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

Wﬂ/m’{yﬁ
We receive a large number of disputes daily. We use a practical and rational approach
to find fair and amicable outcomes in a manner that is informal and speedy.

@W@%’&/Mz{e
Disputes, howsoever petty, cause unnecessary pain and stress. We analyze each dispute

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

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

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

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

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

s Fhaaafanuwe

ANISUL HASSNAIN
Banking Mohtasib Pakistan
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Our Role

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

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

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

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

Legal Framework

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

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

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

Jurisdiction

The role of Banking Mohtasib in the financial industry is to resolve disputes through
a process, which is largely conciliatory, and where such mediation is unsuccessful, to
adjudicate and pass a speaking order to decide the dispute.

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

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

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

® Fraudulent or unauthorized withdrawals or debit entries in accounts

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

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

m  Complaints relating to remittances to or from abroad

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

m  Complaints relating to payment of utility bills

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

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

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

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

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

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

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

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

1. Financial and Administrative Autonomy:

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

2. Standardization of Ombudsman Institutions:

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

3. Powers of a Civil Court:

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

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

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

4. Compatibility with International Ombudsman Institutions:

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

5. Review and Representation

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

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

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

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

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

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

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

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

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

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

6. Confidentiality

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

Our complaint handling process is illustrated as under:

Complaint Flow Chart

Is the Complaint within our terms of reference?

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

Bank and/ or Complainant does not accept

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

Representation to
the President
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Volume of Complaints

We receive two types of complaints:

a) Informal Complaints:

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

Further breakup of informal complaints is given below:

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

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

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

Disposal Status of Informal Complaints

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

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

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

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

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

b) Formal Complaints:

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

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

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

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

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

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

(

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

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

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

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

Total 1217

Formal Complaints : Region Wise-2015

Baluchistan Azad Kashmir
2% 1%

Khyber

Pakhtunkhwa
" \

oz

Sindh
24%

Punjab
66%

Punjab North/Central

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

Punjab South

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

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

Punjab
56.46%

Sindh
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Resolution of Complaints

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

Total Formal Amicably Resolved Order

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

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

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

Cases Decided through Formal Orders & Reconciliation: A Comparision

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

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

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

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

* One complaint pertaining to previous year rejected in 2015.

o T————
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Disposal of Complaints

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

Disposal Status of Complaints in 2015 and 2014

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

Outstanding 220 145
Total 1207 937

Disposal Status: formal Complaints Received in 2015

Outstanding.
18%

Rejected
2%
Declined
28%
Granted
52%

- Granted [l Declined [MRejected |:] Outstanding

Disposal Status: formal Complaints Received in 2014

Outstanding.

18%
I_

Rejected
2%

Declined
28%

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

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

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

in 2015:

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

Rejection Pattern of Complaints in 2015 & 2014

12 -

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

| M0 2014 |
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Bank-wise Disposal of Complaint.

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

of these 1362 complaints:

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

Claims of around Rs. 128 Million, filed by the Complainant against various banks were
declined as after invesitgation the same were found unreasonable/unjustified.
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The following table shows number of complaints received against each bank during
the year under review taking into account bank size in terms of its branches.
No| Bank Compiaints | Branches | LomPa s
1 | Albaraka Bank (Pakistan) Limited 3 135 0.02
2 | Allied Bank Limited 61 1050 0.06
3 | Askari Bank Limited 25 391 0.06
4 | Bank Al Habib Limited 14 528 0.03
5 | Bank Alfalah Limited 64 640 0.10
6 | Bank Islami Pakistan Limited 13 213 0.06
7 | *Barclays Bank Plc 1 7 0.14
8 | Burj Bank Limited 3 74 0.04
9 | Dubai Islamic Bank Pakistan Limited 15 200 0.08
10| Faysal Bank Limited 61 275 0.22
11| First Women Bank Limited 3 42 0.07
12| Habib Bank Limited 179 1657 0.11
13| Habib Metropolitan Bank Limited 7 276 0.03
14| JS Bank Limited 9 277 0.03
15| **KASB Bank Limited 2 104 0.02
16| MCB Bank Limited 89 1254 0.07
17| Meezan Bank Limited 30 551 0.05
18| National Bank of Pakistan 310 1403 0.22
19| NIB Bank Limited 20 171 0.12
20| Samba Bank Limited 3 34 0.09
21| Silk Bank Limited 18 88 0.20
22| Sindh Bank 1 250 0.00
23| Soneri Bank Limited 7 255 0.03
24| Standard Chartered Bank (Pakistan) Limited 48 101 0.48
25| Summit Bank Limited 6 194 0.03
26| The Bank of Khyber 4 130 0.03
27| The Bank of Punjab 38 406 0.09
28| The Punjab Provincial Cooperative Bank Limited 3 151 0.02
29| United Bank Limited 160 1311 0.12
30| Zarai Taraqiati Bank Limited 16 438 0.04
31| Institutions other than banks 4
Total 1217 12606
No formal complaint was received against the following banks during the year 2015:
1 | Citibank N. A. 2. | Deutsche Bank Ag
3 | HSBC Bank Oman SOAG 4. | Industrial & Commercial Bank of China
5 | Industrial Development Bank of Pakistan | 6. | SME Bank Limited
7 | The Bank of Tokyo and Mitsubishi
**KASB Bank merged with Bank Islami Pakistan Limited w.e.f May 7, 2015.
* Barclays Bank merged with Habib Bank Limited w.e.f June 15, 2015.
e
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The following table shows number of complaints pertaining to ATMs received against
each bank during the year under review taking into account number of its ATMs.
1 | Albaraka Bank (Pakistan) Limited 1 113 0.01
2 | Allied Bank Limited 18 1011 0.02
3 | Askari Bank Limited 2 450 0.00
4 | Bank Al Habib Limited 10 551 0.02
5 | Bank Alfalah Limited 13 663 0.02
6 | Bank Islami Pakistan Limited 3 266 0.01
7 | Burj Bank Limited 0 67 -
8 | Dubai Islamic Bank Pakistan Limited 1 159 0.01
9 | Faysal Bank Limited 4 272 0.01
10| First Women Bank Limited 0 19 0.00
11| Habib Bank Limited 43 1947 0.02
12| Habib Metropolitan Bank Limted 2 264 0.01
13| ]S Bank Limited 0 231 0.00
14| MCB Bank Limited 14 1073 0.01
15| Meezan Bank Limited 8 471 0.02
16 | National Bank of Pakistan 219 834 0.26
17| NIB Bank Limited 0 164 0.00
18| Samba Bank Limited 0 35 -
19| Silk Bank Limited 1 80 0.01
20| Sindh Bank 1 200 0.01
21| Soneri Bank Limited 2 274 0.01
22| Standard Chartered Bank (Pakistan) Limited 3 186 0.02
23| Summit Bank Limited 1 243 0.00
24| The Bank of Khyber 2 103 0.02
25| The Bank of Punjab 4 274 0.01
26| The Punjab Provincial Cooperative Bank Limited 0 10 -
27| United Bank Limited 46 907 0.05
28| Zarai Taraqiati Bank Limited 0 0
Total 398 10867
o NNN——— .
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Types of Complaints Received

The following table and bar chart illustrate the comparison between the overall (formal
and informal) complaints received in the years 2015 and 2014. The complaints are
classified under different categories.

2015 2014
S.No.| Categories No. of No. of
Complaints Complaints
1 ATMs 1384 1040
2 Services inefficiency/ Delays/ Others 1297 1040
3 Consumer Products 988 750
4 Others 652 125
5 Advances Loan and Deposits 627 810
6 Frauds 507 317
7 Insurance * 173 0
8 Service Rules 132 97
9 Gross Dereliction of Duty 92 109
10 Utility Bills 87 60
11 Corruption or Malafide Practice 61 79
12 Zakat Deduction 28 23
13 Lockers 23 22
14 Lost Cheques 12 16
15 Breach of Confidentiality 10 7
16 Foreign Currency account 10 5
17 All Sorts of Problems 3 0
18 Exporters/Importers 3 3
19 Violation of Agreed Terms 2 0
20 Misleading Advertising 0 3
Total 6091 4506

Insurance cases have been Separately categorised in 2015. Earliar they were included in Frauds.
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Total Complaints: Categories
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Complaints received under the category of Consumer Products may further be broken
down in three sub-categories as given below:

S. No.| Consumer Products (Sub -Categories)| 2015 2014
1 Credit Cards 554 480
2 Consumer Loans 271 166
3 Auto Loans 163 104

Total 988 750
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Complaint Categories: Formal Complaints

The following table and bar chart give a comparison between formal complaints received
in 2015 and 2014 under different categories:

2015 2014
S. No. | Categories No. of No. of
Complaints | Complaints

1 ATMs 398 261

2 Consumer Products 201 228

3 Frauds 190 105

4 Services inefficiency/ Delays/ Others 185 148

5 Advances Loan and Deposits 152 134
6 *Insurance 25 0
7 Others 14 2
8 Zakat Deduction 12 8
9 Gross Dereliction of Duty 10 7
10 Lockers 9 14
11 Corruption or Malafide Practice 7 17
12 Lost Cheques 5 1
13 Service Rules 5 4
14 All Sorts of Problems 3 0
15 Breach of Confidentiality 0 1
16 Utility Bills 0 1
17 Exporters/Importers 0 3
18 Foreign Currency account 1 3

Total 1217 937

* Insurance cases have been separately categorized in 2015. Earlier they were included in frauds.

