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DedicatedTo

he valuedtaxpayerswho reposedrust in the
Tintegrity of the relief mechanismof the FTO
Secretariat foseekingquick and effective redressal of
their grievancesand to the officers and staff of this
organizationfor making all-out efforts for providing

quickrelief totheaggrievedaxpayers.
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"Do your duty as servants to the people anthe

fearlessly and honestly"

Addresdo the Civil Servantsn Peshawaon April 948.
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Messagefrom Asif Ali Zardari

president of the Islamic Republic of Pakistan \

\

ood govern anceis the cornerstoneof a welfare stateand the rule of law is the

fundament al pillar of such governance.A welfare stateis supposedto ensure

transparency, fairness, and efficiency in its business while also providing avenues for
justice through affo rdable and hassleee processes. In developing countries like Pakistan, it
Is crucial to uphold these principles as access to justice remains limited, litiggtion
prolonged, and costs are often prohibitive.

The Federal Tax Ombudsman (FTO) serves as the representative of aggrieved
taxpayers and provides them with speedy and -effsttive justice against the
maladministratiorof tax authorities. lam glad thatsince itsinception in 2000, FTO has
addressed thousands of complaints, combatting tax maladministatioansuring justice.

The FTO's mission it investigate, diagnose, and resolve injustices causealimfficials,
offeringswift and fair resolutions at minimal cdsttaxpayers.

In 2024, the FTO resolveti2,914 of 13,506 complaints, with ovei89.96% of its
decisions accepted by both complainants and the FBR. Refunds Reor22793 Million
were recommended, sanctionadd disbured. Notably, the=TO initiated agreater number
of Own Motion investigations and conducted more outreach and awareness sessions
compared to the previous year.

| appreciatehatthe FTO hasintroducedinnovativeinitiatives, including a Mobile App,

FTO portal,digitil 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
commendabl&s it has expanded FTO's reach to remote areas, ensuring justice
taxpayers.

| apprechte the FTO for its dedication and initiatives to enhance taxpayer support.lam
confident theseefforts will encourage more individuals to seek redressal for grievances and
foster trust in the hstitution.  also urge taxpayers to seek the services of FTO for the redressal
of their comph nts against the maladministration and high-handedness mmhorities.

+0000000000
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(Hilal-i-Imtiaz) (Sitarai-Imtiaz)
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FOREWORD

The Hon'ble Asif Ali Zardari

Presidenof thelslamic Republicof Pakistan,

a

) 5’ P 3; ,” @ )
!égﬂ;gb\u),,a&b,gw\

t'samatterof greathonorfor meto presenthe Annual Reporof this Institution forthe year2024.This

is the 25" Annual Reporbf the institution sincdts inception andhefourth aftermy assumption ofhe

office. Thisisalandmark reporasit manifests thathelnstitution hascompleted25yearsof itslife and
isafully grown-up bodywith morethantwo decadesf servicetothetaxpayersandthe nationatlarge.

2. Takingthebenefitof vastanddiverseadministrativeexperience omorethan30yearsat mycreditin
Federal Boar@f Revenue, hotonly embarked upoimprovemenin the overalloutput& outcomes obur
work but also formulated, intalia, the following guiding principles to explicate the essence of their
functional parameters;

A Explicitintentto redresshegrievance®f taxpayersvith compassiomndempathy.

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

A Substantiatiecreasén thetime consumedn complaintredressalrom 60to 45days.
A Implementatioro bethepredominanteatureof the decisionanadebythisoffice.

3. Performancas measuredhroughlT-based Keyerformanceéndicators (KPiswhichweredevised,
designed and developed through the als€omplaint Management Information System (CMIS
Performance Review (MPR).

4.  Theoffice of the TaxOmbudsman alsmadeorganized andoordinated effor seoflatest
Information and Communicationgchnology (ICT) interventions and engage
FBR through the digital platformge use of Twitter, WhatsApp, Facebook,
outreachwasextendedrom majorbusinessiubsto smaller citiesSpecialfaciliti
were introduced to enable them to lodge complaints against tax adminj
through mobileapps.Thecomplainants caalsohaveaccesgo thelatestupd
from anywhere irtheworld. The complainants are also updated ahibetcu
laints through email.

ail. Moreover, FTO's
verseas Pakistanis

n by visiting the website
heircomplaints online
tatuand finaloutcome

meteffafalod Federal
laints received. The 24/7
laintsreceivedand

5. The
Tax Ombuds
accessibilityto g

ach and awareness campaign regarding the functiona
brought about a meaningfalease in the number of
alpublic gavea considerableise in the total numbero

\/
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/diﬂjosed of T Iw//{tﬁo our systemic initiatives and concertetforts, an obviousse was seen in the
- .

/ ecéﬁﬂ,/ Co/m/ /13mt5 in theyear2024ascompared téhosereceived irthe year2023.h the year 2024, so far
PP PP PPl el

/)ta 13,506 complaints lave been received against 8963 complaints received yRath2023 which is
% 06 /B%H/{é/ higher side. Likewise, our determinedhard work boostedup disposal of complaints by
/6€€60/{ i the fe/affﬁm. Total 12,914complaintshavebeendisposedof sofar agai nst 7889 complaints

\

disposed of in the year 2023

6.  Duringthe year un derreport,focusof the Secretariat remainedmongotherissuespnthe redressal
of grievances of matters havingbroaderimpactlike the casesinvolving revision of valuation tablesof
immovable property havind impact across thehole of Pakistanand taxatiorof private medicatolleges.
Further, amount of total refun d of Rs. 22793 (million)was issued to the taxpayers on teeommendations
of this SecretariatBesidesasa consequence afurinterventionsonvariouscomplaintsaswell as bytaking
own motion notices, new taxpayers were registered or tax collection wasomdin real estate,
withholding tax regime, and relief was provided through automated system for change of jurisdiction a
restorationof blockedmobile SI Ms. Thus,this office played a pivotal roley contributing optimally to redress
thegrievance®f aggrievedpersonsaswell assafeguardinghe publicexchequem abefitting manner.

ANAANNNNNNNNNNNNNN

8. In addition to redressing individual complaints, we endeavour&tktuify systemic problems and
formulaterecommendatiorn®r improvingsystemsandproceduregn FBR andits field formations Asin the
previous reports, this report also includes recommendations on investigation of customs clearanc
warehousing and valuation as well as complaints of Sales Tax, Income Tax including regigtrasidiction
and refund matters as well as recommendations specific to individual complaints. Based upon t
experience of complaint handling, these recommendations have been made with the hope that t
implementationwill provide asubstantial relief tthe taxpayergnshaAllah.

9. In the end, it is stated that no system can claim perfection because there is always a room
improvement on the basis of changing dynamics of-tdajay public affairs. However, | must
wholeheartedly acknowledge the support from Bmesident's Secretariat and all levels of the Revenue
Division and mydedicated tearof advisorsandstaffand hopehatthis supportwill continue,in futuretoo,
to makethisinstitutionmoreeffective efficient, taxpayersfriendly andaharbingerof relief andprotectorof
theirrights.

With profoundregards,

Yours sincerely,

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

he concept of Ombudsman hags traces nobnly in the remote past, buasalso enshrined in the
Holy Qur’an and Islamichistory.Takingguidanceérom theteachingf the kbly Qur’an and Sunnah
of the Holy Prophet (1®), HazaratOmer Bin Khattab(RA.), the secondcaliph of [slam, established

the office of Qadi-al-Qadat, known as 'Hisba'. knjoyed complete independence and functional autonomy.
During the Abbasids era acomplaint handling institution called "Diweaal-Mazalim" was established. Its
function was to examine public complaints against government officials.

In modern history, the first Ombudsman office was established by the Swedish Kingl€shXIll, who
observed the merits of this institution during his exile to Turkey in 1A41B. In Pakistan, the 1973
Constitution provided for the establishment of the office of Federal Ombudsman, and accordingly t
institution was created through the &stshment of the Office dfVafaqi Mohtasib (Ombudsman) Order,
1983(President'©rder No.1 of 1983).Lateron, dueto complexity anddiversityinvolved inthe taxrelated
complaintsaseparaténstitution ofFederallaxOmbudsman wasreated irthe year 2000.

Office of the Federal Tax Ombudsman (FTO) is a qgasicial forum which was created under the
Establishment ofFederalTax ombudsman Ordinance (NOXXV) of 2000datedAugustl11,2000,with the
objective to provide cost free and expeditiaxgnplaint redressal system against unfair and arbitrary
treatment of taxpayers by téxnctionaries of theRevenue Division/Federal Board of Revenue including
theirfield formations

The FTO Secretariat comprises its Headquarters at Islamabad and Refioealat Karachi, Lahore,
Peshawar, Faisalabad, Multan, Gujranwala, Quetta, Sargodha, Abbottabad, Sukkur, Sialkot, Hydera
andMianwali.

Sinceits inception,thefollowing personsservedasFederalTax Ombudsmen:
Mr.Justice(R) SaleemAkhtar (19.09.200t018.09.2004)

Mr. Justice(R) Munir A. Sheikh(08.12.2004007.12.2008)

Dr. MuhammadShoaibSuddle(03.06.2009010.07.2013)

Mr. Abdur RaufChaudhry(10.07.20130 07.09.2017)

Mr. MushtagAhmad Sukhera(08.09.2017ta29.09.2021)
Dr.AsifMahmoodJah(30.09.2021till to date)

o Do To Do Io D>

Other Ombudsman Institutions in Pakistan include Wafaqi Mohtasib
Ombudsmant-ederalOmbudspersofor ProtectiorAgainstHarassmenyf Wo
ib PakistarProvincial Ombudsmen for Protection Against Hara
htasibs; Punjab, Sindh, Khyber Pakhtunkhuwa and Bal

dsman), Federal Insurar
tWorkplacesBanking
afen at Workplaces;

an and Ombudsman of Az

All theseOmb annstitutions collaboratetheir activities through Foru akistanOmbudsmen

\/
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%}///afflllatlon with Asian Ombudsman Association (AOA), Intgfidnal Ombudsman
amzatlon oflslamic Countries Ombudsman Association (OICQ@f}rent Federal Tax

% /////// /}mpod Jah islsothe President ahe Forum of Pakistan Ombgsmen.
/ '

Comparative Statement

Tax OmbudsmanWise Institution & Disposalof Complaints

The following chart is showingsignificantincreasen numberof complaintsreceivedanddisposedf in the
tenure of the incumbent FTO Vis-a-Vis his predecessord.hecomparativeanalysisof the latesttenure(30-
09-2021 ~ to date) with the precedingperiod (08-09-2017 ~ 29-09-2021) showsthat the complaints
received havéeen increased Hy69%anddisposalof the complaints increased y72%.It may be noted
thatthedataof currentincumbent=TO coversa period ofthreeyearswhereasthedataof otherombudsmen

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

covers full term of 4 years.

