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No.1{10)/HWM/ 2025
Islamabad
Dear Mr. President.

It is & great honour for me o present to you the Annual Report - 2024 marking the third year of my
tenure as Wafagi Mohtasib. | am happy to inform you that the Office of Wafagi Mohtasib processed
a record number of complaints during the outgoing year. Incidence of complaints has risen from
110,405 gt the start of my tenure in 2021 to 226,372 marking an increasa of 105% by the close of
the year 2024, Likewize, the disposal reached an alltime high number of 223198 complaints
showing an increase of 109% over the figures of 2021. The institution also achieved an impressive
implementation rate of 93.21% of its decisions in 2024 as against 85.7% in 2023,

The ever increasing number of receipts and disposal of complaints testify 1o the centrality of the
ombudsman institution as a means for providing free and expeditious redressal against complaints
of maladministration and administrative excesses by the public service agencies. Besides the Head
(Mfice, 18 Regional Offices and 5 Complaints Collection Centers, this institution is functioning as a
truly poor man's court. It reguires neither any fee nor services of any lawyer as the procedure for
dispensation of justice is absolutely simple, prompt and transparent. Multiple means are available to
lodge complaints including wehsite, mobile phong/Whatsapp, or tenderad in person, by email ar
post. Moregver, the petitioner can join the investigation process through skype without a hassie to
travel any distance. Unlike the conventional system of disputes settlement, which invariably entails
an extended period of time, here the complaint i disposed of within the préscribed limit of 60 days.

The manifold increase in the receipt of complaints is a result of various initiatives. These include,
inter-alia, the establishment of four new offices in remote areas, Informal Resolution of Disputes
(IR, khuli katcheries (Open Courts), Outreach Complaint Resolution (OCR] mechanism and Inspection
Visits to various government agencies and departments ganerating persistent complaints. Whike
resohving the individual complaints, we have not lost sight of the need to suggest long tarm raforms
for addressing systemic issues and conducted a large number of research studies on issues
impacting the wel-being of the general public. Promotion and protection of child rights as well as
welfare of overseas Pakistans continued to receive close attention in our funchioning during the entire year.

A3 an elected President of the 4¥-member strong Asian Ombudsman Association (&04) and host to
its Permanent Secratariat at Islamabad, our active role in organizing various intermational avents on
themes of professional interest has brought a distinct honour to Pakistan.

The Annual Report - 2024 encompasses the whobe range of our activities and provides a detailed
account of our endeavours o senve, not merely as a complaint office but more importantly, as an
architect of good governance in the country. | am confident that consistent support and guldance
from your high Office shall continue to inspire the further growth of this institution.

Sincerely,

5

{Ejaz Ahmad Qureshi)
Hon'ble Mr. Asif All Zardard, 25.3.2025

President of the Islamic Republic of Pakistan,
Islamabad.
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FOREWORD

The Office of Wafaqi Mohtasib (Ombudsman), in accordance with Section 28(1) of the
President’s Order No. 1 of 1983 is required to submit an Annual Report on its activities within
three months of conclusion of the calendar year. The Report in hand has accordingly been
prepared which gives an overview of the multifarious activities undertaken pursuant to its
mandate.

The main thrust of the Report is on providing the readers a good insight into the working of
this institution during the year under review. Chapters 1 - 3 of the Report cover the evolution
and growth of ombudsmanship as well as the transition of this national institution from a
complaint redressing office to an architect of good governance in the country. The refinement
in systems and procedures achieved over the past 41 years of its service to the people is
detailed in chapters 4 - 10. These chapters also highlight the steps taken for enhancing the
institution’s accessibility and outreach, initiation of simple and cost-free processes,
protection of the rights of women and children as well as for facilitating overseas Pakistanis.

The use of technology for upgrading institution’s efficiency, optimal management of its
financial resources and building greater awareness among the public about the availability of
this poor man’s court at their doorsteps have been covered in chapters 11 - 13. The
concluding chapter 14 underscores the institution’s efforts for upholding the cause of
ombudsmanship at the international level. Its activities as President of the Asian
Ombudsman Association (AOA), has lent an international stature to the institution and earned
a distinct honour for the country.

The Report is duly supported, where necessary, by the relevant data and statistics, and
projects the institution’s pivotal contribution towards the fulfilment of the constitutional
provision requiring the State to provide inexpensive and expeditious justice to the public.



Profile of Mr. Ejaz Ahmad Qureshi,
Wafaqi Mohtasib (Ombudsman) of Pakistan

Mr. Ejaz Ahmad Qureshi took oath of his Office on 27 December 2021 as the 8" regular
Wafaqi Mohtasib (Ombudsman) of Pakistan. He holds a Master’s degree in Political Science
from University of the Punjab and one in Public Policy & Planning from Pennsylvania State
University, USA. He joined Civil Service of Pakistan in 1972 after qualifying the Central
Superior Services competitive examination.

He has held prestigious positions both in the Federal and the Provincial governments such
as Chief Secretary, Khyber Pakhtunkhwa (KPK) Province, Chief Secretary, Sindh Province
and Federal Secretary of the Ministries of Railways and the Environment. He remained
Provincial Secretary of a number of departments and also served as Additional Chief
Secretary (Development), Commissioner, Deputy Commissioner and Assistant Commissioner in
various areas. During his service, he has also been the Consul General / Trade
Commissioner of Pakistan in Canada and Pakistan’s Permanent Representative to the UN
Body, International Civil Aviation Organization (ICAO) at Montreal. He was awarded
‘Tamgha-i-Eisar’ in recognition of his outstanding services during the earthquake of 2005.
Before assuming the charge of Wafaqi Mohtasib (Ombudsman), he has served as Senior
Advisor for over twelve years and as the National Commissioner for Children in the Wafaqi
Mohtasib Secretariat, Islamabad.

Mr. Ejaz Ahmad Qureshi has made extraordinary contribution towards the growth and
progress of the federal ombudsman’s institution in Pakistan. He successfully established
four new Regional Offices and three Complaint Collection Centers within the short span of
three years, expanding the institution’s outreach to 24 cities across the country. Incidence
of complaints has risen from 110,405 at the start of his tenure in 2021 to 226,372 in 2024
(an increase of 105%) testifying to the centrality of the ombudsman forum as a means for
providing free and expeditious justice against administrative excesses of the government
agencies. Likewise, the disposal also reached an all-time high number of 223,198
complaints showing an increase of 109% over the figures of 2021.

He was re-elected as the President of the 47-member strong Asian Ombudsman Association (AOA)
in September 2023. He has taken many steps to raise the stature of the Asian Ombudsman
Association as a professional platform of ombudsman and ombudsman-like institutions in
the region. He is also a member of the Forum of Pakistan Ombudsman (FPO), the OIC
Ombudsman Association (OICOA) and the International Ombudsman Institute (10I).
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CHAPTER 1

OMBUDSMANSHIP IN PAKISTAN

A Historical Perspective

Throughout the human history, justice and accountability have been considered as the most essential
features of any successful model of governance. These are inextricably linked to the system of reward
and punishment, which governs the human behaviour. The concept of ombudsmanship has traversed
a long journey, facing roadblocks and attaining milestones in the process. Over the years, the concept
of ombudsmanship has emerged as an essential feature of every modern democratic society as it
embodies the broad principles upon which the edifice of democracy is raised.

The earliest historical accounts show the existence of ombudsman or more appropriately its prototype
in China during the Qin Dynasty in 200 BC. The Roman Empire also had a system where the Roman
Tribune could overrule any law that was found to be infringing upon the rights of the citizens.
Administrative accountability is considered as one of the guiding principles of the Islamic model of
governance. The Swedish Parliamentary Ombudsman, in its current form, was instituted in 1809 to
safeguard the rights of the citizens. In the post World War 2 period, there was a renewed emphasis on
human rights and fundamental freedoms, which led to the adoption of the Universal Declaration of
Human Rights in 1948. In this sense, the concept of ombudsmanship and the inviolability of human
rights is inseparable and is a means to the ultimate goal of good governance.

Today, ombudsmanship is being practiced and pursued across the globe as an effective mechanism
for the promotion and protection of human rights, good governance and the rule of law. Though the
structure, scope and powers of ombudsman vary from one society to another, typically the duties of
the ombudsman include investigation and resolution of complaints against maladministration,
discrimination, violation of human rights, and
fundamental freedoms along with administrative
excesses. Its popularity can be gauged from the
fact that ombudsman or ombudsman-like
institutions are functioning in more than 140
countries across the globe.

Its popularity can be gauged from the fact that
ombudsman or ombudsman-like institutions
are functioning in more than 140 countries
across the globe.

Evolution of Modern Ombudsman

Addressing issues of maladministration and protection of human rights is linked with good
governance and at the heart of it lies accountability and justice. The ombudsmanship has, therefore,
emerged as the central feature in every modern democratic society. Ombudsman or ombudsman - like
institutions are working in most countries of the world, under different names, with varying degrees
of autonomy and powers to exercise. Many countries have more than one ombudsman institutions
which deal with specific areas of competence impacting the well-being of the common man. The
scope, jurisdiction and power of ombudsman offices, though relate to the socio-political realities on
the ground, the institution remains relevant to the developing and the developed countries alike. The
ombudsmen around the world function in aid of
superior judiciary and address matters of
administrative accountability and maladministration,
thereby, easing the burden on the normal court
system.

Wafaqi Mohtasib: The First Ombuds Institution in Pakistan

Established on 24 January, 1983 vide the President’s Order No.1 of 1983, the Office of Wafaqi
Mohtasib (Ombudsman) Pakistan has witnessed 41 momentous years of growth and progress. It was

Ombudsmen around the world function in aid
of superior judiciary and address matters of
administrative accountability and
maladministration.



OMBUDSMANSHIP IN PAKISTAN

established with the explicit objectives to:
e diagnose, investigate, redress and rectify any injustice done to a person through maladministration;

¢ undertake any investigation into any allegation of maladministration on the part of any agency
or any of its officers or employees;

¢ provide speedy and expeditious relief to citizens by redressing their grievances to promote
good governance; and

e arrange for studies to be made or research to be conducted to ascertain the root causes
of corrupt practices and injustice and may recommend appropriate steps for their eradication.

The mandate of this institution flows from Article 37 (d) of the Principles of Policy as enshrined in

4 N
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chapter 2 of the Constitution of the Islamic Republic of Pakistan. This Article specifically entrusts the
State with the responsibility to ensure provision of inexpensive and expeditious justice to the people
of Pakistan.

Growth of Ombudsmanship in the Country

The ombudsmanship has taken firm roots in Pakistan. Following the success of the Wafaqi
Mohtasib’s institution, being the first one in the country, in providing free and expeditious
administrative justice to the general public, the concept has been replicated in other essential areas
impacting lives of the common man. Collectively, 14 ombudsman institutions are working at the
federal and provincial levels. At the federal level, these include:

i. Federal Tax Ombudsman

(Established in the year 2000)
ii. Banking Mohtasib Pakistan
(Established in the year 2005)
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iii. Federal Insurance Ombudsman
(Established in the year 2006)

iv. Federal Ombudsperson for Protection against Harassment of Women at the Workplace
(Established in the year 2010. Four Offices at provincial level were established during 2012 - 2019).

Wafaqi Mohtasib: A Saga of Continued Success

The Wafaqi Mohtasib (Ombudsman)’s institution has, over the years, perfected its complaint handling
mechanism comprising registration, investigation, appraisal, review and implementation of its
decisions/Findings. It is now fully capable of (i)
resolving complaints of mal-administration in large
number; (ii) reaching out to the complainants and
holding open courts at remote places for redressal of
grievances at their doorsteps; (iii) state of the art
technology (iv) informal resolution of disputes; (v) inspection of various federal government agencies to
improve service delivery; and (vi) undertaking studies/ research to ascertain the root causes of corrupt
practices and recommending appropriate steps for their eradication.

The institution has, over the years, perfected its
complaint handling mechanism comprising
registration, investigation, appraisal, review and
implementation of its decisions/Findings.

The Federal Ombudsman’s institution in Pakistan possesses some unique qualities. The institution
enjoys the necessary constitutional cover and no Court or Authority has jurisdiction to question the
validity of any action taken pursuant to its mandate or grant an injunction or stay in relation to any
pending proceedings before the Ombudsman. The Wafaqi Mohtasib has the authority to stay operation
of the impugned order or decision for a period not exceeding 60 days. An ombudsman holds office for
a non-renewable term of four years. He is required to submit an Annual Report to the President relating
to his functions. Such reports are also required to be released for publication. All executive authorities
throughout Pakistan act in aid of the Federal Ombudsman. The Ombudsman’s Office enjoys
administrative and financial autonomy as prescribed by the federal government and exercises its
powers independently of both legislature and the executive. It is legally established, freely accessible
and visible, client-oriented but not anti-administration. These attributes have helped it to emerge as an
architect of good governance, rather than a mere complaint redressal office.

Aligning with International Standards and Benchmarks

The UN General Assembly, in various resolutions, has recognized the role of Ombudsman and Mediator
institutions in promoting good governance and the rule of law in the public sphere. This has led to the
emergence of a set of international instruments, upholding the ultimate goals of ombudsmanship.
Commonly known as the Paris Principles and the Venice Principles, these documents recognize the
importance of the ombuds institutions in strengthening democracy, the rule of law, good governance
and the inviolability of human rights. These principles not only set out an elaborate criteria and
benchmarks but also highlight the responsibilities of the State to provide an enabling environment for
effective functioning of the ombuds
institutions. This alignment with the
international principles and benchmarks,
therefore, adds to the credibility of such
institutions.

The Wafaqi Mohtasib’s Secretariat (WMS)
aligns its operations with internationally
recognized standards and the United
Nations General Assembly Resolution No.
A/RES/79/177. These benchmarks
emphasize good governance, protection |
and promotion of human rights and the
rule of law, guiding the Secretariat’s
activities to meet global best practices. By
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OMBUDSMANSHIP IN PAKISTAN

consistently adhering to these universally acclaimed standards, the WMS has earned a position of
pre-eminence within the international ombudsman
community, demonstrating its dedication to quality
service and ethical governance. This alignment has
lent a high degree of credibility to the operations of
the Wafaqi Mohtasib’s Office and contributed towards its goodwill and authenticity. It is encouraging to
note that the above mentioned UN Resolution recognizes the Asian Ombudsman Association (AOA),
which is headed by Wafaqi Mohtasib of Pakistan, as amongst the active regional ombudsman bodies.

The WMS has earned a position of
pre-eminence within the international
ombudsman community.

Forum of Pakistan Ombudsman (FPO) : A Symbol of Growing Maturity

Forum of Pakistan Ombudsman (FPO), is a collective forum to address public service delivery issues
which is contributing to improving service delivery operations of the government agencies in their
respective areas of competence. Established on 16 April, 2011 by ten Ombudsmen at that time, the
FPO is recognized as a symbol of growing maturity in Established on 16 April, 2011, the FPO is

the operations of ombudsman institutions in the recognized as a symbol of growing maturity in
country. Currently, it has fourteen members, who the operations of ombudsman institutions.
exchange best practices with a view to enhancing

their operational capability, providing thereby quality services to aggrieved persons. In order to
augment capacity of ombudsman personnel, the FPO Secretariat organizes periodic workshops,
seminars and offers training facilities in specialized areas of ombudsmanship.

Being the oldest ombudsman institution in the country, the Wafaqi Mohtasib (Ombudsman) Pakistan
is a member of FPO and is actively contributing towards enhancing core capacities and achieving
higher levels of professionalism in the discharge of ombudsman functions. Encouraged by the
accomplishments of the last four decades, the Wafaqi Mohtasib’s institution is emerging as a strong
bulwark against maladministration, bureaucratic inertia, inefficiency and corrupt practices. Its most
cherished goal and objective remains promotion of good governance, inclusivity and the rule of law.
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Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi addressing 30" meeting of Forum of Pakistan Ombudsman (FPO) in Lahore.
The Federal Tax Ombudsman and President FPO, Dr. Asif Mahmood Jah is also seen in the picture (17.12.2024)

Domestically, the Wafaqi Mohtasib has emerged as a model national institution, enjoying the trust and
confidence of the general public for providing free, fast and reliable services. Whereas, internationally
it has contributed towards projecting the country’s soft image and enhanced its stature in the comity
of nations. It can be compared to any reputed ombuds institution in the world.

A detailed account of Wafaqi Mohtasib’s international standing and its interaction with the global
ombuds fraternity is contained in chapter 14 of the Report.



CHAPTER 2

LEGAL AND OPERATIONAL FRAMEWORK

LEGAL FRAMEWORK

The Office of Wafaqgi Mohtasib (Ombudsman) was established through an enactment called the
President’s Order No. 1 of 1983. Justice (Retd.) Sardar Muhammad Igbal assumed the charge of the
Office on August 8, 1983 as the first Ombudsman of Pakistan, and he spent nearly seven months
studying the core principles of this newly created institution before formally beginning his duties. He
energetically focused on assembling a dedicated team and also invested substantial efforts in
deliberating the essential aspects and implementation of the Ombudsman’s framework.

The Office of the Wafaqi Mohtasib was given an independent and autonomous status responsible for
identifying, investigating, addressing, and rectifying injustices caused to a citizen by
maladministration of federal government agencies. Its operations are guided by a forceful legal
framework that ensures transparent resolution of public grievances. Key legal instruments defining
the Wafaqgi Mohtasib’s role, powers and functions include the Establishment of the Office of Wafaqi
Mohtasib (Ombudsman) Order, 1983 (President’s Order No. 1 of 1983), the Federal Ombudsmen
Institutional Reforms Act, 2013, and the Wafaqi Mohtasib (Investigation and Disposal of Complaints)
Regulations, 2013.

AMENDMENTS IN THE PRESIDENT’S ORDER NO. 1 OF 1983

Over the years, it became clear that the law needed to adapt to evolving needs and address
contemporary requirements. With a renewed commitment to the existing legal framework, essential
provisions were introduced through an Act of Parliament in 2013, known as the Federal Ombudsmen
Institutional Reforms Act, 2013.

This legislation has enhanced the effectiveness and responsiveness of the Ombudsman’s Office to
the grievances of affected individuals. Notably, the Office is required to complete investigation within
60 days and for the President to issue a decision on
a representation within 90 days of its submission.
Similarly, the Review Petition has to be decided in
45 days. These time lines are remarkable, ensuring
effective implementation of recommendations.

The Office is required to complete investigation
within 60 days and for the President to issue a
decision on a representation within 90 days of its
submission.

The Federal Ombudsmen Institutional Reforms Act of 2013 now permits complainants to request a
Review of Findings, a provision previously unavailable. It also introduces specific measures to improve
the responsiveness of certain public sector organizations to public needs. The rapid approval of this
reform legislation highlights lawmakers’ strong support and confidence in the institution.

The Act of 2013 has not only enhanced the institution's responsiveness to those seeking redressal
but has also strengthened its ability to ensure that federal government agencies implement its

Findings and re.cc.)mmendgt}ons. The compgratl\{e The Act of 2013 has not only enhanced the
statement of original provisions of the President’s institution" -
Order No.1 of 1983 and the procedural guidelines ! o

) P strengthened its ability to ensure that federal

given in Wafaqgi Mohtasib (Investigation and .. . .
Disposal of Complaints) Regulations, 2013 thereto, St el Ui L

reinforces the institution’s commitment to the goals of good governance, the rule of law, promotion
and protection of human rights.



LEGAL AND OPERATIONAL FRAMEWORK

AMENDMENTS MADE IN THE P.O. NO. 1 OF 1983 AS A RESULT OF
THE FEDERAL OMBUDSMEN INSTITUTIONAL REFORMS ACT, 2013.

S.No.

P.O No. 1 of 1983

Federal Ombudsmen Institutional Reforms
Act, 2013

2. Definitions.-In this Order, unless there is
anything repugnant in the subject or
context,-

(1) 'Agency’ means a Ministry, Division,
Department, Commission or office of the
Federal Government or a statutory
corporation or other institution established
or controlled by the Federal Government
but does not include the Supreme Court,
the Supreme Judicial Council the Federal
Shariat Court or a High Court.

‘Agency’ means, the Agency defined in the
relevant legislation and in relation to the
Establishment of the Office of Wafaqi
Mohtasib (Ombudsman) Order, 1983 (P.O.
No. 1 of 1983) shall include an Agency in
which the Federal Government has any
share or which has been licensed or
registered by the Federal Government and
notified by the Federal Government in the
Official Gazette (S-2 (a) of The Federal
Ombudsmen Institutional Reforms
Act.2013).

3. Appointment of Mohtasib. (1) There shall
be a Wafaqi Mohtasib (Ombudsman), who
shall be appointed by the President.

(2) Before entering upon Office, the
Mohtasib shall take an oath before the
President in the form set out in the First
Schedule.

Oath of office: An Ombudsman shall take
Oath before he enters upon his office in the
form as prescribed in the relevant legislation
and in case such form is not prescribed in
the relevant legislation, he shall make oath
before the President before he enters upon
office in the form set out in the Schedule to
this Act (S-8 of the Federal Ombudsmen
Institutional Reforms Act.2013).

4, Tenure of the Mohtasib.-(1) The Mohtasib
shall hold office for a period of four years
and shall not be eligible for any extension of
tenure or for re-appointment as Mohtasib
under any circumstances.

Tenure of the Ombudsman. The
Ombudsman shall hold office for a period of
four years and shall not be eligible for an
extension of tenure or appointment as
Ombudsman under any circumstances.
Provided that the Ombudsman shall
continue to hold office after expiry of his
tenure till his successor enters upon the
office (Section-3 of the Federal Ombudsmen
Institutional Reforms Act.2013).

7. Acting Mohtasib.-At any time when the
office of Mohtasib is vacant, or the
Mohtasib is absent or is unable to perform
his functions due to any cause, the
President shall appoint an acting Mohtasib.

Acting Ombudsman: At any time the office of
Ombudsman is vacant or he is unable to
perform his function due to any cause, the
President shall appoint an Acting
Ombudsman who shall perform functions
and powers as are vested in the
Ombudsman and shall be entitled to all
privileges as are admissible to Ombudsman.
Provided that till such time the Acting
Ombudsman is appointed, the Wafaqi
Mohtasib (Ombudsman) shall act as
Ombudsman of the concerned office and in
case the Wafaqi Mohtasib is absent or
unable to perform function of his office, the
Federal Tax Ombudsman shall act as Wafaqi
Mohtasib (Ombudsman) in addition to his
duties (S-4 of the Federal Ombudsmen
Institutional Reforms Act. 2013).
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No Provision.

Temporary Injunction. The Ombudsman may
stay operation of the impugned order or
decision for a period not exceeding sixty days
(S§. 11 of the Federal Ombudsmen
Institutional Reforms Act 2013).

No Provision.

Review: (1) The Ombudsman shall have the
powers to review any findings,
recommendations, order or decision on
review petition made by an aggrieved party
within  thirty days of the findings,
recommendations, order or decision.

(2) The Ombudsman shall decide the review
petition within forty five days.

(3) In review, the Ombudsman may alter,
modify amend or recall the
recommendation, order or decision (S.13 of
the Federal Ombudsmen Institutional
Reform Act 2013).

No Provision.

Grievance Commissioner. (1) The
Ombudsman shall appoint or designate an
officer not below BPS-21 as Grievance
Commissioner in an Agency against which a
large number of complaints are received
persistently.

(S-7 of the Federal Ombudsmen Institutional
Reforms Act 2013).

29. Bar of jurisdiction.--No Court or other
authority shall have jurisdiction.-

(1) to question the validity of any action
taken, or intended to be taken, or order
made, or anything done or purporting to
have been taken, made or done under this
Order ; or

(2) to grant an injunction or stay or to make
any interim order in relation to any
proceedings before, or anything done or
intended to be done or purporting to have
been done by, or under the orders or at the
instance of the Mohtasib.

Bar of Jurisdiction. No court or authority shall
have jurisdiction to entertain a matter which
falls  within the jurisdiction of an
Ombudsman nor any court or authority shall
assume jurisdiction in respect of any matter
pending with or decided by an Ombudsman
(5-18 of the Federal Ombudsmen
Institutional Reforms Act 2013).

32. Representation to President.-Any
person aggrieved by a decision or order of
the Mohtasib may, within thirty days of the
decision or order, make a representation to
the President, who may pass such order
thereon as he may deem fit.

Representation:
1) Any person or party aggrieved by a
decision, order, findings or

recommendations of an Ombudsman may
file representation to the President within
thirty days of the decision, order, findings or
recommendations.

2) The operation of the impugned
order, decision, findings or
recommendations shall remain suspended
for a period of sixty days if the representation
is made as per sub-Section (1).
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3) The representation  shall be
processed in the office of the President by a
person who had been or is qualified to be a
judge of the Supreme Court.

4) The representation shall be decided
within 90 days (S-14 of the Federal
Ombudsmen Institutional Reforms Act
2013).

10. 36. Rules.-The Mohtasib may, with the | Power to make rules. The Federal
approval of the President, make rules for | Government may by notification in the Office
carrying, out the purposes of the Order Gazette, make rules to carry out the
purposes of this Act (S-22 of the Federal
Ombudsmen Institutional Reforms Act
2013)

11. 37. Order to override other laws.-The | Overriding effect (2) In case there is conflict
provisions of this Order shall have effect | between the provision of this Act and the
notwithstanding anything contained in any | relevant legislation the provision of this Act,

other law for the time being in force. to the extent of inconsistency shall prevail (S-
24 of the Federal Ombudsmen Institutional
Reforms Act 2013).

OPERATIONAL FRAMEWORK OF WAFAQI MOHTASIB SECRETARIAT

The functioning of the Wafaqgi Mohtasib is regulated by the Wafaqi Mohtasib (Investigation and
Disposal of Complaints) Regulations, 2013. The main features of these Regulations are as follows:

A. PROCEDURE FOR REGISTRATION OF COMPLAINTS
Presentation/Registration of Complaints. (Regulation 3)

A complaint may be lodged in a number of ways. Complainant may file a complaint in person or by
post or online, by fax, email or through Mobile App
against maladministration of federal agencies as
defined in Article 2(1) of the President’s Order
No. 1 of 1983 and section 2(a) of the Federal
Ombudsmen Institutional Reforms Act, 2013.
Upon receipt, the Registrar processes the complaint on Complaints Management Information System
(CMIS) and allocates a complaint number to each case.

Complainant may file a complaint in person or
by post or online, by fax, email or through
Mobile app against maladministration of

federal agencies.

Admission and Rejection of Complaints at Preliminary Stage. (Regulation 5)

Initial scrutiny is undertaken by the Registrar, who determines its admissibility according to the
procedure laid down in Articles 2, 9 and 10 of President’s Order No. 1 of 1983. For the admitted
complaint, acknowledgement is sent to the complainant via CMIS generated letter as well as by SMS.

The admissible complaints are marked to the designated Investigating Officer for examination. In the
cases which are not admitted, an intimation is sent to the complainant along with reason for non-
admittance. To finalize the complaints within the stipulated period of 60 days, the complainants are
encouraged to furnish all relevant documents along with the complaint.

B. PROCEDURE FOR PROCESSING OF COMPLAINTS BY INVESTIGATING OFFICERS.
The Investigating Officer proceeds with investigation as follows:

* Calls for report from the government Agency concerned
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* Receives response from the Agency

Calls for rejoinder from the complainant, (if needed)
e Conducts hearing
e Carries out onsite inspection (if required)
e Prepares draft Findings
e Submits draft Findings for approval of the Wafaqgi Mohtasib through CMIS
* Issues attested copies of approved findings to the complainant and the Agency
C. PROCEDURE FOR DISPOSAL OF COMPLAINTS
Completion of Investigation (Regulation 23) and Appraisal.

Once the investigation concludes, the Investigating Officer prepares the draft Findings, which are
then submitted to the Appraisal Officer. Upon completing the appraisal, the Findings are forwarded to
the Wafaqi Mohtasib for approval.

Completion of Findings and Consignment of Files to Record Room (Regulation 25)

After the Findings are approved by the Mohtasib, the copies of the Findings are authenticated by the
Investigating Officer and dispatched free of cost, to the complainant and the Agency and the file is
consigned to the record section.

Review Petition (Regulation 26)

If the complainant or the Agency is not satisfied with the Findings, a Review Petition can be filed with
the Ombudsman within 30 days of the receipt of Findings. The Ombudsman is required to decide the
Review Petition within 45 days of such application.

Representation (Section 14, The Federal Ombudsmen Institutional Reforms Act, 2013)

If the complainant or the Agency is not satisfied with the Findings or order passed by the Mohtasib, a
Representation can also be submitted to the President. The President has to decide the
Representation within 90 days of its submission.

Execution/Implementation of Recommendations (Regulation 30)

The Ombudsman Secretariat has established an Implementation Wing to implement the Findings
with recommendation and time line/due date for implementation. Such cases are also uploaded on
the implementation module of the CMIS.

Defiance of Recommendations (Regulation 29)

If the Agency does not, within the specified time, fully comply with the Findings or does not give
reasons for non-implementation of the recommendations to the satisfaction of the Mohtasib, it shall
be liable for initiation of proceedings against it for defiance of the findings, recommendations, order
or decision under Article 12 of the Order.

Expeditious Disposal of Complaints (Regulation 23 (5)

The Ombudsman shall dispose of complaints within a period of sixty days (60). Time line for
expeditious disposal of complaints through various stages is shown in the chart below:
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Wafaqgi Mohtasib’s Office is a quasi-judicial body that redresses the grievances of the common man
against federal agencies and organizations. It takes cognizance of cases of maladministration and
offers remedies through a simple and expeditious process. It is considered a "poor man's court" as it
operates without charging any fee and there is no

need of engaging a lawyer. The Federal Wafaqi Mohtasib’s Office is considered a
Ombudsmen Institutional Reforms Act, 2013 = ‘POOr man’s court” as it operates without
made this Office more responsive to the = charging any fees and there is no need of
complaints of the aggrieved persons. The engaging a lawyer.

provisions relating to finalization of the case within

60 days have further improved the efficacy of this institution. Additionally, the Act of 2013 has
introduced provisions for Review, which were earlier not available to the complainants. Article 33 of
the President's Order No.1 of 1983 empowers the Mohtasib or a member of his staff to informally
conciliate, amicably resolve the disputes between parties. This provision not only widens the ambit of
Ombudsman's activity but also provides positive means of settlement of disputes through conciliatory
proceedings and mutual satisfaction of parties. Under the umbrella of legal and operational
framework, the Office of Wafaqgi Mohtasib is making important contribution towards the
accomplishment of the core values of ombudsmanship.

10



CHAPTER 3

REDRESSING GRIEVANCES TO PROMOTE
GOOD GOVERNANCE: AN OVERVIEW

Established in 1983, the Office of Wafaqi Mohtasib (Ombudsman) has played a crucial role in
promoting administrative accountability and justice by addressing citizens’ grievances against federal
government functionaries and agencies. Through its persistent efforts, the institution has fostered a
culture of transparency, responsiveness, and accountability within government institutions,
promoting thereby the core values of good governance and the rule of law.

Over the past four decades, the institution has evolved significantly, not only in terms of its
operational capabilities but also in the breadth of issues it addresses. Initially focused primarily on
complaints related to administrative inefficiencies, the scope of its operations has expanded to
include a wide range of public grievances, from consumer rights to human rights violations.

In recent years, the Office has embraced modern technological advancements and innovative
practices to enhance its effectiveness. This evolution reflects a broader trend in public administration
aimed at making government institutions more responsive and accountable to citizens. By integrating
technology into its operations, the Office has significantly improved accessibility and efficiency,
ensuring that citizens can lodge complaints with ease and confidence.

Increase in Receipt and Disposal of Complaints

In the year under report, the Wafaqgi Mohtasib Secretariat (WMS) achieved unprecedented milestones
in both the receipt and resolution of complaints. The institution withessed a remarkable increase in
public engagement, culminating in the receipt of 226,372 complaints throughout the year. The month
of October 2024 witnessed a historic peak, with 22,792 complaints filed in that single month—an
unparalleled figure in the Ombudsman’s history. This trend, continued in December 2024 with the
resolution of 24,092 complaints, establishing a new record for the month and reflecting the
institution’s unwavering dedication to serving the public. This surge in complaints highlighted not only
the growing awareness of citizens regarding their rights but also the effectiveness of the Ombudsman
in addressing pressing public concerns.

Leveraging Technology for Enhanced Accessibility

Recognizing the importance of technology in modern governance, the WMS has made substantial
investments in IT infrastructure to improve its accessibility and streamline processes. During this
year, 63,980 complaints were lodged online, reflecting a growing reliance on digital platforms. The
WMS Mobile App facilitated the submission of 26,392 complaints, while 17,142 complaints were
routed through the Integrated Complaint Resolution System (ICR). This technological shift has
empowered citizens, enabling them to engage with the Ombudsman conveniently and effectively.
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Moreover, the WMS has implemented robust measures to protect the privacy and confidentiality of
complainants, ensuring that individuals can come forward without fear of reprisal. This commitment
to safeguarding the citizen’s rights has enhanced trust in the institution and encouraged greater
participation in the complaint resolution process.

Community Engagement through Outreach Programmes

The Outreach Complaint Resolution (OCR) Project has emerged as a cornerstone of the WMS strategy
to resolve public complaints at the grassroots level. Throughout 2024, Investigating Officers
conducted comprehensive outreach visits to various tehsils and district headquarters, successfully
resolving 4,840 complaints through this initiative. These visits fostered greater engagement with
local communities, allowing the Ombudsman’s office to better understand and address the unique
challenges faced by different regions.

In addition to resolving complaints, these outreach efforts included Khuli Katcheries, providing
platforms for open dialogue between the institution and the public. Such initiatives have proven
invaluable in building public trust and ensuring that citizens feel heard and valued. The commitment
to proactive engagement demonstrates the Ombudsman’s recognition of the diverse needs and
concerns of the populace.

Informal Resolution of Disputes (IRD) Initiative

The WMS has also been at the forefront of promoting informal dispute resolution methods,
recognizing the importance of swift and effective problem-solving. Under Article 33 of the President’s
Order No. 1 of 1983, the Federal Ombudsman and staff are empowered to conciliate and resolve
grievances informally. Since the launch of the Informal Resolution of Disputes (IRD) project in April
2022, the WMS has successfully resolved 10,361 cases.

The IRD project has enabled the Ombudsman to address a variety of issues, including pension
disbursements, service dues, and students grievances. This approach not only expedites the
resolution process but also fosters amicable relationship between parties, reducing the need for
lodging formal complaints and lengthy investigations. The success of this project underscores the
effectiveness of informal dispute resolution in addressing public concerns swiftly and effectively.

Commitment to Quality Control and Compliance

Ensuring the integrity and fairness of the complaint resolution process remains a paramount concern
for the WMS. In 2024, the Secretariat achieved a remarkable milestone, with 191,950 complaints
resolved within the statutory time line of 60 days. The efficiency of the appraisal process is evident,
as review petitions filed with the Federal Ombudsman constituted less than 1% of total cases. This
low percentage reflects the soundness and reliability of the Ombudsman’s findings, reinforcing public
trust in the institution.
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Regular monitoring and evaluation of the decision-making process have become integral to the WMS
operations. The implementation of a robust quality control system ensures that the Ombudsman’s
decisions are not only timely but also just and equitable. This commitment to quality further solidifies
the institution's reputation as a reliable advocate for citizens’ rights.

Addressing Complaints Against Utility Companies

In 2024, complaints against utility companies, particularly Distribution Companies (DISCOs), surged
significantly, revealing persistent issues in service delivery. Complaints related to electricity billing
accounted for 109,578 of total complaints, highlighting ongoing concerns regarding billing
discrepancies and service quality. The WMS has continued to proactively address these issues,
working collaboratively with utility companies to enhance consumer satisfaction and accountability.
Complaints against SNGPL showed a slight increase from 6,126 in 2023 to 6,625 in 2024. Similarly,
SSGCL also faced a significant increase in complaints, rising from 13,027 to 16,564, underscoring
the need for continued attention to issues related to service delivery and billing processes.

Agency-wise Breakup of Complaints
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In response to the rising number of complaints, the Ombudsman organized specialized sessions with
the representatives of utility companies to address systemic inefficiencies and develop actionable
solutions. These engagements have fostered a culture of accountability within the utility sector and
have ensured that consumer grievances are addressed in a timely and effective manner.

Ensuring Implementation of Recommendations

The WMS places a strong emphasis on ensuring the implementation of its findings and
recommendations. The Implementation Wing actively monitors compliance with the Ombudsman’s
decisions, conducting regular hearings to ensure timely execution of findings. This rigorous oversight
reflects the institution’s dedication to maintaining public trust and confidence in the effectiveness of
its interventions.

In 2024, the WMS’s proactive approach resulted in a significant increase in compliance rates among
federal agencies, demonstrating the effectiveness of its monitoring mechanisms. During this year,
67,684 cases were implemented as compared to 60,754 last year (11% increase). The overall
implementation rate this year is 93.21% as compared to 85.7% last year (8% increase). The
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commitment to follow-up ensures that the Ombudsman’s recommendations are not only
acknowledged but also acted upon, ultimately leading to tangible improvements in public
administration.

Promoting Systemic Reforms

The Federal Ombudsman has taken on the critical role of investigating systemic issues that contribute
to persistent complaints against various agencies. It has in total prepared 80 studies/reports till date.
These reports focused on crucial areas such as pension reforms, social welfare initiatives, and the
rights of marginalized communities, demonstrating a commitment to bringing about a positive
change within the public sector. A detailed account of studies/reports prepared on various important
subjects of public interest is available in chapter 7 of this report.

By addressing systemic issues, the Ombudsman not only resolves individual complaints but also
works towards long-term improvements in public administration. This dual approach ensures that the
institution remains a proactive agent of change, continually striving to enhance the quality of
governance and service delivery.

Addressing the Needs of Overseas Pakistanis

Recognizing the unique challenges faced by overseas Pakistanis, the appointment of a Grievance
Commissioner for Overseas Pakistanis in 2015 has strengthened the institution’s ability to address
their specific concerns. In the year under report, 151,897 complaints were received from overseas
Pakistanis, reflecting a significant increase from the previous year. The establishment of One Window
Facilitation Desks (OWFDs) at international airports has further enhanced the responsiveness of the
WMS to the needs of this sizeable section of the populace. A separate chapter 10 is devoted to this
subject, which discusses a list of initiatives for overseas Pakistanis and demonstrates Wafaqi
Mohtasib’s commitment to inclusivity and support for all citizens, regardless of their geographical
location.

Important Meetings and Events

i) Wafaqi Mohtasib's Health Facility Initiatives: The Wafagi Mohtasib took serious notice of the
shortage of Anti-Rabies Vaccine in Federal Government hospitals in Islamabad after a
complaint by one Mr. Nazim Hussain, whose son was bitten by a rabid dog. Investigations
confirmed the vaccine's unavailability. On January 9, 2024, the Wafaqgi Mohtasib summoned
the heads of NIH and DRAP, urging immediate action to ensure fast-track vaccine availability
and prevent delays. The Wafaqi Mohtasib emphasized the need for timely completion of the
ongoing Poly Clinic-Il project in Sector G-11 by 2026 to enhance health services in the Federal
Capital. He directed the filling of 353 vacancies for doctors, nurses, and paramedical staff
within three months and stressed the importance of improving services at the 29
dispensaries under the Poly Clinic Hospital.

ii) Addressing Concerns of the Business Community: On January 1, 2024 the Wafaqi Mohtasib,
announced a dedicated portal for the business community to ensure speedy complaint
resolution, with unresolved cases transferred to the Secretariat after 30 days. The Wafaqi
Mohtasib, at the inauguration of a Complaint Desk at Faisalabad Chamber of Commerce,
stressed the vital role of businessmen and industrialists in driving the economy. He assured
24/7 support for resolving complaints against federal entities, and pledged to address
concerns about rising energy costs. While addressing a function organized by the
Sheikhupura Chamber of Commerce and Industry, the Wafaqi Mohtasib recognized the vital
role of businessmen and industrialists in the national economy. He announced the
establishment of a dedicated portal for rapid complaint resolution for the business
community, stating that unresolved complaints within 30 days would be transferred to the
Wafaqi Mohtasib’s Office.

14
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iii) Implementation of Recommendations by FGEHA: The FGEHA has fully implemented the
recommendations made by the Wafagi Mohtasib’s Inspection Team, following its
investigation into public complaints. The FGEHA has updated the seniority list of allottees,
improved visitor facilities, and installed additional equipment to protect its record room from
potential fire hazards. These steps have been taken to improve service delivery and ensure
greater transparency in the allocation of housing.

iv) Inspection of Passport Offices by Wafaqi Mohtasib’s Teams: On the directions of the Wafaqi
Mohtasib, Inspection Teams were sent to passport offices in Islamabad, Lahore, Karachi,
Quetta, Faisalabad, Peshawar, Multan, and Abbottabad to address the growing number of
complaints from passport applicants. The teams issued on-the-spot instructions to resolve
these issues and instructed the offices to work over the weekend to clear the backlog.

v) Presenting Annual Report 2023 to the President of Pakistan, Mr. Asif Ali Zardari: On March 25,
2024, the Wafaqgi Mohtasib presented Annual Report 2023 and briefed President Asif Ali
Zardari, highlighting online and mobile app complaints, which rose by 47% and 21%,
respectively. Initiatives like new regional offices and Khuli Katcheries helped improve
outreach and case resolution. The Overseas Pakistanis office processed 202,367
complaints. President Zardari praised the Mohtasib’s performance and called for expanding
outreach.

vi)Webinars held in Collaboration with the Asian Ombudsman Association (AOA): As President of the
Asian Ombudsman Association (AOA), Mr. Ejaz Ahmad Qureshi inaugurated a webinar focused
on the Protection Against Harassment of Women at the Workplace, coinciding with
International Women's Day. The event was attended by AOA and OIC Ombudsman Association
members, human rights activists, and practitioners. He emphasized the role of FOSPAH in
creating a harassment-free workplace environment and called for international cooperation
in sharing best practices for gender equality. The Wafaqi Mohtasib, launched a webinar titled
“Building Public Awareness: An Essential Feature of Ombudsmanship,” hosted by the Asian
Ombudsman Association (AOA). He emphasized the importance of public awareness for
effective ombuds institutions and the need for outreach, particularly in remote areas.

vii) Jail Reforms: The Wafaqgi Mohtasib reviewed jail reforms implementation in Sindh,
emphasizing biometric systems to update prisoner records. Instructed by the Supreme Court,
reforms aim to improve inmate conditions, with ongoing efforts to connect with NADRA and
expand facilities.

viii) Public Complaints Resolution in Azad Kashmir: In response to numerous complaints against
federal entities in Azad Kashmir, the Wafagi Mohtasib dispatched an Inspection Team to
visit Muzaffarabad. The team, led by a Director General from the Wafaqgi Mohtasib's Office, visited
various offices including NADRA and the Passport Office, listening to public complaints and
providing immediate instructions for resolution. A Khuli Katcheri was held at the Wafaqi
Mohtasib’s Regional Office on July 12, 2024. The Regional Office in Muzaffarabad
has commenced operations, allowing residents of Azad Jammu and Kashmir to lodge complaints
against approximately 212 federal agencies without traveling to Islamabad. Mr. Mansoor
Qadir Dar has been appointed as Incharge of the office to assist AJ&K residents effectively.

ix)e-Protector Stamp Facility: The Wafaqgi Mohtasib intervened to resolve the long-standing issue
of the e-protector stamp on passports for Pakistanis traveling abroad for employment or
education. Following his directives, the Bureau of Immigration has introduced an online
e-protector facility, now available at all international airports 24/7. This initiative has already
benefited 14,339 Pakistanis this year.
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x) Delegation from Bahrain Ombudsman’s Office: A five-member delegation from Bahrain’s
Ombudsman Office, led by Mr. Mohamed Tawfeeq Ali Taqi, visited the Wafaqi Mohtasib Office
to learn about the development of ombudsmanship in Pakistan. The delegation also visited
the Asian Ombudsman Association Secretariat and received briefing on secretariat’s activities.

xi)Wafaqi Mohtasib Addresses Civil Servants at the National Institute of Management (NIM): On
25 October 2024, the Wafaqi Mohtasib addressed civil servants at the National Institute of
Management (NIM) during the certificate distribution ceremony of the 415 Mid-Career Management
Course. He emphasized the importance of transparent and efficient service delivery for promoting
good governance in Pakistan. He urged government officials to be responsive to public needs and
earn the people’s trust.

xii)Wafaqi Mohtasib Addresses Asian Ombudsman Association Webinar titled, “Addressing
Maladministration in the Insurance Industry - An Ombudsman’s Perspective”: On 29 October
2024, the Wafaqgi Mohtasib addressed an AOA webinar, highlighting Pakistan’s
establishment of a dedicated insurance ombudsman to ensure oversight and protect interest
of various stakeholders. He emphasized the need for fair practices and high standards in the
insurance industry, aligning with international human rights frameworks.

xiii) Ministry of Housing & Works Restores Allotment Facility to Wafagi Mohtasib Employees: On
November 5, 2024, the Ministry of Housing and Works began allotting government
accommodation to Wafaqgi Mohtasib Secretariat employees, providing significant relief. This
move, which followed several meetings between Ministry and WMS officials, restored a
facility discontinued years ago, helping lower-income employees find affordable housing.

xiv) Interpol Team Visits Wafaqi Mohtasib’s Secretariat: On November 7, 2024, an Interpol team
led by Ms. Gabriela Javera Chamorro Concha, Criminal Intelligence Officer for the Interpol
Crimes Against Children Unit, visited the Wafaqi Mohtasib’s Secretariat. The Grievance
Commissioner for Children briefed the team on efforts to combat cyber-crimes against
children in Pakistan, including the appointment of a dedicated commissioner, media
monitoring, legislative reforms, and awareness campaigns.

Conclusion

As the Office of Wafaqi Mohtasib completes four decades of public service, its unwavering
commitment to promoting good governance, accountability, and human rights remains steadfast. The
achievements of 2024 underscore the institution's readiness and dedication to addressing the
evolving needs of citizens, ensuring a fair and just society for all.

In the coming years, the WMS will undoubtedly face new challenges as the landscape of governance
and public administration evolves. However, with a strong foundation built on accountability and
responsiveness, the Ombudsman is well-positioned to navigate these challenges and continue its
vital role in the service of the nation. The commitment to continuous improvement and the promotion
of transparency and accountability will guide the institution as it moves forward into a new era,
ensuring that it remains a beacon of hope for citizens seeking justice and redress.
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CHAPTER 4

ENHANCING ACCESSIBILITY AND OUTREACH

Introduction

Ensuring swift, transparent and cost-free administrative justice remains among the fundamental
objectives of the Wafaqgi Mohtasib’s institution. Through a multifaceted strategy that included
expanding geographical coverage, leveraging technology, and enhancing community engagement,
the institution significantly extended its outreach, particularly in remote and underserved areas. This
chapter discusses the initiatives undertaken in 2024 to enhance accessibility and broaden
outreach, reflecting the Wafaqi Mohtasib’s commitment to dispense administrative justice
across the country.

Geographical Outreach: Expanding Regional Offices and Complaint Centres

The Wafaqgi Mohtasib’s regional network, which acts as the foundation of the institution’s outreach
strategy, saw notable expansion in 2024. Besides the Head Office, the number of Regional Offices
increased to 18, with 5 Complaint Collection Centers established across various regions. This
significant expansion is part of the Wafaqi Mohtasib’s commitment to bringing justice closer to the
public, particularly those in remote areas which previously had limited access to the institution's
services.

