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No. 1{10¥HWM/2024
Islamabad, ;_5 March, 2024

Dear Mr. President,

It i3 & great honour for me to present to you the Annual Report - 2023 in pursuance of Section 28 (1) of the
President’s Order No.1 of 1983, This Report, though relates to the second year of my tenure as Wafagi
Muohtasib, it provides an overview of the evolution and achievements of this Office since its inception on
24 January 1983. From a modest beginning four decades ago, it stands today as a premier institution of
administrative accountability in the country. It owes its success to the continued patronage of your high
office alongside the utmost commitment and dedication of my illustricus predecessors and the staff in
promoting the core values of ombudemanship.

It is & matter of great satisfaction that the institution of embudsman has taken firm roots in Pakistan, The
trust and confidence of the general public that the Office has earned over the years for its efforts towards
the promotion and protection of human rights, good governance and the rule of law is emply reflected in
numbers. The incidence of complaints has increased manifold and touched an all-time high number of
194,106 during 2023, marking an increase of 1 8% over the figure of 2022. Likewise, the disposal of 193,030
has also been unprecedented showing an increase of 22% over the complaints addressed in the
preceding year.

During 2023, we focused primarily on consolidating the gains of the carlicr initiatives and their impact on
the efficiency and quality of work of this institution. The ever increasing number of complaints is, in fact,
an outcome of various initiatives which included, inter-alia, opening of new Repional Offices, holding of
Khuli Katcheries, launching of the Informal Resolution of Disputes (IRD) mechanism and the visits of
Ombudsman’s Inspection Teams 1o various service delivery agencies to enhance their responsiveness to
the expectations of the general public. In addition, a well-designed and calibrated media campaign was
launched to enhance awareness about the availability of this forum for speedy and inexpensive relief, These
initiatives have tremendously increased the institution’s outreach as wel| as its ability to mend shoricomings
in the service delivery operations of public agencies. Despite manifold increase in its workload, strict
austerity measures were employed 1o make do within the available means,

Following a series of such innovaticns, an in-house study on the evaluation of the performance of this
institution has been completed. The key findings indicate, inter-alia, 81% awarencss rate about the
institution among the general public, a high satisfaction rate of 96% regarding the ease of the complaining
process and 67% expressing satisfaction with its services. The study recommends measures (o enhance the
institution's accessibility and outreach to remote areas and bringing administrative justice further closer to

the public.

Besides, its successes in carrying out the mandate at the national level, this Office maintained a robust
profile at the international fora. | was re-elected unopposed as President of the 47-member strong Asian
Ombudsman Association (AQA). Likewise, our active role in upholding the cause of ombudsmanship from
the platforms of International Ombudsman Institute (101) and the OIC Ombudsman Association (OICOA)
was well recognized and earned a distinet henour for the country.

1 am confident that the Repart in hand shall provide a good insight into the working of this institution during
the year under review. Let me assure you, Mr. President, that building upon the legacy of commitment and

the selfless service of the past 40 years, we shall not relent in our efforts towards the promotion and
protection of human rights, good governance and the rule of law with the same missionary zeal in the fiture.

Sincerely,

o P
(Ejaz Ah Qureshi)

Hon'ble Mr. Asif Ali Zardari,
Prezident of the Islamic Republic of Pakistan,
Islamabad,






FOREWORD

Section 28 (1) of the President’s Order No.1 of 1983 requires the Wafaqi Mohtasib to submit
an Annual Report to the Hon’ble President within three months of conclusion of the calendar
year. Accordingly, the Annual Report - 2023 has been prepared, which carries a detailed
account of the activities of this Office in pursuance of its mandate.

The Annual Report - 2023, unlike the previous annual reports, has an additional feature as
the year under reference marks the 40th year of the establishment of this institution. The
Report, therefore, offers an overview of the activities of the Office of Wafaqi Mohtasib during
these years and their impact on its evolution as a premier agency of administrative
accountability in the country. The first two chapters of the report, therefore, outline the
achievements of the institution in the service of the country and its people and also sketch
out the evolution of the concept of ombudsmanship through the prism of history. Chapters 3
to 14 present a detailed account of ongoing activities of this Office during 2023 including
steps to enhance its outreach to the general public, addressing systemic issues,
strengthening its capacity and simplifying procedures for speedy and inexpensive disposal of
public grievances.

As provided for in the Federal Ombudsmen Institutional Reforms Act of 2013, the
Ombudsman enjoys complete administrative and financial autonomy. Accordingly, chapter
15 illustrates how this Office has successfully carried out its operations registering manifold
increase in the incidence of complaints, expanding its footprints to remote areas, maintaining
high standards of quality and efficiency without commensurate increase in the budget by
following strict austerity measures. The concluding chapter 16 highlights the centrality of
public awareness in any successful ombuds system as stipulated in the relevant UN
resolutions. The robust public awareness campaign has enhanced its outreach and visibility
among the masses, holding out a promise for further growth of the institution in the coming
years.

The role of ombudsman in the promotion and protection of human rights, good governance
and the rule of law is universally recognized in terms of all international instruments on the
subject. Fully supported by necessary data, the Report in hand brings out the successes
achieved by the Wafaqi Mohtasib’s Office in carrying out its mandate at the national level
alongside promoting ombudsmanship in Asia and beyond.






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

Mr. Ejaz Ahmad Qureshi took oath of the Office of Wafaqi Mohtasib
(Ombudsman) on 27 December 2021. 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 through competitive examination.

He has held prestigious positions both in the Federal and the Provincial
governments including Chief Secretary Khyber Pakhtunkhwa, Chief
Secretary Sindh and Federal Secretary of the Ministries of Railways and
the Environment. He remained Provincial Secretary of a number of
departments and also served as Commissioner, Deputy Commissioner and
Assistant Commissioner in various areas. During his service, he has also
served as the Consul General/Trade Commissioner of Pakistan in Canada
and Pakistan’s Permanent Representative to the UN Body, International
Civil Aviation Organization. ‘Tamgha-i-Eisar’ was conferred on him in
recognition of his outstanding services in the earthquake of 2005. Before
assuming the charge of Wafaqi Mohtasib (Ombudsman), he has served as
Senior Advisor to three former ombudsmen; and as the National
Commissioner for Children in the Wafaqi Mohtasib Secretariat, Islamabad.

He is also the President of the Asian Ombudsman Association (AOA) and a
member each of the Forum of Pakistan Ombudsman (FPO), the OIC
Ombudsman Association (OICOA) and the International Ombudsman
Institute (101).
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B CHAPTER 1

WAFAQI MOHTASIB (OMBUDSMAN)’S OFFICE
40 YEARS OF SERVICE

The year 2023 marks the coming of age of the Wafaqi Mohtasib
(Ombudsman)’s Office. Established on 24 January 1983 vide the
President’s Order No.1 of 1983, it has witnessed 40 momentous
years of growth and progress. In this regard, the contribution and
services of twelve illustrious ombudsmen till date is a saga of
utmost commitment and dedication in promoting core values of
ombudsmanship i.e., promotion and protection of human rights,
good governance and the rule of law in the country. It is through
their relentless efforts including those rendered by the officers and

staff that the institution stands today as a premier agency of 1983-2023
administrative accountability in Pakistan.

years of service

The Office of Wafaqi Mohtasib (Ombudsman) was established with the explicit mandate to diagnose,
investigate, rectify and redress public grievances against maladministration by Government agencies.
Its mandate flows from Article 37 (d) of the Principles of Policy enshrined in chapter 2 of the
Constitution of the Islamic Republic of Pakistan which entrusts the State with the responsibility to
ensgre inexpensivg and expedi’Fious justice to the Its mandate flows from Article 37 (d) of the
public. Th_e establlshment of FhIS Offlcg, therefore, Principles of Policy enshrined in chapter 2 of
mark§ aQ |mporta_nt rr_ulestone in the fulfilment of the the Constitution of the Islamic Republic of
constitutional obligations of the Government to the Pakistan

people of Pakistan.

In pursuance of its mandate, the Office of Wafaqgi Mohtasib follows an elaborate complaint redressal
mechanism. It is unique in a sense that while it redresses the petitioner’s grievance, it also offers
recommendations and practical solutions to the issues without impinging upon the operational and
policy making domains of the federal agencies. It has, over the years, grown into a national institution
comprising, a Head Office, 17 Regional Offices and
04 Complaints Collection Centres functioning in Today, the institution comprises, a Head
various parts of the country. It has a very efficient and | Office, 17 Regional Offices and 04 Complaints
user-friendly Complaint Management Information | Collection Centres functioning in various parts
System (CMIS) that allows accessibility and ease to of the country.

the aggrieved citizens for filing complaints from any

part of Pakistan without physically visiting the Office. Similarly, a Mobile App has been introduced to
make the process more portable and citizen friendly.

In carrying out the objectives of the President’s Order referred to above, Wafaqi Mohtasib is authorized
to arrange systemic studies or research for ascertaining the root causes of corrupt practices and
injustice and recommending appropriate steps for their eradication. Accordingly, the Wafaqi Mohtasib
Secretariat conducted numerous studies and proposed standards of good governance to various
government agencies. The Hon’ble Supreme Court also made a number of references to the Wafaqi
Mohtasib on issues of public concern. Accordingly, after carrying out necessary investigation, reports
were submitted to the Apex court. Similarly, the Wafaqi Mohtasib took a number of initiatives to
facilitate the overseas Pakistanis, government pensioners, senior citizens and the prisoners especially
the women and children in jails.

01



WAFAQI MOHTASIB (OMBUDSMAN)'S OFFICE - 40 YEARS OF SERVICE

The objective of dispensing speedy and inexpensive administrative justice could be best achieved
when an effective mechanism for executing the order
was in place. Accordingly, an Implementation Wing
was established at the Head Office in 2007 with the
precise mandate of pursuing agencies to provide
either a compliance report or evidence that the
Agency had asked for reconsideration of the case or had gone to the Honourable President in a
representation against the findings of the Wafaqi Mohtasib. Subsequently, dedicated Implementation
Wings were established in all the Regional Offices to ensure that the findings/recommendations stood
implemented in accordance with the provisions of the President’s Order No.1 of 1983.

The objective of dispensing speedy and
inexpensive administrative justice could be
best achieved when an effective mechanism
for executing the order was in place

Article 33 of the said Order vests in Wafaqgi Mohtasib authority to informally conciliate, amicably
resolve, stipulate, settle or ameliorate any grievance without any written memorandum and without the
necessity of docketing any complaint or issuing any official notice. This concept of Informal Resolution
of Disputes (IRD), therefore, was developed in the form of a pilot project both at the Head Office and
at the select regions. Following its serious review and scrutiny, the IRD procedure has been perfected.
It is now being used as a regular feature of Alternate Dispute Resolution (ADR) and is contributing
significantly in maximizing the outreach of the Wafaqi Mohtasib’s Office especially in the remote areas
of the country.

Under the Outreach Complaint Resolution (OCR) system, Investigation officers visit various districts to
redress grievances at the doorsteps of the complainants. Around 11359 complaints have been
resolved in the years 2022-23 under this project. The OCR has been further strengthened by
organizing Khuli Katcheries in remote areas. This provides general public with an opportunity to raise
their grievances in the presence of the representatives
of service providers closer to their homes and get | Khuli Katcheries and inspection visits have
immediate relief. A series of Khuli Katcheries and | tremendously increased the outreach of this
inspection visits have tremendously increased the Office.

outreach of this Office as well as its ability to amend
shortcomings in the service delivery operations of public agencies in the short and medium terms
alike.

Under the Integrated Complaint Resolution (ICR) system, the Ombudsman office has developed
interface with 183 government agencies, whereby any complaint which remains unresolved with the
agency for 30 days, is automatically transferred to the Wafaqi Mohtasib’s CMIS for further processing
and disposal.

Grievance Commissioner’s Office for the Overseas Pakistanis offers an Institutional framework for
addressing individual complaints and systemic issues faced by Overseas Pakistanis. One Window
Facilitation Desks (OWFDs) have been established at
all international airports of the country to facilitate
Overseas Pakistanis and their families travelling to or
from Pakistan. In addition, on the special direction of

OWFDs have been established at all
international airports of the country to
facilitate Overseas Pakistanis.

>, PN
[ Jug % gy
S o HaDETA

Representatives of the above departments are available at “One Window Facilitation Desks” at all international
K airports of Pakistan, round the clock (24/7), to resolve the complaints of Overseas Pakistanis: J
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WAFAQI MOHTASIB (OMBUDSMAN)’'S OFFICE - 40 YEARS OF SERVICE

the Ombudsman, Focal Persons have been appointed in Pakistan Missions abroad to personally hear
and resolve problems faced by Pakistani diaspora.

Wafaqi Mohtasib’s Office has been deeply conscious of its responsibility in pursuing the child rights
issues in Pakistan. The Office of Grievance Commissioner for Children has been set up in the Wafaqi
Mohtasib Secretariat to redress the individual grievances of children, monitor the overall situation and
address the systemic issues faced by them. This Office provides the children with a forum to raise their
voice in matters relating to them and has to its credit various initiatives including Zainab Alert
Response and Recovery Act 2020 and a Bill on Prevention and Control of Cybercrimes against
Children/Criminal Law Amendment Act.

The trust and confidence of the general public that the institution of Wafaqi Mohtasib has earned over
the years for its integrity, transparency, professionalism is borne out in numbers as over two million

households have benefited from its services since Over two million households have
its inception in 1983. The year wise processing of benefited from its services since
complaints is given in the graph below: its inception in 1983.
NUMBER OF COMPLAINTS LODGED
(1983 2023)
250,000
200,000
150,000
100,000
50,000
0
1983 1985 1987 1989 1991 1993 1995 1997 1999 2001 2003 2005 2007 2009 2011 2013 2015 2017 2019 2021 2023
Years

During the year 2022, the receipt of complaints was 164,174 out of which 157,803 complaints were
disposed of reflecting an impressive rate of 96%. The incidence of complaints during 2023 has
touched an all-time high number of 194,106 and — - -
the disposal of 193,030 has also been The incidence of complam_ts dur.mg
unprecedented, marking an increase of 18% and 2023 has touched an alktime high

22% respectively over the figures of the number of 194,106.

preceding year.

Wafaqi Mohtasib’s institution is enjoying full support from the government and the citizenry in
Pakistan. Consequently, it has recorded uninterrupted growth in qualitative and quantitative terms

03



WAFAQI MOHTASIB (OMBUDSMAN)’'S OFFICE - 40 YEARS OF SERVICE

alongside taking steps to enhance its efficiency and efficacy. It has, over the years, fine-tuned its
complaints handling mechanism comprising registration, investigation, appraisal, review and
implementation of recommendations of the Wafaqi Mohtasib. Various initiatives, taken over the years
to facilitate the citizens in seeking redressal of their grievances including opening of new offices, Khuli
Katcheries, inspection visits and alike, have increased manifold the incidence of complaints and

disposal thereof during the year. Accordingly, the An in-house evaluation of the
need was felt to carry out an in-house evaluation of performance of the institution
the performance of the institution which has been has been completed.

completed with the following TORs:
e To suggest improvement at critical stages in the working of this office.

e To analyse the efficiency/process of providing services in accordance with the timeframe
specified in laws/acts.

e To suggest measures to bring administrative justice further closer to the doorsteps of the
public within the resources available to this office.

With responses from 200,000 complainants, 12,000 members of the general public, 777 Wafaqi
Mohtasib employees, and 550 representatives of agencies, the survey through the Citizen Report Card
provides a comprehensive assessment of the institution’s effectiveness.

Key findings from the survey include an 81% awareness of the Mohtasib’s services among the general
public, a high satisfaction rate of 96% among complainants regarding the ease of the complaining
process, and 67% expressing satisfaction with the services provided by Mohtasib. More details about
this study are available in Chapter 8 (Studies and Reports).

The awareness - raising has been recognized by all international instruments as an essential feature of
any successful ombuds system. The ultimate goal of good governance and the rule of law cannot be

achieved in the absence of awareness in the masses | Awareness - raising has been recognized by al
about their rights and obligations as well as knowledge international instruments as an essential

about the availability of a forum for providing quick feature of any successful ombuds system.
relief. The Hon’ble President of Pakistan during his
visit to the Wafaqi Mohtasib Secretariat last year has duly emphasized the need to raise greater

awareness about the scope of work and functioning of this institution among the general public.
Accordingly, a robust awareness campaign was pursued in cooperation with Regional Offices in 2023.
The significance and impact of the awareness campaign involving use of various media tools has been
discussed in the Chapter-16 of this report.

Ombudsmanship has taken firm roots in Pakistan. Currently, 14 ombudsman institutions dealing with
matters relating to Banking, Insurance, Taxation and Harassment of Women at Workplace are
functioning in the country. Subjects falling within the purview of provincial governments and AJ&K are
dealt with by their respective ombudsman institutions. As member of the Forum of Pakistan
Ombudsman (FPO), all these institutions are working together to promote ombudsmanship in the
country.

Wafaqi Mohtasib’s Office has concurrently been taking steps to promote ombudsmanship at
international level and contribute in responding to
the development challenges of the 21t century
including good governance and public sector
performance. The goals espoused by the UN
Development Agenda 2030 make efficient service delivery and good administration as important
pre-requisites for any effective development process.

Wafaqi Mohtasib’s Office has concurrently
been taking steps to promote
ombudsmanship at international level.

Pakistan through its membership of International Ombudsman Institute (I10Ol), a global ombuds body of
over 200 members from 125 countries, has been an important stakeholder in this process. We
convened the first Asian Ombudsman Conference in April 1996 at Islamabad that led to the

04
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Heads of delegations to the historical first Asian Ombudsman Conference,
Islamabad with Mohtarma Benazir Bhutto, Prime Minister, Islamic Republic of Pakistan.

establishment of the Asian Ombudsman Association The first Asian Ombudsman Conference in
(AOA). Pakistan took the initiative to promote April 1996 at Islamabad led to the
ombudsmanship in the Muslim World and was establishment of the Asian Ombudsman
instrumental in establishing the OIC Ombudsman Association.

Association (OICOA )in 2014.

AOA is a major non-political, independent r "

and professional body of international
character representing more than two thirds
of the world population. Wafaqi Mohtasib
Mr. Ejaz Ahmad Qureshi is currently the
President of the Association. With its
Secretariat within the premises of the Office
of Wafaqgi Mohtasib, the AOA has continued
to expand its membership. It started with
18 members in 1996, which is now a L

A group of distinguished members with President of the Asian Ombudsman Association
at the AOA Secretariat, Islamabad.

05



WAFAQI MOHTASIB (OMBUDSMAN)’'S OFFICE - 40 YEARS OF SERVICE

47-member strong family. Our interaction with the
international ombuds community adds to the | The AOA started with 18 members in 1996

country’s stature and helps in building bridges and and now it is a 47-member strong family.
learning from each other in areas of professional
interest.

Encouraged by the accomplishments of the past
forty years, the Office of the Wafaqi Mohtasib
remains committed to pursuing the goals and
objectives as enshrined in the President’s Order
No. 1 of 1983. The trust and confidence of the
general public that the institution of Ombudsman has earned over the years for its integrity,
transparency, professionalism and above all, commitment to the cause of justice and fair play will
continue to provide inspiration for further upgrading its operational activities in the future.

Office of the Wafaqi Mohtasib remains
committed to pursuing the goals and
objectives as enshrined in the President’s
Order No. 1 of 1983.
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- CHAPTER 2

OMBUDSMANSHIP - A HISTORICAL PERSPECTIVE

The earliest historical accounts which show the existence of ombudsman or a prototype of it, were
found in China during the Qin Dynasty in 200 BC. The Roman Empire also had a system where the
Roman Tribune could overrule any law infringing upon the rights of its citizens. The advent of Islam
and its subsequent spread across the continents ushered in a new era of justice and accountability.
During the period of the second Caliph of Islam, Hazrat Umar ibn Al-Khattab (R.A.), the process of
accountability was institutionalized in the form of “Deewan-e-Mazalim”. It was the first open court
where citizens used to come and lodge their
complaints against the government officials and the
Caliph used to conduct the hearings, thereby, laying
the foundations of transparency and justice.

Deewan-e-Mazalim was the first open court
where citizens used to come and lodge their
complaints against the government officials.

Similarly, during the Joseon Dynasty, in Korea in the 14th Century, an amhaeng-eosa (secret royal
inspector), appointed by the King, used to travel across the province to secretly monitor the
performance of government officials. The term Ombudsman in its current form was used for the first

time in Sweden when King Charles Xll established an office of Supreme Ombudsman in 1713, which
later on came to be known as “Chancellor of Justice”

in 1719. The Swedish Parliamentary Ombudsman was
instituted in 1809 to safeguard the rights of the time in Sweden when King Charles XII
citizens. Since then the term Ombudsman has been established an office of Supreme
widely accepted and used across the globe to refer to Ombudsman in 1713.

any political arrangement made for the administrative
accountability, with varying degrees of autonomy and powers to exercise.

The term Ombudsman was used for the first

In the global perspective, the human society has witnessed important political and social
developments in the form of Magna Carta in England to the Bill of Rights in the US Constitution. The
United Nations Charter in 1945, which brought the international community together to save
succeeding generations from the scourge of war, recognized the need for a more just and equal
international order. In 1948, the United Nations General Assembly adopted an extra ordinary piece of
legislation which has come to be known as the Universal Declaration of Human Rights. The document
outlines all those rights to which every human being is equally entitled. Similarly, this document
stipulates those rights which are universally granted to the people including the right to justice and
equality. Ensuring the right to justice and equality requires more robust and effective judicial and
quasi-judicial system, where every individual has access to justice. This tremendously increases the
role of the ombudsman in any modern democratic society aspiring to abide by the Universal
Declaration of Human Rights.

The structure, scope and powers of ombudsman vary
from one society to another as per their socio-political
and legal framework. However, typically the duties of an
ombudsman include investigation, resolution of
complaints against maladministration and identification
of systemic issues prevailing in the public offices.

The ombudsmen around the world function in aid of
supreme judiciary to ensure that matters of
administrative accountability are resolved thereby
easing the burden and making administrative justice
more accessible and inexpensive. It provides a platform
for any act of omission or commission by public
agencies taking place on daily basis to be addressed in




OMBUDSMANSHIP - A HISTORICAL PERSPECTIVE

real time without the barriers of legal complications.
Therefore, contrary to what is usually perceived, the
Office of Ombudsman is not an alternative to the
superior judiciary but exists to support it by playing a
complementary role.

The Office of Ombudsman is not an
alternative to the superior judiciary but exists
to support it by playing a complementary role.

The United Nations duly recognizes the importance of the institution of ombudsman. In a series of
General Assembly resolutions, it has emphasized the role of ombudsman and mediator institutions in
promoting good governance in public administrations and improving their relations with citizens. Its
pronouncements define the scope of their work in promoting respect for human rights and
fundamental freedoms and in strengthening the delivery of public services, by promoting the rule of
law, good governance, transparency, accountability, and fairness.

Accordingly, a set of international instruments has evolved, upholding the ultimate goals of
ombudsmanship which include principles relating to the status of national institutions (The Paris
Principles) adopted by the UN General Assembly vide Resolution 48/134 on 20 December 1993.
Likewise, the Venice Principles on the Protection and Promotion of the Ombudsman Institution adopted
on 15 - 16 March 2019 recognize the importance of
these institutions in strengthening democracy, the
rule of law, good governance, protection and
promotion of human rights and fundamental

freedoms. These Principles set out, an elaborate
criteria and highlight the responsibilities of the state to provide enabling environment for effective

functioning of ombudsman institutions, ensuring administrative, financial and legal autonomy.

UN Resolutions recognize the importance of
Ombudsman institutions in strengthening
democracy, the rule of law, good governance,
protection and promotion of human rights.

In Pakistan, the Office of Wafaqi Mohtasib was established in 1983 with the explicit objectives:

e To diagnose, investigate, redress and rectify any injustice done to a person through
maladministration.

* To undertake and investigate into any allegation of maladministration on the part of any
agency or any of its officer or employee.

e To provide speedy and expeditious relief to citizens by redressing their grievances to promote
good governance.

* May arrange for studies to be made or research to be conducted to ascertain the root causes
of corrupt practices and injustice.
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Seen from the perspective of the Paris Principles, the
Venice Principles and the UN Resolution 77/224 of 15
December 2022, the Wafaqgi Mohtasib’s Institution in
Pakistan meets the internationally accepted and

The Wafaqi Mohtasib’s institution in Pakistan
meets the internationally accepted and
recognized standards.

recognized standards. It has now 22 Regional Offices including Complaints Collection Centres in
various parts of the country and more Offices are in the offing to enhance the outreach of this
institution.

The concept of ombudsmanship has been replicated

into other areas of governance in Pakistan such as tax, | 1he concept of ombudsmanship has also
insurance, banking and protection of women against | P€en replicated into other areas of governance
harassment at workplace. Such offices have also been in Pakistan.

established at the provincial levels. Simultaneously, subjects falling within the purview of provincial
governments and the government of AJ&K are dealt with by their respective ombudsman institutions.
Today, ombudsman institutions are flourishing in Pakistan with the full support of its citizenry and the
government. These institutions are playing their due role in dispensation of quick administrative justice

[p—

FEDERAL OMBUDSMAN OF PAKISTAN

Federal Ombudsman Mr Ejaz Ahmad Qureshi in a group photo with ombudspersons on the occasion of 27th meeting of Forum of
Pakistan Ombudsman at Wafaqi Mohtasib Secretariat, Islamabad. (21-03-2023)

thereby acting in support of the supreme judiciary.

The journey of Wafaqi Mohtasib’s Office during the last 40 years has been exceptionally fulfilling in
delivering to the people as per its mandate. It enjoys full support at the highest level to bring about a
much needed change in the lives of our people by addressing the imbalance of power between the
individuals and the providers of public services. The core values of ombudsmanship i.e., promotion
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and protection of human rights, good It enjoys full support to bring about a change
governance and the rule of law shall, therefore, in the lives of the people by addressing the
continue to guide us in maximizing its outreach imbalance of power between the individuals
and providing inexpensive and speedy relief to and the providers of public services.

the general public.

PAKISTAN PROVIDING ] LS
INEXPENSIVE AND SPEEDY RELIEF

years
1983-2023

FEDERAL BMBUDSMAH OF PAKISTAN

Commemorative postage stamp issued by Pakistan Post on 24 January 2023 to mark the 40" year of the
establishment of the Wafagi Mohtasib’s institution in Pakistan

40
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The Additional Director General, Pakistan Post Mr. Magsood Baloch presenting commemorative postage stamp issued on the
occasion of 40th year of establishment of Wafagi Mohtasib to the Federal Ombudsman Mr. Ejaz Ahmad Qureshi. (24.01.2023)

10



I CHAPTER 3

LEGAL AND OPERATIONAL FRAMEWORK

The Office of the Wafaqi Mohtasib, established under the President’s Order No. 1 of 1983, operates
as an independent and autonomous institution mandated to diagnose, investigate, redress and
rectify any injustice done to a person through mal-administration by Federal Government agencies or
their functionaries. The legal framework governing its operations and authority is fundamental in
guiding its functions and ensuring transparent redressal of public complaints. The legal framework
governing the Wafaqi Mohtasib's role, powers, and functions is primarily outlined in the Establishment
of the Office of Wafaqgi Mohtasib (Ombudsman) Order, 1983 (President’s Order No. 1 of 1983),
Federal Ombudsmen Institutional Reforms Act, 2013 and Wafaqi Mohtasib (Investigation and
Disposal of Complaints) Regulations, 2013.

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

Continuous evaluation and adaptation is necessary to ensure that the Office remains responsive to
the needs of citizens and the government entities. Accordingly, amendments were introduced in 2013
through an Act of Parliament known as the Federal Ombudsmen Institutional Reforms Act, 2013.
Notably, the amendments include provisions requiring the Office to conclude its Findings within 60
days, and for the President to adjudicate on a representation within 90 days of its submission. These
timeframes are indeed exceptional, as are the new stipulations for the issuance of injunctions,
penalties for contempt and the effective implementation of decisions.

Furthermore, the amended law now allows for a review of Findings, a provision that was previously not
available to the complainants. It also outlines unique
interventions aimed at enhancing the responsiveness
of certain public sector organizations to the needs of
the people. The swift approval of the law for
institutional reforms, within a remarkably short timeframe, is reflective of the complete satisfaction of
the lawmakers with the working of the institution.

It outlines unique interventions aimed at
enhancing the responsiveness of public sector
organizations to the needs of people.

The Federal Ombudsmen Institutional Reforms Act 2013, besides making the institution even more
responsive to the aggrieved persons, has further strengthened it in having its findings/
recommendations implemented by the Federal Government agencies. The comparative statement, as
given below, of original provisions (1983) and the additions/amendments (2013) thereto, reinforces
the institution’s commitment to the goals of good governance, the rule of law and the promotion and
protection of human rights.

ESTABLISHMENT OF THE FEDERAL OMBUDSMEN INSTITUTIONAL
Sr.No | OFFICE OF WAFAQI MOHTASIB (OMBUDSMAN) REFORMS
PRESIDENT’S ORDER NO. 1 OF 1983 ACT NO. XIV OF 2013
1. 2. Definitions.-In this Order, unless | “Agency" means, the Agency defined in the

there is anything repugnant in the | relevant legislation and in relation to 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.

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 (Section 2(a),
of The Federal Ombudsmen Institutional
Reforms Act 2013).

11
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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 (Section
8, 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.

Provide 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 as 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
functions of his Office, the Federal Tax
Ombudsman shall act as Wafaqi Mohtasib
(Ombudsman) in addition to his duties (Section
4, The Federal Ombudsmen Institutional
Reforms Act. 2013)

No Provision.

Temporary Injunction. The Ombudsman may
stay operation of the impugned order or
decision for a period not exceeding sixty days
(Section 11, 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 (Section 13, The Federal Ombudsmen
Institutional Reform Act, 2013)

12
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7. 16. Power to punish for contempt: (1) | Power to punish for Contempt: An Ombudsman
The Mohtasib shall have the same | shall have power to punish for contempt as
powers, mutatis mutandis, as the | provided in the Contempt of Court Ordinance
Supreme Court has to punish any | 2003 (V of 2003) (Section 12, The Federal
person for its contempt Ombudsman Institutional Reforms Act, 2013).

8. No Provision. Grievance Commiissioner. (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. (Section 7,
The Federal Ombudsmen Institutional Reforms
Act, 2013).

9. 29. Bar of jurisdiction: No Court or other | Bar of Jurisdiction. No court or authority shall
authority shall have jurisdiction.- have jurisdiction to entertain a matter which
(1) to question the validity of any action | falls within the jurisdiction of an Ombudsman
taken, or intended to be taken, or order | nor any court or authority shall assume
made, or anything done or purporting to | jurisdiction in respect of any matter pending
have been taken, made or done under | with or decided by an Ombudsman (Section 18,
this Order; or The Federal Ombudsmen Institutional Reforms
(2) to grant an injunction or stay or to | Act 2013).
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.

10. | 32. Representation to President: Any | Representation (1) Any person or party
person aggrieved by a decision or order | aggrieved by a decision order, findings or
of the Mohtasib may, within thirty days | recommendations of an Ombudsman may file
of the decision or order, make a | representation to the President within thirty
representation to the President, who | days of the decision, order, findings or
may pass such order thereon as he may | recommendations.
deem fit. (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
(2).

(4) The representation shall be processed in the
office of the President by a person who had
been or is qualified judge of the Supreme Court.
(5) The representation shall be decided within
90 days (Section 14, The Federal Ombudsmen
Institutional Reforms Act 2013).

11. 36. Rules: The Mohtasib may, with the | Power to make rules- The Federal Government
approval of the President, make rules | may by notification in the Official Gazette, make
for carrying, out the purposes of the | rules to carry out the purposes of this Act
Order (Section 22, The Federal Ombudsmen

Institutional Reforms Act, 2013)
12. 37. Order to override other laws: The | Overriding effect (2) In case there is conflict

provisions of this Order shall have effect
notwithstanding anything contained in
any other law for the time being in force.

between the provision of this Act and the
relevant legislation the provision of this Act, to
the extent of inconsistency shall prevail (Section
24, The Federal Ombudsmen Institutional
Reforms Act, 2013).

13



LEGAL AND OPERATIONAL FRAMEWORK

OPERATIONAL FRAMEWORK OF WAFAQI MOHTASIB SECRETARIAT

The functioning of the Wafaqi 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 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 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.

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 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 Investigation Officer for examination and
inquest. In the cases which are not admitted an intimation is sent to the complainant along with
reason for non- admittance. To dispose of 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 Investigation Officer proceeds with investigation as follows:
«  Calls for report from the government Agency concerned
«  Receives response from the Agency
«  Calls for rejoinder from the complainant, (if needed)
«  Conducts hearing
Carries out onsite inspection (if required)
Prepares draft Findings
Submits draft Findings for approval of the Wafaqi 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 consighment 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 despatched 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 within 45 days of such application
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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 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 timeline/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 complies 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)

According to Section 9 of the Federal Ombudsmen Institutional Reforms Act, 2013, the Ombudsman
shall dispose of complaint within a period of sixty days (60). Timeline of disposal of complaint from
registration to disposal is provided in the chart below:-

INVESTIGATION TIMELINE

1 2 -
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Wafaqi 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 fees and

there is no need of engaging a lawyer. The It is considered a "poor man's court" as it operates
Federal Ombudsmen Institutional Reforms without charging any fees and there is no need of
Act, 2013 made this office more sensitive engaging a lawyer.

and responsive to the complaints of the
aggrieved persons. The provisions relating to the finalization of the case within 60 days and other
provisions for grant of injunction, punishment for contempt and provisions for effective
implementation has further improved the efficacy of this institution. Additionally, the Act has
introduced provision for Review which was 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 dispute through conciliatory
proceedings and mutual satisfaction of parties. Under the umbrella of legal and operational
framework, the Office of Wafaqi Mohtasib is making critical contribution towards the accomplishment
of the core values of ombudsmanship.
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Celebrating the 40th anniversary of its establishment, the Office of Wafaqi Mohtasib (Ombudsman)
stands as a beacon of hope as it strives for promoting good governance, the rule of law and
inviolability of human rights in the country. Over the past four decades, this institution has played a
pivotal role in ensuring administrative accountability and justice by addressing citizens’ grievances
against Federal government functionaries and agencies. It has been instrumental in promoting
principles of fairness, equity, and efficiency in public administration, fostering a culture of
responsiveness and responsibility within government institutions.

Since its establishment in 1983, the Office of Wafaqi Mohtasib has diligently fulfilled its mandate,
systematically refining operations, expanding geographical outreach and embracing the latest
information technology tools for enhanced efficiency. Notably, awareness-raising received due
emphasis ensuring that a maximum number of citizens are aware of and can avail themselves of its
cost-free and prompt services. This strategic approach reflects the institution’s commitment to
continuous improvement and dedication to fostering transparency and accountability within
government agencies.

The year 2023 witnessed the highest-ever numbers in both receipt and disposal of complaints. The
scope of the institution’s activities, too, was broadened to inspection visits to various Government
agencies, demonstrating a proactive approach to addressing citizen’s concerns. The institution
facilitated grievance redressal of public through Khuli Katcheries, showcasing a dedication to prompt
and efficient grievance redressal. Emphasis was placed on following up on WMS reports, particularly
those pertaining to pension and prison reforms, alongside other initiatives undertaken in recent
years. Additionally, studies on topics of significant public concern were undertaken showcasing a
commitment to in-depth analysis and understanding of critical issues.

Unprecedented Receipts and Disposal of Complaints

In the year 2023, the Wafaqi Mohtasib Secretariat (WMS) experienced unprecedented surge in both,
receipts and disposal of public complaints, with no additional budget and human resources. This
phenomenon reached its pinnacle in November 2023, when for the first time in 40 years, an all-time
high figure of 20,472 complaints were filed in a single month, 19,280 complaints disposed of in
December 2023, which is the highest ever in a single month. Throughout the entire reporting year, the
Secretariat received a record-breaking number of 194,106 public complaints of maladministration,
demonstrating a significant increase from the previous

year's 164,173 complaints. Equally impressive was A record number of 194,106 public
the disposal rate, with 193,030 complaints effectively complaints were received and 193,030
addressed, compared to the previous year’'s 157,803. complaints were disposed of in 2023.

