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Our Aim

Mission
Statement

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.





CORE VALUES

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

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

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

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.

Trustworthy 
We treat all those we meet with respect, courtesy and compassion 
because only by doing so we gain their confidence and trust.

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.
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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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Complaints carried forward from 2021 4,772

Complaints received during 2022 30,493

Total 35,265

Cases Decided/ Disposed -

Orders issued by Banking Mohtasib 734 -

Resolved amicably with the approval of Banking 
Mohtasib  21,822 -

Incomplete/not related/ seeking further information/ 
documents & services matters complaint  5,102 27,658

Complaints outstanding as on December 31, 2022 7,607

Relief provided to the Complainants  Rs. 974.366(M)

       Receipt & Disposal of Complaints in 2022

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, 30,493 complaints were received while 4,772 
complaints were carried forward. Thus, making total complaints in hand 
were 35,265, out of which 21,822 complaints were resolved amicably through 
reconciliation while after formal hearings, findings/ orders were passed in 734 
cases. 5,102 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/fund managers or  
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, 12,979 complaints 
were received through Prime Minister’s Portal.

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



Banking Mohtasib Pakistan   |   5

Annual Report 2022

Increase of 31% was observed in receipt of public complaints lodged directly with 
BMP, whereas, there was 21% decrease in the complaints received from Prime 
Minister’s Portal. It explains the decrease of 8% in total number of complaints 
received during the year. Efforts were made to dispose of complaints expeditiously.
However, depending on the complexity, some complaints take longer time to 
resolve.

* seeking further information/documents & service matters complaints

Case Resolved
70%

64%

14%

22%

60%

50%

40%

30%

20%

10%

0%
Through reconcilia�on/

se�lement / Orders
Referred Back / not related Carried forward

DISPOSAL OF COMPLAINTS
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      Region-wise breakup of Complaints received during the year 2022

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 2022.  

Region Complaints received 
during the year 

Complaints Carried 
forward from last 

year 
Total

Punjab 19,483 2,744 22,227

Sindh 7,062 1,590 8,652

Khyber Pakhtunkhwa 2,717 347 3,064

Balochistan 535 36 571

Gilgit Baltistan 30 6 36

Azad Kashmir 340 32 372

Overseas 326 17 343

Total 30,493 4,772 35,265

TOTAL COMPLAINTS: REGION WISE 2022
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S. 
No. Bank

Complaints Received
BMP

Secretariat
Via Prime 

Minister’s  Portal Total

1 AlBaraka Bank (Pakistan) Limited 64 112 176

2 Allied Bank Limited 1349 1746 3095

3 Askari Bank Limited 316 478 794

4 Bank AL Habib Limited 477 562 1039

5 Bank Alfalah Limited 1287 1045 2332

6 Deutsche Bank Ag 2 0 2

7 The Bank of Khyber 35 259 294

8 The Bank of Punjab 602 0 602

9 BankIslami Pakistan Limited 235 278 513

10 Citibank  N.A. 7 0 7

11 Dubai Islamic Bank Pakistan Limited 202 199 401

12 Faysal Bank Limited 910 419 1329

13 First Women Bank Limited 12 0 12

14 Habib Bank Limited 2958 1743 4701

15 Habib Metropolitan Bank Limited 199 59 258

16 Industrial & Commercial Bank of China Ltd 1 0 1

17 JS Bank Limited 454 283 737

18 Meezan Bank Limited 1287 465 1752

19 MCB Bank Limited 1392 1047 2439

20 MCB Islamic Bank 25 43 68

21 National Bank of Pakistan 1357 0 1357

22 Punjab Provincial Cooperative Bank Ltd 13 19 32

23 Samba Bank Limited 11 4 15

24 Sindh Bank Limited 44 36 80

25 Silkbank Limited 507 712 1219

26 SME Bank Limited 5 0 5

27 Soneri Bank Limited 139 215 354

28 Standard Chartered Bank (Pakistan) Ltd 679 344 1023

29 Summit Bank Limited 34 73 107

30 United Bank Limited 2597 2049 4646

31 Zarai Taraqiati Bank Ltd. 81 0 81

32 Others 233 789 1021

Total 17514 12979 30493

     Bank-wise breakup of Complaints received during the year 2022

The following table shows number of complaints received against each bank 
during the year under review. 
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      Gender-wise break up of complaints
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"We see a 
	 similar pattern
 	 of complaints
	     about most
	    banking products 	
		        across the country."
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President Dr. Arif Alvi reviews Development of Banking Sector

President of Islamic Republic of Pakistan, Dr. Arif Alvi has emphasized upon the 
banks to ensure foolproof security of account holders’ deposits and their data in 
view of increasing cybercrimes all over the world. 

He was presiding over a meeting of various heads of banks, including the then 
Governor, State Bank of Pakistan, Dr. Reza Baqir and  the Banking Mohtasib 
Pakistan, Mr. Muhammad Kamran Shehzad held at Governor House in Karachi 
on March 29, 2022 to review the innovative and development of the banking 
sector, especially the digitalization, steps taken and systems introduced against 
cybercrimes.

The President said all kinds of complaints by customers be taken seriously 
and resolved at the earliest to their satisfaction to escape litigation leading to 
wastage of time, energy and money. Led by SBP Governor, the bankers’ team 
included Presidents of National Bank of Pakistan, United Bank Limited, MCB 
Bank Limited, Allied Bank Limited, Faysal Bank Limited, Habib Bank Limited, 
Soneri Bank Limited, The Bank of Khyber, Dubai Islamic Bank Limited, Meezan 
Bank Limited and The Bank of Punjab.

He said the customers should be educated about banking procedures so as to 
protect them from electronic frauds. President, Dr. Arif Alvi said that banks should 
strengthen their vigilance and internal control systems to effectively protect the 
interest of the customers.

The bankers updated the President about the policy and structural reforms in 
their banks with focus on transparency, efficiency and fast growth in financial 
inclusion mainly of the population living in remote and under-developed areas 
and women of the country. They informed the President that the banks had 
streamlined their system to quickly respond to the customers’ complaints and 
justice was provided to them.
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Dr. Arif Alvi tells banks to improve their communication 		
with clients

President of Islamic Republic of Pakistan, Dr Arif Alvi has called upon all banks 
of the country to regularly warn their customers and clients about banking 
scams, including banking frauds involving online funds transfers, and improve 
their regular communication with clients.

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

He rejected the Bank’s representation and further directed it to pay Rs 249,525 
to a poor cook from Rahim Yar Khan, who had been defrauded out of his money 
by fraudsters who had obtained his personal banking credentials by posing as 
bank officials on the telephone and got the money transferred out of his account 
through online means. The Complainant was swindled out of his money by 
fraudsters and he approached the Bank for getting a refund of his lost amount. 
After getting no results, he approached the Banking Mohtasib for retrieval of his 
defrauded money. The Mohtasib, after investigating and hearing the case, directed 
the Bank to refund the lost amount, but instead of implementing the decision, 
the Bank preferred a representation with the President, which was rejected. The 
President highlighted that as per the State Bank of Pakistan’s (SBP) directives, 
the Bank was bound to obtain the customer’s consent before activating the 
Electronic Funds Transfer (EFT) facility and the Bank had failed to submit any 
document/evidence to the effect that it had complied with the provisions of law, 
rules and regulations.

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

The President held that gross violations of rules/regulations of SBP had 
rendered the Bank non-compliant, and malpractice and maladministration 
had been established. He concluded that the Bank had failed to discharge the 
burden and statutory liability cast upon it under the law, and no justification 
was presented to interfere with the original order of the Mohtasib, therefore, the 
representation was rejected.
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Ex BMP, Mr. Mansur-ur-Rehman Khan nominated on Steering 
Committee on Elimination of Riba

The former Banking Mohtasib Pakistan, Mr. Mansur-ur-
Rehman Khan, who is currently the President and CEO 
of the Institute of Bankers Pakistan, has been nominated 
on the Steering Committee constituted by the Federal 
Government under the patronage of Minister for 
Finance, Mr. Ishaq Dar to provide a strategic direction 
for elimination of Riba.

The Steering Committee has been given the mandate 
to provide strategic guidance on the legal and regulatory 
reforms and actions required for implementation of 
Federal Shariat Court’s (FST) judgment on Riba. 

The Committee would also suggest capacity building measures of the stakeholders 
for full implementation of the FSC’s decision and monitor the progress of 
implementation of the FSC’s judgment and remove the bottlenecks, if any.

Besides Mr. Mansur ur Rehman, the Steering Committee consists of SBP 
Governor, Secretary Finance Division, Chairman Securities Exchange Commission 
of Pakistan, Chairman Pakistan Banks Association, Deputy Governor FI, DFS&IT, 
State Bank of Pakistan and other prominent religious personalities as well 
as  certain eminent economists while Executive Director, Islamic Banking 
Department, SBP, will act as Secretary of the Steering Committee.

State Bank issues Rs 75 Commemorative Banknote to mark 		
75 years of Pakistan’s Independence

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

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

This is the second commemorative 
banknote issued by SBP after the 
issuance of first commemorative note of 
Rs 50 issued to mark the fifty years of 
independence of the country in 1997.





Activities
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Banking Mohtasib congratulates Mr. Jameel Ahmad on his 
appointment as SBP Governor

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

Both of them extended their heartfelt congratulations to their former SBP 
colleague, Mr. Jameel Ahmad on the occassion. 

Mr. Kamran Shehzad said that it is a matter of great satisfaction and pride that 
a State Bank Officer has attained the highest position of the Governor. 

It may be pointed out that Mr. Jameel Ahmad is the second officer in 74 years 
history of State Bank of Pakistan who rose from the ranks to the position of 
Governor after (late) Mr. I. A. Hanfi.

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad presenting BMP's Annual 
Report-2021 to President, Dr. Arif Alvi on February 23, 2022.
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Mr. Muhammad Ashraf Khan, Managing Director, SBP BSC unveiling the plaque at Faisalabad Office on 
30 th November, 2022

Managing Director, SBP BSC, Mr. Muhammad Ashraf Khan cutting the tape to inaugurate Faisalabad 
Office on 30th November, 2022.

Inauguration of Banking Mohtasib’s Regional Office at Faisalabad

A new Regional Office of Banking Mohtasib Pakistan (BMP) has been inaugurated 
at SBPBSC, Faisalabad premises on 30th November, 2022.

With the opening of new Office, the complainants of Faisalabad and its adjoining 
areas would be faciliated as earlier these customers had to travel to Multan and Lahore 
for rederessal of their grievances. With the establishment of Faisalabad Office, the 
number of Regional Offices of BMP has risen to six, besides the Secretariat in Karachi. 
Another Regional Office of BMP will also be inaugurated shortly at Muzaffarabad, AJK.

