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| Governor’s Message I

Bangladesh Bank is actively engaged in developing appropriate
policy frameworks and expanding supervision mechanisms to
ensure stability in the financial sector and safeguard the interests of
depositors. A full-fledged department named Financial Integrity
and Customer Services Department (FICSD) in Bangladesh Bank
was established in 2012, where all customers, from home and
abroad, including the underprivileged groups of remote areas, can
submit their banking-related complaints quite easily.

This department has designated a hotline number, "16236" for
instant disposal of banking-related complaints, where a good
number of experienced and efficient officers are ready to serve
customers. Moreover, customers can send their complaints through
email, Android app, Bangladesh Bank website, and postal or
courier services. I am glad to know that customers often express
their gratitude and thanks for prompt and satisfactory services.
Apart from providing customer services, FICSD has been playing a
vital role in detecting irregularities in banks and Financial
Institutions (FIs). Accountabilities in banks and FIs have also
increased significantly as a result of the timely intensive
supervision of this department. With the manifold expansion of the
size and diversity of the overall economy, the number of banking
irregularities and complaints has been increasing too. Nonetheless,
the department demonstrates its competency in resolving 8583 out
of 8607 complaints during FY2019-20 and FY2020-21.

I am delighted to know that FICSD is going to publish an annual
report on its last year’s activities. I sincerely thank all concerned for
publishing this Annual Report in a time-befitting manner and wish
them more vibrant and compelling endeavors in the coming days.

Abdur Rouf Talukder




| Deputy Governor’s Message I

Bangladesh Bank, since the inception, has always been vigilant in
establishing governance and protecting customer interests in the
financial sector. With a view to improving the quality of customer
services, resolving customer complaints, ensuring good
governance, and developing an overall friendly banker-customer
relationship for banks and Fls, Financial Integrity and Customer
Services Department (FICSD) has been working relentlessly.
FICSD has also been recognized as a platform of reliability to the
banking service recipients of the country.

FICSD is playing an effective role to ensure a strong control
mechanism against irregularities, fraud, forgery, and immoral
practices in banks and financial institutions. This department is
providing effective services to all financial sector customers by
collecting complaints relating to irregularities in writing, through
the hotline number 16236 and other digital means (web-based
complaints, android app, e-mail, etc.) and undertaking instant or
quick measures to settle the complaints. In addition to resolving
complaints, the officials of this department work diligently to make
the services and working environment of banks and financial
institutions more customer-friendly by providing necessary
information to the stakeholders. “The Guidelines for Customer
Services and Complaint Management” has been issued by the
FICSD, considering principles of honesty, efficiency, dignity, and
reality which also supports improving the institutional structure of
complaint management at banks and financial institutions. During
the financial years 2019-20 and 2020-21, as many as 8607
complaints were received in FICSD, while 8583 complaints
relating to banks and FIs were settled by the department, which is
indeed praiseworthy.

My heartiest congratulations to all the officials of FICSD for
publishing the annual report of FY 2019-20 and FY 2020-21.

/ol 7

0
Kazi Sayedur Rahman




Executive Director’s Message I

As the supervisory authority of Banking and Financial sector,
Bangladesh Bank discharges the responsibility of protecting
customer’s interest. Since the inception, Bangladesh Bank has
always been working to protect customer’s interest and a full-
fledged department named ‘Financial Integrity & Customer
Services Department (FICSD)’ was established under Bangladesh
Bank, Head Office, Dhaka.

FICSD plays a vital role in protecting customer’s rights by settling
complaints received through hotline (16236), email, online, android
apps and direct letter correspondence of customers. It also conducts
special inspection on major financial irregularities and arranging
arbitration in line with various instructions of Bangladesh Bank. All
types of customers irrespective of profession are being benefitted
for quick and timely disposals of complaints.

Amidst the pandemic of Covid-19, FICSD worked relentlessly to
implement various instructions of Bangladesh Bank. Even at the
peak of the pandemic, it played a vital role in ensuring customer
friendly banking. The efforts of this department are highly
admirable in settling complaints and to detect financial
irregularities. I wish every success of the department and hope that
our FICSD team would always remain proactive in doing all
operational duties of the department.

—

Kazi Rafiqul Hassan




Editorial

With a view to prioritizing customers’ interest and also to provide one stop service, a ‘Help Desk’
was first established in 2011 in the then Foreign Exchange Inspection and Vigilance Department
which was later transformed into ‘Customers Interest Protection Centre (CIPC)’. Financial Integrity
and Customer Services Department (FICSD) established itself as a full-fledged department in 2012 to
ensure compliance culture and to uphold the spirit of customers’ interest protection in overall
financial and banking services. Complaints against the banks and other financial institutions are
being received through convenient and electronic media and are being settled within quickest
possible time. There is a competent CIPC team comprising of the efficient officials of this
department to receive the complaints directly from 10am to 6pm during the working days and to
settle subsequently within the quickest possible time. Other than the office hours, complaints can be
sent to the CIPC 24/7 hours through internet, email and other digital means. Moreover complainants
from any corner of the country are getting instant remedies on banking related information or
regarding complainants by dialing the hotline 16236. As a result the hotline 16236 has become
acceptable and popular to the customers in home and abroad. To promote lodging complaints through
dialing 16236, by all segments of people, this department advertises through print and electronic
media. Moreover, there is also an obligation to hang notice in easily visible places of branches of all
banks and financial institutions and to display the instructions to lodge complaints through 16236.
Besides this hotline, customers can also send their complaints through post, couriers, email, android
app and Bangladesh Bank website.