Formal Complaints: Categories

4 398

I 2015 [ 2014 I
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Others
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Formal complaints relating to consumer products are further broken down in three
sub-categories as provided in the following table and chart:

S. No.| Consumer Products (Sub-Categories) 2015 2014
1 Credit Cards 107 128
2 Auto Loans 49 42
3 Consumer Loans 45 58
Total 201 228
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Complaints Resolution Time

No. of o
No. of Days Complaints Yo
1-30 days 394 29
30-60 days 286 21
60-90 days 197 15
More than 90 days 265 19
Outstanding 220 16
Total 1362 100
(
Complaints Resolution Time
Outstanding
More than 90 days
60 - 90 days
30- 60 days
1- 30 days

Gender Wise Complaints
Va

Female,
11%

HMale
M Female

[The source data of this report is our in-house complaint processing system called Banking
Ombudsman Complaint Tracking System (BOCTS)].
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Incoming/ Outgoing Mails

As compared to the previous year, the work load has tremendously increased during
the year under review which is evident from the increasing volume of complaints as
well as our correspondence with the banks, complainants and other stakeholders.

Year 2015 2014
Incoming Mails 10945 8644
Outgoing Mails 11905 8040
Total 22850 | 16684

Review Petitions and Representations

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

In the year under review, a total number of 1142 formal complaints were resolved
against which 77 Representations were made to the President of Islamic Republic of
Pakistan.

Review Petitions were filed in 10 cases during the year ending 31st December, 2015
out of which nine were dismissed while in one case order was revised.

o TTTT——— =




2015

Activities and Initiatives

In the year under review, the capacity building programmes undertaken during the last
few years were further consolidated by induction of new entrants at Managerial level.
New initiatives were taken and activities enlarged besides making strenuous efforts to
improve our core competencies including service delivery mechanism by strengthening
the overall structure of the organization.

1. Disposal of Complaints

During the year, the average time taken for resolution of complaints worked out to an
average of 53 days. The reason for this increase in the average time of disposal was
due to management of increased volume of complaints with limited human resources,
delayed response from banks and complainants including increased number of cases
encircling complex banking issues requiring time for fair decisions. The aging in disposal
of the complaints is given in detail on page 26 ante.

2. Human Resource Development

In the year under review, Banking Mohtasib team participated in different conferences,
meetings, and workshops organized at national and international levels and given as under:

i. 14th Asian Ombudsman Association (AOA) Conference and 17th AOA Board of
Director’s meeting held on 24th - 25th November, 2015 at Serena Hotel, Islamabad

The theme of the Conference was “Challenges of Ombudsmanship” and was divided
into four plenary sessions wherein the Role of Ombudsmen in different aspects was
deliberated upon and several papers of mutual interest were presented by the delegates.

The Conference was attended by 74 delegates from 23 countries. Mr. Anisul Hassnain,
Banking Mohtasib Pakistan took an active part in the discussion held in the Conference
to chart new ways for addressing the challenges of the present day era which require
a pro-active role of the Ombudsmen in timely, judiciously and free of cost remedial
of the grievances of the people with no voice.

As a follow up of the Conference, meetings of the Board of Director and General
Assembly Meeting of the Asian Ombudsman Association were held which were also
attended by the Banking Mohtasib.

ii. 14th Meeting of Forum of Pakistan Ombudsmen (FPO) held on 11th March,
2015 at Federal Tax Ombudsman Secretariat Islamabad

Since the establishment of the Forum, the institution of Banking Mohtasib had played
an effective role in harmonizing the activities of all Ombudsmen Offices and in imparting
training to the investigating officers attached to these offices besides holding meetings
and conferences for public awareness about the role of Ombudsman.

Mr. Anisul Hassnain, who is the elected Treasurer of the Forum ensured his presence
at all such meetings and conferences and helped the Forum to frame new work
guidelines for the Forum members.

iii. Hiring of New Personnel

During the year 2015, staff recruitments at the Managerial level were made under the
contractual terms of service to strengthen the overall organization structure by inducting
fresh graduates from recognized universities who brought with them knowledge of
latest technical skills. Matching these skills with experienced bankers already serving
this office ensured excellence and consistency in our work.

o TTTT—— =




2015

iv. Basic Banking Training Program by Institute of Bankers Pakistan, Karachi

A 3-day training course on “Basic Banking for Beginners” was arranged in collaboration
with Institute of Bankers Pakistan (IBP) for newly inducted Managerial staff. Some of
the already serving incumbent were also included in the course for further sharpening
of their skills.

The course was specifically designed and conducted by Professional Bankers and
covered the area i.e. characteristics of Negotiable Instrument Act 1881, Foreign Trade,
ATMs, Consumer Products and other basic banking services.

The training of the batch comprising of 12 participants was held on 26th - 28th May,
2015 at IBP. The Banking Mohtasib, Mr. Anisul Hassnain along with his team of Senior
Advisors attended the closing ceremony and also awarded certificates to the participants.
A momento was also presented on the occasion to the CEO of IBP as a gesture of
appreciation for their valued assistance and cooperation.

v. HR Focus Group Organized by the Institute of Bankers Pakistan (IBP) held on
November 25, 2015

Mr. Farhat Saeed, Senior Advisor (Admin) was invited as one of the panelist in HR
Focus Group meeting organized by the IBP. The event was well attended by the HR
Professionals of leading banks and financial institutions.

vi. One Day Seminar on “Foreign Exchange Regulations and Banking” organized by
the Dellsons Associates

The seminar delved in detail on Foreign Exchange Regulations with special reference
to the very meaning of Foreign Exchange, Role of Authorized Dealers, Forward Contracts,
Private Foreign Currency Accounts, F. E. 25 scheme, Inward and Outward remittances,
and Foreign Currency Loans etc.

The seminar was conducted by the Head - Corporate Remittances and Advisory
Department of Meezan Bank Limited, Mr. Javed Ali Sabzwari and was attended by Ms.
Samina Mumtaz, Sr. Manager - Legal.

vii. International Workshop on “Internal Fraud: A Growing Concern, A Global
Problem” organized by the Institute of Bankers Pakistan (IBP) held on 24th November,
2015 at IBP Karachi

The workshop was conducted by Mr. Hansruedi Schutter, Executive Director, Risk
Business, Switzeralnd and was designed to discuss internal fraud activities such as
reporting of transactions intentionally, performing unauthorized transactions, and
intentional mismanaging of positions etc.

Keeping in view the significance and relevance of the workshop, ten officials of BMP
were nominated to attend the said workshop.

viii. Training Sessions on ATM related issues

e A training session on “ATM Operations and Settlement” was arranged at the Secretariat
which was conducted by Mr. Shahid Raza Salehi, Deputy General Manager & Divisional
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Head, Central Processing Unit (CPU) of Bank Al-Habib Limited. The major topics
discussed during the session included the evidences for Settlement of ATM cases as
per SBP directives, Settlement based on inbuilt camera/Video/ CCTV, Cases reported
due to card skimming activities and other related topics

® On the invitation of this Secretariat, Mr. Shahzeb Bhutto, Head of Operations, 1 Link
(Guarantee) Limited also made a presentation as regards sharing ‘1LINK’s contribution
towards process re-engineering for streamlining the ATM Operations and dispute
handling procedure for the member banks. The purpose of event was to exchange the
knowledge and expertise with the senior officials.

These two presentations were attended by Banking Mohtasib personally along with
all the Advisors/ Senior Advisors and Investigating Officers.

ix. A Two Day Training Workshop on “Conflict Management through Mediation”
organized by the Federal Tax Ombudsman in collaboration with the World Bank
held on 10th & 11th August, 2015 at National Center for Dispute Resolution, Karachi

The workshop focused on the Dispute Resolution Spectrum mainly through mediation,
its elements and processes. The role and qualities of a mediator was also highlighted
in the light of scope of Ombudsman Schemes.

The workshop was attended from this office by Ms. Samina Mumtaz - Senior Manager
Legal and Mr. Aamir Ali, Manager Investigation.

3. Arrangements for use of Urdu Language for Official and other Purposes

In terms of Article 251 of the Constitution of the Islamic Republic of Pakistan and the
Prime Minister’s recent directives on the use of Urdu as Official Language, following
measures have so far been taken incompliance thereof:

™ Complaint Forms, Mounted Posters & Frequently Asked Questions (FAQs) Leaflets
are available in both the languages i.e. English & Urdu

° The Complaints received in Urdu are also responded in Urdu (concerned staff
has been provided basic training of Urdu Typing for the purpose).

° The Annual Report for the current year would be published bilingually i.e. in Urdu
as well as in English.

° The translation of policy documents i.e Chapter IV A of Banking Companies

Ordinance and Federal Ombudsmen Institutional Reforms Act is under process.

4. Installation of Bio Metric Machine

To maintain timely attendance by all the officials and in order to ensure punctuality
and to meet the national and international standards of a Corporate Professional
Institution, Bio Metric machine has been installed at our Karachi Secretariat w.e.f
December 1, 2015.

