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Our Aim
To resolve all disputes amicably through an 
informal and friendly process of reconciliation 
rather than a formal adversarial procedure. 
We cannot take sides.

Mission Statement
As an independent statutory body established 
to resolve disputes between consumers and banks, 
it is 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.

Our Aim and Mission Statement
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We function as a closely-knit team and take collective 
responsibility for individual decision-making. We have full 
ownership of our Core Values and firmly believe that by abiding 
these values, both in our professional and personal lives, we can 
make a difference.

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

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

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

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

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

Core Values
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The year 2010 was another active and challenging year for the Office of the Banking 
Mohtasib. In 2010, we reviewed our policies and procedures in order to identify 
opportunities to streamline and simplify and otherwise improve our complaint 
resolution process. In our endeavor to speed up the process of complaint resolution 
as well as to save the complainants from the inconvenience of traveling to far off 
destinations, formal hearings were held not only at our Regional Offices as was 
usual in the past but also in other major cities of the country. Focusing on improving 
efficiency as well as quality of service, it was possible to reduce the number of days 
taken to resolve a complaint from an average of 326 days in the year 2009 to 101 
days in the year 2010. Today, it stands at an average of 66 days. Serious efforts are 
underway to reduce it further to a period of 45 days, which is however possible only 
through an amendment in law already suggested to State Bank of Pakistan.

In the year 2010, the total number of formal complaints received by us stood 
at 1047 as against 1608 in 2009. On the other hand, the informal complaints rose 
from 1615 in 2009 to 2138 in 2010. Thus the combined total of formal and informal 
complaints is almost equal in both the years. One of the reasons for the decline in 
formal complaints is the reduction in complaints relating to consumer loans which 
have come down from 455 complaints in 2009 to 303 in 2010 – a decrease of 152 
complaints. The decline can also be attributed to our meetings with Regional Chiefs 
of banks in different parts of the country. In these meetings, these Regional Heads 
were thoroughly briefed about the working of the office of Banking Mohtasib, our 
expectations in the matter of dealing with the complaints and the reputational risk 
involved in failure of banks to attend to the complaints promptly thereby delaying 

From the Banking Mohtasib



Annual Report  2010Banking Mohtasib Pakistan

77

redressal of grievances. Necessary guidance was provided particularly in the context 
of cost involved in dealing with claims for small amounts and the standing of the 
complainant.

It may be mentioned here that the complaints received under the category of Frauds 
show an increase of 13 percent over the comparative figure in 2009, with most of 
these complaints relating to parallel banking and misappropriation of funds. A clean 
separation from bank service allows the employee who was found to have committed 
a fraud, to work in another bank and create a potential for further frauds there. 
In our view, a database of such tainted ex-employees maintained with Pakistan
Bank Association will go a long way in preventing repetition of frauds and promoting 
consumer confidence in the banking system provided banks are instructed to refer 
to it before appointing any person. This proposal has already been forwarded to State 
Bank of Pakistan.

Computerization of the overall accounting system and initiation of new HR policies 
and regulations were some other initiatives taken in 2010 to strengthen the 
organizational structure in line with the overall capacity building process initiated 
by me. This also included purchase of better IT equipment and improvement in our 
complaint processing system. To have better and closer cooperation with similar 
organizations, we secured the membership of International Network of Financial 
Services Ombudsman Schemes (INFSOS) in March 2010. The Institution of Banking 
Mohtasib is already a member of the Asian Ombudsman Association. We are positive 
that increased interaction at the international level will enhance the performance 
of the BMP Secretariat through adoption of international best practices.

Like the previous reports, the Annual Report 2010 includes analysis of some of 
the systemic deficiencies and control weaknesses in banks which we came across 
during the course of our investigations in the year under review. We have made 
recommendations to the State Bank of Pakistan in this regard and some of these 
have already been agreed to and notified by the State Bank.

In the end, I would like to compliment my entire team for their dedication and 
commitment to the vision of this Institution. The years ahead will continue to be 
more challenging and demanding but I am positive that with this level of devotion, 
we will continue to resolve disputes with utmost objectivity and fairness and perform 
in an even more efficient and effective way. This is our mission and this is what we 
believe in.

MANSUR-UR-REHMAN KHAN
Banking Mohtasib Pakistan
29th March, 2011
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Jurisdiction
In relation to all commercial banks operating in 
Pakistan, Banking Mohtasib has been empowered 
to entertain all complaints relating to banking services 
and products.

Banking Mohtasib has been given adequate powers 
to call for such information as would be relevant for 
the disposal of complaints provided legal banking 
confidentiality is maintained.

However, Banking Mohtasib does not have the power 
to direct banks to grant loans and advances.

Banking Mohtasib has no jurisdiction to consider 
complaints against a bank’s loan mark-up policies, risk 
policies, or product and service pricing if included in 
schedule of charges and any other policy matter.

Any matter which is sub-judice or has been decided 
by a court of law or by SBP is outside the purview of 
the Banking Mohtasib.

Grievances of bank employees or ex-employees 
pertaining to terms and conditions of their service 
fall outside the jurisdiction of the Banking Mohtasib. 

Public Awareness Campaign
Complaint Forms, FAQ (Frequently Asked Questions) 
Leaflets and Posters titled “Banking Mohtasib and You” 
both in English and Urdu are sent to branches of all 
commercial banks for information of bank customers 
about Banking Mohtasib’s functions.

The Banking Mohtasib website is regularly updated 
and carries useful information regarding our scope of 
service, complaint procedure (with printable complaint 
forms), appeal process as well as BMP annual reports 
and samples of case studies of significant decisions.

Administrative Expenses
All expenses are charged proportionately to 
commercial banks. Administrative expenses incurred 
during the year were Rs.60,334,449/- which compare 
with Rs.47,499,869/- during 2009. The 27% increase in 
expenses was due to increase in salaries of employees 
and provision for leave as per IFRS (International 
Financial Reporting Standards), annual increase in rent 
of office premises and increase in the rates of utilities, 
including capital expenditure on purchase of computers 
in phase-wise replacement of old ones and for setting 
up of new regional office at Multan.

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

A number of countries have established the institution of Banking Mohtasib 
(Ombudsman) or similar institutions and each one has contributed to an improved 
and more efficient banking system. The institutions have invariably had a very positive 
influence on the system where banks have become increasingly conscious of their 
responsibilities as service providers of the need to satisfy and meet customer demands 
professionally and efficiently.

The institution of Banking Mohtasib Pakistan, therefore, fulfills the desire of the State 
Bank of Pakistan and the Federal Government to provide an independent complaints 
resolution mechanism which is free, impartial and prompt.
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Types of Complaints

We receive two types of complaints:

a) Informal Complaints
These complaints relate to trivial matters and 
are not submitted by adopting the procedure laid 
down in the Law.

Upon receipt of informal complaints, procedural 
guidance is provided to complainants and where 
warranted, banks are asked to see if they can resolve 
the issue. During the year, 2138 such complaints were 
received and suitably addressed. This compares with 
1615 informal complaints received during the year 
2009.

Further breakup of informal complaints 
is given below:

Informal services provided to “walk in” 
complainants by our Officers			      348
 
Complaints received in writing but 
without completing prescribed mandatory 
legal process					      1181

Complaints received via email			      609

Total informal complaints			   2138

10

The monthly average of informal complaints received 
during 2010 is 178, which reflects 32% increase over 
the monthly average of 135 informal complaints 
received during the year 2009.

b) Formal Complaints 
These are complaints which are submitted in 
writing and in accordance with the procedure 
prescribed by Banking Companies Ordinance 
1962 (that is, complaints on prescribed complaint 
form duly attested by an Oath Commissioner 
and with a prior notice already served upon the 
Bank). 

Formal complaints received during the period were 
1047, showing a monthly average of 87, which reflects 
a 35 % decrease over the monthly average of 134 
formal complaints during the year 2009. However, 
this largely owes to the increase in informal complaints 
as an increasing number of complaints are now dealt 
at the initial stage by providing a speedy resolution 
of problems wherever possible.

In handling complaints, the main objective is to 
facilitate the resolution through an amicable process 
of reconciliation. Time and again banks make direct 
contact with complainants during the enquiry 
phase, resolve their grievances and obtain letters
of satisfaction. This action serves the very purpose 
 

The annual traffic of formal 
complaints (green bars) and 
informal complaints (orange 
bars) of the Banking Mohtasib 
function since inception is 
illustrated

Complaint Traffic Since Inception
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A comparative position 
showing total cases decided 
through formal hearings 
(orange bars) and through 
process of reconciliation 
(blue bars) is illustrated 
in this chart:

Summary — Complaint Flow during 
the year 2010:

Complaints in Hand as on January 1, 2010	   157
New Complaints received			   1047
Total						      1204

Orders issued					        94
Amicably resolved through reconciliation		    822
Complaints rejected				       182
Total						      1098

Complaints on Hand as on December 31, 2010	    106

Breakup of Complaints: Region-wise:

for which institution of Banking Mohtasib Pakistan 
was created.

Where resolution is not forthcoming, the issue is 
analyzed and the concerned bank presented with 
our findings and recommendations on how best 
to settle a dispute. In most cases, banks accept the 
recommendations and the dispute is resolved. However, 
where banks contest the recommendations, they are 
provided an opportunity of Hearing in terms of Section 
82D (3) of the Banking Companies Ordinance 1962 
after which an appropriate formal Order is issued.