It may be added here that the services of Banking Mohtasib are free of cost and the 
complainants do not need to engage an advocate/legal counsel to plead their cases.

On the occasion, Mr. Muhammad Kamran Shehzad, Banking Mohtasib Pakistan 
briefed the participants about the complaints resolution stats and procedure of 
Banking Mohtasib Pakistan. 

Mr. Muhammad Ashraf Khan, Managing Director, State Bank of Pakistan Banking 
Services Corporation graced the inauguration ceremony as Chief Guest. Representatives 
from Business Community, Academia, Banking Industry, District Bar Association and 
other walks of life attended the gracious ceremony.
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Banking Mohtasib meets Provincial Ombudsman Khyber 
Pakhtunkhwa

 The Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad during his visit 
to Peshawar met the Provincial Ombudsman, Khyber Pakhtunkhwa, Syed Jamaluddin 
Shah on 5th July, 2022 and discussed with him the issues of public grievance.

Banking Mohtasib suggests amendments in rules to reduce notice 
period in registration of complaints against banks

 The Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad informed 
the Sarhad Chamber of Commerce & Industry (SCCI) that he has suggested 
to the Government some amendments in rules to reduce the notice period in 
registration of complaints against commercial banks. 

During a meeting which was held in Peshawar on July 5, 2022 and chaired by 
SCCI President, Hasnain khurshed Ahmed, the traders have urged the Banking 
Mohtasib Pakistan to reduce the duration of complaint registration to 10 days, 
which is currently 45 days, in order to ensure swift disposal of cases against 
various commercial banks and to provide them speedy relief. 

Mr. Kamran Shehzad assured the business community that his institution 
would continue to facilitate and provide relief under its domain/ mandate to 
them at every level. He said that 95 percent representations against his decision 
are rejected which is a matter of great satisfaction to complainants and a step 
towards speedy relief to them.
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Chief Manager, SBP BSC (Bank) Muzaffarabad, Mr. Muhammad Aftab Alam welcoming the Banking 
Mohtasib, Mr. Muhammad Kamran Shehzad at Muzaffarabad Office on June 09, 2022.

Secretary to the AJK Ombudsman, Mr. Absar Hussain presenting a Souvenir to Banking Mohtasib 
Pakistan, Mr. Muhammad Kamran Shehzad during his visit to Ombudsman Office, on June 10, 
2022.

Banking Mohtasib Pakistan visits Muzaffarabad

The Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad paid  a two day 
visit to Muzaffarabad on June 9 & 10, 2022.

During his visit, he was accompanied by Senior Advisor, Mr. Farhat Saeed.

Mr. Kamran Shehzad also met the Secretary to the AJK Ombudsman, Mr. Absar 
Hussain on June 10, 2022. He also held hearings at Muzaffarabad Office of SBP BSC.
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Removal of Difficulties in Early Disposal of Cases

Banking Mohtasib Office endeavors to settle the complaints expeditiously 
and within the time frame as per law. However, in certain cases the disposal of 
complaints is delayed due to reasons beyond control i.e. the spread of Pandemic 
(Covid) in 2019 had affected the working of banks as most of the officials had to 
do work from home. Further, at times the delay is caused as the complaints relate 
to cases as old as 20-25 years. For such cases banks have to deploy extra hours as 
well as additional manpower to trace the old record.

While disposing of the cases the delay at Banking Mohtasib Office is also caused 
due to the reasons as under:

1. At times banks nominate junior or such officials to attend the hearings 
who are neither well conversant with the complaints nor bring the original 
record as evidence.

2. Banks do not preserve C.C.TV footage of ATM transactions even when 
complaint is lodged timely and directly with them by the customer or the 
card issuer.

3. Banks should themselves make it mandatory to generate / deliver SMS 
against applying incorrect password and balance inquiry so that their 
customer may get alert immediately on start of any fraudulent activity.

4. Banks should instruct all their branches to entertain complaints from 
their account holders instead of asking the complainants to lodge their 
complaints at the Banks’ Helpline.

5. Banks should standardize Call Back Confirmation (CBC) procedure in 
respect of amount of cheque.

Besides the above, the banks in their own interest may not allow transactions 
with Non 3-D merchants and if they allow, they should immediately compensate 
the complainant on receipt of complaint without waiting for recourse.

Banks should be mandated to revive biometric verification in their own interest 
before registration / activation of internet based e-commerce and IBFT through 
internet and mobile phones.

With these measures, not only there would be a sizeable reduction in number of 
complaints being lodged against the banks but it will also help to create conducive 
and trust worthy environment for banking customers.
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Introduction of “Online Complaint Lodgment Portal (CLP)”

With a view to achieving excellence in extending better and prompt services to the 
aggrieved banking customers, the Banking Mohtasib Office will introduce “Online 
Complaint Lodgment Portal (CLP)” effective from 1st January, 2023. For the purpose, 
the website of BMP has been revamped which contains new “Complaint Management 
System” and the complaint can now be lodged 24/7.

After successful trial run of the new complaint management system for some 
time, subsequently new features would be added and the Complainants would be 
facilitated to also check online the status of their complaints on providing certain 
requisite information on the BMP website.

Banking Mohtasib Office constantly endeavors to keep pace with the present day 
technological developments and makes efforts to utilize latest tools for better service 
delivery. In this spirit, the website of Banking Mohtasib Pakistan has been revamped 
which also provides relevant information about the day to day functioning of the 
BMP Office.

Insurance Ombudsman calls on Banking Mohtasib

The Federal Insurance Ombudsman, Dr. Muhammad Khawar Jameel called on the 
Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad on 28th December, 
2022 and discussed matters of mutual interest, particularly launching of awareness 
programs of Ombudsmen’s services for the welfare of general public and creating an 
environment where their grievances are addressed expeditiously at their door steps.
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Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad presenting souvenir to Mr. Nazimuddin Siddiqui 
at a farewell reception held on 27th December, 2022.

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad presenting souvenir to Mr. Shams Qadri
at a farewell reception held on 27th December, 2022.

BMP holds farewell reception in honour of its officials
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Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad presenting souvenir to Syed Junail 
Ahmed Zaidi at a farewell reception held on 27th December, 2022.

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad presenting souvenir to Syed 
Hasnain Raza Sherazi at a farewell reception held on 27th December, 2022.



Human Resource 
Development Efforts
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Seminar on                                  		      held at Governor House 
Peshawar

A seminar was organized by Federal Insurance Ombudsman (FIO) on 10th 
November, 2022 at Governor House, Peshawar. Hon’ble President of Pakistan, Dr. 
Arif Alvi graced the occasion as Chief Justice.

Acting Governor of Khyber Pakhtunkhwa (KP), Mushtaq Ahmed Ghani, Federal 
Insurance Ombudsman (FIO), Dr. Muhammad Khawar Jameel, Senior Officials of 
FIO, representatives of Insurance Companies and people from different walks of life 
attended the seminar.  

Mr. Rehmatullah, Consultant and Mehboob Azam Khan, Assistant Director from 
BMP Regional Office, Peshawar attended the Seminar.

Digital Transformation Conclave 2022

The 3rd edition of Digital Transformation Conclave 2022 was organized by Scaptox 
in collaboration with the Ministry of IT & Telecom, Pakistan Software Export Board 
and P@ASHA on 18th May, 2022 at a local hotel in Karachi.

The Key topics of the Transformation included Banking Transformation Business 
on Agile Automation, Rising Digital & Hidden Hackers, and Digitized Product & 
Services. The speakers/ panelist included Heads of various banks. 

Mr. Nawroz Mohammad Ali, Advisor and Mr. Muhammed Sohail, Deputy Director 
from BMP Karachi Secretariat attended the said conclave.
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Workshop on “The Role of integrated Computer Technologies 	
in Public Grievance Redressal System”

An online workshop titled “The Role of Integrated Computer Technologies in 
Public Grievance Redressal System” was organized by the Federal Ombudsman’s 
Secretariat of Pakistan on 28th & 29th December, 2022.

Key features of the workshop included online complaint registration using Website, 
Mobile Application, Complaint Management Information System and Digital Record 
Keeping of the Complaint etc. 

The workshop was attended by Advisors, Mr. Nawroz Mohammad Ali and Ali Hussain 
Brohi, Consultants, Mr. Muhammad Junaid & Ms. Fouzia Salman, Assistant Directors 
(Investigation), Mr. Abdul Qadeer Shaikh, Mr. Aun Abbas and Mr. Kazi Raheel Javed and 
Office Assistants, Ms. Khushbakht Mohsin and Mr. Yaseen Noor Khan. 

Five officials leave Banking Mohtasib Pakistan Office to explore 
new ventures

Following officials left our organization and resigned with their free will to explore 
new ventures. We wish them success in their future endeavors and appreciate their 
contribution to our institution:

Mr. Aziz Reimooh, Consultant.

Mr. Muneeb-ur-Rehman Siddiqui, Assistant Director

Mr. Sohail Ahmed Babur, Assistant Director.

Syed Junail Ahmed zaidi, Assistant Director.

Syed Hasnain Raza Shirazi, Deputy Assistant Director.



President upholds Banking
Mohtasib’s Orders
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President rejects six representations against the orders of 
Banking Mohtasib

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

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

In all six cases, the President found the Bank negligent of its duty to inform 
the account holders about the pros and cons of activating the electronic funds 
transfer (EFT) facility as required by the mandatory guidelines of the State 
Bank of Pakistan. Had the Bank not opened EFT facility without customers’ 
consent, the account holders could have avoided the financial loss, he added. The 
President rejected the Bank's claim that all transactions were 3D secured, being 
a secondary step, by observing that the State Bank of Pakistan required all banks 
to register their customers for internet banking prior to offering them internet-
based products and services and putting in place all necessary safety measures to 
safeguard their clients from fraudsters. In his decisions, the President concluded 
that since the Bank could not produce any evidence to the effect that it had 
complied with the provisions of relevant laws, rules and regulations, therefore, its 
representations were devoid of any merit and deserved to be rejected. According 
to details, the account holders were called by fraudsters who lured them in their 
trap by providing them information regarding their names, CNIC, dates of birth, 
ATM Card numbers and obtained from them the names of their mothers and 
used this information to deprive the account holders of their deposits by making 
multiple e-commerce transactions, even though the Bank customers were not 
using any mobile app and they were also in possession of their ATM Cards. The 
victims approached their respective Bank branches to freeze their accounts 
and seek refund, however, they were not provided any relief by the Bank on the 
grounds that they themselves had shared their personal banking credentials  
with unknown callers. Feeling aggrieved, the account holders approached the 
Banking Mohtasib Pakistan (BMP). The BMP decided the cases in favour of the 
applicants. The Bank, however, chose to further escalate the matter and filed 
separate representations with the President which were rejected and the Bank 
was directed to comply with the directions of the Banking Ombudsman.
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President rejects representations of Bank against the decisions 
of Banking Mohtasib 

President, Dr. Arif Alvi has provided relief to two victims of bank fraud by ordering 
a leading commercial bank to refund the defrauded amount of Rs 1.9 million to the 
respective account holders by upholding the orders of the Banking Mohtasib.

