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Dedicated To

T he valued taxpayers who reposed trust in the
integrity of the relief mechanism of the FTO
Secretariat for seeking quick and effective redressal of
their grievances and to the officers and staff of this
organization for making all-out efforts for providing

quick relief to the aggrieved taxpayers.
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"Do your duty as servants to the people and the A

fearlessly and honestly"

Address to the Civil Servants in Peshawar on April D48.
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Message from Asif Ali Zardari
President of the Islamic Republic of Pakistan

o

\

ood govern ance is the cornerstone of a welfare state and the rule of law is the
fundament al pillar of such governance. A welfare state is supposed to ensure
transparency, fairness, and efficiency in its business while also providing avenues for
justice through affo rdable and hassle-free processes. In developing countries like Pakistan, it
is crucial to uphold these principles as access to justice remains limited, litigation is

prolonged, and costs are often prohibitive.

The Federal Tax Ombudsman (FTO) serves as the representative of aggrieved
taxpayers and provides them with speedy and cost-effective justice against the
maladministration of tax authorities. I am glad that, since its inception in 2000, FTO has
addressed thousands of complaints, combatting tax maladministration and ensuring justice.
The FTO's mission is to investigate, diagnose, and resolve injustices caused by tax officials,

offering swift and fair resolutions at minimal cost to taxpayers.

In 2024, the FTO resolved 12,914 of 13,506 complaints, with over 89.96% of its
decisions accepted by both complainants and the FBR. Refunds worth Rs. 22793 Million
were recommended, sanctioned, and disbursed. Notably, the FTO initiated a greater number
of Own Motion investigations and conducted more outreach and awareness sessions

compared to the previous year.

I appreciate that the FTO has introduced innovative initiatives, including a Mobile App,
FTO portal, digit] SMS updates, and a ded cated YouTube channel. The establ shment of five
new regional of fices in Abbottabad, Sargodha, Sukkur, Sialkot, and Mianwali is

commendable as jt has expanded FTO's reach to remote areas, ensuring justice,

taxpayers.

Lappreci ate the FTO for its dedication and initiatives to enhance taxpayer support. [ am
confident these efforts will encourage more individuals to seek redressal for grievances and
foster trust in the i nstitution. I also urge taxpayers to seek the services of FTO for the redressal
of their compl d nts against the maladministration and high-handedness oftax authorities.

+0000000000
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FOREWORD

The Hon'ble Asif Ali Zardari
President of the Islamic Republic of Pakistan,

z

7 3’ . ’5 ,t’ z -
!djgﬁig.ﬁ\u),,o&bﬁwi

t's a matter of great honor for me to present the Annual Report of this Institution for the year 2024. This

is the 25" Annual Report of the institution since its inception and the fourth after my assumption of the

office. This is a landmark report as it manifests that the Institution has completed 25 years of its life and
is a fully grown-up body with more than two decades of service to the taxpayers and the nation at large.

2. Taking the benefit of vast and diverse administrative experience of more than 30 years at my credit in
Federal Board of Revenue, I not only embarked upon improvement in the overall output & outcomes of our
work but also formulated, inter-alia, the following guiding principles to explicate the essence of their

functional parameters;

. Explicit intent to redress the grievances of taxpayers with compassion and empathy.

. Prompt intervention by the Office of the Federal Tax Ombudsman in cases seeking Informal
Resolution.

. Substantial decrease in the time consumed in complaint redressal from 60 to 45 days.

. Implementation to be the predominant feature of the decisions made by this office.

3. Performance is measured through IT-based Key Performance Indicators (KPis) which were devised,

designed and developed through the use of Complaint Management Information System (CMIS) an
Performance Review (MPR).

4.  The office of the Tax Ombudsman also made organized and coordinated efforts se oflatest
Information and Communications Technology (ICT) interventions and engaged th inants and the
FBR through the digital platforms like use of Twitter, WhatsApp, Facebook, and

outreach was extended from major business hubs to smaller cities. Special facilitj

oreover, FTO's
verseas Pakistanis
were introduced to enable them to lodge complaints against tax administratio siting the website or
through mobile apps. The complainants can also have access to the latest upda heir complaints online

from anywhere in the world. The complainants are also updated about the cu atus and final outcome

laints through email.

f the office of Federal
ts received. The 24/7
laints received and

ch and awareness campaign regarding the functional param
Tax Ombudsm ought about a meaningful increase in the number of co

accessibility to g 1 public gave a considerable rise in the total number o
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/:céﬁa/ co/m/ /lalnts in theyear 2024 as compared to those received in the year 2023. h the year 2024, so far

//1/1/3,/5/0/6 Cﬁﬁgl/aﬁl/ts/lqve been received against 8963 complaints received in the year 2023 which is

/diﬂ)osed of T ngc’/(/o our systemic initiatives and concerted efforts, an obviousrise was seen in the

I

/)ta

/ 0./ /B%H/ {é/}ﬁgl/e{/side. Likewise, our determined hard work boosted up disposal of complaints by
77

NN

/6€£9%/ ﬁl/tﬁéﬁ{aféﬁm. Total 12,914 complaints have been disposed of so far against 7889 complaints

disposed ofin the year 2023

6.  Duringthe year un der report, focus of the Secretariat remained, among other issues, on the redressal
of grievances of matters having broader impact like the cases involving revision of valuation tables of
immovable property having impact across the whole of Pakistan and taxation of private medical colleges.

ANAANNNNNNNNNNNNNN

Further, amount of total refun d of Rs. 22793 (million) was issued to the taxpayers on the recommendations
of this Secretariat. Besides, as a consequence of our interventions on various complaints as well as by taking
own motion notices, new taxpayers were registered or tax collection was enhanced in real estate,
withholding tax regime, and relief was provided through automated system for change of jurisdiction and
restoration of blocked mobile SI Ms. Thus, this office played a pivotal role by contributing optimally to redress
the grievances of aggrieved persons as well as safeguarding the public exchequer in a befitting manner.

8. In addition to redressing individual complaints, we endeavoured to identify systemic problems and
formulate recommendations for improving systems and procedures in FBR and its field formations. As in the
previous reports, this report also includes recommendations on investigation of customs clearances,
warehousing and valuation as well as complaints of Sales Tax, Income Tax including registration, jurisdiction
and refund matters as well as recommendations specific to individual complaints. Based upon the
experience of complaint handling, these recommendations have been made with the hope that their
implementation, will provide a substantial relief to the taxpayers Insha Allah.

9. In the end, it is stated that no system can claim perfection because there is always a room for
improvement on the basis of changing dynamics of day-to-day public affairs. However, I must
wholeheartedly acknowledge the support from the President's Secretariat and all levels of the Revenue
Division and my dedicated team of advisors and staff and hope that this support will continue, in future too,
to make this institution more effective, efficient, taxpayers' friendly and a harbinger of relief and protector of
their rights.

With profound regards,

Yours sincerely,

(Dr. Asif Mahmood Jah)
(Hilal-i-Imtiaz) (Sitara-i-Imtiaz)
Fe Tax Ombudsman
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Historical Perspective

he concept of Ombudsman has its traces not only in the remote past, but was a]so enshrined in the
Holy Qur’an and Islamic history. Taking guidance from the teachings of the Fbly Qur’'an and Sunnah
of the Holy Prophet (1®). Hazarat Omer Bin Khattab (RA.), the second caliph of [slam, established
the office of Qadi-al-Qadat, known as 'Hisba'. It enjoyed complete independence and functional autonomy.
During the Abbasids era acomplaint handling institution called "Diwan-al-Mazalim" was established. Its

function was to examine publlC complaints against government officials.

In modern history, the first Ombudsman office was established by the Swedish King Charles XII, who
observed the merits of this institution during his exile to Turkey in 1713 A. D. In Pakistan, the 1973
Constitution provided for the establishment of the office of Federal Ombudsman, and accordingly the
institution was created through the Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order,
1983 (President's Order No. 1 of 1983). Later on, due to complexity and diversity involved in the tax related

complaints, a separate institution of Federal Tax Ombudsman was created in the year 2000.

Office of the Federal Tax Ombudsman (FTO) is a quasi-judicial forum which was created under the
Establishment of Federal Tax ombudsman Ordinance (No XXXV) of 2000 dated August 11, 2000, with the
objective to provide cost free and expeditious complaint redressal system against unfair and arbitrary
treatment of taxpayers by tax functionaries of the Revenue Division/Federal Board of Revenue including

their field formations

The FTO Secretariat comprises its Headquarters at Islamabad and Regional offices at Karachi, Lahore,
Peshawar, Faisalabad, Multan, Gujranwala, Quetta, Sargodha, Abbottabad, Sukkur, Sialkot, Hyderabad

and Mianwali.
Since its inception, the following persons served as Federal Tax Ombudsmen:
e Mr.Justice (R) Saleem Akhtar (19.09.2000 to 18.09.2004)
e Mr.Justice (R) Munir A. Sheikh (08.12.2004 to 07.12.2008)
e Dr. Muhammad Shoaib Suddle (03.06.2009 to 10.07.2013)
*  Mr. Abdur Rauf Chaudhry (10.07.2013 to 07.09.2017)
* Mr. Mushtaq Ahmad Sukhera (08.09.2017to 29.09.2021)

* Dr.AsifMahmoodJah (30.09.2021 till to date)

Other Ombudsman Institutions in Pakistan include Wafaqi Mohtasib (Omb ), Federal Insurance

Ombudsman, Federal Ombudsperson for Protection Against Harassment of Wo t Workplaces, Banking
ib Pakistan, Provincial Ombudsmen for Protection Against Harassme

tasibs; Punjab, Sindh, Khyber Pakhtunkhuwa and Balochist

omen at Workplaces;
Ombudsman of Azad

All these Omb an institutions collaborate their activities through Foru akistan Ombudsmen
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%} //afflllatlon with Asian Ombudsman Association (AOA), International Ombudsman
nstltute 101 and Or amzatlon oflslamic Countries Ombudsman Association (OICOA), Current Federal Tax

% /////// /hm)od Jah is also the President of the Forum of Pakistan Ombu dsmen.
/ Comparative Statement

Tax Ombudsman-Wise Institution & Disposal of Complaints

The following chart is showing significant increase in number of complaints received and disposed of in the
tenure of the incumbent FTO Vis-a-vis his predecessors. The comparative analysis of the latest tenure (30-

09-2021 ~ to date) with the preceding period (08-09-2017 ~ 29-09-2021) shows that the complaints

\\\\\\\\\\\\\\\\\

received have been increased by 169% and disposal of the complaints increased by 172%. It may be noted
that the data of current incumbent FTO covers a period of three years whereas, the data of other ombudsmen

covers full term of 4 years.

| ¢ Tenure Start Duration End Institution Disposal
1 | 1st 19-09-2000 18-09-2004 6094 5760
"2 | 2nd 18-12-2004 07-12-2008 6260 6127
3 | 3d 03-06-2009 10-07-2013 6284 6206
4 | 4th 10-07-2013 07-09-2017 7708 7753
"5 | 5th 08-09-2017 29-09-2021 10772 10482
6 | 6th(to date) 30-09-2021 till date 28950 28544
| TOTAL 66068 64872

FOO000

o Wit
4

/
S0000
7753 11}413/ / 28950
20000
5760 6127 6206 —

10000 — - — 10772

o ¢ 0094 6260 284 7708 -

1st Tenure Znd Tenure 3rd Tenure ath Tenure 5th Tenure gth Tenure
=fp=]nstitution =f=Disposal
0000000000
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Dr. Asif Mahmood Jab
(Hilal-i-Imtiaz) (Sitara-i-Imtiaz)
(29.09.2021 to date)

Mr. Justice (R) Saleem Akhtar Mr. Justice (R) Munir A, Sheikh Dr. Muhammad Shoaib Suddle,
L (19.09.2000 to 18.09.2004) ) L (08.12.2004 to 07.12.2008) ) L (03.06.2009 to 10.07.2013

Mr. Abdur Rauf Chaudhry

(10.07.2013 to 07.09.2017)
\ J

Mr. Mushtaq Ahmed Sukhera
(08.09.2017 to 29.09.2021)
N
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!

Mr. Almas Ali Jovindah
Advisor (Legal, Advisor Media
Head Overseas Pakistanis
Grievances Redressal Cell)

FTO Secretariat

Mr. Khalid Javed
Registrar
FTO Secretariat, Islamabad

J
/ /)
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(7
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The Federal Tax Ombudsman (FTO) headquarters features a state-of-the-art co
petitions are heard, presided over by the Honorable FTO. This courtroom bo

connectivity with all regional FTO centers, enabling seamless communication.

where review

Iting-edge digital

Complainants and respondents from anywhere in the world can join proceedi
facilitating local & global participation. This robust adjudication process haj
complaints at the FTO Secretariat.

la a secure Zoom link,

ificantly expedited the
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Executive Summary

n order to protect thg basic rights of citizens of Pakistan, the Constitution of P gk stan, 1973 provides
Fundamental Rights which are inviolable save in accordance with law. The main djective to provide for
Fundamental Rights inthe Constitution is to discourage illegal and discrimin atory actions against
citizens in all forms and manifestations. In line with the Constitution, the Feder 3] Tax Ombudsman
Ordinance, 2000 provides protection to taxpayers, in specific, against maladministration of Federal Revenue
Division or tax functionaries under Section 2 (3) of the Ordinance.

The Annual Report, 2024 highlights performance of the Federal Tax Ombudsman during the calendar year 2024. It
gives a critical evaluation of performance parameters focusing particularly on the number of complaints registered,
their disposal and implementation status of recommendations of the FTO. The chapters 1 and 2 contain a
comparat@e  alysis of Peffrmance viz-a-viz year 2024 and 2023. Besides, this Annual Report also enlists
innovative measures taken during the year 2024 in order to facilitate taxpayers/public to file complaints against
maladministration of functionaries of the Revenue Division (Federal Board of Revenue). A state-of-the-artautomated
Complaint Management Information System (CMIS)has been introduced for the aforementioned purpose.

ANANNANNNNNNNANNNNNNNNNNN

The chapter 3 enlists President's orders upholding findings/recommendations made by the Federal Tax
Ombudsman. The issues, findings and recommendations have been highlighted as the same have attained finality
after confirmation by the President. Similarly, chapter 4 contains some of the land mark findings and recommenda-
tions made by the FTO on complaints filed by the aggrieved taxpayers. In addition, chapter 5 highlights complaints
investigated under own motion. Such complaints primarily relate to systemic issues and inconsistences found in
law and procedure and carry specific recommendations for retrieval ofloss or corrective action. Chapter 6 con-
tains circular issued by FBR. Chapter 7 contains informal resolution cases & Chapter 8 has various studies made.

The subsequent chapter from 9 to 11 have been dedicated to Public Outreach Program which highlight
efforts of the Hon'ble FTO on national and international level. In addition, they also highlight awareness
companies run by the learned Advisors and honorary Advisors increasing awareness among taxpayers and
public at large about the objectives, functions and utility of the institution of FTO including cost-free speedy
justice to the complainants. Overseas Pakistani are invaluable asset of Pakistan. Therefore, nine honorary
Advisors have also been appointed abroad to facilitate the overseas Pakistanis in filing complaints against
FBR, should they face any difficulty/problem while interacting with FBR and keen to register complaint with
FTO Office. A specialized Cell has been established in FTO Secretariat, Islamabad dedicated to guide and
attend complaints from overseas Pakistanis against Maladministration of FBR.

A special chapter 13 Iys been dedicated to highlight activities conducted for engagement of the youth from
accredited colleges and yniversities both from public and private sectors. The hallmark of the said activities
is initiation of youth inernship program whereby, the law graduates are offered internship of two months to
give them insight into the working of the institution of the Federal Tax Ombudsman. Well-structured
schedule of activities has heen chalked out for the said interns at this institution. The facility for joining the
internship through rem gte program is also offered to the distant candidates of universities and colleges so
that they could also avaj] the opportunity to complete their internship with this origination. A novel
phenomenon occurred p the year under reference. Interns appointed in the FTO Secretariat from
universities and colleges sjgnificantly contributed in this robust campaign of Outreach Program. The report
also covers events orgapized under the auspices the Forum of Pakistan Ombudsman (FPO) which represents
14 Federal and Provinciy] Ombudspersons. Separate chapters have been dedicated to institution building,
publication and acknowl edgement letters. At the end, a pictorial gallery has been added to the report to
highlight events condu ¢ted by this organization during the year at different locations. An Urdu portion,
highlighting activities ofyyrinstitution, also forms an integral part of this report.

+ 000000000+
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Performance Highlights

Highlights of performance of the office of Federal Tax Ombudsman during 2024, with comparison to

previous years are given as under:

Overview of the Year

Yeal 2021 2022 2023 2024
Regular Complaints 2816 5752 7561 11791
Fresh Own motion Cases 217 98 149
Inspections 00 00 03
Reference Cases 01 03 01 143
Informal 04 627 36 1540
Total 3038 6480 13506
Gy rry Forward Complaints 305 422 969
G rry Forward Own Motion Cases 28 89 122
3371 6991 3 14597
ases Disposed of 2867 6106 12742
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% 14000 ?
Z 12000 -
% 10000 / 8076
S
4 6000 /
/ 3038
4000 A
2000 ~
U T T T 1
2021 2022 2023 2024
B Total Institution (fresh complaints)
Fresh Institution in 2024 (including Review cases)
Regular oM Informal = Inspection Reference Review Total
Cases Cases Cases
11791 32 1540 0 143 266 13772
Disposal in 2024 (including Review cases) ‘
‘ Carry Forward ‘ Fresh ‘ Keview ‘
| 1043 | 11699 | 172 | 914

Complaints Disposal (last four years) '
06
¢\

Year Total al
2021 28[.
2022 61
WA 2023 81
V2024 I 129

A N
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% 12000 - - SN
% 10000 - 8128
% 8000 / 6106
4 6000 /
2867
4000 /
2000 -
ﬂ | I I !
2021 2022 2023 2024
B Year-wise Disposal of complaints
Recommendations Challenged Ratio
. sageof
Year Challenged in Total Recommendations
Review Representation challenged
2021 77 234 311 10.85%
2022 208 461 669 10.95%
2023 192 336 528 06.49%
2024 266 1030 1296 10.03%‘
1200 ey 1020
1000 5//
800 -
500 _/ 461
400 _/ 234 208 192 336 266
200 IR
' n T T T 1
2021 2022 2023 2024
B Challenged in Review B Challenged in Representation

| | = A
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//Percentage of Recommendations Challenged

/ 12.00% \
% 10.00% N e— 10.03% §
% &
% 3.00%
% 6.00%
% 4.00%
7
2.008%4
0.00% | | T 1
2021 2022 2023 2024
—4=0page of Recommendations challenged
Recommendations Implemented
Year Cases requiring implementation Recommendations implemented
2021 2539 2238
2022 3262 2391
2023 5704 5366
2024 7747 6318
y Y
8000 -/
7000 _/ - 6318
6000 _/ 5366
5000 -/
4000 = 3262
2539 2391
3000 - 2238
2000 A
1000 -
' u T T T 1
2021 2022 2023 2024
B Cases requiring implementation ® Recommendations implemented
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Relief provided to Complainants

Amount Refunded (in Rs. Millions)

d

2021 8499.11
% 2022 7081.04
% 2023 17742.16
% 2024 22793.00

2021
2022
2023
2024

Average time taken for Disposal of Complaints

The FTO Ordinance 2000, provides a time limit of 60 days for disposal of a complaint. FTO
dispose of complaints in a shortest possible period. Time taken for disposal of a complaj ed from

the date of registration of a complaint in the FTO office and includes the time taken:
. bythe FBRand its field offices for filing of reply/comments;
. by the complainant in case of filing a rejoinder;

. referring the rejoinder to the FBR for further comments;

edings, includes hearings and investigations;
appraisal of Findings/Recommendations;and

. approval commendations.
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omparative statement o f average time taken for disposal of complaints is given in Table below:

/ / Year i Average time taken for disposal of complaints
//% Working days

_
_ ~______m 41.06
Z,/////////ﬂozz 34.39

/7 2023 30.91
4 2024 34.11

/ 34.39 34.11
40 - 30.91

2021 2022 2023 2024

B Working days
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Own Motion Cases

o

Total Disposal
245 162
187 133
203 70
154 134
245
250 203
187
200 162 154
133
150 134
100 70
50
ﬂ I I I
2021 2022 2023 2024
B Total mDisposal
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2021 74
2022 88
2023 113
2024 251

300 /

250 /

200 /

150 / 113

biti]
/ 74
100 -
50 -
n I I I I
2021 2022 2023 2024
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Details of The Performance

The following key performance indicators showcase the accomplishments of the Federal Tax Ombudsman

Office in 2024, alongside comparative data from previous years.

