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President of
Islamic Repub-
lic of Pakistan,
Dr. Arif Alvi has
upheld the deci-
sion of the Bank-
ing  Mohtasib
in three similar
cases wherein it
had ordered the banks to credit the
lost money to their account holders
in fraudulent digital transactions, says
a press release issued by President’s
media office on September 20, 2021.

The complainants, Najma Sulta-
na, a retired teacher and widow; Za-
hid Shah, a technician of Pakistan Air
Force and Tarig Mehmood Chaudhry,
a semi-literate person, had filed peti-

www.bankingmohtasib.gov.pk

tions with the Banking Mohtasib against
Habib Bank Limited and United Bank
Limited on inadvertent transactions of
Rs300,000, Rs750,000 and Rs250,000
from their accounts, respectively.

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

The Banking Mohtasib in his
separate orders had advised the
banks to make good the loss of com-
plainants by crediting the amount,
which had been unauthorized-
ly debited from their accounts.

Terming it a clear violation of
the circulars under Payment Sys-
tem and Electronic Fund Transfer
Act, 2007 of the State Bank of Pa-
kistan, the Banking Mohtasib had
said that the onus was upon the
banks to educate the account hold-
ers regarding their consent and the
threats and risks of mobile banking.

President Dr. Arif Alvi, in his
written order on the represen-
tations of the banks assailing
the decision of Banking Mohta-
sib, 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”.

Banking Customers

Beware

Banking Mohtasib Pakistan provides
Rs 160.19 million relief to Banking Customers

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

The Banking Mohtasib Pakistan has
provided monetary relief amounting to
Rs 160.19 million to the banking cus-
tomers by disposing of 9,416 complaints
against commercial banks during the
third quarter (July to September, 2021)
of the current calendar year.

Over 30% increase in the number
of complaints lodged with the Bank-
ing Mohtasib Pakistan against com-
mercial banks has been observed in
the third quarter of the current cal-
endar year, 2021 as against the same
period of the last calendar year, 2020.
The Banking Mohtasib received 7,376
new complaints, including 3,689 from

Prime Minister’s Portal, from 1st July
to 30th September, 2021 while it had
received 5,822 complaints during the
same period of last year.

It may be recalled that the Bank-
ing Mohtasib had provided monetary
relief amounting to Rs 132.616 mil-
lion to the banking customers by dis-
posing of 4,672 complaints during the
first quarter (January-March, 2021)
of the current calendar year. While
in the second quarter (April-June,
2021), the Banking Mohtasib pro-
vided reliefamounting to Rs 172.934
million to banking customers by dis-
posing of 10,238 complaints.
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BenchMatrix

Banking Mohtasib Pakistan Embarks upon a Project to
Modernize and Upgrade its Complaint Processing System

The Banking Mohtasib Pakistan
has signed an agreement with M/s.
BenchMatrix, an I.T. Company to dig-

italize its operations. Senior Advisor,
Banking Mohtasib Pakistan, Mr. Farhat
Saeed and the CEO of M/s. BenchMa-

trix, Mr. Taimur Kaleem signed the
agreement on behalf of their respec-
tive organizations at a simple but
impressive ceremony held at BMP
Secretariat, Karachi recently.

The signing ceremony was at-
tended, among others, by the Bank-
ing Mohtasib Pakistan, Mr. Muham-
mad 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.

Bank Makes Payment of Rs 561,211/- to Complainant
on Orders of Banking Mohtasib Pakistan

One ofthe leading commercial banks
has made payment of Rs 561,211/, be-
ing 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 Bank-
ing Mohtasib Pakistan.

The Complainanthad lodged a com-
plaint 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 profiti.e.12.10%, but his
request was declined.

The Complainant filed representa-
tion with the Banking Mohtasib Paki-
stan, 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 Com-
plainant’s account. In compliance with
the Order of Banking Mohtasib Paki-
stan, the Bank finally made payment of
Rs 561,211/- as per findings of BMP to
the Complainant by crediting his account.

