehzad said that
it is a matter of great satisfaction
and pride that a State Bank Officer
has attained the highest position
of the Governor.

Mr. Jameel Ahmad Appointed Governor, State Bank of Pakistan

Mr. Jameel
Ahmad assumed
the charge of
the Office of
Governor, State
Bank of Paki-
stan with effect
from 26th August, 2022. Earlier,
his appointment as SBP Governor
was notified by the Finance Di-
vision, Government of Pakistan.
According to the notification, the

Ay

President of Pakistan, upon the
recommendation of Federal Gov-
ernment, has appointed Mr. Jameel
Ahmad as Governor, State Bank of
Pakistan for a term of five years.

Mr. Jameel Ahmad is the second of-
ficer in 74 years history of State Bank
of Pakistan who rose to the position
of Governor after (late) Mr. I. A. Hanfi.

Mr. Ahmad’s illustrious career,
as an accomplished central banker,
spans over 31 years at various se-

nior positions at the State Bank
of Pakistan and the Saudi Cen-
tral Bank (SAMA). His associa-
tion with the SBP dates back to
1991. He served the State Bank
of Pakistan in various capacities,
including the Deputy Governor
and Executive Director. He served
SAMA on deputation as Advisor
during July, 2009 to April, 2015
and as Senior Advisor from De-
cember, 2021 to August, 2022.

BMP Provides Rs 151.55 Million Relief to

Banking Customers

The Banking Mohtasib Paki-
stan has provided monetary relief
amounting to Rs 151.55 million
to the banking customers by dis-
posing of 6169 complaints against
commercial banks in the third
quarter (July to September 2022)

of the current calendar year, 2022.

The Banking Mohtasib received
8055 new complaints, including
3662 from Prime Minister’s Portal
from 1% July to 30™ September, 2022.

With a view to protecting people
from fraudulent activities which are

rampant now a days, the Banking
Mohtasib Pakistan, Mr. Muhammad
Kamran Shehzad has emphasized
upon the banking customers no to
disclose their personal and financial
credentials to any third person. On re-
ceipt of suspicious calls they should
immediately approach the near-
est branch of their bank or contact
the helpline of the bank, he added.
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President rejects six representations against the orders
of Banking Mohtasib

President Islamic Republic of
Pakistan Dr Arif Alvi has rejected
six similar representations filed by
one of the largest commercial banks
against the decisions of the Banking
Ombudsman, and directed the Bank
to refund and compensate the six
defrauded customers with their sto-
len money. He pointed out that since
the Bank has failed to prove obser-
vance of relevant provision of laws,
rules and regulations, therefore, its
representations were devoid of any
merit and deserved to be rejected.

The President rejected the
representations involving a total
amount of Rs one million and ob-
served that victims were deprived
of their hard-earned deposits when
the Bank unilaterally activated the
electronic funds transfer (EFT) fa-
cility without the request/consent
of account holders and failed to
put in place necessary safeguards
against online exploitation of the
account holders by the fraudsters.

In all six cases, the President
found the Bank negligent of its duty
to inform the account holders about

the pros and cons of activating the
electronic funds transfer (EFT) fa-
cility as required by the mandato-
ry guidelines of the State Bank of
Pakistan. Had the Bank not opened
EFT facility without customers’ con-
sent, the account holders could have
avoided the financial loss, he added.
The President rejected the Bank's
claim that all transactions were 3D
secured, being a secondary step,
by observing that the State Bank of
Pakistan required all banks to reg-
ister their customers for internet
banking prior to offering them in-
ternet-based products and services
and putting in place all necessary
safety measures to safeguard their
clients from fraudsters. In his deci-
sions, the President concluded that
since the Bank could not produce
any evidence to the effect that it
had complied with the provisions of
relevant laws, rules and regulations,
therefore, its representations were
devoid of any merit and deserved
to be rejected. According to details,
the account holders were called by
fraudsters who lured them in their

trap by providing them information
regarding their names, CNIC, dates
of birth, ATM Card numbers and ob-
tained from them the names of their
mothers and used this information
to deprive the account holders of
their deposits by making multiple
e-commerce transactions, even
though the Bank customers were
not using any mobile app and they
were also in possession of their ATM
Cards. The victims approached their
respective Bank branches to freeze
their accounts and seek refund, how-
ever, they were not provided any re-
lief by the Bank on the grounds that
they themselves had shared their
personal banking credentials with
unknown callers. Feeling aggrieved,
the account holders approached the
Banking Mohtasib Pakistan (BMP).
The BMP decided the cases in fa-
vour of the applicants. The Bank,
however, chose to further escalate
the matter and filed separate repre-
sentations with the President which
were rejected and the Bank was
directed to comply with the direc-
tions of the Banking Ombudsman.

