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Soneri Bank’s 25 year journey encompasses the challenges
we resiliently faced through a commitment to deliver innovative 
financial solutions, state-of-the-art banking convenience and security. 
Our ethos of Roshan Har Qadam remains a guiding light for all our 
initiatives for products and services as we now embark on the 
journey ahead.
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Vision

To better serve customers 
to help them and the society grow.

Ours is a journey enlightened by the philosophy
of the majestic sun. Inspired by a vision to provide 
superior customer service, Soneri Bank offers a 
full range of financial solutions that cater to our 
retail and corporate clients.
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Mission

As we sail into the future our technological 
infrastructure continues to expand for better 
customer experience.

We provide innovative and efficient 
financial solutions to our customers.



Core Values

We are customer centric
We have high moral standards
We take ownership
We are proactive
We collaborate

Our employees are important partners in our 
journey towards excellence. They uphold the 
brand values to provide enhanced convenience 
and quality customer service, as we reach for  
even greater milestones.
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At Soneri Bank, we strive to offer vibrant range of products and services to 
exceed our customer’s expectations.

Products
and Services

PLS Savings Account
Basic deposit account with no minimum balance 
requirement. It can be opened with an initial deposit of 
just PKR 100/-. The complete range of ADC services 
are offered on this account, i.e. VISA Debit Card, 
Internet/Mobile Banking, Online Banking and SMS Alerts.

Savings Accounts
Soneri Bank offers a complete range of savings products 
with attractive returns. These accounts are designed to 
cater to the specific needs of individuals, senior citizens 
and corporates. Our savings product suite include:

Current Accounts
Customers can open any current account for their 
transactional needs and enjoy banking convenience offered 
via over 285 branches and a growing network of 300+ 
ATMs across the country. Our current accounts include:

Soneri Ikhtiar Account
Soneri Ikhtiar is the flagship current account which is 
ideally suited for businesses who need a bank account 
with features that fulfill their daily banking needs with 
convenience. This account offers numerous free 
facilities, including: Banker’s Cheque Issuance, Online 
Banking, Cheque Books, VISA Classic Debit Card and 
much more. In addition, Soneri Ikhtiar Account offers free 
Worldwide Accidental Insurance and ATM Withdrawal 
Coverage to help protect customers and their loved ones.

Soneri Current Account
Soneri Current Account lets the customer enjoy a host 
of free banking services with no restriction on number 
of transactions. It also provides complete peace of 
mind with the free Worldwide Accidental Insurance and 
ATM Withdrawal Coverage.

Our commitment to the customers
is to leverage our brand promise 
“Roshan Har Qadam” by constantly 
innovating our product suite to best 
match the personal & business 
needs of our customers, including 
Commercial, Retail & Corporate 
and Islamic segments.



Soneri Savings Account
Flexible and fast growing cumulative monthly profit account. 
The rate of profit on this account increases with the account 
balance as per the defined tiers. The complete range of ADC 
services are offered on this account. 

Soneri Sahara Account
It is a savings account for senior citizens, retired individuals and 
pensioners aged 60 years and above, for meeting their basic 
banking needs, while offering them high monthly returns. The 
complete range of ADC services are offered on this account.

Rupee Term Deposit Accounts

Term Deposits
Soneri Term Deposits are for customers who intend to retain their savings for a fixed 
period and earn a higher rate of profit. Term Deposits allow customers to save a 
fixed amount in Rupees for a set period ranging from 1 month to 3 years at 
attractive profit rates. The depositor has the option to reinvest the deposit 
automatically with or without profit.

Diamond Deposits (Monthly Income Scheme)
Soneri Diamond Deposits provide investment opportunities to 
investors looking for additional monthly income with an attractive 
return. With terms from 1 year to 3 years, investors earn a 
monthly profit credited to an associated current account for 
easy withdrawal and use.

Foreign Currency Accounts
Dealing in foreign currencies is no more a hassle. Soneri 
Bank offers FCY Current, Savings & Term Deposit accounts 
to cater to the foreign currency transactional and saving 
needs of the customers with a host of attractive features.