5. Technology/ IT Related Initiatives

To maintain the quality and standards of the IT systems, the out dated computer
equipment, related support services and software were replaced with the upgraded
versions which has enhanced the efficiency of the institution.
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Moreover, new IT infrastructure including server machines, backup machine, storage
machine, network switches and additional Firewall have also been installed to secure
and improve performance of server.

The Process of further upgrading the Banking Mohtasib Complaint Tracking System to
incorporate new requirement as envisaged under “Federal Ombudsman Institutional
Reforms Act 2013” is underway.

Equipment received under World Bank Funded Project “Ombudsman IDF: Institutional
Capacity Building”

During the year under discussion, following equipment were received under World
Bank Funded Project “Ombudsman IDF: Institutional Capacity Building”.

® Lascr Printer - One

® laptop - One

® Multifunction Printer Copier - One
® Fax Machine - One

6. Renovation work carried out at the Secretariat
i. Construction of Investigation Unit

To accommodate the newly recruited personnel, additional cubicles were affixed
besides purchase of office equipment etc. for facilitating the additional work force in
its day to day assignment.

ii. Construction of a Separate Server Room

With installation of new IT infrastructure for the better performance and for the safety
of the hardware, it was required that the server should be installed in an environment
free of wood, dust and humidity and as per the international standard requirement.

In the previous set up all the equipment such as server rack, communication rack, UPS,
PABX, power DB and Cables were installed at one location, which was fraught with
risk. Thus arrangement has been made to mitigate the operational risks, besides loss
of data and other managerial problems.

The new arrangements were made in consultation with various IT Consultancy Firms,
IT Specialist and Technical Persons from commercial banks.

After thorough working and consultation, it was decided to relocate the server room
from its existing position so that the server can be placed totally separate from UPS,
Communication Rack, PABX and other data cables.

The main challenge during the whole process was to achieve the objective/ complete
the task within the available resources and space. With the dedication and hard work
of the officials and staff, the task was duly accomplished without any hassle. Two
separate rooms i.e. Server Room and Communication Room have thus been constructed
meeting all the parameters and standards of secured IT system.
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7. Tenders

During the year under review, tenders were invited through PPRA for following products
and services.

[T Products (Software, servers and systems etc)
Designing and Printing of Annual Report 2014
Firewalls and Printers

Wooden Cabinets

Photocopier MP2501

Laser Printers

Disposal of outdated equipment
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Issues arising in 2015
1. Internet Banking Fraud

Convenience is the key reason of why millions of people are opting out of traditional
banking for online banking. However, it is strongly needed to be wary of fraudsters
trying to gain access to the customer’s account who are hacking their confidential
information/ personal data.

Most internet banking fraud occurs in a two-step process. First, the offender get their
hands on the customer's account information, like their username and password. Second,
the offender will use that information to move his victim's money to another account
or withdraw it to make fraudulent purchases. The offender usually obtain personal
information of the customer by:

e Observing his potential victim making financial transactions and recording the
personal information used in the transaction.

e Phishingi.e. sending and mail supposedly from the consumer's bank as a way to
obtain the consumer's personal information i.e. online banking username and password.
e Installing malicious software (malware) embeds to a consumer's computer without
the consumer being aware of it.

It has therefore become necessary for the banks to take proactive and remedial steps
to prevent such frauds. The banks, in most of the case in forestalling chances of such
frauds need to take adequate policy initiative comprising of constant monitoring,
frequent evaluations followed by placement of new innovative security measures to
safeguard their systems from cyber-attacks. The point for consideration however, remains
the same and limited to the extent of the effectiveness of the existing system (firewalls)
to be put in place and its potential adequacy in protecting the Bank as well as its
customers concomitantly.

The Banks are also required to orient their customers regarding the risk involved in
carrying out the online transactions and very specifically warned in bold letters about
safe keeping of their cards, documents and passwords and also to constantly Monitor,
evaluate and enhance officacious levels for systemic protection.

2. Bancassurance/ Sale of Third Party Products by Banks

Over the past few years, banks in Pakistan have ventured into the sale of third party
products and mainly of Bancassurance. While this initiative has been viewed as a
positive development, yet mis-selling of Bancassurance continues to raise its head
largely for reason of lesser controls or inadequate monitoring mechanism for very
obvious violations of guidelines issued by State Bank and Security Exchange Commission
Pakistan (SECP).

The State Bank of Pakistan and Security Exchange Commission have time and again
issued necessary guidelines and instructions to safeguard the interest of the depositor
and general public.

The Security Exchange Commission in its guidelines dated 31st July, 2015 regarding
sale of Bancassurance clearly states that the Banks should ensure that the Insurance
executive and all Specified Person are properly trained and should possess sound
knowledge of the insurance products they would market, and have undergone the
process of the Certification.

Emphasis is also made on prevention of misrepresentation or misleading statements
to the prospect on policy benefits, premium amount to be paid annually, or returns
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which would be available to customers which tantamount to misleading in respect of
the market conduct.

Although very few yet there are instances where the policies have been sold to illiterate/
low income person who are found incapable of understanding the terms and clauses
of the policy and do not even have capacity to pay annual premium, but the policy
were issued to them on the wrong selling pitch in the garb of the better yielding return
on the investments thus depriving them of their hard earned deposited money.

SECP Circular also provides a format for “Insurance Need Analysis” which is required
to be carried out before selling any insurance policy based on the guidelines of SECP.
The format has been drawn to clearly determine the potentiality/ capability of the
customer to pay the policy premium or not.

Besides the above, banks are also engaged in selling third party products, other than
Bancassurance, of their subsidiaries or other i.e. Assets Management Companies under
agreements executed with them. However, it has recently come to our notice that in
certain cases banks while making sale pitch of these products do not properly inform
the customers about ramifications of such investments and at times of slide in stock
exchanges, the customers are even deprived of their principal amounts. We think there
is need for State Bank to issue appropriate and exclusive guidelines for this segment
of third party product in the interest of banks and customers.

It is therefore, recommended that a clear mechanism needs to be established by the
banks to regulate the implementation of guidelines of SBP to maintain transparency
with regard to selling of the third party products and the same needs to be constantly
monitored so that innocent customers with zero appetite for the products are saved
from losses caused due to mis-selling.

3. Processing Delays in Resolution of Complaints

During the process of our investigation generally it has been observed that banks due
to their cumbersome complaint resolution process delay in submission of their factual
and investigation reports inspite of clear instruction under Federal Ombudsmen
Institutional Reforms Act, 2013 to submit their response within 15 days period. This
period is extendable for further 7 days on their request but banks generally do not
adhere to these timelines. In cases of complex nature i.e. Parallel Banking etc. we
understand their difficulties due to cumbersome and complex nature of cases and allow
them sufficient time to respond but even in minor cases relating to Auto Loans, issuance
of NOC or even in complaints relating to misbehavior of Bank staff etc., the slower
approach needs to be taken care of by the Regulator.

Further, we have come across many instances where banks concede to make payment
to Complainants, but the process of their internal approval is found to be time consuming
which defeats the very basic purpose of providing speedy justice.

It is therefore, required that the banks should be asked to revamp their complaint
resolution mechanism and to cut the red tape system for early submission of their
responses and for allowing prompt payment to the customer in case of genuine
complaints instead of their existing delaying process of approvals so that the aggrieved
customers are provided the requisite relief without any further delay as at times the
approval process takes even more than a month or so after firm commitment to make
payment.

In this connection, it is desired that the banks be again advised for meticulous compliance
of this instructions contained in the SBP’s BPD Circular No. 17 dated June 7, 2004 on
‘Guidelines in the Dealing with Customer Complaints’ in letter and spirit.
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4. ATM Related Issues

There are serious disparities in making the information available for investigation of AT
M related complaints.

It has been generally noticed that the banks have set their EJ Rolls which most of the
time show minimum information in relation to ATM transaction where the Complainant’s
claim that the cash was not dispensed. There are cases where EJ Rolls do not provide
mandatory steps of: Card Taken, Cash Presented, Cash Taken and End of Transaction
and banks mostly tend to rely on the OK status printed on the EJ Roll to be sufficient
to denote that transaction was successful.

Similarly disparity has been observed with regard to CCTV footage availability. Some
banks preserve the footage for 15 days while some keep it for 45 days. It has been
observed that when the Complainant asks to view the CCTV footage in good time in
relation to his complaint, even then bank’s deny the existence of CCTV arrangement
at their ATM Booth despite SBP’s clear instructions in this regard.

ATM snapshots are found most of the time blurred and while the mandatory steps Card
Insert, Card Eject Cash Taken and Session End are printed, message is No Photograph
as the camera was found off / defective.

Complaints for skimming of ATM Card does not seem to have been completely arrested.
The Banks need to come up with proper security measures on their ATMs. Some of
the banks have installed anti-skimming devices on their ATMs and we consider that this
technology should be made an essential part of ATM set up. Whereas, banks are
expected to provide information of compromise point to member banks immediately,
stances have come into notice where this information was provided with substantial
delay or in certain cases no such information was shared. This increases the risk of
continued use of skimmed card to the detriment of Issuer Banks. It is high time that
State Bank may consider issuing appropriate instructions to harmonize ATM related
transaction with regard to preservation period of CCTV footage and introduction of
a standard Audit Roll by all the banks and ensure strict monitoring of functioning of
ATM'’s particularly in the far flung areas of the country.

