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Preface

Today, perhaps more so than ever before, we live in an age of rising expectations. This is
also a time when people become acutely aware of developments throughout the world in a very
short time, thanks to technology that has made almost instant communication an affordable reality.
Given this scenario, people find it difficult to accept 'underdevelopment' and 'backwardness' in any
field of human endeavor.
How we govern ourselves is fundamental to our destiny in the modern world. One of the
most important achievements of the 20th century has been the management revolution. The way
we manage resources - men, machines, and assets of all kinds - and how we recognize and get rid
of liabilities determine whether we move ahead at a snail's pace or in double quick time. The
knowledge is there. We just need to step up and tap it.
We often describe the world we live in today as a global village. National boundaries are no
longer an impediment to the movement of men or resources and the time it takes to move from A to B
has been drastically reduced due to marvelous technological achievements of the last two hundred
years. However, even in this 'new age' cultural identity is important. People relate much better to
others who share their ideology, language, mores and practices. Thus it is that Muslims adhering to
the Islamic faith whose core scripture retains its 7th century Arabic language origin, notwithstanding
their diverse ethnicities and numerous languages, make up a shared ideological group of some 1.6
billion out of the total world population of 8 billion. Most of this Muslim population is today
concentrated in 57 sovereign states spread across the Middle East, the Sub-Continent, Central and
North Africa, Central Asia and the Far East. They shared ideological glorious heritage including a
golden age when they were at the pinnacle of human achievement with many astounding
contributions in science, humanities, literature, mathematics, architecture, and a faith born in the 7th
century Arabian desert from where it spread throughout the world like a giant whirlwind.
Unfortunately, however, Muslim power and influence began to wane after the 13th century
Mongol destruction of Baghdad and Damascus and their 15th century exit from the Iberian
Peninsula. Although the powerful Ottoman Empire was a force to be reckoned with right up to the
close of the 19th century, the fact remains that by that time their overall position in the comity of
nations had gone down considerably.
The reasons for the decline in Muslim power are many, varied and quite complex. While the
countries in which the Mussalmans reside are endowed with abundant natural resources and they do
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not lack in numbers, their neglect of an eclectic education put a brake on intellectual achievement
that is the hallmark of successful societies throughout the world. What is re-assuring, however, is
their realization that in unity there is strength. Thus in 1969 the Muslim countries took the momentous
decision to confront the poignant situation on a common platform, sharing resources and shaping a
common response to the challenges that they faced. The most important challenge is that of
‘Economic Development’. All the Muslim countries today are 'developing countries' with varying
levels of 'underdevelopment'. However, it is certainly not their destiny to stay underdeveloped. They
can take comfort in the thought that one of the greatest thinkers of the Muslim era, Ibne Khaldun
(Abdel Rahman) was also a front rank economist who in his magnificent treatise, Muqadamah,
explained, among other things, almost seven centuries ago - long before Adam Smith - in great detail,
what needed to be done in the realm of Public Finance to mobilize resources effectively. In the 20th
century, the noted American Economist Arthur Laffer acknowledged his great debt to Ibne Khaldun in
appreciating his vision on the dynamics of effective revenue mobilization (1974).
Muslims may also justifiably take pride in devising the oversight office of Mohtasib right from
the glorious 7th century era of the Prophet (PBUH) himself in which good governance was made a
cornerstone of enlightened statecraft. Today there is universal consensus that good governance is
a condition precedent to the effective management of resources. The modern office of the
Ombudsman resurrects the oversight office of the Islamic era Mohtasib and brings out the depth of
understanding shown by successive, enlightened Muslim Administrators in the art of Public
Administration without which accelerated economic development is just not possible.
It is a matter of considerable satisfaction that at least 27 of the 57 OIC Member States today
have the office of the Ombudsman. It is a matter of even greater satisfaction that they have decided
to link up their Ombudsman offices through a process of networking in order to be able to benefit
from the resultant synergy. The Conference at Islamabad on 28-29th April, 2014, brought out the
best in bringing together the OIC Member States who showed their strong commitment to good
governance through the office of the Ombudsman. The landmark ‘Islamabad Declaration’ is a great
tribute to their enlightened approach to accelerated national development in all areas of human
endeavor and their determination to take their people on to a new higher threshold of life
comparable with the top performing countries in the world.
While we may take just pride in the success of the OIC Ombudsmen Networking
endeavor, there is certainly no room for complacency here. We still have a long way to go before
we are able to reap the full reward of our efforts in promoting good governance. We have to
convince all OIC members to embrace wholeheartedly the Ombudsman Institution and to move
forward to link up with other OIC Ombudsmen in order to benefit fully from the even greater
synergy that will, Insha Allah, follow.
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President of the Forum of Pakistan Ombudsman, while addressing the Conference,
showed his strong commitment, on behalf of the Forum and the Government of Islamic Republic of
Pakistan as well, that Pakistan's long experience with the modern Ombudsman office that started
in 1983 when the office of the Wafaqi Mohtasib (Federal Ombudsman) was established, will be
drawn on fully to provide guidance and assistance to all OIC Members for establishment and
strengthening the Institution of Ombudsman. Pakistan has since established 11 more Ombudsman
offices and has gained even greater experience in diagnosing and redressing public grievances
against the functionaries of a variety of public and private sector institutions. Through this
communication Pakistan re-asserts her commitment for larger cooperation to serve the Muslim
Ummah in raising the socio-economic ranking of its peoples through the trio of effective
Ombudsmanship, better governance and sustained economic development.
I am optimistic that, given the good intentions of all OIC Member States, the historic effort
will be crowned with success, with the grace of God.

(Abdul Khaliq)
Secretary: Forum of Pakistan Ombudsman
Secretary: O I C Ombudsmen Association
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Chapter - 1
The Organization of Islamic Cooperation
The Organization of Islamic Cooperation (2011), successor to the Organization of Islamic
Conference (1969), is the largest inter-governmental organization outside the United Nations
System. It provides a platform for the collective voice of the fifty seven Muslim majority states to
safeguard and protect their interests in the spirit of promoting international peace and harmony.
According to its Charter, the Organization of Islamic Cooperation (OIC) aims to preserve
Islamic, social and economic values; promote solidarity amongst member states; increase
cooperation in social, economic, cultural, scientific, and political areas; uphold international peace
and security; and advance education, particularly in the fields of science and technology. The
official languages of the OIC are Arabic, English and French.
The key below indicates spread of Muslim population on the world map.

World Map
Key
OIC Countries:
Observer States:
Non-OIC Countries:
(having significant Muslim population)
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The OIC system consists of (i) Islamic Summit attended by the kings, heads of state and
government of the member states, convened every 3 years; (ii) Council of Foreign Ministers; (iii)
and Office of the Secretary General. Hon'ble Mr. Iyad bin Amin Madani (Saudi Arabia) took over
as 11th Secretary General of the OIC this year.
Details of Islamic Summits held so far is given below.
Date

Country

Place

1st

22-25 September 1969

Morocco

Rabat

2nd

22-24 February 1974

Pakistan

Lahore

3rd

25-29 January 1981

Saudi Arabia

Mecca and Ta'if

4th

16-19 January 1984

Morocco

Casablanca

5th

26-29 January 1987

Kuwait

Kuwait City

6th

09-11 December 1991

Senegal

Dakar

7th

13-15 December 1994

Morocco

Casablanca

23-24 March 1997

Pakistan

Islamabad

8th

09-11 December 1997

Iran

Tehran

9th

12-13 November 2000

Qatar

Doha

04-05 March 2003

Qatar

Doha

16-17 October 2003

Malaysia

Putrajaya

07-08 December 2005

Saudi Arabia

Mecca

11th

13-14 March 2008

Senegal

Dakar

4th Extraordinary

14-15 August 2012

Saudi Arabia

Mecca

06-07 February 2013

Egypt

Cairo

Number

1st Extraordinary

2nd Extraordinary
10th
3rd Extraordinary

12th
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National Flags of OIC Member States
and date of their Accession

Islamic Republic of Afghanistan

Republic of Albania

People's Democratic Republic of Algeria

(1969)

(1992)

(1969)

Republic of Azerbaijan

Kingdom of Bahrain

People's Republic of Bangladesh

(1991)

(1970)

(1974)

Republic of Benin

Negara Brunei Darussalam

Burkina-Faso (then Upper Volta)

(1982)

(1984)

(1975)

Republic of Cameroon

Republic of Chad

Union of the Comoros

(1975)

(1969)

(1976)

Republic of Cote D'ivoire

Republic of Djibouti

Arab Republic of Egypt

(2001)

(1978)

(1969)
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Republic of Gabon

Republic of Gambia

Republic of Guinea

(1974)

(1974)

(1969)

Republic of Guinea-Bissau

Republic of Guyana

Republic of Indonesia

(1974)

(1998)

(1969)

Islamic Republic of Iran

Republic of Iraq

Hashemite Kingdom of Jordan

(1969)

(1976)

(1969)

State of Kuwait

Kyrgyz Republic

(1969)

(1992)

Republic of Kazakhstan
(1995)

Republic of Lebanon
(1969)

Great Socialist People's Libyan Arab

(1969)
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Republic of Maldives

Republic of Mali

Islamic Republic of Mauritania

(1976)

(1969)

(1969)

Kingdom of Morocco

Republic of Mozambique

Republic of Niger

(1969)

(1994)

(1969)

