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BRI 205b-205 SR AR G 20T @ll8 IR AT A1a/2-GRes
S) (@7 8 NG T
Dear Concern,

Thanking you from my deep heart. By this workable action taken by our Bangladesh Bank (The Bank of
every Bangladeshi) against ---- Bank. | testfully submit the complain, but | didn't expect such kind of
result from Bangladesh Bank against --- Bank. But surprisingly it works.

By the way after investigation from Bangladesh Bank in --— bank they call me and say warmly sorry to
me.And now | am satisfied to ----- Bank. and request Bangladesh Bank to withdraw the complain against
them.

And | want to special thanks to concern officer of FICSD of Bangladesh Bank for his/her strong foot step.
| am really thankful to Bangladesh Bank and near future | will communicate to others that, if you go to
BB with your banking problem, you must get at-least a good solution.

Regards,
Md. Samiul Hasan
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I Governor S Message l

Starting its journey from 16 December 1971, Bangladesh Bank has been
ensuring discipline and accountability in the Banking and Financial
sectors, along with formulating and implementing monetary policy and
intervention policies in the foreign exchange market to keep the wheel of
the economy moving.

In the beginning “help desk” was introduced in 2011 in Bangladesh Bank to
protect customer interest and to maintain the overall discipline in financial
sector. Subsequently, Financial Integrity and Customer Services Depart-
ment (FICSD) was established as a full-fledged department in 2012
followed by Customer Interest Protection Cell. Overall economic size and
variations have since increased manifold and Bangladesh has in the mean-
time acquired the status of a developing country.

In tandem with growing customer numbers, the number of complaints
also increased with advancement of technology and variation of banking
products. The vigilant role of FICSD is admirable in maintaining discipline
and integrity of overall financial sectors of the country by attending and
disposing a significant number of complaints during the period of 2018-19.

I am glad to know that the annual report for 2018-19 is being published
covering the entire gamut of activities of FICSD.

I firmly believe that a truly effective role played by FICSD will certainly

contribute to a disciplined, accountable and customer friendly banking
sector. My compliments to all officials concerned with the preparation of

this report.

Fazle Kabir

Governor




Deputy Governor’s Messag

Bangladesh Bank, being the regulatory body of the banks and financial
institutions, is always vigilant towards protecting the customers' interest.
As part of our continuous endeavor to this end, Financial Integrity and
Customer Services Department (FICSD) came into being as a full-fledged
department in 2012. Ever since, the department is receiving all types of
banking complaints through different media and addressing those with a
view to protecting customer interest within the existing legal and regula-
tory framework and thereby improving overall banker-customer relation-
ship.

FICSD has been able to establish a strong controlling mechanism to act
against customer harassment, fraudulent and unethical activities commit-
ted within the banking sector. The department has set up a dedicated short
code telephone number- 16236 through which the customers may lodge
their complaints anytime during office hours whenever they feel harassed
in availing banking services or they have any types of complaints related
to banks. The customers can also send written complaints to this depart-
ment. Besides, customers can lodge complaint via a web-based complaint
box, android apps or e-mail.

In order to resolve the complaints, the employees of this department are
working tirelessly to meet customers’” queries and complaints. The combi-
nation of young and experienced workforce of this department are dedi-
catedly dealing with all types of banking complaints including non-pay-
ment of LC values, delay in the payments of remittances sent by non-resi-
dent Bangladeshi citizens as well as of foreign exchanges earnings by
freelancers, hassles in general banking, irregularities in loans and advanc-
es, etc. Quick resolution of complaints by this department has earned
reputation for Bangladesh Bank at home and abroad. During FY 2018-19,
the department resolved around 5493 complaints and in addition met
queries coming through 16236.

I believe, the employees of this department are working with honesty,
devotion and efficiency to maintain the continuous improvement of the
organizational structure formed for managing the complaints within the
banks and financial institutions in the light of the policies enforced by this
department regarding customer care and complaint management. I
believe, they will continue their endeavor to earn a sense of reliability to
the customers.

I am pleased to know that an annual report is going to be published on the
overall activities of FICSD in the fiscal year 2018-19.

My best wishes for the days to come.

Ahmed Jamal

Deputy Governor




Summary

The mission to protect customer interest first started in Bangladesh Bank by forming ‘vig-
ilance” division under the department of Banking Inspection. In continuation with that, a
‘help-desk’ was set up in Foreign Exchange Inspection and Vigilance Department in 2011
which was later on reformed as ‘Customer Interest Protection Centre” aimed at provid-
ing one-stop service to customers. Finally, in July, 2012 *Financial Integrity and Customer
Services Department’ debuted as a full-fledged department with the view to protecting
customer interest. Besides performing vigilance and anti-fraud related activities, this
department takes various steps to resolve customer complaints against banks and other
financial institutions. There is a sophisticated and skilled customer care centre in this
department which remains operative during office hours. Customers can lodge com-
plaints through the customer care centre by dialing "16236" and get instant solutions.
Apart from handling complaints, various queries from the service seeking people from
home and abroad are addressed via the telephone hotline number. The publicity of the
hotline number has been made from time to time in electronic and print media, while it
has been made mandatory for all branches of commercial banks to display this number
in a visible place. Customers can also complain directly through letter, fax, e-mail, and
android apps in order to continue communications with this department. To disseminate
the benefits of the initiatives of this department all over Bangladesh the remaining eight
branch offices of Bangladesh Bank have set up “customer interest protection centre” and
at the same time, the head and regional offices of all scheduled banks have installed “cus-
tomer services and complaints management cell’. A set of complete guidelines titled as
“guidelines for customer services and complaint management” has been issued giving
detailed directions to all banks and financial institutions for establishing ethical stan-
dards, formulating code of conduct for all employees engaged in customer services,
framing a customer charter, and building up banker-customer mutual relations. These
guidelines also include taking initiatives for increasing customer awareness, setting up a
customer service and complaint cell at the head office and the branch level; and facilitat-
ing all kinds of opportunities or means for submitting complaints to ensure effective
complaint management. The officials of this department are always diligently working
towards implementing the core purpose of receiving and resolving the customer com-
plaints of banks and financial institutions. Consequently, out of 34,678 complaints lodged
from 2011 to 2019 (June), 34,672 complaints have been resolved. After receiving com-
plaints, the relevant facts and information are collected from concerned institutions via
telephone, letter or e-mail and complaints are resolved according to banking rules and
regulations. Based on their merits, complicated and sensitive issues are addressed by
collecting evidence through on-site special inspections. The main objective of this depart-
ment is to ensure seamless and smooth banking services for customers. Imbued with this
great resolution, we are carrying on with our endeavors.
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fiX Introduction
Banks and financial sectors of the country are playing a vital role in developing the overall financial sectors
and ensuring continuous money flow of the economy.To keep this enormous financial sectors and mon-
etization in order banks are always in the urge of overcoming contemporary challenges. In this regard,
without enhancing the quality service along with increasing its dimensions the achievement of the
desired goal is not feasible for banking sector. Due to the adoption of continuous innovative initiatives
both banks as well as customers are facing frequent challenges. In this case, Bangladesh Bank is deter-
mined for consolidating this fastest growing financial sector via raising mass awareness as well as estab-
lishing good governance throughout the banking sectors. In order to keep customer harassment level
minimum, a distinct department named “Financial Integrity and Customer Services Department
(FICSD)” was launched in Bangladesh Bank back in 2012. From the outset of its inception, this depart-
ment is playing a pivotal role in developing a customer friendly and disciplined banking ambiance by
improving banker customer relationship in resolving numerous complaints lodged by customers and
preserving customer interests.The hotline number (16236) introduced by this department has achieved
enormous confidence both home and abroad. This booklet published depicting the overall achieve-
ment and success of this department will play definitely a strong role in increasing public awareness
and good governance as well in overall financial sectors of the country.