Given below is an yearly comparison of the total 
number of orders passed since inception against 
the total number of complaints resolved:

Cases� Decided Through Formal �Hearings & Reconciliation: A Comparison

Year Total Complaints Resolved Orders Passed

2005 225 2

2006 665 52

2007 772 63

2008 337 47

2009 1776 62

2010 916 94

Region Complaints %

Balochistan,
KhyberPakhtunkhwa, Sindh 159 15

Karachi 326 31

Punjab (North) & AJK 203 19

Lahore 193 19

Punjab (South) 166 16

Total 1047
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SN Bank Total Rejected Declined Granted Amount claimed (Rs.) Amount granted (Rs.) Pending 31-12-10 

1 Allied Bank Limited 107 10 42 40 48,756,756 41,655,482 15

2 Askari Bank Limited 35 7 13 12 1,639,224 1,639,224 3

3 Atlas Bank Limited 5 0 1 2 0 0 2

4 Bank Al Habib Limited 6 1 1 3 6,020,000 6,020,000 1

5 Bank Alfalah Limited 96 15 42 37 2,725,751 1,801,755 2

6 Bank Islami Pakistan Limited 9 1 4 2 7,356 7,356 2

7 Citibank N.A. 43 5 19 17 506,686 506,186 2

8 Dawood Islamic Bank Limited 1 0 0 1 50,075 50,075 0

9 Dubai Islamic Bank Pakistan Limited 6 0 2 2 0 0 2

10 Emirates Global Islamic Bank Limited * 1 0 0 1 15,330 15,330 0

11 Faysal Bank Limited 23 5 8 7 10,951,312 1,883,000 3

12 First Women Bank Limited 2 0 2 0 0 0 0

13 Habib Bank Limited 134 22 58 42 51,974,101 15,179,991 12

14 Habib Metropolitan Bank Limited 3 0 1 2 26,535 10,015 0

15 HSBC Bank Middle East Limited 6 2 3 0 0 0 1

16 JS Bank Limited 2 1 1 0 0 0 0

17 KASB Bank Limited 7 1 2 4 3,805,000 3,715,000 0

18 MCB Bank Limited 142 18 65 49 6,804,705 6,575,567 10

19 Meezan Bank Limited 15 1 9 3 105,015 105,015 2

20 Mybank Limited 5 0 4 0 0 0 1

21 National Bank of Pakistan 116 18 35 54 22,594,489 17,444,080 9

22 NIB Bank Limited 22 2 10 6 407,745 407,745 4

23 Samba Bank Limited 5 0 0 4 166,214 166,214 1

24 Silk Bank Limited 9 3 2 3 348 348 1

25 SME Bank Limited 2 0 2 0 0 0 0

26 Soneri Bank Limited 4 1 2 0 0 0 1

27 Standard Chartered Bank (Pakistan) Limited 108 13 34 47 23,925,129 22,589,359 14

28 Summit Bank Limited ** 1 0 1 0 0 0 0

29 The Bank of Khyber 2 0 1 0 0 0 1

30 The Bank of Punjab 27 3 11 12 338,991 338,991 1

31 The Punjab Provincial Cooperative Bank Limited 4 1 2 1 100,000 100,000 0

32 The Royal Bank of Scotland 51 12 22 15 178,560 54,416 2

33 United Bank Limited 168 21 65 68 16,056,820 12,141,489 14

34 Zarai Taraqiati Bank Limited 23 7 11 5 504,932 504,932 0

35 Institutions other than banks 14 12 2 0 0 0 0

Total 1204 182 477 439 197,661,074 132,911,570 106

  * since merged with Albaraka Islamic Bank BSC

** formerly Arif Habib Bank Limited

Disposal of Complaints
As mentioned earlier, 1047 formal complaints were received during the year 2010. 
In addition to these, 157 complaints pertained to previous years were outstanding as on December 31, 
2009. The following tables show bank-wise disposal of these 1204 complaints:

Table 1:   Bank-wise disposal of 1204 complaints received during the year 2010 and brought forward 
	    from previous years
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Table 2:  Bank-wise disposal of 1047 complaints received during the year 2010 in descending order

  * since merged with Albaraka Islamic Bank BSC

** formerly Arif Habib Bank Limited

SN Bank Total Rejected Declined Granted Amount claimed (Rs.) Amount granted (Rs.) Pending 31-12-10 

1 United Bank Limited 135 21 45 55 10,833,652 6,939,001 14

2 MCB Bank Limited 129 18 55 46 6,765,836 6,536,698 10

3 Habib Bank Limited 113 22 50 29 47,932,992 11,499,758 12

4 National Bank of Pakistan 98 16 31 42 20,061,711 15,898,202 9

5 Standard Chartered Bank (Pakistan) Limited 89 13 26 36 2,600,542 1,316,206 14

6 Bank Alfalah Limited 88 15 38 33 2,302,954 1,378,958 2

7 Allied Bank Limited 87 10 32 30 18,050,496 13,492,346 15

8 The Royal Bank of Scotland 48 12 20 14 168,498 44,354 2

9 Citibank N.A. 40 5 17 16 501,947 501,447 2

10 Askari Bank Limited 31 7 11 10 173,910 173,910 3

11 The Bank of Punjab 26 3 11 11 291,491 291,491 1

12 Faysal Bank Limited 21 5 7 6 126,000 76,000 3

13 NIB Bank Limited 21 2 10 5 34,444 34,444 4

14 Zarai Taraqiati Bank Limited 19 7 8 4 239,371 239,371 0

15 Meezan Bank Limited 14 1 9 2 65,015 65,015 2

16 Bank Islami Pakistan Limited 9 1 4 2 7,356 7,356 2

17 Silk Bank Limited 9 3 2 3 348 348 1

18 KASB Bank Limited 7 1 2 4 3,805,000 3,715,000 0

19 Dubai Islamic Bank Pakistan Limited 6 0 2 2 0 0 2

20 HSBC Bank Middle East Limited 6 2 3 0 0 0 1

21 Atlas Bank Limited 5 0 1 2 0 0 2

22 Bank Al Habib Limited 5 1 1 2 6,020,000 6,020,000 1

23 Mybank Limited 5 0 4 0 0 0 1

24 Samba Bank Limited 5 0 0 4 166,214 166,214 1

25 Soneri Bank Limited 4 1 2 0 0 0 1

26 Habib Metropolitan Bank Limited 3 0 1 2 26,535 10,015 0

27 The Punjab Provincial Cooperative Bank Limited 3 1 2 0 0 0 0

28 JS Bank Limited 2 1 1 0 0 0 0

29 Dawood Islamic Bank Limited 1 0 0 1 50,075 50,075 0

30 Emirates Global Islamic Bank Limited * 1 0 0 1 15,330 15,330 0

31 SME Bank Limited 1 0 1 0 0 0 0

32 Summit Bank Limited ** 1 0 1 0 0 0 0

33 The Bank of Khyber 1 0 0 0 0 0 1

34 Institutions other than banks 14 12 2 0 0 0 0

Total 1047 180 399 362 120,239,717 68,471,539 106
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Table 3:  Bank-wise disposal of 157 complaints brought forward from previous years

No formal complaint has been received against the following seven banks during the year 2010:

Al-Baraka Islamic Bank BSC
Barclays Bank PLC
Deutsche Bank AG
First Women Bank Ltimited
Industrial Development Bank of Pakistan
Oman International Bank S.A.O.G
The Bank of Tokyo Mitsubishi UFJ Ltd.

SN Bank Total Rejected Declined Granted Amount claimed (Rs.) Amount granted (Rs.) Pending 31-12-10 

1 Allied Bank Limited 20 0 10 10 30,706,260 28,163,136 0

2 Askari Bank Limited 4 0 2 2 1,465,314 1,465,314 0

3 Bank Al Habib Limited 1 0 0 1 0 0 0

4 Bank Alfalah Limited 8 0 4 4 422,797 422,797 0

5 Citibank N.A. 3 0 2 1 4,739 4,739 0

6 Faysal Bank Limited 2 0 1 1 10,825,312 1,807,000 0

7 First Women Bank Limited 2 0 2 0 0 0 0

8 Habib Bank Limited 21 0 8 13 4,041,109 3,680,233 0

9 MCB Bank Limited 13 0 10 3 38,869 38,869 0

10 Meezan Bank Limited 1 0 0 1 40,000 40,000 0

11 National Bank of Pakistan 18 2 4 12 2,532,778 1,545,878 0

12 NIB Bank Limited 1 0 0 1 373,301 373,301 0

13 SME Bank Limited 1 0 1 0 0 0 0

14 Standard Chartered Bank (Pakistan) Limited 19 0 8 11 21,324,587 21,273,153 0

15 The Bank of Khyber 1 0 1 0 0 0 0

16 The Bank of Punjab 1 0 0 1 47,500 47,500 0

17 The Punjab Provincial Cooperative Bank Limited 1 0 0 1 100,000 100,000 0

18 The Royal Bank of Scotland 3 0 2 1 10,062 10,062 0

19 United Bank Limited 33 0 20 13 5,223,168 5,202,488 0

20 Zarai Taraqiati Bank Limited 4 0 3 1 265,561 265,561 0

Total 157 2 78 77 77,421,357 64,440,031 0
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  * formerly Arif Habib Bank Ltd.