Barring a few cases that required additional
information for meaningful decision-making, all complaints were resolved within the statutory timeline
of 60 days.

Dealing with Complaints against Utility Companies

In the year 2023, DISCOs faced a substantial surge in complaints, with a predominant focus on issues
related to excessive billing. The complaints related to electricity reached a figure of 82,134,
representing 42.3% of the total complaints in 2023.
This marked an increase from the previous year, | Thecomplaints related to electricity reached a
where electricity-related complaints stood at 62,298, | figure of 82,134, representing 42.3% of the
accounting for 37.9% of the total complaints in 2022. total complaints in 2023.
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Though there was a 3% decrease in complaints against SNGPL- dropping from 6314 in 2022 to 6125
in 2023 complaints against SSGCL experienced a 10.3% increase, rising from 11,808 in 2022 to
13,027 in 2023. The cumulative complaints against both SNGPL and SSGCL totaled 19,152 in 2023,
reflecting a 5.7% increase compared to 18,122 complaints registered in 2022. These grievances
primarily revolved around issues such as mal-administration in the process of billing, as well as delays
in providing new gas connections, shifting, and the replacement of defective meters. Additionally, a
smaller number of complaints pertained to inadequate gas supply, non-installation of meters, neglect
in repairing gas pipelines, and delays in the restoration of gas connections. This notable increase in
complaints during 2023 underscores significant concerns regarding service delivery and process of
billing within the energy sector.

Facilitating the General Public Through IT Tools

Over the preceding three years, the WMS has significantly enhanced its accessibility by introducing
cutting edge IT tools in the process for lodging complaints against federal agencies. In the year 2023,
a total of 88,981 complaints were submitted online by the general public. Among these, 22,321 were
registered through the WMS Mobile App, and
48,190 through the website, marking a notable 21%
and 47% increase, respectively, from the previous
year's online complaints. Furthermore, 18,470
complaints were channelled through the Integrated
Complaint Resolution System (ICRS). Under the ICRS framework, any complaint unresolved at the
Agency level for over 30 days is automatically transferred to the Complaint Management Information
System (CMIS) of WMS for further processing. For seamless operation of ICRS, Wafagi Mohtasib
Secretariat has successfully established interfaces with 183 agencies through its CMIS.

22,321 complaints were registered through
the WMS Mobile App, and 48,190 through the
website, marking a notable 21% and 47%
increase, respectively.

Resolving Public Complaints Through OCR and Khuli Katcheris

The Outreach Complaint Resolution (OCR) Project, initiated nearly eight years ago in January 2016, has
been instrumental in facilitating the resolution of public complaints at the grassroots level. Investigating
Officers from the WMS continued to conduct visits to various tehsils/district headquarters to address
complaints in proximity to the complainants’ doorsteps. In the year 2023 alone, a total of 3,148
complaints were successfully resolved through this system. Furthermore, the OCR visits by Investigating
Officers served a dual purpose of reaching out to the complainants at their doorsteps as well as
fostering increased engagement with the media. During these occasions, Investigating Officers also
organized Khuli Katcheries, providing an additional
platform for open and transparent communication. | This multi-faceted approach not only expedites
This multi-faceted approach not only expedites complaint resolution but also contributes to a
complaint resolution but also contributes to a more more informed and empowered citizenry.
informed and empowered citizenry.

Informal Resolution of Disputes (IRD)

Under Article 33 of the President’s Order No.1 of 1983, the Federal Ombudsman and his staff are
authorized to informally conciliate, amicably resolve, stipulate, or settle grievances without the need for
a written memorandum or the formal docketing of complaints or official notices. Accordingly, a project
was launched in April 2022, which has proven to be highly successful, resulting in the resolution of
2,112 cases, with an additional 302 cases in progress during the reporting year. The resolved cases
encompass a wide array of matters, including pension disbursement for widows, settlement of service
dues, payments to contractors and labourers, addressing grievances of students against their
schools/universities, and encashment of cheques for private individuals from their bank accounts. The
successful growth of the IRD project is outlined in Chapter 10 of the Annual Report.

Quality Control through Appraisal of Findings

In maintaining the quality and soundness of its decisions, a meticulous quality control system is in
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place through appraisal of Findings. A team of highly experienced retired civil service officers, judges,
and seasoned professionals with extensive public service background serve as Appraisers. They
thoroughly scrutinize all Findings before submission of the same for final approval by the Federal
Ombudsman. For Findings related to complicated issues, different Advisors conduct a re-vetting
process to ensure uniformity, soundness, and correctness from all perspectives in the
recommendations, decisions, and orders.

The efficacy of the Appraisal Team is evident from the ] ] ]
fact that reviews filed with the Federal Ombudsman or | Reviews filed with the Federal Ombudsman or

representations made by aggrieved parties before the representations made by aggrieved parties
President are less than 1% of cases. Noteworthy is the before the President are less than
fact that the Hon’ble President upheld the decisions of 1% of total cases.

the Federal Ombudsman in 1012 out of 1084 cases, highlighting the consistency and trustworthiness
of the appraisal process.

Implementation of Findings

Ensuring the implementation of decisions, orders, recommendations, and Findings remains the
primary focus for the Wafaqi Mohtasib Secretariat (WMS) to uphold public trust in the institution’s
effectiveness. The Implementation Wing, led by an Advisor and supported by a team of experienced
officers, actively monitors the implementation of all Findings. Recommendations are provided to the
concerned agencies, and compliance is diligently pursued through the dedicated interface in the CMIS
of WMS.

Implementation Officers conduct regular hearings to ensure the timely execution of Findings. The
Federal Ombudsman personally chaired periodic meetings of the Implementation Wing at the Head
Office and visited Regional Offices, reviewing the performance of Implementation Officers and
upholding the commitment to effective implementation.

Low Percentage of Review Petitions and Representations

The governing statutes of the Federal Ombudsman’s Office allow for the review of any Findings,
recommendations, order, or decision by an aggrieved party within 30 days, to be decided by the
Federal Ombudsman within 45 days. The purpose of the review is limited to rectifying apparent errors
or resulting injustices from the Mohtasib’s decision. The consistent trend over the years reveals that
the number of review petitions filed by aggrieved parties remains below 1% of the total complaints. In
the year 2023, a total of 1226 review petitions were filed, out of them 496 by the agencies and 730
by the complainants. Of these, 1291 (including the backlog) were decided, with the remaining at
various stages of processing. Encouragingly, the total number of review petitions filed constituted only
0.64% of the overall complaints decided in the reporting year, reflecting the soundness of the
Mohtasib’s decisions.

Under the Federal Ombudsmen Institutional Reforms Act 2013, aside from filing a review petition to
the Federal Ombudsman, any aggrieved person has the option to file a representation to the President
within 30 days of the Mohtasib’s decision. In 2023, only 792 representations were filed before the
President, accounting for 0.41% of the total complaints disposed of during the year. The consistently
low percentage of representations to the President underscores the accuracy and trustworthiness of
the Federal Ombudsman’s Findings.

Systemic Reforms

The Federal Ombudsman has the mandate to investigate the underlying causes of persistent
complaints against various agencies, aiming to initiate systemic reforms. To achieve this, the Federal
Ombudsman formed committees comprising experts, professionals, and seasoned civil service
officers. These committees produced 30 invaluable reports, subsequently submitted to the
government for consideration and the implementation of their recommendations. Throughout the
reporting year, the Federal Ombudsman conducted numerous meetings to oversee the progress,
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particularly focusing on pension reforms, issues concerning Overseas Pakistanis, and the well-being of
prisoners, with specific attention to women and children in jails.

Prison Reforms

As a regular feature, the Federal Ombudsman chairs meetings in all provincial capitals, along with the
provincial Chief Secretary concerned to monitor the implementation of the recommendations of the
report of the Federal Ombudsman Secretariat’s Committee on Prison Reforms. Appropriate directions
are issued to all concerned during such meetings to remove the bottlenecks in implementation of the
recommendations of the report with a view to improve the living conditions of the inmates of prisons

i 3

Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi chairing a meeting on prison reforms at Karachi (24.11.2023)

in Pakistan. The Federal Ombudsman has so far submitted 16 progress reports on the subject to the
Supreme Court of Pakistan, including three reports in the year 2023. These initiatives reflect the
Federal Ombudsman’s commitment to addressing systemic issues and fostering positive
transformations across various sectors.

Facilitating Overseas Pakistanis

In 2015, the Grievance Commissioner for Overseas Pakistanis was appointed to address individual
and systemic issues faced by Pakistani diaspora regarding Federal Government entities. Complaints
can be submitted through various channels, and the Grievance Commissioner’s Office ensures
prompt handling with regular updates. Pakistan Missions abroad have appointed Focal Persons for
weekly grievance resolution. Monthly progress reports are received from Pakistan Missions abroad on
their interaction with the Pakistani community. One Window Facilitation Desks (OWFDs) at 8
international airports in the country are engaged in addressing concerns of Overseas Pakistanis round
the clock.

In 2023, there was a notable surge in complaints from Overseas Pakistanis, with 202,367 complaints
received, reflecting a substantial increase of 47.02% compared to the 137,647 complaints received in
the previous year. The One Window Facilitation Desks (OWFDs) significantly contributed to this rise,
facilitating 181,872 complainants, marking a substantial 53.75% increase from the 118,290
complainants assisted in the preceding year. Conversely, Pakistan Missions abroad received 19,950
complaints, showing an increase of 5.44% compared to the 18,542 complaints received last year. The
Grievance Commissioner at the Wafaqi Mohtasib Secretariat received 945 complaints, indicating an
increase of 15.95% from the 815 complaints received in the previous year. More details on the subject
are available in the dedicated Chapter 12 of this Annual Report.
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Important Events & Meetings in 2023

In 2023, the Federal Ombudsman spearheaded several significant meetings and events aimed at
advancing good governance, the rule of law and the cause of ombudsmanship. Some of these events
and meetings are discussed in the succeeding paras.

AOA re-elects Federal Ombudsman as its President

Federal Ombudsman, Mr. Ejaz Ahmad Qureshi, was re-elected unopposed as President of the Asian
Ombudsman Association (AOA) for a four-year term during its 17th General Assembly meeting held at
Kazan (Republic of Tatarstan) in September 2023. The re-election of Wafaqgi Mohtasib is a clear
manifestation of the confidence of the international community in Pakistan’s contribution in promoting
the cause of ombudsmanship. The AOA is a
non-political professional body with 47 member | The re-election of Wafaqi Mohtasib is a clear

institutions. Its permanent secretariat is hosted by the manifestation of the confidence of the
Wafaqi Mohtasib Secretariat at Islamabad. A detailed international community in Pakistan’s
account of the active role played by Pakistan in contribution in promoting the cause of
promoting ombudsmanship in Asia and beyond is ombudsmanship.

contained in Chapter 14 of this Report.
40th Anniversary year of the Establishment of Wafaqi Mohtasib’s Office

24 January 2023 marked the 40th anniversary year of the establishment of Wafagi Mohtasib’s
institution. The occasion was celebrated in a simple manner by issuing a special supplement of the
News Bulletin, launch of a commemorative postage stamp by Pakistan Post and the release of a PTV
documentary titled, “40 years of service: 1983-2023". The growth of ombudsmanship in Pakistan and
the achievements of the institution in promoting good governance, the rule of law and the fundamental
rights are discussed in a historical perspective in Chapter 1 & 2 of this Annual Report.

27th Meeting of the Forum of Pakistan Ombudsman (FPO)

The 27th Forum of Pakistan Ombudsman (FPO) meeting, chaired by Dr. Asif Mahmood Jah, Federal Tax
Ombudsman (FTO) was held on 21 March 2023, at the Wafaqgi Mohtasib Secretariat. The meeting
highlighted the Forum’s role since its establishment in 2011 in fostering collaboration among
Ombudsman Offices operating in the country in different areas of competence. Emphasizing its
commitment against maladministration and corruption, the Forum decided to establish a dedicated
secretariat for sustained coordination. Recognizing Pakistan’s stature in the global ombuds fraternity,
FPO pledged to enhance collaboration with international partners in the subject.

Webinar on Informal Resolution of Disputes (IRD)

The Federal Ombudsman Secretariat organized a Webinar on IRD under the Asian Ombudsman
Association (AOA) on June 14, 2023. The Federal Ombudsman inaugurated the event, highlighting the
IRD system’s key features, offering free and prompt justice through mediation and conciliation without
docketing and other formalities. Attended by over 70 representatives from AOA member institutions
and local ombudsman offices, the Webinar was aimed at promoting professionalism, cooperation and
ombudsmanship in the Asian region and beyond.

Seminar on Cyber Crimes against Children

Federal Ombudsman addressed a well-attended seminar on "Threats of Cyber Crime: Growing
Vulnerabilities of Societies" at COMSATS University, Islamabad. The event saw participation from
representatives of Federal ministries, relevant agencies, and online attendees from the Asian
Ombudsman Association (AOA), OIC Ombudsman Association (OICOA), and Forum of Pakistan
Ombudsman (FPO). The seminar was held in the context of Universal Children’s Day and emphasized
the need to renew commitment to child rights protection. Discussing the global issue of child
exploitation and cybercrimes, the role of Wafaqgi Mohtasib’s institution in addressing child rights and
various initiatives including the Zainab Alert Response and Recovery Act 2020 was highlighted.
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Other Highlights

* The Federal Ombudsman constituted a team to carry out an inspection visit of Islamabad
International Airport on receipt of reports about mismanagement in service delivery including
passenger harassment, delays in luggage delivery for both inland and overseas travelers,
corruption complaints, and lapses in joint scanning checks. The visit was meant to rectify issues
and ensure collaborative luggage searches, streamline processes for obtaining e-visas and ticket
printing, distribute airline leaflets on travel guidelines, and enforce proper lounge usage.

* The inspection team of Regional Office, Lahore conducted a visit to Allama Igbal International
Airport, Lahore, with a focus on ensuring essential amenities. The visit was aimed at
guaranteeing the availability of wheelchairs, proper affixing of protector’s stamp, arrangements
for visa exemptions, installation of information boards at strategic points, and maintaining
cleanliness across all areas of the airport. The inspection sought to enhance the overall traveler
experience and address key aspects related to accessibility, information dissemination, and
cleanliness standards.

Wafaqgi Mohtasib’s Inspection Team interacting with the complainants during their
Inspection Visit to CDA on 01.11.2023

e Federal Ombudsman took note of the issue of unpaid post-retirement benefits to retired
teachers in educational institutions under the Federal Directorate of Education, Islamabad.
Prompted by a web report titled, 'Forgotten Heroes: Islamabad’s Retired Teachers Await Their
Pending Dues,' the Wafaqi Mohtasib directed the Finance Division to allocate the required funds
in the upcoming budget. Additionally, he instructed the Federal Directorate of Education to
expedite the disbursement of approximately Rs. 2.6 Billion to the affected retired teachers.

* Due to the timely intervention of the Federal Ombudsman, a widow received compensation of
Rs. 750,000 from the Islamabad Electric Supply Company (IESCO) after her son died from
electrocution caused by a hazardous electric pole in their street. Federal Ombudsman's efforts,
involving various agencies, led to the delivery of the compensation on April 14, 2023, providing
the widow with her rightful due.

e During the Head Office’s inspection visit to the Federal Government Employees Housing
Authority (FGEHA), several concerns were highlighted. Delays in allotment, issues with digitalizing
data, the presence of ‘qabza mafia’, and protracted legal disputes were identified. Additionally,
the Park Road Islamabad project faced delays due to landowner issues. Recommendations were
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made to streamline processes, enhance communication and address challenges in the
operations of the Housing Authority.

* Following Federal Ombudsman’s intervention, a Federal Government employee, Mr.
Muhammad Akhlaq, received pension benefits totaling Rs. 9,478,415/- after a prolonged wait.
Mr. Akhlag was unjustly deprived of his pension benefits on unsubstantiated grounds. After
exhausting all avenues, he filed a complaint with Federal Ombudsman, leading to a favorable
decision within 30 days. The Implementation Wing of Federal Ombudsman diligently pursued the
case with AGPR, ensuring the employee finally received his dues and expressed gratitude for the
rightful relief provided by the Federal Ombudsman.

* The widow of the late Muhammad Latif, a former Driver with the National Trust for the Disabled
(NTD), filed a complaint against the Ministry of Human Rights through Wafaqgi Mohtasib
Secretariat's Mobile App. She cited an inordinate delay in receiving her dues under the Prime
Minister's Assistance Package. Despite her entitlement to full pay and allowances until her
husband's superannuation, arrears and PM Assistance Package payments were unduly withheld
since his demise in 2014. After Federal Ombudsman's intervention, commitments were made,
and within 45 days, the widow received all dues, expressing gratitude for the Mohtasib's timely
intervention after 10 years.

e During the visit to the Federal Employees Benevolent & Group Insurance Funds (FEB&GIF) by
the Regional Office Karachi, several issues were identified. Recommendations were made to
constitute a committee of senior officers to address issues related to the

inadequate office space, staff shortages, and equipment deficiencies. Urgent steps were
suggested to fill vacancies promptly and improve overall working conditions at FEB&GIF in
Karachi.

e The Federal Ombudsman took notice of the objectionable act of physical punishment inflicted
on special children by the staff of the National Institute of Special Education in  H-9, Islamabad,
under Article 9(1) of the Establishment of the Office of Wafaqi Mohtasib (Ombudsman) Order,
1983. The Federal Ombudsman has directed the Secretary of the Ministry of Human Rights to
submit a comprehensive report detailing all aspects of the incident, actions taken against those
responsible for the inhuman treatment, and the management of the center.

* During the visit by the Regional Office Quetta to the Benazir Income Support Programme (BISP)
in Kalat, critical issues were identified. Recommendations were made to address these
concerns, including renting a more suitable building and promptly appointing additional staff for
BISP in Kalat. These measures are geared towards enhancing the operational capacity and
overall efficiency of the Benazir Income Support Programme in the region.

* During the recent Head Office’s inspection visit to the Capital Development Authority (CDA),
several concerns were raised. Recommendations were made to establish clear timelines for
future projects, streamline the issuance of Completion and Transfer certificates, improve the
user-friendliness of the website, ensure the cooperation of CDA officials in addressing
complaints, identify and remove illegal encroachments, and implement the posting of
signboards. These measures aim to enhance transparency, efficiency, and public satisfaction
with the services provided by the Capital Development Authority.

e During the recent visit to the Passport Office, Islamabad by the inspection team, various issues
were identified. Recommendations were made to improve the fee collection process by
implementing on-site payments, installing token machines to streamline queues, optimizing staff
allocation, establishing a one-window facilitation system, ensuring timely processing to prevent
delays in passport delivery, and instituting a refund policy for urgent passport fees in case of
printing issues. These measures aim to enhance the overall efficiency and service quality of the
Passport Office.

23



PROMOTING GOOD GOVERNANCE AND the RULE OF LAW

Wafaqi Mohtasib Regional Office Peshawar Incharge Mr. Badshah Gul Wazir during inspection visit of
Bacha Khan International Airport Peshawar. (30.11.2023)

e During the visit to the Postal Life Insurance Company Limited (PLICL) by the Regional Office
Karachi, several critical issues were identified. Recommendations were made to urgently
address those issues and ensure the timely filling of vacant positions to improve the overall
functionality and condition of the Postal Life Insurance Company office in Karachi.

e During the recent inspection visit to Polyclinic Hospital, Islamabad, several critical issues were
identified. Recommendations were made to implement Hospital Information Management
Systems (HIMS) in all hospitals, ensure cleanliness, optimize facility utilization, promptly fill
vacant positions of doctors and staff, conclude all pending inquiries by the Federal Investigation
Agency (FIA), mandate the digitalization of store inventory, and investigate substandard
anesthesia supply agents. Furthermore, the Ministry of Health was urged to arrange all the
necessary equipment promptly. These measures aim to enhance overall healthcare service
delivery, efficiency, and accountability at Polyclinic Hospital.
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B CHAPTER 5

REGIONAL OFFICES: ENHANCING ACCESSIBILITY &
OUTREACH

Accessibility and Outreach are recognized among the most essential characteristics of any effective
ombudsman institution in the available literature on the subject of ombudsmanship. The UN
Resolution 77/224 of 15 December 2022 strongly encourages member states to develop and
conduct outreach activities at the national level. The Paris Principles relating to the Status of National
Institutions for the Promotion and Protection of Human Rights (Resolution 48/134 of

20 December 1993) and the Venice Principles on the Protection and Promotion of the Ombudsman

Institutions of 02 May 2019 emphasize the centrality
of accessibility and inclusivity in promoting the core
principles of ombudsmanship. In the same vein, the
study report of the Asian Development Bank on
“Strengthening the Ombudsman Institutions of Asia” (24 - 25 August, 2010, Manila) concluded that
the “Ombudsman should reach out to vulnerable sections of the population and remote areas that are
unserved or underserved.” Likewise, in the World Bank study report on the Office of Wafaqi Mohtasib
(2015), it was observed that the people from far-flung areas had difficulties in approaching the Federal
Ombudsman in the absence of regional offices in most of the districts and there was a need to extend
the service delivery of the ombudsman institution across the country for resolution of complaints of
citizens at their doorsteps.

The UN Resolutions emphasize the centrality
of accessibility and inclusivity in promoting the
core principles of ombudsmanship.

Like most developing countries, Pakistan since its inception has confronted challenges of governance,
political, social and economic stability and development. Despite the enormity of these challenges,
Pakistan being the 33rd largest country in terms of area (796,096 KM2) and the 5th most populous
with a population of over 240 million, has shown remarkable commitment to the State’s responsibility
of ensuring inexpensive and expeditious justice to its citizens. Accordingly, the idea of an Office of
Ombudsman was first conceived in the interim Constitution of 1972 and subsequently in the
Constitution of 1973. It was almost ten years later when the Office of Wafaqi Mohtasib (Ombudsman)
was established through the President’s Order No.1 of 1983. The establishment of regional offices of
the Wafaqi Mohtasib’s institution in the Provincial capitals was also notified in January 1983 and a
regional office each was established at Karachi, Lahore, Peshawar and Quetta in the years 1984-85.

Realizing the necessity of the ombudsman being easily accessible to the general public, specially the
poor, marginalized and disadvantaged, the then Ombudsman in 1992 started visiting remote areas
not only for speedy redressal of complaints at the doorsteps of the citizens but also to educate the
citizens about the availability of Ombudsman’s Office for redressal of their grievances. The successive
ombudsmen, since then, have relentlessly continued their efforts to strengthen the institution’s
outreach and accessibility to general public. In January 2016, a pilot project was launched for speedy
complaint resolution closer to the doorsteps of the complainants. It is still continuing as “Outreach
Complaint Resolution (OCR)” project. Under this Outreach Complaint Resolution (OCR) project

Blrojhect,.btge Inve.stig?;/i':l/lgs O.ff!cers. of ;he .Wafatg was launched for speedy complaint resolution
ohtasib Secretariat ( ) visit various districts an closer to the doorsteps of the complainants.

tehsils on pre-advertised dates and hear public
complaints closer to the doorsteps of the complainants. During 2023, Regional Offices at Bahawalpur,
D.l. Khan, Gujranwala, Hyderabad, Lahore, Multan and Sukkur undertook OCR visits and disposed of
3148 cases, thereby, saving the complainants from Khuli Katchery (Open Court) system is an

the hassle of travelling to the Mohtasib’s Office. extension of the OCR mechanism, which
] ] ) is being followed in a fairly regulated
Khuli Katchery (Open Court) system is an extension of manner in various remote areas.
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Ef K

Regional Director Quetta, Mr. Ghulam Sarwar Brohi conducted Khulli Katcherhi at Quetta. Provincial
Ombudsman Blochistan is also present. (26.11.2023)

the OCR mechanism, which is being followed in a fairly regulated manner in various remote areas.
During the year under reporting, 19 Khuli Katcheries were held at various districts including Hangu,
Karak, Haripur, Khanpur, Lora, Bannu, Narowal, Sambrial, Bahawalnagar, Rahim Yar Khan, Kohlu,
Turbat, Zhob, Khuzdar, Gujranwala, Buner, Shangla, Dargai and Karachi. The local residents take full
advantage of the visit of Investigating Officers from the WMS and are able to seek immediate relief as
the departmental representatives are also present on
the occasion. Greater use of technology during the
recent years has remarkably increased the outreach
of this Office and has made it easily accessible to the
public. A state-of-the-art system, “Complaint
Management Information System (CMIS)” was conceived by the WMS in the year 2005 and was
formally launched in July 2007. This system is clearly contributing towards the efficient functioning of
the WMS and has greatly enhanced the accessibility and outreach of the Office. The CMIS based
services are now available in all the Regional Offices of the WMS and are being utilized by the
complainants effectively. The number of complaints received online/website were recorded as 48,190
in 2023 marking an increase of 47% over the figure of the year 2022. Likewise, 22,321 complaints
were received through Mobile App in 2023, which reflected an increase of 21% over the figure of
18,389 in the previous year.

Greater use of technology during the recent
years has remarkably increased the outreach
of this Office and has made it easily accessible
to the public.

The Office of Wafaqi Mohtasib commenced its journey
40 years ago with four Regional Offices. The
population of Pakistan at that time was 86.29 million.
The theme of enhancing accessibility and outreach
has been emphasized by the consecutive Heads of State in the country during their visits to the WMS.
They were pleased to direct that the Wafaqi Mohtasib’s institution should enhance its outreach as
much as possible to cover a broader spectrum of the society. For this, possibility of opening more
regional offices should be explored to increase its physical and IT footprints with a view to redressing
the grievances of even higher number of aggrieved persons. Today, with rapid increase in the number
of households, complaints against maladministration on the part of the Government agencies have
also increased significantly. Currently, a Head Office at Islamabad along with 17 Regional Offices and
04 Complaints Collection Centres are available in different parts of the country and are performing
their statutory functions. Figure-I outlines the physical and IT footprints of the Wafaqi Mohtasib’s
institution across the country.

The theme of enhancing accessibility and
outreach has been emphasized by the
consecutive Heads of State in the country.
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WAFAQI MOHTASIB (OMBUDSMAN) PAKISTAN
REGIONAL OFFICES
1983 - 2023
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The territorial jurisdiction of the Headquarters and its Regional Offices is specified in the
Schedule-E to Regulation 3(2) of the Wafaqi Mohtasib (Investigation and Disposal of Complaints)
Regulations, 2013. The jurisdiction of the Regional Offices is subject to change and is updated for the
purposes of administrative exigency and the convenience of general public (Figure-Il).

OFFICE

TERRITORIAL JURISDICTION
Federal Capital Area Islamabad, Rawalpindi, Attock, Jhelum, Chakwal.
HEADQUARTERS, Besides, the complaints received from all districts of A.J. & K and Northern
ISLAMABAD Areas / Gilgit Baltistan shall continue to be investigated at Head Office,
Islamabad till the establishment of Regional Offices.
PUNJAB
Regional Office, . .
eglona ce Lahore, Okara, Kasur, Sheikhupura and Nankana Sahib
Lahore
Regional Office, Multan, Pakpattan, Vehari, Khanewal, D.G. Khan, Layyah, Muzaffargarh
Multan and Rajanpur

Regional Office, Faisalabad

Faisalabad, Sahiwal, Jhang, Toba Tek Singh and Chiniot

Regional Office, Gujranwala

Gujranwala, Gujrat, Sialkot, Narowal and Hafizabad

Regional Office, Bahawalpur

Bahawalpur, Bahawalnagar, Rahim Yar Khan and Lodhran

Regional Office, Sargodha

Sargodha, Khushab, Mianwali and Mandi Bahauddin

SINDH

Regional Office, Karachi

All districts of Karachi and Lasbella (Balochistan)

Regional Office, Sukkur, Khairpur, Ghotki, Naushero Feroze, Larkana, Jacobabad,
Sukkur Shikarpur, Kashmore, Qamber and Shahdadkot
Hyderabad, Jamshoro, Matiari, Tando Muhammad Khan,

Regional Office, Hyderabad

Shaheed Benazirabad (Nawabshah), Badin, Dadu, Thatta and Sajawal

Regional Office,
Mirpur Khas

Mirpur Khas (Digri), Umarkot, Sanghar (Tando Adam), Tando Allah Yar and
Tharparkar - Mithi

KHYBER PAKHTUNKHWA

Regional Office, Peshawar

Peshawar, Charsada, Hangu, Karak, Kohat, Mardan, Nowshera, Swabi
and Ex-Federally Administered Tribal Areas (FATA)
Sada Complaints Collection Center for
Orakzai Districts

Kurram and

Regional Office,
D. I. Khan

D. I. Khan, Bannu, Lakki Marwat, Bhakkar and Tank
Wana Complaints Collection Center for South Waziristan Upper,
South Waziristan Lower and North Waziristan Districts

Regional Office, Abbottabad

Abbottabad, Haripur, Mansehra, Battagram, Upper Kohistan,

Lower Kohistan, Koli Polas (Kohistan) and Torghar (Kala Dhaka)

Regional Office,
Swat

Malakand, Swat, Chitral, Shangla, Buner, Upper Dir and Lower Dir

BALOCHISTAN

Regional Office, Quetta

Quetta, Barkhan, Dera Bugti, Duki, Harnai, Jafarabad, Jhal Magsi, Kachi,
Kech, Qilla Abdullah, Kohlu, Musa Khel, Naseerabad, Pishin, Qilla
Saifullah, Sherani, Sohbatpur, Zhob and Ziarat.

Complaints Collection Centres at Loralai and Sibi.

Regional office, Kharan

Kharan, Noshki, Chaghi, Mushkay, Panjgur, Turbat and Gawadar

Regional office, Khuzdar

Khuzdar, Surab, Awaran, Kalat and Mastung

Figure-ll
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The Federal Ombudsman’s Office has, over the years, perfected to a large extent its complaint
handling mechanism comprising registration, investigation, appraisal, review and implementation of
decisions. It is now fully capable of (i) resolving complaints of maladministration in large numbers (ii)
reaching out to the complainants through OCR (iii) holding public hearings at their doorsteps (iv) introducing
Informal Resolution of Disputes (IRD) mechanism as an additional feature of the institution’s functions and
(v) carrying out inspection visits of government agencies
to improve their service delivery. The Regional Offices
and the Complaints Collection Centres located at various
stations in the country act on behalf of the Office of
Wafaqgi Mohtasib and provide an interface with the
general public at their doorsteps.

The Regional Offices and the Complaints
Collection Centres located at various stations
in the country act on behalf of the Office of
Wafaqi Mohtasib and provide an interface
with the general public at their doorsteps.

Figure-Ill below gives the data of receipt and disposal of complaints during 2022 and 2023 at the Head
Office and different Regional Offices. These numbers bring out as to how the enhanced geographical
outreach of the Wafaqi Mohtasib’s Offices is adding to its visibility and accessibility attracting the
highest ever number of households to use its services in defence of their fundamental rights. The
impact of greater accessibility and regional presence is evident as 12.24% of the total complaints
(194,106) was received at the Head Office, whereas 170,332 complaints (87.76% of the total) were
received at the Regional Offices.

RECEIPT DISPOSAL
(Marked for Investigation + Limine) (Approved + Limine)
S.No Office
2022 2023 Increase / Incha,se / 2022 2023 Increase / | Increase /
Decrease Decrease Decrease | Decrease
1 Islamabad 19,092 23,772 4,679 24% 18,098 24,660 6,562 36%
2 Abbottabad 9561 6,789 2,772 -29% 7,810 8,719 909 12%
3 Bahawalpur 10,316 12,618 2,302 22% 10,085 11,690 1,605 16%
4 D.l. Khan 5,676 4,813 -863 -15% 5,207 4,961 -246 -5%
5 Faisalabad 4,660 6,446 1,787 38% 4,604 6,440 1,836 40%
6 Gujranwala 4,095 4,656 558 14% 4,384 4,636 252 6%
7 Hyderabad 13,045 13,345 300 2% 11,280 14,694 3,414 30%
8 Karachi 22,134 27,885 5,751 26% 21,174 27,571 6,397 30%
9 Kharan 1,346 2,903 1,557 116% 1492 2,573 1,081 72%
10 Khuzdar 449 2,215 - - 294 1731 - -
11 Lahore 27,385 34,333 6948 25% 27,052 33,097 6,045 22%
12 Mirpur Khas 1,875 3,304 - - 1,275 3,545 2,270 -
13 Multan 10,571 13,069 2,498 24% 10,730 12,249 1,519 14%
14 Peshawar 9,948 10,389 441 4% 9,201 10,373 1,172 13%
15 Quetta 10,187 10,666 479 5% 11,425 9,619 -1,806 -16%
16 Sargodha 2586 3,623 1,036 40% 2512 3,454 942 38%
17 Sukkur 9,576 8,935 -641 -7% 9,675 9,037 -638 7%
18 Swat 1,671 1,732 61 - 1,505 1,613 108 -
19 | Sadda ; 358 ; - - 301 - -
Kurram

20 Wana - 2,255 - - - 2,067 - -

Total: 164,173 | 194,106 29,933 18% 157,803 | 193,030 31,422 22%

Figure-lll
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The institution of Wafaqi Mohtasib is playing its due role in dispensation of quick administrative
justice. Its mandate as given in the President’s Order No.1 of 1983, provides for the Wafaqi Mohtasib
to diagnose, investigate, redress and rectify any injustice done to a person through maladministration.
Its mandate is not limited to redressal of grievances alone but also provides for ascertaining the root
causes of corrupt practices and injustice, arranging study & research and recommending appropriate
steps for their eradication. The Federal Ombudsmen
Institutional Reforms Act, 2013 further sets out that | The Wafaqi Mohtasib’s Office and its Regional

the redressal of public grievances is the means to an Offices are, in fact, contributing towards
end, i.e., to promote good governance. Given the promoting good governance, the rule of law
development challenges of the 21st century, good and inviolability of fundamental rights.

governance and public sector performance have
assumed critical importance. The UN Development Agenda 2030’s aspiration is to ‘Leave No One
Behind’ in the development process which makes efficient service delivery and good administration as
important pre-requisites. In addressing maladministration and administrative excesses, the Wafaqi
Mohtasib’s Office and its Regional Offices are, in fact, contributing towards promoting good
governance, the rule of law and inviolability of fundamental rights. It is abundantly clear from the
mandate of the Wafaqi Mohtasib that the institution is not merely a complaints office but serves as an
architect of better governance. In this mission, the Office of Wafaqi Mohtasib draws strength from its
Regional Offices and looks forward to expanding its geographical outreach in the years ahead.
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IMPLEMENTATION UPDATES

The Wafaqgi Mohtasib (Ombudsman)’s Office, established with the core objective of investigating,
redressing and rectifying injustices caused by maladministration in Federal Government agencies,
serves as a pivotal instrument in ensuring justice and fairness for the citizens of Pakistan. Often
referred to as the ‘poor man’s court,” the institution symbolizes hope and accessible justice for those
who might otherwise be regarded as marginalized in the society.

The Wafaqgi Mohtasib’s Institution has fortified its operations by establishing an Implementation Wing
at its Head Office and across its Regional Offices. This
wing is entrusted with a critical mandate to guarantee | The Wafaqi Mohtasib’s Institution has fortified
that Findings or Recommendations issued by the | itsoperations by establishing an Implementa-
Wafaqi Mohtasib are either duly implemented by the tion Wing at its Head Office and across its
agencies concerned or adequately justified in cases Regional Offices.

of non-implementation.