BBI8ERS of References(TOR) 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)

% Formulating guidelines to ensure the necessary structures and activities in the area of
Customer Services and Consumer Protection.

% 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 against interest rate, fee and other
product based disclosures.

++» Taking necessary action on written complaints:

a Filtration of complaints.

d Invitation of opinion/comment/explanation of the concerned banks on the complaints.

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

d Implementation of decision.

% Preparing a summary statement of the complaints received by this 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.

% Monitoring the ‘Customer Service and Complaint Management Cells’ of scheuled
banks and preparing a report after analysis of monthly statements received from the scheduled banks.

% Receiving the complaints through telephone, e-mail, mobile apps, website and fax during
office time on working days.

% Responding to the incoming calls through hotline 16236 in time and giving answers to the query of the public.

» Performing other related works regarding consumer protection.

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

*
0.0

To conduct on-site inspections on customer 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 co-operation 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 advice them to take necessary action on the
basis of the findings of the investigation.

To preserve the extraordinary findings of the investigation in the corporate memory of
Bangladesh Bank.

To conduct on-site inspections as per instruction of higher authority or Ministry of Finance
(MOF) and other government agencies.

To perform other relevant activities.

C. Functions of the Technical Services Division (TSD)

o,
o

*
000

/7
0.0

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.

BBGuidelines for Customer Services and Complaint Management

By analyzing the root-causes of all complaints received by this department, it was found that customers
were facing irregularity, malpractice, misconduct and harassment by banks due to lack of service stan-
dard, code of conduct, customer charter, customer awareness programs, institutional framework for
grievance redressal, etc. In such situation, FICSD circulated a uniform guideline titled ‘Guidelines for
Customer Services and Complaint Management’ for banks and financial institutions on July 13,2014 for
banks/Fls to ensure hassle-free, effective and smooth customer service and complaint settlement

system.

The important instructions are as follows:

To set up ‘Customer Services and Complaint Management Cell’in the headoffice 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 banks and financial institutions.
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As aresult of circulating the said guidelines, institutional framework for complaint lodgment and settle-
ment has been established, quality service standard has been achieved and awareness has been created
among bankers, customers and other stakeholders. In the mean time, some modifications have been
made in this guideline and compliance of guideline by the banks is also monitored by our department
time to time.

B 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 moni-
tors the complaints received from customers for their discomfort in getting various services from banks.
Bangladesh Bank has established Customer Interest Protection Center (CIPC) at other BB offices, those
BB offices also monitor and settle complaints received from customers. Besides,’Customer Services and
Complaint Management Cell’ has also been set up at all the Head Offices, Regional Offices and branches
of the all scheduled banks. Complainants can lodge their complaints to their nearest regional or branch
offices of the banks. Again, they can also submit the complaints to the nearest office of Bangladesh Bank.
If branch offices of BB cannot solve the complaints, they may send it to the FICSD for final settlement.
Regional Offices of the banks send monthly statements of complaints to their Head Offices and a copy
of which is forwarded 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 branches.
Then they send the monthly consolidated statements to the FICSD through the EDW web portal. Simi-
larly,Bangladesh Bank's branch offices also prepare monthly statements incorporating the total number
of complaints received, resolved and unresolved and send those statements to the FICSD. In this way,
FICSD is handling and 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 special inspections at the concerned banks.

BB Complaint Monitoring System (CMS) Software

A software titled ‘Complaint Monitoring System’has been developed by the FICSD with the help of Infor-
mation Systems Development and Support Department (ISDSD).The software was installed with a view
to preserving all information related to complaints received, settled and unsettled; causes and nature of
complaints; summary reports and dashboard etc. This CMS system provides us a complete picture of
departmental day to day activity.

BB Time and means of receiving complaints

FICSD receives complaints from the complainants through phone, fax, web-based complaint box, mails/e-
mails and some popular social communication media or directly during the office hours of working days. Of
late, a mobile app has been developed in order to receive complaints from the customers which is already
available and user friendly for the public. Details of Mobile apps shown at Bangladesh Bank website for the
convenience of Client.