Financing Products
Soneri Bank ensures meeting all banking needs of its 
customers by offering variety of financing products to 
facilitate them to grow their businesses and also contribute 
their share towards industrial growth of the country. The 
Bank is also committed to play its role towards strengthening 
the SME sector by encouraging quality players to avail 
credit facilities through our nationwide branches, empowering 
them to grow beyond financial limitations. In addition to our 
conventional financing products including Running Finance, 
Cash Finance, Term/Demand Finance, Letter of Credits 
(LCs), Finance against Imported Merchandise (FIM), 
Finance against Trust Receipts (FATR) and Letter of 
Guarantees (LGs), the Bank also offers the following specific 
financing products to help its customers to operate their 
businesses without worrying about funding requirements.

Soneri Asaan Account
Soneri Asaan Account offers a simple and 
convenient way to fulfill all banking needs with 
minimum documentation requirement. It is 
offered in both current & savings account types 
and is suitable for self-employed individuals, 
students, housewives & daily wagers. The 
complete range of ADC services are available 
on these accounts.
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Soneri Speed Finance
Soneri Speed Finance is focused towards providing
quick and flexible financing solutions to its customers 
while keeping their savings secure. This product is offered 
to Individuals, Small & Medium Enterprises, Commercial 
and Corporate businesses for meeting their business 
needs. It has been designed to provide hassle-free and 
swift financing solutions to meet both short and long term 
financing needs of the customer. It is primarily secured 
against liquid security including Soneri Bank’s deposits 
(LCY & FCY Term Deposits, Cash Margin, Lien on 
Account) and Government Securities (DSC/SSC/RIC).

Prime Minister Youth Business Loan (PMYBL) Scheme
The Government has introduced Prime Minister’s Youth 
Business Loan Scheme with a markup subsidy and partial 
guarantee facility for extension of small business loans. 
The scheme was launched by the Prime Minister for 
promoting youth entrepreneurship in the country. The main 
objective of the PMYBL Scheme is to provide loans to the 
unemployed youth for establishing or extending business 
enterprises. As an executing agency, Soneri Bank is also 
offering loans under this scheme.

Agriculture Financing
Agriculture contributes a handsome share in GDP of our 
country & livelihood of a large number of rural 
population is based on this. Soneri Bank offers various 
Agriculture Financing Products in conventional as well 
as Islamic domains for the farming/rural communities to 
meet their working capital/development needs. All these 
products help them grow their agricultural produce & 
livelihood. Following Agriculture Financing Products are 
available for the uplifting of Agri-Economy:

• Farm Production Loans - Revolving Credit
• Farm Development Loans
• Tractor & Implements Loans
• Non-Farm Working Capital Loan - Dairy Farming
• Non-Farm Development Loan - Dairy Farming
• Non-Farm Working Capital Loan - Poultry Farming
• Non-Farm Development Loan - Poultry Farming
• Non-Farm Working Capital Loan - Fish Farming
• Non-Farm Development Loan - Fish Farming
• Non-Farm Working Capital Loan - Cattle Farming
• Non-Farm Development Loan - Cattle Farming
• Value Chain - Contract Farmers Financing
• Mustaqeem Tractor loans
• Ijarah

Consumer Finance

Soneri Car Finance
Now you can become the owner of a brand new
car through Soneri Car Finance Scheme. Soneri 
Bank offers Car Finance facility up to Rs. 3 million, 
repayable up to 5 years in equal monthly 
installments. Option of used and reconditioned 
cars is also available. Processing of application is 
fast and hassle-free with partial payment and 
early settlement options.

Soneri Personal Finance
Applicants of Soneri Personal Finance are offered 
up to Rs. 500,000 with amount repayable in 5 years 
in equal monthly installments.

Soneri Ghar Finance
To facilitate customers to realize their dream of a 
beautiful house, Soneri Bank offers Soneri Ghar 
Finance of up to Rs. 10 million, repayable in 20 
years in equal monthly installments.



Home Remittance
Soneri Bank Limited (SBL) under guidance of Pakistan 
Remittance Initiative (PRI) (a joint venture of State Bank, 
Ministry of Finance and Ministry of Overseas Pakistanis, 
Pakistan), started Home Remittance Payments 
Disbursement Initiative in July – 2012.

In a very short span of time and with exceptional customer 
support and service delivery standards, Soneri Bank 
managed to make a positive contribution towards Home 
Remittance Business. 

Soneri Bank has recognized the potential in Home 
Remittance business and therefore brands its business 
with the product name of “Soneri Mehnat Wasool 
Remittance” the Home Remittance Service. This service 
provides the customer avenue to receive their money with 
ease sent from abroad and over 285 Soneri Bank 
branches in 130 cities across Pakistan. Soneri Bank has 
already established the relationships with many Exchange 
Companies operating in different region of Gulf Countries, 
UK, America and Canada to facilitate its customers.