| ¢ Tenure Duration Institution Disposal
Start End P

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
70000
50000 / 38544
50000 /
/
30000 10483 /7 / 23950
7753
20000
5760 6127 6206 —
10000 —
5051 ¢ 6260 \(GLT 7708 10772
ﬂ 1 1 T 1 1
1st Tenure 2nd Tenure 3rd Tenure dth Tenure 5th Tenure gth Tenure
=fp=]nstitution =f=Disposal
SO0
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Dr. As}} Mahmood Jab
(Hilal-i-Imtiaz) (Sitarei-Imtiaz)
(29.09.2021 to date)

)

Mr. Justice (R) SaleemAkhtar
L (19.09.2000to 18.09.2004))

Mr. Justice (R) Munir A, Sheikh
L (08.12.2004t0 07.12.2008) )

Dr. Muhammad Shoaib Suddle,
\(03.06.2009 to 10.07.2013

Mr. Abdur Rauf Chaudhry

(10.07.2013to 07.09.2017)
\ J

Mr. Mushtaq Ahmed Sukhera
(08.09.2017 to 29.09.2021)
N
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FTO'S Team of Advisors

re

Mr. Muhammad Tanvir Akhtar
Advisor (Income Tax)
FTO Secretariat, Islamabad

Dr. Arslan Subuctageen
Advisor (Customs)
FTO Secretariat, Islamabad

|

Mr. Almas Ali Jovindah

Advisor (Legal,Advisor Media
Head Overseas Pakistanis
Grievances Redressal Cell)

FTO Secretariat

Mr. Khalid Javed
Registrar
FTO Secretariatlslamabad

J
/ /)

Mr. Muhammad. NaseerBultt
Advisor (Income Tax)
FTO Secretariat, Islamabad

Mr. Muhammad Nazim Saleem
Advisor (Sales Tax)
FTO Secretariat, Islamabad

Rehman Dogar

Ms. Adila Rehman
Advisor (Customs)
FTO Secretariat, Lahore

Dr. mmad Akram Khan
isor (Incharge)

labad& Sargodha
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Dr. Khalil Ahmed
Advisor (Incharge)
Multan

Mr. Tausif Ahmad Qureshi
Advisor (Incharge)
Quetta

Mr. Badruddin Ahmad Qureshi
Advisor (Sales Tax), Karachi
Advisor Incharge, Sukkur

Dr. Faizlllahi Memon
Advisor (Incharge)
Karachi& Hayderabad

Mr. Gui Rehman
Advisor (Customs)
Karachi, Hayerabad &ukkur

Dr. Fazal Muhammad Abejo
Advisor (Income Tax)
Karachi

Mr. Hasan Akhtar Khan
Advisor (Incharge)
Gujranwala & Sialkot

Sardar Ali Khawaja
Advisor (Incharge)
Peshawar

Abbottabad
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Administration Wing

2
o

Mr. Khaldun Ul Haq
Director General Acting Secretary

FTO Secretariat, Islamabad

Mr. Muhammad Farhan Khan Mr. Nazim Raza Mr. Abid Mehmood
Director (Admin) Director (Admin) Director (Admin)

FTO Secretariat|slamabad | FTO Secretariat, Lahor{ FTO Secretariat, Karachi

Registration Wing

»

Mr. Khalid Javed Mr. Ikhlag Ahmed
Registrar Director (Registrati
FTO Secretariatislamabad| FTO Secretariat, Isla
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The Federal Tax Ombudsman (FTO) headquarters features -afstiageart co
petitions are heard, presided over by the Honorable FTO. This courtrg
connectivitywith all regional FTCcentersenablingseamlessommunication.

wheraeview
pasts-amdgbendigital

Complainants and respondents from anywheteenworld can join proceg

facilitating local & global participation. This robust adjudication proce
ftomplaintsat the FTCSecretariat.

5 \@ssecure Zoom link,

5 significantly expedited the

\/
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Executive Summary

n order to protect @ basic rights of citizens of Pakistan, ti®nstitutionof Pak stan, 1973 provides
Fundamental Rights which are inviolable savein accordance withaw. The mainiective to provide for
Fundamental Rights inthe Constitutionis to discourageillegal and discrimin atory actions against
citizens in all forms and Manifestationsin line with the Constitution,the Feder 31 Tax Ombudsman
Ordinance, 2000 provides Protectiontotaxpayersin specific,againsmaladministratioof FederaRevenue
Division or tax functionariesundersection 23) of the Ordinance.

The Annual Report, 2024 highlights performance of the Federal Tax Ombudsman during the calendar yeatt 2024.
gives a critical evaluation of Performanceparameterfocusingparticularlyonthenumberof complaintsregistered,
their disposal and impleméentationstatusof recommendationsf the FTO. The chaptersl and 2 containa
compargg@n alysis of Pefrmance vizarviz year 2024 and 2023. Besides, this Annual Report also enlists
innovative measures taken during trear 2024 in order ttacilitate taxpayers/publito file complaints against
maladministratiorof functionaries othe Revenue DivisiofFederalBoard of Revenue)A stateof-the-artautomated
Complaint Managememnformation System (CMIS)has been introduced for the aforementioned purpose.

The chapter 3 enlists President's orders upholding findings/recommendations made by the Federal
OmbudsmanTheissuesfindingsand recommendatiofgvebeenhighlighted agthesamehaveattained finality
afterconfirmationby the PresidentSimilarly, chapter 4£ontainssomeof theland markfindingsand recommenda-
tionsmadeby the FTO on complaints filed byheaggrievedaxpayersin addition,chapter Shighlights complaints
investigated under own motioSuch complaints primarily relate systemic issueand inconsistencdsund in
law and procedure and carspecific recommendatiorier retrieval ofloss or corrective actio@hapter 6con-
tainscircularissuedby FBR. Chapter €ontaingnformalresolution case& Chaptei8 hasvariousstudiesnade.

The subsequent chapter from 9 to 11 have been dedicated to Public ORtegreim which highlight
efforts of theHon'ble FTO on national and international level. In addition, they also highlight awarenes
companies run bthe learned Advisors and honorakgvisors increasingwareness amortgxpayers and
publicatlargeabouttheobjectives functionsandutility of the institution of FTO includingcostfreespeedy
justice to the complainants. Overseas Pakistani are invaluable asset of Pakistafore, nine honorary
Advisors havealso been appointed abroadféailitate theoverseas Pakistanis in filingpmplaints against
FBR,shouldtheyfaceanydifficulty/problemwhile interactingwith FBR andkeento registercomplaintwith
FTO Office.A specialized Cell has been established in ISEOretariat, Islamabad dedicatedjtode and
attend complaintdom overseas Pakistanis against MaladministratidrBR.

A special chapter 13dbeen dedicated to highlight activities conducted for engagement of the youth from
accredited colleges angljversities both from public and private sectors. The hallmark of the said activitie.
is initiation of youth iRtrnship program whereby, the law graduates are offered internship of two months to

give theminsightinto the working of the institution of the Federal Tax Ombudsman. Well-structured
schedulef activitieshaspeen chalked out for the said interns at this institution. The facility for joining the
internship through rengte 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
phenomenoroccurred jn the year under reference. Interns appointed in the FTO Secretariat from
universities and CO||eg_%*§gnificantly contributed in this robust campaign of Outreach Program. The report

also covers events @kfized under the auspices the Forum of Pakistan Ombudsman (FPO) which represents

14 Federal and Provingiombudspersons. Separate chapters have been dedicated to institution building,
publicationand acknowjdgement letters. At the end, a pictorial gallery has been added to the report to
highlight events condyteq by this organization during the year at different locations. An Urdu portion,
highlighting activities Qfyrinstitution, also forms an integral partof this report.

+ 000000000+
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Performance Highlights

Highlights of performanceof the office of FederalTax Ombudsmarduring 2024, with comparisonto
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
C,rry Forward Complaints 305 422 969
QG rry Forward Own Motion Cases 28 89 122

3371 6991 14597

Co mplai asesDisposedof | 2867 6106 9 12742




FEDERAL TAX OMBUDSMAN
ANNUAL REPORT 2024

AN\

14000 -/

12000 '/

10000 _/ 8076

8000 / 6480

6000 -/

/ 3038
4000 A
2000 ~
0 . 1 1 1
2021 2022 2023 2024
= Total Institution (fresh complaints)
Freshinstitutionin 2024(includingReviewcases)

Regular oM Informal Inspection Reference Review Total

Cases Cases Cases

11791 32 1540 0 143 266 13772

Disposalin 2024 (including Reviewcases) ‘

‘ Carry Forward ‘ Fresn ‘ Review
‘ 1043 ‘ 11699 | l

ComplaintsDisposal(lastfour years)
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8000 / 6106
6000 /
4000 / e
2000 A
ﬂ | I !
2021 2022 2023 2024
B Year-wise Disposal of complaints
Recommendation€hallengedRatio
: %ageof
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 oz
0
2021 2022 2023 2024
B Challenged in Review B Challenged in Representation
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~__percentageof Recommendation<hallenged

12.000%%
Z 000 10.85% g 10.03% §
r N
55555; 4.0004
//:;;; 2.0004
0.00% . . T 1
2021 2022 2023 2024
—4=0page of Recommendations challenged
Recommendationdmplemented
Year Casegequiring implementation Recommendationagmplemented
2021 2539 2238
2022 3262 2391
2023 5704 5366
2024 7747 6318

8000 +
7000 -
6000 -
5000 -
4000 -
3000 -
2000 -
1000 -

n T T T 1
I 2021 2022 2023 2024

B Cases requiring implementation ® Recommendations implemented

| | \/ A

6318

5 5366

3262
2539 2238 2391
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Relief provided to Complainants

2021 8499.11 \

Amount Refunded (in Rs.Millions)

/
o e
% 2024 22793.00

2021
2022
2023
2024

Averagetime taken for Disposalof Complaints

TheFTOOrdinance2000,providesatimelimit of 60 daysfor disposabf acomplaintFTO
dispose of complaints iashortest possible period@ime taken fordisposal ofacomplai ed from
the dateof registrationof acomplaintin the FTO office andincludesthetimetaken:

A bythe FBRanditsfield officesfor filing of reply/comments;
A bythe complainantin caseof filing arejoinder;

A referringtherejoindertothe FBRfor furthercomments;

edingsncludeshearingsandinvestigations;

appraisabf Findings/Recommendations;and

\/

commendations.



% FEDERAL TAX OMBUDSMAN
ANNUAL REPORT 2024
.
/Com arative statement of averagdimetakenfor disposalof complaintsis givenin Table below:
% Ye Average time taken for disposal of complaints
//% Working days
_20n

41.06

22 34.39

77 2023 30.91
2024 34.11

§

0 _/ 34.39 30.91 34.11
30 -
20 -
10
0 . . .
2021 2022 2023 2024
B Working days
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4

Own Motion Cases

Total Disposal
245 162
187 133
203 70
154 134
245
250 203
187
200 162 154
133
150 - 154
100 - 70
50 -
ﬂ I I I 1
2021 2022 2023 2024

B Total mDisposal
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2021 74
2022 88
2023 113
2024 251

300 —fffff

250 —fﬁfff

200 —fﬁfﬁf

150 _fffff 113

bitsd
fof’f 74
100 -
50 -
ﬂ I I I I
2021 2022 2023 2024
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Detalls of The Performance

Thefollowing key performanceéndicatorsshowcase¢heaccomplishmentsf the FederallTax Ombudsman
Office in 2024 ,alongsidecomparativedatafrom previousyears.