-omer Interest protection Centre (16236) and Responding to banking related queries

There is a short code to the department bearing number ‘16236 to receive banking related complaints and also answer
the queries of general people. 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. 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. 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 ‘16236'This department is always ready to
solve the received complaints in the quickest interval and to answer customer’s questions regarding banks and financial
sectors.The officers provide solutions to the problems over the phone, if possible. If not, they collect the relevant
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information from the focal department and provide that to the customers.To provide information with
ease and promptness, a “Frequently Required Information Center” has been developed with the light of
the experience of the officers of this department.
Notable frequently asked questions are-
1. Information regarding Loan classification, write-off, rescheduling etc.
2. Rules regarding opening and maintaining different kinds of accounts in commercial banks/
financial institutions.
3. Bangladesh Bank’s regulations regarding interest calculation, extra interest charging,
imposing interest rates etc.
Rules regarding reimbursement of money to the nominee after the death of the account holder;
Regarding the rate of interest of loan and deposits in different banks and financial institutes;
Rules regarding types of savings certificate, purchasing procedures of savings certificate and rates of profit;
Whether Bangladesh Bank accepts deposit or disburse loan to the customers;
Regarding the procedures of accepting of the LC and payment of LC value;
9. Information regarding foreign exchange transaction;
10. Information and rules of loan disbursement under EDF fund;
11. Information and rules regarding charges of debit/credit cards of banks;
12. Rules of carrying foreign currencies and exchange rates;
13. Information regarding the eligibility and sectors of agriculture loan;
14. Rules regarding export subsidy and cash incentives against export of goods.
The system of quickly solving banking related complaints through the hotline to preserve the interest
of the customer who seeks banking service is playing an important role in increasing the reliance on the
financial sector. New addition of voice recording in PABX system, data storage and other modern acces-
sories to the call center has made it more user friendly.
[BY Public Awareness Activities
FICSD also takes initiatives to publicize its activities. The people of all sections can easily lodge their com-
plaints or can get answers to their queries from the department just by dialing the short code 16236.
Different programs on promoting public awareness regarding banking activities have been implement-
ed time to time by this department to reduce the number of complaints and to make the banking
services smoother among bankers and customers.
Analyzing the complaints received by this department, it is clear that if the following messages can
directly be delivered to the customers, banking service can be made smoother and the number of com-
plaints can be reduced significantly:
> Conditions must be studied thoroughly before receiving loan/being a guarantor/keeping
deposits/opening an account;
> Customer has to keep his/ her pin number of debit card/credit card/mobile/ Internet banking secrete;
» Customer should be suggested to be more careful in signing/accepting anything regarding
banking services.
He/she should not deposit to a person/non-bank institutes in a hope of extra profit/interest;
He/she should not give blank cheque to anyone;
Before accepting a credit card, customer should make sure he/she has a written information
regarding the charges, bill payment dates, interest rates etc. from the bank;
Customers should read the instruction before giving consent for becoming a guarantor of any banks;
Only cash counter should be used for money transaction and business transaction;
No customer should engage in personal transactions with bank employees;
It's discouraged to accept any proposal regarding loan allocation/ business in exchange of commission;
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> Any specific information against any bank employee regarding fraud/corruption should
immediately be informed to Bangladesh Bank;
> Customer should read before signing any documents related to banks and Fl’s etc.

BY Summary of the activities of FICSD

FICSD receives complaints over telephone, web based complaint box, written mail,  e-mail, mobile
apps, fax and some social communications media from all over the country and from abroad. The
03(three) divisions of this department namely CSD,VAD and TSD are working jointly to protect the inter-
ests of the bank customers. From the inception till 30 June-2019, the summary of the complaints so far
received by this department is appended below:

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

March 28,
2011 to
June 30,
2019

14,497 20,181 34,678 | 34,672 6 99.98%

Table-1 shows that among those received complaints all the complaints have already been resolved.The
rate of resolution is 99.98% i.e. fantastic. However, we are trying to provide remedies against all cases
except sub-judice or legal matters (until settlement).

arative statistics of the complaints received and resolved by FICSD during
inancial years

Subject Financial Year | Financial Year | Financial Year | Financial Year
2015-2016 2016-2017 2017-2018 2018-2019
Complaints 4530 3,521 6,208 5,499
Received
Complaints
Resolved 4530 3,519 6,206 5,493
Rate of Resolution 100% 99.94% 99.99% 99.90%

Table-2 shows that during the FY 2016-2017, the number of complaints was less than 22.27% than that
of previous FY 2015-16.Whereas during the FY 2017-2018 and FY 2018-2019, the number of complaints
increased by 76.31% and 56.18% than FY 2016-2017.The underlying reason for the dramatic increase
in receiving the number of complaints was possible only due to timely and efficiently handling of
consumer complaints, ease of access created by introducing mobile apps, increase of customer
awareness through publicity and the best use of human resources.The trend for the rate of resolution
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was commendable and it was also 99.99% during FY 2018-2019 under review.The comparative statistics
during last 04 (four) years are also shown in the chart-1 (bar diagram).

Chart-1: Comparative charts of the complaints received and resolved in last 04(four) years.
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Bf€omplaints received through different media
FICSD has received total 5,499 complaints during last FY 2018-2019 which is shown in the table-3:

Table-3:Total Complaint received by various media

Over Written Online Mobile apps
Phone /website
Number 2379 2898 192 30 5499
Percentage 43.26(%) 52.70(%) | 3.49(%) 0.55(%)

Chart-2: Complaints received through different media

3.49% 0.55%

B Phone (43.26%)

B Written (52.70%)

1 Online/Website(3.49%)
B Mobile Apps (0.55%)

Table-3 and Chart-2 exhibit that the highest number of complaints comes through in writing (2898)
while the number of complaints was received over phone was 2379.
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B8 category-wise complaints analysis

A wide variety of complaints were received by FICSD in the FY 2018-2019. On the basis of their types,
those complaints were categorized as general banking, loans & advances, trade bills, cards, service
dissatisfaction, mobile banking, bank guarantee, fees and charges, cheque forgery, notes and coins, legal
notice, remittance etc. which are shown in the table-4 and chart-3.

