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Ms. Chamily Akhter Khanam

I, Chamily Khanam, previously complained through your online complaint form about some issue
regarding my EDS (A/c No: 042000001) at Janata Bank Limited, Nawabgonj Branch on January 30, 2017.
After discussing the matter with the branch manager regarding the issue, | am satisfied with how they
co-operated me in resolving the problem. So, | want to withdraw my complaint against them now.

I am very much happy that Bangladesh Bank and FICSD took my complaint to their knowledge and acted
accordingly.

Agha Azharul Islam Chowdhury

Today telephonic discussion with Bangladesh bank team and Janata Bank HQ hereby | confirm you that
the WB remitted amount (10 million BDT for ECRRP: PCMU part IDA credit no 5342 BD) credited to our
CONTASA account .on May 17,2017.

And another project BDT 15 million BDT for URP: PCMU part IDA credit no 5599 BD credited to our
CONTASA account .on May 29,2017.

Many thanks for your cooperation.

Mr.S. M. Shohrab Uddin

Finally, an illegitimate charge imposed on my personal loan is waived on today. Now the account is in
order. Thanks to all associate with it for helping me. Especially thanks to Bangladesh Bank for their kind
support.

| really appreciate Bangladesh Bank’s prompt support.

1E3l



Holcim Cement (Bangladesh) Ltd.

Refer to our letter regarding complain for delay in encashment of Bank Guarantee. Now we are writing to
thank you for your welcome assistance towards the encashment of the said bank guarantee. Due to your
active involvement, we received the pay order in a faster time against the Bank Guarantee encashment.
This has not only helped to recover the amount but also uphold the confidence of Holcim group on our
bank.

We are delighted for all your support extended towards Holcim Bangladesh. We express our gratitude and
thank you so much for continuous support of Bangladesh Bank.

Md. Ariful Alam
Thank you (SCB) for your call and reversal of the excess finance charge. It's much appreciated.

To CIPC, Bangladesh Bank:| consider the matter as resolved. Thank you for your monitoring.

Shaikh Yunus

| am very glad for your co-operation. Thank you very much for helping me to get back my money from
Jossore City Bank.

May Allah bless you.
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Governor's Message
L 4

The banking sector in Bangladesh has grown many folds since
independence in 1971, accompanied by steady and inclusive growth.
The sector has undergone successive rounds of major structural and
regulatory reforms, supporting the emergence of a vibrant private
sector. Bangladesh Bank (BB) as a central bank of the country has
steered this transformation by promoting market-based principles
and macro-financial stability. BB is committed in maintaining proper
citizen charter of banks and non-bank financial institutions along with
providing financial services in a customer friendly manner. To
ameliorate the legacy of Customer Help Desk followed by Customer
Interest Protection Cell the Financial Integrity and Customer Services
Department (FICSD) was formed in Bangladesh Bank in 2012. Ever
since FICSD is working as a public platform of BB to help resolve
complaints of the customers who are facing hassles or undue
treatments in receiving financial services.

I am glad to know that like the previous years, FICSD is going to
publish an annual report for FY2016-2017 highlighting on its last
year's performances. It is evident from this report that the number of
complaints have increased alongside the augmented number of
customers, due to the ongoing financial inclusion programs, diversity
in banking products, expansion of IT-based banking services and so
on. On the other hand, the resolution rate of complaints has also
increased which implies that FICSD along with the scheduled banks
have continued their endeavor silently to improve discipline, integrity
and trust in the banking sector. The settlement of over twenty two
thousand complaints as mentioned in this publication speaks of how
vigilant FICSD have been since its inception in carrying out the
responsibilities conferred upon them.

| am sure that FICSD's endeavor in protecting the interest of the
aggrieved customers in getting their financial services will greatly
contribute in developing a more disciplined, responsible, neutal and
customer-friendly banking sector in Bangladesh.

| express my heartiest felicitations to all officials of this department.

/W
Fazle Kabir
Governor



Deputy Governor's Message

L

With a view to protecting customers' interest and ensuring hassle-free
financial services, the Financial Integrity and Customer Services
Department (FICSD) was established in 2012. The department is
playing a significant role in maintaining discipline in the banking
system through developing banker-customer relationship and
preventing irregularities in the banking sector. The continuous
vigilance and special inspection programs undertaken by this
department have contributed towards establishing a strong control
mechanism against fraud-forgeries and malpractices in the financial
system. Besides paper-based complaint lodgment system, FICSD has a
dedicated hot line (16236) and other technology based platforms
including e-complaint box and dedicated e-mail address to receive
complaints against any banking irregularities and customer
harassment. A dedicated Call Centre for the NRBs is also under
implementation to resolve their remittance and other banking issues
on priority basis. These arrangements along with the 'Guidelines for
Customer Services and Complaint Management' circulated by FICSD
have established a comprehensive institutional framework to address
and resolve customer complaints. In the financial year 2016-2017,
FICSD has resolved a approximately 3,519 complaints and met
innumerable public queries which, | believe, have contributed to
enhancing public confidence and reliability on our banking system. |
expect that FICSD will continue such endeavor to sustain customer
friendly banking environment in the country.

In a competitive and technologically evolving banking industry the
supportive role that FICSD is playing to improve the quality of
customer service and to ensure transparency and accountability
deserves credit. | am glad to know that FICSD, like previous years, is
going to publish an annual report on its performance for FY
2016-2017.

| wish continuous success of the department.