** since merged with Albaraka Islamic Bank BSC

Complaints Per Branch:  Table showing the number of complaints received against each bank during 
			     the year 2010 taking into account size of the bank in terms of its branches:

SN Bank Complaints Received Branches Complaints per Branch

1 Citibank N.A. 40 26 1.54

2 The Royal Bank of Scotland 48 88 0.55

3 Standard Chartered Bank (Pakistan) Limited 89 167 0.53

4 HSBC Bank Middle East Limited 6 12 0.50

5 Bank Alfalah Limited 88 340 0.26

6 Dubai Islamic Bank Pakistan Limited 6 36 0.17

7 Samba Bank Limited 5 31 0.16

8 Faysal Bank Limited 21 139 0.15

9 Askari Bank Limited 31 226 0.14

10 MCB Bank Limited 129 1060 0.12

11 United Bank Limited 135 1121 0.12

12 Atlas Bank Limited 5 43 0.12

13 Allied Bank Limited 87 801 0.11

14 Silk Bank Limited 9 87 0.10

15 NIB Bank Limited 21 223 0.09

16 The Bank of Punjab 26 292 0.09

17 Bank Islami Pakistan Limited 9 102 0.09

18 Habib Bank Limited 113 1484 0.08

19 National Bank of Pakistan 98 1363 0.07

20 KASB Bank Limited 7 101 0.07

21 Meezan Bank Limited 14 203 0.07

22 Mybank Limited 5 86 0.06

23 Zarai Taraqiati Bank Limited 19 348 0.05

24 SME Bank Limited 1 21 0.05

25 Summit Bank Limited * 1 40 0.03

26 Habib Metropolitan Bank Limited 3 122 0.02

27 Soneri Bank Limited 4 184 0.02

28 The Bank of Khyber 1 46 0.02

29 Dawood Islamic Bank Limited 1 50 0.02

30 Bank Al Habib Limited 5 266 0.02

31 The Punjab Provincial Cooperative Bank Limited 3 160 0.02

32 JS Bank Limited 2 114 0.02

33 Emirates Global Islamic Bank Limited** 1 60 0.02

34 Institutions other than banks 14 0  

Total 1047 9442  
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It is accepted that the complaints data as 
presented, may still not project a fair reflection 
of a bank’s service quality owing to the size of 
their consumer products portfolio. Even if the 
complaints are measured against the number of 
customers of a bank, the position would not be 
reflective of true position owing to the fact that 
it is not possible to take into account the number 
of utility bills collected at a branch which is 
sizeable and also prone to generate complaints. 
Thus, how best to present complaints data is an 
endless debate. We expect readers to keep the 
foregoing in mind when making comparisons.

Complaints Received  
Comparison between 2010 & 2009

Around 17% of complaints were rejected summarily. 
Out of these, 34% were those where the complainants 
did not comply with the mandatory legal requirement 
of serving a notice to the bank, 8% were against 
Micro-finance Banks, Non-Bank Finance Companies 
and Mutual Funds which are outside our jurisdiction, 
while another 16% related to cases that were either 
decided by SBP/ Courts or were pending with them. 
Other rejected complaints related to bank policy 
matters such as levy of charges under banks’ schedule 
of charges, reduction in loan markup rates, loan 
write-off requests, low profit rates on deposits, staff 
employment disputes, etc. which we are not empowered 
to entertain by the Law.

Status 2010 % 2009 %

Granted 362 35 281 17

Declined 399 38 303 19

Rejected 180 17 894 56

Pending 106 10 130* 8

Total 1047 1608

This chart shows the disposal 
status of the 1047 complaints 
received during the period, 
while the table above gives 
a comparison of total 
complaints (formal) received 
during 2009 and 2010:

Disposal Status: Complaints Received

* Does not include 27 complaints pertaining to previous years

Granted 35%

Declined 38%

Rejected 17%

Pending 10%

35%

10%

17%

38%
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Rejection Pattern of Complaints

This chart illustrates the 
rejection pattern of complaints 
by major categories:

0% 10% 20% 30% 40%

34%

14%

11%

8%

8%

8%

7%

3%

3%

1%

1%

1%

1%

Mandatory Legal ProcedureŁ
Not Followed

Policy Related Matter

Pending Before Court/SBP

Frivolous

Mark-Up/ Interest Write-Off Sought

Not Against A Commercial Bank

Others

Loan Write-Off Sought

Already Decided By Court

Already Decided By SBP

Request For Grant Of Loan

Schedule Of Charges

Requesting Stay Orders

SN Category No. of Complaints in 2010 % in 2010 No. of Complaints in 2009 % in 2009

1 Consumer Products 303 29 455 28

2 Advances, Loans and Deposits 213 20 362 23

3 Frauds 179 17 158 10

4 ATMs 107 10 93 6

5 Service Inefficiency/ Delays/ Others 103 10 93 6

6 Others 42 4 203 13

7 Gross Dereliction of Duty 34 3 68 4

8 Corruption or Malafide Practice 14 1 99 6

9 Lockers 14 1 11 1

10 Zakat Deduction 9 1 15 1

11 Exporters 7 1 2 —

12 Service Rules 7 1 16 1

13 Utility Bills 5 1 5 —

14 Lost Cheques 4 1 14 1

15 Importers 3 — 3 —

16 Foreign Currency Accounts 2 — 6 —

17 Breach of Confidentiality 1 — 2 —

18 Cases of Nepotism — — 2 —

19 Misleading Advertising — — 1 —

Total 1047 1608

Complaints Received May be Classified into Following Categories
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While comparing the data relating to total complaints 
received in the years 2010 and 2009 as given in the 
above table, it can be seen that complaints received 
under the category of frauds have increased in 
absolute terms as well as in terms of percentage of 
total complaints received. There have been increasing 
instances of parallel banking (a term referring to 
recording of deposits/ withdrawals by a delinquent 
bank employee in his personal diary simultaneously 
with transactions in the account) and complaints 
about misappropriation of funds deposited by innocent 

customers. Fraud complaints received from Quetta, 
Faisalabad and D.I. Khan, involving amounts as 
large as Rs.15 million, were decided in favor of the 
complainants.

It goes without saying that the above trend is alarming 
and banks must take suitable measures to improve 
their audit and internal control systems and ensure 
integrity of their staff, especially at the Branch level.

It has also been observed that the employees involved 

Complaints Received:� Categories
2010

2009

0% 10% 20% 30%

28%

29%

23%

20%

10%

17%

10%

6%

10%

6%

4%

13%

4%
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There could be two reasons that could be attributed 
to the substantial fall in the number of complaints 
in this category: a reduction in the number of total 
clients/ consumers, and improvements made by the 
banks in service standards, especially with reference 
to Consumer Credit. 

SN Category No. of Complaints in 2010 % in 2010 No. of Complaints in 2009 % in 2009

1 Consumer Loans  32 11  53 12

2 Auto Loans  94 31 116 25

3 Credit Cards 177 58 286 63

Total 303 455

in serious irregularities either leave the service 
when they perceive that their misdoings are going 
to be discovered, or their services are dispensed with 
by asking them to resign. This trend endangers the 
credibility of the Banking system as it has been seen 
that these persons continued to indulge in unhealthy 
banking practices at their new jobs in other banks. 

Consumer products complaints can be further 
broken down in three major categories as 
provided in the following table and chart:

Complaints Category: Consumer Products

Consumer Products Complaints: Comparison between 2010 and 2009
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This illustration show 
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Loans and similarly for 
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In one of such cases, a complainant alleged that at the 
time of issuance of a new cheque book to him, a cheque 
was stolen from his new cheque book by the Bank’s 
staff and later on, this cheque was paid in the sum of 
Rs.400,000/- with his forged signatures on it which 
was pointed out to the bank’s representatives. During 
hearing, we found that signatures on the cheque did 
not match with those on Bank’s record. Both the 
parties eventually desired to get the signatures on the 
cheque examined by a handwriting expert. Accordingly, 
the cheque was examined by a handwriting expert and 
the report given by him confirmed that the signatures 
on cheque were forged.  After receipt of the report, 
the Bank took the plea that they did agree to an 
examination of cheque by an expert but had not agreed 
to make the loss good to its customer if the report said 
the signatures were forged.

In another case, a complainant availed Car Finance
in the year 2006 and made full and final payment 
to the Bank in June 2010 as per repayment schedule 
worked out by the Bank. When he approached the 
Bank for issuance of No Objection Certificate for 
transfer of title to his name, he was asked to pay 
an additional amount of Rs.240,000/-. He lodged 
complaint with this Office. During review, we found 
that the Bank had overlooked some payments made 
by the complainant. On our intervention, the Finance 
account was rechecked and the matter was settled 
against payment of Rs.125,000/-. The matter could 
have been resolved without the involvement of Banking 
Mohtasib had the Bank staff rechecked the account 
before demanding more money from the Complainant 

and particularly at the time when he had approached 
the Bank with the evidence of repayments made 
by him. When the Bank’s mistake was discovered, 
its line management simply stated that it had “over 
looked a payment made by the Complainant” without 
apologizing for the agony caused to its client. 

In yet another incident, a complainant availed auto 
finance but could not pay the monthly installments 
on due dates. The Bank repossessed the vehicle when 
four monthly installments were in arrears but the 
vehicle was auctioned by the Bank without proper 
advertisement. The complainant asserted that the 
vehicle was sold out at lower than market price whereas 
the Bank insisted it had duly invited bids from public 
through an advertisement. During investigation 
by the Banking Mohtasib, the Bank admitted that 
the particular vehicle had not been included in the 
advertisement published by the Bank.

These and more incidents of this nature show that 
banks still have to go a long way to improve their 
internal controls and service standards essential for 
a healthy and vibrant banking culture in the country. 
It is a fact that the competitive edge in service 
industry lies directly in customer satisfaction and one 
expects banks to be more proactive in resolving client 
grievances and maintain high standards of service 
while dealing with their clients. As it is, while pockets 
of excellence may be there, the acid test always lies 
with demonstrating compassion and service oriented 
mindset while responding to the complaints.