Statistical Datawith Analysison FTO Performance

In 2024 ,the officeof FTO maintained itsommitment tdoenchmarking irorderto enhanceservice
delivery.Thedetailof the office'sperformanceaccompanietbyaconciseanalysissasunder:

Tax- wisenumber and Percentageof Fresh Complaints

Thetax-related distribution ofotal fresh complaints, alongith their respective percentages piesented
in Tablel below. This table reveals that complaints pertaining to Income Tax constitute the lar
accountingor approximately 58.28%yhich exceedshe totalof all othertaxcategoriexombin

TABLE-1

Tax No. of Complaints
Income Tax 7872
Sales Tax 2080
Customs Duty 3375

32

147

13506

\/
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FE Duty 32 147 FIO

Income Tax
FBT2

2080
CalesTax

mincomeTax MWSalesTax o Customs Duty ®mFED Duty mFIO

Thefollowing tablesthatis, Table 2 to Table 5, illustratethevarioustypesof complaintssubmittedwithin
the categorie®flncomeTax,SalesTax,Customs DutieandFederaExcise Dutiegor the yearR024.

TABLE -2 (Income Tax)

Nature of Complaint (Maladministration ) ‘ No.of Complaints | %age
Refundrelatedcomplaints | 4510 | 57.29
issuesn orders serviceof noticesetc. 906 29.62
Unnecessamotices 124 1.57
Others 2332 11.50
Total 7872 10

TABLE -3 (Sales Tax)

Nature of Complaint (Maladministration ) No. of Complai

Refundrelatedcomplaints 13 64.51

issuesn ordersservice oihotices, registratioptc. 4. 23.94

s 278
1 8.75
20 100

aryotices

Others

Total
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TABLE -4 (Customs Duty)

Ve

Zﬁﬁture of Complaint (Maladministration ) No.of Complaints
/f{gﬂlpg related co mplaints 2585
~smuggling and auction mattersetc. 670

Unnecessary notices 31

“Others 89

Jopl — 3375

//// TABLE -5 (Federal ExciseDuty)
Nature of Complaint No. of Complaints ‘ %age

Refund relate@omplaints 11 ‘ 34.30
Maladministrationjssuesn order,serviceof notices 14 43.75
etc.
Unnecessaryotices 0 0
Others 7 21.87
Total 32 100

Category-wise Disposal of Complaints

In the reporting year 2024, a total &fl,791complaints were received, along wiiB9 complaints that
werecarriedoverfrom thepreviousyear.Additionally, 32 casesvereinitiatedthroughown motion,and122
cases were carried over from the previous year in the categories of own motioms@ection cases.
Accordingly, atotal of 14,597complaints and caseBk2,742were resolved either durirtbe initial stage of
investigation or following the completion of thavestigation. A detailed breakdown in this regard is
provided in Table5 below

TABLE -6
Type of Complaints Own motion
lax Fresh Carry forward Fresh Carry forward
IT 7848 540 24 112
ST 2076 231 04 01
CuUs 3371 192 04 09
FED 32 05 00 00
147 01 00 | 00
474 969 32 | 122
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g i se Distribution of Complaints/ Casesand Dispos\
77 N

Region-wise distribution of casesdealt(freshreceipts,carriedforward and own motion) is given in the\

N

(0]
. FEDERAL TAX OMBUDSMAN
(Im]

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/ Recommendationhallenged (Agency & Tax payer)
Table 8 belowprovidesbhreakupof RepresentatiorsndReviewpetitionsfiled by the Agency& T

during2021and2024:
TABLE -8
\
_ Representations Reviewpetitions otal
Applicant
2021 + 2022 2023 2024 2021 @ 2022 « 2023 2024 20 022 = 2023 2024
FBR 178 403 209 968 7 46 42 45 1. 449 284 1013
1

56 58 94 ’62 70 162 35 221 220 244 283
461 336 ‘399 77 208 192 266 3 669 528 1296

A §
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cceptance/RejectionRatio of Representations

Ratlo ofacce tan Iégctlon of Representatiordecidedoy HonorablePresidenof Pakistan during 2021,

Z 2022 2023 and 202415 given inTable9:

Z Table -9

~

~

/

~

Z

2 R _ 2021 2022 2023 2024

7 epresentations  Fotq] %age | Total | %age | Total %age | Total | %age

Z 23 7 | 1.18%

~ Accepted 3.77% 10 2.86% 35 9.23% 1570
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/rejectionRatio of Review Petitions

Acceptance/rejection status of Review petitions decioethe Federal Tax Ombudsmadturing 2021,
2022, 2023%&2024isshown below in Tabld0, below:

TABLE 10

2021 2022 2023 2024

ReviewPetitions

Total| %age | Total %age | Total | %age
Accepted 11 15.49 | 57 3475 | g7 | 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
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/// Refund/Duty Drawback
-

ignificantly contributedn accelerating theesolutionof delyed refund and duty

€ FTO ha
}/{.%j%cy)lﬁlus@teahequantityof refundanddutydrawbackcasesalongyith the total amount

disbursed to the complain antsoverthe pastfour yearsbasedon therecommendationsiaje by the FTO.

7

Z

Z TABLE -11

Z

7

7

7

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

17742.16
15000 /
10000

o294 11
—/
7081.04

5000
1982 —t 3379
822 Lo -
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 withthe findings& recommendationsiade bythe FederalTax Ombudsman, onean makea
Representatioto the President of Pakistas provided irSection 32f FTO Ordinance.ln 2024,the FTO
madedecisions or12,742 complaints, buinly 1,030 ofthosedecisions were challenged in representations
to the PresidenfThe President decided 592 representatiorduding some carried over from 2023, and
uphold decisions dheFTOin 545caseg92.06%).

Releaseof Cobalt Radiation Machine for the Cancer Patients
(RepresentationNo.44/FTO/2024dated 04.03.2024)

The Hon'ble President has upheld the decision of the Federal Tax Ombudsma
Collector of Customs, Lahore, teta cobalt radiation machine released within se
crucialfor the treatment ofancer patient$iad been helby theterminal operatosin
dispute over additional warehouse charges.

Despite the Customs authorities issumn@elayand Detention Certificat¢€DDC) e these charges, the
terminal operator refused to release ¢lg@ipment without receiving a hefty, ent. This dekewerely
impacted public hospitalasthe machine ishe only available cobal60 sour ancer treatment ithe
public sector While confirmingthe orderthe Presidenexpressed deapegre hesituation,criticizing
compassion and causes U
f the equipment ands

critical role |
Briefly, the iss

ving cancer patients.
sbroughtto light by the CEO of Mayo Hospital Lahore,w

a complaintwith the
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TO againstthe cgn{{/r/me of CustomsatAllama Igbalinternational Airport (AIIAP), Lahore. The complaint

%ﬁgﬁ%@%f the terminal operatorto honor the DDC and releasethe machine, despite the
hospi

ospital's inabih}y ay tle outstanding charges due to a lack of funds.

top
//{ ](ﬁféﬁ{co/n{/aﬁt, the FTO intervened,instructingthe Collector of Customsat AIIAP to coordinate
o

wit(t/hf tgﬁﬁ/a{op/e{gm r for themachine'smmediatereleaseHowever the terminal gperator challenged

this decision by filing a representation with thedon'ble President.

Upon reviewing the cas €, the Hon'ble Presidentupheldthe FTO's decision,statingthat the terminal
operator had violated the pProvisionsof theCustomsAct 1969by nothonoringtheDDC. Heemphasizethat
under Section 14-A of the Act, failing to entertaina DDC could result in apenalty ofup to five hundred
thousand rupees. The Hon’ ble President stressed tltila¢ provisions of the\ct are mandatory and must be
strictly followed.

In hisdirective,theHon'ble Presiderdrderedhe Collectorof Customsat AlIAP to ensurghereleasef the
machine within seven days. Héso called for thénitiation of necessary legal proceedings in case of non-
compliance, underscoring the needdiictadherence tthelawin mattersaffecting publiowelfare.

\

ANAANNNNNNNNNNNNNN

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

(RepresentationNo.276/FTO/2023dated 04.03.2024)
Presidenbf Pakistan haruledthatthefilersof incometaxreturnsmanuallywould nowbeableto enjoyall

the taxbenefitsof taxpayers whare filingreturnselectronicallyThisveryimportant rulingof the Hon'ble
Presidenhasgivenequaltaxtreatmentofilers of returnsmanuallyor electronicallyin termsof taxbenefits.
TheHon'ble Presiderttasalsowarned the Federal Boaodl Revenue (FBR) thd&ederalTaxOmbudsman
(FTO) haghelawful powers undethe FTOOrdinance, 2000 directthe Agencyto takestepgo avertand
rectify maladministrationWhile rejectingarepresentatiofiled by the FBR againstainorderof the FTO,the

Hon'ble Presidenstatedthatastatutorybodyis duty boundunderthelawto performits functions/dutiesin
accordancevith law.Thereis,thus,novalid justificationtointerferewith theorderof the FTO.

In the original order the FTO ordered the FBR to adopt some mechanisms andpfadeirstanding
operating procedure (SOP)éasurethatall (Manual) filersof incometax returnsfor thelatesttaxyearare
activeasperATL issuedythe FBR.

Despitethe FBR'sresponsibilityto ensurdair andequitabletaxationfor all citizens,it has
manualfilers of taxreturnshaveillegally beendiscriminatedagainselectronicallyfiled
to cater to the specific needs of this vulnerable segment of the taxpayer nity has drawn sh
criticism from varous quarters. A categorical written intimation/ infor
violation of Rule73of IncomeTaxRules2002by FBR andtheillegal exclusio
ATL database, was moved kalt in vain. The FBR,in directviolation of Rul sdeemed/ treated the
manuallyfiled incometaxreturnas”inactive,'despitdt beingfiled within theti

R should implement substantial measures to rethi#geshortcomings su€ekhis would benefit
blicandotherindividuals ortaxpayers whexperiencesuchinju eventhoughtheyhave
s Therecommendationsf FTO"to adoptsomemechani putin placeanSOPto
ofreturns forthelatesttax yearareactiveas perActive T rs LIS{ATL) issued by
irmed bythe Hon'ble President.

filed their
ensurehatall
the Board'were
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4 essingthe Excessive Taxation irElectricity Bill s

//p(epresentation No. 276/FTO/2023 dated: 04.03.2024)
e

//&f{r}/si 9}/ ;/ﬁa }i}anhasgranted itsvalidation toverdict c.)f Federal Ta@mbudsman [1.3T.0] v.vhere it
was directed to the Federal Boardof RevenugFBR) for addressing excessivaxationon electricity bills. The

FTO’s recommendations fof formationof acommitteeby the FBR to addres&xcessivéaxation orelectricity
bills, has received validation from the Hon'ble President of Pakistdihis decision follows theejection of
twenty representations filedbytheFBRchallenginghe FTO'sorders.