Rooted in the President’s Order No. 1 of 1983 and the Federal Ombudsmen Institutional Reforms Act,
2013, the institution is equipped with a comprehensive legal framework. This framework empowers

the Wafaqi Mohtasib with the authority, under the civil procedure code, to initiate legal action against
agencies that disregard its Findings and

recommendations. Moreover, the Ombudsman is
authorized to mandate disciplinary proceedings
against officers or officials found intentionally
evading the implementation of these Findings.

The Ombudsman is authorized to mandate
disciplinary proceedings against officers or
officials found intentionally evading the
implementation of these Findings.

The effectiveness of the Wafaqi Mohtasib in implementing its Findings is not merely a procedural
matter but is intrinsically linked to its identity as the 'poor man's court.' This concept underscores the
institution's commitment to providing an accessible platform for the common citizen to seek justice
without the burden of excessive cost or complexity.

As we reflect on the updates in the implementation of the Federal Ombudsman’s recommendations,
it is evident that the institution continues to play a crucial role in safeguarding the rights and interests
of the ordinary citizens. The Wafaqi Mohtasib’s commitment to ensuring effective implementation of
its decisions is a sine qua non for carrying out its mandate of dispensing speedy and inexpensive
administrative justice to the general public. This
chapter highlights the achievements during 2023 in Effective implementation of its decisions is a
pursuing the goals of providing fair and just response sine qua non for carrying out its mandate of
to the administrative excesses committed by the | dispensingspeedy and inexpensive adminis-
Federal government agencies. trative justice to the general public.

Practices and Procedures

The practices and procedures outlined under the Wafaqgi Mohtasib (Investigation and Disposal of
Complaints) Regulations, 2013, establish a structured and accountable system for ensuring the
implementation of recommendations made by the Wafaqi Mohtasib. This process begins with the
Investigating Officers assigning a specific timeline to the concerned agencies for the implementation
of the Wafaqi Mohtasib's recommendations. Upon the expiry of this timeline, if the recommendations
have not been implemented, the Implementation Wing of the Wafaqgi Mohtasib Secretariat (WMS)
takes proactive measures by issuing notices to the concerned agencies. This step is crucial in
maintaining the momentum of the implementation process and ensuring that delays are addressed
promptly.
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Further enhancing the credibility and efficiency of the process, the Implementation Wing goes beyond
merely relying on the reports submitted by the agencies. It actively seeks confirmation from the
complainants themselves, ensuring an unbiased and accurate assessment of whether the
recommendations have been effectively
implemented. This is achieved through direct contact
with the complainant, typically via a phone call to
their cell number. This personal engagement with the
complainant serves as a critical cross-check against
the implementation reports provided by the agencies. Cases where the implementation is confirmed
by the complainants are then recommended for final closure. This comprehensive approach, which
combines administrative diligence with direct feedback from the complainant, ensures that the
resolution provided by the Wafaqgi Mohtasib is not just theoretically proposed but is practically and
satisfactorily implemented, reflecting the true spirit of justice and fairness envisaged under its own
Regulations.

It actively seeks confirmation from the
complainants themselves whether the
recommendations have been effectively
implemented.

New CMIS Module for Implementation

A significant advancement in the implementation process is the development of the Online
Implementation Module by the Wafaqi Mohtasib

Secretariat, which ensures efficient and accurate The on!ir]e implementation M°d”|‘_* ensures
processing of complaints. One of the primary benefits efficient and accura.te processing of
of the online system is the elimination of errors complaints.

associated with manual listing. In traditional manual system, the risk of human error can lead to
inaccuracies in recording and tracking complaints. The new module, integrated with the Complaint
Management Information System (CMIS), automatically generates relevant details such as the
complaint number, type of Findings, Complainant’s name, dates for implementation and Compliance
submission. This automation not only reduces the likelihood of errors but also streamlines the entire
process, ensuring that every piece of information is accurate and up-to-date.

Furthermore, the online module significantly enhances the performance and speed of the
Implementation Wing. By providing real-time data on — :
the exact pendency of implementation, it enables the | By providing reaHtime data on the exact penden-

Wafaqi Mohtasib to effectively monitor progress and ¢y of implementation, it enables the Wafaqi
address bottlenecks, if any. This transparency is Mohtasib to effectively monitor progress and
crucial for maintaining the integrity and address bottlenecks.

responsiveness of the complaint resolution process. Additionally, the system eradicates the issue of
duplicative work, allowing officers to focus on more critical aspects of their roles. Implementation
officers are given the capability to edit, download, and print notes directly from the CMIS, with the edit
option remaining open until the final submission of the note. This flexibility ensures that all
documentation is precise and comprehensive. Moreover, the system’s capacity to attach multiple
documents to a complaint further enhances the depth and quality of information available for each
case, enabling a more thorough and informed decision-making process. These features collectively
contribute to a more efficient, transparent, and effective operation of the Implementation Wing.

The Year at Glance

Over the course of the year, there has been a notable increase in the number of cases for
implementation, witnessing a rise from 57,316 to 70,813. This positive trend is a testament to the
concerted efforts of the Implementation Wing within WMS. Impressively, out of the total, 60,754

Findings have already wundergone successful Impressively, out of the total, 60,754 Findings
implementation. The remaining cases are currently at have already undergone successful

different stages of the implementation process, implementation.
showcasing a commitment to thorough and effective
execution.
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The following table presents a comprehensive breakdown of the net implementable cases at both the
Head Office and Regional Offices, along with details on the cases successfully implemented during the
year under review:

Name of Office Net Implementable Implemented Percentage
H.O. Islamabad 4,076 3,011 73.87%
R.0. Abbottabad 3,657 3,635 99.40%
R.0. Bahawalpur 2,661 2,363 88.80%
R.0. D I Khan 4,109 3,245 78.97%
R.O. Faisalabad 1,238 1,132 91.44%
R.O. Gujranwala 872 717 82.22%
R.O. Hyderabad 5,026 4,247 84.50%
R.0. Karachi 9,492 7,697 81.09%
R.O. Kharan 122 106 86.89%
R.O. Khuzdar 27 26 96.30%
R.O. Lahore 21,962 20,506 93.37%
R.O. Mirpur Khas 877 746 85.06%
R.0. Multan 4,098 3,560 86.87%
R.O. Peshawar 7,047 5,201 73.80%
R.O. Quetta 692 658 95.09%
R.0. Sargodha 178 171 96.07%
R.O. Sukkur 4,272 3,388 79.31%
R.0. Swat 368 315 85.60%
Sadda, Kurram District,

Collection Center, 35 30 85.71%
Wana, Collection Center, 4 0 0.00%
Total 70,813 60,754 85.8%
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The following data shows the Agency wise implementation of cases:

Name of Agency Net Implementable Implemented Percentage
Lahore Electric Supply Company (LESCO) 20,110 19,038 94.7%
Peshawar Electric Supply Company (PESCO) 9,812 7,326 T4.7%
K-Electric (KARACHI ELECTRIC SUPPLY o
CORPORATION (KESC)) 7,636 6,149 80.5%
Multan Electric Power Company (MEPCO) 4,588 3,838 83.7%
Benazir Income Support Programme (BISP) 4,885 4,830 98.9%
Hyderabad Electric Supply Company o
(HESCO) 4,226 3,495 82.7%
Sukkur Electric Power Company (SEPCO) 3,065 2,401 78.3%
Sui Southern Gas Company Limited o
(SSGCL) 2,877 2,606 90.6%
Postal Life Insurance (PLI) 2,472 2,442 98.8%
Sui Northern Gas Pipelines Ltd. (SNGPL) 2,179 1,904 87.4%
Pakistan Post Office Department 978 693 70.9%
Pakistan Bait ul Mal, Islamabad 728 682 93.7%
Capital Development Authority (CDA) 671 313 46.6%
Faisalabad Electric Supply Company o
(FESCO) 560 508 90.7%
Islamabad Electric Supply Company (IESCO) 573 383 66.8%
National Database & Registration Authority o
(NADRA), Islamabad 478 424 88.7%
Pakistan Railways 453 341 75.3%
Gujranwala Electric Power Company o
(GEPCO) 343 248 72.3%
Federal Employees Benevolent And Group o
Insurance Funds (FEB&GIF) 333 292 87.7%
State Life Insurance Corporation Of o
Pakistan(SLICP),Karachi 281 206 73.3%
Allama Igbal Open University 286 284 99.3%
Employees’ Old Age Benefits Institution 274 294 81.8%
(EOBI)
Federal Investigation Agency (FIA) 195 108 55.4%
Pakistan Broadcasting Corporation (PBC), 143 110 76.9%
Islamabad
Islamabad Capital Territory (ICT) 107 85 79.4%
Others 2,560 1,824 71.3%
Total 70,813 60,754 85.8%
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REVIEW PETITIONS AND REPRESENTATIONS

Legal Framework

The fundamental right to appeal, an integral component of constitutional law, finds explicit
acknowledgment in the Constitution of the Islamic Republic of Pakistan. This pivotal right serves as a
safeguard against any lacunae or errors, whether stemming from legal nuances or factual inaccuracies
inherent in the original order or judgment. Besides its corrective function, the right to appeal assumes
a broader role, contributing significantly to fostering citizens’ confidence in the legal system. Within the

framework of the Office of the Federal Besides its corrective function, the right to
Ombudsman, the governing statutes meticulously appeal assumes a broader role, contributing
incorporate provisions to ensure the efficacious significantly to fostering citizens’ confidence in
exercise of the right to appeal by way of a review the legal system.

petition or representation.

Since the enactment of the Federal Ombudsmen Institutional Reforms Act of 2013, an individual
aggrieved by a decision or order of the Federal Ombudsman is bestowed with legal empowerment to
initiate remedial actions. The aggrieved party may opt to set in motion a review petition before the
Federal Ombudsman, invoking the pertinent provisions delineated in section 13 of the Act of 2013.

Upon presentation of substantial grounds for review of the decisions within a timeframe of 30 days
from their receipt, the Federal Ombudsman, in adherence to the mandate articulated in section 13 of
the Act of 2013, is vested with the authority to effect alterations, modifications, amendments, or even
recall the earlier order, recommendation, or
decision. This remedial process is expressly
mandated to conclude within a stipulated timeline
of 45 days, underscoring the commitment to
expeditious administration of justice.

The law grants the Federal Ombudsman the
authority to review any decision on a review
petition filed within a period of 30 days, with a
requirement for a final resolution in 45 days.

Concomitantly, Article 32 of President’s Order No. 1 of 1983 extends to the President of Pakistan the
discretionary authority to adjudicate upon a representation filed by an aggrieved party against a

decision or order of the Federal Ombudsman. This authority vests the President with the power to pass
any order deemed judicious for the administration of

justice. The procedural framework governing this
avenue is delineated in section 14 of the Act of

The legislation stipulates that the President is
empowered to make a judgment on a

2013 representation against the decision of the
’ Federal Ombudsman submitted by the
It is imperative to note that the representation aggrieved party.

before the President must be diligently submitted
within a period of 30 days from the receipt of the decision or order. This punctuated timeline is

complemented by a comprehensive resolution period of 90 days, thereby emphasizing the deliberative
nature of the process and its commitment to thorough examination.

Beyond its intrinsic corrective function, the right to appeal plays an important role in enhancing the
overall legitimacy of the legal system. This not only reaffirms the principles of fairness and equity but
also amplifies the accountability of the institution.
Moreover, the timelines as stipulated within the
legal framework governing appeals before the enhancing the overall legitimacy of

Federal Ombudsman and representation to the the legal system.

President of Pakistan are pivotal in ensuring the expeditious administration of justice. The prescribed
periods for filing and resolving appeals underscore a commitment to efficiency, responsiveness, and,
above all, the timely redressal of the citizen’s concerns. The specific legal channels available whether

The right to appeal plays an important role in

35



REVIEW PETITIONS AND REPRESENTATIONS

through the Federal Ombudsman or the President of Pakistan, exhibit a commitment to the prompt
resolution of grievances.

Procedure and Disposal
Review Petitions

Review petitions are submitted to the Registrar’s Office at the Headquarters and to the Regional Heads
at various Regional Offices. Upon receipt, a rigorous evaluation is conducted to determine their
admissibility. If found admissible, these petitions are then submitted to the Federal Ombudsman for
his approval. Following approval, the Review branch, led by a team of senior officers both at the Head
Office and Regional Offices, undertakes the process of these petitions.

To commence the review process, notices are promptly issued to the concerned parties, and a
comprehensive report is solicited from the relevant Agency. Subsequently, both parties participate in a
hearing, where their arguments are thoroughly considered. After an exhaustive examination of the case
record, revised Findings are drafted and presented to the Federal Ombudsman for his final approval.

Strict adherence to the prescribed timeline is observed throughout the proceedings, ensuring that within 45
days, the review petitions are disposed of through revised Findings. Copies of these Findings are then
disseminated to all relevant parties. In instances where relief has been granted to the complainant, the
revised Findings are seamlessly transmitted to the Implementation Wing for initiation of implementation
proceedings. This comprehensive and streamlined
process underscores the commitment of the Office of
Federal Ombudsman to prompt, fair, and effective
resolution of review petitions.

This comprehensive and streamlined process
underscores the commitment of the Office of
Federal Ombudsman to prompt, fair, and
effective resolution of review petitions.

Figure 1: PROCEDURE FOR DISPOSAL OF REVIEW PETITIONS
Receipt of petition at Registrar’s Office
L 2

Determination of admissibility
2
Approval of Federal Ombudsman sought
L 4
Issuance of notices to parties

$

Submission of Report/ Rejoinder by the parties
L 2
Hearing Proceedings
L 2
Draft of revised findings

L 4
Issuance of findings to parties
L 2

Implementation of revised findings
(If relief has been granted)

Representations

In the President’s Secretariat (Public), representations are received and processed through a systematic
protocol. Upon receipt, an intimation is promptly dispatched to the Representation Section of the office of
Federal Ombudsman. This initiates the requisition of a comprehensive, attested record of the case, which
is diligently compiled and submitted. The mere filing of a representation has a consequential impact,
leading to the temporary suspension of the implementation of the impugned order or decision. In
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response, the other party impleaded in the
representation is obligated to furnish a
written report or rejoinder.

The entire representation process unfolds
under the supervision of either a retired
Judge of the Supreme Court of Pakistan or
an individual possessing the requisite
qualifications to hold such a judicial
position. The procedural steps include a
thOI’OUgh examination Of the case record, Review session in progress at Wafaqi Mohtasib Secretariat

the conduct of hearings, and finalization

of the case followed by its approval by the President. Copies of final verdict are conveyed to the Federal
Ombudsman Secretariat as well as the parties involved.

Following the issuance of the decision, implementation proceedings promptly resume, as per the directives
of the Honourable President. This comprehensive process underscores the commitment to a fair and just
resolution of representations, ensuring due diligence, transparency, and adherence to legal provisions.

Figure 2: PROCEDURE FOR DISPOSAL OF REPRESENTATIONS

Receipt of Representation at President’s Secretariat

9

Intimation to WMS/ parties & Requisition of record

9

Dispatch of complete attested record by WMS

s
@
Hearing Proceedings

9
Drafting of order

$

Approval by the President
@

Issuance of decision to WMS and the parties

S ————
Comparative Analysis of 2022 and 2023
Review Petitions

In the year 2023, a comprehensive review of 1,437 petitions was conducted, encompassing 1,226
fresh review petitions and 211 petitions that were initially registered in November and December
2022. Notably, 1,291 review petitions have been conclusively determined during this reporting year,
while the remaining cases are currently progressing through different stages of resolution. It is
noteworthy that an unwavering commitment exists to adhere to the statutory limit of 45 days for the
disposition of all review petitions received at the Wafaqgi Mohtasib Secretariat (WMS), ensuring
expeditious and judicious resolution. The dedication to timely processing reflects a conscientious
approach to addressing legal matters within established frameworks.

The following table reflects the region-wise breakup of the work load and disposal of review petitions
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during the year 2023 as compared to 2022:

Head Office/Regional Offices Re;/i(;e;v3 Petitions regi(s)t2e2red Re;ig;«sPetitions dispzog;g of
Head Office, Islamabad 351 276 364 293
Regional Office, Abbottabad 13 - 13 -
Regional Office, Bahawalpur 31 17 26 16
Regional Office, D.I. Khan 5 10 6 9
Regional Office, Faisalabad 62 53 66 55
Regional Office, Gujranwala 23 31 22 33
Regional Office, Hyderabad 29 31 21 36
Regional Office, Karachi 246 357 276 299
Regional Office, Kharan - -

Regional Office, Khuzdar - -

Regional Office, Lahore 64 85 56 89
Regional Office, Mirpur Khas - -

Regional Office, Multan 100 147 97 167
Regional Office, Peshawar 182 196 209 174
Regional Office, Quetta 119 132 132 89
Regional Office, Sargodha - 1 1
Regional Office Sukkur 1 8 3 7
Regional Office, Swat - -

Total 1,226 1,344 1,291 1,268

In the year 2023, a total of 1,226 review petitions were filed, out of these 496 by the Agencies and
730 by the complainants. This diverse input underscores the engagement of both public entities and
individuals in seeking reviews, reflecting the varied dynamics of legal discourse and the
comprehensive nature of the review process.

Representations

In the year 2023, a total of 792 representations were submitted to the President, with bifurcation of
444 filed by the complainants and 348 by the Agencies, marking an increase from 668 received in
2022. Notably, only 40 representations were accepted, while a substantial 1012 decisions of the
Federal Ombudsman were upheld and 32 decisions were remanded. This highlights the intricate
process of addressing concerns and upholding the principles of fairness and justice within the
administrative framework of the office of the Federal Ombudsman.

CONCLUSION

In conclusion, the consistent trend of review petitions and representations comprising less than 1%
of the total complaints received by the WMS over the past two years is a testament to the
commendable accuracy and quality of the institution’s decisions and orders. This remarkably low
figure not only underscores the efficacy of WMS in providing relief and administrative justice to
citizens but also reflects the unwavering trust that the
public places in the institution. The enduring
confidence in Federal Ombudsman’s institution
stands as a robust endorsement of its commitment to
fairness and competence in addressing grievances.

The consistent trend of review petitions and
representations being less than 1% is a
testament to high accuracy and quality of
the decisions and orders.
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STUDIES AND REPORTS

Mandate
Article 9(3) of the President’s Order No.1 of 1983 on the Establishment of the Office of Wafaqi

Mohtasib (Ombudsman) provides that 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.
Likewise, the Paris Principles relating to the Status of
National Institutions (General Assembly Resolution 48/134 of 20 December 1993) stipulate functions
entrusted to ombudsman institutions as, “making recommendations to the competent authorities
especially by proposing amendments or reforms of the laws, regulations and administrative practices,
especially if they have created the difficulties encountered by the persons filing the petitions in order
to assert their rights.” In the same vein, the UN
Resolution 77/224 of 15 December 2022 stresses
that ombudsman institutions “can play an important
role in advising governments with respect to drafting
or amending existing national laws and policies,
ratifying relevant international instruments and
bringing national legislations and practices in line with the international human rights obligations of
their States.”

Article 9(3) provides for undertaking
research/study to ascertain the root causes of
corrupt practices and injustice.

The UN Resolutions stress that ombudsman
institutions can play an important role in
advising governments with respect to drafting
or amending existing national laws and
policies.

Studies conducted in the Past

Guided by the above legal provision of the President’s Order and the international practices, the Office
of Wafaqgi Mohtasib has, over the years, conducted many studies/ reports to identify and address
issues of maladministration in  government
departments. The focus was on agencies generating a
high number of complaints due to operational lacunae
which included WAPDA, KESC, SNGPL, PTCL, HBFC,
PLI, Pakistan Post, NADRA and alike. Reports with recommendations were sent to relevant
departments and other stakeholders to enhance efficiency, improve service delivery, help
departments to overcome obstacles and promote good governance. Follow-up on implementation of
recommendations made in those studies/reports revealed a mixed response, with some departments
showing improvement, while others, did not fully implement recommendations.

Moreover, the Hon’ble Supreme Court of Pakistan under Article 9 of the President’s Order No.1 of
1983, has forwarded the following references to the Wafaqi Mohtasib, which were investigated and the
cases were disposed of on the recommendations of the Mohtasib.

WMS conducted many studies/ reports to
identify and address issues of maladministration
in government departments.

S. No Case title Petition No Date of Status of the Case
Reference
1 Action taken by HCJ on Application | Suo Moto Case 02.07.2018 15t Quarterly report was
Regarding Miserable Condition of | No.1 of 2006 submitted to Supreme
Women in Jails court on 11.08.2023
2 In the matter  regarding | CP.No.1 of 2018 20.06.2018 Report submitted on
Environmental Pollution in Coastal 24.08.2018 and the case
Area being poisoned by Industrial was disposed of on
Waste Material Discharged in the 22.11.2018
Sea.
3 In the matter regarding incidents | CMA 2018 in Report  submitted on
of fire at Margalla Hills, Islamabad | Human Rights 27.07.2018 and case
Case N0.30023-G disposed of on
of 2018 30.10.2018.
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S. No

Case title

Petition No

Date of
Reference

Status of the Case

In the matter of
encroachments on  Botanical
Garden and Unplanned/
Unregistered Plazas in Bani Gala
(ilegal  Construction in Nala
Korang)

large scale

Human Rights
case N0.6465-G of
2017 & HRMA No.
113/2018.

13.05.2018

Report submitted on
06.06.2018.

Discuss and Deliberate various
issues and suggest possible
solutions including Fee Charged
by Private Schools, Facilities
Provided and Quality of Faculty:
Committee constituted by Chief
Justice of Pakistan
Organizer: Law and
Commission

Justice

Civil Appeal No.
1095-1097, 134-
L, 1021-2016,
1138, 1154-
1158/2018 and
Civil Misc.
Application

No.8466 of 2018
in Civil Petition No.
Nil of 2018.

Case disposed of on
12.06.20109.

In the matter of authorized and
Unauthorized  Marriage  Halls
Functioning in ICT

Human Rights
case No. 1445-G
of 2018.

16.04.2018

Report Submitted in April
2018.

Petition  regarding  Miserable
condition of a School (in
Gujranwala where Girls sit beside
graves whilst taking a test during

Criminal  original
petition No. 133 of
2016 Constitution
Petition No. 37 of

10.03.2018

Case disposed of on
01.01.2019.

2012.

their daily Classes in Graveyard)

Salient features of some important studies are discussed in the succeeding paragraphs.
i. Study on Central Directorate of National Savings

The Wafagi Mohtasib formed a committee following receipt of numerous complaints of
maladministration to investigate those reports in the Central Directorate of National Savings (CDNS).
The committee's terms of reference included studying CDNS's organizational setup, identifying
weaknesses, and recommending improvements. Key findings and recommendations included
appointing a full-time CEO with financial expertise, evaluating employee performance regularly,
establishing a web-based complaints portal, and transforming CDNS into a Savings Bank. Other
suggestions involved redesigning CDNS centres, setting up an ATM system, creating a National
Savings Fund, and expanding CDNS's role in mobilizing
savings. The short-term recommendations given in the
report have been implemented.

The short-term recommendations given in the
report have been implemented.

ii. Report to Transform Radio Pakistan to Meet Contemporary Challenges

The Wafaqi Mohtasib formed a committee to address complaints from Radio Pakistan employees
about pension delays and financial issues. The committee, consisted of former civil servants, aimed to
study financial challenges, overall operations, and propose solutions. The terms of reference included
reviewing performance issues, identifying causes of the financial crisis, studying revenue sources, and
suggesting restructuring measures. Key findings and recommendations encompassed technological
advancements, manpower audit, clearing past liabilities, exploring additional revenue streams, and
strengthening PBC's financial and marketing wings.
Some of the recommendations given in the report were
implemented, but others are pending due to budgetary
constraints.

Some of the recommendations given in the
report were implemented, but others are
pending due to budgetary constraints.

iii. Report on the State of Children in Pakistan

The comprehensive report on the state of children in Pakistan examined child rights nationwide,
emphasizing the impact of economic decline, poverty, and deprivation on children. The declining
economic situation has hindered capacity of social institutions to address the alienation and

40



STUDIES AND REPORTS

marginalization of children. The report observed the inadequacy and ineffectiveness of measures
taken in providing rightful facilities in the education, health, and services sectors for children.
Recommendations included the development of a Child Rights Policy, a Plan of Action on Children, and
the establishment of various relevant entities. The
implementation status indicated progress in some
areas but impediments such as resource constraints
were also noted. Due to non-implementation of
remaining recommendations, the sheer number of at-risk children, numbering in millions, poses a
formidable challenge for any government or society.

The implementation status indicated progress
in some areas but impediments such as
resource constraints were also noted.

iv. Report on Capital Development Authority (CDA)

The report on the Capital Development Authority (CDA) was initiated to address systemic issues and
unsatisfactory delivery of CDA services. Key findings highlighted management deficiencies, loose
monitoring, lack of standard operating procedures, and undue influence from political and
non-political stakeholders. The absence of computerization, inter-departmental coordination, and
project management systems were also identified. Recommendations included financial sustainability
planning, a dynamic team for action plans, control over encroachments, a robust waste collection and
disposal system, and improvement in infrastructure and services. The report emphasized on periodic
reshuffling of staff, performance-oriented work, extension of CDA's limits, and enhanced coordination
among different Directorates. The implementation status revealed a lack of serious response from
CDA attributed to factors like uncertain tenure, lack
of professional officers and human resource issues
including unionization and unwillingness. Besides
the study, the Wafaqgi Mohtasib’s Office has
remained engaged with the CDA and its inspection
teams have visited the Agency on a few occasions in connection with complaints received from the
general public.

Besides the study, the Wafaqi Mohtasib’s
Office has remained engaged with the CDA
and its inspection teams have visited the
Agency on a few occasions.

iv. Report on the working of National Database and Registration Authority (NADRA)

The study report on the functioning of the National Database and Registration Authority (NADRA) was
initiated to enhance efficiency and service delivery of this Agency. Key findings included challenges in
obtaining identity cards, especially for the poor in rural and remote regions. The report identified
weaknesses in preparing population registers, leading to the issuance of multiple identity cards and
registration of non-nationals through forgery. The manual handling of voluminous citizen records was
also highlighted.

Recommendations included establishing a well-connected database between NADRA and Union
Councils, reviewing the fee structure, implementing a robust IT system, ensuring that officers are
well-versed with NADRA laws and incorporating transparency and efficiency in operations. The report
suggested a member with a legal background for dealing with fraud cases and called for a
comprehensive revisit of NADRA's overall operations, technical expertise, and human resources,
emphasizing transparency, efficiency, customer service, customer facilitation, and professionalism.

The implementation status revealed that the report was sent to the Ministry of Interior and relevant
agencies. Further efforts are underway to pursue the

implementation status of the recommendations with Wafagi Mohtasib’s inspection teams have
NADRA. Wafaqgi Mohtasib’s inspection teams have been visiting the Agency and its Offices on
been visiting the Agency and its Offices on various | various occasions to look into the complaints
occasions to look into the complaints received from received from the general public.

the general public.

v. Report on Pakistan Railways on Settlement of Pension Claims and Allotment of Accommodation to
its Employees

The report on Pakistan Railways focused on the settlement of pension claims and the allotment of
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accommodation to its employees. The scope included studying the reasons for delays in pension
procedures and identifying factors causing grievances to pensioners. The terms of reference involve
recommendations and remedial measures related to pension and accommodation issues,
identification of pensioners' grievances, and probing causes of delays.

Key recommendations for pension cases included annual service record verification, correction of
employees' CNIC information, completion of service records a year before retirement, timely resolution
of outstanding debts, activation of online banking and the pension department's bank cell, full
computerization of the pension system, and regular shuffling/posting of pension staff to minimize the
corruption.

Recommendations on accommodation problems included vigilance against malpractices,
merit-based allotment, new construction for all categories, simplified requisition procedures, priority
renovation for dilapidated quarters, and increased
house rent allowance. The implementation status
notes that the report was sent to the concerned
agency, but implementation faced challenges due to
the financial crises of Pakistan Railways.

Recent Studies

The implementation status notes that the
report was sent to the concerned agency, but
implementation faced challenges due to the

financial crises of Pakistan Railways.

Primary Health Care System in ICT - The study on the primary healthcare system in Islamabad Capital
Territory (ICT) revealed significant gaps and issues in governance, service delivery quality and
accountability. The primary responsibility for healthcare lies with the provincial government, and in
federally administered areas like ICT, it falls under the Federal Government. The research Identified
gaps including uneven resource distribution, lack of coordination, absence of a centralized body for
policy, and bureaucratic resistance to community involvement. The study recommended rationalizing
PHC facilities, establishing unified command through an Oversight Committee, promoting community
participation, exploring public-private partnerships, enhancing branding and demand generation,
strengthening the referral system, introducing telemedicine, filling vacant positions, implementing a
complaint management system, and conducting financial and performance audits. The report has
been sent to the Ministry of Health for compliance. Some recommendations of the report have been
complied with by the DHO Islamabad, but no positive response was received from the Ministry of
Health & Regulations.

Inquiry into the Plight of Street Children in ICT - Taking cognizance of the exploitation of children in
terms of their involvement in labour/beggary. Key findings of the report are:

* The issues related to the deprivation of the rights of street children are closely linked with
extreme poverty;

e The lack of proper mechanism for data collection, particularly in the case of unregistered
refugee children, is a serious impediment making the task of protection of the rights of children
difficult;

¢ Child protection system is a combination of formal and informal structure which is complicated
by the fact that there is no Child Court in Islamabad;

¢ For the protection of female street children, no welfare centre is in existence;

* Most of the street children in ICT, are brought from other areas in the country and are often
involved in begging and collection of waste, trash and rags.

The study sets out priorities and gives evidence based recommendations to the key stakeholders.
Some of its recommendations are at the implementation stage. Approximately, 18000 street children
have been enrolled at schools by the Federal
Directorate of Education and 6 technical labs have Some of its recommendations are at the
been established in collaboration with NAVTTC. implementation stage.
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The Objective Assessment of the working of Wafaqi Mohtasib’s Institution

The study endeavours to evaluate the institution’s operations from various perspectives, including that
of the public complainants, Agency representatives and employees of the Wafaqi Mohtasib Secretariat.
Despite many achievements on its credit, it is acknowledged that the grievance redressal mechanism
at the Mohtasib’s institution necessitates continual evaluation and enhancement. Consequently, a
committee has been established to perform an objective assessment of the institution’s performance,
focusing on service delivery and citizen’s satisfaction in accordance with its mandate.

The study conducted by the committee for the objective assessment of the Wafaqi Mohtasib’s Office
revealed crucial insights into its performance and the satisfaction levels of various stakeholders. The
objectives of the study were to improve responsive redressal procedures emphasizing accountability,
transparency, integrity, and swiftness through mechanisms like the Complaint Management
Information Systems and administrative reforms. Secondly, to bolster public demand for accountability,
transparency, integrity, and swiftness in service delivery, thereby engaging citizens in the process of
enhancing governmental effectiveness. Finally, to facilitate access to information and service delivery
mechanisms to foster good governance and combat maladministration, creating awareness and
promoting active participation in governance processes. With responses from 200,000 complainants,

12,000 members of the general public, 777 Wafaqi Survey was based on responses from
Mohtasib employees, and 550 representatives of 200,000 complainants, 12,000 members of
agencies, the survey through the Citizen Report Card the general public, 777 Wafaqgi Mohtasib
provided a comprehensive evaluation of the Wafaqi employees, and 550 representatives of
Mohtasib’s effectiveness. agencies

Key findings from the survey include an 81% awareness of Mohtasib’s services among the general
public, a high satisfaction rate of 96% among complainants regarding the ease of the complaining

process, and 67% expressing satisfaction with the
services provided by Mohtasib. Additionally, timely
communication and a fair decision-making process
were highlighted, with 94% receiving messages and
notices for hearings on time, 70% reporting being

heard patiently and carefully, and 93% of agency representatives finding decisions fair and impartial.
Furthermore, a significant 90% of agency representatives expressed a preference for implementing
the decisions.

Key findings indicated 81% awareness rate of
Mohtasib’s services, high satisfaction rate of
96% regarding the ease of the complaining

process.

The report also emphasized the historical success of the Wafaqi Mohtasib Secretariat, established in
1983, in redressing grievances and rectifying injustices through maladministration. Over the years, the
Secretariat has received a substantial number of complaints, with an independent evaluation in 2009
and 2015 in collaboration with UNDP and the World Bank. The recent surge in complaints in 2023,
reaching 194,106, highlights the continued relevance and demand for the Secretariat's services.

Despite the commendable track record, the report acknowledges the need for regular evaluation and
improvement in the Secretariat's performance. The formation of a committee for the objective
assessment reflects a commitment to enhancing the grievance redressal mechanism at the Mohtasib
level.

The evaluation parameters applied to investigation officers, such as the disposal of at least 60
complaints per month and resolution within 60 days, were deemed objective but not sufficient to
measure citizens' satisfaction. Consequently, the committee conducted in-depth desk research and
explored various qualitative and quantitative performance parameters, including case narratives,
outcomes of complaints, citizen satisfaction surveys, investigators' evaluation tools, and stakeholders'
feedback. The segmentation-wise resolution of complaints, considering geographic, regional, and
sectoral aspects, was also considered.

A citizen report card survey added a unique perspective by including feedback from both officers and
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employees, offering a more holistic understanding of
the institution’s functioning. The survey indicated
that over 66.6% of complainants were satisfied with
the performance and conduct of the Wafaqi
Mohtasib’s institution.

Recommendations arising from the report include tailored strategies for different age groups,
addressing gender imbalances in participation, and enhancing outreach to specific regions. To
improve awareness, a multifaceted strategy involving collaboration with influencers and media,
targeted SMS campaigns, and regional adaptation efforts is proposed. Gender-specific initiatives,
professional engagement programs, and collaboration with other grievance redressal platforms aim to
ensure inclusivity.

The survey indicated that over 66.6% of
complainants were satisfied with the
performance and conduct of the Wafaqi
Mohtasib’s institution.

The proposed strategy also emphasizes improved user experience, communication, follow-up
mechanisms, and urban-rural accessibility. Ongoing staff training, ethical conduct promotion, and
continuous adaptation for service improvement are highlighted, with a strong focus on fairness,
impartiality, and confidentiality. The collective initiatives aim to optimize Wafaqi Mohtasib's
effectiveness, ensuring comprehensive redressal and fostering a culture of continuous improvement
and responsiveness.

In conclusion, the report underlines the need for concerted efforts to continually enhance the
functioning of the Wafaqi Mohtasib’s institution . Leveraging positive trends, addressing identified
concerns, and implementing the proposed
recommendations will strengthen the Institution’s
procedures, communication, and organizational
culture, contributing to continued success in
upholding justice and accountability.

The report underlines the need for concerted
efforts to continually enhance the functioning
of the Wafaqi Mohtasib’s institution.