In our previous report, it was mentioned that the mind-set of functionaries in some 
banks is lacking in service orientation. The basic principle is that mistakes do happen 
but these are to be accepted in good grace and should not be defended where the bank’s 
fault is evident. Ideally, complaints should be considered as a guideline to revamp 
service standards. Contrary to this, when a complaint is referred by the complainants 
to the line management of banks, at times it is not dealt with an open mind. During 
the year 2010, we came across some cases where banks adopted an indifferent approach 
to the complaints resolution process. The stand usually taken is defensive in nature 
with little effort made to investigate the core issue.
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1.  Employees Committing Fraud
During the course of our investigation we came across 
an instance where an employee of a bank committed 
fraud and was dismissed from the bank’s service. 
However, the bank later converted his dismissal into 
resignation. 

We feel that a clean separation from bank service 
allows the employee to work in another bank and create 
a potential for further frauds there. 

To prevent tainted persons from re-entering the Banking 
System and perpetrate fraud, we submitted that SBP may 
like to emphasize upon Pakistan Banks’ Association the 
necessity to maintaining a data base of such employees. 
The member banks may also be advised by PBA to refer 
to the data base before appointing any person in their 
respective banks.

2.  Property Documents: 
Safe Keeping by Banks
During the course of investigation of complaints 
against banks, we came across situations where 
complainants availed car finance facility from the 
Bank and the Bank lost the original Excise Registration 
Book, and gave a duplicate of the book to the borrower, 
when the loan had been repaid. Later when the 
complainants intended to sell their vehicles, they were 
offered reduced price due to non availability of original 
registration book. 

We, therefore, suggested to the State Bank of Pakistan that 
it should emphasize upon banks the need for safe keeping 

of property documents to ensure that all documents of 
moveable and immoveable properties of customers are stored 
safely and in an easily retrievable system.

3.  Minimum Conditions 
for Opening Proprietorship Account
It was observed that the Prudential Regulations are 
silent on the minimum requirements for the opening 
of a sole proprietorship account and the Regulation 
on the subject needs to be amended to add prudential 
requirements. 

The issue has been brought up with SBP for their review and 
necessary action.

4.  Parallel Banking/ Encashment 
of Forged Cheques
The office of Banking Mohtasib receives a large number 
of complaints relating to “Parallel Banking” and cheque 
leaves missing from the cheque books at the time of 
their delivery to customers.

To prevent this, following suggestions were made to State 
Bank of Pakistan. 
The banks should:

print on the counterfoils of the deposit slips a caution to i.	
	 their clients to tally the date and amount with their 
	 account statements; and

print on cheque books a caution to their clients to ii.	
	 carefully count each leaf of the cheque book at the Bank 
	 before acknowledging receipt.

During investigation of complaints, we occasionally come across systemic deficiencies 
and control weaknesses within banks. Such weaknesses are brought to the attention 
of senior bank management. For issues of a serious nature, a report is submitted to 
State Bank of Pakistan for such action as it may consider appropriate. 

During the course of investigations in 2010, we observed some poor banking practices 
and cases of non compliance of State Bank of Pakistan’s instructions. This section 
brings some of these issues to the notice of State Bank of Pakistan so that appropriate 
regulatory intervention can be made:



Annual Report  2010 Banking Mohtasib Pakistan

2222

5.  ‘Introduction Requirement’ for 
Opening Bank Accounts
Instances have come to notice that at times bank 
accounts opened on verification of CNIC on Verisys 
system of NADRA do not contain the current address 
of the person with the result that frauds are being 
committed by opening fictitious accounts and 
depositing forged cheques in them. 

It was suggested to SBP that the ‘Introduction Requirement’ 
for opening a bank account is helpful in tracing out the 
fictitious account holder when a situation as stated above 
arises. Alternatively, physical verification of the present/ 
temporary address of the prospective client as stated 
in the CNIC may be made mandatory for banks before 
opening an account.

6.  Payment of Profit on Long Term 
Schemes by Banks 
Banks appear reluctant to pay profit at the rate and 
for the term of years on maturity as announced by 
them through various schemes at the initial stage. 
The variation in the return is made without informing 
the clients and/or giving them option to withdraw their 
money without any pre-encashment penalty. 

In one case a bank paid as low as 1.5% per annum for 
a deposit placed for 5 years term which was much less 
than what was announced by it in the introductory 
brochure or on the back of the certificate when the 
deposit was obtained.

It was proposed that SBP may consider instructing the 
banks to either pay profit at rates declared by them for a 
long term deposit or notify the certificate holder the actual 
rate, simultaneously allowing them the option to withdraw 
money without levy of penalty for premature withdrawal. 

7.  Instruction for showing CCTV to the 
Aggrieved Customers
There has been an instance where the Bank refused 
to show the CCTV footage to a client when he asked 
for it in order to ascertain the identity of the person  

 

collecting the cheque lost by him on the grounds that 
it will be a breach of secrecy. 

We strongly feel that banks should suitably guide 
their branches that banking secrecy is attached to a 
customer’s account as to his credit worthiness: it does 
not extend to the footage showing who has entered or 
left banking hall or premises. If in doubt, banks should 
consult their in-house Legal Departments before 
declining to show CCTV footage to their customers. 

The matter has been reported to SBP for their review and 
necessary action.

8.  Disciplinary Action against 
Bank’s Staff
We received a number of complaints where the Bank’s 
Inquiry Officer held that its employee was guilty of 
causing loss to the complainant but still no relief was 
provided to the complainants for a long time. This 
approach of banks caused avoidable delay in resolution 
of complaints. It was, therefore, equitable that pending 
disciplinary action against the staff, the banks should 
provide relief to complainants simultaneously. 

This has been conveyed to State Bank of Pakistan.

9.  Auction of Repossessed Car when 
Over Due Installment was Already Paid: 
Need for Transparency 
Instances have come to our notice where the leased 
vehicle was repossessed by the Bank. The borrower 
then paid the overdue installment before the date of 
auction but the bank still auctioned the vehicle instead 
of releasing it. It was also found that some banks insist 
on repayment of amount of loan not yet due on the 
pretext of risk assessment on the client. 

We believe that the auction of vehicle should be 
transparent and made publicly. It has also been 
observed that when the advertisement of auction of 
vehicle is released in a newspaper, there is no visible 
assurance that all offers received have been duly 
considered by the Auctioneer. 

This has been conveyed to State Bank of Pakistan.
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10.  Deposit of Outstation Cheques of 
Rs.100,000/- and above in Newly Opened 
Accounts 
It has been observed that the clients are defrauded 
by deposit of cheques in fake accounts opened by 
fraudulent persons. Therefore, banks need to be 
cautioned to accept cheques from only known clients 
and particularly for newly opened accounts. One of 
the precautions that a bank can take is to increase 
supervision levels for large-amount cheques deposited 
by clients.

This has been conveyed to State Bank of Pakistan.

11.  ATM Recommendations 
Following recommendations were made about ATMs.

All ATMs after 10:00 pm should be switched off i.	
	 except those installed at airports, hospitals, hotels 
	 and other business centers. Alternatively, there should 
	 be a surveillance system whereby the guards posted at 
	 the branches should monitor the activities of the ATMs 
	 kiosk through CCTV. Such guards should have 
	 arrangement to lock the kiosk in case they find suspicious 
	 activity being carried out in the kiosk.

In case of malfunctioning of the ATM, the relevant ii.	
	 details of contact person should be displayed prominently 
	 at the kiosk.

The screen of ATM should display instructions to client iii.	
	 that in case cash is not dispensed by ATM, the customer 
	 should wait until the original screen of ATM is displayed 
	 It should also contain details of the person(s) who may be 
	 contacted for reporting malfunctioning of the ATM.

CCTV downtime may be reported to SBP by banks iv.	
	 irrespective of length of time of breakdown.

CCTV monitors installed in the kiosks should also have v.	
	 UPS back-up as ATMs have.

12.  Amendments in Chapter IV-A of 
Banking Companies Ordinance 1962
The law enacting Banking Mohtasib requires changesin 
the jurisdiction and powers of the Banking Mohtasib. A 
set of 10 proposed amendments to remove deficiencies 
and ensure speedy processing  of complaints has been 
forwarded to the State Bank of Pakistan.

13.  Recourse to Courts of Law by Banks 
during the Pendency of Case with the 
Banking Mohtasib 
A tendency observed amongst banks is their recourse 
to courts of law for cases which are either heard 
by the Banking Mohtasib or are in the process of 
investigation in a fairly advanced stage. The obvious 
motive underlying the action is to oust the jurisdiction 
of this Office. This practice, besides being an attempt 
to delay complaint resolution and in turn frustrate the 
complainant, acts against the very objective for which 
this office was created. It was felt that the banks need 
to be advised to at least wait for the decision of the 
Banking Mohtasib before seeking a remedy through 
courts in cases under process with this Office. 

This was brought to the notice of  State Bank of Pakistan.
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1.  Speedy Disposal of Complaints  
In line with our objective to provide speedy solutions 
for all disputes, our target for the year 2010 was 
to ensure that average time period for settling the 
complaints is not more than 90 days. It is a matter of 
satisfaction that the target set was achieved in all but 
a few cases. Here it must be mentioned that the present 
legal mandatory requirement of serving a 45-day 
notice to a Bank before a complainant can refer his/
her complaint to us, would be reduced to 15 days by 
virtue of an amendment in Chapter IV-A of Banking 
Companies Ordinance 1962 proposed by us. With this 
amendment, we aim at reducing the resolution period 
to 45 days.