Under Section 10(1) of the FederalTax OmbudsmarOrdinance,2000, complaintswere lodged by
individuals, predominantlylow-income earners, contestitfgewithholding of IncomeTaxandSalesTaxon
their electricity bills Desp itetheirearninggalling belowthe taxableincomethresholdtheyweresubjected
tovarioustaxes promptingthemto seekrecoursehroughthe FTO.

The FTO's investigation revealed a uniform imposition of Electricity Duty (ED) on consumers, regardless ¢
incomelevels,exacerbatinghefinancial burderontaxpayersFurthermorediscrepancies wemotedin the
timely remittance of ED to provincial energy departments, with instances of misuse and misallocation
collectedfunds.Of particularconcerrwastheabsencef clarity regardinghelegalstatusof ED collectionby
distribution companies, raising questions about the legitimacy of associated taxes levied by the FE
Additionally, revelations of crosgrovincial discrepancies and outstanding dues highlighted systemic
deficiencies irthe taxation frenework.

To address these issues, the FTO recommended the establishment of a committee comprising men
from relevantdepartmentancludingLTO, LESCO,andPunjabEnergyDepartmentThis committeewould
devise strategies to review the entire ED regime and associated taxes, aiming to provide relief to ordin
consumers and taxpayers.

Thepresident's decisioi upholdthe FTO'directiveunderscores thienperativeof addressinghe unjust
taxation burden on citizens. It emphasizes the need for collaborative efforts among stakeholders
reformulate taxation policieensuringairnessandalleviating the financiastrainontaxpayers.

ALNANNNNNANNNNNNNNNN

Elimination ofthe Fake/Flying SalesTax Invoices

(RepresentationNo. 286/FTO/2023ated: 15.08.2024)

Hon'ble President Asif Ali Zardari has upheld the Federal Tax Ombudsman's (FT
Board of Revenue (FBR) to constitute a team of sales tax/IT experts to impl
eliminatethe menaceof fake/flying salesaxinvoicescausingmulti billions lossand
till theend.President Zardahasendorsed therderof theFTO againsthe multi
to issuancef flying and fakesales tax invoices and constitutioha team of sal T experts to implement
an IT based system teliminate theax fraud. The case has been argued by L asethvayer against the
gangof fraudstersomprising FBRofficers,lawyers,Chartered Accountaiaind riminals.
order stated that complaint was filed against FBR, regardi
singComplainant'STRNandotherparticularsTheneglect;
timely detec f misuse of STRN for a long time and thus allowing
quantumTheP enAsif Ali Zardarihasupheldthe FederalaxOmbudsm

IT basedosyste
tethe chainaudit
salegaxfrauddue

uance of fake/flying sales
tionandinefficiencyin
jon of sales tax to enormol
TQ)irectionsagainst
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stem toe 1m1nate t

/////
Wee
(RepresentationNo. 217 to 357 /FT0/2024dated: 15.08.2024)

The Hon'ble President h as upheldhe Federal Tax Ombudsman(BTO) decisionto grant tax relieto
thousands of students af filiated with the PunjabCouncil of Arts and Culture. This decisionaddresses
longstanding complaints ab OuUt excessive tax deductions fraqmgayments made to students participating in
artsandcultural eventsThe Presidentin his order,emphasized thkegalcorrectness ahe FTO'sdecision
and observed thalhe withholding taxis to bededucted under Sectidb3(1)(b) and notinder Sectiorl56
of the ordinance of 2001while making paymenthiem.

Thecontroversybegarwhen hundreds afomplaints werdiled with the Federalax OmbudsmanThese
complaints primarily from students o&rtsandmusicacrosssariousacademies, wer@outthe withholding
taxdeductiongrom the paymentheyreceivedor participatingn eventsorganizedy the PunjabCouncilof
Arts and Culture, Lahore. The deductions at the rate of 20% for filers and 40% fblermnmposed a
significantfinancialburdenonthestudentsThe RegionalTax Officer (RTO) hadarguedhatthesgpayments
constituted prizenoneyandweresubjecttaaxation undeBSectionl156 of the IncomeTax Ordinance2001.
However the PunjabCouncilof Arts andCultureclarified thatthepaymentsverehonorarisor participation
fees,not prize moneyassuggested bghe taxauthorities.

Upon reviewing the relevant laws, the FTO concluded that Section 156, which pertains to prizes a
winnings such as those from lotteries or raffles, did not apply to the payments in question. Instead, th
payments wergor services rendered amfell unde Section153(1)(b) ofthe IncomeTax Ordinance, 2001.

The FTO found that the excessive taxation under Section 156 was unjustified and falls und
maladministrationFollowing the FTO'sfindings, instructionswereissuedo the Federal Boardf Revenue
(FBR) todirectthe PunjalCouncil notto apply Section156 inappropriatelylnsteadtax deductionsyhere

applicable, should be g8e under Sect on 153(1)(b), w th no w thhold ng of tax for payments below th r
thousand Rupees ingggate during a financial year. #
This ruling hasprovided much-needed relief to the students, ensuring that tax laws are applied correctly

andfairly, particularlyfor those in financially vulnerable positions. The President’s dis the Federal
Boardof Revenue'sepresentations further solidifies this decision.

d/venue (FBR) to constitutea teamof sales tax/ITexpertsto im plement an IT based
K menaceof fake/flying salestax invoices causingmulti billions 1oss and complete the

Tax Relieffor the Studentsof Arts Councils

\\\\\\\\\\\\\\\\\
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FTO's Land Mark
Recommendations

The judgments ohnylegalfora are atestament tohe justice served tihose who have been wrongéwul
this spirit, the Federal Tax Ombudsman made significant strides in 2024, resolving a remarkal
unprecedentedumber ofcasesTheserecommendationgnderscore the FTOdedication tacreatinga fair
andefficienttaxsystemn Pakistan.

Thefiling of Fake Export GoodsDeclarations
(Complaint No. 642/ISB/CUST/2024dated:05.04.2024)

Thecomplainantepeatedlynformed theFBR, PRAL, and!&I -Customs throughallsandemailsre
fake export Goods Declarations (GDs) being filed against his name. Despite hi
information was provided about the persons involved, and no action was take
The ommplainant claimed he had nexported anything from Pakistan lwas bei
GDsin hismonthlysalegaxreturnsifhe refusedo claimtheseGDs,the departm
submit his returns. The complainastdught directiongor the departmento in
GDs,andtakeactionagainsthoseinvolved.

The complaint involved thenisuse of thecomplainant's Unique User Identi
Section 155F of th€ustoms Act1969, the appropriate action. The i
er the Collectorate of Customs Appraisement (East), Kara
Islamabad. omplainant's National Tax Number (NTN), showed efgh

returns.

0se respons

notallow himto
teremovethe fake

n (UID) bymeone else.

ce of UIDs fodibeuted

d the Collectorate of Custol
s while filing sales tax
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' e exporting company to explain why the complainaNils i
%%ﬁﬁ%%ed th:\t thegerrova;s ;/ue to z:) mistakd:: the dataZntry sys:: ::hzejp‘;::;?:;
oIS
detaile

ethedigit 0" wasremovedfrom the startof the original NTN, leading to the misuse of

hipment detai e
/ S ///,%/“% .
/}he complainant’s NTNZThe companystated thathe error occurred during the uplogglata to the WeBOC

PPPe el llrl A . o
system, where both NTNS were similar. Theemoval of the initial "0" led to thesystem fetching the

complainant’s NTN by mis@ke.
The investigation reveal€dthatthecomplainant'SNTN had beemmisused dué anunintentional data

entry error. Despite this, thedepartmentailed to rectify the issueor takecorrectiveaction,constituting
maladministration underSection 2(3) of thé=TO Ordinance, 2000.he Chief(F&C) Customs, FBRvas
recommenge 4o issue an alert to all concerned field formations of Customs to identify and rectify or
priority basisthe internal misuse of unique uséentifier, CNICs,and NTNsof the nonrelevant taxpayer
while filing of GDs by various importers/exporters through the PSW/WeBOC system. It was furthel
directed to the Collector of Customs, JIAP, Karachi, to black list the relevant exporting companies a
initiate proceedings under Sections 155F and 156(1) ofCtmtoms Act, 196%after giving them show
cause notice and opportunity of being head, as per law.It was further recommended to the concer
Commissioner IR&Nd Collector, Collectorate @ustoms (JIAP)to resolve the complainant's contention
and permit him after rectifiteon of NTN tofile his salestax returns which weraffected dug¢o misuseof
hisCNICandNTN.

ANANNNNNNNNNNNNNN

Complaint on issuing delayedshow cause
The Federalax Ombudsman (FTO) haseld that reissuing cfdhowcause noticeafter 19 yearswvithout
incriminating evidence would keeblatantviolation ofthe law and previous order#én alandmarkcasethe
FTOdecidedhematterin favor of acommerciaimporter/exportewwhohadbeenembroiledin anearlytwo-
decaddong dispute with tax authorities. The dispute centered on the importer's refund claims for zer
rated supplies, which were repeatedly delayed and obstructed by tax authorities. The tax authori
proceeded againte importer allegindpim of usingfake/flying invoiceswhile the taxpayer tried hi
best tosatisfying authorities
The importer approached the office of th€O and filed a complaint against the
showcause notice to him (claimant/importer) in thmatter which remained u

for about two
eerduly passed
al nor sanctioned him

decadewwith series/rounds oflitigationgven in presence of order in his fav
by the Commissioner (Appeal), and the Department neither filed secon
refund amount.

TheFTO maintainedhatthecaseof the Complainanbadbeenmishandled
rapid changes ithe jurisdiction andransfer/postingf the officersfrom on

the departmentueto

to another Situation of
otherthanto give effect

ed finality and departmen
re the Hon'ble Presidentagainsiteorder had also be jected.

atterhad reached stagewherethedepartment would haveo c
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'efund of Paid bid amount in CustomsAuction

Complaint No0.1874/ISB/CUST/2023dated 21.05.2024)

/I'he complaint was fifdfor not allowing refund of bid amount paid by the Comphant as a successful
/{{d/er/ a/te/r/a/uffé/ﬁoceedings.The Complainantappliedfor refund of auctio n proceeds but the
application was turned down by the departmentvide letter dated 20.03.2023.The Complainanthas
prayed that the directions beissued tahe Department to refund thoceeds amount the Complainant,

inlightof CGO5/2018 dated 24.05.2018

Details of the case are thatthe subjectvehicle was puto auction on 07.06.2018ndsold tohighest bidder
i.e. the Complainant. After paymentof all dues,the Complainantgot the vehicle on 20.06.2018.The
Complainanwasrequiredto registerthevehiclewithin 60 daysof the issuancef Auction Certificatedated
20.06.2018, which hefailed to do.

After a period of four years, on 29.08.2022, a request for refund giayment was received from the
Complainant stating that the vehicle found tampered in the lab report condycteorensic Science
Laboratory, Capitalerritory Police Islamabad.