44



B CHAPTER 9

SPECIAL INITIATIVES

The Office of Wafaqi Mohtasib was set up under the President’s Order No.1 of 1983 with an explicit
mandate to diagnose, investigate, redress and rectify any injustice done to a person through
maladministration. Its mandate is not confined to redressal of grievances alone but also provides that
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. The Federal Ombudsmen Institutional Reforms Act, 2013 further sets out that the
redressal of public grievances is the means to an end i.e. to promote good governance. The Wafaqi
Mohtasib’s institution in accordance with its mandate has remained proactively engaged in
fine-tuning its operational mechanisms,

enhancing accessibility and outreach with a Wafaqi Mohtasib’s institution has remained
view to facilitating a meaningful transition proactively engaged in facilitating a meaningful
towards a social order based on good transition towards a social order based on good
governance, the rule of law and promotion and governance and the rule of law.

protection of human rights.
Guided by the above provisions, the Office of Wafaqi Mohtasib has over the years taken some
important steps to provide administrative justice to the marginalized segments of the society against
acts of omission and commission and maladministration by the government agencies and
functionaries. These initiatives are briefly discussed as under:

i. Outreach Complaint Resolution (OCR) Mechanism

A pilot project to extend the outreach of the Federal Ombudsman to district and tehsil level was
launched on 27th January, 2016, under which the Investigating Officers of the Wafaqi Mohtasib visited
36 districts and decided the complaints within 15 days. The program continues in the shape of
Outreach Complaint Resolution Mechanism (OCR). Under this project, the Investigating Officers visit
various districts/sub-districts and hear public complaints closer to the doorsteps of the complainants.
During 2023, Regional Offices at Bahawalpur, D.l. Khan, Gujranwala, Hyderabad, Lahore, Multan and
Sukkur undertook OCR visits to various areas and disposed of 3149 cases.

ii. Integrated Complaint Resolution (ICR)

It is mandatory under law that a complainant should first, resort to the department concerned, before
filing a complaint in the Office of the Federal Ombudsman. Integrated Complaint Resolution (ICR) was
started in the 2015 to ensure paperless coordination/communication with all the Federal Government
Ministries/Divisions and agencies, by linking them with CMIS for real-time access and processing of
the complaints, for speedy and transparent justice. Through this mechanism any complaint pending
resolution for more than 30 days on the Agency’s portal is transferred to CMIS of the WMS
automatically. 183 agencies have so far been linked with the CMIS. Under the ICR system, 18,470
complaints were processed by the Wafaqi Mohtasib Office in 2023.

iii. Grievance Commissioner for the Overseas Pakistanis

Grievance Commissioner’s Office in the Federal Ombudsman’s Secretariat was established in 2015
under Section (7) of the Federal Ombudsmen Institutional Reforms Act 2013, to address the individual
and systemic issues of the Overseas Pakistanis that related to the Federal Government Ministries,
Departments, Organizations and Agencies.

Any Overseas Pakistani can lodge a complaint with the Grievance Commissioner against Federal
Government Ministries /Departments /Organizations /Agencies, regarding maladministration, delay,
inattention or injustice, through e-mail, WhatsApp or by post. Complaints of Overseas Pakistanis
received directly in the Grievance Commissioner’s Office, through Email/Dak are handled promptly on
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daily basis and complainants are kept informed about the progress of their cases through e-mail,
WhatsApp, voice massages and telephone.

iv. Pakistan Missions Abroad

On the initiative of the Federal Ombudsman, each Pakistan Mission/Consulate abroad has appointed
a focal person and allocates 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. Detailed monthly
progress reports, on prescribed proforma, are acquired by the Wafaqi Mohtasib’s Secretariat from the
Missions.

v. One Window Facilitation Desks (OWFDs)

Likewise, provision of One Window Facility Desks (OWFDs) at all international airports of the country
has greatly facilitated the Overseas Pakistanis, a fact duly acknowledged by the Pakistani diaspora
during their visits to the homeland. The total number of complaints handled in 2023 by the Office of
Grievances Commissioner for Overseas Pakistanis at the WMS, the Mission abroad and the One
Window Facilitation Desks stand at 202,367, which shows an increase of 47% from the figure of the
previous year.

vi. Prisons Reforms

The Hon’ble Supreme Court of Pakistan entrusted the Office of Wafaqi Mohtasib with the responsibility
to carry out study of the country’s criminal justice system in 2018 and to suggest reforms in this
connection with a view to providing a better deal to the prisoners.

In pursuance of the directions given by the Apex Court, a Committee was constituted, which
painstakingly visited 06 prisons in the country and suggested a number of measures to improve the
lot of prisoners. Many steps taken for the purpose include, on-line meeting through zoom facility for the
prisoners and their families, provision of better facilities for their health and hygiene apart from their
educational and skill development. 16 reports have already been submitted to the Supreme Court
giving details of the implementation of these measures. Status of implementation of the report is
summarized as follows:

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

e Focal Persons have been nominated by Provincial Home Departments and Jail Authorities to
facilitate the Committees' functions.

o Efforts to reduce overcrowding, by constructing new jails in Punjab (Nankana Sahib,
Khushab, Chiniot), KPK (D.I Khan, Swabi), Balochistan (Loralai, Qilla Saifullah, Harnai,
Gwadar), and Sindh (Thatta, Shaheed Benazirabad, Malir).

* Medical coverage has improved, with each jail having medical officers and staff, and
segregated facilities for drug users and mentally challenged prisoners.

e Education and skill development initiatives have been enhanced, including a MoU with the
Higher Education Commission and Vocational Training Institutions.

e Biometric systems, with the support of UNODC, are being implemented in jails.

e Efforts are underway to separate women and juvenile prisoners, with special provisions like
Sweet Homes for children living with incarcerated mothers.

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

Vii. Pension System of the Federal Government Agencies

The Wafaqi Mohtasib, taking cognizance of the growing number of complaints regarding delay in grant
of pension to retired government servants, as well as media reports relating to problems faced by
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pensioners in receiving pension from National Bank of Pakistan, constituted a Committee to conduct
a study of Federal Government pension system and to suggest reforms to make it more efficient,
effective and transparent.

Based on the recommendations of the Committee, following measures have been taken to streamline
the pension system of the Federal Government employees:

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

¢ Process of documentation with the coordination of Finance and Establishment Divisions
simplified.

* Steps for automation of pension process and service books initiated.

e Agencies to initiate pension cases of retiring officers/officials 15 months prior to their
retirement

¢ AGPR has established a Facilitation Centre for Pensioners. AGPR to finalize pension cases in
30 days from the day of its submission.

* Monitoring through correspondence and regular meetings.

o Efforts for clearance of all pending cases of pensioners within the Ministries and attached
organizations.

Efforts are being made in coordination with offices of the Controller General of Accounts and the
Accountant General Pakistan Revenues to develop an appropriate framework to address systemic
shortcomings in deciding pension cases of the officers of All Pakistan Unified Grades, who during their
service remain posted both in the Federal Government and the Provincial Governments. After
retirement, they face problems due to incomplete service and fund record causing inordinate delays in
payment of their pensionary dues.

viii. Inspection Visits
Article 17 of the President’s Order No. 1 of 1983 provides as under:

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”.

Article 9 of President’s Order No. 1 of 1983 states that:

“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 maladministration on the part of any Agency or any of its officers or
employees.”

Pursuant to the above provisions, the Wafaqi Mohtasib Secretariat constituted inspection teams to
carry out inspections of the agencies against whom frequent complaints are received, to identify
problems and suggest remedial measures. In this regard, Wafaqi Mohtasib’s Secretariat developed
and issued detailed SoPs for undertaking inspection visits of the agencies. The inspection visits have
proved an effective measure to reach out to the general public and help improve the service delivery
of those agencies. During the year under review, 38 such inspection visits were undertaken by the
Wafaqi Mohtasib Officers at the Head Office and the Regional Offices.
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ix. Khuli Katcheries (Open Courts)

Khuli Katcheries (Open Court) system is an extension of the OCR mechanism being followed in a fairly
regulated manner in remote areas. During 2023, Khuli Katcheries were held in 19 remote districts
including Karak, Hangu, Bannu, Kohlu, Turbat, Shangla, Dargai and alike. In WMS, most of the
complaints are heard in the Head Office and the Regional Offices by the Investigating Officers in the
presence of complainant and the Agency's representatives. A large number of complainants live in
remote cities and towns and find it difficult to reach the Investigating Officers. In Khuli Katcheries,
general public is invited to participate in the proceedings along with representatives of the Federal as
well as Provincial agencies of the concerned district/sub-district. Most of the complaints raised by the
people relate to electricity, gas, drinking water, roads, sanitation, education, health, district
administration, NADRA, BISP etc. Representatives of the Federal and Provincial Agencies present on
the occasion help in resolving the issue. The Khuli Katcheries are helping in spreading the
Ombudsman’s message to a large number of people, who participate in these Khuli Katcheries.
Further, local and regional press gives vast coverage to these events.
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INFORMAL RESOLUTION OF DISPUTES:
A NEW DIMENSION OF ADR

Article 33 of the President’s Order No.1 of 1983 on the Establishment of the Office of the Wafaqi
Mohtasib (Ombudsman) provides for resolution of disputes through informal means. The said Article
reads as follows:

“Notwithstanding anything 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.”

Hence, the system of Informal Resolution of Disputes (IRD), responds to the dire needs of the general
public for resolving their complaints at the grass roots level without hiring services of an advocate or
waiting for lengthy legal processes. This mechanism involves resolution through mediation and
persuasion rather than a decision arrived at
through following a strict process or procedure. It
draws strength from the system of Alternative
Dispute Resolution (ADR), which has existed and
evolved along with the formal judicial system in
most parts of the world.

This mechanism involves resolution through
mediation and persuasion rather than a
decision arrived at through following a strict
process or procedure.

The terms Informal Resolution of Disputes (IRD) and the Alternative Dispute Resolution (ADR) are
often used interchangeably, but it is not correct to do so as they are very different in scope and
process. The inherent difference between the two approaches is evident from the comparative
statement given below:

Informal Resolution of Disputes

Alternative Dispute Resolution (ADR)

An agreed way of dealing with a complaint outside
the formal procedures.

A specific and structured way of dealing with a complaint
outside the standard formal procedure.

Usually recommended for less serious complaints
which did not fall in the jurisdiction, purview of
WMS, or where a full investigation is not required to
determine what has happened and who was
responsible.

Generally, not suitable where there is an imbalance of
power that cannot be successfully mitigated by the
mediator/third party.

Something that can be tried before resorting to
either alternative dispute resolution or the formal
process.

Something that can be tried before resorting to the
formal process.

A process that can be facilitated by someone who
doesn’t have specific training or qualifications.
However, the person should have access to
informal resolution guidelines and know where to
access support if required.

A process that can only be facilitated by a qualified
practitioner.

This mechanism involves “resolution” rather than “decision” whereby parties are persuaded to come
to an understanding/agreement. This provision not only widens the ambit of the Ombudsman's
activity but also provides positive means for settlement of disputes through conciliatory proceedings
and mutual satisfaction of the parties as observed by the first Federal Ombudsman Justice (R) Sardar
Muhammad Igbal, that “it would focus on resolution rather than decision” and that “it will be less time
consuming and will provide win-win solution for both the parties”.
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The guiding principles of Wafaqgi Mohtasib in resolution of disputes with the consent of all the parties
under IRD include independence, neutrality, impartiality, confidentiality and informality. Neither
solutions are imposed nor decisions are enforced. The outcome of the process is entirely controlled
by the parties to the dispute; all communications in
the process are confidential and cannot be disclosed
without permission. The process include facilitation,
negotiation, problem-solving, shuttle diplomacy,
mediation and conciliation. They are provided on a
case-by-case basis for individuals and/or groups, offering direct and in-person methods. Informal
Resolution of Disputes services are available before, during, or in place of a formal complaint, while
providing an alternative to litigation with opportunities to transform potentially volatile situations into
ones of mutual understanding.

The guiding principles under IRD include
independence, neutrality, impartiality, confi-
dentiality and informality. Neither solutions are
imposed nor decisions are enforced.

Helping the Parties to Help Themselves

The unique process of Informal Resolution of Disputes adopted by this Office is an innovative
approach in litigation management where, with the consent of the parties, the goal of finding a
solution of dispute is achieved. Efforts are made to help the parties to help themselves. This is done
without imposing a decision on them. The parties are
encouraged to explain their viewpoint, either
separately or in a joint interactive session, in a cordial
and friendly atmosphere of neutrality and
confidentiality. It is explained to them that
inquisitorial and analytical process of problem solving has long term benefits as compared to the
adversarial approach.

The parties are encouraged to explain their
viewpoint, either separately or in a joint
interactive session, in a cordial and friendly
atmosphere of neutrality and confidentiality.

During the discussion, the parties are encouraged to negotiate by offering different options to attain
the win-win situation for all of them and their posterity. The legal position of the point-in-issue is
explained and analysed. Various options and alternatives of compensations, apologies and
withdrawals are suggested to them. During the hearing of the case if there appears a tie, the officer
concerned facilitates them by referring to religious preferences and by generating further options to
resolve the deadlock. The matter is also adjourned to some other convenient date to provide an
opportunity of consultation. In most of the cases the
discussion leads to a compromise. The compromise is In case of failure to reach a consensus, the
documented, if needed, by drafting an agreement. In matter is either closed or, if permission is
case of failure to reach a consensus, the matter is granted, converted into a regular complaint.
either closed or, if permission is granted, converted
into a regular complaint or, in appropriate case, the matter is referred to the concerned Ombudsman’s
Office for further process.

Although, the provision of Informal Resolution of Disputes was available in the President’s Order No. 1
of 1983, but it was practiced in a very limited scale. However, in March 2022, it was decided to further
broaden the scope of activities of the Wafaqi Mohtasib by invoking Article 33 for the benefit of
common man. The step was taken in compliance with the advice of the Honourable President of
Pakistan to expand the scope of activities of Wafaqi Mohtasib to the remote areas of the country and
to discover unexplored avenues. Accordingly, a committee of senior officers of Wafaqgi Mohtasib
Secretariat (WMS) was tasked to prepare modalities and procedure for implementation of IRD. The
Pilot Project was launched at the Head Office Islamabad and the Regional Offices at Karachi, Lahore,
Peshawar, Quetta, Multan, Bahawalpur, Abbottabad and D.l. Khan. After successful results of the pilot
project for about a year, it was decided that the scheme shall be applied by all the Regional Offices of
this secretariat.

The scope of IRD is extended to complaints of citizens, being received either directly or by post or
online at the WMS Offices, which do not fall in the normal jurisdiction of the institution. These
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complaints are processed under Regulation 5(2) of
Wafaqgi Mohtasib (Ombudsman)'s Investigation and
Disposal of Complaints Regulations 2013 with the
consent of the parties concerned. During
March - December, 2022 complaints received under IRD programme were 915 and 664 complaints
were disposed of by all the designated officers. In the current year, 2113 complaints were disposed of
which shows tremendous acceptance and increase in complaints from the previous year. The success

ratio for resolution of these complaints is more than 42%, which is encouraging. The nature of these
complaints includes small contractual claims &

negotiable instruments up to the value of Rs. The success ratio for resolution of these
50,000/, delay in processing the pension and other complaints is more than 42%.
retirement benefits to the retired employees and the
families of deceased employees of the defence forces, delay in reimbursement of medical claims of
employees of federal agencies, delay or refusal to grant house subsidy or hiring facility to the
ministerial staff of federal agencies and any dispute where the parties agree for the resolution of their
dispute through Wafaqi Mohtasib Secretariat.

The scope of IRD is extended to complaints of
citizens which do not fall in the normal
jurisdiction of the institution.

Trainings and Meeting Sessions

Two of the best ways to enhance knowledge and skills is through training and monitoring. Providing the
designated officers hearing the IRD cases with relevant and consistent training can help improve
performance and efficiency in the workplace. In this regard, the WMS Officers attended a Webinar on

A Training session on IRD matters in progress at WMS, Islamabad. (05.12.2023)

‘Mediation/Alternative Dispute Resolution” on 17 January 2023 at the Wafaqgi Mohtasib Secretariat,
Islamabad. Further, a meeting was held on 06 November 2023 under the chairmanship of Mr. Afzal
Latif, Secretary Wafaqi Mohtasib Secretariat, wherein all the IRD related technical issues were
discussed in the presence of IT Wing, whereupon it was decided to settle the CMIS related issues of
the different regional offices through a training session. Consequently, a two day training session was
conducted on 5 - 6 December 2023, which was attended by IRD dealing officers/officials.

Webinar Organized by Wafaqi Mohtasib Secretariat

In order to share Pakistan’s experience from the platform of Asian Ombudsman Association (AOA),
Wafaqi Mohtasib Secretariat organized a Webinar on Informal Resolution of Disputes (IRD) on 14 June
2023. Inaugurating the Webinar, Wafaqi Mohtasib Pakistan and the President of the Asian
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President AOA chairing the Webinar on Informal Resolution of Disputes (IRD) at AOA Secretariat, Islamabad. (14.06.2023)

Ombudsman Association, Mr. Ejaz Ahmad Qureshi, highlighted the main features of the IRD system
and performance of this Secretariat in administering free and expeditious justice to the general public
through mediation and conciliation. He also stated that the Webinar was part of the series of activities
planned for promoting professionalism, cooperation and ombudsmanship in Asia and beyond. He
offered that Pakistan remained ready to share its expertise and best practices on subjects of
professional interest with members of other regional and international ombudsman associations.

The Webinar was attended by over 70 participants representing member institutions of the Asian
Ombudsman Association including Azerbaijan, Thailand, Malaysia, Indonesia, Japan and other
countries. It was also attended by the representatives of Ombudsmen institutions functioning in the
country including Provincial Ombudsman Sindh, Banking Mohtasib, Federal Tax Ombudsman and the
Regional Offices of the Wafaqi Mohtasib Secretariat. The Webinar was addressed by Mr. Shahzar llahi,
Associate Director of ADR Centre for Arbitration and Dispute Resolution in Pakistan. Mr. Justice M.
Raza Khan, formerly Chief Justice Peshawar High Court and the Federal Secretary, Law and Justice
Division spoke about the practices and procedures of IRD in the context of Wafagi Mohtasib’s
institution.

Success Stories of IRD Cases
1. Mr. Muhammad Asghar VS. Widow of Mr. Manzoor Hussain

Mr. Muhammad Asghar, having Mob. N0.03015484186, submitted an application stating that his
father had passed away leaving behind three widows and Children. His step mother had taken
possession of the entire property, including 38 acres of land, a tractor, various agricultural tools,
crops, a garden, and a home (estimated value Rs. 140 million). Mr. Asghar, along with the other heirs,
requested her to divide the assets among all the legal heirs, but did not succeed. The complaint was
taken up in terms of Article 33 of the President’s Order No. 1 of 1983. Both the parties were taken on
board telephonically and a meeting was conducted at Regional Office Multan. All the parties were
heard in person separately and then a joint meeting led to the following agreement:

a. The 38 acres of land were divided among all parties according to the law of inheritance.

b. Tractor was given to the step mother and the cost of other tractor attachments
including harrow, front dozer etc. were divided among all the other heirs,

c. The house and garden, situated on about one acre of land each, were also divided
among the parties according to their shares.
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Hence, with the mutual consent of the parties, the assets (estimated value Rs.140 million) were
divided among all the heirs as per their due right and stand implemented.

2. Mr. Muhammad Zeeshan & 38 Others VS. M/s Azan Enterprises (MEPCO’s Contractor)

Mr. Muhammad Zeeshan and 38 Others Complainants submitted that they were working under a
MEPCO Contractor on the basis of daily wages and they were deprived of their wages for
05-months. The complaint was taken up in terms of Article 33 of the President’s Order No. 1 of 1983.
The concerned office of MEPCO was contacted and the concerned contractor was also called for IRD
Meeting. During proceedings, Mr. Muhammad Ayub, Assistant Director, MEPCO Contractor and two
complainants were present, who were heard. The representative of the contractor undertook to pay
wages to more than 300 employees within a week before Eid ul Fitr. Within a week, the concerned
MEPCO office apprised that the daily wages (Rs. 15 million) of all the employees had been paid by the
contractor. The complainants also confirmed that their grievance has been redressed after IRD
proceedings.

3. Mr. Naveed Ahmed Chauhan & 49 others VS. Pakistan Broadcasting Corporation

Mr. Naveed Ahmed Chauhan & 49 others lodged a complaint against the Pakistan Broadcasting
Corporation (PBC) regarding non-payment of pension on enhanced rate. In their complaint, they have
expressed that the PBC has failed to implement the 17.5% increase in the pensions of Federal
Government Employees, effective from July 1, 2023, as stipulated in the Budget for the fiscal year
2023-24.

The matter was processed under Article 33 of P.O. NO. 1 of 1983. The hearings were attended by the
representatives of the M/o Information & Broadcasting, the Pakistan Broadcasting Corporation (PBC)
and the complainants. Rep. of Finance Division also attended the last hearing. After intervention of
this Office, the PBC convened a meeting of PBC Board and submitted its Report vide No.
Admn-Ill/1(11)2019 dated 01.11.2023, in which it was stated that PBC had issued orders, with the
approval of the PBC Board, to grant increased pensions to all PBC pensioners w.e.f. 01.07.2023,
subject to availability of funds. The order of PBC is reproduced below:
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i. The 17.5% increase in pension as mentioned at para-1 above will also be admissible to the
PBC pensioners who would retire on or after 01.07.2023;

ii. For the purpose of admissibility of increase in pension for the PBC pensioners, the term "Net
Pension" means "Pension being drawn" minus "Medical Allowance."

iii. The increase will also be admissible on family pension granted under the PBC
Pension-cum-Gratuity Scheme.

iv. The increase in pension shall not be admissible on Special Additional Pension allowed in lieu
of pre-retirement orderly allowance and monetized value of a driver or an orderly.

4., Mst. Guishad Mithal VS. Deputy Controller DTS Quetta

A lady, Mst. Gulshad Mithal lodged complainant that medical bills of her deceased husband were
submitted by her in the Culture, Tourism and Archives Department Baluchistan, Quetta in the year
2014, but the payment of the same was still pending. The matter was taken under Informal Resolution
of Disputes (IRD) under Article 33 of P.O NO. 1 of 1983. The matter was taken up with the Finance
Department and Culture, Tourism and Archives Department Baluchistan, whereupon a cheque
amounting to Rs.3018185/- was issued to the complainant who thanked the Secretariat for
redressing of her grievance.

The intention of the law makers for providing IRD mechanism was to provide an alternative system of
finding justice to those who are marginalized and unable to seek formal justice due to cost and delays.
The fixation of monetary value of disputes at Rs. 50,000/- gave the clear message that IRD was a
pro-poor mechanism and intended to deal with small disputes. The large number of complaints
received from different sections of society in the year 2023 seeking resolution of their disputes under
IRD, particularly from the clients of banking and financial institutions, testify that the IRD approach
has become a viable means of resolving disputes in an amicable and transparent manner.

Informal Resolution of Disputes (IRD) offers a win-win solution to all.
Wafaqgi Mohtasib Secretariat, Islamabad (02.02.2023)
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PROMOTION AND PROTECTION OF CHILD RIGHTS

Spanning over a period of fifteen years, the Federal Ombudsman’s commitment to the promotion and
protection of child rights has been unwavering and consistent. In view of the growing challenges
impacting the welfare of the children and the youth globally, the Office of Grievance Commissioner for
Children (OGCC) has endeavoured to fulfil the Wafaqi Mohtasib’s mandate, to “diagnose, investigate,
redress and rectify” grievances as well as to identify their underlying causes and develop strategies
to eradicate/mitigate them. The inherent objective is to fulfil domestic and international obligations
through a consultative process, networking and engagement with all the stakeholders. The aim is also
to help strengthen structural and administrative
mechanisms so that a consolidated intervention
system is evolved leading to a comprehensive
response and relief infrastructure for the children.

The aim is to help strengthen mechanisms\
leading to a comprehensive response and
relief infrastructure for the children.

Pakistan has a population of over 240 million and as per estimate, 58% of this population is children
and adolescent. The huge challenge for the country is how to cater to their needs in at least four
areas: i) child health and wellbeing where a large number of children are suffering from malnutrition,
stunting and related problems; ii) child nutrition and food security as situation of food security has
further exacerbated due to 2022 floods and impacts of climate crisis are continuing; iii) Basic
education and schooling: regrettably Pakistan has the highest number of out-of-school children. The
inter-related issue is that of vocational training and other capacity building initiatives to make them
employable and productive citizens; iv) child protection and welfare which happens to be the most
precarious area as it includes such issues as child sexual abuse, missing children, economic
exploitation of children, child trafficking, child labour, forced criminal activity, begging, illegal adoption
and removal of organs. In relation to child protection, cybercrimes against children and online sexual
crimes involving children have become more rampant for which collective remedial measures need to
be taken.

Within the framework of Child Rights, the OGCC is performing the role of an oversight that is keeping
a watch over the state of children in Pakistan and
their protection. The key strategy involves monitoring The OGCC is performing the role of an oversight
of media to identify cases of violence against children that is keeping a watch over the state of children
and to achieve the defined objective by facilitating in Pakistan and their protection.
interaction at various levels between Federal
Government ministries and agencies as well as between different institutions, with state and civil
society organizations and supporting parliament for legislative reforms and other responses.
Addressing systemic issues through consultations with key stakeholders, conducting research studies
and through other available means; advocacy, awareness raising and capacity building is a crucial
undertaking which is carried out on a continuous basis.

With the foregoing in view, following major strategic initiatives have been taken in the recent past:

1.Booklet titled Promotion and Protection of Child Rights: As an awareness raising initiative, a
booklet titled “Promotion and Protection of Child Rights” has been published. It is a
comprehensive document containing all the relevant information about the OGCC, work done by
OGCC and the procedure for lodging complaint/grievance, in an encapsulated form. It is a handy
document, easy to read and for instant reference.

2. Redressal of cases handled by OGCC: In compliance of its task of monitoring cases of violence
against children and their redress, the OGCC monitors media and other sources for identifying
cases of violence against children. In addition to referral and follow up on these cases, the
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concerned agencies are continuously contacted. In the year under review, 54 cases have been
pursued.

3. Report on Inquiry into the Plight of Street Children in ICT: Challenges and Way Forward: The
report was launched in October 2022. Its recommendations fall within the domains of:
administrative/public sector; legal requiring legislative action; support of private sector (NGOs
and others); and monitoring by the WMS. A meeting chaired by the Wafaqi Mohtasib was held
with all the government stakeholders concerned soon after the unveiling of the report. The report
acknowledged the constraints primarily due to resources, capacity and manpower as well as
effective mechanisms to ensure comprehensive child rights protection. This was followed by the
meeting of the Task Force constituted for
administrative matters held in March 2023.
This meeting had deliberated on four-point
agenda: i) registration, profiling and
registration of unregistered refugee children;
ii) internal trafficking, rescue and protection;
iii) formal and informal education; iv)
employment and education. Two thematic
groups were identified: one on human rights
issues and the other on education, vocational
training and related matters. Follow-up action
as reported by the Ministry of Human Rights
indicates that result-oriented coordination
meetings were held by them on referring
cases of child abuse, internal trafficking of
children, cybercrime and unattended Afghan children and how to reunite them with their
families. As a result, 9 Child Protection Committees have been set up in the peri-Urban areas of
ICT as well in the establishment of Child Protection Case Management and Referral System for
referring cases of child abuse to relevant institutions/organizations for appropriate action.

Similarly, Ministry of Federal Education and Professional Training has apprised about the steps
taken by them. Federal Directorate of Education (FDE) in collaboration with NGOs is sharing the
responsibility of free and compulsory education (formal and informal) for street children across
ICT. They have reviewed reasons for out-of-school (OOSC) children phenomenon, have held
deliberations with key stakeholders and their teams and have undertaken a few visits to the
0OO0SC hotspots in ICT. The teams have narrowed down supply- and-demand side issues to
Access, Quality and Governance. Educational institutions under the Ministry’s jurisdiction have
also been enrolling OOSC in nearby radius of schools for formal education and ensuring their
admissions and retention, though some challenges like migrating and transitioning families in
ICT will always remain reflecting fluctuation in OOSC counts. Steps taken by FDE include:

i Enrolment of approx. 18000 children in existing schools
ii. Establishment of 42 Non Formal Education Centres
iii. Establishment of Technical Labs in 06 institutions in collaboration with NAVTTC.

The Higher Education Commission (HEC), has advised, in fulfiiment of its responsibility, public
and private sector Higher Education Institutes (HEIs) to analyse and resolve the problems of
street children and take measures to enrol them into an informal education system in
collaboration with other social sector organizations. It is a matter of satisfaction that HEls will
design a framework and make social work as a part of course work for the students to educate
the street children. Some universities are already carrying out such programmes in collaboration
with community. It is heartening to note that the study conducted by WMS on street children has
galvanized all concerned to play a proactive role in the promotion and protection of Child Rights.

56



PROMOTION AND PROTECTION OF CHILD RIGHTS

The Wafaqi Mohtasib, Mr. Ejaz Ahmad Qureshi addressing a Seminar on “Threats of Cybercrimes: Growing Vulnerabilities of Societies”,
jointly organized by the Wafaqi Mohtasib Secretariat and COMSATS University Islamabad on 30.11.2023.

4. Efforts to curb Cybercrimes against Children: OGCC has vigorously pursued the issue of
prevention of cybercrimes against children and has focused on four areas:

(i) awareness raising and media sensitization;
(ii) advocacy and capacity building;
(iii) legal reforms; and

(iv) education reforms. Awareness raising and media sensitization has been an ongoing
endeavour with public service messages regularly being disseminated through PEMRA, PTV,
Radio Pakistan, PTA and other social media sources. In collaboration with FIA cybercrimes wing,
the dissemination of information and briefing on safeguarding and protecting children from the
threat of cybercrime has been undertaken within ICT. In addition, a one-day seminar was
organized in collaboration with COMSATS University Islamabad on the topic, “Threats of
Cybercrime: Growing Vulnerabilities of Societies” on 30 November 2023, which was attended by
representatives from different ministries/ government agencies, various stakeholders and a
large number of students and faculty. Since online facility was made available especially for
participation from the member countries of the Asian Ombudsman Association, OIC
Ombudsman Association and Forum of Pakistan Ombudsman, there was a fairly large online
participation as well.

The seminar emphasized that given the evolving nature of technology, combating cybercrime has
acquired urgency. This requires continuous adaptation, innovation and collaboration across
sectors. Cybersecurity Protocols have relevance but equally important is awareness, education
and knowledge about the risks and threats. It was emphasized that educational institutions fulfil
an important need in combating cybercrime through curriculum development, training and
workshops, research and innovation, partnerships and collaboration, and consultancy and
support. There was unanimity of views in securing child rights which was a complex challenge
where all stakeholders need to join hands in making their contribution. WMS is cognizant of its
role as a catalyst and is ready to explore all opportunities and possibilities to play its part.

Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi addressed the launching ceremony of study on
assessment of malnutrition which was sponsored by International Ombudsman Institute (I0I)
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Federal Ombudsman Mr. Ejaz Ahmad Qureshi addressing the launching ceremony of study initiative by the
Provincial Ombudsman Sindh on assessment of malnutrition (stunting) in Tharparkar. (13.03.2023)

and the Provincial Ombudsman Sindh. On this occasion, He stated that Pakistan is a signatory to
the UN Convention on the Right of Child which entrusts the State with the responsibility to
combat disease and malnutrition of children. Pakistan’s Constitution also recognized access to
food and nutrition as a fundamental right. He added that any failure or shortcoming in dealing
with the challenges of food insecurity and malnutrition, on the part of various stakeholders was
tantamount to maladministration and bad governance. He stressed that the rising numbers of
unnourished people in Pakistan and elsewhere required urgent corrective steps to uphold
inviolability of human dignity.

5. Legal reforms for child protection: The passing of the Zainab Alert, Response and Recovery
Act, 2020 by the Parliament reflects a pivotal step in the legal reforms for child protection in
Pakistan. Named after Zainab Ansari, whose tragic case sparked public outrage, this act
establishes a comprehensive system to swiftly alert, respond, and recover missing or abducted
children, showcasing the commitment of Federal Ombudsman to address the urgent needs of
child protection.

Simultaneously, the pending bill on the Prevention and Control of Cybercrimes against
Children/Criminal Law Amendment Act in the Senate underscores the continuous efforts of the
Wafaqi Mohtasib in adapting legal frameworks to modern challenges. This bill, once enacted, is
anticipated to fortify legal provisions against cybercrimes targeting children, recognizing the
evolving threats they face in the digital age.

Together, these legislative measures signify a concerted effort by the Wafaqi Mohtasib and the
government to create a more resilient and responsive legal apparatus for the protection of
children, acknowledging the multifaceted nature of contemporary challenges and ensuring a
holistic approach to child welfare.

National Committee on Children

The National Committee on Children (NCC) is an important forum established by the Wafaqi Mohtasib,
which functions in advisory capacity. Its mandate is to monitor the status of the rights of children in
Pakistan especially children at risk and redress their grievances through OGCC as well to address the
systemic issues through consultations with stakeholders. The NCC members are drawn from different
walks of life and are prominent personalities from parliament, academia, civil society and NGOs. By
constituting thematic committees on advocacy, legal framework, promotion and awareness raising,
research and coordination and child protection, it is expected to provide quality input for developing
sound strategies to take the work on Child Rights forward. Constant liaison is maintained with the
chairperson and prompt action is taken on the cases referred to OGCC.
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OVERSEAS PAKISTANIS

More than 9 million Overseas Pakistanis constitute the 6th largest diaspora in the world. Despite
contributing significantly as the third largest source of foreign exchange earnings for the country,
overseas Pakistanis face a variety of issues and problems. For expeditious resolution of their
grievances, Wafaqi Mohtasib appointed a Grievance Commissioner for Overseas Pakistanis in 2015
under Section 7 of the Federal Ombudsmen Institutional Reforms Act, 2013.

All Overseas Pakistanis can lodge their complaints with the Grievance Commissioner for Overseas
Pakistanis against maladministration of Federal Government Ministries/Departments/
Organizations/Agencies through Email, WhatsApp, online or by post. Uptil now several measures have
been adopted to resolve such complaints and to address systemic issues.

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 about the progress/redressal of their cases through email,
WhatsApp, Voice massages or Phone. Systemic issues and general problems are also taken up with
the relevant Agencies by the Grievance Commissioner Office.

Pakistan Missions Abroad

On the initiative taken by the Wafaqgi Mohtasib, each Pakistan Mission/Consulate abroad has
appointed a Focal Person, who allocates one day in a week for meeting with Overseas Pakistanis to
redress their grievances. Khuli Katcheries/e-Katcheries are also conducted by Head 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/under process are acquired for monitoring purposes and proper data is
maintained in the Grievance Commissioner’s Office.

One Window Facilitation Desks
One Window Facilitation Desks (OWFDs) were established in 2015/2016 at following 8 International

Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi chairing a meeting regarding enhancement of efficiency of the Office of
Grievance Commissioner for Overseas Pakistanis (08.12.2023)
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Airports for instant redressal of complaints/ problems/ queries of overseas Pakistanis:

1.

4.

7.

Islamabad Airport 2. Karachi Airport 3. Lahore Airport
Peshawar Airport 5. Quetta Airport 6. Multan Airport
Faisalabad Airport 8. Sialkot Airport

According to the revised SOPs issued on 18.12.2020, activities of these OWFDs are regularly monitored &
monthly progress reports are acquired from all stakeholders. Any Pakistani travelling abroad or coming
back to homeland can use services of these desks, where representatives of twelve relevant agencies i.e.,
FIA, ANF, CAA, ASF, PIA, NADRA, BE&OE, DGI&P, OPF, FBR (Customs), Central Health Establishment and
OEC, remain present 24/7. Time to time visits/inspections of these OWFDs and meetings with the Focal
Persons/Representatives of above-mentioned 12 agencies are conducted 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

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

Availability of dedicated telephone Nos. 051-9217259, 051-9213886-7 to attend to phone
calls of Overseas Pakistanis in the Grievance Commissioner’s Office and Helpline No. 1055
in WMS exchange for proper guidance. Registers of these phone calls are also being main
tained for record.

Appointment of Focal Persons in 12 relevant agencies at 8 International airports of Pakistan.
Addressing complaints of delay in issuance of NICOP and POC of Overseas Pakistanis.
Systemic issues

Streamlining the system of issuance of Police Clearance Certificate in coordination with
Ministry of Interior and 1.B.

Automation in Bureau of Emigration & Overseas Employment and initiative of online
registration process for affixation of protector stamp on passports of immigrants.

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

Overseas Pakistanis’ systemic issues taken up with the relevant authorities i.e., Ministry of
Interior, Ministry of Foreign Affairs, NADRA, DGI&P, OPF, PIA, Customs, CAA, for urgent resolution.

Facilities in other countries through Pakistan Missions Abroad

Meeting with complainants by Heads of Missions abroad, once a week without any
appointment.

Counselling and legal assistance to Pakistani Prisoners abroad.
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.