Another concern relating to lost or forcibly snatched Debit/Credit Card is their
unauthorized use on merchants POS which again is without the consent of the account
holder. In order to respond to un-mandated usage of such plastic cards SBP may
consider “PIN Based” usage of Credit Cards as is followed in advanced countries of
Europe and USA. In case of theft of a card, chances of its unauthorized use, on POS
without Pin Code, could be eliminated to save customer’s account from being depleted
before he becomes aware of the use of his card by unscrupulous persons.

SMS alerts are a useful tool to caution the card holder of transactions being made
through their Card and compulsory enrollment of all account holders for SMS alerts
need to be ensured for the customer who opt for ATM /Credit/ Debit Card.

5. Fraud through Parallel Banking

During investigations of complaints relating to frauds, we have come across cases of
frauds through parallel banking which could have been averted, had the Bank implemented
and monitored effective dual control at its branches besides surprise audits and a close
relationship with its customers.

[t was observed that no proper screening is done at the time of hiring new staff,
especially those who had working experience with other banks. We have come across
the cases where new staff who had committed fraud in one bank succeeded in getting
job in another bank where he was found involved in a bigger scam.
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Case Studies
Internet Banking - Phishing

Case 1

The Complainant stated that he maintained two accounts with the Bank A’s Branch at
Lahore and alleged that his account had been debited without his knowledge or
authority by the sum of Rs.94,000/- through three transactions carried out from 26-05-
2014 to 27-05-2014 via internet banking.

The Complainant said that on 26-05-2014 he received a message from Bank ‘A’ regarding
funds transfer of Rs.53,500/- from his one account to another account wherein
beneficiary’s email address was given as ke1202o@blumail.org whereas his own email
address was differed which clearly showed that someone else had logged into his
account.

The Complainant further stated that this was followed by another funds transfer message
a few minutes later where the funds of Rs.46,500/- were transferred to Bank ‘B’ with
the beneficiary’s address again as ke1202o0@blumail.org

The Complainant added that as he was not in Pakistan at the time he sent two emails
on 26-05-2014 one at 1:27:24 pm and other at 1:32:25 pm to the Bank ‘A’ asking the
Bank to reverse the transfers as he had not made these transitions.

Despite above, the following day the Complainant received a third email from the Bank
for the transaction of Rs.47,500/- where funds were transferred to Bank ‘B’ with the
beneficiary’s address as ke12020@blumail.org

The Complainant went on to say that on receipt of third message he again via email
dated 27-05-2014 at 11:10:41 am informed Bank ‘A’ that this transaction too was not
made by him but the Bank ‘A’ declined to entertain his complaint.

The Complainant demanded that the Bank ‘A’ should be asked to reverse the above
fraudulent entries of the respective accounts together with Fund Transfer Fee of Rs.116/-
in respect of each transfer, back dated as the same were not made by him.

The Complainant was asked whether received any Phishing email asking him to update
his account and personal information, the Complainant replied that he had received
an email from Bank ‘A’ on May 21, 2014 and his response to that email resulted in the
generation of the Financial PIN.

Upon making enquiries, Bank ‘A’ provided investigation report. Salient features of which
are as under:

As per the Complainant’s written stance, he received an email (Phishing email) nearly
similar to Bank’s link. The Bank has no link with this fake website link.

As per Bank’s Terms & Conditions of internet usage, clause number 6 and 7 signed by
the Complainant and alert popped-up before login internet banking, the Complainant
is responsible to keep his user ID, Password, Account details and confidential security
information safe and secure.

The Complainant is responsible for the security of his personal information as updated
on the website of the Bank and State Bank of Pakistan (SBP). SBP also published an
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awareness alert through different channels for the confidentiality of personal information.

As per Bank ‘B’, their customer Mr. N M sold a generator to a visitor Mr. S who came
from Sialkot against the monies transferred in his account via internet.

Since the Complainant himself shared his securities and financial PIN at a fake website
the transactions conducted on his account are his liability.

Bank’s B Stance

Bank ‘B’ informed that it had received communication from Bank ‘A’ regarding alleged
fraudulent withdrawal via email dated 27-05-2014 at 5:13 P:M whereas the beneficiary
Mr. N M had already withdrawn Rs.45,000/- on 26-05-2014 at 11:45:27 and Rs.46,500/-
on 27-05-2014 at 11:35:03.

The beneficiary Mr. N M, was contacted who gave in writing that that he sold a used
generator to one Mr. S through OLX (online sale and purchase) and against the said
funds sale were transferred to his account.

Bank ‘B’ however, informed that funds in the account of the beneficiary Mr. N. M have
been earmarked.

It is admitted position that the Complainant became victim of Phishing attack as he
shared the information about his account with a third person by responding an email
purported to be received from a fraudster using the name of Bank ‘A’. The Bank also
stated that in the opening page of their website there is a clear cautionary message
warning the account holders to be aware of the fraudsters.

When the beneficiary Mr. N M owns the transactions of Rs.94,000/- as lawful and
admits having received the money from the Complainant, Bank ‘B’ has temporarily
marked his account as Post No Debit (PND) but it is unable to block or debit his
account without adequate cause for any length of time. Banking Mohtasib also cannot
adjudicate the Complainant’s claim against the said Mr. N M as his jurisdiction does
not extend to private persons.

The Complainant was thus advised that if he desires, he may file a civil suit for recovery
of the money in the court of competent jurisdiction against the said Mr. N M and seek
to freeze his account by an interim order.

Bank ‘A’ has also referred to an extraordinary meeting held at State Bank of Pakistan,
Payment System Department, Karachi (PSD) on May 28, 2009 regarding reported
frauds with the help of ATM cards which was attended by representatives of all
commercial banks.

In the minutes of the meeting, held at SBP on May 28, 2009, under the heading “Action
Advised to Banks at serial number 6” following action was advised:

Quote

“The banks are advised to forward the fraudulent transaction cases to FIA - National
response Centre for Cyber Crime (NR3C) immediately with the available proofs under
intimation to PSD. In case of any fraudulent transactions relating to eBanking / Mobile
Banking and their effective resolution, banks are advised to contact Mr. Ahsanullah
Khan, Additional Director - FIA”.
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The Bank ‘A’ in view of the regulatory directives was directed to lodge an FIR in this
case with FIA and provide copy to my Secretariat within 15 days from the date of the
order.

The Bank complied the above order.
Forged Cheques
Case 2

The Complainant was maintaining two accounts at the Bank, one was joint with her
son and the other was with her daughter.

Cheque Books had been issued for both accounts on May 14th, 2014 without her
authorization or mandate. She stated that PKR 7,573,000/- were withdrawn through
sixteen cheques from Account # 01021690332 during the period from June 06, 2014
to July 10, 2014 thus causing her loss to the tune of PKR 7,603,362/- inclusive of
Withholding Tax for cash withdrawal totaling PKR 30,362/-. She added that in her
Second account i.e. 01021690305 only a cheque book was issued and no withdrawal
was made.

On being required to answer, the Bank submitted the requisite documents along with
an internal investigation report, from which it was evident that there were numerous
violations from Standard Operation Procedure of the Bank due to which a fraud was
carried out whereby forged cheques were passed and paid depriving the Complainant
of the sum claimed by her. In Bank’s Internal Investigation report there was clear
admission of forgery by the concerned officers of the Bank with regards to Customer’s
specimen signatures on cheques as compared to signatures on Bank record. The officials
of the BMP in a meeting with Head of Service Quality of the Bank on the Mohtasib’s
behalf directed review of the case de novo.

By its letter dated February 27th 2015, the Bank informed this office that it had agreed
to compensate the Complainant for loss in full which she had sustained due to fraudulent
issue of cheque books and payment of forged cheques. The Bank complied with the
order.

Case 3

The Complainant, a cooperative housing society, maintained a PLS account with the
Bank, and lodged a complaint that the Bank had caused a loss of Rs 10,376,657/- from
the monies in its account by its negligence and wrongful acts and omissions.

It was alleged that an employee of the Society who had no authority of any kind to
do so was allowed by the Bank to deal with the account including receiving cheque
books pertaining to the account, and statements of account and in the process draw
monies against cheques which were either forged or the amounts payable against them
were fraudulently altered or were missing from the bank’s record although payment
was made against them.
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According to the internal investigation report of the Bank:

i Out of alist of 105 cheques, 103 bore forged signatures while two cheques for
Rs 11000/- and Rs 15000/- were paid under the genuine signatures.

i) Alist of 36 cheques were those in which the amount payable had been wrongfully
altered.

iii) A list of 26 cheques were claimed as missing whereas actually 32 were untraceable

The 103 cheques were closely examined and were found to be forged and therefore
a nullity under Section 29B of the Negotiable Instruments Act (“N.LL Act”). As to the
cheques with alterations, 36 cheques were closely examined out of which 16 were
plainly and visibly altered and were yet paid by the Bank: while 20 cheques carried no
visible signs of alteration. Therefore, the claim against 16 cheques was found to be
valid on account of unauthorized alterations in them.

The Bank’s reliance in defence under Sections 10 and 89 of the NI Act, was not tenable
because the alterations were so blatant that the payment of the cheques could not be
said to be according to their apparent tenor or in good faith.