Thelegaland factual position reflects thidie Complainant has made unprecedented dgbayningover
almostfour yearsto getthe vehicle registeredifter suchaconsiderabléapseof time, no maladministration
canbeattributedto thedepartmentHowever,in orderto ensureafair treatmento the Complainanand
avoidsuchhappening future,the Director Generalntelligence& Investigation- CustomsFBRwas
recommendetb instructDirector,Intelligence& Investigationr CustomsRawalpindito personallyreview
theentirecaseandpassaspeakingorderonthe refundssue asperlaw, andafterprovidingthe complainant
anadequatepportunityof beingherd. TheMemberCustoms (Operations), FBRasalsodirectedto devise
anddisseminateo all Customdield formationsacomprehensiv8€ OPregardingab testof the auctioned
vehicle bythe successful biddén aspecified number adaysafterdeliveryof thevehiclein orderto avoid
such happenings fature.

ANAANANNNNNNNNNNNN

BogusSalesTax Input Adjustments

(Complaint No. 2800/KHI/ST/2024dated: 03.10.2024)

The complaint wadiled againstthe Commission&onelll, RTO-11 Karachi in terms
Federal Tax Ombudsma@rdinance, 2000 (FTO Ordinanc&r accusing the co
Fraud' declaring transactioof Rs. 81.434 billion with the impact of GST a
against 'Null' sales tax returns filed for tax periods September 2023 to J
blacklisting ofSTRNof the Complainanby the Commissionervide ordestated 2

Briefly, the complainantis an individual, retred Armed Forcespersonnel,
on 20.08.2010. As per the complaint, the CommissionerlLoR&
.03.2024 blacklisted the Sales Tax Registration (STRN)
lestax returns for tax periods September2023 to Janua
.434billion havingGST of Rs.14.658billion. The Compl

t of alleged 'Tax
to Rs.14.b#i®on
2024 and consequent ille

ot himselfregisteredin
Karachi vide an exparte
ainant dueo filing of
4 and declaring bogus
rther allegedthat the

Annexure C
suppliesworth
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ithout proper service ainyshowcause notice (SCN) 8USBnsion order. The pre-

T s blacklj
/%%ﬁ%@n order, and SCN were either received after the due dat®ugh UMS or not
o’

%eceivedét all to daE; hence this complaint is for conducting an inquiry against ka9fraudster/cyber-
/r//{/ {{G{Wfthe complainantand a directive to the Commissionerfo r cancellation of the
TN

blacklisting order and all oth€r subsequenproceedings.

Meanwhile, the FTO investigation revealeda complexweb of fraudulentactivities orchestratedoy a
cybercrime gang. The criminals reportedlyexploited dormanttaxpayeridentitiesaccessedrom the FBR
website, allegedly in connivancewith currentandformer PRAL andFBR officials, tofile bogustransactions
without actual movement Of goodsor financialtransaction@smandatedy law. Thisfraudwasinitiated by
filind Ann€xurec ins glestaxreturnsdeclarindictitious suppliesvorth Rs.81.434billion with aGSTimpact
0fRs.14.658 billion.

TheFTOidentifiedtwo buyersaspartof the schemewho claimedsubstantiainputtax creditsagainst
thesefictitious supplies. Both had previously filEMULL" returns busuddenly claimed large input taxes
without the physical movement of goods or banking transactions. Moreover, the investigation al
highlighted procedural failuresithin thetaxadministratiorthatallowed suchraudulentactivities tooccur
unchecked. The lacsf timely response to deregistratiapplications contributed significantly emabling
this massiveaaxfraud.

ANANNNNNNANNNNNNN

FTO observedhat the failure to provide the security and protection of the Complainant's User ID
Password and sanctity of thaxpayers' confidential dafeorm misuse /hacking leadirtg a taxfraud case
worth Rs. 14.658 billion on behalf of the complainant causithgnimistrative excesses tantamount to
maladministration under sectid{(3)(i)(a)(b)(c)& (ii) of FTO Ordinance. The ChigfommissionerdR, LTO
& CTO, Lahore and RTO, Faisalabad were recommended to ensure the initiation of legal pro¢eedings
conviction onmeritin accordance witlthe lawagainsthefraudulent companies.

Moreover, theDirectorate General | & IR has been instructed toitiate a Factinding Inquiry in order to
identity the cyber criminaléncluding thosepresent witin PRAL and FBR. It was furtherecommendedhat
theMember IT, FBR tofke necessary correct on to ensure sanct ty of data.
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Own Motion
Investigations

Initiated bythe FTOon it's own tocombat maladministratioof FBR, provided undeBection 9(1) othe
FTO Ordinance, 20000wn Motionsare based ofindings of acomplaint under investigation with FT@
Systematidgnconsistencieseflected inmediaor reflected inresearclstudies, FTQaninitiate Own motion
and recommend reforms and system corrections.

Flawsin the Withholding Tax Regime inCaseof Vehicles
(Own Motion No. 0060/0OM/2022dated: 13.06.2024)

TheFederallaxOmbudsmaliiFTO) detectederioudlawsin withholdingtaxdeductionon
of vehiclesby individuals/businessedeprivingthebuyersto claimtax creditof advance
registrationksalesof suchvehicles TheFederalTax OmbudsmarfFTO) hasidentified
proces®f withholdingtaxdeductioronthepurchaser leaseof vehiclesn Pakista
issues for both individualand businesses. These flaws primarily arise fr
Section 231Bof the IncomeTax Ordinance, 2001is managed duringhe purcha
particularly incasesvherevehicles are leased through bank$eassingcomp

asbeencausing

way advance tax unde
registration of vehicles,
TI'headvance tax under

ion 231B is collected at two points: bthe provincial Excise &Taxation d
ctureratthetime of vehicle manufacturd=orleasedsehiclesth
lessor (usuallybankorleasingcompany)although thdes
evehicle) istheonewho bearghefinancial burden ofhis

ent upon registration and
withheld anddeposited
hendividual orbusiness

inthenam
thatultimately
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/}f}ﬁ% ancetax paid undeSection 2318s oftenerroneously gragt to the lessor rather

a see. This misallo cationpreventghelessedrom claimingthetax creditaginst their annual ta

avingpa d thetax.When thdesseegoes to register theehicle, theyre often charged the

/ POl O P22y o . . - _
//ﬁdvance tax again because theregistrationauthoritydoesnotrecognizeheinitial payment made in the name

LTSS L : . .
of the lessor. This results in @ Situation where the lessee effectiveys the tax twic@nce iirectly thrOlsh

the lessor and again directly duringregistrationThe FBR (FederaBoard ofRevenuehasbeenadvisedo
implement a mechanism that ensures the advance tax under Section 2318 (3) is credited to the lesse:
account, who is the actual payer.Carmanufacturers should vequired todocumenthe lessee'detailsand
issue certificates indicatingheadvanceaxpaidin thelessee'siame Theregistration authoritghouldaccept

ANANNNNNNNNNNNNNN

thesecettificatesto avpid double taxation.A digital systemshould be developedto integratedatafrom
manufacturers,lessoemdregistrationauthoritiego verify taxpaymentsandensureaccuratecrediting.

Thesemeasures ar@medat correctingthe systemidssueddentified bythe FTO andensuringhatthetax
burden and corresponding credits are accurately assigned to the correct parties, thereby prever
financial discrepancies and unfair taxation practices.

Disposalof Confiscated Goodsby Customs

(0002/0M/2024Decisiondate 21.06.2024)

It wasobserved thadtrge quantities ofjoods (likeCurrency, GoldSilver, Precious StoneAntiques, Arms&
Ammunition, Fire Crackers Narcotics, Cigarettes, liquor, banbaeas, acetic anhydride, Medicines,
ChemicalsObscene Filmand Literatureandothergoodswhich arehealth/environmentadr socialhazards
or unfit for human consumption and are lying undisposed of cowithy in various Customs State
WarehousesSr.Nos.34, 3 36A of theCustomsGeneral Order (CGQ)2/2002 dated5.06.2002orovidesfor
expeditious disposal of all such goods, the Customs authorities on one hand are not disposijogdisese
undertherelevant provisions dahwsand ruleghusleadingto their pilferage and replacementwasfound
thatatotalnumberof 3451lotswerependingun-disposef at this pointin time andaccordingo there
intimatedby FBR,555lotsarependingoeingundeiitigation atdifferentlegal/qusajudicial for

Evidently, norapplication of theabove mentioned provisions of Customs laws, and CGOs i
causing unnecessary delay in disposal of confiscgdedls and reflects negligence Iciency on giart
the CustomsDeptt, Directorate Geneal of |&l-Customsand FBR and is tanta maladministration
under Section 2(3)(i)(a)&(ii) of th&TC Ordinance, 2000.

mmernskecek tonmediate
endencgnd dispose of
elevant provisions oflaw

The Member Customs (Ops) and Director General I1& Customs, FBR wer,
directions tahe Collectors/Diretorsconcerned t@ompletely eliminate thik
uchgoods ripdor disposaldestructionasthe case male,under
vand the Member Legal (Customs), FBRd&eimmediate ste in 30 days fiaxation of
ading to decisions in cases pending before differen ial angudiczsi fora to
uckup confiscated goodd different Collectorates/Dir tes.

early heari
expedite dispo
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urdles Faced by the Taxpayers in Requestsfor Assigning Rightful Jurisdiction

/ /////% (0023/0M/2024Decisiondate 11.10.2024)

An own motion investigation wasinitiated on account of lack @utomatednodule on issues relating to

PP PP 22 . o o .
cﬁmge of jurisdiction creating hardships for taxpayers. While investigating varigsi@plaints, this office

has received a number of co mplaintswherein thetaxpayershadto facehardshipsvhile applyingfor change

L

in jurisdiction. However, when itcomes to applying for change in jurisdiction from one field office to other
field office, the taxpayers haveto submitmanual appliations which igime consumingas noonline module
for applying change in jurisdiction is availablein Iris. As per the prevailing procedure,on receipt of

ANAANANNNNNNNNNNNN

application, the Secretary (Jurisdiction)orwardstheapplicationtotheconcernedield office for issuancef
no objectioncertificate (NOC)This NOC certifiesthatno assessmertr recoveryproceedingsre pending
againstthe applicant. The respective field formation tak&graficant amount of timén issuing NOCas they
seekdata manuallyrom different branches dhe field formation, despitéhe factthatsuchdatais already
availablein Iris systemandthensendgdo FBR,who processethe case(s).

Onthe onehandtheissueof changean Jurisdiction keeppendingdueto manualprocessingvhile onthe other
thetaxpayerdavetheliberty to challengehe jurisdictionagainstalreadyinitiated proceedingst any,beforethe
assessingfficer. Resultantly, thecasekeeppendingwithout anyauditor recoveriesThelris system should be
intelligent enough taheckfor any pendingassessment arad recovery proceedings agaiagaxpayer.

