




Our Aim
To resolve all disputes amicably through an informal 
and friendly process of reconciliation rather than a 

formal adversarial procedure.
We do not take sides.

As an independent statutory body established to 
resolve disputes between consumers and banks, it has 
been our commitment to deliver free of cost, speedy 
solutions for all disputes referred to us, in a manner 

that is impartial, fair and equitable to all parties.

Mission Statement



We function as a closely-knit team and take collective responsibility 
for individual decision-making. We have full ownership of our Core 
Values and firmly believe that by abiding these values, both in our 

professional and personal lives, we can make a difference.

Responsive
We receive a large number of disputes daily. We use a practical and 
rational  approach to find fair and amicable outcomes in a manner that is 

informal and speedy.

Compassionate
Disputes, howsoever petty, cause unnecessary pain and stress. We 
analyze each dispute with an open mind and if necessary listen to parties 
concerned, patiently and sympathetically, so as to find a practical and 

equitable solution.

Flexible
We believe that most disputes can be resolved in a friendly and amicable 
manner. We do not allow rigidity to dictate the dispute resolution process.  
Instead, we endeavor to create an environment where all concerned are 

encouraged to be reasonable and conciliatory.

Trustworthy
We treat all those we meet with respect, courtesy and compassion because 

only by doing so we gain their confidence and trust.

Transparent
We are neither consumer champions nor advocates. Neutrality and 
openness underpin our deliberations. Our service is free of charge. 
We respect confidentiality in all disputes and institute a process of 
conciliation that is acceptable to both parties. Decisions taken by us are 
consistent, clear and balanced so that any rational mind can appreciate 

the reasoning behind our findings.

Core Values
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  1. The Institution and Legal Framework 

i. The institution of Banking Mohtasib Pakistan (BMP) was established in 
the year 2005 under Part IV-A of Banking Companies Ordinance, 1962 (“BCO”). 
Subsequently, an Act of Parliament called The Federal Ombudsman Institutional 
Reforms Act, 2013 (Act XIV of 2013) was promulgated in March 2013, the 
provisions of which have effect notwithstanding anything contained in any other 
law for the time being in force. It repeals by implication whatever is inconsistent 
with it in the other enactments and confers upon Ombudsman additional power 
of review. 

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

iii. The governing laws under which the institution of Banking Mohtasib is 
functioning require that the Institution of Ombudsman must be independent, 
impartial and autonomous, both administratively and financially, in the execution 
of its functions relating to adjudication of complaints. Banking Mohtasib’s services 
are free/ bear minimal cost to the complainants/ parties in disputes.

 
  2. Jurisdiction 

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

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

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

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

c) Fraudulent or unauthorized withdrawals or debit entries in accounts
d) Complaints from exporters or importers relating to banking services and 

obligations, including letters of credit
e) Complaints from holders of foreign currency accounts whether 

maintained by residents or non-residents
f) Complaints relating to remittances to or from abroad
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g) Complaints pertaining to markup or interest rates on the ground of a 
violation of an agreement or directives of State Bank of Pakistan. 

h) Complaints relating to payment of utility bills

ii. In relation to banks in the public sector, the institution of Banking Mohtasib 
is authorized to entertain complaints against such banks on the following 
additional grounds as well: 

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

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

a) Matters relating to grant of loans, advances or finances to customers.
b) Complaints against banks’ loan and mark-up policies, risk policies, or 

product and service pricing as included in their schedule of charges and/
or any other policy matter.

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

  3. Empowerment of the Institution of Banking Mohtasib

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

i. Financial and Administrative Autonomy:

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

ii. Standardization of Ombudsmen Institutions: 

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

The standardization and harmonization of institution of Banking Mohtasib Office, 
its independence, mandate and power, as well as the requirements regarding 
the appointment and removal of the Mohtasib and its funding meet the general 
criteria set out for membership of international ombudsman associations like 
the International Ombudsman Institute. This facilitates cooperation, information 
exchange, sharing of experience, and adoption of international best practices 
among different Ombudsman institutions.

iv. Review and Representation

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

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

b) The Ombudsman shall decide the review petition within forty five days. 
c) In review, the Ombudsman may alter, modify, amend, or recall the 

recommendation, order or decision.

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

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

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

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

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

v. Confidentiality 

The principle of banking secrecy is strictly followed by the institution of Banking 
Mohtasib. Therefore, the statements made and the documents produced by the 
parties in the course of adjudication, remain strictly confidential.
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  Receipt & Disposal of Complaints in 2021

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

During the period under review, 33,196 new complaints were received while 
4,168 complaints were carried forward. Thus, making total complaints in hands 
were 37,364, out of which 25,231 complaints were resolved amicably through 
reconciliation while after formal hearings, findings/ orders were passed in 437 
cases. 6,924 complaints were found incomplete and required further information 
or were rejected being frivolous and for want of jurisdiction as the same either 
pertained to insurance or related to microfinance banks or fund managers were 
related to administrative issues of banks. 

Prime Minister’s Portal (Government-owned system based on Mobile Application) 
was introduced in the year 2019 and complaints related to banking sector were 
received at BMP Secretariat. During the year under review, 18,762 complaints 
were received through Prime Minister’s Portal.

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

Complaints carried forward from 2020 4,168

New Complaints received 2021 33,196

Total 37,364

Cases Decided/ Disposed -

Orders issued by Banking Mohtasib 437 -

Resolved amicably with the approval of Banking 
Mohtasib 25,231 -

Incomplete/not related/ seeking further information/ 
documents & services matters complaint 6,924 32,592

Complaints outstanding as on December 31, 2021 4,772

Relief provided to the Complainants  Rs. 709(M)
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Increase of 46% was observed in the receipt of complaints during the year 2021, as 
compared to last year. Efforts were made to dispose of the complaints expeditiously 
and have succeeded in maintaining the regular pace of disposing of the complaints 
even while observing COVID 19 prescribed SOPs However, depending on the 
complexity, some complaints take longer time to resolve. 

"Making Information Available

about our approach makes it easier

for consumers and banks
to resolve more complaints themselves"

 

68%

19%

13%

0

10

20

30

40

50

60

70

80

Through
reconciliation/settlement/Orders

Referred back/
not related*

Carried Forward

%
 o

f C
as

es

Carried Forward

Case Resolved

DISPOSAL OF COMPLAINTS

* seeking further information/ documents & service matters complaints



6   |   Banking Mohtasib Pakistan

Annual Report 2021

  Region-wise breakup of Complaints received in the year 2021

The institution of Banking Mohtasib Pakistan receives complaints against 
commercial banks with branches spread all over the country. The table given 
below shows region-wise breakup of complaints while the pie chart compares 
the percentage of complaints received (region-wise) during the year 2021.  