¢ _—
Fvalr7anel
Abu Hena Mohd. Razee Hassan
Deputy Governor



Summary

*

Initiative for customer protection at Bangladesh Bank started with the establishment of a Division named
'Vigilance' under the Department of Banking Inspection. To revamp the approach and provide one-stop
service to customers, back in 2011, a 'Help Desk' was established at the Foreign Exchange Inspection and
Vigilance Department of BB Head Office. Later, the 'Help Desk' was renamed as the 'Customers' Interests
protection Center' (CIPC). In July 2012, a full-fledged department for customer protection named 'Financial
Integrity and Customer Services Department (FICSD)' was formed consisting of three divisions namely,
Customer Services Division, Vigilance and Anti-fraud Division and Technical Services Division. Besides, to
cover the people of all areas of the country 'CIPC' is working in 10 (Ten) branch offices of Bangladesh Bank
and 'Customer Services and Complaint Management Cells' have also been set up at the Head Offices,
Regional Offices and branch offices of the scheduled banks. Complaints can be lodged directly to FICSD by
dialing a short code number 16236 through any mobile phone and land phone during the office hours.
There are also other options to send complaints such as through Fax, Bangladesh Bank's website, e-mail,
social communications media, by post and through direct contact. Besides receiving complaint, FICSD
replies to various queries related to banking and financial services through the short code to the people at
home and abroad. The short code number (16236) has been circulated frequently in the electronic and
print media for public awareness. The department also circulated a complete set of guidelines in 2014
titled 'Guidelines for Customer Services and Complaint Management' for providing a proper and uniform
guidance to all banks in the light of institutional ethical standards, code of conduct for employees,
customer charter, rights and obligations of customers and banks, customer awareness programs and to
establish Customer Services and Complaint Management Cells at their head office, zonal office and branch
level providing opportunities to their customers to lodge complaints and ensure effective complaint
management mechanism. The noble objectives behind the establishment of the department, such as
consumer interest protection or upholding the confidence of customers in the banking sector have been
achieved so far. So, there is no doubt to say that FICSD is so far successfully resolved the expectations of
aggrieved consumers who lodged complaints. Last year we resolved more than 3,500 complaints and
answered thousands of queries of general people. These services are increasing day by day. FICSD
generally attempts to resolve a complaint by analyzing information collected from banks through
telephone, e-mail or letter correspondences. If the case is of a more complex one, the department gathers
required information through onsite inspection. FICSD will continue its effort to upgrade the standard of
customer service of banks to the desired level.
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1.Introduction

The banking system in Bangladesh is still the most important channel for delivery of financial services. That is why,
the concept of customer services is of high importance in the banks for their earnings, growth and existence in the
competitive market. With the rapid expansion of banking network within the country, demands and expectations for
services of the customers are increasing rapidly and therefore, banks are paying more attention to these increasing
expections of customers. As the supervising and controlling authority of banks and financial institutions of the
country, Bangladesh Bank has kept a keen eye on the standardization of customer-service along with maintaining
stability in the financial market. With a view to ensuring hassle-free smooth banking services for innumerable clients
from both home and abroad and to upholding the standard of services of our banks at desired level, a full-fledged
department named ‘Financial Integrity and Customer Services Department (FICSD)’ was established in Bangladesh
Bank in 2012. The department has been playing an important role in bringing discipline in the financial sector by
resolving various types of complaints of the customers, developing the banker-customer relationship and protecting
interests of the customers. It should be mentioned that FICSD previously dealt with the complaints related to both
banks and financial institutions. At present, a separate department named ‘Financial Institution Inspection
Department’ deals with complaints related to financial institutions.

2. Terms of References of Financial Integrity and Customer Services Department (FICSD)

There are three divisions under the Financial Integrity and Customer Services Department (FICSD), namely-
A. Customer Services Division (CSD)

B. Vigilance and Anti-Fraud Division (VAD)

C.  Technical Services Division (TSD)
A.

Functions of the Customer Services Division (CSD)

K/

«  Formulating guidelines to ensure the necessary structures and activities in the area of Customer Services

-,

and Consumer Protection.

R?

%  Formulating, revising and developing the policy and procedures related to the resolution of customers’
complaints by Bangladesh Bank as well as setting minimum standards for customer service of banks based
on these complaints.

%

»  Formulating policy and guidelines on consumer rights including interest rate and fee disclosures.

%

»  Taking necessary action on written complaints:
QO  Filtration of complaints.
O  Invitation of opinion/comments/explanation of the concerned banks on the complaints.

O  Analysis of opinion/comment/explanation sent by the concerned banks and putting up the cases
with recommendations.

O  Implementation of decision.

R

X2 Preparing a summary statement of the complaints received by the Department and submitting the same
to the Governor on a monthly basis.

%

»  Maintaining close communication with the CIPCs of other offices of Bangladesh Bank, monitoring their
activities, and preparing the consolidated monthly statement based on the complaints received by the
branch offices. Analyzing and transmitting the same to the General Manager of FICSD and implementing the
instructions timely.
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Monitoring the ‘Customer Service and Complaint Management Cells’ of scheduled banks and preparing a
report after analysis of monthly statements received from the scheduled banks.Then transmitting the report
to the higher authority and implementing the decision.

Receiving the complaints through telephone, e-mail and fax during office time on working days.
Responding to the incoming calls in time and giving answers to the query of the public.

Performing other related works.

Functions of the Vigilance and Anti-Fraud Division (VAD)

To conduct on-site inspections on consumer complaints which are of a complex nature or cannot be
solved without spot verification.

To implement decisions taken on the basis of on-site inspection/spot verification requiring corrective
action by the banks regarding legitimate and serious complaints.

To inspect banks for early warning signs of internal and external fraud and the effectiveness of their
internal controls to prevent fraud in cooperation with other supervision related departments.

To conduct investigations based on tip-offs or instruction of the higher authority at banks, Money
Changers, MLM Companies, NGOs etc.and advise them to take necessary action on the basis of the findings
of the investigation.

To preserve the extraordinary findings of the investigation and on-site inspection in the corporate memory
of Bangladesh Bank.

To conduct on-site inspections based on complaints or as per instruction of higher authority.

To perform other relevant activities.

Functions of the Technical Services Division (TSD)

Settlement of complaints related to fraudulent activities regarding electronic banking (debit card, credit card,
etc.), mobile banking, online banking, cheque clearing etc.

Conduct investigations to detect fraud and forgeries using ICT platform of banks.

Arrange in-house training and knowledge sharing programs for capacity building of the officials of this
department regarding above issues.