It is surprisingthat no online module for applying changein jurisdiction electronically is availablen Iris
and taxpayers are lefitthe manual handling of tasfficers/ 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
Jurisdictionare kept pending for months as the concertriiedd office before issuingNOC, cheks for audit
and recovery proceedings,ahy. Moreover, it ilso a matter of fadhat thepending manual applications for
change in Jurisdiction are misplaced in record and are not easily traceable resulting in inordinatehdelay.
apparently falls under the definition of Maladministration on account of inattention, delay, incompetence
inefficiency and ineptitude in the administrationor dischargeof duties and responsibilities asdefine in
section 2(3)(ii) of theFTO Ordinance2000. The Board ITWing filed written comments wherei
that Change Request Forms has already been developed andTastéd. Wing further st

Acceptance Test (UAT) will be arranged and the requirements afytbieem will bedev,
August, 2024 During hearing, theDR stated that the UAT of relevant CRF
23.09.2024. The DR further stated that the UAT approval from the Domain
receivingof UAT approval, the development of CRHI be scheduled and proce

completed on
of FBR is awaited. Afte

The hardships faced by the taxpayers due to inordinate delay on a afaiability of online

modulefor applyingchangeof jurisdictioncomesundertheambitof maladmi ionCurrently,theissue

ocess for necessary changdakensystem with the concerned authorities. The FBR was

directthe Member(Information& Technology) tampleme roposednlinemodule
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1/€c0mmendsFBR to ReviewNPOsRegulatory Regime
Own Motion No.0080/0M/2022dated: 01.12.2023

% /Twl }ﬁnan's (FTO's) office hadentified "significant gapsth the non -profit organizations

NPOs) sector - including blatanttax evasion, nonfiling of tax returns, withholding tax deduction
statements, and misuse of approval regime€Own Motion Investigation wagnitiatedin caseof Non-Profit
Organizations (NPO) on in cidence of inordinate delay, denial and delinquency while granting approval ta
Non-Profit Organization an d subsequent evaluation thfeir performancéy F8Rfor certifyingto the effect

that such NPOs are perform h g transactionsas per section 2(36) of tHacome Tax Ordinance, 2001 read
with Income Tax Rules, 2002in seekingapprovalfrom the concerned Commissioners i&berecognizedis
non-profit on the basis of a series of complaints filed by varlB©s. Allegedly, such practices created
unjust hurdles folaw abiding NPOs.

ANAANANNNNNNNNNNNN

Therefore, on receipt of a series of complaints, the FTO office, decided to review the whole statuto
regulatory andproceduraregimecovering NPGsectorin PakistanThe FTO office concluded thathewhole
NPO regime needsserious review by¥8R's IR policywing in thelight of section 2(36) andection 100 othe
Income Tax Ordinance, 200&ad with rule 2110 2208 of the Income Tax Rules, 2002 as no procedural
reviewwastakenaftergrantof approval as NP®@y F8R.Moreover,areviewconducted irR015wasnotin
line with regulatory provisions ithe absence akviewcommittee Theissueof withholding byNPOswas
also discussed and F8R assuredanductfoolproof auditof withholding. F8BR haveen recommended to
constitute acommittee forevaluating performance of NP@ho mustcomplete the reviewithin 3 months
asprovided undethelaw. It wasfurther recommended #8R'spolicy wing to reviewthe overall regimef
NPOsto ensurecompletecompliancencluding performanceaeview,withholdingaudit,filing of taxreturns
andissuancef SOPdor grantingNPOlicense.

TheF8Rwasrecommended toonstitutethe Committee asenvisaged undesubRule 11 of Rule 22080f
Income Tax Rules 2002, to review andassess the capacity and evaluate the performance of POP
functioning as a certification agency. It was further recommended to ensure that the Committee m
complete such reevaluation within three months, duginvhich the certification agendhall
function as degitimate certification agency. Furthermore, engbeg IR PolicyWing co
review of internal and external Certification Processes, streamlining constiddit on Panels,
reviewingCertificationCriterion,ensuringcompletecomplianceof relevantRules.T, wwill helpthe

regulatory Committee iits re-evaluation exercise;

The F8R was further recommendedensure that IR Policy Wing to scr POP's other services to
NGOs/NPOs so as to see that no confliicinterest impacts Certificati
FurthermoreensurdhatIR-Operationonductsanexhaustivevithholding A

bleeding points. Moreover, ensure that IR Operations im

ocess and transparency.
all activeNPOsto plug

nts filing of Tax Returns a
Pfor the processing,




0
|m FEDERAL TAX OMBUDSMAN
J ANNUAL REPORT 2024

Difficulties in Filing SalesTax Returns

/ (OM No: 0025/0M/2024)
o

%h/]s/ 3ﬂ /w/a/s /@Ba/t}/ﬁy the FTO Secretariaton the basisof multiple.complaintsreteived from Tax Bar
Associations. Chambers of Commerce& Industry andother Representativesf the t axpayers etc. The main

grievance in these compla nts wasthedifficulties in filing of salesaxreturnsin thewakeof promulgationof

SRO 350(1)/2024 by the FBR. Resultantly, the sales tax registered persons could not claim input ta:

adjustments on supplies r€€ived,wheretheir suppliers had ndtled their SalesTax returns declaringhose

supplies. The FTO Secretariattook up the matterwith FBR by initiating the legal proceedingsand by

confronting the issues emanatingfrom the operationsof the abovereferredSRO.

ANAANNNNNNNNNNNNNN

Consequento theaboveinvestigationsthe FBRIin orderto mitigatethe hardshipgaced bythe registered
persons in filing of sales tax returns, rolled out another SRO i.e SRO 1130(1)/2024 thus resolving ma
issues/hardshipseing faced byhe Complainants and aales Tax registered persons. Resultantigst
majority of sales tax registered persons benefitted through the intervention of FTO organization whi
culminated irresolution othe problemdinked with SRO350/2024.

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

In addition to individual complaints, FTO Secretariat & undertaken generic nature of complaiatgh
motion initiatives having wide implicains and affecting larger taxpayers' community. The details of
systematiemprovementsnadeby FBR consequeniponthe FTO'sRecommendatioreseasunder:

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

1. SR0.1130(1)/2024 Difficulties infiling of salegaxreturnsand inputax adjustments
dated01.082024 wereremoved which benefited theandsof registered pepns

2. C.N0.3(15)STL&P/2010dated Benefitof exclusionfrom levy of furthertaxandextra tax guaranteed
24.10.2024

3. No. 3/9/2024/CM236753/R Claim of taxdeducted tdoeallowed on the basis of withholdi
dated18.12.2024 certificate instead of CPRs.

4 No.1(0023)S(BDTFIT) 2024dated | FBR haveimplementedCRF-IRIS-JMS-3 and CRF-I
30.10.2024 result thereof application for change of jurisdi

to taxpayers on IRIS.

5. F-No. 6(30)S(IR- In consequenc® FTO SecttsOM No.0024/ 4FBRrolled out

Operations/2024dated Standing Operating Procedures (SOP) f nce of aggrieved

21.11.2024 taxpayers for reactivation of blocked Si as also published {
FBRWebportal.

6. 1(0017)S(BDFIT/2024) dated In compliance of FTO's recommend
24.12.2024 FBR broughtabout changes in the
adjwstmentof teachers rebatt theti
them from rigors oBubsequent clai

eBoC,FTO Court The Director General, RefosandAut
of implementatiorof Hon'ble FTO'se
impactassessment othe CRFandthe
vide UAT No. 1157dated09.01.2024

\/

C.No 0017/0M/2024
odule system abou

n Karachi,as a procss
endationdinpalizedthe
le habeen deployed
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Informal Resolution
of Disputes

Duringtheyearunderreport,FTO Secretariahasresolvedasignificant numbeof complaintsby adopting
the informal resolution strategy light of Section 33f the FTO Ordinance, 2000-ew highlights ofsuch
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 habldded. The
complainant requested takepromptactionasthe FBRIs blockingthe SIM.The matterwastaken
the RTO Rawalpindi otelephone undesection 33f the FTO Ordinance, 200for immed]
Theconcerned RT@romptlyresponded ancesolved the issu@hecomplainant's hu
confirmed that théessue has been resolved.

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

The complaint wadiled for failure ofthe RTO Rawalpindi tacorrect the nam
lishon histax profile. Thematterwastaken upwvith theRTO, Rawalpi elephone undesection
Ordinance2001.MuhammadiayatKhan,ADCIR, departme presentatwasaskedo
reportcompliance. Theomplainanthastelephonicallycon d thahisissuehasbeen
epartmentThecopyof updated tayrofile hasbeenobtai gblaced orfile which

mplainant from Urdu
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uisite correctionhasbeenmadebythedepartment.

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

\

The complainant Statéj that the concernedCommissioneiR, Zonell, CTO Karachihasappred gflicati on

for exemption and granted the exemption certificate. Buhe ris folder is still showing pendencyf application
instead of an exemption certificate. The complainant prayed to resolve #zed issue on an urgent basis.

The matter was taken up With the FBR u/s33 of the FTO Ordinance, 200through the registrar. The
concerned authorities resolvedthe matterimmediatelyand informedhattheissuehasbeenresolvedThe
complainantvasalsoinformedvide emaildated 24.01.202thatFBR hasresolved the issu&hereforethe
requisite relief wagranted tadhe complainantthrougitervention ofthis office.

7
/
/
.
/
/
/
/
/
/
/
.
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Issuanceof NTN
(Complaint No. 0097/INFRML/2024 dated: 26.04.2024)

Thecomplainant ienindividual whowasunableto complete onlingegistrationprocesgor his NTNand
consequenthyhefailedtofile histaxreturn.Uponcontactingvith theRTO Islamabado obtainhisNTN and
submithistaxreturn,hewasinformed thahisNTN number haalreadybeenissued byhe concerned 8TB.

The DR was called for hearing who stated that the taxpayer was temporarily registered u/s 181
15.12.2023 andhat due to technical error in the Iris, the process could not be completed. He also file
written commentsHowever, DRwasaskedo resolvethe issudor filing ofreturnwithin onedayand report
compliance by 17.04.2024. The issue was resolved byedparainent 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 be
resolvedThesame waslso confirmed byhecomplainant.

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

Thecomplainant stateéhat 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 applicagins are still pending. The complainant further stated that ahtter is time
sensitive FTOSecretariatis requested to please resolve the issue through informal chm

Thematter wagaken Upwith the Chief Commissioner-IR, CTO, Islamabad on telephone and instructions were
pass on to resolve thesiie immediately. The Concerned CTO reported that the penain exemption certificates
have been issued on gits and compliance made. The complainant also telephonical |y confirmed that all the
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Study Reports

The FTO office may conduct researchitlentify taxation injustices as provided in Sect@{) of FTO
Ordinance2000.Findingscanleadto ownmotionproceedingandhaveimmenselybenefitedaxpayersand
the tax machineryThese study reports promote fairness and efficiency, empowering informed decisior
makingin taxation.

Internship ExchangeProgram

This report provides an 4depth overview of the Federal Tax Ombudsman (FTO)
participation in the first international internship exchange program with the Mediato
the Kingdom of Morocco, facilitated through an MoU under the auspicakeoOIC
Ombudsmarssociationlt detailsthecomprehensive&ainingprovidedto two FTOinte
by the Institution of MediatorKingdom of Morocco(IMR), focusingonvarious depar
aspects of institutional mediation. The report captures the interns' experie
theirthreeweekprogram inJuly, highlightingthe FTO's dedication tgouthdevg
andleadership. Readers caaocess théull reportvia the provided barcode.