Banking Mohtasib meets Provincial Ombudsman Khyber

Pakhtunkhwa

The Banking Mohtasib
Pakistan, Mr. Muhammad
Kamran Shehzad during his
visit to Peshawar met the
Provincial Ombudsman, Khyber
Pakhtunkhwa, Syed Jamaluddin
Shah on 5th July, 2022.
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During the meeting,
Mr. Kamran Shehzad
discussed the issues
of public grievance
against banks with the
Provincial Ombudsman,
KPK.
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Banking Mohtasib suggests amendments in rules to reduce
notice period in registration of complaints against banks

s "l -u
The Banking Mohtasib Pakistan,
Mr. Muhammad Kamran Shehzad in-
formed the Sarhad Chamber of Com-
merce & Industry (SCCI) that he has
suggested to the Government some
amendments in rules to reduce the
notice period in registration of com-
plaints against commercial banks.
During a meeting which was held

in Peshawar on July 5, 2022 and
chaired by SCCI President, Hasnain
khurshed Ahmed, the traders have
urged the Banking Mohtasib Pakistan

to reduce the duration of complaint reg-
istration to 10 days which is currently
45 days, in order to ensure swift dispos-
al of cases against various commercial
banks and to provide them speedy relief.

Mr. Kamran Shehzad assured the
business community that his institu-
tion would continue to facilitate and
provide relief under its domain/ man-
date to them at every level. He said that
95 percent representations against his
decision are rejected which is a matter
of great satisfaction to complainants and
a step towards speedy relief to them.

Around 36,000 complaints were reg-
istered during last year against various
commercial banks, of which 70 percent
has been decided, he said and added
that approximately a hefty amount of
Rs 760 million relief has been provid-

ed by Banking Mohtasib. Before
the preceding year, he said another
heavy amount of Rs 530 million re-
lief has been provided till June 2022.

Besides, former FPCCI President,
Ghazanfar Bilour, former SCCI pres-
idents, Riaz Arshad and Malik Niaz
Ahmad, former senior vice Presi-
dents, Engr. Manzoor Elahi and Zi-
aul Haq Sarhadi, former vice presi-
dent Abidullah Yousafzai, Executive
Members Minhajuddin, Rashid Igbal
Siddiqui, Ihsanullah, Saddar Gul, Ish-
tiag Muhammad, Fazal Wahid and
Sohail Javed along with Senior Legal
Advisor Banking Mohtasib, Saleem
Akhtar, Regional Manager, Pesha-
war, Rehmatullah, a large number of
industrialists, exporters, importers
and traders attended the meeting.

President upholds Banking Mohtasib’s Order

President Dr. Arif Alvi, while up-
holding a decision of the Banking
Mohtasib Pakistan, has directed a
leading commercial bank to refund
the swindled amount of Rs 5.49
million to the Complainant and de-
clared that maladministration on part
of the Bank had been established.

The President rejected the Bank’s
representation against the decision
of Banking Mohtasib and held that
the Bank had displayed negligence
by clearing two stolen cheques
bearing forged signatures as estab-
lished by the Bank’s own Forensic
Report. He regretted that the Bank
did not follow its own SOPs which
clearly mandated a call back for
Transfer/Clearing/Remittance for
amounts of Rs 500,000 and above.

He highlighted that SOPs were
framed for application across the

board without giving any discretion
or choice to anyone with the under-
lying objective to avoid possibility
of fraud and fraudulent practices.

The President held that since the
Bank could not establish incontrovert-
ibly its stance against the Complainant,
had failed to discharge the burden of
proof and statutory liability cast upon
it under the law, thus, its representation
was devoid of any merit and deserved
to be rejected. While further dilating, the
President pointed out that the cheques
in dispute bore no stamp or narration re-
quired to be affixed on the back of the two
cheques as required by the said SOPs.