The President also ordered the Bank to educate its customers about internet banking, 
digital financial services, and other safety measures to safeguard account holders from 
banking frauds.

An account holder of the Bank’s Branch in Lahore had tried to withdraw funds using 
an ATM, but the cash was not dispensed even though he had a sufficient balance in 
his account. On further inquiry, it was revealed that an amount of Rs 1.479 million 
had been withdrawn without authorization from his account.

It was found that a few days ago, the Bank had activated the Electronic Funds 
Transfer (EFT) facility after receiving a phone call from the customer’s registered 
phone number. Subsequently, the funds had been transferred from his account to 
other beneficiary accounts. The customer lodged a complaint with the Bank, but his 
grievance remained unresolved. 

Similarly, another account holder of the same Bank in Gujranwala, was also defrauded 
out of her money when she received a call from the Bank’s Helpline. She shared her 
personal data with the caller after which an amount of Rs 499,400 was withdrawn 
from her account without authorization. 

She also approached the Bank for a refund, but the Bank did not return her money. 
Both the complainants separately approached the Banking Mohtasib Pakistan (BMP) 
to seek redressal of their complaints, who ordered the Bank to refund their lost money. 
The Bank, in both cases, chose to contest the decisions of BMP by filing separate 
representations with the President. 

The hearings of both cases were held, and the Bank took the plea that both customers 
had shared their personal banking details with unknown persons. Therefore, it was 
not responsible for the loss of money. 

The President rejected this plea on the ground that the Bank had made the Electronic 
Funds Transfer (EFT) facility operational without the consent/request of the account 
holders. He underscored that it was the prime responsibility of banks to protect the 
interest of their customers and the systems installed by the Bank to protect their 
interests were not robust enough and needed to be revised and strengthened. 

The President further observed that the Bank was found negligent and non-compliant 
with the State Bank of Pakistan (SBP)’s rules and regulations by not educating the 
customers about the pros and cons of the EFT facility before activating the channel. 

He observed that the Bank could not produce any document/evidence to the effect 
that it had complied with the provisions of relevant laws, rules, and regulations of SBP. 
The violation of rules and regulations on part of the Bank established malpractice, 
the President noted, and the loss of money could have been avoided if the Bank had 
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not made the EFT facility operational without their consent. 

"The Bank was given ample opportunity to controvert the claims of the complainants 
and findings of BMP, but no justification was provided to change the original decisions 
of the Mohtasib" the President held. 

He further stated that since no fault could be found with the original decisions of 
the Banking Mohtasib, therefore, the representations of the Bank were rejected.

Decision of Banking Mohtasib upheld

President, Dr. Arif Alvi has upheld a decision of the Banking Mohtasib Pakistan di-
recting a leading commercial bank to refund Rs 423,556 to the family of a deceased 
borrower which the Bank had “unilaterally and unfairly” recovered from his family. 
The President observed that the Bank had unnecessarily complicated a routine matter 
as its own standard operating procedures empowered it to give relief in such cases.

The Complainant had availed a loan of Rs 3 million in 2015 from the Bank and 
deposited Regular Income Certificates (RICs) issued by the Central Directorate of 
National Savings, valuing Rs 3.5m, as liquid security with the Bank.

On January 27, 2017, the Complainant passed away, and the Bank on its own en-
cashed the RICs then worth Rs 4.155m and charged a mark-up of Rs 480,489 till Oc-
tober 22, 2018, while the accumulated mark-up at the time of his death was only Rs 
57,294. The widow of the Complainant requested the Bank to charge mark-up till the 
period her husband was alive and waive the mark-up thereafter. The Bank, however, 
did not accede to her request after which she approached the Banking Ombudsman.

After hearing the case and perusing the available record, the Banking Ombuds-
man noted that at the time of Complainant’s death, the principal outstanding 
amount was Rs 2.889 million and the accumulated mark-up was Rs57,294 only. 
In the given circumstances, it was the fiduciary responsibility of the Bank to guide 
the legal heirs for adjustment of outstanding liability at this level against encash-
ment of RICs, the Ombudsman observed.

The Ombudsman noted that instead of exercising its statutory obligation to set 
off the loan against liquid security, the Bank continued to linger on recovery and 
unnecessarily piled up mark-up on the principal outstanding amount which was 
unfair as per the State Bank of Pakistan’s guidelines. The Ombudsman said the 
Bank’s claim that the matter pertained to the year 2018 and its books had been 
closed and, therefore, it was not in a position to provide financial relief was ‘ab-
surd’ and ‘unprofessional’. The Ombudsman added that no rule, regulation, law or 
accounting standard had been referred which barred the Bank from revisiting the 
old/closed cases and as such types of transactions were a routine matter.

The Banking Ombudsman held that unilaterally charging and recovering mark-up 
without justification beyond Rs57,294 was an injustice to the deceased borrower’s 
family. The Ombudsman observed that the Bank had committed maladministration 
and malpractice by not exercising its rights without any valid reason, even though 
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President agrees with Banking Mohtasib for providing relief to  
Complainant  

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

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

He highlighted that SOPs were framed for application across the board without 
giving any discretion or choice to anyone with the underlying objective to avoid 
possibility of fraud and fraudulent practices.

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

He wrote that there was negligence on part of the Bank in matching the signatures 
on stolen cheques against the admitted signatures of the Complainant as per Bank’s 
record, adding this fact was very tangible, obvious and sufficient for the Bank to settle 
the claim in favour of the Complainant. He said that the forged cheques were a nullity 
and customer’s account could not be debited on the basis of such cheques. As per details, 
the Complainant was swindled out of his money when cheques were stolen from his 
office and Rs 5.49 million were debited from his account by the Bank without any Call 
Back Confirmation from the Bank, as mandated by law and its own SOPs regarding 
the clearance of cheques for amounts of Rs 500,000 and above. The Complainant had 
filed a complaint with the Bank for seeking a refund of his lost money, but without any 
result. Subsequently, he approached the Banking Mohtasib for retrieval of his swindled 
money, who passed the orders in his favour. The Bank, however, did not comply with 
BMP’s decision and filed a representation with the President, which was also rejected. 

it held fully cashable liquid security under the loan agreement documents and 
piled up mark-up liability unnecessarily.

The Bank, subsequently, filed a representation against the Ombudsman’s decision 
with the President. President, Dr. Alvi upheld the Ombudsman’s decision and held 
that the Bank had not provided any justification to upset the original order of the 
Ombudsman. “The representation is rejected as it is devoid of any merit and the 
Bank had failed to discharge the burden and statutory liability cast upon it under 
the law,” the President noted in his decision.



Case Studies
Some Cases
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Case 1:     Bank Charged Annual Renewal Fee on Blocked 
Credit Card

The Complainant has informed that on his retirement in the year 2020, the Bank 
blocked his Credit Card facility. However, despite the blockage of the Card, the 
Bank charged him annual renewal fee.  He approached the Bank and asked it to 
either un-block his Credit Card facility or refund the annual renewal fee charged 
to him, but the complaint was declined by the Bank on the plea that the Credit 
Card facility cannot be renewed, being a pensioner account and renewal charges 
were recovered as per procedure. He thus escalated the matter with the Banking 
Mohtasib Office for redressal of his grievance.

On taking up the matter with the Bank, It (the Bank) could not justify the blocking 
of Credit Card facility and recovery of renewal fee. The Bank was advised to 
review the Complaint. After reviewing the Complaint, the Bank informed the BMP 
that blockage has been removed on Credit Card facility and necessary approval 
has been arranged for reversal of renewal fee of Rs4,640/- and the same will be 
reflected in next Credit Card statement. 

On contacting the Complainant over phone, he confirmed the resolution of his 
complaint and appreciated the support of BMP Office in resolving the issue to his 
entire satisfaction.

Case 2:     Fraudulent and illegal transactions through 
Debit card

The Complainant in her complaint stated that numerous transactions took place 
from her debit card on 10th May, 2021 despite the fact that the card was in her 
possession. She further stated that all transactions were carried out in Riyal in 
spite of the fact that she had never travelled to Saudi Arabia.     

After waiting for almost 7 months, the Complainant received a message from 
the Bank that out of 11 transactions, only the amount of three transactions 
will be refunded to her, while the amount of the remaining eight transactions 
is Complainant’s liability.  Upon raising the matter from BMP Office, the Bank 
declined to refund the amount of remaining eight transactions, whereas as per 
Visa Card Rule chargeback is allowed upto 35 transactions.

After a lengthy deliberation, the Bank was made to realize that as per Master 
and Visa Card Schemes, charge backs are allowed without any arguments if the 
Merchant is non 3D.

The Bank agreed to allow the amount of remaining 8 transactions. The 
Complainant confirmed to BMP Office that the Bank has credited the amount of 8 
disputed transactions to her account.
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Case 3:    Reversal of Amount of Rs 173,446/- mistakenly 
Credited to Wrong Account

The Complainant, an electric supply company, has reported that an amount 
of Rs173,446 /- has not been remitted to it by the Bank in its main collection 
account and it is a violation of a clause of service level agreement. The company 
took up the matter with the Bank, but the issue remained unresolved despite 
repeated requests to the Bank. As such the company escalated the matter with 
the Banking Mohtasib Office for rederessal of its grievance. 

The matter was accordingly taken up with the Bank which after thorough 
investigation informed that the amount was transferred / credited mistakenly 
to the account of a telecom service provider company instead of Complainant’s 
account. Due to continuous follow up with the Bank by BMP Office, the disputed 
amount of Rs 173,446 /- has been reversed and credited to the Complainant’s 
account.