Compilation and assessment of monthly reports received from Missions/ Community Welfare
Attaches.
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g

Grievances Commissioner for Overseas Pakistanis speaking to representatives of welfare societies,
columnists and journalists, as part of awareness campaign, at Doha, Qatar. (3.11.2023)

Physical facilities provided at OWFDs/Airports
Issuance and Renewal of NICOP/POC and expired CNICs at airports.

Compilation and assessment of monthly reports received from One Window Facilitation
Desks.

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 and female passengers in international
departure lounges at Airports.

Facilitation at airports to “Sohni Dharti App” holders, which is a point-based loyalty scheme.
Availability of facility of plastic tape coating of loose luggage at all Airports.

Increase in facility of drinking water coolers, shuttle service and wheel chairs to carry old age
and disabled persons.

Facilitation and quick action at “loss and found” facility for the luggage of passengers.
Increase in conveyer belts and scanning machines.

Provision of computers and photocopy machines at airports for passengers.
Combined counters of ASF, ANF & Customs for search of baggage in departure lounge.
Installation of surveillance cameras at combined counters of ASF, ANF & Customs.
Creating awareness

Placement of awareness posters in Pakistan Missions abroad about the procedure for lodging
of complaints with Grievance Commissioner’s Office.

Affixation of new panaflexes and placement of standees at each Airport providing information
regarding lodging of complaints with Grievance Commissioner’s Office.
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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 “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 the required assistance.

Issuance of bi-annual “Newsletter for Overseas Pakistanis”, for awareness purposes.

Placement of awareness material (leaflets and copies of Newsletter for Overseas Pakistanis)
from time to time at OWFDs for distribution among the passengers.

Awareness lectures delivered by Grievance Commissioner for Overseas Pakistanis in different
gatherings of Pakistani community in New York, Dallas, London, Manchester (UK) and Doha
(Qatar) in July and November, 2023.

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

Publication of news in National and Regional Newspapers for awareness of Overseas

Pakistanis.

DATA OF OVERSEAS PAKISTANIS FACILITATED & THEIR COMPLAINTS/ PROBLEMS
RESOLVED FROM JANUARY TO DECEMBER 2023

Complaints/ Problems/ Facilitations RECEIVED RESOLVED/ UN-RESOLVED/
DISPOSED OF UNDER PROCESS

Complaints received direct in Grievance 945 898 47

Commissioner Office WMS

Problems/ Complaints handled by 19,550 18,340 1,210

Pakistan Missions Abroad

Problems/ queries of Overseas Pakistanis 181,872 181,872 -

going abroad & coming back to their

homeland resolved instantly at One

Window Facilitation Desks.

Total 202,367 201,110 1257

COMPARISON OF COMPLAINTS/ PROBLEMS RECEIVED & FACILITATIONS
PROVIDED TO OVERSEAS PAKISTANIS, FOR THE YEAR 2022 & 2023

Complaints/ Problems received and facilitations | 2022 2023 Increase/ Percentage
provided at:- Decrease %
Grievance Commissioner Office, WMS 815 945 130 +15.95
Problems/ Complaints handled by Pakistan 18,542 19,550 1,008 +5.44
Missions Abroad
Overseas Pakistanis facilitated at One Window | 118,290 181,872 63,582 +53.75
Facilitation Desks
Total 137,647 | 202,367 64,720 +47.02
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THE DIGITAL FRAMEWORK

Information Technology Management in Wafaqgi Mohtasib Secretariat (WMS) is playing a vital role to
foster trust of the public in the institution. Digital processes, in WMS, were incorporated in 2007 and,
since then, the Federal Ombudsman has become the front runner in the efficient, expeditious and
free redressal of the complaints against the maladministration of government departments. This has
been achieved through Digital Process Mapping and Re-Engineering of Physical Process under the
Complaint Management Information System (CMIS), which has augmented the capacity of WMS to
handle a fairly large number of complaints, which increased from 23,000 in 2007 to 194,106 in
2023. The Computer Section of WMS is, constantly, endeavouring to make the redressal mechanism
more efficient and effective through the use of latest technology.

The receipt and disposal of the complaints during the last four years, as an illustration of CMIS
effectiveness, is given below.

L Receipt Disposal

Receiving

Mode/Year 2020 2021 2022 2023 Total 2020 2021 2022 2023 Total
ICR 55,304 | 16,418 | 19,459 | 18,470 | 109,651 | 55,066 | 16,097 | 19,008 | 18,616 | 108,787
M App 6,023 | 10,128 | 18,389 | 22,321 | 56,861 5,737 9,808 | 17,437 | 22,484 | 55,466
Normal 55,374 | 68,167 | 93,602 | 105,125 | 322,268 | 52,516 | 66,111 | 90,050 | 104,947 | 313,624
Online 16,811 | 15,692 | 32,723 | 48,190 | 113,416 | 16,845 | 14,808 | 31,308 | 46,983 | 109,944
Total 133,512 | 110,405 | 164,173 | 194,106 | 602,196 | 130,164 | 106,824 | 157,803 | 193,030 | 587,821

The slight drop in complaints in 2021 was because of Covid-19. Use of technology has, definitely,
resulted in improved processes of registration/receipt of complaints and their disposal, which has
increased by over 30 percent (ICR + Mobile App + ICR + Online).

In essence, the function of the Federal Ombudsman is to provide speedy and free of cost relief to the
citizens, aggrieved by the maladministration and misuse of authority of the federal government
agencies. In optimum terms, this is only
possible through a prompt and efficient
processing of complaints and, thereafter, their
disposal. Complaint Management Information

System (CMIS), an elaborate mechanism for complaint handling, has been put in place to facilitate
digital processing of the complaints. Its step-wise working is outlined in Figure-I.

CIMS, an elaborate mechanism for complaint
handling, has been put in place to facilitate digital
processing of the complaints.

Complaint Handling System

Digitalization and regular enhancement of digital processes is a continuous activity. The consolidation
of the 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 in the Wafaqi Mohtasib’s institution, during 2023. The integration of
mobile apps, such as Skype, WhatsApp, video
calling, etc. with CMIS has further eased the
process of redressal of complaints. It has
enabled the public to approach WMS

conveniently and without cost. It has also enabled the federal agencies to redress 34,891 complaints,
at their level, using Integrated Complaint Resolution (ICR) mechanism.
The existing Complaint Management Information| CMIS allows a complainant to file a complaint online

System (CMIS) allows a complainant to file a| using the direct link to CMIS, provided on the website
complaint, against maladministration, online of the WMS.

The integration of mobile apps, such as Skype,
WhatsApp, video calling, etc. with CMIS has further
eased the process.
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using the direct link to CMIS, provided on the website of the Wafaqi Mohtasib’s Secretariat, as well as
those of most 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 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.

1. Successful IT Management in Public Grievance Redressal System (PGRS)

Digitalization of Processes
Provision of digital support to every business process of PGRS
No exception provided to the individuals

Alignment of the IT tools and technologies with core objectives of PGRS to gain overall
effectiveness

Core/backbone of the WMS which is playing the pivotal role in complaint handling process
by providing digital support to every process since the adoption of technologies in 2007

Digital record keeping of complaint handling using Information Technology
Data protection
IT Trainings to end users

Enhancement and development of CMIS, mobile apps, website administration, system
security and protection
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e System integration and security
¢ Provision of software and hardware support to end user
* Free of cost intra-sectoral technological collaboration and integration

e Management and enhancement of operations of data centre, i.e., servers, storage,
networking, security, management and facilities

2 Distinctive features of CMIS
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

e Provides manual registration of a complaint received by hand, fax or by mail
e 35 modules of CMIS to handle the different processes of the complaint during disposal
e The latest CMIS version 23.9 was launched on December 22, 2023

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

e 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).

The integration of the CMIS with 183 agencies under ICR mechanism has greatly facilitated the
redressal process of complaints at the Agency level. The complaints that could not be redressed, in 30
days, at the Agency level, are automatically transferred on the WMS Interface. Such complaints,
relating to different agencies, stood at 18,470, which were finally redressed by the Wafaqi Mohtasib’s
Secretariat, during 2023.

Every activity on the complaints is integrated using effective and time-tested systems, which,
automatically processes the steps taken by each section at different stages. For this reason, status of
complaints remains updated in CMIS to meet the timelines. WMS ensures fast track communication at
both ends, i.e., the complainant and the Agency, to keep them informed about the status of the
complaint at every stage of investigation. This information is also available on the WMS website for
complainants, 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 their separate interface to CMIS. This linkage is now providing direct
access to the agencies at various levels. The access levels are:

e View complaints at Registration stage

e View complaints at Investigation stage

* View complaints at Hearing stage

e View complaints at Disposal stage

* View complaints at Implementation stage
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CMIS also kept the complainant informed through SMS, mobile applications, and other fast and
paperless communication.

3. Strengths and effectiveness of CMIS

The system also distinctly serves and monitors important initiatives taken recently. The initiatives are
explained, in some details, 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 the complaints, which have been received by
the Wafaqi Mohtasib against the federal agencies. This module provides access to agencies on
the decisions (Findings) of the Wafaqi Mohtasib from 1998 onwards. The agencies can also
access the relevant complaints in the module at various stages i.e., Registration, Investigation,
Hearings, 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 for their
internal complaint resolution of complaints, lodged at the agency level. All the Federal
Government Ministries/Divisions, their attached departments, autonomous bodies,
corporations, boards, authorities and organizations, established anywhere in Pakistan, are linked
with CMIS for real time access, processing and redressal of complaints. So far, 183 agencies
have been connected with CMIS.

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 given a user
name and password to have access to Complaint Management Information System (CMIS) of the
WMS. The President’s Secretariat can make use of integrated CMIS for:

e QGetting 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;

e 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 (1) by Wafaqgi Mohtasib and (2) developed
internally by the agency. Till date, 109,722 complaints have been transferred to the Wafaqi
Mohtasib for their redressal using 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 have 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 has
established 22 Regional Offices and Complaints Collection Centres under Outreach Complaint
Resolution (OCR) mechanism. The services of complaints resolution are extended to tehsils level
by using CMIS.

vi.Informal Resolution of Dispute (IRD): The Informal Resolution of Dispute (IRD) module has
been developed for processing of IRD cases in the CMIS. It was approved by the Wafaqgi Mohtasib
and the user guidelines were circulated accordingly.
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vii. Introduction of Implementation Module in the CMIS: During the year 2023, an online process
for implementation has been introduced and a dedicated module of CMIS has been developed
for this purpose. Its details are as under:

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

*  Online implementation module has eliminated the erroneous manual list.

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

e |t provides exact pendency of the implementation to the HWM
¢ Duplication of work has been removed
e [t has enhanced the performance, efficiency and the speed of the Implementation Wing

* Implementation Wing can now attach the documents with complaints.

ONLINE IMPLEMENTATION PROCESS FLOW

Imgrlamearmed

(Figure-Il) Online Implementation Process Flow

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

4. Sharing of CMIS with others
CMIS provides a virtual office for each user independent of 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:
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*  Human Rights Cell (The Supreme Court of Pakistan)
e Federal Service Tribunal of Pakistan

e QOiland Gas Regulatory Authority (OGRA)

e Federal and Provincial Ombudsmen Offices

The Way Forward
The digitalization of the complaints handling process demands continuous upgradation in CMIS, using
consolidated latest technologies, which is being
maintained professionally and dedicatedly for
redressal of the grievances of citizens. Wafaqi
Mohtasib Secretariat is seriously pursuing the
target of enhancing the digital connectivity of CMIS to overcome the socio-economic divides. The CMIS
services are now accessible on Mobile App throughout the country. It also provides connectivity to 183
Federal agencies to respond digitally, without delay of uploading online. CMIS is sending SMS
messages to the complainants regarding the registration, admissibility, hearings and disposal of
complaints (status of complaint) using the short code. The integration of CVAS in CMIS will improve the
SMS delivery even on port-in mobile numbers. 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 a 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. Similar arrangement can also
be made with the President’s Secretariat. The
WMS is continuously advancing toward a
paperless environment with digitalization and
integration of Federal agencies.

The digijtalization of the complaints handling process
demands continuous upgradation in CMIS, using
consolidated latest technologies.

The WMS is continuously advancing toward a
paperless environment with digitalization and
integration of Federal agencies.
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PAKISTAN AND THE INTERNATIONAL OMBUDS FRATERNITY

The institution of Ombudsman has evolved over the years and is recognized today as an essential
feature of every modern democratic society. The structure, scope and powers of ombudsman vary
from one society to another and are directly related to the larger social, political and legal systems
being followed in that country. The ombudsman institutions, around the world, act in support of
supreme judiciary and contribute in making dispensation of justice more accessible and inexpensive.

The ombudsmanship has taken firm roots in Pakistan. The Office of the Wafaqi Mohtasib
(Ombudsman) was established vide the President’s Order No.1 of 1983 with the explicit objectives to
diagnose, investigate, redress and rectify any injustice done to a person through maladministration
by the government agencies. Encouraged by the success of the Wafaqi Mohtasib’s institution in
redressing public grievances, the concept has been replicated into other areas of governance
including banking, insurance, taxation and harassment of woman at workplace. In addition, subjects
falling within the purview of provincial governments and the government of AJ&K are dealt with by
their respective institutions.

Currently, 14 Ombudsman institutions including the Wafaqi
Mohtasib (Ombudsman) are functioning in the country and

enjoy full support of the citizenry and the government. The T

Forum of Pakistan Ombudsman (FPO) is a collective platform e =

of these institutions and works for the advancement of good ﬁgfaiij-‘a"‘-'f'fi::{gff'ﬁ
governance across Pakistan and AJ&K. Its objectives include; ’Eﬂ {5 an e e
to support the ombudsman organizations in improving their i‘r’_u_l El : '.'i"'
operations, service delivery, effectiveness and establishing R’Tf'_-'"::ﬁ
professional linkages internationally. The Forum of Pakistan %# - -;}%
Ombudsman (FPO) was established on 15 April 2011 and is S e L o

headed by the Federal Tax Ombudsman. The Wafaqi Mohtasib !—?—Eﬁkpm‘ﬂﬂ‘

(Ombudsman) joined the FPO in December 2013 and closely
coordinates with other members on all matters of professional
interest.

The work of Wafaqi Mohtasib’s institution has not been confined to Pakistan alone. It has concurrently
been taking steps to promote the cause of ombudsmanship at the international level. Given the
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Federal Ombudsman & President AOA Mr. Ejaz Ahmad Qureshi in agroup photo with Mr. Somsak Suwansujarit, the Asian Regional President of the IOl and Chief
Ombudsman of Thailand, Mr. ChrisField, the President of the 10l and Western Australian Ombudsman and other participantsin Asian
Regional Meeting 2023 and the International Seminar at Bangkok, 9-13 July 2023.
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development challenges of the 21st century, good governance and public sector performance have
acquired an important dimension. The goals espoused by the UN Development Agenda 2030 make
efficient service delivery and good administration as important pre-requisites for any effective
development process. Federal Ombudsman of Pakistan through its membership of International
Ombudsman Institute (I0l), a global ombuds body of over 228 members from 125 countries, has been
an important stakeholder in this process. The 10l was established in 1978 to promote, inter-alia,
ombudsmanship and to encourage its development throughout the world, support study, research and
educational programmes and to collect, store and disseminate information about the ombudsman
institutions.

The Wafaqi Mohtasib joined International Ombudsman Institute (I0l) in April 1984. He was elected
member of the Board of Directors in 1993 and maintained its position as Director till 2010. The Wafaqi
Mohtasib was re-elected in February 2013 - 2017 and has held the position of the President of the
Asian Chapter of 10l. Subsequently, Provincial Ombudsman Sindh was elected President of the Asian
Chapter for 2017-2019 term. Currently, Provincial Ombudsman for Protection against Harassment of
Women at Workplace, Sindh and the Provincial Ombudsman Sindh are represented as Directors in the
[0l Board.

The ombudsman fraternity witnessed another important

development when Pakistan took the initiative to promote ﬁr.;.‘:gﬁ'q" 45‘5'{!
ombudsmanship in the Muslim World from the platform of the Lyt %':F
Organization of the Islamic Cooperation (OIC). The first conference 'D.',a’ L1 ek

-
on ‘Networking of Ombudsmen in the OIC Member States’ was held é'r .&ﬂ?a F ?- g
on 28 - 29 April 2014 at Islamabad, which adopted Islamabad B " 13“*& Rl
Declaration leading to the establishment of the OIC Ombudsman . 'E;. Il'l_};i@,r.
Association (OICOA). Pakistan hosts its Secretariat and the Federal i
Tax Ombudsman was elected as the Permanent Secretary General 'lﬁ

of this body in November 2019. It has a current membership of 38
institutions from 23 OIC Member States.

In the context of the Asian Region, Pakistan hosted the first Asian Ombudsman Conference on 15 -16
April 1996 at Islamabad. The Islamabad conference decided to establish the Asian Ombudsman

The first Asian Ombudsman Conference chaired by Mr. Justice (Rtd) Abdul Shakurul Salam,
Ombudsman of Pakistan on 15-16 April 1996 at Islamabad.
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Association (AOA) with its Secretariat housed within the premises of the Wafaqi Mohtasib Secretariat
at Islamabad. Its current membership stands at 47 members including the 18 founding members,
who had decided to establish AOA in 1996. The Federal Ombudsman of Pakistan was elected as the
first President of the Board of Directors and has held this position for most of the time since the
inception of the AOA in 1996.

The Asian Ombudsman Association is a major non-political, independent, democratic and professional
body of international character representing more than two thirds of the World population. The
Association has held 24 Meetings of the Board of Directors and 17 Meetings of the General Assembly.
In addition, 17 International Conferences and a good number of seminars/webinars and training
workshops have been held under the auspices of the Association. Six (06) out of nine (09) objectives
of AOA prescribe specific activities aimed at promoting professionalism in the discharge of the
functions of an ombudsman. These include to encourage study and research, training and educational
programmes, to collect, store and disseminate information, to facilitate exchange of information and
experiences and to arrange periodic meeting.

The Asian Ombudsman Association (AOA) has gradually developed institutional strength and features
that are necessary for the promotion of mutual cooperation and realization of its goals and objectives.
The highlights of its ongoing activities include; monthly e-Newsletter, e-Profile Directory of AOA
Members and Alumni Members, upgrading of the AOA Resource Centre facility, and the Annual
Calendar of Activities.

The General Assembly of the AOA meets every two years, whereas its Board of Directors meets

President Asian Ombudsman Association (AOA) and Federal Ombudsman of Pakistan Mr. Ejaz Ahmad Qureshi in a group photo, following the
opening session of the 24" meeting of the Board of Directors of Asian Ombudsman Association held at Kazan,
Republic of Tatarstan on 11 September 2023
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annually. The General Assembly during its 17th Meeting held on 11 September 2023 at Kazan

(Republic of Tatarstan) elected the following office bearers of the Association:

SN Position Name Institution Country
1 President Mr. Ejaz Ahmad Qureshi Federal Ombudsman Pakistan
Vice President Ms. Sabina Aliyeva Commissioner for Republic of Azerbaijan
Human Rights
3 Secretary Ms. Winnie Chiu Ombudsman Hong Kong, China
Wai-yin
4 Treasurer Mr. Justice Dr. President, General Islamic Republic of Iran
Zabihullah Khodaeiyan, Inspection Organization
(GIO)
5 Member Mr. FU Kui Vice Chairman, NCS People’s Republic of
China
6 Member Mr. Seref Malkoc Chief Ombudsman Republic of Turkiye
Member Mr. Sugawara Nozomu Director General, Japan
Administration
Evaluation Bureau
8 Member Mr. Tae Kye, KIM, Vice Chairperson, ACRC Republic of Korea
9 Member Ms. Saburskaya Sariya Commissioner for Republic of Tatarstan
Kharisovna Human Rights
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President, Asian Ombudsman Association and Federal Ombudsman of Pakistan Mr.Ejaz Ahmad Qureshi addressing the inaugural
session of the 17" meeting of the General Assembly of AOA held at Kazan (Republic of Tatarstan) on 11" September 2023.
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Pakistan’s recognition as an important player in the international ombuds community is, to a large
extent, related to the growth and maturity of the ombudsman institutions within the country. The
Federal Ombudsman’s institution since its inception in 1983 has established its credentials as an
effective instrument for providing speedy and inexpensive administrative justice to the people. The
institution meets all the given standards in terms of the Paris Principles (1993), Venice Principles
(2019) and stipulation of the UN Resolution 77/224 of December 2022. The Resolution sets out an
elaborate agenda for advancing ombudsmanship through working together at bilateral regional and
global levels. In this regard, the above mentioned resolution recognises the Asian Ombudsman
Association (AOA) amongst the active regional ombudsman bodies.

The Forum of Pakistan Ombudsman (FPO), the OIC Ombudsman Association (OICOA), the Asian
Ombudsman Association (AOA) and the International Ombudsman Institute (IOl) share common
aspirations and constitute an international fraternity. This is reflected in terms of the goals and objectives
as well as the overlapping of membership of these bodies. Pakistan’s active association with the work of
10I, AOA, FPO and OICOA manifests its commitment to the cause of ombudsmanship as a means to
achieving the ultimate goals of good governance, the rule of law and fundamental freedoms.
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ORGANIZATION AND MANAGEMENT

During its long journey, the Office of Wafaqi Mohtasib (Ombudsman) has followed a positive trajectory
both in quantitative and qualitative terms. Today, it is capable of handling a large number of
complaints within the prescribed time limits, from
7,812 in 1983 to 194,106 in 2023 bringing comfort | Today, it is capable of handling a large number
and relief to 25 times more households in the | of complaints bringing comfort and relief to 25
country. This Office made a modest beginning in times more households than in 1983.
1983 with four Regional Offices in the Provincial
capitals, one each at Karachi, Lahore, Peshawar and Quetta. Today, in addition to the
Headquarters in Islamabad, it has 17 Regional Offices and 04 Complaints Collection Centres in
remote areas.

This upsurge in the workload of the Institution can be attributed to the trust and confidence of the
people that it has earned on account of its efficiency and efficacy. The increasing population pressure,
too, has led to myriad socio-economic challenges faced particularly by the disadvantaged and the
marginalized segments of the society. In this atmosphere, the Wafaqi Mohtasib’s Office handled the
growing demands on the existing financial and
human resources by adopting strict austerity
measures and frugal policies. Accordingly, a set of | demands on the existing financial and human
well-considered management and administrative resources by adopting strict austerity meas-
strategies was adopted under the guidance of the ures and frugal policies.

Wafaqi Mohtasib to ensure that the institution’s growth remains on track and its ability to deliver to the
general public is not compromised. The highlights of these measures are as under:

Wafaqi Mohtasib’s Office handled the growing

A. Enhancing outreach to the general public

i. Decision to open new regional offices is taken after due diligence and mamking the cost-benefit
analysis of the project. Accordingly, nine Regional Offices were opened between 1983 - 2000,
one Office in 2014, three in 2016, one each in 2020 and 2021. It was followed by three Regional
Offices and four Complaint Collection Centres/Complaint Collection Desks in 2022. A list of the
calibrated growth in the geographic spread of the Wafaqi Mohtasib Office is given in Figure-l.

Head Office Regional Office Regional Office Regional Office Regional Office Regional Office
Islamabad Karachi Lahore Peshawar Quetta Sukkur

000000

Regional Office Regional Office Regional Office Regional Office Regional Office Regional Office
Multan Faisalabad D.l. Khan Hyderabad Bahawalpur B Gujranwala

@@@@@@

1983-2023 Regional Office Regional Office Regional Office Reglonal Office Regional Office Regional Office
Abbottabad Kharan Sargodha M|v ur Khas Khuzdar Swat

F|gu re—l Complaints Collection Centre llComplaints Collection Centre JComplaints Collection Centre Cumplalnts Collection Centre
Wana Sadda Loralai Slbl
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During the year under review some essential staff and physical assets were added to make
these Offices fully functional discharging their statutory responsibilities towards the general
public. The Office building of the Regional Office, Quetta was shifted to new premises while
some additional space was acquired for the Office building of Regional Office, Sargodha in the
wake increased workload of complaints at the station.

ii. Helpline 1055 and 1056

Helpline 1055 for filing complaints by the general public and 1056 dedicated for children’s
complaints were acquired. Necessary trained staff to serve at these helplines was deputed to
assist the callers.

B. Optimum Utilization of Resources

i. Organizing a workforce competent to act in support of the institution and its objectives is
fundamental to its success. The organogram in figure-ll explains the structure and functions of
different departments/wings/sections being followed in the Wafaqi Mohtasib Secretariat for the
purpose.

ii. Recruitment
a. Appointment on regular basis against 06% Balochistan Quota

A consolidated advertisement including two posts of APS (BS-16) (Open Merit) and one post of
Steno-typist (BS-14) (Women), was published in press after receiving the directions of the
Hon’ble Prime Minister of Pakistan. The recruitment against two posts of APS (BS-16) has been
made; however, no candidate could qualify the requisite criteria for appointment to the post of
Steno-typist (BS-14).

b. Appointment of Interns

In order to enhance the capacity and employability of young graduates, an “Internship Program”
for a period of 04 months, but extendible, was initiated by WMS. After scrutiny of 3,937
applications, 146 candidates belonging to Rawalpindi/Islamabad were called for written test
held at NITB, Islamabad whereas 93 candidates appeared for test out of which 26 were
shortlisted for interviews. The shortlisted candidates were interviewed by the Selection
Committee. The top five shortlisted candidates were appointed as Intern in WMS, Head Office,
Islamabad. Afterwards, in second phase, interviews were again conducted and as a result
thereof two more Interns were appointed in Head Office and one in Regional Office, Hyderabad
and in the similar manner in third phase, two more interns were appointed which are now
serving at this Secretariat.

c. Appointment of officers/staff on contract basis

The following appointments of Officers/ Ministerial staff equivalent to BS-01 to 22 were made
during 2023 on contract basis under Article 20 of P.O. No. 1 of 1983:

S. No. Station Total S. No Station Total
i. Head Office 14 X. R.O. Peshawar 04
ii.. R.O. Lahore 02 Xi. R.O. D.I. Khan 01
iii. R.O. Gujranwala 06 Xii. Complaint Collection Centre 01

(CCC) established in Southern
districts of KPK, FATA (at Wana,
South Waziristan) (under
Regional Office D.l. Khan)

iv. R.O. Faisalabad 01 Xiii. R.O. Abbottabad 04

V. R.O. Bahawalpur 01 Xiv. R.O. Swat 01

Vi. R.O. Karachi 05 XV. R.O. Quetta 03

vii. R.O. Hyderabad 04 XVi. Complaint Collection Desk, Sibbi 01
(under R.O. Quetta)

viii. R.O. Sukkur 02 XVii. R.O. Mirpurkhas 02

ix. R.O. Multan 01 Xviii. R.O. Khuzdar 04
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d. Promotion

Promotion in various cadres of officers/ officials in BS 1 to 19 was carried out in accordance
with Wafaqgi Mohtasib Secretariat Officers/ Ministerial Staff Rules 2009 and fresh rules 2022.
Eighteen (18) meetings of Selection and Promotion Boards/Committees considered the cases
of eligible officers/ministerial staff at Head Office and Regional Offices accordingly
recommended 30 cases of staff members (non-gazetted) and 04 gazetted officers for their
elevation.

e. 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.

C. General Administration

Various steps were taken 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/ complainants / visitors and the agencies. Following is the list of some
important initiatives and welfare measures taken by Wafaqi Mohtasib Secretariat:

a. Amended Wafaqi Mohtasib (Ombudsman) Secretariat’s Services Rules, 2022

A committee comprising Senior Officers of WMS, was constituted for removing impediments and
anomalies in the existing Service Rules of WMS promulgated in 2009. The Committee
unanimously recommended certain modifications in the Service Rules which after necessary
consultation with the Establishment Division, Finance Division and Law & Justice Division were
sent to the Hon’ble President of Pakistan for his concurrence. Consequently, with the approval
of the Federal Cabinet, the amended Wafaqgi Mohtasib (Ombudsman) Officers/Ministerial Staff
Rules, 2022 were notified on 16.08.2023. The current rules of the WMS are aligned with the
Federal Government updations/upgradations made in respect of various cadres made from
time to time, developed career paths for multiple cadres, increased percentage (%) of
promotions quotas for enhancing promotion prospects of the eligible and qualified staff,
especially in the lower cadres, etc.

b. Regularization of Contract Employees

In pursuance of directions of ‘National Assembly Special Committee on Affected Employees’
under the Chairmanship of Mr. Qadir Khan Mandokhail, MNA, and upon the recommendations
of the Implementation Committee of WMS, the services of 171 contractual employees in BS-1 to
17 working under Article 20 of P.O. No.1 of 1983, in WMS, Head Office, Islamabad and its
Regional Offices, were regularized vide office order dated 08.06.2023, 14.06.2023 &
Memorandums dated 04.09.2023.

c. Security Arrangements

Elaborate arrangements are available for the safety and security of the visitors/complainants
and staff members in the Wafaqgi 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. Fortnightly security committee meetings are held to review the security related
issues including inspection of security registers maintained by security personnel.

d. Eid Milad un Nabi &
In pursuance of the instructions of the Ministry of Religious Affairs and Interfaith Harmony, a

Speech/Naat competition on Seerat-un-Nabi &: was arranged in this Secretariat on 02.10.2023.
Hon’ble Minister for Religious Affairs distributed awards to the successful participants.
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e. Facilitation Centre (FC)

Wafaqi Mohtasib Secretariat maintains a facilitation centre at the main entrance of its
premises. A new facilitation centre has been established at the rear gate as well to facilitate the

complainants/visitors in registering/ writing their grievances along with their proper guidance.
f. Day Care Centre (DCC)

Day Care Centre facility is available in the building of WMS, Islamabad. The facilities at Wafaqi
Mohtasib’s 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. Regular visits are made by the authorities
to ensure best environment and amenities to the children.

g. Cafeteria

For facilitation of complainants / visitors and staff of the office a cafeteria is available at WMS,
Islamabad. To ensure better food quality, services and cleanliness, a Canteen Committee has
been tasked to monitor the operations of Canteen which is done on regular basis.

h. Auction of condemned vehicle/motorcycles

As per General Financial Rules of the Federal Government, one condemned staff car and six
motorcycles were auctioned in a transparent manner and handed over to the successful bidders
after completion of codal formalities.

i. Medical camp

A medical camp was arranged on 22.09.2023 for check-up of employees of this Secretariat for
general ailments an ophthalmic issues. Free consultations/ medicines were also provided.

Free medical camp at Wafaqi Mohtasib Secretariat, Islamabad (23.09.2023)
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ORGANIZATION AND MANAGEMENT

D. Budget Allocation

Smooth and timely release of funds is important for realization of organisational goals and
sustainability of operations. The allocated financial resources for F.Y 2022-23 were released in time
by the Finance Division and utilised prudently by WMS considering the austerity drive initiated by the
government and maintaining financial discipline. The Indicative Budget Ceiling (IBC) of this
Secretariat including its seventeen (17) Regional Offices was Rs.943 million for the financial year
2022-23. It is added that some amount was not released by the government due to the 05% cut on
non-Employee Related Expenditure (ERE) budget in the last quarter of the fiscal year and ban on
purchase of physical assets as a part of the austerity measures.

It is worthwhile to mention that out of the total budget, Rs.936.621 million (99.33%) were spent by
observing austerity measures. Wafaqgi Mohtasib personally supervises and monitors all heads of
expenditure to ensure the financial propriety and discipline in letter and spirit. It is useful to highlight
WMS annual budget along with actual expenditure in last five years.

Percentage
Financial Year Budget Allocated | Actual Expenditure Savings (+) Increase (+)
(In Rs.) (In Rs.) Excess(-) (In Rs.) Decrease (-) in

budget
2018-19 707,509,000 696,252,568 11,256,432 5.57%
2019-20 711,808,000 710,151,197 1,656,803 0.61%
2020-21 790,787,000 790,191,518 0.595,482 11.10%
2021-22 837,000,000 834,942,463 2,057,537 5.84%
2022-23 935,844,147 936,620,790 -776,643 11.81%

* Allocated Budget for the CFY: 2023-24 is Rs.1250 million.

Figures reported in the above Table amply reflect that WMS (Head Office and Regional Offices) has
optimally utilized budgets allocated during the referred period. It is instructive to underscore that
WMS workload of complaints have surged by 76% in last two years (from 110,000 in 2021 to 194,106
in 2023); nevertheless, budget allocation from 2021-22 to 2023-24 increased from Rs. 837 million
to Rs.1250 million implying no-commensurate rise in budget. Thus, the organization is managing its
unprecedented increased quantum of workload within the approved budget in an austere and frugal
manner without compromising its performance and outreach to the complainants.

Internal / External Audit

Following the canons of financial discipline, internal control environment and good governance in
management/use of public resources, an elaborated mechanism for Internal Audit is in place in the
Wafaqi Mohtasib’s Secretariat and its Regional Offices. It involves regular and critical analysis of the
functions of the institution for the purposes of recommending improvements in accordance with the
laid down procedure. It also aims at assisting the management in discharging its responsibilities in an
effective manner. Regular and periodic follow up after a period of time is being done to ensure that
recommendations of Internal Audit have been implemented and have improved and enhanced
operational efficiency.

As regards the external audit, the Public Accounts Committee (PAC) discussed the Audit Report
2021-22 on 09.03.2023 and recommended Audit Para No. 33.5.1 pertaining to Wafaqi Mohtasib
Secretariat. PAC also discussed the Appropriation Accounts for the year 2020-21 and settled the
grant on recommendations of the DAC. The DAC meetings on the audit reports / paras of the WMS
and its Regional Offices up to the year 2022 were held on 09.01.2023, 08.02.2023 and 04.05.2023
wherein almost all the paras were settled. Thus, WMS is complying with the professional standards
essential for use of funds from the national exchequer and ensuring good governance.
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-CHAPTER 16

PUBLIC AWARENESS

The ultimate goals of good governance and the rule of law can be best achieved when masses are
well conversant with their rights and obligations alongside the availability of an appropriate forum for
quick relief in the face of administrative excesses by government agencies. Despite the fact that over
2 million households in Pakistan have benefitted from the services of the Federal Ombudsman’s
institution since its inception in 1983, a major portion of the population is still not fully aware of the
availability of this easily accessible forum for redressing their grievances against government
agencies.

The awareness raising has been recognized by all international instruments as an essential feature
of any successful ombuds system. The Paris Principles (General Assembly Resolution 48/134
adopted on 20 December 1993) require a national institution “to publicise human rights and efforts
to combat all forms of discrimination, in particular racial discrimination, by increasing public
awareness, especially through information and education and by making use of all press organs.”
Additionally, the UN Resolution 77/224 of 15 December 2022 strongly urges Member States “to
develop and conduct, as appropriate,
outreach activities at the national level, in
collaboration with all relevant
stakeholders, in order to raise awareness
of the important role of Ombudsman and
mediator institutions.”

UN Resolutions call for publicising efforts to combat all
forms of discrimination by increasing public awareness,
especially through information and education and by
making use of all press organs.

The Hon’ble President of Pakistan, during his visit to the Wafaqi Mohtasib Secretariat last year,
emphasized the need to raise greater awareness about the functioning of this institution among the
general public. He was also pleased to direct the Wafaqgi Mohtasib to take necessary steps for
enhancing the outreach of the institution to remote areas by employing latest IT tools for redressal of
grievances, and undertake concerted media campaign to educate the general public about the scope
of work of the Ombudsman'’s institution.

Recognizing the centrality of public awareness in promoting the goals of good governance and the rule
of law, the Wafaqi Mohtasib’s institution and its Regional Offices have successfully pursued a robust
awareness campaign during 2023. Such
activities  contributed  effectively in
educating the general public about the
availability of this forum, particularly in
remote areas, for redressal of their grievances. Initiatives such as IRD project, OCR visits, Khuli
Katcheries, and Inspection visits, too, have added value to the operations of the institution and
enhanced its outreach and visibility among the masses. The impact of the awareness campaign and
the above listed outreach activities is evident as the incidence of complaints has shown 18% increase
while the disposal has recorded 22% increase over the figures of the last year.