3. Guidelines for Customer Services and Complaint Management

By analyzing the root-causes of all complaints received in this department, it was found that customers were facing
irregularity, malpractice and harassment in banks due to various causes, such as lack of service standard, code of
conduct, customer charter, customer awareness programs, institutional framework for grievance redressal etc. In such a
situation, it was essential to circulate uniform guidelines for banks to ensure hassle-free and effective customer service
and complaint settlement. Under this consideration, FICSD circulated a guideline titled ‘Guidelines for Customer
Services and Complaint Management’ for banks and financial institutions on July 13, 2014. As a result of circulating the
said guidelines, institutional framework for complaint lodgment and settlement has been established, quality service
standard has been achieved and awareness has been created among bankers, customers and other stakeholders.

The important instructions are as follows:

To set up ‘Customer Service and Complaint Management Cell’in the head office or the country office level of
all banks and financial institutions.



® To establish and exercise institutional ethics and principles like transparency, integrity, equity, accountability,
security and authenticity in banks and financial institutions.

® To develop a code of conduct for the officials related to customer services.
® To formulate a service standard in each bank and financial institution.

® To prepare a customer charter stating bankers' and customers’ rights and obligations for each bank and
financial institutions.

® To conduct customer awareness and financial education program for reducing fraud, forgery and customer
harassment in the banking sector.

® To facilitate the customers for lodging their complaints easily by any means.

® To send periodical statement to Bangladesh Bank showing the number of complaints received, settled and
unsettled.

® To keep provision for reward and punishment for bank officials on the basis of complaint resolution status.

® To formulate proper policy by conducting root cause analysis of complaint sources of bank and Financial
Institutions.

In order to protect consumer rights and create accountability of the bankers, para no.2.09.01 of the aforesaid guidelines
was amended to some extent and a circular (FICSD Circular Letter No.-01) on 12/02/2017 was issued from the
department. Through the circular banks are advised to serve notices to the customers in case of changing interest rate
on term loans/investments before one month stating the rationality of changing the rate. In this regard banks are
advised to allow customers to redeem their loans/investments without deducting any early settlement fee or other fees.
No early settlement fee shall be deducted for adjustment of continuous or demand loans/investments. For overdue
installments of term loans/investments the late payment fee/penalty rate/compensation rate shall not exceed 2% above
the existing applicable interest/profit rate of those loans/investments. With a view to prevent MICR cheque related
fraud-forgery, banks are also advised not to take blank cheque as collateral security against the loans/investments.

4, Complaint Management Software (CMS)

A software titled ‘Complaint Monitoring System’ has been developed by the FICSD with the help of IT Operation and
Communication Department (ITOCD). The software has been installed with a view to preserving all information
relating to complaints received, settled and unsettled; analyzing causes and nature of complaints; generating various
reports and dashboard etc.

5.Working procedure of the department

The functions of the FICSD have been designed to accomplish the activities of customer protection and complaint
resolution timely and effectively. FICSD, at the Bangladesh Bank's Head Office, closely monitors the complaints
received from customers while they face hassles in getting services from banks. Bangladesh Bank has Customer
Interest Protection Centers (CIPCs) at other offices that also monitor and settle complaints received from customers.
Besides, ‘Customer Service and Complaint Management Cell’ has also been set up at all the Head Offices, Regional
Offices and branches of the scheduled banks. Complainants can lodge their complaints to their nearest regional or
branch offices of the banks. Again, they can also put the complaint to the nearest office of Bangladesh Bank. If the
offices cannot solve the complaint, they may send it to the FICSD. Regional Offices of the banks send monthly
statements of complaints to their Head Offices and a copy of which is sent to the CIPC of the nearest office of
Bangladesh Bank. Complaint Cells in the banks'Head Offices compile and consolidate the statements, received from



their regional offices and branch. Then they send the monthly consolidated statements to the FICSD through the
web portal. Similarly, Bangladesh Bank’s branch offices also prepare monthly statements incorporating the total
number of complaints received, resolved and unresolved and send these statements to the FICSD. In this way, FICSD
is monitoring the complaints of the customers across the country. At the same time, FICSD directly receives
complaints against banks and takes quick initiatives to resolve those complaints either by communicating with the
banks or by conducting inspection inquiry into the concerned banks.

6.Time and means of receiving complaints

FICSD receives complaints from the complainants through phone, fax, web-based complaint box, mails/email and
some popular social communications media or directly during the office hours of working days. Besides, a mobile
app has been developed in order to receive complaints from the customers which will be opened for the public soon.

7.Call Centre (16236)

There is a short code to the department bearing number ‘16236’ to receive banking related complaints and answer
the queries of general people. This short code is connected with 5 (five) direct telephone lines in auto-hunting
system. As a result, anyone can easily communicate with the department through this short code. It is a
commendable initiative in providing hassle-free customer services to the people and safeguarding their interest.
With a view to make the call centre more customer-friendly, initiatives have been taken to upgrade the present PABX
system using voice recording system, data storage and other modern technical facilities.

Apart from the existing call centre 16236, launching of an International Call Centre is under process aiming to
resolve various remittance and banking related complaints and impediments of the expatriates.

8.Responding to banking related queries

It should be noted that the activities of FICSD are not only confined to receiving complaints from people but also
cover answering the customers' numerous queries related to banking and financial services. People of different strata
of the country are asking multifarious questions to the concerned officials of FICSD through the short code (16236).
In most cases, they are instantly responding to those questions. If any question cannot be answered instantly,
concerned officer informs it to the questioner later after collecting necessary information from the respective
department of Bangladesh Bank. For this purpose, Frequently Asked Questions (FAQ) have been collected from
different departments of Bangladesh Bank. By answering the queries of people at home and abroad, FICSD have
been working for delivering smooth banking services to the customer.

9.Public awareness activities

FICSD also takes initiative to publicize its activities to people along with answering queries of the customers and
resolving written complaints. FICSD has launched a short code number 16236 so that the people of all walks of life
can easily lodge their complaints or can get answers to their queries from the department just by dialing the short
code.In order to publicize the number to people FICSD has taken the following measures:-

® On 19-01-2012 the telecommunication short code (16236) was formally inaugurated by the Governor in the
presence of all representatives of banks and journalists of print and electronic media. The ceremony held in
the conference hall of the bank and from the same day the short code was also advertised both in print and
electronic media (BTV, Channel i, ATN Bangla and Radios).