Federal Republic of Nigeria

Sultanate of Oman

(1986)

(1970)

(1969)

State of Palestine

State of Qatar

Kingdom of Saudi Arabia

(1969)

(1970)

(1969)

Republic of Senegal

Republic of Sierra Leone

Republic of Somalia

(1969)

(1972)

(1969)
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Republic of Sudan

Republic of Suriname

Syrian Arab Republic

(1969)

(1996)

(1970)

Republic of Tajikistan

Republic of Togo

Republic of Tunisia

(1992)

(1997)

(1969)

Republic of Turkey

Republic of Turkmenistan

Republic of Uganda

(1969)

(1992)

(1974)

State of the United Arab Emirates

Republic of Uzbekistan

Republic of Yemen

(1970)

(1995)

(1969)

38 OIC members having Ombudsman and like Institutions, of which 18 recognized by the
International Ombudsman Institute, were invited by the FPO, to attend the Conference on
Networking of Ombudsmen in the OIC Member States held at Islamabad, Pakistan on 28-29th
April 2014. About 70 delegates from 29 Ombudsman and like institutions representing 17 OIC
Members States attended the Conference. Besides that, representatives from International
Ombudsman Institute, Asian Ombudsman Association, Organization of Islamic Cooperation,
Islamic Development Bank, Word Bank and Asian Development Bank attended the Conference.
Details at (Annexure I).
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Chapter - 2

The Ombudsman Institution - An Islamic Heritage
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Be just; that is nearer
to righteousness.
6:5:8 (Al Quran)
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Chapter - 3
Ombudsman-Good Governance-Development
A Critical Linkage

The Ombudsman, an 1809 reincarnation in Sweden of the Islamic-Ottoman era Mohtasib,
successor to the Qadi al Qadat and Diwan al Mazalim of the days of Islamic Caliphate, is
quintessentially an oversight office that, by curbing bureaucratic excesses, seeks to institute a
regime of good governance. While the quest for good governance has been a recurrent theme in
the history of the nation state, the rationale has not always been clear. Good governance is
perceived to be something desirable insofar as it made it that much easier for the ruler(s) to govern
the governed but the dynamics of this relationship has rarely been evident.
In the years following the 1929 New York stock market crash and the subsequent protracted
world-wide economic depression, Keynes prescription of deliberately creating effective demand
through a program of large scale public works ran counter to the classical economics of misplaced
reliance on free market. Keynesian economics finally prevailed and the long-standing belief in the
free market's automatic correction capability, when significant economic aberrations occurred,
shown to be no more than a myth.
After the end of World War II in 1945, a host of newly independent countries strove to catch
up with the developed countries of the West in double quick time, as it were, through a sustained,
planned, program of economic development. This is also the period when the relationship between
state policy and accelerated national development came to be looked at more closely and good
governance soon came to be recognized as a pivotal factor in development. Coincidentally
perhaps, the surge in Ombudsman appointments in a large number of countries after a break of
almost a century and a half since Sweden saw the appointment of the first modern era
Ombudsman, also took place in this phase.
A growing body of literature on national development issues, especially economic
development, stresses that governance, broadly defined as the traditions and institutions that
determine how authority is exercised in a country, matters a great deal in economic development.
Building on the ideas of neo-institutional scholars such as Douglass North and Mancur Olson,
several cross-national empirical studies have found a positive relationship between the quality of
institutions and governance structures and economic growth. It is not at all surprising that a broad
consensus among development economists, development experts, and international policymakers has begun to emerge that views good governance as a condition pre-requisite to sustained
improvement in living standards of the populace (Kaufmann et al. 2000; Knack 2003).
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As referred to earlier, at about the same time that there was a surge in governance seen as
a factor of significance in development, there was also an awakening of interest in the Ombudsman
as a governance oversight institution.
Effective Ombudsmanship manifests itself as heightened receptivity in the public to
government policy prescriptions aiming at better statutory compliance so that laws are obeyed. A
key area in this context in developing countries is better tax compliance. Most developing countries
are plagued by low tax to GDP ratios leading to poor revenue mobilization as a result of a narrow tax
base, large scale tax evasion, large informal sectors (underground / black-economy), culminating
in sluggish growth rates and an undersized economy. A common element in all countries with such
profiles is a highly disaffected taxpayer population. Taking cognizance of the nexus between good
governance and revenue mobilization a number of countries now have single mandate Tax
Ombudsmen who focus exclusively on the investigation and disposal of complaints pertaining to
the maladministration that takes place in revenue mobilization agencies.
The publication in 1997 of the World Development Report ('The State in a Changing
World') brought to the fore the central role played by state institutions in economic development.
The central theme of the landmark report is that "good government is not a luxury; it is a vital
necessity for development." The report explains that only an effective state was in a position to
create the basis in which markets would flourish and people able to enjoy the fruits of rapid
economic growth. The IMF also came out with a declaration that a broad range of institutional
reforms had become imperative if sovereign states are to maintain private sector confidence and
thereby lay the basis for sustained growth (IMF 1997). World Bank / IMF, in their several
publications, have highlighted the pressing need to tackle the growing corruption problem before
rapid economic growth was seen as a realistic possibility. The leading anti-corruption NGO,
Transparency International (TI), also lent strong support to this proposition.
The institution of the Ombudsman is directly concerned with good-governance as it
exercises oversight over public officials in key state institutions that interact closely and regularly
with citizens. The public perception of the work done by these officials is critical in shaping citizens’
response to state initiatives.

Governance Indices
Various indices make it all too evident that in the international comity of nations OIC
countries do not perform well in terms of their economic development achievements. About 40% of
the total OIC population of 1.6 billion is placed below the poverty line (Annexure II), that is 640
million people. It is all too apparent that given the total OIC GDP of $ 6.2 trillion (PPP) in 2013, a
skewed distribution of income and limited share in world GDP shows that OIC member states have
a long way to go in economic development terms even when compared with the performance of
many of their non OIC developing countries.
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There would be many reasons for the poor economic ranking of the OIC Member States in a
global context. However, there appears little doubt that their discouraging economic performance
has a lot to do with deficiencies in exercising effective governance in key sectors.
Although there has been an explosion in the dissemination of all types of knowledge in the 19th
and 20th centuries and the trend continues in the 21st century, optimal absorption of this crucial resource
in human development in developing countries leaves much to be desired. The knowledge and the
technology is there but many developing countries, notwithstanding years of economic planning and
implementation of development programs, remain mired in poverty and bogged down in chronic underdevelopment. Of course, there is no universal panacea that will do away with underdevelopment by simply
implementing a program of economic development. However, it has now become evident that deficiencies
in governance do play a significant role in development. These governance deficiencies are responsible
for much of the sluggish growth in developing countries and are the root cause of their poor economic
performance. The low growth rates keep these countries in a state of low level economic equilibrium in
which all the relevant parameters (income, employment, production) are depressed. These countries
cannot generate the required increase in income that could give them the wherewithal to counter the
negative effects on the growth process of high population growth, large informal sector, endemic
corruption, poor revenue mobilization, inadequate value addition in the manufacturing sector and wasteful,
conspicuous consumption by the well to do that encourages smuggling and stifles revenue mobilization
The published data on various aspects of their economic development shows that OIC
Member States have a long way to go before they catch up with the developed world - and with a
number of developing countries as well (Annexure III).

Facets of Good Governance
(i)

OIC Member States do not collect enough tax. For Member States like Pakistan that have
large populations and few readily available mineral resources, this is cause for grave concern
because they are unable to muster the resources required to launch development programs
on a scale that will generate enough growth momentum to take them on to a new higher
threshold of economic achievement. Only a handful of OIC Member States have a tax to GDP
ratio approaching 20% or higher which is common in countries that have been able to achieve
a high level of economic development (Annexure IV). Among the 57 OIC Member States only
Algeria, Morocco, Tunisia and Turkey can boast of decent tax to GDP ratios. Most of them,
including Pakistan, have abysmally low rates (< 9 - 10%) and considering that they do not
have good returns from exports because of poor value addition, they are unable to muster
necessary financial resources required to launch effective programs of economic
development creating a vicious circle that appears to be self-perpetuating.
Governance quality of Government Administration is reflected not only in the quantum of
tax revenue that a tax administration is able to mobilize but also in the ability of Government
15
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Administration to put in place policies that lead to good value addition in the manufacturing
sector especially where exports are concerned. The available data shows that the share of
technology intensive manufactures has increased only marginally over time and non fuel
primary commodities, resource intensive products, low and medium skill manufactures and
mineral fuels form the bulk of exports.
(ii)

Good governance would mean that over time policies have been put in place that
succeed in reducing the size of the informal economy, that includes shadow part of
economy as well. It immensely robs the exchequer of desperately needed revenue.
The data shows (Annexure V) that many OIC Member States have relatively large informal
sectors that by definition are outside the purview of the taxman. Expressed as a percentage of
the formal economy, highly developed countries today have single digit informal sectors as
against high double-digit sectors in many OIC developing states. In some OIC Member
States like Pakistan the published statistics are viewed with skepticism and many economists
are of the view that the informal sector size is much greater. Thus in Pakistan whereas the
published data puts the size at 37% odd, many experts believe it to be double that figure and
some respected experts even pitch its size at equal to the size of the regular economy. Such
dismal data underscores the extent of poor governance in most of our countries.