Table-4: Category wise total complaints

No. of Complaints
Category of Complaints Online Mobile Total
Phone Written form (Website) apps
General Banking 836 726 27 4 1593
Bank Guarantee 14 310 1 2 327
Notes and Coins 128 4 0 0 132
Service Dissatisfaction 251 45 13 4 313
Legal Notice 1 71 2 0 74
Loans and Advances 283 313 15 5 616
Fees and Charges 62 29 16 2 109
Local Trade Bill 22 186 7 2 217
Foreign Trade Bill 17 514 15 0 546
Cheque forgery 17 8 1 0 26
Remittance 39 24 6 2 71
Cards 216 202 63 2 483
Mobile Banking 67 46 7 3 123
Others 426 420 19 4 869
Total 2379 2898 192 30 5499

Chart-3: Graphical view of category-wise aggregate complaints received

B General Banking (28.97%)

Bl Bank Guarantee (5.95%)

B Notes and Coins (2.40%)

B Service Dissatisfaction
(5.69%)

M Legal Notice (1.35%)

B Others (15.80%)

B Loans and Advances
(11.20%)

M Fees and Charges (1.98%)

@ Local Trade Bill (3.95%)

M Foreign Trade Bill (9.93%)

B Cheque forgery (0.47%)

1 Remittance (1.29%)

Cards (8.78%)

2.40%

0,
1.35% Mobile Banking (2.24%)
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From the analysis of the aggregate complaints received by this department, it is evident that most of the
complaints were about general banking i.e.28.97%. Complaints related to trade bills (13.88%) were in
the second position.Then 11.20% of the complaints were related to the loans and advances, 8.78% to
cards, 5.69% to service dissatisfaction, 5.95% to bank guarantee, 2.40% to notes & coins, 2.24% to mobile
banking, 1.29% to remittance,1.98% to fees and charges, 0.47% to cheque forgery, and the remaining
15.80% were miscellaneous in nature.The miscellaneous complaints were mainly about misbehavior by
bank officials; on-export against advance TT received, delay in bank branch opening or transactions,
refusal of exchanging mutilated notes or coins etc.

fiBiComplaints related to Non-payment of Trade finance bills

FICSD has been playing an important role in both local and international trade through resolution of
complaints or disputes related to the import-export bills received from home and abroad. In FY
2018-2019, FICSD received and resolved such 763 complaints related to trade bills. Among them 419
complaints were related to settlement of overdue bills for USD 55.29 million, whereas in FY 2017-2018
this department has also had resolved 295 similar complaints with a value worth USD 95.30 million.
FICSD’s due attention and quick resolution of trade related disputes have resulted in a drop in similar
complaints compared to the previous year which has contributed to enhancing the overall image of BB
among all concerned.

[l Statistics of bank-group-wise complaints

There are 59 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, 41 Private Commercial Banks,3 Specialized Banks and 9 Foreign Commercial Banks. The com-
plaints received in FICSD are categorized on the basis of the aforesaid bank group which is shown in the
chart-4.

Chart-4: Statistics of bank-group-wise complaints

B State-Owned Commercial Bank
(19.28%)

B Specialized Bank (1.85%)
Private Commercial Bank (57.12%)
B Foreign Bank (3.76%)

B Non-Bank Financial Institutions and
Others (17.99%)

Chart-4 indicates that the highest number of complaints were received against Private Commercial
Banks which was 57.12% of total complaints. Complaints received against State-owned Commercial
Banks, Specialized Banks, Foreign Commercial Banks were 19.28%, 1.85%, and 3.76 % respectively. The
complaints regarding NBFls were 17.99% also dealt by us.The complaints related to client harassment is
more at private commercial bank though the number of branches, amount of loans & advances,
deposits, and foreign trade is less at private commercial bank than state owned commercial banks. It
indicates that private commercial banks failed to maintain the quality of customer services because of
their excessive profit earning motives.
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[i83Top 10 (Ten) banks in terms of number of complaints received by FICSD

On the basis of the number of complaints received by FICSD during FY 2018-2019, the top 10(Ten)
banks are enlisted in the following table:

SI. No. Name of Banks Total Complaints Received **
01 Janata Bank Limited 442
02 Sonali Bank Limited 322
03 Islami Bank Bangladesh Limited 302
04 Dutch Bangla Bank Limited 301
05 Brac Bank Limited 278
06 Agrani Bank Limited 193
07 Eastern Bank Limited 184
08 The City Bank Limited 177
09 Standard Chartered Bank 154
10 Al Arafah Islami Bank Ltd 147

**Above table has been made on the basis of the number of Complaints received by BB; number of branches or

client number has not been considered.

Table-5 shows that in respect of volume of complaints received by FICSD, the highest number of com-
plaints (442) was received against Janata Bank Limited, a state owned commercial Bank. Among other
SCB’s Sonali Bank Limited is in the second position of the list and Agrani Bank Limited were in the 6th
position. Among Islamic Bank the Islami Bank Bangladesh Limited and Al-Arafah Islami Bank were in 3rd
and 10th position respectively. On the other hand, among private commercial banks (PCB), Dutch
Bangla Bank Limited, Brac Bank Limited, Eastern bank Ltd, The City Bank Limited were in the 4th, 5th,
7th ,and 8th position respectively. Standard Chartered Bank,a FCB was in the 9th position.

12 (Twelve) banks in terms of complaints received by the ‘Complaint Cell’ of
ed banks

The complaints were also received by the banks directly from their customers and also reported those
to FICSD on monthly basis through Rationalized Input Template (RIT) of EDW (Enterprise Data Ware-
house) of BB. According to their online statements, a total of 14,523 complaints were received during FY
2018-19 directly by the banks of which 13,258 complaints were resolved and remaining 1,265 were
unresolved at that time period.The resolution rate was 91.28%. FICSD monitors the settlement position
of unresolved cases time to time. Banks were also advised to submit the actual picture of complaints
received directly and update settlement position timely through RIT of BB. Statistics of top 12(Twelve)
banks are shown in Table 6:
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Table-6: Statistics of top 12(Twelve) banks are given below

