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MESSAGE FROM OMBUDSMAN PUNJAB

Research and Development Wing has been created in the Office of the Ombudsman
Punjab to identify issues and carry out research studies for improving the service
delivery and overall working of the institutions and Departments of the Government of
Punjab. Through meticulous research methodologies and detailed analysis, our team
produces reports that not only highlight key areas for improvement but also offer
actionable recommendations tailored to address the identified issues effectively. The
insights gleaned from these studies are structured to provide a roadmap for enhancing
the overall performance of the Public Sector. This particular study has been organized
to cover important aspects like identification of key areas, legal framework, analysis and
evaluation and actionable recormmendations for enhanced service delivery.
Furthermore, as part of our commitment to effective implementation, the report
includes a delineation of responsible authorities or designated officers entrusted with
overseeing the implementation of these recommendations. The allocation of
responsibilities aims to ensure accountability and the smooth execution of corrective
actions. It is my firm belief that these research outcomes will serve as a cornerstone for
strategic improvements, poised to augment the ability to serve the public with
increased efficiency and effectiveness.

Maj. (Rtd.) Azam Suleman Khan
Hilal e Imtiaz



RAISON D’'ETRE

The Office of the Ombudsman Punjab has been established with
the prime objective “to provide protection of the rights of the
people, to ensure adherence to the rule of law, to suppress corrupt
practices; to diagnose, redress and rectify any injustice done to a
person through maladministration”. The law empowers the
Ombudsman Punjab to entertain complaints against any
department and for ascertaining the root causes of corrupt
practices and injustice, the Ombudsman may arrange for studies
to be made or research to be conducted and may recommend

appropriate steps for their eradication.



ABSTRACT

Efficient and timely First Information Report (FIR) registration is a crucial
element of a just criminal justice system. Yet, in Punjab, delays in FIR
registration persist, driven by factors like heavy workloads, resource
constraints, and external influences from politically and socially connected
individuals. These delays have severe repercussions, causing stress for
complainants and hindering justice delivery. To address this issue, a
comprehensive approach is proposed. First, a committee should be formed to
assess workload, allocate resources, and ensure equitable distribution. Strict
measures should be taken against police officials found guilty of delaying FIRs.
The Ombudsman Office can play a vital role in investigating complaints
against such officers. Performance metrics should prioritize the speed of FIR
registration, fostering an incentive for timely processing. Additionally,
community feedback mechanisms, conducted anonymously, can help gauge
public sentiment. To deter external influence, legal penalties for police
operating under duress should be enforced. Lastly, individuals found guilty of
false FIRs should face consequences as a deterrent. These measures aim to
enhance public trust, expedite justice, and ensure timely FIR registration in

Punjab.



N TRODUCTION

The foundation of a just and efficient
criminal justice system rests upon the
prompt and impartial registration of First
Information Reports (FIRs). However, in
Punjab, FIRs often face unjustifiable

delays.

The IGP Police Complaint Cell received 368525 complaints of
non-registration of FIRs from 2016 to 2023. These delays are
primarily due to the added workload brought to police
officers and the desire to conceal poor performance,
especially among Station House Officers (SHOs)[3].
Additionally, politically and socially influential individuals
exploit their connections to coerce the police into delaying or

avoiding FIRs.

The significance of timely FIR registration becomes evident
when we consider the consequences of delayed filings. Such
delays often result in heightened stress for complainants,
who may find themselves compelled to reach out to higher-
ranking police officials or other relevant authorities to ensure
the registration of their FIRs. It is important to note that
without an FIR, any legal case brought forward by an ordinary

citizen cannot proceed.

In essence, delayed FIRs erode the trust that individuals place
in  the criminal justice system, disrupt the timely
administration of justice, and undermine the fundamental
principles of the rule of law. Overcoming this hurdle would go
a long way in restoring citizens' faith in the police force and

expediting the delivery of justice.
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STATEMENT OF THE
PROBLEM

Numerous complaints have arisen due inability of
the police to promptly file FIRs; these delays cause
anxiety among the public who depend on timely
FIRs as the initial step in the investigation of
cognizable offences.

RESEARCH METHODOLOGY
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Literature Review

A thorough examination of existing publications, reports, and relevant
laws served as the foundational step for this study.