Statistical Data with Analysis on FTO Performance

In 2024, the office of FTO maintained its commitment to benchmarking in order to enhance service
delivery. The detail of the office's performance, accompanied bya concise analysis is as under:

Tax- wise number and Percentage of Fresh Complaints

The tax-related distribution of total fresh complaints, along with their respective percentages, is presented
in Table-1 below. This table reveals that complaints pertaining to Income Tax constitute the largest share

accounting for approximately 58.28%, which exceeds the total of all other tax categories combin.

TABLE-1

Tax No. of Complaints
Income Tax 7872

Sales Tax 2080

Customs Duty 3375

32
FIO 147
Total 13506
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FE Duty 32 147 FIO

Income Tax
2080 f82
CalesTax

mincomeTax MWSalesTax o Customs Duty ®mFED Duty mFIO

The following tables, that is, Table-2 to Table-5, illustrate the various types of complaints submitted within

the categories oflncome Tax, Sales Tax, Customs Duties and Federal Excise Duties for the year 2024.

TABLE-2 (Income Tax)

Nature of Complaint (Maladministration ) ‘ No. of Complaints %age
Refund related complaints | 4510 | 57.29
issues in orders, service of notices etc. 906 29.62
Unnecessary notices 124 1.57
Others 2332 11.50
Total 7872 10

TABLE-3 (Sales Tax)

Nature of Complaint (Maladministration ) No. of Compl

Refund related complaints

issues in orders, service of notices, registration etc.

ry notices

|| 0l

Others

Total
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/// TABLE-4 (Customs Duty)
o~

Zﬁature of Complaint (Maladministration ) No. of Complaints
//flgﬂlpgl;glgt/eg co mplaints 2585
/ ~smuggling and auction matters etc. 670

7 ﬁﬁﬁeﬁégsﬁfy/notlces 31

“Others~ 89

~Total_~ 3375

//// TABLE-5 (Federal Excise Duty)

Nature of Complaint No. of Complaints %age
Refund related complaints 11 34.30
Maladministration; issues in order, service of notices 14 43.75
etc.
Unnecessary notices 0 0
Others 21.87
Total 32 100

Category-wise Disposal of Complaints

In the reporting year 2024, a total of 11,791 complaints were received, along with 969 complaints that
were carried over from the previous year. Additionally, 32 cases were initiated through own motion, and 122
cases were carried over from the previous year in the categories of own motion and inspection cases.
Accordingly, a total of 14,597 complaints and cases, 12,742 were resolved either during the initial stage of

investigation or following the completion of the investigation. A detailed breakdown in this regard is

provided in Table-6 below:

TABLE-6
Type of Complaints Own motion
Tax Fresh Carry forward Fresh  Carry forward
IT 7848 540 24 112
ST 2076 231 04 01
cus 3371 192 04 09
FED 32 05 00 00
01 00 | 00
969 32| 122

11
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egionswi se Distribution of Complaints/ Cases and DisposaN
2 N

ion-wise distribution of cases dealt (fresh receipts, carried forward and own motion) is given in the\

v NN

1

TABLE-7
i Total complaints/ cases Disposal
‘ 1614 1424
2278 2126

Lahore 2879 2442
Peshawar 671 537
Quetta 1111 983
Faisalabad 709 587
Multan 1520 1431
Gujranwala 1027 809
Sialkot 1588 1386
Hub 1 01
Abbottabad 173 129
Sukkur 168 143
Sargodha 259 230
Hyderabad 344 328
Mianwali 255 186
Total 14597 12742

Breakup of Findings/ Recommendations Challenged (Agency & Tax payer)

Table-8 below provides breakup of Representations and Review petitions filed by the Agency & Ta
during2021and2024:

TABLE-8

\
Representations otal

Review petitions
Applicant

2021 1 2022 2023 2024 2021 @ 2022 - 2023 2024 20
FBR 178 403 209 968 7 46 42 45 1.449 284 1013

56 58 ‘ 94 ’ 62 70 162 135 221 220 244 283
461 336 ‘ 899 77 208 192 266 3 669 528 1296
A §

0221 2023 = 2024
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cceptance/Rejection Ratio of Representations

Ratio ofacce tanylﬁction of Representations decided by Honorable President of Pakistan during 2021,
/////////%// ///_ : .

~ 2022,2023and 2024 s given in Table-9:

% Table-9

-

~

/

~

~

~

2 R _ 2021 2022 2023 2024

7 epresentations  Fpga) Yoage Total %age | Total %age | Total | %age

Z o

Z Accepted 23 3.77% 10 2.86% 35 9.23% 7 1.18%
Rejected 554 | 90.82% | 323 | 92.55% | 326 | 86.01% | 545 | 92.06%
Modified 26 4.26% 10 2.86% 2 0.52% 23 | 3.88%
Withdrawn 07 1.15% 06 1.71% 16 4.22% 17 | 2.87%
Total 610 | 100% 349 | 100% | 379 100% | 592 | 100%

Acceptance/rejection Ratio of Review Petitions

Acceptance/rejection status of Review petitions decided by the Federal Tax Ombudsman during 2021,
2022, 2023 &2024is shown below in Table-10, below:

TABLE-10
, - 2021 2022 2023 2024

Review Petitions

Total | %age | Total %age | Total | %age
Accepted 11 15.49 57 34.75 67 28.03
Rejected 53 74.65 87 53.04 | 148 | 61.92
Withdrawn 7 9.86 18 10.97 17 7.11
Modified 00 00 02 1.21 07 2.92

Total 71 100 164 100 239 100

11
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Refund/Duty Drawback

__

e FTO has < ignificantly contributed in accelerating the resolution of defyed refund and du
0 . ve ¥
/ b/ac -9]llustetes the quantity of refund and duty drawback cases, alongwith the total amount

cases. T;
% {;),b/m"seé/j%i/czﬁ%l ants over the past four years based on the recommendations made by the FTO.
Z TABLE-11
Z
-
~
7
7 No. of Refunds/Duty Amount of Refund
g Year Drawback Claims (in Rs. Millions)
- 2021 | 822 | 8499.11
2022 | 1381 | 7081.04
2023 | 1982 | 17742.16
2024 | 4066 | 22793.00
25000
/. 22793.00
20000
1774216
15000 /
10000 8499.11
—/
7081.04
5000
1982 —t 3379
822 1381 —
-— -
0
2021 2022 2023 2024
=4==No. of Refunds/Duty Drawback Claims == Amount of Refund
(Rs. in Millions)
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Presidential Orders on
Representations

If unhappy with the findings & recommendations made by the Federal Tax Ombudsman, one can make a
Representation to the President of Pakistan as provided in Section 32 of FTO Ordinance. In 2024, the FTO
made decisions on 12,742 complaints, but only 1,030 of those decisions were challenged in representations
to the President. The President decided 592 representations, including some carried over from 2023, and
uphold decisions of the FTO in 545 cases (92.06%).

Release of Cobalt Radiation Machine for the Cancer Patients
(Representation No. 44/FT0/2024 dated 04.03.2024)

The Hon'ble President has upheld the decision of the Federal Tax Ombudsman (FTO)
Collector of Customs, Lahore, to get a cobalt radiation machine released within seven

crucial for the treatment of cancer patients, had been held by the terminal operator sin 023 duetoa

dispute over additional warehouse charges.

Despite the Customs authorities issuing a Delay and Detention Certificate (DDC) e these charges, the

terminal operator refused to release the equipment without receiving a hefty p . This delay severely
impacted public hospitals, as the machine is the only available cobalt-60 sourc, ancer treatment in the
public sector. While confirming the order, the President expressed deep regret he situation, criticizing

ata for what he described as an exploitative approach that lacks c sion and causes undue

e relying on public healthcare. He highlighted the sensitive n f the equipment and its
ing cancer patients.

s brought to light by the CEO of Mayo Hospital Lahore, w

11
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TO againstthe Coll{{/r/ate of Customs atAllama Igbal International Airport (AIIAP), L ghore. The complaint

PP PP PP PP PP PP .
f the terminal operator to honor the DDC and release the i i
% }y}})re/t /e/%) p machine, despite the
p

ospital's inabili/ty ay tle outstanding charges due to a lack of funds.

top
//{ lo/vgn//tﬁgco/n{/aﬁt, the FTO intervened, instructing the Collector of Customs at AIIAP to coordinate
%

Wfé/hgtééﬁ/a]/op/er/gmr for the machine's immediate release. However, the terminal operator challenged

this decision by f]hng a representation with the Hon'ble President.

\

Upon reviewing the cas ¢, the Hon'ble President upheld the FTO's decision, stating that the terminal
operator had violated the provisions of the Customs Act 1969 by not honoring the DDC. He emphasized that
under Section 14-A of the Act, failing to entertain a DDC could result in a penalty of up to five hundred

ANAANNNNNNNNNNNNNN

thousand rupees. The Hon’ ble President stressed that the provisions of the Act are mandatory and must be
strictly followed.

In his directive, the Hon'ble President ordered the Collector of Customs at AITAP to ensure the release of the
machine within seven days. He also called for the initiation of necessary legal proceedings in case of non-

compliance, underscoring the need for strict adherence to the law in matters affecting public welfare.

Treating Manual Filers of the Income Tax Return at par with the Electronic Filers

(Representation No. 276/FT0Q/2023 dated 04.03.2024)
President of Pakistan has ruled that thefilers of income tax returns manually would now be able to enjoy all

the tax benefits of taxpayers who are filing returns electronically. This very important ruling of the Hon'ble
President has given equal tax treatment to filers of returns manually or electronically in terms of tax benefits.

The Hon'ble President has also warned the Federal Board of Revenue (FBR) that Federal Tax Ombudsman
(FTO) has the lawful powers under the FTO Ordinance, 2000 to direct the Agency to take steps to avert and
rectify maladministration. While rejecting a representation filed by the FBR against an order of the FTO, the
Hon'ble President stated that a statutory body is duty bound under the law to perform its functions/ duties in
accordance with law. There is, thus, no valid justification to interfere with the order ofthe FTO.

In the original order the FTO ordered the FBR to adopt some mechanisms and put in place standing
operating procedure (SOP) to ensure that all (Manual) filers of income tax returns for the latest tax year are
active as per ATL issued by the FBR.

Despite the FBR's responsibility to ensure fair and equitable taxation for all citizens, it has
manual filers of tax returns have illegally been discriminated against electronically filed
to cater to the specific needs of this vulnerable segment of the taxpayer comm
criticism from various quarters. A categorical written intimation/ informatio ding the blatant
taxpayers from the
s deemed/ treated the
manually filed income tax return as"inactive," despite it being filed within the ti cified by law.

violation of Rule 73 of Income Tax Rules 2002 by FBR and the illegal exclusion
ATL database, was moved but all in vain. The FBR, in direct violation of Rule

should implement substantial measures to rectify these shortcomings a es. This would benefit

blic and other individuals or taxpayers who experience such inju , even though they have

filed their
ensure that all

put in place an SOP to
List (ATL) issued by

. The recommendations of FTO "to adopt some mechanis

ofreturns for the latest tax year are active as per Active Ta
rmed by the Hon'ble President.

11
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ressing the Excessive Taxation in Electricity Bill g

e } O{P)a }i/tanhas granted its validation to verdict of Federal Tax Ombu dsman (FTO) where it
e

Federal Board of Revenue (FBR) for addressing excessive taxation on electricity bills. The

//R’epresentation No. 276/FTO/2023 dated: 04.03.2024)

was directed to t
FTO’s recommendations for formation of a committee by the FBR to address excessive taxation on electricity

bills, has received validation from the Hon'ble President of Pakistan. This decision follows the rejection of
twenty representations filed by the FBR challenging the FTO's orders.

Under Section 10(1) of the Federal Tax Ombudsman Ordinance, 2000, complaints were lodged by
individuals, predomjnant]ylow-income earners, contesting the withholding of Income Tax and Sales Tax on
their electricity bills Desp ite their earnings falling below the taxable income threshold, they were subjected
to various taxes, prompting them to seek recourse through the FTO.

The FTO's investigation revealed a uniform imposition of Electricity Duty (ED) on consumers, regardless of
income levels, exacerbating the financial burden on taxpayers. Furthermore, discrepancies were noted in the
timely remittance of ED to provincial energy departments, with instances of misuse and misallocation of
collected funds. Of particular concern was the absence of clarity regarding the legal status of ED collection by
distribution companies, raising questions about the legitimacy of associated taxes levied by the FBR.
Additionally, revelations of cross-provincial discrepancies and outstanding dues highlighted systemic
deficiencies in the taxation framework.

To address these issues, the FTO recommended the establishment of a committee comprising members
from relevant departments, including LTO, LESCO, and Punjab Energy Department. This committee would
devise strategies to review the entire ED regime and associated taxes, aiming to provide relief to ordinary
consumers and taxpayers.

The president's decision to uphold the FTO's directive underscores the imperative of addressing the unjust
taxation burden on citizens. It emphasizes the need for collaborative efforts among stakeholders to
reformulate taxation policies, ensuring fairness and alleviating the financial strain on taxpayers.

Elimination of the Fake/Flying Sales Tax Invoices

(Representation No. 286/FT0O/2023 dated: 15.08.2024)
Hon'ble President Asif Ali Zardari has upheld the Federal Tax Ombudsman's (FTO) direct
Board of Revenue (FBR) to constitute a team of sales tax/IT experts to implement ed system to
eliminate the menace of fake/flying sales tax invoices causing multi billions loss and e the chain audit
till the end. President Zardari has endorsed the order of the FTO against the multi sales tax fraud due
to issuance of flying and fake sales tax invoices and constitution of a team of sales experts to implement
an IT based system to eliminate the tax fraud. The case has been argued by Lahor tax lawyer against the

gang of fraudsters comprising FBR officers, lawyers, Chartered Accountant and riminals.

order stated that complaint was filed against FBR, regarding iss of fake/flying sales tax

sing Complainant's STRN and other particulars. The neglect, 1 tion and inefficiency in

timely detect misuse of STRN for a long time and thus allowing evasi sales tax to enormous

nt Asif Ali Zardari has upheld the Federal Tax Ombudsma

11
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venue (FBR) to constitute a team of sales tax/IT experts to im plement an IT based

/F}/?/B

r
Stem to eliminate tgm,enace of fake/ﬂylng sales tax invoices causmg multi billions 1pss and Comp]ete the

///// /
Wee
Tax Relief for the Students of Arts Councils

(Representation No. 217 to 357 /FT0/2024 dated: 15.08.2024)
The Hon’ble President h as upheld the Federal Tax Ombudsman's (FTO) decision to grant tax relief to
thousands of students af filiated with the Punjab Council of Arts and Culture. This decision addresses
longstanding complaints ab out excessive tax deductions from payments made to students participating in

\\\\\\\\\\\\\\\\\

arts and cultural events. The President, in his order, emphasized the legal correctness of the FTO's decision
and observed that the withholding tax is to be deducted under Section 153(1)(b) and not under Section 156
of the ordinance of 2001while making payment to them.

The controversy began when hundreds of complaints were filed with the Federal Tax Ombudsman. These
complaints, primarily from students of arts and music across various academies, were about the withholding
tax deductions from the payment they received for participating in events organized by the Punjab Council of
Arts and Culture, Lahore. The deductions at the rate of 20% for filers and 40% for non-filers, imposed a
significant financial burden on the students. The Regional Tax Officer (RTO) had argued that these payments
constituted prize money and were subjectto taxation under Section 156 of the Income Tax Ordinance, 2001.
However, the Punjab Council of Arts and Culture clarified that the payments were honoraria or participation
fees, not prize money as suggested by the tax authorities.

Upon reviewing the relevant laws, the FTO concluded that Section 156, which pertains to prizes and
winnings such as those from lotteries or raffles, did not apply to the payments in question. Instead, these
payments were for services rendered and fell under Section 153(1)(b) of the Income Tax Ordinance, 2001.
The FTO found that the excessive taxation under Section 156 was unjustified and falls under
maladministration. Following the FTO's findings, instructions were issued to the Federal Board of Revenue
(FBR) to direct the Punjab Council not to apply Section 156 inappropriately. Instead, tax deductions, where

applicable, should be made under Sect on 153(1)(b), w th no w thhold ng of tax for payments below th r
thousand Rupees in aggregate duringa financial year.

This ruling has provide d much-needed relief to the students, ensuring that tax laws are a
and fairly, particularly for those in financially vulnerable positions. The President’s dismj
Board of Revenue's repre sentations further solidifies this decision.

ied correctly
the Federal

%
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FTO's Land Mark
Recommendations

The judgments of any legal fora are a testament to the justice served to those who have been wronged. In
this spirit, the Federal Tax Ombudsman made significant strides in 2024, resolving a remarkable
unprecedented number of cases. These recommendations underscore the FTO's dedication to creating a fair

and efficient tax system in Pakistan.

The filing of Fake Export Goods Declarations

(Complaint No. 642/ISB/CUST /2024 dated:05.04.2024)
The complainant repeatedly informed the FBR, PRAL, and !&I-Customs through calls and emails re

fake export Goods Declarations (GDs) being filed against his name. Despite his reques
information was provided about the persons involved, and no action was taken against

The complainant claimed he had not exported anything from Pakistan but was bein o accept fake

GDs in his monthly sales tax returns. Ifhe refused to claim these GDs, the departme not allow him to
submit his returns. The complainant sought directions for the department to in e, remove the fake

G Ds, and take action against those involved.
The complaint involved the misuse of the complainant's Unique User Identific UID) by someone else.
f UIDs for the disputed

ollectorate of Customs,

Section 155F of the Customs Act, 1969, the appropriate action. The issu

r the Collectorate of Customs Appraisement (East), Karachi, an

Islamabad. plainant's National Tax Number (NTN), showed fake exp s while filing sales tax

returns.

11
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- rti to explain why th lainant's NT -
e e W i
I
/ detatls,

erecthe digit "0" was removed from the start of the original NTN, leading to the misuse of

hipment detai
/ o ///,%/“} 7 .
/}he complainant’s NTNﬁ‘he company stated that the error occurred during the upload of data to the WeBOC

Sgéﬁ,/w/h/e{e/féf/lq/ﬂqs were similar. The removal of the initial "0" led to the system fetching the

complainant’s NTN by miseke.

The investigation revealed that the complainant's NTN had been misused due to an unintentional data
entry error. Despite this, the department failed to rectify the issue or take corrective action, constituting
maladministration underSection 2(3) of the FTO Ordinance, 2000. The Chief (F&C) Customs, FBR was

recommen ¢ do issue an alert to all concerned field formations of Customs to identify and rectify on

ANANNNNNNNNNNNNNN

priority basis the internal misuse of unique user identifier, CNICs, and NTNs of the non-relevant taxpayer
while filing of GDs by various importers/exporters through the PSW/WeBOC system. It was further
directed to the Collector of Customs, JIAP, Karachi, to black list the relevant exporting companies and
initiate proceedings under Sections 155F and 156(1) of the Customs Act, 1969, after giving them show
cause notice and opportunity of being head, as per law.It was further recommended to the concerned
Commissioner IRS and Collector, Collectorate of Customs (JIAP), to resolve the complainant's contention
and permit him after rectification of NTN to file his sales tax returns which were affected due to misuse of
his CNIC and NTN.