Region Complaints received 
during the year 

Complaints Carried 
forward from last 

year 
Total

Punjab 20885 2625 23510

Sindh 7614 1062 8676

Khyber Pakhtunkhwa 3028 421 3449

Balochistan 552 44 596

Gilgit Baltistan 63 3 66

Azad Kashmir 246 0 246

Overseas 808 13 821

Total 33196 4168 37364

TOTAL COMPLAINTS: REGION WISE 2021

Punjab, 62.9%

Sindh, 23.2%

KPK, 9.2%

Balochistan, 1.6%

Gilgit Bal�stan, 0.2%
Azad Kashmir, 0.7%

Overseas, 2.2%
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S. 
No. Bank

Complaints Received
BMP

Secretariat
Via Prime 

Minister’s  Portal Total

1 AlBaraka Bank (Pakistan) Limited 53 44 97

2 Allied Bank Limited 702 994 1696

3 Askari Bank Limited 230 344 574

4 Bank AL Habib Limited 259 328 587

5 Bank Alfalah Limited 965 1165 2130

6 The Bank of Khyber 22 138 160

7 The Bank of Punjab 417 763 1180

8 BankIslami Pakistan Limited 159 148 307

9 Citibank  N.A. 5 3 8

10 Dubai Islamic Bank Pakistan Limited 129 110 239

11 Faysal Bank Limited 759 674 1433

12 First Women Bank Limited 13 0 13

13 Habib Bank Limited 3248 5515 8763

14 Habib Metropolitan Bank Limited 115 129 244

15 ICBC 1 0 1

16 JS Bank Limited 463 316 779

17 Meezan Bank Limited 676 813 1489

18 MCB Bank Limited 1229 2131 3360

19 MCB Islamic Bank 32 58 90

20 National Bank of Pakistan 943 48 991

21 PPCBL 15 24 39

22 Samba Bank Limited 18 31 49

23 Sindh Bank Limited 63 62 125

24 Silkbank Limited 530 654 1184

25 SME Bank Limited 3 1 4

26 Soneri Bank Limited 112 97 209

27 Standard Chartered Bank (Pakistan) Ltd 334 364 698

28 Summit Bank Limited 60 34 94

29 United Bank Limited 2325 2646 4971

30 Zarai Taraqiati Bank Ltd. 106 2 108

31 Others 448 1126 1574

Total 14434 18762 33196

  Bank-wise breakup of Complaints received during the year 2021

The following table shows number of complaints received against each bank 
during the year under review. 
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Bank makes Payment of Rs. 561,211/-  to Complainant on Orders 
of Banking Mohtasib Pakistan

One of the leading commercial banks has made payment of Rs 561,211/, being the 
difference of the profit from the agreed rate of return and the payment of profit earlier 
made by the Bank to the Complainant as per the order of Banking Mohtasib Pakistan. 

The Complainant had lodged a complaint with the Banking Mohtasib that the 
concerned Bank had approached him to invest in Fixed Term Deposit at a fixed 
rate of 12.10% per annum on the assurance that upward or downward change in 
discount rate of State Bank of Pakistan will not affect his profit rate. Accordingly, 
he invested an amount of Rs 11.00 million in February, 2020 and got the profit in 
February and March, 2020 on the same rate. However, in the month of April, 2020, 
the Bank reduced the rate of return. The Complainant approached the Bank to give 
him the agreed rate of profit i.e.12.10%, but his request was declined. 

The Complainant filed representation with the Banking Mohtasib Pakistan, who took 
up the matter with the Bank, and after formal hearing directed the Bank to re-calculate 
the profit and credit the balance amount to the Complainant’s account. In compliance 
with the order of Banking Mohtasib Pakistan, the Bank finally made payment of Rs 
561,211/- as per findings of BMP to the Complainant by crediting his account. 

  Gender-wise break up of complaints

GENDER-WISE BREAK-UP OF COMPLAINTS



Activities
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President appreciates efforts of Banking Mohtasib in addressing 
complaints of Banking Customers

President of Islamic Republic of Pakistan, Dr. Arif Alvi has asked the Banking 
Mohtasib to protect the banking customers from scams and financial losses 
through effective preventive measures. He said that latest information 
technology tools were needed to be utilized for better service delivery and 
handling complaints in prompt and efficient manner. The President made 
these remarks while talking to the Banking Mohtasib Pakistan, Mr. Muhammad 
Kamran Shehzad, who called on him at Aiwan-e-Sadr on 1st February, 2021.

The Banking Mohtasib apprised the President that mostly illiterate and elderly 
people were being targeted by the fraudsters in Pakistan. He briefed the President 
that over 25,000 complaints were received during the year 2020, out of which 
84% of the cases were disposed of. The Banking Mohtasib also presented the 
Annual Report-2020 to the President.

The President appreciated the Banking Mohtasib’s efforts in addressing the 
complaints and protecting the rights of banking customers.
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Banking Mohtasib Pakistan Calls on Hon’ble Chief Justice of Pakistan

The Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad called on the 
Hon’ble Chief Justice of Pakistan, Mr. Justice Gulzar Ahmed at the Karachi Registry 
of the Supreme Court of Pakistan on April 09, 2021 and presented the Banking 
Mohtasib’s Annual Report for the year 2020. He also briefed the Hon'ble chief 
justice about the complaint resolution mechanism followed at the Office of Banking 
Mohtasib Pakistan, besides explaining the salient features of the Report.

Mr. Muhammad Kamran Shehzad presents Annual Report-2020 of 
Banking Mohtasib Pakistan to Governor, State Bank of Pakistan

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad called on the 
Governor, State Bank of Pakistan, Dr. Reza Baqir on 22nd February, 2021.  During 
the meeting, Mr. Muhammad Kamran Shehzad presented the Annual Report for 
the year 2020 of the Banking Mohtasib Pakistan to Dr. Reza Baqir in terms of 
Section 82 G of the Banking Companies Ordinance 1962 (BCO).
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During the meeting following ideas had come under discussion for further speedy 
resolution of banking customers’ complaints:

• Reducing the notice period of complaints for complainants from 45 to 
15days.

• Amendments may be made in the relevant clause of Banking Companies 
Ordinance, 1962 so that the complainant may be allowed to submit an 
undertaking instead of an attestation by the Oath Commissioner.

• Master circular on internet banking / funds transfer incorporating all the 
instructions / modifications may be issued by SBP to facilitate banks and all 
other stakeholders.

• Suspension of PSD Circular No.9 of 28th November, 2018 regarding 
biometric verification of account holders (suspended on March 18, 2020 
due to Covid-19) may be lifted, if considered appropriate or some alternate 
for biometric verification may be introduced to reduce / avoid miseries of 
innocent account holders.

• Data on all consumer complaints may be consolidated for effective analysis.

The Governor, State Bank of Pakistan assured the Banking Mohtasib that he would 
extend all possible help to him in resolving the complaints in an efficient and 
effective manner. The Banking Mohtasib thanked the Governor for his assistance.

President, Dr. Arif Alvi chaired a full review meeting of all Ombudsmen

President of Islamic Republic of Pakistan, Dr. Arif Alvi has called for strengthening 
and improving the institutions of Ombudsmen by using modern technology, 
amending existing laws and enhancing their outreach to provide speedy justice 
to people at district and sub-district levels against administrative injustices.