Table-6: Statistics of op 12 (Twelve) Banks in respect of information of RIT

SI. Name of Banks Complaints Complaints Rate of
No. Received Resolved Resolution
1 Standard Chartered Bank 7248 7248 100.00 %
2 The City Bank Ltd. 6433 6375 99.09%
3 Brac Bank Ltd. 1908 1887 98.89%
4 United Commercial Bank Ltd. 669 651 97.30%
5  HSBC, Bangladesh 650 597 91.85%
6  Eastern bank Ltd 570 570 100.00%
7 Prime Bank Ltd. 318 309 97.59%
8  Islami Bank B angladesh Ltd. 216 214 99.07%
9  The Trust Bank Ltd. 211 209 99.05%
10 The Premier Bank Ltd. 174 170 97.70%
11  Janata Bank Ltd. 166 162 97.59%
12 Mercantile Bank Ltd. 156 155 99.35%

Table-6 shows that in respect of volume of complaints received by various banks, the highest number of
complaints (7248) were received and resolved by Standard Chartered Bank, a foreign commercial bank.
Among private commercial banks the city bank Itd was in 2nd position. A state owned commercial Bank
Janata Bank Limited is in the 11th position of the list. On the other hand, among other private
commercial banks (PCB) Brac Bank Limited, United commercial bank Itd, Eastern bank Ltd, Prime Bank
Limited were in the 3rd, 4th, 6th and 7th position respectively.

-tistics of special inspections conducted by FICSD in 2018-2019

FICSD closely monitors the banking sector of Bangladesh to prevent and minimize corruption and
fraud-forgeries through conducting special inspections on bank & NBFls. 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 on different occasions or on the
request of other departments. A comprehensive analysis representing 153 numbers of inspections was
conducted by FICSD during the FY 2018-19, which is depicted in the table-7 and Chart-5.

Table-7: Statistics of Special Inspections conducted by FICSD

Name of Bank Group No. of Special Inspection
State-owned Commercial banks(SCBs) 21
Specialized Banks (SBs) 04
Private Commercial Banks (PCBy 91
Islami Shariah based Banks (ISBs) 26
Foreign Commercial Banks (FCBs) 04
Non-Bank Financial Institutions (NBFIs) 03
Others 04
Total 153
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Chart-5: Statistics of special inspections conducted by FICSD

1.96%

2.61% B State-Owned Commercial
Banks (13.73%)

m Specialized Banks (2.61%)

m Private Commercial
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B Foreign Commercial Banks
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B Non-Bank Financial
Institutions (1.96%)

B Others (2.61%)

From the table-7 and chart-5,it appears that the highest number of special inspections was carried out in the
Private Commercial Banks (PCBs), which was 59.48% of total inspections conducted during this year.
Inspections conducted on State-owned Commercial Banks (SCBs) were 13.73%, Islami Shariah based banks
were 16.99% and Specialized Banks were 2.61% of total inspection activities of this department. Commercial
Banks (SCBs) were 13.73%, Islami Shariah based banks were 16.99% and Specialized Banks were 2.61%
of total inspection activities of this department.

In 2018-2019, special inspections were conducted by the FICSD to unearth the number of fraudulent
activities, transactions and malpractices in banks. 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 this department played a supportive role to strengthen
the corporate governance and internal control system of banks. With a view to maintaining transparent,
stable and sound financial sector, FICSD has also extended its inspection fields as well as activities.

[iBIWrit petitions responded by FICSD

During the FY 2018-2019 total 184 numbers of writ petition filed by the different stakeholders were
received by this department. Most of the cases, the honorable governor of BB and GM of FICSD were the
principal respondent and special instructions were given by the honorable high courts to dispose of the
issues as Bangladesh Bank is the controlling authority of banks/NBFls. These cases were mainly related
to the withholding of the classification status from the CIB, Loan rescheduling, withholding of Auction
notice, disposal of complaints, overdue trade bill payment and other banking issues etc. Those writs
were either resolved or addressed meticulously as per instructions given by the honorable court.We are
also working closely with Law department and other related depts. of BB to avoid contempt of courts in
different occasions.

s of complaints received by the Branch offices of Bangladesh Bank in the
ar 2018-2019

Apart from FICSD, other branch offices of Bangladesh Bank also deal with the complaints of banking

customers under their respective jurisdictions. They also report to FICSD about their activities by sending a

monthly statement containing the total number of complaints received, resolved and unresolved position. A

Summary of the statements of other offices of Bangladesh Bank during the FY 2018-2019 is displayed in the table-8.
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Offices No. of Complaints No. of Complaints Unsolved/
Received Resolved Under Investigation

Chattogram 121 121 0

Sylhet 115 97 18

Barishal 45 38 7

Khulna 44 38 06

Rangpur 31 31 0

Mymensingh 15 15 0

Bogura 26 25 1

Rajshahi 15 14 1

Total 412 379 33

*Motijheel and Sadarghat offices have no complaints.

From the above table-8, it appears that among ten branch offices of Bangladesh Bank, CIPC of the Chat-
togram Office dealt with highest number of complaints (121) in the financial year 2018-2019.The Sylhet
office and the Barishal office were in the 2nd and 3rd positions respectively in this regard.The total 379
complaints were resolved and remaining 33 complaints were under investigation at branch offices.Thus,
the resolution rate of branches 91.99%. The graphical picture of the above table is furnished in the
chart-6.

Chart 6: Complaints dealt by the offices of Bangladesh Bank

m No Of Complaints
received

® No Of Complaints
resolved

m No Of Complaints unresolved

- remarkable cases solved by FICSD in 2018-2019
/

Case Study- 01

—

Complainant : Mrs. Ferdousi Zaman

Subject of complain : Non refund of embezzled money to the client’s account by a bank official.

Synopsis of complain: Mrs.Zaman, a client of a private commercial bank, opened a savings account in
2016 by depositing 6,60,70,295/- taka. Later on, she withdrew money with check several times and on
last 21/10/2018, she issued a bearer check. When the bearer went to bank with the ordered check, the
bank dishonored the check orally informing that there was not enough money in the account to with-
draw. But the client knew from the last bank statement that she had 5,56,15,139/- taka in her account.