(iii)

Good governance would mean that as part of its long-term strategy Government has
been successful in reducing disparities in income and wealth distribution with the
resultant emergence of a strong middle class. The widely referred to Gini-Index (Annexure
VI) postulates a skewed distribution of income in many OIC Member States that reduces the
level of effective demand in the economy and has a detrimental impact on production.

(iv)
Good governance would mean that Government has acted aggressively and imaginatively
to curb the menace of corruption that is then bound to have positive ramifications throughout the
economy. In the OIC group as a whole corruption levels are perceived to be high. The well-known
international anti- corruption watchdog, Transparency International, makes regular assessments
of corruption in countries throughout the world and its authoritative reports show high corruption
levels in many OIC Member States.
(Http://en.wikipedia.org/wiki/Corruption_Perceptions_index#2013)
(www.freedomhouse.org/Map of Freedom2014.pdf)

The Ombudsman is essentially a good governance institution and if he/she is selected and
appointed on merit, guaranteed a fixed tenure, allowed to work freely without outside interference
and provided with adequate financial, human, material and legislative support there is every
reason to expect a positive impact over time in the areas referred to above over time. This effect will
be enhanced manifold through collective synergy if the OIC Member States undertake effective
networking of their individual Ombudsman institutions.
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Chapter - 4

Proceedings of the Conference
Networking of Ombudsmen in the OIC Member States An Idea Emerged
In the 39th Session of the Council of Foreign Ministers of the Organization of Islamic
Cooperation (OIC), held in Djibouti from 15 to 17th November, 2012, the Foreign Minister of
Pakistan put forward a proposal for the networking of OIC Ombudsman offices. Accepting the
proposal the Council adopted Resolution No.4/39-ORG (Annexure VII).

Concept PaperIdea Turns into Reality
In pursuance of the aforementioned Resolution a Conference on ‘Networking of
Ombudsmen in the OIC Member States’ was envisaged to be held from 28th to 29th April, 2014
under the auspices of the Forum of Pakistan Ombudsman (Annexure VIII). As a way forward a
Concept Paper was drawn to set the farmework of the Conference (Annexure IX).
The Ombudsman Institution, as we know it today, was first established in Sweden in 1809.
However, its origin goes back to the 7th century (AD) Islamic Caliphate established in the Arabian
Peninsula when the office of the Mohtasib was created to redress public grievances against the
state functionaries of a rapidly expanding realm and thereby ensure good governance that was
seen as a key pillar of enlightened statecraft.
In 1969 following an arson incident at the Masjid-Al-Aqsa in Jerusalem, perpetrated by
Zionist terrorists, Muslim countries decided to adopt a common platform to safeguard their places
of religious worship and formed the Organization of Islamic Conference. Subsequent
developments saw a significant broadening of the scope for cooperation sought amongst Muslim
States and the Organization of Islamic Cooperation was born in 2011 that today includes 57
Muslim Countries. Of these, 27 Member States have the Ombudsman and like institutions. A
number of other Muslim countries have Ombudsman like authorities albeit not recognized as
Ombudsman offices by the IOI.
As envisioned in the Concept Paper, mentioned above, a Conference on ‘Networking of
Ombudsmen in the OIC Member States’ was organized from 28 to 29 April, 2014 at the Serena
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Hotel, Islamabad (Pakistan). The theme of the Conference was ‘Strengthening the Institution of
Ombudsmen in OIC Member States by sharing Knowledge, Experience, and Ideas.’ There were
two other sub-themes, ‘Embracing Change’ and ‘Modernization, Cooperation and Synergy.’
Ombudsmen and delegates from seventeen OIC Member States as well as
representatives from the OIC, the World Bank, the Islamic Development Bank and the Asian
Development Bank participated in the Conference. The IOI and AOA were also represented at the
Conference by Mr. Salman Faruqui, Wafaqi Mohtasib (Federal Ombudsman), Islamic Republic of
Pakistan. The event was also graced with the screening of a video message from the Hon'ble
Dame Beverley Wakeham, President, International Ombudsman Institute, Austria.
Proceedings of the Conference went in line with the well designed AGENDA AND
PROGRAM covering all the aspects of the theme and sub themes and also ensuring maximum
input from the honourabe participants (Annexure X).

Conference Participation
38 OIC members having Ombudsman and like Institutions, of which 18 recognized by the
International Ombudsman Institute, were invited by the FPO, to attend the Conference. 70 delegates
from 29 Ombudsman and like institutions representing 17 OIC Members States attended the
Conference. Besides that, representatives from International Ombudsman Institute, Asian
Ombudsman Association, Organization of Islamic Cooperation, Islamic Development Bank, Word
Bank and Asian Development Bank attended the Conference. Details at (Annexure I).

Group photo of the Participants
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In respect of National Anthem

19

OIC Ombudsmen Association

Chief Guest, Hon'ble Mr. Mamnoon Hussein, President of the Islamic Republic of
Pakistan addressing the Inaugural Session of the First Conference on Networking of
Ombudsmen in the OIC Member States held on 28th April, 2014 at Islamabad,
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Welcome address by
Hon'ble
Mr. Abdur Rauf Chaudhry
President
Forum of Pakistan Ombudsman

The Hon'ble Mr. Abdur Rauf Chaudhry, President of the Forum of Pakistan Ombudsman,
in his opening address, welcomed the President of the Islamic Republic of Pakistan for gracing the
occasion and thanked him for his patronage that helped in convening this landmark Conference to
implement the OIC Resolution aimed to establish networking of the Ombudsman Institutions in the
OIC Member States.
He also welcomed and thanked the participating delegations including Ombudsmen,
Heads of the delegations and Representatives of Organization of Islamic Cooperation, World
Bank, Asian Development Bank, Islamic Development Bank, International Ombudsman Institute
and Asian Ombudsman Association for their participation and support in implementing the spirit of
the decision taken in Djibuti by the Council of Foreign Ministers of the Organization of Islamic
Cooperation in 2012.
President of the Forum of Pakistan Ombudsman, in his address, stated that history teaches
us that States prosper when they are able to run their affairs in an orderly fashion and in a manner
that is perceived by the general populace to be transparent, equitable and consistent with the laws
in vogue. He said that this would be possible only if those charged with administering laws do so
efficiently, with knowledge, justice and without any bias, discrimination or expectation of undue
favor or gain. Although all the States have formal court systems that hear and dispose of appeals
preferred by those who have been affected adversely by delay or denial of justice, misuse of public
authority, civil or criminal offense or transgression of personal rights. However, over time, the
regular courts have become so burdened with the judicial work that the dispensation of expeditious
justice to plaintiffs has become the exception and not the rule. Justice delayed is justice denied; and
protracted delay is even worse.
The Hon'ble Ombudsman while highlighting the role of the institution of the Ombudsman
stated that to the Ombudsman, delay is anathema and that is why he equated delay with
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'maladministration.' As this is an oversight office it is designed to take early cognizance of delay and
to institute effective remedial measures to diagnose, redress and rectify the wrongs perpetrated by
those charged with Public Administration. This short cut to justice has enormous intrinsic value for it
makes possible what may otherwise be impossible. Of course delay is not the only problem that
confronts citizens as they go about their daily business. In many States corruption is a huge
problem. In others, arbitrariness, discrimination and bias of public officials render lives miserable.
The Ombudsman has a role to play in all these instances of maladministration.
While elaborating the expanded role of the modern Ombudsman, he stated that today our
lives are dominated by technology unlike never before and public functionaries alone are not
responsible for the problems citizens face. Corporate and other entities in the private sector often
interact closely with citizens and are responsible for many of their woes and the Ombudsman has
been ordained to deal with this new brand of functionary spawned by aggressive new entities in the
private sector. As a result, the Ombudsman is today qualitatively quite different from his ancestor of
yesteryears. He further stated that in the post-World War II era, an increasing concern with human
rights violations by the State and by entities in private sector has brought to the fore new areas of
responsibility for the Ombudsman. Problems in the industrial era workplace for a new breed of
workers, including women and children, often employed by rapacious entrepreneurs, have
introduced yet another dimension to the Ombudsman's charter. As the Ombudsman has adapted
himself to his new responsibilities his work has become increasingly complex and he has to rely
more and more on a small army of advisers, consultants, etc., to discharge his new responsibilities.
The learned speaker informed the audience that recognizing the significant potential of the
Institution in redressing grievances of those who have suffered at the hands of public functionaries,
in 1983 Pakistan became one of the first countries in Asia to appoint the modern day Ombudsman
based on the Swedish model. The idea has not only taken root but has blossomed into a fullfledged institutional arrangement, both at the Federal and Provincial tiers of Government. Since
2000 a number of single mandate Ombudsmen have also been appointed who investigate malaadministration issues pertaining to Taxation, Banking, Insurance and workplace harassment of
women. Further, in April 2011, the Forum of Pakistan Ombudsman was set up comprising all
twelve Federal and Provincial Ombudsmen with the objective of improving coordination among the
members and standardizing their practices, as also for raising their capacity and enhancing the
quality of their service-delivery.
Mr. Abdur Rauf Chaudhry invited OIC Ombudsmen to move forward and strengthen
Ombudsmanship by sharing experiences, upgrading professional capability and enhancing the
capacity of Ombudsmen personnel through effective training and use of cutting edge technology in
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their day to day work. He said that a great deal of effort and ingenuity would be required to ensure
that all 57 OIC Member States embrace the Ombudsman Office wholeheartedly and join the Forum
of OIC Ombudsman. Presently, only 27 OIC Members have this important office. A degree of
salesmanship may therefore be required to induce the reluctant friends to shed their inhibitions and
agree willingly to establish the Ombudsman office and join the Forum.