Each Regional Office plays a critical role in facilitating the resolution of complaints by allowing citizens
to file grievances without having to travel long
distances. The regional presence in both urban and
rural areas not only provides convenience but also
fosters public confidence in the institution's ability
to dispense justice efficiently.

Each regional office plays a critical role in

facilitating the resolution of complaints by

allowing citizens to file grievances without
having to travel long distances.

The Incharge, Regional Office, GB, Raja Karamatullah delivering an awareness lecture in the Karakoram
International University, Gilgit (23.10.2024)

The decision for new office locations was guided by data-driven analysis of complaint patterns from
previous years, as well as consultations with local communities and stakeholders. New offices were
established in underserved regions, where the citizens had historically faced challenges in accessing
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formal grievance redressal mechanisms. The success of this strategy is reflected in the year’s data as
in 2024, regional offices processed 206,027 complaints, representing a significant year-on-year
increase, which is indicative of the growing trust and reliance on the Wafaqgi Mohtasib’s network.

Additionally, Complaint Collection Centers in remote locations have continued to function as critical
access points for communities far removed from regional offices. These centers, often set up in
collaboration with local government offices, act as

the first point of contact for citizens who would Complaint Collection Centers in remote
otherwise face difficulties in reaching the regional = locations have continued to function as critical
offices. As of 2024, five such centers are access points for communities far removed
operational, ensuring that no citizen is left without from regjonal offices.

a means to seek redress for his grievance.
Integrated Complaint Resolution (ICR) and Outreach Complaint Resolution (OCR)

The Integrated Complaint Resolution (ICR) system has continued to be a vital component of the
Wafaqi Mohtasib’s strategy to enhance efficiency in complaint handling at Agency level. Under the
ICR framework, complaints that remain unresolved
by the government agencies concerned within 30
days are automatically transferred to the Wafaqi
Mohtasib’s portal for further investigation and
resolution. This system, integrated with 212 public
sector agencies, ensures that citizens’ grievances are addressed in a timely manner and do not get
stuck in bureaucratic red tape. In 2024, the ICR system successfully processed 34,557 complaints,
significantly reducing the backlog of unresolved cases from previous years.

The Integrated Complaint Resolution (ICR)
system has continued to be a vital component
of the Wafaqi Mohtasib’s strategy to enhance
efficiency in complaint handling.

Similarly, the Outreach Complaint Resolution (OCR) initiative has expanded its scope in 2024, taking
the Ombudsman’s services directly to the people, particularly in far-flung areas where access to
formal justice mechanisms remains limited. Under this programme, investigating officers conducted
171 visits to districts across various regions, resolving complaints on the spot . By directly engaging
with citizens in their communities, the OCR programme has provided immediate relief to those who might
otherwise have been excluded from the justice system due to geographical and financial barriers.

The OCR programme has been instrumental in handling cases where citizens were unable to access
regional offices or lacked the means to engage with digital platforms. In 2024, OCR teams visited
various districts, where a large number of complaints were resolved promptly. This initiative has been
especially impactful in regions with limited infrastructure, where the presence of government
representatives can have a transformative effect on the lives of citizens.

Khuli Katcheries and Inspection Visits: Bringing
Justice Closer to the People : R

Khuli Katcheries (Open Courts) have been a hallmark of
the Wafagi Mohtasib’s approach to citizen’s
engagement, providing a platform for individuals to
present their grievances in a public forum. These
sessions allow the Wafaqi Mohtasib’s officers to
directly interact with citizens and address their -
complaints in the presence of representatives from the - -
relevant government agencies. The participatory nature V

of Khuli Katcheries ensures transparency and fosters Fy- -
accountability, as public service agencies are required A view of the Khuli Katchery (open court) being held

to provide immediate responses to complainants. in the newly established Wafaqi Mohtasib Regional
Office in Muzaffarabad (AJ&K) (14.11.2024)
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During the year under report, 126 Khuli Katcheries were held in 19 regions, catering to a wide
cross-section of society. These open forums were particularly successful in areas where citizens were
either unaware of the formal complaint mechanisms or faced difficulties in navigating the
administrative processes involved in filing a complaint. The success of the Khuli Katcheries is evident
from the fact that the bulk of complaints presented
during these sessions were resolved on the same
day. The presence of senior government officials
and representatives of the relevant public agencies
facilitated the immediate resolution of issues,
avoiding undue delays that are often associated with formal complaint processes.

The presence of senior government officials
and representatives of the relevant public
agencies facilitated the immediate resolution
of issues.

In addition to the Khuli Katcheries, 79 inspection visits by senior officials of the Wafaqi Mohtasib’s
Office were carried out across various regions.
These inspections were aimed at ensuring the
compliance of public sector organizations with the
directives issued by the Ombudsman. Inspection
visits often focus on agencies that attract a high
volume of complaints, including public utilities,
healthcare services, and law enforcement agencies.
In 2024, Inspection Visits resulted in a series of
corrective actions, leading to  systemic
improvements in the service delivery of the
inspected agencies. Key sectors such as healthcare,

education, and utilities saw marked improvement in ' __ —l ; -

response times and overall service quality as a |wms inspection Team visiting a health facility in Islamabad
direct result of these inspections.

Use of Technology: Digital Transformation for Enhanced Accessibility

In line with its goal of making the complaints process more accessible, the Wafagi Mohtasib has
embraced digital transformation as a key enabler of its outreach strategy. The Complaint Management
Information System (CMIS) has been at the forefront of this digital revolution, offering citizens the
ability to file complaints online and track their

progress through a user-friendly interface. The The Mohtasib mobile app, provide a portable
Mohtasib mobile app, available on both Android solution for filing complaints and receiving

and iPhone Operating System platforms, provide a updates on their status.

portable solution for filing complaints and receiving

updates on their status, making the complaint process more efficient and accessible.

During the year, the mobile app saw a surge in usage, representing 9% increase from the previous
years. The ease of access provided by the app has particularly benefited younger, tech-sauvy citizens,
as well as those residing in urban centers with reliable internet connectivity. 26,392 complaints were
lodged through the app in 2024, with an average resolution time of 49.01 days, underscoring the app’s
role in streamlining the complaint-handling process.

One of the most transformative developments has been the increased use of online hearings, which
allow citizens to participate in complaint resolution processes remotely, without the need to travel to
regional offices. This feature, which gained prominence during the COVID-19 pandemic, has become a
permanent feature in the Ombudsman’s suite of services. During the year, around 25% cases were
heard through online hearings, providing a flexible and cost-effective way for citizens to seek redressal
of their grievances. Online hearings have been particularly beneficial for citizens living in remote areas,
as well as for Overseas Pakistanis, who now have a reliable channel for resolving complaints without
having to return to Pakistan.
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Dispensing Justice at the Doorsteps of the Complainants: Reaching out to vulnerable groups of
population has been one of the most significant achievements of the Wafaqgi Mohtasib in 2024.
Concerted efforts were made to extend justice to marginalized segments of the society including
women, children, the elderly, persons with disabilities, and citizens residing in underserved regions.
The Outreach Complaint Resolution (OCR) initiative

has been pivotal in this regard, providing on-site / The OCR initiative has been pivotal in providing
complaint resolution services in areas where citizens on-site complaint resolution services in areas
may not have access to formal justice mechanisms.  where citizens may not have access to formal
This initiative has been particularly effective in justice mechanisms.

regions where citizens are either unaware of their

rights or lack the resources to travel to regional offices.

In addition to the OCR programme, the Wafaqi Mohtasib’s Office launched a series of public awareness
campaigns conducted during OCR and Khuli Katchery sessions aimed at educating citizens about their
rights and the avenues available to them for seeking redressal. These campaigns were conducted in
collaboration with local governments, community organizations, and media outlets across the country.
The success of these campaigns is reflected in the increased number of complaints filed from remote
and marginalized communities in 2024.

Special Initiatives: Focus on Overseas Pakistanis

The Wafaqgi Mohtasib’s commitment to serving Overseas Pakistanis continued to strengthen in 2024,
with the institution taking proactive steps to address the diverse challenges faced by expatriates. The

One Window Facilitation Desks (OWFDs), - - : _
established at all major international airports, The Wafaqi Mohtasib’s commitment to serving

have provided a crucial service to Overseas Overseas Pakistanis continued to expand in 2024.

Pakistanis and their families, ensuring that their
complaints related to immigration, customs, and other administrative issues are resolved swiftly.

During the year under report, the Wafaqgi Mohtasib’s Office received 151,897 complaints and
resolved/disposed of 149,060 complaints from Overseas Pakistanis. Additionally, focal persons
appointed in Pakistan Missions abroad played an active role in addressing grievances related to
consular services, pensions, and property disputes. These efforts have not only strengthened the
Ombudsman’s relationship with the Pakistani diaspora but also reinforced the institution’s role as a
global advocate for justice.

Conclusion: A Legacy of Expanding Access and Outreach

The year 2024 marked another important milestone in the Wafaqi Mohtasib’s ongoing efforts to enhance
accessibility and broaden its outreach. Through the expansion of regional offices, the integration of
cutting-edge technology, and a focus on community engagement, the institution has made significant
strides in ensuring that no citizen is left without access to justice. The resolution of 223,198 complaints
during the year is a testament to the institution’s growing capacity to address grievances efficiently and
effectively.

As the Wafaqi Mohtasib looks to the future, it remains committed to evolving in response to the needs
of Pakistan’s citizens. Whether through the establishment of new offices, the development of digital
platforms, or the implementation of outreach programmes, the institution continues to uphold its
mandate of providing swift, transparent, and cost-free justice to all.
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CHAPTER 5

EFFECTIVE IMPLEMENTATION OF FINDINGS

The institution of Wafaqi Mohtasib (Ombudsman) was established with the express objectives of
diagnosing, investigating, redressing and rectifying any injustice done to a person by any federal
agency. Often referred to as a “poor man’s court”, this organization, through its motive of dispensing
free and speedy justice, has set a practice spanning over several years in saving public from
cumbersome and expensive legal procedures. In order to achieve this objective, according to the
Federal Ombudsmen Institutional Reforms Act, 2013, all complaints are disposed of within sixty (60)
days. In this way the process of complaint filing, investigation, decision making and implementation
is completed within the stipulated framework. However, all this would prove futile and simply a
theoretical exercise in the absence of a well-regulated and dynamic implementation system.

The Wafaqi Mohtasib is empowered with adequate implementation powers and equipped with a
comprehensive legal framework by the President’s Order No. 1 of 1983. It was further reinforced by
the Act of 2013, whereby Mohtasib is authorized to direct criminal or disciplinary action against the
public functionary against whom maladministration
is established. Mohtasib can also grant
compensation to aggrieved citizens against the
functionaries of the Agency(s) responsible for such
maladministration. Moreover, the Mohtasib can
initiate legal action against agencies that disregard its Findings and recommendations and is also
authorized to institute disciplinary proceedings against officers or officials found intentionally evading
the implementation of these Findings.

Mohtasib can also grant compensation to
aggrieved citizens against the functionaries of
the Agency (s) responsible for such
maladministration.

This chapter provides crucial insight into the working of Implementation Wing, its fortification through
updated CMIS module, implementation practices and procedures in 2024

Organization of the Implementation Wing

In view of the importance and necessity of a robust implementation system, a well-organized network
of Implementation Wing exists at the Head Office and Regional Offices. It reinforces the mandate of
this forum through its devoted efforts towards implementation of Findings or, in case of
non-implementation, submission of satisfactory and justified reasons by the agency concerned.

Owner of Hussain Chaurdary & Co. receiving cheque of the outstanding dues at the Wafaqi Mohtasib’s Secretariat (13.6.2024)
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Implementation Module: Becoming part of WMS’s Digital Framework

A key aspect in increasing the effectiveness and efficiency of the Implementation Wing is the
digitalization of implementation system through a designated Complaint Management Information
System (CMIS), where implementable Findings are forwarded and then their implementation is
processed online. It also provides an easy access to necessary information such as complaint
number, types of Findings, complainants’ credentials, dates for implementation, compliance
submission, approved Findings and an updated record of pending and disposed cases. The receipt of
implementable Findings on the Implementation Officers’ personal interface assists them in timely
initiation of implementation proceedings avoiding unnecessary delay and hassle caused by physical
/ manual transfer of files. In addition, CMIS Module connects agencies for online submission of
compliance report of Findings. Moreover, through provision of real-time performance reports
regarding backlog, per day average and percentage of disposal/implemented cases, this module also
facilitates Implementation Wing and the Wafaqi Mohtasib in monitoring implementation progress and
identifying and addressing problematic areas, if any.

Procedure and Practices

The Implementation Wing proactively initiates implementation procedure by issuing notices to the
agency concerned as soon as the approved Findings are forwarded to the Implementation Officer
concerned either physically or on CMIS. Meaningful hearings are held with the agency to firmly pursue
implementation of Findings with incorporation of complainants’ confirmation as a means to ensure
impartial service delivery. Moreover, cases where an agency exhibits an unresponsive attitude
despite repeated notices, final notices are served. This shows the forum’s resolve towards active and
just response to administrative excesses committed by the agency.

The working of the Implementation Wing is facilitated by the easy access to updated implementation
data through the CMIS Implementation Module. However, all such data would be a mere piece of
information without its combination with human intelligence which could draw key insights from it and
interpret it to direct necessary actions and decision-making. On these lines, the strategy of target
fixing was adopted whereby monthly targets (expressed in terms of percentage of implementation of
Findings vis-a-vis pendency) are fixed which are gradually increased. At the end of each month,

performance of Regional Offices as well as Head At the end of each month, performance of
Office is reviewed in detail to identify offices with Regional Offices as well as Head Office is
low performance and other weak areas for taking reviewed in detail.

remedial measures.

Moreover, these disposal rates and implementation targets are not just quantitative figures but also
reflect quality of implementation proceedings. This is guaranteed through comprehensive TORs and
well-organized evaluation of implementation cases through multistep evaluation regimen. This
involves perusal / examination of the Findings, record of implementation proceedings, agencies’
implementation reports, supporting documentary evidence and complainants’ telephonic
confirmation of redressal of grievances, where needed. Previously, evaluation of implementation in

i i | —

An officer of Regional Office Quetta presenting a cheque The Regional Head, RO, Sukkur presenting a cheque to the

as marriage grant to a petitioner. (16.4.2024) complainant who lodged a complaint for repatriation of his
outstanding amount. (14.5.2024)
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various cases was mainly done on the basis of
obtaining complainants’ telephonic confirmations,
but now verified / solid documentary evidence
serves as the main basis for timely closure of cases
along with telephonic confirmation from complainants regarding rederassal of their grievances.

The cases which are deemed appropriate for closure are then submitted by Implementation Incharge
through his comprehensive closure notes to the Wafaqi Mohtasib for approval of closure. However, in case
of deficiencies the cases are returned with the Mohtasib’s approval to the Regional Offices /
Implementation Officers in Head Office with an advice to resubmit cases after addressing the observed
deficiencies. These closure notes along with instructions issued from time-to-time provide guiding
framework to the Implementation Officers that trains them in procedure and ways of finalizing cases.

Solid documentary evidence serves as
the main basis for timely closure of cases
along with telephonic confirmation.

The Year at a Glance

During 2024, the Implementation Wing at Head Office, through its concerted efforts, achieved a
remarkable implementation rate of 93.21%. However, this percentage is not just a number. It is
reflective of the fulfiiment of expectations of a large number of families who directly approached this
secretariat for justice against the excesses committed by the federal agencies. The following tables
provide a detailed overview of the implementation of Findings by the WMS. Table-1 illustrates a
breakdown of net implementable cases along with implemented cases at the Head Office and various
Regional Offices, offering insight into the consistency and effectiveness of implementation efforts.
Table-2 highlights the number of Findings implemented by various Federal Government agencies,
reflecting the responsiveness and compliance of these entities with the Mohtasib’s recommendations.
Together, these tables and the accompanying graph present a comprehensive picture of the
implementation progress across institutional and regjonal dimensions.

Table-1
Name of Office Net Implementable | Implemented Percentage
H.0. lslamabad 3,334 3,238 97%
R.0. Abbotabad 266 245 92%
R.0. Bahawalpur 4,033 3,957 98%
R.0.D I Khan 2,480 2,360 95%
R.O. Faisalabad 1,256 1,184 94%
R.0. Gujranwala 1,282 1,206 94%
R.O. Hyderabad 5,266 4,839 92%
R.O. Karachi 10,443 9,969 95%
R.0. Kharan 109 101 93%
R.0. Khuzdar 445 443 100%
R.O. Lahore 22,317 20,114 90%
R.O. Mirpur Khas 1,230 1,230 100%
R.0. Multan 5,832 5,717 98%
R.0. Muzaffarabad 1 0 0%
R.0. Peshawar 7,412 7,141 96%
R.0. Quetta 1,116 1,077 96%
R.O. Sargodha 129 126 98%
R.O. Sukkur 5,033 4,162 83%
R.0. Swat 467 421 90%
Gilgit Baltistan, Collection Center, 000 000 00%
Loralai, Collection Center, 000 000 00%
Sadda, Kurram District, Collection Center, a7 44 94%
Sibbi, Collection Center, 000 000 00%
Wana, Collection Center, 112 110 98%
Total 72,610 67,684 93.21%
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IMPLEMENTED CASESIN REGIONAL OFFICES
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Table-2
The following data shows the Agency wise implementation of cases during 2024:
Name of Agency Net Implementable Implemented Percentage
Lahore Electric Supply Company 20,1990 18,995 91%
(LESCO)
Multan Electric Power Company 9,310 9,125 98%
(MEPCO)
K-Electric (KARACHI ELECTRIC 8,186 7,925 97%
SUPPLY CORPORATION (KESC))
Peshawar Electric Supply Company 9,008 8,703 97%
(PESCO)
Hyderabad Electric Supply 5,689 5,341 94%
Company (HESCO)
Sukkur Electric Power Company 3,843 3,088 80%
(SEPCO)
Sui Southern Gas Company Limited 3,598 3,346 93%
(SSGCL)
Sui Northern Gas Pipelines Ltd. 1,903 1,762 93%
(SNGPL)
Gujranwala Electric Power 838 791 94%
Company (GEPCO)
Pakistan Post Office Department 1,031 953 92%
Faisalabad Electric Supply 706 671 95%
Company (FESCO)
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Directorate General of Immigration 530 471 88%
& Passports Pakistan

Islamabad Electric Supply 568 536 94%
Company (IESCO)

Capital Development Authority 556 521 94%
(CDA)

National Database & Registration 442 403 91%
Authority (NADRA), Islamabad

Pakistan Telecommunications 435 435 100%
Mobile Limited (PTML - UFONE)

Employees’ Old Age Benefits 398 334 84%
Institution (EOBI)

Benazir Income Support 327 312 95%
Programme (BISP)

Pakistan Railways 294 274 93%
State Life Insurance Corporation of 289 270 93%
Pakistan(SLICP),Karachi

Pakistan Broadcasting Corporation 335 333 99%
(PBC), Islamabad

Quetta Electric Supply Company 262 239 91%
(QESCO)

Federal Employees Benevolent And 183 169 92%
Group Insurance Funds (FEB&GIF)

Pakistan Bait ul Mal, Islamabad 184 171 93%
Federal Investigation Agency (FIA) 172 155 90%
Pakistan Telecommunication 179 162 90%
Company Limited (PTCL)

Central Directorate Of National 127 123 97%
Savings (CDNS)

Accountant General Pakistan 101 97 96%
Revenue (AGPR)

Pakistan Public Works Department 114 99 87%
(PAK.PWD)
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Controller Of Military Accounts 97 92 95%
Pensions LHR (CMA Complex)

Higher Education Commission (HEC) 81 77 95%
National Bank Of Pakistan (NBP) 91 80 88%
Water and Power Development 92 78 84%
Authority, Lahore

Allama Igbal Open University 91 91 100%
Federal Urdu University 74 73 99%
Others 1,488 1,389 93%
Total 72,610 67,684 93.21%

Foregoing in view, it is obvious that owing to the consistent efforts, the Wafaqi Mohtasib institution
has been able to achieve an impressive implementation rate. This speaks volumes of the meticulous
handling and satisfactory final disposal of the cases and establishes the fact that investigation and
appraisal are just not enough unless backed up by robust implementation of the Findings/decisions.

It may also be pointed out that the Findings/decisions of the Wafaqi Mohtasib provide a way forward
and guidance to the federal agencies to redress grievances of the public at their own. Resultantly,
many invisible beneficiaries benefit by quoting such Findings without directly approaching this
Secretariat. In this way, the Institution of Wafaqgi Mohtasib acts as a source of larger good and contributes
in promoting good governance and establishing accountable and inclusive institutions.

The letters of thanks placed below received from the beneficiaries of Wafaqgi Mohtasib’s

Findings/decisions illustrate the foregoing.
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CHAPTER 6

REVIEW PETITIONS AND REPRESENTATIONS

Introduction

The framework governing review petitions and representations is a cornerstone of the legal system in
Pakistan. These processes are vital in ensuring that the rights of individuals are protected and that
any potential errors in administrative decisions are rectified. The explicit acknowledgement of the
right to appeal within the constitution of the Islamic Republic of Pakistan serves as an essential
safeguard, ensuring that justice is accessible and fair. This chapter explores the legal frameworks,
procedures, comparative analyses, and the broader implications of review petitions and
representations within the Office of the Federal Ombudsman, underscoring their significance in
enhancing public trust and accountability in the legal system.

The Federal Ombudsman is mandated to consider these petitions and has the authority to modify,
amend, or even revoke previous decisions if substantial grounds for review are presented. This

Iauthlonty is a powerf:cjll tgtc))ll tha;tj ensures. that t::e Mohtasib has the authority to modify, amend,
egal system remains flexible and responsive to the or even revoke previous decisions if

needs of JFh_e DUbl_'C'_The oommﬁmeqt to resolving substantial grounds for review are presented.
these petitions within a 45-day period reflects a

broader dedication to efficiency in administering justice. This expeditious approach is essential in
fostering public confidence in the Ombudsman’s office.

Moreover, Article 32 of the President’s Order No. 1 of 1983 provides additional recourse for aggrieved
individuals. It grants the President of Pakistan the discretionary authority to adjudicate
representations filed against decisions made by the Federal Ombudsman. The requirement for the
aggrieved party to submit their representation within 30 days and the comprehensive 90-day
resolution period highlights the seriousness with which these matters are treated. The structured
timeline ensures that each case is carefully examined, thereby safeguarding the principles of justice
and fairness.

The significance of the right to appeal extends beyond mere legal mechanics; it embodies the broader
ideals of fairness, accountability, and transparency within the legal system. By allowing for timely and
effective resolution of grievances, these legal provisions uphold public trust and reinforce the integrity
of the judicial framework.

Procedure for Review Petitions
Submission and Evaluation

The process for handling review petitions is systematic and thorough. Individuals seeking to submit a
review petition can do so at the Registrar’s Office located at the Headquarters or at various Regional
Offices. Upon receipt, these petitions are subjected to a rigorous evaluation process to determine
their admissibility. This critical step ensures that only petitions meeting specific legal criteria are
accepted for further consideration.

If a petition is deemed admissible, it is promptly submitted to the Federal Ombudsman for approval.
This stage is vital, as it sets the tone for the subsequent review process. The involvement of the
Federal Ombudsman at this stage emphasizes the significance of each petition and the commitment
to thorough examination of grievances.
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A view of the hearing proceedings of the review process at the Wafaqgi Mohtasib Head Office Islamabad (13.7.2024)

Review Process

Once a review petition is admitted, the Review branch comprising a team of senior officers from both
the Head Office and Regional Offices takes charge of the process. This team is responsible for
overseeing the review and ensuring that all procedural steps are meticulously followed.

Notices are promptly issued to the relevant parties involved in the case, ensuring that all stakeholders
are informed and given an opportunity to participate in the proceedings. A comprehensive report is
then solicited from the pertinent party, which forms the basis for the review. This report is crucial, as
it provides insights and context regarding the initial decision, allowing for a more informed review
process.

Following the submission of the report, a hearing is conducted where both parties have the
opportunity to present their arguments and evidence. After a thorough examination of the case,
including the initial decision and any new evidence presented, revised Findings are drafted and
submitted to the Federal Ombudsman for final approval. Throughout this process, strict adherence to
the prescribed timeline is observed, ensuring that all review petitions are resolved within 45 days.
Once finalized, copies of the revised Findings are shared with all relevant parties. If the review results
in relief for the complainant, the revised Findings are promptly forwarded to the Implementation Wing
to initiate the necessary implementation proceedings. This comprehensive and streamlined
approach underscores the Office of the Federal Ombudsman’s commitment to providing timely, fair,
and effective resolution of review petitions.

Procedure for Representations
Submission and Processing

Representations are submitted to the President’s Secretariat (Public), and the processing of these
representations follows a systematic protocol. Upon receipt, the relevant office promptly notifies the
Representation Section of the Federal Ombudsman’s office. This communication is critical, as it
initiates the requisition for a comprehensive and attested record of the case, ensuring that all
relevant information is available for review.

Notably, the filing of a representation leads to the temporary suspension of the implementation of the
impugned order or decision. This safeguard is vital in preventing any potential harm or injustice while
the representation is under consideration. Following the suspension, the other party involved in the
representation is obligated to furnish a written report or rejoinder, contributing to a fair and balanced
review process.
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Decision Making

The entire representation process is supervised either by a retired Judge of the Supreme Court of
Pakistan or another qualified individual, ensuring that the review is conducted with the highest level
of judicial integrity. The procedural steps include a thorough examination of the case record,
conducting hearings, and finalizing the case, all of which are critical to ensuring a comprehensive
review.

Once the review is completed, the final decision is drafted, which must receive approval from the
President. Copies of this decision are then communicated to both the Federal Ombudsman
Secretariat and the parties involved, ensuring transparency in the process. Following the issuance of
the decision, implementation proceedings are promptly resumed based on the directives from the
Hon’ble President. This comprehensive approach ensures that representations are handled with due
diligence, transparency, and adherence to legal provisions, thereby reinforcing public trust in the legal
process.

Comparative Analysis of 2023 and 2024

Review Petitions REVIEW PETITIONS

In the year 2024, the Wafagi Mohtasib JANUARY - DECEMBER 2023 VS 2024

Secretariat received 1131 review petitions.
However, it reviewed a total of 1,263, which | S No e 2023 | 2024 |Increase /
included 1131 filed during the year and 132 Decrease
that had been initially registered in the months 1 Islamabad 348 413 | 18.67%
of November and December 2023. 5 Abbottabad 13 i _
_Thdef _Z”gf;‘g?mﬁf‘thl‘?fhfﬁh_ ptuhb“f]j_l_e“““tei_ i‘_”d 3 [Bahawalpur | 31 | 92 |196.77%
individuals is highlighted in the filing statistics S
for review petitions. Out of the total petitions 4 D'I_' Khan > 07 40.00%
filed in the year under report, 505 were 5 | Faisalabad 62 76 | 22.58%
submitted by agencies while 626 originated 6 Gujranwala 23 43 86.96%
fro(rjn individua[[rc]:omzlainaqts. Thits divers]:e ilnpu‘? 7 Hyderabad 29 61 110.34%
underscores the dynamic nature of lega - 5
discourse and reflects the comprehensive 8 Karachi 246 128 | 47.97%
nature of the review process, which 9 | Khuzdar - 15 -
accommodates a wide array of concerns from 10 | Lahore 65 53 -18.46%
various stakeholders. 11 Mirpur ] 02 ]
Representations Khas

12 | Mult 100 82 -18.00%
The year 2024 also witnessed a decrease in uttan 00
representations submitted to the President, with | 13 | Peshawar 182 | 115 | -36.81%
a total of 654 representations. This includes 14 | Quetta 119 41 -65.54%
355 filed by complainants and 299 by agencies, 15 | Sargodha - - -
marking a significant fall from the 795

1 kk 2 .00%
representations received in 2023. The decline in 6 | Sukkur 03 50.00%
the volume of representations signifies a 17 | Swat 3 3 3
growing awareness among the public of their | 4g |Sadda i i i
rights and the available mechanisms for seeking Kurram
redress. 19 | Wana - - -
During the vyear under report, only 45 Total: 1,225 | 1,131 | -07.67%
representations were accepted, while a 1,225 Review Petitions were filed in 2023
substantial 411 decisions made by the Federal against 193,032 decisions i.e 0.64 %
Ombudsman were upheld, and 26 decisions 1,131 Review petitions were filed in 2024
were remanded for further review. This highlights against 223,198 decisions i.e 0.51%
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Total representations filed to the President in 2024

Filed by the Complainants M M Filed by the Agency(s)

the intricate nature of the representation process and underscores the importance of upholding the
principles of fairness and justice within the administrative framework of the Office of the Federal
Ombudsman.

Conclusion

In conclusion, the analysis of review petitions and representations over the past two years indicates a
consistent trend of low appeal rates, comprising less than 1% of the total complaints received by the
Wafaqi Mohtasib Secretariat. This remarkably low figure is a testament to the commendable accuracy
and quality of the institution’s decisions and orders.
Such statistics not only reflect the effectiveness of
the Wafaqi Mohtasib Secretariat in providing relief
and administrative justice to citizens but also signify
the unwavering trust that the public places in this institution.

This remarkably low figure is a testament to
the commendable accuracy and quality of the
institution’s decisions and orders.

The enduring confidence in the Federal Ombudsman’s institution stands as a robust endorsement of
its commitment to fairness, transparency, and competence in addressing grievances. By maintaining
the highest standards of service and responsiveness, the Office of the Federal Ombudsman reinforces
its critical role in safeguarding citizens' rights and upholding the rule of law in the country. The
procedures for review petitions and representations, coupled with the commitment to expeditious
resolution, highlight the importance of a robust legal framework that prioritizes the needs and rights
of the populace. As the institution continues to evolve, it will remain pivotal in fostering a legal
environment characterized by trust, accountability, and justice for all.
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CHAPTER 7

STUDIES AND REPORTS

The Wafaqi Mohtasib (Federal Ombudsman) was established in 1983 to identify, investigate, and
rectify injustices arising from maladministration within federal government agencies. As the first
Ombudsman Office created vide the President’s Order “Establishment of the office of Wafaqi
Mohtasib (Ombudsman), Order No. 1 of 1983,” its purpose aligns with global expectations of ombudsman
offices to enhance governance and promote democratic responsiveness.

Mandate

According to Article 9 (3), the Federal Ombudsman (Mohtasib) is authorized to conduct studies and
research to identify the root causes of corrupt practices and injustice, as outlined in the President’s
Order No.1 of 1983 (Establishment of the Office of Wafaqgi Mohtasib (Ombudsman) Order,1983). The
Mohtasib may also recommend measures to eradicate such maladministration.

A. Wafaqi Mohtasib's Institution: An Architect of Good Governance

In line with the aforementioned Article, the Federal Ombudsman has initiated several studies for
identification of the root causes of maladministration and corrupt practices within government
departments. These studies were conducted for
those departments against whom a large number
of complaints were received consistently due to
operational inefficiencies. The reports generated
from these studies were forwarded to the
relevant departments for implementation and were also shared with the President, the Prime
Minister, and other stakeholders for information. The primary objective of these studies was to
enhance the performance of federal government agencies, thereby promoting good governance and
operational efficiency. It was anticipated that implementation of the Federal Ombudsman's
recommendations would lead to improved departmental performance and a subsequent reduction in
complaints.

Studies were conducted for those
departments against whom a large number of
complaints were received consistently due to
operational inefficiencies.

Follow-up assessments of these studies have yielded mixed results. A substantial decrease in
pension-related complaints in some departments which implemented these recommendations was
seen, but the position in Pakistan Railways, Pakistan Broadcasting Corporation, Pakistan
International Airlines and Associated Press of Pakistan, which did not effectively implement the
recommendations remained unchanged. Complaints within the health sector remained high,
indicating a failure to adopt
the proposed changes. The
rationale behind these
studies was to
eliminate inefficiencies and
bottlenecks in government
operations. Up to now, 80
studies have been conducted,
along with an objective
assessment of the working of
the Wafaqi Mohtasib
Secretariat. A comprehensive
list of these studies/reports is
placed at Annex-A.
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In addition, the Supreme Court of Pakistan had referred several cases to the Wafaqi Mohtasib, which
were investigated, and reports submitted. The Court subsequently disposed of those cases based on
the Mohtasib’s recommendations. These include the following;:

School (in  Gujranwala
where Girls sit beside
graves whilst taking a test
during their daily Classes
in Graveyard).

2016 Constitution
Petition No. 37 of
2012.

S. No. Case title Petition No Date of reference Status of the case

1 Action taken by Hon’ble | Suo Moto Case | 02.07.2018 18 Quarterly reports
Chief Justice on | No.1 of 2006 were  submitted to
Application Regarding Supreme Court up till
Miserable Condition of now.

Women in Jails

2 The matter regarding CP.No.1 of 2018 20.06.2018 Report submitted on
Environmental Pollution in 24.08.2018 and the
Coastal Areas being case was disposed of on
poisoned by Industrial 22.11.2018
Waste Material
Discharged in the Sea.

3 The matter regarding CMA 2018 in Report submitted on
incidents of fire at | Human Rights Case 27.07.2018 and case
Margalla Hills, Islamabad. | No.30023-G of disposed of on

2018 30.10.2018.

4 The matter of large Human Rights case | 13.05.2018 Report submitted on
scale encroachments of | N0.6465-G of 2017 06.06.2018.

Botanical Garden and | & HRMA No.

Unplanned/Unregistered | 113/2018.
Plazas in Bani Gala (illegal

Construction in  Nala

Korang).

5 Discuss and Deliberate | Civil Appeal No. Case disposed of on
various issues and | 1095-1097, 134-L, 12.06.2019.
suggest possible solutions | 1021-2016, 1138,
including Fee Charged by | 1154-1158/2018
Private Schools, Facilities | and  Civil  Misc
Provided, and Quality of | Application
Faculty: N0.8466 of 2018 in
Committee constituted by | Civil Petition No. Nil
Chief Justice of Pakistan of 2018.

Organizer: Law and
Justice Commission.

6 The matter of Human Rights case | 16.04.2018 Report Submitted in
unauthorized Marriage | No.  1445-G  of April 2018.

Halls Functioning in ICT. 2018.

7 Petition regarding | Criminal original | 10.03.2018 Case disposed of on
Miserable condition of a | petition No. 133 of 01.01.20109.
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B. An Objective Study of the Wafaqi Mohtasib Secretariat's Operations

In the year under report, a comprehensive
assessment study of the Wafagi Mohtasib
Secretariat was conducted, focusing on
perspectives from the general public,
complainants, agency representatives, and
the Secretariat employees. The evaluation
was aimed at understanding the
effectiveness of the grievance redressal
mechanism facilitated by the Secretariat.
Despite the existing checks and the use of |}
information technology for performance &
monitoring, the satisfaction levels of

-

. Wafaqi Mohtasib presiding over a meeting of senior officers to review
com plamants were ga Uged th rOUgh progress on the Objective Study of the WMS Operations (1.1.2024)

feedback, including letters of thanks and
calls to Wafaqi Mohtasib officials. The number of complaints successfully resolved within a short
timeframe and without any cost further demonstrated the Institution's effectiveness. Notably, the low
percentage of review petitions with Wafaqi Mohtasib and representations to the President (less than
1%) indicated a high quality of Findings. However, The number of complaints successfully resolved
it was acknowledged that ongoing evaluation and within a short timeframe and without any cost

enhancement of the Secretariat’s performance demonstrated the Institution’s effectiveness.
was essential. Consequently, a committee was

established to conduct an in-depth assessment focusing on service delivery and citizen satisfaction.
Two key quantitative benchmarks were employed to assess the performance of Investigating Officers:
resolving at least 80 complaints per month and achieving the resolution within 60 days. While these
benchmarks provided useful insights regarding in-house performance, they were deemed insufficient
for measuring citizens' satisfaction comprehensively. Additional qualitative and quantitative
performance parameters were explored, including case narratives, complaint outcomes, citizen
satisfaction surveys, stakeholder feedback, and segmentation of complaints based on geographic
and agency-related factors.

Terms of Reference (TORs)

1.To conduct an in-depth study involving four respondent groups: complainants, the general
public, agency representatives, and Wafaqgi Mohtasib employees.

2.To focus on feedback regarding the adequacy and effectiveness of services.

3.To analyze core areas, including registration, investigation, appraisal, implementation,
informal dispute resolution, and previous studies.

4.To assess the efficiency of service provision within legal timeframes.

5. To recommend measures to enhance administrative justice accessibility.

6. To suggest initiatives for faster and more effective complaint resolution.

7. To utilize both qualitative and quantitative data, with quantitative data sourced from the IT
Wing of the WMS.

The analytical parameters were framed for conducting a citizen report card survey. The online survey
was conducted through Google forms using the complainant’s data available with CMIS and the snow
ball techniques. Moreover, the trained enumerators were deputed to conduct on spot survey
throughout Pakistan under the supervision of an experienced officer of Wafaqi Mohtasib Secretariat.
After the data entry, it was interpreted and analyzed in the context of survey objectives which defined
the statistical sophistication/precision of the analytic tools based on the needs. The primary and
secondary database were compared through a built-in function with the help of IT experts. Once all
the data had been entered, checked and rechecked; frequencies, means, mode and cross tabulation
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methods were used to develop the results and the data was presented graphically. This survey yielded
outstanding results which were presented after several reviews.

Key Findings of the Study
* 99.18% complaints were resolved within 60 days.
¢ 81% of the respondents were aware of WMS services, while 19% were unaware.

* 40% of the respondents learned about WMS through friends and family, 25.4% from social
media,12.9 % via newspapers, and 7.9 % through other media (television, internet, and radio).

e 42.3 % of complaints were against WAPDA/Electricity providers, and smaller percentages
against other agencies.

* 67% of respondents were satisfied with WMS's overall performance. 81% complainants rated
the conduct of the WMS staff courteous and helpful.

* 94% representatives of Agency noted the receipt of notice from WMS in time and rated the
effectiveness of communication at 89%. They further highlighted that 95%
Investigation/Implementation officers proactively addressed their concerns and
demonstrated impartiality and fairness during the proceedings.

* 90% of decisions were implemented by the Agencies. In 10 % cases the Agency provided the
reason for non-implementation for consideration.

Demographic Insights

* A diverse age representation was noted, necessitating recommendations catering to various
age groups.

¢ Gender imbalance was evident, with more male participants, indicating a need for outreach
to engage females.

* Respondents came from varied occupations, emphasizing the Secretariat's broad
engagement across different sectors and the need for region-specific policies.

Awareness and Utilization of WMS Services

* 81% of respondents were aware of WMS services, while 19% were unaware, highlighting the
need for targeted communication.

e Friends, family, and social media were primary information sources.
Grievance Redressal Patterns

* 53% of respondents utilized WMS for grievances against federal agencies, with 50% reporting
positive experiences.

* The concentration of complaints was highest among the 31-40 age group, and 92% of
complainants were male.

Geographic and Accessibility Concerns

* Most complaints originated from Punjab, underscoring accessibility challenges in Gilgit
Baltistan and AJ&K.

* An urban bias in complaints highlighted the need for improved outreach to rural areas.
Feedback and Communication

* Positive feedback on complaint conveyed lodging ease; however, some concerns indicated a
need for better interface improvements.

¢ High notification rates for registration and hearing dates, with suggestions for streamlined
scheduling.

Investigative Processes

* Mixed feedback regarding the competence of Investigation Officers, indicating a need for
ongoing training.
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* The helpfulness of staff was deemed crucial for positive complainant experiences.
Implementation and Compliance

* 95% of Investigating Officers were rated as dedicated, and 93% expressed satisfaction with
the fairness of Findings.

* 38% perceived conflicts with rules as reasons for non-implementation of recommendations,
while 82% noted improvements in the investigation process.

Employees Insights

* A diverse age range was observed among employees, though gender imbalance persisted,
indicating a need for diversity initiatives.

* High employee satisfaction levels were reported, although feedback from dissatisfied staff
warranted attention.

Challenges and Opportunities

* Instances of inaccurate agency reports during investigations pointed to a need for corrective
measures.

e Challenges in non-implementation highlighted the necessity for collaboration and clear
communication with agencies.
Conclusion

The study emphasized both strengths and weaknesses within the Wafaqi Mohtasib’s operations.
While there was general confidence in WMS effectiveness with the satisfied consumers of WMS
services; however addressing minority concerns is vital for ongoing enhancement. Positive trends in
complaint handling and communication should be leveraged to further enhance services, reinforcing
the Institution’s role in carrying out its mandate.

Recommendations

Integrated Awareness Campaigns: Partner with influencers and media to improve awareness,
particularly in regions with low familiarity with WMS services.

Gender-Specific Initiatives: Develop targeted outreach programmes for different genders to address
specific concerns.

Professional Engagement: Collaborate with educational and professional institutions for awareness
sessions.

Regional Adaptation: Establish regional offices for better understanding of local issues and tailoring
communication materials.

Collaboration with Grievance Platforms: Form partnerships with other grievance redressal
mechanisms to create a unified approach.

User Experience Improvements: Enhance the Wafaqgi Mohtasib website for real-time feedback and
regular updates on grievances.

Accessibility Initiatives: Launch outreach programmes in rural areas while ensuring that urban
services remain robust.

Inclusivity Measures: Create a more inclusive environment within the Secretariat, especially for
women.

Investigation Training: Provide ongoing training to Investigating Officers to enhance their skills and
effectiveness.

In short, continuous adaptation and improvement in services, combined with a focus on fairness,
transparency, and ethical conduct, are crucial for strengthening the Wafaqgi Mohtasib Secretariat's
operations and its ability to serve the public effectively.
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Annex-A

Sr . No. List of Studies/Reports (1983-2024)

1. A Study of Housing Problems in Islamabad 1985 by Chief Justice (R) Sardar
Muhammad Igbal, Federal Ombudsman of Pakistan (1985)

2. Government Accountability and the Institution of Ombudsman in Pakistan 1986 By
Chief Justice (R) Sardar Muhammad lgbal, Federal Ombudsman of Pakistan (1986)

3. Administrative Accountability 1987 By Justice Shafiur Rehman, Acting Ombudsman
(1987)

4, Citizen’s View of Administration 1988 By Justice Shafiur Rahman, Acting Ombudsman
(1988)

5. WAPDA Welfare Fund Rules (Parts | & II) (1995)

6. Policy and Procedure (Electricity Bills and Connections) KESC (2003)

7. FBISE, Islamabad : Academic Rules Volume-1 (2003)

8. Policy and Procedure , SNGPL (2003)

0. Policy and Procedure, HBFC (2003)

10. Policy and Procedure PLI (2003)

11. Passport & Visa Manual 2002, Directorate General Immigration & Passports (Ministry
of Interior) (2003)

12. Policy and Procedure PMDC (2003)

13. Report of the Joint Diagnostic Committee of Wafagi Mohtasib’s Secretariat and
WAPDA 2003 Billing, Detection billing and Internal Grievances Redress Systems of
WAPDA (2003)

14. Policy and Procedure (Electricity Bills and Connections) WAPDA (2004)

15. Policy and Procedure (Connection and Billing) PTCL (2004)

16. Policy and Procedure SME Bank (2004)

17. Pension-Cum Gratuity Scheme and GP Fund Advance : Policy and Procedure (2004)

18. Special study on Ministry of Housing and Works: Report on Major Areas of
Mal-Administration: Illegal occupation of Govt. Accommodation.; lllegal Pool of
Houses; Mal-Administration in Federal Lodges/Hostels (2004)

19. Study on the Procedures for Reimbursement of Expenses Incurred by Retired Govt.
Servants on Account of Hospitalization (2005)

20. Complaints Handling Procedures for SLIC (2009)

21. Citizens Report Card Wafaqi Mohtasib Secretariat (2009)

22. Continuous Improvement Benchmarking (CIB) under SPGRM project (2009)

23. Duplication of Power amongst Federal Oversight Institutions (2009)

24, Capacity Mapping and Assessment : Grievance Redress Systems of 5 Federal
agencies , SNGPL, PTCL ,NADRA , Pakistan Post and SLIC (2009)

25. Complaints Handling Procedures for SNGPL (2009)

26. Ensuring Good Governance through Strengthening Administrative Justice and
Accountability (Conference Report) (2009)

27. Improvements Needed in CMIS’s Deliverables (Identification of gaps) (2010)

28. Study of Analytical Parameters for Assessing Performance of Investigation Officer
(2010)

29. Baseline Study on the State of Compliance of Federal Agencies Responsible for Child
Protection with  the UNCRC  (Federal Ombudsman and UNICEF
Combined study) (2010)

30. Complaint Handling Procedures for NADRA (UNDP and Wafaqi Mohtasib’s Secretariat)
(2011)

31. Complaint Handling Procedures for Power Distribution Companies (2011)
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32. Complaints Handling Procedures for Pakistan Post (2011)

33. Report of the Committee Consisting of Public Complaints and Causes of Concern in
respect of SLIC, Lahore (2012)

34, The State of Children in Pakistan June 2012 Children’s Complaint Office (Federal
Ombudsman and UNICEF) (2012)

35. Report on Measles Outbreak in Pakistan Vol-I (2013)

36. Report on Measles Outbreak in Pakistan Vol-ll (2013)

37. Report of the Inquiry Committee into the Causes of Delay in Issuance of Machine
Readable Passports (Volume-l) (2013)

38. Report of the Inquiry Committee into the Causes of Delay in Issuance of Machine
Readable Passports (Volume-ll) (2013)

39. Interim Report on Capital Development Authority Prepared by Mr. Ejaz Ahmad Qureshi,
Senior Advisor, Wafaqi Mohtasib Secretariat, Islamabad
(Previously Interim Report on the working of Civic Agencies) (2013)

40. Report of the Investigating Committee for Investigation and Suggesting Reforms in the
Pension System of Pakistan Railways (2014)

41. Report on the Cognizance of Tragic Incident of Death of 57 Persons in Bus-Truck
Accident Near Khairpur - Sindh (2014)

42, Alternate Dispute Resolution at the Grassroots Level within 60 days by joint teams of
Federal and Provincial Ombudsman(Mohtasib) (2014)

43. Federal Advisory Committee on Reforms & Alternate Dispute Resolution and Legal
Framework of the Institution of Wafaqi Mohtasib (2014)

44, Federal Ombudsman of Pakistan Citizen Report Card of the institution of Wafaqi
Mohtasib (Federal Ombudsman) of Pakistan (An independent study conducted by
The World Bank) (2014)

45, Report on Public Complaints of Mal-Administration and Deficiencies in Pakistan Post
Office Department and Suggested Remedial Measures (2015)

46. Report on Pakistan Railways in regard to Mal-Administration in Settlement of Pension
Claims and Allotment of Accommodation to its Employees (2015)

47. Wafaqgi Mohtasib Reports on Prisoners with Special Reference to Children and Women
Prisoners (2015)

48. Proposal for Free and Speedy Resolution of Citizen’s Complaints Against
Mal-administration of Federal, Provincial and Local Government (2015)

49, A Study of Accountant General of Pakistan Revenues (AGPR) Lahore by the Office of
Wafaqi Mohtasib Lahore (2015)

50. Committee Report for Transforming PIMS, Islamabad into a Leading Centre of
Excellence (2015)

51. Federal Ombudsman of Pakistan Complaints Resolution Mechanism for Overseas
Pakistanis (2015)

52. Federal Ombudsman of Pakistan Proposals for Reforms in Prisons and Initiatives
Taken to Provide Education (2015)

53. Federal Ombudsman of Pakistan Speedy Complaint Resolution: Extending outreach
of Alternate Dispute Resolution (ADR) Mechanism for Federal and Provincial
Ombudsman, An Independent Study Conducted by The World Bank (2015)

54. Federal Ombudsman of Pakistan : A Study of Organization, Role, Systems, Procedures

and Causes of Maladministration and Mal-Functioning of CDNS, Ministry of Finance,
Government of Pakistan (2015)
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55. Federal Ombudsman of Pakistan Report of the National Committee on Prisons
Constituted by the Federal Ombudsman of Pakistan in pursuance of the orders of The
Honourable Supreme Court of Pakistan (2015)

56. Report on the Fundioning of National Database and Registration Authority : Federal
Ombudsman Secretariat Faisalabad Region (2015)

57. The State of Children in Pakistan 2015, Children’s Complaint Office (Federal
Ombudsman and UNICEF) (2015)

58. Hand Book for Overseas Pakistanis (2016)

59. Federal Ombudsman’s Expert Committee Report on the working of EOBI and its
Recommendations to Re-structure it for Excellence in its Services for 6.5 million
Workforce (2016)

60. Report on Addressing Mal-administration in Police Stations (2016)

61. Report of the Committee to Examine the Systemic Failures in the Administration of]
Prisons and to Recommend Good Administration Standards (2016)

62. Federal Ombudsman’s Report on Government Procurement System to Address
Mal-administration and Ensure Transparency (2016)

63. Comprehensive Report of Work Done on Jails (2016)

64. Report on Mal-Administration Faced by Government Servant in Dealing with Federal
Agencies, after their Retirement (2016)

65. Federal Ombudsman’s Report on a New Regulatory Regime for Growth and
Development in Pakistan (2016)

66. Report of the Committee on Reforms of Pension System for Government Employees
(2016)

67. Report to Transform Radio Pakistan to Meet Contemporary Challenges (2017)

68. Report of the Committee on Capacity Building for Public Service Delivery to Meet
Contemporary Challenges (2017)

69. Compendium of Opinions of Legal Experts on Jurisdiction of Wafaqgi Mohtasib (Federal
Ombudsman) in Respect of Citizens Complaints Against Mal-administration by Federal
Agencies, with Particular Reference to Electricity and Gas Distribution Agencies
(2047)

70. Report on Transformation of the Postal System for the Challenges of
21st Century (2017)

71. The Committee Report on Availability of Essential/Life Saving Drugs, Quality of Drugs
and its Affordability (2017)

72. Strengthening the Realization of the Rights of Children and Women Detainees in
Pakistan (National Commissioner for Children) (2018)

73. Report on Kasur Tragedy & Redressal of Systemic Issues : Mapping of Issues &
Response to Sexual Violence against Children District Kasur, Punjab, (National
Commissioner for Children) (2018)

74. Federal Ombudsman Evolution and Progress (2021)

75. Inquiry into the Plight of Street Children in ICT- Challenges & Way Forward
(Advisor/Grievance Commissioner for Children WMS) (2022)

76. Dilemma of Rapid Population Growth in Pakistan (2022)

7. Compendium of President’s Decisions on Representations against Findings of the
Wafaqgi Mohtasib  (2023)

78. Federal Ombudsman of Pakistan Report Improving Primary Health Care System in
Islamabad (District Primary Health Care System, Islamabad Capital Territory) (2023)

79. Objective Assessment of the Working of Wafaqi Mohtasib Secretariat (2024)

80. Promotion and Protection of Child Rights (2024)
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CHAPTER 8

SPECIAL INITIATIVES

A. Prison Reforms

The Wafaqi Mohtasib (Ombudsman) is legally empowered to ascertain the root causes of corrupt
practices and injustice and to arrange studies or research aimed at their eradication. The law also
allows the Ombudsman to investigate allegations of maladministration by any agency or its officers
upon a motion from the Hon’ble Supreme Court or High Courts during ongoing proceedings.