 2.  Justice at the Doorstep 
of Complainants
During the year under review, Banking Mohtasib held 
Hearings at Sukkur and Faisalabad. The complainants 
were thus saved from the inconvenience of traveling 
to far-off destinations and incurring unnecessary 
expenses for their Case Hearings.

3.  Regional Office Opened at Multan  
Complainants belonging to Multan and adjoining areas 
had to suffer the inconvenience of traveling to Lahore 
for Case Hearings. Our Regional Office was opened 
at Multan in May 2010 to facilitate complainants 
of the said area.

4.  Meetings with Regional Heads 
of Banks
During the year under review, meetings with Regional 
Heads of Banks were held at Lahore, Rawalpindi, 
Quetta, Peshawar, Multan, Faisalabad, Sialkot, and 
Gujranwala. The aim was to highlight the need and 

provide guidelines for revamping service standards, 
quick complaint resolutions and for a proactive service 
approach. 

5.  Membership: International Network 
of Financial Services Ombudsman 
Schemes
In March 2010, we obtained membership of 
International Network of Financial Services 
Ombudsman Schemes (INFSOS). The members 
of INFSOS are Financial Ombudsman schemes from 
around the world operating as out-of-court dispute 
resolution mechanisms in the financial sector. This 
is in line with our strategy to have better and closer 
cooperation with similar organizations.

6.  Conference and Training Program:  
Asian Ombudsman Association
In August 2010, Banking Mohtasib along with 
Mr. Farhat Saeed, Senior Advisor participated in 
a two-day regional conference of Asian Ombudsman 
Association (AOA), held in Manila, Philippines. The 
conference brought together the heads of various 
ombudsman and accountability institutions in Asia 
as well as Academics, Scholars and representatives 
of non-governmental organizations to discuss the 
various factors relating to the mandate, independence, 
accountability, accessibility and effectiveness of the 
Ombudsman. Highlights of six studies on the different 
aspects of ombudsmanship in Asia were also presented 
in the conference.

The AOA also conducts capacity building activities by 
arranging study tours, trainings, etc. Mr. Raja Liaqat 
Ali, Advisor at Karachi Secretariat participated in a 
3-day training program held in February 2010 under 
the aegis of AOA in Bangkok, Thailand.

The year 2010 saw us working with a new vigour and zeal to resolve disputes between 
consumers and banks in a fair, impartial and equitable manner. With the same aim, 
a number of steps were taken which in fact reflect the continuous and sustained 
capacity building process initiated by Banking Mohtasib Pakistan. These activities 
and initiatives not only improved service delivery mechanism but also strengthened 
the overall organizational structure. Some of these initiatives are mentioned below:
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7.  Technology  
It is a matter of satisfaction that our GL System stands 
computerized with effect from July 1, 2010. The same 
involves computerization of the whole accounting 
system and brings further accuracy and speed in 
processing and recording of our financial transactions. 
The year also saw our preference for better IT 
equipment and in this regard, eight new desktop 
computers, a lap-top and a UPS system were installed 
besides enhancing the memory of existing computers. 
At the same time, our complaint processing system 
called Banking Ombudsman Complaint Tracking 
System (BOCTS) was further improved and efforts 
are still underway to ensure ease and speed in 
monitoring of complaints with enhanced controls.

8.  Internal Auditor  
During the period under review, an audit firm was 
appointed as Internal Auditor to strengthen internal 
controls and streamline financial discipline.

9.  HR Initiatives  
The year 2010 saw initiation of new HR policies and 
regulations which will enable regularization of young 
contract staff to the regular cadre. This not only leads 
to career growth of staff members but also increases 
loyalties as they feel more secure and at the same time 
strengthens the overall organizational structure. 
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Case Study  1
The Complainant opened two accounts with totally 
different signatures, which were not matching with 
each other. He issued a cheque to P for Rs.0.5 million 
wherein he affixed signatures he was using for the 
other Account. According to him the cheque was 
returned unpaid. Thereafter, he neither took back the 
dishonored cheque nor asked the Bank to mark stop 
payment against the cheque. He, however, claimed 
to have paid the amount to the Payee of the cheque. 
Later on the cheque was presented and paid in cash.

The Bank admitted frankly that it had mistakenly 
and inadvertently paid the cheque because of a passing 
confusion as to which account the cheque pertained but 
denied that it had been returned unpaid earlier, which 
seemed to be the case when we examined the cheque. 
The Complainant could not produce the return memo 
of the cheque, nor could he produce a receipt from P of 
the money given to him in lieu of the returned cheque. 
The Bank also contended that the Complainant had 
made the complaint after an unexplained delay of 
seven long years. The Bank also produced a document 
where the Complainant affixed both of his signatures. 

With regard to the delay of seven years in making the 
Complaint, the Complainant argued that he had been 
away in the UK on business during that time. It was 
observed from record that the Complainant had in fact 
filed another complaint before us against another bank 
which was heard in May 2009 in the Complainant’s 
presence. To this the Complainant contended that the 
Law of Limitation does not apply to proceedings before 
the Banking Mohtasib. 

The Complainant admitted during the hearing that 
the disputed cheque bore his own signatures and 
was written on a leaf from his own cheque book. This 
shows that the cheque in question bore his mandate. 
According to the new Oxford Dictionary of English, 
signature is “a person’s name written in a distinctive 
way as a form of identification authorizing a cheque 
or document or concluding a letter.” Clearly and 
admittedly the signatures of the Complainant on the 
disputed cheque fall within that definition (although it 

did not match the ones on the SS Card of that account) 
and according to the Complainant it was one of his 
distinctive signatures and was used to be affixed on 
the cheque by him. The complainant was also unable 
to furnish any cogent reasons for the extra-ordinary 
delay of seven years in raising the dispute and in 
filing his complaint before Banking Mohtasib. It is 
true, as the complainant maintained, that the law of 
Limitation does not apply to proceedings before the 
Banking Mohtasib under Chapter IV-A of the Banking 
Companies Ordinance. However, the principles 
governing laches do apply to equitable proceedings 
of this nature. It is a principle of law well settled and 
followed from antiquity by the superior Courts that 
where Limitation Act does not apply, the principle 
of law that continues to apply is that vigilantibus 
non dormientibus acquit as subvenit i.e. the law assists
the vigilant and not those who sleep over their rights. 

On the foregoing basis, the case was decided against 
the Complainant.

Case Study  2
A Government Educational Institution had invited bids 
in March 2007 from commercial banks for placement 
of certain funds in Time Deposit/ TDR for one year. 
In response one Bank with which the funds were 
already deposited, offered a rate of 10% p.a. which
was subsequently enhanced to 10.10% on negotiation. 

Accordingly, a sum of Rs.15.0 Million was so invested 
with the Bank @ 10.10% for a period of one year. 
However, on maturity the Bank paid profit @ 9% only.

The institution made a complaint to this Office. 

At the Hearing the Institution’s representative 
reiterated that Rs. 15.00 (M) was reinvested by them 
specifically @10.10% for the period of one year. The 
Bank however, stated that much before maturity of the 
said TDR they had communicated to the Complainant 
vide letter dated 24.10.2007 to accept their offer of 
9% on the reinvestment made through TDR dated 
13.06.2007 and that their offered rate of 10.10% 
was meant only for fresh deposit. 
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The Complainant however, denied having received 
any such communication. On the pointation that the 
communication as shown by the Bank bore initials of 
their official having seen the letter, the Institutional 
representatives argued that letter might have been 
shown to their official but as the same was in violation 
of trust and normal banking practice, probably it was 
not officially delivered/ dispatched by the Bank and 
in any case there was nothing to show that such a 
fresh offer had been accepted. Bank’s representatives 
however, took the plea that letter was delivered to the 
Institution but they failed to produce any documentary 
evidence in support of their statement. 

There was enough evidence adduced to show that 
the Bank had enhanced its offer to pay returns on 
investment for 10% to 10.10% and acting upon that 
offer the Institution had rolled over and re-invested 
the proceeds of an encashed TDR with the Bank for one 
year at the enhanced rate. The offer by the Bank and its 
acceptance by the Institution by acting upon the offer 
constituted a complete contract when the fresh TDR 
was issued on June 13, 2007. The contract so completed 
cannot be altered by a subsequent letter which the 
Bank claims to have written on October 24, 2007 and 
delivered to the Complainant (the receipt of which was 
denied by the Complainant). It is well settled principle 
of law that a contract cannot be altered unilaterally
by one of the parties without the consent of the 
other party. 

In the circumstances and for the reasons discussed 
above, the Complaint was granted and the Bank 
was directed to recalculate the profit payable to 
the Complainant @ 10.10% till maturity and make 
payment of the difference of the amount worked out 
above and the amount already paid to the Institution 
against TDR. 

The Bank paid a sum of Rs.183,493/20 as additional 
profit to the Complainant.

Case Study  3
The Complainant lodged a complaint that her late 
husband maintained an account with a former bank 
(since merged with the Bank against which complaint 

was lodged), which had a credit balance of Rs.8,306/- 
as on September 15, 1975. She desired that the amount 
should be refunded to her with accumulated profit. In 
support of her claim she produced a copy of the Bank’s 
Pass Book showing the claimed amount in credit. She 
complained that the Bank was neglecting to pay her 
that money.

Upon enquiry, the Bank at first said that the amount 
might have been transferred to State Bank of Pakistan 
(SBP) as unclaimed deposits after completion of 10 
years without any operation in the account. It was also 
stated that after the merger, the account numbers were 
changed and the account was not traceable in its books. 
Moreover, due to application of incidental charges over 
the years the amount lying in the account must have 
been adjusted with the passage of time.