With a view to ensuring sustainable financial inclusion, Bangladesh Bank has established CIPC in its
8 offices outside Dhaka to make the services available and convenient all over the country. There are
also ‘Customer Services and Complaint Management Cell’ in Head Office and regional offices of all
banks and financial institutions for providing service to the grass root level.

A comprehensive guideline titled “Guidelines for Customer Services and Complaint Management”
has been issued by this department for scheduled banks and financial institutions. In these guidelines,
necessary instructions are given regarding the formation of institutional standards for customer
services of banks and financial institutions, code of conduct for officers, customer charter, banker-
customer relationship, customer awareness promotion, setting up of customer service and complaint
management cells in head office and regional offices and to make an ease and effective arrangement
for complaint submission. This department monitors the compliance status of this guideline by the
banks.

As a result of the continuous and collective effort by the officials of this department, 43261
complaints were resolved during the period from March 28, 2011 to June 30, 2021. Apart from this,
special inspections were conducted in order to reduce irregularities, fraud, forgeries and also to
ensure corrective measures from time to time.
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1. Introduction:

The contribution of banks and financial institutions is undeniable in order to maintaining the
development of the overall financial sector, money transfer and uninterrupted services in creating
economic activities. Bangladesh Bank is facing day to day challenges to maintain discipline in
the vast financial sector comprising 61 scheduled banks, 35 financial institutions and a network
of several mobile financial services. Without improving the quality of services along with
diversification, it is not possible to achieve desired goals. With the advent of new initiatives and
the fourth industrial revolution, both banks and their customers are facing various challenges to
adapt with the new technologies. Bangladesh Bank is firmly committed  to strengthen the
country’s emerging financial sector by establishing good governance in financial sector.
Following this, a full-fledged department named Financial Integrity and Customer Services
Department (FICSD) was established in 2012 to keep the customers’ harassment at a minimal
stage. Since inception, this department has been playing a vital role in developing a customer-
friendly and disciplined banking ambiance, banker-customer relationship, ensuring good
governance in financial sector by protecting customer’s interest through settling various
complaints. The hotline number 16236 of this department has become a platform of confidence
to the customers both at home and abroad. This report, presenting the overall achievements and
success story of this department, will play a significant role in raising public awareness and
establishing good governance in the financial sector of the country.

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

To conduct the smooth operations of the department, there are three divisions, namely-

A. Customer Services Division;
B. Vigilance and Anti-Fraud Division; and

C. Technical Services Division.

At present, for the convenience of day to day activities of the department above three
divisions are now rearranged into eight divisions based on the banks and financial
institutions.

2(A). Customer Services Division:

This Division works to formulate guidelines for banks and financial institutions outlining
necessary structures and measures concerning customer services and customers’ interest
protection and also to give necessary recommendations/decisions and implementing them
after reviewing the opinion/explanation sent by the concerned bank/financial institution
regarding the received complaint.

It is maintaining close communication with the Customers’ Interest Protection Centers
(CIPCs) in branch offices of Bangladesh Bank, monitoring their activities, and
implementing pragmatic decisions by consolidating and analyzing the monthly statements of
the complaints received by the branch offices and ‘Customer Service and Complaint
Management Cells’ of scheduled banks/financial institutions .The complaints are received
through telephone, e-mail, mobile apps, website etc. during office time within working days.
It works diligently for responding to incoming calls on hotline 16236 in time and providing
immediate remedy to customers complaints or queries.



2(B). Vigilance and Anti-Fraud Division:

It works to conduct on-site inspections on the basis of sensitive complaints. It implements
decisions taken based on on-site inspection/spot verification of the complaints that require
corrective action by banks/financial institutions. It also provides early warnings on internal
and external frauds in coordination with the other supervision-related departments of
Bangladesh Bank and to ensure the effectiveness of their internal controls to prevent
frauds.It conducts investigations based on tip-offs or instruction of the higher authority at
Banks, Money Changers, MLM Companies, NGOs, etc. and take necessary steps at the
requests of government agencies or other departments of Bangladesh Bank.

2(C). Technical Services Division:

It conducts inspections and resolves complaints related to fraudulent activities using ICT
platforms of banks/financial institutions, such as - electronic banking (debit card, credit card,
etc.), mobile banking, online banking, cheque clearing, etc. It also arranges in-house
different training programs for capacity building.

3. Guidelines for Customer Services and Complaint Management:

‘Guidelines for Customer Services and Complaint Management’ of banks and financial
institutions are structured with the service standards, code of conduct, customer charter,
customer awareness programs, institutional framework for grievance redressal etc.