Complaint on issuing delayed show cause

The Federal Tax Ombudsman (FTO) has held that reissuing of show-cause notices after 19 years without
incriminating evidence would be a blatant violation of the law and previous orders. In a landmark case, the
FTO decided the matter in favor of a commercial importer/exporter who had been embroiled in a nearly two-
decade-long dispute with tax authorities. The dispute centered on the importer's refund claims for zero-
rated supplies, which were repeatedly delayed and obstructed by tax authorities. The tax authorities
proceeded against the importer alleging him of using fake/flying invoices while the taxpayer tried hi
best to satisfying authorities

The importer approached the office of the FTO and filed a complaint against the aut
show-cause notice to him (claimant/importer) in the matter which remained unre
decades with series/rounds oflitigations, even in presence of order in his favour een duly passed
by the Commissioner (Appeal), and the Department neither filed second appe anctioned him the
refund amount.

The FTO maintained that the case of the Complainant had been mishandled b the department due to

rapid changes in the jurisdiction and transfer/posting of the officers from one to another. Situation of

other than to give effect
e Commissioner Appeals, as the same (order) had attain ality and department's

representation the Hon'ble Presidentagainstthe FTO order had also been ed.
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efund of Paid bid amount in Customs Auction

Complaint No.1874/ISB/CUST/2023 dated 21.05.2024)
//I}he 9 Ep/a}n/t /w/a} }1/1?(1 for not allowing refund of bid amount paid by the Compl 3 nant as a successful
bid/er after auction p’roceedings. The Complainant applied for refund of auctio n proceeds but the
application was turned down by the department vide letter dated 20.03.2023. The Complainant has
prayed that the directions be issued to the Department to refund the proceeds amount to the Complainant,
inlightof CGO5/2018 dated 24.05.2018.

Details of the case are that the subject vehicle was put to auction on 07.06.2018 and sold to highest bidder

i.e. the Complainant. After payment of all dues, the Complainant got the vehicle on 20.06.2018. The

ANAANANNNNNNNNNNNN

Complainant was required to register the vehicle within 60 days of the issuance of Auction Certificate dated
20.06.2018, which hefailed to do.

After a period of four years, on 29.08.2022, a request for refund of the payment was received from the
Complainant stating that the vehicle found tampered in the lab report conducted by Forensic Science
Laboratory, Capital Territory Police Islamabad.

The legal and factual position reflects that the Complainant has made unprecedented delay spanning over
almost four years to get the vehicle registered. After such a considerable lapse of time, no maladministration
can be attributed to the department. However, in order to ensure a fair treatment to the Complainant and
avoid such happenings in future, the Director General Intelligence & Investigation - Customs, FBR was
recommended to instruct Director, Intelligence & Investigation - Customs, Rawalpindi to personally review
the entire case and pass a speaking order on the refund issue, as per law, and after providing the complainant
an adequate opportunity of being herd. The Member Customs (Operations), FBR was also directed to devise
and disseminate to all Customs field formations a comprehensive SOP regarding lab test of the auctioned
vehicle by the successful bidder in a specified number of days after delivery of the vehicle in order to avoid

such happenings in future.

Bogus Sales Tax Input Adjustments
(Complaint No. 2800/KHI/ST/2024 dated: 03.10.2024)

The complaint was filed againstthe Commissioner Zone-III, RTO-11 Karachi in terms o
Federal Tax Ombudsman Ordinance, 2000 (FTO Ordinance) for accusing the com
Fraud' declaring transaction of Rs. 81.434 billion with the impact of GST amou
against 'Null' sales tax returns filed for tax periods September 2023 to January
blacklisting of STRN of the Complainant by the Commissionervide order dated 2

Briefly, the complainant is an individual, retired Armed Forces personnel,
n 20.08.2010. As per the complaint, the Commissioner Zone-III, RT
3.2024 blacklisted the Sales Tax Registration (STRN) of the
es tax returns for tax periods September 2023 to Janua
434 billion having GST of Rs.14.658 billion. The Complat

11

t himself registered in

Karachi vide an exparte

lainant due to filing of
Annexure C and declaring bogus

supplies worth R rther alleged that the
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T s blackli ithout proper service of any show cause notice (SCN) or suspension order. The pre-
o
o’

ension notice; $us enipn order, and SCN were either received after the due date through UMS or not
received at all to date; hence this complaint is for conducting an inquiry against imposter/fraudster/cyber-

//}y/ﬁ/{{ {n/is/éﬁ/ﬁ%f the complainant and a directive to the Commissioner fo r cancellation of the
'

ool .
blacklisting order and all other subsequent proceedings.

Meanwhile, the FTO investigation revealed a complex web of fraudulent activities orchestrated by a
cybercrime gang. The criminals reportedly exploited dormant taxpayer identities accessed from the FBR
website, allegedly in connivance with current and former PRAL and FBR officials, to file bogus transactions

without actual movement of goods or financial transactions as mandated by law. This fraud was initiated by
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filing€ Annexure C ins g]es tax returns, declaring fictitious supplies worth Rs. 81.434 billion with a GST impact
ofRs.14.658 billion.

The FTO identified two buyers as part of the scheme, who claimed substantial input tax credits against
these fictitious supplies. Both had previously filed "NULL" returns but suddenly claimed large input taxes
without the physical movement of goods or banking transactions. Moreover, the investigation also
highlighted procedural failures within the tax administration that allowed such fraudulent activities to occur
unchecked. The lack of timely response to deregistration applications contributed significantly to enabling
this massive tax fraud.

FTO observed that the failure to provide the security and protection of the Complainant's User 1D/
Password and sanctity of the taxpayers' confidential data from misuse /hacking leading to a tax fraud case
worth Rs. 14.658 billion on behalf of the complainant causing administrative excesses tantamount to
maladministration under section 2(3)(i)(a)(b)(c) & (ii) of FTO Ordinance. The Chief Commissioners-IR, LTO
& CTO, Lahore and RTO, Faisalabad were recommended to ensure the initiation of legal proceedings for
conviction on merit in accordance with the law against the fraudulent companies.

Moreover, the Directorate General I & I-IR has been instructed to initiate a Fact-Finding Inquiry in order to
identity the cyber criminals including those present within PRAL and FBR. It was further recommended that

the Member IT, FBR tomake necessary correct on to ensure sanct ty of data.
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Own Motion
Investigations

Initiated by the FTO on it's own to combat maladministration of FBR, provided under Section 9(1) of the
FTO Ordinance, 2000. Own Motions are based on findings of a complaint under investigation with FTO or
Systematic inconsistencies reflected in media or reflected in research studies, FTO can initiate Own motion

and recommend reforms and system corrections.

Flaws in the Withholding Tax Regime in Case of Vehicles
(Own Motion No. 0060/0M/2022 dated: 13.06.2024)

The Federal Tax Ombudsman (FTO) detected serious flaws in withholding tax deduction on
of vehicles by individuals/businesses, depriving the buyers to claim tax credit of advance t em on
registration/ sales of such vehicles. The Federal Tax Ombudsman (FTO) has identified
process of withholding tax deduction on the purchase or lease of vehicles in Pakista as been causing
issues for both individuals and businesses. These flaws primarily arise from t advance tax under
Section 231B of the Income Tax Ordinance, 2001, is managed during the purchas gistration of vehicles,

particularly in cases where vehicles are leased through banks or leasing comp he advance tax under

on 231 B is collected at two points: by the provincial Excise & Taxation de nt upon registration and

turers at the time of vehicle manufacture. For leased vehicles, th withheld and deposited

in the name lessor (usually a bank or leasing company), although the less individual or business

that ultimately e vehicle) is the one who bears the financial burden of this
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/ %}} /t/o}r/th% ance tax paid under Section 2318 is often erroneously grangd to the lessor rather
i

see. This misallo cation prevents the lessee from claiming the tax credit against their annual tax
e Do

a
/ lﬁ)%ty, espite having pa d the tax. When the lessee goes to register the vehicle, theyare often charged the
/ oY 58 o . . .

advance tax again because the registration authority does not recognize the initial payment made in the name
of the lessor. This results in a situation where the lessee effectively pays the tax twice-once iglirectly through

the lessor and again directly during registration. The FBR (Federal Board of Revenue) has been advised to
implement a mechanism that ensures the advance tax under Section 2318 (3) is credited to the lessee's
account, who is the actual payer. Car manufacturers should be required to document the lessee's details and

issue certificates indicatingthe advance tax paid in the lessee's name. The registration authority should accept
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these certificates to avpid double taxation. A digital system should be developed to integrate data from

manufacturers,lessors, and registration authorities to verify tax payments and ensure accurate crediting.

These measures are aimed at correcting the systemic issues identified by the FTO and ensuring that the tax
burden and corresponding credits are accurately assigned to the correct parties, thereby preventing

financial discrepancies and unfair taxation practices.

Disposal of Confiscated Goods by Customs
(0002/0M/2024 Decision date 21.06.2024)

It was observed that large quantities of goods (like Currency, Gold, Silver, Precious Stones, Antiques, Arms &
Ammunition, Fire Crackers Narcotics, Cigarettes, liquor, banned Drugs, acetic anhydride, Medicines,
Chemicals, Obscene Films and Literature and other goods which are health/environmental or social hazards
or unfit for human consumption and are lying undisposed of country-wide in various Customs State
Warehouses. Sr. Nos.34, 36 & 36A of the Customs General Order (CGO) 12/2002 dated 15.06.2002 provides for
expeditious disposal of all such goods, the Customs authorities on one hand are not disposing these goods
under the relevant provisions of laws and rules thus leading to their pilferage and replacement. It was found
that a total number of 34511ots were pending un-disposed of at this point in time and according to the re

intimated by FBR, 555 lots are pending being under litigation at different legal/qusai judicial for

Evidently, non-application of the above mentioned provisions of Customs laws, proce
causing unnecessary delay in disposal of confiscated goods and reflects negligence and 4 cy on part of
the Customs Deptt, Directorate General of 1&I-Customs and FBR and is tantam maladministration

under Section 2(3)(i)(a)&(i1) of the FTC Ordinance, 2000.

The Member Customs (Ops) and Director General 1&1 Customs, FBR were reco ed to issue immediate

directions to the Collectors/Directors concerned to completely eliminate this h ndency and dispose of
such goods ripe for disposal/ destruction as the case may be, under levant provisions oflaw
30 days for fixation of

quasi-judicial fora to
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urdles Faced{ y the Taxpayers in Requests for Assigning Rightful Jurisdiction

(0023/0M/2024 Decision date 11.10.2024)
////////

\

An own motion investigation was initiated on account of lack of automated module on issues relating to

P27 2720 . L .
cﬁmge of jurisdiction creating hardships for taxpayers. While investigating various complaints, this office

has received a number of co mplaints wherein, the taxpayers had to face hardships while applying for change
in jurisdiction. However, when it comes to applying for change in jurisdiction from one field office to other
field office, the taxpayers have to submit manual applications which is time consuming as no online module

for applying change in jurisdiction is available in Iris. As per the prevailing procedure, on receipt of
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application, the Secretary (Jurisdiction) forwards the application to the concerned field office for issuance of
no objection certificate (NOC). This NOC certifies that no assessment or recovery proceedings are pending
againstthe applicant. The respective field formation takes a significant amount of time in issuing NOC as they
seek data manually from different branches of the field formation, despite the fact that such data is already

available in Iris system and then sends to FBR, who processes the case(s).

On the one hand, the issue of change in Jurisdiction keeps pending due to manual processing while on the other
the taxpayers have the liberty to challenge the jurisdiction against already initiated proceedings, if any, before the
assessing officer. Resultantly, the cases keep pending without any audit or recoveries. The Iris system should be

intelligent enough to check for any pending assessment and or recovery proceedings against a taxpayer.

It is surprising that no online module for applying change in jurisdiction electronically is available in Iris
and taxpayers are left atthe manual handling of tax officers/ officials. The applicants in many cases are even
unable to locate the status of their application for change in Jurisdiction. Resultantly, the cases of change in
Jurisdiction are kept pending for months as the concerned field office before issuing NOC, checks for audit
and recovery proceedings, if any. Moreover, it is also a matter of fact that the pending manual applications for
change in Jurisdiction are misplaced in record and are not easily traceable resulting in inordinate delay. This
apparently falls under the definition of Maladministration on account of inattention, delay, incompetence,
inefficiency and ineptitude in the administration or discharge of duties and responsibilities as define in
section 2(3)(ii) of the FTO Ordinance, 2000. The Board IT Wing filed written comments wherein
that Change Request Forms has already been developed and tested. The IT Wing further sta

Acceptance Test (UAT) will be arranged and the requirements of the system will be dev
August, 2024. During hearing, the DR stated that the UAT of relevant CRFs h
23.09.2024. The DR further stated that the UAT approval from the Domain Team
receiving of UAT approval, the development of CRF will be scheduled and process

completed on

1s awaited. After

The hardships faced by the taxpayers due to inordinate delay on account -availability of online

module for applying change of jurisdiction comes under the ambit of maladmi on. Currently, the issue
horities. The FBR was

roposed online module

cess for necessary changes in the system with the concerned Bo

direct the Member (Information & Technology) to implemen

for applying an cessing change of jurisdiction applications of the taxpayer
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1/€‘c0mmends FBR to Review NPOs Regulatory Regime
Own Motion No. 0080/0M/2022 dated: 01.12.2023

% /Twl }ﬁlaﬂs (FTO's) office has identified "significant gaps" in the non -profit organizations

NPOs) sector - including blatant tax evasion, non-filing of tax returns, withho]ding tax deduction
statements, and misuse of approval regimes. Own Motion Investigation was initiated in case of Non-Profit
Organizations (NP0O) on in cidence of inordinate delay, denial and delinquency while granting approval to
Non-Profit Organization an d subsequent evaluation of their performance by F8R for certifying to the effect
that such NPOs are perform h g transactions as per section 2(36) of the Income Tax Ordinance, 2001 read
with Income Tax Rules, 2002 in seeking approval from the concerned Commissioners IR to be recognized as
non-profit on the basis of a series of complaints filed by various NPOs. Allegedly, such practices created

unjust hurdles for law abiding NPOs.

Therefore, on receipt of a series of complaints, the FTO office, decided to review the whole statutory,
regulatory, and procedural regime covering NPO sector in Pakistan. The FTO office concluded that the whole
NPO regime needs a serious review by F8R's IR policy wing in the light of section 2(36) and section 100 of the
Income Tax Ordinance, 2001 read with rule 211 to 2208 of the Income Tax Rules, 2002 as no procedural
review was taken after grant of approval as NPO by F8R. Moreover, a review conducted in 2015 was not in
line with regulatory provisions in the absence of review committee. The issue of withholding by NPOs was
also discussed and F8R assured to conduct foolproof audit of withholding. F8R has been recommended to
constitute a committee for evaluating performance of NPO who must complete the review within 3 months
as provided under the law. It was further recommended to F8R's policy wing to review the overall regime of
NPOs to ensure complete compliance including performance review, withholding audit, filing of tax returns

and issuance of SOPs for granting NPO license.

The F8R was recommended to constitute the Committee, as envisaged under Sub-Rule 11 of Rule 2208 of
Income Tax Rules 2002, to review and re-assess the capacity and evaluate the performance of POPs

functioning as a certification agency. It was further recommended to ensure that the Committee must

complete such re - evaluation within three months, during which the certification agency shall
function as a legitimate certification agency. Furthermore, ensure that IR Policy Wing co
review of internal and external Certification Processes, streamlining constitution of on Panels,
reviewing Certification Criterion, ensuring complete compliance of relevant Rules. T, w will help the

regulatory Committee in its re-evaluation exercise;

The F8R was further recommended to ensure that IR Policy Wing to scruting P's other services to

NGOs/NPOs so as to see that no conflict-of interest impacts Certificatio ess and transparency.
Furthermore, ensure that IR-Operations conducts an exhaustive withholding A all active NPOs to plug
bleeding points. Moreover, ensure that IR Operations implemen g of Tax Returns and
ements by all NPOs and ensure that IR Operations issues uni

cases filed by NPOs at different field formation.

OP for the processing,

approvals, revi
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Difficulties in Filing Sales Tax Returns

(OM No: 0025/0M/2024)

\

/rhjs OM was initiatﬁy the FTO Secretariat on the basis of multiple complaints received from Tax Bar

Associations. Chambers of Commerce & Industry and other Representatives of the t axpayers etc. The main
grievance in these compla nts was the difficulties in filing of sales tax returns in the wake of promulgation of
SRO 350(1)/2024 by theFBR. Resultantly, the sales tax registered persons could not claim input tax
adjustments on supplies réeived, where their suppliers had not filed their Sales Tax returns declaring those

supplies. The FTO Secretariat took up the matter with FBR by initiating the legal proceedings and by
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confronting the issues emanating from the operations of the above referred SRO.

Consequent to the above investigations, the FBR in order to mitigate the hardships faced by the registered
persons in filing of sales tax returns, rolled out another SRO i.e SRO 1130(1)/2024 thus resolving major
issues/hardships being faced by the Complainants and all Sales Tax registered persons. Resultantly, a vast
majority of sales tax registered persons benefitted through the intervention of FTO organization which
culminated in resolution of the problems linked with SRO 350/2024.

%
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Implementations of FTO's Recommendations-
FBR Issues SoPs/Circulars

In addition to individual complaints, FTO Secretariat has also undertaken generic nature of complaints/ own

motion initiatives having wide implications and affecting larger taxpayers' community. The details of

systematic improvements made by FBR consequent upon the FTO's Recommendations are as under:-

Sr.No. | FBR's letter/circular/SRO

Grievances redressed

1. SRO. 1130(1)/2024
dated 01.08.2024

Difficulties in filing of sales tax returns and input tax adjustments
were removed which benefited thousands of registered persons.

2. C.No.3(15)ST-L&P/2010 dated
24.10.2024

Benefit of exclusion from levy of further tax and extra tax guaranteed.

3. No. 3/9/2024/CM-236753/R
dated 18.12.2024

Claim of tax deducted to be allowed on the basis of withholdin
certificate instead of CPRs.

4 No. 1(0023)S(BDT-IT) 2024 dated
30.10.2024

FBR have implemented CRF -IRIS-JMS-3 and CRF -
result thereof application for change of jurisdicti
to taxpayers on IRIS.

5. F-No. 6(30)S(IR-
Operations/2024) dated
21.11.2024

In consequence to FTO Sectts OM No. 0024/ , FBR rolled out
Standing Operating Procedures ~ (SOP) fi
taxpayers for reactivation of blocked Sims
FBR Web portal.

6. 1(0017)S(BDT-1T/2024) dated
24.12.2024

C.No 0017/0M/2024,
system about
ithholding thus saving
nds.

In compliance of FTO's recommendatio
FBR brought about changes in the S
adjustment of teachers rebate at the ti
them from rigors of subsequent claim

eBoC, FTO Court

The Director General, Reforms and Aut
of implementation of Hon'ble FTO's re
impact assessment on the CRF and the
vide UAT No. 1157 dated 09.01.2024

n, Karachi, as a process
ndations , finalized the
e has been deployed
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Informal Resolution
of Disputes

During the year under report, FTO Secretariat has resolved a significant number of complaints by adopting
the informal resolution strategy in light of Section 33 of the FTO Ordinance, 2000. Few highlights of such

resolutions are as under:-

Deblocking of Mobile SIM
(Complaint No. 0339/INFRML/2024 dated: 18.07.2024)

The complainant stated that despite furnishing tax returns, her cell phone has been blocked. The
complainant requested to take prompt action as the FBR is blocking the SIM. The matter was taken
the RTO Rawalpindi on telephone under section 33 of the FTO Ordinance, 2001 for immedi

The concerned RTO promptly responded and resolved the issue. The complainant's husb,

confirmed that the issue has been resolved.

