
Demographics of Respondents

Roshan Digital Account – Customer Satisfaction Survey
Satisfaction about Various Aspects   
of Opening an RDA

Key Findings
Survey dates: 24th March to 11th April 2022

 Total responses are 9,777, which is a good 
representative sample

 Participation from 116 countries, 70% from GCC
 70% of the respondents are frequent users of RDA
 Most popular products are Roshan Apni Car (RAC) 

and Roshan Apna Ghar (RApG)
 71% of the respondents were satisfied with various 

aspects of making investments via RDA
 Majority of respondents are aware that RDA allows 

repatriation of funds and are satisfied with this 
facility

 38% respondents faced issues while using RDA, 
mostly technical or delays in fund transfer
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* Multiple options were allowed

Motives for Opening RDA
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User-friendliness of Account
opening form

Assistance from the bank during
filling of account opening form

Time required to fill Account
opening form.

Time required in Uploading
documents.

Bank’s response time after 
submitting the document

Total time bank took in opening
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Time required in Activation of Online
Banking

ATM/Cheque Book delivery time

Bank’s communication regarding 
application process

Number and type of the documents
required to open an account.
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RDA Use
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Reasons for not using RDA frequently* 
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Use of RDA for different services
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Process of making 
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Satisfaction about Various Aspects 
of Investments via RDA
% of respondents who are satisfied/very satisfied

Rate of return on different investments51%

Tax rates on different investments45%

Charges for sending money from 
abroad into RDA59%

Funds transfer within Pakistan70%

Charges levied on remitting funds out 
of Pakistan51%

Transaction Limits62%
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Complaint Handling
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Did you face any issue with RDA?
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Issues faced in transferring
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Delays in repatriating funds out
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Technical issue / navigation
issues
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Which of the following issues did you face?*

Cumbersome process for complaint 
submission45%

Lack of knowledge of officers deputed 
with complaint resolution67%

Ineffective mode of communication for 
complaint resolution76%

Lengthy Resolution Time69%

Major reasons for not being satisfied*

77%
Likely

23%
Unlikely

Overall Satisfaction

Likeliness of recommending RDA to others

RDA facility in general70%

Overall quality of service 
provided by your bank 69%

Knowledge and quality of bank's 
relationship manager64%
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* Multiple options were allowed

1. Issue Credit Cards    2. Remove IBFT Charges     3. Ease invest in Mutual Funds and Stocks     4. Provide investment opportunity in NSS     5. Provide Mobile Apps for RDA services
6. Improve the rates on investments and incentives for RDA customers     7. Provide information in Urdu and other key regional languages for convenience of blue collar workers

Key Suggestions 
from Respondents