4. Working Procedure of the Department:

An effective framework has been adopted by FICSD to carry out the functions of this department
easily and quickly. This department is responsible for the overall monitoring of the complaints
raised by the customers of banks and financial institutions in case of discomfort in getting
banking services. Bangladesh Bank has also established Customer Interest Protection Center
(CIPC) 1n its offices. Besides, ‘Customer Services and Complaint Management Cell’ has also
been set up in all the Head Offices and Regional Offices of scheduled banks and financial
institutions. Complainants from remote parts of the country can lodge their complaints to their
nearest CIPC, where the authenticity of those complaints is ascertained and accordingly are
being resolved either by conducting on-site inspection or by obtaining necessary information
from the concerned bank/financial institution. If BB offices could not solve these complaints,
they may send the complaints 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. Similarly, Bangladesh Bank’s offices also prepare monthly
statements incorporating the total number of complaints received, resolved, unresolved and send
those statements to the FICSD. In this way, FICSD has been handling and monitoring the
complaints of customers across the country. At the same time, FICSD directly receives
complaints against banks/financial institutions and takes prompt initiatives to resolve those
complaints either by communicating with the banks or by conducting special inspections at the
concerned banks.



S. Complaint Monitoring System (CMS) Software:

There is a software titled ‘Complaint Monitoring System’ in FICSD for preserving and analyzing
information, preparing reports and displaying Dashboard. Overall scenario of day-to-day
activities of the department is reflected through this software.

6. Time and Means of Receiving Complaints:

There is a Hotline number 16236 in this department so that the customers of banks and financial
institutions can easily submit their queries or complaints regarding banking services. On
19/01/2012, in a ceremony arranged by Bangladesh Bank, this hotline was inaugurated by the
Governor in presence of representatives from banks and financial institutions and journalists
from print and electronic media. Advertisements were published in print and electronic media
regarding this. Steps have been taken to affix 16236 at easily visible places of the bank branches,
so that any customer facing discomfort in getting service can lodge a complaint easily by calling
that number. The hotline is connected to 5 direct telephone numbers in an auto hunting mode.
Concerned parties can talk to the concerned officer of the department during office hours for
setting their queries.

The communication channels are given below:

Hotline: 16236 Android App: BB Complaints
Complaints/applications can be submitted Any complaint/application can be
directly to this department by dialling the submitted through the above app. For
above hotline number during office hours that, the app needs to be downloaded

(10.00 am - 6.00 pm) from Google Playstore.

Web Portal: Complaint Submission Form email: bb.cipc@bb.org.bd

Complaints/applications can be submitted

by sending email to the above mentioned
address.

Complaints/applications can be submitted
by filling up the form available in CIPC
module of Bangladesh Bank's website

(bb.org.bd)

Direct/By Post
Director (FICSD)
Financial Integrity and Customer Services Department
Bangladesh Bank, Head Office, Dhaka-1000.

Written complaints/applications can be submitted to the
above mentioned address.




Apart from the above, written complaints/applications can be submitted directly by post or email
to Bangladesh Bank offices. In addition, to communicate through telephone or email, the
telephone/mobile number and email address of the focal point officers of the branch offices are
listed below:

Motijheel Office
+88-02-55665001-6/21891
email: ed.mot@bb.org.bd

Sadarghat Office
+88-02-47112587/26004, 26056
email: gm.sdr@bb.org.bd

Chattogram Office
Mobile: 01813-870922
email: maraful.karim@bb.org.bd

Rajshahi Office
+88-0721-774011
email: gm.raj@bb.org.bd

Bogura Office
+88-02589902207, 01798575548
email: gm.bog@bb.org.bd

Sylhet Office
+88-02996636695
email: ed.syl@bb.org.bd

Khulna Office
+88-02477729980
email: cipc.khulna@bb.org.bd

Rangpur Office
+88-02589961482, 01755-507547
email: gm.rng@bb.org.bd

Barishal Office
01740009392
email: ed.bar@bb.org.bd

Mymensingh Office
091-62025
email: gm.myn@bb.org.bd

7. 16236 and Frequently Asked Question Database:

FICSD is always ready to provide instant/quickest resolution of received complaints as well as to
provide information to the queries of customers and to answer customers’ questions regarding
banks and financial sector. In possible cases, the officers try to provide ready solutions to the
complaints over the phone. In cases where it is not possible to render an immediate reply, they
collect the relevant information from the concerned section/department and provide that to the
complainants later on. Based on the experience of the officers of this department, a “Frequently
Asked Question Database” has been developed and enriched over the times to answer
questions/provide information conveniently.

8. Public Awareness Activities:

In addition to resolving the customer complaints and queries, initiatives have been taken to
publicize the activities of FICSD. To make it easier for the people from different sections to get
information related to banking/financial services or to lodge their complaints to this department
by just dialing a number, various promotional activities have been taken to make the hotline
number 16236 of this department well-known to the public.

