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

He was presiding over a meet-
ing of various heads of banks, in-
cluding the 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 digi-
talization, steps taken and systems
introduced against cybercrimes.

The President said all kinds of
complaints by customers be tak-
en seriously and resolved at the
earliest to their satisfaction to es-
cape 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 Lim-

ited, MCB Bank Limited, Allied Bank
of Pakistan, Faysal Bank Limited,
Habib Bank Limited, Soneri Bank
Limited, Bank of Khyber Limited,
Dubai Islamic Bank Limited, Meezan
Bank and The Bank of Punjab.

He said the customers should be
educated about banking procedures
so as to protect them from electron-
ic frauds. President, Dr. Arif Alvi
said that, banks should strength-
en their vigilance and internal
control systems to effectively pro-
tect the interest of the customers.

The bankers updated the Pres-
ident about the policy and struc-
tural reforms in their banks with
focus on transparency, efficiency
and fast growth in financial in-
clusion mainly of the population
living in remote and under-devel-
oped areas and women of the coun-
try. They informed the President
that the banks had streamlined
their system to quickly respond
to the customers’ complaints and
justice was provided to them.

BMP Provides Rs 224.83 (M)

Relief to Banking Customers

The Banking Mohtasib Pakistan
has provided monetary relief
amounting to Rs 224.83 million
to the banking customers by dis-
posing of 6,563 complaints against
commercial banks during the
first quarter (January to March,
2022) of the current calendar year.

The Banking Mohtasib has re-
ceived 8,845 new complaints, includ-
ing4,614 from Prime Minister’s Portal
from 1** January to 31%* March, 2022.

With a view to protecting the peo-
ple from fraudulent activities which
are rampant now a days, the Banking
Mohtasib Pakistan, Mr. Muhammad
Kamran Shehzad has emphasized
upon the banking customers not to
disclose their personal and financial
credentials to any third person. On
receipt of suspicious calls they should
immediately approach the near-
est branch of their bank or contact
the helpline of the bank, he added.
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Banking Mohtasib calls on the President
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The Banking Mohtasib Pa-
kistan, Mr. Muhammad Kam-
ran Shehzad called on the
President, Dr. Arif Alvi and
presented him the Annual Re-
port-2021 of BMP at Aiwan-e-Sa-
dr on February 23, 2022.

The Banking Mohtasib briefed
the President about the perfor-
mance and achievements of his
organization. He disclosed that
BMP has provided relief worth
Rs 709 million to account holders
in over 37,000 cases related to
banking frauds during last year.

The President expressed
satisfaction over the perfor-

mance of BMP and emphasized
the need for the implementation
of the decisions of the Mohtasib
to ensure the speedy provision
of justice to banking customers.

The Banking Mohtasib in-
formed the President that during
the year 2021, 33,196 new com-
plaints were received while 4,168
outstanding complaints were car-
ried forward from the previous
year. He highlighted that out of
the total 37,364 complaints, over
18,000 complaints were received
through the Prime Minister’s Cit-
izen Portal. He added that out
of the total 37,364 complaints,

25,231 complaints were resolved
amicably through reconciliation
while 437 complaints were de-
cided after formal hearings. He
said that 87% of the total com-
plaints were disposed of during
the previous year and efforts
had been made to improve the
existing complaint management
system to make it capable of in-
corporating 100% of complaints.

Appreciating the performance
of BMP, the President said that
the institution of Banking Mohta-
sib was playing a valuable role in
providing inexpensive and expe-
ditious justice to victims of bank
fraud, particularly in cases in-
volving electronic funds transfer
scams. He underlined the need to
create awareness through media
aboutthe services being provided
by the Banking Mohtasib so that
the maximum number of people
could benefit from its services
against the maladministration
of bank officials. The President
assured the Mohtasib of his sup-
port in further strengthening the
institution to quickly redress the
grievances of the account holders.

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad hearing complaints at Multan Office.

Banking Customers

A

“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.”