Emphasizing the need to protect the rights of people against administrative 
injustices, he urged the Ombudsmen to play their active role in addressing the 
grievances of the public.
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He also underlined the need for enhancing the outreach of all Ombudsmen to remote 
areas and creating awareness among people about the useful role being played by 
Ombudsmen in dispensing free-of-cost and speedy justice to the aggrieved parties.

The President made these remarks while chairing a full review meeting of all 
Ombudsmen at Aiwan-e-Sadr, Islamabad on July 13, 2021. 

The Ombudsmen briefed the President about the performance of their respective 
organizations in providing justice to the aggrieved parties.

The President lauded the performance and achievements of the Ombudsmen in 
providing expeditious and free of cost justice to the people against administrative 
injustices. He appreciated the performance of all Ombudsmen who had done a 
remarkable job by providing expeditious and free-of-cost justice to the people 
against the maladministration of government organizations.

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad apprised the meeting 
that the Banking Mohtasib had received 20,220 complaints during January-June 
2021, as compared to 11,174 during the corresponding period of last year. He 
informed the meeting that Rs 305 million worth of relief had been provided to the 
Complainants and 14,910 complaints had been disposed of during the same period.

Banking Mohtasib Pakistan meets Consultant-Legal at President 
Secretariat
The Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad met the 
Consultant-Legal at President Secretariat, Mr. Justice (R) Zahid Hussain on 12th 
August, 2021 in Islamabad. He was accompanied by Mr. Saleem Akhtar, Senior 
Legal Advisor and Mr. Khalid Farooq, Deputy Director Regional Office, Rawalpindi. 
Fruitful and productive discussions were exchanged during the meeting. Mr. 
Justice (R) Zahid Hussain was apprised of the performance of the institution of 
Banking Mohtasib Pakistan and collaborative efforts made for the redressal of 
public grievances, which have been admired and appreciated by the Consultant-
Legal, President Secretariat. 
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Overall surge in complaints against banks due to public awareness: 
Mr. Muhammad Kamran Shehzad

The Banking Mohtasib Pakistan, Mr. Muhammad 
Kamran Shehzad has said that there were several 
reasons for the surge in complaints against banks 
in the first quarter of the year, 2021.

In an interview to a local news channel on 24th 
April 2021, he highlighted the basic reasons for 
the rise in number of complaints.

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

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

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

Over 11,225 complaints, which included a sufficient number of complaints 
from Prime Minister’s Portal, were received in the first quarter of 2021, out of 
which nearly 5,225 have been disposed of.

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

He further said that Banking Mohtasib Pakistan is the only institution in 
the country which serves the Complainant as a lawyer free of charge. The 
Complainant has only to lodge the complaint with the Banking Mohtasib 
Pakistan. 
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Institution of Banking Mohtasib Pakistan embarks upon a project to 
Modernize and Upgrade Complaint Processing System

The Banking Mohtasib Pakistan has signed an agreement with M/s. BenchMatrix, 
an I.T. Company, to digitalize its operations. Senior Advisor, Banking Mohtasib 
Pakistan, Mr. Farhat Saeed and the CEO of M/s. BenchMatrix, Mr. Taimur Kaleem 
signed the agreement on behalf of their respective organizations at a simple but 
impressive ceremony held at BMP Secretariat, Karachi recently.

The signing ceremony was attended, among others, by the Banking Mohtasib 
Pakistan, Mr. Muhammad Kamran Shehzad and Senior Advisors and Advisors of 
BMP as well as officials of M/s. BenchMatrix. with the implementation of this 
project, the complaint processing and monitoring system of Banking Mohtasib 
Pakistan will be upgraded and modernized for the benefit of the aggrieved 
banking customers.

Banking Mohtasib meets Senior Bankers in Quetta

The Banking Mohtasib, Mr. Muhammad Kamran Shehzad during his recent 
visit to Quetta for hearing also had a meeting with Regional Heads of Banks in 
Balochistan on 30th September, 2021. 



Human Resource 
Development Efforts
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Webinars
Webinar on Systematic Investigations 

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

The focus of the webinar was on the following points: 
•  What is a systemic investigation? 
•  What is the purpose of conducting systemic or own initiative investigations?
•  What does a systemic investigation entail? 
•  A discussion on systemic investigation methodology. 
•  Planning and conducting a systemic investigation.

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

Webinar on Fintech and Financial Industry: Latest Developments 
and their Impact

A webinar on FINTECH and Financial Industry: Latest Developments and their Impact 
was arranged by National Institute of Banking & Finance (NIBAF) in collaboration with 
London institute of Banking and Finance (LIBF) on 28th July, 2021.
 
The webinar was arranged to address the challenges being faced by the financial 
industry from FINTECH. Since the global financial industry has been undergoing 
major shifts driven by disruptive technologies and competition from emerging 
FINTECH and customers have now become comfortable with the use of online 
financial services. However, retaining them is now more challenging.  
At the same time, regulatory and compliance requirements have become more 
restrictive in response to data security concerns and privacy issues.  All these 
changes are resulting into rapid transformation in the business models of 
financial institutions. 

Mr. Noman Qureshi, Mr. Yousuf Imran, Mr. Ali Hasan Brohi, Mr. Rehan Shuja Zaidi 
and Mr. Nawroz Mohammad Ali, (Advisors), Mr. Aoun Abbas, Kazi Raheel  Javed, 
Mr. Satish Jesrani, Mr. Junail Zaidi, Ms. Beenish Khan, Ms. Naseema Yousuf and Ms. 
Khushbakht Mohsin (Investigation Officers) attended the webinar. 
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Training
IT Related Training 

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

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

• Syed Subhan Ali Rizvi, Assistant Director (IT) attended the AWS Certified 
Solution Architect & Machine Learning course.

 
• Mr. Muneeb ur Rehman Siddiqui, Assistant Director (IT) attended the 

Certified Ethical Hacker (CEH) & Penetration Testing Course.

In-House Training Sessions

i. Interactive Session on "Conduct of E-commerce under 3D 
Secured and Non 3D Secured Mode"

Advisor, Banking Mohtasib Pakistan, Mr. Nawroz Muhammad Ali conducted 
an interactive session on the working of 3D secured site and e-commerce 
transactions at BMP Secretariat, Karachi on July 14, 2021. 

The session covered various components of e-commerce and 3D transactions, 
including importance of 3D application in e-commerce transactions, security for 
merchants and customers, concept of chargeback under visa and master card 
regulations and SBP regulations relating to provision of online banking services 
followed by practical demonstrations and examples while handling the complaints 
received at Banking Mohtasib Pakistan, Secretariat. The session was attended by 
Sr. Advisors/ Advisors and Investigation officers of BMP Secretariat, Karachi. 
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ii. Interactive Session on Electronic Funds Transfer (EFT)

An interactive session was conducted by Mr. Aamir Ali (Assistant Director 
Investigation) on Electronic Funds Transfer (EFT) at BMP Secretariat, Karachi on 
August 31, 2021. 