Wafaqi Mohtasib’s institution and its Regional Offices
have successfully pursued a robust awareness campaign
during 2023.

Public awareness is not a onetime event. It is an ongoing process and needs to be pursued on a
sustained basis. For this purpose, a Steering Committee on Media comprising Senior Officers of
Wafaqi Mohtasib Secretariat was appointed to chalk out a comprehensive media strategy and a road
map for the awareness campaign. The goals and objectives thus identified were further strategized
into a Calendar of Activities for the year

under reference, which was pursued in The goals and objectives thus identified were further
cooperation with the Regional Offices. The strategized into a calendar of activities which was
said Calendar provided for a balanced mix pursued in cooperation with the Regional Offices.

of various awareness raising options which
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included revamping the official website, digital transformation, use of social media pages,
documentaries, coordination with PEMRA and PTA, regular liaison with media, press conferences, TV
interviews, press releases, articles/columns, awareness lectures, TV/Radio talks, TV tickers and alike.

The broad features of the Calendar of Activities 2023 and achievements thereof are discussed in the
sections given below:

i. Awareness Lecturers/Seminars/Workshops/Webinars: Participation in the Seminars/
Webinars/Workshops and lecturers was an important feature of the Calendar of Activities 2023.
The Wafaqgi Mohtasib addressed three International Conferences at Bangkok, Moscow, Kazan
and six seminars/conferences at Islamabad, Karachi and Quetta on various themes relating to
ombudsmanship. The Senior Officers of the Wafaqi Mohtasib Secretariat and its Regjional
Offices also delivered lecturers at various universities, chambers of commerce and government
training institutions. The total number of such events during 2023 stood at twenty-eight.

ii. Thematic Articles/Columns: Unlike the previous practice, a set of topics was identified for
contributing articles/columns in English and Urdu Newspapers. Accordingly, a series of articles
appeared in the print media on topics including, The Role of Ombudsmanship in Promoting
Human Rights, Good Governance and the Rule of Law, Informal Resolution of Disputes (IRD),
Overseas Pakistanis, Child Rights and alike. Special articles/columns were also written as part
of the celebrations marking the completion of 40 years of service (1983-2023).

iii. New Template of Website: The Website of the Wafagi Mohtasib Secretariat
(www.mohtasib.gov.pk) was redesigned introducing a new template, a

user-friendly interface and extra security features. All relevant information, in the form of videos,
pictures, important rulings and documents, were uploaded. It was visited by 120,000 users,
during 2023. The website also allowed online registration of complaints, feedback from general
public, and was linked with official Facebook, Instagram pages and YouTube channel of WMS.

iv. Urdu Version of Website: In order to enhance access of those complainants who are not well
versed with the English language, the important sections of the official website dealing with the
grievance redressal mechanism and special initiatives of the Wafaqi Mohtasib’s Office were
translated into the Urdu language. In addition, the quarterly news bulletins, press clippings and
some major reports have also been uploaded in the Urdu language.

v. Mobile App: Mobile Application of WMS remained fully functional, which was visited by 74000
users and 22,321 complaints were received during 2023. The various features of this
application greatly enhanced the accessibility and portability, allowing citizens, especially the
Overseas Pakistanis, to lodge their complaints without personally visiting the Office of Wafaqi
Mohtasib. This application not only allows a complainant to keep track of his/her complaint, but
also provides the ease of viewing and downloading the Findings on his/her complaint.

vi. Facebook, Instagram and YouTube: All important updates regarding the activities of WMS
were regularly shared on Facebook, Instagram and YouTube. These official outlets were viewed
by 57,748 people, during 2023.

vii. Quarterly News Bulletin: In addition to the quarterly News Bulletin in English and Urdu
languages, a special supplement was issued to mark the 40 years of service (1983 - 2023) of
the Wafaqi Mohtasib’s institution. A soft copy of the News Bulletin was also uploaded on the
Secretariat’'s website, Facebook and Instagram to ensure its wider dissemination. It was
circulated on large scale to government agencies, media houses, Pakistan Missions abroad and
academia.

viii. Action by PTA: PTA was requested to disseminate and broadcast thematic public awareness
messages on the cellular networks in Pakistan. Accordingly, all mobile operators
broadcast/disseminated the awareness messages covering 120.46 million users of mobile
phone during 2023.
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ix. Action by PEMRA: Public awareness messages were telecast with the help of PEMRA on
many TV/FM radio channels and cable operators to generate greater awareness about the
activities of Wafaqi Mohtasib’s institution across the country.

x. Integration of websites: 183 Federal agencies have been integrated with the Complaints
Management Information System (CMIS) of the Office of Wafaqi Mohtasib. This information is
simultaneously displayed on the websites of all integrated departments for awareness
PUrposes.

xi. PTV Documentaries: Two documentaries were prepared through the good offices of Pakistan
Television Cooperation to highlight the scope of work of the Wafaqi Mohtasib. An English version
was also prepared for the international audience. Another documentary was prepared to project
the activities of the Asian Ombudsman Association (AOA) which is headed by the Wafaqi
Mohtasib of Pakistan.

The other important activities undertaken as part of the Calendar of Activities 2023 included, regular
liaison with the media houses, periodic meetings and press conferences to keep the general public
fully aware of the activities and services of the Wafaqgi Mohtasib’s institution to improve the service
delivery of government agencies. These activities during 2023 are summarised in the table below:

PUBLIC AWARENESS ACTIVITIES AT A GLANCE

Total Articles/Columns published in National and Regional News 365
papers

Press Clippings from National/ Regional Newspaper (Urdu/ 5828
English)

Press Conferences / Media Talks of Wafaqi Mohtasib and Heads 33

of Regional Offices

Newspapers, Television and Radio Interviews of Wafaqgi Mohtasib 44

and Heads of Regional Offices.

TV/YouTube short Video Clips regarding Media Coverage of 339
Regional Offices activities

Radio Programmes of Head Office and Regjonal Offices 84
Public Service Message (General) SMS Broadcast through PTA 120.46 million
Public Service Message (IRD) telecast through PEMRA on various 614 T.V Channels
channels

Public Service Message (IRD) SMS Broadcast 111.59 Million

(English) 111.62
Millions (Urdu)

3 documentaries
(Urdu documentary
was distributed to 17
Regional offices )

e WMS documentary (Urdu) recorded on DVD Distributed
to Regional Offices

e WMS documentary recorded in English for international
Viewers

e Dubbing of Urdu documentary into English for viewers at
home and abroad.

Awareness Lectures/Seminars by Head Office and Regional 26
Offices

TV Tickers 210
Issuance of Commemorative Postage Stamp in cooperation with Amounting to
Pakistan Posts to mark the 40 Years of Service (1983 - 2023) Rs.0.4 million
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Fi
Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi addressing civil servants at the National School of Public Policy, Peshawar. (10.05.2023)

The above activities project a collective view of the efforts undertaken by the Wafagi Mohtasib Office
both at the Headquarters and the Regional Offices. In order to carry out public awareness activities in
a calibrated and professional manner, a

strong in-house mechanism has been A strong in-house mechanism has been developed for
developed for monitoring performance in monitoring performance in this essential area of the
this essential area of the institution. institution.

During the monthly review meetings,
activities of the Head Office and the Regional Offices in the field of public awareness are regularly
evaluated and directions are issued by the Wafaqi Mohtasib for an effective follow up of the same.

Mr Shahid Humayun, Advisor Wafaqi Mohtasib delivering awareness lecture to the law students of Bahria University, Islamabad. (25-05-2023)
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Widow granted
dues 10 years after
husband’s death

By Our Staff Reporter

ISLAMABATH A widow has succeeded in recelving
pensionary benefits of her late husband after 10 years
due to intervention of the federal ombudsman,

The widow of late Mohammad Latll, who worked as a
driver with Natonal Trust for the Disabled (NTD) filed a
complaint against Ministry of Human Rights through the
motile application of Wafagi Mohtasib Becretariac (WMS)
for inordinate delay in payment of her dues admizsible
under the Prime Minister's Assistance Paclage,

Bhe stated that her hushand died during service in
2014 and ghe was endiled to receive full pay and allow-
ances till the age of her husband's superannuation.

In her complaing, she stated that her repeatsd visits,
spread over many vears, to NTD and the Ministry of
Humen Rights filed to pet lawful entitlements
released to her. 8he requested the federal ombudsman
i arder the department concerned to relepse her dues.

The federal ombudsman took up the complaint and
summaoned high officials of NTD - which has been

benefits have not been paid due to of Tunids,

Bepregentatives of the directorare and the Ministory of
Human Rights made written commitments that ber case is
heing sent to the Finance Divisioa for provision of funds.

After raking into consideration the facts of the case,
the Federal Ombudsman directed relevant officials to
make the payment to the complainant within 45 days.
The case was vigorously pursued by the federal ombaids-
J man and ultimately all dues were paid 1o her.
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PHOTO GALLERY

Wafaqi Mohtasib of Pakistan, Mr Ejaz Ahmad Qureshi, presenting the Annual Report 2022 of his organization to the
President of Pakistan, Dr Arif Alvi, at Aiwan-e-Sadr, Islamabad. (17.03.2023)

President, Islamic Republic of Pakistan Dr. Arif Alvi in a group photo with the Federal Ombudsman Mr. Ejaz Ahmad Qureshi and
other participants of the Seminar on “Safeguarding of Public Rights and Good Governance” held at Quetta on 31-05-2023
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PHOTO GALLERY

Federal Ombudsman Mr. Ejaz Ahmad Qureshi unveiling the plaque of commemorative postage stamp issued by Pakistan
Post on the 40th year of the establishment of the Wafaqi Mohtasib’s Office, Islamabad. (24.01.2023)

President, Islamabad Bar Association and a delegation of lawyers of Islamabad High Court called on
Wafagi Mohtasib Mr. Ejaz Ahmad Qureshi. (17-10-2023)
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i | > il il v oo il
Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi receiving Dr. Asif Mahmood Jah, Federal Tax Ombudsman in his office. (21.09.2023)

il = e
Ms. Fauzia Vigar, Federal Ombudsperson for Protection against Harassment of Women at Workplace called on Wafagi Mohtasib
Mr. Ejaz Ahmad Qureshi in his Office. (23.05.2023)
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PHOTO GALLERY

Ms. Raheela Hameed Durani, Former Speaker Provincial Assembly Balochistan called on Wafaqi Mohtasib
Mr. Ejaz Ahmad Qureshi at his Office, Islamabad. (30.08.2023)

Mr. Ajaz Ahmad Khan, Provincial Ombudsman Sindh presenting a souvenir to Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi during
his visit to Karachi. (22.07.2023)
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PHOTO GALLERY

Renowned Overseas Pakistani Journalist from Qatar Mr. Ashraf Siddiqui interviewing Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi for
"Qatar Tribune" at the Wafagi Mohtasib Secretariat, Islamabad. (20.09.2023)

il L A,
Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi giving an interview to local TV Channel after his election as President of
the Asian Ombudsman Association at Islamabad. (20.09.2023)
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PHOTO GALLERY

Wafagi Mohtasib Mr. Ejaz Ahmad Qureshi receiving Mr. Shafaqgat Ali Khan, Ambassador of Pakistan to the
Russian Federation at his office. (21-07-2023)

Mr. W. Somsak Suwan Sujarit, President, International Ombudsman Institute (IOl) presenting a souvenir to Federal Ombudsman
Mr. Ejaz Ahmad Qureshi, Bangkok (10-13 July 2023). Mr. Chris Field, Global President, 101, is also seen in the picture.
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PHOTO GALLERY

The Ombudsperson of Bahrain, Ms. Ghada Hameed Habib Ahmed Hasan presenting a souvenir to
Wafagi Mohtasib Mr. Ejaz Ahmad Qureshi at Islamabad.

' .'..F:!'H- ’hﬁq I =

11

Wafagi Mohtasib Mr. Ejaz Ahmad Qureshi exchanging views with H.E. Mr. Yerzhan Kistafin, Ambassador of the
Republic of Kazakhstan who called on him at his office. (07-10-2023)
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PHOTO GALLERY

Provincial Ombudsman Punjab, Major (R) Azam Suleman Khan and Ombudsman of Azad Jammu & Kashmir,
Ch. Muhammad Naseem in conversation with Wafaqi Mohtasib Mr. Ejaz Ahmad Qureshi at Islamabad.

Mr. Mohamed Benalilou, Mediator/Ombudsman of the kingdom of Morocco meeting with the
Wafagi Mohtasib Mr. Ejaz Ahmad Qureshi at Islamabad.
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Incharge Regional Office Abbotabad Mr. Ghafoor Beg Mirza Incharge Wafaqi Mohtasib Regional office Mr. Aijaz Lone giving interview
handing over a cheque of pesion to on the working of Wafagi Mohtasib to Radio Pakistan Station at
a retired person (24.11.2023) Bahawalpur (14.11.2023)

Incharge Wafaqi Mohtasib Regional Office Dera Ismail Khan Incharge Wafaqgi Mohtasib Regional Office Faisalabad
Mr. Sang-e-Marjan hearing complaints during open court Mr. Ghazanfer Mehdi in an OCR meeting at
at D.l. KHAN (05.12.2023) Faisalabad. (10.10.2023)

Incharge Wafagi Mohtasib Regional Office Gujranwala Mian Muhammad Regional Office Hyderabad Amb(Rtd) Dr. Syed Rizwan Ahmad in
Shafi resolving the issues of complainants through IRD mechanism at an OCR meeting.(06.10.2023)

Gujranwala. (13.10.2023

incharge Wafagi Mohtasib Regional Office Karachi, senior Advisor Regional head wafagi Mohtasib Khuzdar Mr. Kashif Baluch briefing the
Syed Anwaar Haider on inspection visit to the EOBI office students about the working and achievements of wafaqi Mohtasib at his
at Karachi. (14-09-2023) office. (06.11.2023)
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Incharge Reglonal Office Wafagi Mohtasib Kharan Shezada Alloudin Deputy Advisor Jannat Gul of Regional Office Peshawar
listening to the complainants in an OCR meeting at listening to the complaints during an open court
Kharan (20.11.2023) at Nowshera. (05.12.2023)

Consultant IRD Mr. Basit Aziz resolving the grievances Incharge Wafaqi Mohtasib Regional office Sargodha

through the mechanism of Informal Resolution of Disputes Mr. Mushtagq Ahmad Awan receiving complaints from public during
at Rahim Yar Khan Khuli Katechari. (10.07.2023)

e . 15 i
Incharge Wafagi Mohtasib Office Sukkur S,/ed M ehmood Ali Shah Incharge wafagi Mohtasib Regional Office Swat Khwaja saif ur Rehman
on inspection visit to a utility storein in OCR meeting at Maakand (Swat)
Sukkur (29.11.2023) (11.05.2023)

Mr. Sawa Brohi Incharge Wafagj Mojhtasib Regiond OfflertJettaarrmged an TheAssocisteAdvisor R.O. Lahore Mr. Tarig Mehmood holding ahearing in
awareness campaign at Rura Areaof Quetta (Pashtoon Bagh) on 15.06.2023 connectionwith OCR on 22.11.2023.
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REGIONAL OFFICES PHOTO

Incharge Complaints Collection Center Sada (Kurram) Mr. Jannat Gul in OCR meeting at Sada (06.03.2023)

= = A

Senior Investigation Officer, D.I.K Imran Khan listening to the public complaints against NADRA, BISP,
Passport Office etc. during his visit to the Complaints Centre WANA on 18.10.2023.

Incharge, R.O.Multan, Dr. Zahid Malik handing over cheque to the widow Associate Advisor Muhammad Arif R.O MirPur Khas in Khuli katchehry at
of an Overseas Pakistani in his office on 11.10.2023. Tando Jan Muhammad. (27.12.2023)
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WAFAQI MOHTASIE (OMBUDSMAN)'S SECRETARIAT

-
L8

FINDINGS
Complaiat Mo p WMSAPPADDN41T
Dute of Regisiratisn 050113

ME. ABDUL HAMEED 50 ALIF TN, 4R

Fame & Address of the MUHAMMAD SHAHZAD [CASHIER), TMALOFYL
Complainsmi ChiA COMFLEX NEAER EAMRAN MARKET,

SADDAR, BANY ALPFINDA,
Mame of e Apency : :
complained agnlnst : WATIOMAL INSTITUTE OF HEALTH (NIH).
Mame & Deslgnatben of ike _ ARSHAD MAHMOGD CHEEMA, ADVISOR,
Imvestignting Officer, Station~ ~ H-O0 BSLAMABAD.

FAILURE OF THE AGENCY IN PAYMENT OF
Uriel Swbject © INTEREST ON GF FUND.
Dty when 1) asked Ter report RIS
from Agency -
Lruse of Receipt of Ageney's 08.02.2023
P In WHKE

o i Number: 82 1;51B|r
Number & Dates of Hearing @ i) Dubes: 26012003 & 05002023 5 ﬁF'F'FIﬂ'I-I:.'%
Mame and n of the £ 1 WAl HE
ey w.m- whe @ Mt Quirs All, Accounts Offiecr, NIH. & s g
aftemiled the hearimg, T ELAMAAAD -
Whether the complainamt | e
attemded the hexrimg? '
In case a mominee of ;
complainant sttended the : Mr Muhanimad Kasrin, son of the complainet.
braring, bisfher name
THE COMPLAINT

Precisely, Mr. Abdul Hameed, his fled the abive referred complaint ngainst the blatiomal
restiiuie 0 Hiealts (NI Agency, asserfing thergin thot he netired {bom the Apniy’s #Srvice on
1410300 Albepedly, at the sime of retirement. be flied an application to the Apimcy for the
payment of OF [und, which was imnccessanly delaved and paid to him oo 130023027 {afier
about 11 messghs). Asserted thal undar the rules, he was entitked foc peyment of mack-up il the
e of payment of GP fomed but the same had not been paid. He timeé and again Teqeesicd e
Ageiny 10 redress his gricvance bl in vaim. By ol eghng the same a3 o et of madadministration,
b hues fibed Ul instam complaint for redressal of hig griesance.

COMMENTS OF THE AGENCY.

1 The Agency. vide, i better Mo, FR3-10GF Fund2022-2003/FD dated (8022023,
submigted that for the purpase of GIMCP fund transsctioas of the Agency’s employees, il his
e i% oo regulotions, ws 24 of the Maticaal Institess of Health’s Ordinance, G (ML af
{080 Tn view ol the rules, twe Apemey hos developed & sysiem i inesl the GF fund
contribations ino DS scherrws and esm profil which & being en-cashed i doe course of lins,
1t was further subeiited that final perymeet of GP fimd clam o the complainant wis made up o
the date of hig retirement with applicahle mee of intenest. The delay in payment was pecurned dus
v deloved rebeascs of {vesiment by the Mational Savings. Concluded that apaestion ol st
fio it pnal period beyond his netivoiwnt is not covered under PIH providant fund regalations,
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€0, WMS-APPIOOOOII/TS Page 2aF1

HEARING FROCEE DINGS

E 3 Hesrimgs were held on 26.01.2003 and 08,02 2023, Binh the parties aisended the hearings

and rerieniod the stances ws tiken in their respective plesdings.

EINDINGS

4, Adminiedly, the complabrant retived on |4, 10,2021 and despite his reques for immodiate

paymen of GF fund, 1t was paid o bim on 1309 3022, sfter sboul 11 nsondhs of his relioersent.
The Agency has admitted that the amount of GP fund of the emplovees is invesied |n the DSC
selwini o cam, poofil wihibch i being en<cushed in due cotrse of time pnd the delay in paymen of
GI' Fnd fo the complainen occurmed duse w0 delaved ralvase of invesiment by the MNational
Savings. Perw the Agency bas adovitted two things. Fisstly, delay in payment of GP fund bo the
complainan, as albeged by hin and secandly, earning of peofil oo the GF funds eomribuilons of
the emplovees including that of the commplainant This mesna thit b Agency obtmined prodit of
11 manths oa the GP fand of the complainan, then bow 0 can say that be wes god enttled for the
s2id profit. Even It is oo understandable that how dhe A pency is entitled for the penfit ciened on
the GP fimd of the complainant. During the coerse of hearing on 08.02.2023, the Agensy®s
represcidative admitted that there is no bar in grant of profitmark-up for the period GP find of
the comnplainent remained in use of the Apency. He gave justiflesion foe non payment that the
Agency wis afraid of audit objection. OF coupse, this is 2 lame snd bald expsse, Hobudy's
wudmlmhuwwmmhmmﬂummurq-ﬁuﬁjﬂm.
plﬁud.u:l:.lwhmmmilmh:hﬂ:!ﬂﬂfpuﬁlﬂmhimﬁlﬂﬂdpﬂ{ﬂdﬂﬂmﬂﬂhlnm
:ermlmcz:.unnﬁ:i'mdmmﬁoﬂmlm&-pmﬁ:ﬂﬁ‘mmahmﬁaiunhh
impugned perind s perverse, arhitrary, unjust and oppressive, which is 4 maladministraion, in
temwe ol Artiche 2{2k) of PO Mo, 1 of 1963

{6, i in view of the sbove, while seceplisg e complaing under Repulation 23(4y of Walngi

Mobaasth {lavestigation And Dasposal of Complists) Regelaiions, 2013 the Apency is
recoenmended as under-

I o make payment of peofit to fhe complainam Tram 15003020 o §309.5002 on
the amowsd of (P fand. ax per opplicable raie of interest; and

it eomglioncs be reporied 80 1his Se:neiarat, within 30 days of receipt of copy of the
Findings, in terms of Adticle 1127 of PO MoL of 1983,

fi, The party aggrieved of the Findings may opt efther w file 2 review petition befone the

Dmbudsman OR a represcoation bofore the President within 30 davs af receipt of suzh Findings,
This perksl of limitaticn shall he peekoned From the dme of recagt of the Findings by the paries,

IFthe Findings ace upheld, the aggreved party shall be bared 10 file: & representation hefore the
President.
SSIBY
g fa.pmu:t:%

g1 MaR HE g /
ISLAMABADR =

(EJAE AHMAD QURESHE
WAFAQ MOHTASIH (OMBEUDSMAN)

QAFAG
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WAFAQL MOHTASIE (OMBUDSMANYS SECRETARIAT

FINDINGS
Camplaind Mg U LSRR AT 22
Mave of Kegistration A1 | e
ME. WASIF RASDOL S0 AFTAB HLUSSAIN,
Maiia & Aildroes of the C HUISE WO it STREET MOU 2, UAID E AZAM
Complainumi tOCDLENNY, OFP £AKA FETROL FUMP. NEAR
FERCFE PUR BOAD. KASLIE.
Mame af the Agency : ; TR TELBTE AL
i e gl iy ¢ INTELLIGERCE BLREAL JIE
Mame & Desigmution of the ARSHAD MAHMOOD CHEEMA, ADVISOR
Investigaliog (icer, Station b ISLAMARAL
FAILURE OF THE AGEMCY T GIVE
CONTRACTUAL EMPLOYMENT TOr THE
Bricf Subject . COMPLAINANT  AGAINST  DECEASED
EMPLOVEES  QUOTA  UNDER  PM
ASSISTANCE PACKALE
Dhade when 106 asked for e : 111,207
from Agemcy ’
Dt of Receipt of Ageney's . DLl
reporl In Wiis
i Mumiber: #5
. o WL Depes:IS 01,2022, X300.2002, 24,11.2022,
Numiber & Dates of Hearlng = 0 19 207, 02122002, 15.12.2022, 21123002 and
26,1 2.2912
Munse and Designation of the
Apency™ Reprowniative who N, Murgased Tghal, Depedy Darcetor, [T,
wmitended ihe hearing
Wikether the complainamt REIE
sttended the hearing? T gt
In case a momimee of + APPROYED
complainamt atiendsd the $ 09 14N 2D
hearing, histher name Ui Jahy eth 3
IELAMARED  Z
THE COMPLAINT

Precisely, Mr. Wosil' Fosool, bas filed the ohove melered complmm  ogales
NTELLMGENCE BUREAL (IByAgener, nisenting dercln than s fathir, pamely Me Afisb
I issssain, weas serving a8 Brmapecior in B Apency wiho died duoring his servioe om 29071005, A1
the time of his faiber's desth, dhe complainant was aped sboat §7 vess and 20 devs, 1 is allzged
that he thrize applied far hie appointment ia the Apency i a son ool the deveacad employe: o
atafning v age ol majoriy, However, his rogeeats were deshined while releming 1o O.8, Mo
H1D05-CP-1 dated 13.00. 2008, isued by the Estsbfisbmment Division, hy vire: of which, he
was required o move the Agenay for his apposmoment, within ane year of denth of his tither o
afimining the age of majority. Concluded tha the condition of one veair ks sinee hees amendeid
ol wahved off by the Establishiment Division vide OM. Mo, RIV2006-E-2 dowal 1704.2018,
wherchy he was legally ebstled fo wail the fcilsty granied by the government ihrough P&
Assismnce Fackope (MAF] e dhe Apency in derogatsos'violation of mles‘insrucsons of die
fedemal goncernmnent, Bas todally deelimed o secept bz Aght of job. By alleging the sme as i ac
off madadminisesion, he hes fibed the e comgdaing for radressal off his. gricyose e

F3 The Agency, vide it lecter Mo, WAl dated 01122022 ndmiited the service of father of the
coenplainand in the Agesey, deach during s servioe o 20072005, entitlemear for congaciual
appssataniil of on eHpible family meiber wder the PMAF, Oling of npplication Tor comrmenisl
coploveenl by the complainant oo P13 2020 md s ngjetion while rebving on Estublishmess
Drivision's (kM. Mo, £712005.0P<0 daed 13.0:. 3005 as heimg tme-harred. Added that fmily ol
the deceased employes was infoemed w subenil applicsion for contract appoimment of any other
cligihle ehild, sildhim ane vesr of hlster aitmining the sge of majority. By these sebmicsions, the
Apeney requisted than the sompaim beisy berelt of any menit may be dismissed
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NG NS HRI | DAL 22 Paps 20f1
BEJINDER

3 O 15122000, the comnplabsan Ciled reosnder By alinosl senarating 1he same SOl as was
takemi up by him in the complaint bl is relismoe wis on the rules of Pung@b Civil Servams Rules, 1974
which had no nexis with the propesiion in hand.

HEARING FROCEEDINGS

4, Hearings ware held on 150 LEOXE, EXOLI02E, 24.00.2022, @0.12.20LF OL1L.0E1,
15,1 ED022; 21000000 amd 36,1 2.002Y

FINDINGS

Y Bl the prartics amenidid the beerings and neitennied the sances as @kem i ther respective
plesdings.  The complacan), while referring o dfice Memomndum Moo 80 32006-E-2 dmed
1704 2018, issued by the Cabine) Secreimtnl, Establishmest Divisoa, subimimed that the condition
apply for employment wighin oae year, ender the PMAP, dated 06082004 and 13.04.2005, hos been
amended Lo the extem that “widowfwidower o o child of & eivil servam who dies during servdce, may
be entithed o mppdy for conleacl appaintmeat as per makimum age lioil, peescribed for inital
appoimment i civil posts (Relaxalion of upper age limiy Rules, 933" therefore, refusal 1o exzend him
the PMAP wnder the gars of one year's condition s agessst the podicvrulesdireciions of ihe
gevemmem. The Agercy”s regresemaive, on the alher Band, subminied that 1he comphinan altained
ihe age ol majorily on 19,07 2016 Ho could have applied for coniract appoinenent, within ooe vee, He
further submitied thet te 0., relied upow by the complaman, was mwad on 1742018 which has
oo pesmnspe v efffioct, thorefore, he cannol be e beneficiary of the said amendmens,

i, Ackranedly, the deosined kel behind tuwo widows. The complamant is son of the depenssd
employee from bis second widow. According o the revised PMAR, sppliable woel 03.02,2015. il has
been clarified that In cese, the deeensed povernmenil servant. is survived by two or mare widows, the
flest mght of sonirmst appainiment, shall devolve upom ke first widow or o child froms her, The fim
widivw af the deoemsed employee had no issue. However, she hersel!l did pov avail ihis groce of the
govemnmess for the resscrs bt kacwn 1o her, After expiry of one year, right of first widow expired on
3007 2016, whene after the right of contraci apposstment devolved apen The seocnd widow (maother of
ghe conspluinent) o her elibd for the nest vear .o op Gl 2007 2007,

7. ke complinon mened the sge of majorty on 00073006 and applisd for comirac
appoinamnent w the Apeney om 17.03,2020. If the general peincipal of ane year is applicd den obviously
reuest of the complainant was fime-bamed b iy view of OLM, &a1ed 17.04.2018, refSed wpon by Lhe
coerplainars, it is clear thm he was witken the age limit on 1203 3020 {aged aboui 22 yeaes) for initinl
appeotmell o eivil posts (Relocation of upper age Bimit] Rules, 1993, Since, he v nol oversge in
view of revissd rules ibid fdated 17 44.2008), therefone, be could not be deprived of the benefii of
covrRciual ampionmsenl. There is no quesizon o dilste upon e retrnspeciie spedicability of the 0M.
dabed 1704 3008, for the reason tha e the tims of issuimwr of the sid (M., S compluizani wes vet
within ithe age of appoinineeni s civil posts, therelre, stance of the Ageney |5 of no merll,

E. For what has been discusied ahove, denial of the Agency so extend the wniruet of the PRMAF 1@
the complaingst by Jemrune fom the Esablishooem DNvision's O We BN32016-E-2 daed
1704201 B, amoaunts to malxdminisemion, in termes of Anjele (s} of PO, Mo ool 1983,

9. Is view of whe above, while accepting the complnin weder Regalation 234) of Wakawi
hiodrasib (Investagalion And Disposal of Comsplaintz) Regulstions, 2003 1he Apency is recommended
as under:-

Lo omevisic the 1B HO's Meowomedum  doted OO0 2020 md & persussce of
Egablishmenl Division's OM Mo, $32006-E-2 dued 17042013, e of B
complainant for contrmciunl emplayeent, o3 per bS alucasaml eligibaily be provesssd:
ond

‘Qﬁ i pepon covplissee within 45 days of the receipt of copy of the Findings.
Qﬁnﬁlﬁm ;—_
+ mm'.rE;?'-"
- s 'i (EJAZ AHMAD QURESHI}

Ui Ja WAF AL MOHTASIE (DMBLUDSMAN)
I% IELAMATAD .
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WAFAQI MOHTASIE (OMBUDSMAN)'S SECRETARIAT
FINDINGS
Cemaplalwt Mussher : WRS-MEMY BT
Ikaie of Heglstration ! 12122022
Mamg smd Address  of the Msk Saira Wdir Abdol Rasheed, B0 Asfam
Cumphinani Colomy, 51, Noul0-H, Mo, 04, Mear Bohim Kanmna
Siore, Mehmood Abad, Mulimn
::::I"f the Apemey Complained Employees’ O Age Braefits Institutisn [EDBI)
Mome of the lnvestigmiing Cififeer, : M, Mehmood Joved Bhai,
Station Associsie Advisor [ncharge, RO, Malin
Subjeet of Complalng - Maladminkdration in issuance of sarvivor's ol
age pension
Date when W asked for Repost from 1513200
Ageney
Duie af Recelpt of Beponi frem the 20082023
Apency
Numilier & dutes of Frrings H (i} Number G
(H)  Dates: 20 2208 0f.07-30F & (831-2021
Mame & [Dhesiguslion of the Hafiz Mubammad Akmm, A0 EOAL Mulan
Ageney's  Representudive  who
aticniled the bearing
Whether  the  complainani
atfended the hearing. i
THE COMPLAINT

The cumplainsat, while alleglng meiladmiminration on the part of the Apency stated Lhaei
her husharl, afier rendering sesvice in privale orpaniztion end afainieg ihe sge of 6} kad
applied fer (Hd Age Pension. The Agency after verificetion of his service approved his pension
ez ond Essued pension book Mo FAT3424 but due 0 sodden severe silment i sband died on
00002021 kefore recelpt of pension.  She, then, spplicd for survivor’s old-mge poosion bt
Agesmcy rejecied her ense, henee, peesent complain

BESPONSE BY THE AGENCY

2. The Agency in its indtinl repot dated 309-13-3052 baimeed tha one patent onder i ooir
of the complainent kas been spproved. [n g sebsequent pepon dated 01-09-2007, e Agency
coniended gal hushand of the eomplaiman had eloimed serviee of 1509 vesrs ot kear afficer
verified service of 14.96 vears. As per eircular of EQBL dated 03-09-2019 his pension cass was
seithel vide pension order Mo, FA 15424 bul be did not coliect |t himsslf§ and disd on 01-07-
FOZE. Mo, e complinaet biing widow ol the insured hax applied for survivor pension but her
cloim wiss seiiled a5 per circuler dated | Y-02-3E2 under which she & emitbed “ﬁwfltjrm

#19

b
paymel of T, 7200000 anly. oy e,
s
BT e M
COMPLATNANT'S RETOINDER {IF ANY) - Al E
- =
1, The compluinant did not fie any rejoinder. % UMD



SELECTED FINDINGS

-2 M-I
POINTS AT ISSUE
i, The paint a1 issue &5 whether there is asy mal-ndministration en the part of the

Apeney whibe st allowing old-ige sarvivor pension a5 per Prescribed Procedure or otherwise

HEARING FROCEEDNGS
i Hearings were held on 20-13-3002, 08.01-201 & (500-2003, Repeusestative ol the
Ageney oppesred and refierated e stance of the Agency. The complainan wea present in persos
and siated thai her husband could not approach the Agency = tiee for old-ape pension due o
acute illness, Both the parties were heard ot & quite length and record perased mdnutely.  The

lecst repoet e the Agency was also perused & per its earlier request.

FINDINGSRECOMMENDATIONE
b, Perusal of pecoed pevealed that the complainmed hos nllegedly werved in the privaie

organizstion for 15.0% years, oul of which 14.96 service has nlready been verified, The Schedule
o EOBI Act deseribes the formula for caleulation of pension of the insared person which is ns
il oves:

*fI) The momhiy rate of ofdbage pension or Hm'.lﬂ'n:l-'mmrpa}w-.’:kmm

inswred persan thafl be colewlwied i arcordowce wilh the following formela
A=

Average munthly wages U Mumber of pears of inravahle smplopment, ﬁ‘?mmmm

- % ISLAMABAD
A poried of six months ar wore of inmveable smployment sl be ireated es ome
Sl vear. No accanms shall be tmbew of ey perind of dsureble emplomens
completid fy the isirad persom ailer becamiing antitfed 1o ald-ge pemsion. "

T A pengal of the shove guated Schedule clzarly revesls that while calculoling pesmion
af om Insured person & perod of six months or moee of imsurabls employment shall be reated as
one flll yese. The Homoursble President of Pakisiss vide arder dated 05-08-2009 had beld under
schedide b Bection 22 of EOB At 1976, short fll apie 06 months in inmusble employment
shall be coumted &3 (H-years for the paspose of payment of pensien.  Excspd the self serving
imerpretatian, the Apgency could not bring forth any cogent ground in rebutial of the aforesaid
pocition.  Following, the shove order, the Agency circulsted e instruction vide Ko
EOBLOpemiions THOGE (B&T)19-3002 dated 03-09-2019 that a period of six mesiths of more
of Insuroble envployment shall be trepied a5 full one yesr, Appellaie Board of Trusiees, EQBI
Aballan wide sgppeal Mo (MLK/19 alse mwvarded pension 1o the issured persan bavieg less than
|5 vears service. In the present case, bushasd of the complainast was accordingly granted ald-
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3 Ml T2

age pension secordingly in Hght of sbove directions'circalar. The Agency suhsequemiby, vide
Circular No12022 ref Mo EQOBPFOPSRFNZNIN T dmed 17402-2022 haz withdramn 1he
preseous circular Mo, EOBIOpermticesTHIGE (B&Cs) 19-3002 damed 03-00-2009 and maued
direcisan thut the inssabbe emplovment of 4.5 yesrs o moee shall not be rounded and penssan
shall be awanded 0 thage issured persons wio have minimum 15 years of insarable emplovmsent,
The: latest circalar is silent abowt the msured pensioners who kad been gransed old-spe pension,
In case the old-wge pension pramied 1o the insured persons dusing the intervening peted of two
circulars (I3-09-2019 & 17-12-2022) has not been sicpped, then the cofmplsnml is entiled o
surviver ald-ige pension without aking inso loop any sehsequent clreular, sipce the decuased
hed been prasied odd-age peesion but he could ol deaw dis S0 severe lness and died. hence, be
Is at par wilh all those inssred persoes wh were granied old-age pension befare immance of
bt circular dated 17012-2003

B Admitedly, 1he complainant’s insorable rervice was 14,96 years and i the light of
what s stted abeve in para * T and calculation fommila given i the Schedule ko the OB Act,
# qquoted in pam 6" abave, the insurable employment af the complainant shall be deemed 1o
have been |5 years qualifving for payvment of old age pension under ssceion 22 (1) (b)) of the
EOBIL Act. Henee, the Ageney's nefusal to grant old age survivor penssan to the complainani
tantamsunts to masl-sdenislilnion on their pari under Anlele 2 (29 of President’s Crder Mo, | of
| 9%1.