As to the missing cheques which the Claimant denied having issued, the only way the
Bank could discharge the burden of proving that it had legitimately made the payments,
was by producing the paid cheques which it failed to do despite ample opportunities
afforded to it for the purpose. An adverse inference was therefore drawn against the
Bank under Section 82 (F)(c) of the Banking Companies Ordinance. A sum of Rs
2,060,055/- had been wrongfully paid out against such missing cheques.

The claim of the Claimant therefore stood proved as follows:

Claim against 103 forged cheques Rs 7,024,927/
Claim against 16 altered cheques Rs 642,600/-
Claim against 32 missing cheques Rs 2,060,055/-
Total Rs 9,727,582/-

Accordingly, the Bank was directed to pay that sum to the Complainant together with
the PLS profit computed from the date of the wrongful withdrawal of the sums to the
date of payment.

The Bank filed a Representation to the President of Pakistan against the order of the
Banking Mohtasib but the Representation was declined and the order was upheld.

Avalization

Case 4

The Complainant arranged with the Bank to export goods to an importer in Country X
by means of “Avalization” instead of using the systems recognized and covered by the
law in force in Pakistan and other countries such as Letters of Credit for collection of the
proceeds of sale when all other banks had refused to do so. No remittance of the price
of the goods was received from the issuing (importer’s) bank from Country ‘X’.
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Avalization is what may be called a very unusual practice resorted to by very few people
in the rarest of circumstances for the reason that there is no law in Pakistan governing
the practice, nor does a law exist in the UK or other countries (with the exception of
the USA) whose legal systems, like our own, are based upon and evolved from English
Common Law and banking practices. The arrangement must therefore be treated as
understandings from which contractual relationships arose under UCP or the URC.
Thus there were four contracts in the transaction 1) the underlying contract for the sale
of goods, 2) the contract between the buyer/importer and the issuing bank in Country
(X), 3) the contract between the buyer/importer and the issuing bank in Country (X),
by which the latter would have agreed to Avalize (or guarantee payment of the Bill of
Exchange received from the Complainant’s bank or the Complainant or the Drawer
himself) and make payments thereon and the Buyer agrees to reimburse the issuing
bank in Country ‘X’ of the payments so made as the payment is to the Bank, a contract
between the Bank and the bank in Country ‘X’; and 4) the contract between the Bank
and the Complainant. The Complainant knew nothing of the existence of number (2)
above. It appears that number 3 above is also not in existence in formal terms save for
the documents sent to the Bank and the Swift messages in which the Country ‘X’s bank
denies any obligations to avalize the Bills of Exchange and declares that the matter can
only be settled between the Buyer/Importer and the Seller directly. The contract number
4 is confined to instructions and documents give to the Bank by the Complainant which
is of no consequence in the absence of the crucial contractual obligations set out in
point (2) above.

There were breaches in this fourfold contract: the payment was to be made to the bank
in Country ‘X’ by the importer, the bank in Country ‘X’ which it apparently did not do;
the Country ‘X’ bank did not place “Aval” on the documents and released them to its
customer, the importer in contravention of the instructions from the Bank. In the
circumstances, the remedy of the Complainant was against the Buyer/Importer in
Country ‘X" and he could not resort to any remedy against the Bank in Pakistan in the
absence of any law governing the practice of avalization. The Bank was however ordered
to bear the costs of litigation should the Complainant sue for recovery of the price of
the goods from the Buyer or its Bank in Country ‘X’.

This order of the Banking Mohtasib was upheld in a Representation filed by the
Complainant to the President of Pakistan.

The finding of the handwriting expert is not binding on the BMP
Case 5

The complainant had stated that on checking his company’s account he noticed that
five (5) cheques were missing. He had further stated that on taking up the matter with
the Bank it was revealed that four (4) cheques out of five (5) missing cheques had
already been paid in the sum of Rs. 2,230,000/- whereas payment of last cheque was
stopped. He added that the cheques were not signed by him and signatures appearing
on these cheques were forged. The beneficiary was not known to him.

The complainant had stated that the incident was reported to the Bank but the matter
was not resolved despite lapse of period of about two years and serving mandatory
notice upon the Bank.
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The Bank stated that the disputed cheques were online deposited at their Branch in
Account titled ASB / KKB. All the cheques were paid in normal course of business
according to apparent tenor of cheques.

On a perusal of investigation report it was noted that Investigation Team had not
obtained written statement of the beneficiary of disputed cheques wherein the Beneficiary
(a Goldsmith) had stated that the cheques were delivered to him against the sale of
gold. The Bank further informed that the beneficiary’s due diligence report conducted
in his case allows him to conduct six deposit transactions amounting Rs. 500, 000/-.
The Bank also brought on record the finding of their Handwriting expert.

However, as laid down by the High Court of Sindh in landmark case of Ansar Ahmed
Vs. Bank of America reported in PLD 1975 Karachi 252 that it’s open to judge to make
a comparison and arrive at a conclusion himself. Accordingly, on a close and careful
examination of the signatures on the disputed cheques and the mandate and SS card
on the record at the Bank it was clear to the naked eye that the disputed cheques bore
forged signatures of the Complainant. The detected forged signatures renders those
cheques a nullity under Section 29B of the Negotiable Instruments Act owing to obvious
negligence of the bank employee. The Bank’s argument that Bank could not be liable
for the payment of a forged cheque when the complainant was negligent in keeping
his cheque book in safe custody, the High Court in the same judgment has repelled
the identical argument as a defence for paying a forged cheque.

The Bank was therefore directed to pay to the Complainant a sum of Rs. 2,230,000/-
being the total amount of the forged cheques paid by it. The Bank complied with the
order.

Bancassurance

Case 6

The husband of the Complainant was sold two insurance policies under Al-lslamic
Saving & Takaful Plan scheme of Family Takaful Ltd by the Bank on May 1, 2010 and
monthly installment were recovered via auto debit from his account. Her Husband
expired on February 18th 2014.

Upon filing the death claim, the complainant received two letters dated 07-04-2014
from the bank where the bank stated that both policies commenced on May 1, 2010
on monthly payments. The Last monthly contribution of the said plans i.e. Rs 5,000/-
(Policy A- 94) & Rs. 10,000/- (Policy B-99) were paid by the deceased on October 12th
2011 via auto debit authority from his account but as per the bank’s record the deceased
did not deposit the next due contributions that were due for November 2011. Therefore,
according to clause 8 of the Participant Membership Document (PMD) titled Non
Payment of Regular Contribution they could not entertain the claim as the status of
policies were PAID UP.
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The Bank maintained that, in circumstances, they could only refund the Cash Value which
they did by cheque number 281353 dated April 3rd, 2014 as per following break up:

Policy No Amount

Policy A- 94 32,135/14
Policy B-99 88,478/56
Total 120,613/70

The Complainant did not encash the cheque because both the policies were Intact
and did not reflect any shortage of monthly contribution and also according to clause
8 of the PMD it is mandatory that the vakeel would serve a notice or a reminder in
the event of non-payment of a regular contribution within ten days of it becoming due
but even if there was a delayed or missed payment, no one had issued a notice or
reminder.

After hearing both parties at length and preliminary, cursory review of the documents
produced gaps were found in the case of the Bank. Both the parties were asked to hold
a reconciliatory meeting for an amicable resolution and they both agreed to do so.

The complainant’s attorney informed that after various reconciliatory meetings the bank
had agreed to pay the complainant the sum of Rs. 800,000/ in addition to cash value
of Rs 120,000/- already paid by it which Complainant agreed to and gave her consent
to the Bank in writing. The Bank also concurred.

Accordingly, the bank was directed to complete the process and finalize issuance of
cheques of Rs. 800,00/- to the Complainant within 15days from the date of receipt of
the order.

The issue was finally settled by the Bank to the satisfaction of the Complainant.
Term Deposit Certificates

Case 7

The Complainant obtained a fixed deposit certificate of the value of Rs. 4.00 million
on Jan 11, 2012 which was subsequently renewed for successive periods with its current
mandatory date was Jan 12, 2015. Profit was being paid at 11.25% p.a. but was suddenly
revised downwards to 6.25% from Oct 2014. Further the Bank wanted to deduct an
amount of Rs. 212,000/- from the principal amount on encashment or renewal which
the complainant found unacceptable.

The Bank took the position that the Time Deposit of Rs. 4.000 (M) was issued to the
Complainant on Special Rate @11.25% per annum after getting approval of Head office
and these special rates were required to be approved for each renewal. However, the
Time Deposit was renewed every year on the special rate without any approval of
Head office. The Bank came to know that the profit @ 11.25% was being paid on Time
Deposit whereas all profit rates had been reduced during the year 2013 and 2014 only.
The then branch manager left the service of the Bank in September 2014.
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The Bank added that due to an erroneous application of higher rate of Profit at a fixed
rate of 11.25% after taking approval from the Head office showing that the nature of
deposit was changed from PLS to fixed rate by the Bank itself by practice.

The fact that no further Head office approval was sought is an internal policy matter
of the Bank and did not in any way concern the Complainant. Before reducing the rate
established through practice as per Bank’s admission, it was obligatory on the part of
the Bank to duly notify the customer in advance. Bank’s report further reveals that
excess profit payment remained unnoticed till it was so pointed out by the Head office
team. In equity the bank is stopped from changing the rate of retrospectively. Had the
customer been notified of the reduction in profit rates it would have been her option
to continue the deposit with the Bank or to shift the same to some other scheme or
bank on competitive rates.