Alternate Delivery Channel

ATMs
With a growing network of 300+ ATMs across the country, 
customer can conveniently withdraw cash and avail ancillary 
services through our ATMs.

Soneri Mobile Banking
With Soneri Mobile Banking, customers can access their 
accounts anytime and anywhere via their mobile phones. They 
can view their account statements, perform fund transfers, get 
mobile top-ups and pay their bills conveniently sitting in the 
comfort of their homes and workplaces. Soneri Direct Internet 
Banking's app is also available for Android/iOS users.

Soneri Direct Internet Banking
Soneri Direct Internet Banking provides our customers
a simple, convenient and secure solution to operate their bank 
account(s) online 24/7 from anywhere in the world. Customers 
can access their account(s) anytime, print account statements, 
pay utility bills, transfer funds and view the history of their Soneri 
Internet Banking activities with a single click from their computers. 

Soneri VISA Debit Card
With Soneri VISA Debit Card, customers enjoy a cashless 
experience of spending and making payments anywhere within 
the country and across the globe. Customers are able to avail 
unmatched opportunities and benefits of the VISA Debit Classic 
& Gold Cards.

SMS Alerts
Soneri Bank offers SMS Alerts Service to all of its customers in 
order to make them feel secure and in control of their spending. 
The alerts are instant and keep customers updated about their 
account transactions.

Phone Banking
Customers can not only access their accounts 24/7 with Soneri 
Phone Banking, but can also request for different services 
being offered including VISA Debit Card Replacement, Stop 
Cheque Request, Banker’s Cheque, e-Statement & Account 
Statement Request. Simply dialing + 92-21-111-SONERI (766374) 
can give a lot of ease to customers and will help to fulfill their 
financial needs with just a call.
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Protection and Coverage Products

Bancassurance
Soneri Bank offers numerous coverage products to protect 
customers and their dear ones. These include an array of 
Bancassurance products to match your specific needs, 
ranging from children’s education, retirement, middle-age 
saving and business protection planning:

Sunehra Saver Plan & Sunehra Saver Takaful Plan
This bancassurance plan is designed for young 
executives, entrepreneurs, middle-aged professionals, 
working ladies and housewives to meet their future 
financial needs. Sunehra Saver lets you save money in 
different stages of your career, which helps augment funds 
later when your expenses exceed your income, letting you 
enjoy life with less worries.

Roshan Takmeel Plan
A bancassurance plan designed for self-employed 
professionals, business people, lower and middle 
management employees who wish to have financial 
independence after retirement or wish to retire early.

Roshan Aghaz & Roshan Aghaz Takaful Plan
A bancassurance plan designed for parents to plan
for their children’s educational expenses and
marriage of daughters.

Karobar Muhafiz
A bancassurance plan designed to enable you to
save regular amounts and safeguard you and your family 
against unforeseen circumstances, such as death of a key 
person running the business. SMEs, large enterprises and 
partnerships can avail this plan to ensure stability of their 
businesses.

ATM Withdrawal Coverage – Soneri Tahaffuz
Soneri Tahaffuz ATM Withdrawal Coverage covers you in 
the event of loss of cash resulting from armed hold-up or 
forced deprivation on cash withdrawals from any 
1-Link/M-net ATMs in Pakistan. The coverage is available 
for both Conventional and Islamic account holders.

Soneri Mustaqeem Islamic Banking
“Soneri Mustaqeem Islamic Banking” offers a broad 
range of 100% Shari’ah-compliant financial solutions for 
the customers. Our Islamic portfolio includes:

Financing Products
•  Murabaha
•  Commercial Ijarah
•  Consumer Car Ijarah
•  Salam
•  Istisna
•  Diminishing Musharakah
•  Running Musharakah
•  Letter of Credit & Guarantees
•  Islamic Export Refinance

Deposit Products
• Soneri Rahat Business Account
• Soneri Asaan Account
• Soneri Bachat Savings Account
• Soneri Munafa Savings Account
• Soneri Meaadi Term Deposit
• Soneri Jari Current Account (Local & Foreign Currency)

Corporate & Investment Banking
Soneri Bank’s Corporate & Investment Banking is well 
equipped to meet the requirements of Corporate clients 
having strong presence in Karachi, Lahore and 
Islamabad.