Address by
Dr. Emhemed A. S. Egledi
Director, Legal Affairs
Department, OIC
(On behalf of His Excellency
Ayad Bin Amin Al-Madani,
Secretary General, OIC)

H. E. Dr. Emhemed A. S. Egledi, Director, Legal Affairs Department, OIC addressed the
Conference participants on behalf of H.E. Ayad Bin Amin Al-Madani, Secretary General of the OIC
and conveyed his gratitude to the organizers of the Conference for being given an opportunity to
address the participants. He stated that with their participation the Member States of the OIC had
resolved to strengthen and support, nationally and internationally, good governance, democracy,
human rights, personal freedoms and the rule of law, and to include this in the Charter of OIC as one
of its stated goals.

He further said that the OIC welcomed this initiative as well as the efforts being made to
bring about a networking of Ombudsman Institutions, in the Organization of Islamic Cooperation
Member States. He said that all member States of the OIC were irrevocably committed to the
promotion of good governance and the Ombudsman Institution was an integral part of this good
governance objective. Finally, he thanked the Government of Pakistan for its initiative in hosting
the Conference.
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Address by the Chief Guest
Hon'ble Mr. Mamnoon Hussein
President
Islamic Republic of Pakistan

Hon'ble Mr. Mamnoon Hussein, President of the Islamic Republic of Pakistan graced the
Conference with his presence and addressed the delegates. He lauded the galaxy of Hon'ble
personalities who had dedicated their time and passion for the cause of good governance. Their
presence in the Conference was an acknowledgment of their commitment to this noble cause. He
welcomed the distinguished guests to the Conference and hoped that this first interaction would
lead to a long term arrangement that will synergize their efforts to accomplish the goal of good
governance, social justice and peace through effective Ombudsmanship amongst the brotherly
Member States of the OIC.
While reviewing the background of this Conference he said that this event had been
conceived much earlier. Its basic outline was configured in the 39th session of the OIC Council
of Foreign Ministers Conference held at Djibouti in November 2012. It was in that Conference
where, on the initiative of the Foreign Minister of Pakistan, the decision was taken to link up
and integrate the OIC Ombudsmen through a process of networking and help them develop
policies and programs to augment capacity, enhance efficiency and make them more effective
agents of change in bringing about a significant improvement in governance in each OIC
Member States. Today we take practical steps to move forward in the direction that was
charted almost 18 months ago.
The Chief Guest while sharing the history of the modern Ombudsman Institution with the
audience stated that the Institution of Federal Ombudsman has been functional in Pakistan as
Wafaqi Mohtasib since 1983. He said that the modern Ombudsman is actually a variant of the
Islamic era Mohtasib, conceived in the Grand Caliphate of Hazrat Omar'(RA) as Qadi-al-Qadat
followed by the Diwan-al-Mazalim and the Ottoman era Mohtasib. The Mohtasib was a public
official who conducted accountability of public officials. He enjoyed complete independence and
functioned within the documented framework. During the Abbasids era (750-847 AD), complaint
handling agencies headed by a senior judge called “Diwan-al-Mazalim” were established to
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examine complaints brought by the public against government officials. The Islamic era Mohtasib is
thus the institutional precursor of the modern day Ombudsman-a Nordic innovation.
The Swedish adaptation of the Mohtasib of the Ottoman Empire took root in Sweden in
the early 19th century (1809) after the King Charles XII returned from exile in Ottoman Turkey. So
enamored was he of the effectiveness of the Ottoman Mohtasib in curbing bureaucratic
excesses that soon after his return from exile he modeled a Swedish Ombudsman based on the
one in place in Ottoman Turkey.
The Hon'ble Chief Guest further stated that Pakistan is pursuing the pulse of the age, has
been eager to promote new norms of Ombudsmanship. Pakistan is one of the first countries in Asia
to embrace the modern day Ombudsman based on the Swedish model. Wafaqi Mohtasib or the
Federal Ombudsman enjoys statutory guarantees of tenure, autonomy and scope of authority.
Each province in Pakistan has its own Ombudsman modeled on the Federal Ombudsman. Since
2000, a number of single mandate Ombudsmen have also been appointed who investigate
maladministration issues pertaining to Federal Taxation, Banking and Insurance and workplace
harassment of women. Besides, an office of Commissioner for Children has been created in the
Federal Ombudsman's office.
The Hon'ble President drew attention of the audience towards the Forum of Pakistan
Ombudsman which was set up in April 2011, comprising all Ombudsmen of the country with the
objective of improving their effectiveness and enabling them as vehicles to achieve good
governance. It has helped achieve several milestones. The Forum has provided a common
platform to share knowledge, experience and ideas for the enactment of the Federal Ombudsmen
Institutional Reforms Act, 2013 that has gone a long way in promoting Ombudsman empowerment
in Pakistan. Through this Forum, collating their combined expertise and experiences and willing to
devise innovative strategies to face many challenges that the Ombudsman faces in the 21st
century, the Ombudsman has been transformed from a largely ceremonial office to one invested
with considerable authority for the greater good of the long suffering public. The experience gained
in Pakistan in using cooperative efforts combined with imaginative legislative support to enhance
the institutional effectiveness of the Ombudsman can be put to good use in implementing the
program of networking envisaged for OIC Ombudsmen. The President supported and appreciated
the Forum of Pakistan Ombudsman view that the Ombudsman Institution be adopted by all
Member States of the Organization of Islamic Cooperation so as to synergize efforts for the
betterment of our peoples.
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President Forum of Pakistan Ombudsman is presenting souvenir to
the Hon’ble President of Pakistan
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Working Sessions-1
SUB THEME: “Embracing Change"

Hon'ble
Dame Beverley Wakeham
President,
International Ombudsman Institute,
Austria.
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Hon'ble
Justice (R) Ms Yasmin Abbasey
Federal Ombudsman for Protection against
Harassment of Women at Workplace,
Islamic Republic of Pakistan
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Hon'ble
Mr. Abdelaziz Benzakour
Ombudsman
Kingdom of Morocco
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Hon'ble Professor
Mrs Elmira Suleymanova
Commissioner for Human
Rights (Ombudsman),
Republic of Azerbaijan
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Hon'ble Mr. Valiollah Khobreh
Vice President,
General Inspection Organization
Islamic Republic of Iran
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Hon'ble Mr. Asad Ashraf Malik
Provincial Ombudsman,
Sindh, Pakistan
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Hon'ble
Mr. Ibrahim Bin Saleh S. Alsuwailim
Diwan Al Madhalim
Kingdom of Saudi Arabia
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Mr. George Nathan Bamugemereire
Deputy Inspector General,
Uganda
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Working Sessions-2
SUB THEME: "Modernization, Cooperation and Synergy”

Hon'ble Mrs. Kartini Istikomah
Ombudsman
Republic of Indonesia

Hon'ble Mrs. Kartini Istikomah, Ombudsman Republic of Indonesia gave an overview of
the Ombudsman's organization, functions and its performance in her country since it was
established in 2000. She explained that the Office consists of one Chief Ombudsman, one Vice
Chief Ombudsman and seven Ombudsmen assisted by seven Assistant Ombudsmen. The Office
has a Secretariat headed by a Secretary General. Headquartered in Jakarta, the Ombudsman has
presence in 32 provinces of the country. The Office functions through three Divisions (Supervision
Division, Prevention Division and Complaint Handling Division) in handling the complaints.
Supervision Division handles all own motion initiatives of the Ombudsman and also provides
internal controls for the Ombudsman offices in the 32 provinces and also in the Centre. The
Prevention Division may conduct investigations to pre-empt maladministration in public services. It
is also charged with coordination between the Ombudsman Office, and International
Organizations, and also with State Institutions within Indonesia.
The Complaint Handling Division is responsible for disposal of complaints registered in the
Ombudsman Office. It liaises with State Institutions against whom complaints are lodged and
conducts investigations where necessary. If maladministration is established, the Ombudsman
attempts its resolution through mediation, conciliation or, if necessary, by making a recommendation
that must be implemented and any lapse entails a report to the President and also widespread
publicity against the defaulting agency in the electronic and print media. The bulk of the complaints
are against public service providers like education, health, licensing and civil administration.
The Hon'ble Speaker appreciated the Pakistan's initiative for the Conference and showed
her confidence that cooperation of OIC Ombudsmen through proposed networking would greatly
enhance their overall effectiveness and should be pursued vigorously.

39

OIC Ombudsmen Association

Hon'ble Mr. Nawaf Al Madawdah
Ombudsman,
Kingdom of Bahrain

Hon'ble Mr. Nawaf Al Madawdah, Ombudsman, Kingdom of Bahrain lauded the
Ombudsman Institution and praised Pakistan's initiative in promoting this important institution by
hosting the event. He emphasized the Islamic character of the Ombudsman Institution and said that
it had revolutionized maintenance of good governance in sovereign states. He told the assembly
that the Ombudsman Secretariat was created in Bahrain in 2013 as an institute of the Ministry of the
Interior. He said that the Ombudsman in Bahrain is independent and enjoys complete administrative
and financial autonomy and has wide ranging jurisdiction over both civil and military government
functionaries who were fully accountable before him for their actions. The Ombudsman also has the
option to investigate detention centers including prisons for human rights abuses.
The Hon'ble Speaker from Bahrain spoke on the importance of linking up Ombudsman
institutions in the Islamic countries and said that the electronic and print media are ideally suited
to networking. The use of a host of technological achievements especially in the ICT field has
made it possible to make sense of the vast information overload generated by the internet and to
utilize the same for national benefit. Such linkages when established on a sound footing would
go a long way in promoting exchange of ideas and sharing of experiences regarding the
Ombudsman Institution.