This mandate was emphasized by the Hon’ble Supreme Court of Pakistan in its Order dated May 28,
2015, issued in CMA No. 1313/2015, related to suo moto Case No. 1 of 2006. The Order specifically
addressed the dire conditions faced by women in prisons, concluding, "Given the elaborate regulatory
framework and based on the evidence received, we are compelled to conclude that there is a
near-total failure of the regulatory framework in relation to prison conditions. No official or body
appears to have effectively regulated the implementation of prison laws and rules to ensure prisoners
welfare as required by law."

Furthermore, after a comprehensive review of the Ombudsman’s mandate and powers, the Supreme
Court underscored the need for the Ombudsman to address systemic failures beyond individual
complaints. The Court noted that the Ombudsman's
role extends beyond individual grievances to
tackling  systemic issues that lead to
maladministration and setting and enforcing
standards of good administration as envisioned by
law. The Court highlighted significant maladministration and systemic dysfunction within the criminal
justice system, particularly in prisons, and directed the Ombudsman to establish standing
committees and inspection teams to examine and rectify these systemic failures.

The Court noted that the Ombudsman's role
extends beyond individual grievances to
tackling systemic issues that lead to
maladministration.

Formation of the National Committee on Prison Reforms

In response to this directive, the Wafaqi Mohtasib established the National Committee on Prison
Reforms in October 2015, chaired by the late Senator S.M. Zafar. This diverse Committee conducted
extensive studies across six major prisons, identifying critical system failures.

Recommendations of the Committee Established by the Wafaqi Mohtasib

1. Form District Oversight and Welfare Committees in all provinces to improve the lives of
prisoners, focusing particularly on children, women, and destitute individuals.

2.Direct the Ministry of Interior and Provincial Home/Prison Departments to appoint Senior
Officers as focal persons for these Committees.

3. Propose expanding probation and parole options to alleviate overcrowding in jails.

4. Construct new jails in every district headquarter, including a separate facility in Islamabad,
with independent sections for women and juveniles and adequate sleeping and hygiene
facilities.

5. Integrate jail biometric systems with courts to maintain prisoners' records.

6. Segregate drug users, individuals with mental health issues, and high-profile criminals from
the general prison population.

7. Enhance educational and vocational training facilities in prisons, in collaboration with the
Higher Education Commission and universities.
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8. Establish Provincial Prisoners Voluntary Donation Funds.

9. Provide free legal aid to prisoners, particularly under-trial individuals, through the Pakistan
Bar Council and Provincial Bar Councils.

Additional Recommendations

Improvements in health and hygiene conditions, segregation of juvenile and female prisoners,
computerization of prison staff operations, addressing grievances of foreign prisoners, constructing
facilities such as wash-rooms and waiting rooms, and establishing mechanisms to address
unnecessary detentions and violence in jails are also necessary.

Subsequent Orders from the Hon’ble Supreme Court of Pakistan

In July 2018, during the hearing of the aforementioned case, the Hon’ble Supreme Court directed
that "an exercise be undertaken by the Ombudsman on behalf of this Court to determine whether the
report of the Ombudsman has been implemented in letter and spirit. The Ombudsman shall also be
empowered to seek implementation of its recommendations which have already been approved by
this Court." Again, in September 2018, during a subsequent hearing, the apex court ordered the
Wafaqi Mohtasib to review and follow up on the implementation of recommendations regarding the
dire conditions in jails, particularly in the light of the decisions and actions recommended.

The Wafaqgi Mohtasib has periodically convened
meetings with provincial departments and has
submitted 18 quarterly Progress Reports on Prison
Reforms to the Supreme Court to date.

The Wafaqi Mohtasib has submitted 18
quarterly Progress Reports on Prison Reforms
to the Supreme Court to date.

Status of Implementation of the Report on Prison Reforms

1. District Oversight and Welfare Committees have been established and are actively monitoring
prison conditions.

2. Focal persons have been nominated by Provincial Home Departments and Jail Authorities to

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi presiding over a high level meeting in connection with implementation
of Prison Reforms in the Chief Secretary Sindh’s office (23.05.2024)
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facilitate the Committees' functions.

3. Efforts to reduce overcrowding include the construction of new jails in Punjab (Nankana
Sahib, Khushab, Chiniot), KPK (D.l. Khan, Swabi), Balochistan (Loralai, Killa Saifullah, Harnai,
Gwadar), and Sindh (Thatta, Shaheed Benazirabad, Malir).

4. Medical coverage has improved, with each jail now having medical officers and staff, along
with segregated facilities for drug users and individuals with mental health challenges.

5. Education and skill development initiatives have been enhanced, including a MOU with the
Higher Education Commission and vocational training courses.

6. Biometric systems are being implemented in jails with support from United Nations Office on
Drug and Crime.

7. Efforts are ongoing to separate women and juvenile prisoners, with special provisions such as
Sweet Homes for children living with incarcerated mothers.

8. Measures for health and hygiene, including toilet facilities and access to clean drinking water,
have been improved.

Monitoring Meetings with Stakeholder Agencies

The Wafaqgi Mohtasib maintains active oversight through regular monitoring meetings, ensuring the
effective implementation of recommendations and improving the living conditions of inmates in
Pakistani prisons.

B. Pension Disbursement System of Federal Government Agencies

Another important initiative relates to addressing undue long time taken in finalizing pension cases
for employees superannuating after completing the prescribed length of service. Decisions on
pension applications can sometimes drag on for months due to trivial objections, leaving pensioners
frustrated as they seek resolution. Recognizing the increasing number of complaints regarding delays
in pension grants to retiring government servants and reports of difficulties faced by pensioners in
receiving payments from the National Bank of Pakistan, the Wafaqgi Mohtasib constituted a
Committee to study the Federal Government pension system. The Committee was tasked with
assessing the problem's magnitude, determining its nature, and proposing reforms to enhance
efficiency, effectiveness, and transparency.

Initiatives to Streamline Pension Issues

Based on the Committee's recommendations, the following measures have been implemented to
streamline pension issues for Federal Government employees, resulting in relief for thousands of
persons nearing retirement:

e Establishment of pension cells in all federal government departments.
* Appointment of focal persons/welfare officers in each federal government department.

e Simplification of the documentation process in coordination with the Finance and
Establishment Divisions.

* |nitiation of steps to automate the pension process and service books.

¢ Ensuring that all pension cases for retiring officers/officials are initiated 15 months prior to
their retirement.

* The AGPR has established a Facilitation Centre for Pensioners.
* The AGPR aims to finalize pension cases within 30 days of submission.
* Regular monitoring through correspondence and meetings.

o Efforts are continuing to clear all pending pension cases within Ministries and attached
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organizations.

e Coordination with the offices of the Controller General of Accounts and the Accountant
General Pakistan Revenues (AGPR) to address systemic shortcomings in processing pension
cases for officers of All Pakistan Unified Grades, who often face delays due to incomplete
service and fund records after retirement.

Monitoring of Pension Reforms

To monitor the progress of pension reforms, the Wafaqgi Mohtasib convenes regular meetings and
receives monthly updates from departments. This initiative has improved efficiency and coordination
between federal government departments and
AGPR, leading to timely finalization of pension
cases. Retired employees of Federal Government
departments have expressed relief at receiving
their pensions and post-retirement benefits
without difficulty. A Monitoring Committee, led by a Senior Advisor of WMS, has been established to
evaluate the implementation status of the recommendations made by the WMS Committee on
Pension Reforms and to explore further simplification of the pension payment process, especially for
low-paid government employees and the widows of employees who died in service.

To monitor the progress of pension reforms,
the Wafaqi Mohtasib convenes regular
meetings and receives monthly reports from
departments.

In the last monitoring meeting, the Wafaqi Mohtasib emphasized the importance of following up on
the implementation of the WMS report on pension reforms, highlighting the need to address the
issues faced by pensioners, particularly in agencies with a significant number of pensioners. It is
essential to take action against agencies involved
in maladministration and to ascertain the number
of outstanding pension cases in these agencies,
alongside examining the causes of the delays and
the actions being taken to clear the monthly
backlog.

It is essential to take action against agencies
involved in maladministration and to ascertain
the number of outstanding pension cases in
these agencies.

A proper proforma was devised to collect information regarding pending pension cases for the new
retirees from government agencies, modelled after parameters developed for the Pakistan
Broadcasting Corporation (PBC). Initially, this proforma was shared with federal agencies with
substantial pension case backlogs, such as the Ministries of Railways, Education, and WAPDA.
Subsequently, it was circulated to all government agencies for data collection on pending pension
cases.

C. Inspection Visits

Article 17 of the President’s Order No. 1 of 1983 states, "The Mohtasib may constitute an Inspection
Team for the performance of any of the functions of the Mohtasib.

An Inspection Team shall consist of one or more members of the staff and shall be assisted by such
other person or persons as the Mohtasib may consider necessary.

An Inspection Team shall exercise such powers of the Mohtasib as he may specify by order in writing,
and every report of the Inspection Team shall first be submitted to the Mohtasib with its
recommendations for appropriate action."

In line with these legal provisions, the Wafaqi Mohtasib has initiated 79 inspection visits to various
federal agencies, including the Passport offices, NADRA, BISP offices, Pakistan Post Office, Pakistan
Railways, Utility Stores, Power Distribution Companies, Airports and the Pakistan International
Airlines facilities. The objectives of such visits are to
assess the overall conditions in these departments
and to identify specific issues leading to complaints
from the public. These visits helped to evaluate the
overall operational conditions of these departments

The objectives of such visits are to assess the
overall conditions in these departments and to
identify specific issues leading to complaints
from the public.
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and to identify specific issues that may lead to public complaints.

The Findings from these inspections are crucial in formulating actionable recommendations for
improving service delivery and addressing grievances effectively. Since the launch of this initiative,
204 inspections visits of several government departments have been conducted through the officers
posted at head office and regional offices.

D. Suo Moto Notices

Article 9 of the President’s Order No. 1 of 1983 stipulates, "The Mohtasib may, on a complaint by any
aggrieved person, on a reference from the President, the Federal Council or the National Assembly, or
on his own motion, undertake any investigation into any allegation of maladministration."

Additionally, Article 9 of the same order empowers the Mohtasib to investigate instances of
maladministration based on complaints from aggrieved individuals, references from the President, or
on its own initiative. During 2024, many issues of serious concern were taken up including non-
availability of Anti-Rabies vaccine, delay in issuance of passports, non-payment of dues to teachers
and employees, restoration of allotment facility of government accommodation to the WMS
employees and alike. The positive response of the government agencies to the Wafaqi Mohtasib’s
notice on the non-availability of Anti-Rabies Vaccine is evident from their communications placed
below:
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E. Informal Resolution of Disputes (IRD)

Under Article 33 of P.O No 1 of 1983, the Mohtasib and a member of staff shall have the authority to
informally conciliate, amicably resolve, stipulate, settle or ameliorate any grievance without written
memorandum and without the necessity of docketing any complaint or issuing any official notice.

Taking cognizance under this Article, the Wafaqi Mohtasib initiated IRD project for the facilitation of
citizens, who were willing to resolve their disputes in an informal way. The Wafaqi Mohtasib is
committed to promoting informal dispute resolution as a means to address grievances more
efficiently. By encouraging parties to resolve their disputes amicably and without lengthy formal
procedures, the Ombudsman fosters a culture of dialogue and understanding.

To facilitate this, the Ombudsman offers mediation services where trained officials assist disputing parties
in reaching a mutually agreeable solution. This approach not only expedites the resolution process but also
helps maintain relationship between parties, reducing the adversarial nature of formal complaints.

Additionally, the Ombudsman emphasizes the importance of public awareness regarding informal
dispute resolution mechanisms. Through workshops, seminars, and informational campaigns, the
Wafaqi Mohtasib seeks to educate citizens on their rights and the available avenues for redress,
empowering them to seek resolution before resorting to formal complaints. This proactive strategy
aims to alleviate the burden on the formal complaint system while ensuring that citizens' issues are
addressed promptly and effectively. The success of the IRD mechanism is evident from the few
communications below received from the beneficiaries :

1. WMS-ONL/41715/24 (Mr. Muhammad Danial Khan VS. United Bank Limited)

Mr. Muhammad Danial Khan submitted a complaint in WMS Regjonal Office Multan against UBL,
stating that he received an amount of Rs. 114,460/- in his account from his client against sale of a
website, which had been illegally withheld by the said Bank. He repeatedly requested the Bank
Branch for redressal of his grievance, but to no avail. The matter was taken up with the concerned
office telephonically under Article 33 of P.O 1 of 1983, whereupon Mr. M. Arif, Operational Manager
of the said bank assured that the grievance of the complainant would be redressed expeditiously as
per policy. After two days, the complainant thanked this Office and stated that his amount has been
released to him after removing hold by the concerned Bank.

2. WMS-HQR/6814/24 (Mr. Mujtaba Kamal VS. Pakistan Railways)

Mr. Mujtaba Kamal, an ex-employee of MEPCO, submitted a complaint in WMS Regional Office Multan
against Pakistan Railways, wherein he stated that he retired from government Service 12 years ago and
as per pension rules the commuted portion of his pension was to be restored at the Age of 72 years, but
the agency did not restore the commuted portion of his pension, which was unjustified. The matter was
taken up with the concerned office and Dr. Muhammad Zahid, Sr. Investigation Officer issued notices
under Article 33 of P.O 1 of 1983 to the officer concerned of the Agency, whereupon Mr. M. Awais Jillani,
AAO Pakistan Railways Multan, submitted a report along with Pension Roll Data Sheet, apprising that the
commuted portion of the pension of the complainant had been restored and the monthly pension of the
complainant had been enhanced from Rs. 64484/-to Rs. 96948/-. The complainant expressed gratitude
to the Office of Wafaqi Mohtasib for redressal of his grievances expeditiously.

3. WMS-ONL/40418/24 (Ms. Iqra Shabbir VS. District Accounts Office)

Ms. Igra Shabbir through Kashif Ali, submitted an application in WMS Regional Office Bahawalpur
against the District Accounts Officer, Rahim Yar Khan and pleaded that her salary for the month of
May-2022 had been stopped by the Agency without assigning any cogent reason. Her complaint was
adjudicated under Article 33 of PO. No 1 of 1983 and the District Accounts Officer was summoned by
the Commissioner-IRD, Mr.Khalid Nazir. During the hearing, the representative of the Agency
submitted a written report wherein, it was stated the Head Master of Government Boys High School,
Ahmad Pur Lama, Sadigabad had submitted the bill vide token No. 17 in R/o Igra Shabbir PST, which
had been passed, entered into SAP system and the monthly salary of the complainant had been
credited to her account. The complainant expressed special thanks to Federal Ombudsman’s Office
for their hectic efforts in providing expeditious relief to her.
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CHAPTER 9

PROTECTION OF THE RIGHTS OF WOMEN AND CHILDREN

Special Cell to Address Children’s Grievances

Over 45 percent of the country’s total population consists of children less than 18 years of age. The
UN Convention on Rights of the Child (UNCRC) made it obligatory on the states to take all appropriate
legislative, administrative and other measures for the implementation of the rights enshrined in the
Convention. Taking note of the need to take appropriate steps in this regard, Wafaqi Mohtasib
Secretariat, in April 2009, with the support of United Nations Children’s Fund (UNICEF), took a major
initiative and established the Office of National Commissioner for Children. The Grievance
Commissioner for Children (OGCC) in the Office of the Wafaqi Mohtasib had served as barricade
against threats to children's well-being. Endowed with the mandate to monitor, investigate, and
rectify issues such as violence, trafficking, and cybercrimes affecting children, this institution played
a pivotal role in safeguarding the child’s rights. The OGCC, in particular, adopted a proactive
approach, diagnosing, investigating, and redressing grievances to identify underlying causes and
develop strategies to eradicate them.

The Office of the National Commissioner for Children has worked as Ombudsman for Children by
undertaking steps to raise the profile of child rights
and devise a mechanism for the redressal of
children’s complaints both at the federal and
provincial levels. For this purpose, coordination and joint initiatives with Provincial Mohtasibs relating
to children are undertaken. The National Commissioner for Children was given the mandate to:-

The Office of National Commissioner for Children
has worked as Ombudsman for Children.

* evaluate and promote the implementation of policies in the field of protection of the rights of
children in the country;

e develop and implement programmes for the protection of rights of the child in its
administrative territory;

e create a “Public Child Redressal Mechanism”;
e coordinate with provinces for joint initiatives and share best practices with stakeholders;
» conduct research on the status and way forward for child rights in Pakistan; and

* to serve as a precursor to a full-fledged Ombudsman for Children in Pakistan in the Wafaqi
Mohtasib Head Office located in Islamabad and 18 Regional Offices situated respectively at
Karachi, Lahore, Peshawar, Quetta, Abbottabad, Faisalabad, Hyderabad, Multan, Sargodha,
Bahawalpur, D.I. Khan, Gilgit Baltistan, Swat, Sukkur, Mirpur Khas, Gujranwala, Khuzdar and
Kharan.

Dedicated officers have been designated as Investigating Officers/Advisors for handling complaints
pertaining to children for their swift redressal. The Grievance Commissioner for Children Office has
received 575 children’s complaints against various federal government agencies during the year
under report. Moreover, thousands of complaints pertaining to provincial agencies were referred to
Provincial Mohtasib offices for redressal of children’s grievances.

In Pakistan, the protection and promotion of children's rights represent not just a moral imperative
but also a core legal obligation deeply entrenched in both domestic legislation and international
conventions. Since its ratification of the United Nations Convention on the Rights of the Child (UNCRC)
in 1989, Pakistan has demonstrated unwavering dedication to upholding the rights and dignity of its
young populace. The UNCRC serves as a guiding beacon, outlining a comprehensive set of principles
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encompassing education, healthcare, protection from exploitation, and access to justice for children,
all of which Pakistan has solemnly pledged to uphold.

The major stride in Pakistan's journey towards protecting the children's rights was the adoption of the
UNCRC in 1990. This international treaty not only delineated the rights of children but also
established obligations for signatory states to
ensure their fulfillment. Pakistan, recognizing the
significance of this convention, ratified it on
November 12, 1990, thereby committing itself to
take all appropriate legislative, administrative, and other measures for the implementation of the
rights enshrined in the UNCRC. This ratification marked a pivotal moment, signalling Pakistan's
formal embrace of its duty to safeguard the rights of its young citizens.

The major stride in Pakistan's journey towards
protecting children's rights was the ratification
of the UNCRC in 1990.

Prevention and Control of Cybercrimes Against Children

OGCC has vigorously pursued the issue of prevention of cybercrimes against children and has focused on
four main areas which included awareness raising and media sensitization, advocacy and capacity
building, legal reforms, and educational reforms. An Interpol delegation also visited the WMS in November
2024. to exchange views and strengthen joint efforts to combat cybercrimes against children.

WMS officials with the members of the INTERPOL team which visited WMS (7.11.2024)

Recent initiatives underscore the multi-faceted approach of the Wafaqgi Mohtasib’s Office to
safeguarding the child rights. From enhancing prison conditions to combating child labour, concerted
efforts are underway to create an environment
conducive to children's growth and welfare. The
Kasur Tragedy and Redressal of Systemic Issues
project, launched in response to a traumatic
incident, epitomizes its proactive approach in
confronting challenges head-on and implementing sustainable solutions to protect its young
populace. Additionally, initiatives such as commemorating the World Day against Child Labour and
legislative efforts to combat child labour highlight its ongoing commitment to eradicating
maladministration and harmful practices, ensuring the well-being of children.

From enhancing prison conditions to
combating child labor, concerted efforts are
underway to create an environment conducive
to children's growth and welfare.

Issues of Street Children and the Relevant Legislative Highlights

Wafaqgi Mohtasib's commitment to upholding children's rights remains resolute and unwavering,
finding tangible expression in legislative reforms, institutional mechanisms, and collaborative
endeavours. As the nation navigates the complexities of the modern world, its steadfast dedication to
the welfare and dignity of its youngest citizens serves as a beacon of hope and resilience in the
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pursuit of safeguarding the rights of children. Through a combination of legislative measures,
institutional frameworks, and collaborative efforts, this Office endeavours to create an environment
where every child can thrive, free from exploitation and injustice.

A research study was conducted on the plight of
street children in ICT. Its recommendations fall
within the domain of the administrative/public
sector requiring legislative action, support of
private sector and monitoring by the WMS. These have been sent to the relevant authorities, which
are at various stages of implementation. The Federal Directorate of Education (FDE), in collaboration
with NGOs, is sharing the responsibility of free and compulsory education for the street children
across ICT. It has managed to enroll nearly 18000 children in existing schools besides establishing 42
non-formal education centers and 06 technical labs in collaboration with NAVTTC. A child protection
center was established in ICT. Likewise, Child Rights Commission has also started functioning for the
protection of the rights of the Children. The commission took several initiatives for the welfare and
protection of the rights of the Children in Pakistan. Moreover, with the help of PEMRA and PTA,
thousands of awareness raising messages were aired.

A research study was conducted on the plight
of street children in ICT. Its recommendations
are at various stages of implementation.

The Secretary, WMS, Mr. Afzal Latif, presiding over a meeting being held in connection with “Prevention and control of Cybercrimes
against Children” at the Wafaqi Mohtasib Secretariat, Islamabad (10.9.2024)

One of the most notable legislative responses to the imperatives laid out in the UNCRC was the
enactment of the Zainab Alert Response and Recovery Act 2020. Named after Zainab Ansari, a young
girl whose tragic case sparked nationwide outrage, this legislation established a comprehensive
system to swiftly alert, respond to, and recover missing or abducted children. The Act reflects

Pakistan's commitment to adapt its legal framework
to modern challenges, providing a robust [ TheActreflects Pakistan's commitment to adapt

mechanism for addressing threats to children's its legal framework to modern challenges,
safety and well-being. Moreover, the Prevention and providing a robust mechanism for addressing
Control of Cybercrimes Against Children/Criminal threats to children's safety and welHbeing.

Law Amendment Act, passed in 2023, underscores
Pakistan's determination to confront emerging threats posed by the digital landscape and bolster
protections for vulnerable youth in the face of growing cybercrimes.

The National Committee on Children was constituted by the Wafaqi Mohtasib to strengthen protection
and oversight of the child rights in the country in an
integrated manner. The committee is playing an
important role towards achieving the objective.
Presently, the Committee is headed by Ms.
Shaheen Ateeq ur Rehman former Provincial Minister, a renowned human rights activist, as its

The National Committee on Children was
constituted to give a boost to protection and
oversight of child rights.
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chairperson. Its members include prominent
individuals with a commitment to children
and human rights, and all Provincial
Ombudsmen and Child Commissioners.
Meetings of the National Committee on
Children have been held at federal and
provincial levels with the objective to
formulate proposals for ameliorating the
conditions of children who are disabled,
forced to work, made to beg on streets,

are subject to trafficking.

Appointment of Commissioners for Children and establishment of committees to effectively redress
the grievances of children at the federal and provincial levels, have been made and “Commissioners
for Children” have been appointed. Through this initiative, National Committee members work
proactively in redressing the children’s issues in collaboration and close coordination with Provincial
Child Commissioners across the country.

Welfare of Women and Children

In pursuance of the directions of the Hon’ble Supreme Court of Pakistan, an “Advisory Committee
with Special Reference to Children and Women Prisoners” was constituted. The members of the
Committee visited different prisons all over Pakistan and identified major problems and
recommended improvement in areas like: Shortage of staff, over-crowdedness and non-production
of under-trial prisoners; and lack of balanced diet, medical, educational, health facilities and skills
training for the women and children in Jails. Up till now, 18 quarterly implementation reports have
been submitted to the Hon’ble Supreme Court of Pakistan. This subject has been dealt with at greater
length in chapter 8 of the Report.

A committee under the chairmanship of a female Senior Advisor has been formed under Federal
Ombudsman Protection Against Harassment Act to safeguard the rights of the female employees at
the Wafaqi Mohtasib Secretariat. This committee deals with the complaints of harassment of the
female employees of this Secretariat and present its report to Mohtasib. The Office of the Grievance
Commissioner for Children (OGCC) has lately published a booklet on "Promotion and Protection of
Child Rights" detailing its endeavours to fulfill domestic and international obligations through a
consultative process with various stakeholders.

The OGCC has undertaken various initiatives in collaboration with international partners including
UNICEF, to augment its efforts to promote and protect child rights, strengthen child protection
system, prevent abuse and ensure realization of their inherent rights.
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CHAPTER 10

OVERSEAS PAKISTANIS - A PRECIOUS ASSET

The over 10 million overseas Pakistanis are a precious asset for the country and their welfare has
always been under special focus of Wafaqgi Mohtasib (Ombudsman). The overseas Pakistanis not only
provide considerable support to their families back home for their socio-economic uplift but also
contribute meaningfully to the economic stability of the country through substantial remittances from
abroad. For expeditious resolution of their grievances and redressal of individual complaints on
account of any injustice done through maladministration, the Wafaqgi Mohtasib appointed a
“Grievance Commissioner for Overseas Pakistanis” in 2015 under Section 7 of the Federal
Ombudsmen Institutional Reforms Act, 2013.

Any overseas Pakistani can lodge his complaint with the “Grievance Commissioner for Overseas
Pakistanis” against maladministration of Federal Government Ministries/ Departments/
Organizations/Agencies through email, WhatsApp, online or by post. A number of steps have been
initiated to resolve their complaints and to address systemic issues being faced by the overseas
Pakistanis.

Functions, Procedure and Performance

Complaints of overseas Pakistanis received in the Grievance Commissioner’s Office are handled
promptly on daily basis and taken up with the relevant agencies for report/redressal within 15 days.
The complainants are kept informed at every step about the progress/redressal of their cases
through email, WhatsApp, voice massages or phone. From January 2024, all such complaints are now
being registered at Wafaqgi Mohtasib’s Complaint Management Information System (CMIS), which has
introduced greater transparency and efficiency in handling their issues/problems. Systemic issues
and general problems being faced by the overseas Pakistanis are also taken up in earnest with the
relevant agencies by the Grievance Commissioner’s Office.

Pakistan Missions Abroad

On the initiative of the Wafaqi Mohtasib, each Pakistan Mission/Consulate abroad has appointed a
Focal Person for prompt action, and has allocated one day in a week for meeting with overseas
Pakistanis to redress their grievances. Khuli
Katcheries/e-Katcheries are also conducted by
heads of Missions abroad or their representatives
on monthly basis to facilitate Pakistani diaspora.
Detailed monthly progress reports on prescribed
proforma regarding complaints/ problems and queries of Overseas Pakistanis resolved or under
process are also formulated and proper data is maintained in the Grievance Commissioner’s Office.

One Window Facilitation Desks (OWFDs)

One Window Facilitation Desks (OWFDs), were established in 2015/2016 at the following eight
International Airports of the country for instant redressal of complaints/ problems/ queries of
overseas Pakistanis:

Each Pakistani Mission/Consulate abroad has
appointed a Focal Person and allocated one
day in a week for meeting with overseas
Pakistanis to redress their grievances.

1 Islamabad Airport 5. | Quetta Airport
2 Karachi Airport 6. | Multan Airport
3. | Lahore Airport 7 Faisalabad Airport
4 Peshawar Airport 8. | Sialkot Airport
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According to the revised SOPs, activities of these OWFDs are regularly monitored and monthly
progress reports regarding facilities provided to overseas Pakistanis are acquired from all
stakeholders separately. Any Pakistani travelling abroad or coming back home can use services of
these desks, where representatives of twelve relevant agencies i.e. FIA, ANF, ASF, CAA, PIA, NADRA,
BE&OE, DGI&P, OPF, Border Health Services Pakistan, Pakistan Customs and OEC remain present on
24/7 basis. Inspection visits of Airports and OWFDs and meetings with Focal Persons/
Representatives of these 12 agencies are conducted regularly by Grievance Commissioner and
teams of Senior Advisors constituted by the Wafaqi Mohtasib.

Summary of Facilities Extended to Overseas Pakistanis

A. Office of the Grievance Commissioner for Overseas Pakistanis

e Complaints are required to be disposed of within 30 days but not later than 60 days.

* Availability of dedicated telephone No. 051-9217259 in the Grievance Commissioner’s office
(during office hours) and 051-9213886 -7 in WMS Secretariat (from 8:30 AM to 10:00 PM) to
attend phone calls of Overseas Pakistanis.

* Helpline No. 1055 in WMS exchange for proper guidance within Pakistan is also available.
Registers of these phone calls are being maintained for record.

e Appointment of Focal Persons in 12 relevant agencies working at 8 International airports of
the country.

¢ Close liaison is maintained with all agencies and complainants.

Secretary, WMS, Mr. Afzal Latif, presiding over a meeting being held at the WMS to resolve the
problems being faced by the Overseas Pakistanis (24-07-2024).

B. Systemic Issues

e Streamlining the system of issuance of Police clearance certificate in coordination with
Ministry of Interior and Intelligence Bureau.

e Automation in Bureau of Emigration & Overseas Employment.

e Initiative of online registration process for affixation of protector stamp on passports of
intending immigrants going abroad on work visa or education, which has been started from January,
2024. This year 26,080 immigrants have availed this online protector stamp facility. This
facility is available at airports too.

» Settlement of Overseas Worker’s Insurance Claims and increase in period of coverage from
two years to five years.

* Initiative to open NADRA offices in Bahrain & Baghdad.

e |nitiative of Apostille attestation of overseas public documents. The Hague Apostille
convention of 1961 is now valid between Pakistan and 112 member countries. The Ministry
of Foreign Affairs has started Apostille attestation of documents from July 2024
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at the consular hall of the Ministry and its liaison offices at Karachi, Gujrat and Lahore. During
this year a large number of people have been facilitated and more than 166,590 documents
have been attested through this system.

C. Facilities Provided in other Countries Through Pakistan Missions Abroad

Weekly meetings with complainants by Heads of Missions abroad, without any appointment.
Counselling and legal assistance to Pakistani Prisoners abroad for their release.

Online appointment system in Pakistan Missions abroad.

Ensuring establishment of Machine Readable Passport (MRP) Facility for Overseas Pakistanis
in every foreign country, which has more than 10 thousand Pakistanis.

Holding of Khuli Katcheries & e-Katcheries once in a month.

Compilation and assessment of complaints received/redressed/under process and
submission of detailed monthly report to Grievance Commissioner office by Community
Welfare Attaches/Focal persons.

D. Facilities Provided, Improved and Strengthened at One Window Facilitation Desks (OWFDs)

Issuance and renewal of NICOP/POC and expired CNICs at airports.
Strengthening of “border health services” for facilitation of Overseas Pakistanis.
Quick action at “loss and found” Desks for the luggage of passengers.

Ensuring presence of representative of each Agency at OWFDs for instant resolution of
problems of Overseas Pakistanis in coordination with other agencies.

Placement of suggestions/complaints registers at One Window Facilitation Desks and
complaint boxes at different places of airports by Civil Aviation Authority.

Installation of surveillance cameras for security purposes by Civil Aviation Authority at One
Window Facilitation Desks.

Availability of Universal Toll-Free Number (0092-51-111-040-040), Fax Machine and E-mail
facilities at all One Window Facilitation Desks.

Allocation of separate gates for senior citizens, business class, Overseas Pakistanis at
international departure lounges of the Airports.

Facilitation at airports to “Sohni Dharti App” holders, which is a point-based loyalty scheme.
Increase in facility of shuttle service vehicles and wheel chairs to carry aged and disabled persons.
Improvement in conveyer belts and scanning machines.

Combined counters of ASF, ANF & Customs for search of baggages at international departure lounge.
Installation of surveillance cameras at combined counters of ASF, ANF & Customs.

Provision of computer & printer at OWFDs for free prints of e-visas & e-tickets of Overseas
Pakistani passengers.

Provision of OPF, Border Health Services Desks and Branch of National Bank inside
international arrival terminal.

Installation of snake queue system at immigration counters for prevention of long ques in rush
hours.

Installation of guidance boards for overseas passengers regarding DO’s and DONT's in
English & Urdu in front of customs desk.

Initiation of strict procedure of timings and implementation of fines to the port handling
agencies in case of delays in clearance of luggage of incoming overseas passengers. Due to
vigilant monitoring punctuality in delivery of luggage has improved to 98%.

Installation of standard size screens inside and outside the first gate of entry, comprising
scrolling slides with commentary about items which overseas passengers cannot carry while
boarding the plane.

Provision of seating arrangements in the visitor’s gallery outside the arrival & departure area.
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e s
A view of the meeting of the representatives of the Federal Agencies performing duty at the Islamabad
International Airport as part of the One Window Felicitation Desks (OWFDs) - (12-08-2024).

E. Awareness Raising Material for Overseas Pakistanis

Affixation of awareness posters in Pakistan Missions abroad about the procedure for lodging
of complaints with WMS Grievance Commissioner’s Office along with Phone Nos & email.

Affixation of new panaflexes and placement of standees at each Airport providing information
regarding lodging of complaints with Grievance Commissioner’s Office along with phone Nos
and e-mail.

Uploading of latest information in (Urdu & English) about working of Grievance
Commissioner’s Office and procedure for submission of complaints, in a separate section of
WMS website.

Publication of a “Handbook for Overseas Pakistanis”, containing information about complaints
procedures, phone Nos. e-mails and addresses of Pakistan’s embassies abroad and relevant
agencies in Pakistan for establishing quick contact and to seek required assistance.
Publication of a “brochure in Urdu” (12 pages) for awareness of overseas Pakistanis.
Issuance of bi-annual “Newsletter for Overseas Pakistanis”, for awareness purposes.
Placement of awareness material (“leaflets” and copies of “Newsletter for Overseas
Pakistanis” and “Urdu Brochure”) from time to time at One Window Facilitation Desks for
distribution among the passengers.

Publication of 49 articles in Urdu & English newspapers about working of Grievance
Commissioner’s Office for awareness purposes.

Publication of news items in national and regional newspapers for awareness of Overseas
Pakistanis.

DATA OF OVERSEAS PAKISTANIS FACILITATED & THEIR COMPLAINTS/
PROBLEMS RESOLVED ( JANUARY - DECEMBER, 2024 )

Complaints/ Problems/ Facilitations RESOLVED/

RECEIVED DISPOSED OF UNDER PROCESS

Complaints received direct in Grievance 2,121 2,035 86
Commissioner’s Office WMS

Problems/ Complaints handled by Pakistan | 38,592 35,876 2,716
Missions abroad

Problems/ queries of Overseas Pakistanis | 1,11,184 1,11,149 35

going abroad & coming back to their
homeland resolved instantly at One Window
Facilitation Desks.

Total 1,51,897 1,49,060 2,837
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CHAPTER 11

PUBLIC AWARENESS

The goals of good governance, the rule of law and inclusivity are inextricably linked to availability of an
appropriate forum for providing quick relief against administrative excesses committed by the
government agencies. The masses must not only be aware of the existence of this office but also the
method as how to approach it for redressal of their grievances. This brings to fore the importance of
a calibrated, ingeniously designed and perfectly executed awareness campaign in undertaking any
social initiatives.

The awareness raising has been recognized by all major international instruments like the Paris
Principles, the Venice Principles and the UN
Resolution 79/177 of 2024 as the essential feature
of any successful ombuds system. These also urged
the member states to utilize the Press organs for publicizing human rights and efforts to combat all
forms of inequality, injustice and discrimination. The awareness raising, therefore, is an essential
component of ombudsmanship. Recognizing the indispensability of public awareness in promoting
the goals of good governance and the rule of law, the institution of the Wafaqgi Mohtasib along with its
various Regional Offices has successfully pursued a robust media awareness campaign during 2024.

The awareness raising is an essential
component of ombudsmanship.

These activities have helped a great deal in educating the general public about the availability of this
forum particularly in the remote and far off places in the country for redressal of their grievances.
Major initiatives such as the Informal Resolution of Disputes (IRD) project, Outreach Complaint
Resolution (OCR) mechanism, along with Khuli Katcheries and Inspection Visits have proved to be of
immense value and lend credence to the operations of the institution and helped enhance its
outreach and visibility among the masses.

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi addressing media representatives at Islamabad. (20.8.2024)
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PUBLIC AWARENESS

Being fully alive to the importance of the press and media tools, a Steering Committee on Media
comprising senior officers of the Secretariat was constituted to work out a comprehensive media
strategy and the broad contours of the awareness
campaign. The goals and objectives so identified
were further incorporated into a meticulously
crafted Calendar of Activities (CoA) for the year
2024, which was diligently pursued at the level of the Head Office and the Regional Offices. The
Calendar of Activities provides a complete roadmap and guideline for employing various awareness
raising tools and options.

The Calendar of Activities provides a complete
road map and guideline for employing various
awareness tools and options.

The Committee took pains to streamline activities for ensuring wider projection of the WMS services,
activities and programmes. Apart from issuance of the usual press releases, it included effective use
of the digital and social media platforms. Preparation and screening of documentaries, holding of
press conferences and press briefings also occupy an important place in the media strategy.
Similarly, commissioning of publicity articles and columns, delivery of awareness lectures at
universities and colleges, seminars and symposia constitute its essential components. So are the
airing of messages on mobile telephones through the PTA and issuance of tickers for the television
channels in coordination with PEMRA. Moreover, TV/Radio talks along with revamping of the
organization’s official website for provision of Urdu features to facilitate those complainants who are
not fully conversant with the English language, are some of its significant highlights.

Wafaqi Mohtasib, Mr Ejaz Ahmad Qureshi presiding over the Webinar on,
"Building Public Awareness - An Essential Feature of Ombudsmanship" at Islamabad. (15.05.2024)

It may be mentioned that a Webinar on Public Awareness was held in May, 2024 at the WMS.
Spearheaded by an accomplished journalist and a writer, Senator Mushahid Hussain Sayed, it turned
out to be a very successful event for awareness raising. With online presence of large number of local
and foreign dignitaries, it highlighted the role of Ombudsman institutions in providing speedy relief to
the poor and marginalized segments of the society. Followed up by a lively Q/A session, it highlighted
the relevance of awareness raising in the omubudsman’s work. Speaking on the occasion, the Wafaqi
Mohtasib outlined the key initiatives launched in this regard and expressed the confidence that as a
result of these, increasing number of people would seek relief from this forum in the days to come.

Another major initiative in the outgoing year was the formation of civil society groups through the use
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PUBLIC AWARENESS

of mobile phones to share and disseminate success stories. It proved to be very successful as sharing
such stories not only educate the public but also the media persons and the general public. People
became aware of the existence of this office and how to approach it for redressal of their respective
complaints.

The following is a summary of the major initiatives launched for creating greater public awareness
during the year under report :

1. Press Releases and Handouts

Though somewhat conventional, the importance of Press Releases and Handouts in creating public
awareness cannot be denied since these reach a wider public audience through the newspapers. The
PR and Media Wing at the Head Office and the respective Focal Persons dealing with press and
media in the Regional Offices regularly issue press releases, whenever there is any newsworthy
activity. During the year, 64 press releases were issued on important activities undertaken by the
institution. The office also maintained close liaison with the media persons particularly with the beat
reporters dealing with the WMS to ensure publication of the press releases issued by them.

2. Thematic Articles and Columns

In pursuance of the Calendar of Activities prepared for the year 2024, a set of topics was identified
for contributing articles and columns to the English and Urdu newspapers highlighting various
aspects of the WMS activities. Important topics included :

(i) The Role of Ombudsmanship in Promoting Good Governance and the Rule of Law, (ii) importance of
Informal Resolution of Disputes (IRD), (iii)Outreach Complaint Resolution (OCR), (iv) Efforts for Protecting
the Child Rights, (v) Overseas Pakistanis, (vi) Inspection Visits and (vii)Pakistan’s Role in AOA etc. In total
382 articles/columns were published in the national and regional press during the year.

3. Awareness Lectures, Seminars and Symposia

These are important instruments for raising the general public awareness. These are generally held
in universities and colleges before a cultivated audience. Normally delivered by senior officers of the
Wafaqi Mohtasib Secretariat, awareness lectures, are mostly followed up by Q/A session. Most of
these are also reported in the press and media. The Wafaqi Mohtasib last year interacted with a
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repERAL oMBUDSMAN OF PAKISTAN [l

s T T 8T ___l._——_....-*_u_.-—:.h-u.._.._.._._.-----—_.

A group photograph of students after briefing by the senior officers of the Wafaqi Mohtasib Secretariat, Islamabad. (04.09.2024)

number of Chambers of Commerce and Industry, attended various international conferences besides
addressing seminars. The total number of such events stood at 110. The Wafaqgi Mohtasib also
addressed three Webinars at the WMS on various themes in March, May and October 2024
respectively.

4. Quarterly News Bulletins

Quarterly News Bulletins in English and Urdu have been issued during the outgoing year 2024 and
distributed to a wide variety of audience including the Federal Secretaries, Heads of Mohtasib
Institutions and prominent media persons. These Bulletins carried a gist of activities undertaken by
the Institution of Wafaqi Mohtasib for providing speedy redressal of public complaints and also
carried the success stories. The success stories are extracted from those complicated cases which
have been pending for a long time and which were finally resolved through the intervention of the
Wafaqi Mohtasib. The News Bulletins served a useful purpose and have been found to be
instrumental in raising the general level of awareness. During the outgoing year, 6000 copies of News
Bulletins were distributed.

5. Booklets for General Awareness

The Media Wing also arranged five dedicated publications and booklets, both in Urdu and English.
These included:

(a) Redressing Grievances to Promote Good Governance.

(b) “Awami Shikayat ka Azala aur Behter Karkardghi ka Azam”.

(c) Prison reforms

(d) Promotion and Protection of Child Rights

(e) “Mukhtasar Taarufi kitabcha, Office of the Grievance Commissioner for Overseas Pakistanis” and alike.

6. Formation of Civil Society Groups for Sharing of Video Clips

In pursuance of the directions given by the Hon’ble Wafaqi Mohtasib, eight civil society groups have
been formed with a view to sharing the important initiatives as well as the success stories. These
helped a great deal in dissemination of information since a very large number of population is using
the mobile telephones, which are utilized to share such short clips. These groups further spread the
message to their friends and acquaintances and ultimately reaches wider and broader audience.

7. Urdu Version of Website

In order to further enhance the access of those who are not fully conversant with the English
language, the important sections of the WMS official website dealing with the grievance redressal

56



PUBLIC AWARENESS

mechanism have been translated into the Urdu language. This remarkably increased its utility and
facilitated access to the general public.

The official website was visited by nearly 356,000 users during the year. It became the convenient
mode of lodging the complaints for a large number of mobile users without any need for personally
visiting the office of the Wafaqgi Mohtasib. It is also important to note that this mode not only allows a
complainant to keep track of his/her complaint but also provides the ease of viewing and down
loading the Findings as per his/her convenience.

8. Visits of Civil Society Grou

==
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Briefing session for the APP VNS trainees on the working of the Wafaqi Mohtasib in progress at WMS ( 8.5.2024)

With a view to cultivating better relations with the general public, the WMS encourages visits of civil
society groups to its offices, wherein they are briefed on the new initiatives particularly with reference
to those launched for achieving early resolution of public complaints and good governance. In this
connection, noteworthy group was from the Video News Service (VNS) of the Associated Press of
Pakistan, which was undergoing specialized training at the facility. Two batches of the VNS trainees
visited the WMS in March and May 2024 respectively, these were apprised of the salient features of
the working of WMS by the Sr. Advisor (International Cooperation and Media). He apprised the
trainees of the measures adopted for prompt redressal of public complaints at the Head Office and
various Regional Offices. Similarly, a batch of under training Deputy Superintendents of Police (DSPs)
from the KP Province visited the WMS in October this year. The group was also briefed on the working,
role and functions of the organization by the senior officials of the WMS. Two groups of interns from
Bahrain and Indonesia were also received in the WMS and briefed about the institution’s activities.