%, Based on the fisdings in the preceding paragraphs, the compluing is secepted in rms
of Regulation 2374} of Walagi Molsssib (Tovestigatian & Disposal of Camplaints) Regulalions,
M3 and it i recomimended bt approprime measures may be adapted tar camection of the mal-
ndminisiracion and the grievances af the complainasils sy be recansidered in line with ihe

[reseribed procedure, rules and regulations highHghted above.

1, The panty aggrieved ol the Findings may opi either o file 8 review pettion bafore the
Ombudsman O, o representation belore the President within 30 davs of receipl of such Findings.
This pericd of limitation shall by reckoned from the date of receipt of the Findings by the parties,
IF the eption of review petillon |& exercised by the aggrieved pary and the Fladings are upheld,
thee apprieved party shall be harred 1o [ile 2 nepresentation before the: President.

Ansily gf

=

(EFAY AHMAD QURESHI)
WAFAQH MOHTASIE (OMBUDEMAN)

8o
‘c\-l..PE "lil'a e,

& gD O
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ELEL O

WAFAQI MOHTASIE (OMBUDSMAN)™S SECRETARIAT

WMS-MILNIIETY

Complaind Ne
Duee of Kogist ration ZE02,2022

. Mt Safin Kalmom Wid's Mehammad Fise B House
Blame & Addres of the Complabannl : o 010 A linf Town Nenr Tri Road Maas:
’:;H“’:“" the Agtaxy cumplainad Sinte Life Insurance Corporation of Pakistan (SLICPL
Namse & Deshgnsriss of the D, Mubammad Zahsd, Senior lirvestipation (iTcer
Investigsibag OMicer RS-0 Multan.
Hulrjeet af comglaing Mel-Adminsiration in Paymest of Deach Cleim,
Thaiy when report called from the 1403 13
Azency
[rate of Receipt of complete repor el i S ek |

] Munnher: 011

Number & [otes of Hearing 1 Dges 22002003

¢

Nume of chie Reprosestntve of 1he Mir. Tarkg Hussain, AM

Apeney whe Atlended the Hearing?

Whether the Complslnamt Aniesded : Yeu
et o s
In case & mominee of consilaimant : Na

airended the kearing, his'her nams

THE COMPLAINT

The Comgplainari, in the insiant complainr. siated that Mr. Mubamimd Rz hushand of the
complaimard, parchased mn inswmnes podicy, Bearig noo 1BOESU0I4316 from Lhe Apency through
Bancassuramce on 01072005 for sum assured B 550000~ amd be died om E5. 002009 She, being
nmines, submicied desth clalm of the decensed poldicy holder against the impagned insurunce policy, hut
the it had ol b pu'llzl yel. whach was umjusititied s mal-admainisiraison on the part af the Agency
Faiting 1 gt relsel (ram e Apency, she has soughs this office’s help for redressal of Ber gricvance ni ihe
earilese

RESPONSE BY THE AGENCY

2 The maller wus taken up with the Ageney for submission of reporl. In nesponse, the Agency
vidde Memno Moo RUPHS W MBWMSEIT2 feported the following detatls of the case:

Palicy N, LH01 500143 6

Bum Assured Ra. SH0000-

Date of commencemnent. | 01.072003

Medical or Mon-Medical MNom-Medical

Dane of Deally [511.301%

The policy vwas issued on 41.07.2015 = slandard premium rales, also r:-."il;ad an 2L0R.2017, as mo hissary
of any chromic dississaalment was disclosed by ihe policy balderlife insured af ihe time of issuanes of
pedicy. The palicy hobder died an 15112009 i.e. 4 Year 04 manths & 15 doys after dssumnee of pedicy ond
012 venrs 02 months of revival of policy. Being an early death claim, inguiry wis conducied, which revealed
pre-revival almem e, I, nonsdesclosure ond concealments of facts on pan of the policyholder,
aned the cloim was repudinted by the compelent autharity

s A et

fadd 30 The complainant did not fike any rejoinder.

POHINTS AT ISSUE
4. The paint & fse s whether thene [ any mal-&duq!ﬁ oty the part of the Agency iy
repudhation of death claim ar othewise? o : Bd’
; APPROVED &
E t J'I':I.': -Hj rI
T LMD A
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=&
HEARING PROCEEINNGS
5, Ta prabe further inta te matter a hearing was fxed, which was givended by Mr. Tariq Hussain

Assistant Mamagar SLICP Mulian, the representatives of the Agency, while the consplatiiant wis beard s
persan. Beah the parties advanesd thetr respeciive argumenis on the basis of their earlier submissions
imseribed im complaint and in the repon of the Agency. The representative of tbe Agency Tarler arguel
that the insurance claim B based on policy obtained through frawd, misrepresentation and concealment of
matenial focis, therefore, it was nghtly repudinted by the Agency, while the complalnant contravered
version of the Ageney and deposed that inswured was in good healith ol the time of issuance of policy and he
was ol laking amy treatment of the time when be purchased policy. She alsa depesed that her husband did
nat conceal 2ny inforrmation regarding his hezlth and be was heabthy =t the (2me of agreement. On query,
the representative of the Ageney odeitted the feet thet afier investigntion i the matter, the complanml
wits nid provided apportunaly of kearmg by the competent authecity before repsdiation of the instam Dexh

Claien.
EINDINGSRECOMMENDATIONS

i, Perusal of record divulpes that the pelicy was imsoed on 0107, 2015 of standard premium rates,
alse revived om 220823017, as mo hory ol any chronle dsmsefailment was disclosed by the policy
holder/life insured at the Hme af issuance of palicy, The policy hedder died on 15112009 Le. 04 Year {4
meanths & |3 days after issmnce of pelicy and (2 years 02 monghs of revival of palicy. The policy claim of
i complainam was repodised by the Agency afler alleging concealment of ailmest by the insured af the
fime of contract.

7. Dasclosare of material facls as o one's health, is o ckbish o and thed what s materal
depends upon the circumstances of cach case. the conceps of good bealth means repsonnbly good health and
n waandy -ﬂl'p.!-d health can never mean thal a persan has nol in lim the seeds al dizonder a5 aibe 12 o
with seeds of moralicy, A person can be ignorasi about his health or abowt the deadly disssse, which has itz
o dm hine A persan has marmally @ gesenad sdea of his health, 5o question anses & (o when the contract
of insurance becomes voidable an the opgion of insurer. Non-disclosure relates s the facts which are in the
knowledee of the persom making slatement, A person who i himsell unaware ol his il health, can make 2n
imncgent statement thad he B not sufferng from diseaseillness. This stalemend canncd be used ngainst sisch
o persai aiwd staternent B fatsl only when persvn making the stubement deliberately and willfully suppresses
the material [aclx, knowing that disclonge of such fagts was maderiad and facts were froudulently

supprsscd,

£ S direct evidenos’ medical recond inconnection with the dissase of HTN/DM were presented
by the Agency. The neport of Ghuri Lab, submitted by the Agency, issued on 31032007 fafivr nwa pears
Srim Dononpe of palicyy previsionally diap disbetey and the treatment record of Nisbar Hodpital
Mfulzan dated 15112049 penamed 1o the day of death of the decensed policy holder, which cannol be ased
cogend legul remon for repudiation of the impugned policy claim. The repudiation of the impugned policy
clmim by the compebent aathority without considering the facis and the couse of deal is unconvineisg,

9, Further, the presidens on appeal by ithe Apency 1o compdalm Moo MOTT20L6 vide No.
L4 WM 017 dated 55200 7 dermed that [ and HT™ have become a noemal featare of recent fimes and
have been comsidered 1o be a manapeakde medical condition. lesurers may nor be sllowed 1o ke sdvamage
ol such a situstsn o deny rightful claim of pelicybolders, The Hanoumble lahore High Coor vide
judgmens 200% CLI 666 Lir observed as under:-
*1MIEF L Pea of Compamy et m per .wm'rm.l' cerifficate produced by plaimtiy
*P was pativwr of Rypertenston, diobores ot meiline, . Sweh atfmess of
AFPM“ﬂ. cr:l.uh'mr.l’le catten! ay excepiional remoens -—migeriy of prople faming
i1 By rveneienp twre porelw e Mieds B e Bl cineere
i % APR m o foweger m peole s hantmg stoh atrearese= Comcelwment of amch
ﬁ]ﬂ@ coenled et B devar o e frowdlalimidy

E
10 Fariher, Section &1 of the Insunnce (rdinancs, 2000 provides (Bt notwithseanding amything

contkined in Section 79, mo poficy af T wwonce efected befive Uhe commencermend divte ol e
Ovidimance tbid vl afer the expiry of two years fFom e commencemend dimte of this Orafmece ared i

129



SELECTED FINDINGS

Mo MLN/IVISZ3
=l

podicy af fife fnsurance fecivd eifer the commercemn dale shall, after the expiryaf e Jears fros e
et e wiliich i was effected, be called in quesiton by an insurer an the groursd that & seatcement made in
the proposal fomm Gor aurince af i asy fepoet of 0 medicol officer, or referee, ar fnend of the policy-
hodder, ar in any other document Jeading to the issee of the policy, is inoscurate or Fase, undess the insurer
shoows (hat such sstement wis oo o materinl matter or seppressed facts which if is maberial s diselose el
that it is Fruduestly tsade by the policy holder and that the palicy holder knows at the teme of making it
that the statemnent was Fase of thal it suppressed facts which i was material t dischose. Similarly, in case
low reparsed a3 “Staie Life Misurance Corporation ard others™ Ve, Mat, Shumila arnd athers ™ (200
CLIE25) it bas been laid down that the oppellants ooce entered into the contract afier lly swisfying
themsztves, sa keepang in view, the provision of Section 77 of the Insurance Crndinance. 2000 read with
Section TE and sab-section (2)(akbh of Seorion 1% oo the sohject, the Agency cannst repadiale or avoid
the comtract after lapse of moe: dan two years and that 1o afier the death of deceased policy balder,

i Anciiher azpect of the malter & thal, during [Bvestigation, the Agency hod gathered Medical
Reparis ns evidence o prove the comcealment of facts by decessed, therefore, the policy had Been
rerclered nall and void and expressed inabiliy w0 pay the claim under policy and complainant was. o)
given right of hearing by s compstent suthority before repudinting insurance claim. Under the law
principle of natural justice ensheined Bn the maxim auwd mberam partes is ooe of the mest mportant
principles and its violation & always considersd cnough 1 vifiale even most solemn procecdings and
where adverss neticn is conbermplated to be tken sgainst 0 person he has o right 1o delend such action,
patwitheianding the fact thal the siatale governing his right dess nes comain provision of the principle of
ratural justice and even in ghsence Usereol i b2 w0 be consldensd s o pam of such sinbale in e inborest of
iice. H has alse been scitked by Superior Courts (kat pringiple of natural justice is now made inbuilt par
of civil comtracts like e ong under discassion, Moreoves, whenever amy persan ar bedy of pesson is
empowered f0 lake decision afler ex-post Escro investipation inko facts which woukl result in
consequences affecting the person, property of other right of ancsher persan, then in the absence of any
express wonds in e enactiment glving such power excluding the application of the principles ol natural
justice, the Courts of law are inclised generally ineo imply that the power so given is coupled with the
duiy io act in acoardance with such prncipbe of naural Justics &5 may b applicable io the fcls and
cirrumstances of o come. In this repand reliance & placed om judgmends repomied ss *Fakistan
Intermatinaal Alelines Carporation (PIAC) throogh Chairmom and oflers Vs, Nasie Jamal Malik
amid others" (200 SCMR 934, “Harara {Hlll Trao) Improvemend Trust thrsigh Chalpman and
athers Vs, Msk Qaksra Elahi and others" {3003 5CMR 678}, “Abdul Hafeer Abbasi and athers Vs,
Managimg Direcior, Pakistan [nternational Abrfines Corporntion, Karwchi and others” (2082
SCMI 1934) and “The University of BACCA through lis Viee Chancellor and the Rogistrar
University of DACCA Ve, Zakir Ahosed™ (LI 1965 Supreme Court 91),

17 Wiewing the complaing on the above clrcemaseses, setibed pringiples and judgments of the
superwir couns, the process ol repadiation of denth clam 1% found arbsiesry, iflegal ond wmjest; s,
amounls o mal-administration oz delined wnder Adiele 202) of FOU ol 1983 Consequently, the
complaint under Regulaton 23640 of the Walhgl Mohasib (Iovestigation & Disposal of Complainis)
Repulations, 2013 is accepbid,

13, Fallowing the above, the Agency is sdvisad wo comslder the muiger fisther, and providi
approprimie relief to the complainant & per palicy agreciieent and rules & peocedures of the Agency.
{Complisnce report be sahmitted within thirty {311 d&vs of reasons for ned doing so maay be inlimaled in
terms of Ariecke 11{2) of PO 1 of 1983,

4, The party nggrieved of the Findings may opt eilber to file a review petition before the
Cmbudsman OF a representation before the President within 30 days of mcelpt of sch Findings. This
preriod of Hmiitmlos shall be reckoned from the date of receipt of the Findings by the parties. [ the option
of review pelition s exercised by the agprieved pary and the Findings are upheid, the aggeieved pariy

stall by harred ra file a represcatation before the President
F A JARSIE [ ?

nwnw:?q.’v {EJAZ AHMAD QURESHI)
=N S AFAQI MOHTASIE (OMBUDSMAN)
05 afd ¥ 3

g
d%' IELABARAD . 5
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REVYISED FINDINGS

Noof Onginal
Cimpixnt

[hate ol Registration

M & Address of the
Complatnant

Mune aff the Apency

iomee and Dhesigration
of the Invesigating
[HFicerSlath

Subgect of the Orginal
Canpluimi

[te of Findings in
Creiginad Caneplaim
Drate of Registmation of
Roview! eonsideration

peetition: by ghe
comnplainand

Warme & Desbenatsng off

the Investigating
ChiTicer, if dilTereni
froen o)

WhSALNIGTRZE

01,05 2033

Mr. Mohammad Nacem 5400 Muhomsiod Sharf
through Irshad and company, Shop Nodd, Ghalla
Sdanddi Buerewula Vehan

MEPC{

Me. Mahmood Javed Bhani, Associne Advisor
A lewchageh WS, RO Multan &

Dir. Muhamenad Zakid, Semior Invesiigmion
Oificer, 'WHS, KO0 Muliun

Mul-admimistrution in Freserilied

FrogcedureHule
L1
07,06, 2023 n's"ﬂ'h rﬂﬂ.ﬁk
:? poPROVED q
i F Yo (L =
! z
13,07,2073 % SLAMADAD T

Mr. Bellahmuood Javed Bhaiti,
Associate Advisor (Inchange ), KO balian

Mr. Mahiswsd Khain Mahay,
Aszistan Direcor, BLOL Mudian

GlST OF GRIGINAL FINIHMNGS | RECOMMENDATIONS

Thee complalesis, allepad mal-adimingsteatson on he pant of the Agency stated that fis meter

bocame defective during 2021 and on submission of swmp paper, his sapply was remored
thringgh darect supply. Moneover, defective code was alloiled during 072021 and due o heayvy rain,
the complairam requesied the Apeney o disconnect supply during 077021 which was disconiecied
by e Apeney sinee supply wis nol §i use thins sl geso units were charged during 0E02]. Now,
the Ageney hod seoed ham detectbon bill Goe B2.910030- during 032023 which was unjustified. The
Agency reparied that the complainam was charged Bl for Rs.1, 10,4805 3 ovewew of mil units charged
durigg 1872021 which was poiied out by Aadin Party vide Audit Mole Mo g8 dated 13, 10,2022,
Facts bis s case of e complainants were dspated between the parties which requires demmiled
exarnination of bath the partics. Therelone, investigmion in the instam complant was closed ander
Repulatiom 23 10r) of the Wafagl Mohiasib {lsvestigation & Disposal of e Complaines)
Regulmians, 2(H3. :
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FOR REVIEW
2, The complainant fecling aggrieved with the fiedings doted BTG} submminied review for
reconsideration of findings on dhe grounds thas deieciion bill for Be91,0385- chaspad 1o him vide
audit e Mo 8 dated 15102022 was unpastificd which poquined vo be meviewed bis case. The
complalnant submined the reveew petilian on the plea i detectson changad © him was against e
par Mo .52 Cocsumer Service Monunl 2021, The complainant further elabomted in his review
peetition shat shese charyes wene ratsed wilkin one year af sach nodification and after ane year no
élalm shall ke begal under para 7.3, CMS-202 1, Moreover, C85M was Bsoed during 2021 while
anteriil had been debited during 012023 swhich was later has a vear and the elnim was nod leyal,
The comploinam slss refered complaiot Moo BUB4320C% aod submitted tha the s of
complaingm was same pecording o decision of ke complaing Mo M/BIRI0Z5, The complaman
alsan referrod decisson of Honourable Lalose High Coam in case of WAPD w5 Umaid Khan (988
CLO-5017 held that Agdia sare could not inake corsumer llabde for payment of amy amount. The
compluirand in his neview petition alse relerrcd decision of MaPRA whencin i was held that the
oudin parn is an internal matter between FESCO and #x andit deparimisnt and the complainam canno

ke msde labds for payment of any amoust of arrears which was pointed by fhe H.I.-JI‘IHEI*F&
-‘F,r

cleciimsionees, the complainnni requeesied g review his cose in the light of abave dluu;@' ASPROVED

RESPONSE OF THE AGENCY o E
i [he Apeney relied upen iis previses repor, filed during investigation of uri%ﬁl L 'J.i111
and the Agency listher shled that the gase of the comgloinum wos besed ca Betual controverses
utiich is disputed by the parties und which negaired veal evadenee & well s documeanry evidence,
d The point ai 1ssuc is whether the neasces sdvanced by the comploinas wenmnt any alseration,
madificaticn, amendmend or recall af the orgimal reccenmerelations o athérise!
5 Hearing was bebd on 06067 2023, Apeney was represeniative by Mr. Muhowmad Rasheed-ul.
Rehman 5100 MEPCD Sub Divison. Burowala whibe the comploinumt remained shsent though he
was jssed hearing notice, hewever, he was heaed an phone, Both ke panies wene heand in detsil ond
melevunt record was examined cnefully, Moneover, the complainand poimed out above pregedients as
elaborated in his review petition and recquested 1w modify deciston dated OF, 6 2023,

il MNIHMNGS

& Perusnl of mecond revealed th nlid pars Mo, 8 hod been mised an 03102022 by Awdin
Farty, MEPCC Division, Barowala asd the Ageiey hml charged wejust hill of Bs, 91,033 during
UR023 after elapse of B muontks 1o e complainant i view of asdic niote, The Agency charped the
hill thrragh Audl Moge without issuing nolice and providimg any opgariunity of heing beard fo the
complainanl. ns reguired under Seciion 26-A af the Elecirieay Acl. 1910, The conploinmest was
cogrlemeend smheard againss ihe principle of nobaml justice { oudi shetam pomem), In the case
mepored a5 2008 YLR 308 (Lohore) tifled WAPTIA through Chairman arl thiee athers Vs, Faoml
Fearim and five sthers, it was held by the How'bie Lahore High Coun Lahee thas withon
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issuing show cose motice o the consumser or jaining hime with procesdings, b sudit repart would
nesther be hinding on consumer nor he be beld responsible for fault of the department, In the cass
{1988 CLC 500) Lahare. tthed WAPDA ard others Vs, Umaid Bhan, it was laid down by the
Hon'ble Labore Figh Court Lahore fhai audit affair is o maiter, between WAPDA mind the Al
DNepartment anid i eadlt repont courfad ot make the convaaer fable for ony aoourt and could
el brfiny awhourd any agrecment befwern fe Distribution Company oind the comsimmer making v
fiwhie fo pay pive soid emaers. Similarly, inhe case titled s Mehmeod Tewoile Milks L. through
Gengral Muonager Finance Vs, MEPCO through CEG 2004 MLD 12535 b was proousced by (e
Hon'ble Lahore High Court Lahere thar aodsy sbjection was internal nffair of MEPCO, NEFRA
decisions reportesd as para S41v) dated 1592005 (F/'A) and (4ov) FB dated 10.2.2007 can alsa be
referred bo prgue that audic para 5 an interaol maiter between FESCOO and awdil department. In
the said hack drops charging’debiting of awlil oote of Bs.91033 by the Agency 1o the complainant
antamount foits mabasdministeation &8 defived mnder Articke 202) of PO 1 of 1983, being perverse,
arbitrary, nreasonable. unjus. biased, oppressive. comrary 1w Law, Rubes amd Regubaiions,
dcp.a.rlun: Iranm estafblished r.n';:liu: and Pn:lm:dun-:. Hence, the review pelition ol the um'npiuinant 1%
hereby aeeepiel under Repulation 2304) of the Walagi Mohiasb (Incestipstion & Disposal of
Complatins) Fepulstsoas 20H 3. The decewn daed 00062023 15 hevchy withdewn in the light of
ﬂl'lrl.'l'- (L

FINAL RECOMMENIDATIONS
T Comnsequently, the review pefition filed by the complainant is aceepted and decision dafed
AT.06. 223 is hereby modificd s discussed above in para Nos,

R The purty azprieyved ol the Findings may file a representation before the President within 50
days of receipl ol such Findings. This period of lmmitation shall be reckoned From the date of receipl
f 1‘-' of the Fimdlings b the parties. [T the apibon of review petition is exercised by the appnieved parly uml
il Ilrulms__k arg uphell, the sgpreved pamy shall be bsad e Gk a epresemation before the

I i

(EJAZ AHMAD (URESHI)
WAFACH MOHTASIE (DMBUDSMAXN)
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WAFAL MOHTASIE (OMELUDSMAN]'S SECRETARIAT
CLOSURE FINDINGS

Cuimglaing Yo b WME-DINLAHI R4
Dt T Hegistratinn } 260, 2023
MHE. JAVED MEEAL BHATTI S0F MUHANMMAD
Mame & Aiddress of the AMIN BIATTL RAT %5, CLIFTOM TOWHSHIF,
Campkiinan GLLEHANARAL. ADYALA RAOAL,
FAWALPINEL (2145805
Numee ol the Agency EMI"L Y EES oL ALE BEREFITS
eumprlzined sgainit NETITUTICH {EGET, ISLAMABAL,

ARSHAID AFAMAROEF CHEEMA, ADVISIE,
TLEL ISLAMALRAL,

FAILURE ©OF THE AGENCY TO GRANT OLD

Mame & Pesignation of (ke
Imvesivpiing Oifhcer, Sialien

Mt Ehal e} AGE PENSION 1O THE COMPLAINANT.
[hate wwhiom 100 meked Far repord i, 1% 3035
Trami Agency 5
Bate of Reeeipl of Azencs T8 2025
repart @ WS

i Number: ¥
Mumbser & Prates of Hesring T IS0 & 153023
Maine diid Deslgiation al ihe
Agenes™s Reprosntative wh o ﬁé““‘m
wlreindeid the hiaring
W el 1he complainsnn . Ay & APPROVED
atlendeil the Brarng? - E 1 i 1A
Im eiee o noouinee of & ;
cempliimani anendedl ihe P o= T ELAMAEAD

hearing, hivher namse
THE CAORLANNT

Procisaly, Mre Javd Tghal Bhainl fes fllad e shove referna] conpding sgains
Fergiopees” 4¥d Age Henefits Enstiltion (FOHED Agency, mserting thercin thal b was
reprbered witli ihe Agamey D the véar, 2008 swhen be was sboun 34 vears of age. His service was
verificd frrm 0] 07,2008 1o 0% 05,2014 {530 yearsh, Sined by wae pegieensd bevond the sge of
43 years and comepldied moee the 5 yvars of insered sorvice, therefone, ke wim entithed for il
bremmelin ool ok g petisiers” Siewe the Agency declined o grant him old age pension. theretione,
by alkeging the sme as an acl o maladminisimtes, e complainmil Dds <oims i aawh i
pryer o revoamimeind the Agency e s rectifzminn.

REMMET OF THE AGERMY

the emmmplamam epplied for grast of hesetias svailsbie under the FOR Aci, 1976 (the A nf
1978 o TEAT 2004, whorcupes e Agescy moved [ verifica o of Bs jisural smve Ik
Bl Askari [Bank {emploverh Accondingly, she amplover vriliod puriod of bis sl wreves
teoin 0007, 2U418 1o (BLNA. 2004 45,56 wears), The Apency added that in view of section 47 af the
At ol 976, he complamant fe nol estithed & the old age pension, However, he was righily
avarded uld ape yrant of Re 48 MRV on 1012005, asx per his vonifiod iveersilhe emploanaen,
Al contendes] that the commplassam is minl eegatled for any Kind of benefils under tw Ast ol

1576, a5 per decasion af honerable Supreme Coiin of Paklson (501

HEARING FROCEEINN S

1, Hizriengs wewe held onn e alsive mertioned doses, The complotaait ofendad the heanng.
However. none appearod on bolall ol e Agencs

1 The Agency, vide s letier Ko, EOBPLHRR 202336031 dated 2405 2023, odmin] b

NI NE S TRIMVEN

i An ',|l-|||:|:l|||| ol the ilﬂlﬂ:ﬁiﬂl. docomenls ksl by the ﬁu'“F‘Uim reflec] Bl vlain
ol the complainam is that be was registered s insurad persin ueder Leention 2ii) of the Ast, when
b s over 43 vears of agpe and that be had paid contabtis i she perod of five s, To his
atent, cosemelion of the compliine (s admited by the Apency in ihe commenis pefernad b in
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parg-2 supen bl pomtnvverted clnim of the compleean by referring o Section. 2 1Hb) of the
Acl, ameriing that at-least 13 vears of comribeation is essential for the grom of ol sge piasion
Abso contended that bank employees ware exempt frome BOB schems: as per Sestica 47 of the
At i 40 1006, 2008, thorelore, the complainan i& delarred v el the okl age pension,

i The complainant comronveried costemion of the Agency reganimg the ape lamil, whils
placing ralionee on judgment of the Hinomble |samabad High Couwd (IHCH 20621 PLE (0253
1200}, captiomed 05 Afkab Ahmed Vs Regkml Hesd Tirecior :
il wrd Judprsil of ¥ Hooourable SCP dated
2022 CP Mos G2ES-620% of 2001, captioned as Reg: i "
iition hers Vs Afiob Aboegd & Cabers, He
submmitied thist the Honourahle THC, lslasabad in the cose relered 1o above, while interpreting
Section 22{1) of the Ace, held that emire scieme of this Section creates three groups, Fisstly, any
person whi becomes registeral o3 msaratle employes within e nge of 18 50 40 svars, he shall
pay contribition for 15 years. Szcondly, an employes who & pegistered within the age of 40 go
45 years shall pay contribution of nest 07 years. Thindly, if m employee s reaisiered whea
hefshe i over 45 years of age then he'she has 4o pay the contribotion o the period of 05 wirs
Conchaded that since his service from OL07.2008 10 00053004 (5,Bf vears) was verified by she
Mk Askari Bank ns sdmmitted by the Ageney, terclire, he was entitled for the obd age pension,
The above referred judgement of the Honourable IHC was assailed by the Agency by filing intra-
coum appeal which was dismissed being eot-messinstis, The mater did not end here & the
Ayemcy Gled C.F Nos. 63866295 of 2021 before the Honourable SCP. C.F No. 8286721 pertiin
ta the judgement of the Honmeable THC refomed o ns 2021 BLC (.5 | 200, This CP alongwith
oiferd wid withdrawn by the Agency, thereloee, for all ends and purposes, judgement of the
Honourable 1HC holds che field which is 2 fadgement in rim sed fully susisins eoatention of the
o Lalnam,

i, On the (ouch sone of jafgment of boaurable [HE, [damsbed, referred o in the
preceding pare if case of the compluinant o peticulss i caamined. then i reflects that dese of
birth of complainast |5 10.08.1954, He juined the employer on (07 300 meaning Seerehy, o
the time of joining of srvce, he was ohout 54 vews of age. s service and paymemt of
cofirilntion for 2 period of 586 vems was venfied by the employer and this soo hes heen
admitied by the Apescy in il comsments refered o in pees-2 supr. (B o way, the
complanant's cas is fully covered ns mesdaed & para-13 (Thindll, of the judgment of the
henoumble IHC, |slunabad, therefore, 1 case all the vomplainant is fully covered and be is
ereilled for the ald e pendon

T The comeation of e Apeney meganding the exemptioa of bask employess from EQB
peherne, is sl contradictory. On o hand, it bas been alkeged in pare-3 of ils comments that the
hank employees were cxempt from ED schome, prioe 1o 3006 2008 but it did sllow old age
pramt of Re4R000- vide clim MoGASDISI] oo 1RIZI0NS, & per vesified insurable
employment of the complaimant. I the kank employos were exempt from EOB scheme, ten
why ald age grani was alloweal o the complaizam. Moreaver, the embeeyn | sy, axised then i
was i 1 3106, 208 sl oot thereafter. The comgdainms joined the employer on 01,07, 2008,
therelire, the sd emhargo was oot spplicsble on the complinam. The Agency, @ per ils
tubmizsion in the comments, flled o refer o my judpment of te hoacusasi SCT, debarrizg
the complainm or alfke employocs for the gram of old age pemsgon, As a result, stance of the
Agercy 1506w et The complainant has seceessfidly sunminel hiz consentios and refusal i
groni ol ape peosion t0 him mmomns 1o mal-sdmisiEration,

E  Asaseqoed woihe above, while accepling the couglaint, b e of Bugulation 23 (4) of
the Wafagi Moluasib (Investigstion sd Heposal of Complaints) Regufalivas, 2013, the Apancy
Ea recomimerded b process cese of the somplaimant Tor g of old mge persion, &5 per I, and
Fuades.