The Bank’s stance was not found satisfactory as the 
Bank was under legal obligation to maintain a record 
of all unclaimed deposits transferred to SBP and 
produce evidence and references if the amount was 
surrendered to SBP. Likewise, record of any change 
in account number should have been maintained to 
facilitate tracing of the accounts in the Bank’s books 
after merger.

In its defense, the Bank maintained that they
had destroyed all record up to December 31, 2000 
in accordance with “Old Record Retention Policy” 
of the Bank. The record of unclaimed deposit 
transferred to SBP for past 20 years had been checked 
but no information relating to the account of the 
Complainant’s late husband was found and therefore, 
the available information did not substantiate the 
Complainant’s claim.

When the Bank was asked by Banking Mohtasib to 
provide record containing names of accounts of the 
former bank at the time of merger, the Bank replied 
that the record had been destroyed after 5 years and 
stated that the amount in the deposit account of the 
Complainant’s late husband had not been transferred 
to State Bank of Pakistan as unclaimed deposit. They 
argued that at times customers withdrew money 
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from their deposit accounts but the Pass Books were 
not updated and therefore, the balance in the deposit 
account might have been withdrawn by the deceased 
in his life time.

The Banking Mohtasib observed that according to 
Bank’s own Rule 7 printed in the Pass Book, each and 
every transaction should be recorded in the Pass Book. 
The Pass Book produced by the Complainant showed 
that each time the customer made a transaction at 
the Branch in his deposit account, appropriate entry 
was methodically recorded in his Pass Book without 
exception.

It was thus the responsibility of the Bank to record
the transaction made by the Complainant. If the 
amount was not recorded the responsibility lies with 
the Bank which had not fulfilled its obligation to follow 
its own rule that if the Pass Book was not presented, 
the transaction would not be allowed. 

Accordingly, the Bank was ordered to refund 
the amount of Rs.8,306/- to the Complainant, 
in accordance with the law of inheritance, and in 
addition, pay to the Complainant, for opportunity 
loss, profit at the Bank’s Savings Bank rate, as 
announced from time to time, from September 15, 
1975 until the date the amount of Rs.8,306/- is 
returned to the Complainant.

The Bank complied with the Order.

Case Study  4
The Complainants were a partnership firm, dealing 
in Export of Rough & Cut Gemstones, Marble & 
Granite, Furniture and Carpets. The Complainants 
when proceeding abroad approached the Bank for 
certification of Form “E” for export of gems and 
precious stones on “Self Carry” basis. They stated 
in their complaint that the Certification was refused 
by the Bank. As a result, the Complainant proceeded 
abroad without the consignment and, according 
to him, consequently faced demand of damages 
by the consignee.

In answering the complaint, the Bank reported that the 

request for certification of E-Form submitted by the 
Complainants was approved subject to securitization 
of payment as the export was on “Self Carry” basis. The 
Bank held the view that it had a right to securitize the 
payment of exported goods as per provisions of State 
Bank of Pakistan Foreign Exchange Manual Chapter 
XII para 8 (ii).

The Complainants were advised by the Bank to allow 
the Bank to mark lien on their deposit account for 
amount equal to US $750/- which the Complainants 
refused.

It was found that the Complainants had secured 
approval of Trade Development Authority for the 
export of gemstones on October 14, 2009. He wanted 
to travel in early hours of October 15, 2009 and 
approached the Bank in the afternoon on October 14, 
2009 for certification of E-Form. The Bank’s Officer 
established telephonic contact with the concerned 
approving officer of the Bank and secured approval 
at about 03:36 pm which showed that the Bank acted 
as promptly as it possibly could.

The Complainants also stated before the Banking 
Mohtasib that after E-Form Certification, he had to 
complete other necessary formalities before proceeding 
abroad such as to approach the Custom Office for 
valuation of gemstones and to Chamber of Commerce 
and Industry for a certificate.

The stance that he was unable to take the export items 
abroad due to Bank’s conduct was not proved.

In the circumstances, the Complaint was declined
on the grounds that the Bank was not responsible 
for any delay or wrongdoing.

Case Study  5
The Bank auctioned a car on as is where is basis and 
the Complainant was the highest bidder of Rs.526,050/. 
Accordingly the Bank issued him a release letter which 
inter alia mentioned the engine number of the car.

However, when the Complainant went to receive the 
car, he discovered that the engine number of the car 
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was different from that given in the letter and which 
was recorded on the Excise Record for motor vehicle 
registration.

The Complainant thereupon went to the Bank and 
stated that as he was not being given the car he had bid 
for, he did not want it and the money he had deposited 
for it ought to be returned to him.

Initially the Bank agreed but later refused on the 
alleged ground that they had been unable to find 
a buyer for it at subsequent auctions. The Bank 
maintained that the Complainant would have 
to keep the car and the bid money would not be 
refunded to him. It seemed clear to us that when
the letter of release was given to the Complainant, 
the engine number stated in it was not the one on the 
engine of the vehicle. Likewise, the duplicate Excise 
Registration Book of the car shown to the Complainant 
contained the same registration number as that in the 
Release Letter.

The Bank placed its defense on the principle of “Buyer 
Beware” in the law of Sale of Goods which is codified 
in Section 69 of the Sale of Goods Act. However, as that 
principle departs from the Injunctions of Islam, Section 
69A was added in the Sale of Goods Act so as to bring it 
in conformity with those injunctions and that Section 
which, inter alia, requires the seller to inform the buyer 
of the defects in the goods sold.

Under the mandate of this Section of Sale of Goods 
Act, the Bank was obliged to inform the Complainant 
of the defect in the car which it purported to sell 
by auction, but the Bank failed to do so, and for that 
reason alone the Complainant was entitled to repudiate 
the contract of sale and demand the return of the 
money paid by him under it.

Accordingly, the Bank was directed to repay to the 
Complainant the sum of Rs.526,050/- as demanded 
by him.

The Bank refunded the sum in dispute to the 
Complainant.

Case Study  6
The Complainant had used his credit card to acquire 
some goods. However, the shopkeeper charged the 
credit card on the settlement machine [POS] of a 
neighboring merchant. When the monthly bill was 
received by him, he disputed the transaction with his 
Bank since he was certain that he had not used his 
card with the Merchant whose name appeared on the 
bill. Accordingly, his Bank took up the matter and the 
amount was recovered from the merchant and paid 
back to the Bank. The shopkeeper or merchant from 
where he had purchased the goods approached the 
Complainant for payment and he settled the amount 
directly with him.

However, his Bank did not credit the amount to his 
credit card account and kept on demanding payment 
from the Complainant. Various meetings were held 
between the Complainant and the Bank but the 
matter remained unresolved. At last he approached 
the Banking Mohtasib Pakistan Office. The matter was 
investigated which evidenced that the amount was held 
by the Bank in suspense account.

The facts were confronted to the Bank and they 
settled the matter by refunding the basic charge 
amount of Rs.110,000/- together with entire sum
of other charges amounting to Rs.59,701/-.

Case Study  7
The Complainant and his wife jointly applied for
a Running Finance facility which was duly approved 
by the bank against the security of a mortgage of their 
property. However, the Bank declined to release the 
money against the finance facility upon the ground 
that the title of the property called PT1 must first be 
attested by a separate document allegedly required 
to be issued by the Excise and Taxation Department. 
Despite their best efforts, the Complainant and his wife 
were unable to obtain such a document for the simple 
reason that the Excise Department had no authority in 
law to issue it or to verify the title of the complainant, 
or to create a lien on it in favor of the bank.



Annual Report  2010 Banking Mohtasib Pakistan

3030

As the Complainant was unable to provide a document 
from the Excise Department creating a lien on the 
mortgaged property, the bank cancelled the finance 
facility.

In the meantime, the Complainants gave up on the 
finance facility and decided to raise the money they 
required by selling the property. However, they were 
unable to do so because the documents of title of 
the property were in the custody of the Bank for the 
purposes of the proposed loan.

The Bank was told that its demand for a lien from 
a department that had no authority in law to create it, 
and its retaining the property documents when it had 
cancelled the loan proposed to be made against it was 
unlawful and tantamount to gross maladministration.

The Banking Mohtasib held that the Bank had led the 
Complainants to believe that they were being granted 
the credit facility. The Complainants spent time 
and money in completing the Bank’s formalities for 
security documents and had been denied disbursement 
of approved loan on a ground which was legally 
irrelevant and capricious. 

For the foregoing reasons, the Bank was directed 
to pay to the Complainant for actual out of pocket 
expenses incurred by the Complainant in processing 
of loan documents and also to arrange to redeem 
the mortgage in favor of the Complainants at Bank’s 
expense. The Bank was also directed to return 
back to the Complainant all documents including 
Property documents received from them under proper 
acknowledgement. 

The Bank complied with Order.

Case Study  8
The Complainant in her complaint had stated that 
she maintained a FC Saving Euro account at the Bank. 
She claimed that approximately Euro 25,000/- had 
been withdrawn from her account by the then Branch 
Officer through a duplicate cheque book of her account 
by forging her signature for which the Bank has lodged 
an FIR with the Police. She refuted having signed the  

requisition slip and the cheques used for fraudulent 
withdrawals. 

The Complainant further stated that the said Branch 
Officer was from her neighborhood, i.e. a “Mohalladar”, 
and had been taking monies from her house, from time 
to time, for the ostensible purpose of depositing them 
in her account in the Bank.