® Necessary measures were taken to append the ‘sticker’ containing the short code (16236) at the cash counter
of each branch of Banks and Financial Institutions so that the customer can easily lodge their complaints
when they face harassment.

® Arrangement was also made to keep the ‘desk display’ containing the short code (16236) on the table of the
front desk officer of each branch of Banks and Financial Institutions.

® The short code number was delivered to all the mobile phone users through SMS with the help of the BTRC.

® Phone and FAX number, e-mail ID and address of the FICSD are in place in the web-site of Bangladesh Bank.
Besides, a complainant can immediately lodge his grievances just by filing up the electronic complaint form
in the web-site of Bangladesh Bank.

® Apart from these, in the 132nd meeting of Executive Management Team of Bangladesh Bank, dated
14-03-2012 a decision was taken to advertise the short code in the Television and widely circulated
National Dailies to let the people know the activities of the FICSD.The decision was executed.

10. Summary of the activities of FICSD

FICSD receives complaints over telephone, mobile phone, web based complaint box, e-mail, mail, fax and some social
communications media from all over the country and abroad.The 03(three) divisions of this department namely CSD,
VAD and TSD are working to protect the interests of the bank customers. Since inception up to 30 June, 2017 the
summary of the complaints received in the FICSD is shown in the table-1.

Table-1: Complaints dealt by FICSD: At a glance

Number of Complaints Received Resolution
Period Resolved Unsolved
erio Over Phone Written Total Rate
bl 242 2001 o 8,600 14371 22971 22,969 2 99.99%

June 30,2017

Table-1 shows that during the period from March, 2011 to June, 2017 total 22,971 complaints were received by the
department. Among those complaints, 8,600 were received over phone and 14,371 in written form. After receiving the
complaints, action has been taken instantly by the department and all the complaints have already been resolved.The
rate of resolution is 99.99%. However, this does not mean that all complainants have found their remedies. It was not
possible to provide remedies where the complaints could not be proved or where the complaints were sub-judice.

11. Comparative statistics of the complaints received and resolved by FICSD in the last 4 (four)
financial years

Table-2: Comparative statistics of the complaints

Items Financial Year Financial Year Financial Year Financial Year
2013 -2014 2014 -2015 2015 -2016 2016 -2017
Complaints Received 4,476 3,930 4530 3,521
Complaints Resolved 4,291 3,930 4530 3,519
Rate of Resolution 95.87% 100% 100% 99.94%



Table-2 shows that in the financial year 2014-15 the number of complaints was decreased by 12.20% than that of the
previous financial year.Then in the financial year 2015-2016 the number of complaints was increased by 15.26% but
decreased by 22.27% in the last financial year 2016-2017.The rate of resolution was 99.94% in the last financial year
2016-2017.The comparative statistics of complaints received and resolved during last 04 (four) financial years are
shown in the chart-1 with bar diagram.

Chart-1: Comparative charts of the complaints received and resolved in last 04 (four) financial years.
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12. Month-wise statement and trend of complaints received

The month-wise statement of total complaints (3,521) received in the financial year 2016-2017 is shown in the table-3:

Table-3: Month-wise statement of complaints

Month Complaints Received over Phone Complaints Received in Written Form Total Complaints
Jul-16 110 103 213
Aug-"16 153 116 269
Sep-16 95 118 213
Oct-"16 102 220 322
Nov-"16 150 208 358
Dec-16 108 190 298
Jan-17 36 221 257
Feb-17 62 175 237
Mar-17 47 186 233
Apr-17 161 216 377
May-"17 166 219 385
Jun-"17 170 189 359
Total 1,362 2,164 3,521



Chart-2: Trend of complaints received
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Table-3 and Chart-2 exhibit that the highest number of complaints over phone (170) was received in the month of
June, 2017 which was the lowest in the month of January, 2017. On the other hand, the highest number of written
complaints was (220) in October, 2016 which was lowest in July, 2016. Total number of complaints fluctuated over
the financial year with the lowest (213) in the month of July and September, 2016 and reached the peak (385) in May,
2017.

13. Category-wise complaints analysis

A wide variety of complaints were received by FICSD in the financial year 2016-2017. On the basis of their type the
complaints were categorized as general banking, loans & advances, trade bills, cards, mobile banking, bank guarantee,
remittance etc. which are shown in the table-4 and chart-3.

Table 4: Complaints received over phone

Nature of Complaints Complaints in Total
Complaints Over Phone written form Complaints

General Banking 913 514 1427
Loans & Advances 172 385 557
Trade Bills 47 482 599
Cards 82 243 325
Mobile Banking 16 71 87
Bank Guarantee 15 69 84
Remittance 34 31 65
Miscellaneous 81 366 447
Total 1360 2161 3521

o7 |



Chart-3: Graphical view of category-wise aggregate complaints received
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The analysis of the aggregate complaints received in the department shows that most of the complaints were about
general banking (40.53%). Complaints related to loans and advances (15.82%) were in the second position. Then
15.02% of the complaints were on trade bills, 9.23% on cards, 2.47% on mobile banking, 2.39% on bank guarantee,
1.85% on remittance, and the remaining 12.70% were miscellaneous complaints. The miscellaneous complaints were
mainly on service dissatisfaction, misbehavior by bank officials, non-export against advance TT, delay in bank branch
opening or transactions, refusal of exchanging mutilated notes or coins etc.

It should be mentioned here that FICSD is playing an important role in both local and international trade through
resolution of complaint or disputes related to the import bill received from various exporters from home and abroad.
In the last financial year 2016-2017, FICSD received and resolved such 529 complaints related to trade bills. Among
them 295 complaints were related to recovery of bill value worth about USD 53.30 million.

Chart-4: Graphical view of category-wise complaints received over phone
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The analysis of the complaints received over phone (Chart-4) shows that most of the complaints were on general
banking (67.13%).Then 12.65% of the complaints were on loans and advances, 6.03% on cards, 3.46% on trade bills,
2.50% on remittance, 1.18% on mobile banking, 1.10% on bank guarantee and remaining 5.96% were miscellaneous
complaints.