40

OIC Ombudsmen Association

Hon'ble Mr. Chieffou Amadu
Ombudsman,
Republic of Niger

Hon'ble Mr. Chieffou Amadu, Ombudsman, Republic of Niger recounted the
evolution of the Ombudsman Institution and traced its history back from the Islamic era to
1809 when it was established in Sweden after the experiences of King Charles XII during his
exile in Ottoman Turkey from 1709 to 1713. He said that it had been a cardinal principle in the
early Islamic Caliphate era and later the Ottoman Empire to ensure good governance of the
people in the realm and to identify and take to task those public functionaries whose
behavior was detrimental to orderly administration by the State. It was this principle that had
attracted the attention of King Charles XII of Sweden during his exile years in
Constantinople (now Istanbul). As orderly public administration had been a problem in
Sweden for quite some time, a variant of the Ottoman Mohtasib, known as Ombudsman, was
formally established in 1809.
This Ombudsman is a State official appointed to oversee the work done by public
functionaries and to ensure that they did not act against the public interest by investigating
complaints of maladministration filed against them by adversely affected citizens. Although
independent with full financial and administrative autonomy, the Ombudsman is not a general
appellate forum and cannot encroach on the jurisdiction of such duly established fora. His job is to
take cognizance of maladministration by errant public functionaries for which he has exclusive
jurisdiction. The Ombudsman thus had his role confined much more strictly than his predecessor
Mohtasib of the Islamic era.
The Hon'ble delegate pointed out that the Ombudsman idea took hold in Europe gradually
and was adopted in Britain in 1967 and in France in 1976. In Niger the office of the Ombudsman
was created in 2011. The usefulness of the institution as an alternate dispute resolution office
employing the technique of mediation became evident over time and in 2012 the United Nations
passed Resolution No. A/C.3/67/L.28 dated 29th October 2012 and asked its member states to
create the Ombudsman Institution in their countries if they had not done so already and to provide
the Office with adequate support where it had been created.

41

OIC Ombudsmen Association

Hon'ble Mr. Anisul Hassnain Moosvi
Banking Mohtasib,
Pakistan

Hon'ble Mr. Anisul Hassnain Moosvi, Banking Mohtasib, Pakistan briefed the august
gathering on the constitution and functioning of the Federal Banking Mohtasib and its role in
dispensation of justice in the financial domain. The Federal Banking Mohtasib is a single
mandate Ombudsman established in 2005 to investigate and redress complaints by
consumers against malpractices/ maladministration by Banking Institutions functionaries in
their dealings with them.
The Hon'ble Speaker explained how modern information and communications technology
(ICT) was being put to use effectively in the organization. He made a presentation to explain in
detail how dedicated software, expressly developed for the Banking Mohtasib in 2005, had been
successfully used in the organization to track complaint disposal right from its receipt to final
decision by the Ombudsman. The software enabled easy access of the system by authorized
Ombudsman personnel and complainants to see through a simple graphic display exactly how the
complaint stood at any particular point in time. A red flag pop-up alerted the office that complaint
disposal had been delayed for more than 60 days since its registration- the recommended disposal
timeframe. The Hon'ble Speaker said that the automation achieved as a result of effective
implementation of BOCTS (Banking Ombudsman Complaint Tracking System) had enhanced
institutional efficiency significantly.
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Hon'ble
Mr. Ejaz Ahmed Qureshi
Commissioner for Children Complaints Office,
Wafaqi Mohtasib, Pakistan

Hon'ble Mr. Ejaz Ahmed Qureshi, Commissioner for Children Complaints Office, Pakistan
apprised the august gathering on the role that the Children Office is playing for the protection of
child rights. This is a special office dedicated to the well-being of a vulnerable segment of our
society, underprivileged children from deprived backgrounds, open to exploitation and in pressing
need of special attention
Children's welfare in Pakistan is a provincial subject. Yet the Wafaqi Mohtasib, a Federal
Institution, has created the Office of the Commissioner for the Children’s Complaint, The rationale
for this apparently atypical arrangement appears to be that Pakistan is a signatory to the 1990 UN
Convention on the rights of the child which gives the Federal Ombudsman a vested right to take
cognizance of any violation of children's rights as recognized by the world body.
The Commissioner explained to the delegates that Pakistan has an exceptionally large
child population, some 50% of the total population of 180 Million people, that is, 90 million odd. The
vulnerable segment of this large child population is significant given that almost 40-45% of the total
population is currently placed below the poverty line and their children are often forced to take up
employment at a very tender age to help the family or even to fend for themselves on their own with
the family providing no support.
The Hon'ble Speaker brought it to the notice of the dignitaries that as in the case of the
Federal Ombudsman, all Provincial Ombudsmen have a special office for children's rights with
sub-offices in all regional offices. This creates a relatively large number of windows willing and
able to investigate complaints of child abuse in whatever form they take place and recommend
appropriate action where necessary. He said that there was close liaison and interaction
between the Federal and Provincial Ombudsmen’s Children Complaint Offices and the resulting
synergy had a positive effect on the capacity of the Commissioner's Office to deal effectively with
child abuse complaints.
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Working Sessions-3
SUB THEME: Networking of Ombudsman in OIC Member States
Identification of Areas & Ways and Means

Presentation of Working Paper
Mr. Abdul Khaliq,
Head of the Organizing Committee for the Conference

Secretary
Forum of Pakistan Ombudsman
OIC Ombudsmen Association

44

OIC Ombudsmen Association

45

OIC Ombudsmen Association

46

OIC Ombudsmen Association

Hon’ble
Justice (R) Mr. Muhammad Raza Khan
Special Secretary
Ministry of Law, Justice and
Human Rights Pakistan
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Mr. Muhammad Munir Qureshi
Advisor Federal Tax Ombudsman
presenting
Islamabad Declaration
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Hon’ble Sardar Ayaz Sadiq, Speaker National Assembly of Pakistan
addressing the Concluding Session
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Chief Guest, Hon'ble Sardar Ayaz Sadiq, Speaker, National Assembly of Pakistan,
Hon’ble Mr. Abdur Rauf Chaudhry President Forum of Pakistan Ombudsman,
Hon'ble Mr. Muhammad Salman Faruqui, Federal Ombudsman, Pakistan and
Mr. Abdul Khaliq Head of Organizing Committee are coming to
attend the Concluding Session.
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Address by
Hon’ble Mr. Muhammad Salman Faruqui
Federal Ombudsman, Pakistan
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Thank Giving Address
on behalf of the delegates by

Hon'ble Professor
Elmira Suleymanova
Commissioner for Human
Rights (Ombudsman),
Republic of Azerbaijan
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Address by the Chief Guest

Hon'ble Sardar Ayaz Sadiq
Speaker,
National Assembly of Pakistan
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Hon’ble Mr. Salman Faruqui, Federal Ombudsman, Pakistan is presenting souvenir to the
Chief Guest, Hon'ble Sardar Ayaz Sadiq, Speaker, National Assembly of Pakistan
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Organizing Committee of the Conference

Mr. Abdul Khaliq
Secretary,
Federal Tax Ombudsman Secretariat
Chairman Organizing Committee

Mr. Ahmad Awais Pirzada
Advisor

Mr. Sarfraz Ahmad Syed
Advisor

Federal Tax Ombudsman Secretariat
Member Organizing Committee

Federal Ombudsman for Protection
against Harassment of women at workplace.
Member Organizing Committee

Mr. Muhammad Munir Qureshi
Advisor
Federal Tax Ombudsman Secretariat
Member Organizing Committee

Mr. M. Liaquat Munir Rao
Director General

Mian Munawar Ghafoor
Advisor

Federal Tax Ombudsman Secretariat
Member Organizing Committee

Federal Tax Ombudsman Secretariat
Member Organizing Committee

Mr. Abdur Rauf Khan
Coordinator
Federal Tax Ombudsman Secretariat
Member Organizing Committee
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Pictorial Glimpses
of
the Conference

CONFERENCE ON
NETWORKING OF
OMBUDSMAN IN OIC
MEMBER STATES

EMBRACING CHANGE
MODERNIZATION,
COOPERATION AND
SYNERGY
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Pictorial Glimpses (Inaugural Session)
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Pictorial Glimpses (Inaugural Session)
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Pictorial Glimpses (Working Session)

67

OIC Ombudsmen Association

Pictorial Glimpses (Working Session)
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Pictorial Glimpses (Various Activities)
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Pictorial Glimpses (Various Activities)
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Pictorial Glimpses (Various Activities)
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Pictorial Glimpses (Site Seeing)
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Pictorial Glimpses (Concluding Session)
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Ombudsman Offices in OIC Member States
Invited & Participated the Conference
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THE EXPRESS

TRIBUNE
GDP: 40pc of Muslim states' population fall below
poverty line
By Our Correspondent
Published: June 15, 2013

ISLAMABAD:
Despite possessing 70 per cent of world energy resources and 40 per cent natural resources, the
gross domestic product (GDP) of all member states of the Organization of Islamic Cooperation (OIC)
is less than that of Japan.