The Complainant added that upon being confronted 
with the manifold frauds committed by him, the said 
Branch Officer confessed his liability in the presence 
of some notables of the city and executed a declaration 
or agreement on non judicial stamp paper. In that 
document, the said Branch Officer declared that he 
had an informal business relationship (“Raqam ki 
Lain Dain ka kaam”) with the Complainant for a long 
time and that he admited owing her a total sum of 
Rs.8.5 million which he would repay in installments 
to be agreed upon later on. In the said agreement the 
reference to bank had been obliterated by the whitener 
fluid which showed that the various transaction 
between the Complainant, her brother and the Branch 
Officer were in fact private transactions between them.

The Bank, on the other hand maintained that while 
the said Branch Officer was indeed an employee of the 
Bank and for which he was being prosecuted, the Bank 
itself could not be held vicariously liable for the losses, 
if any, caused to the Complainant by the malfeasance 
of the Branch Officer. 

The Complainant in her notice to bank stated that the 
Branch Officer was her neighbor and used to collect 
money from her. Later on she changed her stance 
by saying that she has no acquaintances with him. 
She also denied her account at another Branch of the 
Bank. However, it was proved that the account which 
was opened with the money drawn form her brother’s 
account was used for a land deal in her name. 

As to the contention of the Complainant that her 
signatures were forged by the Branch Officer for 
withdrawing monies from her accounts, it is well 
settled that where the customer is aware of the 
forgeries, it is estopped from recovering against the 
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bank. Accordingly it was held that although the said 
Branch Officer was involved in financial wrongdoings, 
some of which may be criminal in nature for which 
he was being prosecuted, the Bank can not be held 
vicariously liable for the acts and omissions of an 
employee who was acting as the Complainant’s agent 
in her personal capacity.

The complaint was accordingly declined.

Case Study  9
The Complainant had applied for and availed a Running 
Finance facility from the Bank for his business as sole 
proprietorship. The facility was secured by a mortgage 
of immovable property. The Running Finance facility 
was, in due time, adjusted in full and nothing left 
outstwanding against the Complainant.

However, one Mr. X had obtained a loan from the 
Bank under another scheme in respect of which the 
Complainant had given to the Bank a Guarantee for 
its re-payment.

Mr. X defaulted in the repayment of that loan and the 
Bank filed a suit for recovery of the sum outstanding. 
Subsequently, however, the loan was written off by 
the Bank and suit filed for its recovery was withdrawn.

Thereupon, the Complainant called upon the Bank 
to release the property which had been mortgaged to 
it as mentioned above. The Bank refused to do so on the 
grounds that the Complainant was a guarantor of the 
loan to Mr. X which had not been paid.

Upon our intercession, the Bank contended that 
although the Running Finance facility for the security 
of which the mortgage had been created had been 
paid off in full, yet the Complainant continued 
as the Guarantor of the loan granted to Mr. X.

We had to drive home the point to the Bank that once 
the loan to Mr. X had been written off by the Bank 
itself and the suit for the recovery of the loan had been 
withdrawn, the Guarantee of the Complainant, as a 
consequence, had been fulfilled. The complainant 
 

could not be deemed to be guaranteeing the repayment 
of a loan which had ceased to exist. It was ordered 
accordingly.

The Bank agreed to release the property documents 
and redeem the mortgaged property.

Case Study  10
The Complainant stated that on July 13, 2010, his 
son remitted a sum of Danish Krona (DKK) 9,950/- 
to his account at the Bank. The Bank converted the 
remittance into Pak Rupees and credited his account 
with a sum of Rs.123,600/- at the conversion rate of 
PKR12.40 although the ruling rate of DKK on July 13, 
2010 was PKR14.85. He, therefore, claimed having 
sustained a loss of approximately Rs.25,000/-.

The Complainant stated that the Bank did not resolve 
his grievance despite his serving mandatory notice 
upon it on July 17, 2010. Hence this complaint. 

Upon receiving the complaint, we asked the Bank for 
a report on the case together with an attested copy of 
the rate sheet applicable on the relevant date to retail 
customers with regard to remittances received in DKK. 
The Bank in its response contended that the remittance 
was received on July 12, 2010 and beneficiary’s account 
was credited after application of rate of exchange 
prevalent on July 12, 2010. The Bank also provided
rate sheets of 12th & 13th July 2010.

Upon comparative analysis of exchange rate offered 
by four other peer banks and ready rate for DKK quoted 
by SBP for 12th and 13th July, 2010, we pointed out 
to the Bank that its rate was far less than the rate 
other banks offered and that there seemed some error 
while computing DKK rate of exchange for said dates 
by Bank’s Treasury Division. We, therefore, advised 
the Bank to revisit the case and credit the difference 
amount of Rs.18,226/80 into beneficiary’s account. 

The Bank finally confirmed to this Office having 
credited customer’s account by Rs.18,226/80 on 
December 14, 2010. 
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Case Study  11
The Complainant stated that on July 3, 2009, he 
utilized his ATM Card to withdraw cash of Rs.10,000/- 
but the transaction was not successfully completed 
and cash was not dispensed to him; yet his account 
was debited with that sum. In his complaint, the 
Complainant also mentioned that he waited for more 
than 20 minutes but the cash was not dispensed by 
the ATM. 

We asked the Bank to investigate the event complained 
of and to furnish to us the ATM activity report 
covering the incident. 

From the ATM Journal Roll of the Branch Record we 
noted that ATM Card was entered at 14:38:10 hours, 
PIN was entered at 14:38:15 hours, transaction request 
was made at 14:38:19 hours and transaction reply was 
given on 14:38:21 hours. Surprisingly, however, the 
cash request by the ATM was processed at 15:05:45 
hours and card was taken at 15:05:48 hours whilst cash 
was shown presented at 15:05:51.

From the above details we find that PIN was entered 
at 14:38:15 hours whilst the ATM dispensed cash at 
15:05:51 hours i.e. after 27 minutes and 36 seconds. 
This is, to our mind, a clear error of the Bank’s systems 
for which the Complainant cannot be allowed to suffer.

The Bank agreed with us and paid the claim.

Case Study  12
In 1997 the Government introduced National Debt 
Retirement Scheme. The Scheme provided that 
donations under “National Debt Retirement Program-
III” were to be treated as “Deposits in National Savings 
Schemes”. Clause 6 of the Government’s Gazette 
Notification NO: SRO.137I)/97 dated 27th February 
1997 reads as follows:-

“Clause 6. “Deposits in National Savings Schemes”. 
A minimum deposit of forty thousand shall be made 
for a minimum maturity period of two years in any 
of the National Saving Schemes (NDRP-III), in any 
National Saving Centre or a dealing branch of the 

authorized Bank. These deposits shall be governed 
under the existing rules and procedures of the 
respective National Savings Schemes including the 
provisions pertaining to Zakat and tax.”

Under this scheme, the Complainant deposited a sum 
of Rs.80,000/- with the Bank in the year 1997 and in 
the year 2010 asked the Bank to repay the deposit with 
the profit accrued and due thereon to date. The Bank 
did not do so and hence this complaint was made to us.

Upon enquiry, the Bank gave a variety of reasons for 
having been unable to accede to the Complainant’s 
request for payment. Stated shortly, however, the 
reason was that the Bank had failed to report the 
deposit or investment to the Regional Directorate
of National Savings as it was bound by the rules to do, 
and resultantly, the deposit was treated as not invested. 
The Bank attempted to make up its lapse by offering to 
return the deposit together with a sum of Rs.10,524/- 
being the profit accrued over the period at the PLS rates 
of deposits.

We observed that the action on the part of the 
Bank was in utter disregard of the relevant Gazette 
Notification, and the SBP Circulars. As such Bank’s 
attention was drawn towards the relevant instructions 
and it was asked to re-calculate the profit in accordance 
therewith.

Accordingly, the Bank refunded to the Complainant 
an amount of Rs.588,000/- (Principal + Markup).

Case Study 13
In November 2009, the Complainant opened a bank 
account in a small branch of the Bank closest to her 
house so that she could conveniently use the services 
of the Bank for small banking transactions. On April 
13, 2010 during a visit to the Bank the Manager of 
the Branch persuaded the Complainant to apply for an 
ATM card which she did by signing an application on 
a form filled out by the Manager. However, she did not 
receive any ATM card any time thereafter.

Suddenly, on April 22, the Complainant’s cheque for 



Annual Report  2010Banking Mohtasib Pakistan

3333

Rs.1 million was returned unpaid in clearance for 
the reason: “insufficient balance”, although she ought 
to have had more than a million rupees in her account 
at the time. Upon enquiry it was discovered that the 
staff of the Bank had received her ATM card and 
had used it fraudulently to first withdraw a total of 
Rs.1,325,000/- and then to credit the account with 
Rs.250,000/- Her complaint to the Bank was not 
resolved for quite sometime, so she escalated the 
issue to this Office.

After enquiry, we directed the Bank to credit 
the Complainant’s account with the shortfall 
of Rs.1,075,000/- (Rs.1,325,000 – Rs.250,000).

The Bank paid the amount to the Complainant. 

Case Study  14
The facts out of which this complaint arises are that 
the Complainant and his wife, who now permanently 
reside in the UK, opened an account with the Bank 
about 25 years ago and soon thereafter were offered 
by the Bank a “PERPETUAL INCOME PLAN” whereby 
if they were to deposit a sum of money with the Bank 
under that plan, they would receive a monthly profit 
upon it in perpetuity. Accordingly, the Complainant 
deposited a sum of Rs.190,060/- under the plan and 
started receiving a credit of Rs.1818/- in his account 
every month and was so receiving it to his knowledge 
until the year 2005.