Beware
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Banking Mohtasib Pakistan presents

Annual Report to SBP Governor

The Banking Mohtasib
Pakistan, Mr. Muhammad
Kamran Shehzad called on
the Governor, State Bank of
Pakistan, Dr. Reza Bagir on
January 25, 2022. During
the meeting, Mr. Kamran
Shehzad presented the An-
nual Report of the Banking
Mohtasib Pakistan for the
year 2021 to Dr. Reza Baqir
in terms of Section 82 G of
the Banking Companies Or-
dinance 1962 (BCO).

Matters of mutual interest,
particularly relating to open-
ing of new offices of Banking
Mohtasib at Faisalabad and
Muzaffarabad and housing
issues of Banking Mohta-
sib’s Secretariat at Karachi
were discussed in the meet-
ing, which was attended by
Senior Advisor, Banking
Mohtasib Pakistan, Mr. Far-
hat Saeed and Director, SBP
Governor’s Office, Mr. Mu-
hammad Amin Khan Lodhi.

A view of the meeting between the Governor, State Bank of Pakistan, Dr. Reza Bagir and the Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad at
SBP, Karachi on January 25, 2022.

Banking Mohtasib Pakistan, Mr. Muhammad Kamran Shehzad
presenting the Annual Report-2021 of BMP to Governor, State Bank of
Pakistan, Dr. Reza Baqir on January 25, 2022.

Complaint Statistics

Complaints carried forward
from 2021

4,772

New Complaints Received
(Jan-Mar, 2022)

8,845

Total

13,617

Total Complaints disposed off

6,563

Complaints outstanding as of
March 31, 2022

7,054

Relief Provided
to the Complainants

Rs 224.83 (M)

Service Rules, 1%
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President upholds decision of Banking Mohtasib

President, Dr. Arif Alvi has
upheld a decision of the Bank-
ing Mohtasib Pakistan direct-
ing aleading commercial bank
to refund Rs 423,556 to the
family of a deceased borrower
which the Bank had “unilater-
ally 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 Cer-
tificates (RICs) issued by the
Central Directorate of Nation-
al 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 encashed
the RICs then worth Rs 4.155m
and charged a mark-up of Rs
480,489 till October 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 there-
after. The Bank, however, did
not accede to her request af-
ter which she approached the
Banking Ombudsman.

After hearing the case and
perusing the available re-
cord, 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 fi-
duciary responsibility of the
Bank to guide the legal heirs
for adjustment of outstanding
liability at this level against
encashment of RICs, the Om-
budsman observed.

The Ombudsman noted
that instead of exercising its
statutory obligation to set off
the loan against liquid securi-
ty, the Bank continued to lin-
ger on recovery and unneces-
sarily piled up mark-up on the
principal outstanding amount
which was unfair as per the
State Bank of Pakistan’s guide-

lines. 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 posi-
tion to provide financial relief
was ‘absurd’ and ‘unprofes-
sional’. 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 fam-
ily. The Ombudsman observed
that the Bank had committed
maladministration and mal-
practice by not exercising its
rights without any valid rea-
son, even though 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 Ombuds-
man’s decision and held that
the Bank had not provided
any justification to upset the
original order of the Ombuds-
man. “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.
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CASE 1:

BANK CHARGED ANNUAL RENEWAL FEE ON BLOCKED CREDIT CARDS

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 them 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 re-
newed, being a pensioner account

CASE 2:

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, they could not justify 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 rever-
sal of renewal fee of Rs4,640/- and

FRAUDULENT AND ILLEGAL TRANSACTIONS THROUGH DEBIT CARD

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.

The Complainant in her com-
plaint stated that numerous
transactions took place from her
debit card on 10th May, 2021 de-
spite 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 re-

ceived 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 re-
maining eight transactions, whereas
as per Visa card Rule chargeback is
allowed up-to 35 transactions.
After a lengthy deliberation, the

Bank was made to realize that
as per Master and Visa Card
Schemes, charge backs are al-
lowed without any arguments if
the Merchant is non 3DS.