Banking Mohtasib Pakistan Meets Consultant-Legal,
President Secretariat

The Banking Mohtasib Paki-
stan, Mr. Muhammad Kamran She-
hzad met Consultant-Legal, Pres-

ident Secretariat, Mr. Justice (R)
Zahid Hussain on 12 August, 2021
in Islamabad. He was accompanied

by Mr. Saleem Akhtar, Senior Le-
gal Advisor and Mr. Khalid Faroogq,
Deputy Director Regional Office,
Rawalpindi. Fruitful and produc-
tive discussions were exchanged
during the meeting. Mr. Justice
(R) Zahid Hussain was apprised
of the performance of the institu-
tion of Banking Mohtasib Pakistan
and collaborative efforts made for
the redressal of public grievances,
which have been admired and ap-
preciated by the Consultant-Legal,
President Secretariat.
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President Dr. Arif Alvi Chaired a Full Review Meeting of All Ombudsmen

President of Islamic Repub-
lic of Pakistan, Dr. Arif Alvi has
called for strengthening and im-
proving the institutions of Om-
budsmen by using modern tech-
nology, 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 pro-
tect the rights of people against
administrative injustices, he
urged the Ombudsmen to play
their active role in addressing the
grievances of the public.

He also underlined the need
for enhancing the outreach of
all Ombudsmen to remote areas
and creating awareness among
people about the useful role be-
ing played by Ombudsmen in dis-
pensing free-of-cost and speedy
justice to the aggrieved parties.

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

The Ombudsmen briefed
the President about the perfor-
mance of their respective orga-
nizations in providing justice to
the aggrieved parties.

The then Federal Ombuds-
man, Syed Tahir Shahbaz updated
the President about the achieve-
ments of his organization. He in-
formed the meeting that 133,521
complaints had been received in
the Wafaqi Mohtasib in 2020, as
against 73,069 in 2019, whereas
130,212 had been disposed of
during the same year. He elabo-
rated that steps were being tak-
en to help address the grievances
of the people of remote areas by
establishing complaint cells and
offices for their facilitation.

Banking Mohtasib Pakistan,
Mr. Muhammad Kamran Shehzad
apprised the meeting that the
Banking Mohtasib had received
20,220 complaints during Janu-
ary-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 pro-
vided to the complainants and
14,910 complaints had been dis-
posed of during the same period.

Federal Tax Ombudsman
(FTO), Mr. Mushtaq Ahmad
Sukhera apprised the Chair of the
measures taken by Tax Ombuds-
man to provide relief to the peo-
ple against the maladministra-

tion of tax authorities. He stated
that FTO had facilitated a refund
amount of Rs 8,242.45 million in
2020, as against Rs 5,865 million
in the year 2019, to the aggrieved
parties against the maladminis-
tration of tax functionaries. He
informed the meeting that FTO
had addressed 3,410 complaints
out of 3,715 in 2020.

Federal Ombudsperson for
Protection against Harassment
of Women at Workplace (FO-
SPAH), Ms. Kashmala Tariq
highlighted that her organiza-
tion was focusing on the pro-
tection of women against ha-
rassment at workplace. She
said that FOSPAH had received
1,241 complaints during 2018-
20 as against 398 in 2013-17.
She informed the meeting that
FOSPAH had disposed of 1,133
complaints out of 1,241 during
2018-20.

Federal Insurance Ombuds-
man (FIO), Dr. Muhammad Kha-
war Jameel briefed the meeting
about the performance of FIO in
providing relief to aggrieved in-
surance policy holders. He high-
lighted that 3,107 complaints had
been received in 2020 as against
2,441 in 2019, and out of which
2,183 had been disposed of.

The President lauded the
performance and achievements
of the Ombudsmen in provid-
ing 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.
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Banking Mohtasib Pakistan

Coordination Meeting Between Officials of Banking

Mohtasib Pakistan and State Bank of Pakistan

A coordination meeting was held
between the officials of Banking
Mohtasib Pakistan and the State Bank

of Pakistan via Zoom on 24th August,
2021. The main focus of the meeting
was to discuss the proposed Com-

plaint Management Portal to be es-
tablished by SBP and the framework
to be followed while addressing the
complaints received through the said
portal.

Further, discussions were also held
on different issues regarding payment
system, inter-bank funds transfer,
systemic deficiencies, third party sale
(Bancassurance), legal issues relat-
ing to consumers and other matters
of mutual interest. Discussions were
also held for bringing further improve-
ment in the services being provided by
banks to their customers.