Different programs for creating public awareness regarding banking activities have been
implemented from time to time by this department to reduce the number of complaints and to
make the banking services smoother at both banker and customer levels.



9. Summary of Complaints Received by FICSD:

FICSD receives complaints by post, over phone, online complaint box, written complaints,
email, mobile app, and social media platform from home and abroad. The respective divisions of
this department are working jointly to protect the interests of the customers of the bank/ financial
institutions. A summary of the complaints so far received by this department from the inception
till June 30, 2021 is appended in table 1:

Table-1: Complaints Dealt by FICSD at a Glance

Number of Complaints

Written Rate of

Resolution

Timeline Over (direct/ by post Resolved | Unresolved
Telephone or online
submission)

March 28, 2011 to

V)
June 30, 2021 18202 25083 43285 43261 24 99.94%

The data from Table-1 shows that the majority of the received complaints have been resolved.
The percentage of complaint settlement up to 30 June 2021 is 99.94%.

10. Comparative Statistics of the Complaints Received and Resolved by FICSD
during the Last 4(Four) Financial Years:

A comparative statistics showing the rate of resolved complaints against received complaints
during the last 4 financial years (2017-18, 2018-19, 2019-20, 2020-21) is shown below in table 2:

Table-2: Comparative Statistics of the Complaints

Adlil1ld cl dalilild cl ANClal Y €4 dlil1ld
| 8 D18-19 019-20 02(

Complaints Received 6208 5499 3633 4974
Complaints Resolved 6208 5499 3633 4950
Rate of Resolution 100% 100% 100% 99.52%

Table-2 shows that during FY 2020-2021, the number of complaints increased by 36.91% than that
of the previous FY 2019-20. Whereas compared to FY 2018-19, the number of complaints
received in FY 2019-20 and FY 2020-2021 decreased by 33.93% and 9.54% respectively. Due to
timely and efficient handling of customer complaints, ease of access created by introducing mobile
app, increase in customer awareness through publicity and the best use of human resources, the
rate of resolution remained almost unchanged even during the Covid-19 pandemic.

The 100% resolution rate in FY 2019-20 and 99.52% resolution rate in FY 2020-21 indicate a
continuous trend for the settlement rate that was commendable.

11. Statistics of Complaints Received Through Different Means:

During FY 2019-20 and 2020-21, FICSD has received a total of 8,607 complaints through different
channels that are shown below in table-3:

Table-3: Statistics of Complaints Received Through Different Mediums

Cd 0 0 ue J
3 T 0
Over Phone Written Onln}e/ Mobile app pmpla
website
be 3705 4691 173 38 8607
P age 43.05% 54.50% 2.01% 0.44%
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Figure-1: Complaints Received Through Different Medium

Online/ website Mobile app
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12. Category-wise Complaints Analysis:

A variety of complaints categorized under 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. received in FICSD in FY 2019-20 and 2020-21, which are
shown in table 4:

Table 4: Total Number of Complaints Received in FY 2019-20 and 2020-21

Category of | No. of Complaints No. of Complaints

Complaints 2019-20 2020-21
General Banking 812 1066
Bank Guarantee 108 218
Notes and Coins 78 323
Service Dissatisfaction 170 250
Legal Notice 62 77
Loans and Advances 422 634
Fees and Charges 120 285
Local Trade Bill 218 351
Foreign Trade Bill 427 372
Cheque forgery 31 21
Remittance 301 236
Cards 380 415
Mobile Banking 100 199
Miscellaneous 404 527
Total 3633 4974

6
.



13. Complaints related to Non-payment of Trade finance bills:

FICSD has been playing an important role in both local and international trade through
settlement of complaints or disputes related to the import-export bills received from home and
abroad. In FY 2019-20 and 2020-21, FICSD received and resolved such 1368 complaints related
to trade bills. It is mentionable that, during the FY 2018-19, 763 complaints of this category were
received and subsequently resolved. FICSD’s due attention and quick resolution of trade related
disputes have resulted in a gradual drop in similar complaints compared to previous years which
has contributed to uplift the overall image of Bangladesh Bank, i.e. Bangladesh, among all
concerned.

14. Statistics of banks and FIs group-wise complaints:

There are 61 scheduled commercial banks and 35 financial institutions under the direct control and
supervision of Bangladesh Bank. Among scheduled banks there are 6 State-owned Commercial
Banks, 43 Private Commercial Banks, 3 Specialized Banks and 9 Foreign Commercial Banks. The
complaints received in FICSD are categorized on the basis of the bank category and FIs which is
shown in the figure-2.

Figure-2: Statistics of bank category wise complaints

2.41%

6.50%

M State Owned Commercial Banks
(14.07%)

B Specialised Banks (1.17%)

1.17%

A

M Financial Institutions (8.47%)

B Private Commercial Banks (67.37%)

B Other (6.5%)

M Foreign Commercial Banks (2.41%)

15. Information regarding special inspections conducted by FICSD during 2019-20
& 2020-21:

In order to prevent and mitigate irregularities, corruption and counterfeiting in the banking sector,
the Vigilance and Anti-Fraud Division of this department has been monitoring the banking sector
from time to time through conducting special inspections. Depending on the severity of the
complaints received by the department, special inspections are conducted by the department at
various banks, financial institutions, co-operatives or other institutions on the basis of various
irregularities from different sources, upon direction by the higher authorities or at the request of
other departments. In the FY 2019-20 and 2020-21, a total of 197 special inspections were
conducted by this department which is shown in Table-5.