The session covered most common complaints regarding EFT received at BMP 
Secretariat and how such complaints can be effectively taken up with banks in the 
light of SBP circulars/directives and EFT Act 2007. Further, recommendations to 
mitigate modern financial frauds were also discussed during the session. 
The session was attended by Sr. Advisors/ Advisors and Investigation officers of 
BMP Secretariat, Karachi.

 
iii. An Interactive Session- on ATM Operations & Management:

An interactive session was conducted by Mr. Muhammad Aun Abbas (Assistant 
Director – Coordination) on ATMs Operation and Management at BMP Secretariat, 
Karachi on September 24, 2021.  The session was conducted with the purpose 
to improve the investigation process with respect to the ATM related disputed 
raised with this office. It proposed some additional requisitions or queries, 
beside the traditional one, to be incorporated while taking up the case with the 
Bank to validate scenarios such as cash excess or shortage. In addition 1Link 
Switch Dispute Resolution System- SDRS, Fall Back Option and ATM related SBP 
circular were discussed.
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ATM Oversight- Latest Instructions and Upcoming Challenges

An online training on ATM Oversight- Latest Instructions and Upcoming 
Challenges was arranged by National Institute of Banking and Finance (NIBAF) 
and State Bank of Pakistan (SBP) on September 28, 2021.

The training covered study areas such as ATM Oversight & SBP Instructions, ATM 
Operations & Transactional Flows, Settlement of Bill Payment Transactions, SBP's 
Instructions on ATMs Complaint Management, ATM Oversight Methodology and 
ATM Oversight -Latest regulatory Instructions & Challenges and Solutions.

Mr. Nawroz Mohammad Ali (Advisor) and Mr. Aun Abbas (Assistant Director – 
Investigation) from BMP Karachi Secretariat attended the subject training. 

FMU/ LEAs Interface Session for Effective Use of Financial Intelligence 

A training module for the officials of Law Enforcement Agencies (LEAs) designated 
under AML Act, 2010 was organized by Financial Monitoring Unit (FMU) in 
conjunction with UNODC on 9th December, 2021 at Movenpick Hotel Karachi.  
The module mainly covered following areas:

• An overview of the role and functions of FMU
• Effective Utilization of the Financial Intelligence
• Improved knowledge of AMLA legislation and disclosure requirements
• Intelligence gathering from FMU through different mechanisms
• The value of feedback received from Law enforcement Agencies 

The training was attended by Mr. Muhammad Ikram (Deputy Director – 
Investigation) & Mr. Rana Irfan Shahid (Assistant Director – Legal) from our 
Karachi Secretariat. 

IT Related Tasks Performed
Modification in the existing complaint management system was made to make 
it capable of incorporating 100% complaints. By doing this, aging and tracing of 
every single complaint, received in BMP Office through any medium, is effective 
now. To meet the requirements of increased operational IT working, computer 
systems provided to the staff at BMP Secretariat were upgraded. To provide 
uninterrupted services to general public, a backup internet link has been deployed 
which helped in continuous internet service and smoothen the coordination of 
BMP Office with general public and banks.

Staff of IT Department was imparted training through Pakistan Software Export 
Board (PSEB) program which helped enhance IT officials performance and will 
help to boost productivity of BMP Office performing routine work.
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The Way Forward

Tasks Planned

To keep pace with the technology and to meet the art of the technological product, 
BMP Office has embarked upon a project to upgrade its website. This revamped 
website contains complaint lodgement portal for general public. In addition to 
this, BMP Office is also upgrading its existing complaint management portal, 
servers, software and end user systems. With complaint lodgement portal, BMP 
Office will also start SMS service for general public to keep them abreast with 
the status of their lodged complaints.

To enhance the security of data and communication between Karachi Office 
Secretariat and Regional Offices of Banking Mohtasib Pakistan, BMP is planning 
to deploy firewall in all regional Offices that would help keep secrecy of data and 
avoid any breach of complainants’ records. This project will also bring all Offices 
of BMP on same network which will further ease in sharing information with 
interoffice staff and expedite the resolution of complaints.

BMP Secretariat is also initiating a project of scanning documents (including old 
records of complaints) that would expedite the process of retrieval. Further, the 
complaints can be more efficiently tracked. A copy of soft form of our complaint 
management portal database would now reside outside the network of BMP 
which can be retrieved in case of any exigency. Through this, the Office has 
planned to secure both forms of its data i.e. hardcopy/papers and softcopy/
database.

"... poor communication
is the root

of many disputes"



President, Supreme Court uphold 
Banking Mohtasib’s Orders
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  President provides relief to victims of bank fraud

The President Islamic Republic of Pakistan has provided relief to 6 different 
victims of bank fraud by upholding the decisions of the Banking Mohtasib 
Pakistan ordering private banks to refund a collective sum of over Rs 827,000/- 
to the account holders. 

The President had rejected five different representations of a big bank and of an 
Islamic Bank against the decisions of Banking Mohtasib directing them to make 
good the loss of the victims of banks fraud by crediting the lost money to their 
individual bank accounts, according to different communications of President’s 
Office. 

As per details, the Complainants received calls from unknown numbers & the 
callers posing as bank officials asked them to share their personal credentials 
which they did. Afterwards, they received alerts about hefty amounts being 
withdrawn from their bank accounts. The Complainants approached the Banks 
to get their defrauded amounts refunded. However, they were not given any relief. 

Later, the Complainants approached the Banking Mohtasib individually to seek 
rederessal of their complaints. The Banking Mohtasib in his decision wrote that 
the Bank had activated fund transfer service i.e. IB /EFT channel by default 
without informing the Complainants and the Banks failed to discharge their 
duty and the legal responsibility cast upon them under Section 30 of Payment 
and Electronic Funds Transfer Act 2007. It noted that since the facility was 
unsolicited, therefore, any financial loss in this regard cannot be categorized as 
“customer lability”. 

It is further observed that IB/EFT channel been made operational by the Banks, 
the Complainants could have avoided the financial loss. The Banking Mohtasib 
held that the Bank could not produce any evidence to the effect that it had 
complied with the provisions of law, rules and regulations and ordered the Banks 
to refund the defrauded money to the Complainants. Subsequently, the Banks 
filed representations with the Honourable President against the decisions of the 
Banking Mohtasib.

The President in his decision observed that the Banks were given ample opportunity 
to defend and controvert the claims of the Complainants. However, they failed to 
provide any justification to upset the orders of the Mohtasib. The Banks failed to 
discharge their duty and the legal responsibility cast upon them under the law, 
the President noted while rejecting the appeals as being devoid of any merit.
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President rejects appeal of Banks against the Orders of Banking 
Mohtasib Pakistan

President of Islamic Republic of Pakistan, Dr. Arif Alvi has upheld two different 
decisions of Banking Mohtasib ordering an Islamic Bank and a leading commercial 
Bank to pay Rs 9.1 m to a female Complainant and Rs 5 m to a male Complaint, 
respectively, who had been swindled out of their money by the management of 
the Banks. 

