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CUSTOMER
CHARTER

Customer Charter of Mutual Trust Bank Limited (MTB) is a general statement of commitments for
prowviding world class banking services and necessary infarmation to customers. The main objective
of the “Customer Charler® is lo make the customers conscious about their general nghts,
obligations, grievance approach process and thereby help customers 1o take their own decision.
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of the bank

MTE was incorporated as a Public Limited Company in 1999, under the Gompanies Act, 1934,

As envisaged in thie Memorandum of Association and as licensad by Bangladesh Bank under the provisions
of the Banking Companies Act, 1991, the Company starled its banking operation and was entitled to carry out
ihe following Lypes of banking business:

Wholesale Banking

Relail Banking

Intermnational Trade Financing

Small and Medium Enterprises (SME) Banking
MRE Banking

Privilege Banking

Card Sarvices

Treasury Operaticns

MTE operates through its Head Office at Dhaka and a good rumber of branches and ATMs across the country
and carries out international business through a global nebwork of forgign comraspondent banks.
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of the bank
Registered Office: Evening Banking:
MTE Contra, 26 Gulshan Avanua 4PM-6PM. The following branches provide Evening Banking facilities:
Plot 5, Block SE (D), Gulshan 1 Principal Branch, Babw Bazar Branch, Panthapath Branch,
Dhaka 1212 . Bashundhara City Branch, Fulbaria Branch, Sylhet Branch, Aganagar
Branch, Guishan Branch, Rajshahi Branch, Elephant Road Branch,
SWIFT Code: Jessore Branch, Feni Branch
MTBLBD DH Saturday Banking:
Corporate Website: 10AM - 1PM. The following branches provide Saturday Banking
wavw, mutualirustbank.com s
factities:
Facsbouk: Principal Branch, Panthapath Branch & Dikusha Branch

www facebook comiMutual. Trusl. Bank
Foreign Exchange Authorized Dealer Branches:

Working Hours

Principal Branch, Panthapath Branch, Babu Bazar Branch, Agrabad
Office Hours: Branch, Uttara Model Town Branch, Progali Sarani Branch, Dilusha
Sunday to Thursday 10 AM-E PM Branch, Khalungan] Branch, Dhanmond Branch, Jubiee Read Branch

Gulshan Branch, MTB Centre Corporate Branch, Hazral Shahjalal intl,

Transaction Hours:
e i Airport Booth, Elephant Road Branch

Sunday 1o Thursday 10 AM-4 PM
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and Services

Loan Facilities: Trade Finance Facilities:

01, Agricultural Laan Our export finance facilities include:

02. Term Loan (Indusirial & Mon-Industrialy 1. Back to Back LIC opening
03. Syndications and Structured Finance 2. Export Bill discounting (FDBP and |DBF)

04, Short Term Loan 3. Secured over Drall (SOD-general'axport bill)
05. Werking Gapital Loan Our impaort finance facilities include:
06. Commercial Loan Loan against trust receipt (LTR)
OF. Housing Loan
08, Home Equity Loan Our nun-fun_dnd trade ﬁna_m:n facilitins:
09. Professional Loan 1. L/C opening (Usance., Sight & Defemed)
10. Consumer Loan 2. LIC advising
11. Lease Finance 3, LT ransfer
il cding ;' E:: : %ﬁﬂmm’&;ﬂﬂ (500) n the form of S0D (general|
13. Finance for Impeting Capital Machi - HecUred over n the allexport
1 L ACHINErY ™ ) and SOD (Others-work order, FOR, land, eic.)
15 Aulo Loan &. Bank guaraniea In the form of performance guaraniege,
16. SME Loan (Weesen Entegraneus’ Advance Payment Guaraniee, and B Bond, Inland Bill
Revobdng Seasonal Green Energy/Double Loan Purchase (18P} includes mainly government security bills and
17. Secured Overdralt bonds. )
18, Cash Gredit (Hypa) 7. Fareign Bill Purchase (FBP) includes forsign deafts,
19, Credit Card
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and Services
Deposit Facilities: Utility Bills Collection:
1. Savings Account 1. WASA
g. 'r;_:urranlﬁ.mrﬂ g 1E_-'!I'CLG$$
. Fixed Der:ﬂ::sns . Tilas
4. Slpedat tice it Account 4, DESA/DESCO/DPDC/REB/QUBEE
5. Differant Savings Schemes Fees Collection:

G. SchoolStudent Banking Account

7. Account for seniors/famales/low income eamersifarmers/straat
unchins

8. NRB Savings/DPS/FOR

Ramittance and Clearing Facilities:

RJSC
. BRTA
. Tuition Fees of IUB
. Hajj Fee Collection
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1, Local remittance Taciliies through Payment Order(POVDemand . EJQ '
Diraft (DD VElactranic Funds Transfer (EFT)/Real Tima Gross Right Share
Settlement{RTGS) :
2. Real Time Oniine Banking Alternative Delivery Channel:
3. Foreign remittance- Inward/Outward/Foreign Demand Draft (FDD) 7= =
4. Remittance aciity for NRBS o
5, Clearing facilities for both Inward & Qutward chegques 3. Intarnet Banking
Investment Facilities: 4. SMS Banking