T
L]



Table-5: Statistics of Special Inspections conducted by FICSD

Bank category Number of special Number of special
inspection 2019-20 inspection 2020-21

State-owned Commercial banks(SCBs) 14 26
Specialized Banks (SBs) 0 1
Private Commercial Banks (PCBs) 31 84
Islami Shariah based Banks(ISBs) 7 14
Foreign Commercial banks(FCBs) 0 0
Financial Institutions(FIs) 2
Others 11
Total 65 132

16. Writ petitions and other legal affairs responded by FICSD:

During the FY 2019-20 and 2020-21, total 378 numbers of writ petitions and other suits filed by
the different stakeholders were received by this department. In most of the cases, the honorable
Governor of BB and Director (FICSD) were the respondent and special instructions were given by
the honorable High Court to Bangladesh Bank to dispose of these issues as the controlling
authority of banks/FIs. 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. and thereby appropriate actions have been
taken by this department as per the directions of the honorable Court regarding the aforesaid writs
and suits. In addition, FICSD is working closely with other concerned departments including the
law department of Bangladesh Bank to avoid various legal complications regarding these writ
petitions and suits.

Table-6: Statement of writ petition and other cases during FY 2019-20 and 2020-21

Particulars 2019-20 2020-21

Writ petition 120 156

Other cases 29 73
Total 149 229

17. Statistics of complaints received by other offices of Bangladesh Bank in
the FY 2019-2020 and 2020-21 :

Apart from the Financial Integrity and Customer Services Department at the head office of
Bangladesh Bank, the Customers’ Interest Protection Center (CIPC) established in other offices
receive complaints from the public/bank and FIs customers in their area of jurisdiction as well.
They report the number of received complaints, number of settled cases and number of unresolved
cases to the FICSD at head office of Bangladesh Bank on monthly basis. Summary statement of
other Bangladesh Bank offices for the FY 2019-20 and 2020-21 is given below.



Table-7: Statistics of complaints received by other offices
of Bangladesh Bank during FY 2019-20 and 2020-21

2019-20 2020-21
No. of No. of Percentage No. of No. of Percentage
Offices Received Resolved of Received Resolved of
Complaints | Complaints | Resolved | Complaints | Complaints | Resolved
Complaints Complaints
Bogura 46 45 97.82 54 49 90.74
Sylhet 133 133 100 108 106 98.15
Chattogram 79 79 100 170 170 100
Khulna 35 35 100 75 69 92
Rangpur 31 31 100 32 32 100
Barishal 28 28 100 51 50 98.04
Rajshahi 33 32 96.97 30 27 90.00
Mymensingh 18 18 100 11 07 63.64
Total 403 401 99.50 531 510 96.05

**No complaint received by Motijheel and Sadarghat office.

Table-7 shows that CIPC of Chattogram office dealt with the highest number of complaints
(249) among the offices of Bangladesh Bank. Among others, Sylhet office (241 complaints) and
Khulna office (110 complaints) are in second and third position respectively. Out of 934
complaints received by other offices, 911 complaints have been settled and the remaining 23
complaints are in process. So, the settlement rate of complaints in Bangladesh Bank offices is
about 97.54%.

18. Some Remarkable Settled Complaints in 2019-20 and 2020-21:
Case Study — 1

Complainant: Mr. Md. Karim Bepari.

Subject of Complaint: Regarding non-payment of deceased depositor’s FDR interest at
maturity.

Summary of the complaint: Ms. Jayeda Aktar, a client of a branch in Faridpur region of a state
owned specialized bank, deposited 50 thousand taka on 06.03.2013 in a Double Benefit scheme to
be matured in 06 years and nominated her minor daughter as nominee of that scheme. Before the
maturity of that account, the depositor died on 27.09.2013 and her husband died about 06 years
before that. Under this circumstance, the father of the account holder Mr. Md. Karim Bepari
(Complainant and maternal grandfather) was nominated as the guardian of the nominee by the
learned court in absence of his daughter. On maturity, the complainant applied to get the deposited
money with interest, but the bank proposed to give 45,486.00 Taka against the deposited Tk.
50000.00. Whereas there was a commitment of the bank to give Tk. 1.00 lac against the deposited
Tk. 50000.00. At this stage the complainant applied to FICSD for directing the bank to return the
committed amount to the orphan minor daughter of the deceased account holder.