The President has rejected the appeals of both the Banks against the decision of 
Banking Mohrasib. He regretted that the victims of fraud, including an Overseas 
Pakistani, suffered a  lot at the hands of the Banks’ management and no relief was 
provided to them, according to a communication issued by the President's Office 
on November 12, 2021. He urged the public to avail the services of the Banking 
Mohtasib to seek relief in fraud cases as well as against the maladministration of 
bank officials/officers.

According to details of both the cases, the lady Complainant opened her account 
with the Bank and applied for term deposit for an amount of Rs10.7 million for 
one year after signing her cheque and TDR application form. The then Branch 
Manager provided her fake and fabricated Account Statement and TDR Certificates 
on Bank’s Letter Head. However, she came to know that the account statement & 
TDR Certificates were fake and fabricated. It was later revealed that the Branch 
Manager committed fraud of a huge amount of Rs 125 million and was an expert 
in making & providing tampered and fake bank statement to his clients.

In a similar case, the Complainant, an Overseas Pakistani, was maintaining a 
PLS Saving Account with the big Bank. He handed over cash of Rs 5 million to 
the Branch Manager, who filled the deposit slip for him and after signing and 
stamping it, handed over the counterfoil to the Complainant. The Manager has 
deceitfully mentioned some imaginary cheque numbers on his deposit slip 
instead of cash amount personally handed over to him. Further, the Bank lodged 
an FIR with FIA against the main accused and his accomplices. The Bank did not 
pay to the Complainant his claim despite acknowledging the Complaint. Both the 
Complainants approached the Banking Mohtasib to seek justice. The Banking 
Mohtasib investigated both the cases and, after perusal of facts, ordered that the 
Complainants may be refunded their lost money by the respective Banks. 

The Banking Mohtasib held that the Complainants had entrusted their hard earned 
money to the concerned Banks and it was fiduciary duty of the Banks to protect 
their customers. It noted that the appointment of vigilant bank officials, honest and 
professional staff was the responsibility of the Banks and not of the Complainants. 
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The Ombudsman noted that the bank officials had been duly posted by the 
management of the Banks and they were performing the employer’s business, 
when the Complainants had suffered financial losses due to the unethical and 
fraudulent activities of the authorized bank officers. The Banking Mohtasib had 
held and ordered that both the Banks were responsible to make good the loss of 
the Complainants without further delay. Subsequently, the Banks filed separate 
appeals against the decisions of the Banking Mohtasib.

The President upheld both the decisions of the Banking Mohtasib on the grounds 
that Banks were given ample opportunity by the Banking Mohtasib to defend 
& controvert the claims of the Complainants. However, the Banks had failed to 
discharge the burden & statutory liability cast upon them under the law. “No 
justification has been made to upset the Order of the learned Banking Mohtasib”, 
the President wrote while rejecting the representations of the Banks.

 
Banks asked to credit the lost money to complainants' accounts

President of Islamic Republic of Pakistan, Dr. Arif Alvi has upheld the decision of 
the Banking Mohtasib in three similar cases wherein it had ordered the Banks to 
credit the lost money to their account holders in fraudulent digital transactions, 
according to a communication issued by President’s Office on September 20, 2021.

Three Complainants, had filed petitions with the Banking Mohtasib against two 
leading Commercial Banks on inadvertent transactions of Rs 300,000, Rs 750,000 
and Rs 250,000 from their accounts, respectively.

In their pleas, the Complainants had maintained that they had never requested 
for activation of the Internet Banking Facility (IBF). Also, they stressed that 
they were not well-versed with the digital banking or capable of handling such 
sophisticated banking products.

The Banking Mohtasib in its separate orders had advised the Banks to make good 
the loss of Complainants by crediting the amount, which had been unauthorizedly 
debited from their accounts.

Terming it a clear violation of the circulars under Payment System and Electronic 
Funds Transfer Act, 2007 of the State Bank of Pakistan, the Banking Mohtasib had 
said that the onus was upon the Banks to educate the account holders regarding 
their consent and the threats and risks of mobile banking.
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President Dr. Arif Alvi, in his written order on the representations of the Banks 
assailing the decision of Banking Mohtasib, said the “strange and evasive stance” 
of the Banks of denying their responsibility for the loss of its customers’ money, 
was “just shrugging off its fiduciary duty to an innocent account holder”.

President provides relief to Banking Customer
 
While upholding the orders of the Banking Mohtasib to pay an amount of Rs. 
800,000 to the Complainant, the President stated in his decision that the Bank could 
not escape the liability in a case of this kind, when the commission of fraud with 
the account holder by its management was established and admitted, according 
to a communication issued from the President’s Office on November 06, 2021.

He said that ample opportunity had been provided to the Bank before the learned 
Banking Mohtasib to defend and controvert the claim of the Complainant and 
even before the forum; however, the Bank had failed to discharge the burden and 
statutory liability cast upon it under the law.

The Complainant maintains an account with the Bank's Sargodha Road Branch, 
Sheikhupura. The Complainant opened his account on 22 October 2018 in the 
Bank branch and requested the manager to deposit Rs 2,000,000 (Rupees two 
million) cash in the said account. Whereas, the Manager gave him deposit slips 
of Rs 500,000, Rs 900,000, and Rs 600,000, respectively. Despite insistence of the 
account holder for issuing one deposit slip of amount, i.e., Rs 2,000,000 (Rupees 
two million), the Bank Manager issued three deposit slips saying that it was to 
overcome the restrictions of the State Bank of Pakistan (SBP).

Later, the account holder wanted to draw money from his account, but there 
was no sufficient balance in his account. He lodged a complaint with the Bank's 
authorities but his grievance was not addressed.

Although, the Complainant possessed valid deposit slips admittedly issued by 
the ex-Manager bearing his genuine signature and branch stamp affixed thereon, 
which validated customer claim to the extent that the Bank had not accounted for 
amounts of Rs2,000,000 in his account.

Furthermore, the Bank had admitted during the proceedings before the Banking 
Mohtasib that the receipts in possession of the customer bore signatures of the 
Bank's ex-Manager. Despite all these proofs, the Complainant was compelled to 
run from pillar to post and no relief was provided to him. Feeling aggrieved, the 
Complainant approached the Banking Mohtasib for his grievance.
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The Banking Mohtasib, under Section 82 D of the BCO read with Section 9 of 
the Federal Ombudsman Institutional Reforms Act, 2013 (No XIV of 2013), 
advised the Bank to forthwith make good the loss by crediting the account of the 
Complainant with a sum of Rs 800,000 in pursuance of the findings.

While rejecting representation of the Bank, the President has noted that it is a case 
of wrongdoing and maladministration by the Bank officials and it is, therefore, 
responsible to make good the loss of the Complainant.
He further stated that the ambit and extent of jurisdiction of Banking Mohtasib 
was spelt out under Section 82A (3)(a)(e), Section 82B(4)(5) and Section 82F of 
the Banking Companies Ordinance, 1962.