Updating of Complainant's Tax Profile
(Complaint No. 0099/INFRML/2024 dated: 19.04.20

The complaint was filed for failure of the RTO Rawalpindi to correct the name complainant from Urdu
lish on his tax profile. The matter was taken up with the RTO, Rawalpin
Ordinance, 2001. Muhammad Hayat Khan, ADCIR, department

report compliance. The complainant has telephonically con

elephone under section

esentative was asked to
that his issue has been
resolved by the

epartment. The copy of updated tax profile has been obtain placed on file which
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uisite correction has been made by the department.

howsthatre

Updating IRIS Folder of the Complaint
om Plaint No. 0012/INFRML/2024 dated: 15.02.2024

\

The complainant Statgj that the concerned Commissioner-IR, Zone-II, CTO Karachi has apprasd  aplicati on

for exemption and granted the exemption certificate. But the Iris folder is still showing pendency of application

instead of an exemption certificate. The complainant prayed to resolve the said issue on an urgent basis.

The matter was taken up Wwith the FBR u/s 33 of the FTO Ordinance, 2001 through the registrar. The
concerned authorities resolved the matter immediately and informed that the issue has been resolved. The
complainant was also informed vide email dated 24.01.2024 that FBR has resolved the issue. Therefore, the

requisite relief was granted to the complainantthrough intervention of this office.

Issuance of NTN
(Complaint No. 0097/INFRML/2024 dated: 26.04.2024)

The complainant is an individual who was unable to complete online registration process for his NTN and
consequently, he failed to file his tax return. Upon contacting with the RTO Islamabad to obtain his NTN and

submit his tax return, he was informed that his NTN number has already been issued by the concerned 8TB.

The DR was called for hearing who stated that the taxpayer was temporarily registered u/s 181 on
15.12.2023 and that due to technical error in the Iris, the process could not be completed. He also filed
written comments. However, DR was asked to resolve the issue for filing ofreturn within one day and report
compliance by 17.04.2024. The issue was resolved by the department and the DR vide his email dated
16.04.2024 informed that the issue relating to the taxpayer regarding online filing of tax return has been

resolved. The same was also confirmed by the complainant.

Issuance of Pending Exemption Certificate
(Complaint No. 0079/INFRML/2024 dated: 20.03.2024)

The complainant stated that he filed 6 applications for withholding tax exemptions u/s 159/1
2318, 235, 236 on 08.01.2024. Butt the Commissioner-IR has only approved one application®u/s 151,
whereas, other applicati ons are still pending. The complainant further stated that as t'ﬂe matter is time

sensitive, FTO Secretariat is requested to please resolve the issue through informal channel'.

The matter was taken up with the Chief Commissioner-IR, CTO, Islamabad on telephone and instructions were
pass on to resolve the issue immediately. The Concerned CTO reported that the penain exemption certificates
have been issued on m erits and compliance made. The complainant also telephonical |y confirmed that all the
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Study Reports

The FTO office may conduct research to identify taxation injustices as provided in Section 9( 4) of FTO
Ordinance, 2000. Findings can lead to own motion proceedings and have immensely benefited taxpayers and
the tax machinery. These study reports promote fairness and efficiency, empowering informed decision-

making in taxation.

Internship Exchange Program
This report provides an in-depth overview of the Federal Tax Ombudsman (FTO)'s

participation in the first international internship exchange program with the Mediator of
the Kingdom of Morocco, facilitated through an MoU under the auspices of the OIC
Ombudsman Association. It details the comprehensive training provided to two FTO inte
by the Institution of Mediator Kingdom of Morocco (IMR), focusing on various depart
aspects of institutional mediation. The report captures the interns' experiences a
their three-week program in July, highlighting the FTO's dedication to youth deve,

and leadership. Readers can access the full report via the provided barcode.

Study on Taxpayers Rights

bhts on 141 Ag ust 2024

ortance of taxes to the

Ombudsman Secretariat has launched the Manual of Taxpayé¢
ing the 77" Independence of our beloved motherland. Th

econhomy, govern. and national stability needs no further emphasis as it is

11

pod which regulates
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su {'/ns the body of state. A fair, just, efficient, and simple taxation system is vital for

confldence gnangst the taxpayers so that they pay their taxes. Any Tax System which doesn’t
///////
ayers /ghts can neither be termed as fair nor is it viable in the long run. The office of the FTO

rotectt
/ St /// /// Herent mandate to safeguard the taxpayers against any act of maladministration by
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Federal Board of Revenue oT its functionaries

Tax laws, across the worldare perceived to be complex and intricate. It is difficult for the general public to
understand these complextax statutes. Therefore, it is necessary to prepare a simple, comprehensive and
self-contained manual of Rights which is easy to understand, handy to benefit and wide-ranged to cover all
segment of Federal Taxes.

Keeping the significance of understanding taxpayers' rights, this booklet provides a comprehensive set of
taxpayers' rights available under the Constitution of Pakistan, Federal Tax Laws, Rules, Circulars/SROs,
landmark decisions of apex courts and International Best Practices. This booklet is the first of its kind,
available on the official website of Federal Tax Ombudsman Secretariat, Islamabad with inbuilt mechanism
for periodical updates. Hopefully the Taxpayers Community at large, legal fraternity, especially Tax

practitioners and FBR functionaries,all will benefit from this document.

Taxpayers' Rights
A.  The Right to Quality Service:

Taxpayers have the right to receive timely and professional assistance in all their tax SCAN ME
dealings with the department in a way they can easily understand communication. They
should have clear knowledge how to file complaints about inadequate quality of service and assistance

provided by the tax office.

B. The Right to Pay legally due Tax:

Taxpayers have the right to pay only such tax demands and advances of tax which are legal
have been raised by following a due process of law and after providing adequate oppo
the taxpayers. They have the right to pay such taxes which have been adjudi

independent legal forum as also approbated by the higher courts.

C.  The Right to Raise Objections to Tax Authorities Actions e Heard:

rs have the right to raise objections to any acts of omission an| mission made by the
y have right to provide additional documents at the time of fili formal response during

audit, amend enalty and any other proceedings which could adversely a xpayers and raise their

tax liability or r the claimed tax refund. The taxpayer has right to expe

ir response from the
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% é Ri éo ﬁ)peal against Orders of the IR Department:
axpayers/haveright to file appeals before an appellate forum against audits do ne, assessment and
275

amendment made or any order made which is prejudicial to the interests of the taxpayers, They also have a
right to approach the higher courts and are entitled for settlement of tax disputes through oversight

committees and Alternat ve Dispute Resolution Committees (ADRC). They also have right to receive a

written appeal order with n a reasonable time.

ANAANNNNNNNNNNNNNN

E. The Right to Privacy:

Taxpayers have the right to expect that any tax inquiry, examination, or enforcement action will be made in
accordance with law and privacy of the taxpayer would not be violated during process of enforcement of tax
law, including search and seizure proceedings. They have right to be protected against any form of

harassment by the tax department.

F. The Right to Confidentiality:

Taxpayers have the right to expect that all particulars contained in the return furnished, accounts produced
and statement made, evidence given in the course of any proceedings and any record of assessment
proceedings and any proceeding relating to recovery of tax demand shall be kept confidential and no part
thereof will be disclosed save as provided in law. In case the right of confidentiality is breached, taxpayers
have a right to ask for appropriate action against the employees, practitioners and others who wrongfully

used or disclosed such information to an unauthorized person.

G. The Right to Representation:

Taxpayers have the right to nominate an authorized representatives who could represent th
dealings before the tax authorities. They have also a right to replace their authorized repre ey so

desire during assessment and appeal proceedings before such authorities.

H.  The Right to have Access to a Just Tax System:

Taxpayers have a rightto expectthatthe taxsystem would provide a fair sonable opportunity

to consider facts and circumstances and would take into account taxpay mpliance constraints.

ave the right to receive assistance from any indepen orum including Tax

promptly and timely
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now } and Respond to Communications:

‘h/o receive response swiftly and timely to the queries raisedby them on complex tax

ayers have ari
///////
% }/ %{ /y ave a right to seek explanations and any assistance required for making compliance
g oI

with t e taxlaws and proce dures and expect that their queries would be professmnally handled and timely

i
./Ak

responded.

J. Right to Information and Education:

Taxpayers have a right to know what they are required to do to comply with the tax laws and rules. They are
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entitled to having easy access to the tax laws, procedure, SROs, Circulars, Forms, Instructions and prescribed
notices. In addition, they have the right to be informed of decisions about their tax affairs, audits,

amendments, tax demands and refunds.

Taxpayers Obligations

A Taxpayers have also certain legal obligations which they are expected to make honestly and

voluntarily. The same are given as under;

1. To getregister with the tax department.

To comply with tax laws & procedures.

To file correct and complete tax returns & statements within the prescribed time.
To pay due taxes and tax demands timely.

To maintain accounts, documents and records of all transactions.

To be truthful and honest in dealing with tax authorities.

NV R W

Toprovid e complete and accurate nformat onand records, whenrequ red under the law.

%
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Activities for Public
Awareness

The Federal Tax Ombudsman and regional advisors launched a massive outreach campaign in 2024,
empowering taxpayers to protect their rights. This initiative led to a significant surge in complaints,

demonstrating taxpayers' trust in the FTO's ability to resolve their grievances.

Address to IRS Officers at Karachi on 08.08.2024

On 08-08-2024, the Hon'ble FTO visited the main FBR building where he accompanied by his team, was
warmly welcomed by the senior IRS officers. After welcome address, the Hon'ble Dr. Asif Jah addressed IRS
officers atthe auditorium. A large number of IRS officers (from BS-16 to 21) attended the session.
apprised the officers about the role of FTO's Office and its mandate under the FTO Ordin,
resolving the grievances of the taxpayers in cases of maladministration.

institution as
nt of FTO office

The FTO emphasized the need for developing a cordial relationship instead of ta
adversarial to tax authorities. It was also highlighted that the very purpose of the est
is to offer free of cost dispute resolution to taxpayers and to suggest systemi
machinery. The session concluded with exchange of memorabilia.

KMU Hosts Awareness Session on Taxpayers' S

ical University (KMU) hosted an awareness session on safegu
eshawar. The event featured Dr. Asif Mehmood Jah, as the ml
e participants on the rights of taxpayers and the mechanis

taxpayers' rights at Dr.

Hafeez ullah

aimed at educati

est speaker. The session
ilable for addressing
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'._:,fi'..
their complaints, The s / nar was organized by the Finance Wing of KMU under sup ervision of Treasurer
L //e 7z . ) ) } .
im Riaz. Distinguishedttendees included KMU Registrar Inamullah Khan Wazir, Dean of Basic Medical
/}s/r/n }///// el
i

%W /y%b ina Nazli, Treasurer Waseem Riaz, and heads of all KMU departments.
.

essmn,/,F}]eral Tax Ombudsman provided an in-depth overview of the role 3nd mandate of the

///} PP PP P , . ) _
FTO Officer in resolving taxpayers' complaints. He also addressed various tax-rel ated queries from the

participants, offering valuable insights into the complexities of the taxation system. Mr. Almas Ali Jovindah,
Advisor Legal, highlightedthe legal aspects of the Federal Tax Ombudsman (FTO). Sardar Ali Khawaja,
Advisor, FTO, Peshawar stared his experiences as the former Chief Commissioner of FBR and informed
attendees about the FTO Office in Peshawar, where students and faculty can file their complaints pertaining

totax authorities.
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Treasurer KMU, Mr. Waseem Riaz and Registrar Inamullah Khan, expressed their gratitude to the Federal
Tax Ombudsman Dr. Asif Mahmood Jah for his presence and the valuable knowledge he shared. Special
recognition was given to Mr. Muhammad Umair Zeb, who received a Performance Award in recognition of his
contributions as a tax advisor to both KMU and the Federal Tax Ombudsman.

Inauguration Ceremony of Export Dialogue Pakistan at Islamabad

Dr. Asif Jah, Federal Tax Ombudsman was the chief guest at the Inauguration Ceremony of Export Dialogue
Pakistan and 16™ All Pakistan Chambers Presidents' Conference organized by the Rawalpindi Chamber of
Commerce and Industry RCCI at Serena Hotel, Islamabad. RCCI President Saqib Rafiq, Group Leader Sohail
Altaf, Senior Vice President Muhammad Hamza Sarosh, Vice President Faisal Shahzad, Presidents of FCC!
and KCCI, former Presidents of RCCI and representatives and speakers from the export sector, among others,
were present on the occasion.

The President RCCI, in his opening remarks said that Export Dialogue Pakistan is an initiative aimed at
getting recommendations on export enhancement, which ultimately helps in strengthening the national
economy. He further stated that by prioritizing exports, Pakistan can generate much-needed foreign
exchange, alleviate pressure on reserves and stimulate sustainable economic growth.

Visit to Hyderabad Chamber of Commerce and Industry

Dr. Asif Mahmood Jah visited the Hyderabad Chamber of Commerce and Industry to en
session with the business community as such sessions are crucial for fosterj sparency and
understanding between government institutions and taxpayers.

During the session, FTO emphasized the pivotal role of the Federal Tax Omb Office in providing

cost-free justice to taxpayers who have encountered maladministration issu s role is essential in

ensuring that taxpayers are treated fairly and receive prompt resolution to th evances related to tax

ith the business community in such a manner not only facilitates er understanding of the
provement, ultimately

the the FTO revealed

tax system o provides an opportunity for feedback and suggestions

contributing to e efficient and equitable tax administration system. Furthe
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} /ig//o w/}/{/g/ﬁgated and resolved a record number of complaints agyinst maladministration
ithin t ve w'/g;ion (Federal Board of Revenue) in 2024. This marked a si gnificant increase in
/ /} g /M/ o 8

omplaint resolution compgred to previous years, showcasing the FTO's dedication to addressing taxpayer
e

ey
///W
All-Pakistan Private School Federation National Conference

FTO took part in the ALL-PAKISTAN PRIVATE SCHOOL FEDERATION (APPSF) National Conference held in
Lahore on February 15, 2024, where he served as a keynote speaker. Alongside him, Advisor Legal & Media

=

Mr. Almas Ali Jovindah contr lited to the conference as a panelist. The FTO in his address to the participants
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Of APPSF, expressedgr dt @e for the opportunity to engage with teachers, students, and principals,
emphasizing the importance of addressing taxpayer grievances.

He highlighted the FTO's ongoing efforts to address various tax-related issues, particularly those affecting
educators. He referenced a recent order issued by the FTO against the Federal Board of Revenue (FBR),
directing them to ensure fair treatment for Principals, Vice-Principals, and Headmasters of educational
institutions across provinces regarding tax withholding practices. The order aimed to rectify instances of
excessive tax deductions from the salaries of educators, which was found to be unjustified and
discriminatory.

Federal Ombudspersons Conference at Sheikhupura

On July 9, 2024, a conference was held at the Sheikhupura Chamber of Commerce & Industry (SCCI),
bringing together Federal Ombudspersons, including Dr. Asif Mahmood Jah, Federal Tax Ombudsman, Mr.
Ejaz Ahmed Qureshi, Federal Ombudsman, and Ms. Fauzia Vigar, Federal Ombudsperson for Protection
against harassment of Women at workplace.

Mr. Manzoor ul Haq Malik, Former Regional Chairman of FPCCI and Group Head Former President of
SCCI, expressed gratitude to Hon'ble Asif Ali Zardari, President of the Islamic Republic of Pakistan, and
Hon'ble Dr. Arif Alvi, Former President of the Islamic Republic of Pakistan, for arranging this conference.

He highlighted the crucial role of the Federal Ombudspersons in delivering swift and cost-free j
the public, industrialists, and the business community, thereby enhancing the credibility a
state institutions.

The Dr. Asif Mahmood Jah (FTO) highlighted the increased awareness and importanc O office, the
prompt processing of complaints, and the disciplinary actions taken against non-
and employees on the basis of FTO's recommendations. Additionally, he mentio
issues for many industrialists and the significant increase in incoming complai 1th 99% of decisions
upheld by the President of Pakistan.

Fauzia Vigar, Federal Ombudsperson for Protection against harassment en at workplace urged

ort their issues to her office, particularly from Islamabad. Sh sed the importance of
rward with their problems.

Mr. SM Tanv ormer Provisional Minister for Industry & Environmental an

Business Group ) of FPCCI, discussed the severe economic issues plagu istan, such as high
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xcee{n/ 22% per annum and rising inflation, which have @afed local and foreign

e conceptof

iler and non-filer to ensure all individuals with taxable income submittleir taxes promptly.
L

marku t
%ﬁgﬁ@?@gﬁgﬁe gional Chairman and Vice President ofFPCCI Punjab Lahar ¢, called for clarity on
ﬁ

_

%Mr. Abdulgasnj Former representative of Federal Insurance Ombudsman, proposed th 4t decisions made by
7
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tﬁ{{ﬁ{{{{{ﬁ{{ﬁsman should be considered final and not be challenged in Higher Courts to avoid

delays for insured individuals- The President of SCCI, Mr. Tariq Iqbal Mughal, concluded the meeting with a
question-and-answer sesdon and extended heartfelt gratitude to the esteemed Federal Ombudspersons for

their participation and visitto SCCIL.

FTO Regional Office Established in Mianwali

The Federal Tax Ombudsman, inaugurated the regional office of the FTO in Mianwali on 22nd February
2024. The ceremony marked a significant step towards enhancing accessibility to justice for taxpayers in the
region. Addressing an awareness seminar held alongside the inauguration, Dr. Jah emphasized the crucial
role of the FTO office in addressing grievances related to maladministration within the Federal Board of
Revenue (FBR). He highlighted that the FTO office serves as a platform for taxpayers to voice their concerns
regarding issues such as illegal notices aimed at harassing taxpayers and delays in the processing ofrefunds.

Dr. Jah reiterated the commitment of the FTO office to uphold transparency and accountability within the
taxation system, ensuring fair treatment for all taxpayers. He encouraged individuals and businesses to
utilize the services of the FTO office to seek resolution for any grievances they may encounter in their
dealings with the tax authorities. In a significant development aimed at reviving Pakistan's renowned
handmade carpet sector, representatives from the Pakistan Carpet Manufacturers and Exporters
Association (PCMEA) recently called on with Dr. Asif Mahmood Jah, the Federal Tax Ombudsman (FTO) on
23.2.2024. The meeting, led by Senior Vice Chairman Usman Ashraf, served as a platform to discuss and
resolve the tax-related challenges that have been impeding the industry's growth trajectory.

Seminar on Taxpayers Rights' - Held at Islamabad Women Chamber of Commerce &
Industry

On May 21, 2024, a seminar titled "Taxpayers Rights - Role and Performance of Federal Ta
was held in the building of the Federation of Pakistan Chambers of Commerce &Ind
Islamabad. The event was organized in collaboration with the Islamabad Women Ch
Industry (IWCCI).