Action taken: In this regard, the bank was advised to explain whether its circular is conflicting
with the instruction of the BCD Circular No. 18/1984 titled on “Application of interest on deposit



and loan accounts of deceased individuals” and to give the total amount of principal and interest to
the nominee according to the condition of the double benefit scheme as well. Accordingly, the
bank informed this department that after deducting excise duty the remaining Tk 92,193/- was
given to the nominee and concerned para/instruction of their circular will be revised. Later the said
para of the circular was declared as void after reminder of this department and also informed that
all the deposit schemes under this circular have been settled on maturity. The bank also informed
that the direction of BCD Circular No-18/1984 will be duly complied in future in case of all
deposit schemes. With the interference of FICSD, the orphan minor nominee received the entire
deposited amount with interest from which she was deprived.

Case Study — 2

Complainant: Mr. Ramchandra Das and Others.
Subject of Complaint: Regarding Embezzlement of FDR/TMDS.

Summary of the Complaint: According to the complaint of Mr. Ramchandra Das and others
(his son in law Mr. Bappy Chandra Das, nephew Mr. Fani Bhushan Das, and grandchild
Ms Swarnali Rani Das) client of a private commercial bank of Shatkhira district, opened
04 FDR/TMDS accounts amounting to Tk. 50.00 lac, 5.00 lac, 10.00 lac and 1.50 crore by an
officer of the concerned branch of the bank. Later, on maturity while contacting the Munshiganj
branch of the bank regarding the accounts, they came to know that their FDR/TMDS accounts
were nonexistent in that branch. Though the FDR/TMDS instruments were genuine but were not
posted in the system; i.e., the concerned FDR/TMDS were not issued by the bank. The
complainants complained to the Managing Director of the bank but did not get any co-operation.
Moreover, the bank did not provide them with the account statement even after their prayer. In the
meantime, they came to know that the same incidents have already happened with other clients of
the branch. Under this circumstance, to get the money back they applied to FICSD to take
appropriate steps by investigating the matter. Moreover, to get back the embezzled money, the
complainants have filed Money Suit No-107/2019, 136/2019 and 137/2019 in Ist Joint District
Judge Court, Dhaka.

Action Taken: To verify the complaint physically, a special inspection was conducted in that
bank’s branch. Verifying the facts and documents during inspection it was revealed that, three
accounts were opened in the branch to issue the concerned FDR/TMDS. An officer of the branch
provided 4 FDR/TMDS instruments in favour of complainants. Later, without opening the
FDR/TMDSs account the money from Mr. Ramchandra Das and Mr. Fani Bhushan Das’s account
was embezzled fraudulently by transferring the Fund to different accounts by altering the fund
transfer instruction with which the connivance of the concerned bank officer was proved.
Moreover, involvement of more than one officer of the bank in embezzlement of Tk10.00 lacs taka
of another client Ms Swarnali Rani Das of the bank branch by altering phone number of I-banking
account, was revealed where no involvement of the client was found. As indirect
influence/involvement of some bank employees including the concerned branch manager was
observed during inspection of this department and also in bank’s own investigation, as per BRPD
Circular no-03 (Date: 13/03/2017), a direction to give the money back to the complainants and to
inform that to FICSD was given to the Managing Director of the bank. Due to Covid-19 pandemic,
several times the bank prayed for time to comply with the direction and accordingly the time was
extended. Later, the bank informed FICSD that the bank would settle the claim of the complainants
on condition that the complainant would have to withdraw the money suits. After the withdrawal
of money suits by the clients, the bank paid Tk. 2.15 crore by three payment orders.
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Case Stlidy -3
Complainant: Mr. Md. Yusuf (Proprietor: M/S Arif Machineries).

Subject of Complaint: Requesting for taking action to give the money back that was irregularly
withdrawn from client’s current account.

Summary of the complaint: On the first half of 06/10/2020, the client deposited a clearing
cheque amounting to Tk.60 lac against the ‘Al-Wahida’ Current account of M/S Arif Machineries,
maintained with a Shariah based commercial bank. But after that, on the same day, without the
consent of the complainant Tk. 35.00 lac was transferred to a savings account of a bank officer
maintained with another branch of the same bank.

Action taken: A special inspection was conducted on the bank of the complaint. It was proved
that a Senior Principal Officer working in a different branch of the bank transferred 35.00 lac taka
to an account of a bank employee from the ‘Al wahida’ current account of M/S Arif Machineries
on 06/10/2020 by a fraud cheque forgery. A letter was served by FICSD to the Chief Executive
Officer of the bank directing to deposit the said amount to the complainant’s account and to take
administrative action against the concerned officer of the bank. In that regard, 35 lac taka was
deposited to the client’s account on 12/11/2020 after recovering it from the concerned officer and
the concerned officer was demoted to a lower post. Moreover, another involved officer of that
branch was also demoted to a lower post.

Case Study - 4
Complainant: Mr. Md. Nurul Mostafa Chowdhury.

Subject of Complaint: Requesting for redemption of mortgaged property considering the loan
account adjusted by cancelling the loan balance and by waiving the charged interest.