The cumulative reading and perusal of these provisions of law undoubtedly leads 
to the conclusion that the Banking Mohtasib is to inquire into the complaints 
about banking malpractices, maladministration, wrong doings, the fraudulent 
transactions, the corrupt and mala fide practices by the Bank officials and pass 
appropriate orders on conclusion of inquiry.

These powers of the Banking Mohtasib when considered in context with Section 
18 and 24 of the Federal Ombudsman Institutional Reforms Act, 2013, further 
show that in matters falling within the jurisdiction of the Banking Mohtasib, 
stated the decision.

"... injustice anywhere

is a threat to

justice everywhere"
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Hon’ble Supreme Court of Pakistan has dismissed an 
appeal filed by M/s. Meezan Bank Ltd. against the order of 
the Islamabad High Court.

The brief facts of the case are that the Banking Mohtasib 
Pakistan had decided a complaint of Muhammad Imran 
Khan against Meezan Bank Limited regarding fraudulently 
withdrawal of amount through internet banking. The 
Bank filed a representation before the Hon’ble President 
of Pakistan against the decision which was rejected by the 
President.

The Bank through a writ petition challenged the orders of the 
President and the Banking Mohtasib before the Islamabad 
High Court which was dismissed by IHC. The Bank filed a 
CPLA before the Hon’ble Supreme Court of Pakistan against 
the judgment of the Islamabad High Court which has also 
been dismissed vide order dated 05.11.2021.

Supreme Court dismisses appeal of 
Meezan Bank Limited

Case Studies
Some Sample Cases
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 Case 1: Fraud committed by Bank Staff

The Complainant submitted that the Manager briefed her about investment in 
Asset Management of Bank stating that she would get more profits on AMC.  As 
such she had invested an amount of Rs 3,000,000/-. Later, she came to know 
that the amount was debited from her account, but no placement with AMC was 
issued in her favour, instead a Pay Order was issued for this amount. Thereafter, 
when she visited the Bank, it transpired that a fraud has been committed by the 
accused Manager and as such she had lodged the complaint with the Bank, but to 
no avail. Feeling aggrieved she escalated her complaint with Banking Mohtasib 
Secretariat

The complaint was, therefore, set up for hearing and during the proceedings, the 
Bank’s representative was asked whether the Pay Order was issued to the Complainant 
and if so, then he should produce proof of acknowledgement of Complainant before 
the forum, but the Bank failed to produce the same. The Complainant’s statement of 
account showed three entries of Rs. 37,500/-, Rs. 35,000/- and Rs. 36,900/- which 
were deposited in cash. The cash deposit slips were examined and it was noticed 
that Complainant’s name was written on the deposit slips which were shown to the 
Complainant, but she denied having signed these deposit slips which substantiated 
that the accused Manager himself had deposited these cash amounts on account of 
profit being paid to her. 

Bank officials informed that Payment Order (P.O.) was collected by Mr. X who 
deposited the same for credit to his account not only admitted that Payment Order 
was not collected by the Complainant, but also validated the maladministration 
on part of the Bank.

The application form for issuance of Pay Order was deceitfully got signed while 
processing her request for investment of funds in AMC and the Bank miserably 
failed to perform its basic and primary responsibility to dispose of the funds 
collected from its own customer against the cheque issued in its favour as 
under all circumstances, the Bank was duty bound to deliver the Pay Order to 
Complainant instead of handing it over to beneficiary of P.O 

Since the Complainant has suffered financial loss due to un-professional and 
fraudulent activities of a staff member in the employment of the Bank which 
speaks of gross maladministration at the Branch, the Complainant as such, has 
a clear and present right to recover from the employer of the errant officer, any 
and all losses sustained by her, by the wrongful acts of the errant officer in the 
performance of his banking functions.  On the well settled principle of “vicarious 



Banking Mohtasib Pakistan   |   31

Annual Report 2021

liability”, the employer is liable to fully make good the loss of a customer arising 
out of the mischief of an employee in the course of the employer’s business, 
whether the mischief is done for the benefit of the employer or not.  

The Complaint was, therefore, decided in favour of the Complainant and the 
Bank was directed to pay the Complainant a sum of Rs. 3,000,000/- and the 
Bank complied with the Order of Banking Mohtasib accordingly.

 Case 2: Claim of refund amount—Takaful Plan

The Complainant submitted that he was maintaining an account with a bank 
branch in Rawalpindi. He submitted the cancellation request of Takaful plan 
with relevant documents to the Bank, but despite lapse of considerable time, 
neither refund of amount of claim nor any intimation in this regard was received 
from the Bank. He, therefore, lodged his complaint with the Banking Mohtasib 
Office for remedy.

Upon receipt of the complaint, the matter was taken up with the Bank. In 
response, the Bank informed that the documents were lost in transit and they 
are arranging the same. 

However, after continuous follow up in the matter, the Bank had cancelled the 
Takaful plan and refunded the amount of Rs 479,855.66 which was credited to 
the Complainant’s account. The Complainant has confirmed the receipt of the 
said amount and expressed satisfaction over the amicable resolution of his 
complaint.

 Case 3: Fraudulent transactions through cheques—forged signatures

The Complainant submitted that she was maintaining an account in a Bank 
located at Nazimabad, Karachi. She stated that during the period from January 
19 to February 28, 2018, an amount aggregating Rs 2,871,000/- was withdrawn 
from her account through 20 cheques allegedly bearing her forged signatures. 
The relevant cheques pertained to one cheque book which was fraudulently 
issued in her name and for which neither she had requisitioned nor it was 
delivered to her. On her visit to the branch, she was asked to surrender the 
remaining leaves of the cheque book alongwith an undertaking.  She had 
expressed her reluctance to handover the cheque leaves to the bank on branch 
Manager’s verbal instructions as nothing in writing had been given to her for 
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resolution of her grievance. Thus, she approached the Banking Mohtasib Office 
for the resolution of her grievance.

On taking up the matter with the Bank, the Bank after thorough investigation 
credited the disputed amount of Rs 2,871,000/- in the Complainant’s 
account. The Complainant has confirmed that she had received the amount 
of Rs 2,871,000/-. 

 Case 4:  Account debited—Cash not dispensed—ATM

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

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

 Case 5: Complaint filed by Bank ‘A’ against Bank ‘B’

The Complainant has submitted that he had used his ATM Card at ATM of 
another Bank ‘B’ Branch to withdraw Rs. 20,000/-. However, neither cash nor 
Card came out of the machine.  After five minutes, he received text messages 
stating that his account was debited with an amount of Rs.50,000/- in three 
transactions. He reported the matter to Bank ‘A’, but to no avail. As such, he 
had escalated his complaint with the Banking Mohtasib. Since nothing further 
was heard from him, as such after 60 days the case was closed as ‘Declined’ 
and the Complainant was informed accordingly. The aggrieved Complainant 
directly made a Representation to the President of Islamic Republic of Pakistan, 
wherefrom the case was remanded to Banking Mohtasib Pakistan.  