% Cospliance be reporied to this Secresriar within 30 days of the receipt of copy of the
Fimefings, in tenmes of Andcle 1242) of PA3, Ondir Mo, of 1981,

19,  The party nggricved of che Findings may op either w ik A review palition before e
Dhminindsmam OF. o represestabeon before te Presiden within 30 days of receipt of mech Findings.
T periced] of limdtation sball B eckonsd from the date of roceipt ol dee Findings by che pariles.
If the Findings are upheld, B :l_u'rim'vnllfurﬁ shalll be barred o file & representacion hefane the

President AS
:?annnm E

(=

=

'z ' (EIAR AHMAD (HUIRESHI)
T s WAFACG MOHTASIE {OMBUDSMAN)
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Complaisi e ¢ WME-ONLIR 55373
Dhate of Repisiration T MR

M5 KEHKESHAN AZXHAR, WA MALIK
MWame & Adideess of the . AZHAR ELAHI 15%W/l, STREET MNO. I3,
Cemplainani ' DEFENCE PFHASE-3, LAHORE

E-mnil: lehkrshnmispmailcom
Mame af ihe Agency : : .
compiiined sgsins ¢ MYO FORERN AFFAIRS
Name & Designatien of the ARSHAD MANMOOD CHEEMA, ADYISOR,
Imvestigating (Mflcer, Sinfion © HAOUIELAMABATY

FAILURE OF THE AGENCY TO ALLDW
Briel Suhject © PENSION n*ilﬂ'll'
Dale when 100 asked For repori TR (IS + APPROVED
from Agemcy ' & u
Date of Receipt af Agency™s . IG0RUCHIXY & 05102023 e ITOCT M5 &
repari in WS : i ;'
Number & Dates of Heari . M Humber 13 * =

™ on 13,19, 2023, 27092023 & 09.10,2023
Name and Designation of the
Ageney's Representative who i
witemiled ihe bearing Mlr. Arif Malik, AD (PFC), Mo F.A
Whiedleer the eoms plainant . Ne
adbemd e dhe hearing? :
Im cose o mominee of e :
complaimant atbemded the Mr. Azhar Al h'nomimee of the compaimant [[on call
! from Hollundi—
eearing. hisher mame
THE COMPLAINT

Proctssty, M Eetlkechan Axhar, s filed i abose refomed complais agsinst Mio Foneign
AlTnirs § Apeeey, actening therrin that she opted for yohmissy retirement from governmend szrvice
on ITOT.I00Z, vpon completion of 25 years mandmary qualifying service. As o mesult wheneof, the
Aguncy jsamd g ootification daled 31.07. 2002 that her requesi Bad been approved and she sinod
mlired from povermment senvice. Allegedly, she moved for gram of pession bt the Agency remained
dieal and diamb for years Wogether. Uktimaiely, in Movemnber, 20250, the Agency informed her thas sle
14 mod enlithed fur pension as she had not compleied required 25 years of service dee w2 marginsl
shoerifall. Further alleged that it was meumbent upon the Agency 1o caleulare Bep gervieg dhil inlonn
her about the shomiall, if any, as required under the roles, so dhar she could have corplened that
pesiod in order o get the pensiom, Ske then made all o efforie @ convines the Agency (o
acknmyledge les negligence and derelicion of duty in ealealation of hir ssrvice and issue her pamsion
which was ber fbmdarennal right B §i evoke me response. By alleging the =ainw m an sct of
mzlidminisiration, she has fled the instant complaint for rednessal ol her gricvance,

BEPORT OF THE AGENCY

2 The Agency submiied reparts vide i keters of evem Mo, EstiTL42595 dated 26,065 2021
i are] 05.10.2023. The Apency in the letter doted 2609 2023 subnuitted thal as per nides of Finssce
\{: Divigon OM. Neo OR-212863-Impl} dabed 1ED6. 1966, "0 retinng pensson’ 15 gramed o 6
prvernmeni servarg whn is permitted i0 regire afier completion of qualifying serviee of 23 vean.
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Sance the eomplainee’s srvies fell shor of “one mooth and 09 days’, (hemefone, the matter was
referred o the AGPR and the Femnes Divison for ooz time relocetion who respomded thai
compleibon of 25 years servics & mandatory and nit refaxation can be gramed.

i In addiion (o the ohove submissions, the Agency vide kemer daned 05.10.2023 refered 1o
ahave, admivted that in temes of Finance [ivipon’s OUVUF, Mo, 8305)-Feg 673 dated 04,00, 1975 read
with Awdilor General's kaer No. 300065 dalad (6.02.1975, in case of volustary retirement, the
Hend of Department (HODY |3 nespoesible fof énairing verification of qualifying ssrvice by the madii
within one monsh amd 10 infoms the eoneered gosvermment servant bedore the expiry of ithree monchs
eotice period regarding any sbortfhll sed 1o dies:n o compkte the qualifying perod. Added thai ihe
HOD spproved comdonstion of defleletey of one momth and 14 days in qualifying service of the
caompluinasd. However, the Finano: Division nourned the case that subject O doss ool cater to
wiluntary rellresnens eases,

HEARING FROCEEDINGS

4 Hesrings were held on the above mentioned daies. Represenuative of the Agency attended the
hearing. The complainam being setiled in Holland wis contacied on ber given cell phone Noo
+IEI4I4H915, winch was stiended to, by ber hushand, Mr. Azhar Al who too was Ber nominee
Bil i perties meilerated their stances as incorporaied n their pespeciive plesdings

FINDINGS

5 An appraisal of the complaint, comenstts of the Agency, rebevant rubes and verhad mrgumeniz,
it is clear that the complainant appléed for netErement presamably on completion of mesdatoey 25
years qualifying service an 27073012, Al this pechoe, responsihility of the Ageney staried in view
af Finance Division™s CUM. Ma, B{5)-Reg @73 dated 04.00. 1979 read with Auditer Generad's belter
Mo FIVAMGS-66 dated 06.02.1 975 which reads i under-

‘In ewse af volsntary reliremend, the Head of Departmeni
(HOD} & responsible for ensmring verifieation of qpunlifying

4n5IE service by the andid wighin ome momik from the dute of receipt of
*n* ety application for volumtary retirememt fter 18 vears qualifylng
*"”“m‘?ﬁ- service, [T the service is bess tham 25 vears qualifying service the
=3 govermment servand will Bave te comtinee in service tll he'ibe
g TUCTEE 2 completes that kengih of qualilyieg servies, The fuct of the
= =2 shortfall im the qualifying sirvice should be pointed sut by the
L HEHD it government servant concerned, before he expicy of

three momths metice perisd®

6. Ny there are pae crucll guestians 1o be ansvwered. Firsily, whether the Ageney discharged
ils Bvwfil duty on receipt of retiremeni applicstion of the comglaimant in view of the notificatices
referred 40 in para 3 supra. Secondly, the propriety of response of the Finssce Division repading
sisbamission of case of the ectsplaimant lor one fime spproval,

7 It is approprate to first dilate upen the secomd question regarding response of ihe Finance
Division for seeking one fime relaxmion by the Agency megerding condosation of deficient period,
Suffice it to ohserve that the opinice of the FI i quite in accordance with rales. Therw s no denying
¥he fact thal o goversment servant quakifics for pemsion on volumiary reilrement subject 1o compleiion
of 25 years of service, This [s what e FO respanded 1o the Agency while raguesting for one time
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relaxation, so the opinien of FD is guile in scoondanos with law and nales bul came of the complainant
iz o hil different, which shall be discussed in dhe para o follow

K, Thee first paeetion b neally very crucial. Adminiedly, the vomplainanl appled fer voluntary
reilrement presssrabdy om comphetion ol 25 vears yualifying serde: an 27.07.20012, Ad this point of
time, HOE war mspitred t0 [ollew (he procedure as laid down in the ©Ms referned o in the
praviadmp pan. Dunng the course of orgamends, representaiive of the Agency was specifically
queslivned thai wheiber the abose procedure was followed and what were the circamstances under
whidh the Agency moved e FIF and AGPR for one time selacation. He hed ohsnlusedy no reply 1o
thix question. Even the represeniative sought substamial adjosmnment af slios 15 daye Tor seanning
of record reganding the action taken by the HOD upon receipn of retirement applicaism ol the
comphisant. Finally, representative of the Agency casdidly adenluosd that ne such meconl neparding
the oceian inken cosseguent upon rezeipl of relineient applicition of the camplainanl o lems of
Oids dated 14011975 and 0802, 1075 selurnad o ahove, 1x availoble in the oifice recond exceps
iance of notificatean dated 31,07 2002 regarding approval of retivessend of the complaimant. This
megas thal (Gewally the retirement applicstion of ke complainedt was recoived by te Agency and
without adhering 1> ke rules on the subject, issued n notification of retirement in o cosusl and
alipeshesd munner, Perbaps. (ks 35 the remson ehat the Agency inseead of comesiiog the complainant®s
mzquest of pramd of penséan meved the FI for one time relasanon. Owominee scannlisg of the redonl
ond evabmation of the arguments there appenrs na (s on pan of te complaisane, whieh could dobar
her from issuance of persien. lronically, she i saffering for the lns) almsoest 11 yeaes, miber is lxang
ngony and eental wnnure becusse of Ageney’s imdalesce, nmmenlos, seglipenes, inefliciency and
Inepiitede in the discharpe of duties ameonting 10 malsdminsirion as is envisged in Anicle
Z{ZWiil af the M0, Mo, Jod 1983,

2 For whot bas hesn discussed above, while secepting the complaint in berms of regalstion
Xid) of the Walsgl Mohissib (Ervessigmion and Disposasl of Cesaplaints), Ropulmions, 30135, the
Ageney is recomnmended 1

it M and stare paying penséon o the compliinan
wlongwith nrrears right from the dote of retirement;

il. Imdeniify snd Indfiste disciplinary sclion sgainst the
delinguent sfficor{xkalfivinks) responsibde for this serioms
lmpse; and

Hl. complianes be roportel within 30 Jays rogarding
recnmmanddntion Ne. | sod 75 days  regarding
recommendation Ne dl s eems of Article 1002} of Pk

Mo, of 1943 of receipl of copy of the Fimdings
Ik, The party aggrieved of e Findings may ope elther w0 fle & review peiition belion: the
Ombideman OR 3 reprcsentaion before e Prosident within 30 days of receipl of sxh Findings:
This period of limittion shall be reckoned fram the dabe of receipt of the Findirgs by the parties. IT
the Findimgs are wpheld; the aggrioved parly shall be bamed to Gle o representation befiore the

[Freaidiasy
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WAFADI MOHTASIE (OMBUDSMANYS SECRETARIAT

Lenmptiary Numbrer

Lre ool Bemlerearior

o oot Ackiireys af dwe
[ eayrairaan

Nome  of  the  Agermcy
Cenmyriadid A s

Mo o e ferestiginiivg
thficer. Starkar

Nrebbect o Uewagd it

WS- PEHTE | A0 23

| 2-(4-2023

Mr. Bashir Ahmod EKhone B Pl Moo 54-4
Indvsirial Estate Jamrud Read, Peshiowar

WAPLA,

Munor Ahmad, Associste Advisor, KO Pesghaswar

Mom-pavment of grant of WWEF for the pericd mem
12008 o 1FHI20

e wilrer S anibed fiwe | 2-0h=2023 ]
Repart from dgency wr=tB g,
Date af Beveipt of Repert 02-05-2023 S
frinm e Apeacy & i 2
viwher & ke o i(F Suntber i1 = AL N =
Hevariops (iid  Dlamles: O315-2023% I':'. “‘f
fare af effgpuicl of deaff Qip--20125 - T TR
findlings

THE COMPLAINT

The complainimmigfiked the present complaing against the PESC stolimg thal he wes
an eiwiploves o WAPDA and retired from service bn the vear 2004, He vwos grasted peassion,
Chae i his soes, Mr. Sojjad Ah memially retarded was sanchoned grant from WAPDA
Welfare Fumd in 1994 0l g his death, He fanher comended thn he was receiving his
minthly pensiom as well a5 the said grant From the office off XEN, FESCO, Lakki Marwat,
ko his shifling frem Lakki eo Peshavwar, he appdied s the Secreinny WAPRA, Welfbre Fund,
through XEM Oflkee, for wramsder of mombly grant of Mr. Safjad vo WAPDA, Peshowar. The
XEN hed endorsed his reguest for transfer of grand 1o the Fund Office. WA o Lahore,
wide his lener Mo 845455 doigd 20-05-2009, mestioning therein thut the grint has been paid
gl 1 Degeimber 2017, Tha oflkoe has aoght cladilicstion and masans for ios-paement of
grunl bevand 2017, 1t vwas clarified tbat the pavment was pol made doe to lack of fonds with
the XEM Crffice, After explaining the positicn 1o the Fund Ofice Lohore, Rie request was
sepeded woand convesed the revival ol grnt froen 112020 g0 owvard foe life solnlog the
peeriesd Frav OHLC20E G 1W20200 Apain request was made for praang the fund lse the omitked
peericed, ban o action wars laken as such, this complaint

G . :
F Thi Agency subnuibed Ms nepon om the las Gane of bearng amd placed an pecord the
instnactioes which provided th the memihly grast sould be discomimed i the rezipient of
grant dikl mit drosw the same for comtisous period of ane year or mese. The revival of grant
would be meade on special conssderacton on recelp of the application fomm duly signed iy the
applicant aced recommercled by the Hed @fice on prsduction of medical cenificate of
WATTEA haspalal vide Secretary {Funds) WAPDRA Lohore, letber Mo, WWELS 1 P24H1-275)
dated 02-0d-10%T. [T was fumher elabommied thm the Monagemens Comsminee, 'WAPDA
Wicllare Fund decided that il cases of widow/landicapped Gor revival of grasi whers the
henclicianies fiided o comply the formabitees as mantined In the absve kater dased 02-404-
1957, would ke considered from e date of applicataon o smears uplo @ maximmom ol Dya
vsars, vidle Secretany WW (Fundsy WaAPDA, Lahore ketter So., WWEFASF23MEC14TE-
1578 daped ZR-08-2022, Sececiary WaAPDa Weliare Fund: ststed tha ihe came of the

' J/ camplainang vas conssbenad carlicr, e oy tns bamed as per palicy. In onler o revive

-
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PobHR- R0 Do T 041

the grant, the pre requisine docements ms mentionod in above mefimed ketter Wo. daged 024041
1937 were not provided by the compleimam so XEN WAPDA Lakki Marva vide his lensr
Hin 17876-T8 daied 02-12-2022 However. the handicepped cases were revived allewing
fwi years wreas in the light of WAFDA Welfane Fand Poliey. XEN Dperation PESCT
Diwisson Lakki Morwm vide his bemer hoo $860=3) daed 08=05-2005, informed dan the
Secrelay Funds was dedy mforesed thet the penrnuils was made wpin Jaesr 2017 and
therenfler no payment was released due oo lack of funds. The compleinant wos severl times
azked werbally o submit the docsnents for armaanl transmisson 10 te Seenctary Funds
Lnbore for revivel of eeothly grenc, bul §# was submimed loie and iransmitied to the
Seeretary Funds Lahan: who hes scoonded approval for sevival of mamhly grast wef
112020 b anwand for il ERe 12400 side his letter Mo WYEH-2302508-90 dmed 15
0F-20125, The Chiel Ergimeer Operation, PESCO Dnvsinn, Lakic, Marwai, further poimted
ot that the intervening period wef GL2HE f0 103020 was cmiled by appresving
Authorily, Seeretary Fusds WAPDA, Lahare.

EQINES AT ISSUE
4 Whether the comyplainimt was entihal % Welfare Fund grant for tee period 08,2008
o TLHIZEY
HEARING PROCEEDINGS

5 Hearing wes held ca 03052003, Mir. Blalid Hiosain Assistan Secrgury Ford,
WAFDA Lahane, appearcd for hearing and sianed ihat the complainant bas claimed the grant
af find afier severa| vemrs, As sech, the greet dor the aforessid penod waa not slleed m
recordance with the insiructions of WAPDA. However, The claim for groee of subsequesd
purivd was slkowed by the Compeien Authority. The complamant who wes present saled
than ike claim of grom of fund was snctiosed 10 his Fndicapped child from 1994 The
pebees of prant was hekl up by the Ageney on one pretext or ather, despite the ficls fal be
vaie resuesiing for payment of granl amooedt off and on

FINDINGS/RE COMMENIMATIONS

B Persal of recoed revesled that the complainant was entitlod G graet from Wilfare
Fund, b due 1o lecity of the Apency he was deprived froe the grant for the persed 08018
0 13020 withoul any justificalion when ihe groen was contimsshy sanctiondd and gaid o
the complainani freen 1994 The refizmed better by the Agency was ol applicable i this cose
because the grani was duly sanctivned mad was regulordy paid The sioppage of paymimt of
prant was on secunt of pouelty of fords (for which the complainset sanma be bamed) and
neghigence of the Agency, which mmoumts o mel-adssindsiration oa the part of the Apency
defined in Amicle 220 of President's Order Mol of 1983, Consogaemly, this complaan is
accepied under Pepohion 2314 of Walhgl Mobasie (Investipetion ond  Disposal of
Complinis} Fegulatiam, 1011,

7. I il B o, W 16 recommended that::

Comestive messures may be ken by the Agency far restificition of the mal-
admimistratics highlighted sbove s the mier say ke reconsidered in line
with e presenibed procedure, rafes and repolalices outlined in the proceding
permgEanh.

#, {Compliance be reporied within 30 dps of the pespt of & copy of these findings or
remscres Tor mod daing 30 oy he inteated inserms of Aricle 1821 of P00 al 1963,

. The pariy sggrieved of the Fismlings moy opt either to file & review petition beloes e
Cimbislsmim OHf o represemation before the President within 30 daye of rocelgs of such
Findings. This period of linsiation shall ke reckened from the date of receipt of the Finditigs
b e ponies I the omion of review petition is caemissd by the agisicved party and dhe
Findings are uphokd, the sgpricved pony shall be bared to filga neprosentation before the
Presiden, kﬁp,c.m (O,

22 arpnouTh & {EJAZ A F5HI
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10.

11.

APPENDIX-I

OUR TEAM

Mr. Afzal Latif, Secretary, Wafaqi Mohtasib Secretariat

He served as Secretary, Ministry of Human Rights, Industries & Production and
Establishment Division.

HONORARY SENIOR ADVISORS

Justice (R) Muhammad Raza Khan, Senior Advisor, Head Office, Islamabad
He served as Secretary, Law & Justice and Chief Justice, Peshawar High Court.
Mr. Ahmed Farooq, Senior Advisor, Head Office, Islamabad

He served as Secretary to the President of Pakistan 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 Retired Federal Secretary (Senior Member), Board of Revenue (BS-22) and
Additional Chief Secretary, Home & Prison Department, Sindh.

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 (In-charge), Federal Tax
Ombudsman, Karachi

Ms. Fauzia Nasreen, Commissioner-IRD (Informal Resolution of Disputes), Islamabad
She served as Ambassador/ High Commissioner in various countries.

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 various positions in Sindh Police.
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12,

13.

14.

15.

16.

17.

18.

19.

20.

21.

22,

23.

24,

25,

26.

27.

28.

29.

30.

Mr. Saqib Aleem, Advisor, Regional Office, Lahore

He served as Additional Secretary, Ministry of Law & Justice and Wafaqi Mohtasib
Secretariat, Islamabad.

Mr. Shahid Latif Khan, Advisor, Regional Office, Lahore

He served as Director General, TDAP, NAVTTC & Intellectual Property Organization and
Executive Director General, Ministry of Commerce.

Mr. Muhammad Misbah Tunio, Advsior, Regional Office, Karachi

He served as Managing Director, National Security Printing Company, Ministry of Finance.
Mian Shuja ud Din Zaka, Advisor, Regional Office, Lahore

He served as Accountant General, Punjab.

Mr. Haroon Ahmed Khan, Advisor, Regional Office, Karachi

He served as Additional Secretary, Ministry of Religious Affairs & Interfaith Harmony and
Secretary to Government of Sindh.

Mr. Badshah Gul Wazir, Advisor, Regional Office, Peshawar

He served as Provincial Ombudsman, KP and Secretary to various departments in KP.
Mr. Fazal Karim Khattak, Advisor, Head Office, Islamabad

He served as Additional Chief Secretary, FATA and Secretary to Government of KPK.

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. Sohail Ahmad Khan, Advisor, Head Office, Islamabad

He served as Additional Secretary, Wafaqi Mohtasib Secretariat, Islamabad & Board of
Investment.

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 & 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 & Advisor/ Registrar, Federal Tax Ombudsman.
Mr. Mohammad Tanvir Mir, Advisor, Head Office, Islamabad

He served as District and Sessions Judge in various Districts of Punjab.

Mr. Shah Mahboob Alam, Advisor, Head Office, Islamabad

He served as Joint Director, Intelligence Bureau, Advisor, National Accountability Bureau and
Managing Director/CEO in Oil & 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.

Ms. Mahrukh Aziz Tarar, Advisor, Head Office, Islamabad

She served as Director General, Punjab Judicial Academy and District & Sessions Judge.
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 & Sessions Judge.

Dr. Syed Rizwan Ahmed, Advisor, Regional Office, Hyderabad

He served as Ambassador/ High Commissioner in various countries.
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34.
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35.

36.

37.

38.

39.

40.

41.

42,

43.

44.

45,

46.

47.

48.
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Mr. Muhammad Farhat Ullah Khan, Advisor, Regional Office, Peshawar

He served as District & Sessions Judge.

Mr. Masood Arshad, Senior Consultant Legal, Regional Office, Lahore

He served as Director General, Lahore High Court and District & Sessions Judge.
Mr. Ashfaq Ahmad Rana, Advisor (Honorary), Regional Office, Gujranwala

He served as District and Sessions Judge.

Mr. Farman Ahmed Jatoi Baloch, Consultant-IRD (Informal Resolution of Disputes),
Regional Office, Sukkur

He is a practicing lawyer and advocate High Court.

Mr. Muhammad Waqas Raja, Legal Consultant (Honorary), Head Office, Islamabad

He is an advocate, High Court and practicing since 2015.

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.

Captain (Retd.) Abdul Majeed Khan Niazi, Associate Advisor, Head Office, Islamabad
He served as Joint Secretary, Ministry of National History & Literary Heritage.
Syed Ghazanfar Mehdi, Associate Advisor, Regional Office, Lahore

He served as Director General in Wafaqi Mohtasib Secretariat and CF & AO in Economic
Affairs Division.

Dr. Mir Aijaz Hussain Talpur, Associate Advisor, Regional Office, Hyderabad
He served as Joint Secretary in Federal Government.

Kh. Saif Ur Rehman, Associate Advisor, Regional Office, Swat

He served as Joint Secretary, M/o Interior and Narcotics Control.

Mr. Riaz Ahmed Memon, Associate Advisor, Regional Office, Karachi

He served as Secretary, Sports & Youth Affairs, Planning and Development, Education
Departments and Special Secretary, Health & Education.

Mr. Mumtaz Ahmed, Associate Advisor, Regional Office, Peshawar

He served as Joint Secretary in Law & Justice Commission of Pakistan.

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.

Mr. Abdul Ghafoor Baig, Associate Advisor, Regional Office, Abbottabad

He served as Secretary, IPC (KPK) and Commissioner in D.l . Khan and Mardan.
Dr. Sheikh Imtiaz Ali, Associate Advisor, Regional Office, Hyderabad

He served as Director General (Faculty) in National Institute of Labor Administration Training.

Mr. Aijaz Hussain Lone, Associate Advisor, Regional Office, Bahawalpur
He served as Secretary, Kashmir Cause, Arts and Languages Department in AJ&K Government.

Mr. Basit Aziz Khan, Commissioner-IRD (Informal Resolution of Disputes),
Regional Office, Bahawalpur

He served as Advisor, Ombudsman Punjab and Assistant District Public Prosecutor.
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49.

50.

51.

52,

53.

54.

55.

56.

57.

58.

59.

60.

61.

62.

63.

64.

65.

66.

67.

68.

Dr. Abdul Waheed Indhar, Commissioner-IRD (Informal Resolution of Disputes),
Regional Office, Hyderabad

He served as Director, School Education (Elementary, Secondary & Higher Secondary), Sukkur.
Mr. Muhammad Arif, Associate Advisor, Regional Office, Mirpurkhas
He served as Resident Engineer, National Heritage & Cultural Department, Government of Sindh.

DEPUTY ADVISORS/ CONSULTANT/ INVESTIGATING OFFICERS
Mr. Moinuddin A. Siddiqi, Consultant, Head Office, Islamabad
He served as Deputy Secretary, Prime Minister’s Office, Islamabad.
Mr. Muhammad Saqib Khan, Registrar/ Deputy Advisor, Head Office, Islamabad
He is the longest serving officer in the Wafaqi Mohtasib Secretariat.
Syed Nabil Igbal Gilani, Consultant, Head Office, Islamabad
He served as Deputy Director I.T in Wafaqi Mohtasib Secretariat.
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 also 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.

Mr. Muhammad Nasarullah, Consultant-IRD (Informal Resolution of Disputes),
Head Office, Islamabad

He worked as Deputy Director (Registration) in Wafaqi Mohtasib Secretariat.

Mr. Muhammad Javed, Consultant-IRD (Informal Resolution of Disputes),
Head Office, Islamabad

He served as Public Relation Officer, NH&MP and as Director (Media).

Mr. Khalid Saeed, Deputy Advisor, Regional Office, Abbottabad

He served as Project Management Specialist, Rural Support Program Network.

Mr. Mushtaq Ahmed Awan, Deputy Advisor, Regional Office, Sargodha

He served as Superintendent of various Central and District Jails.

Mr. Shakil Ahmed, Deputy Advisor, Regional Office, Bahawalpur

He served as Director, Wafaqi Mohtasib Secretariat, Islamabad and Deputy Secretary in various Ministries.
Mr. Jawed Ahmed, Legal Consultant, Regional Office, Karachi

He served as Private Secretary in Wafagi Mohtasib Secretariat and an Advocate, High Court.

Mr. Bakhtiar Gul, Deputy Advisor, Regional Office, Peshawar

He served as Managing Director, FATA Construction Unit & Director, Irrigation & Hyderal Power, FATA.
Mr. Jehanzeb Latif, Deputy Advisor, Regional Office, Peshawar

He served as Director in Wafaqi Mohtasib Secretariat.

Mr. Zahid Khan Mandokhail, Deputy Advisor, Regional Office, Karachi

He is a practicing lawyer and an advocate.

Mr. Asim Shahbaz Malik, Senior Law Officer, Head Office, Islamabad

He is a practicing lawyer and 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.
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69. Mr. Gulzar Ahmed Butt, Assistant Advisor, Regional Office, Lahore
He served as Senior Superintendent of Prisons.
70. Mr. Abdul Moeed Khawaja, Assistant Advisor, Regional Office, Lahore
He served as Deputy General Manager, Habib Bank Ltd.
71. Mr. Muhammad Kashif, Assistant Advisor, Regional Office, Khuzdar
He served as Anchor, Compere and Host in Pakistan Television.
72. Mr. Khalid Sial, Consultant (Media & Public Relations), Head Office, Islamabad
He served as PRO/ Superintendent, Wafaqi Mohtasib Secretariat, Islamabad.
73. Mr. Asghar Ali Awan, Assistant Registrar, Regional Office, Gujranwala

He served as Assistant Accounts Officer, Wafagi Mohtasib Secretariat and Pakistan Military
Accounts Department.

PROFILE OF REGULAR OFFICERS POSTED AT WMS, HEAD OFFICE & REGIONAL OFFICES

1. Dr. Arshad Mahmood, Member (Incharge), Wafaqi Mohtasib Secretariat,
Regional Office, Lahore

He served as Secretary, Petroleum Division, Science & Technology Division and National
Heritage & Culture Division.

2. Mr. Muhammad Safdar, Director General, Head Office, Islamabad

He served as Director General, Immigration and Passports and Commissioner / Regional Tax
Officer, FBR, Rawalpindi.

3. Mr. Muhammad Ashfaq Ahmad, Director General, Head Office, Islamabad
He served as Additional Secretary in the Government of Azad Jammu & Kashmir.
4, Mr. Zeeshan Muhammad Khan, Secretary to Wafaqi Mohtasib, Head Office, Islamabad
He is serving as Secretary to Wafaqi Mohtasib since 2.11.2021.
5. Ms. Afshan Sabir, Director, Regional Office, Lahore
She served as Deputy Secretary, National Heritage & Culture Division.
6. Mr. Rashid Ahmad Sheikh, Director, Regional Office, Karachi
He is serving as Director in Wafaqi Mohtasib Secretariat.
7. Ms. Shahina Ahmed, Director, Regional Office, Karachi
She served as Deputy Secretary, Government of Balochistan.
8. Mr. Dur Muhammad, Director, Regional Office, Quetta
He served as Director, Social Welfare, Special Education & Human Rights Department.
9. Mr. Fawad Hanif, Director, Regional Office, Peshawar

He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.
10. Mr. Shahid Mahmood, Director, Head Office, Islamabad

He served as Deputy Director in Wafaqi Mohtasib Secretariat.
11. Ms. Bahleem Bilgees Jan, Director, Regional Office, Karachi

She is serving as Deputy Director in Wafaqgi Mohtasib Secretariat.
12. Ms. Zariyab Mussarat, Deputy Director, Head Office, Islamabad

She served as Assistant Manager in Associated Press of Pakistan.
13. Ms. Shamshad Roohi, Deputy Director, Head Office, Islamabad

She served as Assistant Director in Wafaqi Mohtasib Secretariat.
14. Ms. Siddrah tul Muntaha, Section Officer, Regional Office, Lahore

She served as Deputy Manager, Pakistan Minerals Development Corporation.
15. Mr. Salahuddin, Deputy Director, Regional Office, Peshawar

He is serving as Deputy Director in Wafaqi Mohtasib Secretariat.

147



APPENDIX-I

16. Mr. Adnan Jadoon, Deputy Registrar, Regional Office, Sukkur
He served as Assistant Registrar in Wafaqgi Mohtasib Secretariat, Islamabad
17. Mr. Nabeel Hasan Khan, Librarian, Head Office, Islamabad
He is serving as Librarian in Wafaqi Mohtasib Secretariat since 2011.
18. Dr. Sohail Ahmad Phatak, Assistant Director I.T, Head Office, Islamabad
He served as Software Developer in Wafaqi Mohtasib Secretariat.
19. 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.
20. Mr. Sami Ullah Khan, Deputy Director, Head Office, Islamabad
He served as Assistant Registrar in Quaid-i-Azam University.
21. Dr. Muhammad Zahid, Senior Investigation Officer, Regional Office, Bahawalpur
He is serving as Investigation Officer since 2019.

22. Mr. Ahsan Nazar, Senior Investigation Officer, Regional Office, Lahore
He is serving as Investigation Officer since 2019.
23. Mr. Ameer Muhammad, Senior Investigation Officer, Regional Office, Quetta

He is serving as Investigation Officer since 2019.
24, Shahzada Allaudin Pirakzai, Assistant Registrar, Regional Office, Kharan
He served as Deputy Director in National Commission for Human Development.
25. Mr. Imran Khan, Senior Investigation Officer, Regional Office, D.l.Khan
He is serving as Investigation Officer since 2019.
26. Qazi Nazim Naeem, Deputy Director, Regional Office, Hyderabad
He served as Deputy Manager, State Life Insurance Corporation.
27. Mr. Kamran Magsood, Investigation Officer, Regional Office, Faisalabad
He is serving as Investigation Officer since 2019.
28. Ms. Sahar, Investigation Officer, Regional Office, Lahore
She has been serving in Wafaqgi Mohtasib Secretariat since 2014.
29. Ms. Anjum Bibi, Assistant Registrar, Regional Office, Peshawar
She is an advocate and practicing since 2015.
30. Mr. Muhammad Adnan Khan, Assistant Registrar, Regional Office, Abbottabad
He is practicing lawyer of District Courts, Abbottabad.
31. Mr. Arif Khan Kundi, Investigation Officer, Regional Office, D.l.Khan
He worked as Advocate High Court - a Legal Expert.
32. Mr. Muhammad Sohaib, Investigation Officer, Regional Office, Multan
He is an advocate, High Court and practicing since 2013.
33. Mr. Jamil Ahmed, Investigation Officer, Regional Office, Hyderabad
He served as Consultant/ Assistant Director in Wafaqi Mohtasib Secretariat.
34. Mr. Mahmood Khan Mahay, Assistant Director, Regional Office, Multan
He served as Superintendent in Ministry of NHSR&C.
35. Syed Mehmood Ali Shah, Assistant Director, Regional Office, Sukkur
He served as Engineer in PTCL and now posted as Incharge /Investigation Officer,
Regional Office, Sukkur.
36. Mr. Shakeel Ahmed, Assistant Registrar, Regional Office, Bahawalpur
He served as Assistant Registrar in Regional Office, Peshawar.
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CONTACT DETAILS
WAFAQI MOHTASIB SECRETARIAT, Head Office
36-Constitution Avenue,Sector G-5/2, Islamabad.
Tele No. 051-9213886-7 Fax No. 051-9217224

REGIONAL OFFICE: ABBOTTABAD

Room No. 06, District Government Secretariat ABBOTTABAD.

Phone. 0992-9310538, Fax N0.0992-9310549

Email: Ombuds.wmsROA@gmail.com

REGIONAL OFFICE: BAHAWALPUR

House No.32-C, Captin Muhammad Sarwar Shaheed Road Model Town -A,
BAHAWALPUR, Phone N0.062-9255612 Fax No0.062-9255614

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. W-10-P-20, Asif Street, New Civil Lines, Bilal Road, FAISALABAD,
Fax # 041-9201021, Exchange # 041-9201020,

Email: ombuds.wmsrof@gmail.com
REGIONAL OFFICE: GUIRANWALA

144-145, (1st Floor) Mumtaz Market, Near NADRA Executive Office, G.T. 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 # 022-9201603,
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

Quetta road, Kharan, Phone: 092-847-510305,

Fax No. . 092-847-510306

Email: Ombuds.wmsROK@gmail.com

REGIONAL OFFICE: KHUZDAR

Wafaqi Mohtasib (Ombudsman) Secretariat, Commissioner Office, Khuzdar
REGIONAL OFFICE: LAHORE

State Life Building, 3rd Floor, 15-A Davis Road, LAHORE
Fax # 042-99201021, Exchange # 042-99201017-18,

Email ombuds.wmsrol@gmail.com
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11. COMPLAINTS COLLECTION CENTRE: LORALAI
Provincial Ombudsman Office, DC Complex, Loralai.
12. REGIONAL OFFICE: MIR PUR KHAS

Shuja Abad Taluka Complex Degree road, Near village Makhan Sammun
Mir Pur Khas

13. REGIONAL OFFICE: MULTAN

House No. 15C , Whdat Colony, MULTAN,
Fax # 061-9330027, Exchange # 061-9330021,

Email: ombuds.wmsrom@gmail.com
14. REGIONAL OFFICE: PESHAWAR
Secretariat, 1st Floor Benevolent Fund
Building, PESHAWAR Cantt,
Fax # 091-9211571 &amp; 091-9211573
Email: ombuds.wmsrop@gmail.com
15. REGIONAL OFFICE: QUETTA
Civil Defense Building Samungli Road,QUETTA.
Phone: 081-9202679, Fax: 081-9202691
E-mail:ombuds.wmsrog@gmail.com
16. REGIONAL OFFICE: SAWAT
Near Masjid Allah o Akbar,Saidu Sharif, SWAT
Phone. 092-946-920052, Fax No. 092-946-920051
Email: Ombuds.wmsROK@gmail.com
17. COMPLAINTS COLLECTION CENTRE: SADDA
Wafaqi Mohtasib Complaints Collection Centre, Boys Hostel ,Sadda Cannt, District Kurram.
Phone: 0333-9151624
18. REGIONAL OFFICE: SARGODHA
Near Circuit House, PAF road Sargodha
Phone. 092-48-9330155, Fax N0.092-48-9330156
Email: Ombuds.wmsROS@gmail.com
19. COMPLAINTS COLLECTION CENTRE: SIBI
Wafaqi Mohtasib Complaints Collection Centre, Deputy Commissioner office ,
Sibbi, Balochistan.
0332-7919990
20. REGIONAL OFFICE: SUKKUR
House No. 107-A, Near NADRA Office,
Sindhi Cooperative Housing Society, Airport Road, Sukkur,
Fax # 071-9310012,
Email: ombuds.wmsros@gmail.com
21. COMPLAINTS COLLECTION CENTRE: WANA
Wafaqgi Mohtasib Complaints Collection Centre, Assistant Commissioner Office,
WANA, South Waziristan (Phone: 0965-211046).
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Table-1: Institution, Workload and Disposal of Complaints

S. No. Description Cases
a Number of cases brought forward from previous year 16,761
b Number of cases received during the year 194,106
c Total Workload during the year (a + b) 210,867
d Number of cases disposed of after initial examination / 38,629
preliminary investigation
e Number of cases disposed of after detailed investigation 154,401
f Total Disposal during the year 193,030

Table-2: Average Workload and Disposal Per Investigating Officer

S. No. Description Cases
a Investigation workload during the year 172,230
b Average workload of each Investigating Officer. 2,823
c Disposal during the year 154,401
d Average disposal per |.0. 2,531
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Table-3: Office Wise Receipt and Disposal of Review Petitions

S. No. Name of Office Receipt Disposal*
1 Head Office, Islamabad 351 364
2 Regional Office, Abbottabad 13 13
3 Regional Office, Bahawalpur 31 26
4 Regional Office, D.l. Khan 5 6
5 Regional Office, Faisalabad 62 66
6 Regional Office, Gujranwala 23 292
7 Regional Office, Hyderabad 30 21
8 Regional Office, Karachi 246 276
9 Regional Office, Kharan - i
10 Regional Office, Khuzdar - i
11 Regional Office, Lahore 64 56
12 Regional Office, Mirpur Khas - -
13 Regional Office, Multan 100 97
14 Regional Office, Peshawar 182 209
15 Regional Office, Quetta 119 132
16 Regional Office, Sargodha - -
17 Regional Office, Sukkur 1 3
18 Regional Office, Swat - i

Total 1,226 1291

* Include petitions brought forward from previous year

1,226 fresh Review Petitions received
against 193,030 decisions i.e. 0.64%
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Table-4: Representations Filed and Decisions Received from the President’s Secretariat

S. No. Description Cases

a Representations filed during the year 792
Against the decisions of 193,030 (0.41%)

b Decisions Received 1,084

c Decisions upheld 1012 (93.36%)
d Accepted 40 (3.69%)

e Remanded 32 (2.95%)

Table-5: Volume of Complaints Against Key Agencies

S. No. Name of Agency Receipt Disposal
A-Power Companies
1 Lahore Electric Supply Co. (LESCO) 26,292 25,083
2 Multan Electric Power Co. (MEPCO) 13,086 11,377
3 K-Electric 11,266 10,803
4 Peshawar Electric Supply Co. (PESCO) 10,410 10,279
5 Hyderabad Electric Supply Co. (HESCO) 7,842 7,434
6 Sukkur Electric Power Co. (SEPCO) 4,933 4,831
7 Faisalabad Electric Supply Co. (FESCO) 3,151 2,978
8 Gujranwala Electric Power Co. (GEPCO) 2,048 2,019
9 Quetta Electric Supply Co. (QESCO) 1,781 1,650
10 Islamabad Electric Supply Co. (IESCO) 1,325 1,384
Sub-Total: 82,134 77,838
B-Gas Companies
11 Sui Southern Gas Co. Limited (SSGCL) 13,027 12,937
12 Sui Northern Gas Pipelines Ltd. (SNGPL) 6,125 5,958
Sub-Total: 19,152 18,895
C- Some other Agencies having complaints more than 200
13 Benazir Income Support Programme 22,858 26,590
14 Allama Igbal Open University 6030 6,771
15 NADRA 5,244 5,114
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16 Pakistan Post Office Department 4,794 5,011
17 Postal Life Insurance (PLI) 4,474 4,520
18 EOBI 2,745 2,504
19 Pakistan Bait ul Mal 1,738 2,017
20 Federal Investigation Agency (FIA) 1,603 1,582
21 PTA 1,485 1,463
22 Pakistan Railways 1,232 1,237
23 Intelligence Bureau (IB) 1,105 1,107
24 State Life Insurance (SLICP) 945 951
25 Higher Education Commission (HEC) 888 833
26 Immigration & Passport 860 725
27 Capital Development Authority (CDA) 826 802
28 National Bank Of Pakistan (NBP) 759 743
29 Federal Employees BF & Gl 733 753
30 Central Directorate of National Savings 710 718
31 Accountant General Pakistan (AGPR) 597 593
32 Utility Stores Corporation 304 356
33 State Bank of Pakistan (SBP) 331 340
34 National Highways 233 218
35 Ehsaas Program 182 238

Sub-Total: 60,676 65,186
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LEGAL FRAMEWORK

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 is 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)]

Lo, 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. [..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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