Hearing the news Mrs. Zaman went to the branch with her husband immediately. After checking all the
documents the manager informed that the money might be withdrawn with fraudulence and assured
her of giving back the money as soon as possible. Later on, the MD of the bank also assured her of
returning the money confessing of probable fraudulence. Moreover, the client was requested not to
expose the matter. After that a long time passed but the bank did not give her the money back. Seeing
no alternative, she made a complain to this dept.

Action taken by the dept: Though the bank denied the complain at first calling it baseless, it was seen

from the review of internal report, account statement, client’s account opening form and other related
papers that the then Assistant Vice President(AVP) and centre manager Mr Sarwar was accused of
forgery. Mr. Sarwar was responsible for transaction in different stages from account opening and in
different steps irregularity was done to the account by him. Even the phone number of the client was
changed with the help of IT without the client’s acknowledgement. Moreover, after the opening of the
account,4 check books were taken with the client’s authorization which was denied by her.It appeared
from the CCTV footage that then AVP Mr. Sarwar withdrew the money using those checkbooks and he
remained absent in his office from 21/10/18.Though the internal investigation of the bank filed a case
in Dudok against 15 officials of different posts claiming their punishment, the bank did not return her
money. As a result, our department had instructed the bank to return her money by getting with an
indemnity bond according to BRPD circular letter no.03, date: 13/03/2017.This circular says if it is proved
from the internal investigation that any official is connected with the forgery of money from any client’s
account by forging his/her check, the client’s demand related to the matter need to be fulfilled immedi-
ately. In this case, the bank informed that it has returned the money forged from Mrs. Zaman'’s account
and as a proof the bank submitted an updated bank statement of the client to this dept.

'Case study- 02
—
Complainant: Mr. Obayedar Rahman

Subject of complain: Non returning of original deed of mortgaged property by the bank even after
loan adjustment.

Synopsis of complain: Mr.Rahman took a C.C loan in favor of his institution from a branch of a private

commercial bank in 2006. According to the condition of sanction letter, he gave all the necessary papers,
check, charge documents and deed of land to the bank. After paying the loan in 2017, he requested the
bank to return the original deed but 3 months later the bank gave him the certified copy of deed instead
of the original one.When the client went to the bank again for his main deed, the duty manager said, Mr.
Rahman lost the main deed himself and as a proof he showed a copy of General Diary(GD) made in
police station as well as the client’s signature in a pad of 2011 of his business institution regarding the
lost deed. Mr. Rahman became astonished seeing the GD copy. Instantly denying the matter he asked
the manager why the original GD copy is in the bank if he himself made the GD. The bank could not give
any reasonable answer. He further said that while taking the loan the then branch manager took few
blank cheques and some loose pads of his business institution with his signature. He gave the pages of
pad of his business institution in good faith which was used in making the GD. Afterwards; he met the
then branch manager and present manager regarding the matter. Every time the bank was only assur-
ing him without taking any action. At last being helpless he made a complain to Bangladesh Bank.
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Action taken by the Dept: Regarding the matter the bank primarily informed that with the application

of loan adjustment, the bank returned all the submitted original documents of the land and the client
received those papers signing with satisfaction. After long one and half year, he suddenly came back to
the bank claiming the original deed of his land absurdly. Searching the client’s loan file, the branch
authority found a GD copy of 2011 in a pad of client’s business institution which he signed himself and
it was clearly mentioned in the GD copy that Mr. Rahman himself made the GD in the local thana
informing the loss of main deed and other documents. But it appeared from the observation of all the
submittal deeds by the bank that the client was given a certified copy of the deed.Besides, the matter of
making GD due to the missing of his deed appeared to be absurd as in 2011 the bank was supposed to
store the main deed. In this context, this dept.instructed the bank to give back the submittal main deed
of property and the bank replied that it solved the problem by compensating for lost deeds. The client

also expressed his gratitude through letter. The bank was warned to be more aware of the matter in
future.

'Case Study -3
TmpTainant: Mr. Ziauddin Sawlet Gani

Subject: Given less profit against double benefit scheme.
Synopsis of Complain: Mr. Gani is a client of a private commercial bank. At first, he opened a DPS

account of 10,000 taka installment per month for 10 years in a shariah based Islami bank. After completion of
the time-span of the DPS he took 20 lac taka. Therefore, he was requested from the branch to open a double
benefit scheme (DBS) and it was said that he would be given 38lac taka (excluding tax) against 20 lac taka after
5 years and 5 months. After the termination of the double benefit scheme the client got only 36,26,367/= taka
which is 1,90,147/- taka less than the promised amount. From the yearly statement the client found that the
profit was being deposited according to the bank’s declared rate. But only three days before the closure of the
double benefit scheme the bank debited 1,90,147/= taka from the account in the name of profit adjustment.
He went to the bank for clarification of less payment and asked for full payment but getting no remedy he
became helpless and submitted a complaint to this department.

Steps taken by this department: When the bank was asked to opine about the matter, the bank informed that the

client opened a Mudaraba double benefit scheme (MDBS) in an Islami banking branch. MDBS may not be double at
its maturity which is mentioned in the account opening form. At first, the bank gives benefit to the clients account
at provisional profit rate that is cumulated at the end of the year with final profit rate.In this case, if the client is given
more or less profit, then it is adjusted later on with the final profit rate. The mentioned client was given more profit
than the final profit rate in 2017 and later on it was adjusted. But reviewing the final profit rate which was declared
in the yearly report of the bank and the particular bank statement, it was noticed that final profit rate announced by
the bankin 2015,2016 and 2017 was 7.74%, 7.01% and 7.07% respectively. Though the final profit rate was adjusted
in 2017, it was not done in the previous years.In the name of profit adjustment,1,90,147.78 taka was deducted only
three days before the maturity of the MDBS which is absolutely illogical and this department asked the bank for an
explanation why this deduction of 1,90,147.78 taka would not be returned to the client’s account. As a result, the
bank informed the department through letter that 1,90,000/= taka has been deposited to the client’s account.The
client expressed his satisfaction after getting the entire profit against his double benefit scheme with the prompt-
ness of this department and he expressed his gratitude to Bangladesh Bank.
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Case Study - 04
—
Complainant: Mr.Khairul Islam

Subject of Complain: Dismissed from the job illegally.