9. Facebook, Instagram and YouTube

The Facebook, Instagram, and YouTube were used frequently and were viewed by a large number of
people during the outgoing year.
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PUBLIC AWARENESS ACTIVITIES AT A GLANCE
(January to December 2024)

Total Articles/Columns published in National and Regional Newspapers 382
Press Clippings from National/Regional Newspapers (Urdu/English) 8339
Press Conferences/Media Talks of Wafagi Mohtasib and Heads of 47
Regional Offices

Newspapers, Television and Radio Interviews of Wafaqi Mohtasib and 97
Heads of Regional Offices.

TV/YouTube short Video Clips regarding Media Coverage of Regional 1318
Offices activities

Radio Programmes of Head Office and Regional Offices 141

e WMS documentary (Urdu) recorded on DVD Distributed to
Regional Offices
e WMS documentary recorded in English for international viewers

Awareness Lectures/Seminars/programmes by Head Office and Regional 110
Offices
TV Tickers 470

However, it is important to emphasize that public awareness is not a one-time activity but an on-going
process, which needs to be pursued on a
sustained basis. The ultimate goal of projection is
crystallization of favourable public opinion
regarding the organization. The members of the
media fraternity both print and electronic, are taken on board so that their offices remain available to
the institution. Mainstream media’s cooperation makes this task easier.

Public awareness is not a one-time activity but
an on-going process, which needs to be
pursued on a sustained basis.

The underlying objectives of a robust media awareness campaign, inter alia, includes widespread
information regarding availability of this office as a viable forum for cost-effective redressal of public
complaints. This will build public trust and confidence. In the same context, projection of success
stories will add further credibility to a well- calibrated campaign. So are the visuals depicting Khuli
Katcheries (open courts), demonstrating the institutions’ capacity to deliver administrative justice at
the doorsteps of the people.

Realizing the importance of productively engaging mainstream media for furtherance of the goals of
Ombudsmanship, the Wafaqi Mohtasib, regularly interacts with the senior journalists. He apprises
them of the new initiatives and programmes undertaken for prompt redressal of public complaints.
This feature is likely to pay dividends in the days to come and help project the organization as a
peoples-friendly body, which can be relied upon to seek immediate administrative justice.
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CHAPTER 12

THE DIGITAL FRAMEWORK

The digital framework of the Office of Wafaqi Mohtasib is inspired by the institution’s vision which
rests on three major elements. These elements are interlinked and together add value to its effective
and efficient operations.

* Information Technology Management (IT Management);
e Qperational Precision and Integration;

 Effective Decision Making;

IT

Management

Effective Operational

Precision
and
Intergration

Decision
Making

"~

Figure 1: Digital Framework of WMS

I. Information Technology Management

Information Technology Management in Wafaqi Mohtasib’s Secretariat (WMS) is playing a vital role to
foster trust of the public in the institution’s capacity to maintain efficiency and efficacy in its
operations. Digital processes were incorporated in the existing system in 2007 and Digital Process
Mapping and Re-engineering of Physical Processes was introduced under the Complaint
Management Information System (CMIS). This has augmented the capacity of WMS to handle a fairly
large number of complaints having increased from 23,000 in 2007 to 226,372 in 2024. The
Computer Section of WMS is constantly endeavouring to make the redressal mechanism more
efficient and effective through the use of latest technology.

A complete break-up of the receipt and disposal of the complaints during the last four years is given
below:

Receiving Receipt Disposal

Mode/Year 2021 2022 2023 2024 Total 2021 2022 2023 2024 Total

Children 139 264 396 575 1,374 134 247 402 569 1,352
ICR 16,418 | 19,459 18,470 | 17,142 71,489 | 16,097 | 19,008 | 18,616 | 17,525 71,245
Mobile App | 10,128 | 18,389 | 22,321 | 26,392 77,230 | 9,808 | 17,437 | 22,485 | 25,890 75,620
Normal 68,028 | 93,338 | 104,730 | 118,074 | 384,170 | 65,977 | 89,803 |104,547 | 117,105 377,432
Online 15,692 | 32,723 | 48,190 | 63,980 | 160,585 | 14,808 | 31,308 | 46,984 | 61,924 155,024
Overseas 209 209 185 185

Total 110,405 | 164,173 | 194,107 | 226,372 | 695,057 |106,824 |157,803 193,034 | 223,198 680,858
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THE DIGITAL FRAMEWORK

The phenomenal increase in the online complaints (i.e. online + Mobile App + ICR) depicts the public
trust in the prompt disposal of complaints, which
has become possible, inter-alia, through IT
management. The wuse of technology has
augmented efficient processing of receipt,
registration and disposal of complaints resulting in
around 30% increase in online complaints.

The phenomenal increase in the online
complaints (i.e. online+ Mobile App + ICR)
depicts the public trust in the prompt disposal
of complaints.

In essence, the function of the Federal Ombudsman is to provide speedy and free of cost relief to the
citizens, which is only possible through a prompt and efficient processing of complaints and their
disposal. Complaint Management Information System (CMIS), an elaborate mechanism for complaint
handling, has been put in place to provide online activity and digital processing of the complaints
throughout WMS. Its step-wise working is as follows:-

p DIGITALIZATION OF COMPLAINT HANDLING PROCESS
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Figure 2: Complaint Handling System (1)

Digitalization and regular enhancement of digital processes is a continuous activity. The
consolidation of state-of-the-art technology in CMIS and its integration with the federal agencies has
been tested, and it has proved its strength and utility through the unprecedented increase in the
receipt and redressal of complaints during 2024. The integration of mobile apps, such as Skype,
WhatsApp, video calling, etc. with CMIS has further The integration of mobile apps, such as Skype,

eased the process of redressal of complaints. It has WhatsApp, video calling, etc. with CMIS has
enabled the public to approach WMS conveniently ' L

and without cost. It has also enabled the federal
agencies to redress 17,555 complaints, at their
level, using Integrated Complaint Resolution (ICR) mechanism.

further eased the process of redressal of
complaints.

The existing Complaint Management Information System (CMIS) allows a complainant to file a
complaint against maladministration online using the direct link to CMIS, provided on the website of
the Wafaqi Mohtasib’s Secretariat as well as those of most of the Ministries/Divisions, their Attached
Departments and Corporations/Companies etc. Written complaints received are also scanned and
registered individually on the CMIS, which has a strong monitoring mechanism that keeps track of the
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complaints at every stage, i.e. registration, hearing, investigation, appraisal of Findings and approval
thereof; and finally dispatch of Findings to the complainant and the concerned agency.

Scope and Strength of CMIS

The new era of technology embedded with artificial intelligence is increasingly gaining the trust of Public
due to its accuracy, transparency, promptness and ease of usage. Wafaqi Mohtasib Secretariat (WMS)
always remain prepared to avail the benefits of technology which adds value to the system including:

e Data flow application

* Digital record keeping of the complaints

e Standardized and institutionalized processes

* Clear boundary of each process, no grey areas in the process
e Strong Monitoring and Evaluation Dashboard

* Online complaint registration through the website, mobile application, Integrated Complaint
Resolution (ICR) mechanism

* Provides manual registration of a complaint received by hand, fax or by mail
* 35 modules of CMIS to handle the different processes of the complaint during disposal
* The latest CMIS version 24.9 was launched on December 25, 2024

e Modernized CMIS has proved to be a robust and essential tool, which eased the processes
with speed and efficiency

* CMIS sends SMS messages to the complainant on his/her mobile about the status of
complaint

* Mobile App provides the online access to the Findings in the complaint.

e The new module for representation against the Ombudsman’s Findings has further
strengthened and eased the redressal process of complaint by integrating the President’s
Secretariat with CMIS of the Wafaqi Mohtasib’s Secretariat (WMS).

Every process and activity on each complaint is integrated, which automatically processes the steps
taken by each section at different stages. For this reason, status of the complaints remains updated
in CMIS to meet the timelines. WMS ensures fast track communication at both ends, i.e. complainant
and agency, to keep them informed about the status of the complaint at every stage of investigation.
This information is also available for the complainants on the WMS website whereas agency remains
informed via CMIS. The Complaint Management Information System ensures fast and paperless
communication, which has been introduced by providing direct linkage with the agencies, through
linkage of their interfaces to CMIS.

Il. Operational Precision and Integration

The Operational Precision and Integration has strengthened the operational capacity. This
synchronization of the system also distinctly serves to monitor important initiatives taken recently. Its
main features are as under:

i. Complaints at Mohtasib is a module for all Federal Government Ministries/Divisions, their
attached departments, autonomous bodies, corporations, boards, authorities and
organizations, established anywhere in Pakistan, to see and open complaints, which have
been received by the Wafaqi Mohtasib against the federal agencies. This module provides
access to 212 federal government agencies
on the decisions (Findings) of the Wafaqi
Mohtasib from 1998 onwards. The agencies
can also access the relevant complaints in

This module has also provided paperless
communication with the agencies, which save
resources in terms of time and money.
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the module at various stages i.e. Registration, Investigation, Hearing, Implementation, Review
etc. This module has also provided paperless communication with the agencies, which save
resources in terms of time and money.

ii. Instant Complaint Resolution is a CMIS module developed for the federal agencies

by this Office for their Internal Complaint Resolution of complaints, lodged at the
agency level. All Federal Government Ministries/Divisions, their attached departments,
autonomous bodies, corporations, boards, authorities and organizations, established
anywhere in Pakistan, have been linked with CMIS for real time access, processing and
redressal of complaints.

iii. Integration with the President’s Secretariat: For dealing with the cases of representations,

a new Representation Module of CMIS has been developed to integrate the President’s
Secretariat with the WMS for paperless communication. The President’s Secretariat has been
provided a user name and password to access the Complaint Management Information
System (CMIS) of the WMS. The President’s Secretariat can make use of integrated CMIS for:

getting access and download, if necessary, the complaint, Agency’s Report, Rejoinder,
Findings, Review Petitions and Revised Findings etc. from CMIS for the purpose of processing
the representation;

generating the hearing notice to the parties and SMS alert at each stage of processing of
representation;

uploading the decision of the Honourable President on CMIS for implementation by WMS

iv. Integrated Complaint Resolution (ICR) Mechanism: Integrated Complaint Resolution

(ICR) is a process in which complaints pending for more than 30 days at the agency level are
transferred to the Wafaqi Mohtasib’s Secretariat from the agency’s system of complaint
resolution. This integration is provided for two complaints systems i) by Wafaqi Mohtasib and

Complainamt Wafaqi Mohtasib i
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Figure 3: Scope/ linkages of CMIS.
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ii) developed internally by the agency. Till date, 134,467 complaints have been transferred to
the Wafaqi Mohtasib for their redressal using ICR. 212 agencies have so far been linked with
ICR. In the second (System -System) integration, Pakistan Post, SSGCL, EOBI, and Power
Information Technology Company (PITC) have developed an in-house internal system for
complaint resolution, which has been integrated with CMIS of the Office of the Wafaqi
Mohtasib. Moreover, HEC, AIOU, CDNS, SNGPL, NADRA, and Pakistan Citizen Portal are in the
process of system-system integration.

v. Outreach Complaint Resolution Mechanism (OCR): The Wafaqi Mohtasib’s Secretariat
besides its Head Office, 18 Regional Offices and 5 Complaints Collection Centers are availing
Outreach Complaint Resolution Mechanism (OCR). The services of complaints resolution are
extended to tehsils level by using CMIS.

vi. Informal Resolution of Disputes (IRD): The Informal Resolution of Dispute (IRD) process in
complaint handling process of the WMS has been devised and developed in CMIS. The
processing of complaints in IRD module of CMIS was launched in April, 2022 and user
guidelines were circulated accordingly.

vii. Introduction of Online Implementation Process: A new online process for implementation
was initiated whose highlights are as follows:

* The Agency can submit online implementation/compliance report with its attachment
(Implementation Letter) in CMIS to the concerned implementation section or officer using the
“Submit Implementation Compliance” Interface.

* Online implementation module has replaced the manual record eliminating chances of
human error.

* CMIS generated list contains all the information regarding the complaint, complaint number,
type of finding, complainant’s name, implementation date, days, compliance submission date etc.

ONLINE IMPLEMENTATION PROCESS FLOW

Impbermard

Figure 4: Online Implementation Process Flow
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* It provides exact pendency of the implementation to the HWM

e Duplication of work has been removed

* |t has enhanced the performance and the speed of the Implementation Wing

* Implementation Wing can attach the supporting documents along with complaints.

viii. Other Initiatives: CMIS facility is also extended on pro bono basis to Federal Tax
Ombudsman and Federal Ombudsman for Protection against Harassment of Women at
Workplace and Ombudsmen of the provinces of Punjab and Khyber Pakhtunkhwa.

11l. Effective Decision Making

The use of IT Management and Operational Integration is contributing to efficient processing of
complaints at every stage. The timely decision making and optimum utilization of resources owes its
credibility to the availability of reliable and verifiable data. The effective decision making is the result
of proper analysis provided by the latest technology and operational precision in WMS.

2. Extended Sharing of CMIS with others
CMIS provides a virtual office for each user independent of the other.

e All Federal and Provincial Ombudsmen Offices are inter-connected through CMIS, which
broadens the scope and effectiveness of the service across the length and breadth of the
country. The expertise of WMS is shared with the Offices of:

* Human Right Cell (The Supreme Court of Pakistan)
* Federal Service Tribunal of Pakistan
* Oil and Gas Regulatory Authority (OGRA)
* Federal and Provincial Ombudsmen Offices
3. The Way Forward

The digitalization of the complaint handling of WMS demands continuous upgradation and use of
latest technologies for its sustained growth and viability. CMIS is now accessible with its more aligned
services on Mobile App throughout Pakistan. It has also provided the connectivity to 212 federal
agencies to respond digitally. CMIS of WMS is sending SMS messages to complainants regarding the
registration, admissibility, hearings and disposal of complaints using the short code 9100/8055. The
integration of CVAS in CMIS will improve the SMS delivery even on port-in mobile numbers. The
consolidation of the latest computer technology in the form of new servers will define the new level of
CMIS in future. The government is committed to redressing the public complaints in the shortest
possible time. The citizens can directly approach the Prime Minister, through Prime Minister’s Citizen
Portal, and report their grievances. This portal is connected with all government organizations, both
at the federal and provincial levels and serves as
carrier of complaints to the respective offices.
Wafaqi Mohtasib’s CMIS can meaningfully assist in
this venture and it can easily be integrated with the
Prime Minister's Citizen Portal. The WMS is
continuously advancing toward a paperless environment with sustained digitalization and integration
of its portal with other federal agencies.

This portal is connected with all government
organizations, both at the federal and
provincial levels and serves as carrier of
complaints to the respective offices.
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CHAPTER 13

ORGANIZATION AND MANAGEMENT

The year 2024 recorded the highest ever receipt of 226,372 complaints marking an increase of 105% as
compared to 110,405 complaints received when the present incumbent took office of Wafaqi Mohtasib
in 2021. Evidently, this impressive increase necessitates a rise in the institution's core functions such as
investigation, appraisal, implementation, coordination and other ancillary services. Resultantly, there is an
increasing demand for more human resources and training, equipment, furniture/fixtures, more building
space and of course enhanced financial resources. In this backdrop, management has to take necessary
measures to cope with such challenges.

Wafaqi Mohtasib Secretariat started its long journey in 1983 with registration of 7,812 complaints.
The institution commenced its operations with a head office situated in Islamabad and four regional
offices in provincial capitals - Karachi, Lahore, Peshawar and Quetta. Because of extraordinary
increase in its workload during the last forty one years, this Office has undergone substantial
expansion as it has so far established 18 Regional Offices (ROs) across the country, supplemented by
five Complaints Collection Centers (CCCs) in far flung areas, all overseen from its headquarters in
Islamabad. Thus, this expansion was due to increasing number of complaints from these areas and
to facilitate the public at large at their doorsteps.

In addition to the above, the Wafaqi Mohtasib resolves disputes informally between citizens and
federal government departments/agencies, providing relief to aggrieved citizens in terms of powers
vested under Article 33 of President’s Order No.1 of 1983. Additional human, physical and financial
resources are also required for performing such functions aimed at providing relief to the common
citizens.

The Administration Wing of Wafaqi Mohtasib Secretariat is mandated to deal with ‘Human Resource
Management’, ‘General Administration’, ‘Budget and Accounts’, ‘Internal and External Audit’ and
‘Information Technology (IT)" Sections. To address increasing demand of human resource, amidst
limited financial budget, the Wafaqi Mohtasib's Office implemented judicious austerity measures and
cost-effective policies. Under the Hon’ble Wafaqi Mohtasib's guidance, administrative initiatives were
introduced in all spheres to ensure that the institution's growth remains sustainable and its services
to the public remain uninterrupted with efficacy. Main initiatives undertaken in this regard are
mentioned hereunder:

A. Extending Services to the Masses

The Wafaqi Mohtasib Office adopts a meticulous approach while deciding matters relating to
establishment of new regional offices, carefully weighing the costs and benefits of each entity. This

strategic expansion has resulted in a calibrated growth of the institution's geographic presence. A Head
Office and eight (O8) Regional Offices were opened between 1983 - 2000, one (01) Regjonal
Office in 2014, three (03) in 2016, one (01) Regional Office and two (02) Complaint Collection
Centers in 2020, one (01) Regional Office in 2021, three (03) Regional Offices and two (02)
Complaint Collection Centers/Complaint Collection Desks in 2022. It was followed by opening
of one Regional Office at Muzaffarabad, AJK and a Complaint Collection Centre at
Gilgit-Baltistan in 2024. Figure-1 below portrays the geographical spread and calibrated
growth of Regional Offices/Complaints Collection Centers along with the year of
establishment.
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Figure-|
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B. Optimum Utilization of Resources

Effective utilization of resources is crucial to achieving the institution's objectives. A key aspect
of this is establishing a skilled and dedicated workforce that supports the institution's mandate.
The organizational structure/ organogram of the Wafaqi Mohtasib Secretariat, illustrated in
Figure-Il, outlines various Wings and Sections, ensuring a streamlined and efficient work-flow.

Figure-ll
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C. Recruitment

e Appointments on Regular Basis

An advertisement entailing 102 posts was published in press on 25.08.2024 for appointment
of officers/officials on regular basis at WMS, Head Office, Islamabad and its Regional Offices.
The process of recruitment is at an advanced stage and is expected to be finalized in February,
2025. This will help in fulfilling the demand for human resources from various offices including
the regional offices leading to qualitative change in the work in various fields.

e Opportunities Provided to Interns of Various Institutions

A Memorandum of Understanding (MoU) was signed between Ministry of Planning,
Development and Special Initiatives, Prime Minister's “Ba-lkhtiyar Naujwan Internship Programme”
with Wafaqi Mohtasib Secretariat on 07.03.2024 for placement of interns at the disposal of
this Secretariat. Accordingly, in the first phase the services of two interns were placed at the
disposal of this Secretariat by the Ministry of Planning, Development and Special Initiatives,
Prime Minister’'s “Ba-lkhtiyar Naujwan Programme” (BNIP), in April 2024 at Regional Office,
Lahore and Multan for a period of six (06) months.

i. The National Defence University (NDU), Islamabad, requested internship slots for BS and

M.Phil students during summer vacations 2024 (July-August) and forwarded a list of twenty
(20) students. Students of NDU were called for interview before the committee headed by the
Secretary, WMS, on 27.06.2024. As a result, (05) students were recommended by the
Committee for internship on honorary basis. The posting schedule of interns at all main
sections was also disseminated whereby an orientation/introduction session about the
functioning was conducted and presentations were also given on the working of the
Management Information System (MIS), Administration and Accounts sections by the officers
of this Secretariat. The interns were also posted in Registration, Investigation, Appraisal and
Implementation Wings and performance reports were also sought from their respective
officers. Upon successful completion of internship, 04 interns were awarded experience
certificates.

¢ Appointments of Officers/Staff on Contract Basis

The following appointments of Officers/ Ministerial staff equivalent to BS-01 to 22 were made
during 2024 on contract basis under Article 20 of P.O. No. 1 of 1983:

S. No. Station Total S. No. Station Total
i Head Office 22 Xii. R.O. Abbottabad 02
ii. R.O. Lahore 10 Xiii. R.O. Swat 03
iii. R.O. Gujranwala 01 Xiv. R.O. Mirpurkhas 02
iv. R.O. Faisalabad 02 XV. R.O. Multan 03
V. R.0. Bahawalpur 03 XVi. R.O. Quetta 03
Vi. R.O. Karachi 05 XVil. R.O. Kharan 01
Vii. R.O. Hyderabad 05 xviii. | R.O. Khuzdar 06

viii. R.O. Sukkur 04 XiX. R.O. Sargodha 06
. Complaint Collection
iX. R.O. Peshawar 01 XX. Centre, Sibbi 01
x. | RO.D.. Khan 01 xi, | complaint Collection 01
Centre, Loralai
. " Complaint Collection
Xi. R.O. AJK 06 XXii. Centre, GB 01
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¢ Promotion

Promotion of various cadres of officers/ officials in BS 1 to 19 were carried out in accordance with
Wafaqi Mohtasib (Ombudsman) Officers Service Rules, 2022. Selection and Promotion Committees
considered the cases of eligible officers/ministerial staff in various meetings accordingly
recommended 44 cases of staff members (non-gazetted) and 11 gazetted officers for their elevation.
Moreover, 13 Private Secretaries (BS-17) were granted timescale BS-18 and 6 Private Secretaries
(BS-18) were granted timescale BS-19 with nomenclature as Senior Private Secretaries (BS-19) after
completion of requisite service. Thus, amendment in Rules of the organization have positively
impacted the promotion prospects of employees especially in lower cadres.

¢ Regular Evaluation of Contract Employees

Performance of employees appointed under Article 20 of P.O. No. 1 of 1983 is evaluated on regular
basis against multiple parameters such as integrity, performance, professionalism, etc. at the time of
renewal of their contracts. Contracts of only those who perform their duties and discharge
responsibilities as per prescribed standards are renewed/extended. Thus, contractual employees
share the workload of this institution and also improve their skills which benefits this Secretariat and
others in case they switch to other organizations.

D. General Administration

In addition to regular activities of General Administration, numerous other related activities were
carried out during the year for creating better, healthier and safer environment for the personnel
working in the Secretariat through direct intervention as well as on receiving feedback both from the
general public and the agencies and the complainants / visitors. Following is the list of some
important initiatives and welfare measures taken:

i. Establishment/Operationalization of New Regional Offices/Complaint Collection Centres

In the recent past, a significant increase in the scope of activities and number of Complaints
against various Federal Government Agencies prompted the Wafaqi Mohtasib Secretariat to
enhance its outreach for provision of speedy and inexpensive relief at the door-steps of the
people in different parts of the country. Consequently, a new Regional Office was established in
2024 at Muzaffarabad, Azad Jammu and Kashmir. Besides, keeping in view the grievances of
the people of Gilgit Baltistan, Complaint Collection Centre has also been established at Gilgit
Baltistan. These offices have been equipped with latest office equipment/furniture/fixtures.

ii. Facilitation Centers / Special Assistance to the Elderly

The Wafaqi Mohtasib
Secretariat, Islamabad has two
Facilitation Centers functioning
one at the entry gate of WMS
building (Constitution Avenue)
and the other on the rear gate
(Ataturk Avenue) with
dedicated staff to facilitate
complainants. These centers
are equipped with the latest
office equipment / furniture /
fixtures and dedicated staff
who extend special assistance
to the elderly and the aged
complainants visiting the WMS.
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iii. Day Care Centre

Ensuring a conducive work environment for its
employees is crucial for any organization and to
keep up their morale is equally important.
Recognizing the genuine requirements of
female employees with infant children, a Day
care Centre facility is available in the building of §
WMS, Islamabad. The facilities at Wafaqi
Mohtasib Secretariat have been upgraded/
improved with more cleanliness / hygienic
environment encouraging mothers to make best use of the Day Care Centre. To look after the
children of female staff, Aya has also been deputed.

iv. Cafeteria

For facilitation of complainants / visitors and staff of the office a cafeteria is operating at WMS,
Islamabad. To ensure better food quality, services and cleanliness and to provide clean and
healthy environment to visitors / complainants as well as WMS staff, a Canteen Committee has
been tasked to monitor the operations/standard of Canteen on regular basis.

v. Help line 1055 and 1056

Help line 1055 was acquired for filing of complaints and general queries of the public and 1056
is dedicated for children’s complaints. Dedicated staff to guide / facilitate Complainants /
visitors from Pakistan / abroad has been deputed.

vi. ATM Facility

National Bank of Pakistan (NBP) is a state owned bank and has one of the largest ATM network
in Pakistan. It has installed their ATM in the premises of WMS on the request of this Secretariat
due to large number of Government employees and also to facilitate complainants/visitors for
drawl of their salaries/pension. The ATM services have been enhanced through improved 1 link
connectivity and availability of cash 24/7.

vii. Speech and Naat Khawani Competition

A “Naat Khawani” and “Speech competition” on the topic of Seerat-un-Nabi was organized on
27.09.2024 in the Mosque of WMS, Head Office, Islamabad. Employees from BS-01 to BS-17
of the Secretariat participated in the contest. The Hon’ble Tax Ombudsman was Chief Guest on
the occasion. A ceremony for prize distribution in this regard was held in the Federal Tax
Ombudsman Secretariat to encourage the winners which was attended by Chairman, “National
Rahmatul-lil-Alameen Wa Khatamun Nabiyyin Authority”.

viii. Medical Camp

To facilitate staff of WMS and complainants / visitors, a medical camp was arranged in the
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premises of this Secretariat to diagnose general ailments including ophthalmic issues.
Subsequently, free of cost medicines were provided to the patients.

ix. Security Arrangements

Requisite arrangements are available for the safety and security of the visitors/complainants
and staff members in the Wafaqi Mohtasib Secretariat. Detailed security SOPs have been
developed and followed which include personnel deployment, access control, supervision
mechanism, response in case of emergency, CCTV monitoring and Inspection of Security
Gadgets, etc. Security committee meetings are held regularly to review the security related
issues including inspection of security registers maintained by security personnel.

E. Internal / External Audit

To keep check and balance on the activities of the organization, an elaborate mechanism of Internal
Audit is implemented in the Wafaqi Mohtasib Secretariat, Islamabad and its Regional Offices. This
involves periodic and critical analysis of the functions of an organization for the purpose of bringing
improvements. It is aimed at assisting management in discharging its responsibilities in an effective
manner. Follow up after a period of time is being done to ensure that recommendations have been
implemented and improved operating efficiency. Thus, good governance is ensured through visits of
the internal audit teams to the Regional Offices and compliance of the canons of financial discipline
and monetary prudence in the light of external audit observations.

External audit of Wafaqi Mohtasib Secretariat for the financial years 2022-23 and 2023-24 was
conducted by an audit team of the Directorate General Audit (Federal Government) during the month
of July, 2024. The replies of the audit observations were submitted within the suggested time limit.
The DAC on the audit observation of the Head Office and Regional Offices of the previous years was
held on 06.03.2024 and settled almost all the paras. The DAC on the Appropriation Accounts for the
financial years 2021-22 and 2022-23 held on 06.03.2024, accepted the clarification of the Wafaqi
Mohtasib Secretariat regarding nominal excess/saving and recommended the Appropriation
Accounts for settlement.

F. Budget Allocation

For realization of the organization’s goals, sustainability of its operations is imperative which in turn
rests on smooth release of funds. Allocated financial resources for Financial Year 2023-24 were
released in time which were optimally utilized by WMS for carrying out its operations at the Head
office and its Regional offices by adopting strict financial discipline in line with the Government’s
austerity drive.

The Indicative Budget Ceiling (IBC) of this Secretariat including its 18 Regional Offices located at
Lahore, Karachi, Peshawar, Quetta, Faisalabad, Multan, Sukkur, D.l.Khan, Hyderabad, Abbottabad,
Bahawalpur, Gujranwala, Sargodha, Swat, Mirpurkhas, Khuzdar and Kharan was Rs.1250.195
million for the financial year 2023-24. Out of the total budget, Rs.1247.491 million (99.7%) were
utilized by observing austerity measures. It was a performance based budget. Funds were spent by
adopting a comprehensive fiscal plan. All the heads of expenditure were overseen by the Wafaqi
Mohtasib himself on monthly basis during the year to ensure the financial discipline in letter and
spirit. As a result, all the expenses incurred at Head Office as well as Regional Offices were in line with
the directions of the Federal Government issued from time to time during the financial year.

It is useful to have a plain look at the previous five years (2019-20 to 2023-24) data of annual
budgetary allocation and actual expenditure of Wafaqi Mohtasib Secretariat. The table below
manifests that there has been consistent increase in the allocated budget during last five years i.e.
2019-20 to 2023-24 at varying percentages.
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Budget/ Expenditure of the WMS (FY: 2019-20 to 2023-24)

Financial Year Budget Allocated (In Rs.) | Actual Expenditure (In Rs.)
2019-20 711,808,000 710,151,197
2020-21 790,787,000 790,191,518
2021-22 837,000,000 834,942,463
2022-23 943,000,000* 936,670,112
2023-24 1250,195,000 1247,690,861

* 5% cut was imposed by the Finance Division on Non-ERE Budget amounting to

Rs.7,155,853 in FY 2022-23.

These statistics clearly manifest the Government’s unflinching commitment to the mandate/cause of
the Office of Wafaqgi Mohtasib as well as its profound trust in the steady performance of this
institution. Likewise, it is evident from these figures that the WMS is fully complying with the
professional standards evolved over the years for use of public funds.
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ASIAN OMBUDSMAN ASSOCIATION (AOA) AND
OTHER INTERNATIONAL BODIES
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International Ombudsman Institute (101)

Globally, the role of Ombudsman institutions is to protect the people against human rights violations,
abuse of authority, administrative excesses and maladministration. These play an increasingly
important role in improving the quality of governance by holding administration accountable to the
public. The establishment of the International Ombudsman Institute (IOl), in 1978 (Alberta, Canada)
was a watershed in the history of ombudsmanship. This arrangement became the precursor of similar
bodies in some other regions of the world including the Asian region. Today, the |0l has 218 members
across the world, organized into six regional groups.

The objectives of the I0Ol, as per Article 2 of its Bye-Laws, is to contribute to:
e respect for human rights and fundamental freedoms,
* adherence to the rule of law,
* effective democracy,
e administrative justice and procedural fairness in public organizations,
* improving public services,
e open and accountable government, and

e access to justice for all; by promoting the concept and institution of ombudsman and
encouraging its development throughout the world.

It is worth mentioning that the institution of Wafaqi Mohtasib (Ombudsman) Pakistan soon after its
establishment became member of the International Ombudsman Institute (I0I) in April, 1984. The
Hon’ble Wafaqi Mohtasib was first elected as member of the Board of Directors in 1993 and
maintained his position as Director till 2020. A Mid-Term meeting of the Board of Directors of 10l was
held on 15-16 April, 2013 in Vienna, Austria where the then Mohtasib, Mr. M. Salman Faruqui was
unanimously elected as the Regional President of International Ombudsman Institute (I0l) for Asia.
Provincial Ombudsman Sindh and the Provincial Ombudsman Sindh for the Protection against
Harassment of Women at the Workplace has held the positions of Director 101 till late 2023.

Regional arrangements of Ombudsman institutions in Europe, Australia and Pacific, Latin America
and Africa were already in place when the most populous Asian Region conceived of similar
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arrangement for Asia. In 1995, during the 10I's Board of Directors meeting, it was agreed that Asia
would also organize a regional body of its Ombudsman’s institutions.

Making of an Asian Ombuds Fraternity

Accordingly, Pakistan in consultation with the like-minded countries, convened the First Asian
Ombudsman Conference in April 1996 at Islamabad. It was a major event as about 40 delegates from
Asia attended the first Conference and founded the Asian Ombudsman Association (AOA) on 16 April
1996. The Bye-Laws were adopted during the third Asian Ombudsman Conference held in May 1998
at Macau. The Association’s Code of Conduct of Business was adopted during the 7th General
Assembly Meeting on 24 May 2002 at Beijing.

In recognition of Pakistan’s significant contribution and valuable services for the cause of
ombudsmanship, the Permanent Secretariat of AOA was established within the premises of the
Federal Ombudsman Secretariat at Islamabad. Wafaqgi Mohtasib (Ombudsman) was elected as the
first President of AOA and has held the position subsequently.

Today, the AOA has emerged as a 47-member strong organization comprising major countries in the
Asian region. It is a major non-political, independent, democratic and professional body of
international character representing more than two
thirds of the world population. The AOA draws its
strength from the professional credentials of its
members through sharing of knowledge, experiences
and best practices. The platform provided by AOA’s
periodic meetings and interactions serves as an important avenue for catalyzing the role of
Ombudsmanship in Asia.

The Wafaqgi Mohtasib Pakistan, Mr. Ejaz Ahmad Qureshi is the current President of the AOA. The Board
of Directors comprises the President, the Vice President, the Secretary, the Treasurer and five other
members elected by the General Assembly for a term of four years. The composition of the current
Board of Directors is as follows:

AOA is a 47-member strong non-political,
democratic and professional body of
international character representing more
than 2/3rds of the world population.

Sr.No Position Name Institution Country
1 President Mr. Ejaz Ahmad Qureshi | Federal Ombudsman Pakistan
Vice . . Commissioner for Human ,
2 President Ms. Sabina Aliyeva Rights Azerbaijan
3 Secretary Mr. Chan Jick-chi, Jack The Ombudsman Hong Kong
4 Treasurer Mr. Justice Dr. President, General Iran
Zabihullah Khodaeian Inspection Organization
Vice Chairman, National
5 Member Mr. FU Kui Commission of China

Supervision of China (NCS)
Director General,
6 Member Mr. Sugawara Nozomu Administrative Evaluation Japan
Bureau (AEB)
Vice Chairperson, Anti-

7 Member Mr. PARK Jong-Min Corruption & Civil Rights Korea
Commission (ACRC)
8 Member Mr. Mehmet AKARCA The Chief Ombudsman Turkiye
Mrs. Saburskaya Sariya | The Commissioner for Human
9 Member |\ harisovna Rights (CHR) Tatarstan

74



ASIAN OMBUDSMAN ASSOCIATION AND OTHER INTERNATIONAL BODIES

AOA Goals and Objectives

In terms of Article 4 of the Bye-Laws, the Association is an independent, non-political, democratic and
professional body. Its major objectives include:

a) To promote the concepts of Ombudsmanship and to encourage its development in Asia.

b) To develop professionalism in the discharge of the functions of an Ombudsman.

)

)
c¢) To encourage and support study and research regarding the institution of Ombudsman.
d) To sponsor training and educational programmes for the institutions of Ombudsman in the region.
)

e) To provide scholarships, fellowships, grants and other types of financial support to individuals
for study relating to the institution of the Ombudsman.

f) To collect, store and disseminate information and research data about the institution of
Ombudsman.

g) To facilitate exchange of information and experiences among the Ombudsman in the region.

h)To plan, arrange and supervise periodic conferences of the Ombudsmen of the Asian
countries/regions.

i) To undertake such other matters necessary to further the above objectives of the Association.

The Ombudsman fraternity witnessed another important development when Pakistan took the
initiative of promoting Ombudsmanship in the Muslim world from the platform of the Organization of
Islamic Conference (OIC). The OIC Ombudsman Association (OICOA) was formed in 2014. It is headed
by the Chief Ombudsman of Turkiye, while the The 0IC Ombudsman Association (OICOA) was
Federal Tax Ombudsman of Pakistan is the Secretary formed in 2014. It is headed by Chief
General of the Association. The OICOA has immense Ombudsman of Turkiye, while the Federal Tax
potential to emerge as an important representative Ombudsman Pakistan is the Secretary General.
body of the Ummah. The preamble of the OIC Charter

and Articles 1(14) and 2(7) provide for the member states to uphold and promote at the national and
the international levels good governance, democracy, human rights and the rule of law. These
provisions are fully shared by other ombuds bodies and govern the conduct and scope of the work of
this body.

Ombudsmanship and the Contemporary Challenges

Ombudsmanship is being practiced and pursued across the globe as an effective mechanism for the
promotion and protection of human rights, good governance and the rule of law. Addressing issues of
maladministration and protection of human rights
is linked with good governance and at the heart of it
lies accountability and justice. Given the
development challenges of the 21st century, good
governance and public sector performance have
acquired an important dimension. The UN Development Agenda 2030’s aspiration is to “Leave No
One Behind” in the development processes, which makes efficient service delivery and good
administration important pre-requisites. The AOA, on its part, remains committed to promoting
conducive environment for good governance through professionalism and Ombudsmanship. As the
journey towards the attainment of this vision proceeds, AOA’'s membership continues to expand
contributing to the Association’s envisaged goals.

The AOA remains committed to promoting
conducive environment for good governance
through professionalism and
Ombudsmanship.

It's a matter of great satisfaction that within a short span of time, the Asian Ombudsman Association
has acquired a sound international character with its outreach extending beyond Asia. The AOA
member institutions have so far organized 17 international conferences on the sidelines of the AOA
General Assembly meetings, which are held every two years. It has gradually developed its
institutional strength and features that are essential for the promotion of mutual cooperation and
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realization of its goals and objectives.

The Association’s operations are governed and guided by the Association’s Bye-Laws and the Code of
Conduct of Business. The increase in membership
from original 18 to now 47 is accompanied by
expansion in activities encompassing seminars and
meetings on themes of professional interest. Six out
of nine objectives, it may be added, relate to
promotion of professionalism. This underscores the importance of greater sharing of experiences and
best practices.

The increase in membership is accompanied
by expansion in activities encompassing
periodic conferences, seminars and meetings
on themes of professional interest.

AOA’s Bonding with Sister Organizations

The International Ombudsman Institution (IOI), the Asian Ombudsman Association (AOA), the OIC
Ombudsman Association (OICOA) and the Forum of Pakistan Ombudsman (FPO) share common
aspirations. This global fraternity symbolizes hope and inspiration for many. This fact is also reflected
in terms of its goals and objectives as well as the overlapping membership of these bodies. Pakistan’s
active assoplatlon W'th the Yvork of I_OI’ AOA, FPO Pakistan’s active association with the work of
and OICOA is a reflectlop of its commitment ’Fo 'Fhe 101, AOA, FPO and OICOA is a reflection of its
cause of ombudsmanship as a means to achieving
the ultimate goals of good governance, the rule of
law and fundamental freedoms. It continues to
make efforts for promoting the core values of Ombudsmanship for realization of these mutually
advantageous goals and common aspirations. These bodies constitute a global fraternity striving to
achieve the ultimate goals of good governance through improving service delivery of government
agencies, respect for the rule of law and expeditious relief to the aggrieved citizens.

commitment to the cause of
ombudsmanship.

As a mark of solidarity, distinguished AOA Members from Azerbaijan, Turkiye and Indonesia called on the President of
the Asian Ombudsman Association at the AOA Secretariat, Islamabad. (30.1.2024)

UNGA Resolution 79/177 and AOA’s Quest for International Cooperation

The United Nations General Assembly Resolution No.A/RES/79/177 of 17 December 2024,
acknowledges the important role that the Ombudsman and mediator institutions can play in the
promotion and protection of human rights and fundamental freedoms, promoting good governance
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and respect for the rule of law. It duly stresses the importance of international cooperation between
ombudsman offices and recognizes the role played by regional and international associations in
promoting cooperation and sharing of best practices. The said Resolution recoghizes the AOA
amongst the active regional ombudsman bodies.

It is pertinent to mention that the Wafaqi Mohtasib Pakistan and current President AOA,
Mr. Ejaz Ahmad Qureshi highlighted the same theme in the 25th Annual meeting of the Board of

.-‘;‘_ a
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The Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi presiding over the meeting of BoD of Asian Ombudsman Association at Istanbul (28.06.2024)

Directors held in Istanbul (Republic of Turkiye) in June 2024. Addressing the meeting, he said that
Ombudsman institutions constitute a global fraternity, which can play a very effective role in
improving the quality of life for the common man through better governance. He also emphasized the
need for greater sharing of experiences and best practices to the mutual advantage of all
stakeholders.

Addressing the International Ombudsman Summit on 03 December, 2024 in Hong Kong, he observed
that the world bodies like the UN also recognized the importance of Ombudsman institutions in
strengthening democracy and rule of law. He emphasized that efficient service delivery, good and
responsive administration constitute essential features of the Sustainable Development Goals

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi addressing the International Ombudsman Summit - 2024 as Keynote Speaker on
the eve of 35" anniversary of the establishment of the office of Ombudsman in Hong Kong (3-12-2024)
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(SDGs) as espoused by the UN.
AOA Activities: Emphasis on Sharing of Knowledge/ Experiences

The Wafaqgi Mohtasib Secretariat in cooperation with the AOA Secretariat organized a host of activities
during 2024. The theme of these activities were in line with Article 4(2) of the AOA Bye Laws which
provide for sharing of information and promoting professionalism in the discharge of ombudsman
functions. These events included the following;:

i. Visit to the AOA Secretariat, Islamabad by esteemed Commissioner for Human Rights (Azerbaijan),
Chairman, The Ombudsman of Indonesia and the Chief Ombudsman of Turkiye (30.1.2024).

ii. Webinar on Protection Against Harassment of Women at the Workplace (27 March, 2024).
It was attended by 77 participants.

iii. Webinar on Building Public Awareness: An Essential Feature of Ombudsmanship (15 May,
2024). 72 participants attended.

iv. Study visit of the delegation of Senior Officers from the General Secretariat of Ombudsperson
of Bahrain (28 Sep - 04 October, 2024 )

v. Webinar on Addressing Maladministration in the Insurance Industry: An Ombudsman’s
Perspective (29 October, 2024). It was attended by 143 participants.

vi.AOA (online) meeting on Business and Human Rights (16 December, 2024). Attended by
75 participants.

A group of officers from the General Secretariat of the Ombudsperson of Bahrain being briefed on the working of AOA
by the Executive Secretary of the Asian Ombudsman Association (AOA). (11.9.2024)

The AOA Secretariat is issuing a monthly e-Newsletter since June 2018 for exchange of information
and professional interest and best practices, which has proved to be a very useful forum for mutual
cooperation. In addition training sessions, seminars and webinars are being held on specific subjects
having a bearing on the work of the member institutions. The upgradation of the AOA Resource Centre
is being actively pursued by the AOA Secretariat, which would serve as a store house of information,
research, training, sharing of experiences and promotion of professionalism. It amply demonstrates
its commitment to the cause of ombudsmanship and augurs well for the future.
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Mohtasib sends teams to
passport offices for inspection
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Ombudsman orders filling of
353 vacancies in Polyclinic
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Iz, of exeperionces and best practice: 1o th minu-
&l mhvatagn of ail stakehofders, “The coamanly
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thie Such eochanges amnag e O lnmil-
e wauld kead 1o ferther refining and stream-
lindzy the sputimns aed procedeces for addrimzing
mal-admielsrracian, buregperathe boldeperhs
it SyFtinike Baues. Be thanked the Board of Di-
rectars [Bel] S sxpereasing conlhdanos sl mist
|n Pakistan’y caniribution in premoking the ause
ol Ombidenanship o nhalies e slimate ohjse
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Pakistan Observer
5 Dec. 2024

Mohtasib to ~ This was stated by Ao PR AR LA T
;:Ille WE]l_{'aqld Mohtasib,
ensure good jaz  Ahmad Cureshi e
; ity i e ZEETASE i
governance key-note speaker at the i B it o
International  Ombuds- f}i;fﬁ-;gm oy
Starr Revorter man Summit 2024 on the s e Mt
eve of 35th Annlversary P Kl i e e
Administrative ac.  of establishment of the e ikt G et
{_ﬂuutahu“}r is vital for office ﬂf Dmbudsrﬂan in ATl AL S g{l-d.' e
ensuring the rule of law, L"““ﬁs Kong, Chl':r':ﬁ tfﬂﬁjd ji?ﬂj: f»::::ﬁ;
,;md Ve nid MeSsage rece re et e R T
protection of human Tom Hong Kong on L i
Wednesday. A B AN b

n‘shrs. which are con-
sidered essential for any
successful  democratic
system.
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Federal Ombudsman vows to address
public grievances in Attock

REAREOMDOI

AXILAT Officlsls of ihe
Federnl Al hidsran
Barpmarial g Thur hsiid
an apen coeri i Ak ok where
prbrow of ooegliiminis oodgesd
BiF griFTanres ERinE vATl
iy lulenl  greernmanl-red
insiliuiio=a.

bt 1 Federal
Opfuidsman Blapsos Sikandar
Fauka direcsl fedemal gevarn:
meni FaEiiies so resnbve puhlic
pruhlsmy e Ny amd frans.
parently, warning sy mis-

mieapenesi,  bribery, anid
molpEeciices Bidia
Comsultani m yhe  Advjr
K halsd Hial
wan silan prasani im thi 52
niziL

ThuFl g (e e conrt, pek-
iie Bied enmpisisks agalnst
ur ks st iloos, [nclodlog
PFesipory (fflce, Bal Rarthoos
Oss Plpalimss, Wapda, Madre,
Barmzir incoma Fro-
gram (N} and vitar gavars-

MEnt rrpE s inng.

People won bad mms frmn
disforem arena ledped thule

minin

mﬂ?ju Mubureiad Babilii &
matire of ] Dalilinieg
A pieed ThE advisar thal
Tarpe mumbsr of ol aonid g
cormpunien il Lot wrk |y
I iolsll Baind diid Piedfighes
For' the: Jst many yeans, s
Ing Bifllpns of regees of podil
hm « idmgl, ovifidng T
the walier of Hoe peapks aml
lava ol Ehe AR
Cadair somplaibed that Mudri
Conlur bod Diar slilZoed oF &
new lnchileg ardy Mros thie
Xy oz ursoreeseee [
e people, Al Ralyg eom:
plained 18 poopls were nog
g ing Their pesporss an
nhe givan debe, Muay e
pamgle incloding lslies lodgsd
1hely compiaince shomi  che
|z refaind i loowc, BNGETL
and RIRI~

M P assacod vs resolee
eomplainis ralared Do pass
parE. NADHA, SHEIM. ol

BIEP o i grlooiy basks,

Spaaleleg s -thls Grcaskin,
Hariain Sikandas Pasba bas
said thin Else pirpose of bold-
LA opom caums B W Tedreas
ph grioremncas ol the people =
Ak d e mlugs,

Flin sl ehiis whlbe finening
o rh prsvanees i ihe red-
oy of Annck agalas dstar-
Wil faderml  dorsminsi
gopartmums In Feeah Elull
Auitsck on Thearsilay,

The arlviser lssned a0 ihe
§En direcrees = che e
ceraed nlfficess Ior the redims:
gal of rhe arieveses whils
bt o Sew cergedn s b said
that the  cracaroel d -
maaris will bs semrmned sl
fha o will he resslved as
pur i gilicy within fiziy
dirys

He smphaslscd that womn-
ml-;‘nl. nre pestdpnl withio §0
withmn  ame Fses ar
whiegis, ameauraging the puah.
lie an inilise the npam coond
Facllity o Focs (Selr ayoes
ant crRncerTin.