Our team of Relationship Managers and Team Leaders 
are fully geared to establish meaningful relationships with 
our blue chip Corporate & Institutional clients including 
public sector entities to become partners in their growth 
by acting as financial advisors, effectively catering to their 
financial needs and offering financial solutions through 
the following suite of products:

Working Capital & Trade Finance Facilities
Our Corporate Banking teams offer working capital 
funding solutions for efficient financing of business cycles 
through pre & post shipment facilities alongside trade 
finance products which are structured as per our clients’ 
specific requirements.

These are instrumental in improving liquidity and cost 
efficiency of business activity of our clientele.

Investment Banking
Our Investment Banking wing offers medium & long term 
loans under bilateral as well as syndicate arrangements for 
financing of CAPEX, BMR & Project funding activity. 
Investment Banking team is also carrying out Advisory 
Services for our clients besides giving the best solutions for 
the financial modeling and effective structuring of their 
funding requirements.

Supply Chain Management
Being a provider of financial services, we offer end-to-end 
supply chain financing solutions to dealers & vendors of 
our blue chip Corporate customers to meet business 
requirements.

Cash Management
SBL’s Cash Management coupled with our next generation, 
web-based Cash Management System ‘Soneri Trans@ct’, 
provides our valued customers with comprehensive, one 
stop solution for cash flow management, i.e. Receivables 
and Payables Management, in the most effective and 
efficient manner.

Our Cash Management services, comprise of a full array of 
products & services, designed and tailored to enable our 
Corporate, Commercial and SME customers to securely 
exchange funds and financial information in real-time 
with their trading partners, for optimal management of 
working capital.

Underwriting
Underwriting commitment business maintained its 
momentum in 2016 as well. Going forward our focus will be 
to increase this business and capture opportunities as per 

the risk appetite of the Bank. Further, we continued to 
facilitate our clients and retail investors as a banker to the 
issue in 2016.
 
China Desk
The China–Pakistan Economic Corridor is a collection of 
projects currently under construction at a cost of $54 billion 
as part of China's ambitious One Belt, One Road initiative, 
and is part of Pakistan's Vision 2025. Projects under CPEC 
are intended to strengthen the Pakistani economy by the 
rapid overhaul and construction of major infrastructure 
projects, establishment of special economic zones,
power generating projects and Gwadar Port which will 
connect China’s northwestern region via network of 
highways and railways.

We have established a Chinese Business Unit at Blue 
Area, Islamabad to cater all banking requirements of 
Chinese customers via our tailor-made product suite
under one roof.
 
Trade
We are offering trade solutions such as, LC Advising,
LC Confirmation, LC Negotiation/Discounting, Letter of 
Guarantees, Risk Participation and others. SBL also 
facilitates their correspondents by catering foreign 
guarantee business against their counter guarantees 
favoring beneficiaries in Pakistan.

Soneri Bank Limited | Annual Report 2016 25



Corporate Social Responsibility
(CSR) Activities
To ensure the spirit of its brand promise of ‘Roshan Har 
Qadam’ Soneri Bank aims to enrich the society in
all walks of life. In 2016, our CSR activities embodied 
principle of inclusiveness for the betterment of fellow 
beings in the field of education, healthcare, community, 
arts and culture, women empowerment, environment, 
sports and rehabilitation. 

Contribution to Healthcare
Soneri Bank has generously contributed to
healthcare organizations, to serve the purpose of humanity.

The Kidney Centre (TKC)
The Kidney Centre (TKC), a non-profit organization provides 
comprehensive quality renal care to patients suffering from 
kidney problems. Soneri Bank took the opportunity to 
support one of its fundraising events of the year.

Lady Dufferin Hospital 
Lady Dufferin, Pakistan’s largest and well known women’s 
hospital provides quality healthcare to all socio-economic 
groups at subsidized rates. To improve the healthcare 
facilities of the organization, Soneri Bank extended its 
support by sponsoring its annual fundraising event for 
society’s prosperity.

Fatimid Foundation
Fatimid Foundation, a non-profit organization provides
free blood/blood components to patients suffering from 
various chronic blood disorders requiring blood/blood 
component therapy as an essential part of their treatment. 
To support the cause Soneri Bank co-sponsored the 
seminar for International Thalassaemia Day. 

Patient’s Aid Foundation
Patient’s Aid Foundation is a charity based organization 
committed to provide free quality healthcare to all. In 
collaboration with JPMC (Jinnah Postgraduate Medical 
Centre) various patient related activities have been 
accomplished which includes reconstructing and 
renovating buildings, reinstating crucial equipment, and 
providing free medicine and laboratory tests. PAF also 
brought CyberKnife technology in Pakistan that treats 
cancer. Soneri Bank pledged to the cause by sponsoring 
its annual fundraising event.
 