He wrote that there was negligence
on part of the Bank in matching the sig-
natures on stolen cheques against the
admitted signatures of the Complainant
as per Bank’s record, adding this fact
was very tangible, obvious and suffi-

cient for the Bank to settle the claim
in favour of the Complainant. He said
that the forged cheques were a nul-
lity and customer’s account could
not be debited on the basis of such
cheques. As per details, the Com-
plainant was swindled out of his
money when cheques were stolen
from his office and Rs 5.49 million
were debited from his account by the
Bank without any Call Back Confir-
mation from the Bank, as mandated
by law and its own SOPs regarding
the clearance of cheques for amounts
of Rs 500,000 and above. The Com-
plainant had filed a complaint with
the Bank for seeking a refund of his
lost money, but without any result.
Subsequently, he approached the
Banking Mohtasib for retrieval of his
swindled money, who passed the or-
ders in his favour. The Bank, however,
did not comply with BMP’s decision
and filed a representation with the
President, which was also rejected.
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State Bank issues Rs 75 Commemorative Banknote to

mark 75 years of Pakistan’s Independence

The State Bank of Pakistan has
started issuing Commemorative
banknote of Rs 75 to mark 75 years
of Pakistan’s Independence with effect
from 30th September, 2022.

The Commemorative banknote is
available to the general public from
SBP BSC offices and Commercial
Banks' branches. This banknote is a
legal tender under section 25 of the
SBP Act, 1956, and can be used as me-
dium of exchange for all transactions
across Pakistan.

This is the second commemorative
banknote issued by SBP after the is-
suance of first commemorative note
issued to mark the fifty years of inde-
pendence of the country in 1997.

The wunique features of the
banknote, which features Pakistan’s
founding father and mother on the
front side and presents a theme of
environmental sustainability on the
reverse.

The following are the salient fea-
tures of Rs 75 banknote:

The banknote is predominantly
green, complemented by white shades
and some yellowish tone to enrich its
appeal. The green color represents

growth and development and derives
inspiration from the Islamic identity
of the country, whereas the white col-
or emphasizes the religious diversity
of population. The distinctive feature
of this banknote is multiple portraits
on its front side. The personalities to
grace the banknote are Quaid-i-Azam
Muhammad Ali Jinnah, Sir Syed Ahmed
Khan, Allama Muhammad Igbal and
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Mohtarma Fatima Jinnah. The Mark-
hor and Deodar trees pictures on the
reverse of the banknote highlights
our national commitment to address
climate change and its repercussions.
Both the Markhor and Deodar trees
serve as symbols of the devastation
wrought by these changes and call
for urgent measures to combat and
reverse environmental degradation.

LQ7918365 4

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad hearing public complaints at Peshawar Regional Office.
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Dr. Arif Alvi tells banks to improve their communication with clients

President Dr Arif Alvi has called
upon all banks of the country to reg-
ularly warn their customers and cli-
ents about banking scams, includ-
ing banking frauds involving online
funds transfers, and improve their
regular communication with clients.

He said that simple people
were being frequently entrapped
by fraudsters and swindled out of
their hard-earned money through
fake calls and sometimes even in-
side the banking premises. The
President gave these remarks while
writing his decision on a represen-
tation filed by one of the largest
commercial banks of the country
against a decision of the Banking
Mohtasib, President Secretariat
Press Wing said in a press release
issued on September 11, 2022.

He rejected the Bank’s repre-
sentation and further directed it to
pay Rs 249,525 to a poor cook from
Rahim Yar Khan, who had been de-
frauded out of his money by fraud-
sters who had obtained his personal

banking credentials by posing as
bank officials on the telephone and
got the money transferred out of
his account through online means.
The Complainant was swindled out
of his money by fraudsters and he
approached the Bank for getting a
refund of his lost amount. After get-
ting no results, he approached the
Banking Mohtasib for retrieval of
his defrauded money. The Mohtasib,
after investigating and hearing the
case, directed the Bank to refund
the lost amount, but instead of im-
plementing the decision, the Bank
preferred a representation with the
President, which was rejected. The
President highlighted that as per
the State Bank of Pakistan’s (SBP)
directives, the Bank was bound
to obtain the customer’s consent
before activating the Electronic
Funds Transfer (EFT) facility and
the Bank had failed to submit any
document/evidence to the effect
that it had complied with the pro-
visions of law, rules and regulations.