The Bank agreed to allow the
amount of remaining 8 trans-
actions. The Complainant con-
firmed to BMP Office that the
Bank has credited the amount
of 8 disputed transactions to her
account.
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Aview of the meeting between the officials of IT department of Banking Mohtasib office and Ms. Bench Matrix and (application development vendor), held on
March 17, 2022 to discuss the progress on development of new complaint management portal.
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Mr. Murtaza Naqvi Passes Away

Syed Muhammad Murtaza
Naqvi, Ex-Manager/Assistant
Director, Banking Mohtasib Pa-
kistan died in Karachi on 9th
January, 2022 after a prolonged
illness. He was 76. He has left be-
hind a widow, two sons and two
daughters to mourn his death.
He was buried in Wadi-e-Hus-
sain graveyard the same day
and his burial ceremony was
attended, among others, by the
Banking Mohtasib Pakistan, Mr.
Muhammad Kamran Shehzad,
Senior Advisors, Advisors, and

Officers of Banking Mohtasib Pa-
kistan, besides his colleagues from
State Bank of Pakistan, relatives
and friends.

Mr. Naqvi served the Bank-
ing Mohtasib Pakistan for about
ten years. Joining this Institution
on 18" January, 2011, Mr. Naqvi
said good bye to BMP on 30th
June, 2021. Before his induction
in Banking Mohtasib Pakistan, he
had served the State Bank of Paki-
stan for over four decades. Joining
the State Bank of Pakistan, Quetta
in June 1966, he served the Kara-
chi and Hyderabad Offices of SBP
in different responsible capacities
and had retired as Joint Director
at SBP, Central Directorate on 22
June, 2006. After retirement from
SBP, he had also remained attached
with the Bank of Punjab from 2006
to 2009.

He attended Central Bank-
ing Course organized by Banking
Training Institute, State Bank of

Pakistan, Karachi. He received
Off Site, On-Site Surveillance
Training at World Bank Pro-
gramme in 1999 in the United
States of America.

Obituary

e Mr. Zakaria Jangda, elder
brother of Mr. Muhammad
Ali Jangda, Senior Advisor,
Banking Mohtasib Pakistan
expired in the month of De-
cember, 2021 after a pro-
longed illness. He was buried
in a graveyard in Karachi.

e Mr. Tahir Mansoor, elder
brother of Mr. Shahid Mah-
mud Khan, Legal Advisor,
Banking Mohtasib Pakistan
died on 18th January, 2022.
He was buried in Sahiwal.

Working Group for Awareness Raising on

Online Child Abuse Constituted

The Provencial Ombudsman,
Punjab has approved the consti-
tution of a 16 - member Working
Group for Awareness Raising on
Online Child Abuse. Ms. Tabana
Sajjad Naseer, Chief Provincial
Commissioner for Children is
the Chairperson of the Work-
ing Group while its members
include: Ms. Shaheen Atig-ur-
Rehman, Chairperson, National
Committee on Children (Wafaqi

Mohtasib); Vice Chairperson of
Bunyad Foundation, Lahore; Sye-
da Viquar-un-Nisa Hashmi, Hon.
Advisor, Grievance Commissioner
for Children (Wafaqi Mohtasib),
Member / Secretary (National
Committee on Children); Director,
Cyber Crime Punjab, Federal Inves-
tigation Agency (FIA); Special Sec-
retary, Government of the Punjab,
Home Department; Special Secre-
tary, Government of Punjab, School

Education Department; Special
Secretary, Government of the
Punjab, Higher Education Depart-
ment; Secretary Government of
the Punjab, Information, Culture
& Youth Affairs Department; Ad-
ditional IGP (Operations), Punjab;
Director General, (Religious Af-
fairs), Auqaf and Religious Affairs
Department; Director General,
Social Welfare & Baitu-ul-Maal;
Director General, Child Protec-
tion & Welfare Bureau; Ms. Sham-
sa Ali, MPA, Provincial Assembly
of Punjab, Ms. Zainab Lodhi, MPA,
Provincial Assembly of Punjab;
Head of HRCP; Dr. Naeem Zafar,
President, PAHCHAAN (NGO).
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