Installation of RO Water Plant for Public Use 
The need of clean water is a necessity for every human 
being, thus, to support this noble cause, Soneri Bank 
installed an RO water plant in a village called Nathuwala 
Chak, Tehsil Shahkot, District Nankana Sahib to provide 
clean drinking water for the villagers. 

Promoting Arts and Culture

Gallery 6, Islamabad
Gallery 6, Islamabad, a well-known Art Gallery,
promotes and awards young Pakistani artists with 
“Arjumand Painting Award”. The objective is to highlight 
the importance of classical painting and generate interest 
in classical art. Soneri Bank supported the cause to revive 
the culture of classical arts.

SIACHEN – A Pakistani Theatrical Masterpiece
Siachen has been one of the most popular patriotic
plays staged over a hundred shows in the country. As
part of its Employee Engagement Drive 2016, Soneri Bank 
reserved three consecutive staff shows that received a 
heartening response.

Mauseeqar-e-Azam Memorial Society
Soneri bank packaged and partly sponsored Pakistani 
classic music arranged by Mauseeqar-e-Azam Memorial 
Society, a Lahore based music academy to pay tribute to late 
"Master Ghulam Haider" to preserve the classical music 
of the sub-continent. 

Empowering Education 
With the focus in the field of education, Soneri Bank has 
generously supported and promoted various educational 
organizations for its development. 

Aga Khan Education Service, Pakistan 
The Aga Khan Education Service, Pakistan is amongst
the largest private network of education institutions in 
Pakistan. The institutions working under AKESP works to 
eradicate illiteracy. Soneri Bank has sponsored several 
educational programs for the enhancement and 
improvement of education. 

The Citizens Foundation
The Citizens Foundation (TCF), a non-profit organization 
brings positive social change through education. It is 
one of Pakistan’s leading organizations in the field of 
education for the less privileged. To support TCF’s cause
of improving the literacy rate of Pakistan, Soneri Bank 
sponsored basic education of 3 children for 11 years i.e. 
(Kindergarten to Matric)
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Institute of Business Administration, Karachi
Institute of Business Administration (IBA) is the oldest 
educational institution in Karachi. IBA has maintained its 
position as the premier institution of higher learning in the 
field of Management and Business Administration. Soneri 
Bank widened its support by partially sponsoring a CPEC 
Business Conference in order to create awareness for 
China-Pakistan Economic Corridor (CPEC) Program among 
public/private sector investors, policy makers, government 
officials and others.   

Family Education Services Foundation
Family Educational Services Foundation (FESF) is a
non-profit educational organization active in Pakistan since 
1984. FESF is dedicated to enhance the quality of life for all 
members of the community, especially those who are 
disadvantaged. Soneri Bank supported generously in their 
educational development training programs in order to 
empower the underpriviledged to reach their full potential.

Citizens Archive of Pakistan (CAP)
CAP, a non-profit organization dedicated to cultural and 
historic preservation, aims at educating the community and 
creates quality awareness about our nation’s history. To 
support CAP in achieving its mission to build and support 
educational programs and develop educational 
product-based testimonies, Soneri Bank supported the 
cause by providing sponsorship for the fundraiser carnival 
in 2016.

Development in Literacy 
Developments in Literacy, educates and empowers 
underprivileged students, especially girls, by operating 
student-centered model schools; and provides a 
high-quality professional development to teachers and 
principals across Pakistan. Soneri Bank has supported this 
cause by sponsoring the fundraising event for the 
development of education and literacy.

SOS Children’s Villages Pakistan
SOS Children's Villages Pakistan is a social welfare 
organization affiliated with the world's largest orphan and 
abandoned children charity. SOS is working for their shelter, 
education, job trainings to help them lead a better life in the 
long-term. Soneri Bank continued to support this cause by 
sponsoring an annual carnival for kids.

Rehabilitation Efforts 

Saving Thar – Old Associates of Kinnaird Society (OAKS)
Saving Thar is a life-saving project for building the lives and 
empowering communities in the drought-prone areas of 
Tharparkar. Soneri Bank expanded the Village 
Development Model by adopting a village of Rohaj 
Halepoto which caters 157 households. Several activities 
like ber grafting, tree plantation, kitchen gardening training, 
gifting goats and providing solar panels for households are 
part of the sustainability program.