The Frontier Post

Tusaday, Decomber 17, 2024 |
e —

Mohtasib advocates for Human
ngllts In economic development

EF. Repore

inrhmuhg nctivities :I: II:% nlu.:l hnlimﬂh#v;d aclivilios
: ’ o humes ard comemunite Ichiel abwni
I‘:"E..il'ﬁ ABAD: Wafag Mihiasib,  suid that the United Mations . TI:H ‘ n:';r::* :l::rmnmu-nL i
M T
kmﬁhummmm - dive sinedard Tos nui; 4] um:tasﬂ-ll 1!1';:4'..?-. I'lll.'.lﬂll-l'l'il:u.-!E
turaly for all clizens s lve keir mal mininration mnd abuses rasull- preide for aclivites simed nr shar.
lives |m dignity ord honor, ing frein By business activities, ing of informatsan and peomn

He was in thigg @m anline
meating on Eusnr_u amd Huwman
Hi mzed from the plaelerm
of &  Asian  Ombodsman
Associoiion (AR Bn cooperation
weith the Commissioner of Human
Rights in Azurbaijan, here soday,

Addressing mecling  as
President of the 47-member sirosg
Asian Dmibudsran Assocision, Me
Gureihi - underlined ke growing

2 further odded kel Pakisan
remaing sammiled n

the fights and irmerests of
holders in bumess il incdiysiry.
“The poople s 1he biggeil ke -
holders and ﬂulr?himl;m
musl ba prolecied”, hg

Hee sl called upen Dhe bussssis and
imdustirish sireles Rl b bods

thetr Corporade

Baspomshilily (CRR), while enmy- Mornoos
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Interpol team

briefedon

efforts to curb
cybercrime

By Iftikhar A- Khan

ISLAMABAD: An Interpol keam was given a
_mmmummummw&h
the Faderal Ombudsman Secretariat on
mummmmmu,mm

st

aampaigrs.
w;ﬂmm
hm}mm apprisad of h%

The tsam commended the aboris
miacie for the wollars of ¢ am‘u

o aurb eybarcrimes against
ﬁhmnmuﬁmq

e o ot .
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PHOTO GALLERY

Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi calling on the President Mr. Asif Ali Zardari at Aiwan-e-Sadr,Islambad (25.03.2024)
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PHOTO GALLERY

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi addressing a Webinar on Protection against Harassment of Women at the Workplace.
Federal Ombudsperson for Protection against Harassment Ms. Fauzia Vigar is also seen in the picture. (Islamabad 27.03.2024)

e ————— TR ]

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi,attending a Webinar on “Addressing Maladministration in the Insurance Industry - An
Ombudsman’s Perspective”, held at the Wafaqgi Mohtasib Secretariat, Islamabad. The Insurance Ombudsman Mr. Mumtaz Ali Shah is
also seen in the picture. (29.10.2024)
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PHOTO GALLERY PHOTO GALLERY

Banking Mohtasib Pakistan, Mr. Sirajuddin Aziz, presenting a shield to Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi on the eve of the
Organization’s Annual Conference held in Karachi. (31.08.2024)

Wafaqi Mohtasib, Mr.Ejaz Ahmad Qureshi presenting a shield to the Provincial Ombudsman Baluchistan, Mr. Nazar Muhammad Baloch
who called on him in Islamabad. (06.03.2024)

103



PHOTO GALLERY

The Director General, National Institute of Management (NIM) presenting a shield to the Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi on
the eve of Certificate Distribution Ceremony at NIM. (Islamabad, 25.10.2024)

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi, presenting a shield to Mr. Afzal Latif, the outgoing Secretary, WMS,
on his superannuation. (27- 12.2024)
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PHOTO GALLERY

Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi inaugurating the extension block at the Regional office, Sargodha (18.12.24)

b g .

-

Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi addressing an online meeting on Business and Human Rights in Islamabad (16.12.2024)
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PHOTO GALLERY

A delegation of the Islamabad Chamber of Commerce and Industry (ICCI) calling on Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi in
Islamabad. (29.01.2024)

Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi presenting a set of official publications to Mr. Aftab H. Khokhar, Asstt. Secretary General of
the Organization of Islamic Cooperation (OIC), Jeddah, who called on him at WMS (6.6.2024)
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PHOTO GALLERY

Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi alongwith AOA delegations calling on the Governor Istanbul. (28.06.2024)

ASIAN OMBUDSMAN ASSOCIATION [ADA)
25th ANNUAL MEETING OF T \RD OF DIRECTORS
28 June 2024 .
Istanbul; Republic of Torkiys

[ =

Wafagi Mohtasib and President AOA, Mr. Ejaz Ahmad Qureshi with the members of Board of Directors of AOA on the eve of 25" meeting
of the BoD at Istanbul (Turkiye) - (28.06.2024)
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yLernat innal Ombudsman Summic 2024

Wafaqgi Mohtasib and President, Asian Ombudsman Association (AOA), Mr. Ejaz Ahmad Qureshi, with the participants of the International
Ombudsman Summit 2024 held in Hong Kong. (03.12.2024)

Wafaqi Mohtasib and the President of Asian Ombudsman Association, Mr. Ejaz Ahmad Qureshi with Mr. Chan Jick-chi, Jack the
Ombudsman of Hong Kong on the eve of International Ombudsman Summit (I0S) held in Hong Kong. (03.12.2024)
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REGIONAL OFFICES

Advisor Incharge, Mr. Rashid Ahmad listening to the complainants Incharge R.O Bahawalpur Dr. Muhammad Zahid listening to the
at Abbottabad (13.11.2024) complainants at his office(02.07.2024)

Advisor Incharge, Mr. Sang-e-Marjan at Khuli Katcheri Advisor Incharge Mr. Shahid Hussain Gillani inspecting NADRA
at D.I. Khan (17.10.2024) Office at Faisalabad (5.7.2024)

e 1' [ h :
BES.. TR LN
Regional Head Raja Karamatullah addressing an awareness Advisor Incharge Mian Muhammad Shafi listening to the
session at Gilgit-Baltistan. (15.11.2024 complainants at Gujranwala. (16.10.2024)

! [ —
Advisor Incharge Dr. Rizwan Ahmad talking to an official of the Regional Incharge, Syed Anwar Haider receiving complaints at Khuli
Regional Passport Office at Hyderabad. (14.5.2024). Katcheri, Karachi (17.10.2024)
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REGIONAL OFFICES

Regional Head Shahzada Allauddian listening to public complaints
at Kharan (10.8.2024)

Regional Incharge Mr. Abdul Hameed Razi listening to public A view of meeting between Regional Head Mr. Muhammad Arif and
complaints at Lahore (15.12.2024) representatives of HESCO at Mirpur Khas (05.11.2024)

Regional Head Mr. Mansoor Qadir Dar conducting Khuli Katcheri at
Muzaffarabad (23.12.24)

Regional Head Mr. Muhammad Mushtaq Jadoon conducting a The Incharge WMs Regional Office Quetta, Mr. Ghulam Sarwar
hearing at Peshawar (6.11.24) Brohi conducting a hearing in his office (21.11.2024)
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REGIONAL OFFICES PHOTO

Dy. Advisor Mr. Bakhtiar Gul receiving complaints at Sadda Regional Incharge Mr. Mushtag Ahmad Awan conducting hearing at
(21.11.2024) Sargodha (5.11.2024)

A view of meeting with complainants at Sibi (28.3.2024) Regional Head Syed Mahmood Ali Shah listening to the
complainants at Sukkur (8.5.2024)

A view of the public hearing being conducted at Regional Office, A view of public hearing at the Complaint Collection Centre, WANA
Swat (11.10.2024) (24.12.2024)

A view of awareness lecture at Govt. Boys School, Lora Lai (24.12.2024)
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SELECTED FINDINGS

WMSONL/TETI
Page i i3

J

ORI MAN

WAFAQI MOHTASIE (OMBUDSMAN)S SECRETARIAT

i nmuplsing Mo,
[2ate of Hegistration

Mome & Address of  the

o lainani

Mome of  the Aponcy
Complaimed Apaknsd

MNamc of the
i ifikcer

Swhject of Complaini

Imvestignfimg

FINDINGS

WSOMNL 7454024
L (]

ME. FAIBA BIBI RN MEW SHAKRIAL HIGHWAY

MEAR  PARAIMSE  SHADI HALL KURL R
ISLAMABALL
MATIOMAL DATARARE & REGISTRATHN

AUTHORITY (MADERA)

EYED  ASIF  SHaH,
ISLAMARAD.
REQUEST FOR REMOVAL OF DAL CNIC WETTICLT
FEES

SEWICR  ADVISOR.  H.OL

m_];’“" Report called frem 500000,
i it S )
Wumber & Dates of Flearing éf m:bcr:lgﬁimzﬂ. BAS204 & 4772024
mh;:: Dispatch of Drall . oo
THE COMPLAINT

It complainani, s, Zaiba Babi, filed the insiant complaing against the Agency Lo
Batioesl Omstose & Fegistration Autharily, lslemabsd. @ating therein that ke Apency hm
impased e of B 100000 unjusly on sccount of dual CHIC s She requests the mervention of
Walligi Maohiasib.

RESPOMNSE BY THE AGENCY

2 The Agency reposted thar e complainant has two CHECs, oo lsting ber fother's pame
s Mr. Hashir Mesil aned the other [siieg her hushand”s ranse as Me. Zuolfigar Mosih As 2 result, a
sysiemn gemeraied Fineg of Ba 1A bas become due For daplicate CMEC cleprance

POINTS AT ISSUE
1 W'z the coenplaives extickad 1o the refiel sought?
HEARING PROCEEDIMN:S
4. Fingl hearing wns held en 4772024, the complainnn wns spoken to onher cell numiber

while the Apency’s rep Mr. Mubammaod Usenen Halder, Deputy Director. NADRA. Head Quaner,
Isismsabad, wis presend For the heanng and be reilerated the stance of the Apency.
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WRHLEONL | Ta5 T
PageIofd

FINTH NS
. % Serutiny of the recond and discussion with the panties revealed (hat the coanplainant bad
been issmsed CMIC with the name of her fatber My, Bashir Masih, which was changed afier her
marage 1y the name of lser husband Mr. Zulfigar Masih. However, in HaDRA's recand, it wis not
camcellid o removed till date, |t was the responsibility of Agency 1o correct this eror, and the 17
CNIC should Bave been cancelled by NADREA, Hence, mal-adminismation o the part of the
Apereey snder Ardicle 2 (2] of President Order Mo | of 1983 is evident.

RECOMMENDATIONS FOR IMPLEMENTATION|

6. [n wiew of ilbe gbove, ihis complaint 8 peospied onder Repulntion 23 (4) ol Wafagi
Mobtssib (Envestigation and Disposal of Complaints) Regulation 1l:|1j and he Agency is
recomenendied b redrsss grievance of the complainant without claimang firte R, 140, UK.

T Comglimee of the above recommenidalives may be intimated within 30 days of neeetp of
copy of these Findings or reasand for non-complisnce miy bé ingimated i terms of Article 1142} af
President’s Opder Mo | af 1983,

i The party apgrieved of the Findiegs may opt either 10 flle a review petitsmn before the
Ombaadsman O 2 representation befisre the President of Pakistan within 30 days of receips of such
Finditgs, This period of limitstion shall be reckeaed from the date of necsipt of the Findings by the
parties. If the option of review petifion is exercised by the aggrieved party and the Findings arc
upleld, fhe apgrieved party shall be bamed to file a representation befiome (b President

N 2.

{EJAZ AHMAD QURESHI)
WAFADL MOHTASTE (OMBUTHMAN)
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WAFACH MOHTASIB (OMBUDSMAND'S SECRETARIAT

E FINDI
Complaant Mo, i WE-CRWOOne| 6524
Mate of Reglseration ; 1702304
Manie & Address of the Complainand SR MUHAMMAT HASHEIN AMIMN 520

MUHAMMAD 540 R MOHIALLAN

POSTAL COLONY, QAUID E AZAM ROAD.

SIALKOT CANTT. CELL Ml DEU25132762
Numie of the Agemey complained agsinit:  PAKISTAN POST OFFICE DEFARTMENT

Nome & Deskgaation of tho Tnvestigusing:  MIAN MIUHAMMAD SHAFL ADVISOR,

Crifieer! Station WS, HEGHINAL OFFICE, GUIRANWALA
Biriel Sulsjeel i MAL-ADMINIETHATHIN O0F THE FPD
Drate whom W sskiod for report from 0T A.2024
Agency
Prate of Receipt of Agensy™s Foport 42024
in WhIS
Mumbser & Dabeiah of Hearlng|s) i Mumbber: 013

Datis: 14032024, 2032024 and 04,042
reame & Desigration of e Agener's bir. Riwan Ullah, Mesager., S anEnONED
Bepressmative wha ailended the POy, Sinkot i i
heanagis) « 1§ a3
Diate of dispateh of Db Findings «

T L aManan

The eorplainumi alleged mat-sdminiaraion on the part of the Pakistan Fest Oifice. e
sied that be spplied i the post of Postal Clork, Hils 1o was conducied on 194122023 m
Esaminmion Cemtre, Punjab Usivarsiy Gmid Awam Campas, [ahore under Bedl b, LEIRIC:
12270, He passed written test. He got 84 marks oui of 100 in wnberview and was placed af Serial No,
6 im list ol ssoeesiul candidoes. Ofer beier was ksseed o him on 0208 2003, He go medical
certificme from Allamg lgbal Heopital. Sialkot as per direction in offer letser. The Apency ke him
ot Bopes aad did nol ollow him in jon the duly. The Apiricy appetasad the condidates upso Serial
o, 11 e the complmmant wes denied so join ther duty, He prsved the Wales Miobiasib
Seundari tharl the Agemey be diresied 19 peleess his prisvance.

1. The Agency vide s letter dated 4.04,2024 reported thal as per mecriiinem palicy
meentionod in sdvetiemenes for recruitmest, o siedadons hmang domicile of Salka Disrd ws
eligible for appointent s Pasisl Clerk GPO Ssalkol whereas the comphainiet had domdcile of
Marnwal [Hstret a5 per his opplicetion form so be was not eligible for the s in Sialkes Disinic,
i, b was ol gpeliged. The appoimiment kit ssued 1o complainant may be covsidenad =
Vil

1 Hizarings were ik at chis Cffice to resolve the issus, The repeesemative oDihe Apency ond
ihe complainmt were present ‘The Agency's repremniative relteraied the stance which |l een
narmmed i para-1 abova,

3, {an perusal of record and ofter demiled discsssca, il bad been obsorved that the

|_-|:|lp|:-||||l.lll l:|:||:||i|:'d fior the poal ol Posied Clerk in Sialkol Dsveisn aerdl ol for Saelkeol DRl s
mentioned in his spplication bemmg Mo 1167 doted 70824007 He clearly mentioned his mkires
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ol Distigl Memwal. He appesned In written examination hedd in Letore. After peesing the wrisen
test, he wies enlled for intenview ped ot B4 mesks cut of L), He was selevind and offer leier was
issucd #o him with the direcion of pet medicl certificate from Allama dghal Hoepotal, Sialkor, He
underaent medical sxmevination and secened riedeal certficabe, When Be wisted the office o the
AL, Slkad, be naws ot sllowed 1o join dhe dity an the grooed that his domicile was of disirict
rearewal It b noweveortin that in paes § of de offer lener, & ie clearly mentsonsd thad ihe candidaie
was likely 1o be appoinied anywhers In his hasic pay scake within jurisdiction of Ceniml Punjab
Cirche of The Post Cfice Deparmment. The complainan prodeced writen dain reganling present
position of vicanckes in which 9 posts of Postll Cherk are vocant in the office of Divisonnl
Superintenden, Foaal Services Sialkot The compleisant whe qanlifisd for the post of Postal Clerk
forr Sinlloce Diivision, cin be secommodeted i the sheant posts of Posial Cledd in dhe office of the
Drivigionsl Superimerndest Postal Services, Silkot

3, Furthesmnre, even if it is secepiad thet the complaimn was nod eligitde fior the sem in
Sialknt District why e ams called for esviaendew in the fiest place and kept on falso hope, o
allowing the complaingm o join duty afler (ssyance of cffer of appoiniment and bis medal
wxamiEmion tanmmoums o glaring maladminisirases on the pan of the Apomcy,

& I vhew nf the ghove, the ease s refermsd to Poimesier General Central Punjaby, Lahore to
Ireolk i this memier s resabve the issiue in he Right of tae posilion st abeve withan 3 duys of
the receipt of Tindings ked peport complEune,
T [he case i, therefore, chsed in tems of Begdation 23{11z) of g Wifogi Mobtasib
[Investigation and Disposad of Complalms) Reyulations, 2013,
el f/
P—
(EJAL AHMAD QURESHI)
WAFADQ mrrﬁg MBUDSEMAN}
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SELECTED FINDINGS
Page 1 of 3
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FRTHEL

WAFADI MOHTASIE (OMBUDSMAN)S SECRETARIAT

FINDINGS
emplaiat No D DIEa0asaE, DECOMEMNI 24, DIK 0007124, HKAA0ET I
[rate of Regsdt ration U9, A

O Nr MUMAMMAD S0HAIL S0 MUHAMMAD JAMIL. B0 GALLIBORARNG

St N At ol S0/ sl ol " WALL MOHALLAH DEEWAN SAHIB, DLKHAN
wgme of (e Agency compluined agadesi ' Staie Lile Isuranoe Corporation OF Pakissand 511 CP),Kanchi
Wame & Dresignation of e [Fvestigating Officer, | Ard Khan Kuodi, Investigation ©Meer, 0. D | Bim
Halion Sasg-e=-Murjan Adviser, B 01 Khan
Ariel Suhject b DELAY IN PAYMENT OF MATURITY CLAIMS
(gt when 10 askial Fer report from Agemey Po2-0E-0d
Dste of Beeelpt of Agemey™s report m WHS v IE-e 200

il Mumber; 1}
Sumber & Dutes of Hearing

&} Deagen: 1800202, O2-05-2004 & 07-05-2004

Mir, Javed Briam, Tonal Head, SLEC Koot

Flr. Kleawar Marghob Bhett, Zonal Hesd (Takahil) S5LIC 0, Khan
Mir. Seend Bhutis, Legal Consulinnt, SLIC DU.Khan

vt mnd Designation of the Agency™s
Tepresentifive who stbended fhe hearbeg

#hether the compainant nteaded the bearing? = Yea
Jgde of Dralt Findings: 27052004
THE COMPLAINT

The compdninant, filed four (04} similar subject complamis aganst e Agency - State Life
Irssrance Corporation of Pakiston {SLICP) wherein, he alleged its mal-administration for delsy in
-J‘: payvment of Maturity cloims agninst his policy Mos, 5062046007, S0G204503=4, S06204305-4 &
S06103333-10. He sated that he had purchased ihe above-mentioned podicies from Senior Sales
Manager (Mr, Muesh Adad) of SLIC, D Khan on the fenn of 10 vears plainfeach). He floriber
stated that upon maturity of his policies in 2023, when he claimed the moturity amount of his
palicles at cash coumter SLIC DULEhan, he was |sformed that amsaunt of installments have mot
been deposited and Fake receipts were issoed fo him, Hence, he requested for mbervention of this
Becrefonial for redressal of his grievances.
BEPORT OF THE ACENCY
' The Ageney reporied ihai the Zonal Head, SLIC D1 Ehan sppoimed bMr. Gulissan Elsan,
Manager Marketing, &5 an ingquiry Oficer s conduct a thorough investigation in the matter, Mr.
Cliston Khan has diligently corried ot the inguiry and hns submiised an inguiry report. Formal
proceedings hove been Initiased based oo the findings of the Inguiry eepoe. As, M. Mujeeb Asad
is pot a permanent sabarled employes but 3 commission-bged agent, s commission and ather
benefits have been temporarnily suspended, Additonally, the matier is being mised io the Principal
Offiee about the situntion for further disciplinary action as deemed necessary,
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COMPLAINANT'S REJOINDER
3, The complainant did not submit any rejolnder ond relied upon the contents of his

crmiplmns.
POINTS AT ISSUE
4. Whether the complaints filed by the complainant merit eonsideratbon under Fresident Order
1 of 19837
CEEDIN

5. On the daied of final hearing, the parties were peesent and beard. The compliinaiil
contended that he had paid the complete amoant of premiums against his policies within stipalated
time: period. However, at the time of maturily claims, be came to know fhat the amoant was
embezzled by the Agency's Officer namely Mr. Asad Mujesh,and other bandlers as all the receipts
given to him of cash couster were fake. Henee, be requested for recovery of the amount of maturity
claime from SLIC. He next contended that the aetion s not only caused financial harm 1o him
but b also eroded his trust in the integrity of the imswrance corparatson snd 1is representatives.
O the other hand, repecsentatives of the Apency pleaded the case in bight of the above-mentioned
Ageney’s report and staved that an inguiry has already been conducted in the matter and the Senbor
= Sakes Manager admitted nll the allegutions leveled against him. The case is also refenrad o SLIC
Hezad (Tice Karachi For guidence aisd action against the culprit. Perusal of record and argaments
pdvanced during hearing revealed ihai the depost wi-asenst of policies was mode by the
complainant in good faith parsuant to ogreements with Agency and s the mearity date For the
palicles ks been resched, the Agency is bound do pay the full ansount of maturity cloims in
sccardance with the terms and corditions callined in the spreements of polickes. The Corparation
i5 reaponsible for the actions of its Senior Sales Mmager. As, the principle of vicarious liability
halds thet an institatdon can be held legally responsible for the wrongful aets or emissions of it
represenintivesagents when these acte ocvur within the premises of the mstittion ard witlin the
seope of their employmient, This kxgol dectring recognizes that instituticns benefit from the actions
of their representatives’agents and should, therelore, bear the wssocinted risks and Liabilities
whether it's & case of negligence, fraud, or misconduet,
&, A5 sequel to the foregoing discussion, #l G5 bedd that oot of delaying in releass of matarity
claims nmpant against policies of complaimnnd is arbitrmry & unjustified. Hence, the Agency has
committed mnl-administmtion in ferme of Asticle. 22} of President Order Mo, 1 of 1983,
Consequenily, these complaints are pecepied under Regulaiion 2M4) of Wafagi Mohtssih
(vestigation and Disposal of Complaings) Regubstiona, 2003,
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Page 3of 3
LI BGEETOEY L AT

RE M

T In view of the above focts & circumsiances, the Agency & hereby advised to provide
sppropeinte relief o the complainant is accoedance with s Agescy”s policy and Furnish mmp{-iu-ltl: report
s his Secretaris within thry (301 dava of the receips of the Fmdings of ressons far not daing 52 in 1emms
of Asticle 11(2) of Preshdont Cnder Mo, | of 1983,

B The party aggrieved of the Findings may opt cither to file a review peition before the

(hmbudsman OR o representation before the President within 30 days of reezipt of such Findings,

This period of limitation shall be reckoned from the dae of receipt of Findings by the parties. If

the apticn of review petition is exercised by the aggrieved party and the Findings are uphehd, the
J" agarieved party shall be barred 1o file @ representation before the President.

e
(EJAZ AHMAD QURESHI)
WAFAQI MOHTASIB (OMBUDSMAN)
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WAFA MOITASIH (O MALDSY ANY'S SECRETARLAT

Camplaing Mi

Dk ol Registrabes

Mome & Address of the
Conndainee

Mursr of the spesecy
ceamiphained ogains

M o Dl prestion of 1he
Investigming OHlicer. Smibom

Irief Suhbjeci
e whis 10 askad for regon

Froit Apdne
Dale of Recempm of Apeney's

[ I O Y I T

W A=A T THHIOT 302024

2400202

MEH. MITTHARMM AT TAHIF, RO HOUSE MO 170,
MO A LLAR SHETRH LAHOR] MEAR JaMLy MASID
SHEIKH LAHOR] JHAMG SA00KR,

PARISTAN RDMANCE FACTORY DEARD (POFH

MEL ADNAN AHMADCSENIOR INYESTIOATION
CIFFICER, HAk BSLAMARA

MELAY IN PAYMENT DF FENSION ANMDOTHER
SERVEE DUIES

O 0132004

18022004 mned 2801 2024 A ey learing datzh

repind an Wb
. ; 11 Wumbher: 01
'] ] '

Mt & Diates o Hearing By T 19 052004
ame and Dresignaton of the
Apeney 't Represenmarive who
igknded the bearing

Plr, Japushesd Hajwa, Ascemant Magager, POFB

THE COMPLAINT

The coargilainanm smied thay despre his son, M Muhaminosd Rewan Ulah’s demise dusing
service on A2 1005, the Ageney os ned pabd him ihe dies and oohes benefic: admissible wider
the Privee Ministes's Aesemance Package (PMAIT gl indead paod Bem Ba 09,0000 anly. The
womplainani hes requested this Office to dinect the Ageacy 1o redress his gricvance wiihost any
Turber dulay.
-2 T Agency, through its reponts clited 58,02, 23004 and 28,05, 34024, mibnmed ihe e '0F
Fmplivpzes Senvce Rules Including mermmment nades ane under govammmint's approvel. and thy
itestan| cse vl B considinsd mader PMAP upon approvnl of POF Senace ules.

COMPLAINANT'S REJQINDER

1. o wrimen rejinder v sebmized by the complainant
FOINT AT ISSUE

o, I5 therd. sy malndministrmtion by ihe Agency in noi allnwing the PMAF sine: Febminry,

2023 om the plen that T8 service ndes are under appronal by dee Covemme nf?

5, Heanigs were held which were attendad by both panies sho reiemesad thar sused sunee,
{ The represemiacnve of the Agency swled that the mules have bes pending approval singe 2019 in

e Meiany of Defoiee Production and dhen Cabings Divisan, He was askal i pivvide o sopy off

[imilt Rk along with the comependencs muide wiih #e concerned Minksides b talled w
L pronede the some.

FINDINGS ] 5
i, Aufter pereal of e recond oo discussion held. following coneluson were drawne

;|5 APR WA
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15 Peneal of the record revealed tharthe complaimant s son. Mr. Rizwan Ullah Tahir. died an
N34 2003 while serving esa UTH in the Agency (PLY 2178590 The Chmes PR
wide s betser el 132002023, whide conduling witli the Tamily of the deocmsod. asjunsd
td all the diees sdmnisdible under the Packoge will ke paild herceforfh. Hisever, nothing
wias done desprie o lapse nl more: thon one vear.

iy 1t was funbwr revenled that the Apency wos lisbls oo fulfil oll i financiol cbligstioes (or
ihe deccased fanwly, as it circolated vide i dooalar Mo, POF Mo | dated P Tapmary 2004
conviisg the “Rovision of Assistmcs Package for Fenalics ofF Genemmcn Emploveds
whis die in service” 1o all concemsd for fartber necesary sclion accondingly. The snd
imstrictsoes were basienlly a copy of the Establishmens Division"s O 2800720 3.2,
ozl 1,12.2004% an the sebfect Howeses, the agency did not comply with its own
comiulated insiFenions id (b insIee cass

i1 Om different goeres durmg the investigation ol the case, The Agenty’s represesiative Siled
1o produee gey policy specifie w s own packsge insuch coses. The anly option presemly
witli #he A percy wii e fully adlire 10 s PRIAI® sl By (e Essblisiaent Dividion
el il cingulated b the Mgy vl b (s all soncrmied depertments i menticnsd in
paca G411 1 above m ® keficr and spinit.

i} The plza ol ihe Apency Ual the complasmant’s case could mf;nﬂifﬂ POF Kubes, 2019
are still pending forappronal by the Govl. is pot acce pinble as the Agency hos no authoriy
el heen petnling the PALAP issued By che Estpbdishmen Diviscs Therefone,
declining the PMADN o the deccased emplover by the Agency hes no gl
anthonity sl ation.

7 Im view ol what has heen simed inodie proceding peeesgreph, moladministmeinn on te pan
al e Agierey (e wsinblishad a3 defingd in Amide 220 of PO, | ol 1993, Copsequenily, the

complaim is accepied under Begulntion 234 ) of 'Walog Mehtasib { Investigation ard Dizpozal of

Compleesssi Regulminns 2003, with the recomeeendation thar ghe Apency shall albow ol the
benedits of FRUAT 1o the Tetmly mensbsr of the dicersed henceloeth.

L] Complizmee be reported within 30 davs of the recept of hese Tindings or rersoss for md
donng =0 he infimated in lemis of Anicle | 112} of Presidem’s Order b | of 5835,

4, e party aggrieved of the Findings may. ope eiiher 10 {ide o review petilion befoer the
Cigpbwsd cnam OF o representation before the President within 30 duys of receipt of such Findinps
[his pericd of lintxaticn shall be reckoned from the daie of receipi ol the Findings by the parics.
1T ehe plon of review pesition s exercised by ihe aggreyed pany sl dhe Findings are gphekl
the apgrieved rarny shald e harmed tn (ke o repeese macsa belone ihe Fresideni.

L

(EJAE AHMAD QURFSHE)
WAFAQ MOHTASIE (MBU TMAN]
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WAk ACQE MOITASIB (OMEBUDEMAN ]S BECRETARIAT

REVISED FINDINGS
Compleire Mo WME-ATINTTR 24
Time nf Regismalion 003004
Mtz & Ackdress of the Wi, Beshesran wda Muhsvenad Ismuil Bio Flal Mo §05
Conyplainam Labour Cokny, Hattar Haripur
tame ol the Apency ; . . NN
voenp ek agales St Life Insumnce Compoesion OF Pakistan (SLECE,
lame & Degignation of Mubammad Adoan Khan, Assistant Adsisor, 1.0

the Investigating (ficer.,
Sxatfi

Abboltabad

lrieT St Mal-admamisiraison in Pedcy Clam

I anendsice £, Hamid, ALM, SLIC,

Pt of Findings = SBEIE g
Original Complaim L o T
Lhaie of Fegistration of - APPROVED '%_
Review Betition by 72052004 R i TN
Cinmplainant’A goacy & oA E
mr:& L ORI 204 % i5LaMABAD =
P & Diesagrmativn ol Justice (1) Mulammand Ris Khan, Senier ddvzsor
Diifteers processing ihe R Akhleg Hussain, Advisor.

Ravien Pelitinn

CGISTOF THE ORIGINAL FINMMNGSHECOMMENDATHING

bin. Hacheeran filad o comploin agains the Apersey ord suned that in 2116 kher hashand
parchased a Polkey sgaing which he paid fiogalrececs ol My 2002 aied died on 27-03-223, Aler death ol
Ve sl s comvrplininaed ieguested fee A gency B senlement of deatl eluim beef the laner did mol ke
any octloe. The Apeoey repaned that & per deail cenificaie issued by NADHA un 08035123, jhe
thevensed plicy holiler died bevpese of rnal Falbere and debers. Added that s per Medil
Smendun ™ Cenlficale (O labm - Foren- B he dezmsed polsy bedder dind ey of Dinhates T
which be was sulferimg bor the b=t |0 year= Boing an ombiguous claim investigation wns carried
o regnrdmg pre-insurance silmend and it ous revealed thm the deceased policy holder was palen
of diabetes. Thuring hearing procesdings. both parties reilerated thesr pegpeciive stamce. Afker perusal
al meenl. 10 wid obseraxd that epudistion of the somplainant’a chim wm awjust in lighi of
Judgement of the Labwore High Court in the cse tnled Siaie Lile Ensurance Carporation ol Pk isim
W5 Ragi-ur-Rehman (2000 CLD 166 Labare) wherein it bas been held dhat the patien of disteies
winild Aol be remed i a il disemse w e coraidered Tor de:livng 1he irsurance claim an death af
patient of sech disease. Accerdingly, the comphinl wis avcepiod amder Rogulntion 23 41 of
W albgi Meobizsib {Investigntica and Disposal of Complaims | FRegubitiors 3015 and ihe Agenoy was
recommended to expedilicosty reimburse the polive clion of te complainam™ huskand wathin 15
doys.

RE IRERLATION

P The Apency flked o wadew peritica and while Teitenting fis earlier sizrce added thal the
poedicy dor the sum aswred B 0000000 was issued an 17052008 undor Bee-Modical scheme
where the policy halder was bound & el the medical conditions while appfymg for palicy but e
soacgalid the matirial frets sepording the siofe of Bas healths a0 the proposal mage. Since these fseis
have niol been addressed. the Findizg= may be nevieand

124



SELECTED FINDINGS

W S-ATIFTTE 24
2

UEARING PROCEEDINGS

3 Hearing wa beld on 00072004 which was atended by both patses The mpresetative of
the Agency toak the stance that the comgplairam s shand was on old patent of disbetes bt he
coitceabed his such ablmem an ibe mme ol purchising de insurancs policy, thensione, the isomnae
claim afl his wife {complainant] was mighthy opsciated, The complainam was al thy vicw el her
Fsband Jved for abou U7 venrs after puochasing the isemee policy, therefare; dhe Agency has
wranghy declined ko pay insurance claim o her

BREYISED FINDINGS

4 The Agency's stnee was that the ieeed person wad patient of dabetes belore purncheang
the msumanee podicy and be concealed his such silmera @ dhe i of poschasiog the policy, This
stanee of the Apmey dos nol gt supper from e previins af seitim B ol s [smmse
Chrdinance 2000 vis-a-vis the Judpenvent of Lzhore [ligh Coant. Lahore in cose cited as 3009 CLD
166 Lahor

i. A per saczion 80 of dhe Insurance (rdinance, T 00 palicy af life swumnce shall be
calbed iy qpmenticnn by dnsurer on e grovsd af saemers mede n dae propossd for insuranse alter he
expiry of ban years from the date, it was effecisd More 5o, Hoa'ble Lahore High Conet, Lshiore bas
held that the diszmse of diabetes conld not be ireaied o fatl discase to be considesed for declining
e insurange clalm o death of patbeat of suds diseas, The relovamt cxicacl ol B Judgamsn of
Heon'He Lahore High Connt. Labore in the case captioned as State Life Irsumnce Corporstion ol
Pakizzan vs Bari-ur-Rehmen (MG CLID Tosh Lalore] 2 a3 fdloaws:

“Flea of Cowparmy thed o per meoBon coriifiooe proclaoed iy
e friend e atfenl ol Megwrdenviow  olnfines e
seifiney. . ool afoery of dnoired coslke’ e b calive’ e enoepien’
rerrers == Meywnir of penple funteg wacth arbeeniy b reeredning woey
carefal iy el [l rfave fved elther for decades or fomger than peaple
aed Runvbeg stch aiseaces -— Concealmen of smok diseeses conla rod b
devmed ar dore Foamlulemilp " The Agency war theer ol fooiified 1o
repanies dhe inswennee claon filed by the complaimant o rech @ ey
el

. In view of e above ooded lopal posicion. the weurnc claim cannol be nepudiaal on the
ground thun the insured person was a pabient of dinbetes.

b3 1M FLEMENTATICN

T For g rensons sated inthe prevaling paras 5 md G the reveew potition of du Agen .
bty withain subdiess. i rejeriad and (he Findings doied 10305, 2024 are upheld. Complance be

reported within 15 days of the neceipl of thise Revised Fladings i

(EJAE AHMAD GLRESHI)
WAFATH MOHTASIE (OMEUDSMAN)
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WAFADH MOHTASIE {OMBUDSMANS SECRETARIAT

il Conpaini by

i), Dhle ol Reglsration

i MName & Addresz of  fhe
Canpluinant

fviPame ol the  Apenoy

canripliamned against

vy Mamwe & Designetion of the

VIS E Ml s
WAS-TIW P/ 76724
172074

Ms. Naheed Akhtar Fio Tchsil & [Msimer Bahim Yar
K hur.

State Life Insurance Corporation of Pakistan (SLICT)
P Mhomiead daind Seemor fdvestiganian  Chficer

{inchorgel, WM Regfonel €flee Bahmwalpwr
Wl Administration o Fayment of Deaih Clabm
Mr. Sahnil Akmad, Deputy Maonager, SLECP Bshawalpai

Investizmting {MTicer, Slation
s B[ Saihgect
wiif En ateemlance :

iy Ihate of Findings in Ureginal 04,06 2024 { Dinte of Dispatch 26,06,2024)

Complaint
ixiDae  of  Registratim <o
Review  Tetiion by the 18072024
Ageney U ompdnirant 14 ALE ATk
, " . ar I, Numbec DI
sk Mumber & Dxwe of Heammy ¥ e 13,08, 2004

Bt Mebhawesrd Zohicd Nerdor fevesifmation Ciificer
lecharge), WIS Begiona! Cffive Bplunvalpar.

. Yagir Shobdis Wallk Oemnty Reglarar fovestigaing
Shffiver, WAL Regiomd ¢3ffice Bahawalpur

sl Momse & Designudon  of
offiers  processing  the - o
Review Peiirm

The compluinant. bearing CNIC ¥ 31304-3351557-8, staved that lsse Hassan Subhani, ilw degeased
hussbssd of the complainant, purchased an insurunee poliey through SLICH policy Mo S036932994, dicd on
111224527 after paying theee installments, She. being, nominee, requesicd. e and again, the coneerned
office of the Apeney Tor provision of death claim. bul to po avail. which was unstified and mak
sndmvinistrative e ghe pant of the Ageocy, o response, the Agoncy subeniied that the palicy wos issued on
308,271 a1 stendard  premium mies, also rewived on 1083021, a5 oo hislary ol any  choonic
sz il mend was disclased by the palicy boldenTite insured at the time of revival of palicy, The pirlicy
Tiskder divd on 11122022 1.0, 462 Yeors 10 months and |2 days afier issamnee of’ policy. Being an carly desth
claim afler revival, ingairy was coodusied, which revealed pri-revival ailmend Uhyrain Runsor™ non-desclasire
gl comeealmenis af focts on part of the rmlic_-rMI:m.-J{aud il clnim was mepudiaied By the competonl
amithwority, Perosl of record divelpes that the policies issuel vm 29,01 2020 at standard preniivm rases.
alsr revived on 3EOE221. g5 ne history of any chronie disssecfallivent was disclosed by Lhe policy
hehlen e lsured ol the tiee of revival of paticy. The pelley holder died on 11.12.2022, after 02 yeure. 10
months & 17 dave after issamor of pelicy and 15-moehs ond | l-days aller af revival of pulicy. The
| lsruble Lahore High Court vide Judgmers eited as PLS 2008 Lah, 461 has al=e held, "the drmmarce paticy
catrrand b carifeed T e dfeun e B el af melvrgpreTeniolion, fL Sanemend o s niiresson o erial
ficty ciffe e wears fraor the dwe e the policy war origimatly effected. The period twa years oven in
caver where the paliey way rewived and rerewed st from eriginnd dare of the pelicy in qaresrfon, * The
jaaliey hoslder died alver 112 VAN, W peihs & 12 ﬂ.a:,lp [reni ithe ﬁrjgi.lll.lj e o F"l"'d'liﬂ'-' =13 ["III!L!.' gl
Phrrctiore, repusdiation of degth claina on this dccesmi is wwarranied and unjust. Fusther, Section 80 of the
Insursnice Crdinance. 2000 provides that notwithstanding anything contained in Section 79, au palicy of Iife
Fsmenice wlirgied befre Hae cotimmencement owle of dre Cvabamoce il shioall apffier she expiry of e pears
e e comescacesment cime of tely Ovdinree ad ohe palicy o fie imapemace offecied afier G
camrmcn el dane sl affer e erpiry of fwe pears from te dote on wiich i war effected, bu calbsl in
iesstsn by @ inssrer on the ground that 3 steement ek je the propoesul fuem for insamnce or i anly fep
al' s meddienl aflioer, or referee, or (e of the palicy-holder. or in oay other document leading Lo the isue of
the pulicy, b5 insccurate or falue, unless the indurer shows that such glatement Wed on 2 materinl matler ur
cuppmessed Facts which it is saterial o disckase and that it is fremdulently made by the poficy bolder and that
the pelicy holder Kikows 81 the time of making it that the stetemen was fulse of thear iz suppressed lacts which
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it wirs materinl i dischose. Similarly, in case law reporied as See Life ncurance Covporation and athers F5
Mot Shwmile amd others (2003 CLDIT25) it has been laid down that tbe appellamts ance entered into the
comirnel afer fidly satisiving themaclves, kesping in view the provision of Scction 77 of the Insumnc
Ondinanee. 2000 read with Section 78 and sub-section (ZXal) of Section 79 on the sabject, the Agency
camren sepudiste or avoid the corimel after lopaz of ok han (12 venrs and thal goo aler (he death of deccased
palicy holder, As such the sald rejection tntamount o ialsdmninistrniion of part of the Ageney. as defined
wmiler Adticle 22) of 0.1 of 1983, Conseguently, the complaint was secepted under Regulsilon 23(4) of the
Widigi Mokinsih ¢ lpvestigation & Disposal of Complaints) Regulativn, 2013 ond the Agency wag lvized te
setibe b emtter and provide apprapeiste relier (o the complainant in sccordance with #s policy, progedure,
nubes il repulations within 30 days

bl ] TN

1 ihe Apency reguesiad for Review of the above Findings by reiterating its earlier stance and guoting

the: devisiens of the 1onBle Presiden in a number ol carlicr cascs in suppart of nepudiation of the claim, The
Ageney his invited atiention sowands the declamtion contaimed in the propasal for insurance under section T
ol Isugarse Ordingnoe 2000 spocilying (he the claim shall nod be pald iF mnieriad facts are concealed and no
zcload.

POMNT AT B55UE
1. W hether the Roview Petition il by the Agency Ls tenableT
HEARIMG PROCEEINNGS

4. A bearing was beld and Mr. Sobaal Akbtar, Deguty Manoger, SLICE Bahawalpur, the represeralive of
he Apency attended e bearing while the compdainam did not tum up, The representaive af the Agimey
slvineenl his orguments on the basis of his carler submissions 1aid in the repost of the Agency. Representative
af the Ageney Turther argeed that the insrance clain was based on o policy obtined throwsgh [rawd
misrepreseibation snd eoncedment of material s thenefire, it was righly repudiated by the Agency.

REVISED FININMGS

5 After careful seriiny aof e material on record and peuson sdvamesd by the representative of the
Wwency during hesfing of the Review Petbtion. it is evidem beyond any donbe thm no fresh ground o imuecrial
irregnlority has been pointed el either in the Review petition or duming: bsifing, which may warrant &ny
airrendenent, alteration, modifieation o recall of the recommendations already made. As such, the Revicw
Petitiom submitied by the Ageney merits o cosideration and is seeondingly rejected. Resultandy, the calicr
Fimdings, duted 8406 024, are upheld,

WAL REL “' 5 K A N

i lit view therood this Review Petition, filed by the Agency, is dismissed and the earlier Findings. daed

04, 20124, are upheled,

{EIAZ ANMAD QURESHI)
WAFAQL MOHTASIE (DMEUDSKAN)
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FINDINGS
Cauplaiat Nos T WMS-HORIEIVIE & 30 Oibers.
Dates ) of Reglstration Slemtianed Balow

Mame & Address of the Complainants)

Name of the Apney enmaplsined agninst

Mame & Dexignation of the Ievestigating -

hificer, Stwlion
Bried Swbjecl

Daie wihem B apked fer repart from

Ageney

Daic of Hecelpt of Agemca™s report in

WhHis
Number & Dite of Hearing

Namnie &nd Deslgustion of the Apmeney's
Heprosendntive vl atieoded 1he hearing

5r, Matbesh Hussalm & 3 (iber Complainasts
| Prtizulies Mentioned in Fam-1 Below).

1, Prkisters Poblic Woeks Depammeni ("FWID

2. Capial Theveloparent Authority (SCDAT); and
5. |skamohad Elecinc ML‘WW-DH"IEW‘]—
Shih Mahbash Alan, Advisor, H.O. [amabad,

reepbigenec off FW D & COA to Provide Water te
PWD Flats in Secior G102, Islamabad, and
Unpaid Eleetricity Conmection Arrears Agabest
Water Pamps, Resulting in I jiwst Discennection
of Edectricity by 1ESCE,

(] 11, 20028, 0204, 2024; 08.0:4.2028; (41042

V70 2024; 19.04.2024; 2206, 2024; 25,04 2024,
24,04, 224: 25.04.2024; 02.05.2024.

23.04.2024; 2004, 2024; 30.04.2074

i Mwm b 04
&) Dates: 23.04,2024; 30,04, 2024; 0EEE2004 &

B85, 2024;
L Mr. Tosswar Ahbas  Executive Engitiesr
(XEN], Elecwmival & Mechanical-Il (B&h-IT],

L Mr. Umair Ahmed Sub-Dhvisional Cfficer,
TESCE, Sector (-9, Eslamebad;
3. M. Muhammasd Aslam, Assistimd KEW, E&M-

WIRSTE . PWD, slnmabad;
& ,
g "PPROvess,
£ %
% = IL PWD, lslamebad;

Slamagay &

Name of the compl ainanfs) whae attended

ithe hearimg

Is ente n nominee of complabnang

attended the Bearing, histher nume

d. Mr S Mubamired, Sub-Assisiom, Bevenoe
[hepartment, CDA Islamabad
fir, Maikach Hicsaday b Misar Abhmed Panbwan
Pls, PabiBa Moeem B Asil AL Mr. Bhafm) Fanog!
M5, Sabren Mositc M Ohalam Majids Mie, Micizamn
Alj Shadiqei: Ms. Maverds fabsen; M M. Abdulioh
Chanrar, Bir. M, Fashid Aluer; Mr. Glmbn
Shabhir, Mr, Aleze U] Hag M Zeeshm; M Fazal
Relanan; and N, Mudassir Ul £eman

el

Fellmwing tharty-ose complilns wene filed by the complamants lsted bodow ngainst
theee Agencios: Pakistan Public Works Department {“PWD7), Capital Develapent
Authority (“CDA”), and [zlamabad Eleciric Supply Company (“1ESCO™) Al of the
following complaints have been consolidated snd s dispased of through a singhe Findings

as they imvedve same question of Fcts:

Thadis] ol
5 Mg -, Mls Plarme & Ak off e Coompla i mesic g aof frm——
Complaiss) Balish
By AL TIN-
IR, BEATLARODE HUSSARS. FLAT R |, BALR I'-‘I"I‘l:;ml
i RT3 el 1T STREET Mk, B8, BECTOIE G-I, =i
HLadanian Februiary. 2!
ME SAFLY BATTHIL WO MALTE 1ASAWLE
1 BETRIWIL  (HAEATN ALAT 0. LE BARK MR 1T STRER LM da-
SO 1R SECTOR Co i, 1S AMARLIE
RER, NS AR ARV A SE WL, PLAT M0 BE-E.
1 FHpRAT BLOCH Nk, AT, ETREET MOL 1 %1001 TG00, A du-
Bl AR AILAD
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AR AP AN ILLTANA F LA R0 ol RLAOEE
B i, S UHEE T MG 10 SETTOR, 1A
ELAMARAIF
Wi S BI LA S AEESL FLAT RO G, BLOEH ik
SEREET 80 |9 SECTOR U= 103 FSLARLNHAL
WS SEIAINIOA SaE P LT 0 44 BLOCK Wa.
B, STEFET KIL 1% 500 TR G0, [SLAMASAD,
ML ASIA HEAZ BLOCK Mo 16711 STREET B,
Bl SECTOR G-I0, 15LANATLAL
MR S A0 BSOS, BEOCK M, 1675,
STREET ML 10 S0 TOM L8 TELAMARA LD
AL ASIF ALk FEAT M0 3-8 MLAMTE Mk D6,
STREET WAk B8, SECTUR GRlRT, TR AM AL
SUE. WP LD FARDOHE, BLOC R S0 [T,
STHRET B 1 ST OG-0 AN AR AT
SWEDL SARELS MaSIH,

PAT B0 LF, BLCK %00 1T, STRET KIS 1%
SECITEL G T FEL MRS
SEEGGIIULADE ST
A RANEL HLSTALR, FLA T RO Jeb
ALK MOk 1T SEREET B0 10, SECTOR 61
51 ANAIAL
e Aok EEah ] ALT SR
FLATEAE N BLEHR S0 M G BT LARLRAN

ME PURAR A WA HIEER:,
STREET W 19, BN K RO 3000 FLAT HOS5
SECTOR G-1002 BLAALRATL

R A P LA CHANTATL
A& ITHER RIS T OF
BLOWC R MOL AN, CAT- 1y, SECTCR T
[EERTULE TR

MH. EJAZ ANED &7 OFHER BRESIHE S TS OF
BLAIC 10 & 30, TR Gl
151 mhmARAL

ME, LIS SEATINGT,
FLAT MO, BLEHK NCLES, 51 1 196 T
151 KLU RAT

VIR utiEas L AL
FLAT 80 LE BELOCK KO IR ST W 144802
IS BAD
LU BTN AL JITATLEY S
JROLESE Ry 3, PLOREK Sk, 22 CAT RE ST b 18
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NI EATIMUL KO H, ALARCK 33a CAT I 6-193
[LERILEY P
NI, A IF AHEAS NI M) 1D F FLAT WS
STREET M0 18101 BLAMGRAL.