Summary of the complaint: Mr. Md. Nurul Mostafa availed a CC (Hyp.) loan of Tk.50.00 lac
in 2013 from a private commercial bank in favor of his business entity ‘M/S Nur and Sons’ and in
2015, he adjusted the entire liability. But from the account statement the customer came to know
that even after repayment of the entire loan, the loan was shown unadjusted. Without the client’s
consent, Tk.10,85,000 and Tk.39,00,000 was transferred by showing withdrawal on 18/02/2015
and 22/02/2015 respectively. In this regard, that bank had already filed a Money suit in Joint
District Judge Court, Chattagram against the accused officers of the bank for embezzlement of
Tk.38,13,962 from the said loan account. Later, on 08/02/2016 the bank assured the customer to
payback Tk.38,13,962 to the said loan account. The customer didn’t transact on that account later
on. But even after that, the bank issued a letter to the customer to settle the ledger balance of Tk.
27,40,239.17 and unapplied interest of Tk.11,88,539.01 amounting to Tk. 39,26,278.23.
Mentioning personal and business loss caused by the bank, the client lodged a complaint for
redemption of the mortgaged property considering the loan account has adjusted in full.

Action Taken: As the explanation of the Bank was sought, the bank management prayed for time
for conducting an investigation on the matter. Based on the audit report of the bank, the loan
account was adjusted and the mortgaged property was released by redemption and revocation.
Disciplinary action as well was taken against the involved officers.

Case Study -5
Complainant: Mr. Md. Rifat Hasan.

Subject of Complaint: Complaint against some bank officers by regarding irregularities in loan
disbursement and embezzlement of money.
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Summary of the Complaint: A complaint was submitted to take necessary initiatives against
some dishonest and corrupt bank officers of a branch of a specialized bank stating their
involvement in fake/nonexistent loan disbursement, sanctioning more than one loan in favour of
same person, sanctioning 4-5 number of loans by using photograph collected from photo studio
and in embezzling the Government money by sanctioning and disbursing CC and SME by fake
deed and khatian.

Action Taken: A special inspection was conducted on the complaint. Fake loan disbursement
by different means (by using fake photograph, fake NID, fake nationality certificate, incorrect
address and other) and sanctioning more than one loan in favour of single person have been
revealed in inspection. A letter with the direction of determining and recovering the amount
of embezzled money by fake loan disbursement and taking necessary measures against the
officers involved in loan irregularities was served to the bank management. Consequently, a
special team was formed by the bank to investigate the matter and in investigation, 249 number of
fake loans and 113 number of dual loan accounts were detected. Afterwards, according to the
direction of CIPC, administrative and legal action (deduction of gratuity, filing money suit) were
taken by the bank against the involved officers for embezzlement of money by using fake and dual
loan accounts.

Case S;ully -6
Complainant: Mr. Md. Khorshed Alam

Subject of the Complaint: Existence of a classified loan in the name of the complainant despite
no loans being taken from the bank.

Summary of Complaint: Customer Mr. Khorshed Alam stated in his complaint that he applied
for a loan from a specialized bank. After taking his CIB report, the bank authorities informed
him that there was a classified loan in his name. The customer complained in writing that he
had not taken any loan from any bank. In this context, after reviewing the customer’s CIB
report and communicating over the phone with another private commercial bank related to the
loan, it was identified that the loan mentioned in CIB is an agro-loan sanctioned by that private
commercial bank. Later over the phone when asked for information about the loan, the bank
management informed that as the loan was very old, no information was available regarding
the loan.

Action Taken: As the matter seemed suspicious to Bangladesh Bank, a special inspection was
conducted on the matter. After verification the fact of complaint was established. The inspection
team reviewed the disbursement of agricultural loans in the said bank branch and also the case of
serious irregularities in 117 loan accounts. Forgery or embezzlement of loan was detected and
found that instead of disbursing the allocated money to real farmers, agricultural loan was
fraudulently transferred to a third party’s bank account as beneficiary with the direct connivance of
the bank employees. A total of Tk. 56.50 lac was illegally transferred to a third party account for
embezzlement through loan fraud, without the unapplied interest, the outstanding balance of which
was Tk. 81.04 lac. The concerned bank was instructed to update the CIB reports of the victims
against whom the fake loans were created and to take appropriate actions against the involved bank
employees. Later on the loan outstanding against Mr. Khorshed and others were adjusted and their
CIB reports were updated. Mentionable that taking appropriate action against the involved
employees is under process. By this action of the department, 117 customers including
complainant Mr. Khorshed got the remedy.
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Case Stlidy -7

Complainant: Mr. Mohammad Osman

Subject of Complaint: Allegation of embezzlement by an official by sanctioning loan in the
name of a deceased person.

Summary of the Complaint: The complaint submitted by the complainant that after the death of
his father Mr. Noor Mohammad, a fake agriculture loan was sanctioned in his name by an officer
of a specialized state-owned bank in Chattogram region. The said officer sanctioned the loan
amount and embezzled the whole disbursed amount. The complaint further states that the said
officer embezzles money by granting fake loans in different names (in the name of expatriates, two
loans in the same name, anonymous loan, etc.) and skipped away from this wrongdoings with the
connivance of his superiors. The local people are worried & troubled by his misconduct and
FICSD was requested to take necessary steps to investigate the matter.