The analysis of the complaints received in written form (Chart-5) shows that most of the complaints were on general
banking which was about 23.79% of the total complaints.Then 22.30% of complaints were on trade bills, 17.82% on
loans and advances, 11.24% on cards, 3.29% on mobile banking, 3.19% on bank guarantee, 1.43% on remittance and
miscellaneous complaints were 16.94%.

Chart-5: Graphical view of category-wise complaints received in written form
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14, Statistics of bank-group-wise complaints

There are 57 scheduled commercial banks and 33 non-bank financial institutions under direct control and
supervision of Bangladesh Bank. Among scheduled banks there are 6 State-owned Commercial Banks, 40 Private
Commercial Banks, 2 Specialized Banks and 9 Foreign Commercial Banks. The complaints received in FICSD are

analyzed on the basis of the aforesaid bank group which is shown in the chart-6.

Chart-6: Statistics of bank-group-wise complaints
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Chart-6 indicates that the highest numbers of complaints were received against Private Commercial Banks which
was 60.40% of total complaints. Complaints received against State-owned Commercial Banks, Specialized Banks,
Foreign Commercial Banks and Financial Institutions other than Banks were 24.85%, 2.45%, 4.67%, and 7.63%
respectively.

15.Top 10 (Ten) banks in respect of complaints received by FICSD

The list of top 10 (Ten) banks on the basis of complaints received by FICSD in the financial year 2016-2017 is shown in
the following table:

Table-5:Top 10 (Ten) banks in terms of complaints received in 2016-2017

Sl. No. Name of Banks Total Complaints Received
1 Sonali Bank Limited 345
2 BRAC Bank Limited 213
3 Janata Bank Limited 185
4 Duteh-Bangla Bank Limited 172
5 Agrani Bank Limited 157
6 Islami Bank Bangladesh Limited 156
7 Rupali Bank Limited 132
8 The City Bank Limited 123
9 Eastern Bank Limited 120

10 Standard Chartered Bank Limited 106

Table-5 shows that in respect of volume of complaints received by FICSD, the highest number of complaints (345)
was received against Sonali Bank Limited, a State-Owned Commercial Bank. As a private commercial bank, BRAC Bank
Limited was in the second position of the list. Among other State-owned Commercial Banks, Janata Bank Limited,
Agrani Bank Limited and Rupali Bank Limited were in the third, fifth and seventh positions respectively. Among other
private commercial banks, Dutch Bangla Bank Limited, Islami Bank Bangladesh Limited, The City Bank Limited and
Eastern Bank Limited were in the fourth, sixth, eighth and ninth positions respectively. As a foreign bank, Standard
Chartered Bank was in the tenth position.

16.Top banks in terms of category of the complaints

The list of top banks on the basis of category of the complaints received by FICSD in the financial year 2016-17 is
shown in the table-6:

Table-6:Top banks in terms of category of the complaints

Category of the Complaints Name of Top Banks Category wise Complaints received
General Banking Sonali Bank limited 228
Loans and Advances BRAC Bank Limited 56
Mobile Banking BRAC Bank Limited ( Bkash) 38
Remittance BRAC Bank Limited 10
Trade Bill Islami Bank Bangladesh Limited 48
Cards Eastern Bank Limited 52



Table-6 exhibits that in the financial year 2016-2017 the highest number of General Banking related complaints was
received against Sonali Bank Limited. In terms of 3(three) categories of complaints such as Loans and Advances (SME
loan, Consumer loan, Home loan etc.), Mobile Banking and Remittance, BRAC Bank Limited was in the top position.
On the other hand, highest number of complaints related to Trade Bill and Cards was received against Islami Bank
Limited and Eastern Bank Limited respectively.

17.Top 10 (ten) banks in terms of complaints received by the ‘Complaint Cell’ of the scheduled banks.

The Complaint Cell of each scheduled bank also receives complaints directly from their customers and reports these
to FICSD in the monthly statement through Rationalized Input Template (RIT). According to the consolidated
statements, a total of 16,013 complaints were received in the stated financial year by the Complaint Cells of banks of
which 15,679 complaints were resolved and remaining 334 were unresolved. The resolution rate was 97.91%.
Statistics of top 10(Ten) banks are shown below:-

Table-7:Top 10 (Ten) Banks in respect of information of RIT

SI No. Name of Banks Complaints Received Complaints Resolved Rate of Resolution
1 Standard Chartered Bank 8116 8105 99.86%
2 The City Bank Ltd. 3851 3832 99.51%
3 Eastern Bank Ltd. 985 985 100%
4 HSBC Bangladesh 453 383 84.55%
5 Dutch-Bangla Bank Ltd. 294 292 99.32%
6 Prime Bank Ltd. 242 238 98.35%
7 Trust Bank Ltd. 214 209 97.66%
8 Premier Bank Limited 168 166 98.81%
9 NRB Bank Limited 147 144 97.96%

10 BRAC Bank Ltd. 137 135 98.54%

18. Statistics of special inspections conducted by FICSD.

The Vigilance and Anti-fraud Division (VAD) of FICSD keeps keen eyes on the banking sector of Bangladesh to
prevent and minimize corruption and fraud-forgeries through conducting special inspections. Many of the special
inspections were carried out on the basis of complaints received from various sources, while some were carried out
proactively or as per the instruction of the higher authority. A comprehensive analysis representing number of
inspections conducted by FICSD in the financial year 2016-17 is depicted in the table-8 and Chart-7.

Table-8: Statistics of Special Inspections conducted by FICSD

Name of Bank Group No. of Special Inspection
State-owned Commercial banks(SCBs) 13
Specialized Banks (SBs) 01
Private Commercial Banks (PCBs) 67
Foreign Commercial Banks (FCBs) 04
Total 85



Chart-7: Statistics of special inspections conducted by FICSD
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From the table-8 and chart-7, it appears that the highest number of special inspections was carried out in the Private
Commercial Banks (PCBs) which was 79% of total inspection activities. Inspections conducted in State-owned
Commercial Banks (SCBs) were 15%, Foreign Commercial Banks (FCBs) were 5% and Specialized Banks were 1% of
total inspection activities of the department.