However, in the year 2010 when his wife happened
to visit the Bank, she was surprised to discover that 
the monthly credits were no longer being made to their 
account and, in fact, the account had been declared 
‘dormant’ or ‘unclaimed deposit’ and the entire balance 
in the account had been transferred to the State Bank 
in accordance with its instructions in usual course.

The Complainant protested to the Bank but to no avail. 
He therefore escalated his grievance to us for redress.

Upon enquiry, we found that the Bank had unilaterally 
decided to do away with the PERPETUAL INCOME 
PLAN without notice to the Complainant and without 
his consent. This was a clear breach of contract. More 

so, however, was the consequence that followed the 
absence of notice to the Complainant which was the 
account being treated as dormant and an unclaimed 
deposit.

We therefore held that the actions of the Bank were in 
breach of contract and the bank was also liable to make 
good the loss suffered by the Complainant on account 
of its gross negligence in the matter. 

Accordingly, the Bank was directed to pay to the 
Complainant the contracted profit on the deposit of 
Rs.1818/- per month from July 2006 (the date that it 
had terminated the arrangement) to December 2010, 
totaling a sum of Rs.98,172/- It was also ordered 
that until the aforesaid deposit of Rs.190,060/- 
was refunded to the Complainant, the Bank shall 
continue paying him the agreed profits every month.

The Bank complied with the Order.
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consultant to the State Bank of Pakistan in the area 
of Banking Supervision. Has also served on State Bank 
of Pakistan Committees on Complaints Handling and 
Revival of Sick Units. Has been engaged in an honorary 
capacity in the fields of education, social and economic 
development of the Aga Khan’s Development network. 
Associated with Banking Mohtasib Pakistan since its 
inception in 2005.

Ashraf Ahsan Mozaffar — Sr. Advisor (Admin)

Joined Habib Bank and stood First in 1964 Batch of 
Probationary Officers. Retired as EVP after 41 years 
of service. Re-hired for a period of 3 years. Member 
Task Force set up by the Board of Directors. Assisted 
in formulation of various policies. Headed major 
divisions and introduced Lockers Insurance as a first 
time initiative by any bank in Pakistan. As Incharge 
Complaints, Pakistan Banking Council, he handled 
complaints from general public, Federal Ombudsman, 
FIA, Ministry of Finance, Trade Bodies, etc. against 
five major banks. Besides, he also handled complaints 
referred by Banking Mohtasib Pakistan as Key Contact 
Person of his bank. Joined Banking Mohtasib Pakistan 
in 2008.

Farhat Saeed — Sr. Advisor 

A Central Banker having served the State Bank of 
Pakistan in various capacities for about 37 years. 
Retired as Executive Director in 2006. Joined Banking 
Mohtasib Pakistan in April 2008. Holds Master’s 
degree in Political Science, DAIBP and a degree in Law.

Aamer Aziz Saiyid — Sr. Legal Advisor

A civil and commercial lawyer with 40 years experience 
at the Bar. Retired in 2002 as Company Secretary & 
Head of Legal Department at Unilever Pakistan and 
has been practicing law since then. Legal Advisor of 
Banking Mohtasib Pakistan since its inception.

Anwer A. Chaudhry — Sr. Advisor

36-year experience in domestic as well as international 
banking with HBL with core banking exposure in 
Retail, Commercial and Corporate environments. 
Special focus on divergent banking disciplines 
as Documentary Credits, Risk Management, 
Correspondent Banking, Treasury Operations and 
supervision of overseas network. Overseas assignments 
span over a decade. Heading Risk Management, RBG 
was his last assignment. Retired in 2008. Joined 
Banking Mohtasib Pakistan in 2010.

Akbar Ali Habib — Sr. Advisor

Over 40 years of varied banking experience of which 
36 years with United Bank. After retirement in 2002 
as EVP, he was part of the core team which established 
the First Microfinance Bank. Had a short stint as a 

35Our Team of Senior Advisors and Advisors
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SBP. Liaised with Law Enforcing Agencies for criminal 
cases.  Retired in October 2007 as Vice President. 
The same year, joined Banking Mohtasib Pakistan. 
Promoted as Advisor in 2010.

Shams Qadri — Advisor

Over 35 years of working experience in senior 
management positions with multinational companies 
and banks. Area of expertise includes financial 
management, business risks reviews, audit and 
investigations. Holds Associate Membership of the 
Institute of Chartered Secretaries & Administrators, 
UK and The Institute of Corporate Secretaries of 
Pakistan. Joined Banking Mohtasib in 2007 as 
Manager, Investigation and promoted as Advisor 
in 2010.

S. Faheemuddin Ahmed — Sr. Advisor

36 years of banking experience with Habib Bank. 
He was Habib Bank’s nominee as Principal Officer 
and Key Contact Person for handling customer 
complaints received through the Wafaqi Mohtasib, 
State Bank of Pakistan and other agencies. He was 
serving the bank in the capacity of SVP and General 
Manager (Service & Internal Control), Retail Banking 
when he left the Bank in 2005. Has been associated 
with Banking Mohtasib since its inception in 2005.

Saleem Akhtar — Legal Advisor

Lawyer with over 35 years of professional experience. 
Served the State Bank of Pakistan for 22 years. He took 
early retirement in 2010 while serving the central bank 
in the capacity of Legal Advisor. The same year, joined 
Banking Mohtasib Pakistan.

Raja Liaqat Ali — Advisor

33 years of banking experience with Habib Bank. 
Worked in the bank’s Investigation Division, Head 
Office where he was responsible for handling fraud/ 
forgery/ dacoity cases as well as for submission of 
reports and periodic statistics on issues to Group Head, 
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Our Team at Karachi Secretariat
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Regional Office Lahore

Regional Office Multan

Regional Office 
Peshawar
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Regional Office Quetta

Regional Office 
Rawalpindi
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The Banking Mohtasib 
addressing the Press & 
Electronic Media during 
Public Release of Annual 
Report 2009

Group Photograph 
of participants of the 
Regional Conference 
of Asian Ombudsman 
Association held in 
Manila, Philippines 
with the President 
of Asian Development 
Bank and the Associates
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Group Photograph 
of Banking Mohtasib 
with Chief Manager, 
State Bank of Pakistan 
and Regional Heads of 
Banks in Peshawar

Group Photograph 
of Banking Mohtasib 
with Chief Manager, 
State Bank of Pakistan 
and Regional Heads of 
Banks in Quetta

The Banking Mohtasib 
addressing Regional 
Heads of Banks at 
Faisalabad
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All complaints should be addressed to the Karachi Secretariat where the complaints 
handling process has been centralized.

For any information or enquiries, please email us at  info@bankingmohtasib.gov.pk 
or write to us at the Karachi Secretariat address given below. Details including 
complaint filing procedure, printable complaint form and FAQs are also available 
at our website  www.bankingmohtasib.gov.pk

Addresses and contact numbers of all our Offices are:

Karachi Secretariat
Banking Mohtasib Pakistan Secretariat
5th Floor, Shaheen Complex
M R Kiyani Road, Karachi
Telephone: 99217334–38 (5 lines)
Facsimile: 99217375
Email: info@bankingmohtasib.gov.pk
Website: www.bankingmohtasib.gov.pk

Lahore Regional Office
Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation
Shahrah-e-Quaid-e-Azam, Lahore
Telephone: 99210444
Facsimile: 99210421

Peshawar Regional Office
Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation
Saddar Road, Peshawar
Telephone: 9213438
Facsimile: 9213439

Quetta Regional Office
Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation
Shahrah-e-Abbas Ali, Quetta
Telephone: 9203144
Facsimile: 9203145

Rawalpindi Regional Office
Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation
The Mall, Rawalpindi
Telephone: 9273252
Facsimile: 9273253

Multan Regional Office
Office of the Banking Mohtasib Pakistan
c/o SBP, Banking Services Corporation
Kalma Chowk, Multan
Telephone: 9201482
Facsimile: 9201481

Contact Details
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What the Complainants Say
Many Complainants from all walks 
of life write to us when their grievance 
is mitigated. From a large number of such 
letters, we have selected a few. These 
letters are a source of motivation and 
strength to us.



Annual Report  2010 Banking Mohtasib Pakistan

44



Annual Report  2010Banking Mohtasib Pakistan

45



Annual Report  2010 Banking Mohtasib Pakistan

46



Annual Report  2010Banking Mohtasib Pakistan

47



Annual Report  2010 Banking Mohtasib Pakistan

48



Annual Report  2010Banking Mohtasib Pakistan

49



Annual Report  2010 Banking Mohtasib Pakistan

50



Annual Report  2010Banking Mohtasib Pakistan

51



Annual Report  2010 Banking Mohtasib Pakistan

52



Annual Report  2010Banking Mohtasib Pakistan

53



Annual Report  2010 Banking Mohtasib Pakistan

54



Annual Report  2010Banking Mohtasib Pakistan

55



Annual Report  2010 Banking Mohtasib Pakistan

56



Annual Report  2010Banking Mohtasib Pakistan

57



Annual Report  2010 Banking Mohtasib Pakistan

58



Annual Report  2010Banking Mohtasib Pakistan

59



Annual Report  2010 Banking Mohtasib Pakistan

60



Annual Report  2010Banking Mohtasib Pakistan

61










































	BM_AR2010_EnglishCover
	BM_AR2010_EnglishPages_Web
	BM_AR2010_UrduPages_Inverted
	BM_AR2010_UrduCover