In view of forgoing position the bank was asked to amicably settle the matter with the
Complainant. As the Bank did not, the case was set down for hearing when finally the
bank gave an undertaking that it would pay the profit to the Complainant on the rate
first agreed to.

Case 8

The Complainants opened an account with the Bank and in January 2011, deposited
monies in it which had earlier been in DSCs and NSCs, in order to get higher rates of
return on term deposits in the Bank. They then re invested the funds on maturity
together with the accrued profit and also deposited additional funds periodically until,
according to a computer generated Ticket their deposits totaled PKR 4 million due for
payment on the 3rd September, 2015.

The Manager of the Bank changed the mailing address of the Complainants in order
to misappropriate their monies undetected. However, the Complainants demanded
repayment of their money and upon not receiving it. They protested to the higher
management of the Bank which lodged a formal complaint with the FIA against the
accused staff of the Bank and also against the named person in whose account the
Complainant’s funds had been stealthily transferred. The Complainants also lodged a
formal complaint with the Mohtasib.

After hearing the Bank and the Complainants, it was held that the bank was vicariously
liable wholly and fully for the loss caused to the Complainants by the wrongdoings
of the employees committed in the course of their employment (whether it was for the
benefit of the Bank or otherwise) and the Bank was directed to pay the Complainants
a sum of Rs 30,035,042/- and Rs 879,480/- subsequently misappropriated together
with the full profit for the period till the date that the amount is paid in full to the
Complainants.

The Bank confirmed having complied with the Mohtasib’s direction.
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Car Financing

Case 9

The Complainant stated that he purchased a car Toyota Corolla 2005 through Bank
Car Financing scheme which was fully adjusted in the year 2010 but the Bank did not
return the original ownership documents of the car and upon hectic follow up it was
revealed that original documents have been lost by the Bank and duplicate copy was
on offer. A period of more than four years had passed.

The price of a vehicle being sold with duplicate title papers is less than the car being
sold with original ownership papers. Therefore, complainant demanded compensation
in accordance with the market rates.

The Banking Mohtasib Pakistan heard both parties at length. In the course of the hearing,
the Bank’s authorized officers gave an undertaking that the duplicate papers of the
vehicle shall be provided to the complainant. Regarding depreciation in value of the
vehicle sold with duplicate title papers, the Bank officers stated that they will take
quotations from three approved car dealers and the highest quoted value shall be paid.

The Bank informed us that duplicate vehicle documents have been arranged and are
ready for onward delivery while on the basis of highest quoted value of the Bank shall
compensate the complainant by a sum of Rs. 150,000/-. Evidently, the complainant
agreed with settlement.

The Bank complied with the Order.
Fraud - Fake Loan
Case 10

The Complainant availed agricultural loan in the sum of PKR 487,000/- from the Bank.
He had repaid the loan in three instalments.

He stated that his agricultural pass book was not returned to him despite his various
visits to the MCO as well as to the Branch. He further added that he received a notice
from the Bank for payment of PKR 615,000/~ Since he had not availed any other loan
from the Bank after adjustment of the first loan, he approached the Branch where from
he came to know that the Bank’s officials had issued a fake loan of PKR. 487,000/- on
25-04-2011.

Upon receiving the complaint, the Bank was asked to enquire into it. The Bank’s
investigation department had finalized its enquiry and after perusal of loan case file,
vouchers, cheques and statements submitted by the Complainant as well as by the
accused officers it had been confirmed that on 25th April 2011 the Complainant was
not present in the Branch and in his absence Bank officials malafidely arranged payment
of PKR 487000/- through loan case no 185964 by using the complainants cheque
obtained by an officer of the Bank and made off with the money. Therefore, all of the
four officers/officials had embezzled the repayment of the loan and disciplinary action
was being taken against them.

At the hearing in reply to question by Banking Mohtasib as to why the Bank was not
issuing clearance certificate and Agri-pass book to the Complainant, Banks representative
said that disciplinary action against the accused manager was in process, and its
finalization was awaited.
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Itis a well settled principle of law that the employer is vicariously liable for any fraud
or other wrong doing of his employee or committed in his course of his employment,
whether for the benefit of the employer or not. It is on this principle of law: it is of no
concern of the Complainant or in deed of adjudicator, whether or not the employee
of the Bank concerned is brought to justice and what disciplinary action is finally taken
against him and whether or not the bank succeeds in recovering the imbalanced sum
from him. It was laid down in the Lahore High Court in the United Bank Ltd Vs. Banking
Mohtasib (2006 CLD 1226).

Accordingly, the Bank was directed not to recover any amount from the Complainant
and to issue him a “Clearance Certificate” and to also release bank charges in the pass
book as well as in revenue record of the mortgaged land relating to loan within 7
(seven) days from the date of the order.

The Bank complied with the Order.
Misappropriation of DSC encashment

Case 11

Complainant stated that on March 19, 2015 he deposited a Pay Order of PKR 1, 4161,
898/- received for DSC encashment from State Bank of Pakistan in his account held
with the bank. The amount was credited on March 20, 2015 and on September 10,
2015 he noticed that the amount was fraudulently withdrawn from his account on
March 25, 2015.

The complainant complained to the Bank but his grievance remained unresolved. Matter
was taken up with the Bank on the complainant’s behalf and was called for hearing
on November 26, 2015, in which the bank in writing agreed to compensate and refund
the amount to the complainant, after execution of necessary formalities.

The matter was amicably resolved.
Payment of cheque despite stop payment instructions

Case 12

The Complainant issued two cheques dated 5th October, 2013 for Rs 200,000/- and
Rs. 80,000/~ drawn on Bank ‘X’ payable to one Mr. “Z’ in consideration for installation
of a gas meter in his house. The meter installed turned out to be dysfunctional so the
Complainant countermanded the payment of the cheques by sending to the Bank an
email to that effect stating the cheque numbers, the date and amount of each cheque,
his account number, and the name of the beneficiary. Despite this countermand, the
two cheques were paid by the Bank when presented by the beneficiary.

The Bank denied liability upon the grounds firstly, that the stop payment instructions
were not in consonance with the SOP practices of the Bank; secondly, the Complainants
email “was not commensurate with the Complainant’s ID”; and thirdly, that the
Complainant did not respond to phone calls made on his telephone numbers.

It was found by the Banking Mohtasib, that the email was from the Complainant’s
official address whereby the 1D was quite evident and that the Bank failed to make a
phone call on the Complainant’s cell phone, and email sent by the Complainant
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contained all the information in full which the Bank required in its internal form used
for the purpose of stopping payment of cheques. It was also noted that when the
Complainant approached the Bank to protest the wrongful payment of the cheques
the day following the day they were paid, the Bank took no steps to recover the money
from the account of the beneficiary where the sums rested untouched for 21 days
from the 7th October to the 28th October, 2013.

Clearly therefore, the Bank had paid the cheques in violation of the law codified in
Section 122-A of the Negotiable Instruments Act, 1881, and was consequently ordered
to pay to the Complainant a sum of Rs. 280,000/- being the value of the cheques so
wrongfully paid.

The Bank filed a Representation to the President of Pakistan against the order of the
Banking Mohtasib but the Representation was declined and the order was upheld.

Skimming of ATM Cards

Case 13

The Complainant was the holder of an ATM Card issued by the Bank ‘M. She discovered
that between the 9th and the 15th February, 2015 a sum of Rs 136,000/- was wrongfully
withdrawn from her account by the ostensible use of her ATM by ten withdrawals when
the ATM card was in her own possession and was not used by her.

From the Host Report of the Complainant’s ATM Card it was found that the last valid
transactions were conducted at the ATMs of Bank X, Y and Z. Upon enquiries made
from all of them it was found that suspected transactions had taken place at the ATM
of a branch of the Bank “Z" which was reported by the Bank ‘Z’ to all banks. The Bank
‘M’ denied liability for this loss to its customer, the Complainant.

From the snap shots made available it was clear that the skimming fraud had taken
place at the ATM of Bank ‘Z" whence the skimmer had captured the PIN entry of the
Complainant.

Although, the fraud happened at the Bank “Z” ATM vestibule, the Bank ‘M’ was liable
for the loss to the customer as the Issuing Bank. The Plastic money carries an inherent
risk of data being compromised and if that happens then according to the best global
practices and rules of VISA and MASTERCARD, the liability for the compromised card
lies on the Issuer bank and not on the Acquirer bank.

Accordingly, the Bank ‘M’ was directed to reimburse the Complanant and the sum
of Rs 136,000/- withdrawn against her ATM card by skimming at the ATM machine
of its Acquirer bank.

The Bank ‘M’ filed a representation against the order.

Case 14

The Complainant, who is an army serviceman, held an ATM card issued to him by the
Bank ‘M’. When his salary had been credited to his account, the Complainant tried to
withdraw cash from his account from the bank’s ATM but was unable to do so as the
ATM indicated “insufficient balance”. Assuming a malfunction in the ATM, the Complainant
approached his bank manager and was told that sum of Rs 1000/- followed by one of
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Rs 14500/- had been withdrawn through the use of his ATM card on the 4th March,
2015 in another city.