M NAINA HASEID BLECK EDFLAT |
CATEIRY B S0 G- BHLARAR AL
ALK ANEEER KHAN, L4017l 7, BLOCK B0
£ STERELT Mk [0 G- 1852 15 ANATIAL

ML MUDASSER UL DA AN ST SHLIAAL
EFLAM @O Ko K CATUGERY HIPLATES &
SECTRR G ] THLAMARATD

SR KASHEF SHLIKT S0 AR As
SELR T Hr S bl B BLOCK SO0 1w <Rl 1Ok
BT, [SLANLRRD
G AL A M S AR | BOUSE S 0 BLCE
Sl A O 2 1L AW ADAL
ME. HENNIQUE AlaM,
HOLSE S O RO 1=
FSLAMARAT
EVEN AMOEN AL S SHAR ALE RAE,
HLEGE b0 31, BLCHCK A0, (% G 0T
ELANARAD
WK PLESH AN HEILSE M0 ), BLANCK ik 1%
GECTINE G007 B A MR
ML FACAL REHMAN
S0 KILALID KNLAR,
WIABE N0 3k, RO S 1% SECTOR G5
1AL ATY
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sfr, Matloob Blussein and 30 cdbers fifed the aforereniioned complainis seanng cha ey
are all federal govemment employees and alktees'residents of the official sxummodstions,
spevillod Im codumne Il of the sbovi tahile The namer in their buildicgr was mgpdied oo the
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undergsound ok by the CDA which wis supplied w the overhad tonks dwough waser pumps
fnsmliel by PWD by scounpg cleoirkioy connection from [ESCO, A sepassie Bl of this
pnection was being issucd and pasd by FWT. How the comploinants are bding asked 1o make
the payment oFihis bill inchulivg arncars, They eqoest for intervention of s Secretansl i resclve
thieir |ssue of waier supply md unjusd clecipeity bils,
REPORYS OF THE AGENCIES

3, In resrmse, PWE submimed tha, in accondomee with the Prime Minister's disections
[Dffice Omler Mo 5080y Fsib2021 daied 101120215, all wilidy Halls for residential
secommodstions @ - be pald by the users/allotioes. The Minisiey of owsing & Works cosneyed
this order, and ssbssquent koers om te Chlel Engineer {Monh} and Superistembing Engleeer
{Central W Circle) instnuied thet oo fusds be allocmied far uiility bills, and pryment 35 e
resporeahility of the users, Accondiigly, notkes were issued on (808, 2022, 6o allviices inErming
ihese that they would be responsible for paying sulity bills fom July 222 eowards, and thai
W3 would not be beld nespossible e discoonecilons by [ESC0. Aguinad this, some allomess
filed 0 complaini Mo, WMSONLOGH 00T which was adjudleated mnd eeferred o de
Chairmin, CA, foe redessal Relevant sxtract of the Chrsure Fisdings dated |4.09.202) is as
undar:

“f Dheimg the cowree af rrdstigimiow, 8 terspred it swlfecrametter of Tie complaib

fr dekemitfoad f complaind M PRS- R 2 T80 sl forr ey fevs dispased

innder Bepuburior 237 izt of Waap Mohwrdh fleventipation o’ Diyposad of Cospalaimis)

Segudinon 200, Iving dearr sefrred to e olrirman OO b mike orrosgesi v e
Dl sy o woder i M avrhoad damks o the iugnepeeed Tatr o b her e elavirici):
vl fur (i o warr Som wedarproed do everheasd warer fomis Nemes il e B
arbsne rafvesat b0 i Claresna, CEOA e reemy of Regrdationd (0 (0 af de Mot
Merkrardd (lvestiganion aed disparel of Compiinnig Megndatior, 203 @ redressal of
renance o dhe ooy oo,

It was farther cluimed by PWID than it & nid resposssinke for paying the wilicy bills anymen: and
thit allaitees muss pay themselves or approch CIR Tor fumher assistanes,

4 1B, wide Jis levters deted 20,04 36004 and 10064 2024, submimed tho notlees for mea-
payment of cubstaiding eleercay dues were served o FWDon 200122003, and wers reseived
by PWEXs employes, Mr Vashe dbkosd, LD, on V2012034 After the lapse of the notice period,
disconnections wese processed. However, coisatners Bnm vanom blocks heve sinoe paid ther
elecricity Blls, med their electric supply Wi restosed inmedimely.

i ClkA hed wiso been served notice deed 23,04, 3124ty this Secretanai for submilleg s
states, which fmiled 40 submil mme wrilles coesmein

HEARING PROCEEMNGS
& Hemings wire hebd ug seheduled. which were mitended by the nepreseniaiives of PO,
COA and IESCO el s of e complezsamsresidests who ralfiomed tair respactive stance.
Weorecover, COA" official submimed thar CO is Afillng it responsibilily o gy waies in
underground ook of the PWIL's spstese s i question aed thet WD is mapumaibhe fos peoviding
watter Fom underproum b w fhe overheod ones,
e S,
& PPRovey e
® Sty &
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7 Before procecding so adjudivale the matier, it is essentinl 1o oty el g soiler subject
preriter of the complains wis previeushy disposed of throogh Clsure Findings daled Jagary 26,
2003, med Seplember 14, 2023 In Complaims Mo, HCHUT 212822 ol OS2 407, However,
it i& pentinent 0 distinguish that the carent consplainis bave been Cled by different complaisants
B hoinpineg, o ofi Ferems flats, Blocks, and seetoes, In the sarier comphicts (bed, HOR 21281 end
CRALAI1407723), the enmplainanes were M. Marir Muhommed ed other residents of Biiek Mes
i, Canepory ¥, PWO Codony, Seotar G-, Bslarsrbad, and Mr. Adnes Zeenan, a resident of Flat
o, 00, ilock Mo, 4, Street Mo, |26, Calegory V. Sectar G-114, Iilamabad. This chearly indicates
that the cumrent complaints have bees Mled by diffzrent complmnanisesidents of &

bkocks, i sectors {ns specifind inthe table referred 10 i paragraph § aboved. AWFEFIH'FW“EE'

instant comnplaints skall be adjudicated oo their individiel mevis. g

[T
] Penusal ol the subimissicss of the complamans, FW D COW el IESCO rﬂl:%lﬂ_Mp.Bﬂ-D

grievances coucern the repligenes of P and COM s providiog water 10 PWD Flais in Sector
G102, Tadamsbad, as well s (he vaipiod arrears of electricity connections irsalled for water
o, which resulted in the unjust disconniction of ehecrricity by [ESC0 and the soppage of
watter supply 1o the residems, Before moving forwasd, il e pertinel ta review the beckproand of
1he preblem, which is as bollows: The (s resided is by the coamplinmbs ane maintséed by PWD
Whila (-[14 supplies water io the unclerground sicfags 1k for various blocks (aeh comprsteg
et Tarzy, it Fakls w0 reach the nveshead tanks prenidid for ench biock. Therefore, PWIF installed
water pumps: foc each Biock and secured elecindy coanectices threugh [ERC0 specifically for
thise pumps, for supply Trom the anadengrous) fo te overhend ks, These elwctcicily somnections,
registercd in the name of PWI¥s official. i, Assistant Exevuive Engincer-lIl. and meranged for
individusl Blocks, ave begome problematic. Some conneetiond have Teen discormedcied by
[ESCL, with more impending disconnections due o oulstanding bills. FWE bas issued noties
sad served the complasmants with the impugned Bills o pay the anary for the weter pomp
wonneetione The comphiinants contested the Gairmess and legalisy of thess biTls, angulng tha te
coarnecliois are walbad for the entire blocks. with ane ennnection servisg o sobor pamp fi
cight Nlans. Theey hightight e historkeal practice of IESC0 billing PWEYs nquiry ffice, which in
mrn paid dhe bils. Moccover, =g of the compliénants bive  owestly phisEed
allotment/pessssion of the scoommodations ond chaim that PWD, withoul asking the &
nllmtoesvoupnie 8 cher the dues, issued them NOU and vacation reparts. Considesing the
nhove, the complawans deem PWTTs demond S individoal peyieent as anjust and Shegal,
comsidering heir dediction of hogse rent and 3% sddilicoal charpes for mainlenano: of
pecoqursodmtions from their slary, repelar paymen of woier charpes jo CTHA, ad fhat of willity
485 peraining (o the electricily wod was commeetbons insmlled in heir respeciive Tits,

) P TI' ¢l Thal i was respansiblo for pying eleesreity bilks wil June 2022, bt chee 1o
o pobicy chomge direcasd hy the PM in Mosember o3l dl oafilidy bells Tor nesidenal
areommeckilions mus oo be paid by usersiallobiees, i anterable. While ebeor dinections wen
iswed 10 this effect, md nobices were possed in eack block informing dkntes tat they would be
pesponsible for paying the wtility bills fbom July 2022 amwonds, such dircetsons ane uniliieral and
artdmary, [t Is eviders thay initially, PWE ook the mitietive 1o install cloctiee fiios g mad
wepsred new eleciriciy connections in the rame of Bs official w0 resshoe the isse of water eol

Al
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reaching nverhead tnks, without deviding a proper mechanism or coonfirating with CI8S, the
auihariy Esponsible for waler supply, FWE costimed puying bills unic] July 2022 bt webitraily
deciudied 1o ingiroel residenis 10 poy arears equally when metnicted 1o slap allocating funds for
wility paymenis. Durirg the bearing procecdegs, FW 0 officiels flod i cte sy nde, regulatica,
e polbey thai mutharzesd iheir inital decaion @ inemll swoior posips and secure tew ek
conmeetions, They were alsy ovasive oboat why FWE did nol sstamily disconnect ik impaigned
electricity conneclions afer dw PM's inssuctions 1o stop llocting finck, instead of eang
uotices 1o ollottees o pay bills of fee disconsections, leading & non-payment of dues md
aevmwebition of cotsanding amears from Jaly 20232 10 present, PWTE efficials weee also moble i
explair i gurrent alioniess, who recenily cocupied e sscammodatioss, can be held responsibke
fuf peving dues for the preceding 1-3 vears. with warrings that FWD will not be bekd responsible
i e ol nonpovmens I i alse clear than W faidad o devise a meechanism by bolding 2
mecting with all concemed stakehokders v reselve the protdem amd fmd o sebaion dat would
akdress ghe problems of residients af Binge, i lght of' these considerations, it is evident tha PWTYs
dicision 10 hebd il complnimants responsible fr chearing the duss, without considering individal
wsipe ar cicoamsices, | unfiir and orbitmry. MW failere o esmablish o mechanism by
coomdinmting with CDA for addresing witer sapply issues his exacer bated the problem, deprnmg
e comjlninants from wirter supply. Sich actioes by FWD edlicials ot ¥ maladminisration
as defingd in Armile 23) of President’s Onder bo_ § of [UK1

0 Deeing bearing it come it light 1ht in s of the hlocks the water is being supplied

darecly to th overhead 1aaks by CDA. The nopresenttive af the FW'D fumished the fallowing, s 18 (g,
q % [
information: = AF'FHU"I'ED

.

A

|S.Hn.|3ﬂ.‘l-|.u' Blocks | Colegoey | Flus Remarks

M| Gwe | M| Ca¥l | 224 | Wiker supphy pravided diroctly by CEA -
overkesd waler tank % LSLAMAR

| Y
uz |CI-‘.?'.'2 z LCmdy 13 -ilo-

CDA's tnabibity oo supply waler effzctively i overbead limks s the ol couse ol the iz,
If CI3A had Folfiiled its cesponsibality or bad coomdinmed with PR 1w provide water o the
pverhaad ks conneccad 1o dhe pipelimes of the somplainants’ flots, there would have e na
need For W 40 soluntarily peovide motor pumps and eleciricity coasections, However, T
miglected s responsibality o this - repad. Such eeplipesce by CDA alas anwbls 0
mabulininigestion as deflned in Anicle 2020 of Presidents Cider b, 1ol 1943,

1. With regad s smnee of the [ESCD, i is ovidoot thst the seiiestioes were disconmecied
due to non-prymmenl of bilks, henee s mabdministmtion can b afiribed sgoins i, Moreover,
[FS00 has commined not w0 diseonneet the eleetricity Gl the time of the Tssee s pabved.

12, Inconsiderntion of the aforementoned circunistanies, il ia aoeordince with Regulation
25141 of ihe Wafagi Mahtedh (nvesthzillon snd Disposl of Complainis] Regulaiicse, 2015,
while meepting the complaints {hiny-ome in numbe), PWE i reoommended 10 rectify s
mralpdministroiion as highlightod in par-9 abeve, by withdemving the notice isasd (o te
cumplainasts regandieg payment of the impuagacd Hills and sefimin from dssuing such bilks m the

¢l i,
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fitmre, and coondinate with COA 1o pesofve nater supply . issmes amd emsume animemuped
supgdy.

13 Addigionally, O is recommended e rectify its maladminisiratson as pointed oul in
para. 10 abive by Talfilling s nesponsiility o supply water effectively t werhend tanks in
Sector (-00E [slamabad nlsp, coordinste with WD vo devise o praper mechaniam 10 address
wiler seppdy issues,

4. Prescotly, diserimivaiion is ohvious os some of the smployees reskling in these fats are
being asked 1o pay (e electriziny bills mnd some ane paying also, whale the ofhers are enjoying
ihe Eacility of water withoul payment of bill for the peenp, a8 water is directly reaching their
uvethead tank.

15, The case is, therefore, refemed % 1he Chaleman CEA in temes of Begulation TH i) of
ike Wadag Mobtasih (investipation and Disposal of Complaintsh Regulstions. 2003, fo nake
ik drrangemends For the Bulk supply of warer in the verhead tanks of the impugned ags ar o
bear the ekeirichy chorpes foc tee Efting of wetar fros underground to overhesd water 1k
The afloneesnesidents of these Pees sheuld nol be subieiod 10 dosble payment oo sccound of
wber charges (i_g. water chirges 10 CTIA + electricity bills for watee pumpe).

16, iomplisecs be reporied by both PWIF and CDA 10 this Secretarial within 30 daye of the
reveipt of copy of the Findisngs. in terms of Amicle 10(2) of 110, Crder Mo | of 1983,

17, The pary opprieved of the Firdisgs may opt either 1o file o review petition beloe: the
Chmbiscteraan DR & represanintion before the Prissent within 50 days of receipt ol sech Findings.
Thie periud of Timitatien shall be reckoned from the die of neozipt of the Pindings by the porties.
I the Findings an: uphek, the sggrieved pany shall be herred b e a copresentation before the
Presudenl

e I

(EJAZ AHMAD QURESHI)
WAFAQ MOHTASIE (OMELDSMAN)
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WAFAGI MOHTASIE (OMEBLUDSMANYS SECRETARIAT
REVISED FINDINGS
I Prosem Syl Anvar Haidor,
Sr. Advizar
Sywl Takir Hussain,
Ml zar
i Ma, ol (dginal Complaial K HIGOOI SR04 (B
il Dage of Aeghdrmtion 2ok 2004
v Mame & sddress of the Mr. Muhmenmad Cloaks,
Commjilalnasl ET-1174-4, Block Hoe 2 Husssaiannhsd,
F.B. Ares, Karachl
{1 Mo, (3472731604}
v M of the Apiney Port Qasim Auanly [FUA)
v MName & Desiguation of the Syed Arwar Haider, )
Teuisligating DHTizer sr. Advizer, B O Kamohi.
vl Subject of Driginad Complaing Carmplaiet of maledministration i respect

of unjast impasition of non wiilizstion fee
(MUF) ard inordivaie deley in spprovml of
ballineg phes by 1A

viii Thate of Fisdlings in Criginal Complsint 0705 2024 fisgwed ne 2005524
I Duie of Beglsiration =f
Rersasiderntion peiitien 240062004
1 Mame & Dusipmition of ihe Divestigating —_
(MBcer, if different
JINAL DAT

Mr, Mihammal Cheais, Hoad of Legal Affairs of Mis ASL Pori Services (Frivade Limibed)
Indged om line complaint of malndnnlsiration on 20802004 in respect of unjust imposition of NUF and
incediny delay & appreael of bulldg plen of Plot Ho. WG {ware-Houssl messring 81 Ao,
Eastern hadustrial Fone, by the Port Casim Authoeity (POA) cvesed by the comglaimam’s B, The
complainant also shmitted & delled comphint, Relevl ponion of his complhaint is prodiieed &=
under

st Wie ASL Pert Services Privme Limsted ae o bogistics and

warchnising compamy o the owners of plot WG], Enstern [ndostrial 5100,

Fone, Port (astn Authority, Karachi beg 1o sibenit oz under:-

&
by

- i Lidey
AFPRUVEL

i e purchased said plof an 19032071 Reference fansfis betes Mo -
POATET-IEF 22006 dated 19.03.2021 (Annex A™) whereby POA. B TEF T
appruved tramafier of vights bnooar fovar. 5 LA

4 . sy
i On 26092021, we sieal PO S desnareation of plot WLISH which
wad dane by POV on 14.04.2021,

i On 3032030, we requesied the autherity (POAY Tor & revised site plan
for WL in our name and this wos pranted o us o 14.4,2021 with
dimersieng 134 meters length and 29,5 meters width,

fr.  On J806303], we requesied the muthority o allow s e constuo
bonmdery wall, and room for the grard and ndmin rooms, bt ey did nol
peceive any resporse from the moherily ms wer desplie oar repealed
appennches 1o POA in this reganl

Mot t{ fald

Ciomlinig. nEx prge
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V. O 31053022, we suhmitied an appBaation to the sathority For approval
ol comstroction of building of “Open Warchouse” with supporling
documeits s advised by the sathorily, The sethority responded oo
04 0B 2022 adwising ug the “ackoowledgment of possession” was
required, As & nater of R, ever soce demarcmicon of plot wes done on
03,2412 | we were agproaching dhe autharity & band over possession af
ploL Om 22.03.2023, we wiode to chairman PO thet puar builliog ples
mmlll m;tnppmmd and |I:h5|:lﬂ'.|:n 1] mmrﬁslummnnﬂlvmum

Tt showld be noted that we have Been paying our annual charges for every
vear (M21, 2022, 2023} except for NUF which hes been the source of

detmatbe I:-nwarn uumj ]‘Qﬁ. _wmumammm_m_

[n 2023, wiren we Inquired sbou spproval of building pha afier receiving
achnooded grnend of poesteaion from MO, we were surprized 1o rceive o
ciad b dmted 29,03 2077 with tolal KUF bill s follows: DR20-2021: PER
200,000, 20212022 PER 400,000, 2022-2023: KR 400,000 toaling
amount KR 1,000,000, We respectfily argued that this {8 ped only ujns)
bug also incomsisbert with the previses challon issved whene the MLUF
beghn from 2021-2027 amowning FER 200000 and new hos been
arhitrarily increased to FEHE Q0,0 for 5022 and 2025 each.

W geek jus tremimeni afier contimously Enocking sl POA doors 1o
poctify our matter in & epeedy way. In spite of this. # has been maliiple
years sines car request o POA for baske Building plan's approval

ltuml":mnlhaum delay duripg shis perod hes not only cost ys
bssiness upp.mmn; loss el that during ihe inflatipeary pericd cver the
Basl I yesrs his seen enst of bailding materiad rise drastically, as such
made it much more sxpsnsive 1o wederinke cur consmaction metivity.”

Tha arder of the Wafugi Mehtasih (Ombodsman) dabed 07 05 1024 sates:
UREPORT OF TEE AGENCY

Hepresentative of the Agency ssbenlited » detsiled repont oo the complaint of

complaisant Felevant pomion of the report is reprodueed o3 undér-

Thai the complalmi does nob imvelve “maladmimisration’ rather,

complainant is illegally speculating in the lond of PQA, which Is B,
gralwaful, fllegal and contrry to the inerder of the notice. Henoe, the = APPROVED -1
s belng pot malntainable nlso does not Eill within the purview of = E
the P.0. Mo. | of 1983, = 015 N
That facts of s are dispuied by the parties and to estsblish eosreet ¥ ISLAMARAD &

posiifon reguires o detaibed exammatson of il docunzeniary and ol
evidence, and [ts assessment for which the proper forom |8 6 coun of
compelent jurisfiction, Hencs, the comphim i als liable b b closad
in terms of regullaison Mo, 230 q ).

IJ.. g Jl‘w
| li¥ Conlinue. near page
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4 i w0 e chat in complianee o ke 30 of wesfer letter
of lease hald rights daved 19.02,2021, the transferee is bound 1o ke
over physeal presession nf plot wishin fifleen diva Trom the issusnce
duie of transfer Jetier. The complainam deloyed the request for
issudsce of poasession of scknowledyement 1l 05,10,2022 ie, mone
than mineteen mooths “time, which is vicdation of timms of el
lener,

Subssquently wader grovision of clwmse 2vi] of iramber
better of Wase hold rights doted 1903 0021 the cosrglainant he akso
wubmitied an undemaking on the Stemp paper on FAH2HS o5
fareier:-

g} Trrmaferee =hall submid plans for constructicn for approval by
PO for the abeve said plob witkin {03 mosths of Bauanes
of letier of tansfic of pessession by PO whichever i3
carlsern and

) Transferes shall commens: comsifussion work oo the stonve
mid plot within gx (06) months of Esuance of kiter of
cransfer of possession by POA whicheves Is earlier; and

¢y Entitling POA o canecel the alloment/lense/iramfermaniticn
of the sid phot and ke imemedise possession of same in the
evenl HW_W'WW:. amission or failume b sulisl che
plon andéor commwmnes constuction within the  stipulsed
pevinad of time,

dilr le ba menticn that as per PO Ballding Laws the
applicant has 1o femish complete docmments 25 Ikt
for considerstion of drvwisg approvnl cesd which are
exartined In light of PO Duilding Byelsas, P4 Masier
Flan md Site Plan, [n e zaid case, the transfenze dicl not
provids phato copy of ackeowledgement of possesion letter
and Mo duwes Certificale issuad Trom [M. Depariment, so thal
thez case for appeovnl of drawing shall be procsssed by P&l
Department of PRA

&) 1 s been foomd thet the sctonl areh wis |55 tham the anea in
the Fnal revised site plen bseed vide POA Jetier dmed
2408 0073 ie 10 mox 134 m instead of 203 mox 1534 moas
mentimed i eardier revised site plan issued on LM 2021
In this regand it s clarified det as per allotmes letier dated
[ December, 2006 clouse 2], the actunl s is 10 be
determined after physical desnarcaiion of the plot

i As per POA land allotment policy Bosed Resolstion
Mied52017 doted 708.2017, HUF i applicabls in Fastem
Industries Fone (E1F) snee (1,067, 2007, an those plot where
Enlninmum twen Earilities ie. Foad with Waser or Soawernge an
avnilahle aed the allodesfemnsferes hus nol complebed the
consnction work within iwo years alker allotment'oansfer of

plot

g1 i Irstae case all commitied faclities ane svallabbe snd plot
is m idle stwie since 206, Accordingly, e allolies was =
riNta o 3 nf Plal 1. 313 20

1
. 'hll -

'.-:.q:l i Continue. il page
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In view of ohove, i is requesied thal spplicant oy be dincciad
i filow sormis and wonditions of PQA Land Alkoiment podicy
e eleor the outsanding dues for issuanmce of MOC for further
processing of the cpse. The comploint does not full wilkin
parameters of “matufnvinisritbon™, Enee complainant i himself
i defaul; therefomne seme mey be rejected ™

POINT AT 1551E
Wheether the complalnmi®s allegation for maladministration is justified?
HEARING FROCEEDINGS

This complaiml wis eegisiered on 20012024, Thring the lnst 68 doys, mme
hearings wese keld a5 mentioned above. As msy & cipht nogces were issoed o
the Chairman, POA. for submission of repoet an the complaing of the complalmant
and depate o respansible offices to defend the case, N & very unfortenate thal
duspite giving ample apporunity, the PQA did not submit report 161 26.03.2024
which wes actually defivered in the affics of Walogl Mohiasib o 27.03.2024
whith has been reproduced as above.

Fimmal hearing wis bebd on 004,200 in presence of complaing as well as Mr.
Muhammad Imesn Ashraf, Meneger (Estase) of POA and Mr, Wajahwi-u-
Rehman, Manager (Survey] of POA who discussed de cose with the complainam
int diztail.

FINDINGS

A thoreugh examinmion of cbservations of buth sdes, e menticeed thve

fiallowing, pesition eomerges:

. Plea of the Agency that complaint did not esinblish “moledminisicetion is
mot tenoble as the complnineat hes provided focts ond figumes which
clessly establish that Agency witerdy Guled o fulfill oorenad and begnl
requirestent of timely [ssuance of finad site plan, scknowledgment of
handing cver of possession and gpproval of bailding plon despite fulfilling
all requesiies pequinemenss by the complainsst which is o clenr instonce of
makudministration 25 albeged by the complminanl.

i, Tiks furiher noticed that there is comghecly o conrdnation belween
difTerent depariments of POA which re in uenecessary deloy in
risalvang the grisvance of the complainant.

i, Further, the Aperey bos stated dat “there i difTeruner of opinion between
the parfies and meitér seeded through evaminmtion of ol and
dicumemsary evidence, hemce compiiisant may. ke seferred fo court of
competent jurisdiciion”, A plbin resding of the complaist, report of
Agency and sabmission of both sides duning the heasing cleady esighlish
instanee of malndministration on the parl of agency, which falls under the
Jurisdiction of Watsgi Mobtasih under the President Order’s Mo, 01 af
1983 hence it was nod colled for to refor the cass 1o 2ot

Fallowing cateporical pasition is concluded from the above disgussian,

il Both sides sgreed thal the complainan) w12 & bonofide purchaser of
Fida plot hed appeoached POA Ror issunnce of site plan by POA oo
30032021, After biph utting by the couplainant, demarction of plot
wam e and indtially pevised plom wns Bsued on 14042021 which wa
npain revized and & fisal  revised plan wie issaed en 2408, 2023,

i The fAnal  movised site plan wsa feveed o the complaimang by POA on
4.0 2023, Am uch an mwsdisaie deloy inissmance of final - reviszed silg
Plan oegiirred on the part of Agency, hence instance of malsdminEsiration
nit the parl of Agency.

Ay (s1B [0y
t T '.i'. 3
-

EY "o Coabinie. Sext page
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il The Acknewledgement of handing over possession of the phat o the
complainant waa feeed by POA oo 24 18,2023 which is agnin a chear
insares ol maeladministmiion on the part of Agency.

i¥)  The complairant had submiited his request to the POA foe appraval al'
building plam on 31052022

v According 1o Agency, building plis could not be approved For Wi ol
fipally Fevised site plan as well & Tanding over passession of plat t the
coplaint, Both these documents were Bsued on 24.08.2023 by the
Agency, bence approval of biikding plan vwas dekayid by the Agency and
pot by the complainant. This is again  another  bmstomce  of
maladminizgrateon on the part of Apgensy.

Vil As sited by represertatives of Agency during bearng” approvel of
huilding plan il held up for waet of pament of non ulilizaton fee for
the venrs, 2021, 2002 and 2023" Work coukl pot be staried by the
gomplainant dus to delay cmsed by Agency in Beulng possession ondes,
finally approved revised site plem mod approval of huslding plm by the
Apercy, b wiilizmion of plot was nol possible

vilj  According 10 PQA Lond Alktment Policy 342015 dated 4062015, a
welvenrelmengion af twa yeare perinds is allowed for constnaction of
peofect by the ransferse sililch was unierly ignomed while imgesing NUF
by the Agency.
viii)  According 1o epresmiitives of Agenoy, the building plon hes not been
approved by the POA for wimd of nom-pagnient of HUF, The Agency has
coneeded the delay in issve of scknowledpement of handing over of
possession om MOE2023 ss well ns isow of fimally revised pan on
24082037 a5 such Impoaiton of BUF for the year 2021, 2022 and 2023
became infrsciuses and ulirnwires henee Inpasition of MUF wee 1wotally
uncalled for o pefise dhe spproval of building plan. It is ol=s unlarnae
that the palicy of permission of waiver of ba years for construclios of the
projest even afier approvael of buildng plu wos hiziamly igeeeed by the
Agesey. The Agency failed 1w give any copent resson for delnying
appreval of building plas sxcept poyment ol MLIF which could pot be
esiahlished, dhem bow (6 could be presumed that complainant failed g0
ponstmuct projest while building plan has not been appraved by FijA m
yeL Even afler ppproval af building plan, @ view of the Boand Rirsodutiom
as quited above, the compluinant wis entitled for a relnscatinn/wmlver of
MUF For o penod of fwa Years,
Keeping i view, the above definite issugs [t i5 propedy esiablished tha
delay in comstruction of project was maisly due 1 failure of Ageocy in
fimedy hamding over pussession and issus of final sil plan ol appererval of
bullding plan. As such imposition of NUF in the sbove mentiomed
circumstimeed 1 selficomtmdictory and ecally usjustified. Pursus (o
crigend rersans 83 narmed above complain of the complainant is alknwed.
5il
RECOMMENDATIONS FOR IMPLEMENTATION G g
<+ APPROVED "e
The Chatrman, Port Qasim Awthority (PFCA), Karachi, is, therefars, advised io: a
= " I1 P 3N
i) waive off NUF for the year 2021, 2022 ned 2023 as impossd by-Agsicy
agminst the complainant without fustification: L
i) Approve building plan aleeady sabmicied by e compliinan apcording 1o
sermes arvd conddiieg of the Apooey m per rules within 30 days times
{il} Take mecessary steps 10 nedress e genuine pricvance of the camplainan
witltn 3 days.

E-FLE E, A bl Comiimue. .nexi page
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iv} To book imto the [zsoe of maladnsinistmibon in seder ta svokd i recurrence

im fimure so dhat this meatsdminisemiion does ool porsst, and alse Gnsune
propet adigrenee 10 the procedures aed protocol s meniloned in the ndes
and regulations”

BEASONS Pl RECONSIDERATION

SELECTED FINDINGS

: Being sgpricved aod dissatisfied with the impugned fadings & GNLOGIIS0034 e
24.06.2024 of Walagl Mohimsib, the Agency s Port Casin Authority, vide its Jotter Bl regustad
review oF the fnding of Wafigi Mehinsib, on the grounds that it wies nolsatisfied wilh the decislon
perd fliere wns some ambipety in the ceder passed and arguments placed by its represemative were
ik eonsldered. The relevant partioi of the restew petition is reproduced 2 under-

I,

EACTS

Thet the complainsst Mr, Mubamenad Ouvais filed complain! in respect of
ot B, W51, measuring ome oo, sivited bn Fastern Indusirial Zoee of
Pt Qasim Aushordy which was transferred in fivor of M. ASL Pon
Services (Pe.) Limited vide Tramafer Letter dated 19% March, 2021
fannexue "B [0 |5 unclesr s o whether the compleinaat was duly
mnihorized by the Board of Directors of the company w file the present
complalag or pot,

That the reletionskip betwess the parties was o b govermed ider terms
and comdiions of allotment and polisivs approved by the POA Board from
time i timea,

That Poet Qasim Auilwority vide Report dated 26 March, 2024 denied the
albepations and refised the same on well foonded and well reasaned
grounds on e Ioechetone of policy and alse Mghlighted vicktions of
sermms by the complaingnt {Annesurs "C' The conknts ol Repord aoe
reiterabod sd not repeated for the mke of bievity, wherever contuxl s
Fequires.

That the Leamed Senior Advisor has filed to appeeclate  the facts of the
case mnd low estoblished by the Superor Courts of Pekistan and has
commiticd gross illegality which |s lHable to be set midefreersed as 0
causes serivys prejudice, hardshin, foss and irreparatle injury o che POA

Hence, this Review Petition on the following groands:
GREHINTES

That the mpugned findingarecommendations dased 7 My, 2024 are hadl
in lmw as this e emanade from the exceas of Jurlsd@otion vested i i

That (e impugned findings‘recommendatices suffer from Jegal sl
fisceuad discrepancies and ars perverse in law; henea, Liablke th b -zt aside.

That the impugned Gndings/reeommendations have been passed wilkeut
affording epporianity of bearng 1o POA; thas, saime are violnive of
Acticke 18- ofthe Comstivmtion of lamie Republic of Pekistan,

Thia the Learned Senior Advisor hes foiled o appresmie thal the
complaizant was hopelessly time borred as (b wes subetantially dhebayed

and no evidemew or pisening has been recordsd 0 acceptiadmit mach
belated gomplaint in contravention of Aricle 103} of PO Mo, 1 of 1983,

Mk .2"{;.. e Comiling et poge
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That the facts were disputesd berwesn the parties, which could only be
aeertaimed afler recording of evidensw o gatablish fecis thus, the
compluint was bl o be closed n teros of Regulation Mo, 23090 and (r )
af Walag Mohtasih {Investigation & Disposal of Complaint) Bepulmioss,
2013, withenn proceeding further or passing impugnad findings against the
Agency. Such recommendagions are vicktive of the exprose providoms of
the Regulatians shid and beyond the jurisdicthnal domain of Wafag
Wlohragsh; honee, cannot he sistained in the eves o [aw,

Thaz the Lesmed Senpior Adviser hos failed o appesciate aed take an
recard the econtentions missd by the Agency jn iis Reporl which even
atherwise were well fended o controver the asserilons! allepations made
by the complaii and bas passed the recommendations in summseacy
mannes, Wil recording any resson. 1t s subaitted thet it wm
camplairant who hes violaied the terms of nllotment whessss B apaticy
is #cting wncks the policy approved by the Bosd, B s respectflly
submiibed thal the impagred fudings are elso not spealking onder; hense,
liable to be set aside. On the contraey, The Leamed Eendar Advisor has
mtiribated veruelny 1o the allepgagions of the campiamann & gospel truth and
renched ol eroneous concluskm,

That the impugned findicgsrecommendations & alse v contrventicn (o
the baw biid down by the Hon"ble Supreme Court of Pakisian is PLD 2002
Bslamabad 13 whesein it was ioter alin Bedd that —===-lssue reganling
rights of the parties comld pat come within the smbil of
dmaladministration”— WWafogl Moklagib had the suthority te
addjudiente upon the mathers regarding malmlminisration, therefore,
arber of Wafagl Mobtasib decidimg rights of parties was withoal
|mrisdictina™,

[tat the findings reganding lngesivon of WUF i emoneous amd withow
ciisiiering the facts that the complairisnt leself debayed in fflling the
requisite fommalkitics.

That 1he Lemmed Senior Advisee refierred Boerd Resclution Ni. 3402015
dnted 04® Jure, 7015 while referring bee yeare lime for constroction of
flie project wheneas hlanity igsomed Board Resolution Mo, 4320107 ded
07" August, 2017 which was amnexed as Annexurs “C* 1o the Agency's
Reporl datsd 36 March, 2024 which provides imposition of NUF whese
mimimam twe fiecilities are amilable, The Beard Resolution Moo 4502017
doresd 7™ Augus, 2017 i reprodeced e helow:

“Applicability of NUF im Enstern Indestrial Zome (ELZ) from
LFT 0017 suhjeci v avallabllity of tve facililbes e Koad with
pulabile waler oF sewerage™.

It i imperative 1o highlight That Board Resslutian Mo, 4572017 daied 07*
Augtet, 2007 has superseded the cadicr Boerd Resolution No. 3402003
daied 04 Junc, 7015 o the extent of applcobility of MUF In Ensiem
Indusrisk Zone and shere bs nodhing for relaximg tao year tme for
constnacion

That isnpocicion of MUF far the year 2021, 2032 snd 3003 &= m ling with
Board Reschition Mo, 452017 dated 07* August, 2017 rather than Board
Resoltion Mo, 342015 dmed 04 June, 2013 which is o policy decision
by the P4 Bowrd and eannot be interfered. The recommendotios for
watver of MUF is withoui jurisdictisn baving been passed withaut Il
aihority and of no legal effect

That the impasition of MUF i a8 pet poelicy degision and cannot be ermied
a5 “malaleinisiration”. 518 (04
! o o =

# Mty & 2
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m. That e imgeegmed  Findings'recommendaiion will place the PQA inm
unfair and dssdvantpeous posilion and consequesaly will give the
complainamt an unfale sdveedage over POW, desprite the thin the

complainant had breached the contracnial ienms and The
imgrgnad  FindingsRecommendations would pend o exposs PO W
unnixasry kgl complications.

1. That the Learned Senics Advisor of Wafgi Mohtazib failed v apprecime
thai the Apency was oot by be blamed For the inocelon ond lethargic
comduer of the complainoe. i fulfillment of his contractual ehligations vie
completing of formalities ko commimes consiructleon of plot in Gme nmd o
avedd impeaition of WLF.

I That the impugned FindingsRecommenidalbons are st based o well
formdded and sound legal ressoming as nequined umder the law,

It & therefoee enbly proved ihai the Hon e Walhgs Bobhisslb moy greciously
be plessd 1 set aside e impogned FindingRecommendativns dated o7 May,
124 peased by the Leamed Senaor Advisor In the best of justice, enquiry ond B

play.
COINT AT JESUF
4, Wheiher the Agency's review was to be consabered of otherwise?
BEMINGER OF THE COMPLAINANT

5. The complainag Mr, H’:-:f‘m Crls, Hoad of Legal Adffhin of M ASL Fort Scrvies
(Privine Limited) submiied rejoimder s reprodueed 3 sder -
=i W purchased the smd glot on March: 19, 3021, as per tromsfer Jetter Mo

PO~ 22005, wherehy PO opproved the tranalia of sights inoar
fvor,

ii. Oy Belgrely 24, 2021, we sabmined a demarcation request for Plob WL
which was osducted by the nnthority and She anm was marked

ili. D Blarch 30,2020 we requeded & revised slre pla for WAL m our
name. which waa granied on Apil 14, 2021, with Smmaiom of 1H
meters in kength and 295 meters in wilth,

. O June 18, 2001 we najuesied persstssion o cossruct & boundarny wall,
puard soamn, md sdmin reom. We did not receive ey eeiposse iom the

wathoricy in this segerd

W, O May 31, 2022 we sutesiived an applizatian for spproval of an “0pen
Weerehnus™ with sopporting documents s advised by the authority, The
mohoriky responded on August 4, B0 pdvising us dkil an

“ackninsled gement of pesssdon” wis nequissl,

Wl On March 22, 2023, we wrole K the chalman of PO, sating that cor
kuiliding plan hed nod been approved oven affer 10 months since our
uppli:alion. Ssbsequemly. on Awgust 034, 2003 we received an ST
“acknrodedgment of possosion” Trom POA sad submiied this to the 07 T4,
Plannisg deparreend for spproval of our building plan. 1 shrinbll b ited ":'r'i":'ll.'-"'Fi-'f'E'.
that a2 chis poinTt, we Teccived & revisal Hie plon reducing cur plot widih ' =)
from 2005 melert b 29 Beter witha explanation. = prsmm

YIS

wii,  On Movember 30, 2023, we shmited o ketier addmused W M (SLAMALAL =
BMuhammad Imran Ashral {Mamges Eqate, PV sod macked 3 copy
Me. Mughds-ul-Faihi {Direcior M), isdorming them o NUF chigges
wore nol applicable 10 @ o e ook tmrstensmle in 200-2020, W ala
requested the removal of WLUIF changes ai we lheed signilicam eoonossig
berga e 1y e vy Lo procesd with work on e plod,

W 1 Comtinua. next page
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B shoahd b2 mined ihat we have besn paying o anmal chsges T every poa
(2041, B2, M) axewpt Tor WUF, whizh has bees a somroe of deboe boteom
us ared PO, We submitted o PO that there kad hacn i sdminisntive deloy
an iheir end, msd therefoen MLUF shaild st be spplicoble 10 us dunng thess

period;

be Hight of this, POA fsseed w0 challin o Migest, 15, 2002, with HUF for the
pﬂkd 20L0-1022 amaonmting PER 200,000 We nrote 40 iba puthority that the
MUF shealil b wiivisd it paid dhe rememing dues.

tn 2023 when we indguined short car Building opprovail after receiving the
ackncededgment of possession from POA, we were sorpised o receivell &
challsn doed Augest 28, 1K with o setal HUF Bl & foflows

20202021 FER MBI
202 1-2032; PER 400,000
TO2Z-20723: PRR 400000
Tutaliog: PKE 1008000

W respectfully angued that thix & not only usjust bt also insomsissen with the
previoes challan issed, whese the HUF boges from 2001-2022 amesanting o
PER 200,000 s now bes beon achitrwiby increased 1o PRR 400,000,

W seek jus Treatment afier continumsly knosking on POA's doors 5o reckify
car measter spoedily. The deliy aver mulifple years n obtaming b uiling
approval has coM us business opgorunities and derieg te slarp Inflmicnay
peticd over ihe lest two yesrs, bes wsore the o6l of boilfimg merieriake ri
drstially, making constniclion susch more expensive.

Wi arg sddemed by POAS response. As a genuiss investor and developer, we
ek it POA waive -mor WUF and seppont s in developing the property, a8
outdined in POA"s guldelines and ghe very reason fir the NUF polloy also we . n 500
request (e Hoa'ble Walsgi Mubiasib in direct Port Qasim Authority to issne " S,
building plan approval “Ohen Winshsuse™ for four application,daal May 3k 4 PROVED ¢
2022, | has hews more than 2 ears sivos o initisl spplication sadthe delry [
coqriimees 90 cause us major loassd and demege 8o por busiess and e | EER N o

prospecis.

ISLAMARAD =
in wizw ol the v, a5 we reponed i ibe Hon'hle 'Watigi Mohizsib time and again and subesigic:d the
Factual and degal rephy every fime.

HEARING FROCEEDINGS
B Thwe rivicw petition was heard at Regional Office, Karochi on 22.07.2024 il 12082024
in prasence of both the pasties whe reiterated their earler stance as stmed in the mitial complaint of
the complaiant as wall os i the beitlal rport of Agency, Dumng the course af review poeeedings,
the case was discusssd af lengih s recond was thoroughlly exnmined.  The representastive. of the
Ageney ohjected so impugned onder and sinted fhat there was no malsdminisraticn. The impugned
findings were dispatched o the parties on 20052024 which would have reached so the pariies by
25,05, 2024, The Review Peiilion wis st by the Agency an 200062024 und resched the Walngi
Mirhiusll Secretarim, Eslamuhad oo 24062024, As moch it is wll in Vit

&

% W fiksan gaing into the merits of the e, o reading af the Review Petition of the
Apemey would revenl that insiesl of discussing lssues on the poists discuscd in te iEpagned
findings. the Apency bas chosen o criticaze the ivestigasion process af the Senber Advisar benee
diverling the Meview Petition to entirely a wrong direethon and resderieg it difficull W ba
comidored as @ peoger Ff:-.dzw Petidion.

LA (it

|1, Contmue.nusl page
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Asamatter of Bt impugned findings iz the coder of Wafagi Mebtasib and investigation of Senior
Addwisor canmot be quated while dissssing the [mgugned findings. Drespite this alarming dific of
s Beview Petition, issues missd in this Review Peiition ore discussed as under:
The: firsi pratiom of the Review Petition is capticsed as “FACTS” i raked the following

R

i A paint b raised that the complainent did not abisin approval off
their Board of Dimectord w0 mpkoe the complamt agninst Pord Clasim
Authority (POAL During the hearing, complalnmm clarifled shw this
gueestion hag abready been clirified during the hearing of the impugned
ceder cha the complaind was made by e nsaagsment of he comgany
und Taisng this question sgaln Is nodhing bt misuse of time. Furtheér, @
fur issue Mod of the poriom of ‘FACTS" s concersed the Apency bas
mistaken 1o pefer o the investigation process of Senice Advisor and have
ok qualed mmy painl of impugned oarder,

. The next parion af the Beveew Paitbon 8 captioeed as
GROUNDS, In this portion points 'A & B’ are vague and deserve oo
comements. 8o fr ns poinl *C7 8 ooecired @ (50 batant desisd of facls ox
suflicicnl opporiunky of hearing was afforded o e pirtics and & many
s nise hearings wore afforded 10 the partles 1o finalize the impugned
finfings. 5o far as point ‘1Y is concerned the complairait daming the
bearing cearly stated Sat the Agency bas wtierly filed to establish thal
the complaint is tine hamed a5 the complaint after becoming womlly
bhapebess of Lepal remesty by the Apescy, bad immediately appeoached the
forum af Wafagi Mobtasib without sy loss of time, hence the complaint
wan nul N bared.

i The poini “E" is alse not established. The malsdmisisinmion i
amply proved that despet: fikere of Ageey m limedy issuing demansion
of plot, hasding pver possession of phol and appeoval of budlding plan, for
which complaimant had timely applied, Enposition of KUF by the Agency
wag made which was unjustified as such o case of malodminisraticn was
exablished bevond doubt which fill i the jurisdiction of the Wafug
Felnhiasik

iv,  The polnt "F* i mwhiguous and nol cliear, The podm “G" is pod
relnied to 1B case 18§68 ot o case o meerisning rights of the parics b
maladmintsiagion of the Agengy, The poi “H 0 “[* ore one sided
explaration of the s of Apsncy which was not clanilied by the Ageney
during the hearisg.

v On groied <) & K" the Agency has stoted their scioal coscens thil
ihe declaration of MUF as a consequence of malodmimistrotion, =will
encirirkge odher sach parties who have been facing s consequences o
same malsdmimistration med e lmpegred  FindingsRecommenchilime
veould lead o expose PO o lugal complieations. So far s ground “L&
B g eoscemed the Agency meentianed their spprchirsaton s & result of
proving imposition of MUF as maladmimistration ca their parl.

Wk A capy of the shove mentsonad Réview Petition was given: to the
pamplainant for &8 commenis if any. The complainant bas. submited his
rejoinder mostly based on the 2ave poinis as disomsed in bas imitial
complalac, Similarly most of the points of the above: Review Petition are
simikar as they hed sabmisied in the report against the inéfial comgpleint of

the complninant. Mothing new was brought ot in the Review Petition, =i

sbenimed] by the Agency and the rejoinder iv Beview Peiition i

by the complainant. The Agisey unterly fuiled 10 revoke ny fndings of PR 0VED {‘:h

the Iregmigned arder with o ressanable argument o o lepal provision. On

the other Band the Review Perlison badly sufered with the serioms defects | 7 10
as quoted above. As such ihe Review Fetiiion & rejecied aad |rrm'pd. il

findings will hald the grownd.
T | Al

Continne-next pags
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g, The Agency's representntive i i Review Petitlon as well as during the heering falled o
imake o my sdditional poimtEect and alsa failed to subysdl ¢ polst out any kol lscuno in the
original fivdings nor presested mmy fresh prood © evidence e maks oy meserinl Jifference for
consilemibosteview of the case. Desides, he origingl clowure findinga were hased on the mutual
agreement bepawen the complaines and the Apexy. The Agency n not resile from iis
cammitmesd. The plea of insbiliy 1o defray a legitimate liahility wes untenable. Thus, s canse for
review had been mode oul.