The seminar lasted for one hour and a half and was characterized by its interacti re. The participants

actively contributed to the discussions, making the session highly meaningful gaging. The seminar
aimed at shedding light on the rights of taxpayers and the significant role d by the Federal Tax

Ombudsman (FTO) in safeguarding these rights.

ce their concerns, share
ties of the FTO. The
e to protect taxpayers

rovided a platform for open dialogue, allowing the participants
gain valuable insights into the performance and respo
collaborative a here fostered a deeper understanding of the mechanisms

and ensure fairne the taxation system. Overall, the seminar was a successfu ive, highlighting the
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importanceZof taxpayerzrights and the critical function of the Federal Tax Ombu dsman in promoting
oo YT s
%transparenc and accountability within the tax framework.
T

isit to S-I.T.E Association of Trade & Industry on 08-08- 2024

\

On the invitation of S..T. E Association of Trade & Industry, the FTO accompanied by his team of Advisors,
visited the office of S.I.TE As sociation of Trade &Industry on 08-08-2024. The FTO and his team were received
warmly by the President and members of Executive Body of S.LT.E Association of Trade &Industry. The
meeting was attended by a large number of business representatives. The President, S.I.T.E Association in his
address welcomed the FTO  and his team and discussed issues of mutual interest and concern. He emphasized
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the need for frequent int eraction between the S.I.T.E and FTO offices so that problems faced by the business
community are identified and proposals for systemic improvements are made to FBR for the awareness of the
business community. A detailed briefing about the functions, role and achievements of Office of FTO was made.

Newsletter, brochures were also distributed to the participants. During question answer session, the FTO
and Advisors elucidated various issues raised by the participants. A detailed briefing was presented by Sr.
Vice President of S.I.T.E Association. He drew attention of the FTO and his team towards some problems
being faced by their members. The FTO assured that the FTO office would address all such issues
immediately, whether they were raised in writing or verbally. The participants were advised to approach FTO
Office for the redressal of their genuine issues. The President, S.I.T.E thanked the FTO and his team and
appreciated the exercise oflaunching awareness sessions. He further affirmed that they will suggest to their
members to approach the forum of FTO in case of any maladministration caused by the tax authorities. Full
co-operation by the S.I.T.E Association in the discharge of the functions of the FTO office was assured. The
session concluded with exchange of memorabilia and commitment for frequent interaction from both sides.

Visit to the Association of Builders & Developers of Pakistan (ABAD)

On the first day of his visit to Karachi, the Federal Tax Ombudsman, accompanied by a team of Advisors,
visited the office of the Association of Builders & Developers of Pakistan (ABAD) at the association's
invitation. The delegation was warmly welcomed by the President and Executive Body members of A

The meeting was attended by a large number of business representatives. In his openi
President of ABAD extended his gratitude to the FTO and highlighted the import
interaction between ABAD and the FTO's office. He laid stressed on the need to c vely identify
challenges faced by the business community and work towards their practical solutj

To enhance awareness among the business community, a comprehensive present the role, functions,

and achievements of the FTO's office was delivered. Informative materials, ding newsletters and
r session, the FTO and
and guidance. The FTO

ate grievances against

brochures, were distributed to the attendees. During the interactive question-and
his Advisors addressed various concerns raised by participants, offering clarific

he participants to approach FTO's office for the resolution of their
ciation for the initiative
ed to encourage ABAD

tax autho his concluding remarks, the President of ABAD expressed hi
sessions and assured the FTO of ABAD's full cooperation. H

members to utili FTO forum for addressing issues relating to tax maladmint

to conduct awa
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isitto’'the Korangi Association of Trade & Industry (KATI)
i

n the secon 4/y of/ﬁ’ls visit to Karachi, the ~ Federal Tax Ombudsman, accompanied by his team of

/9 /1/()/rf§§ﬁe/c1/tﬁ€f&/angl Association of Trade & Industry (KATI) at their invitation . The delegation was
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/warm y welcomed by the Presidentand members ofKATI's Executive Body.
S S S S S S S S S

The meeting was attende d by a significant number of business representatives, highlighting importance of
the visit of FTO. In his addres, the President of KATI extended a warm welcome to the Hon'ble FTO and his
team. He highlighted the need for regular interaction between KATI and the FTO's office to address the
challenges faced by the bus iness community effectively. He also emphasized the importance of submitting
proposals for systemic improvements in the laws and procedures of Federal Board of Revenue (FBR).

A detailed ie gnoabheitFTO's role, functions, and achievements was presented to the participants.
Awareness materials, including newsletters and brochures, were distributed to ensure a comprehensive
understanding of the FTO's services. During the interactive session, the Hon'ble FTO and his Advisors
responded to various queries, encouraging participants to approach the FTO's office for resolving their
genuine grievances against tax authorities. The President of KATI expressed gratitude to the FTO for
establishing a Help Desk at KATI's office, a significant step to facilitate the business community. He also
commended the awareness session initiative, pledging KATI's full cooperation in ensuring the effective
discharge of the mandate of FTO office.

Visit to the Karachi Chamber of Commerce & Industry (KCC& I)

On the final day of his Karachi visit, the Federal Tax Ombudsman, accompanied by his team of Advisors,
visited the Karachi Chamber of Commerce & Industry (KCC&I) at their invitation. The delegation was
warmly welcomed by the President and Executive Body members of KCC&I. The meeting was attended by a
large number of business representatives and members of the media, reflecting the significance of the
occasion. The President of KCC&I, Mr. Muhammad Jawed Bilwani in his welcome address, expressed his
appreciation for the FTO's visit. He stressed the importance of sustained engagement between KCC&I and
the FTO's office to address the challenges faced by the business community effectively and to develop
proposals for systemic improvements to be shared with the Federal Board of Revenue (F
comprehensive briefing on the functions, role, and achievements of the FTO's office was presented t
create awareness among the participants.

Informative materials, including newsletters and brochures, were distributed to
interactive session, the FTO and his Advisors addressed various concerns raised by the participants, offering
guidance and solutions. In a subsequent media briefing, the FTO outlined the key achievements of his office
during the year, with aspecial focus on milestones reached under his current tenum briefing highlighted
the FTO's commitment to fosteringa fair and transparent tax administration systtﬁne President of KCC&I,
along with the Executive Body, expressed gratitude to the Hon'ble FTO and his team for their exceptional
efforts and performance. The visit reinforced the importance of collaboration betw—cen the FTO office and the
business community to resolve grievances and drive improvements in tax administration.

s. During the
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International Engagements

In the year 2024 Federal Tax Ombudsman of Pakistan, elevated Pakistan's international standing through
regular engagements with global Ombudsmen leadership. OICOA Board meeting in Islamabad, signing of a
groundbreaking MoU on staff training with Bahrain and launching of OICOA's inaugural International
Exchange-Based Internship Program are some highlights. These engagements solidify Pakistan's position in
the global ombudsman community and redefine FTO as a forward-looking, internationally integrated

institution.

10" OCIOA Board meeting at Islamabad Hotel on 30-01-2024

Recognizing the historical significance of the Ombudsman institution, the Organiz
an Offices

titutions in the

Cooperation (OIC) in its session held in the year 2012 decided to establish a network of
to boost exchange of expertise, complaint handling skills, and empower Ombud
Islamic world. By 2014, the collective resolve crystallized and the first histori rence was held in
Islamabad and became the birthplace of "OIC Ombudsman Association (OICO

Islamabad. With this, Pakistan secured perpetual role of the Secretary Gener

h its headquarters in
ICOA of cooperation
among the institutions of OIC countries to safeguard human rights, good g nce, and drive public

jon excellence across the Islamic world.

1als from the OIC block
embers from Morocco,
Justice Dr. Zabiullah

BOD meeting was attended by respectable Ombudsmen and th
esident SerefMalkoc (Chief Ombudsman ofTurkiye) and B

d Indonesia. Due to prior commitments, Vice President of O

including OIC

Azerbaijan, Bahra
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//a}iy/(Presudenténeral Inspection Organization, Iran) could not join in perso n, therefore, he was
Sl el
Dr. Ahmed Rehmania (Vice PresidentofGIO, Iran) through video confeencing.

/ epresented b
S I
Besides Chairlady of Bulgarian National Commission against Discrimination person ally attended the event
/

as/g/{{r/é{//s{e/{ﬁ guest. Mr. Chrisfield, President of International Ombudsman Institute and

Ombudsman of the Western Australia also sent his recorded video message which was flashed in the meeting
for the knowledge of participants. His Excellency Datt marina Fardelli, Ombudsman of the Republic ofltaly-
Lazio Region sent a letter o appreciation addressed to OICOA which was displayed to the Board Members on

the projector. Following Pakistani Ombudsmen/Ombudspersons also attended the meeting:-

\\\\\\\\\\\\\\\\\\\

1. Ms. Fauzia Vigar: FOSPAH
Dr. Khawar Jameel: Insurance Ombudsman

Major Azam Suleman Khan (R)Punjab Ombudsman
Nabila Hakim Ali: Punjab Ombudsperson
Chaudhry Muhammad Naseem: AJK

NS

The meeting, characterized by its solemn commitment to addressing global injustices, focused particularly
on the dire circumstances faced by Palestinians under genocide bombardment oflsrael martyring more than
24,000 Palestinian. The brutalities of the Zionist regime cannot go unchallenged," asserted Secretary General
of OICOA and Federal Tax Ombudsman of Pakistan, Dr. Asif Mahmood Jah. He called for action which went
beyond empathy, urging the OICOA to transform their words into decisive, impactful advocacy. Dr. Jah
emphasized the need for unified strength and action within the Ombudsman community. The Secretary
General highlighted OICOA's digital outreach efforts, including its newsletter, website redesign, and social
media presence. He envisioned the OICOA becoming a leading advocate for the oppressed, emphasizing the

power of collective action in promoting fairness and human dignity across Islamic nations.

OICOA President and Chief Ombudsman of Turkiye, His Excellency Seref Malkoc praised Pakistan's vital
role in the Islamic world and commended the Secretary General and Executive Secretary OICOA (Mr. Almas

Ali Jovindah) for meticulously organizing the 10" Board Meeting. The President stressed the need for global

collaboration and education amongst ombudsmen, underscoring their responsibility to amplif
efforts. He also emphasized the OICOA's mandate to amplify its voice and leverage collecti
advance global humanitarian causes and strengthen the institution of Ombudsman. He gratitude
to the Board Members for taking time out of their busy schedule to attend this meeti 1stan and urged

them to remain steadfast in their pursuit of justice, peace, and prosperity.

The Executive Secretary of OICOA, Mr. Almas Ali Jovindah expressed gratitude President's invaluable

leadership and vision. He emphasized the President's guidance in driving the towards its goals and
expressed confidence in the organization's future trajectory. The Executi cretary then formally

10™ Board Meeting agenda, providing a brief overview of each i hich was unanimously

oard. To ensure inclusivity, translated copies of the OICOA S
Arabic for all Board Members which highlights OICOA's co

tion. The Executive Secretary presented the redesigned

Book were provided in
English, Frenc ent to accessibility and

multilingual coll website, featuring
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multilingual“support/(Arabic, Turkish, Azeri, English, and French) to accommodate the organization's

/ i\ééé{n/eg/ber/s{i/f wadditions include a dedicated "OICOA Events" section for upcoming and past
Wé\% /}je Twitter feed highlighting activity, and a "Publications" s pace showcasing e-
%

/W/le/t}r/' }r/tﬁ /e/s,/a/a res‘earc.h. An Instégram feed has also be‘en embedded for the htest updatfgs,

The Executive Secretary highlighted the importance oflnternship programs to prom gte youth inn atj ong]
and international development. He announced strategic partnership with the Forum of Pakistan
Ombudsman (FPO) to expand training opportunities for OICOA members which was facilitated by
Ambassador (R) Abdul Moiz Bokhari (Executive Secretary of Asian Ombudsman Association) to extend
these training sessions tothe member institutes of the Asian Ombudsman Association (AOA) for wider
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knowledge exchange.

As the 10" OICOA Board Meeting drew to a close, Secretary General Dr. Asif Mahmood Jah expressed
sincere gratitude and optimism. He acknowledged the rich exchange of ideas that characterized the meeting,
citing it as a testament to the expertise and commitment within the organization. The Secretary General
praised the spirit of collaboration that propelled discussions, enabling members to navigate complex

challenges and envision innovative solutions for improving the lives of those they serve.

Drawing specific attention to the Palestinian issue, he emphasized OICOA's moral imperative to act. The
Secretary General urged members to maintain the day's spirit, extending its impact through steadfast efforts
to champion human rights casue within their respective regions. "Our work here," he concluded, "is a
reminder that by pooling our expertise and passion, we can confront complex issues and shape a more
equitable future. Let us carry the legacy of this meeting forward, guided by a dedication to empathy,
transparency, and a relentless pursuit of justice. A cultural show was also organized at Pakistan National
Council of Arts (PNCA), Islamabad in the honour of visiting guests which was enjoyed and highly appreciated
by them. They had a group photo with the performing young Artists. They also appreciated the fantastic
calligraphy of Quranic verses by Lt. General (R) Hamayun Khan Bangsh in PNCA. Some of the delegates also
visited office of the Asian Ombudsman Association (AOA).

The 11™ OIC Ombudsman Association Board Meeting at Marrakech 25-
The 11™ OIC Ombudsman Association (OICOA) Board Meeting, held on the 25" of Jun

and hosted by the Office of Mediator of Morocco was one of the paramount calendar ¢
year 2024. Secretary General of OICOA, H.E. Dr. Asif Mahmood Jah (Federal Tax O
the Executive Secretary of OICOA, Mr. Almas Ali Jovindah, attended the 11" OICO
other OICOA Board Members. One of the most fruitfully salient outcomes of th

OICOA for the
n of Pakistan), and
Meeting, along with
ICOA Board Meeting
was the unanimous adoption of OICOA's Marrakech Declaration on Gaza. Thi aration condemned the

trocities of the Zionist Israeli regime and the callousness of the Isra fence Force against the

inians. It also called for a collective action by the Ombudsmen unity of OIC countries

and come fo or the protection and supremacy of Al-Quds and advancing lestinian Cause by not

only raising voic lobal platforms but also facilitating the on-ground humanit id for Gazans.
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ollowing the unanimous  adoption of this declaration, a joint press statement was given by the OICOA

embe Sﬁ; asthen circulated through various print and electronic media gutlets of Morocco
%“2//?)//})’/}/2
n

r
the rfﬁpectlve countri €s of the Member Institutions of OICOA. The Secretary General, Dr, Asif Mahmood

/ ah~-also~partici ate(ﬁ th ¢ media interaction with various news outlets where heproiected his views
W//p /p pro)

SPPP e PP .. ) ..
regarding the role of OICOA as an association of ombudsmen from OIC States, its mission, afistance on

principles of justice and advancement of human rights. Dr. Jah reiterated that OICOA would continue at all
levels for the redressal of humanitarian crisis in Palestine and will do everything in its power to bring the
atrocities of Israel to the forefront. He also called for the international political stakeholders to take notice of

the decades-long barbarities of Indian Military Force against the Kashmiris and appealed for international
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solidarityan d firm action in support of both the Palestinians and Kashmiris.

Another important development made during the 11" Board Meeting was the signing of a Memorandum of
Understanding (MoU) for the OICOA International Exchange Based Internship Program between the offices
of Federal Tax Ombudsman of Pakistan and Office of the Mediator of Kingdom of Morocco. Being a forward-
thinking visionary for fostering international cooperation and exchange of best practices within OICOA
Member Institutions, Dr. Jah intends the OICOA Internship Program to open avenues for the young and
talented interns of Member Institutions to understand the mechanics of ombudsmen offices in diverse
cultural and administrative contexts, while broadening their perspectives and brushing their skillset for
better job opportunities in the future. The Secretary General expressed his high expectations from this MoU
during the Board Meeting and encouraged other Board Members to sign such similar agreements between

their offices so the mission of OICOA to create a sense of unity and learning from one another, may continue.

In recognition of the invaluable contributions of H.E. Mohamed BENALILOU (Mediator of the Kingdom of
Morocco) for OICOA, H.E. Seref Malkoc. Secretary General OICOA and Board Members presented a Tribute to
him. Dr. Asif Mahmood Jah praised Mr. BENALILOU for his exceptional leadership and relentless hard work at
advancing the mission of OICOA. He also congratulated and praised Mr. BENALILOU for being appointed as

the first Vice-President of the International Ombudsman Institute (IOI) which stood as a testament to his

stature and credibility among the global community of ombudsmen. Dr.Jah also remarked that his election a_

the Vice President ofIOI brings an immense source of pride for OICOA and will help in advancing the globa
footprint of OICOA. The Secretary General also expressed his sincere appreciation
BENALILOU for the aitstanding hospitality provided by him and his staff throughoutStheir stay. The

fastidious attention giv en to all the delegations was deeply appreciated by him.
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Events Organized

FTO office arranged various social events during the year in review and some of the significant events are
highlighted as under:

The Hon'ble Former President of Islamic Republic of Pakistan Visit FTO Secretariat
Islamabad - First ever visit of a President

The Hon'ble President of Pakistan Dr. Arif Alvi made first ever visit to the Federal Tax Ombudsman
Secretariat on 10.1.2024 .He was received and welcomed by the Federal Tax Ombudsman. During the
briefing session attended by all Advisors working in the FTO Secretariat / Regional offices and senio
officers, the FTO informed that 8,128 complaints against maladministration of Revenue Divisi
Board of Revenue) the highest number ever since inception of the institution of FTO in the
investigated and addressed by the FTO office during 2023. He was further informed th,
complaints increased by almost 24% being as 8,076 compared to 6480 registered in
stuck-up refund cases and disbursed an amount of Rs 17.74 billion to taxpayers o

stration of
¢ FBR decided
ommendations of
ffice. The said focus
eport 2022 in March
ad been reduced to 44

FTO. The briefing also focused on aggressive outreach program undertaken by the
was in the backdrop ofadvice of the Presidentto FTO when he presented him A
2023.The FTO informed that the average time taken for the disposal of compl

days during the year 2023 against legal requirement of 60 days.
r revealed that the FTO is striving hard to further strengthen reach program also by
al offices in Sargodha, Sukkur, Lasbela and Hyderabad. A H

elp facilitate taxpayers and public at large to file complain

has been established in
FTO also appreciated
of outreach program,

positive role of Pa n Telecom Authority in disseminating FTO's message, bei
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%akmg on the occasion, PresidentAlvi termed FTO's performance in 2023 as "Excellent” and advised FTO
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0b l/phone users through Cellular Mobile Operators (CMOS] Highlighting the

C/‘Wl } } Dr. ]ah addél that now FTO office is a public-relief-oriented organization which provides tax
1} PPl

reliefto aid we es, teachers, salaried class, pensioners etc. through its decisiops,

to maintain the momentum of Public Awareness through outreach programs with 3 view to double the
number of registration of complaints in coming years. He also called for enhanced coordination between FTO
and FBR for the timely impimentation of its decisions, and bringing improvements in the tax system for the
convenience of taxpayers. He remarked that taxpayers- friendly tax system was essential to increase tax and
revenue generation in the country, which would help improve national economy besides reducing the
country’s dependence on loans. He emphasized the importance of providing timely relief to complainants
includingoverseas Pakistani.

FTO Calls on Hon'ble President Asif Ali Zardari, at the President's Office

The Federal Tax Ombudsman (FTO), Dr. Asif Mahmood Jah, paid a courtesy call on President Asif Ali Zardari
atthe President's office. This marked Dr. Jah's first official visitto the President Asif Ali Zardari.

During the meeting, Dr. Jah briefed the Hon'ble President on the accomplishments and functioning of the
Federal Tax Ombudsman organization. President Zardari praised and appreciated the efforts and
achievements of the FTO, highlighting the importance of its role in ensuring fair tax practices and resolving
taxpayers' grievances. The visit underlined the ongoing commitment to improving tax administration and
fostering a transparent and accountable system for taxpayers.