SCAN ME

and insights gained du
ent, capacityilding,

Study on TaxpayersRights

yhtson 14 Ag ust2024
portanc# taxes to the
loodvhich regulates

OmbudsmaisecretariahaslaunchedheManualof Taxpay
tinghe 77" Independencef our belovedmotherland. T
andnationalstability needsno further emphasias it is

egnhomy, gover
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/}6“5 the body ofstate A fair, just, efficient, and simple taxaf system is vital for

Confldence amangst the taxpayers so that they pay their taxes. Any §@¥%m which doesn’t
///////
ayers /ghts canneitherbetermedasfair norisit viablein thelongrun.The office of the FTO

I‘OtECtt
// has St ;;;u ;ﬁ/)ﬁerent mandate to safeguard the taxpayers against any gl ffministration by

ANANNNNNNNNNNNNNN

Federal Board of Revenue o' itsfunctionaries

Tax laws, across the worldareperceived tde complexandintricate.lt is difficult for the general publito
understand these complext@X statutes. Therefore, it is necessary to prepare a simple, comprehensive a
self-contained manual of RIghtswhich iseasyto understand, handg benefitand wideranged tacoverall
segment of Federal Taxes.

Keepingthe significancef understanding taxpayers' rightisis booklet provides aomprehensive set of
taxpayers' rights available under the Constitution of Pakistan, Federal Tax Laws, Rules, Circulars/SR
landmark decisions of apex courts and International Besttices. This booklet is the first of its kind,
availableonthe officialwebsiteof FederallTax Ombudsmarsecretariatislamabad withnbuilt mechanism
for periodical updates. Hopefully the Taxpayers Community at large, legal fraternity, especially Te
practitioners and FBRunctionaries,alWill benefitfrom thisdocument.

Taxpayers' Rights
A.  TheRight to Quality Service:

Taxpayershavethe right to receivetimely and professionalassistancen all their tax SCAN ME
dealingswith the departmenin a way they can easily understandcommunicationThey
should have clear knowledgehow to file complaintsaboutinadequatequality of serviceand assistance
provided bythe taxoffice.

B. TheRight to Paylegally due Tax:

Taxpayerdavetherightto payonly suchtaxdemandsndadvancesf taxwhicharelegal
have been raised Wgllowing adue process of laandafter providing adequate o
the taxpayers. They have the right to pay such taxes which have bee
independent legdbrum asalsoapprobated bthe higher courts.

of hearing
cated irbympeal

C. TheRight to Raise Objectionsto Tax Authorities Actions eHeard:

ers have the right to raise objections to any acts of omis
yhaveright to provideadditionaldocumentst the timeof fili
audit,amen enaltyandanyotherproceedingsvhich couldadverselya
tax liability or r ethe claimedtax refund. The taxpayerhasright to exp

nd commission made by
formal response during
Xpayers andaisetheir

ir responsdrom the
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/department in ce(/f{{égreement.
.

e to AppealagainstOrders of the IR Department:

Z axWéo file appealsbefore an appellateforum againstaudits do ne, assessment and
= o’

aéén/d/n{e/nt made Oéfy order madewvhich isprejudicial totheinterestof the taxpayrs. They also have a

right to approach the high€r courtsand are entitled for settlementof tax disputesthrough oversight
committees and Alternat ve DisputeResolutionCommitteeADRC). They also haveright to receivea

written appeal order with n areasonabléime.

ANAANNNNNNNNNNNNNN

E.  The Right to Privacy:

Taxpayerdavetheright to expecthatanytaxinquiry, examinationpr enforcemenactionwill bemadein
accordancevith law andprivacyof the taxpayemould notbeviolated duringproces®f enforcemenof tax
law, including search and seizure proceedings. Thye right to be protected against any form of
harassment bthe tax department.

F. The Right to Confidentiality:

Taxpayerdavethe rightto expectthatall particularscontainedn the returnfurnished,accountgproduced
and statement made, evidengwen in the course of any proceedings and any record of assessmer
proceedings and any proceeding relating to recovery of tax demand shall be kept confidential and no |
thereof will bedisclosed savas provided idaw. In casethe rightof confidentality is breached, taxpayers
have a right to ask for appropriate action against the employees, practitioners and others who wrongfi
used omisclosed such information & unauthorized person.

G. TheRight to Representation:

Taxpayers have theght to nominate aauthorized representativedo could represent
dealingsbeforethetaxauthoritiesTheyhavealsoarightto replacetheirauthorizedrepr
desireduringassessmemindappeaproceedingdeforesuchauthorities.

H.  TheRight to haveAccesdo a Just Tax System:

Taxpayerdavearightto expectthatthéaxsystenwould provideafair
to considerfactsandcircumstances analould takeinto accountaxpay;
have the right to receive assistance from any in

asonablepportunity
mplianceconstraints.
ndent forum including T
gromptlyandtimely
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nowld///ﬁnd Respondto Communications:

Ack }

/r a ers havear ‘h/ to receive response swiftly atidhely tothe queries raisdythem on complex tax

% ///////

% /y ave a right to seek explanations and any assistegmarecfor making compliance
P2

w1th t e taxlaws and proce dures and expect that their queries would be profeally handled and timely
responded.

J. Right to Information and Education:

AAAANNNNNNNNNNNNNN\Y

Taxpayers have a right to kKnowwhattheyarerequiredto doto complywith thetaxlawsandrules.Theyare
entitledto havingeasyaccesso thetaxlaws,procedureSROs Circulars Forms,Instructionsandprescribed
notices. In addition, they have the right to be informed of decisions about their tax affairs, audit
amendments, tax demands and refunds.

Taxpayers Obligations

A Taxpayershave also certain legal obligations which they are expectedto make honestlyand
voluntarily. Thesame are given as under;

Togetregistemnith thetaxdepartment.
To complywith taxlaws& procedures.

Tofile correctandcompletetaxreturns& statementsvithin the prescribedime.

To maintainaccountsgdocuments and records§all transactions.

1

2

3

4. To payduetaxesandtaxdemandsimely.

5

6 To betruthfulandhonesin dealingwith taxauthorities.
.

Toprovide complete and accurate nformat onand records, when requ red under the law.

%
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Activities for Public
Awareness

The Federal'ax Ombudsman and regional advistaanched anassiveoutreach campaign in 2024,
empowering taxpayers to protect their righfikis initiative led to a significant surge in complaints,
demonstrating taxpayers' trusthe FTO's abilityto resolve theigrievances.

Addressto IRS Officers at Karachi on 08.08.2024

On 0808-2024, the Hon'ble FT®@isited the main FBR buildingghere heaccompanied biiis team,was
warmlywelcomedoy theseniorlRS officers.After welcomeaddresstheHon'bleDr. Asif JahaddressetRS
officersattheauditorium.A largenumber oflRS officers (from BS16to 21) attended theession]
apprised the officers about the role of FTO's Office and its mandate under the FT
resolvingthe grievancesf the taxpayers irtase®f maladministration.

The FTO emphasized the need for developing a cordial relationship st
adversariato taxauthoritieslt wasalsohighlightedthatthevery purposeof theest
is to offer free of cost dispute resolution to taxpayers and to suggest
machineryThesessiorconcluded withexchangef memorabilia.

institution as
endf FTO office
ic improvement in the

KMU Hosts AwarenessSessionon Taxpayers' S

ical University (KMU) hosted aawareness session on saf
Hafeez ulla Peshawar. TheentfeaturedDr. Asif Mehmood Jahasthe
aimed at educ the participants onrights of taxpayers artie mechani

ding taxpayers' rights at Dr
estspeakerThesession
vailable faddressing
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aints, /e/se// narwasorganizedy the FinanceVNing of KMU undersupervision of Treasurer

their com
/ //1// i/z_/ﬁlftin uishe/(ﬁttendeemcluded KMU Registrar Inamullah Khalazir,Dean of Basic Medical
) /a///// el a

éy)}/}?‘/ﬂfj/y%bma Nazli,Treasurer Waseem Riaand heads dll KMU depirtments.
g e

r
the essmn;F}]eral TaxOmbudsmamprovidedanin-depthoverviewof therole and mandate of the
PPl . . - .

FTO Officer in resolving taxpayerscomplaints.He alsoaddressedarioustax-rel ated queries from the
participants, offering valuable insights into the complexities of thaxation system. MiAlmas Ali Jovindah,
Advisor Legal, highlightedthe legal aspectsof the FederalTax Ombudsman(FTO). SardarAli Khawaja,
Advisor, FTO, Peshawar stred his experiencesas the former Chief Commissionerof FBR and informed

attendees about the FTO office in Peshawarwhere studentgand faculty canfile their complaintspertaining
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totaxauthorities.

TreasureKMU, Mr. Waseem RiaandRegistrar Inamullah Khaexpressedheir gratitudeto the Federal
Tax Ombudsman Dr. Asif Mahmood Jah for his presemmakthe valuable knowledge he shared. Special
recognition wagjiven to Mr. MuhammadJUmair Zeb,who received a Performance Award in recognition of his
contributionsasataxadvisorto both KMU andthe FederalTaxOmbudsman.

Inauguration Ceremonyof Export Dialogue Pakistanat Islamabad

Dr. Asif Jah, Federal Tax Ombudsman was the chief guest at the Inauguration Ceremony of Export Dialoc
Pakistan and6" All Pakistan Chambers Presidents' Conference organizéhieligawalpindi Chamber of
CommerceandindustryRCCl at Serendotel, IslamabadRCCI PresidenSagibRafiq, GroupLeaderSohail
Altaf, SeniorVice PresidenMuhammad Hamz&aroshyice PresidentaisalShahzadPresidentef FCC!
andKCCI, former Presidents ®CCland representativesidspeakersrom the exportsectoramongothers,
were present on the occasion.

ThePresidenRCCI, in hisopeningremarkssaidthatExportDialogue Pakistars aninitiative aimedat
gettingrecommendationgn exportenhancement, which ultimatetelpsin strengtheninghe national
economy. He further stated that by prioritizing exports, Pakistan can generateneeddd foreign
exchange, alleviate pressure on reserves and stimulate sustainable egoowthic

Visit to Hyderabad Chamber of Commerceand Industry

Dr. Asif Mahmood Jalvisited theHyderabadChamber ofCommerce and Industry &n
session with the business community as such sessions are crucial fg
understanding between government institutiams axpayers.

Ing transparency

During the sessiork- TO emphasized the pivotal roté the FederalTax Omb
costfree justice to taxpayers who have encountered maladministratio
ensuring that taxpayers are treated fairly and receive prompt resoluti

n Officen providing
es. This role is essentia
heir grievances related to

ter understanding tfie
r improvement, ultimately
thethe FTOrevealed
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/t /ig//o w%.igated and resolveda record numberof complaintsag inst maladministration
/ it /R ve {'/Stion (FederalBoard of Revenue)n 2024. This marke@ significant increase in
omplaint resolution comgred to previous yearshowcasing the FTO's dedication fQdressing taxpayer
/ oncernse ectlvely/
2
All-Pakistan Private SchoolFederation National Conference
FTO took part in the ALL-PAKISTAN PRIVATE SCHOOLFEDERATION (APPSF) Nationaonferencéneldin
Lahore on February 15, 2024, wherehe servedas a keynotspeaker. Alongsidéim, AdvisorLegal & Media
Mr. Almas Ali Jovindah contrr Bited to the conference as a panelist. HIO in his address to the participants

Of APPSF, express@gr 4t @ie for the opportunity to engage with teachers, students, and principals
emphasizing the importance afldressing taxpayer grievances.