The Bank could not prove that it
had informed the customer about
the EFT facility in writing and ex-
plained to him its pros and cons in
a clearly understandable manner,
the President added. He further
highlighted that the loss of money
had occurred due to the reason that
the Bank’s EFT facility was made
operational unilaterally without
the consent and knowledge of the
account holder. “Had this channel
not been opened by the Bank, the
account holder could have avoid-
ed this financial loss”, he noted.

The President held that gross vi-
olations of rules/regulations of SBP
had rendered the Bank non-compli-
ant, and malpractice and maladmin-
istration had been established. He
concluded that the Bank had failed
to discharge the burden and statu-
tory liability cast upon it under the
law, and no justification was pre-
sented to interfere with the origi-
nal order of the Mohtasib, therefore,
the representation was rejected.

Complaint Statistics

Complaint Categories

Complaint carried forward from
2nd Quarter of 2022

6,747

M Gross Dereliction of Duty
1.45%

Internet Banking/ IBFT
10.28%

New Complaint Received
(July-September, 2022)

8,055

M [ssue related to Digital
Banking

Total

2.93%

14,802 m Debit Card

6.39%

Total Complaint disposed of

6,169
m Credit Card

Complaint outstanding as of
September 30, 2022

5.89%

8,633

m Corruption or Malafide

Relief provided to the
Complainants

Rs. 151.55 (M)

Practice
4.79%

Insurance /

6.12%

Advances Loan and

Deposits
8.45%

ATMs

/ 15%
/

Misleading Advisrtising
1.87%

\ Services inefficiency/
Delays/ Others
26.34%

L Frauds

8.45%
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o Syed Ishtiaq Ali, Ex-Deputy
Director, Administration Depart-
ment, Banking Mohtasib Pakistan
expired in Karachi on 9th August,
2022 following a massive heart
attack. He was 73. He has left
behind a widow, a son and three
daughters. Mr. Ishtiag Ali was
buried the same day. The burial
ceremony was attended by his
friends, colleagues and relatives.

Prior to joining Banking
Mohtasib Office, Mr. Ishtiaq Ali
had served the State Bank of
Pakistan in different respon-
sible capacities for nearly 41
years Joining the State Bank of
Pakistan on February 08, 1968
he retired on 19th March, 2009
as Joint Director, Micro Finance
Department, SBP, Karachi on at-
taining the superannuation age
of 60 years.

After retirement from SBP, he
served the Emirates Global Islam-
ic Bank for 18 months. Mr. Ishtiaq
Ali remained attached with BMP
office from 2010 to 2015.

e Syed Maqgsood Hussain, fa-
ther of Syed Farooq Hussain, Of-
fice Assistant, Banking Mohtasib
Pakistan expired in Karachi on
29th August, 2022.

e Elder Sister of Asim Wa-
heed, Deputy Director IT, Bank-
ing Mohtasib, presently on dep-
utation with Ministry of Law,
expired on 24%July, 2022.

May God rest the departed
souls in eternal place and give
courage & fortitude to the be-
reaved families to bear their ir-
reparable loss. Aameen!
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Bank reverses charges on BMP intervention

The Complainant had submitted
that she was maintaining an account
with the Bank and through the Mo-
bile App, the Bank approved a loan
of Rs 586,080/- on 11th March,
2022 in her name. She was of the
view that after approval and before
disbursement of loan a call back
confirmation (CBC) shall be made
with her, but the Bank without any
CBC or confirmation through OTP,
credited the loan amount in her
account within few seconds. She
immediately contacted the Bank’s
Helpline for termination of loan
where Complaint number was
assigned to her. On her repeated
requests, the Bank provided her
payoff sheet dated 29-03-2022
advising her to pay Rs 693,391/-
which was on a very high side as
she had asked the Bank for termina-
tion of the facility on the same day.
She therefore, returned the princi-
pal amount of Rs. 586,080/- vide
cheque No0.29422016 dated 05-
04-2022 and requested the Bank to
reconsider the charges. The Bank

then sent her revised payoff sheet
advising her to pay Rs 670,377/-
giving relief of Rs.23,014/- only.
Displeased with the Bank’s re-
sponse, she approached the
Banking Mohtasib for resolution
of her grievance. On the interven-
tion of Banking Mohtasib Office,
the Bank has reversed the loan
amount and all other charges to
the satisfaction of the Complainant.

Beware

Banking Customers n

“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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Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad hearing public complaints at

Rawalpindi Regional Office.
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