This was stated by Chairperson HEC Javaid Laghari while talking to
Education Attachés of OIC member states, who called on him at the HEC
headquarters here on Friday.
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OIC Countries - Economic Performance
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The OIC member states remain behind other non OIC- developing
countries in key macro indicators.
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OIC member states are placed below other -non OIC- developing countries.

OIC technological sophistication is inadequate - and that means its exports
command less value on a unit basis.
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Worldwide Tax to GDP Ratios and
Comparative OIC Performance
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Source: http://en.wikipedia.org/wiki
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Shadow Economies all over the World
New Estimates for 162 Countries from 1999 to 2007
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The Gini Index of Income Inequality

Gini index (Gini coefficient or Gini ratio) varies between 0, which reflects complete equality and 100
(or 1), which indicates complete inequality (one person has all the income or consumption, all
others have none.

Source: http://en.wikipedia.org/wiki/Gini_coefficient downloaded on 8th August, 2014
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RESOLUTION NO. 4/39-ORG.
ON THE
NETWORKING OF OMBUDSMAN OFFICES IN THE OIC
MEMBER STATES
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Forum of Pakistan Ombudsman

The Forum of Pakistan Ombudsman (FPO) is a non-governmental, apolitical and
independent body that is the brainchild of eight Pakistan and AJK Ombudsmen who on the 16th of
April 2011 got together and resolved to place all Ombudsmen in Pakistan and AJK on a common
platform so as to build up their capacity through a planned training program, set up professional
linkages between them nationally and with other Ombudsmen, internationally, with a view to
improve Ombudsman operations, enhance service delivery and their over-all effectiveness and
thereby promote good governance.
The names and designations of these 8 Ombudsmen are:
1. Hon'ble Dr. Muhammad Shoaib Suddle, Federal Tax Ombudsman. 2.Hon'ble Mr. Azhar
Ali Farooqi, Federal Insurance Ombudsman. 3. Hon'ble Mr. Mansoor ur Rahman Khan,
Banking Ombudsman. 4. Hon'ble Mr. Khalid Mehmood, Provincial Ombudsman, Punjab. 5.
Hon'ble Mr. Asad Ashraf Malik, Provincial Ombudsman, Sindh. 6. Hon'ble Mr. Badshah Gul
Wazir, Provincial Ombudsman, Khyber Pakhtunkhawa. 7. Hon'ble Mr. Akbar Ali Baloch,
Ombudsman, Balochistan. 8. Chaudhry Muhammad Rashid Khan, Ombudsman, Azad
Jammu and Kashmir.
The Forum was to have its Principal seat and other offices at such place(s) decided by the
Board of Directors. All duly appointed Ombudsmen in Pakistan and AJK were to form the Board of
Directors (BOD), an honorary post, of the FPO provided they were in good standing, had paid their
annual Membership fees and had no outstanding dues and their voting rights were intact.
The Board of Directors of the FPO is to elect a President, Vice President, Secretary and
Treasurer annually from amongst the Members and they would be eligible for re-election. They
would hold office as Directors so long as they retained their status as Ombudsman. The BOD could
co-opt additional Members but they would not have any voting rights. The BOD was required to
meet at least twice during a year. Matters of an urgent nature could be decided by circulation.
Hon'ble Dr. Muhammad Shoaib Suddle was unanimously elected as the first President of
the Forum of Pakistan Ombudsman.
A General Assembly of all Members (Full Members, Honorary Life Members, Associate
Members and Individual Members) is required to meet at least once a year.
A Secretariat of the FPO was to be set up for its day to day operations composed of such
executive officers and staff as the President of the FPO may appoint from time to time.
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After its inception, the FPO organized the following capacity building Workshops :
1.

Fair Practices Workshop, Islamabad, 26-27 March 2012

2.

Capacity Building Workshop, Islamabad, on the Federal Ombudsman Institutional
Reforms Act 2013, 18th March 2013: and

3.

Capacity Building Workshop, Islamabad on 'Challenges of Ombudsmanship' 25-26
September 2013.

Two studies, one on 'Performance Improvement Interventions in all Ombudsman Offices'
and the other on “Establish Independent, Service Monitoring Interventions" has been assigned to
consultants in consultation with the World Bank.
On the 10th of July 2013, the incumbent President of the FPO, Hon'ble Dr. Muhammad
Shoaib Suddle, having completed his tenure as Federal Tax Ombudsman, fresh appointments' were
made unanimously to the BoD and Hon'ble Mr. Abdur Rauf Chaudhry, Federal Tax Ombudsman was
elected President of the FPO. Hon'ble Justice (Retd) Yasmin Abbasey, Federal Ombudsman for
Protection against Harassment of Women at Workplace was elected Vice President, Hon'ble Mr.
Wasay Tareen, Provincial Ombudsman, Balochistan, was elected Secretary of the FPO and Hon'ble
Mr. Anisul Hassnain Moosvi, Banking Mohtasib, Pakistan became the FPO Treasurer.
During the 11th meeting of the BOD of the FPO held on the 10th of December 2013 at Karachi
it was decided to organize a Conference of the Organization of Islamic Cooperation Member States
at Islamabad, Pakistan in early 2014, with a view to promote Networking of their Ombudsman offices
so as to ensure sharing of expertise and best practices in complaint handling skills and prompt
handling of public grievances. Accordingly the first Conference of Ombudsmen in OIC Member States
was organized by the FPO. The report in hand provides the details of the Conference.
The Ombudsmen presently holding offices in Pakistan and Members of the Forum of
Pakistan Ombudsman are as follows:
1.

Hon'ble Mr. Muhammad Salman Faruqui Wafaqi Mohtasib (Federal
Ombudsman). He assumed office as Acting Wafaqi Mohtasib in December 2012
and became Wafaqi Mohtasib in March 2013. A veteran bureaucrat with over 50
years of distinguished Public Service to his credit was decorated with the Nishan-eImtiaz. He became Secretary to the Federal Government in 1993 and held several
important assignments thereafter. In 2012 he was elected unanimously as regional
President of the International Ombudsman Institute, Board of Directors. Known for
his innovative and aggressive working style, within a short period after his
appointment as Wafaqi Mohtasib he disposed of a huge backlog of complaints that
had accumulated in the period when there was no Wafaqi Mohtasib after the
retirement of the last Federal Ombudsman, Mr. Javed Sadiq Malik.
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2.

Hon'ble Mr. Abdur Rauf Chaudhry assumed office as Federal Tax Ombudsman
(FTO) on the 10th of August 2013 after his predecessor, Hon'ble Dr Muhammad
Shoaib Suddle completed his four year tenure and relinquished the office. His
previous appointment was that of Member, Punjab Public Service Commission. He
has been elected unanimously as the President, Forum of Pakistan Ombudsman.
He has had a distinguished career in Public Service spanning more than 36 years in
which he held prestigious appointments including that of Federal Secretary, Cabinet
Division, Establishment Division, Ministries of Education, Textile and Housing and
Works. By academic background he is an economist; he holds Masters Degrees in
the subject from the Punjab University and Vanderbilt University, USA
(Development Economics). He has also studied Management at the John F.
Kennedy School of Government, Harvard University, USA. To enhance
effectiveness of the FTO Office, a re-structuring plan is being implemented. Taking
cognizance of low performance in implementation of recommendations made by
the FTO, an Adviser Implementation has been appointed at the FTO Secretariat,
Islamabad and two more at the regional offices at Lahore and Karachi.

3.

Hon'ble Justice (Retd) Yasmin Abbasey has had a distinguished career spread
over more than 38 years in the Judiciary and was elevated as Judge, High Court of
Sindh in October 2005. Later, she served as Federal Law Secretary. She was
appointed Ombudsman, Protection against Harassment of Women at Workplace
on 14th March 2013. She is the first Ombudsman to hold this important post and her
appointment will break new grounds in ensuring a safe working environment for
both men and women, free of abuse, harassment and intimidation. Both Public and
Private Sector establishments at Federal level employing men and women fall
within the Ombudsman’s purview.

4.

Hon'ble Mr. Azhar Ali Farooqi was appointed as the Federal Insurance
Ombudsman on his retirement from active service in 2010, after having served in
various senior Federal and Provincial Government assignments for over 39 years.
Besides having served twice as the Chief of Karachi Police and also as the
Provincial Police Chief for the Sindh Province, he has varied experience of working
in senior positions in various anticorruption and accountability outfits of the country.
He was Director of the Federal Investigation Agency (FIA) for the Province of Sindh
as well as Balochistan and subsequently he was posted as the Additional Director
General FIA at Islamabad. He has been Chairman Anti-Corruption Establishment
Sindh and also the Director General of National Accountability Bureau Sindh.

5.

Hon'ble Mr. Anisul Hassnain assumed charge of the Office of Banking Mohtasib
(Ombudsman) on March 18, 2013. He brings with him rich experience of having
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served the Federal Government for more than 36 years in various Ministries and
Departments. He had been working at different important positions in the Federal
Board of Revenue before his posting as Additional Secretary Commerce. He also
served as Secretary Board of Investment, National Harmony, Sports and Inter
Provincial Coordination Divisions. His judicial experience also includes
Commissioner (Appeals) and Member, Income Tax Appellate Tribunal.
6.