In 2016-2017, special inspections conducted by the VAD unearthed a number of fraudulent transactions and
malpractices in banks which prevented those from becoming worse. Good governance and internal control system
of banks are considered the first line of defense against fraud-forgeries and malpractices. Constant vigilance and
on-going special inspections of the department played a supportive role to strengthen the corporate governance
and internal control systems of banks. With a view to ensuring a transparent, stable and sound financial sector FICSD
will continue to play this role.

19. Statistics of complaints received by the other offices of Bangladesh Bank in the
financial year 2016-2017

Apart from FICSD, 10 (Ten) other branch offices of Bangladesh Bank also deal with the complaints of the people or
the bank customers under their respective jurisdictions. They report to FICSD about their activities by sending a
monthly statement containing the total number of complaints received, resolved and unresolved. Summary of the
statements of other offices of Bangladesh Bank in the financial year 2016-2017 is shown in the table-9.

Table-9: Statistics of complaints received by the offices of Bangladesh Bank

Offices No. of Complaints Received No. of Complaints Resolved Unsolved/Under Investigation
Sylhet 115 115 0
Chittagong 108 105 3
Khulna 87 63 24
Barisal 42 31 11
Rajshahi 42 31 11
Bogra 18 11 7
Rangpur 6 1 5
Mymensingh 0 1
Motijheel 0 0 0
Sadarghat 0 0 0
Total 419 357 62



From the above table-9 it is seen that among ten branch offices of Bangladesh Bank, CIPC of the Sylhet Office dealt
with highest number of complaints (115) in the financial year 2016-2017.The Chittagong office and the Khulna office
were in the second and third positions respectively in this regard. The total 357 complaints were resolved and
remaining 62 complaints were under investigation at those offices.Thus, the resolution rate was 85.20%. The CIPCs of
Motijheel office and Sadarghat office received no complaints probably as they are located near the FICSD of Head
Office.The graphical picture of the above table is given in the chart-8.

Chart 8: Complaints dealt by the offices of Bangladesh Bank
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20.Some remarkable cases solved by FICSD in 2016-2017

Case study-1

Complainant: Mr. Kazi Mashkur-ur Rahim.
Subject of the complaint: Intentionally charging more interest on home loan violating the policy.

Summary of the complaint: On 21.05.2015, Mr. Kazi Mashkur-ur Rahim took a home loan of Tk.21,00,000 for 10
years from a local private bank at 9.8% variable interest rate with a condition to review it with 182 days
Government Treasury Bills after every 6 months. At first the interest rate on this loan was 9.80% (floating) which
was increased 14.90% subsequently. Later on, though the interest rate of treasury bills was decreased, the
interest rate of the said loan was not adjusted according to the terms of the loan. So, Mr. Rahim lodged a
complaint to FICSD to get remedy on the issue.

Steps taken by the department: When FICSD sought opinion of the bank on the issue, the bank replied that at
first the interest rate was T-Bill Rate+7%. All products including home loans are usually reviewed in their
monthly ALCO meeting and adjusted according to the market demand and supply. Reviewing the agenda of the
ALCO meeting, it appeared that actually 'floating rate of home loan' was not included in that agenda. The
explanation of the bank was not accepted by FICSD as they did not follow the condition of the sanction advice
and interest rate policy of the home loan. So FICSD warned the bank for charging interest illegally and asked to
formulate a clear-cut policy of floating rate home loan.The department also advised to return the excess interest



to the respective customers after reviewing the entire floating rate home loan accounts as per the terms and
conditions of the sanction advice. According to the advice of FICSD, bank revised its existing floating rate home
loan policy. The bank also re-examined 2,944 floating rate home loan accounts and returned about total of Tk
12.5 crore to the respective customers which was illegally charged from their accounts.

Case study-2

Complainant: Mr.Shahzad Bhuiyan

Subject of the complaint: Non-cooperation of the bank officials in the case of foreign remittance withdrawal
from the bank.

Summary of the complaint: Mr. Shahzad Bhuiyan lodged a complaint in this department on 15/05/2017 saying
that he and his sister went to Bhulta Branch of Uttara Bank Limited on 11/05/2017 in order to withdraw the fund
transferred as remittance from Dubai via TransFast. The remittance was sent in the name of his sister. The branch
officials advised them to come again 30 minutes later. But, when they went to Rupganj Branch of Sonali Bank
Limited to withdraw the remittance as they needed the money urgently, the Rupganj Branch informed them
that the remittance has been cashed from Uttara Bank Limited. When Mr. Shahzad went to Uttara Bank Limited
again the bank failed to make payment to them. Facing no other alternatives, Mr. Shahzad (01840373465)
lodged a complaint using the short-code phone number 16236.

Steps taken by the department: Right after receiving the complaint, the head of the complaint cell of
Narayanganj Zone of Uttara Bank Limited was advised to settle the complaint. Next, the manager (01991144223)
of Bhulta Branch of Uttara Bank Limited informed this department that the remittance was not cashed from
Uttara Bank Limited. When this department contacted the customer care of TransFast (09604334455), they
informed that the remittance was cashed from Sonali Bank Limited on 11/05/2017. Next, Mr. Shahzad was
advised to visit Rupganj Branch of Sonali Bank Limited and the branch made payment to Mr.Shahzad.

Case study-3
Complainant: Mr. Md. Humayun Kabir

Subject of the complaint: Payment of less interest on the matured Double Benefit Scheme by Pubali Bank Ltd.,
Hospital Road Branch, Barisal.

Summary of the complaint: Mr. Md. Humayun Kabir opened a DPS account (No.44-7) worth BDT 2,00,000.00 in
the Hospital Road Branch, Barisal of Pubali Bank Limited on 05/04/2011 which was due to double in 6 years.
When Mr. Kabir went to the bank branch to encash the DPS, he was paid BDT 3,35,400.00 instead of BDT
4,00,000.00. Mr. Kabir was informed by the branch that 7, instead of 6, years was entered erroneously into
computer system and that’s why he received less money than stipulated.