Case 4:    Fraudulent Transactions through ATM Card

The Complainant reported that on 5th July, 2021, he received a call at 10:43 
a.m. from an unknown person posing himself as a Bank’s representative. He 
informed the Complainant that he was pursuing his request which he had given 
to the Bank for change of his nature of account from one category to another. 
The caller inquired details of Complainant’s account and card number, which 
he provided. Soon after the call, two transactions aggregating Rs 277,684.95/- 
were conducted through ATM card from his account. He lodged a complaint with 
the Bank’s Helpline, but to no avail. He approached BMP Office for assistance. 
When the matter was taken up with the Bank, it (the Bank) took the plea that 
the Complainant’s shared his credentials with the fraudster. Further, on query 
regarding usage history of the Complainant it has been noticed that he is neither 
an e-commerce nor an internet user. 

As per documents submitted by the Bank and the Complainant, the Complainant 
has neither requested/solicited any facilities under the Bank’s technology based 
products – ADCs nor had ever conducted any ADCs transaction (IB/EFT etc.) in 
the past.

Further, when his ATM card and cheque book are in his custody how his account 
has been operated. The Bank has failed to establish the legitimacy of disputed 
transactions in terms of Section 41 of the Payment System and Electronic Fund 
Transfer Act, 2007. Therefore, based on the information & documents submitted, 
arguments put forth by both the parties and keeping in view the provisions 
of regulatory authority Circulars and the Payment System and Electronic 
Fund Transfer Act, 2007, it has been established that fund transfer channel of 
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Complainant was opened by the Bank by default (with the activation of payment 
card (ATM Card) and that too without the consent and knowledge of the customer. 

By taking into account the above facts and figures provided by the Complainant 
and the Bank, the Banking Mohtasib passed the Order whereby the Bank was 
directed to pay / credit the Complainant’s account with Rs 195,412.80.

Case 5:    Activation of  IB/EFT Channels Without 
Customer's Consent

The Complainant has stated that on 17th February, 2021 he received a call from 
an unknown person portraying himself a Bank’s representative. He informed that 
he was processing his application which he had given to the Bank for non-receipt 
of SMS messages. Caller knew his CNIC No., name, father’s name, mother’s name 
and date of birth and inquired account number which he provided to him. Soon 
after he received a call from the Bank’s Helpline informing him that Rs 299,500/- 
have been withdrawn from his account. He lodged his complaint with the Bank, 
which was declined. He, therefore, sought assistance from BMP Secretariat for 
rederessal of his grievance.

On investigation it was observed that although the Complainant shared his 
credentials by deception, but the basic irregularity and non-compliance which 
the Bank had committed led to financial loss to the customer by opening of his 
IB/EFT channels. Had Alternative Delivery Channels not opened by the Bank 
without the Complainant’s consent or request and without clear disclosure of 
complete facts of this alternate delivery channel to him, the customer would have 
been saved from the financial loss caused to him with no fault on his part. Further, 
the Bank has failed to establish the legitimacy of disputed transactions in terms 
of Section 41 of Payment System and Electronic Funds Transfer Act, 2007.

Therefore, based on the information & documents submitted, arguments put 
forwarded by all the parties and keeping in view the provisions of regulatory 
authority Circulars & Payment System and Electronic Funds Transfer Act, 2007, 
it has been established that fund transfer channel of Complainant was opened by 
the Bank by default with the activation of payment card (ATM Card) and that too 
without the consent and knowledge of the customer.

By taking into account the above facts and figures provided by the Complainant 
and the Bank, an Order was passed by the Banking Mohtasib of Pakistan whereby 
the Bank has been directed to pay / credit the Complainant’s account with Rs 
299,500/-
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Case 6:    Fraudulent Encashment of TDR

The Complainant stated that on 21st January, 2005 her grandfather had placed a 
sum of PKR 7,500,000/- in Term Deposit in her favour. She was residing in England 
and on her visit to Pakistan in May, 2010, it came to her knowledge that the TDR 
has been encashed. On further investigation she learnt that the TDR amount was 
credited in a fake account on 17th May, 2006. The Complainant apprehended 
that fraud was committed against her with the connivance of Bank staff as the 
opening of fictitious account cannot be done without the involvement of the Bank 
staff. She raised her complaint with the Bank and also registered an FIR with the 
FIA. However, her grievances were not addressed and being feeling aggrieved she 
approached the Banking Mohtasib Office for the redressal of her grievance.

The matter was taken up with the Bank and on query the Bank failed to justify 
any cogent reason for opening the fake account or replacement of AOF which was 
a foundation pillar of the fraud. The Bank’s representatives also failed to justify 
how the original TDRs were presented to the Bank and also could not justify 
the non-availability of Complainant’s request for premature encashment of TDR. 
The Bank has admitted that a fraud was committed by the then Branch Manager 
taking advantage of TDR holder, being an overseas Pakistani and out of country, 
thus deceived her by opening a fake account in her name and encashed the TDR 
and facilitated the Complainant’s grandmother to embezzle the amount of PKR 7 
million by transferring the funds in her account.

It was observed that once the Complainant has reported the matter to the Bank, 
it was not investigated diligently. On review of the investigation report it was 
noted that the Bank has put all blame on the shoulder of the Ex- Branch Manager.

The act of opening of fake account, fraudulent encashment of TDR, Transfer 
of Funds, and payment of Cheque in cash at counter interalia involve multiple 
human resource and all these acts cannot be performed by a single person. The 
Bank has not reported having investigated the concerned officials and action 
taken against the person involved in the entire scenario.

The Bank was also given ample opportunities to rebut the Complainant’s claim 
and produce any legitimate and conclusive evidence, but the Bank failed to 
produce any cogent material evidence in its defence, rather the Bank intentionally 
held production of certain documents related to the dispute especially statement 
of Account of Complainant’s (Late) grandfather to establish actual date and exact 
amount of placement in Term Deposit in the name of the Complainant.

By taking into account the above facts and figures, the Banking Mohtasib 
Pakistan directed the Bank to make good the loss forthwith by crediting a sum 
of PKR 7,500,000/- along with profit at prevailing rate (announced by the Bank) 
from the date of TDR till the date in Complainant’s account.
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Case 7:    Bank reverses charges on BMP intervention

The Complainant had submitted that she was maintaining an account with the 
Bank and through the Mobile App, the Bank approved a loan of Rs 586,080/- on 
11th March, 2022 in her name. She was of the view that after approval and before 
disbursement of loan a call back confirmation (CBC) shall be made with her, but the 
Bank without any CBC or confirmation through OTP, credited the loan amount in 
her account within few seconds. She immediately contacted the Bank’s Helpline for 
termination of loan where Complaint number was assigned to her. On her repeated 
requests, the Bank provided her payoff sheet dated 29-03-2022 advising her to 
pay Rs 693,391/- which was on a very high side as she had asked the Bank for 
termination of the facility on the same day. She therefore, returned the principal 
amount of Rs. 586,080/- vide cheque No.29422016 dated 05-04-2022 and requested 
the Bank to reconsider the charges. The Bank then sent her revised payoff sheet 
advising her to pay Rs 670,377/- giving relief of Rs.23,014/- only. Displeased with 
the Bank’s response, she approached the Banking Mohtasib for resolution of her 
grievance. On the intervention of Banking Mohtasib Office, the Bank has reversed 
the loan amount and all other charges to the satisfaction of the Complainant.

Case 8:    Lost Property Documents – Compensation as 
determined by Surveyors

The Complainant stated that her father had availed a house loan from the Bank in 
the year 1988 against his house measuring 327 sq. yards. Her father expired in 1991 
and the loan was fully repaid in 2000 by his heirs. On her request for redemption of 
property and return of original documents i.e. Lease deed etc., the Branch Manager 
asked her to produce Letter of Administration from the Court of Law. She accordingly 
obtained Succession Certificate from the Senior Civil Judge, Peshawar which was 
submitted to the Bank in 2004 but the Bank did not resolve her issue, so she escalated 
the matter before the Banking Mohtasib.

Bank upon query responded that the case pertained to the year 1988 and despite 
concerted efforts, it could not trace original property documents. However, the Bank 
was willing to facilitate the Complainant by arranging Certified True copies of the 
documents from the concerned Registrar’s office. The Complainant rightly did not 
agree to the arrangements and demanded that either the Bank should pay 30% of 
the current market value of the house to compensate the loss or buy the house at 
the current market price.

The Bank and the Complainant were advised to look into an alternate way out for an 
amicable resolution of the issue and get the “property evaluation” done through three 
agreed evaluators out of the list of Pakistan Bank’s Association’s (PBA)’s approved 
evaluators panel. The evaluation so done by three evaluators be averaged out to 
arrive at proposed fair value of property “with” and “without original documents”.
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Out of three valuators, agreed by both the parties, one did not offer any comments 
about valuation of property in case of duplicate documents while the other one 
opined that there would be no change in the Market Value, even if the property 
carries duplicate documents of lease. However, according to the third evaluator, 
there would be difference of around 25% to 30% or approx. Rs. 5 M depending upon 
market/ economic condition of country.

The Bank, however, held the view that majority of valuators agree with their 
perception that Complainant is not entitled to any compensation whatsoever in 
this regard as the Property with duplicate papers is as good as with Original papers 
for sale in the market. Contrary to the Bank’s above contention, the BMP held strong 
view that no property with “duplicate papers” can be sold at the rate at which, 
the property with original papers is likely to get. The sale value of any property 
is obviously affected with duplicate papers/ documents and Bank is required to 
compensate Complainant accordingly.

The Bank was, therefore, directed to arrange duplicate property documents to the 
Complainant (which were misplaced/ lost by the Bank) and also make the payment 
of Property as determined by the valuators. The Bank, however, filed representation 
under the law before the Hon’ble President of Pakistan against the Order of Banking 
Mohtasib which was rejected and the BMP’s order was upheld.

Bank after series of meeting with the Complainant agreed to pay Rs. 4,000,000/- to 
the Complainant as compensation of devaluation of property due to loss of original 
property documents. Complainant expressed the satisfaction over the settlement 
offered by the Bank.



Banking Mohtasib Pakistan   |   41

Annual Report 2022

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad hearing 
complaints at our Regional Offices

Lahore Regional Office

Peshawar Regional Office
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Rawalpindi Regional Office

Multan Regional Office
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Peshawar Regional Office

Muzaffarabad
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Faisalabad Regional Office



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

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

Year Number of Hearings Orders Passed

2018 240 126

2019 451 262

2020 295 166

2021 483 437

2022 782 734

Total 2,251 1,725

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

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

Never respond to calls claiming you have won a 
prize and you share your financial and personal 
information to get the prize.