Action Taken: The concerned bank was instructed to take necessary steps after conducting an
internal audit and to inform FICSD accordingly. In the internal audit of the bank it was proved that
the loan was disbursed in the name of Mr. Nur Mohammad after his demise. The bank informed
that a decision has been taken to take administrative action against the recommending officer of
loan. Afterwards, this department advised the bank to inform after implementing the administrative
action against that bank employee. The bank thereafter lodged a departmental disciplinary case
against the accused officer as administrative action. The concerned bank’s internal audit found
breach of trust and criminal offenses against the officer accused in that department disciplinary
case. As aresult, a case was filed against his criminal offenses and he was temporarily suspended.

Case Study — 8
Complainant: Mr. Sardar Igbal Kabir and Ms. Rasheda Sharmin Chowdhury

Subject of Complaint: Regarding getting less profit at maturity of a 06 year termed Mudaraba
Double Benefit Scheme.

Summary of the Complaint: Mr. Sardar Igbal Kabir and Ms. Rasheda Sharmin Chowdhury were
attracted by a Islamic Shariah-based bank and invested Tk. 80.00 lac and Tk. 90.00 lac in two
Mudaraba Double Benefit Scheme. At maturity the customers were supposed to receive BDT
71,19,500 and BDT 80,19,500 profit respectively after deduction of taxes and excise duties. But
the bank paid Tk. 68,05,636 and Tk. 76,66,524 respectively. That is, the bank gave the
complainants less amounts of Tk. 3,13,864 and Tk. 3,52,976 respectively. Having this situation a
complaint was lodged.

Action Taken: Based on customers’ complaint, the concerned bank was asked to give
explanation. Afterwards, the bank paid the customers’ remaining amounts of Tk. 3,13,864 and Tk.
3,52,976 and thus the complaint was resolved.

Case Sﬁtufdy -9
Complainant: Ms. Mohsina Begum

Subject of Complaint: Improper calculation in loan account/deduction of additional amount.

Summary of the Complaint: Ms. Mohsina availed a loan of Tk. 20.00 lac from a private bank for
10 years whose EMI was TK. 35,000. Even though the tenure of the loan finished in August, 2020,
the customer was asked to pay EMI for one more year due to increased interest rate. The increased
interest rate was not communicated to the customer in due time. The customer did not get any
resolution by communicating with the bank and submitted a complaint to the FICSD.
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Action Taken: Based on customers’ complaint, the concerned bank was asked to give
explanation. In reply, the bank informed that due to error in data entry, additional EMI was
added to the complainant’s loan account and the account showed outstanding amount despite the
customer paying in full. Later on, the bank rectified their error by adjusting additionally
demanded Tk. 4,33,258.59 from the loan account. After that, the customer withdrew her
complaint.

Case Study — 10
Complainant: Mr. Md. Ashraful Islam.

Subject of Complaint: Application for remedy from paying additional profit against the loan.

Summary of the Complaint: Mr. Islam availed a loan amount of Tk. 50 lac at 14% after the
name of Mrs. Lima Enterprise from an Islamic Bank. Subsequently, despite his intent to pay the
entire debt at the rate of 9% according to Bangladesh Bank circular, the branch declined and
claimed 14% profit from the customer. Having this situation, Mr. Islam lodged a complaint.

Action_Taken: Responding to the query, the bank initially informed that, in bi-murabaha
investment mode, goods are sold to the customer on the basis of a profit which is set after
purchasing the goods under a deal. Customer’s the then investment deals were received prior to
01/04/2020 when the rate of profit was 14.75%. If the rate of profit changes, a new investment is
disbursed at the new rate after the repayment of the previous investment. If the customer had
repaid the previous investment deals and taken fresh investment, the new rate of 9% profit would
have been effective. In this case, 9% profit rate has no room to be effective since the customer
has failed to take the opportunity. The reply of the bank, being unacceptable, the bank was
advised to take necessary steps to provide the customer with the opportunity to repay the loan by
imposing 9% profit rate on the deal from 01/04/2020. Following the instruction, the bank
imposed 9% profit rate on that account. Mr. Islam expressed his gratitude to Bangladesh Bank
for 9% profit rate being effected upon the prompt activities of this department.

19. Conclusion:

Financial Integrity and Customer Services Department of Bangladesh Bank has been working to
facilitate a customer-friendly banking environment by promoting ease and reliability in
transactions and services provided by banks and FIs. The coverage of banking services has
increased to a great extent; alongside the number of complaints of banking customers also
increased. 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
reputation both locally as well as internationally. With the customer friendly attitude and
cooperation from concerned banks and FIs, FICSD has resolved a good number of complaints in
reasonable time to satisfy the complainants concerned. The endeavor of FICSD is not only
creating a sense of reliability, trust and confidence among banking customers but also helps to
ensure corporate governance as well as acts vigilantly to reduce the fraud- forgeries in the
financial system as a whole in an effective manner.
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