Steps taken by the department: The bank was asked by the department to explain as to why the customer will
bear the consequences for their mistake. When the bank tried to delay and waste time, the department issued
continuous reminders to them. Then the bank was compelled to correct their error and Mr. Kabir was paid the
rest amount he was entitled to.



Case study-4
Complainant: Mr. Md. Sirajul Islam, Sreepur, Gazipur.

Summary of the complaint: An enterprise named Kiron Shoes has obtained credit from BRAC Bank Limited by
creating fake documents of land originally owned by Mr. Md. Sirajul Islam.

Summary of the complaint: Mr. Md. Sirajul Islam, residing at Sreepur, Gazipur, received a legal notice about
payment of a defaulted loan. From the legal notice, Mr. Islam came to know that an enterprise named Kiron
Shoes has obtained 5.55 Crore Loan from BRAC Bank Limited by generating fake documents of 1.56 acres of
land which Mr. Islam owned actually and subsequently creating third-party mortgage of the same property.
Though he has informed the officials of BRAC Bank Ltd. that he has not given any kind of third-party guarantee
against the said loan, the bank without resolving the issue continued to delay the process in the name of
discussion. Failing to get any solution, Mr. Islam asked for help from FICSD through a written complaint. In his
complaint, Mr. Islam claimed that Kiron Shoes and few corrupt officials of BRAC Bank Ltd. joined together to
commit the fraud and misappropriate the fund of the credit.

Steps taken by the department: Primarily the department asked for comments from BRAC Bank Limited about
the complaint of Mr. Islam. After receiving the letter from this department, the bank intentionally filed a suit
against the borrower and the guarantors even before they provided reply to the letter. BRAC Bank Limited
stated that Mr. Islam was a third-party guarantor and the suit would continue for the sake of loan recovery and
the matter will be resolved in court. This appeared as an intentional act of delaying the process to this
department. Since BRAC Bank Limited did not provide any specific comment/explanation on the issue and
tactfully filed a suit, their Internal Control and Compliance Department was asked to investigate the matter and
inform this department. The Internal Control and Compliance Department conducted an investigation
accordingly on the loan account of Kiron Shoes and found that Mr. Islam’s complaint was true.

Upon completion of the investigation, the bank informed us that Mr. Islam had not provided any guarantee
against the loan taken by Kiron Shoes and also had not executed any mortgage deed to guarantee the loan.The
proprietor of Kiron Shoes obtained and embezzled the loan creating fake property documents and mortgaging
the property not owned by him using the fake documents.The bank further informed that there was no need to
redeem the relevant documents because none of Mr. Islam's property was legally mortgaged against the loan
taken by Kiron Shoes. As the bank’s opinion about the redemption of documents was not acceptable to the
department, the bank was directed to legally redeem property documents of all parties including the
complainant involved in this mishap incident. Because of initiatives of this department, the property documents
of complainant Mr. Md. Sirajul Islam and all other aggrieved parties involved were redeemed from the
sub-registry office and they were relieved from the harassment of the case filed.

Case study-5

Complainant: Mr. Prashanta Kumar Biswas
Subject of the complaint: Embezzlement of money by means of drawing a fake cheque.

Summary of the complaint: BDT 5, 00,000.00 was withdrawn from the account of Mr. Prashanta Kumar Biswas
(no. 004-1140000472) by a cheque bearing no. 0647894 drawn on 14/08/2016. But, Mr. Biswas did not issue the
cheque. He informed the bank branch about the matter. But the branch did not take appropriate actions to
resolve the issue rather harassed him.



Steps taken by the department: The bank was directed to identify the culprits involved in the incident of
cheque forgery and provide a clear explanation of the cheque fraud after resolving the complaint accordingly.
But without resolving the matter the bank repeatedly informed the department that they are trying to resolve
the issue with the help of the employer of the complainant. Besides, the bank was wasting time without
confirming the validity of the complaint. Next upon another directive of this department, the bank informed
that one of the colleagues of Mr. Biswas used his cheque to withdraw money from his account. When this was
revealed his colleague compelled to return the money to Mr.Biswas.

Case study-6

Name of the complainant: Ms. Shaila Arjuman Banu
Subject of the complaint: Withdrawal of BDT 3,68,500.00 from client’s account using fake cheque.

Summary of the complaint: Ms. Shaila Arjuman Banu, an emigrant to Canada, operates a savings account in the
Gulshan Branch of Standard Chartered Bank. Her rental income from house in Bangladesh is deposited in that
account. She sent a cheque of BDT 25,000.00 to her brother residing in Bangladesh through mail on 01/11/2015
which didn’t reach her brother. Later on while going through her bank statement she found that BDT3,68,500.00
has been withdrawn on 01/11/2015 from her account. She informed Standard Chartered Bank about the issue
over e-mail and again went to the bank branch to discuss the issue. When she didn’t receive any remedy about
her issue she submitted a complaint to Bangladesh Bank.

Steps taken by the department: Upon receipt of the complaint from Ms. Shaila Arjuman Banu, FICSD asked
Standard Charted Bank to send a report to the department after conducting an investigation into the matter.
Finding the reply of Standard Chartered Bank unsatisfactory, the department conducted a special inspection
into the matter. Based on the findings of the inspection, it was found that Standard Chartered Bank failed to
carry out the banker’s responsibility on behalf of the customer. Accordingly, Standard Chartered Bank was
directed to return the whole amount withdrawn using the fake cheque from the client’s account upon
completion of requisite documentary process as the client was residing outside the country. As a result of the
initiatives taken by this department, Ms. Shaila Arjuman Banu received back the entire amount of money lost
from her account.

Case study-7

Complainant: Mr. Farhad Hossain.
Subject of the complaint: Unwilling to provide interest on the deposit of the deceased customer.