The Complainant protested that he had been in City ‘Z ‘all that time and the card had
always remained in his possession and also, that he had never disclosed his PIN card
to anyone, but the Bank ‘M’ did not undertake an internal or other enquiry for possible
skimming, to resolve his grievance.

Upon enquiries made by us from several other banks as to whether they had noticed
any suspicious activity at ATMs of their branches where the complainants ATM may
have been used, it transpired that Bank ‘D’ had discovered evidence of such activity
at its ATM at its Main Airport Branch at Rawalpindi between the 11th and 22nd July,
2014 while the Complainant had used his card there on the 13th July. It was thus a
plain deduction that the Complainant’s ATM card had been skimmed there at the
Bank’'s D ATM to make a white skimmed card for future fraudulent use.

The grievance persisted because Bank ‘M’ being the Issuer bank did not follow SBP
circular no 2 of 2010 to conduct proper investigations for settlement of the complaint
as per laid down guidelines and It was further noted that the Bank ‘D’ also did not
follow the directions of the SBP Circular 2 of 2007, with the result that the camera in
the ATM vestibule was not properly positioned and working and the CCTV record too
was missing. This rendered it impossible to identify the person indulging in the skimming
activity.

Although the skimming took place at the Bank ‘D’ acting as the Acquirer bank, the
liability for it to the customer lies on the Bank ‘M” as the [ssuing bank in accordance
with the global practice and the terms and conditions of the VISA and MASTERCARD.

Accordingly, the Bank ‘M’ was directed to pay the skimmed sum of Rs 15,500/- to the
Complainant together with the switch fee charges.

The Bank complied.

Expropriation of funds

Case Study 15

The Complainant, Mr. M H B, remitted a sum of USD 50,500.00 from his FC account
with Bank X to Bank T of a foreignh country for credit of the account of Mr. A S. The
remittance did not reach the account of the beneficiary. Upon receiving a Complaint
from the remitter, enquiries were made from the Bank and it was revealed that the
remittance had been sent by the Bank through its usual intermediary bank in USA and
were seized by the “Office of Foreign Assets Control”, OFAC in short. The Bank apprised
the Complainant of the development and called upon him to take up the matter with
the OFAC as it was beyond the power of the Bank to get the payment released for
onward transmission to the beneficiary bank.

The bank had nevertheless taken up the matter with its New York office as well as the
intermediary bank, who were proactively pursuing it in order to protect its customer’s
interests to the best of their ability. A copy of the last swift message exchanged between
the Banks was handed over to the complainant with the assurance that he would be
kept informed of developments.

The Bank maintained however that when a remittance was sought to be made through
the Bank, the customer making the remittance has to sign a Remittance Application
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Form on the reverse side of which are set forth the terms and conditions on which the
remittance is agreed to be made. This includes the condition that the Bank will not be
held liable for a variety of occurrences which may jeopardize the remittance, including
“expropriation” by a government.

The Complaint against the Bank was therefore declined leaving the Complainant and
the Bank to pursue the matter with the intermediary bank and OFAC.

As a consequence of active and commendable pursuance by the Bank it was reported
that the expropriated money had been retrieved and credited to the complainant’s
account.
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14th Asian Ombudsmanship Association Conference on “Challenges of Ombudsmanship”

14* Asiam dsman
Association Conference

24-25 November 2015 Islamabad
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Banking Mohtasib during the Plenary Session of the Conference on
“Challenges of Ombudsmanship” held at Islamabad

Participants of the Conference on “Challenges of Ombudsmanship”
held at Islamabad
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Participation of Banking Mohtasib Team in Conferences/ Workshops
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Mr. Farhat Saeed, Sr. Advisor receiving a Momento
for participating at HR Focus Group as Penalist organized by IBP
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Group Photograph of the Participants of ‘Basic Banking Training Program’
arranged in collaboration with Institute of Bankers Pakistan (IBP)




Group Photograph of the Participants of the International Workshop on “Internal Fraud:
A Growing Concern, A G lobal Problem” organized by the Institute of Bankers Pakistan (IBP)
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Group Photograph of the participants of the Training Workshop on
“Conflict Management through Mediation” organized by the

Federal Tax Ombudsman in collaboration with the World Bank




Mr. Anisul Hassnain, Banking Mohtasib, presenting momento to Mr. Shahzeb Bhutto,
Head of Operations, 1Link (Guarantee) Limited in recognition of his valuable contribution
towards banking sector for ATM Operation and dispute handling procedure.
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Banking Mohtasib presenting momento to Mr. Shahid Raza Salehi, DGM &
Divisional Head, Central Processing Unit (CPU) of Bank Al-Habib Limited
as a gesture of appreciation for his valued cooperation.




Banking Mohtasib with his team of Sr. Advisors, Advisors and Office Staff




Female staff members of Karachi Secretariat with Banking Mohtasib




Regional Offices
Regional Office Rawalpindi

From Left to Right: Mr. Yasir Aziz (Office Boy), Mr. Muhammad Khalid Farooq (Regional
Manager), Mr. Saleem Akhter (Sr. Legal Advisor 1) & Mr. Nayyar Mehmood (Deputy Manager)

Regional Office Lahore
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From Left to Right (Sitting): Mr. Tarig Mahmood (Deputy Manager),
Mr. Khalid Magsood Ahmed (Regional Manager), Standing: Mr. Asif Ali (Off. Boy),
Mr. Magsood Ahmed (Assistant Manager)




Regional Office Peshawar
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From Left to Right: Mr. Rehmatullah (Deputy Manager),
Mr. Liagat Ali Khan (Regional Manager), Mr. Ishrat Khan (Office Boy)

Regional Office Quetta
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From Left to Right: Mr. Ejaz Ahmed (Deputy Manager),
Mr. Abdul Khalig Nag (Regional Manager), Mr. FaizulRasool (Office Boy)

Regional Office Multan

From Left to Right: Mr. ZainulAbdin (Office Boy),
Mr. Muhammad Shafaqat Ali (Regional Manager)
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Our Team of Senior Advisors and Advisors

Rasul Bux Phulphoto
Secretary

Mr. Rasul Bux Phulphoto has Joined Banking Mohtasib Pakistan in
February 2016 as Secretary. He brings with him a rich experience
of having served the Provincial & Federal Government for more
than 40 years in various Ministries and Departments, and headed
Labour, Transport, Industries and Commerce, Public Health
Engineering, Works and Services and Social Welfare Departments.
He is also being Chairman and Member of various autonomous
bodies such as Pakistan Reinsurance Company Limited, Sindh
Industrial Trading Estate Limited, Sindh Workers welfare Board, and
Appellate Committee (Sindh), Employees Social Security Institution,
Workers Welfare Fund (Islamabad) and EOBI etc.

Aamer Aziz Saiyid
Sr. Legal Advisor-I

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

Saleem Akhtar
Sr. Legal Advisor Il

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

Rafiuddin Junejo
Advisor - Legal

CEDR - (United Kingdom) Accredited Mediator and a Senior
Banker with more than 40 years of Banking Experience in various
positions and assignments out of which 16 years as Head Litigation
(Country Wise Function) and six months as Advisor - Litigation in
a Commercial Bank. After retirement from the position of General
Manager (EVP), he joined Banking Mohtasib Secretariat in March
2016 as Advisor. He holds Master Degree in Economics, MBA
Executive and LLB Degree. He has also attended various Seminars
& Workshops. He is also a Registered Mediator of the National
Centre for Dispute Resolution Pakistan.
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Anwer A Chaudhry
Senior Advisor

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

Farhat Saeed
Senior Advisor

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

S. Faheemuddin Ahmed
Senior Advisor

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

Muhammad Ali Jangda
Advisor

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

Last assignment was Head of Consumer Banking Operations, with a
foreign bank, joined Banking Mohtasib in April 2016. Holds a Master’s
degree in Business Administration from IBA (class of 1984), Karachi.
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Mushtaq Ahmed
Advisor

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

Nazimuddin Siddiqui
Advisor

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

Raja Liagat Ali
Advisor

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

Shahida Syed
Advisor

Joined a commercial bank in 1975 as Second Officer (the first lady
second officer of the Bank). Served in different capacities as
Manager, Department Head, and Zonal Chief. Nominated for the
post of president, FWBL, in the year 2000. She left the Bank while
serving as Area Manager to join Banking Mohtasib Pakistan
Secretariat in 2007.
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Shams Qadri
Advisor

Over 35 years of working experience in senior management
positions with multinational companies and banks. Area of expertise
includes financial management, business risks reviews, audit and
investigations. Holds Associate Membership of The Institute of
Chartered Secretaries & Administrators UK and The Institute of
Corporate Secretaries of Pakistan. Joined Banking Mohtasib in
2007.

Talat Munir
Advisor

30 years of experience with a commercial bank. Worked in Recovery,
Law and Litigation Department of the Bank. Responsible for
investigation, recovery and follow-up of cases through the Bank’s
Advocates. Also worked at various departments of general banking
at different branches. Retired in January 2007 and the same year
joined Banking Mohtasib Pakistan.