=
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He highlighted theFTO'songoingeffortsto addresyvarioustax-related issuegqarticularlythoseaffecting
educators. He referenced a recent order issued by the FTO against the Federal Beashué (FBR),
directing them to ensure fair treatment for Principals, \Rdacipals, and Headmasters of educational
institutions across provinces regarding tax withholding practices. The order aimed to rectify instances
excessive tax deductions frotme salaries of educators, which was found to be unjustified and
discriminatory.

Federal OmbudspersonsConferenceat Sheikhupura

On July 9, 2024, a conference was held at the Sheikhupheamber of Commerce & Industry (SCCI),
bringing together Federal Gmdspersons, including Dr. Asif Mahmod@dh, Federal Tax Ombudsmaviy.
Ejaz Ahmed Qureshi, Federal Ombudsmand Ms. Fauzia Vigar, Federal Ombudsper$on Protection
against harassment of Women at workplace.

Mr. Manzoor ul Haq Malik, Former Regional Ghmaan of FPCCI and Group Head Former President of
SCCI, expressed gratitude to Hon'ble Asif Ali Zardari, President ofdlaenic Republic of Pakistan, and
Hon'ble Dr.Arif Alvi, Former President dhe Islamic Republiof Pakistanfor arrangingthis conference.
He highlighted thecrucial role of theFederal Ombudspersoms delivering swiftand cosffree justi
the public, industrialistsand the business community, thereby enhancing the credibili
statanstitutions.

The Dr. Asif Mahmood Jah (FTO) highlighted tivecreased awareness and impor
prompt processing of complaints, and the disciplinary actions taken agai
andemployee®nthebasisof FTO'srecommendationgidditionally, hementio
issues for many industrialists and the significant increase in incoming
upheld bythe President of Pakistan.

Ms. FauziaViqar, FederalDmbudsperson fdProtectioragainsharassme
port their issues to her office, particularly from Islamab
forward with their problems.

O office, the
ingFBR officers

e resolution ofrefund
ints, with 99% of decisio

enatworkplaceurged
e stressed the importance

Mr. SM Tanv
BusinessGroup

ormer Provisional Minister flmdustry& Environmentaan
) of FPCCI, discussedthe severeeconomicissuesplag
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up Leader dhe United
kistan,such as high
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xce(d{// 22% per annum and rising inflation, which have ¢letd local and foreign

t

marku
t pﬁ/z/afﬁﬁz// egional ChairmanandVice PresidenbfFPCCIPunjabLahare, called for clarity on

|
oLt

%Mr. Abdul Basit, Forme?representativef Federalnsurancé®®mbudsmanproposedh 4t decisions made by
Z
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tﬁ{{ﬂ{{%ﬁ{{ﬁsmm shouldbe consideredinal and not be challengedin Higher Courts to avoid

delays for insured individu@ls. The President o8CCI, Mr.Tariq Igbal Mughal, concluded the meeting with a
question-and-answer sesdOn andextended heartfefiratitude to theesteemed Federal Ombudspersons for

their participation and visitto SCCI.

FT0o Regional OfficeEstablishedin Mianwali

The Federal Ta®mbudsman, inaugurated the regiooffice of the FTO in Mianwali on 22nd February
2024.Theceremonymarkedasignificantsteptowardsenhancingaccessibilityto justicefor taxpayers irthe
region.Addressing an awareness seminar held alongside the inauguratidah@mphasized the crucial
role of theFTO office in addressing grievances related to maladministratittvin the Federal Board of
RevenudFBR).He highlightedthatthe FTO office servesasaplatformfor taxpayerdo voicetheirconcerns
regardingssuessuchasillegal noticesaimedat harasingtaxpayers andelaysin theprocessingfrefunds.

Dr. Jahreiterated theommitment othe FTO office to upholdtransparency anaccountabilitywithin the
taxation system, ensuring fair treatment for all taxpayers. He encouraged individuddasamekses to
utilize the services of th€TO 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 renown
handmade carpet sector, represetit@s from the Pakistan Carpet Manufacturerand Exporters
Association (PCMEA) recently called on with D¥sif Mahmood Jahthe Federal TaxOmbudsman (FTO) on
23.2.2024. The meeting, led Benior Vice Chairman Usman Ashraf, served as a platfordiscuss and
resolve the taxelated challenges thativebeenimpedingthe industry'growthtrajectory.

Seminaron TaxpayersRights' - Held at Islamabad Women Chamber of Commerce&
Industry

OnMay 21,2024,aseminattitled "TaxpayerRights- RoleandPerformancef Federall g
was held in the building of the Federation of Pakistan Chambers of Commerc
IslamabadTheeventwasorganized ircollaboration withthe Islamaba®#VomenCh
Industry (IWCCI).

Theseminalastedfor onehouranda half andwascharacterizedy its interacti
actively contributed to the discussions, making the session highly mea
aimed at shedding light on the rights takpayers and the significant r
Ombudsman (FTO) isafeguardingheserights.

y (FPCC&I)
ommerce &

urelhe participants
and engaging. The semi
ayed by the Federal Tax

cetheirconcernsshare
ibilities of #AEO. The
papeotect taxpayers
jative, highlighting the

rovided gplatform foropendialogue allowingthe participant
d gain valuable insightithe performance and re
collaborative sphere fosteredeeper understanding of the mechani
andensurdairn hetaxation systenOverall,the seminamwasasuccessf
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er-rights and the critical function of the FederalTax Ombudsman in promoting

importanceZof tax /ay
%an/sg{é{{ /aﬁﬁ accou/n/fability within the tax framework.
Visitto S.I.T.E Associationof Trade & Industry on 08-08- 2024

On the invitation of S.I.T. E Association of Trade & Industry, the FTO accomparbgdis team of Advisors,
visited the office of S..T.E As Sociationof Trade &Industry on 088-2024. The FTO andis team were received
warmly by the President and membersof ExecutiveBody of S.I.T.E Associationof Trade &Industry. The
meeting was attended by a large number of businesspresentativedhe President, S.I.T.E Associatiam his
address welcomed the FTO  and his team and discussed issues of mutual interest and concern. He emphasiz
the Neéed fOr freqUent int eractionbetweentheS.I.T.EandFTO officesso thatproblemsfacedby thebusiness
communityareidentifiedandproposaldor systemidmprovementsaremadeto FBR for theawarenessf the
business community detailed briefingaboutthefunctions, roleandachievements ddffice of FTOwas made.
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Newsletter, brochures weadsodistributed tathe participants. During question answer session, the FTO
and Advisors elucidated various issues raisethbyarticipants. Adetailed briefing was presented 8y
Vice President 08.1.T.E AssociationHe drewattention of the FTO and hisam towards some problems
being faced by their members. The FTO assured that the FTO office would address all such iss
immediatelywhethertheywereraisedn writing or verbally. Theparticipantavereadvisedo approachTO
Office for the redressal of their genuine issues. The President, S.I.T.E thanked the FTO and his team
appreciatedhe exercise oflaunching awareness sesstéagurther affirmed thatheywill suggesto their
members t@approach théorum of FTO in caseof anymaladministratiortaused byhe taxauthorities Full
co-operatiorby theS.I.T.EAssociationn the dischargef the functionsof the FTO office wasassuredThe
sessiorconcluded wittexchangef memorabilia andommitment fofrequentnteraction from botisides.

Visit to the Associationof Builders & Developersof Pakistan (ABAD)

Onthe first dayof hisvisit to Karachi,the FederalTax Ombudsmanaccompanied bgteam ofAdvisors,
visited the office of the Association &uilders & Developers of Pakistan (ABAD) at tlassociation's
invitation. Thedelegation wawarmlywelcomed byhePresidenand Executive Bodgnembers of

The meeting was attended lylarge number of businesspresentatives. In his opeai
President of ABAD extended his gratitude to the FTO and highlighted the |
interaction between ABAD and the FTO's office. He laid stresseth@meed to
challengs faced byhe business communigndwork towardstheir practical sol

of consiste
ativelgentify

therole, functions,
ing newsletters and
ersession, the FTO and
ctgsidance. The FTO
ategrievancesgainst
eciation fotheinitiative
ed tencouragABAD
jon.

To enhanceawarenesamongthe busines€ommunity,acomprehensiv@resen
and achievements of the FTO's office was delivered. Informative ma
brochures, were distributetd the attendees. During the interactygestionan
his Advisors addressed various concerns raised by participants, offering
eparticipantgo approach FTO'sffice for theresolutionof their
his concludingremarksthe Presidenbf ABAD expressedhi
ssessiongindassuredhe FTO of ABAD's full cooperationH
FTOforumfor addressingssuegelatingto taxmaladmi
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the Korangi Associationof Trade & Industry (K

s visit to Karachi, the Federal Tax Ombudsman, accomp
gi Association offrade &Industry (KATI) at their invitation
sidentandmembersofKATI's ExecutiveBody.

d byasignificant number dbusiness representativagghlightingimportanceof
ssthe Presidenmf KATI extended avarmwelcometo the Hon'ble FTGand his
need for regular interactiobetweenKATI and the FTO's officeto address the
iness community effectively. He also emphasized the importance of submitting
rovementsan the lawsandprocedure®f FederalBoardof RevenugFBR).

z

e rie g o the FTO's role, functions, and achievements was presented to the participant:
Awareness materials, including newsletters and brochures, were distributed to ensure a comprehen
understanding of th&TO's services. During the interactive session, the HoiBIO and his Advisors
responded to various queries, encouraging participants to approach the FTO's office for resolving tf
genuine grievances against tax authorities. The President of KATI expressed gratitude to the FTO
establishing a Help Desk KATI's office, asignificant step to facilitate the business community. He also
commended the awareness session initiative, pledging KATI's full cooperation in ensuring the effecti
dischargeof the mandatef FTO office.

Visit to the Karachi Chamber of Commerce& Industry (KCC& 1)

Onthe final dayof his Karachivisit, the Federallax Ombudsmanaccompanied bizis teamof Advisors,
visited the Karachi Chamber of Commerce & Industry (KCC&I) at their invitation. The delegation wa:
warmlywelcomedy the PresidenandExecutiveBody memberof KCC&I. Themeetingwasattendedy a
large number of business representatives and members ofigtia, reflecting the significance of the
occasionThe President of KCC&I, MiMuhammad Jawed Bilwani inis welcomeaddressexpressed his
appreciation fothe FTO'svisit. He stressed theanportance osustained engagement between KCC&I and
the FTO's office to address the challenges faced bytiseness community effectively and to develop
proposalsfor systemic improvements to be shared with the Federal Board of Revenue (F
compehensivebriefingon the functions, role, and achievements of the FTO's office was presented t
createawarenesamonghe participants.

Informative materials,including newsletters and brochures, were
interactive session, the

guidanceandsolutions||
duringthe yearwith asp
theFTO'scommitmento
alongwith the Executive
effortsand performance.

business community #@solve grievances and drive improvements in tax administration.
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