Semi-structured Interviews

In-person interviews were conducted with the relevant stakeholders,
including police officials for a more nuanced understanding of the
issue.

Telephonic Surveys

Complainants who had filed an FIR in the past year were surveyed via
telephone to gather insights regarding the challenges they faced.

Focus Group Discussions (FGDs)

These discussions played a pivotal role in analysing the issue from the
lens of multiple lawyers and legal advisors.

02



LEGAL FRAMEWORK

Section 154 of CrPC mandates immediate
FIR registration. Failure to do so can
result in repercussions under the Police
Act, 1861, Section 29. To address delayed
or denied FIR registration, individuals can
contact the Superintendent of Police (SP)
for initial assistance, and if needed, file a
petition under CrPC Sections 22-A and B.
These petitions are reviewed by ex-officio
Justices of Peace, often Sessions or
Additional Sessions Judges as per Section
25 of the CrPC. If evidence of a cognizable
offence is found, the JP can instruct the
police officer to register the FIR. This legal
framework aligns with the Police Order
2002, emphasizing FIR registration under
Section 155 and outlining penalties for

non-compliance in Section 156.
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Analysis of
Existing
Arrangements

Public Perception

Public ratings of the police have consistently been below the ratings of
other institutions in Pakistan, with citizens perceiving it as the most

corrupt institution in the country. Research indicates that citizens are most

dissatisfied with how the police file FIRs.

Key Insights

e« Only 7% of the victimization incidents reported by citizens are
registered as FIRs in Lahore.

e 25% of NGO cases relate to non-registration of FIRs.
e 25% of complainants face issues in FIR registration.

“The Police, unfortunately, are falling short in their duty
to provide essential protection to the public’s life, liberty
and honour”
Additional IG Punjab Police
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Management
Systems

Complaint Management System (CMS)

To address visitor complaints, a Complaint Management System (CMS)
software has been implemented by Punjab Police. Upon submitting their
complaints, complainants are provided with an E-Tag. Subsequently, the
application is entered into the system, and its progress is overseen by Senior
Supervisory Officers and the Provincial Monitoring Room situated at the
Central Police Office in Lahore until the issue is resolved.

Police Station Record Management System (PSRM)

The Police Station Record Management System (PSRMS) handles the
digitization of all First Information Reports (FIRs) and autonomously generates
corresponding entries in various registers.

® Percentage of Complaints
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Workload and Lack of Resources

Workload and lack of resources represent pivotal factors contributing
to the prevalent delays in the registration of First Information Reports
(FIRs). Police officers consistently contend with overwhelming
workloads; a senior police official disclosed that, on average, a Station
House Officer (SHO) in Punjab concurrently manages approximately
300 cases, a staggering load that renders it practically impossible for
them to discharge their duties with the requisite efficiency.

Performance Concealment

Several Station House Officers (SHOs) engage in the deliberate
postponement of FIR registrations to create an impression of
favourable law and order conditions within their jurisdiction. A higher
frequency of registered FIRs can be construed as an indicator of
deteriorating law and order, prompting SHOs to abstain from filing
FIRs in order to evade accountability for elevated crime rates.

External Influence

It is an open secret that politically and socially connected individuals
can easily sway the police in their favour, using their influence to
exert pressure on the police to deliberately delay or avoid certain
FIRs. The lack of tenure security for police officers coupled with
frequent and abrupt transfers influenced by bureaucratic
interferences, significantly impact the overall performance. This
misuse of power undermines the impartiality and efficiency of the
FIR registration process. 06



Offence Minimization

In certain cases, when FIRs are lodged, the police may downplay the
gravity of the offences. For instance, an incident initially categorized
as dacoity may be registered as theft, primarily to avoid casting a
negative light on the Station House Officer (SHO) and concealing the
actual nature of the crime. This practice aims to obscure the genuine
state of law and order and present a more favourable image of the
police's ability to maintain control over the situation than may be the
actual case.

Prevention of False FIRs

It has also come to light that one of the reasons for police hesitancy
in registering FIRs is to prevent the occurrence of false complaints,
particularly when the complainant names someone in their FIR.
Instances often arise where individuals seek retribution against one
another by filing fabricated FIRs. Consequently, it has become
customary for the police to involve the Superintendent of Police (SP)
in cases where a person wishes to implicate someone in their FIR.