Ubaidullah Jatoi
Advisor

Mr. Ubaidullah Jatoi has Joined Banking Mohtasib Pakistan in July
2015 as Advisor. He carries with him over 26 years banking
experience from Assistant Research Economist to VP (1989 to
2015) and remained AVP/VP Branch Manager for 06 years i.e.
from 1994 to 2000. He served as Cluster Manager/Area Manager
in different 08 Commercial/Islamic Banks & Micro finance Banks
from 2009 to 2015. He had worked on following disciplines:
Research Economist, Audit and Compliance, Investment/Consumer
Banking, Marketing, Management, Human Resources, Administration
and Operations. Additional multi-dimensional responsibilities for
institutional uplift, Merger & Acquisition, Cost Analyst, Forecasting
and Budget Management, Funds & Financial Management and
Financial Operation and Investigation.
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What The Complainants Say

Complainants write to us upon resolution of their grievances. We have selected a
few thank you letters from a large number of such letters which are a source of
strength and motivation for us.

From: Info
Sent:  Thursday, February 12, 2015 9:59 AM

To:

Subject: FW: Complain against irresponsible attitude of Banks in Okara

FYI Please

Assistant Manager
Banking Mohtasib Pakistan

From: [ (~aito: I - : 2i.com)
Sent: Wed 2/11/2015 10:57 PM

To: Info
Subject: Fwd: Complain against irresponsible attitude of Banks in Okara

Dear Sir,

I am very thankful to you for your prompt response on my complaint.

Banks representatives of said banks, contacted me and apologized for their irresponsiveness and
they also made commitment that they will try their best to serve their clients with care and
dignity.

I did not have any personal agenda other than this. So, | am satisfied and very thankful to
Banking Mohtasib Team for their support to address my concern.

Thank you.

Regards,
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KASB Institute of Technology |TA%

£ t.{a O ~uln

.

M
September §, 2015 © peoped
= gesep W il
i T gamnmsMOKTASS

PAKISTAN <
Banking Mohtasib, % uOIA &
S Floor, Shaheen Complex, v g

M. R, Xiyanl Road. Karacht,
~ Subject: KASBIT Bank Accounts
Dear Sir,

It's my pleasure to inform you that our bank accounts with _ have been unblocked
effective from September 2, 2015,

Your timely action to resolve the issue is highly appreciated; due to your kind efforis our nstitute's
educational funds ere free from any charge/lien and now ¢an be used for the betterment of education in
Fawstuan

Su once again we are thankiul for your kind consideration.

Yours Sincerely,

Sayyed Fda Rahim
Company Secretary < KASH Insttute of Technology Private Uimited

UAN  © 111-527-24%
E-mail - infole kashit.edu.pk
URL - wwwikashiteduph

SMCHS. Campus
$4-B, S M.CHS., Off Shabrah.¢-Fasal Karachi-T400
Tel 021-34314970-3, Fax: 021.34525525

Hyderi Campes . )
D-16, Block-D, Nonh Nanmabad, Karachs
Ted: 621 26634288735828¢

s3 L
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Dale-01/10/2015

To,
The Banking Mohtasib, ANKING HOHT 516
State Bank of Pakistan, gié»\ﬁ A %
KARACH,I. : 1

SUBJECT:- CHEERFUL MOMMENTS OF MY LIFE FINALLY
IVD ‘NOC' INST APPLICATION #

Dear Sir,
Hope you would be fine & would receive this e-maii ini best of your heaith.

| am composing this e-mail, with most pleasurable heart, based on my very pleasant experience of
communication & positive response from your side. | have heard from my elders, this world is
stable till now due to some pious hearted persons, now | can agree in this stage of my life, yes they
were right, as | have found yourself among one of those persons told by my elders, because
without your support, | would never be able to achieve this impossible goal.

After numerous & repeated requests, where ‘Il Bank’ was always denying to furnish me with
due ‘NOC', never bother to entertain any of my humble request, now sudden change in their
behavior & decision depicts that how much your interaction has effected on their self made
policies.

Finally in response of your personal involvement, on 28" of Sep-15 at 18:45 PM, received phone
call on my mobile from higher authorities of [JJfBank’ & informed me that my ‘NOC' is ready & |
can collect from Branch’ Lahore, so dream comes true, visited on very next day to
prescribed branch, meeting started with Mr. [l (AVP) in good atmosphere, handed over
my ‘NOC' , attached for your easy reference, so called amount is waived off, at same time, Mr.
assured me that reversal will be sent from 10® to 20® of Oct-15 to 'ECIB’ as per ‘SBP'

guideline & my ledger will reflect no further amount(Zero balance) & within few months, my name
will also be removed from 'ECIB’ report.

anks &headiest Regards,
e e




7 May 22,2015
Senior Advisor
Honorable Banking Mohtasib Pakistan
5" Floor Shaheen Complex
M.R. Kiyani Road, Karachi

Sub: - Complaint against | B2nk Limited
Complaint Num [

Reference your letter [N datcd May 5, 2015.

I sincerely thank you your help and resolving the issue. I particularly appreciate the
swift.and effective action form your end.

I regret the delay of responding to your letter which was on account of my overseas
visit. I returned to Karachi on Thursday 21* May 2015 in the afternoon.

I once again thank you and grateful your personal help and appreciate the Institution
of The Honorable Banking Mohtasib assisting people without cost.

Best Regards
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lo,
The Banking Mohtsab Pakistan ' ’ _as B
& ! 2 ',‘. ';7.
Karachi. A ‘. 5\’,
N2
{ AJ;/

Subject: MY COMPLAINT AGAINST BANK
(I, |51 AMABAD

Dear Sir,

While I am finally in receipt of the impugned pay order; 1 have to thank you very
much for the help. You have extended to my request in this regard.

It is also very appreciable at the same time that your good ollice responded to my
referred application so swiftly.

I thank you once again sirs.

Reference: your office letter No —dm«: 10-08-2015.

A
\

i
. |
Yourgete etc rar

¥ an

Near Railway Station Bahawalpur




Dated:-24-11-2015

>

Senior Advisor, CRETAREN
Banking Mohtasib Pakistan Secretariat NS
5" Floor Shaheen Complex M.R. Kiyani Road, Karachi. '

Subject:-  Letter of Thanks Ref-_

With reference to your letter dated November 20, 2015 while going through whole proceedings details
and final decision, it is unbelievable that justice still exists.

I am really surprised and very happy to receive this true justice letter. | am very thankful and grateful for
your unforgettable efforts to reach this decision and ultimately provide the justice to the affecters.

Once again, thank you very much!

o
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The Honourable Advisor,
Banking Mohtasib Pakistan.

Respected Sir,
Refer letter No. | cated January 15, 2015.

I am very thankful that you took personal efforts for resclving my
re-ATM Transactions otherwise it was impossible without your co-
operation.

I am once again thankful to you and pray for your long life and
prosperity.

Sincerely yours

F-Block, Satellite Town,
Rawalpindi.
Cell # CEEG—_———
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Advisor
Banking Mohtasib
State Bank of Pakistan

take any other action.

Yours Sincergly,

Copy of cheque attached with letter for your kind review.

> Copy cC To NI

9 4 St 8

‘,‘-"‘ .“"‘—‘" NMUNTARS
,?/ PASGS AR
Calrs griRsIARIAT

Subject: Complaint against NG
Dear Mr NG

Reference to the subject cited, | [ <> thankful to you for your
cooperation to solve this matter in very short ime under your supervision. My

insurance policy has been terminated and | received the cheque from
B vith full amount Rs: 600,000. (Rupees Six Hundred Thousands Only),

So, this is requested to you, kindly close this case circumstantially under your
supervisory because | received my insurance terminate claim further | don’t want




The Senior Advisor

Banking Mohtasib Pakistan BANKNE UPHTASHE

: ¢ AKISTAN

KafaChl S¢ ~METAMAT
-

Subjectt ~ COMPLAINT AGAINST
R e eSS

Respected Sir,
| convey my heartiest gratitude and appreciation to Banking

Mohtasib of Pakistan. | am highly obliged and exiends confidence upon the diligent
efforts and intervention of Banking Mohtasib Pakistan to redress my grievance in

subject complaint

2. It gives me immense pleasure to inform your good honor that | have
received back Rs. 20,000 which had been earlier wrongly deducted from my Bank
account. All of this happened due to the intervention of Banking Mohtasib Pakistan.

3. May Allah help all of you in serving the nation with the same
selfless devotion and commitment.

With regards and prayers.

o ———— e
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Contact Us

2015

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

are received there.

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

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

Karachi Secretariat

Banking Mohtasib Pakistan Secretariat
5th Floor,

Shaheen Complex,

M R Kiyani Road,

Karachi.

Telehone: +9221 - 99217334 to 38
Facsimile: +9221-99217375
Email: info@bankingmohtasib.gov.pk

Quetta Regional Office

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

Quetta.

Telephone: 081- 9203144
Facsimile: 081- 9203145

Peshawar Regional Office

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

Peshawar.

Telephone: 091- 9213438
Facsimile: 091- 9213439

Rawalpindi Regional Office

Office of the Banking Mohtasib Pakistan
¢/o SBP, Banking Services Corporation,
The Mall,

Rawalpindi.

Telephone: 051- 9273252
Facsimile: 051- 9273253

Lahore Regional Office

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

Lahore.

Telephone: 042- 99210444
Facsimile; 042- 99210421

Multan Regional Office

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

Multan.

Telephone: 061- 9201482
Facsimile: 061- 9201481

o TTT——
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