Hon'ble Mr. Javed Mehmood was administered oath as the 6th Ombudsman for
the Province of Punjab on the 13th March 2013. Previously, he had served as the
Chief Secretary, Punjab capping a long and distinguished career in Public Service
as a Civil Servant.

7.

Hon'ble Dr. Mira Phailbus a distinguished educationist with over 40 years of distinguished
service in the field of education was appointed as the first Provincial Ombudsperson
(Punjab) for Protection against Harassment of Women at Workplace in 2013.

8.

Hon'ble Mr. Asad Ashraf Malik was appointed Provincial Ombudsman Sindh on
30th January 2012, to serve a second term. He has had a long and distinguished
career in the Police Service of Pakistan, serving as Additional Inspector General of
Sindh Police, Chairman, Anti-Corruption Establishment (2004-2008) and DDG
Intelligence Bureau. During his tenure he opened a Children's Complaint Office in
the Ombudsman's office in collaboration with UNICEF to look into violations of the
rights of children and young persons.

9.

Hon'ble Syed Pir Ali Shah was appointed as the first Provincial Ombudsman,
Sindh for the Protection against Harassment of Women at Workplace, on the 6th of
July 2012. Earlier he had served as Judge of the High Court of Sindh and has a
number of other distinguished judicial appointments to his credit.

10.

Hon'ble Mr. Wasay Tareen has served in the Provincial Judiciary and was appointed
Ombudsman, Balochistan on 3rd June 2013. Earlier he distinguished himself in a
number of judicial appointments including that of Prosecutor General Balochistan
(2011-2013). He also remained President, Balochistan Bar Association (2004-2005).

11.

Hon'ble Mr. Badshah Gul Wazir assumed office as Provincial Ombudsman Khyber
Pakhtunkhawa on December 31, 2010 after a long and distinguished career in the
Provincial Civil Service rising to the post of Secretary (Home), KPK.

12.

Hon'ble Mr. Muhammad Mukhtar Khan became Ombudsman, Azad Jammu and
Kashmir on 05.09.2012 when the oath of office was administered by the President
AJK. He has had a long and distinguished career in the legal profession as a
practicing lawyer Supreme Court and High Court lawyer in AJK.
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Concept Paper
Conference on Networking of the Ombudsman in OIC Member States
Introduction
1.
The Institution of Ombudsman has its origin in Islamic history. The Ombudsman today is the
Swedish equivalent to Diwan-al-Mazalim which appears to go back to the second Caliph Omar
(RA) and the concept of Qadi-al-Qadat. During his exile, the Swedish King Charles XII was
enamored of the Office as it existed in Islamic World and introduced it in Sweden in 1809 as a
Parliamentary Ombudsman for oversight of the work done by civil servants and to investigate
cases involving maladministration. This modern variant of the Islamic era Mohtasib has since been
adopted by 144 sovereign States.
2.
The OIC includes 57 member States and of these 38 have Ombudsmen and like
Institutions, of which 18 are recognized by the International Ombudsman Institute (IOI). A few OIC
Member States have Ombudsman like hybrid Institutions. In view of its significance, need is felt to
establish Ombudsman Institution in all the OIC Member States and strengthening it through
sharing of knowledge, experience and ideas. It was in this context that the proposal to establish
networking of Ombudsmen in the OIC Member States was put forward.
3.
At the 39th session of the Council of Foreign Ministers (CFM) of the Organization of Islamic
Cooperation (OIC) held in Djibouti on 15-17 November, 2012, the need to develop synergies
between OIC Member States was emphasized in order to resolve the many problems that they
faced. In this context, the Foreign Minister of Pakistan proposed that Networking of Ombudsman in
OIC Member States be established and offered to host the first meeting of the OIC Ombudsmen in
Pakistan which was accepted by the CFM and the Secretary General of the OIC was asked to
implement the resolution. In pursuance thereof, a Conference has been planned to be held at
Islamabad, Pakistan on 28-29 April 2014.
4.
Based on the imperatives referred to above, the Objectives of the Conference are to
promote sharing of expertise and best practices in complaint handling skills, speedy handling of
public grievances and capacity building of Ombudsman Institution in the Islamic World.

II Theme and Agenda
5.

The theme of the Conference is: "Strengthening the Institution of Ombudsman in OIC
Member States by Sharing Knowledge, Experience and Ideas". There are also two sub
themes, "Embracing Change;" and "Modernization, Cooperation and Synergy".
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6.

7.

III

The Agenda items include:
i)

Adopting International Best Practices Reform Initiatives for OIC Ombudsmen;

ii)

Developing an Institutional Framework for Sharing of Knowledge, Experience and
Ideas;

iii)

Leveraged Performance; Capacity Building, Independence etc.

iv)

Technology and SMART Institution;

v)

Setting up a Dynamic, Interactive OIC Website Sharing Resources and
Experiences;

vi)

Need for developing a Forum to promote effectiveness of the Ombudsman
Institution.

Three Working Groups of five Ombudsmen each will be tasked to examine the following
three issues and submit report thereon:
i)

Organizational Scheme for the Networking of Ombudsmen in OIC States

ii)

Draft Resolutions for adoption by the Conference.

iii)

Final Declaration of the Conference.

Ombudsman Institution in Pakistan

8.
In the OIC Member States Ombudsmen exist at the national and regional levels but they
have multiple mandate jurisdictions in which one Ombudsman exercises oversight over all
functionaries of the federal or provincial bureaucracy. Lately, however, single mandate
Ombudsmen have been appointed in a few countries, including Pakistan, charged with exclusive
jurisdiction over the financial sector segment of the government bureaucracy such as functionaries
administering Tax, Banking and Insurance laws as well as exercising oversight over private sector
employees working in Banking and Insurance. The Ombudsman has also ventured into other areas
such as workplace harassment issues involving women workers as well as Children's rights.
9.
In Pakistan, Wafaqi Mohtasib's Office (Federal Ombudsman) was created on the 24th of
January 1983 with the jurisdiction over all functionaries of Federal Government departments
except the judiciary and the armed forces. This is a constitutional post and the Ombudsman has a
fixed four year term. Each province in Pakistan and Azad Jammu and Kashmir has its own
Ombudsman modeled on the Federal Ombudsman. Since 2000, some single mandate Federal
Ombudsmen have also been appointed who investigate maladministration issues pertaining to
Federal Taxation, Banking and Insurance. Federal and Provincial Ombudsmen to look after
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workplace harassment of women have also been appointed and an office of Commissioner for
Children has been created in the Federal Ombudsman's Office.
10.
Today there are 12 Ombudsmen in Pakistan including three for Protection against
Harassment of Women at the Workplace. In April 2011 the Forum of Pakistan Ombudsman (FPO)
was set up comprising all Ombudsmen with the objective of improving coordination among the
members and standardizing their practices, as also for raising their capacity and enhancing the
quality of their service-delivery.

iv

Background Information on the Agenda Items of the Conference

Adopting International Best Practices Reform Initiatives for OIC Ombudsmen
11.
Following are some of the 'International Best Practices' recognized as pre-requisites for the
effectiveness of Ombudsman Institution in its function of complaint handling and dispensation of
justice through a speedy and inexpensive process having maximum outreach.
i.

ii.

Culture and Environment
a)

Mutual appreciation of the roles and objectives of the Agency and
Ombudsman Institution at all levels.

b)

Readiness to understand and comply with the legal provisions, policies,
rules and procedures down the line.

c)

Conducive environment for simultaneous respect for public interest and
protection of individual's rights.

d)

Political will to empower the Institution through appropriate legislation and
appropriation of adequate resources.

e)

Research orientation for improved efficiency, capacity building and greater
social impact through better governance/refined (tax) administration.

f)

Embracing digital and such other SMART technologies for quicker and
more effective handling of complaints, instant consultation, data storage,
analysis of complaints information, prompt reporting and sharing of valuable
experience and knowledge.

Principles
a)

Fairness: Complaints are dealt impartially, confidentially and transparently.
The complainant is heard adequately and allowed to seek internal review.

b)

Accessibility: Guidance to make a complaint is freely available. People can
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complain in a variety of ways (telephone, mail or internet). Steps are taken to
remove barriers (real or imagined) to making a complaint.
c)

Responsiveness: People with particular needs are assisted, especially the
vulnerable ones. Unreasonable complainant behavior is managed
professionally.

d)

Efficiency: Complaints are resolved as quickly as possible. There is regular
internal reporting to supervisors, preferably through digital tracking system.
Staff is appropriately trained and follows written complaint handling
guidelines and procedures. Quality assurance procedures are in place.

e)

Conduct and Competence: Training in ethics and required skills is regularly
imparted. Effective supervision is ensured. Reward system is linked to fair
and impartial evaluation of conduct and competence.

f)

Processes: are documented clearly and are easy to understand and apply.
Complaints are acknowledged promptly. Each complaint needs to be
allotted a unique and universal number so that its processing may be
monitored through a digital tracking system.

g)

Analysis: Complaint data is regularly analyzed for generating regular
reports, evaluating quantitative and qualitative performance of the system
and focusing on measures for systemic improvements.

Developing an Institutional Framework for Sharing Knowledge, Experience
and Ideas
12.
One way of creating the required institutional framework would be to set up a Council of OIC
Ombudsmen with the following objectives:
i.