Complaints Statistics

Complaint Categories

Corruption or
Exporters/Importers Malafide Practice
1% 19%

Complaints Carried 9,478
forward from June 2021

Complaints Received during

the third quarter 7,376

(July-September, 2021)

Advances Loan and
Deposits

Total

9%

Total Complaints disposed off

Complaints Outstanding as of
September 30, 2021

16'854 nsurance
9,416
7,438

Internet Banking/ IBFT/E-

Relief Provided to the
Complainants

Rs 160.19 (M)

Commerce
13%

\

Gross Dereliction of Duty \
1% =

Lost Cheques
0.25%

A\

Service Rules
0.25%

Services inefficiency/
Delays/ Others
29.31%

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad Hearing Complaints
at Lahore Office.

Banking Mohtasib Pakist
at Peshawar Office.

v . e

an, Mr. Muhammad Kamran Shehzad Hearing Complaints
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Webinar on Fintech and Financial Industry:

Latest Developments And Their Impact

A webinar on FINTECH and
Financial Industry: Latest Devel-
opments and their Impact was
arranged by National Institute of
Banking & Finance (NIBAF) in col-
laboration 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 FIN-

TECH. Since the global financial indus-
try 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 fi-
nancial services. However, retaining
them is now more challenging.

At the same time, regulatory and
compliance requirements have be-
come more restrictive in response

to data security concerns and pri-
vacy issues. All these changes are
resulting into rapid transformation
in the business models of financial
institutions.

Mr. Noman Qureshi, Mr. You-
suf 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. Nasee-
ma Yousuf and Ms. Khushbakht
Mohsin (Investigation Officers)
attended the webinar.

In-House Training Sessions

e

ke

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

Advisor, Banking Mohtasib Pa-
kistan, 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 impor-
tance of 3D application in e-com-
merce transactions, security for

merchants and customers, concept
of chargeback under visa and mas-
ter card regulations and SBP reg-
ulations relating to provision of
online banking services followed
by practical demonstrations and
examples while handling the com-
plaints received at Banking Mohta-
sib Pakistan, Secretariat. The ses-
sion was attended by Sr. Advisors/
Advisors and Investigation officers
of BMP Secretariat, Karachi.

i

Interactive Session
on Electronic Funds
Transfer (EFT)

An interactive session was con-
ducted by Mr. Aamir Ali (Assistant
Director Investigation) on Electronic
Funds Transfer (EFT) at BMP Secre-
tariat, Karachi on August 31, 2021.

The session covered most com-
mon complaints regarding EFT re-
ceived 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 dis-
cussed during the session.

The session was attended by Sr.
Advisors/ Advisors and Investigation
officers of BMP Secretariat, Karachi.
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CASE STUDIES

CASE1:

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 came to
know from the credit card bill for the
month of May 2021 that four transactions
amounting to Rs1,748,000/- 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 confirmed
that the disputed transactions amounting

CASE2: REPATRIATION OF STUCK UP EXPORT PROCEEDS

The Complainant stated thathe got LC
from a bank abroad for export of onion.
He exported four containers and submit-
ted 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 con-
tainer was received, whereas payment
for three other containers amounting to
US$ 27,227 /- approximately was stuck
up and the negotiating Bank abroad

CASE 3:

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 Secretariat.

After examining all the relevant docu-
ments, the Banking Mohtasib Office was of the
view that the negotiating Bank has misrepre-
sented 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.

to Rs 1,748,000/- have been reversed
and the amount credited to the Com-
plainant’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.

The Bank was advised to take up the
matter with the Financial Institution Divi-
sion 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 satis-
faction over the amicable resolution of
his complaint.

: COMPLAINANT AND THE BANK RESOLVED THE ISSUE OF INVESTMENT IN MUTUAL FUNDS 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
thathe was not provided any documents
/receipt for more than one year by the
Bank until his son approached the Man-
ager 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
the matured value of the placement
was PKR 8,335,439/- as against the
principal amount of Rs 10 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.

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 Com-
plainant highlighted the case and informed
that on maturity of the Mutual Funds it
was a big shock for him that the invested
Funds value was 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 Com-
plainant 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,
the maturity value credited into his savings
account was Rs 7,93,0590.00. Hence, he
suffered aloss of Rs 2,069,410/- towards
principal amount as well as loss of profit
of three years, ifthe 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 pro-
vided 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 ad-
vised to settle the issue amicably. The
Bankreported to BMP that both parties
have arrived atan amicable settlement.

Based on the amicable resolution of
the matter,an Order dated 02.08.2021 was
passed by the Banking Mohtasib of Paki-
stan and fthe compliant was disposed of.

In compliance with the BMP Order,
the Bank confirmed that an amount
of Rs 2,069,410/- has been credited
to Complainant’s account.
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