1. Purchase of diffierent Sanchayapalras issued by the government  ojstadial Services:
2. Purchase/Sell Prize Eru*udsfé?ﬂﬁheuues e s

Sale Deposit Lockers
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Banking

Frivileged Benefits: Privileged Lifestyle:
i Reduced Lending Rates Exclusive privileges can be enjoyed al
iL  Waiver of Fees on various Products and Services

i, Eighelu ATM E‘EMEW limit i. Restaurants

iv.  Free Intarmet Banki i

v FresDebiiCard i ﬁ”‘-’tﬁ'““ e
vi. Discount on Locker Service £ EAOEpNE

vil. Special Debit Card and Cheque books iv. Jewellery Shops
Wi, Composite statements v. Resorls

ix. Intemational Credit Cards vi. Beauty Salons

viiLHealth Clubs, etc
Frivileged Services;

i.  Dedicated Lou

ii. Preferential and Fast Track Service for Loan Application
iii. Dedicaled Personal Relalionship Manager

iv. Dedicated Hetline at the Conact Cenfre
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of Services

Sl Mame of Servics Responsibility

M. Account OpeningiChequebook Issuc/Slatament of Account Customer Service/Seneral Banking

Issue@alance Confinmation Cerhlrca!.u

02. PO/DDITT issue (Local) T Customer Senvice/General Banking

03. DDITT issue {Furﬂg‘n} Pl - ) Foreign Exchange Department

04. Cash {Depoml.ﬂ.l"ﬂhdmwal} i Cash Depantmeant (Teller Sarvicas)

05, Cﬂ'mque Clearing (Lecal) Claaring Depariment

06, Cheque Clearing (Foreign) Foreign Exchange Dapartment

U7, Safe Deposit Lockers Custormer Service/General Banking

08. Utility Bills Collecion Cash Depariment (Teller Services)

09, LC lssue/Bank Guarantee Issua/Bill Acceptance Foreign Exchange DepartmentMTE
Int. Trade Sarvices (MITS)

10. Al Types of Loans Cradit DepartmantWholesale
Banking Division (WBDVSME/Retail

11. Issuanee of Debit/Credit Card Customer Service/General Banking

12. Privilege Banking Priviege Bank Team at MTB
Conporate Centre and Banani
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Rights and obligations:

Customers’ Rights:

1. The: causlorner has a right to know the bank's rales of deposits and advances which is displayved in the notice board of the
resspectivie branches and is available at the bank's websile wew.mutualtrustbank.com

2, Thx casstornier has a right to know the latest schedule of charges, fees and commission of the bank which is displayed in
the nofice board of the fespactive branches and is avadable at the bank’s wabsile www.mutualtrustbank.com

3. Before implemanting any value added services, such ag. internet banking, SMS banking, ATM senvices, elc, Cusiomer
will promice the wrilben consent form bo thedr respective branch,

4. The customer has a right to know about the buying and selling rales of fofeign currencies, financial statement, banking
hours and holday.

Customers' Obligations:

1. Casstomers shall falow the banking norms, practices, funclional rules, oto.

2. Customers shall abide by the terms. and conditons prescribed for sach banking product and senvice,

3. Custamers shall maintain disciplinary arrangement a1 the customer service poinis.

4. Customers shall convey their grievance 1o the bank in proper way or in prescribed form.

3, Cuslomers shall convey the bank any changes in their addmess, contact numbers, Know Your Customer (KYC) &
Transachion ProfileTP).

6, Cusiomer shall nol try 1o show unreasonablz persistence, demand, argumant & bahaviour.

T, Cuslomers generally shal ask any query at prescribed desk such as Customers’ Senvice Desk, help desk, infomaton
desk or enguiny desk al firsl instance.

B. Customer should avold misunderstanding as (s a5 possible,
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Contact
Centre:

For any queries on our products and services, please contact

AT YOUR SERVICE, ALWAYS

- " . just ot 16219 or 096040 16219
HOURS DAYS DAYS tomoveness +880 96040 16219
iy Wk e

MTB Contact Centre
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Management

At MTE, wa balieve in providing the best of services bo our customers, We provide customers with easy
aceess o information, products and services, as well as the means 1o get ther grisvances redressed.
If you have a grievancs, pleass foal free 1o comlact our Complaint Cel:

MTE Custormer Service & Complaints Management Cell Address:

Mutual Trust Bank Lid.
Corporate Head Office

MTE Centre, 26 Guishan Avenue
Gulshan 1, Dhaka 1212

MTE Customer Service & Complaints Management Gell Email Address:
GOV AR LT LA SN, com

Customers can also lodge cemplaints directly from our bank's website through the link:
http:iAwww. mutialirustbank. comfcomplaintsindex. php