Synopsis of Complain: Mr.Khairul Islam was working as an executive officer in a shariah based bank of

our country.He was dismissed from the job on last 15/04/2018 without any explanation note from HRD
and without giving any opportunity for self defense.Therefore, on last 16/04/2018, he sent a letter to the
MD of the bank to know the reason of his dismissal with an application for reinstatement in the job. But
the bank did not communicate with him regarding the matter.The complainant further mentioned that
he was not connected anyway to the matter he was talked about from the bank over phone. Besides,
there was no accusation of adopting unfair means against him here before.Branch managers were also
very satisfied with his departmental activities. But to harass him and his family, a false accusation was
brought against him without any proof which was absurd indeed. He also said that his family members
were passing their days in distress as they were dependant on his income. Getting no proper solution
from the bank he became helpless. At last, to get justice and to be reinstated, he submitted a written
complain to this dept.

Action taken by the dept.: Based on the complaint, this dept. conducted a special inspection on the

matter. It appeared from the inspection that Mr. Kamal, a messenger cum Guard working in the same
branch submitted a written complain to the head of HRD informing that Mr.Islam demanded 14.50 lac
taka as bribe for giving him a good job and Mr.Kamal gave him the money. But Mr.Kamrul failed to show
any documentary evidence. In the same day , Mr. Islam sent a letter to HRD mentioning that that
complain was based on family dispute. Without communicating with him, he was terminated from the
job according to clause 7.3.3 of chapter 7 of service rules via simple service note of HRD.

Itis noted that according to the above mentioned clause, any official can be discharged any time on the
disciplinary measures or medical ground and so, Mr.Islam was terminated from the service. And this was
approved by Interim Human Resource Committee (IHRC). Moreover, no documentary evidence of the
complaint brought against Mr.Islam by Kamrul was found in the files of the bank and the bank also did
not investigate after getting the complain. It was appeared that discharging an official based on a single
complain conducting no investigation and without any witness and proof is unethical and intentional.
For that the bank was warned to be more careful in future in discharging any official without scrutiniz-
ing the complaint against him. In reply, the bank informed that the terminated officer, Mr. Khairul Islam

was reinstated in his post according to the decision of the managing authority of the bank.
"__‘

Case sturdy -5

/ . .

Complainant: Mr.Syed Hossain

Subject of complain: Money mistakenly deposited to third person’s account in agent to agent banking transaction

Synopsis of the complain: Mr.Syed Hossain was conducting his business activities as a sub-agent in agent banking

outlet of a private commercial bank.As a part of his business activity,on 06-05-2019, Mr.Hossain was supposed to transfer
2 lacs taka to M/S Haque Enterprise on behalf of his client M/S Jafar Enterprise but he mistakenly transferred the money
to an institution named M/S Sourav Enterprise. Mr. Hossain tried to get the money back but failed. Later on, he asked for
help to Financial Integrity and Customer Services Department by submitting a complaint to the GM of this department.




Steps taken by this department: The bank was instructed to justify the authenticity of the complain

and take necessary action.Based on the context, the bank informed the department that money, mistak-
enly transferred to the third person’s account, has been returned to the complainant’s account M/S
Haque Enterprise. After getting the claimed money, he expressed his satisfaction and repeatedly praised
the measures taken by Bangladesh Bank.

”‘_‘
'Case study - 6

Dbt
Complainant: Mr. Md. Mahathi Hasan Jewel
Subject of complain: Increase of interest rate of loan.

Synopsis of complain: Mr. Md. Mahathi Hasan Jewel took a loan from a local financial institution at

10.95% interest rate.But the interest rate was increased several times without informing him.Though he
repeatedly applied to the respective institution to solve the matter they were just wasting time without
resolving the problem. At last, getting no alternative way, he submitted a written complain in this
department.

Action taken by the department: Primarily this dept.asked for an opinion from that particular financial

institution about the complain of Mr. Hasan. In response, the institution informed that the interest rate of
loan was increased in accordance with the industry practice and he was apprised of the matter through
letter.Besides with the amelioration from the liquidity crisis of the financial sector, the loan interest rate of
the client will be decreased.Observing the documents sent by the financial institution, it was noticed that
the letters were sent to the client through courier service but they could not provide any proof of
receiving of the letters by the client. Moreover client’s incorrect address was noticed in the letter. In that
situation, this department sent a letter to the authority of the institution claiming an answer why to those
types of activities like increasing the loan interest rate without informing the client would not be regarded
as client harassment. The institution replied that the interest rate of the client has been decreased from
16.50% to 14.00%. Moreover the extra charged interest has been waived and the client’s address has been
updated.iinily_the client expressed his gratitude to this department for its help in resolving the problem.

‘Case study- 7

—

Complainant: Mr. Sujit Mondol

Subject of complain: Embezzlement of client’s money by deceptive loan.

Synopsis of complain: Mr. Mondol, a poor farmer from Harishchandrakathi of Satkhira district, opened

a education savings scheme account for 10 years. With its maturity when he went to bank to withdraw
money he was informed that a loan of 80,000/ taka was taken against his savings account. The client
became bewildered hearing this. He denied the matter on the spur of the moment and observing the
loan application form he informed the branch manager that his signature did not match with the
signature in the loan application form. But paying no attention to his words the branch manager pres-
surized him to payout the loan. Seeing his gradually accumulated money lost before his eyes due to
bank’s such activity, he drawned into depression. At last he requested Bangladesh Bank to help him to
get rid of the burden of the forged loan along with refunding the money of his savings account.

Steps taken by the dept: FICSD instructed the bank to submit a report investigating the complain

urgently by the bank’s internal investigation team. It was known from the investigation report that some
immoral officers/stuffs of the bank withdrew 80,000/ taka from his account by forgery. In the light of the
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recommendation of the report, the bank took administrative and legal action against the involved
officers. Besides, the complainant was relieved of the burden of fake loan along with refunding all the
money of his savings account.