Hon'ble President lauded the performance of the FTO. He stated that efforts of FTO are commendable who
has introduced many new initiatives, inter alia, enhancing the outreach of the Federal Tax Ombudsman and
creating awareness about its role on providing speedy justice to complainants against the maladministration
of the tax authorities. Dr. Jah, FTO has also shown unprecedented commitment to revive the Forum of Pakistan
Ombudsman (FPO) and also actively contributing as General Secretary of OIC Ombudsman Association.

Forum of Pakistan Ombudsman Celebrates the Independence Day

The Forum of Pakistan Ombudsman (FPO) proudly hosted a flag hoisting ceremony to co
Pakistan's Independence Day at its headquarters in Islamabad. The event marked a moment
and reflection on the sacrifices that led to the creation of Pakistan. Dr. Asif Mahmood Ja of FPO,
delivered an inspiring address highlighting the profound sacrifices made by Pa eaders. "The
achievement of Pakistan stands as a testament to the unwavering dedication of athers. Quaid-e-
future of our nation
O Almas Ali Jovinda

enjoys. He urged the

Azam Muhammad Ali Jinnah dedicated his entire life to the cause of Pakistan, sha
with his vision and commitment," said Dr. Jah. In his remarks, Executive Secret,
emphasized the nation's abundant resources and the divine blessings that Pa
youth of Pakistan to channel their energies towards constructive endeavors ng, "Pakistan is richly
ith resources, a true blessing from God. It is imperative that we rage and empower our
iligently and contribute to the growth and prosperity of our n." The ceremony was
attended by F

heritage and the

icials, staff, and distinguished guests, all of whom joined in g tribute to the nation's

ion of its founding leaders. The event underscored the ive commitment to
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Pakistan's dge[opment and fostering a spirit of unity and progress. Ambassador (R) Afrasyab
LA . . . _
Rﬂv[:mz Bukhari, former Advisor FTO, Ramzan Bhatti also spoke o n the occasion.

/Mgfdi Ambassador
/ %rat-un-Nabi Conference Held at FTO Secretariat

On September 27, 2{)?4, the Federal Tax Ombudsman (FTO) Secretariat hosted its th rd annual Seerat-un

advancin
oI
»

N\

Nabi Conference, commemorating the sacred occasion of 12th Rabi-ul-Awwal. This initiative reflects Dr. Asif
Mahmood Jah's commitment to intertwining professional responsibilities with spiritual observance since
his appointment as FTOon September 29, 2021. His approach emphasizes not only addressing tax
grievances but also celebrating significant religious events, fostering a culture of reflection and ethical
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conduct within the workplace. The conference welcomed Mr. Khurshid Ahmad Nadeem, Chairman of
National Rahmat-ul-Lil Aalameen Wa Khatamun Nabiyyin Authority (NRKNA), as the chief guest. In his
keynote address, he highlighted the profound relevance of following the teachings of the Holy Prophet

Muhammad ( r®) in daily life and its impact on strengthening societal morals.

The Hon'ble Dr. Jah opened the conference with a compelling discussion titled "The Importance of Rabi-Ul-
Awal ." He discussed about the Prophet's exemplary leadership, which transformed Madina into a welfare
state founded on education and wisdom. He drew attention to the Prophet's first divine command, "Iqra"
(Read), stressing the critical role of knowledge in human progress and civilization. He advocated for the
integration of ethical teachings such as honesty, justice, and responsibility into educational curricula to

cultivate a balanced and virtuous society.

The FTO Secretariat also organized a Naatand debate competition focused on the Seerat-un-Nabi, engaging
staff in a spirited celebration of the Prophet's life and teachings. In his dual role as Acting Federal
Ombudsman during the absence of the current ombudsman, Dr. Jah continued the tradition of encouraging
staff participation, marking the event as an annual highlight. Prizes were awarded to competition winners.
Mr. Nadeem emphasized that the Prophet's exemplary ethics should serve as a universal standard for
humanity. He urged participants to view the Holy Quran, the primary source on the Seerat of the Prophet, as a
reflective guide for individuals and nations alike, warning against neglecting its divine teachings.

FTO'S ADVISORY COMMITTEES

Section 18 of the FTO Ordinance, 2000, provides the legal framework for establis
Advisory Committees as and when the FTO thinks appropriate to establish them their role,

functions and parameters.

dvices to the FTO.
affectively utilized in
O, Dr. Asif Mahmood

ees were created:

The important function of Advisory Committees is providing plausible and practi
Although this provision existed in the mandate of this Secretariat, but, the same w,
the past 21 years. However, subsequent to the assumption of charge by the incum
Jah, this provision was fully operationalized and the following three Advisory C
Advisory Committee (HQs) for Islamabad/Rawalpindi and KPK
dvisory Committee (Central) for Punjab, excluding Rawalpindi/I ad

(iii)
These Advisory

isory Committee (South) for Sindh and Balochistan

ies are composed of Members pertaining to the relevant wal fe concerned with the
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resolution of the complaints of aggrieved taxpayers, improvement in the performancgimination of
maladministration of FBR and creating ease of doing business, etc. Members of Advisory Com mittees were
selected by the FTO himself from the Business Community, Chambers of Commerce & Industrig
Academicians, Tax Bars Associations, Professionals from Legal Sector, retired FBR's Officers, representatives
of the ICMA and other relevant concerns. The Advisory Committees have been playing a vital rol e not only in
providing the required suggestions and proposals as per their ambit but also acting as a bridge between the
FTO Organization and the concerned stake holders, causing awareness as well as facilitating the redressal of
bonafideco mplaints.

The performance of the Members of Advisory Committees is fully monitored and necessary changes are
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made into the composition of the Committees keeping in view the level of engagement and performance of its
respective Members. The Advisory Committee (Hgs), Islamabad, has a number of 38 Members, while the
Advisory Committee (Central), Lahore, is composed of 49 Members and Advisory Committee (South),
Karachi, consists of 40 Members, thus, bringing the total number of Advisory Committee Members to 127.
Meeting of the Committees are regularly held and for the year under review i.e. 2024, 08 meetings were held
as per the following schedule:

(a) AdvisoryCommittee (Hqs)
i. 25" January, 2024
ii. 27" March, 2024
iii. 22" May, 2024

(b) Advisory Committee (Central)
i. 5™ January, 2024
ii. 20" May, 2024
iii. 18" December, 2024

(c) Advisory Committee (South)

i 24" May, 2024
ii. 9™ August, 2024

- i | The contribution and input provideﬂi-
The 6" FTO Advisory Committee meeting by these Committees brings in lot o
dated 27.03.2024 at Hgs, Islamabad. credible suggestions and budget

proposals etc. w hich are sifted at the

FTO HQs Islamabad and then forwarded to FBR for necessary implementation ana result i n fruitful
outcome in the interest of aggrieve d taxpayers.

%
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Forum of Pakistan Ombudsman

The Forum of Pakistan Ombudsman (FPO) was established on April 15,2011 and Federal Tax Ombudsman
is its incumbent President. FPO aims to promote good governance, accountability, and transparency. It
empowers Ombudsman offices in Pakistan and Azad Jammu & Kashmir. Through capacity-building and
advocacy, FPO drives positive change and elevates public service standards. FPO fosters collective wisdom
and collaboration among its members. Its ultimate goal is to ensure effective grievance redressal and public

service delivery.

FPO Training Session on the Implementation of a Successful Internship Pr
Ombudsman Offices

The Forum of Pakistan Ombudsman takes pride in contributing to the professional
through conducting training sessions. One such significant training session was o by FPO for its
members on September 9, 2024 focusing on the implementation of a successful j ip program within
ombudsman offices. The session was led by Ms. Tayyaba Munir, who is currently ge of the Federal Tax
Ombudsman (FTO) internship program and also serves as the Assistant for Ou and social media. Ms.

Munir, a law graduate with extensive experience in enhancing internship ini s, shared her expertise

rse audience comprising officials from various FPO me offices, including the

alochistan for the Protection Against Harassment of Wo anking Mohtasib, and

Punjab Ombu among others.
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/r ’ - S offices. A key part of the presentation was a case study of the FTO's internshi
ram, which has seen remarkable growth. From receiving approximately 10 ap plications in 2022, the

%ogram now champions over 700 applications in 2024. This impressive increase is attributed to newly

IOl A dd .
implemented strategies that have greatly enhanced the FTO's outreach efforts and raisedawareness among

session h/i/aﬂighted the critical role of internship programs in addingvalue both to the interns

students and professionals aboutthe ombudsman office.

The session concluded w th Dr. Arslan, DG Training FPO, extending his gratitude to Ms. Munir for her

valuable insights and to the audience for their active participation.Such training sessions are instrumental in

ANANNNNNNNNNNNNNN

fostering the developmelt and strengthening of FPO members across Pakistan, underscoring the

commitment to continuous improvement and excellence in ombudsman services.

Seventh and Eighth Training Sessions of Forum of Pakistan Ombudsman

The Forum of Pakistan Ombudsman (FPO), an association comprising ombudsman offices across Pakistan
and Azad Jammu and Kashmir, recently conducted its 8th training session, led by the prominent former
bureaucrat Mr. Majid Qureshi, the Registrar of the Federal Tax Ombudsman (FTO). This session focused on
imparting knowledge to participants with the primary objectives of implementing recommendations and
ensuring effective administration of justice. The primary goals of the training session were centered around
the implementation of recommendations and strategies for effective justice administration. Participants
delved into the legal infrastructure of implementation, explored monthly performance reviews, and
discussed strategies to overcome challenges in order to enhance the overall effectiveness of the ombudsman
institutions. Mr. Majid Qureshi, in his role as the trainer, presented the achievements, challenges, and

remarkable progress made by the FTO in implementing recommendations.

The virtual attendance of esteemed members from ombudsman offices globally highlighted the
significance of the FTO's contributions to the international ombudsman community. More than 80
participants joined the training session including the members of Asian Ombudsman Association
Ombudsman association. Representatives from Kyrgyzstan, Macao, Turkey, Hong Kong, I
regional offices of FTO, along with other ombudsman institutions in Pakistan, acknowled al role
played by the FTO in effective justice administration. The training session feature active Q&A
session, providing participants with an opportunity to gain deeper insights into th implementation
process, legal frameworks, and proactive measures taken to address challenges. sparency exhibited
during this session, along with a willingness to share experiences, garnered a tion from the global

audience.

iously, the 7™ training session was held on Conduct of Effective Research budsman Office by Dr.

th 40 years of extensive

in, a highly educated and experienced administrator and researc
ience. Mr. Waheed is currently serving as Advisor (Researc Development Wing) at

Provincial Omb an, Punjab, Pakistan.
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/ Role of FTO in FPO

/w/e% 0})/1b/dsman (FTO) of Pakistan holds a crucial position within th e Forum of Pakistan
- st

mbudsman (FPOY 1o ﬁnly serving as its Secretariat but also being led by the FTO, Dr. Asif Mahmood Jah,
A LS
who acts as the President ofFPO.
FPO Secretariat also organizes annual events that cultivate a sense of national unity. Among these, the
annual Independence DayCeremony stands out as a vibrant celebration of patriotism, held under the FTO's
guidance to reignite the spirit of belonging and pride.

Internationally, the FTO has demonstrated a strong commitment to capacity building and collaboration.

ANANNNNNNNNNNNNNNN

Recently, the FTO Secretariat hosted a delegation from the Bahrain Ombudsman for a week-long training
program. The delegation explored the work of other FPO members, such as the Federal Ombudsman and
FOSPAH, gaining a comprehensive understanding of the Ombudsman network in Pakistan. This exchange
was reciprocated when an FTO delegation attended training at the Bahrain Ombudsman, further enhancing
bilateral relations. In another groundbreaking initiative, the FTO facilitated the training of a group of interns
at the Morocco Ombudsman for three weeks. This opportunity allowed young minds to gain international

exposure, emphasizing the FTO's commitment to nurturing the next generation of Ombudsman leaders.

Through these initiatives, FTO has solidified its role as a transformative organization. Dr. Jah's efforts as
President of FPO exemplify a dedication to institutional development, collaboration, and global engagement.
Whether through hosting international delegations, addressing challenges to Ombudsman offices, or
fostering patriotism, FTO ensures that the Ombudsman institution in Pakistan thrives as a cornerstone of

governance and justice.

30™ Forum of Pakistan Ombudsman Meeting Highlights Collaboration and
Achievements

The 30™ Forum of Pakistan Ombudsman (FPO) meeting, hosted by the Office of the Provincial Ombudsman

Punjab under H.E. Ayesha Hamid, brought together federal and provincial ombudsmen to exc

practices and celebrate accomplishments. The meeting, presided over by FPO Preside
Mahmood Jah, was held at the Punjab Civil Officers Mess, Lahore on 17" December 202

The gathering included esteemed ombudsmen such as H.E. Ejaz Ahmed Qureshi, H, ddin Aziz, H.E.
eman Khan (R) and
to the President of
ted FPO's successful
budsman Association
2024, handling 12914

on of 13 new regional

Fauzia Viqar, H.E. Muhammad Sohail Rajput, and outgoing officeholders Major Az
Chaudhry Muhammad Naseem. Justice (Retd.) Irfan Qadir, Chief Legal Co
Pakistan, also attended as a special guest. H.E. Dr. Asif Mahmood Jah hi

international partnerships with Morocco and Bahrain, facilitated through the

he Federal Tax Ombudsman achieved over 81 % resolution r
an average resolution time of 34.11 days, supported by the
offices. Docu ies celebrated the contributions of outgoing ombudsmen, ncoming officeholders

were honored for distinguished careers. Certificates ofrecognition were pr: by H.E. Dr. Jah and

11
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E. Ejaz Ahme Qure/ﬁli. Presentations highlighted the innovative measures to ad dres} challenges li

cybercrimeZin‘the” ing sector, discussed by H.E. Sirajuddin Aziz. H.E. Fauzia Vigar em hasz\t \
i a

anced approaches in sensitive harassment cases and women's prop erty rights. A workin

mportance o \
/ Foup was 8 tablis]éd to alyze and update FPO bye-laws to align operations with int erpational staﬁaﬁ&
%ﬂd improve election procedS€s and executive roles.
%%ﬁﬁan Qadir lauded the pivotal role of ombudsmen in providing accessible grievance
et r 2 : . o . .
/ yl" emphasizing thelr meticulous fact-based examinations that minimize appellate revisions.
/r'f)}({}{c/ﬁcluded with a vote of thanks by H.E. Ayesha Hamid, who commended the participants for their

%)sig ts and dedication. Souvenirs were distributed as a gesture of appreciation, reflecting the collaborative
spirit of the forum.

This milestone meeting underscored FPO's commitment to excellence and innovation in grievance

redressal, positioning Pakistan as a leader in public governance and international ombudsman

,

collaboration.

AAHORE

-'-?‘@;?*ECEM BER17"%

\STED BV

a

esident FPO Honorable DR Asif Mahmood Jah and Honorable Ejaz Qureshi
recognizing outgoing Punjab Ombudsman Maj Azam Suleman

-
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Youth Engagements

Youth engagement at FTO was the hallmark of the year 2024. 150 students were engaged in the internship
program across the country. They extensively disseminated FTO's message through social media.
International exchange of interns, multiple Law Moots and Seminars were held in colleges and universities,

making FTO a favorite public sector organization among youth.

National FTO Moot Competition- A Collaborative Initiative of FTO and LSC

The National FTO Moot Court Competition, a significant collaboration between the Federal Tax
Ombudsman (FTO) and the Law Students' Council (LSC), was successfully held from November 15th

2024, at Lords International College. This prestigious event attracted widespread interest

teams from across Pakistan registering to participate, and 54 teams presenting their lega on-site

before an esteemed panel of experts.

The competition was focused on issues of maladministration related to reven rtment, providing

participants with the opportunity to explore and present strong legal arguments ing the workings of
the FTO and its role in addressing grievances of taxpayers. The finals of the co n were adjudicated by
a distinguished panel of experts, including the FTO Registrar, Mr. Khalid Javed, dvisor Income Tax, Mr.
he Bahria University's team triumphed as the champions of th petition, demonstrating

ill and preparation, while the team from International Islamic ity secured the runner-

up position. ccess of this event owes much to the dedicated efforts of udents of LSC, led by

Chairperson Mr? heer. Their enthusiasm, organizational prowess, and co ent were central to
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f g el :
making this competition aresounding success.

Woot court competition centered on the FTO, this event was hstrumental in raising

7 . ) . . )
wareness abou ’s crucial role in safeguarding taxpayer rights and addressing the issues caused by
// - //n—%a //t)/he/p}/)

}ﬂ}}la »}E}r}t/igl//offhe revenue department. Such events are of paramount importance for the
development of legal skill s among law students, providing them with a platform to engage with real-world

issues while fostering a de eper understanding of the functioning of institutions like the FTO. The moot court
competition not only servé as a valuable educational experience but also plays a key role in promoting
awareness of the FTQ’s wo rk in facilitating taxpayers and ensuring accountability within the revenue sector.

The success of this event marks a significant step forward in strengthening the relationship between

ANANNNNNNNNNNNNNN

academia and institutions like the FTO, with the potential to inspire future legal professionals to engage in

meaningful reforms and advocacy within the tax system.

First National Moot Court Competition

In order to upgrade its outreach, Federal Tax Ombudsman (FTO) collaborated with the Youth General
Assembly (YGA) and Blackstone School of Law to organize a national moot court competition. This strategic
move aimed to enhance FTO's outreach and engage with a wider audience at a national level including the
students of leading law schools in Pakistan. The wonderful aspect is that a large number of law students all
over the country took interest in this competition which is portrayed by the participation of around 90 law
students. Overall, 23 teams from prestigious law institutions of Pakistan including GCU, Bahria University,
University of Peshawar, UCP, Beaconhouse, Indus College of Law, PULC, International Islamic University,
Quaid-i-Azam University, Lord's, Vanadium, and UMT participated in this moot competition.

The preliminary rounds and the semifinals took place at Lahore from 17-19 of May in which around 70
leading professionals from law participated as the adjudicators. The grand finale took place at FTO
Secretariat Islamabad on 21 May which was adjudicated by Mr. Majid Qureshi (Registrar FTO), Mr. Naseer
Butt (Advisor Income Tax FTO) and Mr. Rana Asadullah Khan (Additional Attorney General of Pakistan). The
mooters in the final exceptional in their skills and pleaded in a splendid manner which was applaude
honorable adjudicators. Law School of Punjab University stood as the winning team, while Law
Lahore secured the runner-up position.

The FTO, Dr. Asif Mahmood Jah expressed his pleasure on this occasion and acclai
exerted by Mr. Almas Jovindah (Advisor Legal) and Ms. Tayyaba Munir (Assistant R
organizing this moot court competition as an outreach initiative. He also praj e instrumental role
played by YGA in arrangements of this national moot competition. The FTO ai continue working to
federal tax authorities.

FTO for giving YGA an

facilitate the grievances of the aggrieved taxpayers against the maladministrat
am ran Shakoor (MD, YGA) also shared his thoughts and expressed his grati
collaborate.

importance of observers in any moot court, law studen m various institutions

including I1UI j the finale including foreign students studying law in Pakis

11




0
. FEDERAL TAX OMBUDSMAN
(Im]

ANNUAL REPORT 2024
/%nternship Exchange Program with Morocco
o’

w )y @ﬁment in 2014, the OIC Ombudsman Association (OICOA) st ands as a testament to

7

%19 commitment of the Organization oflslamic Cooperation (OIC) regarding strength ening the Ombudsman
institutions across member states. The main mission of OICOA was to empower the Ombudsman offices

B

throughout the Islamic wo rid mainly through expertise exchange. In the light of this mission of OICOA, the
Institution du Médiateur duRoyaume (IMR) and the Federal Tax Ombudsman (FTO) initiated a collaborative
internship exchange progr am which was endorsed by esteemed Board Members of OICOA during the 10th
OICOA Board Meeting in Janary 2024 held in Pakistan. This internship Exchange program was an innovative

step which reflects the comm tment of OICOA to not only foster cultural understanding but also to nurture
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educational opportunities among its diverse members.