NOWPDP
Network of Organizations Working with People with 
Disabilities, Pakistan (NOWPDP) raises awareness in the 
society about the rights of persons with disabilities. For this 
noble cause, the Bank has sponsored 25 Baithaks to the 
well-being of the disabled. 

Rotary Metropolitan Trust
Rotary Metropolitan Trust is a non-profit organization
working for the development of community. Their projects 
are focused in the field of health, basic education and skill 
development in Karachi and across Sindh. Soneri Bank 
extended its support by sponsoring its annual fundraising 
event for community development projects.
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Women Empowerment

International Women Leaders Summit 
Soneri Bank was part of International Women Leaders 
Summit in 2016. The conference was a professional 
forum to collate successful and diversified professional 
women leaders across the globe to impart and integrate 
their experiences at a local forum for an exchange of 
broader perspectives and learning.
 
Attock Sahara Foundation
Attock Sahara Foundation (ASF) is a welfare based 
non-profit organization serving the community since 1966. 
Its aim is to play a vital role in uplifting the socio-economic 
conditions of the surrounding communities through 
various welfare projects. Soneri Bank supported their 
mission by sponsoring an annual fundraising exhibition for 
this noble cause.

Behbud Association Karachi 
Behbud Association Karachi is a well-known NGO 
conducting the development programs in the areas of 
health, education and women empowerment for many 
years. By contributing in their annual fundraising event, 
Soneri Bank supported their cause of serving humanity.

Promoting Sports

Karachi Golf Club
The Karachi Golf Club is the oldest golf club in Pakistan.
To promote and support Golf in Karachi, Soneri Bank 
sponsored a Golf Tournament which provided a recreational 
sports forum for corporate clientele and staff. 

Airmen Golf Club
The Airmen Golf Course is one of the largest golf courses in 
the country spread over hundreds of acres. To promote sports 
and recreational activities, the Bank sponsored a golf event at 
the Club.

Supporting Golfer
In the spirit of promoting new talent and ambitious people to 
achieve their dreams, Soneri Bank has sponsored an inspiring 
golfer, to represent the Bank in various tournaments nationwide. Environment Care

WWF, Pakistan
WWF is one of the world’s largest and recognized nature 
conservation organization. For this noble cause of saving 
nature and environment, SBL contributed through 
employee activities which included beach cleaning, 
planting mangrove sapling, transit walk, web yarn and 
various environment preservation for the protection and 
conservation of nature.

Seeding Hope
With the objective to support environment preservation, 
Soneri Bank metaphorically depicted the journey of the 
Bank via a ‘Seed Concept’, a harbinger for growth, 
happiness and celebration of 25 Years of Silver Jubilee. 
With the provision of a seed bag as part of the concept 
and design, it motivated people to plant a ‘Seed of Hope’ 
for environmental nurturance.
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Complaint Handling

Soneri Bank Limited (SBL) is committed to provide 
outstanding banking services to its customers and aims to 
offer services at par with international banking standards. 
Complaint Management Unit (CMU) owns the Service 
Pledges completely and has inculcated it into all stages of 
complaint handling. These service pledges are: 

• We manage time
• We provide equality
• We know customers
• We think forward
• We listen more

CMU has been established for thorough evaluation
of customers’ complaints and to address customer 
grievances along with the timely resolution in compliance 
with all regulatory requirements. CMU plays an integral 
role between customers and core units of SBL to get 
feedback properly addressed and answered. All 
feedback received are classified into 3 category i.e. 
complaints, queries and dispute, and are worked on 
according to their nature.

Following channels are available for customers to register 
their complaints:

• Phone Banking
• Branches 
• Soneri Bank Website
• Emails 

CMU monitors, investigates and responds to the 
complaints based on their findings and feedback 
received; keeping in view the regulatory guidelines. The 
unit also maintains full record of complaints including 
action that has been taken to resolve them.

In order to enhance control environment and to improve 
the review regarding customer complaints, we have   
implemented Complaints System in 2016 through which 
proper record of customer complaints are obtained.

During the year 2016, 3,658 complaints were received through different channels, out of which 100%
were investigated and resolved within the prescribed timeline, which is reflected in the following bar chart: 

0-5 6-10 11-15 16-20 21-30 30+

1318

1962

376

2 0 0

Days

Complaints

Year 2016: Turn around time
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