Disseminating the sublime precepts of Islam while emphasizing the various
characteristics and humanism of the Islamic civilization with particular
emphasis on good governance and rule of law.

ii.

Promoting meeting and dialogue among Ombudsmen of OIC Member
States, exchanging experience, discussing different aspects (e.g.
economic, cultural, social or political) of their activities within national as well
as international context.

iii.

Addressing issues of concerns of the Muslim World in order to improve and
contribute to the atmosphere of good governance and rule of law in the OIC
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Member States and adopting appropriate recommendations and decisions
on such issues.
iv.

Providing a framework for comprehensive and fruitful cooperation and
coordination among the Ombudsmen of OIC Member States in regional/
international for a and organizations;

v.

Strengthening contacts, cooperation and coordination with other Ombudsmen
or their organizations outside the Muslim World at national, regional and
international levels with the aim of advancing common objectives.

vi.

Encouraging and providing recommendations/suggestions/views for the
national authorities of the OIC Member States who do not have the
institution of Ombudsman to establish the same towards developing this
important democratic institution for the benefit of the Muslim Ummah.

vii.

While striving towards implementing these objectives, the OIC principle of nonintervention in internal affairs of the member states shall always be maintained.

13.
The proposed institutional framework described above would greatly facilitate proactive
intervention by the Ombudsman and thwart arbitrary and discriminatory actions by public and
private sector functionaries.

Leveraged Performance
14.
The Institution of Ombudsman reached to its current standing through a series of reforms
and innovations over the ages. However, apex of its effectiveness is especially obliged to such
initiatives which contributed to the 'Competence of Personnel' working for the Ombudsman and the
degree of 'Independence, exercised by his/her authority. A few lines below may explain
significance of these two important factors towards enhanced effectiveness or Leveraged
Performance of the Institution of Ombudsman.

Training of Ombudsman personnel
15.
The Ombudsman plays an important role in redressing grievances of aggrieved
persons against public and private sector functionaries. This is borne out by the number of
complaints disposed of by the Ombudsman over time. Number of complaints disposed of is no
doubt important, but even more important is that redress of grievances be made expeditiously
and in a transparent manner and that the disposal of complaints is consistent with the best
international standards.
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16.
The Ombudsman relies on his Advisers and support staff to examine complaints on their
receipt, weed out complaints that do not qualify for investigation by his Office, feed details of the
qualifying complaints into the central data base, transmit complaints to concerned offices for their
response and requisition required documentation, fix complaints for preliminary hearing, conduct
hearing, investigation and prepare draft recommendations for the Ombudsman's approval. In order
to ensure that the various steps are carried out efficiently and that the draft order is of the highest
standard it is imperative that all tiers of the Ombudsman staff be properly trained in a systematic
manner. International best practices in complaint handling are required to be emulated with such
adaptation as is necessary. Training and skill development may equip Ombudsman personnel with
necessary tools to improve effectiveness of the Institution.

Ensuring Independence of the Ombudsman
17.
A hallmark of the Ombudsman office is the Ombudsman's independence. The Ombudsman
can only be effective and fair to the concerned parties if he is above all influences or pressures of
any kind. This may be ensured by providing adequate statutory cover for his Office guaranteeing
tenure, autonomy and reasonable appropriations. It is also important that the Ombudsman be a
person of unimpeachable integrity and proven competence.

Technology and SMART Institution
18.
In the 21st Century, technology is a dominant feature of our lives. It is a 'force multiplier' to
do things much more efficiently, effectively and innovatively. Advancement in communications
technology is perhaps the most significant feature. Digital electronics, microprocessor, algorithms,
electronic highway, etc., under the Internet umbrella, are at the heart of a revolution that has
ramifications in every field of human endeavor. And the Ombudsman is hardly an exception.
19.
The use of digital technology, provided with Self Monitoring and Reporting (SMART)
features, enables the Ombudsman to utilize information as a more efficient and economical tool
ensuring greater vigilance and impact in the settlement of public grievances. Optical character
recognition (OCR) software for conversion of image to text and digital voice recognition software to
convert speech to text along with the appropriate hardware has taken much of the drudgery out of
the tedious tasks performed by a human stenographer adding speed and accuracy beyond
imagination. Paperless data storage, cordless/ satellite communication and video conferencing
have defeated the constraints of time and space.
20.
Knowing the immense potential of these 'force multipliers', the Ombudsmen do have equal
opportunity to take full advantage of all these developments to make the institution most effective.
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We may multiply our common benefits manifold by creating synergy of efforts through sharing and
networking of improved technologies. The OIC Ombudsmen may take a step forward to enter this
land of opportunities.

Setting up a Dynamic, Interactive OIC Website Sharing Resources and
Experiences
21.
When the World Wide Web (WWW) was set up in 1990 hardly anyone predicted the
exponential growth in the number of users of this late 20th century digital communications marvel
within a couple of decades or so of its launch.
22.
By the 1980's personal computers (PC) were available in the marketplace. This
revolutionary technology, the worlds' first truly 'general purpose machine,' used coded programs
written in a number of dedicated 'languages' to perform a variety of tasks from word processing to
calculations and graphics all displayed on an illuminated CRT screen or monitor akin to the TV
screen. Once married to the WWW and the Internet the PC smashed all expectations of its potential
and launched the new digital electronics age in which it actually became possible to circumvent the
globe in seconds and while doing so, access and exchange all kinds of info, including audio and
video, in real time with not one but many persons simultaneously.
23.
With the creation of the Internet it has become possible for people to get connected on
networks through computers to access a site on the WWW, that is, a Website. The website is our
two way window to the world. We need to develop a dynamic website in which the page content is
automatically updated periodically by drawing info from a central data base controlled by an
'Administrator'. For the Ombudsman, a dynamic website with add-ons like a bulletin board, real
time audio / video conferencing and data upload/download facility can be a powerful medium to
inform others of his activities and in turn, be informed of theirs. And the possibility of multilateral
exchange instead of bilateral contact dramatically increases the websites reach.
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Agenda and Program of the Conference
Theme: Strengthening the Institution of Ombudsman in OIC Member States by Sharing
Knowledge, Experience and Ideas
April 28th 2014 Monday

Tea Break
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April 29th 2014 Tuesday
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Secretariat of the OIC Ombudsmen Association
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Establishment of OIC Ombudsman Secretariat
and appointment of Staff
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No. 1(1) NICAP/ OICOA/2014

Dated: 6h August, 2014

Hon'ble, Dr. Emhemed A.S. Egledi
Praying for your good health and many more honours in life, I would like to thank you, on
behalf of the OIC Ombudsmen Association (OICOA), for your active participation in the first
Conference on Networking of Ombudsmen in OIC Member States held at Islamabad, Islamic
Republic of Pakistan on 28-29th April, 2014.
2.

The proceedings of the Conference went very well and resulted in very useful interaction among

the participants. Discussions on the subjects and themes of the Conference provided an opportunity for
the participants to exchange views and learn from each other's experiences. Your dedicated
participation surely contributed immensely in determining future course of action for the forum.
3.

Excellency, as you are aware the subject Conference was convened as a follow up action

of the decision made in the 39th Session of the OIC Council of Foreign Ministers held in Djibouti,
Republic of Djibouti on 15-17 November, 2012 which states:". . . to establish Networking of Ombudsman Offices in the OIC Member States to promote sharing
of expertise and best practices in complaint handling skills, speedy handling of public grievances,
capacity building of Ombudsman institutions in Islamic world; . . " [Resolution No.4/39-0RG]
4.

In pursuance to achieve this grand objective, the participants of the Conference were

pleased to resolve that an OIC Ombudsmen Association (OICOA) with its Secretariat at
Islamabad be formed to augment their authority to strengthen the Ombudsmen and to undertake
effective networking of their offices in OIC States. A nine member Steering Committee, to be
chaired by Mr. Abdur Rauf Chaudhry (President Forum of Pakistan Ombudsman) was also formed
and mandated to prepare the Constitution, By laws and Rules for functioning of the Association and
its Secretariat. To implement these decisions, secretariat of the Association (OICOA) has been
established at Islamabad, (Pakistan). A team, under the Secretary OICOA (Mr. Abdul Khaliq) is
working on the preparation of draft Constitution, By Laws and Rules of the OICOA in consultation
with the members of the Steering Committee. To proceed forward in furthering the cause of the
OICOA, patronage of the OIC Secretariat, is no doubt carries immense value. In view of that I may
request your honor to advise and guide us how to go for seeking affiliation or linkage with the august
body and Secretariat of the Organization of Islamic Cooperation.
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5.

Once more, I may take this opportunity to thank and congratulate you on your active

participation in the Conference which has surly played catalytic role in achieving the objectives
envisaged in the 39th Session of the OIC Council of Foreign Ministers held in Djibouti in
November 2012.
6.

Looking forward for your valuable guidance and assistance to seek the necessary support

of the Organization of Islamic Cooperation to make the OICOA an effective forum for promoting
ombudsmanship in the OIC Member States..
With warm regards,
Yours sincerely,

Abdul Khaliq
Secretary
OICOA Secretariat

Dr. Emhemed A.S. Egledi,
Director,
Legal Affairs Department OIC,
OIC General Secretariat,
Jeddah, Kingdom of Saudi Arabia,
Tel: +966 12 65 222, Fax: +966 12 651 22 88
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