Minimal Consequences of Police Delaying FIRs

Non-registration of FIR can be a ground for disciplinary action
against the concerned Police Officer. However, very few instances
have emerged where police officials found guilty of deliberately
delaying FIR registration are met with severe consequences. Hence,
police officials are generally free from the fear of any repercussions
and can therefore exercise their authority as they please.
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RECOMMENDATIONS

A. Assessment of Workload and Resources

A committee may be formed under the Home Department to carry out a
detailed assessment of all 718 police stations in Punjab. To begin with, the
committee can do a pilot run of a limited number of police stations (50 - 60),
with a mix of rural areas, particularly in South Punjab, as well as urban
centres, to see the effectiveness of this assessment. The findings of the
committee may be reported to the Home Department and the |G Office for
implementation.

Objectives of the Committee

Workload
Assessment

Reporting and Resource Allocation
Recommendations Evaluation

Personnel
Assessment

Community Input

B. Training

The Home Department may collaborate with the Punjab Police to create
comprehensive training modules aimed at ensuring that Station House
Officers (SHOs) promptly register First Information Reports (FIRs).
Additionally, the IG Office may conduct regular briefings to address and
discuss this important matter with police representatives from all over
Punjab, especially South Punjab.
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RECOMMENDATIONS

C. Accountability Mechanisms

As per conversations with stakeholders, police officers responsible for
delaying FIR registration are very rarely reprimanded, which gives them no
incentive to register FIRs promptly. The Police Order 2002, Section 155 and
156 outline the measures to be taken against police officials who are found
deliberately delaying FIRs and obstructing justice. These need to be
implemented strictly.

Suggested Measures

Performance Metrics

* The IG Office should
devise performance

Community Feedback
Mechanisms

Deterring External
Influence

Tenure Security

* |G Police and Home

« Biannual surveys led by Department should

* The |G Office may ensure

criteria that primarily
emphasize the
promptness of FIR

registration rather than
interpreting an increase
in FIR registrations as
indicative of a
deteriorating law and
order situation.

impartial assessors under
the Home Department may
provide oversight to gauge
public sentiment about
local police stations.

that police officials found
to be acting under
external pressure to delay

or not file FIRs must be
subject to legal penalties
as stipulated by relevant
provisions

D. Preventing False/Fraudulent FIRs

institute measures to
provide tenure security
within the police
department to elude
bureaucratic
interferences.

Section 182 of the Pakistan Penal Code imposes a maximum six-month
imprisonment or a fine on those deliberately filing false cases. Despite
few prosecutions, it is crucial for the IG Office to ensure legal
repercussions for fabricating FIRs. This action sets a precedent and
deters future fraudulent complaints, potentially curbing such behaviour

among others.



CONCLUSION

Prompt FIR registration is the cornerstone of ensuring justice, as no
investigation can commence without it. However, numerous
complaints have highlighted the challenges faced by ordinary
citizens in securing the swift registration of FIRs. . It is imperative for
the Provincial Government, Law and Order Department, and the IG
Police to implement these recommendations.

Assessment Workload must be reduced and

of Workload  activities of the resources should be

and monitored closely to enhance
efficiency.

Resources 4

Training Elaborate training modules should
be designed to ensure prompt
registration of FIRs

! Accountability Performance criteria and an
incentive plan should be devised
for the resources to encourage
them to work efficiently
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Mechanisms

Preventing Legal penalties should be
False/Fraudulent implemented for citizens
FIRs filing false FIRs
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APPENDIX

APPENDIX A: INTERVIEW PARTICIPANTS

Participants Names

Profession/Background

Summary of Discussion

Munir Ahamd Chiti

Former IG Punjab

Explained the causes of delay in
FIRs

Shahzada Sultan

Additional IG Punjab

Discussed the present situation of
Police and causes of delay in FIRs

Shabbir Hussain, Lawyer

Lawyer, AGHS Legal Aid
Cell

Discussed delays in FIRs by Police

Hassan Javed Bhatti

Superintendent of Police

Explained the reasons for delays in
FIRs

Rubina Ghazal

Head, Centre for Legal Aid
Assistant & Settlement

Explained the issues for delays
in FIRs

Khizar Hayat (Advisor)

Legal Advisor,
Ombudsman Office

Reviewed the whole report
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