BEWARE
Banking Customers
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Category-wise Complaints (2018-2022)

S. 
No. Categories 

2018 2019 2020 2021 2022
No. of 

Complaints
No. of 

Complaints
No. of 

Complaints
No. of 

Complaints
No. of 

Complaints

1 Services inefficiency/ 
Delays/ Others 2457 3443 3869 3645 4970

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

1833 1985 2323 2104 3365

3 ATMs 1855 1891 1546 1905 2314

4 Internet Banking/ IBFT/E-
commerce 579 1065 1345 1543 2574

5 Frauds/ Parallel Banking 1270 701 387 467 1392

6 Advances Loan and 
Deposits 1391 634 168 709 510

7 Insurance 429 516 741 883 1038

8 Gross Dereliction of Duty 214 222 11 305 321

9 Lockers 27 35 34 31 55

10 Zakat Deduction 39 32 27 21 41

11 Foreign Currency Account 0 25 91 28 47

12 Corrupt or Malafide 
Practice 19 21 0 25 52

13 Exports/Imports 0 2 3 32 30

14 Loss of Cheques 0 2 9 29 11

15 Service Rules 108 2 55 34 168

16 Utility Bills 37 9 17 15 114

17 Breach of Confidentiality 1 0 20 7 13

18 Miscellaneous 60 72 58 2651 499

19
Complaints received 
through Prime Minister’s 
Portal 

- 3930 12046 18762 12979

Total 10,319 14,587 22,750 33,196 30,493

* 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 & 
Legal Advisor

Group photo of Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad with Advisors
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Group photo of Banking Mohtasib with Female Staff of Karachi Secretariat of BMP

Group Photo of Banking Mohtasib with Legal Team of BMP, Karachi Secretariat
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Group Photo of Banking Mohtasib with Investigation Officers

Group Photo of Banking Mohtasib with Investigation Officers
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Banking Mohtasib with team of Prime Minister's Portal

Personal Staff with Banking Mohtasib 



56   |   Banking Mohtasib Pakistan

Annual Report 2022

Group photo of Banking Mohtasib with officials of Finance Department

Group photo of Banking Mohtasib with the team of Administration Department
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Data Entry Operators and Office Assistants with Banking Mohtasib

Group photo of Banking Mohtasib with I.T officials
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Group photo of Banking Mohtasib with support staff of BMP, Karachi Secretariat
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Regional Offices

Group photo of officials of BMP, Regional Office Faisalabad with Banking Mohtasib Pakistan,
Mr. Muhammad Kamran Shehzad, Senior Advisor, Syed Faheemuddin Ahmed, Legal Advisor, Mr. Shahid 
Mahmood Khan and Consultant Regional Office Lahore, Mr. Muhammad Mushtaq are also in the picture.

Group Photo of Officials of Regional Office, Quetta
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Group Photo of Officials of Regional Office, Lahore

Officials of  Regional Office, Peshawar
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Staff of  Regional Office, Multan

Officials of  Regional Office, Rawalpindi
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Muzaffarabad



Public Acknowledgement
of Our Services





Banking Mohtasib Pakistan   |   65

Annual Report 2022



66   |   Banking Mohtasib Pakistan

Annual Report 2022



Banking Mohtasib Pakistan   |   67

Annual Report 2022



68   |   Banking Mohtasib Pakistan

Annual Report 2022



Banking Mohtasib Pakistan   |   69

Annual Report 2022

PRESS COVERAGE



70   |   

2022

13   |   

ار کیا  کہ  بینک نے یہتاہم،    
 
کثریت  کے اس خیال سے متفق ہے کہ شکایت کنندہ اس سلسلے میں کسی تشخیص کاروں کی ا    موقف اخ

بھی قسم کے معاوضے کا حقدار نہیں ہے کیونکہ ڈپلیکیٹ کاغذات والی جائیداد اتنی ہی اچھی ہے جتنی کہ اصل کاغذات مارکیٹ 

کا مضبوط نظریہ تھا کہ "ڈپلیکیٹ کاغذات"  بینکنگ  محتسبرہ بالا دعوے کے راکس،، ۔ بینک کے مذکومیں فروخت کے لیے ہے

۔ ڈپلیکیٹ   ہوتی ہےفروخت  والی کوئی جائیداد اس شرح پر فروخت نہیں کی جا سکتی جس پر اصل کاغذات والی جائیداد

 ہے اور بینک کو اس کے مطابق شکایت کاغذات/دستاویزات سے کسی بھی جائیداد کی فروخت کی قیمت واضح طور پر اثر ک ہوتی

 کنندہ کو معاوضہ دینے کی ضرورت ہے۔

گم کر دیے  نےدستاویزات کا بندوبست کرے )جو بینک ڈی لپ کن ٹ   لہذا، بینک کو ہدایت کی گئی کہ وہ شکایت کنندہ کے لیے جائیداد کی

۔ تاہم، بینک نے قانون کے تحت معزز صدر کرے تحت ادا کے کی طے کردہ  رقم   رقم  سروئیز  ادائیگی  تھے( اور جائیداد کی

ا ا دائر کی جسے  اپیل  کستان کے سامنے بینکنگ محتسب کے آرڈر کے خلاف پ ِ بینکنگ محتسب  مسترد کر دیا  اور ن نے  کستاصدر پ ِ

 ۔کے حکم کو راقرار رکھا پاکستان 

شکایت کنندہ کو اصل جو کہ  روپے ادا کرنے پر اتفاق کیا    4,000,000-/کے بعد بینک نےکئی ملاقاتوں  شکایت کنندہ کے ساتھ 

۔ شکایت کنندہ نے بینک کی ہو ا تھا  کی وجہ سےنقصان جائیداد کے دستاویزات کے ضائع ہونے کی وجہ سے جائیداد کی قدر میں کمی 

 طرف سے پیش کردہ تصفیہ پر اطمینان کا اظہار کیا۔
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روپے ادا کرنے کا  670,377/-روپے کا ریلیف دیتے ہوئے  23,014/ -کی نظرثانی شدہ پے آف شیٹ بھیجی جس میں اسے

معٗن   مشورہ دیا گیا۔ بینک کے جواب سے 
مط
درج  محتسب سے اپنی شکایت حل کے لیے بینکنگاس مسٔلہ  کے ہو کراس نے  غیر 

ٔ واپس کر دمطابق  چارجز  شکایت کنندہ کے اطمینان کے  ۔ بینکنگ محتسب آ ک کی مداخلت پر، بینک نےکی  ۔ی 

 

 سرویئرز کے ذریعہ طے شدہ معاوضے کی ادائیگی –گمشدہ پراپرٹی دستاویزات                     

مربع گز کے مکان کے عوض ائؤ نس لون لیا تھا۔ اس کے  327میں بینک سے  1988اس کے والد نے  کے مطابق شکایت کنندہ 

میں قرض کی مکمل ادائیگی کر دی تھی۔ جائیداد کو چھڑانے اور   2000 سن کے ورثاء نےن اور اوفات پا گئے میں  1991والد 

جس  پیش کرنے کو کہا سرٹیفکیٹ مینیجر نے اسے عدالت کا  پر، راانچ درخواستاصل دستاویزات یعنی لیز ڈیڈ وغیرہ کی واپسی کی 

 مگر اس کے باوجود بھی  میں بینک میں جمع کرایا  2004حاصل کیا جو  اس نے سینئر سول جج، پشاور سے جانشینی کا سرٹیفکیٹ کے بعد

 ۔سے رابطہ کیا لیے اس نے بینکنگ محتسب  کے ۔معاملے کے حلبینک نے اس کا مسئلہ حل نہیں کیا

جائیداد کے اصل  وہ کوششوں کے باوجودمتعدد  ہے اور  سے  1988سال اس کیس کا تعلق  بینک نے استفسار پر جواب دیا کہ 

 حاصل کر کےدستاویزات کا سراغ نہیں لگا سکا۔ تاہم، بینک متعلقہ رجسٹرار کے دفتر سے دستاویزات کی تصدیق شدہ حقیقی کاپیاں 

انتظامات سے اتفاق نہیں کیا اور مطالبہ کیا کہ یا تو انِ  لیے تیار تھا۔ شکایت کنندہ نے بجا طور پر  شکایت کنندہ کو  فراہم کرنے کے

 ادا کرے یا موجودہ مارکیٹ قیمت پر مکان خریدے۔ فی صد 30بینک نقصان کی تلافی کے لیے مکان کی موجودہ مارکیٹ ویلیو کا 

ک بینک اور شکایت کنندہ کو مشورہ دیا گیا کہ وہ مسئلے
 س کے خوا اوبیبی سے حل کے لیے متبادل راہ ت تلاا کریں اور پاکستان ی ی پ 

( کے منظور شدہ تشخیص کاروں کے پینل کی فہرست میں سے تین متفقہ جائزہ کاروں کے ذریعے جائیداد کی PBAاسوسی  ایشن )

   گا تاکہ جائیداد کی جوززہ مناب  قیمتکروائیں۔ تین تشخیص کاروں کے ذریعہ کی جانے والی تشخیص کا اوسط نکالا جائے تشخیص

 پہنچ سکے۔ کے اصل دستاویزات کے ساتھ اور بغیر اصل دستاویزات 

عص کاروں دونوں فریقوں کے ذریعہ متفقہ تین 
 
خ
ش 
 
ن

سے ایک نے ڈپلیکیٹ دستاویزات کی صورت میں جائیداد کی قیمت کے  میں 

جبکہ دوسرے نے رائے دی کہ مارکیٹ ویلیو میں کوئی تبدیلی نہیں ہوگی، چاہے جائیداد کے پاس  رائے نہیں دی بارے میں کوئی 

مارکیٹ/  جو کہکا فرق ہوگا۔  فی صد30سے  فی صد25ڈپلیکیٹ دستاویزات ہوں۔ تاہم، تیسرے جائزہ کار کے مطابق، تقریباً 

 ۔ملین روپے کا فرق ہو سکتا ہے ۵ اقتصادی حالت کے لحاظ سے
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اس کی پوری تندہی سے چھان بین نہیں کی گئی۔  ینے پر بھیبینک کو اس �� کی ا�ع د کے یہ دیکھا گیا کہ شکایت کنندہ 

جعلی اکاؤ ننٹ کھولنے، جبکہ  سابق راانچ منیجر پر ڈال دیا ام فراڈ کا الز تحقیقاتی رپورٹ کا جائزہ لینے پر یہ نوٹ کیا گیا کہ بینک نے 

TDR فنڈز کی �، اور کاؤ ننٹر انِ   سے کی دھوکہ دہی ، ٹ 
من 
ہیں اور  ہوتے کیش کی ادائیگی میں متعدد انسانی وسائل شامل پر  کی ش 

۔ بینک نے متعلقہ حکام سے تفتیش کرنے اور اس پورے منظر نامے میں جا سکتےئیےیہ تمام عمل ایک فرد کے ذریعے انجام نہیں د