Summary of the complaint: Mr. Farhad’s late father Mr. Lutfar Rahman opened an FDR worth BDT 11 lacs on
15/07/2012 in the Cantonment Branch of Rupali Bank Limited. He nominated his wife Mrs. Khadiza Begum and
his daughter Ms. Arifa Rahman equally to receive the money of the FDR in case of his death. Mr. Lutfar Rahman
expired on 11/05/2013. When the nominees went to the bank to withdraw the money of the FDR, they were
informed by officials in the branch that interest is not applicable for a deceased account and were sent off from
the branch with only the principal amount of the FDR.



Steps taken by the department: After receiving the complaint, the department asked for opinion of
the bank on the complaint raised by Mr. Farhad. Though the bank accepted the genuineness of the
complaint, the bank tried to waste time by showing various excuses. However, in the face of
continuous reminder from the department, the bank paid the remaining interest of BDT 1,28,316.00
to the beneficiaries.

Case study-8
Complainant: Ms. Helena Begum

Subject of the complaint: Complaint regarding payment of only BDT 3,88,485.00 to nominee just 32 days before
maturity as profit against a Double Deposit Scheme worth BDT 15,00,000.00 after the Scheme-holder died.

Summary of the complaint: A client of Brahmanbaria Branch of The City Bank Limited, Mr. Md. Nazrul Islam
opened a Double Deposit Scheme of BDT 15,00,000.00 on 08/06/2011.The scheme was scheduled to double on
08/03/2017.However, unfortunately the depositor died on 25/12/2016. Upon the death of the depositor, his wife
Ms. Helena Begum applied to encash the FDR as nominee on 31/01/2017. The bank paid a total of BDT
18,88,485.00 consisting the principal and profit to the nominee’s account. Ms. Helana Begum submitted a
complaint to Bangladesh Bank as the bank paid only BDT 3,88,485.00 as profit against a Double Deposit Scheme
of BDT 15,00,000.00 encashed just 32 days before maturity.

Steps taken by the department: It was apparent from the complaint that the nominee hastily applied to close
the FDR and withdraw money as soon as possible as she was skeptical and had a misconceived idea that she
might not be paid in full as the depositor had died. It was the responsibility of the bank to remove her doubt by
assuring the nominee that she would be paid in full upon maturity and that she better wait. In that case, she
would not lose financially and the complaint would not have arisen. The bank paid the nominee applying the
prevailing interest rate of 5.5 percent of one-year FDR in accordance with the "premature encashment”
clause—which was the reason that she received much less than otherwise. If the prevailing rate of the Double
Deposit Scheme was applied, she would receive a significantly higher profit. In this regard, to protect the
interests of the nominee of the deceased depositor, the bank was directed to recalculate the profit payable
using applicable regular interest up to the date of the encashment and pay the nominee accordingly. In view of
that the bank recalculated the profit payable using the applicable regular interest rate of 12.24 percent instead
of prevailing 5.5 percent up to the date of encashment and paid the nominee a total of BDT 4,86,488.00 after
adjusting taxes. The complainant thanked this department after receiving BDT 4,86,488.00 from The City Bank
Limited against the FDR of her deceased husband.

21.Some thanks letters received from the customers in 2016-2017
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Ms. Chamily Akhter Khanam

I, Chamily Khanam, previously complained through your online complaint form about some issues regarding my EDS
(A/c No:042000001) at Janata Bank Limited, Nawabgonj Branch on January 30, 2017. After discussing the matter with
the branch manager, | am satisfied with how they co-operated me in resolving the problem. So, | want to withdraw
my complaint against them now.

I am very much happy that Bangladesh Bank and FICSD took my complaint to their knowledge and acted
accordingly.

Agha Azharul Islam Chowdhury

Today telephonic discussion with Bangladesh bank team and Janata Bank HQ hereby | confirm you that the WB
remitted amount (10 million BDT for ECRRP: PCMU part IDA credit no 5342 BD) credited to our CONTASA account on
May 17,2017.

And another project BDT 15 million BDT for URP: PCMU part IDA credit no.5599 BD credited to our CONTASA account
on May 29,2017.

Many thanks for your cooperation.

Mr.S. M. Shohrab Uddin

Finally, an illegitimate charge imposed on my personal loan is waived on today. Now the account is in order. Thanks to
all associate with it for helping me. Especially thanks to Bangladesh Bank for their kind support.

| really appreciate Bangladesh Bank's prompt support.

Holcim Cement (Bangladesh) Ltd.

Refer to our letter regarding complain for delay in encashment of Bank Guarantee. Now we are writing to thank you
for your welcome assistance towards the encashment of the said bank guarantee. Due to your active involvement, we
received the pay order in a faster time against the Bank Guarantee encashment. This has not only helped to recover
the amount but also uphold the confidence of Holcim group on our banks.

We are delighted for your all support extended towards Holcim Bangladesh. We express our gratitude and thank you
so much for continuous support of Bangladesh Bank.

Md. Ariful Alam

Thank you (SCB) for your call and reversal of the excess finance charge. It's much appreciated.

To CIPC, Bangladesh Bank:| consider the matter as resolved.Thank you for your monitoring.

Shaikh Yunus

| am very glad for your co-operation. Thank you very much for helping me to get back my money from Jessore City
Bank.

May Allah bless you.



22. Conclusion

Financial Integrity and Customer Services Department (FICSD) has proved its worthiness so far by thriving to achieve
the goals for which it was established. There is no denying the fact that the department has been able to fulfill the
need of providing banking and financial services to the people to a great extent by solving almost twenty two
thousand of their complaints as well as answering thousands of queries. Now people hold a positive attitude towards
Bangladesh Bank as they got resolutions of their complaints. To uphold the belief and expectation of people, FICSD
will continue its endeavor to develop the standard of banking services of the country to the desired level. In addition
to that, by circulating the comprehensive ‘Guidelines for Customer Services and Complaint Management’ awareness
has been developed amongst the customers and bankers. An institutional structure has been developed in the
banks for complaint management in accordance with the guidelines. It can be expected that the guidelines will help
maintaining a minimum standard in customer service and side by side bring a discipline in the financial service
sector.
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