I En view of e para 9 above, the Review Petition is rejected and; in <onsequence, the
origingl findings duted 07,05 2024 shall remuin in-force, withous change, The Agency is sdvised to
diy the needful wighin 50 days and mpee sopdieee,

LA | Mo j_

(EJAZ AHMAD QURESHI)
WAFAQ MOHTASIE (DBLDSMAN)

wl
._-n"q' |r.|-,"
r*‘ LAPPROVED ":-_1
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Comglaint Ma © RS- RN
Tale o Beg mim 1 B
Pomne & Ackdress of the Cisiplal i = ¢ Kexim Husaim, nomadicgeolig ot grens. cosl

(1) Minisry of Matiom| Haalik Services £ Coonlisalon,
lal miverbad .
flip Metiomsd Instdu of Bl (RIH), 1slamsbad.
i} Dvig Regulninny Autbority o Pakiaon (DEAF, lsbmehad.
i) Federal Cerwral Hespizal Chak Shatorsd, lsbmahad
vl Federal Thont. Folwcknic FOPCY, laksishad
(il Paktitan Tratitus of Malical Scleroes (PIMS ] lalansad
duiil The Copital Developmen Autheriy (T AR 13 bmehad

Iysenes of the Agencees compliifed agaiss -

wame & Deignation of the Livestising — ypgpangyan SAQIE  KHAN,  REGISTRAR,  HO.

Cfficer, Station [SLAMABAD

Hricl Sabject . HOW-AVAILABILITY OF ANTI-RABES VACCINE [N
FLBLIEC SECTOR HOSPITALS DF 1SLAMARAT

Tune when K mbed lor repont from Ageney @ (12012024
Tione of Hazeipt of Agency’s repor in WS PO 2024, 1100 3024 120602024, 3200,2001, TE002 202,
11 Mudiber 00

Furmber & Date of Heanngs iy Dwmbec 0900612004, 1101 2034, | 0007, 224, (201 2034,
| 142304 23022004,

{1 Mir. Rabim Shah, Thicl PED HEL (iif Me. Shecri Ades Pl
WIHL (s M5, Tolireen Saa FID, DRAP {iv] Dr. Akhize Abbi:

Mimnc aral Despgiesion of e Agema s Dirastar DRAP, [} v, Ghommafar Ali Khan Addl Direoor
S S ODRAP, [vh My Assd Sobkasd, Dinector {Eiiation) Mo SES&LT,
Erpreserimre who moended (b hearing vib Me. Avesha AB ChisF Praroctse PIMS, (v5) Dr, Temen

Hafisze WED, FGPC, (vily Dv. Saidr Al D FGH Chal
Shalignid, (ix) Mr. Asi Al Kiem Dy, Dirfviay C0A

Whetier (e oo e alisndal e
hearmg?

= Mo

Mr. Mazim Fissain, the complaisan, filed o compluine vis cmedl on 29ih December 2024, exprossing
roncems abme the iy adahilicy of the Ani-Babies Viceing [ARY) o Federal General Flospiil Chak Shaheasd,
Isbamabod, for wewting bas shild wha was bitim by & sty dog, Considering gravity of the kssue; the comphint bis
herm trgned o prtanty bask by inking coprizsses of the complaint and directed the Regsnm, WS o bvesdpale
ihe e
i Initially the represmbilivea of public sector kaspitols and Matioml [sstiiuie of Health (K1) were talled for
heaming/meetings, hiwever, they sttempted to dsflect meapansihility for the lack of ARV okt cadh other.
theredore, Drog Repulatory Autechy of Pokisan (DRATUlamabad md Me Naioml Healih Semices d
Coording ko, Islamabed were sise colied for heomag/mestiing, The matter was ok up with all the Agercies
inchading MIH, BRAP, Paderal Gosemment. Polyelinic [FGPC) 1slmmatad, Pakistan Instisme of Medicl Scaenecs
(PPdS), telumebet Federal denerl Hosgetal FGH), Chak Shotoad, Dlamabad wsd The Capital Davelopment
Aartrity (DAL Islamabad For subsidsskon of repon 1o fhis office, I8 peaponees

»  The NIH lis submitted s rport om 09,1 12023 affirming its status a4 the sole public scior mstinion in the
cowmiry respoisible Tor producing and disiibuting the Anli-Rabies vaozine 10 grvernmerd hospitals, smed
forges, and dppenswries natiomeide. The repon Bighlighis NI sces in MHH#EE'EI‘- tomand for

PR
Pape 10l & =
RFFROYED

IF FE§ DM
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appronimsmely 0.3 million doses lest year. Howevar, the NIH's averall cappeity for manufictiring rahiss
vaecine studs ai arver 0.6 million dosis per year. Addsiomally, the separt also mentions hat NTH reached val
%o wasins Federal Hospitals 1o cbinin robas vaceine demand froms them, bin no response has been received
[romi these Insiviutions.

w  The EAP has submilied it repor whenzin i & stabed @ fol lowing Brms have impened mbies viccae oo

Fakistan,

Ar. Bghitrution Hakler Nams Hlamy (haa iy Imparied ia 1023 =
Me

1. | &4 Sindh Mledical Soore, Kkl (Lo ponery Awuilhle 20, 804) packs

T 05 Gmafl Avertis ki Liisl Forochh | Nelowadable | o4 800 (2L008 parks sgined dus

| {lmpornry m r-elibaanoa s danaad
|“1_ [ s Mafoied [nairme of Feakh (HIH), Bamdial | Kol mawfameing P
| jLiszal Mo fwmumer |

Different tvpe of Qacstioannbes vere developed and grven io espaciive Agencies e dar repliz= in amolalsl fonn

ol the sy wane discirsed il kol representsiives, beiel of which & given balow:-

%

i The Nationnl Enstitate of Health [NIH), Istsssabad bas submitsed it sootaed reply vide letter No, [BD-

RPO-ADMFile—4] dined 10000 N2 whensin it is statéad that HTH has been marulariuring Kabies Wacing
s per designy capeity mnd the manufaciuned Vaccine is supplied o diffirem hospials mEAiiuics every year
m effirdable price aedordieg oo their demend on o peofid no loss basis, Precently ro demand af any
pivermment hospitalsinstituies & pending on the pant of MEH. MIH has sent several lemers and subscquent
remifikers 8o government haspitaksinminnes o provide their senusl demands of Ami-Rahies Vaccine in
e so Tt the veocise can be manvafacured & the respective hispiud'insiiution accondingly MIH hzs
the copacity 10 produes up 6o 06 mdlion door sosdly. MIH used Lo maniBeiune tasic SEMPLE type
Bubses Voccine Aill the vear 2006 maanwhile WHI siopped SEMFLE iype Yeeci: being an obsokls
tachnakegy. Therenfter, KIH switchof over 1o share manufocturing of Cell Calture Rabies Vaceine (CCRY)
from Beesdy ta Fill Bulk (RTFH) or eoncentrate. A3 i technobogy is nol indigeseus, therefore, NEH I
o procure TR or concentrate froms the imernational misuficteers throagh tomder, NIE floased iomder a:
per PPRA Rubes and the orders are plicod wo lowest bidders after bechnical evalunsion & qualifbeason Bt
unfornmiely afier COVID-19 poedrmic and ongoing fiancial crench, the peeticipation af hidders was very
b, However, the factors casses dhe delay in momfaciming are [) PPRA Budes. i) Stnsgeat requirament ol
DRAT. jii] Mon-avaikhility of Basic Tochsebogy of Cell Culture Rabies Yaeeine {CCRY). Funbenmase.
MIH is strugpling Hand i sign Mol for the 1echascal coflaboration with some Intemations] Manuliiuner ta
drvidop Indigenoes capahilities 35 &2 10 overcome the shortige of the Rabies Wadine in future. ML las
supplicd thi rabies vaccine o the differcnl bosplial of Eslamatod up-Gll Deccasher 2023 wmd for the year
30124 the conceniratt i under procurement and will e supplied tn the hospitals after due processing of
censepriirane by the end of Aprilay 224,

This i aibse e than 1F WIH would heve miadmalned the quaity standards of dedicuied lob for ARV and
ddressed the shortoormiegs poinied cet by DRAP sinee 2019, the GAP certificate would have boen ieacd
pariar for price revixicn sl shomape of ARY woold have mol been oecurmed.

{li} Tise Drug Regulaniey Amiberity of Pakistan (PRAF, llsmabad in it urmelakiad reply dated 100012024

sttt THEAP i not imebved i any proceeement of medicines by public or privaty hespitals. However
DRAF Gacilizne all hospiinls under RO 13401¥2021 10 import shose medigines whic an: not sl of
registeoed in Pakiston. DRAP regulme the production and preservation of Anti rabies vacine under DRAF
Act, 2013, the Druge Act. 1976 and redes framed therounder, Anis-Rabies voocine # peedominady
sadini nistired in hospitals under the supervishom of o qualifisd medical pracsitoner. However, vawsine mey be
sl on phemacies subject b avallebility of siomge focility S0 sminisn cold siorage. Saby, sinrage ard
distribssss |s purview of provincial govermee, Approximeely 25,000 packs ore availoble with M Zindh
Mleidical Store. Monsover, 20,00 pocks imported by MYs Sonofi Avonie Bave Teen expired in Oicber, 2111
due o [ dem s Acanss e comntry. However, i i 0ot the purview of DRAT fo bind any bespital to procire
o panteubir peedicines. 1 iz thy responsihility o the bospital sanagersent io procaee iedicines sccording o
thiir demand, and S0Ps

This (Gce ciserea] ghai the DRAP did not condiset eeguler inspections of MIH since 2019 for sdidnesiing
the shorizomings mlsed 1 quality sndands of their dedicated ARY Ioh. & mandatory sequinement for
e of (WP certificune whieli resubed in noo-avadability of ARV

fiill} Federal Gave Maly Clinle (FGTC), Bilamabad in ils annotied reEly dared 12.00 2074 sisted chan anii

rabive varcine & not avaikhle in Seir hicpsal siece (4.09.2023 and they had porchased ARV previcady
from M's Allsuse Phermeceuticals {privale frs} and further staked hat presendly, FOPC redquimes
proscess/purchase the ARV froem NI, with comumence of Mio NHSRAT, They infarmed that the cosvgiete
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record of 190N} patients with tieir name address sl (ae for e last |5 myoniths i3 alsy available with FOPC.
Presenshy, FGPC §s not purchasing fheough vender and miet the need of pagient, through Local purchase with
b price of rapees 1400 per viel. The ansusl requisement of rahies vaoting ol FOPC i approsinately LO0D
viali,

This ffice nhserved that despéte request of MIH for placing erder for ARY, the FiGF purchased ARV
fram mrivate saceor despite the fact that ARV was available with NEH till December 2024, The FGPT
showed i reluckanoe by not making the ARY pvailable for general public since Septernber T023,

[iviPakistam Instiuee of Medical Scienses (FIME], Iglamabad in fis mnotmed reply daied 12002024 saied
piert arvti rabines vaceing bs availoble in teir hospiml. PIME considered Anti-rabics iz (ne i emmengeicy dneg
and @ s provided in ol smrgenoy situations, FIMS have demanded iz the %34 vazing vials From MIH o0
0,07 2021, but in resposas they received partial supplies snd NIH bas completed supply ooder in & mmihs,
*IH alsa dxranded advance payment which is lime kg procedurs and difficult for public sector hospitals
to pay adhvance payment. PIM3 annuslly demeaded approsimstely 4000 quistiy of rabies vacging. PIME
prociired the ARV throtsgh tesder with approved price i Ra. 2064 per vial foe frmeinl year 2023-24 Tham
M's Shaheen Medical Services Alport Road Chatlls Rowalpind

This offlce noted tk despite the HIH's request b place an oedes for ARV, PIMS procgred ARYs from
the private soctor, even theugh NIH had stocks aviflable undil December 024,

(v} Eederal Genersl Hospital (FGH], Chak Shebrad, Iskamabad, in its annotated reply dased 12.01.2004
staied thie oly 5 vialy of eei-rabics voceine ks available in Beir haspial for dying emergency. PO farther
stated that due o Finanigl comstraims and [wadied budget they cansot send the demead o HIH. FOH
demanded 1004 vials annually W avedd shonage, They fenher suied thal hasically, S Fedoral General Heepital
{FOH) s 3 Seenndary Care Referal Hosphal, in case of umavailability neker pariers and request sther beaniary cars
hiipiials in e Gouverenem setap. The propised sol s s mitigate this lasue the separate budpet must b ool
dimecihy to the NEH from Fisance Divicios sccording 10 s dermmad of ihe vaszing fram all Qovemsent Hospiale.
1o e athvancs prodection and supgly of vecaiim an ha marcged i this way

It 6 sibeszrved tharl desplie reqoest of NIH For placing crder for ARY the FGH purchased ARV foom privaie
wecion, despihie ihe Bact that ARV was mailable with KIH till Deqember 2024 The FOH showeil fits reloclone:
bry miod caiking the ARV avarilable for general public [ nddigion to s avaibilicy only for dyerst emerpency
Rtens.

4vi] Mia Natisnal Henlth Services & Coordinntisn (Mfe NHSEC), Dslamakad, in its anmdaiod reply dahed
72003024 s1s0ed thant skortage of terk-rabics vaccing is dug 1 badgetary constraints. The BMinistry simed thal
aller Eighieerdh Amendment, bealth is 2 prondncial sebject and eespective healih-cire COMmmissinng m
Provinees along with Fadersl brepector of Drigs keep & vigilanl y¢ aver the shormape of hife soving
drogsreaceines. At Federal level, flamebod Healtheare Hegulmory Avhesiry ks rasposeibls (i moniloring
ther veheth e antl-robies vaccing is &vailable in Federal Govensmend Polyclinis Hogpitel, Fakisian Insinne ol
Afedical Scimrees dnd Federal Govemment Hospiul The ARY & adeinisiered fo the seriooes patiem ond
crenled persons, However, Finarce division will be requested for alloemion of ammpls lunds in pex financal
st They further stated el Misistry has no nobe i flxation of prices of amii-mibies viceme of Boy ciher
drugs. Thers is n drug prcing Pulicy 1% amended im 2018 acconding b which DRAP fixes the prives and
e raiter is senl 0o Federal Cobinet (through DRAP) for approvel of Maximum Feall Price {MEF) as
peconsmerded by Trugs Pricing Commities of AP, As per Rulés of Businass, this kinisiry has no role in
megulwsisg ihe production snd sopply of anfi-rabies vaceine. They Farther saated than BIH wams given the siotus
of s dukaemous organimiion under the defunct Minlsry of Health sow Pelinisiry of Matiosal Feeldh
Bervices, Regulmians and Coordinathon through a Presideiial Gedinance LA af 198D, MIH s invalved in
wmvclti-discipSimary public heaih nelalid etivities Tike diagreemie services, resareh piud production of vartous
vacrines for 41} vears, The mandate of the Minlsiry os uplooded on their official website staes as under
«  Provides cfficicnt, eguitahle. nocossible & wffordable heulih sarvices with 1he ohjective o suppoe peaple

aredl communilie: & Enpeove their heabih saius.

»  Civersight for nepulitory bodies in bealth sector,
s Enforcomsem of Drups Laws wtd Regelations.

b
HE- Thiss Office observed thst o Minwstry Bad il ayed s adminisiative rode as mandaiod 1o i, the ismm of phimags
ol ARY would have not bezn oocurmed.

{vil) The Capital Development Augharity (O, [slamatuad. Diurisg thi: heasing procesdizgs il wis abservod fal
the ARY |5 not evailable even in e CDA hoegital theredome the TDRA was olso enlled for heoring. (ki
25002004 1he representstive of C0A appeared and (afoemed thal the AR was availahle wigh the CDA
hinspatal till 14022004 for the peneral peblic and simes Then the same i3 oW of stock. However, presenily
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ARV s mot avadable in their hospital dus 10 it non-muilability in NIH, The repecscenaiive of CDA il
fumiihed a report whizh stutes that CDA used po eliminie siray dogs iheough dog shomers however, he
Homeurahie Tslsmsabad Fiph Cour vide i judgement dawed 25042022 in W.F M, 11332019, peotribiied
the killimg of aey dogs. Thereafter 0 tackle ile e of siray dogs the CDA exahblished Siray [og
Popdstion Control Centre {SCPCC) and presethy anowaid 200 dogs. are in this centre, The C0A rooeives
cumplairits via direct codls 41 heir help ling Mo. 819 and also tifesgh social media accoum of SDPCC and
slmost neccives 230 comppluints om daily hasis, The dogs an: neutned and wfier cerialn period wilh all the
pirinenls rebaased 10 respective ansa fm whese they wer: picked alber piving tham permsnent identifiction
sk, Tiie ©99 Finard has already approeed PC-1 of Be 159,58 million and by I Jor costrol of siray dog
a5 well mmd the corarsct s alse maeded 10 bl 385 Associoes (Do, Coniractor), They furtber sanal Ul
anceand T{llmﬂunﬂmyﬂu-g;nuuppwanddirudnsnﬁtmmhly hesis and almos) sene gumtily
of dogas are alse ekl

a, Kuseping i view the greviey of the issue of pablic impotases, & series of Beringsmectings wene held.
Represcrtative of all the Ageri e otended the heseings and subrmisteil akir pepors. A yuestionoaing rlé v i cach
Agency wia provided with dissctions & fimmish annoiated replics. ol of which wene chily submitied. Persnl o shese
sepurts ad menntnbed replics, [t wis noied that NI = the sek Yol penddueer of meai-rabias vaccing in the public
enctine. Haever, it is curreoly mot mamfwineg the vaccine dug w nanerevision of price by the DRAP,
3. The NI has alresdy ploced a supply onder with the Chiness campany. Lisoning Cheng D Bictachnnlogy
e Lad, through a becal imponer, Sindh Medecdl Saore Karichi, for the procusisesnt o Celf Culosre Rabies Yaocing
(CTRY) Rendy 10 Fill Bolk (RTFB} The consigresent of ahoe B, 28 grore ot o e of Bs 00061 per vial, w be
e l{vered in three stalmesds of 90,000 doses each by Fareh 2034, Theogaller, an additsomnl three meoaths will b
regulred foe processing, she anti ks vaeine md expectid] b he evailable for ihe gemem] public by the and of May
20014, The NIH repressanmive also highllgheed ihet the curreat mke sei by DRAR for vaceing pendkaction ans lpwer
enmpared 1ot kgh production codts, exacerbated by (he inoreasing exchanpe rue of the dolln, Preseethy, the cosi
prer wid of the voesine sands o Ba. TELLS, sgnificandly jower than i private sector prive of Rs. 1126, Addtionally,
the WIEE noled e public ssctor kosplmls oftes peson W prcsting ~grecines from fhe privese markel instead of
requesting Them
fi. Daring the hering/moetisgs, | was ackneafedged by the nopeeiemiames al e Federl Oovemmen
Peliclinic Hosphisl ¢FGPCED and Federl Ceneral Hospoal Chak Stalend that the mti-rabics vaooime wag Bol
availetls in 1heir respactnee hospitds. The represeriallve of the Federal Goversemen Prolychinte (FGEPC) stand That
it vige e ad e aninailabde 0 their bospital sines Seplember 2023, and prior to thie, tey had procurad (@ from
Sis Ak Pharmacenticals o & cost of Rs, 1400 per viel Hmwver, the representative from PIME indisate:d thai
e viecee B ovailoble i thelr Baspital. Upon feaquiry, the PIMS represemanag staied ghai duz 1o the vaEcines
yninilabiliny froms NI, they hod soorced it froo s Shabeeo Medical Serviees, Alrpert Real Chaklsls
Rawalpimli, 5 Ry, D4 per vial,
7. 1 s further obscrved that ool of 24 privete iretitutions, ondy Sindh Medical Sone Barachi and M's Sunnf
Avenli= Pakiste Limited, Karacki Bave imporied ihe vaceing ol camenily {he s is availabke @ Sindh dedicad
Siore Karaehi @ Rs. 2036/ per vial, bt is pertinent (o mention here thal NIH spplied for 3 price revision of the Cell
Culiune Rabes Yaccine & m hardship case on 10,1003053. However, B TIRAR inits lener daned 13,1240, poneed
ot several deficiencies and the maps dyficisncy was an abseres of & Good Manafusiunng Pracsize (GRE)
Centificoie, which DRAP conld prant aller & s feciory mepeetion. According b heir nepul i, DEAF is roquira
L condut inspections of both pablic and privete nstifses twice a year, Rowever, il ediducied Especlion e
30114, scsliing in noe-issuancs of GMP cersificate, 4 mais rrason of iy of vaccine prodkctian by NIH. Keeping
in view thiz piluaion, The THUAR was dinociod (on immediss mepection of MIH sirfedy in apenndames with thew
Fastes/ K egulations withoat compromising upoo e quality of tas vaczine. ba enmplimos Wil!éilglg.!ﬂ:ﬁm‘s of this
Page 4 of 6 &
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Osnre. the DRAP comduced an imspecsas of MIH nd fornished iis reporl, wherehy poinied o s 110
ohservitiom b acknowdedged ceain imprevements in their documeseation ad technival aspecis, Hiswevsr, their
(uality Comtrol () wing is &1l not operaning i g8 eptimal level. KIH stwed that they Bave shiressed nearly 54
of the idemified shorteomings and w#l address the remesiag enam

£ The DRAP and NIH joinily suggestod tha it wedd be appeopriae if @ sie visit of NEH is conducted by this
{1ifice slong with concemed Division of DEATP and MLH o< lafy e preseat condition of existing dedicmed lzb ool
ARN. Dusing wisis of MIH om 01 023004 it wes proposed b MIH 1o ulilise e aliesnste libaraory, e s Bio Safey
Leved -3 {BSL-3) Gacilly, 25 o shon-term imerim altzmme solufion i meet the requinzmentz for obirining the GhiF
cemifican, exsemiel for ssuring quality assurance. Thereafier, the Toguest ol RIH lor prics enldneementrevison af
e aiti-rabies vaceine will be processed. The HIH also remared that in the mntime o dedizsted labaratory for ARY
wpuld B cablished of perrnanent basis. The DRAP agreed upon utilization of B51.-3 Lak for AR and also showed
ils wariafacion upon e szndends of BSL-3 |sboratory, however, simed that o ropoec nepardng qualige of BSL-3 will
e [uraratesd alker a formal inspection by the Quafkiy Divison of DEAP, The DRAP o 12,02 2004 conducted
mepction of B51-3 Lab ared showed I smistocion upon s ssandards and gnlity.

i, The conclusive hearieg'meeting of the cme was held oo 12002 2024 whirein, the represamaive of the
Binisiry made commmatment el b will 14k up the ise with the mthorities within 2 peried of 01 week W enere
availebitiy of anli-rabics voccie up b 100 vials in Public Sevir Hospaals of Blamatod as on immediste siop pap
rrangement to puke the ARY available for general public and will be replesdied with the consemed oses 1l the
rezelpl af the same (rom MIH

h [ T Bepreseniative of the DREAP olso assumd that the case of issamees of cosdisloeal GMIP cerificaie so M
firr price Incrensedrevision sholl be placed befoer DRAP Asherily by QALT [eviskon within a period of @3 wocks
fo flned deckon. The represestative of MIH also assured that the ant-rabics wal he avallahle o general public by
the encl of May 2004,

1. Inview of the above, the Investigation of the complaint is closed under Regulition 23 (1] (z) of the
Wafayi Mohtasi [Investigation and Haposal of Complaints) Hegulations, 2003 and the matter is referred (o
the concerned Agenckes for disposal at their end in accordance within thair swn lows, roles, regulatioss and

S0P errictly witkin the time frams ghaen by themsslwes in the fallowing manners:-

Lo Incmplipnee wits the dieembons of this affice, fhe Mo Manoual Health Services & Coordimation o
2.022004 imsued dimctions %0 oll the public secior haspitsks of lilowebad folling under its
akmdrasirmive contral o purchase sufficient visls of AEY md make the =me wrailable for peneial
bl a8 s s iaee remedhal measune, (n 230231024 the Ministry along with R chak shehizl
arad FOPCH imfirmed in writing (hat bath the Tosgpials hivee purchised ARY and ihe sare is availible
for geneml public. They Forher assured ghon ARY will be avanlshle for gemeral pobise withost
Imernuption with 175 in time replentshmens.

B The DRAP shall subatin o <ompliosce repor regieding lsnunce of (MP cenifieate o MEH and price
revison of ARY wathin 30 day=.

i The ™NIH shail make the sti-mbies vaccine available for the public sector hospitala/instinticns by the
end of May 124

. Al the Pubc sactor hospilals, mber-alia, FIMS, FGPC Heepatal and FGH Chal Shohead, klamahad
should purchase. anii=mhies vaccine slong with other hifiz-srving drags [bom public seke it
(WEH), om need and pricaity basis However, may purchase ARY privaledy il not availalde with NIH.

v, The WIH should cosure 10 maintabn the required smndards of momafaciuniag, preservation and
distribution of anti-rahi vagcing sl otber |i fe-ziving dregs without comproenising the quality in ooder
tip Evnid it shomage for public seclor institions.

™ vi, T WIH ghall ereore the expeditious cansinection of dedicated Tab for ARY sdhesing o the speciiled
slandards sc1 by DRAP, This iniclative should Be put on fest-tracked fo aoinimize e Ask of fosare

shosiages of AR ﬁ,',;qm#md_
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The DRAP siriptly in sceondance with their Riks sheald ensun: aegecilon of all the publicprnme
sechor iminiions o nepular bests, e seitfement of Their sbsenations within tlmee=frame given by
itself 30 watch ver the quality control, malntenance and proservation aimed fo upheld the specified
qualiny level of ARN,

The DRAD thewld strictly addres: dhe disparity in the price of anti-nibies vaocing i public asd privine
secicn institutions in ander 10 meke te vaccing affordable for the gesem| public.

The Ministry should devise o mechanism o monitor the wyadlability of anti-rhies vocome ml atber
life=saving drugs. ks sisbilty and sniformity in prices for pevenience and accessibiiy of the genecal
juhlic.

The Min Maticeal Health Servkees & Courdination, being an ndministrative Miskstry, shall unsers thint
all the pablic sector hospitals throughout the couniry inclisdeg the Federal Capital to esiahblish
Encilitmtion Centres amd ersure rahies vaccination ingluding informitin abom ARY in Sweir dedicaed
el pline: and mohilis applications 10 sepor doy bites o foster 2 proective commusity respons.

T Caginal Development Awdority (CTA) shall ensun; the availability of ARV in the CDA hospital
for the peneral pubilic without ooy shostage or pap with its neplenishment.

The Copital Develogosem Awhority (OO shall funher asure Ipeaiment of stray dogs morne
cllicicndy and effectivaly strgily by pecordance with thelr SCIPs mmd pefevant mules und regulations 1o
minimizs the cases of dog hile.

12, The Ministry of Nitional Heslth Services & Coondination. being an Admssistrtive Minisiry, [ ensure
it rupted mvailability- ol ARY for the general peblic and funish monthly cunsol ldated reparts kaving the progress
ol all the Agencies 10 th Reghsame's Office 1ill such time the vaccine bocomes avuilable’accesaid U the gereral
bl iy the end of My i, 31080 2024 é
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11.

12,

APPENDIX-I

OUR TEAM

Mr. Afzal Latif, Secretary, Wafaqi Mohtasib Secretariat
He served as Secretary, Establishment Division, Ministry of Human Rights and Industries and
Production.

HONORARY SENIOR ADVISORS
Justice (R) Muhammad Raza Khan, Senior Advisor, Head Office, Islamabad
He served as Secretary, Ministry of Law and Justice and Chief Justice, Peshawar High Court.
Syed Asif Shah, Senior Advisor, Head Office, Islamabad
He served as Secretary, Ministry of Commerce and Member, Federal Public Service Commission.

SENIOR ADVISORS/INVESTIGATING OFFICERS
Raja Raza Arshad, Senior Advisor, Head Office, Islamabad
He served as Federal Secretary in Ministry of Women Development, Senior Member Prime
Minister’s Inspection Commission and Additional Secretary, Ministry of Environment.
Syed Anwar Haider, Senior Advisor, Regional Office, Karachi
He served as Federal Secretary (Senior Member), Board of Revenue and Additional Chief
Secretary, Home and Prison Department, Sindh.
Mr. Muhammad Ayub Tarin , Senior Advisor, Head Office, Islamabad
He served as Additional Auditor General of Pakistan, Additional Finance Secretary and Accountant
General Pakistan Revenue, Islamabad.
Mr. Abdul Moiz Bokhari, Senior Advisor, Head Office, Islamabad
He served as Special Secretary, Ministry of Foreign Affairs, Assistant Secretary General,
Organization of Islamic Cooperation (OIC), Jeddah and ambassador to various countries.
Ms. Raana Seerat, Senior Advisor, Head Office, Islamabad
She served as Member (Audit) in Federal Board of Revenue and Chief Commissioner,
Large Taxpayers Unit, Islamabad.
Mr. Abdul Hameed Razi, Senior Advisor, Regional Office, Lahore
He served as Member (Incharge), Wafaqi Mohtasib Secretariat, Regional Office, Lahore.
Ms. Seema Shakil , Senior Advisor, Regional Office, Karachi
She served as Member, Inland Revenue, FBR and Advisor (Incharge), Federal Tax Ombudsman, Karachi
Mr. Muhammad Waseem Akhtar, Commissioner-IRD, Regional Office, Faisalabad
He served as District and Sessions Judge, Punjab Judiciary.

ADVISORS/INVESTIGATING OFFICERS
Mr. Javaid Akhtar Sheikh, Advisor, Head Office, Islamabad
He served as Additional Secretary, Ministry of Railways and Additional Secretary, National Assembly
Secretariat, Islamabad.
Mr. Sang-i-Marjan Mahsud, Advisor, Regional Office, D.l.Khan
He served as Chief Secretary, Northern Areas (GB) and Secretary to Chief Minister, KPK.
Mr. Shahid Humayun, Advisor, Head Office, Islamabad
He served as Additional Secretary and Joint Secretary, Cabinet Division, Islamabad.
Syed Zakir Hussain, Advisor, Regional Office, Karachi
He served as Chairman, Enquiries and Anti-Corruption Establishment, Sindh and Additional IGP on
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13.

14.

15.

16.

17.

18.

19.

20.

21.

22,

23.

24,

25.

26.

27.

28.

29.

30.

31.

32.

various positions in Sindh Police.

Mr. Saqib Aleem, Advisor, Regional Office, Lahore

He served as Additional Secretary, Ministry of Law and Justice and Wafaqi Mohtasib Secretariat, Islamabad.
Mr. Shahid Latif Khan, Advisor, Regional Office, Lahore

He served as Director General, TDAP, NAVTTC and Intellectual Property Organization and Executive
Director General, Ministry of Commerce.

Mian Shuja ud Din Zaka, Advisor, Regional Office, Lahore

He served as Accountant General, Punjab.

Syed Shujaat Abbas, Advisor, Regional Office, Karachi

He served as Director General, NADRA, Senate Secretariat and Port Qasim Authority.

Mr. Shah Mahboob Alam, Advisor, Head Office, Islamabad

He served as Joint Director, Intelligence Bureau, Advisor, National Accountability Bureau and
Managing Director/CEOQ in Oil and Gas Development Corporation of Pakistan.

Major General (Retd.) Haroon Sikandar Pasha, Advisor, Head Office, Islamabad

He served as Director Chief Executive, President Secretariat and DG, NAB, Sindh.

Prof. Dr. Inam Ul Haq Javeid, Advisor, Head Office, Islamabad/Grievance Commissioner for Overseas Pakistanis
He served as Chairman, Pakistan Academy of Letters, Federal Text Book Board and Managing
Director, National Book Foundation.

Mr. Shahid Hussain Jilani, Advisor, Regional Office, Faisalabad

He served as Additional Secretary, National Assembly Secretariat.

Raja Akhlaq Hussain, Advisor, Head Office, Islamabad

He served as District and Sessions Judge in various districts and Secretary, Law and Justice
Commission of Pakistan.

Mr. Arshad Mahmood Cheema, Advisor, Head Office, Islamabad

He served as District and Sessions Judge and Advisor/ Registrar, Federal Tax Ombudsman.
Mr. Ejaz A. Chaudhry, Advisor, Regional Office, Lahore

He served as Operational Consultant in different projects of World Bank.

Mian Muhammad Shafi, Advisor, Regional Office, Gujranwala

He served as District and Sessions Judge.

Dr. Syed Rizwan Ahmed, Advisor, Regional Office, Hyderabad

He served as Ambassador/ High Commissioner in various countries.

Mr. Muhammad Mushtaq Jadoon, Advisor, Regional Office, Peshawar

He served as Secretary, Government of KPK.

Mr. Muhammad Majid Qureshi, Advisor, Head Office, Islamabad

He served as Member, Federal Board of Revenue.

Mr. Shahzad Raza Syed, Advisor, Regional Office, Lahore

He served as Deputy Auditor General, Auditor General of Pakistan.

Mr. Rashid Ahmad, Advisor, Regional Office, Abbottabad

He served as Additional Chief Secretary (Development), Government of KPK.

Mr. Anwar Ali Sheikh, Advisor, Regional Office, Hyderabad

He served as Senior Executive Director, OGRA.

Mr. Muhammad Rashid Qamar, Commissioner-IRD, Regional Office, Multan

He served as District and Sessions Judge, Punjab Judiciary.

Mr. Izhar Ahmed, Commissioner-IRD (Informal Resolution of Disputes), Regional Office, Lahore
He served as Secretary to Government of Punjab.
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Mr. Mudassar Khalid Abbasi, Senior Law Officer, Head Office, Islamabad

He is a former judge of Lahore High Court and Advocate Supreme Court of Pakistan.
Mr. Masood Arshad, Senior Consultant Legal, Regional Office, Lahore

He served as Director General, Lahore High Court and District and Sessions Judge.

ASSOCIATE ADVISORS/ INVESTIGATING OFFICERS
Mr. Ghulam Sarwar Brohi, Associate Advisor, Regional Office, Quetta
He served as Director General, Trade Development Authority of Pakistan and Secretary to
Chief Minister, Balochistan.
Syed Ghazanfar Mehdi, Associate Advisor, Regional Office, Lahore
He served as Director General in Wafaqi Mohtasib Secretariat and CF and AO in Economic Affairs Division.
Mr. Riaz Ahmed Memon, Associate Advisor, Regional Office, Karachi
He served as Secretary, Sports and Youth Affairs Department, Planning and Development
Department and Education and Special Secretary, Health and Education.
Mr. Tarig Mahmood, Associate Advisor, Regional Office, Lahore
He served as Secretary to Government of Punjab and Member, Board of Revenue, Punjab.
Mr. Mahmood Javed Bhatti, Associate Advisor, Regional Office, Multan
He served as Commissioner, Faisalabad.
Mr. Riaz Hameed Chaudhary, Associate Advisor, Regional Office, Lahore
He served as Chairman, LWMC and Managing Director, PSIC.
Dr. Sheikh Imtiaz Ali, Associate Advisor, Regional Office, Hyderabad
He served as Director General (Faculty) in National Institute of Labor Administration Training.
Mr. Basit Aziz Khan, Associate Advisor, Regional Office, Bahawalpur
He served as Advisor, Ombudsman Punjab and Assistant District Public Prosecutor.
Dr. Abdul Waheed Indhar, CommissionerdRD (Informal Resolution of Disputes), Regional Office, Sukkur
He served as Director, School Education (Elementary, Secondary and Higher Secondary), Sukkur.
Mr. Muhammad Arif, Associate Advisor, Regional Office, Mirpurkhas
He served as Resident Engineer, National Heritage and Cultural Department, Government of Sindh.
Mr. Khalid Nazir, Associate Advisor, Regional Office, Bahawalpur
He served as Chief Engineer, MEPCO.
Engr. Moula Bux, Associate Advisor, Regional Office, Karachi
He served as Advisor and Deputy Director CEO Task Force, K-Electric.
Mian Abdul Khaliq, Associate Advisor, Regional Office, Sukkur
He served as Vice President/ HR Head House Building Finance Company (HBFC).
Mr. Mansoor Qadir Dar, Commissioner-IRD (Informal Resolution of Disputes), Regional Office, AJK
He served as Secretary, Government of AJK.
Mr. Noman Falah-ud-Din Vardag, Commissioner-IRD, Regional Office, Lahore
He served as General Manager, Postal Life Insurance and Post Master General, Balochistan.

DEPUTY ADVISORS/ CONSULTANT/ INVESTIGATING OFFICERS
Mr. Muhammad Saqib Khan, Registrar, Head Office, Islamabad
He is the longest serving officer in the Wafaqi Mohtasib Secretariat.
Mr. Moinuddin A. Siddiqi, Consultant, Head Office, Islamabad
He served as Deputy Secretary, Prime Minister’s Office, Islamabad.
Barrister Lamia Niazi, Consultant, Head Office, Islamabad
She is on the legal panel of National Assembly Secretariat and a Legal Practitioner.
Syed Nabil Igbal Gilani, Consultant, Head Office, Islamabad
He served as Deputy Director I.T in Wafaqi Mohtasib Secretariat.
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58.

59.

60.

61.

62.

63.

64.

65.

66.

67.

68.

69.

70.

71.

72.

73.

74.

Ch. Salamat Ali, Consultant, Head Office, Islamabad

He served as Deputy Secretary in Senate Secretariat.

Mr. Pervez Halim, Deputy Advisor, Head Office, Islamabad

He worked as Deputy Secretary in the Federal Government and performed Protocol duties.
Mr. Mahmood Aslam Butt, Consultant, Head Office, Islamabad

He worked as Chief, Federal Board of Revenue and Director, NACTA, Ministry of Interior.

Syed Muhammad llyas, Consultant, Head Office, Islamabad

He worked as Director, Ministry of Information and Broadcasting.

Mr. Mushtaq Ahmed Awan, Deputy Advisor, Regional Office, Sargodha

He served as Superintendent of various Central and District Jails.

Mr. Jawed Ahmed, Legal Consultant, Regional Office, Karachi

He served as Private Secretary in Wafaqi Mohtasib Secretariat and an Advocate High Court.
Ms. Shahina Ahmed, Consultant, Regional Office, Karachi

He served as Director, Wafaqi Mohtasib Secretariat, R.O. Karachi and Deputy Secretary in
Government of Balochistan.

Mr. Bakhtiar Gul, Deputy Advisor, Regional Office, Peshawar

He served as Managing Director, FATA Construction Unit and Director, Irrigation and Hyderal Power, FATA.
Mr. Jehanzeb Latif, Deputy Advisor, Regional Office, Peshawar

He served as Director in Wafaqi Mohtasib Secretariat.

Mr. Khalil Ahmed, Deputy Advisor, Regional Office, Mirpurkhas

He served as Investigation Officer and Banking/ Financial Expert, National Accountability Bureau, Sindh.
Mr. Wahid ur Rehman, Consultant IRD (Informal Resolution of Disputes), Regional Office, Swat
He served as Additional Deputy Commissioner, District Administration, KPK

Mr. Farman Ahmed Jatoi Baloch, Consultant, Regional Office, Sukkur

He is a practicing advocate High Court.

Mr. Muhammad Khalid Naseer, Consultant, Head Office, Islamabad

He served as Audit Officer, Directorate General Audit Works (Federal), Islamabad.

Mr. Igbal Hasan Siddiqui, Consultant / Director, Head Office, Islamabad

He served as Private Secretary to the Advisor to the Prime Minister on National Security and Foreign Affairs.
Mr. Muhammad Arshad, Consultant, Head Office, Islamabad

He served as Deputy Director, FIA and Accounts Officer, AGPR, Islamabad.

Mr. Gulzar Ahmed Butt, Assistant Advisor, Regional Office, Lahore

He served as Senior Superintendent of Prisons.

Mr. Muhammad Kashif, Assistant Advisor, Regional Office, Khuzdar

He served as Anchor, Compere and Host in Pakistan Television.

Mr. Khalid Sial, Consultant (Media and Public Relations), Head Office, Islamabad

He served as PRO/ Superintendent, Wafaqi Mohtasib Secretariat, Islamabad.

Mr. Muhammad Wasif Saleem, Assistant Advisor, Regional Office, Gujranwala

He served as Law Officer, Punjab Ombudsman.

Mr. Asghar Ali Awan, Assistant Registrar, Regional Office, Gujranwala

He served as Assistant Accounts Officer, Wafaqi Mohtasib Secretariat and Pakistan Military
Accounts Department.

Mr. Muhammad Waqas Raja, Legal Consultant, Head Office, Islamabad

He is an advocate High Court and practicing since 2015.
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REGULAR OFFICERS POSTED AT WMS, HEAD OFFICE AND REGIONAL OFFICES

Mr. Muhammad Safdar, Director General, Head Office, Islamabad

He served as Director General, Immigration and Passports and

Commissioner / Regional Tax Officer, FBR, Rawalpindi.

Mr. Muhammad Ashfaq Ahmad, Director General, Head Office, Islamabad

He served as Additional Secretary in the Government of Azad Jammu and Kashmir.
Mr. Inayat Ullah Daula, Director General, Regional Office, Faisalabad

He served as Senior General Manager, Utility Stores Corporation.

Mr. Zeeshan Muhammad Khan, Secretary to Wafaqi Mohtasib, Head Office, Islamabad
He is serving as Secretary to Wafaqi Mohtasib since 2.11.2021.

Ms. Afshan Sabir, Director, Regional Office, Lahore

She served as Deputy Secretary, National Heritage and Culture Division.

Mr. Rashid Ahmad Sheikh, Director, Regional Office, Karachi

He is serving as Director in Wafaqi Mohtasib Secretariat.

Mr. Fawad Hanif, Director, Regional Office, Peshawar

He is serving as Director in Wafaqi Mohtasib Secretariat.

Ms. Bahleem Bilgees Jan, Director, Regional Office, Karachi

She is serving as Director in Wafaqgi Mohtasib Secretariat.

Ms. Zariyab Mussarat, Deputy Director, Head Office, Islamabad

She served as Assistant Manager in Associated Press of Pakistan.

Ms. Siddrah tul Muntaha, Section Officer, Regional Office, Lahore

She served as Deputy Manager, Pakistan Minerals Development Corporation.
Mr. Salahuddin, Deputy Director, Regional Office, Peshawar

He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

Ms. Abida Saleem, Deputy Director, Head Office, Islamabad

She is serving as Deputy Director in Wafaqgi Mohtasib Secretariat.

Mr. Muhammad Tahir Zameer, Deputy Director, Regional Office, Lahore

He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

Mr. Aziz Uddin Masood, Deputy Director, Regional Office, Karachi

He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

Mr. Adnan Jadoon, Deputy Registrar, Regional Office, Abbottabad

He is serving as Deputy Registrar in Wafaqgi Mohtasib Secretariat.

Mr. Adnan Ahmed, Senior Investigation Officer, Head Office, Islamabad

He is serving as Investigation Officer since 2019 and also as Principal Staff Officer to HWM.
Mr. Sami Ullah Khan, Deputy Director, Head Office, Islamabad

He served as Assistant Registrar in Quaid-i-Azam University.

Mr. Nabeel Hasan Khan, Librarian, Head Office, Islamabad

He is serving as Librarian in Wafaqi Mohtasib Secretariat since 2011.

Dr. Sohail Ahmad Phatak, Assistant Director I.T, Head Office, Islamabad

He is serving as Software Developer in Wafaqi Mohtasib Secretariat since 2008.
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20.

21.

22,

23.

24,

25,

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

Mr. Yasir Shabbir Malik, Deputy Registrar, Regional Office, Bahawalpur

He served as Assistant Registrar in WMS, R.O. Faisalabad.

Mr. Shafqat Ali, Deputy Registrar, Regional Office, D.I.Khan

He served as Assistant Registrar in WMS, R.O. D.I. Khan.

Dr. Muhammad Zahid, Senior Investigation Officer, Regional Office, Multan
He is serving as Investigation Officer since 2019.

Mr. Ameer Muhammad, Senior Investigation Officer, Regional Office, Quetta
He is serving as Investigation Officer since 2019.

Mr. Imran Khan, Senior Investigation Officer, Regional Office, D.l.Khan

He is serving as Investigation Officer since 2019.

Ms. Alia Zaidi, Section Officer, Regional Office, Sargodha

She served as Section Officer in Ministry of Finance.

Qazi Nazim Naeem, Deputy Director, Regional Office, Hyderabad

He served as Deputy Manager, State Life Insurance Corporation.

Mr. Kamran Maqsood, Investigation Officer, Regional Office, Faisalabad

He is serving as Investigation Officer since 2019.

Ms. Sahar, Investigation Officer, Regional Office, Lahore

She has been serving in Wafaqi Mohtasib Secretariat since 2014.

Ms. Anjum Bibi, Assistant Registrar, Regional Office, Peshawar

She is an advocate and practicing since 2015.

Mr. Arif Khan Kundi, Investigation Officer, Regional Office, Gujranwala

He worked as Advocate High Court - a Legal Expert.

Mr. Muhammad Sohaib, Investigation Officer, Regional Office, Multan

He is an advocate High Court and practicing since 2013.