 ۔ گئی  دی�ث � کے �ف کارروائی کی ا�ع نہیں

بینک کو شکایت کنندہ کے دعوے کی تردید کرنے اور کوئی بھی جائز اور حتمی ثبوت پیش کرنے کے بھی کافی مواقع فراہم کیے گئے  

تھے، لیکن بینک تحریری طور پر یا سماعت کی کارروائی کے دوران کوئی ایسا ٹھوس مواد پیش کرنے میں  ناکام رائ ہے جو ان کے اس 

 شکایت کنندہ کا دعوی  غلط ہے۔ بینک نے جان بوھ  کر ناززعہ سے � کچھ دستاویزات خا  طور موقف کی تصدیق کرتا ہے کہ

پیش کیا  تاکہ شکایت کنندہ کے نام پر یٹم ڈپازٹ میں رکھی گئی  نہیں اکاؤ ننٹ  اسٹیٹمنٹ آف  پر شکایت کنندہ )مرحوم( کے دادا 

 کیا جا سکے۔نہ  اصل تاریخ اور صحیح رقم کا تعین 

یت کنندہ اور بینک کی طرف سے فراہم کردہ مندرجہ بالا حقائق اور اعداد و شمار کو مدنظر رکھتے ہوئے، بینکنگ محتسب آف شکا

کی تاریخ سے شکایت کنندہ  TDRکہ  کیا گیا جس کے تحت بینک کو ہدایت کی گئی تھی  جاری پاکستان کی طرف سے ایک حکم نامہ 

کی رقم جمع کر =/7,500,000 فع  کے ساتھمنا)بینک کی طرف سے اعلان کردہ(۔ کے اکاؤ ننٹ میں تاریخ تک مروجہ شرح

 ۔  جائےازالہ کیافوری  نقصان کا  شکایت کنندہ کے کے

 

 گیا واپس کر دیامداخلت پر چارجز کو  محتسب کی بینکنگ

  کو اس کے نام پر 2022مارچ  11ہے اور موبائل ایپ کے ذریعے، بینک نے بینک میں  اکاؤ ننٹ ان کا   کے مطابق شکایت کنندہ 

روپے کا قرض منظور کیا۔ ان کا خیال تھا کہ منظوری کے بعد اور قرض کی تقسیم سے پہلے اس کے ساتھ کال بیک  586,080/-

 تصدیق کیے، ند  یکنڈ  میں قرض کی رقم کنفرمیشن )ی  بی ی ( کی جائے گی، لیکن بینک نے بغیر کسی ی  بی ی  یا او ٹی پی کے ذریعے

اس کے اکاؤ ننٹ میں جمع کرادی۔ اس نے فوری طور پر قرض کے خاتمے کے لیے بینک کی ہیلپ لائن سے رابطہ کیا جہاں اسے 

ادائیگی کی  کو اس کو 29-03-22، بینک نے کے باوجود کی بار بار کی درخواستوں شکایت  کنندہ شکایت نمبر تفویض کیا گیا تھا۔ 

جو بہت زیادہ تھا کیونکہ اس نے ای  دن بینک سے سہولت  کہا گیا روپے ادا کرنے کا  693,391/-شیٹ فراہم کی جس میں اسے 

کے  -22-04-05مورخہ  29422016کی اصل رقم چیک نمبر 586,080/ -ختم کرنے کے لیے کہا تھا۔ اس لیے اس نے 

پر دوبارہ غور کرنے کی درخواست کی۔ اس کے بعد بینک نے اس  پر چارجز لگائے گئےکی جانب سے  ذریعے واپس کر دی اور بینک 
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بے ضان طگی کا  طور پر سے اپنی اسناد شیئر کیں، لیکن بنیادی جعلی بینک آفیسر  کہ اگرچہ شکایت کنندہ نے معلوم ہوا تحقیقات پر یہ 

ٔ بغیر اور اس کی رضا مندی کے بغیر  بینک نے کیا  ا ارتکاب  سے   جس کی وجہچینلز کھولے IB/EFTور شکایت کنندہ کو آگاہ کی 

صارف کو مالی نقصان پہنچا۔ اگر بینک کی جانب سے شکایت کنندہ کی رضامندی یا درخواست کے بغیر متبادل ڈیلیوری چینلز نہ 

ئق کو اس کے سامنے ظاہر کیے بغیر، صارف کو ہونے والے مالی نقصان کھولے جاتے اور اس متبادل ترسیل کے چینل کے مکمل حقا

کے لحاظ سے متنازعہ لین  41کے سیکشن  2007مزید، بینک ادائیگی کے نظام اور الیکٹرانک فنڈ یٹانسفر ایکٹ،  سکتا تھا۔سے بچایا جا

 دین کی قانونی حیثیت قائم کرنے میں ناکام رائ ۔

لہذا، جمع کرائی گئی معلومات اور دستاویزات کی بنیاد پر، تمام فریقین کی طرف سے پیش کردہ دلائل اور ریگولیٹری اتھارٹی کے 

کی دفعات کو مدنظر رکھتے ہوئے، شکایت کنندہ اور بینک کی  2007سرکلرز اور ادائیگی کے نظام اور الیکٹرانک فنڈ یٹانسفر ایکٹ 

جہ بالا حقائق اور اعداد و شمار کو مدنظر رکھتے ہوئے، بینکنگ محتسب آف پاکستان کی جانب سے ایک طرف سے فراہم کردہ مندر

 ۔جمع کرائے روپے  299,500/-آرڈر پاس کیا گیا جس کے تحت بینک کو ہدایت کی گئی ہے کہ وہ شکایت کنندہ کے اکاؤ ننٹ میں 

 

    TDR   ٹ
من 
کی ش 
   کی دھوکہ دہی سے ای 

اس کےنام پر جمع کرائی  کی رقم یٹم ڈپازٹ  7,500,000/ =کو اس کے دادا نے 2005جنوری  21 کے مطابق شکایت کنندہ 

میں پاکستان کے دورے پر ان کے علم میں آیا کہ ٹی ڈی آر کیش کر دیا گیا ہے۔  2010تھی۔ وہ انگلینڈ میں مقیم تھیں اور مئی 

جعلی اکاؤ ننٹ کھولنے  جعلی اکاؤ ننٹ میں جمع کی گئی تھی۔ ایک  کو  2006 مئی 17کی رقم  TDRمعلوم ہوا کہ  نہیںمزید تفتیش پر ا

بھی  اور ایف آئی اے میں  درج ۔ اس نے بینک میں اپنی شکایت   کےلوّث  ہو ئے بغیر نامکن    تھاعملے بینک کےکے  عمل میں 

کے ازالے کے لیے بینکنگ محتسب آ ک سے اپنی شکایت ۔ اس نےشکایت کا ازالہ نہیں کیا گیا  ہم ایف آئی آر درج کرائی تا

 رجوع کیا۔

کو تبدیل کرنے کی کوئی معقول وجہ  ) اکاؤ ننٹ کھولنے کا فارم(AOFبینک جعلی اکاؤ ننٹ کھولنے یا  تفتیش  اورچھان بین کے بعد 

 تھا۔ بینک کے نمائندے اس بات کا جواز پیش کرنے میں بھی ناکام رہے جُز ثابت کرنے میں ناکام رائ جو کہ دھوکہ دہی کا بنیادی 

ٹ  کی درخواست کی عدم انِ کی قبل از وقت  TDRکس طرح بینک کو پیش کیے گئے اور شکایت کنندہ کی  TDRکہ اصل 
من 
کی ش 

ہولڈر کا بیرون  TDR نے جواز فراہم نہیں کر سکے۔ بینک نے اعتراف کیا ہے کہ اس وقت کے راانچ مینیجرکوئی  بھی دستیابی کا

شکایت کنندہ  طرح  ملک مقیم پاکستانی ہونے اور ملک سے باہر ہونے کا فائدہ اٹھاتے ہوئے ایک دھوکہ دہی کا ارتکاب کیا تھا، ای 

 ملین کی رقم غبن کی۔ 7 جعلی اکاؤ ننٹ میں منتقل کر کے کی رقم  TDRکے نام پر جعلی اکاؤ ننٹ کھول کر اسے دھوکہ دیا اور 
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جبکہ مزید تفتیش پر  شیئر کی ہیں۔ خود کے ساتھ  نفارمیشن جالسازکو مطلع کیا کہ شکایت کنندہ نے اپنی اکے دفتر   بینکنگ محتسبنے 

 ور نہ ہی انٹرنیٹ صارف ہے۔کی سہولت استعمال کرتاہےا نہ تو ای کامرس  شکایت کنندہ کہ  پتہ چلا  

 ، پروڈکٹس                                            کے مطابق، شکایت کنندہ نے نہ تو بینک کی ٹیکنالوجی پر مبنی شکایت کنندہ کی طرف سے جمع کرائی گئی دستاویزات

انٹر  یٹانزیکشن ADCsہے اور نہ ہی ماضی میں کبھی کوئی  کی کی   درخواست کے تحت سہولت(ADCsرائع ترسیل )زمتبادل  

ن  
سپ کس 
 
ن
ر انک فنڈ یٹا

 ۔ کی سہولت لی (IB/EFT)نیٹ بینکنگ یا ای لکٹ 

گیا ۔ بینک  استعمال کیااکاؤ ننٹ کیسے وجود  تھی  اس کےبا   کا اے ٹی ایم کارڈ اور چیک بک اس کی تحویل میں شکایت  کنندہ                  مزید یہ کہ 

قانونی حیثیت قائم کرنے متنازعہ لین دین کی  تحتکے  41کے سیکشن  2007ادائیگی کے نظام اور الیکٹرانک فنڈ یٹانسفر ایکٹ، 

میں ناکام رائ ہے۔ اس لیے جمع کرائی گئی معلومات اور دستاویزات، فریقین کی طرف سے پیش کردہ دلائل اور اس کی دفعات کو 

شکایت  تحت کے 2007مدنظر رکھتے ہوئے ریگولیٹری اتھارٹی کے سرکلرز اور ادائیگی کے نظام اور الیکٹرانک فنڈ یٹانسفر ایکٹ، 

آگاہی دی گئی اور نہ ہی اس   جس کی شکایت کنندہ کو نہ تو خودکار طریقے سے اکاؤ ننٹ   فعال کیا تھا کا فنڈ یٹانسفر چینل بینک نے  کنندہ

 کی  رضا مندی حاصل کی گئی۔

 آف شکایت کنندہ اور بینک کی طرف سے فراہم کردہ مندرجہ بالا حقائق اور اعداد و شمار کو مدنظر رکھتے ہوئے، بینکنگ محتسب