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

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

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

Subsequent to the hearing, the Bank ‘B’ has informed the Banking Mohtasib 
having reimbursed the claimed amount to Bank ‘A’ which was also confirmed 
by Bank ‘A’.

 Case 6: Fraudulent and illegal transactions through credit card   

The Complainant has reported that his credit card was fraudulently and illegally 
used by a miscreant person. He had observed from credit card bill for the month 
of May 2021 that four transactions for an amount of Rs 1,748,000/- were made 
whereas his total limit was Rs 100,000/-. He lodged a complaint with the Bank, 
but did not get any response. He, therefore, escalated the matter with the Banking 
Mohtasib Office for rederessal of his grievance.

On taking up the matter and continuous follow up by BMP Office, the Bank 
has confirmed that the disputed transactions amounting to Rs 1,748,000/- 
have been reversed and the amount credited to the Complainant’s credit card 
account. Further, late payment charges of Rs 9,040/- and service charges 
of Rs 314,426.96 (which were charged due to non-payment) had also been 
reversed.
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 Case 7: Repatriation of stuck up Export Proceeds

The Complainant stated that he got a LC from a Bank abroad for export of onion. 
He exported 04 containers and submitted all the shipping documents to the Bank 
for onward submission to the LC opening Bank in compliance with the LC terms 
and conditions on 12th & 16th December, 2020. These documents have been 
received and accepted by the Bank abroad and payment against one container 
was received, whereas payment for three other containers amounting to US$ 
27,227/- approximately was stuck up and the negotiating Bank abroad avoided 
repatriation of export proceeds on one pretext or the other. The Complainant by 
not receiving the export proceeds escalated his complaint before the Banking 
Mohtasib Pakistan.  

After examining all the relevant documents, the Banking Mohtasib Office was 
of the view that the negotiating Bank has misrepresented the facts and avoided 
payment with malafide legal excuse which is not tenable. The negotiating Bank 
was bound to make the payment of documents in terms of the LC for which there 
were lack of concentrated efforts from the Bank.

The Bank was advised to take up the matter with the Financial Institution 
Division and exert pressure on the negotiating Bank for repatriation of export 
proceeds to comply with the LC.  Banking Mohtasib Office continuous follow up 
with the Bank, the export proceeds were received and the Complainant account 
was credited with an amount of Rs 4.047 (M). The Complainant has confirmed 
the receipt of the said amount and expressed satisfaction over the amicable 
resolution of his complaint.

 Case 8: Mutual Funds issue resolved amicably

The Complainant stated that he was maintaining a savings account with the 
Bank Branch in Lahore. The Branch Manager urged him and his wife to transfer 
Rs 10 million into one of the Bank’s schemes which carries profit yield up to 
45%. Based on the Branch Manager’s assurance the amount of Rs 10 million 
was transferred from his account. The Complainant further stated that he was 
not provided any documents /receipt for more than one year by the Bank until 
his son approached the Manager and asked him for the receipts/documents. 
The Manager after 4 weeks handed over him a certificate without any detail. 
After two years, he received a call from the Bank that the scheme has matured. 
When he contacted the branch, he was surprised to know that matured value 
of the placement was PKR 8,335,439/- as against the principal amount of Rs 10 
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million. The Complainant sent a formal complaint to the Chairman of the Bank, 
but his grievances remained unaddressed. Hence, he lodged a complaint with 
the Banking Mohtasib’s Secretariat. 

On taking up matter with the Bank, the Bank has submitted the relevant record 
and after analysis of the same the complaint was fixed for hearing at Banking 
Mohtasib, Regional Office, Lahore. The Complainant highlighted the case and 
informed that on maturity of the Mutual Funds surprisingly it was a big shock 
for him that the invested Funds value intimated to him was Rs 8,335,439/- which 
was less than the actual invested amount of Rs 10 million. 

Having no other option, the Complainant on the advice of Branch Manager has 
requested him to transfer the maturity value into his account. However, when he 
again approached the Bank after a few days later, maturity value credited into his 
savings account was Rs 7,93,0590.00.  Hence, he suffered a loss of Rs 2,069,410/- 
towards the principal amount as well as loss of profit of three years, if the amount 
had remained in savings account.

The Bank representative submitted that the former Branch Manager had been 
transferred to another branch and stated that funds were invested on the request 
of the Complainant after he had provided authority letter and application for 
investment. He further stated that the mutual funds return is not fixed and there 
was a possibility of losses for which the Complainant was aware of. On a query 
whether the Bank has followed the directives as laid down in SBP Circular # CPD 
02 of 2012, the Bank representative had no clue about the directive of the SBP 
regarding the Sale of Third Party Products by Banks.
After hearing the arguments from both sides, both the parties were advised 
to settle the issue amicably. The Bank reported to BMP that both parties have 
arrived at an amicable settlement. 
Based on the amicable resolution of the matter, an Order dated 02.08.2021 was 
passed by the Banking Mohtasib of Pakistan and the complaint was disposed of. 

In compliance with the BMP Order, the Bank has confirmed that an amount of 
Rs 2,069,410/- has been credited to Complainant’s account.
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Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad
Hearing Complaints at our Regional Offices

At Peshawar Office

At Rawalpindi Office



Banking Mohtasib Pakistan   |   37

Annual Report 2021

At Multan Office

At Faisalabad Office



Overview of Last
Five Years Performance
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Total Number of Hearings Held and Orders passed

The table given below gives a view of total number of formal complaints resolved 
at this office, through reconciliation and by orders passed for resolution during 
last five years.

Year Number of Hearings Orders Passed

2017 304 224

2018 240 126

2019 451 262

2020 295 166

2021 483 437

Total 1,773 1,215
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Category-wise Complaints (2017-2021)

S. 
No. Categories 

2017 2018 2019 2020 2021
No. of 

Complaints
No. of 

Complaints
No. of 

Complaints
No. of 

Complaints
No. of 

Complaints

1 Services inefficiency/ 
Delays/ Others 3165 2457 3443 3869 3645

2
Consumer Products (credit/
debit cards, personal/ auto 
loans etc.)

1251 1833 1985 2323 2104

3 ATMs 1552 1855 1891 1546 1905

4 Internet Banking/ IBFT/E-
commerce 123 579 1065 1345 1543

5 Frauds/ Parallel Banking 865 1270 701 387 467

6 Advances Loan and 
Deposits 974 1391 634 168 709

7 Insurance 296 429 516 741 883

8 Gross Dereliction of Duty 256 214 222 11 305

9 Lockers 24 27 35 34 31

10 Zakat Deduction 37 39 32 27 21

11 Foreign Currency Account 16 0 25 91 28

12 Corrupt or Malafide 
Practice 101 19 21 0 25

13 Exports/Imports 11 0 2 3 32

14 Loss of Cheques 34 0 2 9 29

15 Service Rules 109 108 2 55 34

16 Utility Bills 64 37 9 17 15

17 Breach of Confidentiality 2 1 0 20 7

18 Miscellaneous 91 60 72 58 2651

19
Complaints received 
through Prime Minister’s 
Portal 

- - 3930 12046 18762

Total 8,971 10,319 14,587 22,750 33,196

* Miscellaneous includes complaints relating to Microfinance Banks, Investment 
Banks, SBP, National Savings, EOBI/Pension & others