)

Case Study - 08

=

Complainant: Mr. Md Elias
Subject of complain: Attribution of extra interest on loan taken under house building scheme.

Synopsis of the complain: Mr. Elias took a loan of 2,00,000/- taka by mortgaging his land under house

repairing /renovation scheme of a private commercial bank. According to the condition of sanction
letter, he kept necessary money in his current account in that branch and the bank was adjusting the
loan by debiting 33,016/- taka as installment per month from his account. After paying 94 installments
out of 96 installments, when he went to deposit money for the rest of the 2 installment, the bank told
him to deposit more 9 00 000/- taka. He gave an application to the branch manager informing the
matter in detail. The manager informed him that though Mr. Elias paid the installment at previous rate,
the loan interest rate increased several times.That was why even after paying 96 installments he had 9,
00,000/- taka as arrear. As the matter was unexpected to Mr. Elias, he submitted a complain to this dept.
Steps taken by the Dept: A special inspection was conducted regarding the complain and the complain

proved to be true. Moreover, it was found that extra interest was attributed in the same way to 692 loan
account under house repairing/ renovation scheme of the bank.Therefore, the bank was asked through
letter to adjust total 692 loan account including that of Mr.Elias under that scheme. Accordingly, the bank
already adjusted 457 loan accounts and 235 loan accounts are under processing. In other words, because
of the implementation of the instruction of this dept by the bank, 457 clients of the respective bank

became benefitted nationwide and rest 235 clients are waiting eagerly to get the benefit.
/

‘Case Study - 09

—
Complainants: Mr. Sakib, Mr. Abu Taher, Mr. Shamim and Mr. Akram.
Subject of complain: Delay in depositing remittance in respective account received through freelanc-

ing services.
Synopsis of complain: The complainants serve different institutions as freelancer through internet. As

payment of that service, money of remittance gets deposited in their accounts in a private commercial
bank.But the bank failed to deposit the money timely to the clients.Therefore, the clients asked the dept.
for help regarding the matter.Then Bank was asked to take necessary steps regarding the complain.

Steps taken by the dept: Some complaints of the same kind against that particular bank came to this dept before.
When the subject of the complaint brought before the bank, these were solved within very short time. But this kind of

delay is unexpected anyway. Because along with being the sufferer of such kind of suffering, they may feel discouraged
to send remittance through banking channel. So without wasting time the bank was asked to take necessary steps
regarding the complain along with sending a short description informing what types of measures it has taken to
improve the standard of remittance service according to the circular no.FEPD(LDA) 147/2017-09, date- 14/06/2017 by
Foreign Exchange Policy Dept.The bank replied that a cell named "Special Remittance Cell" has already been formed
to give remittance quickly to the client's account and in case of wage earner remittance; the mentioned money is
given to the clients account within very short time according to circular of Foreign Exchange Policy Dept.
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Case study - 10

it

Complainant: D.H. Euro Hi-tech Co Limited

Subject of complain: Non-Payment of LC bill value by Private commercial bank.

Synopsis of the complain: D.H. Euro Hi-tech Co Limited delivered goods worth of USD 1,26,48,553
against 13 number of Letter of credit issued by a Private commercial bank.Bank accepted the bills which

have matured 124 days ago, but still bank are not paying the LC value. Customers seek help of this
department in this regard.

Steps taken by this department: After examining the submitted LC related documents of customers,

FICSD found that the bank accepted those LC's and goods also received by importer. But the LC values
are not getting paid by the banks even after maturity. In this regard the bank is advised to pay back the
LC values on the basis of Bangladesh Bank Guidelines for foreign exchange transaction,Vol-01,Chap-07,
Art-34 and 38. On the basis of this department’s advise the bank paid the values of those 13 LCs on
different dates and informed the department and they also assure on being more cautious in paying the
LC values in the future.

BillS6me thanks letters received from customers during 2018-2019

1) From: Samiul Hasan

Dear Concern,

Thanking you from my deep heart. By this workable action taken by our Bangladesh Bank (The Bank of
every Bangladeshi) against ---- Bank. | testfully submitted the complain, but | didn't expect such kind of
result from Bangladesh Bank against --- Bank. But surprisingly it works.

By the way after investigation from Bangladesh Bank in ---- bank they call me and say warmly sorry to
me. And now | am satisfied to --—--- Bank and request Bangladesh Bank to withdraw the complaint
against them.

And | want to special thanks to concern officer of FICSD of Bangladesh Bank for his/her strong foot step.
| am really thankful to Bangladesh Bank and near future | will communicate to others that, if you go to
BB with your banking problem, you must get at-least a good solution.

Regards,
Md. Samiul Hasan

2) From : Saiful Islam
Thanks Bangladesh bank for solving my problem. | already get my money back. Thanks to Bangladesh
Bank for saving me from harassment. (Translated from Bengali).

3) From: MD Elias
| am great full to all of you to save me from extra interest charge of my house building loan.
Thanks to Bangladesh bank (translated from Bengali).
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4) From: Md Ziauddin Saolet Gani:

Thanks to Bangladesh bank for helping me to get back my double benefit scheme money (translated
from Bengali).

5) From: Khalil ullah Sarov, Kishorgang

I like to thanks all officials of Bangladesh bank for their immediate action against bank harassment.

I2. Conclusion

Financial Integrity and Customer Services Department (FICSD) of Bangladesh Bank is working to
facilitate a customer-friendly banking environment by promoting ease and reliability in transactions
and services provided by banks and Fls. Recently, the coverage of banking service has increased to a
great extent; alongside the number of complaints of banking customers remained big enough. With a
combination of skilled as well as young and energetic work force, FICSD is addressing each of the
complaints with due attention which helped the department to achieve critical acclaim locally as well as
internationally. Based on past experiences, a new chapter has been incorporated in this publication
which is expected to help reduce some of the common complaints of banking customers. With the
customer friendly attitude and supports from concerned banks and Fls, FICSD has resolved a good
number of complaints in reasonable time to appease the concerned complainants. We believe our
endeavor has not only created a sense of reliability and trust among banking customers but has set an
example for practicing and promoting good governance in the banking sector as a whole.
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