Mr. Jamil Ahmed, Investigation Officer, Regional Office, Abbottabad

He served as Consultant/ Assistant Director in Wafaqi Mohtasib Secretariat.
Mr. Mahmood Khan Mahay, Assistant Director, Regional Office, Multan

He served as Superintendent in Ministry of National Health Services Regulation and Coordination.
Shahzada Allaudin Pirakzai, Assistant Registrar, Regional Office, Kharan

He served as Deputy Director (Acting) in National Commission for Human Development.
Syed Mehmood Ali Shah, Assistant Director, Regional Office, Sukkur

He served as Engineer in PTCL and now posted as Investigation Officer, Regional Office, Sukkur.
Mr. Muhammad Adnan Khan, Assistant Registrar, Regional Office, Lahore
He was practicing lawyer of District Courts Abbottabad.
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CONTACT DETAILS
WAFAQI MOHTASIB SECRETARIAT, Head Office
36-Constitution Aven ue, Sector G-5/2, Islamabad.
Tele No. 051-9213886-7 Fax No. 051-9217224

REGIONAL OFFICE: ABBOTTABAD

District Government Building, Complex, Opposite GPO, Regional Office, ABBOTTABAD
Phone. 0992-9310538, Fax N0.0992-9310549

Email: Ombuds.wmsroa@gmail.com

REGIONAL OFFICE: BAHAWALPUR

House No.56, Muhammadia Colony, Noor Mahal Road, BAHAWALPUR
Phone N0.062-9255612 Fax N0.062-9255614

Email: Ombuds.wmsrob@gmail.com

REGIONAL OFFICE: D.LKHAN

Plot No. 1. Survey No. 79, Quaid-e-Azam Road Near GPO Chowk Cantt. D.I.KHAN
Fax # 0966-9280256

Email: ombuds.wmsrod@gmail.com

REGIONAL OFFICE: FAISALABAD

Building No. P-21, New Civil Lines, Jail Road, Near Total Petrol Pump, FAISALABAD
Fax # 041-9201021, Exchange # 041-9201020

Email: ombuds.wmsrof@gmail.com

COMPLAINTS COLLECTION CENTRE: GILGIT BALTISTAN
Wafaqi Mohtasib Secretariat In Jutial Old Sub Jail Gilgit Baltistan
Phone: 0312-9703311

REGIONAL OFFICE: GUIRANWALA

H.No.2, Khawaja Street, DC Road, GUJRANWALA
Fax No. 055-9330636

Email: Ombuds.wmsrog@gmail.com

REGIONAL OFFICE: HYDERABAD

State Life Building No.3, 6th Floor, Thandi Sarak, HYDERABAD
Fax # 022-9201600, Exchange: 022-9201606

Email: ombuds.wmsroh@gmail.com

REGIONAL OFFICE, KARACHI

4-B Federal Government Secretariat, Saddar KARACHI
Fax # 021-99202121, Exchange # 021-99202107
Email: ombuds.wmsrok@gmail.com

REGIONAL OFFICE: KHARAN

Commissioner Office, District KHARAN

Phone: 092-847-510305, Fax No. 092-847-510306
Email: Ombuds.wmsROK@gmail.com

REGIONAL OFFICE: KHUZDAR

ZTBL Building, Main RCB Road, KHUZDAR

Phone: 0848-920093

REGIONAL OFFICE: LAHORE

State Life Building, 3rd Floor, 15-A Davis Road, LAHORE
Fax # 042-99201021, Exchange # 042-99201017-18
Email ombuds.wmsroi@gmail.com

COMPLAINTS COLLECTION CENTRE: LORALAI
Provincial Ombudsman Office, DC Complex, Loralai
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13. REGIONAL OFFICE: MIRPURKHAS
Ali Town, Hyderabad Road, Near KFC Bulding, Regional Office, Mirpurkhas
Phone: 0233-933005

14. REGIONAL OFFICE: MULTAN
House No. 15C, Whdat Colony, MULTAN
Fax # 061-9330027, Exchange # 061-9330021
Email: ombuds.wmsrom@gmail.com

15. REGIONAL OFFICE: MUZAFFARAD
Room N0.205-206, 2" Floor, Block No. 5, Civil Secretariat, Old P&D Complex,
Chattar,Muzaffarabad (AJ&K)
Phone: 05822-940241

16. REGIONAL OFFICE: PESHAWAR
Secretariat, 1st Floor Benevolent Fund Building, PESHAWAR Cantt
Fax # 091-9211571 Tel # 091-9211573
Email: ombuds.wmsrop@gmail.com

17. REGIONAL OFFICE: QUETTA
1st Floor, Block 1, Civil Defense Training School Building Samungli Road, QUETTA
Phone: 081-9202679, Fax: 081-9202691

18. COMPLAINTS COLLECTION CENTRE: SADDA
Wafaqgi Mohtasib Complaints Collection Centre, Boys Hostel, Karkhano Road, Tehsil Sadda, Lower
Kurrum, District Kurrum
Phone: 0300-681375

19. REGIONAL OFFICE, SARGODHA
Office of the Provincial Mohtasib Punjab, Near Circuit House, PAF Road Sargodha
Phone. 092-48-9330155, Fax N0.092-48-9330156
Email: Ombuds.wmsros@gmail.com

20. COMPLAINTS COLLECTION CENTRE: SIBI
Wafaqi Mohtasib Complaints Collection Centre, Deputy Commissioner office.
Sibbi, Balochistan
Phone:0332-7919990

21. REGIONAL OFFICE, SUKKUR
House No. A-107, Street No.2, Near NADRA Office, Sindhi Cooperative Housing Society, Airport
Road, Sukkur
Fax # 071-9310012
Email: ombuds.wmsros@gmail.com

22. REGIONAL OFFICE: SWAT
Near Masjid Allah o Akbar, Saidu Sharif, SWAT
Phone. 092-946-920052, Fax No. 092-946-920051
Email: Ombuds.wmsrok@gmail.com

23. COMPLAINTS COLLECTION CENTRE: WANA
Tehsil Compound WANA, Opposite NADRA Office, South Waziristan Tribal District
Phone: 0965-211046
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Table-1: Receipt and Disposal of Complaints

S. No. Description Cases

a Number of cases brought forward from previous year 16,399

b Number of cases received during the year 226,372

c Total Workload during the year (a + b) 242,771

d Number of cases disposed of after initial examination 43,291
/ preliminary investigation

e Number of cases disposed of after detailed 179,907
investigation

f Total disposal during the year 223,198

Table-2: Average Workload and Disposal Per Investigating Officer

S. No. Description Cases
a Investigation workload during the year 215,879
b Average workload of each Investigating Officer. 3,270
(Total 66 Investigating Officers)
o Disposal during the year 179,907
d Average disposal per |.O. 2,726
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Table-3: Receipt and Disposal of Review Petitions

S. No. Name of Office Receipt | Disposal*
1 Head Office, Islamabad 413 346
2 Regional Office, Abbottabad - ,
3 Regional Office, Bahawalpur 92 90
4 Regional Office, D.l. Khan 07 7
5 Regional Office, Faisalabad 76 51
6 Regional Office, Gujranwala 43 23
7 Regional Office, Hyderabad 61 56
8 Regional Office, Karachi 128 138
9 Regional Office, Kharan _ -
10 Regional Office, Khuzdar 15 15
11 Regional Office, Lahore 53 67
12 Regional Office, Mirpur Khas 02 02
13 Regional Office, Multan 82 92
14 Regional Office, Peshawar 115 90
15 Regional Office, Quetta 41 60
16 Regional Office, Sargodha 00 00
17 Regional Office, Sukkur 03 02
18 Regional Office, Swat - -

Total 1,131 1,039

* Include petitions brought forward from previous year

1,131 fresh Review Petitions received against 223,198 decisions i.e. 0.51%
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Table-4: Representations to the Hon’ble President of Pakistan

S. No. Description Cases
a Representations filed during the 654
ear . ..
y Against the decisions of 223,198
(0.29%)
b Decisions Received 759
C Decisions upheld 411 (54.15%)
d Accepted 45 (5.93%)
e Remanded 26 (3.43%)
f Others / Infructuous 277 (36.5%)
Table-5: Volume of Complaints Against Key Agencies
S. No. Name of Agency Receipt Disposal
A-Power Companies
1 Lahore Electric Supply Co. 39,520 37,467
2 Multan Electric Power Co. 20,241 20,193
3 K-Electric 14,966 15,065
Peshawar Electric Supply
4 Co. (PESCO) 9,568 10,149
5 Hyderabad Electric Supply 9,689 8,417
Co. (HESCO)
Sukkur Electric Power Co.
237
6 (SEPCO) 6,23 5,996
Faisalabad Electric Supply
7 Co. (FESCO) 3,103 3,080
Gujranwala Electric Power
8 Co. (GEPCO) 3,030 2,906
9 Quetta Electric Supply Co. 1,717 1,821
(QESCO)
10 Islamabad Electric Supply 1,507 1,500
Co. (IESCO)
Sub-Total: 109,578 106,594
B-Gas Companies
Sui Southern Gas Co.
11 Limited (SSGCL) 16,564 16,954
Sui Northern Gas Pipelines
12 2 2
Ltd. (SNGPL) 6,625 6,523
Sub-Total: 23,189 23,477

165



TABLES

C- Some other Agencies having complaints more than 400

13 Benazir Income Support 20.264 18.487
Programme ' '

14 NADRA 5,839 5,798

15 Immigration & Passport 4,692 4,197

16 Pakistan Post Office 4,014 4,081
Department

17 Postal Life Insurance (PLI) 3,634 3,670

18 EOBI 3,583 3,498

19 | Allama Igbal Open 2,007 1,994
University

20 PTA 1,834 1,724

21 PTCL / UFONE 1,830 2,163

29 Federal Investigation 1,696 1,682
Agency (FIA)

23 Pakistan Bait ul Mal 1,468 1,309

24 Pakistan Railways 1,269 1,289

25 Intelligence Bureau (IB) 1,020 1,002

26 | State Life Insurance 098 999
(SLICP)

27 National Bank of Pakistan 895 911
(NBP)

28 Federal Employees BF & Gl 826 816
Higher Education

29 783 854
Commission (HEC)

30 | Accountant General 673 690
Pakistan (AGPR)

31 | Capital Development 557 602
Authority (CDA)

392 Central Directorate of 431 434
National Savings
Sub-Total: 58,314 56,200
Total (A+B+C) 191,080 186,271
Remaining Agencies 35,292 36,927
Total: 226,372 223,198
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PRESIDENT’S ORDER NO. 1 OF 1983

Government of Pakistan
Ministry of Law and Parliamentary Affairs
(Law Division)
Islamabad, the 24th January, 1983
No. F. 17(2)/83-Pub.—The following Order made by the President is hereby
published for general information :—

ESTABLISHMENT OF THE OFFICE OF
WAFAQI MOHTASIB (OMBUDSMAN) ORDER, 1983

President’s Order No. 1 of 1983

WHEREAS 1t 1s expedient to provide for the appointment of the Wafaqi
Mohtasib (Ombudsman) to diagnose, investigate, redress and rectify any injustice
done to a person through mal-administration;

Now, THEREFORE, in pursuance of the Proclamation of the fifth day of July,
1977, and in exercise of all powers enabling him in that behalf, the President and
Chief Martial Law Administrator is pleased to make following order:

1. Short title, extent and commencement.—(1) This Order may be called
the Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order, 1983.

(2) It extends to the whole of Pakistan.
(3) It shall come into force at once.

2. Definitions.—In this Order, unless there is anything repugnant in
the subject or context,—

(1)  “Agency” means a Ministry, Division, Department, Commission or
office of the Federal Government or statutory body, corporation or
other institution established or controlled by the Federal Government
but does not include the Supreme Court, the Supreme Judicial
Council, the Federal Shariat Court or a High Court; (Amended vide
Ordinance No. LXXII of 2002)

(2) “Mal-administration” includes:

@) a decision, process, recommendation, act of omission or
commission which:

(a) 1s contrary to law, rules or regulations or is a departure
from established practice or procedure, unless it is bona
fide and for valid reasons; or

() 1s perverse, arbitrary or unreasonable, unjust, biased,
oppressive, or discriminatory; or

(c) is based on irrelevant grounds; or
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d) involves the exercise of powers or the failure or refusal to
do so, for corrupt or improper motives, such as, bribery,
jobbery, favouritism, nepotism and administrative
excesses; and

(1) neglect, inattention, delay, incompetence, inefficiency and
ineptitude, in the administration or discharge of duties and
responsibilities.

3 “Mohtasib” means the Wafaqi Mohtasib (Ombudsman) appointed
under Article 3:

(4) “Office” means the office of the Mohtasib;
(5) “prescribed” means prescribed by rules made under this Order;

(6) “public servant” means a public servant as defined in section 21 of the
Pakistan Penal Code (Act XLV of 1860), and includes a Minister,
Adviser, Parliamentary Secretary and the Chief Executive, Director,
other officer or employee or member of any Agency; and

(7 “staff” means any employee or commissioner of the Office and
includes co-opted members of the staff, consultants, advisers, bailiffs,
liaison officers and experts.

3. Appointment of Mohtasib.—(1) There shall be a Wafaqi Mohtasib
(Ombudsman), who shall be appointed by the President.

(2)  Before entering upon office, the Mohtasib shall take an oath before
the President in the form set out in the First Schedule.

3) The Mohtasib shall, in all matters, perform his functions and exercise
his powers fairly, honestly, diligently and independently of the executive; and all
executive authorities throughout Pakistan shall act in aid of the Mohtasib.

4. Tenure of the Mohtasib.— (1) The Mohtasib shall hold office for a
period of four years and shall not be eligible for any extension of tenure or
re-appointment as Mohtasib under any circumstances.

(20 The Mohtasib may resign his office by writing under his hand
addressed to the President.

5. Mohtasib not to hold any other office of profit, etc.—(1) The Mohtasib
shall not—

(a) hold any other office of profit in the service of Pakistan; or

(b) occupy any other position carrying the right to remuneration for
rendering of services.

(20 The Mohtasib shall not hold any office of profit in the service of
Pakistan before the expiration of two years after he has ceased to hold that office;
nor shall he be eligible during the tenure of office and for period of two years
thereafter for election as a member of Parliament or a Provincial Assembly or any
local body or take part in any political activity.

6. Terms and conditions of service and remuneration of Mohtasib.—
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(1) The Mohtasib shall be entitled to such salary, allowances and privileges
and other terms and conditions of service as the President may determine and
these terms shall not be varied during the term of office of a Mohtasib.

(20 The Mohtasib may be removed from office by the President on the
ground of misconduct or of being incapable of properly performing the duties of his
office by reasons of physical or mental incapacity:

Provided that the Mohtasib may, if he sees fit and appropriate to refute any
charges, request an open public evidentiary hearing before the Supreme Judicial
Council and, if such a hearing is not held within thirty days of receipt of such
request or not concluded within ninety days of its receipt, the Mohtasib will be
absolved of any and all stigma whatever. In such circumstances, the Mohtasib may
choose to leave his office and shall be entitled to receive full remuneration and
benefits for the rest of his term.

(3)  If the Mohtasib makes a request under the proviso to clause (2), he
shall not perform his functions under this Order until the hearing before the
Supreme Judicial Council has concluded.

(4) A Mohtasib removed from office on the ground of misconduct shall not
be eligible to hold any office of profit in the service of Pakistan or for election as
member of Parliament or a Provincial Assembly or any local body.

7. Acting Mohtasib.—At any time when the Office of Mohtasib is vacant,
or the Mohtasib 1s absent or is unable to perform his functions due to any cause,
the President shall appoint an acting Mohtasib.

8. Appointment and terms and conditions of service of staff— (1) The
members of the staff, other than those mentioned in the Article 20, shall be
appointed by the President, or by a person authorised by him, in such manner as
may be prescribed by the Federal Government. (Amended vide Ordinance No.
LXXII of 2002)

(2) It shall not be necessary to consult the Federal Public Service
Commission for making appointment of the members of the staff or on matters
relating to qualification for such appointment and methods of their recruitment.

(3)  The members of the staff shall be entitled to such salary, allowances
and other terms and conditions of service as may be prescribed having regard to
the salary, allowances and other terms and conditions of service that may for the
time being be admissible to other employees of the Federal Government in the
corresponding Grades in the National Pay Scales.

(4) Before entering upon office a member of the staff mentioned in clause
(1) shall take an oath before the Mohtasib in the form set out in the Second
Schedule.

9. Jurisdiction, functions and power of the Mohtasib.—(1) The Mohtasib
may, on a complaint by any aggrieved person, on a reference by the President, the
Federal Council or the National Assembly, as the case may be, or on a motion of the
Supreme Court or a High Court made during the course of any proceedings before
it or of his own motion, undertake any investigation into any allegation of
mal-administration on the part of any Agency or any of its officers or employees:
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Provided that the Mohtasib shall not have any jurisdiction to investigate or
inquire into any matters which:

(a) are sub-judice before a court of competent jurisdiction or tribunal or
board in Pakistan on the date of the receipt of a complaint, reference or
motion by him; or

(b) relate to the external affairs of Pakistan or the relations or dealing of
Pakistan with any foreign state or government; or

(c) relate to, or are connected with the defence of Pakistan or any part
thereof, the military, naval and air forces of Pakistan, or the matters
covered by the laws relating to those forces.

(2)  Notwithstanding anything contained in clause (1), the Mohtasib shall
not accept for investigation any complaint by or on behalf of a public servant or
functionary concerning any matters relating to the Agency in which he is, or has
been, working in respect of any personal grievance relating to his service therein.

3 For carrying out the objectives of this Order and, in particular for
ascertaining the root causes of corrupt practices and injustice, the Mohtasib may
arrange for studies to be made or research to be conducted and may recommend
appropriate steps for their eradication.

(4) The Mohtasib may set up regional offices as, when and where
required.

10.  Procedure and evidence.—(1) A complaint shall be made on solemn
affirmation or oath and in writing addressed to the Mohtasib by the person
aggrieved or, in the case of his death, by his legal representative and may be lodged
in person at the office or handed over to the Mohtasib in person or sent by any
other means of communication to the office.

2 No anonymous or pseudonymous complaints shall be entertained.

(3) A complaint shall be made not later than three months from the day
on which the person aggrieved first had the notice of the matter alleged in the
complaint, but the Mohtasib may conduct any investigation pursuant to a
complaint which is not within time if he considers that there are special
circumstances which make it proper for him to do so.

(4)  When the Mohtasib proposes to conduct an investigation he shall
issue to the principal officer of the Agency concerned, and to any other person who
is alleged in the complaint to have taken or authorised the action complained of, a
notice calling upon him to meet the allegations contained in the complaint,
including rebuttal;

Provided that the Mohtasib may proceed with the investigation if no
response to the notice is received by him from such principal officer or other person
within thirty days of the receipt of the notice or within such longer period as may
have been allowed by the Mohtasib.

(5) Every investigation shall be conducted in private, but the Mohtasib
may adopt such procedure as he considers appropriate for such investigation and
he may obtain information from such persons and in such manner and make such
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inquiries as he thinks fit.

(6)  Aperson shall be entitled to appear in person or be represented before
the Mohtasib.

(7)  The Mohtasib shall, in accordance with the rules made under this
Order, pay expenses and allowances to any person who attends or furnishes
information for the purposes of any investigation.

(8)  The conduct of an investigation shall not affect any action taken by
the Agency concerned, or any power or duty of that Agency to take further action
with respect to any matter subject to the investigation.

(99  For the purposes of an investigation under this Order, the Mohtasib
may require any office or member of the Agency concerned to furnish any
information or to produce any document which in the opinion of the Mohtasib is
relevant and helpful in the conduct of the investigation, and there shall be no
obligation to maintain secrecy in respect of disclosure of any information or
document for the purposes of such investigation:

Provided that the President may, in his discretion, on grounds of its being a
State secret, allow claim of privilege with respect to any information or document.

(10) In any case where the Mohtasib decides not to conduct an
investigation, he shall send to the complainant a statement of his reasons for not
conducting the investigation.

(11) Save as provided in this order, the Mohtasib shall regulate the
procedure for the conduct of business or the exercise of powers under this Order.

11. Recommendations for implementation.—(1) If, after having
considered a matter on his own motion, or on a complaint or on a reference by the
President, the Federal Council or the National Assembly, or on a motion by the
Supreme Court or a High Court, as the case may be, the Mohtasib is of the opinion
that the matter considered amounts to mal-administration, he shall communicate
his findings to the Agency concerned:

(a) to consider the matter further,

() to modify or cancel the decision, process, recommendation, act or
omission;
() to explain more carefully the act or decision in question;

(d) to take disciplinary action against any public servant of any Agency
under the relevant laws applicable to him;

(e) to dispose of the matter or case within a specified time;

® to take action on his findings and recommendations to improve the
working and efficiency of the Agency within a specified time; or

(g to take any other step specified by the Mohtasib.

(2) The Agency shall, within such time as may be specified by the
Mohtasib, inform him about the action taken on his recommendations or the
reasons for not complying with the same.
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(2A). If after considering the reasons of the Agency in respect of his
recommendations under clause (2), the Wafaqi Mohtasib is satisfied that no case of
mal-administration is made out he may alter, modify, amend or recall the
recommendations made under clause (1):

Provided that where the order is made on a complaint, no order shall be
passed unless the complainant is given an opportunity of being heard.

(Inserted new Clause (2A) vide Ordinance No. LXXII of 2002)

(3) In any case where the Mohtasib has considered a matter, or
conducted an investigation, on a complaint or on a reference by the President, the
Federal Council or the National Assembly or on a motion by the Supreme Court or
a High Court, the Mohtasib shall forward a copy of the communication received by
him from the Agency in pursuance of clause (2) to the complainant or, as the case
may be, the President, the Federal Council, the National Assembly, the Supreme
Court or the High Court.

(4)  If, after conducting an investigation, it appears to the Mohtasib that
an injustice has been caused to the person aggrieved in consequence of
mal-administration and that the injustice has not been or will not be remedied, he
may, if he thinks fit, lay a special report on the case before the President.

(5)  Ifthe Agency concerned does not comply with the recommendations of
the Mohtasib or does not give reasons to the satisfaction of the Mohtasib for
non-compliance, it shall be treated as “Defiance of Recommendations” and shall be
dealt with as hereinafter provided.

12. Defiance of Recommendations.—(1) If there is a “Defiance of
Recommendations” by the public servant in any Agency with regard to the
implementation of a recommendation given by the Mohtasib, the Mohtasib may
refer the matter to the President who may, in his discretion, direct the Agency to
implement the recommendation and inform the Mohtasib accordingly.

(2)  In each instance of “Defiance of Recommendations” a report by the
Mohtasib shall become a part of the personal file or Character Roll of the public
servant primarily responsible for the defiance:

Provided that the public servant concerned had been granted an
opportunity to be heard in the matter.

13. Reference by Mohtasib.—Where, during or after an inspection or an
investigation, the Mohtasib is satisfied that any person is guilty of any allegations
as referred to clause (1) of Article 9 the Mohtasib may refer the case to the
concerned authority for appropriate corrective or disciplinary action, or both
corrective and disciplinary action, and the said authority shall inform the
Mohtasib within thirty days of the receipt of reference of the action taken. If no
information is received within this period, the Mohtasib may bring the matter to
the notice of the President for such action as he may deem fit.

14.  Powers of the Mohtasib.—(1) The Mohtasib shall, for the purposes of
this Order, have the same powers as are vested in a Civil Court under the Code of
Civil Procedure, 1908 (Act V of 1908), in respect of the following matters, namely:-
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(a) summoning and enforcing the attendance of any person and
examining him on oath;

() compelling the production of documents;
(c) receiving evidence on affidavits; and
(d)  issuing commission for the examination of witnesses.

(2) The Mohtasib shall have the power to require any person to furnish
information on such points or matters as, in the opinion of the Mohtasib, may be
useful for, or relevant to, the subject matter of any inspection or investigation.

(3)  The powers referred to in clause (1) may be exercised by the Mohtasib
or any person authorised in writing by the Mohtasib in this behalf while carrying
out an inspection or investigation under the provisions of this Order.

(4)  Where the Mohtasib finds the complaint referred to in clause (1) of
Article 9 to be false, frivolous or vexatious, he may award reasonable compensation
to the Agency, public servant or other functionary against whom the complaint was
made; and the amount of such compensation shall be recoverable from the
complainant as an arrears of land revenue:

Provided that the award of compensation under this clause shall not debar
the aggrieved person from seeking civil and criminal remedy.

(5)  If any Agency, public servant or other functionary fails to comply with
a direction of the Mohtasib, he may, in addition to taking other actions under this
Order, refer the matter to the appropriate authority for taking disciplinary action
against the person who disregarded the direction of the Mohtasib.

(6)  If the Mohtasib has reason to believe that any Public servant or other
functionary has acted in a manner warranting criminal or disciplinary proceedings
against him, he may refer the matter to the appropriate authority for necessary
action to be taken within the time specified by the Mohtasib.

(7)  The staff and the nominees of the Office may be commissioned by the
Mohtasib to administer oaths for the purposes of this order and to attest various
affidavits, affirmations or declarations which shall be admitted in evidence in all
proceedings under this Order without proof of the signature or seal or official
character of such person.

15.  Power to enter and search any premises.—(1) The Mohtasib, or any
member of the staff authorised in this behalf, may, for the purpose of making any
inspection or investigation, enter any premises where the Mohtasib or, as the case
may be, such member has reason to believe that any article, book of accounts, or
any other document relating to the subject matter of inspection or investigation
may be found, and may:

(a) search such premises and inspect any article, book of accounts or
other documents;

() take extract or copies of such books of accounts and documents;

(c) 1mpound or seal such articles, books of accounts and documents; and

(d) make an inventory of such articles, books of accounts and other
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documents found in such premises.

(2)  All searches made under clause (1) shall be carried out, mutatis

mutandis, in accordance with the provisions of the Code of Criminal Procedure,
1898 (Act V of 1898).

16. Power to punish for contempt.—(1) The Mohtasib shall have same
powers, mutatis mutandis, as the Supreme Court has to punish any person for its
contempt who:

(a) abuses, interferes with, impedes, imperils, or obstructs the process of
the Mohtasib in any way or disobeys any order of the Mohtasib;

(b) scandalises the Mohtasib or otherwise does anything which tends to
bring the Mohtasib, his staff or nominees or any person authorised by
the Mohtasib in relation to his office, into hatred, ridicule or
contempt;

() does anything which tends to prejudice the determination of a matter
pending before the Mohtasib; or

(d) does any other thing which, by any other law, constitutes contempt of
court:

Provided that fair comments made in good faith and in public interest on
the working of the Mohtasib or any of his staff, or on final report of the Mohtasib
after the completion of the investigation shall not constitute contempt of the
Mohtasib or his Office.

(2) Any person sentenced under clause (1) may, notwithstanding
anything herein contained, within thirty days of the passing of the order, appeal to
the Supreme Court.

(3)  Nothing in this Article takes away from the power of the President to
grant pardon, reprieve or respite and to remit, suspend or commute any sentence
passed by any court, tribunal or other authority.

17. Inspection Team.—(1) The Mohtasib may constitute an Inspection
Team for the performance of any of the functions of the Mohtasib.

(2)  An Inspection Team shall consist of one or more members of the staff
and shall be assisted by such other person or persons as the Mohtasib may
consider necessary.

(3)  An Inspection Team shall exercise such of the powers of the Mohtasib
as he may specify by order in writing and every report of the Inspection Team shall
first be submitted to the Mohtasib with its recommendations for appropriate
action.

18. Standing Committees, etc.—The Mohtasib may, whenever he thinks
fit, establish standing or advisory committees at specified places with specified
jurisdiction for performing such functions of the Mohtasib as are assigned to them
from time to time, and every report of such committee shall first be submitted to
the Mohtasib with its recommendations for appropriate action.

19. Delegation of Powers.—The Mohtasib may, by order in writing,
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delegate such of his powers as may be specified in the order to any member of his
staff or to a standing or advisory committee, to be exercised subject to such
conditions as may be specified, and every report of such member or committee
shall first be submitted to the Mohtasib with his or its recommendations for
appropriate action.

20. Appointment of advisers, etc.—The Mohtasib may appoint advisers,
consultants, fellows, bailiffs, interns, commissioners and experts or ministerial
staff with or without remuneration, to assist him in the discharge of his duties
under this Order.

21. Authorisation of Provincial functionaries, etc.—The Mohtasib may, if
he considers it expedient, authorise, with the consent of a Provincial Government,
any agency, public servant or other functionary working under the administrative
control of the Provincial Government to undertake the functions of the Mohtasib
under clause (1) or clause (2) of Article 14 in respect of any matter falling within
the jurisdiction of the Mohtasib; and it shall be the duty of the agency, public
servant or other functionary so authorised to undertake such functions to such
extent and subject to such conditions as the Mohtasib may specify.

22.  Award of costs and compensation and refunds of amounts.—(1) The
Mohtasib may, where he deems necessary, call upon a public servant, other
functionary or any Agency to show cause why compensation be not awarded to an
aggrieved party for any loss or damage suffered by him on account of any
mal-administration committed by such public servant, other functionary or
agency, and after considering the explanation, and hearing such public servant,
other functionary or Agency, award reasonable costs or compensation and the same
shall be recoverable as arrears of land revenue from the public servant,
functionary or Agency.

(2)  In cases involving payment of illegal gratification by any employee of
any Agency, or to any other person on his behalf, or misappropriation, criminal
breach of trust or cheating, the Mohtasib may order the payment thereof for credit
to the government or pass such other order as he may deem fit.

(3)  An order made under clause (2) against any person shall not absolve
such person of any liability under any other law.

23. Assistance and advice to Mohtasib.—(1) The Mohtasib may seek the
assistance of any person or authority for the performance of his functions under
this Order.

(2)  All officers of an Agency and any person whose assistance has been
sought by the Mohtasib in the performance of his functions shall render such
assistance to the extent it is within their power or capacity.

(3)  No statement made by a person or authority in the course of giving
evidence before the Mohtasib or his staff shall subject him to, or be used against
him in any civil or criminal proceedings except for prosecution of such person for
giving false evidence.

24.  Conduct of business.—(1) The Mohtasib shall be the Chief Executive
of the Office and shall enjoy administrative and financial autonomy as may be
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prescribed by the Federal Government. (Amended vide Ordinance No. LXXII of
2002)

(2)  The Mohtasib shall be the Principal Accounting Officer of the Office
in respect of the expenditure incurred against budget grant or grants controlled by
the Mohtasib and shall, for this purpose, exercise all the financial and

administrative powers delegated to him. (Amended vide Ordinance No. LXXII of
2002)

25. Requirement of affidavits.—(1) The Mohtasib may require any
complainant or any party connected or concerned with a complaint or with any
inquiry or reference, to submit affidavit attested or notarised before any competent
authority in that behalf within the time prescribed by the Mohtasib or his staff.

(2)  The Mohtasib may take evidence without technicalities and may also
require complainants or witnesses to take lie detection tests to examine their
veracity and credibility and draw such inferences that are reasonable in all
circumstances of the case, especially when a person refuses, without reasonable
justification, to submit to such tests.

26. Remuneration of advisers, consultants etc.—(1) The Mohtasib may, in
his discretion, fix an honorarium or remuneration of advisers, consultants, experts
and interns engaged by him from time to time for the services rendered.

(2)  The Mohtasib may, in his discretion, fix a reward or remuneration to
any person for exceptional services rendered, or valuable assistance given to the
Mohtasib in carrying out his functions:

Provided that the Mohtasib shall withhold the identity of that person, if so
requested by the person concerned, and take steps to provide due protection under
the law to such person against harassment, victimisation, retribution, reprisals or
retaliation.

27. Mohtasib and staff to be public servants.—The Mohtasib, the
employees, officers and all other staff of the Office shall be deemed to be public
servants within the meaning of Section 21 of the Pakistan Penal Code (Act XLV of
1860).

28.  Annual and other reports.—(1) Within three months of conclusion of
the calendar year to which the report pertains, the Mohtasib shall submit an
Annual Report to the President.

(2)  The Mohtasib may, from time to time, lay before the President such
other reports relating to his functions as he may think proper or as may be desired
by the President.

(3)  Simultaneously, such reports shall be released by the Mohtasib for
publication and copies thereof shall be provided to the public at reasonable cost.

(4)  The Mohtasib may also, from time to time, make public any of his
studies, research, conclusions, recommendations, ideas or suggestions in respect of
any matters being dealt with by the Office.

(5)  The report and other documents mentioned in this Article shall be
placed before the Federal Council or the National Assembly, as the case may be.
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29. Bar of jurisdiction.—No court or other authority shall have
jurisdiction—
(1) to question the validity of any action taken, or intended to be taken,

or order made, or anything done or purporting to have been taken,
made or done under this Order; or

(2)  to grant an injunction or stay or to make any interim order in relation
to any proceedings before, or anything done or intended to be done or
purporting to have been done by, or under the orders or at the instance
of the Mohtasib.

30. Immunity—No suit, prosecution or other legal proceeding shall lie
against the Mohtasib, his Staff, Inspection Team, nominees, member of a Standing
or Advisory Committee or any person authorised by the Mohtasib for anything
which is in good faith done or intended to be done under this Order.

31. Reference by the President.—(1) The President may refer any matter,
report or complaint for investigation and independent recommendations by the
Mohtasib.

(2) The Mohtasib shall promptly investigate any such matter, report or
complaint and submit his findings or opinion within a reasonable time.

(3)  The President may, by notification in the official Gazette, exclude
specified matters, public functionaries or Agency from the operation and purview
of all or any of the provisions of this Order.

32. Representation to President.—Any person aggrieved by a decision or
order of the Mohtasib may, within thirty days of the decision or order, make a
representation to the President, who may pass such order thereon as he may deem
fit.

33. Informal resolution of disputes.—(1) Notwithstanding any thing
contained in this Order, the Mohtasib and a member of the Staff shall have the
authority to informally conciliate, amicably resolve, stipulate, settle or ameliorate
any grievance without written memorandum and without the necessity of
docketing any complaint or issuing any official notice.

(2) The Mohtasib may appoint for purposes of liaison counsellors,
whether honorary or otherwise, at local levels on such terms and conditions as the
Mohtasib may deem proper.

34. Service of process.—(1) For the purposes of this Order, a written
process or communication from the Office shall be deemed to have been duly
served upon a respondent or any other person by, inter alia, any one or more of the
following methods, namely:

@) by service in person through any employee of the Office or by any
special process-server appointed in the name of the Mohtasib by any
authorised staff of the Office, or any other person authorised in this
behalf;

(1) by depositing in any mail box or posting in any Post Office a
postage-prepaid copy of the process, or any other document under
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certificate of posting or by registered post acknowledgement due to
the last known address of the respondent or person concerned in the
record of the Office in which case service shall be deemed to have been
effected ten days after the aforesaid mailing;

(iil)) by a police officer or any employee or nominee of the Office leaving
the process or document at the last known address, abode or place of
business of the respondent or person concerned and, if no one is
available at the aforementioned address, premises or place, by
affixing a copy of the process or other document to the main entrance
of such address; and

(iv) by publishing the process or document through any newspaper and
sending a copy thereof to the respondent or the person concerned
through ordinary mail, in which case service shall be deemed to have
been effected on the day of the publication of the newspaper.

(2)  In all matters involving service the burden of proof shall be upon a
respondent to credibly demonstrate by assigning sufficient cause that he, in fact,
had absolutely no knowledge of the process, and that he actually acted in good
faith.

(3)  Whenever a document or process from the Office is mailed, the
envelope or the package shall clearly bear the legend that it is from the Office.

35. Expenditure to be charged on Federal Consolidated Fund.—The
remuneration payable to the Mohtasib and the administrative expenses of the
Office, including the remuneration payable to staff, nominees and grantees, shall
be an expenditure charged upon the Federal Consolidated Fund.

36. Rules.—The Mohtasib may, with the approval of the President, make
rules for carrying out the purposes of the Order.

37.  Order to override other laws.—The provisions of this Order shall have
effect notwithstanding any thing contained in any other law for the time being in
force.

38.  Removal of difficulties.—If any difficulty arises in giving effect to any
provision of this Order, the President may make such order, not inconsistent with
the provisions of this Order, as may appear to him to be necessary for the purpose
of removing such difficulty.
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THE FIRST SCHEDULE
[See Article 3 (2)]

| DR do solemnly swear that I will bear true faith and allegiance
to Pakistan;

That as Wafaqi Mohtasib, I will discharge my duties and perform my
functions honestly, to the best of my ability, faithfully in accordance with the laws
of the Islamic Republic of Pakistan, and without fear or favour, affection or ill-will;

That I will not allow my personal interest to influence my official conduct or
my official decisions;

That I shall do my best to promote the best interest of Pakistan;

And that I will not directly or indirectly communicate, or reveal to any
person any matter which shall be brought under my consideration, or shall become
known to me, as Wafaqi Mohtasib, except as may be required for the due discharge
of my duties as Wafaqi Mohtasib.

May Allah Almighty help and guide me (Ameen).

THE SECOND SCHEDULE
[See Article 8 (4)]

Lo, do solemnly swear that I will bear true faith and allegiance
to Pakistan;

That as an employee of the office of the Wafaqi Mohtasib, I will discharge
my duties and perform my functions honestly, to the best of my ability, faithfully in
accordance with the Laws of the Islamic Republic of Pakistan and without fear or
favour, affection, or ill-will.

That I will not allow my personal interest to influence my official conduct or
my official decisions;

And that I will not directly or indirectly communicate or reveal to any
person any matter which shall be brought under my consideration, or shall become
known to me, as an employee of the office of the Wafaqi Mohtasib.

May Allah Almighty help and guide me (Ameen).
GENERAL

M. ZIA-UL-HAQ,
President and Chief Martial Law Administrator.
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CHIEF MARTIAL LAW ADMINISTRATOR'S SECRETARIAT PAKISTAN
NOTIFICATION
Rawalpindi, the 13th August, 1984

No.57/104(15)/ML-IB/CMLA.—In exercise of the powers conferred by
clause (3) of Article 31 of the Establishment of the Office of Wafaqi Mohtasib
(Ombudsman) Order, 1983 (P.O. No. 1 of 1983), the President is pleased to exclude
any matter relating to, or connected directly or indirectly with the Federally

Administered Tribal Areas from the operation and purview of all the provisions of
the said Order.

By order of the President.
MAJ. GEN.
MALIK ABDUL WAHEED,
COS to the President and CMLA.
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CHIEF MARTIAL LAW ADMINISTRATOR'S SECRETARIAT PAKISTAN

ORDER

1. In response to the representation made by the Ministry of Defence, the
President in exercise of powers conferred by Article 32 of the Establishment of the Office
of Wafaqi Mohtasib (Ombudsman) Order, 1983 (P.O. 1 of 1983) is pleased to order, to
remove all doubts in this behalf, that the ouster of jurisdiction contained in paragraph (c)
of proviso to clause (1) of Article 9 of the aforesaid President's Order is absolute with
respect to the following matters :-

the Defence Division, the Defence Production Division and the military,
naval or air forces of Pakistan, and any department, body, authority or
organisation directly or indirectly under the management or control of, or
in any manner connected with, either of the said Divisions or the said
forces.

2. By order of the President.

Rawalpindi:
13th August, 1984. MAJ. GEN.
MALIK ABDUL WAHEED,
COS to the President and CMLA
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FEDERAL OMBUDSMEN INSTITUTIONAL REFORMS ACT
NO. XIV OF 2013

M -302
REGISTERED No. L..7646

The Gazette of Pakistan

EXTRAORDINARY
PUBLISHED BY AUTHORITY

ISLAMABAD, WEDNESDAY, MARCH 20, 2013

PART 1
Acts, Ordinance, President’s Orders and Regulations
SENATE SECRETARIAT
Islamabad, the 20th March, 2013
No. F. 9(10)/2013-Legis.—The following Act of Majlis-e-Shoora (Parliament)
received the assent of the President on 20th March, 2013 is hereby published for general
information:

ACT No. XIV of 2013

An Act to make institutional reforms for standardizing and harmonizing the laws relating
to Federal Ombudsmen institution and the matters ancillary or akin thereto

WHEREAS it is expedient to make institutional reforms for standardizing and

harmonizing the laws relating to institutions of Federal Ombudsmen and the matters
ancillary or akin thereto:

AND WHEREAS, it is expedient to enhance effectiveness of the Federal
Ombudsmen to provide speedy and expeditious relief to citizens by redressing their
grievances to promote good governance;

AND WHEREAS, it is necessary that in order to enable the Federal Ombudsmen
to perform their functions efficiently, they should enjoy administrative and financial
autonomy;

Now, THEREFORE, it is hereby enacted as follows:—

1. Short title, extent and commencement.— (1) This Act may be called the
Federal Ombudsmen Institutional Reforms Act, 2013.

(2) TItextends to the whole of Pakistan.
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(3) It shall come into force at once.

2. Definitions.— In this Act, unless there is anything repugnant in the subject or
context,—

(a) ““Agency” means, the Agency defined in the relevant legislation and in
relation to the Establishment of the Office of Wafagi Mohtasib
(Ombudsman) Order, 1983 (P.O.No.1 of 1983) shall include an Agency in
which the Federal Government has any share or which has been licensed or
registered by the Federal Government and notified by the Federal
Government in the Official Gazette.

(b) “Ombudsman” means an Ombudsman appointed under the relevant
Legislation and includes the Ombudsman appointed under section 21.

(¢) “relevant legislation” means, the Office of Wafaqi Mohtasib (Ombudsman)
Order, 1983 (P.0O.No.1 of 1983), the Establishment of the Office of Federal
Tax Ombudsman Ordinance, 2000 (XXXV of 2000), the Insurance
Ordinance, 2000 (Ordinance No. XXXIX of 2000), the Banking Companies
Ordinance, 1962 (LVII of 1962), and the Protection against Harassment of
Women at the Workplace Act, 2010 (IV of 2010).

3. Tenure of the Ombudsman.— The Ombudsman shall hold office for a period of
four years and shall not be eligible for any extension of tenure or re-appointment as
Ombudsman under any circumstances:

Provided that the Ombudsman shall continue to hold office after expiry of his
tenure till his successor enters upon the office.

4. Acting Ombudsman.— At any time when the office of Ombudsman is vacant or
he is unable to perform his functions due to any cause the President shall appoint an
Acting Ombudsman who shall perform functions and exercise powers as are vested in the
Ombudsman and shall be entitled to all privileges as are admissible to Ombudsman:

Provided that till such time the Acting Ombudsman is appointed, the Wafaqi
Mohtasib (Ombudsman) shall act as Ombudsman of the concerned office and in case the
Wafaqi Mohtasib is absent or unable to perform functions of his office, the Federal Tax
Ombudsman shall act as Wafaqi Mohtasib (Ombudsman) in addition to his own duties.

S. Removal of Ombudsman.— An Ombudsman may be removed from office
through Supreme Judicial Council on the grounds of being incapable of properly
performing duties of his office by reason of physical or mental incapacity or found to
have been guilty of misconduct.

6. Resignation.— The Ombudsman may resign his office by writing under his hand
addressed to the President.
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7. Grievance Commissioner.— (1) The Ombudsman shall appoint or designate an
officer not below BPS-21 as a Grievance Commissioner in an Agency against which a
large number of complaints are received persistently. '

(2) The Grievance Commissioner shall exercise the powers and perform the
functions as may be specified by the Ombudsman.

8. Oath of office.— An Ombudsman shall take Oath before he enters upon his
office in the form as prescribed in the relevant legislation and in case such form is not
prescribed in the relevant legislation he shall make oath before the President before he
enters upon office in the form set out in the Schedule to this Act.

9. Expeditious disposal of complaints.— (1) The Agency shall, if so required by
the Ombudsman submit written comments in a complaint within fifteen days, and this
period may be extended for a further period of seven days on a sufficient cause.

(2) The representative of the Agency shall, if so required by the Ombudsman,
attend the hearing of complaint, or may request in writing for adjournment with specific
reasons, such adjournment if justified shall not be allowed more than seven days.

(3) Disciplinary action shall be taken by the competent authority if there is failure
in terms of sub-section (1) or sub-section (2).

(4) The Competent authority shall within fifteen days inform the Ombudsman
about the action taken on his orders under sub-section (3).

(5) The Ombudsman shall dispose of the complaint within a period of sixty days.
10.  Powers of Ombudsman.— In addition to powers exercised by Ombudsman
under the relevant legislation, he shall also have following powers of a civil court,
namely:— ’

(i) granting temporary injunctions; and

(ii) implementation of the recommendations, orders or decisions.

11.  Temporary Injunction.— The Ombudsman may stay operation of the ifnpugned
order or decision for a period not exceeding sixty days.

'12.  Power to punish for contempt.— An Ombudsman shall have power to punish
for contempt as provided in the Contempt of Court Ordinance, 2003( V of 2003).

13.  Review.— (1) The Ombudsman shall have the power to review any findings,
recommendations, order or decision on a review petition made by an aggrieved party
within thirty days of the findings, recommendations, order or decision.

(2) The Ombudsman shall decide the review petition within forty five days.
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(3) In review, the Ombudsman may alter, modify, amend or recall the
recommendation, order or decision.

14.  Representation.— (1) Any person or party aggrieved by a decision, order,
findings or recommendations of an Ombudsman may file representation to the President
within thirty days of the decision, order, findings or recommendations.

(2) The operation of the impugned order, decision, findings or recommendations
shall remain suspended for period of sixty days, if the representation is made as per sub-
section (1).

(3) The representation shall be addressed directly to the President and not
through any Ministry, Division or Department.

(4) The representation shall be processed in the office of the President by a
person who had been or is qualified to be a judge of the Supreme Court or has been
Wafaqi Mohtasib or Federal Tax Ombudsman,

(5) The representation shall be decided within ninety days.

15.  Personal hearing.—It shall not be necessary for the President or the Ombudsman
to give personal hearing to the parties and the matter may be decided on the basis of
available record and written comments filed by the Agency.

16.  Supply of copies.—The Ombudsman shall supply free of cost copies of the
findings and recommendations to the parties within fifteen days of the decision.

17. Administrative and financial powers of Ombudsman.— (1) The Ombudsman
shall be the Chief Executive and Principal Accounting Officer of the Office and shall
enjoy complete administrative and financial autonomy.

(2) The remuneration payable to the Ombudsman and the administrative
expenses of the office shall be an expenditure charged upon Federal Consolidated Fund. -

(3) The Ombudsman shall have full powers to create new posts and abolish old
posts, to change nomenclature and upgrade or downgrade any post provided the
expenditure is met from within the allocated budget of the office of Ombudsman.

(4) The Ombudsman shall have full powers to re-appropriate funds from one
head of account to another head of account and to sanction expenditure on any item from
within the allocated budget.

(5) The Ombudsman may delegate any of his financial powers to a member of
the staff not below BPS-21 or equivalent:

Provided that approval of the Ombudsman shall be obtained by the delegatee for

exercise of powers under sub-section (3) and for re-appropriation of funds under sub-
section (4), before implementation thereof.
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18.  Bar of jurisdiction.—No court or authority shall have jurisdiction to entertain a
matter which falls within the Jurisdiction of an Ombudsman nor any court or authority
shall assume jurisdiction in respect of any matter pending with or decided by an
Ombudsman.

19. No Additional responsibility.— Except as provided in section 4, the
Ombudsman shall not—

(a) hold any other office of profit in the sérvice of Pakistan; or

(b) occupy any other position carrying the right to remuneration for rendering of
services.

20. Holding office of profit after expiry of tenure.— The Ombudsman shall not
hold any office of profit in the service of Pakistan, other than a judicial or quasi-judicial
office, before the expiration of two years after he has ceased to hold office nor shall he be
eligible, during the tenure of office and for a period of two years thereafter, for election
as a member of Parliament or a Provincial Assembly or any local body or take part in any
political activity.

21.  Miscellaneous.— A woman, with an experience of atleast ten years in the matters
relating to protection of women against harassment shall also be eligible to be appointed
by the President as Ombudsman under the Protection against Harassment of Women at
the Workplace Act, 2010 (IV of 2010).

22.  Power to make rules.— The Federal Government may, by notification in the
Official Gazette, make rules to carry out the purposes of this Act.

23.  Removal of difficulties— If any difficulty arises in giving effect to any
provision of this Act, the President may make such Order, as may appear to him to be
necessary or expedient for the purpose of removing the difficulty.

24. Overriding effect.— (1) The Provisions of this Act shall have effect
notwithstanding anything contained in any other law for the time being in force.

(2) In case there is a conflict between the provisions of this Act and the relevant
legislation, the provisions of this Act to the extent of inconsistency, shall prevail.
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THE SCHEDULE

[See section 8]

| ST do solemnly swear that I will bear true faith and allegiance to
Pakistan;
That as ----------------- Ombudsman, I will discharge my duties and perform my

functions honestly, to the best of my ability, faithfully in accordance with the laws of the
Islamic Republic of Pakistan, and without fear or favour, affection or ill-will;

That I will not allow my personal interest to influence my official conduct or my
official decisions;

And that I will not directly or indirectly communicate, or reveal to any person any
matter which shall be brought under my consideration, or shall become known to me, as
Ombudsman, except as may be required for the due discharge of my duties as
Ombudsman.

May Allah Almighty help and guide me (Ameen).

IFTIKHAR ULLAH BABAR,
Secretary
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Wafaqi Mohtasib (Ombudsman)’s Secretariat
36, Constitution Avenue, G-5, Islamabad (Pakistan)
Phone No: 92-51-9213886-7

Helpline: 1055 For Children: 1056

Fax No: 92-51-9217224

Email: mohtasib.registrar@gmail.com

For more information/complaint

visit our site www.mohtasib.gov.pk

I Wafaqgi Mohtasib CMIS

<3 Www.mohtasib.gov.pk

0 WafagiMohtasibSecretariatOfficial

’@ wafagimohtasib
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