Photo Gallery
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Karachi Secretariat

Group photo of Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad with 
Senior Advisors

Group photo of Banking Mohtasib Pakistan with Advisors
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Group photo of Banking Mohtasib with Investigation Officers

Group photo of Banking Mohtasib Pakistan with Legal team of BMP, karachi Secretariat
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Group photo of Banking Mohtasib Pakistan with Admin HR/Finance officials of BMP

Group photo of Banking Mohtasib Pakistan with Female Staff of Karachi Secretariat of BMP
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Group photo of Banking Mohtasib Pakistan Mr. Muhammad Kamran Shehzad and 
Sr. Advisor, Mr. Farhat Saeed with Support Staff  of BMP

Group photo of Banking Mohtasib Pakistan with I.T Unit
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Group photo of Banking Mohtasib Pakistan with Sr. Advisor, Mr. Farhat Saeed, Advisor, 
Mr. Nawroz Muhammad Ali and Office Assistants

Group photo of Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad, with his 
personal staff. Mr. Farhat Saeed, Senior Advisor, BMP is also in the picture
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Regional Offices

Group photo of officials of BMP, Regional Office, Quetta with  Banking Mohtasib Pakistan,
Mr. Muhammad Kamran Shehzad, Advisor, Mr. Farhat Saeed and Legal Advisor, Mr. Shahid Mahmood Khan

Group photo of officials of BMP, Regional Office, Rawalpindi
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Group photo of officials of BMP, Regional Office, Lahore

Group photo of officials of BMP, Regional Office, Multan
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Group photo of officials of BMP, Regional Office, Peshawar

Farewell of Mrs. Shahnaz Tariq Sheikh
Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad presenting a souvenir to 

Mrs. Shahnaz Tariq Shaikh (PSO to BMP) at her farewell party

Mrs. Shahnaz Tariq Sheikh, Principal Staff Officer (PSO) to Banking Mohtasib Pakistan on shifting her 
residence to Islamabad has said good bye to the Institution on 30th November, 2021. Mrs. Shahnaz 
Tariq had served the Banking Mohtasib Pakistan for a period of approximately 17 years. She had 

joined the BMP service on 10th March, 2005.



Public Acknowledgement
of Our Services
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PRESS COVERAGE
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1. Who can lodge a complaint with the Banking Mohtasib? 
All or any person, including business organizations having a dispute with a bank. 
Also, a bank can lodge a complaint against another bank.

2.  What type of complaints does the Banking Mohtasib entertain?
The Banking Mohtasib entertains disputes and complaints relating to 
banking malpractices, operational issues, and violation of banking laws and 
regulations. Additionally, in the case of public sector banks, the Banking 
Mohtasib can entertain complaints relating to corruption and nepotism.                                                                                                                                        

3.  What the Banking Mohtasib cannot do? 
The Banking Mohtasib does not have the powers to direct that loans, advances, or 
credit cards be given to a complainant. The Banking Mohtasib has no jurisdiction to 
consider a complaint pertaining to a bank’s markup, waivers or write-off policies, 
risk policies, pricing of products and services (schedule of charges), complaints not 
lodged by the aggrieved parties, service related issues of bank employees/ officers, 
and contractual obligations that are not related to banking products and services. 

4.  Are there any banks or financial institutions against which Banking Mohtasib 
cannot entertain complaints? 
Yes, the Banking Mohtasib cannot entertain complaints against State Bank 
of Pakistan, Micro-finance Banks, Investment Companies, Investment Banks, 
Insurance Companies, Mutual Fund Companies, Venture Capital Companies, Leasing 
Companies, DFIs, NIT and Housing Finance Companies. 

5.  Do I have to lodge the complaint myself or through a friend or a close relative? 
All complaints must be lodged under the signature of the complainant after 
verification on oath unless the complainant has formally authorised another person 
to do so by a duly notarized power of attorney. Third party complaints are not 
entertained by the Banking Mohtasib. 

6.  As a complainant, do I have to pay any fee or any other kind of charges for 
filing the complaint? 
No. Banking Mohtasib’s services are free of cost. 

7.  Can I lodge my complaint at any office of the Banking Mohtasib? 
Yes, you may lodge your complaint on the prescribed complaint form at any of our 
offices after completing the mandatory requirement (please also refer to Q 9), but 
the complaint handling process is centralized at the Head Office in Karachi. 

Frequent Asked Questions
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8.  Will I have to travel to Karachi in connection with my complaint? 
No. If required, we will arrange Hearings/at our office nearest to where you live or work.  

9.  Can I lodge a complaint with the Banking Mohtasib directly? 
Yes, but before lodging a complaint with the Banking Mohtasib, you should write to 
the concerned bank that you intend to file a complaint with the Banking Mohtasib, 
if your grievance is not resolved satisfactorily within a period of 45 days. You can, 
however, immediately file a complaint upon receipt of a written refusal of the bank 
to resolve your grievance to your satisfaction.

10.  Is there any limitation of time for filing complaint with Banking Mohtasib? 
The Banking Mohtasib will entertain all complaints and those grievances declined 
by banks which are not delayed without a good cause. 

11.  Is there a ceiling on the loss or compensation that can be claimed from the 
forum of  Banking Mohtasib Pakistan? 
There is no ceiling or limit on the maximum sum that can be claimed in a complaint. 
However, the Banking Mohtasib can award compensation only for the actual financial loss 
sustained and not in the form of damages such as mental agony, loss of reputation, etc. 

12.  Do I need a lawyer to file and pursue my complaint? 
No. In dealing with us, you do not need to engage a lawyer, but there is nothing to 
prevent you from doing so should you so desire. 

13.  How long will it take to investigate a complaint? 
We generally resolve the complaints within a period of sixty days. However, 
depending on their complexity, some complaints could take longer time to resolve. 

14.  Will you hold formal hearings? 
Primarily, we endeavor to resolve disputes through an amicable process. However, 
some situations may require a tripartite across the table dialogue or a formal Hearing. 

15.  To whom can I appeal against the order of the Banking Mohtasib? 
Any person or party aggrieved by a decision, findings, or recommendation of 
Banking Mohtasib may file a representation to the President of Islamic Republic 
of Pakistan within thirty days of the ruling of the Banking Mohtasib. 

16.  By seeking the assistance of the Banking Mohtasib, do I lose my right to 
seek justice  from a court of law? 
No. You always retain the right to go to a court of law against the decision of Banking 
Mohtasib. However, if you prefer seeking redressal of your grievance from a court 
of law before we have decided your case you can always do so, but when you do 
please inform us, because then we will cease to have jurisdiction in the matter.  
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