 =/پاکستان کی جانب سے ایک آرڈر پاس کیا گیا جس کے تحت بینک کو ہدایت کی گئی ہے کہ وہ شکایت کنندہ کے اکاؤ ننٹ میں

 ۔جمع کرائے روپے  195,412.80

 

 ایکٹو ک کیاگیا  چینلز کو  IB/EFTکسٹمر کی رضامندی کے بغیر 
 

نامعلوم شخص کا فون آیا جس میں وہ خود کو بینک کا نمائندہ ظاہر کر رائ تھا۔ کو اسے ایک  2021فروری  17کے مطابق شکایت کنندہ 

ہیں جو  ایس ایم ایس پیغامات کی عدم وصولی پر بینک کو دی تھی۔ کال کرنے  درخواست پر کارروائی کر رائ  وہ میرینے بتایا کہ  س ا

میں اکاؤ ننٹ نمبر دریافت کیا جو اس نے اور  تھی اور تاریخ پیدائش معلوم شناختی کارڈ نمبر، نام، والد کا نام، والدہ کا نام میرا والے کو 

۔ اس کے فوراً بعد اسے بینک کی ہیلپ لائن سے ایک کال موصول ہوئی جس میں بتایا گیا کہ اس کے اکاؤ ننٹ  دیانے اسے فراہم کر

 مسترد کر دیا گیا۔  اس نے اپنی وپے نکال لیے گئے ہیں۔ اس نے بینک میں اپنی شکایت درج کرائی، جسےر299,500/  -سے

 کرٹریٹر ک سے مدد طلا کی۔بینکنگ محتسب کے شکایت کے ازالے کے لیے 
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         گیا کہ ماٹری اور ویزا کارڈ ایموں ں کے مطابق، اگرکیاواضح   غور و خوض کے بعد بینک کو یہ 
ہے تو بغیر کسی 3D-Nonمرچ   

 دلیل کے چارج بیک کی اجازت ہے۔

تصدیق کی کہ  کو آ ک  بھی بینکنگ محتسبدینے پر اتفاق کیا۔ شکایت کنندہ نے شکایت کنندہ کو یٹانزیکشنز کی رقم  8بینک نے باقی 

 ۔  ہے  دی  انزیکشنز کی رقم اس کے اکاؤ ننٹ میں جمع کرمتنازعہ یٹا 8بینک نے 

 

یا گیامتنازع رقم کو شکایت کنندہ کے اکاؤ ننٹ میں جمع کردروپے کی  173,446/-     

کہ بینک نے اسے اپنے مین کلیکشن اکاؤ ننٹ  بینکنگ محتسب میں شکایت  درج کی الیکٹرک سپلائی کمپنی، نے-کے شکایت کنندہ، 

 اس سے قبل شق کی خلاف ورزی ہے۔ ایک کی رقم نہیں بھیجی  اور یہ سروس لیول کے معاہدے کی روپے=/173,446میں 

 چناچہ ۔ سکالیکن بینک سے بار بار درخواست کرنے کے باوجود یہ مسئلہ حل نہیں ہوسامنے پیش کیا   کمپنی نے یہ معاملہ بینک کے 

 ۔سے رابطہ کیا کمپنی نے اپنی شکایت کے ازالے کے لیے بینکنگ محتسب آ ک 

مکمل چھان بین کے بعد بتایا کہ رقم شکایت کنندہ کے اکاؤ ننٹ کی بینک نے دوبارہ  کیس کی  پربینکنگ محتسب  کے رجوع کرنے 

۔ بینک نے کہا کہ وہ اس ٹ  ہو گئی ہےبجائے ٹیلی کام سروس فراہم کرنے والی کمپنی کے اکاؤ ننٹ میں غلطی سے یٹانسفر/کریڈ 

ہے کیونکہ اس معاملے میں شکایت کنندہ کے اکاؤ ننٹ میں رقم کی واپسی اور کریڈٹ مصروف  مسئلے کو حل کرنے کے عمل میں 

روپے کی  =/173,446 مسلسل  رابطہ کرنے پر کی جانب سے  بینکنگ محتسب کرنے کے لیے کچھ دستاویزات درکار ہیں۔ تاہم، 

 یت کنندہ کے اکاؤ ننٹ میں جمع کر دیا گیا ۔متنازع رقم کو شکا

 

ے ٹی ایم کارڈ کے ذریعے جعلی لین دینا                              

پر اسے ایک نامعلوم شخص کی طرف سے کال موصول ہوئی جس  10:43کو صبح  2021جولائی  5شکایت کنندہ نے ا�ع دی کہ 

کر رائ ہے جو اس نے  جانچ پڑتال درخواست کی  س کی  شکایت کنندہ کو مطلع کیا کہ وہ انے خود کو بینک کا نمائندہ ظاہر کیا۔ اس نے 

اپنے اکاؤ ننٹ کی نوعیت کو  تبدیل کرنے کے لیے بینک کو دی تھی۔ کال کرنے والے نے شکایت کنندہ کے اکاؤ ننٹ اور کارڈ نمبر کی 

کے اکاؤ ننٹ سے اے ٹی ایم کارڈ کے  کال کے فوراً بعد اس ۔ دیںجو اس نے فراہم کر تفصیلات دریافت کیں

کی مجموعی دو یٹانزیکشنز کی گئیں۔ اس نے بینک کی ہیلپ لائن پر شکایت درج کروائی، لیکن  وپےر 95.277,684=/ذریعے

گیا تو اس اٹھایا جب یہ معاملہ بینک کے ساتھ سے رجوع کیا۔بینکنگ محتسب کے دفتر کوئی فائدہ نہیں ہوا۔ اس نے مدد کے لیے
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 وصول کی فیس  بلاک شدہ کریڈٹ کارڈ پر بینک نے سالانہ

میں ان کی ریٹائرمنٹ پربینک نے ان کے کریڈٹ کارڈ کی سہولت کو بلاک کر دیا۔  2020شکایت کنندہ نے مطلع کیا کہ سال 

نے بینک سے رابطہ کیا اور ان سے کہا  شکایت کنندہکی۔ وصول تاہم، کارڈ بلاک ہونے کے باوجود، بینک نے اس سے سالانہ  فیس 

لیکن بینک نے اس ۔یا اس سے وصول کی گئی سالانہ  فیس واپس کر دیںفعال کر دیں  کہ یا تو اس کے کریڈٹ کارڈ کی سہولت کو 

 کی جا سکتی مہیا نہیں کریڈٹ کارڈ کی سہولت شکایت کنندہ کو  مسترد کر دیا کہ پنشنر اکاؤ ننٹ ہونے کی وجہ سے اس بنا پر  کو درخواست

۔ شکایت کنندہ نے اپنا  مسٔلہ حل نہ ہونے پر اپنی  ہیں چارجز طریقہ کار کے مطابق وصول کیے گئے کریڈٹ کارڈ کے سالانہ اور 

 سے رابطہ کیا۔ کے ازالے کے لیے بینکنگ محتسب آ ک شکایت 

 سہولت کو بلاک کرنے اور فیس کی وصولی کا کریڈٹ کارڈ کی بینکنگ محتسب نے اس ضمن میں جب  بینک سے  تفتیش کی تو بینک 

بینکنگ  جائزہ لینے کا مشورہ دیا گیا۔ شکایت کا جائزہ لینے کے بعد، بینک نے  دوبارہ ۔ بینک کو شکایت کاجواز پیش نہیں کر سکاکوئی 

فیس واپسی کی منظوری لے    کی روپے  4,640 =/کر دیا گیا ہے اور کو دوبارہ فعال کو مطلع کیا کہ کریڈٹ کارڈ کی سہولت  محتسب 

 ہو جائیگی۔ والے کریڈٹ کارڈ اسٹیٹمنٹ میں بھی ظاہر لی گئی   جو کہ آئندہ آنے

اپنی شکایت کے حل کی تصدیق کی اور اس مسئلے کو اپنے پورے اطمینان کے  انہوں نےشکایت کنندہ سے فون پر رابطہ کرنے پر، 

 آ ک کے تعاون کی تعریف کی۔ پر بینکنگ محتسب  ساتھ حل کرنے

 

 ڈیبٹ کارڈ کے ذریعے دھوکہ دہی اور غیر قانونی لین دین

جبکہ کارڈ شکایت کنندہ  کو اس کے ڈیبٹ کارڈ سے متعدد یٹانزیکشنز ہوئیں 2021مئی  10شکایت کنندہ نے اپنی شکایت میں کہا کہ 

ن   ۔ انہوں نے مزید کہا کہ تمام کے پاس ہی موجود تھا
سپ کس 
 
ن
نے کبھی سعودی عرب کا سفر  شکایت کنندہ  جبکہ گئیں ل میں کیریا یٹا

 نہیں کیا ۔

یٹانزیکشنز میں سے صرف تین  11ماہ کے انتظار کے بعد، شکایت کنندہ کو بینک کی جانب سے پیغام موصول ہوا کہ  7تقریباً 

شکایت کنندہ نے  اپنی یٹانزیکشنز کی رقم اسے واپس کی جائے گی، جبکہ باقی آٹھ یٹانزیکشنز کی رقم شکایت کنندہ کی ذمہ داری ہے۔ 

الے کے لٔٔ  بینک سے رابطہ کیا تو زج کرائی۔    بینکنگ محتسب نے شکایت  کنندہ کی شکایت کے اشکایت بینکنگ محتسب میں در

یٹانزیکشنز تک  35بینک نے باقی آٹھ یٹانزیکشنز کی رقم واپس کرنے سے انکار کردیا، جب کہ ویزا کارڈ کے اصول کے مطابق 

 چارج بیک کی اجازت ہے۔
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 پورٹل کا ام م  شکایت کے فوری درج کرانے کے لیۓ 

سے "آن  2023یکم جنوری  لئےنے اثر کہ بینکنگ صارفین کو بہتر اور فوری خدمات فراہم کرنے کے  پاکستان بینکنگ محتسب

ٹ  لاجمنٹلائن 
کو  بہتر بنا دیا گیا  کی ویب سائٹ  بینکنگ محتسب۔ اس مقصد کے لیے،  کرا ئے گا(" متعارف CLPپورٹل ) کمپ لی ن 

ٹ  � سسٹم شامل ہے جہاں 
 کرائی  جاسکے گی۔درج شکایت   � ۲۴ہے، جس میں کمپ لی ن 

گی  جائیں کی شامل خصوصیاتنئی کو آزمائشی طور پر چلانے کے   کچھ  عرصے بعد اس  میں  مزید شکایت کے نظام آن لائن  نئے 