The Federal Tax Ombudsman of Pakistan, Dr. Asif Jah who is a staunch advocate of strengthening OICOA's
platform, along with Mr. Almas Jovindah, the Executive Secretary OICOA, played a vital role in pioneering this
visionary exchange program portraying unwavering commitment to the development of youth along with
empowerment of institutions. This proposal strongly resonated with the progressive vision of the Mediator
of Kingdom of Morocco, Mr. Mohamed Benalilou who is a dedicated OICOA Board member and staunchly
supports the initiatives with the objective of fostering collaboration between OICOA Members. As a result, a
landmark MoU was signed between FTO and IMR during the 11" OICOA Board Meeting held in Marakesh in
June 2024 to initiate the first batch of this program.

The internship exchange commenced between the FTO and IMR in July 2024 which also marked a
significant milestone in OICOA's ongoing efforts for institutional empowerment. Ms. Tayyaba Munir and Ms.
Momina Zaigham from FTO had the distinct privilege of undertaking their internship at IMR in Morocco. This
experience highlighted the tangible outcomes of OICOA's initiatives in promoting cross-cultural dialogue
along with serving to enhance the professional acumen of the two interns.

During their recent internship at IMR, Ms. Tayyaba Munir and Ms. Momina Zaigham had first-hand

exposure to the concept of mediation from an institutional perspective which enabled them to understand

the legal framework governing IM R's operations and its vital role in serving as a bridge between

administration and the citizens.

ch as the

nd vulnerable

The interns engaged closely with IMR's dedicated staff, discovering exemplary p
institution's steadfast commitment to inclusivity for individuals with special
communities. Another significant element was to observe the active involvemen in human rights
research both nationally and internationally which further emphasizes its sig e as a pivotal body
within the Kingdom. IMR takes pride in its extensive archives system, precise loging cases since the
inception of the IMR which in itself is a testamentto IM R's rich history and imp contributions to justice

ance. Moreover, the interns witnessed IMR's strong focus on tech al advancements, from

ives to the utilization of cutting-edge technology for seaml ebinars, portraying the

proactive app ofIMR to leverage technology for effective institutional ma ent.

As OICOA con s to support initiatives that enhance the capabilities of sman offices across
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r states, the internsh p exchange between IMR and FTO stands as a beacon of hope and opportunity
W}%emeen OICOA members. Moving forward, such collaborativeefforts are crucial for
t

rengthening the role of ®COA in promoting best practices and upholding the principles of justice within
gI SO A I A
the Islamic world and beyond.
SOl lrr

Specialized Training on best Practices of Ombudsman ship for the General

Secretariat of Bahrain Organized by: OIC Ombudsman Association (OICOA)
The delegation from the @mbudsman Office of Bahrain was warmly welcomed atthe OICOA and Federal Tax
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Ombudsman (FTO) Secretariat in Islamabad. The Secretary General of OICOA and Federal Tax Ombudsman
of Pakistan, H.E. Dr. Asif Mahmood Jah, along with the Executive Secretary of OICOA, Almas Ali Jovindah,
hosted the Bahraini delegation led by Mr. Mohamed Tawfeeq Ali Taqi.

During the reception, Dr. Jah and Mr. Jovindah emphasized the significance of this 1% Specialized Training
Program in strengthening collaborative ties between the Federal Tax Ombudsman of Pakistan and Bahrain's
General Secretariat. They also highlighted the growing role of OICOA in fostering inter-institutional
cooperation among member states, noting that this was the second such training initiative, with the first

having been conducted between the Mediator of Morocco and the FTO.
Presentations by experts like Dr. Arslan Subuctageen (Senior Advisor, FTO) and Mr. Khalid Javaid

(Registrar, FTO) detailed Pakistan's efforts in tax grievance resolution, innovative complaint systems like
CMIS, and proactive initiatives to address systemic issues. The delegation compared these practices with
Bahrain's methods. The Bahraini delegation engaged with various Pakistani institutions, including the
Federal Banking Ombudsman and FOSPAH (Federal Ombudsperson Secretariat for Protection Against
Harassment). They discussed topics like police misconduct, prison reforms, digital banking fraud, and
protection against workplace harassment.

The visit also featured cultural excursions, such as a tour of Faisal Mosque and dinners at Islamabad's
notable venues, enhancing bilateral relations through informal interactions. The delegation witn
humanitarian efforts led by the Customs Health Care Society (CHS) and attended hearings

Presidential Secretariat, which further showcased Pakistan's commitment to fairness

justice. The visit culminated in the exchange of souvenirs, expressing gratitud red learning

experiences and a reaffirmed commitment to strengthening ombudsman ship in bot

FTO Secretariat Internship Program

Field Visits Highlights

ecretariat's renowned internship program continues to build on i tigious reputation with

round 665 applications were received in this batch, from w proximately 70 interns

were selected cements across FTO offices nationwide after a rigorous se process. Ms. Tayyaba

Munir (Incharge rnship program), underthe guidance ofthe FTO Dr. Asif]Ja ead ofthe Internship
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rogram, Mr. Almas ]ovinfjah, introduced a meticulously designed module tailored tothe interns’ needs while

z;gmn with the FTO Secretariat's goals of outreach and awareness. Central to this mo dule were field visits,
%oéﬁnéﬁéﬁ/s/v{ﬁa/ﬁe/ﬁrsmand experience of the tax offices related to FTO complgints,
7

////////W

Two significant field visits to federal tax offices were organized with support of Mr. Khalid Javed, the

O\

Registrar of FTO to deepen the understanding of interns about tax operations and dynamics of the tax
offices. A total of 19 interns participated in these two visits, including 6 Indonesian law students studying

in Pakistan. The interns were accompanied on both visits by Advisor Sales Tax Mr. Nazim Saleem and In-

Charge ofthe Internship Program Ms. Tayyaba Munir.
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Directorate General of Revenue Analysis (DGRA), FBR

On September 28, the interns visited the Directorate General of Revenue Analysis (DGRA) at the Federal
Board of Revenue (FBR) Head Office. The ChiefDGRA, Ms. Rizwana delivered an extensive presentation on
Pakistan's tax machinery and the FBR's operational framework, highlighting DGRA's integral functions
such as publishing revenue reports and conducting revenue forecasts. The presentation also included
insights into the Indonesian economy, reflecting the need of diverse intern group. The visit featured an
engaging Q&A session with DGRA officers and concluded with the exchange of souvenirs, adding a

memorable touch to the experience.

Regional Tax Office (RTO), Islamabad
On September 29, the interns visited the Regional Tax Office (RTO) in Islamabad, gaining valuable

observations about tax collection operations. The delegation was warmly received by RTO officers, including
the Commissioner, Assistant Commissioners, and the Chief Commissioner. One of the Assistant
Commissioners presented a comprehensive overview of the RTO's functions, jurisdiction, and various office

units, followed by a Q&A session addressing key concerns, including fake invoices. Afterwards another

Assistant Commissioner, Ms, Bakhtwar Ali also guided the interns through RTO facilities, sho

wcasing t
Citizen Facilitation Desks and different operational units. The visit concluded with a luncheon h$

RTO, during which interns and officials engaged in lively discussions. The day end

exchange between FTO and RTO, marking a successful and insightful visit.

These field visits provi ded the interns with invaluable exposure to the working of federal tax institutions,
significantly enhancing their understanding of the relationship that exists between federal tax bodies and
FTO. In this way, FTO Secretariat aims at adding value to the overall internshi

inclusive of diverse activities.

rogram by making it

;
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Institution Building and
Vision for Future

The year 2024 was marked by significant initiatives from the FTO Office aimed at enhancing taxpayer
convenience and promoting accountability within the Federal Board of Revenue (FBR). These initiatives

focused on streamlining complaint filing processes and improving overall operational efficiency.

Institution Building and Vision for Future

Institution of Federal Tax Ombudsman was created to check the maladministration of Tax Functionaries.

Being a complex work impinging upon revenue, this institution kept on developing a strong and robust

capacity during 2024.

Following is a summary of measures taken to strengthen the earlier initiatives to digiti
working of the FTO Secretariat during 2024.

Information Technology (IT)

We had already achieved considerable progress in the area of IT, which was r in the Annual Report

2023. Yet there was still a lot of scope in further harnessing the power of IT in t king of the FTO office.

following progress was achieved:

aint Management Information System has been upgraded a notices for information

and for g are disbursed through online system via email and SMS. aints can also be filed
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rou h Whatsa

/l‘/ }; Iso served on the FBR and the complainant through digital m eans via email on the
//same// it 1Sﬁmd by the Hon'ble FTO.

. New 1n1tlatlve{s been undertaken whereby the cause list of cases is generated through CMIS and the
complainant and the department have access to the said cause list for preparation of cases. The

complainant can alSo check online status of their case.

o Online system has been updated to revise review petition whereby the review petition can be filed

online.
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* Facility of video link hearing has been provided to both the complainants and the FBR. Accordingly,
the digital system of the Secretariat has been upgraded for providing the said facility.

Media Management

Where many institutions all over the world with IT capacity, switched to online operations, the Federal
Tax Ombudsman Secretariat also used IT platforms for public awareness and advocacy campaign. The
activities included designing awareness campaign, curating relevant content to reach out to the target
audience, creating contents for publication (newsletter, press release), social media and webpage

content etc. monitoring and responding to target audience through social media.

Continuing with this multi-layered awareness program, the quarterly published e-newsletters of FTO
orgnization were being regularly circulated to government offices, trade bodies, Chambers of Commerce
&Industry (CC&O, Tax Bar Associations (TBAs) and Pakistani Missions abroad. Upon the directions of the
Honourable President, copies of Annual Report are additionally shared with the members of Parliament

and Provincial Assemblies.

Capitalizing upon the significance of digital medium of communication, the existing and potential

taxpayers were reached out through e-mails, SMS texts and social networking websites. The availabili

of facility of filing online complaints on the website of the FTO Office and dedicated androi
'Wataqi Tax Mohtasib (FTO) Mobile App' on Google Play Store are the measures that
easy accessibility of the public to FTO office. During 2024, the FTO TV has been rea

Overseas Pakistanis for public awareness on taxation issues ofnon-residenttaxp

o reach outto

FTO gave equal importance to the traditional means of disseminating i tion through press
east of activities and
2024, by conducting

releases to leading newspapers and TV news channels to keep the general pu
success stories of FTO Institution. The awareness campaign continued d
ess sessions in the offices of various CC&ls, TBAs, FBR and its field

nks in major cities of Pakistan.

s and in the branches of

were appointed for launching awareness campaign throug t, electronic and social

media. A Public ice Message with time duration of 20 seconds was desig airing on all the TV
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ctronic Media Regulatory Authority (PEMRA). In addition, the Cellular operators

.

st
%ﬁ%‘éﬁe}’%gﬁm to disseminate the message of this Secretariat to the gen eral public.

.
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Initiative by FTO: Spec1al Helpdesk Established to Facilitate Taxpayers in Filing Tax

Returns

The Federal Tax Ombu dsman established a taxpayer facilitation help desk at its headquarters in
collaboration with the Fe deral Board of Revenue (FBR) to assist taxpayers facing hardships with filing
returns. This initiative aims at easing the tax return process, which comes as the deadline for filing had been
extended to October 14, 2024.

This initiative assisted taxpayers with issues such as password retrieval and other problems with tax return

filing on the FBR website. Trained FBR officials were available to offer hands-on support to tax filers.

The queries were only to be addressed in person at the FTO Secretariat in Islamabad. FTO secretariat

remains committed to facilitating taxpayers and looks forward to resolving their tax-related issues.

Way Forward and Vision For 2025,

A lot of progress was made in various areas as stated above. Performance in many areas showed significant
improvement despite limitations posed by the resources. We aim to continue pursuing the course of action
leading to providing timely and cost-free justice to the aggrieved taxpayers who have suffered
maladministration at the hands of tax administration. This would also result in achieving ultimate goal of a
clean, transparent and efficient Tax Administration through the recommendations made by this Secretariat

to the FBR for improvement of their system and procedures for providing relief to the aggrieved persons.

We have set the targets for Own Motion initiatives, outreach activities, and reducing time to decide the

cases. Adjustments and additions in the team of Advisors have been made purely on the criterion of
competence, history of hard work and integrity. We hope to enter into a new era of enhanced performanc-
and interaction with FBRfor providingreliefto the aggrieved taxpayers and for better Tax Administratio

We are also looking forward to engaging the youth through our internship programs an! interaction

with the colleges and uni versities for increasing awareness aboutrole and functlons and services offered
bythe FTO Secretariat.

;
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Publications

This chapter highlights key publications produced by the Federal Tax Ombudsman, reflecting its efforts to
promote good governance and equitable tax practices. It showcases reports, research studies, guidelines,
and public awareness materials aimed at improving the understanding of taxpayers' rights, the tax dispute

resolution process, and the broader framework of tax reforms.

A. Exports at the Crossroad

Research Study on Sales Tax Refund
The Federal Tax Ombudsman (FTO) receives a large number of O AL THE CROSSROADS -
complaints of irregularities, malpractices, deliberate delay and :
pendency of sales tax refunds. In this context, for ascertaining the
reasons and impact of this problem and to ultimately find a
solution, the Federal Tax Ombudsman initiated the following
research study exercising powers conferred under Section 9( 4) of
the Federal Tax Ombudsman Ordinance, 2000 (FTO Ordinance).

This report examines refund regime under historical zero-rate

sales tax and concession provided to erstwhile five sectors. It

lysis of post zero rate regime and its impacts on

rocessing refunds and

ated Sales Tax Electronic Refund System (FASTER) and r estrictions impacting

11

current status of Al
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Taxatlon as a bedrock of governance, demands equitable and
judicious application, str k h g a harmonious equilibrium between
requisites of generation o f state revenue and the rights & aspirations
of the citizens. It is with this understanding that the Federal Tax
Ombudsman Secretariat arfl its Regional Offices across Pakistan have
diligently served as an av enue for the redress of grievances of the
aggrieved taxpayers. Therefore, for ensuring consistency of orders,
this Secretariat developed a compendium of pivotal decisions made by
the Federal Tax Ombudsman which covers the reported findings/
recommendations of cases pertaining to Customs and Federal Excise

for the years 2021, 2022, and 2023 (uptoAugust).
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rocesslng and sanctioning thus bringing efficiency and transpagncy.

REPORTED FINDINGS/RECOMMENDATIONS
OF CUSTOMS & FED FOR THE YEARS
2021, 2022, & 2023

FEDERAL TAX OMBUDSMAN SECRE TARIAT
SA CONSTITUTION AVENLI
ISLAMABAD

transparency in process]ng refunds. The report shares recommendation for i ImMprov  ement as g]oba] best

This carefully curated compilation by the Federal Tax Ombudsman Secretariat - Islamabad, has been

crafted to enhance public awareness, and aims to serve as an indispensable resource for public

complainants, taxpayers, legal practitioners, crucial tax consultants, and tax bar associations. Moreover, it

serves as a reference for FTO Advisors, empowering them to make informed decisions that align with the

established precedents and benchmarks of the Federal Tax Ombudsman, fostering greater consistency and

precision in addressing recurring complaints.

Contained within this case law compilation are multifaceted issues, decisions, and recommendations

which collectively offer profound insights into the diverse challenges encountered by taxpayers and the

remedies given by the Federal Tax Ombudsman to address them. These reported for customs and federal

excise cases stand as a testament to the Federal Tax Ombudsman's unwavering dedication to the rule oflaw,

ensuring that justice is not only rendered but is also manifestly delivered.

C. Job Description

FTO Secretariat is committed to transforming itself into a
professional and competent organization through a reformation
process. This process started in September, 2021 and since then
multiple initiatives have been taken to create best possible
environment for redressal of bonafide grievances of the aggrieved
taxpayers and at the same time to create documents containing clear
and concise job description for each post.

criptions document clearly defines, identifies and spells
al responsibilities and requirements of job for each
| serving in this organization starting from the
position of Feder

JOB DESCRIPTIONS

FEDERAL TAX OMBUDSMAMN SECRETARIAT

BS-1 To BS-22

FTU

FEDERAL TAX OMBUDSMAN SECRETARIAT
5-A CONSTITUTION AVENUE
ISLAMABAD
June 2023

cretary FTO Secretariat downwards to the lowest BPS Scale!

ocument would be of
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i h/e employees of this Secretariat.

/mechamsm fort
%/)%Taxpayers' Rights

The Federal Tax Ombudsm an (FTO) is mandated to look into the

7 : :
/great valuezduring t]éerformance evaluation, compensation management and go al /objective fixation

matters of maladministrati on of tax functionaries causing injustice

to any person. The office of the FTO receives a large number of
complaints from taxpayers Which are addressed and decided ina

short time. The profession al understanding of complex tax laws is
Chal}enging for general publ G hOWCVCr, they haVe the rlght to knOW

ANAANANNNNNNNNNNNN

A Manual of

their rights already available in the statute. Understanding of rights Jaxpayers’ Rights

under the Federal Tax Laws by the taxpayers is crucial so that they
may not be deprived of their rights by tax machinery due to
ignorance and that be taken advantage of. Keeping in view the

importance of taxpayers' rights available under the constitution and
Federal Tax Laws, this booklet is the first ever publication by Federal Tax Ombudsman Secretariat providing
comprehensive understanding of taxpayers' rights. This booklet would provide taxpayers clear understanding
and knowledge of taxpayers' rights available in Federal Tax Laws.

E. Periodic Newsletters

This Secretariat took another initiative for increasing public awareness and issues periodic newsletters which
contain important orders confirmed by the President and landmark orders passed by the FTO. The monthly,
quarterly and biannual news letters are being regularly published covering major events and activities at
National and International level. The said letters also cover seminars, outreach sessions conducted by the FTO

himself and by the Advisors across the country with trade bodies, universities and other business forums.

NEWSLETTER

1g () NEWSLETTER
feed FEDERAL TAX OMBUDSMAN £ FEDERAL TAX OMBUDSMAN
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Acknowledgement and Appreciation

The strength of FTO lies not only in its processes but also in its ability to act on the valuable feedback of
Complainants. Honoring the efforts of the Federal Tax Ombudsman and their team, these acknowledgments
serve as a testament to the commitment of addressing grievances and delivering justice to tax payer with
great efficiency and integrity.

Ret. no. ALC Avmad Lawvers Constentation
S Tax & Co Advirars
To.
The Honorable Advisor,
Federai Tax Ombudsman,
FTO Secretariat,
Isiamabad.
Suigect: APPRECIATION LETTER IN RESPECT OF HONBLE ADVISOR Ms,
ADILA BEHMAN FOR TAKING COGNIZANCE IN IMPLEMENTATION OF THE
FINDIMGS/ RECOMMENDATIONS OF THE HON'BLE FTO IM COMPLAINT No.
SS10/IMR/ST/2022 DATED 31-01-2023 REGARDIMNG TRANSFER OF SALES
IAX EEFUND AMOUNTING TO Bs. 177.418(M) OF THE SALES TAX ACY, mace R possible the impiementation of the same and issue of the
A990 AGAINST SANCTIOMED RPO Mo, 8090363 /2022 IN CASEOF M/s GAS
S OIL PAXISTAN LIMITED (GO) NTM: 3935947-6

compiainant has been rescived with the professional efforts of the
honorabie advisor.