 اپنی شکایت کے بارے میں صورتِ حال معلوم ہو جائے گی۔  کنندگان کو جس سےشکایت

تکنیکی ترقی کے ساتھ ہم آہنگ رہنے کی مسلسل کوشش کرتا ہے اور بہتر خدمات کی فراہمی بینکنگ محتسب آ ک موجودہ دور کی 

ای  جذبے کے تحت، بینکنگ محتسب پاکستان کی ویب  اور ہے کے لئے کوشاں کو راوئے کار لانے  ٹیکنالوجی کے لیے جدید ترین

کے بارے میں متعلقہ معلومات فراہم   کارکر دگیکی ہروز مرّ آ ک کی بینکنگ محتسب پاکستانبنایا گیا ہے جو  بہترسائٹ کو 

 ہے۔تاکر
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یات کو خاتمہ شکا مشکلات کا   جلد نمٹانے میں 

ور مقرّ کو تیزی سے ا ، بینکنگ محتسب آ ک قانون کے مطابق شکایات  تاہم رہ مدت کے ادگر حل کرنے کی کوشش کرتا ہے۔ 

باہر  بو سے  کی وجہ قا خیر  نمٹانے میں تا کو  ت  ں میں شکایا ر پر ہے ہوتی  بعض صورتو ل کے طو میں وبائی مرض )کوویڈ(  2019 مثا

دہ تر کے پھیلا کیونکہ زیا کو اثر ک کیا تھا  نے نکوں ں کے کام  س  عملےؤ ن  وقات تاخیر ا بعض ا س کے علاوہ،  کو گھر سے کام کرنا پڑتا تھا۔ ا

رڈ کا  20-25لیے بھی ہوتی ہے کیونکہ شکایات  سال پرانے کیسوں سے متعلق ہیں۔ ایسے معاملات کے لیے نکوں ں کو پرانے ریکا

لیے اضافی دی قوت بھی قت و پتہ لگانے کے  تھ اضافی افرا تی ہےکے ساتھ سا  ۔درکار ہو

 ک ن  میں بینکنگ محتسب آ مات کو نمٹانے کے دورا وجوائت  جہکی مندر تاخیر  مقد  :ہو سکتی ہیں ذیل 

ح  (1 چھی طر سے ا تو شکایات  نامزد کرتے ہیں جو نہ  کو سماعتوں میں شرکت کے لیے  روں  ایسے عہدیدا ت بینک جونیئر یا  وقا بعض ا

ور نہ ہی اصل  ہیں ا ۔ دستاویزات واقف ہوتے   ثبوت کے طور پر لاتے ہیں

کی (2 لین دین  ے ٹی ایم  کہ جب شکا C.C.TVبینک ا ہیں یہاں تک  ظ نہیں کرتے  ٹیج کو محفو اہ راست فو ور را یت راوقت ا

لے کے  نے وا نب سے بینک میں درج کی جاتی ہے صارف یا کارڈ جاری کر  ۔جا

خود  (3 ور بیلنس انکوائری  سے نکوں ں کو  ورڈ ا ن کے چاہیے کرنا  کے ذریعے بینک صارفین  آگاہ  ایس ایم ایس  پر غلط پاس   تاکہ ا

وع ہونے پر صارفین ۔ کسی بھی دھوکہ دہی کی سرگرمی شر لرٹ ہو جائیں  فوراً ا

اپنے  (4 وہ  دیں کہ  ہ اپنی تمام راانچوں کو ہدایت  کہ و ہولڈرز نکوں ں کو چاہیے  ہ  درج کریں کی شکایت اکاؤ ننٹ  و بجائے اس کے کہ 

ہ  اپنی  شکایت کنندگان  ۔کو  کہیں کہ و کریں  شکایات نکوں ں کی ہیلپ لائن پر درج 

)نکوں ں کو چیک کی رقم کے سلسلے میں ( 5 ل بیک کنفرمیشن  معیاری بنانا چاہیے۔CBCکا طریقہ کار کو   ( کے 

غیر  اپنے مفاد میں  وہ، بینک  لا کے علا ہ اجازت  3Dمذکورہ با و اگر  ور  ہیں ا ے سکتے  د نہیں  کی اجازت  تار وں کے ساتھ لین دین 

یت کی وصولی پر شکایت کنندہ کو فو نتظار کیے شکا رے کا ا دا کرنا چاہیے۔دیتے ہیں، تو انہیں بغیر کسی سہا وضہ ا  ری طور پر معا

رجسٹریشن / ایکٹیویشن سے پہلے  ایف ٹی کی  آئی بی  ور  ن کے ذریعے انٹرنیٹ پر مبنی ای کامرس ا ور موبائل فو نکوں ں کو انٹرنیٹ ا

نے کا پابند بنایا جانا چاہیے۔ تصدیق کو بحال کر  اپنے مفاد میں بائیو میٹرک 

ں کے  ن اقدامات سے نہ صرف نکوں  د میں نمایاں کمی آئے گی بلکہ اس سے بینکنگ ا خلاف درج کی جانے والی شکایات کی تعدا

۔ قابل اعتماد ماحول پیدا کرنے میں بھی مدد ملے گی ور  سازگار ا  صارفین کے لیے 
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د دی  بینکنگ محتسب نے گورنر کو مبارکبا  اسٹیٹ بینک کے 

نے  ن شہزاد  محمد کامرا ن جناب  محتسب پاکستا حمد  2022ستمبر  20بینکنگ  ب جمیل ا پاکستان کے نئے گورنر جنا آف  بینک  اسٹیٹ  کو 

نوں ن دو تھے۔ا ن کے ہمراہ  ب فرحت سعید بھی ا ئزر جنا س موقع پر سینئر ایڈوا نے اس موقع پر حضرات  سے ملاقات کی۔ ا

۔سابق  اپنے  اسٹیٹ بینک کے  کباد پیش کی لی مبار  ساتھی جناب جمیل احمد کو د

ترین عہدہ  ور فخر کی بات ہے کہ اسٹیٹ بینک کے ایک افسر نے گورنر کا اعلیٰ  د نے کہا کہ یہ انتہائی اطمینان ا ن شہزا جناب کامرا

۔  حاصل کیا 

کہ جناب جمیل احمد اسٹیٹ  ن کی واضح رہے  آف پاکستا افسر ہیں جو 74بینک  سرے  ز عالم  سالہ تاریخ میں دو ب امتیا   جنا

۔حنفی ہوئے رنر کے عہدے پر فائز  ( کے بعد گو  )مرحوم

 

ئی دفتر   نئےکے  فیصل آباد میں بینکنگ محتسب   کا افتتاحعلاقا
 

کو اسٹیٹ بینک پاکستان ،    بینکنگ سروسز کارپوریشن  بلڈنگ ،   2022نومبر  30افتتاح  بینکنگ محتسب پاکستان  کے ایک نئے علاقائی دفتر کا 

۔فیصل آباد  میں  کر دیا گیا ہے

ت  ن صارفین کو اپنی شکایا ور اس کے ملحقہ علاقوں کے شکایت کنندگان کو سہولت ہو گی کیونکہ پہلے ا نئے دفتر کے کھلنے سے فیصل آباد ا

ور لاہور جانا پڑتا تھا زالے کے لیے ملتان ا  م میں کرٹریٹ ک کے علاوکے ا کے ام م سے کرا یجنل ہ بینکنگ محتسب ۔ فیصل آباد آ ک  کے ر

د جموں و کشمیر میں د چھ ہو گئی ہے۔ مظفرآباد، آزا  ۔جائے گا ہو افتتاح جلدبھی  کا علاقائی دفتر بینکنگ محتسب کے دفاتر کی تعدا

ِ  زکر   ویہ بات قابل مات مفت ہیں ا کی خد مات کی ہے کہ بینکنگ محتسب  کو اپنے مقد ن  شکایت کنندگا کسی وکیل/قانونی  پیروی ر  کے لیے 

 ۔ہوتی مشیر کی ضرورت نہیں 

ور بینکنگ محتسب پاکستان کے طریقۂ،بینکنگ محتسب پاکستان  دوشمار ا د نے شرکاء کو شکایات کے حل کے اعدا ن شہزا کار  جناب محمد کامرا

۔  کے بارے میں آگاہ کیا

نے بطور مہمان خصوصی افتتاحی تقریب بینکنگ سروسز کارپوریشن   -منیجنگ ڈائریکٹر اسٹیٹ بینک آف پاکستانجناب محمد اشرف خان 

ور دگر  عبہ  ائئے زدگگی میں شرکت کی۔ اس پُر دری، ایڈمیا،، بینکنگ اڈسٹریی، ڈٹریٹ  بار اسوسی  ایشن ا وقار تقریب میں تار  راا

۔  کے نمائندوں نے شرکت کی
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All Complaints are to be addressed to Banking Mohtasib Pakistan’s Secretariat 
at Karachi.

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

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

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

Contact details as under:

Karachi Secretariat

Banking Mohtasib Pakistan Secretariat
5th Floor, Shaheen Complex,
M.R. Kiyani Road, Karachi

Telephone: +92-21-99217334 to 38
Fax: 92-21-99217375

Quetta Regional Office
Office of the Banking Mohtasib Pakistan 
c/o SBP, Banking Services Corporation

Shahrah-e-Abbas Ali, Quetta

Telephone: 081-9203144
Fax: 081-9203145

Rawalpindi Regional Office

Office of the Banking Mohtasib Pakistan 
c/o SBP, Banking Services Corporation

The Mall , Rawalpindi

Telephone: 051-9273252
Fax: 051-9273253 

Lahore Regional Office
Office of the Banking Mohtasib Pakistan 
c/o SBP, Banking Services Corporation

Shahrah-e-Quaid-e-Azam, Lahore

Telephone: 042-99210444
Fax: 042-99210421

Peshawar Regional Office
Office of the Banking Mohtasib Pakistan 
c/o SBP, Banking Services Corporation

Saddar Road, Peshawar

Telephone: 091-9213438
Fax: 091-9213439

Muzaffarabad Regional Office

Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation

Upper Chattar, Muzaffarabad

Telephone: 05822-215160

Multan Regional Office
Office of the Banking Mohtasib Pakistan 
c/o SBP, Banking Services Corporation

Kalma Chowk, Multan

Telephone: 061-9201482
Fax: 061-9201481

Faisalabad Regional Office

Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation

M. A. Jinnah Road, Faisalabad

Telephone: 041-2601229



��� 
ر�رٹ
2022