'We have been instructed by our dient namely M/s Gas &
Oil Pakistan Limited (GO) (hereinafter to be called a Complainant/

We, the registered persony compiainant and the @aw firm
“ALC", do hereby acknowledge the same and appreciate the hard work

Registered Person) to submit to your good office here as under:

It is hereby submitted that the registered person/
complainant filed the complaint against the respondents alleging Mal-

Compilaint No. S610/LHR/ST/2022 dated 31-01-2023, for taking the
cognizance in the instant matter made the recommendations and

and diligence of the honorabie advisor and the FTO forum. It is hereby
further submitted that the officers ke Honble Advisor Ms. Adia
Rehman are much needed for maintaining the prestige and authority
of this esteemed forum.

CC: FTO Lahore.

Trrough

Rana M SHAED RAFIGLE  SHOAIS ANNAD  SALMAY ALI BHATTE  BILAL WUSSAR
A - Mg Camn Al g o A P Camr s | gk T

ALC Abmsd Lawvers Constollation mewscse: voe & Corporsis aasery

Bt s 38 35 4 Foor Mbisucs Cente 1 Mssarg Road Nesr _ahors High Cow Larore
e SAl-ITIRIITT Cad

A
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SUB: LETTER OF THANKS PP ITEE I = TR

I hope this letter finds you in the best of health and high spirits. 1
would like to extend my most sincere regards and heartfeld
felicitations to you.

On behalf of the Korang: Association of l'cade and Indusooy
(< ATT), T would like ro express our profound gravitude for your
recent visit Lo our association, accompanied by your esreemed and
capable renim. Your presence was an immensc honor for all of us.
T'he insighrs vou shared during the event were useful and cqually
enviable.

Your speech was truly remarkable—candid, insighuful, and oentirely
relevant to thie challenges being faced by the trade and industry
sccror. The way you ardculated the role of the Federal Tax
Ombudsman in providing justice against the malpracrices of the
Tax deparmment was unigusz and enlighrening. Your technical
deliberations demonstrated immensely decp understanding of the
system, vou made it absolute clear as how straightforward ir can be
helpful for raxpayers to file a compilaint with your estecemed office.

Conrt Page # 2
-—--Page # 2 ——--

We are confident that your wvisit has established a strong and
effective connection berween the Korangi Industrial Area and the
office of Federal Taax Ombudsman. This will undoubtedly serve as
a wvital conduit for industrialists, traders. service providers, and
businessmen, cnabling them to scek prompt and cfficient justce in
cases of domincering, high-handed decisions by the Tax
authorides, which unformunartely cause distress to taxpayers.

May ALLAH (Rabulizzar) bless you, vour family with continued
success, well-being and grant you complete success here and
hercinafrer.

With profound regards,

-

U — ,
Tariq Malik
Former President

Korangi Association of Trade & Indusory (KA
Chairman

Sranding Commirntce on SBR, FBR & Taxauon

y .

Cell: 0300-8271144
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No. PS(POP)74/2024 Dated Lahore the 25" June, 2024

SUBJECT: EXPRESSION OF GRATITUDE >
e etem N ]

Dear 44y Job an, “/(}QVL‘?MI

| hope this letter finds you in the best of health and spirits. | am writing to extend my

heartfelt gratitude for the exceptional support provided by your Office during my tenure
as Ombudsman Punjab, from July 2020 to the present.

The Ombudsman Punjab Office remained committed to contribute to the Forum of
Pakistan Ombudsmen, striving to advance collective vision and mission. We were
privileged to work towards enhancing the excellence of Ombudsmen institutions
across Pakistan.

Our Office consistently aimed to share insights and experiences for the benefit and
uplift of all Ombudsmen institutions operating within our nation.

As | am concluding my tenure, on behalf of my Office, | extend sincere appreciation
for your invaluable support and cooperation. Your assistance has been instrumental

in our shared success and | am sincerely grateful for your unwavering commitment.
Thank you once again for your outstanding support.

Profound regards,

MAJ. AZAM SULEMAN KHAN (Rtd)
(Hilal-i-lmtiaz)

o Office of the
G2 Auditor-General of Pakistan
Q’ (AGP Chamber)
s Constitution Avenue
Islamabad
Tel: 051-9216632

Subject:
Kindly refer to your office letter No. F.No.20/AR/FT0/2023 dated
on the subject cited above.
2 | am directed to convey thanks on behalf of the Auditor-General of Pakistan for

sending a copy of Annual Report 2023 of the Federal Tax Ombudsman (FTO).

3 The Report has been found quite informative and uselul. It is heartening lo
note the Tax Ombudsman has managed 1o dispose of 90.68% complaint during the reported
period, ensured implementation of 94% cases and made appointmenl of five Honorary
Advisors' abroad. It is good lo know that FTO has expanded its outreach via the introduction
of digilized FTO Complaint Porial and establishment of helpline to facilitate aggrieved
1axpayers, besides resolving complaints of Pakistani expatriates.

4 The Office of the Auditor-General of Pakistan prays for the glorification of the
Federal Tax Ombudsman{FTO) operations.

(Muhammad an)
Director Gaﬂ{rk;:;" AGP

y .

OMBUDSMAN PUNJAB .

HON'ELE DR. ASIF MAHMOOD JAH Mr. Almas All Jovindah , Advisor (Media) / Advisor (Legal) FTO M

FEDERAL TAX OMBUDSMAN
Seiiess,

Majan - p— Chairman

= —_— Federal Tax Ombudsiman
!;ont for wy C - Update on Ci Islamabad
Dear Respected Authority. Dear Sir, Subject: Letter of Thanks for the Exemplary Services

I hope this email finds you in good health.

1 had lodged & 1 with the FTO iate car delivery compensation, and |
‘am pleated 1o inform you that it has been successfully resolved. | have received a compensation cheque from Suzukd.

1 am deeply to the FTO for going above and beyond my expectations in handiing my case. The assistance |
received from the FTO in this matter Is truly commendabie | would like 10 extend my heartfelt thanks and best wishes to
the entire for their support

1 will deposit the cheque at the bank today, and | will update it to the FTO once | have received the compensation
amount.

PAKISTAN ZINDABAD
Regards
Syed Muhammad Qasim Sherazi

We are writing to express our deepst gratitude for the swift and effective response from the Federal Tax Ombudsman (FT0)
i [ 1l Tax Office (CTO) lslamabad, regarding withholding tax exmptions We submitted

applications for withholding tax exemption, but unfortunately, our request remained despite multiple visits, Frustarted by the

lack of progress, we contacted the FTO [slamabad office, who promptly interved, resulting in swift action and proceesing of our

applications by the relevant commissioner within no time. Thank you for your exemplary service and for standing up for the

rights of taxpayers. Your actions reflext the true spirit of public service, and we are grateful for the positive change you have

brought about. We are truly appreciative of the efforts put forth by you and your team. Warm Regards,

Wagqas Shabbir, FCA

Managing Partner

Mr. Akash Sandoria (UDC).
FTO, Regional Office,

LETTER OF APPRECIATION

Quetta.
1 would like to sincerely exp my gr de for the ring work you have done in the matter
of change of jurisdiction of 250+ Your ti 1y and special contributions are

impressive and show exceptional discipline and dedication to FTO office.

1 want you to know that I value the amount of effort you have put into your work. You are
significantly appreciated for all the timely response you made.

Onoce again, thank you for your hard work. 1 look forward 1o seeing your future achievements
and successes.
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Photo Gallery

Theyear 2024 witnessed an array of significant national and international engagements led by Hon'ble
FTO. This chapter offers a visual and narrative reflection of the key activities, conferences, outreach
initiatives, and collaborative events that marked FTO Secretariat's commitment to enhancing transparency,
resolving taxpayer grievances, and fostering best practices in tax administration. Through active

participation in multiple forums, the FTO's vision of fair and efficient tax systems is reinforced.
LT
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pting with Hon'ble President of Pakistan at Aiwan-e-Sadr, IS




A group pho

//
on'ble FTO, Dr. Asif Mahmood Jah (Hilal-i-Imtiaz)(Sitara-i-lmtiaz) /
Advisors and Staff at FTO Headquarters, Islamabad.
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Signing about Internship Exchange between FTO and Ombudl of Morocco
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OICOA Board Meeting held in Islamabad

® = : - —~T //‘f'ﬁ
- ~ /I/

Hon® e President OICOA, Mr. Seref Malkoc, with the Dr. Asif Mah
F

ah Honorable
ecretary General OICOA, during the OICOA Board meeting abad.
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! Mr. Seref Malkoc ]

President OICOA

e T |
1 i
on ?9{;' 2024

10" OCIOA Board Meeting at Serena Hotel, Islamaba
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FTO Dr. Asif Mahmood Jah Conveys Condolences on the Tragic Passing
Away of Iranian President and Foreign Minister at Islamabad

and media persons participated in large numbers
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Mr. Muhammad Siddique, former advisor to the Federal Tax Ombudsman (FTO), prese
Report to Ms. Jessica Martebo, Head of the Political, Trade, and Communications
Embassy in Islamabad. During the presentation, Mr. Siddique highlighted key aspe

discussed avenues for strengthening bilateral cooperation. Ms. Martebo expr:

at the Swedish
e FTO's work and

er gratitude for the
report and acknowledged the importance of ongoing dialogue and partnership.
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The delegation of General Secretariat of Bahrain met with
Secretary General OICOA & FTO Dr. Asif Mahmood Jah at Islamabad
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Advisor Sales Tax, Mr. Muhammad Nazim Saleem conducted an awareness seminar with
Rawalpindi Women Chamber of Commerce & Industry at FTO Secretariat, Islan’

FTO's team at Regional Office, Lahore
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Iftar dinner host8 Honorable Secretary General OIC Ombudsman Association D Dr.
Jah, at hi sidence, in honor of the OIC Ambassadors and other digni in Islamabad.
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An interact ession with the headmasters & headmistresses of Public S in Gujranwala
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FPO meeting at Lahore
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FTO's visit of Ganga Ram Hospital, Lahore
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Meeting Dr. Zakir Naik at Lahore
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Federal Ombudsper

Commitment wit%

Federal Ombud tectoe
Federal Tax Ombudsman  Federal Gmougipenat™ ™ 4 M
of Pakistan Against Harassment FO%7 ‘

of Fokzsian

: i | JJ & :
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"Federal Ombudsperson Conference on State Commitment with Citizens July, 2024" organized by The
Sheikhupura Chamber of Commerce & Industry (SCCI) at Sheikhupura.
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FTO's Awareness Session in Sargodha
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FT0 establishes
special heipdeskto

56 cities: Values of immovable
properties revised upward by FBR

facilitate taxpayers
infilingreturns

ISLAMABAD

T

o 5 W

Feuemamohzbudsm(m)m Asif

Mahmood Jah on Tuesday estabii
taxpayer facilitation helpdesk at i

headguarters in collaboration wuhff dler

‘Board of Revenue (FBR)
in_hm'_dships with filing of
initiative aimed at ea

process, comes as the deadline for f

been extended to ocmt;ﬁ
news release, Thi

FBR seeks guidance of FTO
Lo improve collection

F

ISLAMARAL: The Federal Board of
Eevenae [FRE) Friday snught geidance of
Federsl Tax Ombudsman for improving
revenue mollection and achievement of

assigmed carget for 202324,

Feidiral Tax Ombndaman D Al Mahmond
[ah held u meeting with Member Inland
Fevenue {Crperations| Mir Badshah Kran
Wazir and histeam in his office and discussed

malters relating o MEpEYer Ee

Frderal Tax Dmbmdsman commended e
performance of FRIL hor proenpt vedressal of
prnbless of the wxpsvers and quick

implemergation af FTO's decisions,

B ISLAMABAD: The Federal Board of Revenue
(FBR) Tuesday substantially raised values of
g N immovable properties up to 75 percent of the
athy existing market values in 56 cities of the
: country.
The new values of immovable properties would
be applicable from November 1, 2024.
The FBR has issued notifications after having a
series of meetings with the developers and
builders at the FBR headquarters. Taking into
account serious reservations of developers
and builders, the FBR has revised rates across
the country.
According to the notifications issued late
Tuesday night, in exercise of the powers
conferred by sub-section (4) of section 68 of
the Income Tax Ordinance, 2001, the FBR has
determined new fair market value of
immoveable properties in respect of areas or
categories specified. The fair market value of
the super structures for residential, commer-
cial and industrial areas/properties have also
been notified in each city.
Immovable properties: FTO sets deadline for
revision of valuations
The FBR had previously adjusted property
valuations four times, in 2018, 2019, 2021 and

Mave [ospital honowrs FTO
lor release of Fadiation
machine

TAXPAYVER REDRESSAL

Irl"_ remote areas

LAHORE The Deparcment of Gmoolegy

o Rigint £ b

LARMORE MiiFRister of State amnd Federal Tax

2022. After a gap of over 2 years, now the FBR
has issued the fresh values of immovable
properties.

Through these notifications, the FBR has
made a major increase in the values of
immovable properties to bring them at part with
the actual market value.

The FBR has issued enhanced values of the
immovable properties after vetting from Law
and Justice Division.

Through new notifications, the valuation rates
of properties in 56 cities has been revised
upward including Abbottabad, Attack,
Bahawalpur, Chakwal, Dera Ismail Khan, Dera
Ghazi Khan, Faisalabad, Ghotki, Gujranwala,
Gujrat, Gwadar, Hafiz Abad, Haripur,
Hyderabad, Islamabad, Jhang, Jhelum,
Karachi, Kasur, Khushab, Lahore, Larkana,
Lasbela, Lodhran, Mandi Bahauddin,
Mansehra, Mardan, Mirpurkhas, Multan,
Nankana, Narowal, Peshawar, Quetta, Rahim
Yar Khan, Rawalpindi, Sahiwal, Sargodha,
Sheikhupura, Sialkot, Sukkur and Toba Tek
Singh. The Federal Tax Ombudsman (FTO)
has given a deadline of October 11, 2024 to the
FBR for revision of values of immovable
properties across the country.

Thursday
March 14, 2024

FTO expands network to

various
2] offices
.. release refunds

and Py of Maya ¥ ks
ransured Fedicral Tax Ombudsman
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President confirms FTO's

decision

sobizil Sarfrae Published March w. 2024

W

T
OIOIOLN
ISLAMARAD: President of Pakistan
has confirmed Federal Tax
Ombudsman's decision to alleviate
miseries of power consamers by

rationalizing income tax and sales
tax on electricity hills of low-income
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KMU Hosts Taxpayer Rights

R CORRESPONDENT
ey

Awareness Session

o lamu

Khyber Medical University (KM Ve L tveran
proudly hosted an swareness sessnn
on safepuarding topayers righn s D B
Haferndish Hall The event featured the
Honorable Federsl Tax Ombudeman D
Asif Mehmood Jah [Hilal Imtiaz, Sitars
Imtiaz), 58 the main guest speaker The
sesion aimed to educite participants on 3
the rights of taopavers and the mecha-
aalans avaslabbe for addrewing thew com:
plaints The semin was organied by the
Finance Wing of KMU under supervision
of Treasurer Wasim Reaz.

Dusungusshed azenders ncluded KMU
Registrar inamullah Khan Waxir Dean
of Baxic Medical Sciences Prafessor D

Rubina Nazii, Treasurer Wassem Rixz
=nd heards of all KMU departmenty
During the sossiarn, Dr. Assf Mebmood
lah provided an in-depth overview of
the role and mandate of the Federal Tax
Ombudsman in resobving taxpayers’
complamts. He also vanous
tav-refated queries from the partici-
panty. offering vakuhie inaghts into the
complenities of the Laxaton system
Mr Almas jvindsh, Advisor Legal, ad-
dresved the sapects of the Federal
Tax Ombudsman (FT0). M Sardar Ali
Khawaja shared his experiences as the

11

former Chief Commissioner of FBR and

Indormied sttendees shout the FTO Office
n Peshawar, whore students and faculty
can flle thear complasnts and grcvanoes

Treasurer KMU, Mr Waseem R and
Regotrar inamullab Khan, expressed his
grattude 1o Federal Tax (mbudsman Dr.
Asil Mehmood Jah for his presence and
the valuahie knowledgs he shared Specul
FeCOINNON was given 1o Mr Muhammad
Usmair Zeb, who received 3 Performance
Aweard i recognition of his contribu
‘thons a5 2 tax advisor to both KMU and
the Federal Tax Ombsadsman

The contributions of Mubasmmad Ui
Zeb, aloeg with the cooperation of the
and the active participation of
the Heads of Departments. were highly
apprecued
The session underscored
commitment (0 promoting 2 betier
understanding of taxpayers’ nghts and £
olaung the effective resoiution of tix s-
sues. This pres reiease lighlughits the key
aspects of the event, emphasizing KMIF's
deshcation to topayer education and
the valuable inssghts provided by Dr Asf
Mehmood Jah, Federal Tax Ombudsman

KMU's
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5-A, Constitution Avenue, Islamabad
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/ Tel: 051-9212316, 051-9217767, Fax: 051-9205553

4

Regional Office Karachi

/ 8" Floor (left wing) National Insurance Company LTD
(NICL) Building, Abbasi Shaheed Road, Off Sharah-e-Faisal
Towards DHA, Karachi. Tel: 021-99225057,

Fax - 021-99225058, E-mail: ftokhi@fto.gov.pk

M)

Reglonal Office Lahore

Bungalow No. 186-A Scotch Corner, Upper Mall, Lahore.
Tel: 042-99201894, Fax: 042-99201893.

E-mail: ftolhr@fto.gov.pk

Regional Office Peshawar

House No. 9-A-B/2, Old Jamrud Lane Road, University
Town, Peshawar. Tel: 091-9224200,

Fax: 091-9224201.E-mail:ftopwr@fto.gov.pk

Regional Office Quetta

1" Floor, Mashriq Plaza, Opposite FC HQ, Hali Road, Quetta.

Tel: 081-9202653, E-mail: ftoqta@fto.gov.pk

Regional Office Multan

House No.98 A, Ibrahim Avenue, Gulgasht Colony, Multan.
Tel: 061-9210348, Fax: 061-9210349,

E-mail: ftomultan@gmail.com

Regional Office Faisalabad

House No. 35, Canal Park East Canal Road.
Tel: 041-9230241, Fax: 041-9230244
E-mail: fiofaisalabad@gmail.com

Regional Office Sargodha

House No. 62/72, Peer Muhammad Colony,

University Road, Sargodha. Tel: 048-9330147
E-mail: ftosargodha@gmail.com

Regional Office Abbottabad
House No.01, Street No. 01, Moosa-zai Colony, Abbottabad.
Tel: 0992-920201, E-mail: advisorabtd@fto.gov.pk

Regional Office Sukkar
Bangalow No. 32, Sukkur Cooperative Housing Society,
Sukkur. Tel: 071-5825222, E-mail: fto.suk@fto.gov.pk

Regional Office Gujranwala

House No.25, Street No. 4, Climax Town, G. T. Road,
Gujranwala. Tel: 055-9330589, Fax: 055-9330590,
Email: fto.gwl@gmail.com

Regional Office Sialkot

House No. 5, Nishat Park, Col. Sher Ali Road, Off Paris
Road, Sialkot. Tel: 052-9250725

E-mail: ftoskt@gmail.com

Regional Office Hyderabad

Bungalow No. 272, Block B, Gulshan-E-Zeal Pak Society,
Hyderabad, Sindh. Tel: 022-3400426,

E-mail: ftohyd@fto.gov.pk

Regional Office Mianwali
128-A, Officer Colony, Mianwali. Tel: 0459-920225
E-mail: azamkhanniazil985@gmail.com

http:/ /www.fto.gov.pk

https://www.facebook.com/Federal TaxOmbudsman. TV

£ https://www.facebook.com/ftopakistan
| https:/ /twitter.com/TaxOmbudsman
@ Wataqi Tax Mohtasib (FTO) Mobile App
00923340544460
o 9386

info@fto.gov.pk

ttps:/ /www.youtube.com/channel/UCiTWDSPNMXMrh
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